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I. Launching the Administration Manager
ACTION:

e Login using below credentials:

0 Company Alias Name: Your Company Name
0 UserName: Your Admin Username
o0 Password: Your Admin password
0 Select Administration Manager from the main login Window.
II. Global Command Buttons [ KSIIFE 5] About B Logout

« These are consistent throughout all 3 modules.
1. Configure

0 Regional Options screen displays. This allows the Administrator to set the time zone and
date format for workstations within your Company.

o Timeout Options — This should be set to 240 to avoid their session ending due to
inactivity. It is recommended they do not change this setting.

2. Help - This is the complete Supervision Manager User's Guide.

3. About - This is the copyright notice from Telephony.

4. Logout — Please ensure you always click Logout when not using the system.
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I1l. Administration Screen

« The Administration screen layout. Refer to below Figure 1.

Figure 1 — Administration Screen Layout Global Command Buttons

Configure Help About Logout
T Roman Schepis Local

*HONE 9549358800
WEB SITE hittp:/fwww.promero.com Command

Buttons

i i Hel
Navigation | Help 7
Pane Links. any >> Promero o ] (
e Additional Options
i System Prompts
s Reports -
Company Name Address
‘F’rumeru ‘ ‘1100 Park Central Blvd. Suite 2500 |
Company Alias City
‘F’romero ‘ ‘F‘Umpaﬂu Beach |
State/Region
I | Results
Statistics [Total| Country Pane
Agents g5 ‘United States vl
Supervisors 19 PostalZip Code
Workgroups a1 ‘33054 |
Projects 84
Interactions since the beginning of the Month g0 Web Site
Maximum Number of Simultaneous Interactions 300 \http'ﬂwww promera.cam |

Ty

Save, Cancel and Apply
Changes

e Navigation Pane Links - These contain four groups of links to various Administration screens.
As you click links in the Navigation Pane, the Administration Manger displays a sort able, tabular
list of member objects in the Results Pane. The Administrator uses these options to maneuver
throughout the system.

e Results Pane — This is a dynamically updated area containing the members of the link you
selected in the Navigation pane. The Results pane also contains, when you “drill-down” into a
selected object, the editing screens you use to add and modify the properties of these objects.

e Local Command Buttons Add | Edit | Delete | Help

These command buttons allow the Administrator to perform additional functions on screens
selected from the Navigation Pane.

1. Add - Allows the Administrator to add a new entry.
2. Edit - Edits the entry you are currently viewing.
3. Delete - Deletes the active entry currently viewing.

4. Help - Displays help about the particular function you are performing.
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[ll. Administration Screen (Continued):

For example:

v Click Skills from the Navigation
Pane

v Click Help to demonstrate that
help is displayed for Creating an
Agent Skills.

v Click the X in top right corner of
the browser window to close the
Help Screen.

Help is available on every screen
and will assist you in performing
the function they are currently
working on.

e Additional Options

January 2007

Figure 2 — Help Screen Adding Agents
Creating an Agent Skills Library

Agent Skills are the abilities that Agents possess that allow them to handle
Interactions coming into the call center. CallCenter@nywhere matches the needs of
the caller with the Skills of available Agents, and routes the Interaction to the Agent
most qualified to handle the Interaction,

Far example, if your call center handles callers wha speak French and Spanish in
addition to English, you might create two Agent Skills, "Speaks French," and "Speaks
Spanish” to supplement the ability to speak English which all your Agents possess,
When a Spanish-speaking caller reaches the call center, CallCenter@nywhere rautes
the caller to the available Agent with the highest score for the "Speaks Spanish” skill.

To Create Agent Skills:

1. Click Skills in the Mavigation Pane of the Administration Manager.
2. Click Add.

Figure 4-1 Add Skiif Screen

[Skills > Hew em
Skill Name

b o ]

Description

Company — Contains your Company profile information.

Contact — Contains your Company Contact information.

Email Configuration — Contains the email addresses and servers that CallCenter@nywhere

uses to handle their Company’s email and Agents Interactions.

Regional Settings - Contains your Company’s date format, Company’s time zone and

Language).

Business Hours (Your Company’s days and hours of operation).
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IV. Creating Agent Skills

e These skills are defined by your
business rules.

1.

Figure 3 — Creating Agent Skills

@ Click Add
@ Click Skills ¥
Optiom Add | Edit | Delete | Help
Click Skills from the Navigation e

Shalls > Nw them
Pane. @ Enter Skill Name

Skill Hame

Deseriptlon

Click Add in the Local Command
Buttons.

rhs iz 8 new shill fr demenstration purposes

@ Enter Description

Enter Skill Name in the New Item
Window.

Enter a Description regarding
this Skill.

@ Click OK
Click OK.

Hint: Clicking OK saves your changes and returns them to the main menu; while clicking
Apply saves changes and keeps you at current screen.

@ NOTE: The above screens have been modified to add the navigation pane and local

command buttons for instructional purposes. The screens you will see will not be exactly
as shown above.

