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1. Ameyo Administrator Login

The Administrator has an access to web based interface with privilege to manage a single
tenant, its campaigns, users, call managers etc. In order to access the administrator screen,
user needs to select the desired language from the drop down provided at top right corner

of the screen.

Password

or Log In with

2018 © Ameyo. Contact center software

Figure: Login Screen

1. Use any of the following methods to login.

A. Normal Login: The agent needs to enter the "User ID" and "Password" which

is provided by the administrator in the login screen and click "Login".

B. Login with SAML: Security Assertion Markup Language(SAML) is an XML-
based framework for ensuring that transmitted communications are secure.
SAML can be be utilized to exchange authentication information, allowing
single sign on capabilities for Web services. For example, If a customer has an
Identity Provider (IDP) and requires that authentication of users should be

done using the same IDP, an integration between Ameyo and the IDP will be
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done to allow single sign on through SAML. Significance of using SAML is that
users don't have to use Ameyo user credentials to login, instead the users log
in using single sign on with the integrated IDP.

Click "SAML" to login with your SAML Account hosted at your IDP (Identity

Provider).

C. Google: User can also login using its Google account. User don't have to use
Ameyo user credentials to login, instead users can login using Single-Sing-On
by just logging into its Google account.

Click "Google" to login with your Google account.

After the Administrator logins successfully, the "System" tab is displayed.
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2. Administrator Console

Administrator can setup the entire system, user, and process for a contact center. Following

is a screenshot of its interface.

E AMEYDO System Configuration User Process Reports Voicelogs

Contral Panel

Administrator W

Process Settings Table QA Parameters

Process Search Q m Refresh Apply
1D Process Name Process Type
Process Name
CRM Properties URL
I:‘ Propagate Lead Removal I:‘ Propagate Custemer Remaoval

Description

Figure: Ameyo Administrator Workbench

2.1 System Tab

Administrator can navigate below mentioned tabs. Click the links to know more about the

same.

e System Tab

= System Configuration

= App Manager
e User

e Process
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e Call Manager

e Reports
e Voice Logs
o Call Manager

e Ameyo Control Panel

App Configuration (that is App Manager), Reports, and Call Manager has to be enabled in the

backend to view and access these tabs. If not enabled, these tabs will not be visible. These tabs

will be discussed in different documents.
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3. Quick Startup Guides

3.1 Quick Startup Guides

The sequential steps to configure any type of campaign are discussed in the following pages.

You can click the links to know more about them.

e Quick Startup Guide for Chat Campaign

e Quick Startup Guide for Interaction Campaign

e Quick Startup Guide for Interactive Voice Application Campaign

e Quick Startup Guide for Outbound Voice Campaign

e Quick Startup Guide for Parallel Predictive Voice Campaign

e Quick Startup Guide for Voice Blast Campaign

3.2 Quick Startup Guide for Chat Campaign

Go through the following pages one-by-one to create and manage a Chat Campaign.

e Create Table Definition (Optional)

e Create Table Column Mapping (Mandatory): If you want to add the searchable

custom fields in Customer Information)

e Create Process

e Create Users (Mandatory)

e Configure Chat Themes (Optional)

o Create a Chat Campaign

e Manage Dispositions (Optional)

e Manage Holiday/Office Hours (Optional)

e Configure Chat Campaign Settings
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3.3 Quick Startup Guide for Interaction Campaign

Go through the following pages one-by-one to create and manage an Interaction Campaign.

Create Table Definition (Optional)

e Create Table Column Mapping (Mandatory): If you want to add the searchable

custom fields in Customer Information)

e Ticket Settings

e Create Process

e Create Users (Mandatory)

e Configure Custom Fields (Optional)

e Configure Customer Cards (Optional)

o Create an Interaction Campaign

e Configure Email, Twitter, and Facebook Media Profiles (As per requirement)

e Create Canned Messages (Optional)

o Create Routing Rules (Optional)

e Manage Dispositions (Optional)

e Manage Holiday/Office Hours (Optional)

e Configure Spam Filter (Optional)

o Create Event-based and Timer Automation Rules (Optional)

e Create Ticket States (Mandatory to create External States)

e Configure Interaction Campaign Settings

3.4 Quick Startup Guide for Interactive Voice Application

Campaign
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Go through the following pages one-by-one to create and manage an Interactive Voice

Application Campaign.

e Create Table Definition (Optional)

Create Table Column Mapping (Optional)

e Configure System Settings

e Create Mapping Policies

e Create QA Parameters

e Create Process

e Create Users (Mandatory)

e Create an Interactive Voice Application Campaign

o Configure Blended Campaign Settings (As per requirement): If you want to force the

user to select more than one campaigns during logon.

e Routing at System Level (Optional)

e Manage Dispositions (Optional)

e Manage Holiday/Office Hours (Optional)

e Create Skills (Optional): If you want to perform skill-based routing.

e Manage Exclusions at System Level (Optional)

e Manage Voicemail Prompts at System Level (Optional)

o Create and Manage Rules (Optional)

e Configure Call Manager (Manadatory)

e Configure Interactive Voice Application Campaign Settings

3.5 Quick Startup Guide for Outbound Voice Campaign

Go through the following pages one-by-one to create and manage an Outbound Voice

Campaign.
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e Create Table Definition (Optional)

e Create Table Column Mapping (Optional)

e Create Table Filters to filter Customers (Optional)

e Configure System Settings

e Create Mapping Policies

e Create QA Parameters

e Create Process

e Create Users (Mandatory)

o Create an Outbound Voice Campaign

e PACE State (As per requirement): If you want to use PACE along with Predictive

Dialer.

e PACE Rule (As per requirement): If you want to use PACE along with Predictive Dialer.

o Configure Blended Campaign Settings (As per requirement): If you want to force the

user to select more than one campaigns during logon.

e Manage Dispositions (Optional)

e Manage Holiday/Office Hours (Optional)

e Create Skills (Optional): If you want to perform skill-based routing.

e Manage Exclusions at System Level (Optional)

e Manage Voicemail Prompts at System Level (Optional)

o Create and Manage Rules (Optional)

e Configure Call Manager (Manadatory)

e Configure Outbound Voice Campaign Settings

3.6 Quick Startup Guide for Parallel Predictive Voice

Campaign
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Go through the following pages one-by-one to create and manage a Parallel Predictive Voice

Campaign.

e Create Table Definition (Optional)

Create Table Column Mapping (Optional)

e Create Table Filters to filter Customers (Optional)

e Configure System Settings

e Create Mapping Policies

e Create QA Parameters

e Create Process

e Create Users (Mandatory)

o Create a Parallel Predictive Voice Campaign

e PACE State (As per requirement): If you want to use PACE along with Predictive

Dialer.

e PACE Rule (As per requirement): If you want to use PACE along with Predictive Dialer.

o Configure Blended Campaign Settings (As per requirement): If you want to force the

user to select more than one campaigns during logon.

e Manage Dispositions (Optional)

e Manage Holiday/Office Hours (Optional)

e Create Skills (Optional): If you want to perform skill-based routing.

e Manage Exclusions at System Level (Optional)

e Manage Voicemail Prompts at System Level (Optional)

o Create and Manage Rules (Optional)

e Configure Call Manager (Manadatory)

e Configure Parallel Predictive Voice Campaign Settings
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3.7 Quick Startup Guide for Voice Blast Campaign

Go through the following pages one-by-one to create and manage a Voice Blast Campaign.

e Create Table Definition (Optional)

Create Table Column Mapping (Optional)

e Create Table Filters to filter Customers (Optional)

e Configure System Settings

e Create Mapping Policies

e Create QA Parameters

e Create Process

e Create Users (Mandatory)

o Create a Voice Blast Campaign

e PACE State (As per requirement): If you want to use PACE along with Predictive

Dialer.

e PACE Rule (As per requirement): If you want to use PACE along with Predictive Dialer.

o Configure Blended Campaign Settings (As per requirement): If you want to force the

user to select more than one campaigns during logon.

e Manage Dispositions (Optional)

e Manage Holiday/Office Hours (Optional)

e Create Skills (Optional): If you want to perform skill-based routing.

e Manage Exclusions at System Level (Optional)

e Manage Voicemail Prompts at System Level (Optional)

o Create and Manage Rules (Optional)

e Configure Call Manager (Manadatory)

e Configure Voice Blast Campaign Settings
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4. System Tab

4.1 System Tab

If App Manager (App Configuration) is not enabled in the backend, only "System

Configuration" option will be visible and accessible. If this is enabled, then the following drop-

down menu will be visible.

System b Users

System Configuration

App Configuration

System Menu

This menu contains the following two options. Click the links to know more about them.

o System Configuration

App Configuration: Please refer to "App Configuration" document to know more

about the same.

4.2 System Configuration

4.2.1 System Configuration

Administrator can configure system level settings through this tab. Following sub tabs are

available in the "System Tools" tab. Click the links below to know more about them.

e Process
e Settings
e Table

e QA Parameters
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4.2.1.1 CRM Configuration
You have to configure the CRM before proceeding to setup the system, process, and other

settings.

Please refer to the Installation and Configuration Guide for Ameyo to know the steps to configure

CRM.

4.2.2 Process in System Configuration

4.2.2.1 Process

After System, the Process is the second and main component in the hierarchy. Campaign,
Users, and other settings are created in a process. The very first step to setup the contact

center is to create a process. Following is a screeenshot of "Process Tab".

E AMEYO System Configuration User Process Reports Voicelogs Contral Panel

Process Settings Table QA Parameters

Process Search Q Refresh m

1] Process Name Process Type

CRM Properties URL

I:‘ Propagate Lead Removal I:‘ Propagate Customer Removal

Description

Figure: Process Tab

4.2.21.1 Create Process

Perform the following steps to create a process.

1. Click "Add" to create a process using the following pop-up.
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Add Process *

Process Type
Process Name

Default iy
Description
Table Definition
DefaultTableDefinition P

Figure: Create Process

2. Administrator has to provide the inputs for the following fields.
e Process Name
e Description
e Process Type

e Table Definition

Add Process *
Process Name Process Type
Testing Default .
Description

Process to test the product

Table Definition

DefaultTableDefinition p
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Figure: Creating a Process

Administrator Manual

3. Click "Done" to create the process. The process is created and displayed on the

screen.

Process Control Panel

Administrator ¥

System Configuration User

Repors  Voicelogs

Process Type

D Process Name Process Name

Process Sertings Table QA Parameters

Refresh Apply

|:| 1 Testing Default

CRM Properties URL

D Propagate Lead Remaoval

Description

[7] Propagate Customer Remaval

v T1 was successfully created

Figure: Created a Process

Multiple processes can be created using these steps. However, the process IDs will

remain different.
4.2.2.1.2 Delete Process
Administrator can delete any process by following below steps.

1. Select the process that needs to be deleted.

Process Control Panel

System Configuration User

Reports Voicelogs

Administrator ¥

Process Sertings Table QA Parameters

Refresh Apply

DefaultTableDefinition

Process Search Q Delete m
ID Process Name Process Type Process Name
m
|:| 1 Testing Default
CRM Properties URL
vy 3 Ti Default

D Propagate Lead Remaoval

Description

[7] Propagate Customer Remaval

T

Figure: Delete Process

2. Click "Delete". It shows the following warning message on the screen.
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Confirmation *

Are you sure you want to delete Process T17

Figure: Confirmation Message

3. Click "Yes" to delete the process.
Click "No" to not delete the process.

When you click "Yes", the process will be deleted and removed from the list.

‘ AMEYO  System Configuration  User  Process  Reports  Voicelogs  Control Panel

Process Settings Table QAParameters

Process Search Q m Refresh
D Process Name Process Type : S
O 1 Testing Default
CRM Properties URL
D Propagate Lead Removal D Propagate Customer Remaval

Description

v T1 was successfully deleted

Figure: Deleted a Process

The ID of the deleted process cannot be reused. It will remain consumed even after

deletion of the process.

42213 Add Process Details

Perform the following steps to configure the details for a process.

1. Select the process in the left side section. The fields (such as Process Name and

Description) will be populated in the right side section.
2. You have to provide the inputs for the following fields.

A. CRM Properties URL: User can enter the the URL of the CRM that needs to

be configured for a particular process.
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B. Propagate Lead Removal
C. Propagate Customer Removal

3. Click "Apply" to apply the changes.

Whereas, click "Refresh" button to discard the changes.

4.2.3 Settings in System Configuration

The administrator can configure system settings, ticket settings, and mapping policies

through below mentioned tabs.
e System Settings
e Ticket Settings

e Mapping Policies
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Control Panel
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Process  Settings

System Settings Ticket Settings

System Cenfiguration

System Settings

User Mapping Palicy

Ip user call leg details provider

Knowledge Base Settings

Knowledge Base URL

hopi/i4{serverMamel:i{serverPorty/

After Login Behaviour

Active

Auto Answer

Enable Auto Answer

Internal Chat

D Enable Internal Chat

Break Reason Configuration

Break Reason Option

Lunch

Snacks

Training

O oo o

Un-Available

Reload configuration

Reload Metric Configuration

Reload Processing Configuration

Reload Logging Configuration

Reload License Configuration

Reload System Configuration Parameter

Reload Server Preference Store

Table QA Parameters

Mapping Policies

Refresh m

-

Reload
Reload
Reload
Reload
Reload

Reload

Figure: Settings Tab — System Settings

Click the links in the following navigation bar to read about these settings.

4.2.3.1 System Settings

AMEYO © 2018
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This tab contains the system settings, which are listed hereinbelow.

1. User Mapping Policy: Administrator can map the phone device with the respective
user's machine. Agent telephony shall be assigned with static IP, same can not be on

DHCP.

A. The Administrator can select the phone mapper type values from the drop
down to map the extensions with particular IP. This option can be used to
avoid wrong selection of Telephony Channel by the user while logging into

the system.

I.  IP user call leg details provider: To map one IP with single
extension. The Agent need not to select the extension as the IP is
already mapped with an extension while logging into the system. The
applied settings will be applicable for the user who gets the option to

select the call context while logging into system.

It is the default option, hence listed here first. However, it comes at fourth

position in the interface.

[I.  IP multiple user call leg details provider: This mapper can be used
to map an IP with multiple call contexts. The applied settings will be
applicable for the user who gets the option to select the call context
while logging into system. This phone mapper type will be enabled

after procuring appropriate license component at the center.

[ll.  User ID based call leg details provider: This mapper can be used if
webRTC is being used. This phone mapper type will be enabled after

procuring appropriate license component at the center.

IV.  Manual user call leg details provider: This mapper policy can be

used when if no mapping needs to be done.

2. Knowledge Base Settings: The Administrator can define the knowledge base page

URL here. Supervisor, agents, and other users will view this page on the Home

@ AMEYD ©2018 Page 29



Ameyo 4.3 Administrator Manual

screen of their workbenches.

Modify the value of "Knoweldge Base URL" field. It's default value is given below.
http://${serverName}:${serverPort}/

3. After Login Behaviour : Using this feature, the administrator can define the after
login behaviour. It contains the following two options. Any one of them can be

selected only.

e System: The system should automatically make agent available. To make the

agent automatically available, check "Auto Available" checkbox.

After Login Behaviour
Active (@) Sy=te ::_::

|:| Auto Available

Figure: System Auto-Available Option

e User: Select this option to let agent decide whether to make available or not.

After Login Behaviour

Active () Syste i

Figure: User Available Option

3. Auto Answer: If "Enable Auto Answer" is checked then call will be auto-answered
in all the campaigns of the contact center. Users with auto-call on status will
automatically receive the auto-dialed and inbound calls and they do not have to

answer each call manually.
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Only first call offered to the user needs to be answered manually after that all calls thrown

by dialer will be auto answered.

Auto Answer
Enakle Aumo Answer
Internal Chat

|:| Enable Internal Chat

Figure: Auto-Answer and Internal Chat options

4. Internal Chat: The Administrator can enable or disable the internal chat. After
enabling it, the Supervisor, Agents, and other users can use the internal chat to
commmunicate with each other. A static chat icon will be displayed on the bottom

right corner of the interface of every user.

5. Break Reasons: Administrator can add the break reasons for the contact center.
Created break reasons will be applied at system level and same will be visible to
agents on Ameyo Web Access. While going on break, agents can select the respective

break reason.
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Break Reason Configuration

Break Reason Option

k3

Lunch

Snacks

Training

O] O O

Un-Available

Figure: Break Reason Configuration

Perform following steps to add break reason.

A. To add a break reason, click on "Add" button.

B. Enter the name of break reason.

Break Reason Configuration

Break Reason Option

Quality ChecH

I:' Lunch

Figure: Add a Break Reason

C. Click "Apply" button to create the break reason.

Perform the following steps to delete a break reason.
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D. Select a break reason and click "Delete". A warning message is displayed on

the screen.

Confirmation o

Are you sure you want to delete 1 Break Reason ?

-

Figure: Asking to delete a Break Reason

E. Click "Yes" to delete the selected break reason.

Deleting a break reason will impact all users, queues, and campaigns where this

break reason has been applied already. Make sure to modify their settings.

You cannot edit a break. Instead of it, delete a break and add a new one.

6. Reload Configuration: This section contains the following buttons that lets you
reload the configuration of different Ameyo components. After clicking a button to
reload the selected configuration, you have to logout from Administrator Console

and then login again to make it effective.

Reload configuration

Reload Metric Configuration Reload

Reload Processing Configuration Reload

Reload Logging Configuration Reload

Reload License Configuration Reload

Reload System Configuration Parameter Reload

e rver Preference 5
Reload Server Preference Store Reload

Figure: Reload Configuration Section

A. Reload Metric Configuration: Click this button reload the metric

configuration.
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B. Reload Processing Configuration: Click this button reload the processing

configuration.

C. Reload Logging Configuration: Click this button reload the logging

configuration.

D. Reload License Configuration: Click this button reload the license

configuration.

E. Reload System Configuration Parameter: Click this button reload the

system configuration parameter.

F. Reload Server Preference Store: Click this button reload the server

preference store.
4.2.3.2 Ticket Settings

In this Tab, Administrator can define the Ticket Settings.

Ticket Settings

Ticket Settings

Agent can view

0On Dashboard:

(O) Tickets assigned to the agent (O) Tickets which are unassigned, () Tickets in queues assigned to (@) Tickets in selected campaigns
or assigned to the agent, in the agent in selected
their queues of selected campaigns
campaigns

On Customer Details:

(O) Tickets assigned to the agent (O) Tickets in queues assigned ta () Tickets in selected campaigns (®) Al tickets associated with the

the agentin selected customer

campaigns
Auto-assignment of tickets When assigned agent reads a new ticket
[[] Canbe toggied by agen: (®) Do ot change Ticker State

() Update Ticket to fallowing Open State

Open_Assigned

Allow public notes on tickets Allow agents to reopen tickets
(O es @ Yes
@ N [OLT

Figure: Ticket Settings

It contains the following settings.
1. Agent can view: Select the type of tickets that an agent can see.

A. On Dashboard: Select the types of tickets that an agent can see on the

dashboard.
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I.  Tickets assigned to the agent: Select it to let the agent view only those

tickets that are assigned to the agent.

II.  Tickets assigned to the agent and all unassigned tickets: Select it to let

the agent view all unassigned tickets and those tickets that are

assigned to the agent.

. All Tickets: Select it to let the agent view all tickets such as assigned
tickets to the agent itself, unassigned tickets, and tickets assigned to

other agents.

B. On Customer Details: Select the types of tickets that an agent can see in the

customer details.

I.  Tickets assigned to the agent: Select it to let the agent view only those

tickets that are assigned to the agent.

II. Tickets assigned to the agent and all unassigned tickets: Select it to let

the agent view all unassigned tickets and those tickets that are

assigned to the agent.

. All Tickets: Select it to let the agent view all tickets such as assigned
tickets to the agent itself, unassigned tickets, and tickets assigned to

other agents.

2. When assigned agent reads a new ticket: Select the state of ticket that has been

read by its assigned agent. It contains the following options.

A. Do not change ticket state: Select it to not change the state of a ticket after

an agent reads its new assigned ticket.

B. Update ticket to following open state: Select it to change the update the
state of the ticket (that has been read by the agent) to "Open".

3. Auto-assignment of tickets: Configure this option to allow or disable the agents

turn on or off their availability in interaction campaign and auto-assignment of

tickets.
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Auto-assignment of tickets

Can be toggled by agent

(@) Default auto assignment On

| _J) Default auto assignment Off

Figure: Auto-Assignment of Tickets

It contains the following options.

A. Can be toggletd by agent: Select it to let the agents turn on or off their

availability in the Interaction Campaign and the auto-assignment of tickets.
You can uncheck it to disable this agent functionality. After enabling it, you

can select any of the following options.

I.  Default Auto-Assignment On: Select it to turn on the Auto-
Assignment of Tickets by default. It means the agent will remain
available in Interaction Campagin, by default. However, agent can turn

this feature off for itself.

If "Default Auto-Assignment On" is selected, the Auto-Assignment of

Tickets will remain on for the entire campaign. An agent can turn it off only

for itself but not for the complete campaign.

[l.  Default Auto-Assignment Off: Select it to turn off the Auto-
Assignment of Tickets by default. This feature will remain turn off the

entire campaign.

If "Default Auto-Assignment Off" is selected, the Auto-Assignment of

Tickets will remain disabled for the entire campaign. However, an agent

can turn on the Auto-Assignment of Tickets for itself only.
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4. Allow public notes on tickets: Configure this option to allow or disable the public

notes on the tickets. The public notes will be visible to all users. It contains the

following options.
A. Yes: Select it to allow the public notes on the tickets.

B. No: Select it to disable the public notes on the tickets.

5. Allow agents to reopen tickets: Configure this option to allow or disable to agents

to reopen the closed tickets. It contains the following options.
A. Yes: Select it to let the agents reopen the closed tickets.
B. No: Select it to not allow the agent to reopen the closed tickets.
4.2.3.3 Mapping Policies

Through this tab, Administrator can define mapping policies.

System Settings Ticket Settings Mapping Policies

Mapping Policies

Single Extension - IP Policy @ m
all Context Phane

O 10.10.1.213 audiocodes h 20t

Multiple Extension - IP Policy @m

P Call Context Phone Seguence

Figure: Mapping Policies
1. Single Extension - IP Policy: To map one IP with single extension, Administrator
needs to follow below steps:
A. Click on "Add" button.

B. Enter the IP Address.
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C. Select the Call Context.

D. Enter the Phone number (extension).

E. Click on "Apply" button.

F. To delete any existing mapping, select the same and click on "Delete" button.

2. Multiple Extension - IP Policy: To map an IP with multiple call contexts,

Administrator needs to follow below steps:
A. Click on "Add" button.
B. Enter the IP Address.
C. Select the Call Context.
D. Enter the Phone number (extension).
E. Select the Sequence.
F. Click on "Apply" button.

G. To delete any existing mapping, select the same and click on "Delete"

button.

4.2.4 Table in System Configuration

Table tab stores the customer information (configuration related) in Ameyo. There are some
fields required for the integration with Ameyo (Primary Key etc.). In that case, we define the

data types or columns.

Process  Settings Table QA Parameters
Table Definition Table Mapping Filter
Create Table
D Table Name Last Updated Table Column
I:‘ DefaultTableDefinitdon 27/08/2018, 20:15:48 twitter,timezone,facebook,phone2,name, phone3 ph...

Figure: Table

It contains the following tabs.
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1. Table
2. Mapping
3. Filter

4.2.4.1 Table Definition

In this tab, you can create, edit, and delete the table definitions. After creating the table

definitions here, you can use "Mapping" tab to create the mapping and "Filter" tab to create
the filters.

42411 Create Table Definition

Administrator needs to follow below steps for creating new data table.

B o
C Tabl
1. Click e | button. A pop-up will appear.

Table

Table Definition Name
DefaultCC Test

Description

Creating a table

Column Definition Add

Name Type Nullable Unique Key Primary Key Default Value

Figure: Create Table

2. Administrator needs to fill the following details:
A. System: This contains the system ID which is taken by default.
B. Table Definition Name: Enter the name of the table.
C. Description: Enter the description regarding the table.
D. Column Definition: Perform the following steps to add a column.

I.  Click "Add" to add a column. It shows the following row.

@ AMEYDO ©2018 Page 39



Ameyo 4.3 Administrator Manual

Name Type Nullable Unique Key Primary Key Default Value

Name INTEGER = O O O

NUMERIC

BOOLEAN

VARCHAR

Figure: Add a column

[l.  Here, you have to provide the following values.
a. Name: Provide a name of the column.

b. Type: Select any of the following options to specify the type of

input received in this column.

i. Integer: Select it to accept only whole numbers. It will

not accept the decimals.

i.  Numeric: Select it to accept the numbers including

decimals.

iii.  Boolean: Select it to accept only two values that are

"true" and "false".

iv.  Varchar: Select it to accept the alphabets with

numbers.

<
-

ate: Select it to accept the date.

ime: Select it to accept the time.

—

Vi.
vii.  Timestamp: Select it to accept the timestamp.

c. Nullable: Select it to let any cell in the column to remain
blank. If unchecked, it will be mandatory to enter some value

in the cell.

d. Unique Key: Select it to let the column accept only unique

values in its cells.
e. Primary Key: Select it to make the column primary.

f. Default value: Enter the default value that will be displayed in

all cells of this column.

@ AMEYD ©2018 page 40



Ameyo 4.3 Administrator Manual

You can add multiple columns using the same steps.

3. Following is a screenshot of a table containing different columns.

< ]
< ]

oo oo

4. O ... )

Figure: Sample Values to create a Table

5. Click "Save" button to create the table.

You can click "Cancel" button to not create the table.

Following screenshot shows a newly created table.

Process Settings Table QA Parameters

Table Mapping Filter

Delete Edit Create Table

Table Filter List

D T Table Name Last Updated Table Column
D DefaultTableDefinition 27/08/2018, 20:15:428 twitter,timezone, facebook,phone, name,phone3 ph...
v Test! 13/09/2018, 05:44:5% customerid name, phone, timezone

Figure: Created a Table

424.1.2 Edit Table Definition

Perform the following steps to edit the table.

1. Select a table and click "Edit".
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11111

Figure: Edit a Table

2. You can change the following fields here.
A. Table Definition Name: Change the name of the table.
B. Description: Change the description.
C. Columns: Change the following settings for columns.
[.  Nullable
[I.  Unique Key
[ll.  Primary Key

3. Click "Save" to save and apply the changes.

You can click "Cancel" to cancel the changes.

424.1.3 Delete Table Definition

Perform the following steps to delete a table.

