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Administrator Functions

The administrator of a Virtual Contact Center (VCC) is the person responsible for the creation of
users, uploading files, create and edit campaigns, groups and workgroups.

The administrator has access to all the resources for the VCC and distributes the permissions
among the different users so that objectives can be achieved.

I 4 Administrator Manual



In order to login to the administrator’s panel of the Virtual Contact Center, open a web browser
and type the address of the VCC.

http://xxx.xxx.xxx.xx:8082/inconcert/apps/dashboard

Here, the Xs represent the IP of the InConcert WebHandler Server. The login screen will prompt
the user to type a username and password.

2iallegro

Lontan Aockanssy
Q) System Authentication

Username. |

Fasswoed |

| ® Copynght inConaent 2010 - All rights reserved powewd by inConcert ;‘

The administrator will have to type the username, and specify the name of the VCC for which that
username is operative.

For example, if my username is RDrecker and | need to edit a campaign for the
HappinessConsultants VCC, then | need to type the following:

»Username: RDrecker@HappinessConsultants

Also, the fields in this screen are case sensitive, so remember to use Upper and Lower case if
applicable.

If you wish to change your password, please refer to page 32 of this manual.
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http://xxx.xxx.xxx.xx:8082/inconcert/apps/dashboard

Main view of the Administrator Panel

The following administrator’s panel represents the main view of the ADMINISTRATION tab of
InConcert Allegro.

2 allegro

F;z Campaigns &) | AcminisTation
& All Campaigns 3 Campaigns

Qutbound Engine Reports IMedia Player

2 Inbound Campaigns Filter: | Defsult Q] @

& Outbound Campaigns

Neme Dasc

Q0

) Chat Campaigns
I4ail Campaigns Start Date End Date

&

| @ Refresh J|.@.ciess

Users (2) Fla=sze sslect the oriteria to filter the cumsnt vie

AllUsers
Name Description Is Valid Is Active Wrap-Up Start Date End Date.

InfoLine General info line v v v 19730101 2020-01-01 () ()

o |8

Agents

&8 Users by Group —
SellingType Specialseling to asia v v v 1873-01-01 2020-01-01 (2] [X]

l6at Groups SpecialPromo \fip Promes v v 1873-01-01 2020-01-01 [zj [El

bBD D

i Support Main support v v v@ 1700 2020001 (2) (X

&£ Resources

B Muttimedia Resources

&3 Configuration

g8 Workgroups

A

Fage 1 of 1 1 Go to Page |

P Custom States

3 Skils | & New Campsign

EF Settings

7> Personal Settings

History

© Al Histories

As can be seen in the screenshot, the main view of the Administrator’s panel shows the current
campaigns and the campaign menu.

To the left, the administrator’s tab contains 7 sub menus that include:

»Campaigns »Resources
»Users »Settings
»Groups »History

» Configuration

By clicking on each menu on the left side of the screen, the Administrator will be able to
configure and edit the different resources and elements required for the proper functioning of
the VCC.
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Campaigns Menu

The first menu to the left is the “Campaigns” menu. Here, the
@& Campaigns administrator will be able to:
& L0 Cameozians » Visualize already existing campaigns by type

e
S
o
0
s

-
©
)
w
2
©
o
)
3
n

» Create new campaigns
> Edit already existing campaigns

As the figure shows, the administrator can see either all the
existing campaigns, or she can visualize the different
campaigns by type. For example, if there are 20 campaigns of
which 5 are Chat Campaigns for edition, then clicking on “Chat Campaigns” the administrator
will only see chat campaigns, and will be able to easily access the 5 campaigns for edition.

Before we continue with the different functions of the Allegro Administrator interface, we’ll see
functions that repeat themselves in all of the subsequent menus:

Filter

Filter: | Defsult v ~
Name: Type:
Description: Address:

& Refresh || @ Clesr

You can use this tool to define search parameters in order to identify the one or more previously
set configurations for each menu.

After introducing the desired values in each field, click on the “Refresh” button to retrieve the
desired data.

The “Clear” button resets all fields, whereas the “Save” button saves the parameters of the
search for future reference.