V. Adding Agents

1. Click Agents from Navigation Pane.

2. Click Add in the Local Command Buttons (refer to above Figure 3).

January 2007

Click Profile Tab (this screen should already be

displayed) Figure 4- Adding Agents
. Enter first and last name
o Enter Agent First Name (enter Agents >> Hew em
your first name) Profile
(0] Enter Agent Last Name (enter First Name Date Hired Access permission level: m
your last name) . — [ b | = S Select
o Select Department (click down ‘“ — | f“'"“"“ - G.,';m,,m dministrator
arrow and select your Department Passwor t\c Administrator
department). [INare /V_;I e Date of Hire, Username,
o Select Date of Hire by Select Department Password, Confirm
clicking on calendar icon g sapassword.
o Enter Username (enter \ | \
you rs) City Postal/Zip Code
\ | \
o Enter Password (enter your County Country Home Phane
password) United States - RN ‘ZI
o Confirm Password (enter same | [cane | [ty
password) Click OK

Grey fields are required fields.

o Select permission level. Keep in mind you do NOT want many administrators.
OPTIONAL: Enter Address information and Phone number fields.
o Click OK to save.

o
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V. Adding Agents (Continued):

e Controls and Restrictions Tab (refer to above figure 4)

o Allow call recording gives the
Agent ability to record
conversations with callers.

Caution: You need to verify that
this is allowed within the state of
your call center prior to selecting.

o Enable automatic recording of
Agent — Select this when you

Agents »» New | . . L
Figure 5 — Setting Agents Controls and Restrictions

Controls a

[#] Allaw call recording in Interaction Manager
Enable automatic recording of Agent

P
Sel the number of tings the syste

ntage of calls to record  100% +

w3
simultanaously

x and Ermail) [3

ill weait for an

Satthe maximum number of Interactions the Agent

Chat 2 OHlin

& Enable intemational long distance dialing
) Restriet lony distance dialing to this country code

Allow wrap-up time after call
Whap.aup lime fnes )

[«] Reguire Qutcome

want to randomly record an
Agent. ox

Percentage of call to record. This will record all calls of the Agent while he was logged
into the system. We also store all recordings on our system for 60 days; this can be
extended to meet their business needs.

Set the number of rings the system will wait for an Agent to answer. This is the
maximum number of rings before the Agent’s status changes to “No Answer” and the call
is placed back into the queue.

Chat box and Email boxes. - These are the maximum number of simultaneous
interactions the Agent will be able to handle while logged in.

Enable International Long Distance Calling — You can permit the Agent to make
international calls by check the radio button.

Restrict Long Distance Dialing to this Country Code — You can restrict the Agent to
make calls only within a specified country code. For example, selecting 1 would permit
the Agent to make calls only within the United States.

Wrap-up time after a call — Check this box to give the Agent time to wrap up a
concluded phone interaction.

Wrap-up time — Enter the number of seconds granted to the Agent for his wrap-up time.

Require outcome — Checking this box will display a pop up box displaying an Outcome
Library at the conclusion of interactions. The Agent would be required enter an outcome.
The Outcome library is something you would create and modifier as needed. It will be
stored in the Libraries menu under Outcomes. It could consist of options such as no
answer, busy, transfer to another workgroup, made sale, etc.

NOTE: Mention they would be able to run reports against Outcomes if this was
selected which may be very beneficial to their company.

e Click Regional Settings Tab (refer to Figure 5)

(0]

January 2007

This is preset for you, but you have the ability to change to whatever time zone and date
format that meets their needs.
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V. Adding Agents (Continued)

e Click Email Tab (refer to Figure 5)

o Agents cannot receive email without entering a valid email address in this field.

e Phone Tab (refer to Figure 5)

o Agent Extension Number must be entered in the extension field in order for him to
receive calls.

o Outside Phone — requires a 10-digit phone number is required in order for the Agent to
receive outside calls.

o Country Code - Selecting 1 would restrict Agents to calling only in the United States.

Figure 6 — Adding Agent Skill Level

e

Skills

e Assign a Skill to the new Agent:

Define skill level for this Agent

o] Click Skills Tab. f\kll!l,sE'Il sl |we|LUr_a‘gﬂ?
o Select a skill for an Agent Advanced Spanish 0 pm
H H Alergies 1) (0-100)

o Enter Skill level rating aber Company © oo
o Click OK BankCard i {0100
Bilingual 0-100)

Blond 0 (0-100)

Ca++ 0 (0-100)

Carlos 1) (0-100)

CCA 0 (0-100)

chasecom 0 (0-100)

Chat skill 1) (0-100)

coffee 0 (0-100)

e Departure Reason columbla 0 o100

o You can enter a reason why the Agent was removed them from the system. There is
currently no report available on departure reasons.

e Follow Me Tab Figure 7 — Follow Me
Follow Me
o You use this function only 2 Actvate Follow Me
when using the P e e
CallCenter@nywhere as a T
phone system. County nd Phone Enter Follow Me
o To activate the follow-me S —— phone numbers.
functions, they would enter (I I

another number (such as
home phone, cell phone, etc.)