1. Select the table and click "Delete". It shows the following warning message.

Confirmation 4

Are you sure you want to delete 1 Table Definition ?

Figure: Asking to delete a table

Q.

AMEYD ©2018 Page 42



Ameyo 4.3

Administrator Manual

2. Click "Yes" to delete the selected table.

You can click "No" to not delete the table.
4.2.4.2 Table Mapping

This tab lets you edit and delete the default existing table column mappings. You can also

create, modify, and delete the custom table column mappings.

Process Settings Table QA Parameters
Table Definition Table Mapping Filter

Select Table Definition

DefaultTableDefinition ., Delete Edit

D Name Campaign Type Mapped Attribute

D DefaultOutboundColumnMapping Cutbound Voice Campaign timezone - imezone, name - name, phonel - phonel

D DefaultinboundColumnMapping Interactive Voice Application timezone - timezone, name - name, phone1 - phonel

D DefaultBlastColumnMapping WVoice Blast Campaign timezone - imezone, name - name, phene - phonel

D DefaultVRColumnMapping IVR Campaign timezone - imezone, name - name, phonel - phonel

D DefaultCSTAColumnMapping C5TA Voice Campaign timezone - timezone, name - name, phone1 - phonel

D DefaultCharCampaignColumnMapping Chat Campaign timezone - imezone, name - name, phonel - phonel

D DefaultAdvancedOutboundColumnMapping Parallel Predictive Vaoice Campaign timezone - imezone, name - name, phonel - phonel

D DefaultlnteractionCampaignCaolumnMapping Interaction Campaign emaill - email, timezone - timezone, name - name, f...

Figure: Table Mapping

Click "Select Table Definition" drop-down menu to select the table definition, in which you

want to create, edit, and delete the table column mappings.

Tahble Filter List

Select Table Definiticn

DefaultTableDefiniton

Figure: Select Table Definition

The default table column mappings are available only in "DefaultTableDefinition".
4.2.4.2.1 Create Table Mapping

Administrator needs to follow below steps to create a new mapping.
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1. Click"Create New Mapping" button. Following pop-up named "Create Table Mapping

Wizard" is displayed on the screen.

Table Column Mapping Wizard

. Ma ng Mame
DefaultTableDefinition HEpRnE e

Campaign Type

Interactive Voice Application "y

Mapping Sequence

Name Required min# Maox#
searchable false 1 5 Add
phone true 1 3 Add

Required Column Mapping

Attribute
phonel twitter >
name twitter v
timezone twitter

Figure: Create Table Column Mapping

2. Administrator needs to fill the following details in order to create a new mapping.

A. Mapping Name :Provide a mapping name.

B. Campaign Type :Select the Campaign type from the provided drop-down. It

contains the following options.
I.  Interactive Voice Application
[l.  Outbound Voice Campaign
1. Interaction Campaign

IV.  Parallel Predictive Voice Campaign
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V. IVR Campaign
VI.  Voice Blast Campaign
VIl.  Chat Campaign

C. Mapping Sequence :By default, the following two mapping sequences are

displayed here.

I.  searchable: It lets you add the searchable and optional columns in
the mapping. The user can leave these columns blank. There can be at

least one and maximum five searchable columns.

[l.  phone: It lets you add the mandatory columns in the mapping. It is
mandatory for the user to fill these columns. There can be at least

one and maximum three columns.

D. You have to click "Add" for a Mapping Sequence to add its column.

You cannot edit or delete the column mappings here.

E. Attribute : User can select the attributes for the added column mappings. It

has the following options.

. twitter
[l.  timezone
.  facebook
IV.  name
V. phone1
VI.  phone2
VIl.  phone3
VIIl.  phone4
IX.  phone5
X.  email
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Following screenshot shows the sample table mapping for a custom "Test1" table

definition.

Tabie Column Mapping Wirard

Msppung
Testhag]

fimazane

Figure: Sample Table Mapping

3. Click "Save" to create the table mapping.
Alternatively, you can click "Cancel" to discard the changes.

Following screenshot shows two newly created table mappings.

Process Setdngs Table QA Parameters

Table Filter List Table Mapping Filter
Select Table Definition
Testl V Delete Edit Create New Mapping
D ™ Name Campaign Type Mapped Attribute
v TestMap Interacrive Voice Application searchable - customerid, timezone - timezone, na...
D TestMap2 Outbound Voice Campaign timezone - timezone, name - name, phonel - phone

Figure: Table Mappings

4.2.4.2.2 Edit Mapping

Perform the following steps to edit a table mapping.
1. Select the table definition in "Select Table Definition" drop-down menu. The

mappings of selected definition are displayed.

2. Select a table and click "Edit".

@AMEYD ©2018 Page 46



Ameyo 4.3 Administrator Manual

Tabiz Column Mapping Wizard

TesiMap

eracove Voice Applicavan

Required Column Mapping

Figure: Edit a Table Column Mapping

3. You can change the following fields here.
A. Mapping Name: Change the name of the mapping.
B. Mapping of Attributes: You can change the mapping of attributes.

4. Click "Save" to save and apply the changes.

You cannot change the table definition name and campaign type. Attributes cannot be

added, edited, or deleted.

4.2.4.2.3 Delete Table Column Mapping

Perform the following steps to delete a table column mapping.

It is recommended not to delete the default table column mappings available in the default table

defintion (DefaultTableDefintion).

1. Select the table definition in "Select Table Definition" drop-down menu.

2. Select the mapping and click "Delete". It shows the following warning message.

Confirmation *

Are you sure you want to delete 1 Column mappings ?

Figure: Asking to delete a Table Column Mapping

Q.
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3. Click "Yes" to delete the selected mapping.

You can click "No" to not delete the mapping.
4.2.4.3 Table Filters

Here, you can create, edit, and delete filters for the table definitions.

Table Filters are used to filter the customers in Outbound, Parallel Predictive and Voice Blast

Campaigns. Administrator has to assign the required Table Filters in "Customer" Tab of any of

these campaigns.

Process Settings Table QA Parameters

Table Filter List Table  Mapping Fileer
SelectTable Create New Filter
DefsultTableDefinition .,

Name Enabled Campaign Type Filter Type

Figure: Table Filters

Click "Select Table Definition" drop-down menu to select the table definition, in which you

want to create, edit, and delete the table filters.

Table Filter List

Select Table Definition

DefaultTableDefinition

Test

Tesztl

Figure: Select Table Definition

4.2.4.3.1 Create Table Filter

Administrator needs to follow below steps for creating new filters.

1. Select the table definition.
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2. Click "Create New Filter" to create a new table filter.

Table Filter

DefaultTableDefinition Filter ame

Campaign Type
N . Description
Outbound Veice Campaign .

' Y _/'—'\_
[ Delete )( Add )
. VAN Y,

Left Operand Condition

OR Clause

Figure: Create a Table Filter

3. Administrator needs to fill the following details in order to create new mapping.
A. Filter Name: Provide a name of the filter.

B. Campaign Type: Select the campaign type from the drop-down menu. It

contains the following options.
I. Outbound Voice Campaign
[l.  Parallel Predictive Voice Campaign
lll.  Voice Blast Campaign
C. Description: Enter the description regarding the filter.

D. Click "Add" to add a clause. Each clause has a condition to filter the table. It
adds a row on the right. Perform the following steps to add a condition in a
newly added clause.

I.  Inarow, you can select "Left Operand" in the drop-down menu. It

contains the following options.

o ATTEMPTS
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e customerid

o DISPOSITION

e email

o facebook

o |S_CALLBACK_SCHEDULED
e |S_EXCLUDED_DISPOSED
e LAST_CALL_TYPE

e LAST_CHURN_1

e LAST_CHURN_2

e LAST_DIALED_NUMBER

e LAST_DIALED_NUMBER_1
e LAST_DIALED_NUMBER_2
e LAST_DIALED_NUMBER_3
e LAST_DIALED_NUMBER_4
e LAST_DIALED_TIME

e LAST_USER_ID

e LEAD_ID

e name

e NUMBER_STATUS

e phonel

e phone2

e phone3

e phone4

e phone5

e timezone
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e twitter

[l.  Provide avalue for the selected "Left Operand" in the cell under

"Condition" column.

[l You can click "+" icon on the right side of a row to add a new

condition.
IV.  To delete a condition, you can click "x" icon on the right side of a row.

E. You can click "Add" again to add a new clause. After adding the clause, you

can add the condition rows in it.

You can click the clause names in the box located on bottom left side to navigate

between the clauses.

F. To delete a clause, select it in the box and click "Delete".

Following screenshot contains the sample values to create a table filter.

Table Filter

DefaultTableDefinition Test!

Campaign Type Description
Outbound Voice Campaign o  Test

7 N e
(Delete ){ Add ) Left Operand Condition

OR Clause

ATTEMPTS v 1 +

Clause 0

Clause 1 AND pisposiTioN

Figure: Creating Table Filter

G. Click "Save" button to create the table filter.

Alternatively, you can click "Cancel" button to not create the table filter.

You can edit and delete the table filters.
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4.2.5 QA Parameters in System Configuration

Administrator can define different quality parameters which help the Administrator to rate

the quality of a particular call.

Process Settings Table QA Parameters

a

Name Parameter Type Mandatory

I:‘ IsMandatory

Quality Parameter Details

Figure: Quality Parameter Tab

Administrator can create new parameter by performing the following steps.

1. Click "Create Parameter" button. A pop-up is displayed on the screen.
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Create Quality Parameter b o
Multiple T
Description E IshMandatory
Quality Parameter Details + Add Parameters Details
Value Score Delete
W
Cancel

Figure: Create Quality Parameter

2. Administrator needs to fill following details.
A. Parameter Name: Enter the name of parameter.

B. Parameter Type: Select the parameter type from the dropdown field i.e.

boolean, multiple, comment, range and add parameter details.
C. Description: Enter the description of parameter.

D. Is Mandatory: Check the check box if this parameter has to be made

mandatory i.e. supervisor has to rate the call.

Add
3. Click button to add the parameter.

Following screenshot show a newly created parameter.
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Process  Settings Table QA Parameters

Q. Delete Refresh Save Changes

Name Parameter Type Mandatory Parameter Name
Test
v Test Test true ™
Descrip tion
Test

IsMandatory

Quality Parameter Details

Value Score
true 1

false 1

Figure: QA Parameter

4. Select the QA Parameters to view its details. You can make the changes and click

button to save the changes.

Refresh |

5. Click

button to discard the changes.
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5. Users

The Administrator can create new users and delete the existing users from Ameyo system.

E AMEYDO System - Users Process Reports Voicelogs Control Panel Call Manager Administrator ¥
User Management Q 1-2 of 2
|:| User ID User Name User Role Actions

D Administratar Administrator Administrator Edit

D PAdministrator PAdministrator PAdministrator Edit

Figure: User Management

1. Add User: To add a new user, click "Add User" button.

Create User Cancel

General Information

System Role
User ID n
Administrator >
User Name Password Confirm Password
Allowed Chat Extensions Allowed Ticket Extensions [[] Email 1d
0 0
Login Palicy
Verify Before Force Login " |:| Enable screen recording

Figure: Add a User

A. Enter the User ID, User Name in the provided text boxes.

B. Select the user role from the "System Role" drop-down menu. Here, you can

use the search box to search for any role. It contains the following roles.

e By default, Professional Agent, Executive, and Supervisor can work in the

Ameyo System, but it can be customized further for other user roles listed
here. Please contact Services Team or On-site Engineer for more

information.
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A user with Professional Agent role can login to one Chat, one
Interaction and one Voice campaign. However in Blended Campagin,
the user with Professional Agent role can select more than one voice
campaign.

A user with Executive Role can login to one chat, one Interaction, and

more than one Voice Campaigns, even if they are not Blended.

Blended Campaigns are preferred because it gives important to the

inbound calls that helps in reducing the call drops.

e Administrator

o Advisor-Agent

e Advisor-ITUser

e Advisor-Supervisor

e Analyst

e AppUser

e Blended-Agent

e BucketManager

e CloudAdministrator

e CloudAdvisor-Agent

e CloudAdvisor-ITUser

e CloudAdvisor-Supervisor
e CloudAgent

e CloudAnalyst

e CloudAppUser

e CloudCustomerManager
o CloudExecutive

e CloudExpert
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CloudPbx-User
CloudPowerUser
CloudProfessional-Agent
CloudRelationshipManager
CloudStandard-Agent
CloudSuper-Agent
CloudSupervisor
CloudTeam-Lead
CloudVoiceloggerManager
CloudVoiceloggerAgent
CloudWallboard-User
CloudXchange-Admin
CustomerManager
Executive

Expert

ISBAdmin

Manager

Office-Agent

PAdmin

PAdministrator
Pbx-User

PolicyManager
PowerUser
Professional-Agent

RegionalBucketManager

Administrator Manual
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RegionalManager
RelationshipManager
Standard-Agent
Super-Agent
Supervisor

Team-Lead
TenantManager
TexoAdministrator
TexoAdvisor-Agent
TexoAdvisor-ITUser
TexoAdvisor-Supervisor
TexoAgent

TexoAnalyst
TexoAppUser
TexoCustomerManager

TexoExecutive

TexoExpert

TexoPbx-User
TexoPowerUser
TexoProfessional-Agent
TexoRelationshipManager
TexoStandard-Agent
TexoSuper-Agent
TexoSupervisor

TexoTeam-Lead

Administrator Manual
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e TexoVoiceloggerAgent
e TexoVoiceloggerManager
e TexoWallboard-User

o TexoXchange-Admin

e UAM-Checker

e UAM-Maker

e UserAccessManager

e VoiceloggerAgent

e VoiceloggerManager
e Wallboard-User

e Xchange-Admin

C. Enter the password in the provided text box and confirm the password by re

entering the same in "Confirm Password" text box.
D. Enter the description about the user in the provided text area.

E. Select the Allowed Interaction Extensions from the drop down field. Allowed
Interaction Extension means that number of media interactions i.e. chat,

mails, social media etc. can a Agent handle.

F. To enable E-mail ID for user check the checkbox provided and enter the E-

mail ID of the user in the textbox.
G. Login Policy: Select the Login policy from the provided drop down box.
H. Click "Save" to add the user.
I.  Click "Cancel" to discard the changes.
2. Delete User: Perform the following steps to delete the user.
A. Select the user to be deleted by checking the checkbox.

B. Click "Delete" to delete the selected user.
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3. Edit User: Administrator can edit the general information of user and also change
different privileges given to that particular user. To edit a particular user, select that
user by checking the checkbox provided and click on edit option which is there in
front of the name of that user. There are following information which needs to be

edited:

A. General Information: Under this category, general information such as User

Name, User ID, Password, etc. can be edited.

B. Campaign Masked Privileges: The administrator can restrict some action
for particular user and campaign (in which respective user is assigned) by
simply checking the respective checkboxes. Following privileges can be

restricted for any user:
e Manual Dial
e View disposition of a call
e Listen to self campaign voice logs

C. Voice Mail Configurations: This feature is licensed. This tab will be only
visible if voicemail license is procured at the center.
The Administrator can enable Voicemail feature at system level is enabled by
sliding the "voicemail" bar towards right. If this is not enabled, then
voicemails will not be recorded. To enable sending the voicemails
notifications, administrator needs to check the "Notification Email IDs"

checkbox.

* Notifications Email IDs: Administrator can enter the multiple email
ids (gmail domain only) separated by comma. For example,

emaill@domain.com, email2@domain.com, and others.

e Welcome Voicemail Prompt: Select the welcome voicemail prompt

from the drop-down field.

e Finish Voicemail Prompt: Select the finish voicemail prompt from

the drop-down field.
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D. Click "Apply" button to save the changes.

E. Click "Cancel" to discard the changes.
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6. Proces Configuration

6.1 Process Tab

This tab is used to create the campaigns under Process, manage them, and delete them. This

tab contains the following sections and tabs.

B AMEYO  Sysem v ers rocess  Repa Voicelogs  ControlPanel  Call Manager
= % = =
x COUOTETTEE certings Routing  Users  Call Context Default Working ~ Queues Canned Message  Holiday/Office Hours  Customers  Local NR  Custom fields
State  Rule  MediaProfile  CustomerCard  QAParameters  Prompt
o
General  Advanced  Dial Profile

Tesi2 ° Delete Campaign Refresh m

°© N

Figure: Process Tab

The interface of this tab depends upon the campaign type that you select in the left side. It's

interface can be divided into the following parts.

1. Left Navigation Section: This is a fixed left side navigation bar that lets you browse

through the different processes and campaigns. When it is not expanded or
displayed, click = icon to show it. When it is displayed, click "X" to close the sidebar.
In this pane, you can click "Create New Campaign" button to create a new campaign

and use the search box to search for any process or campaign.

2. Tabs: Following tabs are visible, by default, when you visit this page for the first time.
However, the visibility and settings of these tabs actually depends upon the type of

campaign you have selected.
A. Settings

B. Routing

@ AMEYO ©2018 Page 62



Ameyo 4.3 Administrator Manual

C. Users

D. Call Context

E. Default Working
F. Queues

G. Canned Message
H. Holiday/Office Hours
[.  Customers

J. Local IVR

K. Custom Fields
L. State

M. Rule

N. Media Profile
O. Customer Card
P. QA Parameters
Q. Prompt

These tabs will be discussed in detail.
6.2 Operations

Operations in "Process Tab" can be divided into the followings two categories.

1. Process Management: You can click the name of any process in the Left Side

Navigation Bar to access its settings, which can be configured. Know more...

2. Campaign Management: Here, the Administrator can create, edit, and delete the

campaign. A campaign is required to setup the Contact Center.

A. Create Campaign

B. Interface of Process Tab for Different Campaigns
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C. Delete a Campaign

6.3 Process Settings

6.3.1 Process Settings

You can click a process name in the left navigation bar to view the settings of this process.

EAMEYD System ¥ User ocess Reports Vaicelogs Control Panel Call Manager Administrator ¥
X = Testing Chat Themes Custom fields State Rule Customer Card
_— o Theme Configuraion Preview Refresh
s © | SelectaTheme to Preview L.

A& Tesdnbound
B Tesdnteraction
&S TestOutbound
G TesiParalielVoice

A% TestVoiceBroadeast

Badge Registration Form Live Chat

L]
Offline

Figure: Process Settings

The Settings of a Process contains the following tabs. Click the links to know more about them.
1. Chat Theme

2. Custom Fields

5. Customer Card

6.3.2 Chat Theme Tab in Process Settings
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This tab allows the creation of the customized themes for the Web Chat. You have to configure
it through the different APIs, which are provided by default within Ameyo Server 4.3. Using

the parameters provided here, any API can be called to perform its designated operation.

EAMEYD System w e 0Cess Reports Voicelogs Control Panel Call Manager

Administrator v

= Testing ChatThemes Custom fields State Rule Customer Card

Theme Configuration Preview Refresh

Select a Theme to Preview .
Online

Badge Registration Form Live Chat

L]
Offline

Figure: Chat Themes Tab

This tab and the "Default Chat Theme" will remain disable until a Customized theme is added.

6.3.2.1 Parameters

Before going to the APIs to perform the theme operations, it is required to go through the
parameters and their values, which will be required to call the API to perform any option.

Here, parameters are given in the following hierarchy.
Theme Configuration — Component — Property — Value

e DEFAULT REGISTRATION FORM: Itis the registration form to start the chat. It

has the following components.

» HEADER: It lets you modify the header in the form.
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o TEXT: It lets you modify the text in header. It accepts the value in text

format.

o COLOR: It lets you modify the color of header in the form. It accepts

the value in rgba(<number>,<number>,<number>,<number>).

o TEXT_COLOR: It lets you modify the color of text in the header in the

form. It accepts the value in

rgba(<number>,<number>,<number>,<number>).
= INPUT_FIELD: It lets you modify the formatting of the input field in the form.

o TEXT_COLOR: It lets you modify the color of text in the Input Field in

the form. It accepts the value in

rgba(<number>,<number>,<number>,<number>).
= BUTTON: It lets you modify the formatting of the button in the form.

o COLOR: It lets you modify the color of button in the form. It accepts

the value in rgba(<number>,<number>,<number>,<number>).

o TEXT_COLOR: It lets you modify the color of text in button in the

form. It accepts the value in

rgba(<number>,<number>,<number>,<number>).

o SHAPE: It lets you modify the shape of the button. It accepts the

value as cornered or rounded.
= SUCCESS_MESSAGE: It lets you modify the formatting of the success message.

o COLOR: It lets you modify the color of the text in the success
message. It accepts the value in

rgba(<number>,<number>,<number>,<number>).
= ERROR_MESSAGE: It lets you modify the formatting of the error message.

o COLOR: It lets you modify the color of the text in the error message. It

accepts the value in rgba(<number>,<number>,<number>,<number>).

= BACKGROUND: It lets you modify the background fffffffin the form.
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o COLOR: It lets you modify the color of the background in the form. It

accepts the value in rgba(<number>,<number>,<number>,<number>).

o DEFAULT_OFFLINE_REGISTRATION_FORM: Itis the default offline registration

form that appears when the chat is offline. It has the following components.
» HEADER: It lets you modify the header in the form.

o TEXT: It lets you modify the text in header. It accepts the value in text

format.

o COLOR: It lets you modify the color of header in the form. It accepts

the value in rgba(<number>,<number>,<number>,<number>).

o TEXT_COLOR: It lets you modify the color of text in the header in the

form. It accepts the value in

rgba(<number>,<number>,<number>,<number>).
= INPUT_FIELD: It lets you modify the formatting of the input field in the form.

o TEXT_COLOR: It lets you modify the color of text in the Input Field in

the form. It accepts the value in

rgba(<number>,<number>,<number>,<number>).
= BUTTON: It lets you modify the formatting of the button in the form.

o COLOR: It lets you modify the color of button in the form. It accepts

the value in rgba(<number>,<number>,<number>,<number>).

o TEXT_COLOR: It lets you modify the color of text in button in the

form. It accepts the value in

rgba(<number>,<number>,<number>,<number>).

o SHAPE: It lets you modify the shape of the button. It accepts the

value as cornered or rounded.

= SUCCESS_MESSAGE: It lets you modify the formatting of the success message.

@ AMEYO ©2018 Page 67



Ameyo 4.3 Administrator Manual

o COLOR: It lets you modify the color of the text in the success
message. It accepts the value in

rgba(<number>,<number>,<number>,<number>).
= ERROR_MESSAGE: It lets you modify the error message.

o COLOR: It lets you modify the color of the text in the error message. It

accepts the value in rgba(<number>,<number>,<number>,<number>).
= BACKGROUND: It lets you modify the background in the form.

o COLOR: It lets you modify the color of the background in the form. It

accepts the value in rgba(<number>,<number>,<number>,<number>).

= PLACEHOLDER: It lets you modify the text that is displayed over the input

field as an introduction to the offiline registration form.

o TEXT: It lets you modify the placeholder text in the form. It accepts

the value in plain text.

o TEXT_COLOR: It lets you modify the color of the placeholder text in

the form. It accepts the value in

rgba(<number>,<number>,<number>,<number>).

e CHAT SCREEN: It is the main chat screen. It has the following components.

= BACKGROUND: It lets you modify the background of the chat screen.

o COLOR: It lets you modify the color of the background in the chat
screen. It accepts the value in

rgba(<number>,<number>,<number>,<number>).
= SYSTEM_MESSAGE: It lets you modify the formatting of the system message.

o COLOR: It lets you modify the color of the text in the system message.
It accepts the value in

rgba(<number>,<number>,<number>,<number>).

a AIVIEYD ©2018 Page 68



Ameyo 4.3 Administrator Manual

= CUSTOMER_MESSAGE: It lets you modify the formatting of the customer

message.

o BACKGROUND_ COLOR: It lets you modify the background color of

the text in the customer message.

o COLOR: It lets you modify the color of the text in the customer
message. It accepts the value in

rgba(<number>,<number>,<number>,<number>).
» AGENT_MESSAGE: It lets you modify the formatting of the agent message.

o BACKGROUND_COLOR: It lets you modify the background color of

the text in the agent message. It accepts the value in

rgba(<number>,<number>,<number>,<number>).

o COLOR: It lets you modify the color of the text in the agent message.
It accepts the value in

rgba(<number>,<number>,<number>,<number>).

=  TIMESTAMP: It lets you modify the formatting of the timestamp (given below

the messages) in the chat screen.

o COLOR: It lets you modify the color of the timestamp. It accepts the

value in rgba(<number>,<number>,<number>,<number>).
= FOOTER: It lets you modify the formatting of the footer.

o COLOR: It lets you modify the color of the footer. It accepts the value

in rgba(<number>,<number>,<number>,<number>).
» HEADER: It lets you modify the header in the chat screen.

o COLOR: It lets you modify the color of header in the chat screen. It

accepts the value in rgba(<number>,<number>,<number><number>).

o TEXT_COLOR: It lets you modify the color of text in the header in the

chat screen.
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o TEXT: It lets you modify the text in the header in the chat screen. It

accepts the value as text.

= TEXT_AREA: It lets you modify the formatting of the text area in the chat

screen.
o COLOR: It lets you modify the color of the text area.

o TEXT_COLOR: It lets you modify the color of the text in the text area.

= ATTACHMENT_ICON: It lets you modify the formatting of the attachment icon

that is used to upload the files.

o COLOR: It lets you modify the color of the attachment icon. It accepts

the value in rgba(<number>,<number>,<number>,<number>).

= SEND_ICON: It lets you modify the formatting of the send icon that is used to

send the messages.

o COLOR: It lets you modify the color of the send icon. It accepts the

value in rgba(<number>,<number>,<number>,<number>).

o WELCOME SCREEN: It is the welcome screen of chat that is displayed on the

starting. It has the following components.
= OFFLINE_BADGE: It lets you modify the formatting of the offline badge.

o TEXT: It lets you modify the text in the badge. It accepts the value in

text.

o COLOR: It lets you modify the color of the badge. It accepts the value

in rgba(<number>,<number>,<number>,<number>).

o TEXT_COLOR: It lets you modify the color of the text in the badge. It

accepts the value in rgba(<number>,<number>,<number>,<number>).
= ONLINE_BADGE: It lets you modify the formatting of the online badge.

o TEXT: It lets you modify the text in the badge. It accepts the value in

text.
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o COLOR: It lets you modify the color of the badge. It accepts the value

in rgba(<number>,<number>,<number><number>).

o TEXT_COLOR: It lets you modify the color of the text in the badge. It

accepts the value in rgba(<number>,<number>,<number>,<number>).
6.3.2.2 Get Session ID of Administrator Login Session

It is requierd to provide the session ID of the current Administrator's login while using the
APIs. Get the access to the server operating system where Ameyo Server is installed and
execute the following commands to get the same.

psql -U postgres
\c ameyodb

select * from user_session_history where logout_time is NULL;

Replace ameyodb with the Ameyo Database of your Ameyo Server Installation.