Edit

|2 The edit button appears in all the menus, and can be used to edit the settings of each
component.
Delete

(%] The delete button also appears in all the menus, and serves the purpose of deleting

unwanted or misconfigured components.
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Creating a new Campaign

In the main campaign view, there’s a “New Campaign” button below the campaign list. In order
to create a new campaign, we need to click on that button.

< allegro

Outbound Engine

Reports

Iedia Player

E% Campaigns

8 Al Campaigns

2 Inbound Campaigns
& Outbound Campaigns
@ Chat Campaigns

l4ail Campaigns

B Muttimedia Resources

&3 Configuration
g8 Workgroups
P Custom States

& Skils

Seftings

v &

Persenal Settings

&5 History

© AllHisteries

& campaigns

Filter

Neme

Name

InfoLine
SellingType
SpecialPromo

Support

b0 D D

Description

General infe line
Special selling to asia
Vip Promos

Main support

r’ﬂ=‘?¥¥

®
Descrigtion
End Date
'\;9 Refresh fL{L Clear =z
Is Active Wrap-Up Start Date End Date.
v ¥ 1973-01-01 20200101 (2) (%)
V] ¢ 1973-01-01 2020-11-01 (2] (%)
v 1973-01-01 2020-01-01  (2) (X
v v E  1973-01-01 2020-01-01 @ [X]
Go to Page ¥

After clicking on the “New Campaign” button, a new set of menus with several commands will

appear.

These menus consist of:

» Campaign Information

» Campaign Skills

» Multimedia Resources

» Activation Scheduler

» Agents

Campaign Supervisors

Campaign Interactions

CTI Popup Configurations

Campaign History
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Each menu contains fields to configure the new campaign.

IMPORTANT NOTE

InConcert Allegro works much like a database establishing relationships between different fields. If the
field is wrongly defined, then the system won’t be able to relate the fields properly. If this happens, the
interface will warn the administrator of the errors.

All mandatory fields are marked in the interface with a small orange bar next to the textbox. Fields
without the orange bar are not mandatory but usually can help the administrator when the time comes to
filter information.
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Campaign Information

The campaign information screen contains the main fields that will end up identifying the
campaign in the main view screen.

x; New Campaign

=5 Campaign | = Fields with 2n indication 3r2 requirsd
Campaign Information

Name: | Descrption:

Campaign Time Zone: |

After-Interaction Work

Work Time: | |Not time limited v
Finigh Button Enabled;
[¥] Campaign Skills
[¥] Multimedia Resources

(3] Activation Scheduler

17

+] .-Z.Ag-:-nt
[} Campaign Supervisors
[} Campaign Interactions
B CTiPopup Configuration

[+ Campaign History

X Discard

o
m
it

In the campaign information tab we’ll see the following fields:
» Name: denotes the campaign name. It only accepts alphanumeric characters and “_”. This field is
mandatory, and will not be editable in the future, so make sure there aren’t any typos or other kind of

errors.

> Description: here the administrator can write a brief description for the campaign. For example:

“Calls from potential clients”. This field is not mandatory.
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> Callback Allowed: if checked, the agents will be able to schedule calls to answer any kind of
interaction, whether it’s chat, mailing, etc. This option can only be checked if the campaign has

outbound calls allowed.

» Campaign is always valid: if checked, the campaign will have no start or ending date. It will be
operational since the first time the administrator clicks on the “Save” button. To see how to create a

campaign valid only for a limited amount of days, please check Activation Scheduler.

» Campaign Time Zone: this field sets the time zone for which the campaign will be operational. For
example, for a campaign operational in New York City, we need to select (UTC — 05:00) U.S. Eastern

Standard Time. This field is mandatory.

» Work after the interaction: if checked, this will allow agents to perform tasks after having had the

interaction with the client.

”

» Work Time: offers two options, “Time limit”, and “No time limit”. If the desired option is “Time limit
the administrator will have to include a timeframe for the After Interaction Work. This field is

mandatory.

» Work Time Limit: it’s the number of seconds the agent is allowed to perform the after interaction

work. This field is mandatory.

> Finish button enabled: enables an icon for the agent to click once the after interaction work is

completed.