OK Cancel Apply
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V. Adding Agents (Continued)

e Assigning Agents to Supervisor

Keep in mind: This is a 2 part

process:

v You need to create the agent and
save it

v Then Click Agents in the
Navigation Pane.

v Select yourself or a Supervisor
from the Agents Screen

v Then Assign Agents to

January 2007

Supervisor.

o Click Assign Agents to
Supervisor tab.

Click Agent Name.

RN N NEN

Click OK.

Agents »» rschepis
Assign Agents to Supervisor

All Agents

Figure 8 — Assigning Agent to Supervisor

Agents assigned to this Supervisor

_Sample Agent, _Sample last name
_Sample Two, Sample Two Last Name
1_DC. Hombeck

admin, acmin

agent, one

Aisha Agent. Lane

albert pantaleo

Alecia, Wray

Alex, Dana

Alex, Garbutt

Alex. Garbutt

alex, pena

Alex Super. Dana

Allen, Rosario

anthony. hosking

Anthony, Modica

aretta, jones

AscendOne, AscendOne
BMR Inbound Agentl, One
EMR Inbound Agent2, Twa
BMR Inbound Agent3, Three

Scroll until you find the Agent(s) to assign to Supervisor.
You can select multiple Agents by holding down the Ctrl key.

2 14 = &

Milo, Somers
/ Arrows Functionality:
Right —moves one
Double Right —
moves all

Left — Moves back to
Agents window
Double Left — moves
all back to Agents
window.

 — 0K Cancel Apply

Click the left arrow to move Agent to Agents applied to this Supervisor window.

NOTE: If you receive an error message “Agent must have Administrator or Supervisor
rights in order to have Agents assigned” this means you need to identify yourself or a

supervisor prior to assigning agents. You need administrative or subversion permissions

to perform this task.

e

You need to click Agents from the Navigation Pane
Scroll until you find the supervisor you want to assign agents to.
Highlight the supervisor's name to make that supervisor active

Click on Assign Agents to Supervisor tab and select Agents from the All

Agents window, and move them to Agents Assigned to this Supervisor

window.

NOTE: You have several methods available to

edit an Agent.

Figure 9 - Finding Agents

Add Edit Dalete Help /
Find

) Agents
1. You can click on the letter of the T~
. hncrlI'FGIII.IKIMHOPDESTIIVWXY? 1234567890 Romove Filter rachopis E
FIrSt Name % . Usemama First Hama Last Hame Pamission
2. Enter the Agent’s First Name or @ RBerlinbery Richard Beinber T

9 raman.a0e

Username in the Find window PR
and select GO. Bimies
3. They can also change to view B rschopie

7 rschepish

criteria to ALL at bottom of page @ iy
to avoid from clicking First or

Previous to view Agents.

raman-asa

Roman - 13

roman
Roman(

Redwans

<< Flrst < Previous

schipis
schepis
Pina

Schepis ]
schagis S¥S ADMIN

Schepis SUPERVISOR

Shared AGENT

ALL Next=  Lasie»
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V. Adding Agents (Continued)

¢ Administration Configuration — This is where the Administrator assigns the administrative

permissions. Administrators can have different permissions.

Figure 10 — Administrative Configuration

1. CI|Ck Admlnlstratlon Administrator Configuration A
Confi gu ration Tab Select the options available to this admin Al || Clear
2. This is where you can limit e
functionality of an Administrator. it )
You may not want all Administrators -
to have the same level of Project Menus Scroll to display all
. . [+] Projects . .
permissions. e permissions.
Customer Priority >
. Pru.xies
NOTE: You can click All to add all or 2:;":::::;;'
Click Clear to remove all Select Librarles
. . Agent Statuses
permissions. f — J
Company Prompts
EEE—— 0K | Cancel |
VI. Creating Workgroups

e A workgroup is a group of Agents fulfilling a common job function in your call center. Typically the
workgroups you define in CallCenter@nywhere parallel the departments in our company that
handle calls from customers.

Figure 11 — Creating Workgroups

1. Click Workgroups in the Navigation
Bars group 9 Workgroups »> W
2. Click Add. Namg
3. Enter a Workgroup. Workgroup Name
4. Enter a Description for this Workgroup. P —
Descrinti rd
escription

January 2007

Experts in Training Customers.
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VI. Creating Workgroups (Continued)

e Add Agents to the New Workgroup

Click Agents Tab

Select Agents from “All Agents”
window.

Click right arrow to move them
to the “Agents in Workgroup”
window.