The Session ID of the Administrator changes with every new login. So, you have to execute the

above command every time whenever the Administrator logins.

‘@ root@testing: ~ — O x
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Figure: Get Session ID of Administrator's Current Login Session

6.3.2.3 Chat Theme APIs

Following operations can be performed through the APIs. Each oepration is served by a

dedicated API.
1. Add Theme
2. Add Property to Theme
3. Update Theme
4. Apply Theme
5. Remove Property from a Configuration of a Theme
6. Get All Themes
7. Get Theme Configuration

8. Remove a Theme
6.3.2.3.1 Add Theme API

Following is the URL of the API to be called for adding a theme for Web Chat.

You have to replace the values in the following URL, copy it, and browse it in the same Web

browser where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?com
mand=remote.processor.webchatThemeConfigurationService.addWebchatThemeConfigura
tion&data={sessionld:<SESSION_ID>themeName:<NAME_OF THEME>,isEnabled:<boolean>,
webchatThemeConfigurationProperties:[{chatScreen:CHAT_SCREEN,component:<COMPONE
NT_NAME>,property:<PROPERTY_NAME>,value:<VALUE>}]}

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS
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<IP_OR_DOMAIN_OF_APPSERVER | IP Address or Domain Name of the Site where Ameyo

> Application is running.

<PORT_NUMBER> 8888 for HTTP or 8443 for HTTPS

Session ID of the Administrator's current login session,
<SESSION_ID> which you have obtained through the command given

above.

Here, you have to provide a name for this new theme. It
<NAME_OF_THEME>
should be provided in text format.

<boolean> true OR false

Provide a name for the component, of which formatting
<COMPONENT_NAME>
you want to modify.

Provide a name for the property of the already provided
<PROPERTY_NAME>
component, of which formatting you want to modify.

Provide a value for the already provided property.

Common property value formats are given below.

e COLOR or TEXT_COLOR:

<VALUE> 'rgba(<number>,<number>,<number>,<number
>)!

o TEXT: Text format

e SHAPE: cornered or rounded.

When you execute the above command, the browser gives you a theme ID. Note it down.
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E Ameyo X MewTab X + B = X
Cc G <«protocol=i//<IP_OR_DOMAIN_OF_APPSERVER:=:<PORT_MUMBER > /dacx/jsonCommand?command=remote.... |
B Apps Cther bookmarks
2 T -

Figure: Add Theme API

"Chat Themes" tab in "Process Settings" now shows the newly added theme.

= Testing Chat Themes Custom fields State Rule Customer Card
Theme Configuration Preview Refresh
Select a Theme to Preview @ Online

B chat X
Default
B Letus Know You X Hello

NewChatl
NewChat Sep 27, 03:05 PM

Name * Hi

Email

Phone

Let's Chat!
(=4
B Letschat =
T —— T3

Badge Registration Form Live Chat

® Offline
ﬂ We are Currently Offline X

Leave a message and we will get back to you.

Name *
Email
Phone
Message ‘
Send
Badge Registration Form

Figure: Added New Theme through API
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Default Theme will also be activated with the addition of this customized theme.

6.3.2.3.2 Add Property to Theme API

Following is the URL of the API to be called for adding or modifying a property to any screen
in your selected Web Chat Theme.

You have to replace the values in the following URL, copy it, and browse it in the same Web

browser where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?com
mand=remote.processor.webchatThemeConfigurationService.addOrUpdateWebchatTheme
ConfigurationProperty&data={sessionld:<SESSION_ID>themeld:<THEME_ID>,screen:<SCREE
N_NAME>,component:<COMPONENT_NAME>,property:<PROPERTY_NAME>,value:<VALUE>}

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS

<IP_OR_DOMAIN_OF_APPSERVER | IP Address or Domain Name of the Site where Ameyo

> Application is running.

<PORT_NUMBER> 8888 for HTTP or 8443 for HTTPS

Session ID of the Administrator's current login session,

<SESSION_ID> which you have obtained through the command given
above.
<THEME_ID> Provide the ID of the theme that you want to modify.

Provide the name of the theme configuration that you
<SCREEN_NAME>
want to modify.
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Provide a name for the component, of which formatting
<COMPONENT_NAME>
you want to modify.

Provide a name for the property of the already provided
<PROPERTY_NAME>
component, of which formatting you want to modify.

Provide a value for the already provided property.

Common property value formats are given below.

e COLOR or TEXT COLOR:

<VALUE> 'rgba(<number>,<number>,<number>,<number
>)!

o TEXT: Text format

e SHAPE: cornered or rounded.

- O *
= Ameyo X MewTab X +

&« c G <protocol>i//<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?command=remote.proce ¥ webch,

i Apps

Figure: Add Property to Theme API

After executing the API, browse "Chat Theme" tab and check the theme in which you have
modified the property. Press "Refresh" to update the changes, if required. Here, in this test

case, the color of header of Default Online Registration Form has been changed to "Green".
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= Testing ChatThemes Custom fields 5State Rule Customer Card

Theme Configuration Preview Refresh

Select a Theme to Preview ® Online

Default

Hello

NewChat Sep 27, 07:43 PM

3
Name * Hi

Email

Phone

Let's Chall
(=]
B Lerschat -
Powersd by Ameyo S

Badge Registration Form Live Chat

Figure: Modified Header of Registration Form

6.3.2.3.3 Rename Theme API
Following is the URL of the API to be called for renaming a selected theme.

You have to replace the values in the following URL, copy it, and browse it in the same Web

browser where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?com
mand=remote.processor.webchatThemeConfigurationService.updateWebchatThemeConfig
uration&data={sessionld:<SESSION_ID>,themeld:<THEME_ID>themeName:<NAME_OF THE
ME>,enabled:<BOOLEAN>}

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS

IP Address or Domain Name of the Site where Ameyo
<IP_OR_DOMAIN_OF_APPSERVER>
Application is running.

<PORT_NUMBER> 8888 for HTTP or 8443 for HTTPS
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Session ID of the Administrator's current login session,

<SESSION_ID> which you have obtained through the command given
above.
<THEME_ID> Provide the ID of the theme that you want to modify.

Provide the Name of the theme that you want to modify
<NAME_OF_THEME>
such as "THEME_NAME'. (Add single quote).

<BOOLEAN> true or false

6.3.2.34 Apply Theme API

Following is the URL of the API to be called for applying a selected theme on the Web Chat.

You have to replace the values in the following URL, copy it, and browse it in the same Web

browser where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/ameyochatjs/test.ntml?ca
mpaignld=<CAMPAIGN_ID>&nodeflowld=<NODEFLOW_|D>&themeld=<THEME_ID>

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS

IP Address or Domain Name of the Site where Ameyo
<IP_OR_DOMAIN_OF_APPSERVER>
Application is running.

<PORT_NUMBER> 8888 for HTTP or 8443 for HTTPS

You have to provide the ID of the campaign, which you
<CAMPAIGN_ID>
can get from the campaign settings.
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Provide the ID of the nodeflow where the selected Chat
Theme will be applied. Execute the following
commands at the server operating system where

Ameyo Server is installed.
<NODEFLOW_ID>
psql -U postgres: to enter the PostgreSQL console.

\c ameyodb: to enter the database.
select * from acd_node_to_aq_mapping;: to get the

information on nodeflow along with its ID.

Provide the ID of the theme that you want to apply on
<THEME_ID>
the selected nodeflow in the selected campaign.

6.3.2.3.5 Get Theme Configuration API

Following is the URL of the API to be called for getting Theme Configuration.

You have to replace the values in the following URL, copy it, and browse it in the same Web
browser where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?com
mand=remote.processor.webchatThemeConfigurationService.getWebchatThemeConfigurati

onPropertiesForThemeld&data={<SESSION_ID>themeld:<THEME_|D>}

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS

IP Address or Domain Name of the Site where Ameyo
<IP_OR_DOMAIN_OF_APPSERVER>
Application is running.

<PORT_NUMBER> 8888 for HTTP or 8443 for HTTPS
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Session ID of the Administrator's current login session,

<SESSION_ID> which you have obtained through the command given
above.
<THEME_ID> Provide the ID of the theme that you want to modify.

6.3.2.3.6 Remove Theme Configuration API

Following is the URL of the API to be called for removing a theme configuration.

You have to replace the values in the following URL, copy it, and browse it in the same Web

browser where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?com
mand=remote.processor.webchatThemeConfigurationService.removeWebchatThemeConfig

urationProperty&data={sessionld:<SESSION_ID>themePropertyld:<THEME_PROPERTY_ID>}

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS

IP Address or Domain Name of the Site where Ameyo
<IP_OR_DOMAIN_OF_APPSERVER>
Application is running.

<PORT_NUMBER> 8888 for HTTP or 8443 for HTTPS

Session ID of the Administrator's current login session,
<SESSION_ID> which you have obtained through the command given

above.

Provide the ID of the theme configuration (also called
<THEME_PROPERTY_ID>

Property ID) that you want to delete. Execute the
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following commands at the server operating system

where Ameyo Server is installed.

psql -U postgres: to enter the PostgreSQL console.
\c ameyodb: to enter the database.
select * from
webchat_theme_configuration_properties;: to get the

ID of theme configuration.

6.3.2.3.7 Remove Theme API

Following is the URL of the API to be called for removing a theme.

You have to replace the values in the following URL, copy it, and browse it in the same Web

browser where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?com
mand=remote.processor.webchatThemeConfigurationService.removeWebchatThemeConfig

uration&data={sessionld:<SESSION_ID>,themeld:<THEME_ID>}

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS

IP Address or Domain Name of the Site where Ameyo
<IP_OR_DOMAIN_OF_APPSERVER>
Application is running.

<PORT_NUMBER> 8888 for HTTP or 8443 for HTTPS

Session ID of the Administrator's current login session,
<SESSION_ID> which you have obtained through the command given

above.
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Provide the ID of the theme that you want to delete.

<THEME_ID>

6.3.3 Custom Fields Tab in Process Settings

Custom Fields lets you create the custom fields and use them in the campaign.

Administrator ¥

Reports  Voicelogs  ControlPanel  Call Manager

EAMEY:J System ¥

Chat Themes Custom fields State  Rule Customer Card

= Testing
Category Add Category
a =

Category Name

Search
Name Category

Custom Field Name

Type Data Type

I:‘ Mandatory On Closure

|:| Mandatory On Creation
[] Non Editable

|:| Searchable

Figure: Custom Fields

You have to create a category first and then you can create the custom fields in the category.

6.3.3.1 Add a Category of Custom Fields

Perform the following steps to create a category of the custom fields.

1. Click "Add Category" button on the top left corner. It shows the following pop-up.

x

Add Category

Enter Category Mame

MewCatl

Figure: Pop-up to add a Category of Custom Fields
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2. Provide a name for the category and click "Save".
6.3.3.2 Manage Categories of Custom Fields

You can create multiple categories by performing these steps. The added categories gets

listed in "Category" drop-down menu located on the top left corner.

[ [}

MewCatl - ’

Category

Figure: Category Drop-down menu

Here, you can select any category to perform any of the following operations.
e Add Custom Fields
e View the list of existing Custom Fields

« Edit a Category: After selecting a category, click [£] to edit a category using the

following pop-up.

Edit Category

Enter Category Name

MewCatl

Cancel

Figure: Edit Category

Here, you can change the name of category. Click "Save" to make the changes, else
click "Cancel" to discard it.
o Delete a Category: After selecting a category, click Il to remove a cartegory. The

following warning message is displayed.

Confirmation

Are you sure you want to delete 7
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Figure: Deletion Confirmation Message

The deleted Category cannot be restored. The custom fields assigned to it will remain

unassigned and you have to assign them to other category.

Click "Yes" to delete the selected category. Rather, you can click "Cancel" to keep it.
6.3.3.3 Create a Custom Field
Perform the following steps to create a custom field.

1. Click "Add" button to add a custom field using the following pop-up.

Add Custom Field X
Category
Hame Mo Category w
Type Data Type
SingleLineField - String -
|:| Mandatory On Creation |:| Mandatory On Closure
|:| Searchable |:| Non Editable

Figure: Pop-up to create a Custom Field

2. Provide a name for the custom field.

3. Select a category using "Category" drop-down menu.
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4. In"Type" drop-down menu, select the type of custom field that you can to create.

A

B. SingleLineField: Select it to create a single line custom field. You can use this

to take the input in a single text line.

Add Custom Field X
Mame Category
PIN Code MewCat1 -
Type Data Type
SinglelLineField — String -
|:| Mandatory On Creation |:| Mandatory On Closure
|:| Searchable |:| Mon Editable

Figure: Single Line Text Field

Select any of the following data types for this field.

e String
e Integer
e Decimal

C. MultiLineField: Select it to create a multiple-line custom field or a textarea.

You can use this to take the input in the multiple text lines.
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Add Custom Field b
Mame Category
PIN Code Mewlatl -
Type Data Type
SingleLineField . String .
I:‘ Mandartory On Creation |:| Mandatory On Closure
I:‘ Searchakble |:| Mon Editable

Figure: Single Line Text Field

Select "String" as the data type. It is the only available data type here.

D. CheckBox: Select it to create custom checkboxes. The user can select any or

mutliple checkboxes. It shows "Possible Value" section in the pop-up.
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Add Custom Field X
Mame Category

Areas of Interest MNewCatl -
Type Data Type

CheckBox . String .

Possible Values

Field Value Field Value Field Value
Technology Mews
+ > X
Field Value Field Value Field Value
Articles Space Tech Aesronautical
X # X
I:‘ Mandatory On Creartion I:‘ Mandatory On Closure
I:‘ Searchable |:| Mon Editable

Figure: Checkboxes as Custom Fields

In "Possible Values" section, you have to provide the values for checkboxes
that you want to create. In the text field, provide a value and click Hicon to
add this textbox. You can create mulitple check boxes to provide the multiple
options of a query.

Select any of the following data types for this field.

e String

e Integer
e Decimal
e Boolean

To delete a checkbox, click "X" icon below any field value.
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E. RadioButton: Select it to create custom radio buttons but the user can select

only one of them. It shows "Possible Value" section in the pop-up.

Add Custom Field X
Mame Category

Profession MNewCatl -
Type Data Type

RadicButton . String .

Possible Values

Field Value Field Value

Field Valu

e Doctor Engineer

+ x X
Field Value Field Value Field Value
Advocate Professional Execurtive Busineszs

h 4 0 x
I:‘ Mandatory On Creation I:‘ Mandatory On Closure
I:‘ Searchable |:| Mon Editable

Figure: Checkboxes as Custom Fields

In "Possible Values" section, you have to provide the values for radio buttons
that you want to create. In the text field, provide a value and click Hicon to
add this textbox. You can create multiple radio buttons.

Select any of the following data types for this field.

e String
e Integer
e Decimal

To delete a field value, click "X" icon below it.
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F. SingleSelectionListBox: Select it to create a list containing multiple values

but the user can select only one of them. It shows "Possible Value" section in

the pop-up.
Add Custom Field et
Name Category
Frequency of receiving Promotional Emails MewCarl -
Type Data Type
SingleSelectionListBox . String -
Possible Values
Field Value Field Value
e Daily Weekly
+ x X
Field Value Field Value Field Value
Fortnightly Monthly With Every Mew Offer
x > X
|:| Mandatory On Creation |:| Mandatory On Closure
|:| Searchable |:| Mon Editable

Figure: Single Selection List

In "Possible Values" section, you have to provide the values for the single
selection list. In the text field, provide a value and click Hicon to add this
textbox. You can provide multiple values here.

Select any of the following data types for this field.

e String
e Integer
e Decimal

To delete a field value, click "X" icon below it.
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G. MultiSelectionListBox: Select it to create a list containing multiple values.
The user can select any or mutliple values.

Selecting it shows "Possible Value" section in the pop-up.

Add Custom Field X
Mame Category

Mode of Communication MewCartl .
Type Diata Type

MultiSelectionListBox . String .

Possible Values

Field Value Field Value
FEl VEE Emnail Phane
+ x X
Field Walue Field Value Field Value
Chat Twitter Facebook
X X X
|:| Mandatory On Creation |:| Mandatory On Closure
|:| Searchable |:| Mon Editable

Figure: Multi-Selection List

In "Possible Values" section, you have to provide the values for the single
selection list. In the text field, provide a value and click Hicon to add this
textbox. You can provide the multiple values.

Select any of the following data types for this field.

e String
e Integer
e Decimal

To delete a field value, click "X" icon below it.
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H. DependentSingleSelectionListBox: Select it to create a list containing
values. The user has to select a value to proceed further. If multiple levels of
such custom field are created, the values in the corresponding below level
will be populated automatically and again the user can select only one of
them.

Selecting it shows "Possible Value" section in the pop-up.

Add Custom Field X
Mame Category

Location MewCatl -
Type Data Type

DependentSingleSelectionListBox String

Level - 1 g

LaDe

Country

India, UK, USA, Canada|

|:| Mandatory On Creation |:| Mandatory On Closure

|:| Searchable |:| Mon Editable

Figure: First Level of Dependent Single Selection List

Perform the following steps.

I.  In"Possible Values" section, provide a label for the first-level of the

list.
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ll.  Type the comma separated values in the text area.
[l Now, you can click "Apply" to create the first level of the list.

IV.  To create the second level list, click "Add Level" just below the first

level.

V. Adrop-down menu lists all values of the First Level List. You can select

a First Level Value

VI.  Provide a label name and enter the multiple values in the comma

separated format.
VII.  Click "Apply" to create the second level list.

VIII.  Select another value of First Level List in the drop-down menu,

provide a lable, and then enter comma-separated multiple values.

IX.  Click "Apply" to save the list.
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Add Custom Field X
Mame Category
Location MNewCarl .
Type Data Type
DependentSingleSelectionListBox w String -
Level -1 EE Apply
Label
Country
India, UK, USA, Canada
Level -2 -
Label Select Value
City India "
Gurugram,Delhi,Mumbai,Bangalore,Calcutta
Level -3 =
Label Select Value
Locality Delhi "

West Delhi,South Delhi,North Delhi,Central Delhi

Delete Level Add Level

|:| Mandatory On Creation |:| Mandatory On Closure

|:| Searchable |:| MNon Editable
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Figure: Multiple Levels of Dependent Single Selection List

When you are in third level, you have to select the value in first level to

load its corresponding values in the second level list. After selecting a

value in second level, the corresponding values in the third level list will be

populated.

X.  You can create a nested levels of Dependent Lists to meet your

requirements.
XI.  Select "String" as the data type as it is the only one available data
type.
To delete a list at any level, click "Delete" button for it.

B. DateField: Select it to create a list containing multiple values but the user can

select only one of them. It shows "Possible Value" section in the pop-up.

Add Custom Field ®
Mame Category
Darte of Birth Mew(atl .
Type Data Type
DareField — DateTime -
I:‘ Mandatory On Creation |:| Mandatory On Closure
|:| Searchakble |:| Mon Editable
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Figure: Custom Date Field

Select "DateTime" as the data type, which is the only available data type here.

4. Select any of the following options either to make the custom field mandatory either

while creatingthe ticket or while closing it.

A. Mandatory on Creation: Select it to make the custom field to be filled while

creating the ticket.

B. Mandatory on Closure: Select it to make the custom field to be filled while

closing the ticket.

5. Select "Searchable" to make this field searchable. The values of this field can be

searched in the system.

6. Select "Non-Editable" to make the field non-editable by the user. However, you can
keep it unchecked to let the users edit it as per requirement.The created custom

fields are listed in the left side.

Chat Thermes  Custom fields  State  Hule Customer Card

MawCart G iy Add Categary

Custom Fleld Nome Category Name
Address NewCat!
CheckBex

' Aress of Interest NewCarl

Fraquency of recening Pramatianal Emails MewCal Possible Values

Mardatary On Crestion [[] Mandasory On Clasure
| Seaschable e Ediasble

Figure: List of Custom Field

6.3.3.4 View and Modify Custom Field

Perform the following steps to view and modify the details of a custom field.

1. Click the checkbox of a custom field to select it. Its details are displayed on the right

side.
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2. You can change the following values here.

. Name

Category

Add or remove possible values

Make it mandatory to fill either on creation or on closure of a ticket

Make it searchable or not

Make it editable or non-editable by the user

3. Click "Update" to apply the changes.

Rather, you can click "Cancel" to discard the changes.

6.3.3.5 Delete a Custom Field

The deleted custom field cannot be restored.

Perform the following steps to delete a custom field
1. Click the checkbox of a custom field to select it.

2. Click "Delete" button to delete it. The following message is displayed.

Confirmation X

Are you sure you want to delete Custom Field Areas of Interest 7

No Yes

Figure: Deletion Confirmation Message

6.3.4 State Tab in Process Settings

The two tabs - States and Rules - in Process Settings are actually to integrate PACE with the

Ameyo System. PACE (Pro Active Connect Enhancer) is a customer provider. Both PACE and
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Ameyo's Predictive Dialer form the PACE Solution. This customer provider is responsible for

maintaining the cache from where the dialer can pick customers and dial

PACE should be used only when customer behavior is known before hand. By analyzing these

behavior, some rules have to created which PACE use to increase the overall productivity.

6.3.4.1 Business Use Case 1 - Connected Success or Connected Fail

Division
Suppose there is a contact center for which a CONNECTED call is SALE. There are obviously
some numbers with disposition FAILED, AMD, PROVIDER_FAILURE, and other states. Since the
customer behaviour and contact center requirements are known, the dialer should not dial
(or dial in a less number) such customers again. But, if we use other provider than PACE, the

retry time of system disposition is taken into account and such customers will be dialed again

and again. It may ultimately results in loss of bandwidth and decrease in the profits.

In PACE, we can restrict such customer by defining rules as well as we can force CONNECTED

numbers to dial again if the contact center demands.
6.3.4.2 Business Use Case 2 - Division as per Collection Process

It is known fact that in Collection or Sales scenarios, there is a process of converting a
customer either to a "Sale Converted" Customer, a "Payment Done" Customer, or a "Procure
to Pay" customer. There is a dialing strategy attached to this process, which helps the business
to achieve the goal. This dialing strategy can be broken down into states that are attached to

the customer as the rule gets executed.
6.3.4.3 Business Use Case 3 - Division as per the Timings to Call

The customers are not picking up the call or the customers are not reachable at around 9 AM
as they might be travelling to Office. This is the information that can be used to call the
customer again in the evening. The state will be OfficeTravelling and the rule will be If
(SYSTEM_DISPOSITION="NO_ANSWER' OR SYSTEM_DISPOSITION
='PROVIDER_TEMP_FAILURE') then CallAroundTime='05:00:00"' and NotCallBefore='04:00:00"

6.3.5 States
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The customes have to be categorized by segregating them in groups. These groups are called
states. A specific dialing percentage can be assigned to each state. The dialer will dial the

numbers according to this precentage division.

To enable PACE in Ameyo, it is required to create the following three states.
freshNumber
catNumber

ns

Make sure to select "PACE Based Customer Provider" in the settings of a Parallel Predictive

Campaign to use the PACE.

"State" Tab in Process Settings allows you to create the states and assign the Dialing

Percentage to each state.

= Testing Chat Themes Custom fields State Rule Customer Card

m Refresh

State Name State Percentage

0-0of0

Figure: State Tab

6.3.5.1 Add a State

Perform the following steps to create a state.

1. Click "Add" to add a state using the following pop-up.
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Add State X

State Mame

State Percentage

Figure: Add a State

2. Provide a name for the state.

3. Provide a dialing percentage.

Make sure that the total percentage in different state should not exceed 100.

6.3.5.2 Default States

You must have to create the following three default states to enable the PACE even if you

assign zero to very less dialing percentage to them.
e freshNumber: It is a group of fresh numbers.

e catNumber: Itis a group of numbers for which CAT (Call Around Time) is set. Call
Around Time is the preferred time duration (such as during office hours 10 AM to 7

PM) of a customer to contact for any communication.
e ns:ltis agroup of numbers for which CAT (Call Around Time) is not set.

6.3.5.3 Sampele States

You can create multiple states and divide the 100% dialing percentage between them.

Q.
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= Testing Chat Themes Custom fields State Rule Customer Card
Delete m Refresh @
State Name State Percentage State Name
freshMumber
~ freshNumber 15
State Percentage
I:‘ catNumber 10 15
I:‘ ns 5
D Goed 60
] Bad 10

Figure: List of a State

You can edit and delete state.

6.3.6 Rule Tab for PACE in System Settings

Rule Tab in System Settings allows the Administrator to create the rule for the PACE.

'AMEYU System ¥ e OCESS Reports Voicelogs Control Panel Call Manager Administrator ¥

= Testing ChatThemes Custom fields State Rule Customer Card
Refresh m
Name Type Order Target CAT Time Target NCE Time Target Connection 5tate Target Phone Atomic Rule

Figure: Rule Tab to Manage PACE

6.3.6.1 Add a PACE Rule
Perform the following steps to add a PACE Rule.

1. Click "Add" to add a PACE Rule using the following pop-up.

@AMEYD ©2018 Page 100



Ameyo 4.3 Administrator Manual

Add Rule b4

Rule Name

Type
o Ord
Pace Rule Simple - e

TE"g-,eqt CAT Time Target NCB Time
nnMMmesEs hhfnmss

Target Connection State
Target Phone
freshNumber " h

Figure: Pop-up to add a Rule

2. Provide a name for the rule.
3. Provide the order of execution in numbers.

4. Provide the target CAT (Call Around Time) in HH:MM:SS format. The call will be made

to the customers only during this time.

5. If you want to set the Time before which no call should be made to the customers,

then enter this NCB (Not to Call Before) Time in HH:MM:SS format.

6. Except"freshNumber", "catNumber", and "ns", you can select a customized state

upon which the rule will be applied.

Add Rule b4
Rule Name
PaceRulel
Type Order
Pace Rule Simple . 20
Target CAT Time Target NCB Time
13:30:00 11:00:00
Target Connection State Target Phone
Good ~

Figure: Sample Details

Q.
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7. Provide the Target Number.

8. Click "Next" to proceed to the next page, which lets you add the rule conditions.

Add Rule Conditions %
LH5 Operator
Campaign Id . = . s
. Any of the following .: ) All of the following m

LHS Operator RHS

Cancel Back

Figure: Add Condition

Here, you have to add a condition for the rule.