IMPORTANT NOTE ON THE FINISH BUTTON

This button always needs to be enabled, excepting some special cases that will be referred to in the Integration
Manual.
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Campaign Skills

x New Campaign

;_gj Campaign | = Figds with 3n indication are requirad

[+

Campaign Information

[ Campaign Skills

[] Name Description & Skill Weight
M English English speaking 10
[] French French speaking

[7] German German language abilities 1

M 1arketing arketing habiities g 5
E] Spanish Spanish speaking 1

[] Technology Technobgy knowledges 1

N
0
|
I
I
|

As can be seen in the screenshot above, for this particular campaign the necessary skills are Marketing with a
relative weight of 5, and English, with a relative weight of 10.

This screen shows the different available skills for each campaign. The administrator will be able
to allocate different “weight” to each skill, ranging from o to 10 in each case. Being 1 the least
important skill, and 10 the most important ones.

If there are some unnecessary skills in the panel, then the administrator will not check their
boxes.

For example: the necessary skills for my new campaign are English, Marketing and Technology.
Then | will proceed to check the boxes in those skills and click on save.

If the campaign requires a skill that is not available in the list, then the administrator needs to
create one in the Configurations Menu. Please see Configurations Menu on page 49.
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Multimedia Resources

In this screen the administrator can configure the different resources that will be available for
the Campaign.

Administation
x; New Campaign

ﬁ Campaign | = Figd= with 3n inJic3ton 312 rE0UIrEs

[+

Campaign Information

[+ Campaign Skills
) Multimedia Resources
O Type 2 Name

™M = Sic on hoid A

™ I Pease watt ...

[C] U= Thanks for caling, goodbye.

[J = We are currently out of business hours ...

[:] W We are currently out of business hours, you can leave a message.
™ = We aresorry, we cannot process your call ight now.

[C] g ‘e must reschedule your call.

] (= welcomsto ... v/

In this case, the administrator will be able to check the different boxes to make the recordings
available for the campaign. For example: music on hold, greeting recording, etc.

As can be seen in the screenshot above, we’ve selected Music on Hold, and by double clicking
on the gray rectangle to the right, we chose the desired track. We’ve also selected “We are sorry,
we cannot process your call right now”.

If there’s a need for a new recording, then the administrator needs to upload it to the system.
This can be done accessing the Resources Menu. Please see page 45 for instructions.
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Activation Scheduler

The next step for the administrator is to set up the Activation Scheduler. Once we click on this

tab, the following screen will appear.

Scheduler Global Configuration

‘ Acd Date Range: Monday - B T
@wmmmm«mmmmmmm«wmmm }
Sunday: Elu
Monday: [ZJ
Tiesay! & |
Viednesday! (&
Thurssay: (& |
Faoay! [_Zl
S—anm:ay:» @ .

Adtion: IAdd date range E'

(®) Seiact s oste 1 cveriss tna glesl canfigurssen

Date: |
Reason orc;ment I
ddDete Renge: o0 [og][oo [pgfo[ oo ag] {ooag]  [o0 faa] {o0 fagl o[>0 ] -

@ Select zdats mewsm fouddmg this excsction.
ate T i il
A
i
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The first field is the Scheduler Global Configuration.

Here the administrator will be able to configure in which days of the week and at what time the
campaign will be operative.

In “Add Date Range” the administrator will choose the days in which the campaign will be active
by checking a box next to the desired days.

Once this is done, we can proceed to the configuration of the time in which the campaign will be
operational.

If the campaign needs to be operative on Mondays from 9:00 to 19:00, then we need to select
“Monday” in the Date range bar, and then select the hours that encompass the desired
timeframe.

If the timeframe for the campaign is the same for every day, then the administrator can check the
boxes for all days and afterwards will select from which hour to which hour the campaign will be
operative.

If every day the campaign has a different timeframe, then the administrator will have to set up
the timeframe day by day, by checking one day at a time and setting the schedule one by one.

To add exemptions or days in which the campaign will not be functioning, the administrator click
on “Special Dates” and add a “Date exclusion”.

Here the administrator will be able to configure the days in which the campaign will not be

operative, and can specify the reason for this. For example: “National Holiday”, “Office moving”,
etc.