Remember: You can select
multiple Agents by holding down
the Ctrl key.

e Add Skills to a Workgroup

January 2007

Click Skills Tab

Scroll to locate workgroup (we
created “Training”)

Select the Workgroup Name
Enter a Skill Level Weight value
(i.e. 25)

Scroll up to Idle Time (i.e. 75)

Workgroups »>> NA

Agents

All Agents

Figure 12 — Adding Agents to
Workgroups

Agents in Workgroup

_Sample lagtnarme, _Sample Agent
admin, admin

Agent 1, Conference
Agent2, Conference

Agentd, Conference

Agentd, Conference

Agents, Conference
Alejandra. Teddy

Alejandro, Teddy

alejandro, Teddy
AscendOne, AscendOne
Austin, Danielle

Avaialable, Who ls Avaialble
B_admin, Jason

B. Jason

Select Agents

2 |2 = e

Miller, Jahn
Modica. Anthony
Marales, MNatalie

Figure 13 — Adding Workgroup Sills

Workgroups => Hew item
Skills
Define skill weighting for this Workgroup
Skill
Hurse
Optimum
Planis
Sales
semi conductor
Spanish
spanish advanced
Spons Education
Stanlay

Training

Skill-level Weight

0

woooooooao

X

Skill Level Weight factors, for a workgroup, must equal 100; thus if a workgroup’s skill
weight factor is set to 90, you need to set the remaining 10 to idle time. Idle time is a tie
breaker; it determines which workgroup has been idled the longest and pushes that call

to next available in that workgroup.

The Skill Level Weight Factor does not need to equal 100 for individual agents.
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VI. Creating Workgroups (Continued)

Figure 14 — Handling Workgroup Overflow
e Overflow

Workgroups == Hew em

Dverflow
1. Click Overflow tab By
2 . CI | C k En ab I e WO rkg rou p "] When an Intaraction has been In queus for mora than | | ein.
OVerﬂ ow ] Overflow occurs when th numbar of quauad Interactions par Agant axcasds ]

] Overflow oecurs when the number of quised Interactions exceeds |

3. Overflow Occurs Options:

v You have the ability to Action
H = Increment Interaction prierty by |~
Instruct ) Transfar Intaraction 1a Workgroup ‘with & priority af
CallCenter@nywhere © Raute To Project Henu

how to handle an
interaction that has
been in the queue - LM%MM
more than the specified time or
number of interactions exceed the limit set.
v You can tell CallCenter@nywhere what action to take when the rules they identified
in the Overflow Occurs options window.

These are all based on your company’s business rules.

* OpthﬂS Figure 15 — Handling Workgroup Overflow

Workgroups >» New ltem
1. Click Options Tab Ovaiiiow
Enable Workgroup overflow
° For every Workgroup within your 0"”"“; :C::r:an Interaction has heen in queue for more than[-____ | min.

call Center! you can control the [ Overflow occurs when the number of queued Interactions per Agent exceeds [ |
choices given to callers who are [1 Overflow occurs when the number of queued Interactions exceeds |
waiting for an Agent. You can
set prompts for callers to
identify options as:

Action
@ Increment Interaction priority by |1 %

© Transfer Interaction to Workgroup with a priority of

v Play the estimated wait time O Route To Project anu
v Allowing customer to exit
the queue and request a
call back. OK | Gancel | _ Apply
v Allowing the customer to exit the queue and leave a voicemail message.
v Setting different prompts for callers entering and waiting in the Workgroup queue.

o Yourecord your Workgroup prompts on your PC and send us the file to load.

2. Click OK.

January 2007 10
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VII. Creating URLs

Figure 16 — Creating URLs

URLs »> BMRTV

1. Click URL in Navigation Pane. URL Hame
[EMRTV

Description
o These are what you can send Seorat

us to load. They can be a Word
document saved in HTML

URL

http: e ileadmachine. comst View

format, a web page, a form, etc.  setectthe ype orun

for outbound calls.

[ FaQ
[] Chat Push Page

o You can also choose to enter [] Web Callhack
greeting message for inbound SRR

[ Intelligent Chat

callers. This script can contain Soript

up to 255 characters.

2. Click OK.

VIIl. Creating Project Menus

Opening Script (255 characters maximum)

[Thank you for calling Best Mortgage Rates, can |
please have your first and last name.

0K Cancel

e Project Menus are not required for a Call Center environment. But they are useful for:

v Providing navigation choices to a caller within your call center.

v They can complete some pre-work before delivering the call to an Agent.

v An interaction can be handled without an Agent’s intervention.

1. Click Project Menus from Navigation Pane.

2' SeIeCt Add from the PI’OjeCt Project Menus >> Promera Sales
Menu list. Wenu
3. Enter a Project Name
4. Enter a Description for the Deseription
project Toll free number used on Promeros web sites for
. zales
5. Click drop down menu for rromm: BT

Prompt. This could be a Actions
Welcome prompt, i.e.; Thank you
for calling, press 1 for Sales,
Press 2 for Support, etc.

Figure 17 — Creating Project Menus

© Standard [ Standard Options
Get Digits
Play Value
) SOL Query

Allow type-ahead

CQO0O0CE

[«

6. Actions: You can set for the

caller:

v

January 2007

Allow caller to select extension

Number of retries hefore disconnect'time-out:

Wait time hefore replaying menu: (sec)

Allows caller to enter an
extension number.

Allows caller to type ahead by pressing the number before the prompt completes.
The number of retries before the customer is disconnected (also known as timed-

Sets the wait time before replaying the menu.