9. In"LHS" drop-down menu, select any of the following values.

e System Disposition

o Disposition Code

o Disposition Class

e Last Status

e Last Disposition

e Last Dialed Time

e CATTime

e NCBTime

e Connection State

e Campaign ID

10. Select any of the following operators.
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. >=
11. Provide the corresponding value for any selected "LHS" condition in "RHS" text field.
12. Click "Add" to add the rule.

13. You can add multiple rules here. To manage them, you can select any of the

following options.

* Any of the following: Select this option to run the rule when any of the

selected conditions is matched.

o All of the following: Select this option to run the rule only when all of the

selected conditions are matched.

Add Rule Conditions 4
LHS Operator
Campaign Id . = . RHS
. Any of the following E::Z' All of the following m
LHS Operator RHS
System Dispaosition = FAILED i
Campaign Id = 3 i
Cancel Back m

Figure: Add Conditions

You can click & icon to delete any rule.

14. Click "Next" to go to the next page, where the action can be selected.

Pace Action %

. None
l_) Move to owner's lead

IZ::Z' Move to lead

Cancel Back m

Figure: Select an Action
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15. You can select any of the following actions here.
e None: Select it to not perform any action on the state (group of numbers),
which meets the pre-selected conditions.

e Move to owner's lead: Select it to move the the state (group of numbers) to

the owner's lead, which meets the pre-selected conditions.

e Move to lead: Select it to move the the state (group of numbers) to the lead,
which meets the pre-selected conditions. If selected, it shows a drop-down

menu that lets you select the lead to which the numbers can be moved.

Pace Action pod

() None

'::3' Mave to owner's lead

. Move to lead

Lead

Defaultlead "

Cancel Back m

Figure: Selected to move State (Group of Numbers) to the selected lead

16. Click "Finish" to create the rule.You can create multiple rules by performing these

steps.

Chat Themes Custom fields State Rule Customer Card

Refresh petere | (eair ) (P

Atomic Rule

Name Type Order Target CAT Time Target NCB Time Target Connection State Target Phone

~ PaceRulel Pace Rule Simple 20 13:30:00 11:00:00 Good View

D PaceRule2 Pace Rule Simple 40 11:00:00 10:00:00 Bad View

Figure: List of State Rules

You can edit and delete a PACE Rule. You can click "View" for any rule to view its conditions.

6.3.7 Customer Card Tab in Process Settings
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"Customer Card" Tab in Process Settings allows the Administrator to configure the layout of

Customer Cards.

E AMEYO System ¥ User Process Reports Voicelogs Control Panel Call Manager Administrator W
= Testing Chat Themes Custom fields State Rule Customer Card
i i + Add Field Apply
Preview Q Fields
email ~
email
facebook v B -
Il fecebook @ [
W name
~ B = |:|
W chone! =

phonel

Figure: Customer Card Tab

Customer Cards appear in search bar when a user search for any customer information.

() Customer a CRM P
Customer +  FA @
H -
= F
Customer] +  FA @
H -

Figure: Displaying Customer Cards in Search

6.3.7.1 Default Fields

By default, there are four fields in the customer card. As per the layout, any four fields must

remain. You can delete fields other than any four fields of your choice.
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6.3.7.2 Default Values for Fields

The fields in "Customer Card" Tab can have any of the following values. If a field is created for

a value that value will not be available when you add or edit another field.
e Name
e email

o facebook

e phonel
e phone2
e phone3
e phone4
e phone5

e timezone
e twitter
Here, you can perform the following operations.

6.3.7.3 Add a Field

By default, only four fields are available. Perform the following steps to add a new field.

1. You can click "Add Field" link on the top right corner to add a field. It shows a new

blank field in the end of the list.

Fields

email p

facebook v B = |:|
name v B g |:|
phonel v B & |:|
phone? D & |:|
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Figure: Add Customer Card

2. Select any field from the drop-down menu.

3. Click the icon to select any icon displayed in the following screenshot.

phone2 o
Define Icon
B & |2 =28
: ¢
7 = in =)
# a A

Figure: Select an icon

Select a suitable icon that compliments the field value. For example, you can select
"Facebook" icon for facebook field, "Twitter" icon for twitter field, email icon for

email, and phone icon for phone.
6.3.7.4 Make Primary Field

There can be only one primary field that will be displayed in the header of the customer card.

You just have to select "Make Primary Field" checkbox for any field to make it primary.
6.3.7.5 Edit a Field

You can click edit any field directly by selecting a different value in the drop-down or by

selecting a different icon.

You cannot change the icon of the primary field. Make another field primary to edit the icon of an

existing primary field.

6.3.7.6 Delete a Field

Click = icon to delete any field.
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You can click "Apply" to apply the modified fields in the customer card, which is displayed on the

left side.

6.3.7.7 Sample Customer Card

Following is a screenshot of the modified fields and customer card.

i . + Add Field (G0
Preview @ Fields
email =
name - B |:|
- facsbook v § & D
{f faceback name
phonet e
7 twitter phonel " & |:|
Twitts
witter - a [

Figure: Modified Customer Card

Q.
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7. Create a Campaign

Perform the following steps to create a new campaign.
1. Click "Create New Campaign" button in the sidebar.

2. To create a new campaign, click "Create New Campaign" button. A new page is

displayed on the screen.

Campaign Type *

Drocess *

Select Process - Select Campaign

Settings

Please select a Campaign Type

Manage

Please select a Campaign Type

Figure: Create New Campaign

3. Provide the intput for the following fields.
A. Process: Select the process in which the campaign is to be created.
B. Campaign Name: Enter the campaign name.

C. Campaign Type: Administrator can create any of the following types of
campaigns.

I.  Chat Campaign: This campaign includes chat-based interactions with

the clients. The chat includes the following chat applications.
e Ameyo Web Chat
e External Chat Applications
= Twitter Direct Message

*= Line Messenger
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» Viber Messenger

» Facebook Messenger

=  WhatsApp

*  WhatsApp for Business

You need a paid account of Smooch (smooch.io) to

integrate the external chat applications.

It is mandatory to create both Chat and Interaction Campaign else the

users will not be able to login to the Chat Campaign.

[l.  Interaction Campaign: This campaign includes the interactions based

on Email and chat applications included in the selected Chat

Campaign.

lll.  Interactive Voice Application: This campaign includes inbound voice

communication. Here, the clients will call at your number and

interacts with your users through an IVR or directly.

IV.  Outbound Voice Campaign: This campaign includes outbound

communication. Here, your users call the clients.

V. Parallel Predictive Voice Campaign: This campaign is an outbound

voice campaign, but the dialer will have the features of Parallel

Predictive Algorithm to dial the calls.

VI.  Voice Blast Campaign: This campaign provides you the facility to

broadcast the prerecorded messages to the clients automatically.
D. Campaign Description: Enter the description of the campaign.

4. General Settings: Now, the steps to configure the General Settings are different for

each campaign type. These are given hereinbelow in the following tabbed interface

section.

A. Chat Campaign: Provide the inputs for the following fields to configure

General Settings for a chat campaign.
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I.  Preview URL: Provide the preview URL. If you are using Ameyo CRM,

then following will be the preview URL.
http://<Server_IP>:8786/testing/preview.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

ll.  CRM URL: Provide the CRM URL. If you are using Ameyo CRM, then
following will be the CRM URL.

http://<Server_IP>:8786/testing/customer.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

[l Disposition URL: Provide the Disposition URL. If you are using Ameyo

CRM, then following will be the Disposition URL.
http://<Server_IP>:8786/testing/disposition.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

| Tessng e Chac Campaign e TeszChat Tesing Char Campaign

£l DulaukOVCDispataicePlan . DefauhfruCampngrCalumelapping

Figure: Creating New Chat Campaign

IV.  Wrap Timeout(sec): Provide the duration in seconds are which the idle

chat session will be terminated.

V.  Disposition Plan: Select any of the following disposition plans.

e DefaultOVCDispositionPlan
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o DefaultlVADispositionPlan

o DefaultVBCDispositionPlan

e DefaultCCDispositionPlan

o DefaultlVRCDispositionPlan

e DefaultCSTACDispositionPlan

o DefaultAOVCDispositionPlan

VI.  Column Mapping: It shows the default and custom column mappings.

You can select any one.

VII. Peak Chat Count: Provide the maximum number of chat sessions that

can be handled by an agent at a time even during the peak hours.

VIIl.  Chat Logs Enabled: Check this box to enable the logging of chat logs.

However, you can uncheck it to disable the chat logs.

It is mandatory to create both Chat and Interaction Campaign else the users will

not be able to logon in the Chat Campaign.

B. Interaction Campaign: Provide the inputs for the following fields.

Ticket will be created only in Interaction Campagin and not in other campaigns. If

you want to create tickets for any Voice Campaign, you need to create this

campaign also. It is mandatory to create and force users to use both Interaction

and Chat Campaigns together.

I.  CRM URL: Provide the CRM URL. If you are using Ameyo CRM, then
following will be the CRM URL.

http://<Server_IP>:8786/testing/customer.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

Q.
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[l.  Column Mapping: It shows the default and custom column mappings.

You can select any one.

Testieg - Interaction CAMPAIEN - Testirzaracnan Testing Interaction Campaign

Freepe10.10,10.1 388786/ esungloustomer.php DefoutimeracionCampeigrColumnMapping

Figure: Creating New Interaction Campaign

. Customer API URL: If you want to use a third-party API within this

campaign, provide the URL of the third-party API.

V. Default BCC Address: Provide the email address to which all emails be

sent by default through BCC.

C. Interactive Voice Application: Provide the following inputs to create an

interactive voice application campaign.

I.  Preview URL: Provide the preview URL. If you are using Ameyo CRM,

then following will be the preview URL.
http://<Server_IP>:8786/testing/preview.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

ll.  CRM URL: Provide the CRM URL. If you are using Ameyo CRM, then
following will be the CRM URL.

http://<Server_IP>:8786/testing/customer.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

[l Disposition URL: Provide the Disposition URL. If you are using Ameyo

CRM, then following will be the Disposition URL.

http://<Server_IP>:8786/testing/disposition.php
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Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

1
New Campaign Ll

Tesaineg Inbourd Voice Campaign

Przpe 0L 10.10.1 S8BT BRI e sting/ preview.php PG, 1010, 288 TBR e seing eustomer. phe Parpe 110,10, 10,7 38:8 786 reszing dispesian. php

L) Detauls OV DispasionPian »  DefaublinboundCalumnMapping

NOBID

Lead Raved Campaign Time Jane Mapaer - ] - 100

Figure: Creating New Interactive Voice Application Campaign

IV.  Wrap Timeout(sec): Provide the duration in seconds are which the idle

chat session will be terminated.

V.  Disposition Plan: Select any of the following disposition plans.

e DefaultOVCDispositionPlan

o DefaultlVADispositionPlan

o DefaultVBCDispositionPlan

e DefaultCCDispositionPlan

o DefaultlVRCDispositionPlan

e DefaultCSTACDispositionPlan
o DefaultAOVCDispositionPlan

VI.  Column Mapping: It shows the default and custom column mappings.

You can select any one.

VII. Peak Call Count: Provide the maximum number of chat sessions that

can be handled by an agent at a time even during the peak hours.

VIII. No. of Last Calls: Provide the maximum number of last calls.
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IX.  CallID: Enter the DID Number that will be displayed as the caller ID.
"NODID" is the default value.

X.  Time Zone Mapper Type: Select any of the following time zone

mapper types, which allows you to map the time zones.

e Lead Based Campaign Time Zone Mapper: In this case,
timezone of the customer is specified from the timezone set in

the lead settings.

o Default Campaign Timezone Mapper: In this case time zone
is determined from customer data. We get the timezone info
from the column specified against timezone column mapping

in the campaign.

e Phone Pattern Based Campaign Timezone Mapper: It is
related to number management in Ameyo. With phone
pattern based campaign timezone mapper, country code and
area code can be mapped to a timezone and all numbers with
that country code and area code will be dialled according to

that timezone restriction/criteria.

e State Based Campaign Timezone Mapper: It is related to
number management in Ameyo. With state based campaign
timezone mapper, users are grouped as per their states
mentioned in their details and all numbers with the same state

will be dialled according to its timezone restriction/criteria.

Xl.  File Format: Select any of the following file formats in which the voice

recordings will be saved.

e wav
e talaw
e tulaw
e tgsm
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e alaw
XII. Maximum Callback Count: Provide the maximum number of callbacks,

which can be made by a user.

Xlll.  Voice Logs Enabled: Check this box to enable the logging of voice logs.

However, you can uncheck it to disable the voice logs.

XIV.  Play Periodic Beep: Check this box to play a beep periodically during

the call to notify the caller that the call is being recorded. After
checking it, you can specify the interval in seconds after which the

beep will be played.

XV.  Enable AMD: AMD stands for Answering Machine Detection. Check
this box to enable the detection of answering machines when the

auto-dialer makes the outbound calls automatically.

D. Outbound Voice Campaign: Provide the following inputs to create an

outbound voice campaign.

I.  Preview URL: Provide the preview URL. If you are using Ameyo CRM,

then following will be the preview URL.
http://<Server_IP>:8786/testing/preview.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

ll.  CRM URL: Provide the CRM URL. If you are using Ameyo CRM, then
following will be the CRM URL.

http://<Server_IP>:8786/testing/customer.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

[l Disposition URL: Provide the Disposition URL. If you are using Ameyo

CRM, then following will be the Disposition URL.
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http://<Server_IP>:8786/testing/disposition.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

Cancel
P Chmangn Tise ™

Tesuing b Ousbound Valze Campalgn - TestOusbound Testing Outbourd Vaice Campalgn

hpa10.10.40.1 338786/ estng/preview.phy hopef10,10.10.1 388786 esung cusmomer.php horpaf10.10.10,1 388784 estng/disposion. ph
B Ly | L

0 DefaulkCVCDisposizionPlan e DefauizOusboundCalumnMapping
100 0 NODID

Lead Based Campalgn Time Zore Mapper - 5729 = g

Figure: Creating New Outbound Voice Campaign

IV.  Wrap Timeout(sec): Provide the duration in seconds are which the idle

chat session will be terminated.

V.  Disposition Plan: Select any of the following disposition plans.

o DefaultOVCDispositionPlan

o DefaultlVADispositionPlan

o DefaultVBCDispositionPlan

e DefaultCCDispositionPlan

o DefaultlVRCDispositionPlan

e DefaultCSTACDispositionPlan
o DefaultAOVCDispositionPlan

VI.  Column Mapping: It shows the default and custom column mappings.

You can select any one.

VII. Peak Call Count: Provide the maximum number of chat sessions that

can be handled by an agent at a time even during the peak hours.
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VIII. No. of Last Calls: Provide the maximum number of last calls.

IX.  CallID: Enter the DID Number that will be displayed as the caller ID.
"NODID" is the default value.

X.  Time Zone Mapper Type: Select any of the following time zone

mapper types, which allows you to map the time zones.

e Lead Based Campaign Time Zone Mapper: In this case,
timezone of the customer is specified from the timezone set in

the lead settings.

o Default Campaign Timezone Mapper: In this case time zone
is determined from customer data. We get the timezone info
from the column specified against timezone column mapping

in the campaign.

e Phone Pattern Based Campaign Timezone Mapper: It is
related to number management in Ameyo. With phone
pattern based campaign timezone mapper, country code and
area code can be mapped to a timezone and all numbers with
that country code and area code will be dialled according to

that timezone restriction/criteria.

e State Based Campaign Timezone Mapper: It is related to
number management in Ameyo. With state based campaign
timezone mapper, users are grouped as per their states
mentioned in their details and all numbers with the same state

will be dialled according to its timezone restriction/criteria.

Xl. File Format: Select any of the following file formats in which the voice

recordings will be saved.

e wav
e talaw
e tulaw
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e tgsm
o tg729
o alaw
Xll.  Maximum Callback Count: Provide the maximum number of callbacks,

which can be made by a user.

Xlll.  Voice Logs Enabled: Check this box to enable the logging of voice logs.

However, you can uncheck it to disable the voice logs.

XIV.  Play Periodic Beep: Check this box to play a beep periodically during

the call to notify the caller that the call is being recorded. After
checking it, you can specify the interval in seconds after which the

beep will be played.

XV.  Enable AMD: AMD stands for Answering Machine Detection. Check
this box to enable the detection of answering machines when the

auto-dialer makes the outbound calls automatically.

E. Parallel Predictive Voice Campaign: Provide the following inputs to create a
voice campaign that will be equipped with the features of Predictive Dialilng

Algorithm.

I.  Preview URL: Provide the preview URL. If you are using Ameyo CRM,

then following will be the preview URL.
http://<Server_IP>:8786/testing/preview.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

ll.  CRM URL: Provide the CRM URL. If you are using Ameyo CRM, then
following will be the CRM URL.

http://<Server_IP>:8786/testing/customer.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.
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[l Disposition URL: Provide the Disposition URL. If you are using Ameyo

CRM, then following will be the Disposition URL.
http://<Server_IP>:8786/testing/disposition.php

Replace <Server_IP> with the IP Address of your computer where CRM

is installed.

Campaign Nama +

Barallel Bredictios Voice Campaign = TawtParalialloicn Faysing Barallel Bradictve Vaice Camgpaign
Settings e
herp10010,10.1 38:8786 esming/preview phpOur nep 10,1010 1 S8BT 88 e seing/eustamer, pha e 10.10,10,1 88T mesting/ cispasition. ghp

30 DedaunCVE DispasionPian +  DefoulAgvancedOuboundColumnMapping

100 0 NG

Figure: Creating New Parallel Predictive Voice Campaign

IV.  Wrap Timeout(sec): Provide the duration in seconds are which the idle

chat session will be terminated.

V.  Disposition Plan: Select any of the following disposition plans.

e DefaultOVCDispositionPlan

o DefaultlVADispositionPlan

o DefaultVBCDispositionPlan

e DefaultCCDispositionPlan

o DefaultlVRCDispositionPlan

e DefaultCSTACDispositionPlan
o DefaultAOVCDispositionPlan

VI.  Column Mapping: It shows the default and custom column mappings.

You can select any one.
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VII. Peak Call Count: Provide the maximum number of chat sessions that

can be handled by an agent at a time even during the peak hours.

VIII. No. of Last Calls: Provide the maximum number of last calls.

IX.  CallID: Enter the DID Number that will be displayed as the caller ID.
"NODID" is the default value.

X.  Time Zone Mapper Type: Select any of the following time zone

mapper types, which allows you to map the time zones.

e Lead Based Campaign Time Zone Mapper: In this case,
timezone of the customer is specified from the timezone set in

the lead settings.

o Default Campaign Timezone Mapper: In this case time zone
is determined from customer data. We get the timezone info
from the column specified against timezone column mapping

in the campaign.

e Phone Pattern Based Campaign Timezone Mapper: It is
related to number management in Ameyo. With phone
pattern based campaign timezone mapper, country code and
area code can be mapped to a timezone and all numbers with
that country code and area code will be dialled according to

that timezone restriction/criteria.

e State Based Campaign Timezone Mapper: It is related to
number management in Ameyo. With state based campaign
timezone mapper, users are grouped as per their states
mentioned in their details and all numbers with the same state

will be dialled according to its timezone restriction/criteria.

Xl.  File Format: Select any of the following file formats in which the voice

recordings will be saved.

e Wav
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o talaw
o tulaw
e tgsm
o tg729
o alaw
Xll.  Maximum Callback Count: Provide the maximum number of callbacks,

which can be made by a user.

Xlll.  Voice Logs Enabled: Check this box to enable the logging of voice logs.

However, you can uncheck it to disable the voice logs.

XIV.  Play Periodic Beep: Check this box to play a beep periodically during

the call to notify the caller that the call is being recorded. After
checking it, you can specify the interval in seconds after which the

beep will be played.

XV.  Enable AMD: AMD stands for Answering Machine Detection. Check
this box to enable the detection of answering machines when the

auto-dialer makes the outbound calls automatically.

- Cancel
Hew Campaign

Vesce Blast Campaign - TestVouceBrosdcast Testing Vaice Biast Campaign

Settings s

DefaukBlosiColumn Mapping - 100 NODID

Figure: Creating New Voice Blast Campaign

6. Manage [Manage Users]: In this section, you can assign the selected users to the

campaign. Only the users having following system (user) roles are displayed here.

You can add other users having other roles while modifying the campaign.
e Supervisor

e Professional-Agent
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e Executive

e Analyst
Manage v
Available Users (6) 1-60f6 Q Assigned Users (0) 0-00f0 Q
O User ID User Name O User ID User Name
D teste testel
] sup1 supl
D testpal testpa
D sup2 sup2
D testpal restpal
D teste] testel

Figure: Section to assign users

Perform the following steps to assign the users to this campaign.

A. Select the users in "Available Users" section. You can click the checkbox given
on top to select all users.

You can also search for the user names in the provided search box.

B. Click - icon to add the selected users.

To unassign the users, select the users in "Assigned "Users" section and

5. Browse to top, and click "Save" button to create the campaign.
Alternatively, you can click "Cancel" to not create the campaign. Once the campaign
is created, it is visible under its process in the sidebar. You can click the Process to

view the campaigns created in it.
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E AMEYDO System W

> Create New Campaign

Q,
Test2 @
Testing o

X% Testdnbound

Figure: Created the Campaign

Similarly, the following campaigns are created in "Testing" Process.

Testing o

M Test Chat

B Testnteraction

% TestOutbound
<

A3 TestVoiceBroadeast

¥

TestParalleVoice

Figure: Created Multiple Campaigns

After creating any or multiple campaigns of any type, multiple tabs are created in "System"
— "System Configuration" Tab. These tabs can be configured to have unique settings on all

campaigns.

Q.
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8. Changed System Configuration after Creating Campaign

8.1 Changed System Configuration After Creating Campaign

New tabs are created in "System" — "System Configuration" after creating a campaign. You

can configure these tabs to apply the settings on all campaigns in a process.

Process  Media Profile  Sewtings  Canned Message  Blended Campaign  Rules  Routing  Dispositions  Skills  Exclusion  Voice Mail

Holiday/Office timings  Spam Filter  Rule Engine  Table  Automation Rule  Ticket State QA Parameters

Media Profile Management m Ticket R... Signature Refresh @

Media Profile Type Media Entity Name
Media Profile Name

Password Confirm Password

Prefix Configuration ©

Subject Preview
Prafix

I:‘ Outgeing Allowed I:‘ Incoming Allowed

Figure: New Tabs after creating the campaign

Click the links to know more about them.

Media Profile

Canned Message

o Blended Campaign (Licensed Feature)

e Rules
e Routing

e Dispositions

e Skills (Licensed Feature)
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e Exclusion

¢ Voice Mail (Licensed Feature)

e Holiday/Office Timings (Licensed Feature)

e Spam Filter
e Rule Engine

e Automation Rule

e Ticket State

8.2 Media Profile

8.2.1 Media Profile

This tab allows you to create the Media Profiles such as Email Address, Twitter, and Facebook.
After creating the media profile, you can modify its settings, select ticket resolver, and add

signature.
8.2.1.1 Types of Media Profiles

Following are the types of Media Profiles. You can create and delete media profiles. You can
also modify their settings, view or modify their ticket resolvers, and manage signatures for

Email Media Profile. Click the links to know more about them.

e Email

e Facebook Media Profile

e Twitter Media Profile

8.2.2 Email Media Profile

As the name suggests, its lets the Admnistrators add an email address as a media profile.
After assigning to campaign, this email media profile can be used to send and receive emails

to interact with the clients.
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8.2.2.1 Create Email Media Profile

Perform the following steps to create an Email media profile.

1. Click "Add" to create an email media profile. It shows the following pop-up.

Register a media profile X

B Continue with Email

f Continue with Facebook

W Continue with Twitter

Figure: Register a Media Profile

2. Click "Continue with Email" to create an Email based Media Profile using the

following pop-up.

Add a media profile

Media Profile Mame User Name

Password Confirm Password

Prefix Configuration @

Prefix Subject Preview
Caseld Caseld-<TicketlD=:RE:<5ubject>
|:| Outgoing Allowed |:| Incoming Allowed

Figure: Create Email Media Profile
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3. Media Profile Name: Provide a name for the new media profile.
4. User Name: Provide a username for the new media profile.

5. Password: Provide a password for the user of new media profile.
6. Confirm Password: Re-enter the same password to confirm.

7. Prefix: Provide a prefix for the subjects.

8. Subject Preview: Provide the subject that will be sent with the emails sent using this

profile.

9. Outgoing Allowed: Check this box to allow the sending of outgoing emails. After

enabling it, you have to provide the following inputs.
A. Outgoing Host: Provide the SMTP Address of your email provider.
B. Outgoing Port: Provide the port number for sending outgoing emails.

C. Send Protocol: Select any of the following protocols to send the emails.

e NONE
e SMTP
e SMTPS

e EWS (Exchange Web Services)

D. Outgoing Folder: Provide the folder name that will store the outgoing email.

E. Enable 'reply-to' email: Check this box to provide "reply-to" email address. If a

recipient click on reply on the received email, the the email address provided

here will be the recipient. After enabling it, provide the reply-to email.

F. Delete mail on Fetch: Select it to delete those emails which have been

fetched.
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Add a media profile X

e
Media Profile MName User Name
Email1 tesg@gmail.cum
Password Confirm Password

Prefix Configuration @

Prefix Subject Preview
Caseld Caseld-<TicketlD=:RE:<5Subject=
Outgoing Allowed Incoming Allowed
Owutgoing Host Incoming Host
smtp.gmail.com pop.grnail.com
Owutgoing Port Incoming Port
465 0g5
Send Protocol Fetch Protocol
SMTP .  PoP3 y
Outgoing Folder Incoming Folder
[Grnail]\sent Email Inbaox
Enable 'reply-to’ Email Fetch Interval
10

'reply-to’ Email

test? @gmail.curﬂ

Fetch For Last

|:| Delete mail an fetch 1

Figure: Sample Email Media Profile

10. Incoming Allowed: Check this box to allow the receiving of incoming emails. After

enabling it, you have to provide the following inputs.
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A. Incoming Host: Provide the incoming Address of your email provider.
B. Incoming Port: Provide the port number for receiving the incoming emails.

C. Fetch Protocol: Select any of the following protocols to receive the emails.

e NONE
e [IMAP
e IMPAS
e POP3
e POP3S

e EWS (Exchange Web Services)

D. Incoming Folder: Provide the folder name that will store the outgoing email.

E. Fetch Interval: Provide the interval after which the system will check for the

incoming emails.

F. Fetch for Last: Provide the number of the last days of which emails has to be

downloaded.