The interface also allows the dates to repeat themselves yearly, or check if it’s a one year only
event.
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Special Dates

Action: |Add date range v

2) Select a date verride the global conf 3

Add Date Range

Date: a3

Reason or Comment:

Add Date Range: _PB.|VI'CE|VI;| 33|v| , 03|V|'c:

(?) Select s date, hours range and & adding t

When

07:00/19:00 (>

Date Reason

[ifa 2010-08-30 Special Discount

In the case illustrated above, we’ve added a date range. This consists of a day in which the
operative hours of the campaign will be different from what they usually are. The added range

will establish the working hours of that day.
This is used to set working days in dates that are not predefined as working days. For example,

on Sundays.
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Special Dates

Action: | |Override day configuration v
Date Exception
Date:

Reason or Comment

Add Date Range: _ 03|v|‘c; :!ﬁ]vl‘c 00|v|, aalvl

?) Select date, hours range and a1 tor ovemoing t cay 1guratio

(?) Select cat

Date Reason When
fa 2010-08-20 Special Discount 07:00/19:00 l__z
07:00/23:00 (¥

fia] 2010-09-23 Ticket =ale for the "Alan Parsons Project”

If we use the Override Day Configuration, the selected dates will have a special working time that
may not coincide with the normal working hours of the campaign.

For example, if we have a campaign for the sales of concert tickets, the administrator can extend
the working hours for the day of the concert by overriding day configuration for that day.

170
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Special Dates

Actien: | Date exclusion v
(?7) Select 2 date to override the global configuration
Exclusion
Date:

Reason or Comment:
Repeat: O Only This Year @ Yearly

n
w
i

M

P

Date Reason
fffe 2010-08-20 Special Discount
fa: 2010-09-23 Ticket sale for the "Alan Parsens Project”

= 1017 International Holiday

When
07:00/19:00
07:00/23:00

Yearly

[ae ] [ne ] Inel

In this case we’ve added an international holiday to represent an exclusion, a day in which the

campaign will not be operative.

The exclusions can be yearly or for one year only.
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Agents

In the agent’s screen the administrator will be able to choose which of the available agents will
work on any given campaign.

Adminisration

New Campaign

"
1

=5] Campaign I
[ Campaign Information

[# Campaign Skills

[ Multimedia Resources

[#] Activation Scheduler

(] Agents

Agents Search

Name

Flesse ssl=ct the itens you wantto use to filer the curentyie M Search @ Clear
El Full Name Phone Email
= ABIRAREE SRS o RS WORA G A T rst om
[7] amartinez Agustina Martinez 1008 amartinez@masterselling.net m
[T] crenalde Cristiano Ronaldo 1013 cronaldo@masterseling.net
[] ecsen Charles Son 1002 cson@masterselling.net
[[] hellenken Fernick Hellenken 1003 fhellenken@masterselling.net
[[] fmarton Fred Marton 1019 fmarten@masterseling.net
[7] npetersen Hellen Petersen 1020 hpeterson@masterselling.com
[] nreyes Huge Reyes 1014 hreyes@masterselling.net
[C] nhrodriguez Huge Rodriguez 1012 hrodriguez@masterseling.net v
Records Frem 201 Te 220 Of 222 |—|i11]/12]

Selected Agents: | 0 agents selected out of 222 availabie | & Check Al 2 Clzar All

The administrator can choose the agents she wants to be working in each campaign

By checking the checkboxes to the left, the administrator selects the agents for each campaign.
Once an agent is selected for a campaign, the same agent can be selected for other campaigns.

If the administrator checks the checkbox next to the “User ID” column, then the system will
select all the agents in the same page view. The agent’s view shows up to 20 agents in each
page.

If the administrator clicks on the “Check All” button to the right, below the list, then the system
will select all of the available agents, in all the different pages.
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Campaign Supervisors

In this tab, the administrator can manage the supervisors, and choose who will supervise the
campaign the administrator is creating at the moment.

In this screen the administrator will choose which of the created supervisors will work in the new
campaign.

The supervisors can be assigned to different workgroups. To assign a workgroup to a supervisor,
click on the button to the right of each line and choose the workgroup. From the moment the
administrator clicks on the save button, the supervisor will only have access to the files
generated by the agents belonging to that workgroup.

If the administrator needs to create a new supervisor, then she will have to go to the “Users”

menu and create a new supervisor. Please check page 37 _
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