OK | Can\:ell

11



Confidential and Proprietary CallCenter@nywhere

e Touch Tones Tab

IX. Creating Project Menus

Figure 18 — Setting up Touch Tone

Menus
Project Menus >> Pramero Sales
. Touch-Tones

1- These are dual tone mUItI_ Select a key Hey tone event routes caller to

frequency and enable them to 1 — — 1110 tnvalid Etry

i el ) Workgrou Scri|

make routing decisions. nd |__as | wos ||| Hetanu 5 Nore

2_ YOU can set up their menu so rors 7 v ez 8 S) Route to Workgroup extension F:Sﬂg
= orer 0 # _ Route to Workgroup fax

the caller can press 1 for e Otasiom [_Sampl ot

Spanish, Press 2 for French, Defaut Link o s

etc. Menu Events Sum"_mrv O Route to IVR Server

Invalid Entry e © Menu Select Language

3. You can have menus inside of
menus, we currently support 8

Route to Workgroup e:

Route to Workgroup e:
e © Disconnect

L

languages. oty || Qe o

4. You do not need an IT person e L AN E—
to set this up; they have all - 8 || G pChane Paiee .
the tools here to do it 0K || Concel | [ Amly
themselves.

5. Click OK to save change or Cancel f no changes were made.

X. Creating Projects

Projects are the highest hierarchy for inbound
calls. Figure 19 — Creating Projects

) . . Projects =» Holly's Project
Click Projects in the

. . N

Navigation Pane. :"'e

. . . ame
Click Add in the Project T

. y's Project |
W|nd0W Description
Enter a PrOJeCt Nam e '[I"h:stprdoj‘elct is strictly for training purposes to be
Enter a Description for e
Pro]eCt Select a Default Language for this Project
You can select, from the Enalish (US) v
drop down menu, different Phone Number (Caller ID)
languages they could I
Se|gCt g y [[] Use this project for billing
Enter a Phone Number BlEnable ial Code

Outhound Dial Code

(i.e.8885555555) — If the
customer has caller ID, this

Number of Digits to Activate Dial Code

is the number they would S| |
see.

Check box “Use this project for billing”. Outbound calls can be associated with a project.
This is why you would want to set up Project Menus. When checked, the Agent would
receive a pop up window forcing him to select a project for billing purposes.

Enable Dial Tone — The system automatically dials the additional digits, following the phone
number, when a long distance call is made.

Outbound Dial Tone — You could enter the digits that will be used as a dial code for this
project.

Number of Digits to Activate Dial Tone — This is the number of digits by which the system
will recognize the need to input the dial code. For example, all numbers containing 10 digits
or higher will require the dial code.

10. Click OK or Cancel.

12
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X. Creating Projects (Continued):

o Click Phone Tab

10.

11.

Check Enable Phone Project

Enter Project Phone Number (3001) — This field must be filled in for the Agent to
receive calls. This would be the phone number that customers dial to reach this project.
Priority — You can set the priority level for calls coming in regarding this project.
Validate Phone Number: If Yes is selected, the customer is prompted to enter their
phone number. If they fail to enter a valid number after 3 tries, the call is dropped.

Play Confirmation — If Validate Phone Number is checked, sleeting Play Confirmation
will play back the customer’s phone number to them.

Use Prompt to ask Customer for ID: Check to enable customer prioritization.
CallCenter@nywhere plays the specified prompt from your Company Prompt Library and
requires the customer to enter their ID number. You can use the digits supplied by the
call to identify the customer prioritization purposes.

NOTE: Customer Priority Routing must be enabled from the Phone Project Options
before the Prompt to ask Customer ID prompt works.

Script — You can select a script for the Agent to read regarding this project.
FAQ — You can select a FAQ list for the Agent to read regarding this project.
Route Caller to: You can select a particular workgroup, an Agent or a Menu.

Prefix Dialing Tab: This is where you would send calls that do not match the prefix
dialing routing groups.

Options Tab — This is where you could select:

v Menu played after Voicemail - Select a menu to trigger before the caller leaves a
voicemail for an Agent. This feature allows you to give the caller a chance to re-enter
the call center before leaving a voicemail message.

v Follow Me — Select a defined file for another location prompt. This allows the call
to try to reach an Agent at their forwarding numbers.

v Priorities — Select to get the customer’s priority rating from the database.

NOTE: If this option is checked, any customer who is not found in the database will
@ receive the lowest priority rating as opposed to the Project Priority.

o Predictive Dialing

January 2007

Click Predictive Dialing Tab — Predictive calls are a list of numbers dialed that are
related to a project.

Select Enable Predictive Project

Click drop down for Priority — You can set priorities for interactions relating to this
project.

Select a Workgroup — You can assign a particular workgroup to handle Predictive calls
for this project.

13
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X. Creating Projects (Continued):

(0]

January 2007

Click Options Tab

1.

Set the Minimum number of agents to keep available for inbound calls. This is
the minimum number of Agents that must be available to handle inbound calls. State
the ratio is usually 2 to 1.

The Maximum number of voice channels to use for this project can be set. This
is the maximum number of simultaneously predictive number to dial. This cannot be
greater than the number of physical channels available for dialing.

They can select a Script (URL) to display for Agent.

They can have FAQ to display on the Agent’s screen for this project.