11. Click "Save" to create the Email Media Profile.
8.2.2.2 View and Modify Settings of Email Media Profile

Select an email media profile in the list to view its settings on the right side under "Settings"

Media Profile Management veiere | (D PO . Recoiver  Signature refresn | (D)
M Media Profile Type Media Entity Name e P Hame
Emailt no2bulkmail@gmail.com
v EMAIL Emaill

Password * Confirm Password *

Send From (Name) Send From (Emaikld) *

Emaill testing1|Dgmail.com

prefix Configuration &

N Subject Preview
Prefix * Caseld-<TicketID=:RE:<Subject>
Caseld

OQurgoing Allowed Incoming Allowed

Figure: Settings of Email Media Profile
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You can modify the settings here and click "Apply" to apply the same. Rather, you can click

"Refresh" to discard the changes.

8.2.2.3 Delete Email Media Profile

The deleted Email Media Profile cannot be retrieved back. The campaigns, queues, and users

using this Media Profile will be disabled to use the Email Media Profile to interact with your clients.

Perform the following steps to delete a Facebook media profile.

1. Select an Email media profile.

2. Click "Delete" to delete it. It shows the following warning message.

Confirmation

Are you sure you want to delete Media Profile Qutlook ?

Figure: Asking to delete the Email Media Profile

3. Click "Yes" to delete the email media profile. Rather, you can click "No" to not delete

it.
8.2.2.3.1 Ticket Resolver for Email Media Profile

This tab lets you manage how the tickets in a campaign (where the selected media profile is

added) will be handled. Following is a screenshot for Ticket Resolver Tab for a Email Media

Profile.

Setrings Ticket Resolver Signature Refresh m

Select Ticket Resolver

Priority Selected Resolvers

1 Case id based resolver

Figure: Ticket Resolver of Email Media Profile
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You can click the drop-down menu titled "Select Ticket Resolver" to select any of the following

options.

o Single ticket for each customer: Select it to create asingle ticket for all emails from
a customer in the campagin. Every new email from the same customer with same or

different subject will be appended in the same ticket.

o Single ticket of same subject: Select it to create a single ticket for all emails having
same subject. All emails having same subject from same or different customers will

be

o Single ticket of same subject from same customer: Select it to crate a single ticket

for all emails having same subject sent from the same customer.

o Single ticket with same subject from observer: Select it to create a single ticket of
all emails having same subject from the observer who is in CC of an email received

from a customer.

o Subject Media Profile Customer Interaction Resolver: Select it to create a single
ticket for all emails having same subject from the same customer for the same
media profile. New ticket will be created only when the customer sends an email
with other subject to same media profile or connect with other media profiles with

same or other subject.

When you select a resolver, it gets added in the list. The added ticket resolvers will be removed
from the drop-down menu. After adding mutliple resolvers, you can move them to up or down

to specify their priority. See the following screenshot.
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Settings Ticket Resolver Signature Refresh m

Select Ticket Resolver

Priority Selected Resolvers
1 Case id based resolver
3 Subject Media Profile Custormer Interaction Resolver
4 Single ticket with same subject from observer

Figure: Added Ticket Resolvers

8.2.2.4 Signature

This tab will be visible only for Email Media Profile. This tab lets Administrator to specify the

signature for all emails that will be sent using this email media profile.

Settings Ticket Resolver Refresh m

|:| Insert this signature before quoted text in replies Insert Placeholder
- B r U | s | x| 7|41
= |E|-L || =|=|=|IE|=|= - 1T | @

1

15 " Roboto

Ec—auvaa+<>5

Figure: Blank Email Signuatre

Here, perform the following steps to create an email signature.
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1. Click "Insert this signature before quoted text in replies" to insert the signature
before the quoted text. Keep it uncheck if you want to insert the signatures after the

quoted text.

2. You can type the signature in the textarea and use the available tools to format the

text, add a hyperlink, and insert an image.

3. Click "Insert Placeholder" to insert the dynamic placeholders from the following

dialog box.

Placeholders X
Agent Fields

Username Email

Figure: Signature Placeholder

4. After creating the signature, click "Apply" to apply the same. Now, the created
signature will be displayed on all emails being sent through the selected Email Media

Profile.

8.2.3 Facebook Media Profile

8.2.3.1 Facebook Media Profile

This media profile lets you interact with your clients using the Facebook. You can interact with
posts, comments, and messages using it. It is requried to perform the following steps

sequentially for creating a Facebook Messenger Media Profile.
1. Create Facebook Account and Page
2. Create Facebook App and Make it Public
3. Generate App Access Token for your Facebok Page
4. Integrate the App with Ameyo

5. Submit Your App to Facebook for Review
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8.2.3.1.1 Prerequisites

1. Facebook Login Credentials
2. Facebook Page
3. Facebook App registered with Facebook
If above prerequisites are not met, perform the following steps.

8.2.3.1.2 Create Facebook Account and a Facebook Page

1. Create a Facebook account for the organization.

2. Go to Facebook.com, fill the required details, and click "Sign Up".

You need to confirm your email or mobile phone number. Refer to "How to create

Account on Facebook" page for more information.

3. Visit Create a Facebook Page, select a Page Type, and follow onscreen instructions to

create a page.

Refer to "How to create a Facebook Page" for more information.

8.2.3.1.3 Create Facebook App

Perform the following steps to create a Facebook App.
1. Visit "Facebook Developers Portal" and login with your credentials.

2. Go to "My Apps" and click "Add New App". It shows the following pop-up.
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Create a New App ID

Get started integrating Facebook into your app or website

Display MName

Ameyolntegration

Contact Email

testing@ameyo.com|

By proceeding, you agree to the Facebook Platform Policies Cancel

Figure: Creating a New Facebok App

3. Provide the display name for App and your contact email address.
4. Click "Create App ID".

5. Verify "CAPTCHA", if it appears. The following page is displayed.

facebook for developers Docs Tools Support [LZN Il C Search developers facebook.com n
Ameyolntegration - APP ID: 491528891316519 Status: In Development ~* View Analytics
# Dashboard
£ Settings »
Add a Product
F) Roles »
A Aleris »
< App Review
L @ @ @
Facebook Logln Account Kit Audience Network
The world's number one social login product Seamless account creation. No more passwords. Monefize your mobile app or website with native
ads from 3 millon Facebook advertisers
Read Docs SetUp Read Docs SetUp Read Docs SetUp
fecsbook comaupgort/ | SN\ - -

Figure: Asking to select product to create Facebook Page

6. Do not click on any product here. Rather, Click "Settings" in the left panel to expand

its items, and then click "Basic". It shows the following page.
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2] Ameyointegration w | APP ID: 491528891316519 Status: In Development PSR NEES |

# Dashboard

£ Settings - App ID App Secret
Basic 491528891316519 [TITTTIT] Show
Advanced Display Name Namespace

P Roles L Ameyolntegration

& Alerts »

© App Review App Domains Contact Email

testing@ameyo.com|

PRODUCTS (&

Privacy Policy URL Terms of Service URL
Privacy policy for Login dialog and App Details Terms of Service for Login dialog and App Details
App Icon (1024 x 1024) Category
Choose a Category =
—\
\ x\J Find out more information about app categories here

Discard Save Changes

Figure: Basic Settings

7. Enter the value of following fields.

A. Privacy Policy URL: Enter the URL of the privacy policy of your organization.
It may be "Privacy Policy" page hosted at your Website.

B. Select the category as "Business and Pages".
C. Select "Support my own business" in "Business Use" section.
D. Upload an app icon of the required size.

Following is a screenshot with sample details.
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Ameyolntegration ~  APPID: 431528891316519 Status: In Development

M Dpashboard

£ settings - App 1D App Secret
Basic 491528891316519 [IITITTTY Show
Advanced Display Name Namespace

P Roles L Ameyolntegration

A& Alerts »

© App Review App Domains Contact Email

testing@ameyo.com

PRODUCTS (3

Privacy Policy URL Terms of Service URL
www.domain.com/privacy-policy Terms of Service for Login dialog and App Details
App Icon (1024 x 1024) Category

Business and Pages v

@] Find out more information about app categories here
1024 x 1024

Business Use
This app uses Facebook tools or data to

* Support my own business

Provide services to other businesses

Discard
Figure: Sample Basic Settings

8. Scroll down and click "+Add Platform". It shows the following pop-up.

Select Platform

N

Facebook Web Games Website ios Android

= "1 e P

Windows App Page Tab Xbox Play Station

Cancel

Figure: Platforms for Facebok App

9. Select "Website". It shows the following box.
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Website Quick Start

Site URL

Figure: Textbox to provide Website URL
10. Enter the URL of your Website where Ameyo Server is running. Preferrably, it should
be in HTTPS format.
11. Click "Save Changes".

12. Now, click "App Review" in the left panel. It shows the following page.

Ameyolntegration - APP ID: 491528891316519 Status: In Development

# pashboard

2 settings R Submit Items for Approval

FA] Roles » Some Facebook integrations require approval before public usage Start a Submission
A Alerts » Before submitting your app for review, please consult our Platform

Policy and Review Guidelines.
& App Review

PRODUCTS (¥

Make Ameyolntegration [SIaLe?

No Your app is in development and unavailable 1o the public

Approved Items =
LOGIN PERMISSIONS

O email 7]
Provides access to the person's primary email address. This permission is approved by default.

O default(?)
Provides access fo a person's name and profile picture. This permission is approved by default

Figure: Make your App Public

13. Click the toggle switch in "Make <App_Name> public?" section to make your App

public.

Do not submit your App for approval here.

8.23.14 Facebook App Token Generation

Perform the following steps to generate the access token for your app.

1. Visit "Facebook Graph API Explorer" and login with your credentials.
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2. Select the App for which you want to generate the token.

facebook for developers ‘I Products Docs Tools &Support News  Videos Seareh My Apps ¥ g

Graph API Explorer EELEE G  Graph API Explorer v

| v Graph API Explorer |

Acoess Token Paste in an existing Access Token or click "Get User Access Token”
ameyoprojects

GET » — /v2.10 + /me?fields=id name S

Learn more about the Graph AP syntax

Figure: Select App
3. Select "User Access Token" in the drop-down menu.

facebook for developers ‘I Products Docs  Tools &Support  News  Videos Search My Apps ¥ H

Graph API Explorer Appiicston: (2] | ameyoprojects v

Acgess Token: Paste in an existing Access Token or click "Get User Access Token” & Get Token v

GET » — [v2 10 ~ Ime?fields=id, name ‘| = (el User Access Token

| = Get App Token

Learn more aboy

l #| Get Page Access Token

Figure: Select Token

4. After selecting the token, you have to select the permissions.
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Select Permissions

User Data Permissions

) email

I#| publish_actions

¥ yser_about_me

¥ yser_birthday

¥ user_education_history
1# yser_friends

¥ user_games_activity

Events, Groups & Pages

1# ads_management

L ads_read

¥ business_management
¥/ manage_pages

¥/ pages_manage_cta

¥ yser_actions. books
¥ user_actions fitness

Other

1#! instagram_basic

Public profile included by default

1#| instagram_manage_comments

1#! yser_hometown

1# yser likes

|# yser_location

|#| yzer_photos

[#| yser_posts

1#| yser_relationship_details
1# yser_relationships

|#| pages_manage_instant_articles
|#| pages_messaging

|#| pages_messaging_phone_number
|#| pages_messaging_subscripfions
1#| pages_show_list

1# user_actions music
1#| uzer_actions news

|#| instagram_manage_insights
|# read_audience_network_insighis

Get Access Token Clear Cancel

vl -

1# user_religion_politics
1# yser_status

¥ yser_tagoged_places
1# yser_videos

1# user_website

¥ user_work_history

1# publish_pages

|# read_page_mailboxes
1| rsyp_event

¥ yser_avents

¥/ yzer_managed_groups

I/ uzer_actions video

¥ read_custom_friendlists
1#| read_insights

Figure: Select Permissons

5. Clck "Get Access Token" to get the access token. You will get a token here, which you

have to copy and reuse to generate a final token.

6. Now, you have to enter these details in the following URL format.

https://graph.facebook.com/oauth/access_token?client_id=<APP_ID>&

client_secret=<APP_SECRET>&

grant_type=fb_exchange_token&fb_exchange_token=<ACCESS_TOKEN>

Here, you have to replace <APP_ID>, <APP_SECRET>, and <ACCESS_TOKEN> with

your own values.

7. Open this URL in a Web browser. The browser will dipslay the access token.

{"access_token

AScKcHUFePS™, “token_type™:“hearer™, “expires_in™:5184000)

TEVIRZAYShilxnajfoLr B

MG RrO2Gun 9w BALAT YK YGAZr T ILA 2 LIVWC LePE 7401 8bGS TnrOf vy

% AMEYO

Page 141



Ameyo 4.3 Administrator Manual

Figure: Access Token
8. Copy this access token and paste it into the Graph API Explorer. Now, type the
following two words in the explorer.
me/accounts

9. Click "Submit" button. A set of code appears in the textarea.

facebook for developers ‘I Products Docs  Tools &Support  News  Videos Search My Apps ¥ H

Graph AFI Explorer Application: [?] | ameyoprojects v

AccessTukewI () EAALOHRS5krzIBAKRsDVCMGKWAWHZAB0 TKQPK2ITEVIRZAY ShilXMajQIrSHIHEveR3BahgduT VWVROXZARZBKOTY 43PdfkaxNmBJIM1Ibe I = Get Token «

| GET » — /v2.10 ~ /mefaccounts * | » Submit |

Lesm more sbout the Graph AP syntax

Edge: mefaccounts

+ Search for a field {

"access token”: "EAALoHRSkrzIBALS8h3cCEVWMEYD]sNbAAGXNFPOEmIYSSHBZBVWZATWyStOc iKINBDSAE1b7pLiWENWODC rHGTFOmOoWZE 3rPVaWBNGH|

"category”: "Consulting Agency”,
"name”: "Ameyoprojects”,
115975885734451"7,

"CREATE_ADS™,
"BASIC_ADMIN"
1
I}

1
"paging”: {
"cursors": |
"before”: "MTE1OTC10DAINZMBNDUX™ ,
"after”: "MTE10Tc100ALNZMBNDUx™
i
I}
I;

Figure: Required Access Token
10. This code is actually giving the access tokens for all of your Facebook pages and
accounts. Note down the access token for your page. This is the final token.
8.2.3.1.5 Integrate your App in Ameyo
There are following two ways to integrate your App in Ameyo to create a media profile.
e Integration at Backend Without OAuth
e Integration using OAuth (Recommended Way)
(Normal Method) Integrate Facebok App at Backend
Now, you have the following prerequisites.

e username (Your Facebok Username)

e Inthe Facebook, user should be the Tester, Developer, or Admin of the Facebook App.
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e ApplID
e App Secret
e Access Token for your Facebook Page
Perform the following steps to integrate the Facebook App in Ameyo through backend.

1. Access the Operating System through Putty and execute the following commands to

enter the PostgreSQL system.
psql -U postgres

2. Inthe PostgreSQL console, execute the following command to enter your database.
\c <DB_Name>

Replace <DB_Name> with the name of database that has been integrated with your
Ameyo App.
3. Execute the following command to enter Media Profile ID, Username, Access Token,

App ID, and APP Secret in "facebook_profile" table.

INSERT INTO facebook_profile
(media_profile_id,user_name,access_token,app_key,app_secret,should_fetch_convers
ation) values

('<media_profile_id>','<user_name>','<access_token>','<app_id>','<app_secret>'true)

Replace the following values.

Samle Attribute Required Value

<media_profile_id> | Provide a unique ID for your media profile.

<user_name> Facebook Username

<access_token> Access Token
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Samle Attribute Required Value

<app_id> App ID

<app_secret> App Secret

4. Execute the following command to enter the Media Profile details in "media_profile"

table.

INSERT INTO media_profile
(media_profile_id,media_entity_name,media_profile_type,fetch_timer_interval,is_inco
ming_allowed,is_outgoing_allowed,contact_center_id,escalation_priority) values

('<media_profile_id>','<smedia_entity_name>',<media_profile_type>,'180"'t''t",'"1",'100");

Replace the following values.

Samle Attribute Required Value

Provide the same Media Profile ID that you have entered
<media_profile_id>
in "facebook_profile" table.

Provide a unique name for your Media Profile. If you are
<media_entity_name> | creating multiple media profiles, make sure that all have

unigue names.

<media_profile_type> | Type FACEBOOK

5. Execute the following command to make an entry in

"interaction_resolver_configuration".

INSERT INTO interaction_resolver_configuration (media_profile_id,resolver) values

('<media_profile_id>'",'["socialmediainteractionresolvervalue"]');
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Replace <media_profie_id> with the ID of your Media Profile that you have entered in

"facebook_profile" table.

6. Now, execute the following command to exit from database console.
\q

7. Execute the following command to restart the appserver service.

ameyoctl service appserver restart

Facebook Media Profile has been created now. You have to submit your App for review to Facebok

and then use this media profile in the campaign.

(Recommended Method) Integrate Facebook App via OAuth in Ameyo

It is the recommended method to integrate your Facebook App via OAuth in Ameyo Server.
For this, you have to generate redirection URL for App, make entries at the backend, provide

OAuth URL in Facebook App, and then integrate App in Ameyo through User Interface.

1. Redirect URL: Following will be redirect URL for your Facebook App in Ameyo

Server.
http://<App_Server_IP>:<PORT>/oauth/oauth/facebook

Replace App_Server_|IP with the IP Address of your Ameyo Server App, PORT with the

Port Number where Ameyo Server is running (that can be 8888 by default).

2. Commands for the Backend: Perform the following steps.

A. Access the Operating System through Putty and execute the following

commands to enter the PostgreSQL system.
psql -U postgres

B. Inthe PostgreSQL console, execute the following command to enter your

database.
\c <DB_Name>

Replace <DB_Name> with the name of database that has been integrated

with your Ameyo App.
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C. Execute the following command.

INSERT INTO APP_OAUTH_CONFIGURATION (CONSUMERL_ID,
SERVICE_PROVIDER, OAUTH_AUTHORIZATION_URL,
OAUTH_AUTHORIZATION_REDIRECT_URL, OAUTH_SCOPE_VALUES,

OAUTH_TOKEN_REQUEST_URL, OAUTH_TOKEN_REQUEST_REDIRECT_URL,
OAUTH_REVOKE_ACCESS_URL, CLIENT_ID, CLIENT_SECRET, ERROR_PAGE,
DESCRIPTION) VALUES
(125,'FACEBOOK!, 'https://www.facebook.com/v2.8/dialog/oauth’,<redirect-
url>,'publish_pages,read_page_mailboxes,manage_pages','https://graph.face
book.com/v2.8/0auth/access_token',<redirect-url>,",<App-ld>,<App-

Secret>,'http://<App_Server_IP>:<PORT>/oauth/error.html",");
Replace the following inputs.
e <redirect-url> with your redirect URL
o <App-ld>with your App ID
e <App-Secret> with your App Secret
e <App_Server_IP> with the IP Address of your App Server
e <PORT> with the Port Number where your App Server is running
D. Execute the following command.

INSERT INTO APP_OAUTH_REQUEST_PARAMETER (CONSUMER_ID, TYPE,
PARAMETER_NAME, PARAMETER_VALUE)
VALUES(125,'AUTH_REQUEST','response_type','code");

E. Execute the following command. INSERT INTO
APP_OAUTH_REQUEST_PARAMETER (CONSUMER_ID, TYPE,
PARAMETER_NAME, PARAMETER_VALUE)
VALUES(125,'ACCESS_TOKEN_REQUEST','grant_type','authorization_code');

F. Execute the following command.

INSERT INTO APP_OAUTH_RESPONSE_PARAMETER (CONSUMERL_ID, TYPE,
PARAMETER_NAME) VALUES(125,'ACCESS_TOKEN_REQUEST",'token_type');
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3. Add Redirect URL in the Facebook App: Perform the following steps.

A. Visit "Facebook Developers Portal" and login with your credentials.
B. Go to "My Apps" and select your application.

C. Select "Settings" in the left panel.

Bl rest_ameyo *  APPID: 115392129284034 D status: Live

Client OAuth Settings

# Dashbioard
Client DAuth Login
£ Settings \bies he Sandard GAD
By Roles
Aleris [3) L n e TP
& hes § el A _ fitill

<> App Review

BRGDUCTS G | FOTCe Web OALth Reauthericatian o7 Embedded Browser OAUIN Login
@ Facehook Login - VHIEN O, ML Pecple (o mer el Enaibie welview Redec URis for Cllent
Settings
Quickstan Use Strict Mode for Redirec(_uRls

i ASTIY LD valid Oauth Redirect URIS

0101750 ok -
B e .
Figure: Providing OAuth URL in Facebook
D. Here, you have to provide the OAuth URL in the box titled "Valid OAuth
Redirect URIs".

E. Click "Save Changes".

4. Integrate Facebook App in Ameyo Server:
Perform the following steps to create a Facebook Media Profile.
A. Go to "System" — "System Configuration".
B. Click "Media Profile" tab.
C. Click "Add" to create a media profile.

D. Click "Continue with Facebook" to create a Facebook Messenger Media

Profile using the following pop-up.
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Create Facebook Profile b

Cancel

Figure: Add Facebok Media Profiile

E. Click "Authorize Facebook". It shows a pop-up, where you have to click
"Continue" and then "Allow" to allow the Ameyo to access your account. It

shows the list of pages in your Facebook account.
F. Select the required Facebok page.
G. Enter the name of your page and click "Register".
Your Facebok Media Profile is created.
8.2.3.1.6 Submit Your Facebok App for Review
Perform the following steps.
1. Visit "Facebook Developers Portal" and login with your credentials.
2. Goto "My Apps" and select your application.

3. Now, click "App Review" in the left panel. It shows the following page.
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Ameyolntegration v  APPID: 491528891316519 Status: In Development

# Dashboard

£ Settings o Submit Items for Approval

ﬁ,l Roles » Some Facebook integrations require approval before public usage, Start a Submission
& Alerts N Before submitting your app for review, please consult our Platform

Policy and Review Guidelines
@ App Review

PRODUCTS (¥

Make Ameyolntegration JISTE?

No Your app is in development and unavailable to the public

Approved ltems =
LOGIN PERMISSIONS

O email [7]
Provides access fo the person's primary email address. This permission is approved by default.

O default =
Provides access to a person's name and profile picture. This permission is approved by default.

Figure: Submit your App for Review to Facebook
4. Click "Start a Submission" button. It shows the following pop-up.

Select the items you want to include in this submission

LOGIN PERMISSIONS
publish_pages
business_management
Grants your app permission to publish posts, comments, and
groups_access_member info like Pages managed by a person using your app. Your app
must also have manage pages to publish as a Page.

leads retrieval
Allowed Usage

~ Allow people to explicitly publish content from your
v manage_pages
app to any of the Facebook Pages they manage from

within a custom composer.
pages_manage_cta + Seamlessly like and comment from your app on behalf
of the Pages a person manages.
pages_manage_instant_articles
Disallowed Usage

publish_pages > Automatically publish stories without the person being

Cancel Add 2 ltems

Figure: Select App Usage
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5. Select "manage_pages" and "publish_pages" and click "Add 2 Items" button. It shows

the following page.
APP ID: 940710632760262 CID status: Live
publish_pages (7] Add Details ‘T@'
Complete the details for this item before submitting.

| Additional Information Required

manage_pages (7] Add Details @'

Additional Information Required

Complete the details for this item before submitting
App Verification Edit Details

Before you can submit for review, complete the following:
= Complete each of the items above.

4[k Report a Problem

On Your app is currently live and available to the public.

Figure: Add Details

6. Click "Add Details" for "publish_pages".
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Details for manage_pages

Grants an app permission to refrieve Page Access Tokens for the Pages and Apps that the person administers.
Apps need both manage_pages and publish_pages to be able to publish as a Page.
Allowed Usage

+/ Publish content to Pages owned by the people who use your app. Publishing also requires the publish_pages
permission.

~/ Help people manage the posts, comments and likes published to their Pages.

Tell us how you're using this permission or feature

Please provide a detailed description of how your app uses the permission or feature requested, how it adds value for a person using your app, and
why it's necessary for app functionality.

Demonstrate how your selected platforms will use this permission or feature

Select applicable platforms and provide detailed step-by-step instructions on how a review team member can experience this
permission or feature the same way people using your app would.

off | Web (7] off | Mobile [?] off | Server-to-Server off | Other[?]

Note: If your app doesn't use a platform or isn't customer facing, refer to the Server-to-Server Apps document for review step
guidance.

Show us how you're using this permission or featurs

Provide a detailed step-by-step video walkthrough of how your app will use this permission or feature so we can confirm the
permission is used correctly and it does not violate our policies. Learn more about screencasts.
Screencast requirements:

1. Clearly demonstrate how your app uses the permissions or features you're requesting

2. Show how to log into your app

3. Make sure your use of the permissions meet our review criteria and Facebook policies

Drag and Drop Your File

2 Upload File

Before you can submit for review, complete the following:
« Please provide a reason for why you are using this permission.
« Please provide instructions for how to reproduce this permission.
« Please provide a screencast that shows how this permission is used in your app Cancel m

Figure: Add Details

7. Here, you have to provide the following inputs.

A. Tell us how you're using this permission or feature: Click the following link

to visit the next page, which contains the text that you can copy and paste in
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your Facebook App Submission page. Press the back button in the end of the

page to come back at this point.

Required Content to Submit Facebook App

B. Click "Web" to select Web as your platform.

C. Now, you have to upload a Video that shows the screen recording of the

steps documented in the pop-up (that opens upon clicking the button).

You can get this video from the Service Delivery Team.

D. Click Save.
8. Now, you have to repeat the same steps to add the details for "manage_pages".

9. Click "Submit for Review" button to submit the App for review.

After approval, you can normally use the Facebok Media Profile in the campaigns.

8.2.3.1.6.1 View and Modify Settings of Facebook Media Profile

Select a Facebook media profile in the list to view its settings on the right side under "Settings"

tab.

Meta Prafite Management Delese o m Ticket Resglve Fafresh

Stesta Prafils Type Madla ey Marme

Figure: Settings of Facebook Media Profile

You can modify the settings here and click "Apply" to apply the same. Rather, you can click

"Refresh" to discard the changes.

8.2.3.1.7 Delete Facebook Media Profile

The deleted Facebok Media Profile cannot be retrieved back. The campaigns, queues, and users

using this Media Profile will be disabled to use the Facebook to interact with your clients.

Also, it is associated with your Facebook App. If you delete it now and again try to create a new
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Facebok Profile, you have to go through the Command Line Interface to execute the commands

and submit the App again to Facebook for review.

Perform the following steps to delete a Facebook media profile.

1. Select a Facebook media profile.
2. Click "Delete" to delete it. It shows the following warning message.

Confirmation

Are you sure you want to delete Media Profile C(7

Figure: Asking to delete the Facebook Media Profile

3. Click "Yes" to delete the media profile. Rather, you can click "No" to not delete it.
8.2.3.1.7.1 Ticket Resolver for Facebook Profile

This tab lets you manage how the tickets in a campaign (where the selected media profile is

added) will be handled. Following is a screenshot of Ticket Resolver Tab of Facebok Media

Profile.

Settings Ticket Resolver Refresh m

Priority Selected Resolvers

1 Social ticket resolver(for twitter and facebook)

Figure: Ticket Resolver of Facebook Media Profile

8.2.3.2 Select the complete content, Copy it, and Paste in Facebook

App Review.
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Welcome to Facebook app working with Ameyo Server. Perform the following steps.

1. Go to https://<app_server>:<port>/app/.
Replace "app_server" with the IP Address or the domain name where Ameyo Server

is running and replace "port" with your Ameyo App Port Number.

2. Login with your credentials such as,
username : Administrator

password : XXXXXXXX
3. Go to "System" — "System Configuration" and click Media Profile Tab.
4. Click "Add" button.
5. Click "Continue with Facebook" to create a Facebook Media Profile.

6. Click "Authorize". Authorize it with your login credentials.
username : <Facebook_UserName>

password: XXXXXXX
7. Click "Authorize App Request" button.
8. It takes you back to Media Profile page. Click "Get Facebook Page" button.
9. It shows the Facebook Pages added in your account.
10. Select the Facebok Page that you want.
11. In the last tab, select the name you want for same.
12. Now, perform the following steps.
A. Go to "Process" Tab and select your Interactive Campaign.
B. Select "Media Profile" sub-tab.
C. Push Facebook media profile configured to assigned media profiles.
D. Click "Apply" button.
13. Go to "System" — "System Configuration" — "Rule" pager.
14. Click 'Add Rule'.

15. Put a name and description in the rule.
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16. Click "Add New Condition" and select "Media Profile ID" where you have created the

Facebook Media Profile.
17. Click "Add new Action", and select to route action from the drop-down menu.
18. Now select the campaign, queue, and users in respective fields.

19. Browse your Facebook Page in a Web browser or Mobile App, and post something

on your wall.

20. Now, in your campaign at Ameyo, wait for two minutes and this post will be

displayed.
21. Click the post to view it.
22. In Interaction, Details open the message. Here we will get the Facebook post.
23. Options to Like and Comment are also available here.
24. You can click "Like" button for both posts and comment.
25. To comment, you can write the comment in the box and click "Send".

26. After sometime, the notifications on Facebook will start to appear for the like and

comments made through Ameyo Application.

Thank You

8.2.4 Twitter Media Profile

You can create Twitter Media Profile using your Twitter Handle and interact with your clients
on Twitter from here. It is requried to perform the following steps sequentially for creating a

Facebook Messenger Media Profile.
1. Create Twitter Account
2. Apply for a Twitter Developer Account
3. Create Twitter App

4. Integrate the Twitter App with Ameyo
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5. Submit Your App to Twitter for Review
8.2.4.1 Create Twitter Account

If you do not have a Twitter Account already, perform the following steps to createa a Twitter

Account.
1. Visit Twitter.com and click "Sign Up" button. It takes you to "Sign Up" page.

2. Follow the onscreen instructions to create your Twitter Account.

Please refer to "Signing up with Twitter" page for more information.

3. Make sure to verify your email address and phone number while
8.2.4.2 Apply for Twitter Developer Account

Perform the following steps to create a Twitter Developer Account. After creation, you have

to submit it for approval. Once approved, you can go ahead to create a Twitter App and

integrate it in your Ameyo Server.

1. Visit "Twitter Developer Portal" page and click "Sign In" button on the top right

corner. It takes you to "Login" page.
2. Login with your credentials. It takes you back to the Twitter Developer Portal.

3. Click "Apply" on the top right corner to apply for a Twitter Developer Account. It

takes you to the following page.

Figure: Twitter Developer Portal

4. Click "Apply for a Developer Account" button. It shows the following page.
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STATUS: IN PROGRESS Interested in a developer account?

Some of our premium APls are currently in Beta. By applying, you agree to receive emails from our team requesting feedback on
© user profile your experience.

Account details
Select a user profile to associate

By default. this @username will be the admin of this developer account. If
you are creating a developer account on behalf of your organization, you
may wish to use your organization's @username as it is most likely to own
Terms of service the Apps you will use 10 access the AP endpoints or warrant special
permissions. You'll be able to invite teammates and re-assign roles later
within your developer account settings.

Use case details

Email verification

Associate your current Twitter @username

Tester
@Tester

Sign in as a different Twitter @username

Create new Twitter @username

Figure: Use Your Profile as Developer Account

5. Click "Continue" to use this account as a Developer Account. It shows the following

page, which asks for the details to create a Developer Account.
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STATUS: IN PROGRESS

User profile

) Account details
Use case details
Terms of service

Email verification

» Why the questions?

We empower freedom of expression by
providing a platform that protects the
voices of our users — both on Twitter, and
via our developer products. To help verify
that all uses of Twitter data comply with our
policies, we require additional information
from developers signing up to use this
service. Providing thorough answers will
help us understand your use cases and will
help expedite the evaluation of your
application. Learn more about our
restricted use cases.

FRIAIVIERE T W

Add your account details

Who are you requesting access for?

) | am requesting access for my organization

| plan to use Twitter's developer platform for projects owned by / in af
with a business, organization or institution. Ex: Saa$ product, proof of
concept, academic research, etc. To enable collaboration. this selection
includes additional tools to support team development.

) 1 am requesting access for my own perscnal use

1 plan to use Twitter's developer platform for projects unaffiliated with an
existing business, organization or institution. Ex: Side project, hobby, etc.
Personal use accounts do not include team development tools.

Tell us about your organization

Organization name

This will be the name of your account

@ Required

Legal entity name
May be same as "Organization name”

@ Required

Organization Twitter @username

@ Required

QOrganization website URL

Organization primary country of operation
Selectone . -~

@ Required

Where are your customers located?
Select all that apply

[ North America [ Asia Pacific

[ Latin America [0 Africa

] Europe 7] Not Applicable (we do not have
customers)

O Middle East

How do you categorize your organization?
Selectone... -

@ Required

What industries do you/will you serve?
Select all that apply

[ Academic [0 Insurance
[ Agency ] Media and Entertainment
[ Brang: Alcohol and Tobacco [ Nonprofit
[ Brand: Beauty [l Religion
(1) Brand: Consumer Products (7] Technology: Advertising
[} Brand: Foed and Beverage 0] Technology: Consumer
[ Brand: Other [0 Technology: E-Commerce
() Brand: Retail (7] Technology: Enterprise
Software

] Consulting

[0 Technology: Other
[J Finance

[ Utilities
[ Gambling

[ Other
[ Government

(1) Hospitality or Travel
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Figure: Asking for Account Details

6. Here, you have to provide the following details.

A. Who are you requesting access for?: Select "l am requesting access for my

organization". The other fields will be displayed.
B. Organization Name: Provide the name of your oganization.
C. Legal Entity Name: Provide the Legal Entity Name of your organization.
D. Organization Website URL: Provide the Website URL of your organization.

E. Organization Primary Country of Operation: Select the name of country

from where your orgnaization operates.

F. Where are your customers located?: Select the areas where your

customers are located.

G. How do you categorize your organization?: Select the category applicable

for your organization.

H. What industries do you/will you serve?: Select the industries which you

serve.

7. After providing the details, click "Continue". It shows the next page.
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STATUS: IN PROGRESS Tell us about your project

User profile
P! What use case(s) are you interested in?

Select all that apply
Account details

[} Academic research

Publish and curate Tweets

) Use case details
) Advertising

Student project / Learning to
code
Terms of service

O Audience analysis

Topic analysis

®

. y - Chatbots and automation
Email verification

Trend and event detection
l#/ Consumer / end-user
experience ] Other

®

¥ Why the questions? Engagement and customer
service
We empower freedom of expression by
providing a platform that protects the
voices of our users — both on Twitter, and
via our developer products. To help verify
that all uses of Twitter data comply with our In English, please describe your product - the more detailed the response, the
policies, we require additional information easier it is to review and approve. Be sure to answer the following
from developers signing up to use this
service. Providing thorough answers will
help us understand your use cases and will

Describe in your own words what you are building

What is the purpose of your product or service?

‘What will you deliver to your users/customers?

help expedite the evaluation of your How do you intend to analyze Tweets, Twitler users, or their content?
application. Learn more about our How is Twitter data displayed to users of your end product or service (e.g
restricted use cases. will Tweets and content be displayed at row level or in aggregate)?

Drishti Soft's Ameyo is a one-stop selution te manage the voice,
chat, and email communication. Gur customers are using Twitter

to interact with us and we need Ameyo o understand this
platform. This Application will help Ameyo to create the Tickets
from the Direct Messages received at our Twitter Handle from our
customers. Ameya will only show the Twitter's Messages to our

amantn and i aonnt caad ot i thoe in Thoe Tadtar Poto il b &

Will your product, service, or analysis make Twitter content or
derived information available te a government entity?

In general, schoals. colleges, or universities do nof fall under this category.
® No
) Yes

Figure: Asking for Use Case Details

8. Here, you have to provide the following details.

A. What use case(s) you are interested in?: Select the required use cases of

your application. For Ameyo, it can be the following options.
e Chatbots and Automation
e Consumer/End User Experience
o Engagement and Customer Service

You can more options, as per requirement.

B. Describe in your own words what you are building: As per it's description

says, you have to explain the following items.

e Purpose of your product or service
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e What will be delivered to your customers?
e How do you analyze Tweets, Twitter users, or their content?

e How will you display the Twitter data to users of your end product or

service?

C. Will your product, service, or analysis make Twitter content or derived
information available to a government entity?: Click "No" if you are not a

Government entity.

9. Click "Continue" to proceed further. The next page shows the Twitter's Terms of

Service.

STATUS: IN PROGRESS Read and agree to the Terms of Service
Scroll through te accept
User profile
Account details -
Developer Agreement
Use case details Effective: May 25, 2018,

This Twitter Developer Agreement (“Agreement") is made between you (sither an individual or an entity, referred to herein as “you”) and Twitter,
Inc. and Twitter International Company (collectively, “Twitter”) and governs your access to and use of the Licensed Material {as defined
below).Your use of Twitter's websites, SMS, APls, email notifications, applications, buttons, embeds, ads, and our other covered services is
governed by our general Terms of Service and Privacy Policy.

) Terms of service

Email verification PLEASE READ THE TERMS AND CONDITIONS OF THIS AGREEMENT CAREFULLY, INCLUDING WITHOUT LIMITATION ANY LINKED TERMS
AND CONDITIONS APPEARING OR REFERENCED BELOW, WHICH ARE HEREBY MADE PART OF THIS LICENSE AGREEMENT. BY USING THE
LICENSED MATERIAL, YOU ARE AGREEING THAT YOU HAVE READ, AND THAT YOU AGREE TO COMPLY WITH AND TO BE BOUND BY THE
TERMS AND CONDITIONS OF THIS AGREEMENT AND ALL APPLICABLE LAWS AND REGULATIONS IN THEIR ENTIRETY WITHOUT
LIMITATION OR QUALIFICATION. IF YOU DO NOT AGREE TO BE BOUND BY THIS AGREEMENT, THEN YOU MAY NOT ACCESS OR
OTHERWISE USE THE LICENSED MATERIAL. THIS AGREEMENT IS EFFECTIVE AS OF THE FIRST DATE THAT YOU USE THE LICENSED
MATERIAL (“EFFEGTIVE DATE"]

IF YOU ARE AN INDIVIDUAL REPRESENTING AN ENTITY, YOU ACKNOWLEDGE THAT YOU HAVE THE APPROPRIATE AUTHORITY TO
ACCEPT THIS AGREEMENT ON BEHALF OF SUCH ENTITY. YOU MAY NOT USE THE LICENSED MATERIAL AND MAY NOT ACCEPT THIS
AGREEMENT IF YOU ARE NOT OF LEGAL AGE TO FORM A BINDING CONTRACT WITH TWITTER, OR YOU ARE BARRED FROM USING OR
REGEIVING THE LICENSED MATERIAL UNDER APPLICABLE LAW.

I. Twitter APl and Twitter Content
A. Definitions.

1. Twitter Content — Twests, Tweet IDs, Twitter end user profile information, Periscope Broadcasts, Broadcast IDs and any other data and

information made available to you through the Twitter AP1 or by any other means authorized by Twitter, and any copies and derivative

works thereof.

Broadcast ID - A unique identification number generated for each Periscope Broadcast,

Developer Site — Twitter's developer site located at https://developer.twitter.com.

End Users — Users of your Services.

Licensed Material — A collective term for the Twitter AP| and Twitter Content.

Periscope Broadcast - A live or on-demand video stream that is publicly displayed on Twitter Services and is generated by a user via

Twitter's Periscope Producer feature (as set forth at https:/help.periscope. er/en/portal/articles/2600293).

7. Services — Your websites, applications and other offerings that display Twitter Content or otherwise use the Licensed Material as
approved by Twitter through any onboarding process.

8. Tweet ID — A unigue identification number generated for each Tweet.

9. Tweet — a short-form text and/or multimedia-based posting made on Twitter Services. -

@0

By clicking on the box, You indicate that you have read and agree to this Developer Agreement and the Twitter Developer Policy,
aaditionally as its relates to your display of any of the Content, the Display Requirements; as it relates to your use and display of
the Twitter Marks, the Twitter Brand Assets and Guidelines; and as it relates to taking automated actions on your account, the
Automation Rules. These documents are available in hardcopy upen request to Twitter.

[ Subscribe to our email list for product updates, developer news, and marketing communications.

Figure: Terms and Conditions

10. Read the Terms and Conditions carefully as it will be an Agreement between Twitter

and your Organization.

11. Click "Submit Applciation" button. It takes you the next page.
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12. Verify your Email Address on this page.

Now, you have to wait for the approval for your Developer Account. After approval, you can

proceed to create a Twitter App.
8.2.4.3 Create Twitter App

Perform the following steps to create a Twitter App.

You can create a Twitter App only when you have an approved Twitter Developer Account.

1. Visit "Twitter Apps Portal" page and click "Sign In" button on the top right corner. It

takes you to "Login" page.

2. Login with your credentials. It shows the following page.

W Application Management -

Twitter Apps

You don't currently have any Twitter Apps.

Create New App

Figure: Twitter App Management

3. Click "Create New App" button. It shows the following page.

Q.
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Create an application

Application Details
MName *

ameyoprojects

Your application name. This is used fo atfribute t

Description *

Project Management

n screens. 32 characters max.

Your application description, which will be showm in vser-facing suthorization screens. Between 10 and 200 charsciers max.

Website *

wewnw.amitsinghla.com

Your a

Callback URL

Where

given |

Developer Agreement

W Yes, | have read and agree to the Twitier Developer Agreement.

Create your Twitter application

Figure: Create Twitter App

4. Provide the following details here.
A. Name of your App
B. Description
C. Website URL
D. Callback URL
5. Click "Yes" to agree with the terms and conditions.

6. Click "Create your Twitter Application."

Administrator Manual

lication. This fully-qualiied URL is wsed in

st foken sfep, regardiess of the valus

Now, your Twitter App will be submitted for approval. After approval, it will be registered with

Twitter.

8.2.4.4 Create an Access Token

Perform the following steps to create an access token for your Twitter App.
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1. Visit "Twitter Apps Portal" page and click "Sign In" button on the top right corner. It

takes you to "Login" page.
2. Login with your credentials. It shows all of your Twitter App.

3. Select your Twitter App to open its page.

W Application Management s -
Your application has been created. Please take a moment to review and adjust your application's settings.
-
ameyoprojects Test oA

Details Settings | Keys and Access Tokens | Permissions

Project Management
hitp:/fwww.amitsinghla.com

Organization

Information about the organization or company associated with your application. This information is optional.

Organization None
Organization website None
4 3

Figure: Twitter App Page

4. Switch to "Key and Access Tokens" Page.
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ameyoprojects Test 0w

Dietails Settings Keys and Accezs Tokens Permissions

Application Settings

Keep the "Consumer Secret” a secret This key showld never be human-readable in your spplication

Consumer Key (AP Key)  kCf4TikkpojwPJ35LNTHeZpAu

Consumer Secret (AP Secret)  F1G19zkICh1C8nm1 fzWvILSHEAMWEApHKO0y 1e53uSFpHeorpt

Access Level Resd snd write {modify app permissions)
Owner SMEyoprajEcts
Owner 1D O03BE34T2TEE394241

Application Actions

Regenerate Consumer Key and Seecret Change App Fermissions

Your Access Token

zvent authonized this spplicafion for your own sccount yet

y he

w

have everything you need fo makes AP calls 1 coess foken geners will he assigned your

Token Actions

Create my access token

Figure: Keys and Token Page

5. Click "Create my access token" to generate the access token.
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ameyoprojects

Dretails Settings Heys and Access Tokens Permissions

Application Settings

Keep the "Consumer Secret” a secret. This key showld never be human-readabie in your spplication

Consumer Key (AR Key) kCfdTikkpojnPJ36LNTHeZpAu

Consumer Secret (AF] Secrety  F1G15zki0h1C8nm 1 0zMWILSHEAMWErApHRS0y125uSFpHorpt

Access Lavel Resd and write (modify app permissions)
Owner ameyoprojscts
Owner 1D O038834TET38304241

Application Actions

Regenerate Consumer Kay and Sscrst Change App Permissions

This access foken can be wsed fo make API requests on your own account'’s behalf. Do not share your access foken secref with anyone

Access Token O038383472TEE204241-
zZ| MBznADoilhaCQCrwMgHIL30Q Inrf

Access Token Secret 4glidd Pt nd K7 kotGTHwDBb O vk ThLched FIDcH4G04
Apcess Lavsl Resd and writ
Owner ameyoprojects
Owner 1D 0038824727E8304241

4 »

Figure: Access Token

6. Note down the following items.
e Twitter Username
e Consumer Key
e Consumer Secret
e Access Token
e Access Token Secret

8.2.4.5 Integrate the Twitter App with Ameyo

Perform the following steps to integrate the Twitter App in Ameyo through backend.
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1. Access the Operating System through Putty and execute the following commands to

enter the PostgreSQL system.
psql -U postgres

2. Inthe PostgreSQL console, execute the following command to enter your database.
\c <DB_Name>

Replace <DB_Name> with the name of database that has been integrated with your

Ameyo App.

3. Execute the following command to enter Media Profile ID, Screen Name, Access
Token, Access Token Secret, Consumer Key, and Consumer Secret in "twitter_profile"

table.

INSERT INTO twitter_profile (<media_profile_id>, <screen_name>, <accesstoken>,
<access_token_secret>, <consumer_key>, <consumer_secret>,
should_fetch_messages) VALUES ('mediaProfilehereid’, 'screenName’, 'accessToken',

'accessTokenSecret', 'consumerKey', 'consumerSecret’, 'true');

Replace the following fields.

Samle Attribute Required Value

<media_profile_id> Provide a unique ID for your media profile.
<screen_name> Twitter Handle

<accesstoken> Access Token

<access_token_secret> | Access Token

<consumer_key> Consumer Key
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Samle Attribute Required Value

<consumer_key> Consumer Secret

4. Execute the following command to enter the Media Profile details in "media_profile"

table.

INSERT INTO media_profile(contact_center_id, media_profile_id, media_entity_name,
media_profile_type, fetch_timer_interval, is_incoming_allowed, is_outgoing_allowed)
VALUES  ('<contact_center_id>', '<media_profile_id>', '<media_entity_name>"',

'<media_profile_type>', '60', true, true);

Replace the following values.

Samle Attribute Required Value

Provide the ID of the Contact Center where you want to
<contact_center_id>
create this Twitter Media Profile.

Provide the same Media Profile ID that you have entered
<media_profile_id>
in "twitter_profile" table.

Provide a unique name for your Media Profile. If you are
<media_entity_name> | creating multiple media profiles, make sure that all have

unigue names.

<media_profile_type> | Type TWITTER.

5. Execute the following command to make an entry in

"interaction_resolver_configuration".
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INSERT INTO interaction_resolver_configuration (media_profile_id, resolver) VALUES

('<media_profile_id>', '["socialmediainteractionresolvervalue"]’);

Replace <media_profie_id> with the ID of your Media Profile that you have provided

in "twitter_profile" table.

6. Now, execute the following command to exit from database console.
\q

7. Execute the following command to restart the appserver service.

ameyoctl service appserver restart

Twitter Media Profile has been created now. You can now use this media profile in the campaign.

8.2.4.5.1 View and Modify Settings of Twitter Media Profile

Select a Twitter media profile in the list to view its settings on the right side under "Settings"

tab.
Ticket Resolver Refresh m
Media Profile Name User Name
mwitter_ga twitter_ga

Figure: Settings of Twitter Media Profile

You can modify the settings here and click "Apply" to apply the same. Rather, you can click

"Refresh" to discard the changes.

8.2.4.6 Delete Twitter Media Profile

The deleted Twitter Media Profile cannot be retrieved back. The campaigns, queues, and users

using this Media Profile will be disabled to use the Twitter to interact with your clients.

Also, it is associated with your Twitter App. If you delete it now and again try to create a new
Twitter Profile, you have to go through the Command Line Interface to execute the commands.

Also, you may have to re-submit the App again to Twitter for review.
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Perform the following steps to delete a Twitter media profile.
1. Select a Twitter media profile.

2. Click "Delete" to delete it. It shows the following warning message.

Confirmation b

Are you sure you want to delete Media Profile twitter_ga 7

Figure: Asking to delete the Twitter Media Profile

3. Click "Yes" to delete the Twitter media profile. Rather, you can click "No" to not

delete it.
8.2.4.6.1 Ticket Resolver for Twitter Profile

This tab lets you manage how the tickets in a campaign (where the selected media profile is
added) will be handled. Following is a screenshot of Ticket Resolver Tab of Twitter Media

Profile.

Settings Ticket Resolver Refresh @

Priority Selected Resolvers

1 Social ticket resolver(for twitter and facebook)

Figure: Ticket Resolver of Twitter Media Profile

8.3 Canned Messages

Canned messages are predefined reply templates which can be used to quickly send out

replies to tickets. A category is associated with each canned message, according to which
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agent can select canned message. Click "Canned Messages" Tab in to view the canned

messages and their categories.

Process Media Profile Settings Canned Messages Blended Campaign Rules Routing Dispositions Skills  Exclusion Voice Mail

Holiday/Office timings Spam Filter Rule Engine Table Automation Rule Ticket State QA Parameters

Category  Select Category - i s
Canned messages are predefined
reply templates which can be used
to quickly send out replies to tickets
Name N eplie B

A category is associated with each
canned message, according to which
agent can select canned message.

Each canned message

Figure: Canned Messages Tab

Here, you can perform the following functions.
8.3.1 Create Category

Perform the following steps to create a category of Canned Messages.

1. Click "Add Category" button. It shows the following pop-up.
Add Category

Mame

email

Figure: Add Category of Canned Messages
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2. Provide a name for the category.

3. Click "Add". The category is created and listed in the drop-down menu.

Add Category
Add Canned Message

Category  Categoryl -

]
A S

Name

Figure: Added a Category of Canned Messages

8.3.2 Modify a Category

Perform the following steps to edit a category of Canned Messages.

1. Select the category from the drop-down menu and click # icon to edit the category

using the following pop-up.
Add Category

Name

Category1

email

Figure: Modify a Category of Canned Messages
2. You can only change the name of category. You cannot change the category type.
3. Click "Update" to modify the category else click "Cancel" to discard the changes.
8.3.3 Delete a Category

Perform the following steps to delete a category.
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1. Select the category from the drop-down menu and click & icon to delete the

category.
2. The following warning message is displayed on the screen.
Confirmation *

Are you sure you want to delete 7
-

Figure: Asking to Delete a Category of Canned Messages

3. Click "Yes" to delete the category else click "No" to keep it.
8.3.4 Create a Canned Message in a Category
Perform the following steps to create a canned message in a category.

1. Select the category from the drop-down menu.

2. Click "Add Canned Message" to add a canned message using the following pop-up.

Add Canned Message X

N
Mame

Categoryl Insert Placeholder

q
,
m
]

=
i
X
=
|+=

1]
1]
1

E=]
[
[
[l
[

T 15 ~ Roboto *: E = | A -~ H + <> | 23

Figure: Add a Canned Message
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3. Provide a name of the canned message.
4. You can type the message in the textarea.

5. You can click "Insert Placeholder" button to add any placeholder displayed in the

following screenshot.

Placeholders x
Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

6. Following is a sample canned message.

Add Canned Message X

Name

Msg1 Cart Insert Placeholder

u
m
L]
=}
=

q
N,
m
--.
[
th
X
-
=

1]
1]
4
1S ]
(1]
il
1]
i
i
I
4
5
¢
-]

1 T OpenSans-Regular - E | B -H + | < | H

{{ticket:Ticket 1d}} from {{ricke:Queue Name}} in {{ticketCampaign Name}} dated {{ticket:Creation Date}} has been
closed successfully.

Figure: Sample Canned Message

7. Click "Submit". It lists the canned message in the whitearea.
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Category  Categoryl w s Add Category
Add Canned Message

Name
Msgi 70
Msg2 S

Figure: Added Canned Messages

You can edit and delete the canned messages.

You have to assign the canned messages in the campaign so that the users in that campaign can

use them.

8.4 Blended Campaign (Licensed Feature)

Blending simply means a group of inbound and outbound campaigns. It allows the agents to
login in a predefined set of campaigns simultaneously. The same agent can login in Inbound
as well as in Outbound campaign at the same time.
Click "Blended Campaign" tab in "System Configuration" to access its settings. Here, Admin

can select the campaigns which need to be blended from the available list.

In Blended Campaign, the Inbound (Interactive Voice Application) Campaigns are given more

priority over other campaigns. It helps to decrease the Call Drop Count for incoming (inbound)

calls.

AMEYOQO ©2018 Page 175

Q.



Ameyo 4.3 Administrator Manual

Blended Campaign

Availak 1-2of 2 Search Q Elende 0-0of 0 Search Q
+ Campaign Name |:| Campaign Name
v TestOutbound
" Testinbound

Figure: Blended Campaign

>
After selecting the campaigns, click l icon to add it to the list of blended campaign. After

selecting the required campaigns click "Apply" button to create a blend.