Predicting Mode — this is how the system determines if an Agent can be added to
the pool of Agents available to receive predictive calls.

Maximum number of retries for callbacks —this determines the number of tries the
dialer attempt to reach a contact who requested a callback.

Play Notification Beep to Agent —when this is set, the Agent receives a beep when
they are connected to a predictive call.

Figure 20 — Predictive Dialing — Options Tab

Assign workgroup to project

Help
Projects »» Hollys Project

Predictive

Click to set \ Priori e
ity Select a Workgroup Predictive Off ~

Priority
Level

| Mormal =) Training Testing 1 v Start
Options

Set the minimum number of agents to keep ilable for ink i calls |0 7
Set the maximum number of voice channels to use for this Project D

Associate this Predictive Project with these screen pops
Script

Fromero ¥

FAQ -<
Pramero V:

Predicting Mode
@ Wrap Up
O Agent Availability
O Estimated Wait Time

Maximum number of retry for callbacks \

[] Play Notification Beep to Agent ~

0K | Cancel
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X. Creating Projects (Continued)

o Regulations Tab

1.
2.

3.

Click Regulations Tab —Promero is FCC compliant.

Set Ring Time —this is the amount of time, in seconds, to ring contact before
disconnecting.

Set Tone Detection —CallCenter@nywhere uses an algorithm to determine whether
the call was answered by a person or an answering machine.

o Dialer Ratio Tab —Dialer Ratio is the number of predictive calls made or answered within a
period of time.

1.
2.

No

Dialer Ratio Tab

Pacing Mode can be set to dynamically change the rate at which Predictive Calls are
placed based on a number of parameters such as failure rate and predictive call
attempts and drop ratio.

Maximum Drop Calls Rate — this is the maximum percentage of dropped predictive
calls the system allows.

Sampling Size for pacing algorithm — this is the number of predictive call attempts
to consider when adjusting the pacing algorithm. For example, a smaller number
results in consideration of only the most call attempts, while a larger number results
in consideration of more calls, but some the lest recent calls may not reflect current
calling conditions.

Fixed Mode —this determines the number of predictive call attempts to place based
on the number of Agents available at each hour of a 24-day.

Agent Aggressivity Factor — this can be set to modify the dialer ratio.

Pool Aggressivity Factor —this is another multiplier that can be used to modify the
dialer ratio.

Minimum Pool Size —this determines whether the dialer ratio will be multiplied by the
Agent Aggressivity Factor or the Pool Aggressivity.

o Actions Schedule

1.

January 2007

Figure 21 — Project Actions Schedule

You can set different rules
for Agents availability

Predictive

such as:
Enable Predictive Project
Priuri{_y Select a Workgroup Predictive Off
If Busy — Route to Normel - & Stan
another Agent Actions Schedule
Voicemail, etc. This I Busy. I No Answer I Fax
may alleviate the drop Action Action Action
Callback M Callback A Outof List et
call problem. ) :
5 ays  Hour Days  Hour
If there is no Answer — : M @ D
They route the call If Invalid If Answering Machine If Answer
someplace else. v—— P Action
Outof List v Connect Agent v Connect Agent b
If No Agent Available JEH Ay e Evilahle

Out of List k- Fioute to Project ~|
Select Project

BhAD Ahimb Laarde Calllhanle s

0K Cancel
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X. Creating Projects (Continued)

o

January 2007

Click Start/Stop Tab

1. Click Scheduled Start/Stop (Recommend they do a scheduled start/stop as
opposed to a manual start/stop.)

2. Click either the Use Phone for Matching or Use Contact Customized field for
matching radio buttons.

3. Click the + (the Weekly Predictive Scheduling dialog window displays.)

4. Enter a name unique to their Predictive Project in the Name field.

5. Prefix Routing Group — Checking this option would dial only those number that
match a certain pattern.

6. Select the days of week for the predictive dialing schedule will run.

7. Enter the daily hours for the predictive dialing schedule to run.

8. Select the time zone where this project schedule will run.

Figure 22 — Predictive Start/Stop Schedule

\ Weekly Predictive Schedule

Enter Hame
Schedule
Name | |
Select a Prefix Routing Group
Enter Prefix C v
Routing L
Group
Days : ; ;
Enter Days > Sunday ¥ | Through | Sunday ¥
to run - - - - -
Daily Hours ; - -
Hours to run Erom |00 * | hr. 00 | min. To 00 + | hr, |00 ¥ | rmin.
Select Time TimeZone
Zone :__(GMT—DE:D!Z_I,."DST{ID:DD)_ Eastern Standard Time_; EST V:
)/ oK Cancel
9. Click OK..
Preview

CallCenter@nywhere Preview Project lets your Agents control the placement of outbound
calls to customers whose contact information resides in the Predictive table of your
CallCenter@nywhere database.

As with a Predictive Project, when an Agent signs on to a Preview Project,
CallCenter@nywhere reads Contact information from the database and displays the
Contact's name and phone number on the Agent's Interaction Manager screen. When the
Agent is ready, he places the Preview call to the Contact, and handles the customer
using the Script and FAQ content you associate with the Project.
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X. Creating Projects (Continued)

o Chat Tab

Setting up Chat Projects enables the Administrator to control how to handle web-based
chat requests such as how they are routed to an Agent, the web pages to display to the
customer during the chat, and web page content the Agent sends to the customer.

o Email Tab

Supervisors and Agents to receive emails, at least one project must be set up for email.
e Web Callback Tab

Web Callback projects handle web-based customer requests for a return phone call. As
an Administrator, you can control how to route the callback request, the web pages
display to the customer and the web pages the Agents provide to the customer.

o Fax Responses

You can select the fax responses they want available for their Agents working on this
project.

o Outcomes

Tracking outcomes of interactions enhances their ability to measure and compare the
performance of their Agents.

Require Outcomes is enabled when you create/edit an Agent. If enabled, at the
conclusion of each call, a pop window displays forcing the Agent to select an outcome for
that call. Outcomes are defined by your business

rules. Figure 23 — Outcome Library

Qutcomes

1. Click Outcomes Tab

2. Select one or two

Outcome Library

Project's Associated Qutcomes

outcomes from the o s = s Vet
. ART-All Reacy Transferred Callback Scheduled
Outcome lerary (Can Broker Not &vailable Customer Inquiries
Business DO MNOT CALLLIST
select more than one by Call Back SALE/SUCCESS
. CALL BACK AT THIS TIME LI
Eolo)hng down the ctrl ILEpORuE N 3e|tect M\
ey . Call Back Mext Day P outcomes
3. Click the r|ght arrow g:ﬁ?;n:?eurguamy ] Click to copy to
to add them to Proiect’ i “ Projects
0a i emto rOJeC S Current Customer Associated
Associated Outcomes DAYCALLBACK
W|nd0W Descision Macker Notin
" Disconnect
4. CIICk OK B!SSggNECTED MNUMBER \ L
K Cancel
Click OK.
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XI. Creating Schedules

e Project Schedules allows the Administrator to set up Project Schedules to handle and route
interactions differently during different time periods.
e Caution you need to create Projects before setting up Project Schedules.

ACTION:

Click Schedules in Navigation Pane.

1.
2. Select Add.
3

Enter a name to identify the Project

Schedule.

4. Enter a description for the
Project Schedule.

5. Click Default Project drop
down menu and select a
Project.

6. Click Phone drop down
menu and select a phone
number associated to a
Project.

7. Click Scheduled Project
drop down menu and select
the project to activate.

8. Select the time zone of the
project.

9. Start Time — Enter the hour
and minute to start the project
schedule.

10. Select the OK.

XIl. Company Priority
e Thisis where you would rank a
customer. For example, a
customer with 5 gold stars would
move be first in a queue.
XIl. Proxies

e This is where a customer would connect to CallCenter@nywhere through a proxy server.

XIV. Mail Manager

Schedules »» Acme Project Schedule
Schedule Name

|Acme Project Schedule \

Description

This is a test schedule for documentation

Default
Select default Project | _Dees_J_Project v
Phone | 0000 B

Scheduled

Select Scheduled [ -
Project Acime Project ~

Select Time Zone (GMT*DS_:D_D,’DS?!’+M :00) Eastern Standard Time: EST
startTime [§ ~| pe [0 %] min,
Monday Tuesday Wednesday

Thursday Friday

Figure 25 — Company Priority

Customer Priority >> Holly's Company

Specify a customer Assign a priority level

Figure 24 — Setting up Project Schedules

Saturday

OK

Help

[ Sunday

| Cancel |

Customer Name O o777 Standard
[Hally's Campany | O e’ 77" Bronze
Customer ID

O wwcwcisi Silver
[1234 |
Country Phone O wewccat Gold

1~ [BB13710029

e CallCenter@nywhere allows the Administrator to manage email messages. It there is an email
failure, a listing will be provided showing the error; they could then troubleshoot it and resent the

message.

January 2007
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XV. Call Blocking

e This option is for Outbound calls. The administrator can prevent Agents from placing calls to
numbers that have been identified as restricted numbers.

XVI. Libraries

e This consists of a collection of objects that determines their Call Center operation.

(o]

January 2007

Adding Agent Status

e Here is where you, as the Administrator, would add a new Agent Status.

1. Click Agent Status from the Libraries menu within the Navigation Pane

2. Click Add

3. Enter Lunch in Status Field.

4. Enter Agent at Lunch in Description Field.

5. Select On Break for Choose Meaning for this Status

6. Click OK.

Figure 26 — Adding Agent Status

Language Status Name Description
English (US) ‘Lunch ||Agent at Lunch |
English (GB)

Enter “Lunch” Enter “Agent at Lunch”

Adding Agent Outcomes

As an Administrator, you have the ability to add new Outcomes. As stated before, if
enabled, at the conclusion of each call the Agent will be forced to enter an outcome for that
call. Enabling Outcomes enables you to view the Outcome Statistics report which will
analyze, by Agent, the results of all interactions handled by your Call Center.