8.5 Rules

8.5.1 Rules
"Rules" Tab in "System Configuration" allows you create the rules for the media profiles.

Routing Rules

D View Disabled Rules

Setting 'Email Notification' in rule action is deprecated, For configuring mail notifications refer 'Email
Notification' feature in Supervisor module. Release 4.0 will continue to have Email Notifications in
rule edit mode to ensure existing rules will perform as configured earlier. Administrators are advised
to move email notification configuration to supervisor email notifications.
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Figure: Rules

You cannot create the rules to show the notifications here. Please check "Email Notification

Configuration" in Supervisor Console for the same.

You can add, modify, delete, enable, and disable the rules.
8.5.1.1 Add aRule
Perform the following steps to add a rule.

1. Click "Add Rule" button in the right side. It shows the following page.

Routing Rules

New Rule

Conditlons

®

Figure: Adding a Rule

2. Rule Name: Provide a name for your rule.

3. Rule Description: Provide a description for your rule.

4. Conditions: Here, you can specify the conditions based upon which the actions will

be taken. Perform the following steps.

A. Click @ icon in the middle of "Condition" box to add a new condition. It

shows the following section.
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Condition Operator

Media Profile Id o is " Select Media Profile -

(" Add New Condition )

Figure: Add a Condition

B. Click "Condition" drop-down menu to select any of the following conditions.
I

[l.  Interaction Title: Select it to add a condition based upon the title of
interaction. When you select it, the other two fields are changed. The
operator drop-down menu has the following options for "Interaction

Title" condition.

Interaction Title -~

Need Help

ends with ("Add New Condition )

Figure: Interaction Title Condition

e s
e isnot
e contains

e does not contain
e ends with
e starts with

These operators are self-explanatory. After selecting an operator,

provide a value in the adjoining text field.

[ll.  To: Select it to add a condition based upon "To" field of the interaction

that contains the name of recipient. It contains following operators.

e contains
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e does not contain

Condition Operator

Te ~ contains

customercare@domain.com

does not contains
((Add New Condition )
Figure: "To" Condition

Provide a value in the adjoining text field after selecting an operator.

IV.  Message: Select it to add a condition based upon the message body.

It contains the following operators.
e contains

e does not contain

Conaition Operator

Message v centains

does not contains

( Add New Condition )

Figure: Message Condition

Provide a value in the adjoining text field after selecting an operator.

V. From: Select it to add a condition based upon "From" field that

contains the name of sender. It contains the following operators.
e contains

e does not contain

Condition Operator

From v contains

buyer! ny@gmail.cam

does not contains

(Add New Condition )

Figure: From Condition

Provide a value in the adjoining text field after selecting an operator.
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VI.  CC:Select it to add a condition based upon "CC" field that contains the
name of recipients who are added in CC. It contains the following

operators.
e contains

e does not contain

Condition Operator

support@domain.com

(" Add New Condition )

Figure: "CC" Condition

Provide a value in the adjoining text field after selecting an operator.

VIl.  Media Profile ID: Select it to add a condition based upon the ID of the

media profile. It contains the following operators.
e contains

e does not contain

Condition Operator
Media Profile Id - is Select Media Profile

is not Email1

(Add New Condition )

Figure: Media Profile ID Condition

Select a media profile ID after selecting an operator.

C. You can add multiple conditions using the steps discussed above.
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‘é' Match any of the following ‘i' Match all of the following

x

Interaction Title “ contains -

Condition Operatar
Meszage v contains o

((Add New Condition )
Figure: Multiple Conditions

When multiple conditions are added, the following new options are displayed

on the top of "Conditions" Tab.

e Match any of the following: Select this option to apply any of the
conditions on the messages.

e Match all of the following: Select this option to apply both
conditions collectively. Either both conditions will be applied or no

one will be applied.

You can click "X" icon on the top right corner of an condition to remove it.

4. Actions: You can select actions in this section, which will be performed only upon
those messages which meet the pre-selected conditions. Perform the following
steps.

A. Click @ icon to add an action. it shows a section.

B. You click the drop-down menu to select any of the following actions.
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[l.  Routing Action: Select it to perform a routing action. It lets you to

assign the ticket matching the conditions to a user in any queue.

Routing Action

Assign To User

Select Campaign . Select Queue . B

Available Agents
Agent Available To Take Tickets

Any Agent

Figure: Routing Action

Perform the following steps.

a. Select the campaign in which you want to apply the action. Its

queues get enumerated in "Queue" drop-down menu.

b. Select the queue to which you want to transfer the message

that have met the conditions.

¢. Now in "Assign to User" drop-down menu, select any of the

following options.

e None: Select it to not assign the ticket meeting pre-

selected conditions to any agent.

e Available Agents: Select it to assign the ticket meeting

pre-selected conditions to any of the available agents.

e Agent Available to take Tickets: Select it to assign the

ticket meeting pre-selected conditions to any of those
agents who have marked themselves avaialble to take

tickets in Interactive Campaign.

e AnyAgent: Select it to assignt the ticket meeting pre-
selected conditions to any agent whether it is available

or not available.
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[ll.  Set Priority: Select it to set the priority to those messages which have
met the pre-selected conditions. Select "Set Priority" in the drop-down

menu.

Figure: Priority Action

Select any of the following options.

e Low: Select it to set low priority of messages that meet pre-

selected conditions.

e Medium: Select it to set medium priority of messages that

meet pre-selected conditions.

e High: Select it to set high priority of messages that meet pre-

selected conditions.

[I.  HTTP Action: Select it to apply HTTP Action (also called Webhook) to
trigger an external API to process those messages which meet the

pre-selected conditions. Please refer to "HTTP Action" Page to know

more about the same.

You can follow the same steps to add different kinds of multiple actions. They
will run in First In First Out order from top. In other words, the very first
action from top will be executed first and the other actions will be executed

sequentially.

5. Following screenshot contains the sample details.
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Routing Rules

New Rule

Rule Name*

Test

Administrator Manual

Rule Description

Rule for Media Profile

Conditions
'!‘ Match any of the following
Condition Operator
Message o contains
Condition Operator

Interaction Title

" contains

Issue

() Match all of the following

h.e

Error

A M Y
L Add MNew Condition )

Actions
h.e
To
Set Priority -
Set Priority
Medium

Figure: Adding New Rule

6. Click "Save" to create the rule.

You have to select the rule in the campaign to apply it.

C A o A
I Add New Action J

You can create multiple rules using these steps.

Following screenshot shows the multiple rules.

=
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Routing Rules

Move the rules up or down . Delete Edit D View Disabled Rules
Enable or Disable Rule

Test Rule for Media Profile

Test2 Testing Rules © v

RWTest Low Priority Messages O *

Figure: List of Rules

8.5.1.2 Rule Execution Sequence

The rules will be executed in First In First Out order from top. The very first rule on top will be

executed first and other rules will be executed in the sequential order (one-by-one) from top.

You can use the arrow icons on the right corner of every rule to move it up to increase its

priority and move it down to decrease its priority.
8.5.1.3 Enable or Disable the Rule

You can disable the rules. The disabled rules will be hidden, but you can make them visible.

You can also enable the disabled rules.
8.5.1.3.1 Disable a Rule

Select a rule and click the toggle ®0) switch to disable rule. It shows the following message.

Confirmation X

Are you sure you want to disable the rule?
-

Figure: Asking to disable the rule

Click "Yes" to disable the selected rule. The disabled rule will not be applied and will be hidden

in the list.
8.5.1.3.2 View Disabled Rules

Click to check "View Dsiabled Rules" checkbox to show the disabled rules.
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Routing Rules

Q Add Rule

View Disabled Rules

Test Ruie for Media Profile O v
Test2 Testing Rules a» Y
RWTest Low Priority Messages @O T

Figure: Displaying the Disabled Rule

8.5.1.3.3 Enable a Disabled Rule

To enable a disabled rule, click the gray toggle (I switch to enable it. The following message

is displayed.

Confirmation ®

Are you sure you want to enable the rule?

- €

Figure: Asking to enable the rule

Click "Yes" to enable the selected rule. The enabled rule will be applied in the campaign, where
it has been selected.

8.5.1.4 Edit a Rule
Perform the following steps to edit a rule.

1. Select a rule and click "Edit" button. It shows the following page.
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Routing Rules

New Rule
Rule Name*
Test
Rule Description
Rule for Media Profile
Conditions
'é‘ Match any of the following ‘:' Match all of the following
h.e
Condition Operator
Message o contains
Issue
h.e
Condition Operator
Interaction Title o contains
Error
- P
( |
L Add MNew Condition )
Actions
h.e
To
Set Priority -
Set Priority
Medium "

((Add New Action )
Figure: Edit a Rule

2. Make the required changes and click "Save". Rather, you can click "Cancel" to not edit

the rule.

8.5.1.5 Delete a Rule

The Deleted Rule cannot be retrieved back. Also, it will not be applied in the campaign where it

has been selected.

1. Select arule and click "Delete" button. It shows the following message.
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Confirmation X

Are you sure you want to delete the rule 7

Figure: Warning before deleting a Rule

2. Click "Yes" to delete the rule.

8.5.2 HTTP Action

You can select "HTTP Action" as an action while creating a rule for Media Profile in "Rule" tab
of "System Configuration". HTTP Action also called Webhook triggers an external API to
process those messages which meet the pre-selected conditions. Before going ahead to use
this options, you should know about the common definitions, data that can be accessed, API
response data, and variables. After introduction to these fields, the steps to apply HTTP Action

will be discussed.
8.5.2.1 Common Definitions
Following common attributes are used in all methods of HTTP Action in "Rules" tab.
e URL: Provide the URL of the API that has to be triggered.
e Body: It is of the following two types.

» Form-Data: Enter the body content of APl in key and value format. Both have

to be provided separately. You have to provide a key and then its value.
= Raw: Enter the body content in the raw (that is general code) format.
o Header: Provide the header of the API.

e Pre-Request Script: It should contain JavaScript Code that is executed before the
API Request. It is used to create the variables that can be used in URL, Header, and

Parameters.
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e Post-Request Script: It should contain JavaScript code that is executed after the API
Request. It is used to create the variables and consume the API response, which will

trigger through the action.
8.5.2.2 Data that can be accessed in HTTP Action Scripts

As of now, only data related to "Tickets" can be accessed through the scripts provided in the
HTTP Action. Please refer to the following table to know the data that can be accessed and

the requied function to access it.

Table: Ticket Data and its Calling Methods

Data Calling Methods for Script

ticket id ticket.getTicketld()

hasUnreadMessage ticket.getHasUnreadMessage()

process id ticket.getProcessld()
contact center id ticket.getContactCenterld()
campaign id ticket.getCampaignld()
queue id ticket.getQueueld()
assigned user id ticket.getAssignedUserld()

attached customer id | ticket.getCustomerld()

ticket source type ticket.getSourceType()

ticket source sub type | ticket.getSourceSubType()
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Data

Calling Methods for Script

escalation

ticket.getlsEscalated()

date created

ticket.getDateAdded()

last modified date

ticket.getDateModified()

list of merged ticket
ids

ticket.getMergedTicketList()

reopen count

ticket.getReopenCount()

ticket subject

ticket.getSubject()

ticket priority

ticket.getPriority()

external state

ticket.getExternalState()

first response date

ticket.getFirstResponseDate()

first resolve date

ticket.getResolveDate()

first assigned date

ticket.getFirstAssignedDate()

ticket custom field
data

ticket.getCustomFields()
Example

ticket.getCustomFields().get("d814-59414465-cf-3");

this would give the value of the custom field of with the ID d814-

59414465-cf-3 for the current ticket.
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Data Calling Methods for Script

count of outgoing
ticket.getOutgoingMessageCount()
messages

count of incoming
ticket.getincomingMessageCount()
messages

count of outgoing calls | ticket.getOutgoingCallCount()

count of incoming
ticket.getincomingCallCount()

calls

if ticket has failure
ticket.hasFailureMessage()
messages

heat value ticket.getHeatValue()

count of outgoing
ticket.getOutgoingChatCount()
chats

count of incoming
ticket.getincomingChatCount()

chats

last reopen date ticket.getLastReopenDate()

last unassigned ate ticket.getLastUnassignedDate()
ticket.getCustomerlInfo()

ticket customer Example

information ticket.getCustomerinfo().get("name");

this would give the value of the name field of the customer attached

to ticket, where name is a table definition column
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Data Calling Methods for Script

if first assign SLA is
) ticket.getFirstAssignedSlaAchieved()
achieved

if first response sla is
) ticket.getFirstResponseSlaAchieved()
achieved

if resolve sla is
) ticket.getResolveSlaAchieved()
achieved

time remaining for
) ) ticket.getTimeRemainingToAchieveFirstAssignSlalnSeconds()
first assign sla

time remaining for
) ticket.getTimeRemainingToAchieveFirstResponseSlalnSeconds()
first response sla

time remaining for
ticket.getTimeRemainingToAchieveResolveSlalnSeconds()
resolve sla

if ticket is assigned or
ticket.getHasTicketAssigned()
not

if a response is made
) ticket.getHasTicketResponded()
on ticket or not

if ticket has been
ticket.getHasTicketResolved()
resolved or not

source of the ticket ticket.getSource();

Initial target of the
ticket (same as target
of message from ticket.getInitialTarget();
which ticket was

made)
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8.5.2.3 API Response Data that can be accessed in Post Request

Script

Following APl Response Data can be in the Post Request Script.

Data Method to access the Data

Response Code Received |responseCode

Response String Received | responseString

8.5.2.4 Initialization and Accessing Variable in Scripts
Initialize a Variable
Use the following code to initialize a variable in the script.
variables.put("<variable_name>","<variable_value>");
Following is an example.
variables.put("$agent","mary");
Access a Variable in Script
Use the following code to access a variable in the script.
variables.get("<variable_name>");
Following is an example.

variables.get("$agent");

Variables that are to be used for replacement in url, headers and parameters must start

with initial $. Else replacement would not work.

Once a variable is initialized, that variable can accessed throughout the execution of

the rule. That is once a variable is initialized in an HTTP ACTION, it can be accessed in

another HTTP ACTION configured after it.

If a variable with same name is initialized when a variable with same name exists, the

value of the variable is replaced.
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8.5.2.5 Steps to apply HTTP Action

Select "HTTP Action" in the top drop-down menu of "Actions" section.

To
Http Action "

Method
GET

POST
t Post-Request Script
PUT

DELETE

Key Value @

Figure: HTTP Action

Now, perform the following steps.
1.

2. GET: Select it to retrieve the information that is identified by the API. After selecting,

the interface shows the following elements.
A. URL: Provide the URL of external API.

B. Headers: Provide the key and its value. You can provide mutliple keys here.

Method URL
GET o <protocn\>:H<domain_name>:<pnrr>4

Pre-Request Script Post-Request Script

Key Value
Autherization $roken

Key Value
Content-Type application/json

Figure: GET Method of HTTP Action

C. Pre-Request Script: Provide the JavaScript code that will run before the

execution of API.
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D. Post-Request Script: Provide the JavaScript code that will run after the

execution of API.

3. POST: Select it to send data to the server that is provided by the API. After selecting,

the interface shows the following elements.

Here, the sample code for an APl will be provided in the examples of the elements.

A. URL: Provide the URL of external API. Following is a sample URL.
<protocol>://<domain_name>:<port>/ameyorestapi/tickets/$ticketld/notes

Replace "protocol" with http or https, "domain_name" with the domain name
or IP Address of the location where Ameyo Server is installed, and "port" with

the port number such as 8888 for HTTP and 8443 for HTTPS.

B. Headers: Provide the key and its value. You can provide mutliple keys here.
For an example, we are providing following headers in key and value format.
Authorization : $token

Content-Type : application/json

C. Body: Provide the code to initialize and and access the variable.
In this example, we are providing the code in raw format in "Body" to

initialize the variable from response.

var response=responseString;
eval(\"response = \" +response + \";\");

variables.put("$noteIld",response.noteld);
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To
Hup Action v

Method URL
POST

- <protocol>://<domain_namex<port>/ameyorestapiftickets/$ticketld/notes

Body  Pre-Request Script  Post-Request Script

Key Value

Authorization $token

Key Value
Content-Type application/jsen

Figure: POST Method of HTTP Action

D. Pre-Request Script: Provide the JavaScript code that will run before the
execution of API.

Following is a sample code.

variables.put("$token","fecace70bff6eadc"); // this 1is the same

token we configured in database
variables.put("$ticketId",ticket.getTicketId());
variables.put("$ticketId",ticket.getAssignedUserId());

var  subject= note for testing http action for +

ticket.getTicketId();

variables.put("$subjectForNote",subject);

Here, the APl token has to be provided in the database so that the system

can authenticate it.

E. Post-Request Script: Provide the JavaScript code that will run after the
execution of API.

Following is an already known API Response of a sample POST Method.

{

"noteId": "d414-5a6cl6fc-Messageld-2",
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"subject": "regarding ticket resolution",
"description"”: "this is test description",
"messageType": "EXTERNAL_NOTE",

"userId": "mary",

"dateModified": 1517034536012,

"dateAdded": 1517034536012

}

4. PUT: Select it to create or replace any resource that is provided by the API. After

selecting, the interface shows the following elements.
A. URL: Provide the URL of external API.
B. Body: Provide the code to initialize and and access the variable.

C. Headers: Provide the key and its value. You can provide mutliple keys here.

Http Action -

Method URL
PUT v <pmtuml>:ff’<doma|n,name>:<purt>4

Body Pre-Request Script Post-Request Script

Key Value
Authorization Stoken

Key Value
Content-Type applicaticn/json

Figure: PUT Method of HTTP Action

D. Pre-Request Script: Provide the JavaScript code that will run before the

execution of API.

E. Post-Request Script: Provide the JavaScript code that will run after the

execution of API.

5. DELETE: Select it to delete any resource that is requested by the API. After selecting,

the interface shows the following elements.
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A. URL: Provide the URL of external API.
B. Body: Provide the code to initialize and and access the variable.

C. Headers: Provide the key and its value. You can provide mutliple keys here.

To
Http Action

Method URL

DELETE . <protocolidamain namesi<parts/

Sody  PreRequestSecripi  Poss-Request Script

Key Value

Authorization $roken

Key Value
Content-Type applicationfjsan

Figure: DELETE Method of HTTP Action
D. Pre-Request Script: Provide the JavaScript code that will run before the
execution of API.

E. Post-Request Script: Provide the JavaScript code that will run after the

execution of API.
After selecting a method, you have to provide the inputs.

You can follow the same steps to add more HTTP Actions. With HTTP Actions, you can add

"Set Priority" and "Routing" actions also.

Refer to "Steps to Add Actions" to know how to add these actions.

8.6 Routing Configuration

Here, Administrator can configure incoming call routing policies and profiles based on

incoming channel, DID or source phone. This Tab contains the following policies and their

types.
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1. DefaultCallContextProfile: We can define the call contexts (like Zap trunks, SIP
minutes) and route the calls through these contexts to a particular node flow in a

campaign. Here we need not to identify the Source / Destination number.

2. DefaultSourcePhoneProfile: This profile is used to identify a particular source
phone and route the calls coming from that number to a particular node flow in
campaign. Let's suppose if we want to do routing based on the phone number of
caller. We will select the"DefaultSource Phone Profile" from Profiles tab and define

the profile plans

3. DefaultDestinationPhoneProfile: This policy is used to route the calls landing on a
particular DID number. These calls can be routed to a particular node flow in a
campaign. Let's suppose if we want to do routing for a particular DID number or toll

free number. We will select the"DefaultDestinationPhoneProfile" and define the

profile plans.
System Routing Up Down Refresh
Policy Type Assigned Plans
cc.call.context.based. profile
c.source.contact.based.profile
Profile cc.destination.contact.based. profile

Figure: Routing Tab

Policies can be assigned by checking the "Assigned" checkbox. Uncheck this box to unassign
the policy.

Order of policies can be moved from the "Up" and "Down" button. Policy will be followed in

the sequential order from top to bottom.

Click "Apply" button to save the made changes. Rather, you can click "Cancel" button to

discard the changes.
8.6.1 Create Plan for a Policy

The Administrator can define the routing plan for the policies. Perform the following steps.

1. Check the box to select a policy.
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2. Click "-" under "Plans" header adjacent to a policy for creating a new plan. The

following pop-up is displayed on the screen.

DefaultSourcePhoneProfile *
Up Down Add
Profile Plans Search Q
Contact Action Type Sub Action Destination

Figure: Blank Plan for DefaultSourcePhoneProfile

3. Click "Add" button to add a row in the text area.

Contact Action Type Sub Action Destination

[

feature.action ¥ cccall.contextbased.prof ¥ DefaultCallContextProfile ¥

Figure: Blank Raw for DefaultSourcePhoneProfile and DefaultDestinationPhone Profile

Call Context Action Type Sub Action Destination

[

co_voicetest_DefaultVR ¥ feasture.action T default.acd.feature r v

Figure: Blank Raw for CallContextProfile and DefaultDestinationPhone Profile
4. Call Context: This field comes for CallContextProfile Plan only. You have to select
any of the following options.
A. audiocodes

B. cc_voicetest_DefaultVR
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C. softphone1
D. voip
OR

Contact: This field comes for both DefaultSourcePhoneProfile Plan and

DefaultDestinationPhoneProfile Plan. You have to provide the contact number here.
5. ActionType: It has two options.

A. Feature.action: Select it to route the call to nodeflow. When selected, Sub-

Action drop-down shows the following options.
I.  default.acd.feature
[l.  did.based.phone.feature
. manual.dial.feature

B. Profile.action: Select it to route the call to another profile plan. When

selected, Sub-Action drop-down shows the following options.

I.  cc.call.context.based.profile: Select it to transfer the call to the Call

Context based Profiles. When selected, the available Call Context

Profiles will be listed in the Destination drop-down menu.

[l.  cc.destination.contact.based.profile: Select it to transfer the call to the

Destination Contact based Profiles. When selected, the available
Destination Contact Profiles will be listed in the Destination drop-

down menu.

lll.  cc.source.contact.based.profile: Select it to transfer the call to the

Source Contact based Profiles. When selected, the available Source

Contact Profiles will be listed in the Destination drop-down menu.

6. Destination: If "feature.action" is selected in Action Type, then you have to select
the available destination numbers in this drop-down menu. If "profile.action" is
selected, you can select the relevant profile policy such as

"DefaultCallContextProfile" for "cc.call.context.based.profile" sub-action,
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"DefaultDestinationPhoneProfile" for "cc.destination.contact.based.profile", and

"DefaultSourcePhoneProfile" for "cc.source.contact.based.profile".

7. You can add multiple rows in a plan of DefaultSourcePhoneProfile.

DefaultSourcePhoneProfile X
Up Down Add
Profile Plans Search Q
Contact Action Type Sub Action Destination
I:‘ 1800181120 profile.actdon ¥ ccaallcontext.based.prof ¥ DefaultCallContextProfile ¥
I:‘ 1800181119 profile.action ¥  cocdestination.contact.ba: ¥ DefaultDestinationPhone ¥

Figure: Adding Plan for DefaultSourcePhoneProfile
8. To delete the created "Profile Plan", select that particular profile plan and click on
"Delete" button.

9. Anyincoming call will be routed depending on the sequence of profiles defined.
Profile moved at the top level will be followed first and then next defined profile will

be followed.
10. Click "Up" to move the row to up and click "Down" to move the row to down.

11. Click "Save" to save the changes. Rather, you can click "Cancel" to discard the

changes.

You can add and modify the plan for all policies.

8.7 Dispositions
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It contains two sub-tabs - Disposition Class and Disposition Plan.
8.7.1 Disposition Class

This tab is used to define disposition codes and classes for the calls. Disposition class is a set
or logical grouping of disposition codes. Disposition code is the reason of call disconnection

which agent selects while disposing any call.

Disposition Class | Disposition Plan

Disposition Class Refresh ) () m
Co ¢ men

Name Dispesition Code Type

Sale Sale

schedule.callback Callback

system user forced.logged off user ransferred.to.jvr,user transferred to.campaign,user.ra...

O o0oooooood
3

telecom.is: suss No Woice, Already hungup,Abrupt disconnection,Echo, Customer not able to hear,Cu..

Figure: Disposition Class

Administrator can perform the following steps here.

1. The Administrator can add "Disposition Class" by clicking "Add" button. "User

Defined" type will appear for the Administrator created disposition classes.

2. The Administrator can also add "Disposition Code" by clicking "Add New Code"

option for a disposition class.
8.7.2 Disposition Plan

This tab is used to create disposition plan and assign the disposition codes in that plan. From
here, administrator can select the disposition codes which needs to be assigned in created

disposition plan.
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Disposition Class Disposition Plan
Disposition Plan Refresh @ m

Name Enabled Code Type Code Assignment
D DefaultOVCDispositionPlan 20 user forced.logged.off user.transferred.to.iv.
D DefaultVADispositicnPlan 20 user forced.logged.off user.transferred.to.iv...
D DefaultVBCDispositionPlan 20 user forced.logged.off,user.transferred.to.iv...
D DefaultCCDispositionPlan 9 user forced.logged.off user.transferred.to.iv..,
D DefaultVRCDizpositionPlan 20 user.forced.logged.off,user transferred.to.iv...
D DefaultCSTACDispositicnPlan 20 user forced.logged.off user.transferred.to.iv...
D DefaultAQOVCDispositionPlan 20 user forced.logged.off,user.transferred.to.iv...

Figure: Disposition Plans

Perform the following steps.

1. To add a new Disposition Plan, click "Add" and provide a name in the text field and
click "Add New Code" to add the code.

Mame Enabled Code Type Code Assignment

|:| DefaultAOVDPlan } User defined Add new code

Figure: Adding New Disposition Plan

"User Defined" will be the type for custom disposition plans added by the

Administrator.

2. To change the code for an existing disposition plan, select it and click "Code
Assignment option". It shows the following box for both adding and modifying the

code assignments.
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Plan : DefaultQVCDispositionPlan

-

zchedule.callback

Callback

-

v EEE

v EEIE

-
Others
Foreign Language
-

|:| telecom.izsues

I:' Mo Voice
Already hungup

Abrupt disconnection

Echo

Customer not able to hear

Customer volume too low

Agent volume too low

Vaoice breakage

Conference voice breakage

Conference disconnection

g
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Figure: Add or Modify Code Assignments for any Disposition Plan

3. Select the checkboxes of different disposition codes which has to be assigned in that
disposition plan. Uncheck those which you do not want to assign in the selected
disposition plan.

4. Click "Apply" to save the changes. Rather, you can click "Refresh" button to discard

the changes.

5. Administrator can also delete a particular disposition plan by selecting that plan and
click on "Delete" button. It shows a warning message before deletion. Click "Yes" to

delete the selected disposition plan, whereas you can click "Cancel" to not delete it.