Figure 27 — Adding Outcomes

1. C!lCI_( Outcome_s fr_om the Libraries menu Outcomes > New lem
within the Navigation Pane

Click Add Outcome Hame
Enter a new outcome in the Name Field [Mot Interested &~

(for example “Not interested”).
4. Enter a description in the Description Field

wn

Description

for this new outcome (for example “unable Unable to contact custormer.
to reach customer”).
5. Click OK.
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XVII. System Prompts

e You have the option of setting up .wav files in order to use them as their company prompts.
They would need to record their recordings on their PC and send up the .wav file.

XVIII. Reports

e The Call Center Key Statistics Report shows miscellaneous call center usage, Agent
performance, and billing statistics for the Projects and Workgroups you select for reporting on.
e Interactions reflected in the Call Center Key Statistics Report are those which were routed to

Workgroup Agents by the Automatic Call Distribution system. Calls placed directly to a specific

Agent and those placed to a specific number by an Agent are reflected in the Call Center Key

Statistics Report.

e You can create tabular and graphical reports to help them understand the trends, activities and

Agent performance.

o Creating New Reports (using Call Center Key Statistics Report)

@ Note: You would follow same below steps for creating any new report from the Reports Menu.

1. Click Reports from Navigation Pane.
2. Click Call Center Key Statistics.

1. Click Add

2. Enter areport name

3. Enter a description for the report

3. Click Content Tab

v Enter the Statistics
you want to include
for Threshold 1
and Threshold 2

v Select if you want
Projects,
Workgroups, Users,
Agents, Supervisor,
Administrators

v Select the names
depending on what
you chose in above

step.
4. Click Regional
Options Tab.
v
v
v
v
5. Click OK.

January 2007

}

Call Center Key Statistics »» Holly Report

Content
Include Statistics On

All Clear
Threshold 1 Threshold 2
Name = -
hrs. |min. sec. hrs. |min. sec.
= Workgroup Calls IR 1 w0 w
[ Voicemail 0 w30 v [ w0 »
¥ Callback 0 w30 v T w0
[ Web Gallback 0 v[30 v 1T v
[ Chats T >0~ 2 0 v
& E-mails [T =0 ~[0 ~[z >0 =0 =
[ Faxes T ~[0 w0 vz v[0 ¥ v

Call Billing Information

Billing Time (seconds)

[

Cost

1o

Select Company Default Time Zone or User Time Zone
Select the language for the report
Select Company default Date Format or User Define Date Format
Select the currency format to display

Using Data Source

@ Projects

© Workgroups
O Users

O Agents

O Supervisors
© Administrators

Figure 28 — Creating New Report

All

&

~IREEEENEREEREEREE

=
=
3
o

_Aisha
_Dee_J_Project
_Test Project

BWR Web Leads Callbacks

Hurricane Message
1_Dee 2357
1_jim
1_new proj
1_Roman's Project
1_Smand
1_Support
1_testing
2 list check tsnv

Time to Abandoned Interactions [0~ min. |30 ¥| sec. _

0K

Cancel

>
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o To View New Report

1. Click Your New Report

2. Click View
3. A Report Dialog Window displays Figure 29 — Selecting Report Period Covered
4. Select the start date by

9.

10.
11.

clicking the calendar icon.
This is the start date you

Period Covered

want to start retrieving Set the Period Covered by this Report

information for your report. _

(See below Note.) | Start Date Select

mf

Select the End date by e Start/End
icki i 2= omeoo0r |

clicking the calendar icon. . | Endpate [zmozony | Date

This is the end date you _

want to (_and retrieving ' StartTime [6 v (Hou) |0~ (Minutes) Select

information. : Start/End

Select the Start Time by End Time 8 ¥ (Hou) |0~ (inues) [ 7'M

clicking on down arrow and
selecting a hour and then
for the minutes.

Select the End Time for = Gl el

your report to stop running.

Click Regional Options Tabs is you want to change the Time Zone for the report to
run.

Click OK.

Your report will display (see below picture).

Press Ctrl and Print Screen keys to capture the report to the clipboard. You can then
paste it into Microsoft Word for printing purposes.

System uses military time.

@ Note: When selecting dates from the calendar:

Clicking << takes you back one year
Clicking < takes you back one month
Clicking >> takes you ahead one year
Clicking > takes you ahead one month

REMEMBER: Help is available on every screen throughout the system.

Figure 30 — Call Center Key Statistics Report

Please note that the report displayed contains no data since it is intended only for
documentation purposes.

Agent Call Processing TOTAL Summary TOTAL
Average Talk Time 00:00:00 || Total Interactions Received - 0
Average Hold Time 00:00:00 -Tutal Interactions that Went to Hold - D.
Average Process Time per Call . 00:00:00 -Duration of Interactions - DD:DD:EIEII
Interaction Type TOTAL % [ Billing [ TOTAL
Direct Inbound 0 0.00 % || Total Billing LInit 0.00
Direct Outbound ol 0.00 % | Cost Per Unit - 1
Inbound Extension EIH 0.00 % - - .
Outbound Extension D” 0.00 % .

Tatal Interactions 0. . 0 % | Total Billing Amount - $0.00 .
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