8.8 Skills Tab (Licensed Feature)

Skill-based routing (SBR) is a component of automatic call distributor (ACD) systems that filters

and directs incoming inquiries to call center agents with the most applicable skill sets.

Skills Management Refresh @ m

Skill Name Last Updated Users Assigned Skill Lavel Skill In Queues Assign Usars

Figure: Skills Tab

By closely matching an incoming call to the call center agent best-prepared to address a
particular issue, callers experience shorter wait times and faster resolution of their issues,
reducing Average Handle Time. Because the agents are trained for more specific skill sets,

less training is required.

Furthermore, the most highly-skilled agents can be assigned to important clients, targeting

resources where they will provide the most return for the call center. These factors
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significantly reduce abandon rates and increase agent utilization, productivity and overall call

center efficiency.

As per different Queues/DIDs, different skills can be created.
8.8.1 Create a Skill

Administrator may create new Skills by following below steps.

1. Click "Add" button. It shows a row in the blank area.

Skill Name Last Updated Users Assigned Skill Level Skill In Queues

1 [New Skill Name : ’ Add Skill Level - Manage Users
Figure: Adding a New Skill

2. Enter Skill name and define skill levels by clicking "Add Skill Level”. It shows the
following pop-up.

Skill Level Delete m

Skill Level Weight

Figure: Row to Add a Skill Level

Here, click "Add" button to add a skill level. Enter the name of skill level and its

weightage.
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Skill Level Delete m

Skill Level Weight
D Lowr Level 1 v
D Beginners 2 T
I:‘ Intermediate 3 v
|:| Expert 4 v
D Advanced 5 v

Figure: Adding Skill Levels

You can select a skill level name and click "Delete" it.

After adding the required skill levels, click "Save" to save them. Whereas you can click
"Cancel" to discard the changes.

When you click "Save", it takes you back to the main that shows the list of added Skill

Levels.

3. Assign the users in the respective skill by clicking "Manage Users" button.

Manage User X
Available Users 1-90f9 Search Q Assigned Users 120f2 Search Q
= User ID User Name = User ID User Name Skill Level
v analystl analyst] v est125 test125 Low Level v
(>
v analyst2 analyst2 ~ O Test Testl Low Level v
()
vy testpal testpa’l B
v test123 Testi23
v testel restel
Il testpa2 testpaZ

Figure: Manage Users

Q.
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Perform the following steps here.
A. Select the user from "Available" section.

B. Click on ">" symbol to assign the user. If administrator wants to unassign a
user from the campaign, then simply select the user and click on "<" symbol
to unassign that user.

Assigned users will be listed in "Assigned" section.

C. To unassign users, select the users in "Assigned Users" section and click <

icon.
D. Click "Save" button to save the changes.

4. Click "-" icon under "Skill in Queue" header and select the campaign and the queue in

which the created skill will be assigned.

5. Click "Apply" to apply the changes.

Rather, you can click "Refresh" to discard the changes.You can add multiple skills

here.
Skills Management Delete Refresh m m
Skill Name Last Updated Users Assigned Skill Level Skill In Queues Assign Users
English J 7 Low Level, Intermed... 5 Manage Users
O Japane: se - 3 o Ll ke St B Manage Users

Figure: Added Skills

8.8.2 Delete a Skill

The deleted skill cannot be retrieved. Also, the deleted skill will not be applied in the selected

gueue and campaign.

To delete a skill, select it and click "Delete" button. The warning message is displayed on the

screen. Click "Yes" to delete the selected skill. Else, click "No" to not delete the
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8.9 Exclusions

If administrator wants to exclude few numbers that should not be dialed in the system, then

they can be uploaded in exclusion tab by adding leads.

Exclusion Lead List Create Exclusion

Exclusion Lead Name Enable

O default

Figure: Exclusions Tab

Administrator can perform the following steps.

1. Click "Create Exclusion" to create a new exclusion lead. It shows the following pop-

up.

Exclusion Lead Details

Exclusion Lead

|:| Enable Exclusion Lead

Header Mapping

Phone

Figure: Exclusion Lead Detail

Here, you have to perform the following steps.
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A. In exclusion lead column, enter the name of the lead.
B. Check "Enable Exclusion Lead" box to enable the new lead being created.

C. Click "Browse File" to select the location and the CSV file. Click "Open" button
to upload that file.

D. In Header Mapping, Administrator can map the file headers of lead with

phone1, phone2, phone3, phone4, phone5, timezone, and name headers.
Exclusion Lead Details

Exclusion Lead

ExclusionListi

Enable Exclusion Lead

File

Exclusion.csv

Header Mapping

Phone

Phone Mumber City Timezone

Figure: Sample Exclusion Lead
E. Click "Save" to save the changes.
Rather, you can click "Cancel" to discard the changes.

2. After clicking "Save", it takes you back to the main page that shows the created

exclusion list.You can create the multiple exclusion leads here.

Exclusion Lead List Delete ) ( Edit ) (NI

Exclusion Lead Name

m

nable

< I
o o=
-
S <

O ExclusionList2

<]

Figure: Exclusion Leads

Q.
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8.9.1 Disable or Enable an Exclusion Lead List

Uncheck "Enable" box for any lead to disable it. You can check this box again to enable it.
8.9.2 Edit an Exclusion Lead List

Select an Exclusion Lead and click "Edit" to edit it.

8.9.3 Delete an Exclusion Lead List

The delete exclusion lead cannot be retrieved back. Also, it will not be applicable in the selected

campaign.

Select an Exclusion Lead and click "Delete" to delete it. A warning message is displayed on

screen. Click "Yes" to delete it else you can click "No" to not delete it.

8.10 Voice Mail (Licensed Feature)

Voice Mail is a method of storing voice messages electronically for later retrieval by

administrator and supervisor.

Voice Mail refresh | (DD

Voice Mail Configurations Voicemail @)

["] Notification Email IDs

v

Welcome Voicemail Prompt Finish Voicemail Prompt

Figure: Voicemail

1. This feature is licensed. This tab will be only visible if voicemail license is procured at

the center.

2. The Administrator can enable Voicemail feature at system level if enabled by sliding
the "voicemail" bar towards right. If this is not enabled, then voicemails will not be

recorded.
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3. To enable sending the voicemail's notifications, administrator needs to check the

"Notification Email IDs" checkbox.

A. Notifications Email IDs: Administrator can enter the multiple email ids

(gmail domain only) separated by comma.

B. Welcome Voicemail Prompt: Select the welcome voicemail prompt from the

drop down field.

C. Finish Voicemail Prompt: Select the finish voicemail prompt from the drop

down field.

4. Click "Apply" button to save the changes.

Rather, you can click "Refresh" to discard the changes.

8.11 Holiday/Office Timings (Licensed Feature)

Holiday/Office Timings is a feature which defines the holiday and office hour timings. This
feature is licensed. This tab will be only visible if holiday/ office timing license is procured at

the center.

@ AMVIEYD ©2018 Page 213



Ameyo 4.3 Administrator Manual

Time Management Refresh
Working Hours Day Start Time End Time (e ]
Monday - . Rfummm Add
T hh:mm:ss hhimm:ss fisd
Wedriesday e i Add
ity hh:mm:ss . e “
saturday hh:mm:ss hh:mm:ss fdd
Sunday P— hhmin Add
Holiday Configuration a
SEPTEMBER 2018 Date/Day Policy Type Reason
Sun Men Tue Wed Thu Fri Sat
1
2 3 4 5 6 7 8
9 10 1 12 13 14 15
16 17 18 19 20 21 22
23 24 25 26 27 28 29
30

Figure: Holiday/Office Timings Tab
8.12  Working Hour Configuration

Perform the following step to configure the working hours.

1. The Administrator can enable office hour at system level under Time Management

by sliding the working hours bar towards right to enable working hours.

If this is not enabled, then office hour configuration will not be configured.
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2. Click the time box under "Start Time" for any day to add the time when the working

hours start. It shows a pop-up, in which you can select the hours, minutes, and

seconds.
Time Management Refresh
” " Stare Time End T @O
! a E hh:mm:ss E hh:mm:ss Add
Tuesday Choosa Time Choose Time Add
Time wm [ 0o v Time 00 v 0w v 0
Add
Dene Done
Thursday u THLTTITT. A
Friday T Add
e hhimmiss fad

Figure: Define Working Hours

3. Click "Add". You can provide the working hours for all seven days as displayed in the

following screenshot.

Time Management Refresh
Working Hours Day Start Time End Time o«

09:00:00 E 23:00:00 [Pz [z

09:00:00 E 23:00:00 b=z

09:00:00 23:00:00 Delete

02:00:00 E 23:00:00 LG

09:00:00 E 23:00:00 Pzl

10:00:00 E 19:00:00 [Pz [z

12:00:00 E 18:00:00 iz i

Figure: Defined Working Hours

To delete the working hour for a day, click "Delete" for that row.

8.12.1 Holiday Configuration
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The Administrator can enable Holiday at system level under this option by sliding the holiday

configuration bar towards right. If this is not enabled, then holiday configuration will not be

configured.
Holiday Configuration [ o]
SEPTEMBER 2018 Date/Day Policy Type Trem
Sun Mon Tue Wed Thu Fri Sat
1
2 3 4 5 6 7 8
9 10 " 12 13 14 15
16 17 18 19 20 21 2
23 24 25 26 27 28 29

30

Figure: Holiday Configuration

Perform the following steps.
1. Administrator can select the date from calendar to mark different days as holiday.

2. Click a day to mark that day as Holiday or Working Day using the following pop-up.

Create Holiday

(@ Date () Day
09/23/2018 Sunday
Policy Type

"é' Holiday II:II Working Day
Reason
Weekend

Figure: Create Holiday or Working Day

3. Date: Click "Date" if you only want to mark the selected date as Holiday or Working
day.

After selecting it, select any of the following options.
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e Holiday: Click it to mark the selected day as a holiday.
e Working Day: Click it to mark the selected day as a working day.
Click "Save" to mark it as the selected option.

4. Day: Click "Day" if you want to want the holiday or working day to repeat on the

same day.

Create Holiday

() Dare (@) Day
09/23/2018 Sunday
Policy Type
'E.::' All Days 'Z:::::' First Alternative Days 'Z::::Z' Second Alternative Days

Reason

Weekend

Figure: Create Reoccuring Holidays

After selecting it, select any of the following options.
e All: Select it to mark all days in the month as the holiday.

e Holiday on an alternate day mean if the holiday is marked on the first week then
the next holiday on the same day will be on the third week. There will be no holiday

in the second week on the selected day.

Here, you can select whether to start alternate holidays on first week or second

week.

o First Alternate Days: Select it to start the alternate holidays on the selected

day from the first week itself.

o Second Alternate Days: Select it to start the alternate holidays on the

selected day from the second week itself.

5. Provide areason to create a holiday or weekday.
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6. Click "Save" to save the day.
Rather, you can click "Cancel" to discard it.The selected holiday will be listed in the

right side section.

Following is a sample screenshot.

Holiday Configuration [ o]
SEPTEMBER 2015 Date/Day Foticy Type Reason
Sun Mon Tue Wed Thu Fri Sat
4 Sunday Al Days Weekend x
E i T
Saturday First Alternative Days Saturday x
2 3 4 5 6 7 8 Friday Second Alternative Days Collection Team Closure x
9 10 11 12 13 14 15

16 17 18 19 20 21 22
23 24 25 26 27 28 29
30

350 i e

Created the holidays

To delete a holiday, click "X" for a holiday in the right side section.

8.13  Spam Filter Configuration

Spam Filter Configuration allows you to block the auto-creation of tickets for the messages
received from specific email addresses, Facebook users, and Twitter users. This filtration is
based upon keywords. No ticket will be created for the messages received from those email

addresses, Facebok users, and Twitter users which contains any of the specified keywords.
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Spam Detection Configuration Refresh m

Email

Enter comma seperated keywords to avoid making ticket from incoming mail with any of these keywords

Facebook

Enter comma seperated keywords to avoid making ticket from incoming post with any of these keywords

Twitter

Enter comma seperated keywords to avoid making ticket from incoming tweet with any of these keywords

Figure: Spam Filter Tab

You just have to enter the comma separated list of keywords in the provided text boxes and

click "Save" button.

Spam Detection Configuration Refresh m

Email

spam, block, reply, chat

Facebook

spam, block, reply, chat

Twitter

spam, block, reply, chat

Figure: provided the list of spam keywords

8.14  Rule Engine Tab

Instead of uploading the separate leads in separate campaigns, you can upload the leads

centrally in Ameyo and use this "Rule Engine" Configuration to automate what leads shold go

to which campaign.
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O Order Name Condition Type Action Campaign Action Lead Action Type Condition

Figure: Rule Engine Tab

8.14.1 Create a Rule

Perform the following steps to create a rule.

1. Click "Add" to create a new rule using the following pop-up.

Add Rule b4

Rule Name 1

Condition

Table Definition
DefaultTableDefinition “

LHS Operator
RHS
name ~ < -

. Any of the following IZ::Z' All of the following m

LHs Operator RHS5

Figure: Pop-up to add a box

2. Provide a name for the new rule.
3. Select the default or another custom table definition.

4. In LHS (Left Hand Side) drop-down menu, you have to select any of the following

options.
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e twitter

e timezone

o facebook

e phone2
e name

e phone3
e phone4
e phone5
e email

e phonel

5. After selecting an option in LHS, you have to select any of the following oeprators in

"Operator" drop-down menu.

. >
6. Now, provide a value in "RHS" text field.

7. Click "Add" to add this filter. The added filter will be listed as a row in the textarea.
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Add Rule b4

Rule Name

Test2 2

Condition

Table Definition
DefaultTableDefinition

LHS Dperator

phonel o I= " e

. Any of the following IZ::Z' All of the following m
LHS Operator RHS

phonet < 120012213444 i

phonet = 1280012213444 i

Figure: Sample Details to add a Rule

As per above screenshot, the leads having number less than 180012213444 and not
equal to 180012213444 will be filtered for a campaign.

You can add multiple filters using these steps.

8. You can select any of the followiong option to specify the applicability of the multiple

filters.
o Any of the following: Any of the listed filters should be matched.
o All of the following: All listed filters should be matched.

9. Click "Next" to proceed. It shows the following pop-up.
Add Atomic Rules b4

Type

New

Campaign

TestQutbound

Lead
DefaultLead

o

Cancel Back m

Q.
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Figure: Adding Atomic Rule

10. You have to select any of the following rule type here.
e New: Select it to create a new rule for the selected campaign.

o Update and Migrate: Select it to update the existing rule and migrate these

new conditions to it.
e Update: Select it to update the existing rule in the selected campaign.
11. Select the campaign for which you want to create the rule.

12. In "Lead" drop-down menu, you have to select the lead upon which the rule will be

applied.

13. Click "Finish" to create the rule.You can create multiple rules for same or different

campaigns to filter the same or different leads using these steps.

— Order Name Cendition Type Action Campaign Action Lead Action Type Condition
O 1 Test Any TestOusbound Defaultlead New

~ 2 Test2 Any Testinbound Defsultlead New

Figure: Added Multiple Rules

8.14.2 Priortize the Rules

The rules are executed in sequential order from top to bottom. Perform the following steps

to manage the prioritization of multiple rules.
1. Selectarule.

2. Click "Move Up" to move the rule up. Now, this rule will be executed before other

rules located below.

3. Click "Move Down" to move the rule down. Now, this rule will be executed only after

the execution of rules located above.
8.14.3 Edit a Rule

Perform the following steps to edit a rule.
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1. Select a rule and click "Edit" button. It shows the following pop-up.

Add Rule b4

Rule Mame

Test2 2

Condition

Table Definition

DefaultTableDefinition

v

LHS Operator

phonet o = o e

@ Any of the following () All of the following m
LHS Operator RHS

phone1 < 180012213444 [ ]

[ S | [ A0NNATINAT A4 4 [ ]

Figure: Edit a Rule

2. You can make the following changes here.
e Rule Name
e Table Definition
e LHS
¢ Operator
e RHS

3. Click "Next" to proceed.
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Add Atomic Rules b4

Type
New V
Campaign

Testinbound

Lead

DefaultLead "

Cancel Back

Figure: Edit a Rule

4. Here, you can make the following changes.
e RuleType
o Campaign
e Lead

5. Click "Finish" to save the changes.
Rather you can click "Cancel" to discard the changes.

You can click "Back" to go back to the previous pop-up of editing the rule.

8.14.4 Delete a Rule

The Deleted Rule cannot be retrieved back. Also, the deleted rule will not be applicable on the

selected campaign.

Perform the following steps to delete a rule.
1. Select arule and click "Delete". The following warning message is displayed on the

screen.

Confirmation x

Are you sure you want to delete 1 Rule ?

- €
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Figure: Delete a Rule

2. Click "Yes" to delete the rule.

Rather, you can click "No" to not delete the rule.

8.15 Automation Rule

8.15.1 Automation Rules

The Automation Rules allows you to create the timer-based and event-based rules that runs

automatically.

Automation Rule

Event Based Rules Timer Based Rules

Figure: Automation Rule Tab

Click the following rules to know about the two types of Automation Rules.

1. Event-based Automation Rule

2. Timer-based Automation Rule

8.15.2 Event Based Automation Rules

The event based rules are executed automatically upon detecting the occurence of an event.
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Automation Rule

Event Based Rules Timer Based Rules

Figure: Automation Rule Tab

8.15.2.1 Create an Event Based Rule

Perform the following steps to create an event-based rule.

1. Click "New Rule" to create a new rule. The following fields are displayed in the blank

area.

Q.

AMVIEYD ©2018 Page 227



Ameyo 4.3 Administrator Manual

Event Based Rules Timer Based Rules

Event Based Rules

New Rule

Rule Description

Rule Name*

Process

Any ~

Events

Event Type

MNew Ticket Created v

Conditions

Actions

I:‘ Stop Execution after this rule Cancel m

Figure: Add an Event Based Rule

2. Provide a name for the new rule.
3. Provide a description for the rule.
4. Select a process in which the rule will be applicable.

5. After selecting, the process, you have to select the campaign in which the rule will be

applicable.
6. Events: Select any of the following events for which you want to create this rule.

e New Ticket Created: This event is generated when a new ticket is created in

Ameyo through email, call, manual, or any API.
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e New Lite Ticket Created: This event is generated whenever an update to lite
ticket is detected such as escalation is changed, priority is changed, status is

changed, new message is received, subject is changed, and others.

e Ticket Updated: This event is generated whenever an update to a ticket is
detected such as escalation is changed, priority is changed, status is changed,
new message is received, subject is changed, and others. Selecting it shows

an adjacent drop-down menu containing the following options.

Event Type
Ticket Updated - By Agent w

Figure: Ticket Updated Event

o Ticket Transferred To Agent: This event is generated whenever a ticket is
transferred from Supervisor to Agent (vice versa) or Agent to Agent and auto-
assigned to agent in queue. Selecting it shows two adjacent drop-down

menus that lets you select the ticket assignor and ticket assignee.

Event Type
Ticket Transferred To Agent

Figure: Ticket Transferred to Agent Event

o Priority Changed: This event is generated whenever the priority of any ticket
is changed to "Low", "Medium", and "High". Selecting it shows the two
adjacent drop-down menus that lets you select the previous and current

priority value.

Event Type
Pricrity Changed

Figure: Priority Changed Event

o Private Note Added: This event is generated whenever a private note is

added to the ticket.
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e Public Note Added: This event is generated whenever a public note is added

to the ticket.

e Message Sent: This event is generated whenever a message is sent out as

reply from ticket.

o Ticket Status Changed: This event is generated whenever the status of a
ticket is changed. Selecting it shows the two adjacent drop-down menus that

lets you select the previous and current ticket status.

Event Type
Ticket Status Changed v From Any v

Figure: Ticket Status Changed Event

o Heat Value Changed: This event is generated whenever the Heat value is
changed, greater than or less than a defined value. Selecting it shows a drop-
down menu (to select a sub-condition) and a text field to provide user

defined value.

Figure: Heat Value Changed Event

* Mail Sending Failed: This event is generated whenever the mail sending is

failed due to the failure of Exchange Server or internal mail service.

e Custom Field Updated: This event is generated whenever a custom field is

updated or changed. Selecting it shows an adjacent drop-down menu.

nt Type
Custom Field Updated v

Figure: Custom Field Changed Event

o Ticket Escalated: This event is generated whenever a ticket is escalated.

o Ticket Deescalate: This event is generated whenever a ticket is de-escalated.
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e Ticket Picked Manually: This event is generated whenever a ticket is picked

manually.

o Resolve SLA Breached: This event is generated whenever the SLA (Service

Level Agreement) of resolving a ticket is breached.

o First Assign SLA Breached: This event is generated whenever the very first

assigned SLA (Service Level Agreement) of a ticket is breached.

o First Response SLA Breached: This event is generated whenever the very

first response SLA (Service Level Agreement) of a ticket is breached.

e New Message Received: This event is generated whenever a new message is

received.
e Ticket Reopened: This event is generated whenever a ticket is reopened.

7. Conditions: Here, you can specify the conditions based upon which the actions will

be taken. Perform the following steps.

A. Click @ icon in the middle of "Condition" box to add a new condition. It

shows the following section.

Condition Operator

Media Profile Id v i o Select Media Profile "

Figure: Add a Condition

B. Click "Condition" drop-down menu to select any of the following conditions.
I

[l.  Media Profile ID: Select it to add a condition based upon the ID of the

media profile. It contains the following operators.
o is

e isnot
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x
Condition Operator

Media Profile Id
Media Profile w Select Operator Emaill

is

is not

((Add New Candition )

Figure: Condition for Media Profile

Select a media profile ID after selecting an operator.

lll.  Ticket Status: Select it to add a condition based upon "Ticket Status".

It contains following operators.

e IS
e Isnot
b
Condition Operator Media Profile Id
Ticket Status . Select Operator Emaill

s

is not

(" Add New Condition )

Figure: "Ticket Status" Condition

Provide a value in the text field after selecting an operator.

IV.  Current Time: Select it to add a condition based upon "Current

Time". It contains following operators.
o is
e isnot
e greaterthan

e lessthan

e Within
x
Condition Operator
- Time
Current Time v Select Operator

is
is not
greater than E\ Add New Condition )

less than

Within

AMEYO © 2018
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Figure: "Current Time" Condition

Provide a value in the text field after selecting an operator.

V.  Queue: Select it to add a condition based upon "Queue". It contains

following operators.
o is
e isnot
e greaterthan
e lessthan

e Within

Condition Operator Queue
Queue ~ Select Operator

is not

——————————,
(_ Add New Condition )

Figure: "Queue" Condition

Select the queue after selecting an operator.

VI.  Priority: Select it to add a condition based upon "Priority". It contains

following operators.
o is
e isnot

Condition Operator

Priority v Select Operater Lows

Medium

( Add New Condition )
Figure: "Priority" Condition

Select an operator and then select a priority value.

VIl.  Subject: Select it to add a condition based upon the subject. It

contains following operators.
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e s
e isnot
e contains

e does not contain
e ends with

e starts with

ontains (Add New Condition )

Figure: Subject Condition

VIII.  After selecting an operator, provide a value in the adjoining text field.

IX.  Other Conditions: In addition to above, following other conditions
are also available. They are listed here collectivity as the steps to

select any of them is similar.
e timezone: Select it to set a condition based on timezone.
e twitter: Select it to set a condition based on Twitter username.

o facebook: Select it to set a condition based on Facebok

Username.

e phone2: Select it to set a condition based on phone number

given in "phone2" field.
e name: Select it to set a condition based on customer's name.

e phone3: Select it to set a condition based on phone number

given in "phone3" field.

e phone4: Select it to set a condition based on phone number

given in "phone4" field.
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e phoneb5: Select it to set a condition based on phone number

given in "phone5" field.
¢ email: Select it to set a condition based on email address.

e phonel: Select it to set a condition based on phone number

given in "phone1" field.

After selecting any of the above condition, you have to select any of

the following operators.

Condition Operator

Twitter ~ Select Operator

is
is not

(" Add New Condition )
L )

Figure: Other Condition

Provide a value in the adjoining text field after selecting an operator.

C. You can add multiple conditions using the steps discussed above.

Conditions

'i' Match any of the following ':' Match all of the following
x
Condition Operator Media Profile Id

Media Profile " is " Emaill o

Condition Operator

Subject Selecr Operator v Issue

((Add New Condition )
Figure: Multiple Conditions

When multiple conditions are added, the following new options are displayed

on the top of "Conditions" Tab.
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e Match any of the following: Select this option to apply any of the

conditions on the messages.

e Match all of the following: Select this option to apply both
conditions collectively. Either both conditions will be applied or no

one will be applied.

You can click "X" icon on the top right corner of an condition to remove it.

7. Actions: You can select actions in this section, which will be performed only upon
those messages which meet the pre-selected conditions. Perform the following

steps.

A. Click @ icon to add an action. it shows a section.

B. You click the drop-down menu to select any of the following actions.

[l.  Escalate Ticket: Select it to escalate the tickets which meets the pre-

selected conditions.

E=zcalare Ticket v true

false

T
( Add New Actien )
\ J

Figure: Escalate Ticket

Select any of the following operators.
e true: Select it to escalate the ticket.
o false: Select it to not escalate the ticket.

.  Set Custom Field: Select it to set a custom field on those tickets who

meet the pre-selected conditions.
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Set Custom Field

(Add New Action )

Figure: Custom Field Action

Select a custom field from the provided options.

IV.  Transfer Ticket to Queue: Select it to transfer those tickets to the
selected queue and the selected agent which meets the pre-selected

conditions.

(" Add New Action )
\ J

Figure: Transfer to Queue

Select a queue and then select any of the following option in "Assign

to User" drop-down menu.

e Available Agent: Select it to transfer the agent who is available

either to take call or take ticket.

e Agent Available to Take Tickets: Select it to transfer the agent

who is available to take ticket.

e AnyAgent: Select it to transfer the ticket to any agent whether
the agent is available for call, email, or chat or not available at

all.

V.  Send Email To: Select it to send an email to any recipient for those

tickets which meets the pre-selected conditions.
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Send Email To o

Media Profile
Emaill . Insert Placeholder

Subject*

M
AY
-
~
i
3
i
=
K
&
g
g
L)
&
‘
|=
fii
iii
‘
A
‘
H

("Add New Action )

Figure: Send Email To Action

e Enter the email address of the recipient in the very first text

field.
o Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using

the provided tools.

¢ You can click "Insert Placeholders" button to add the

placeholders in the message body.

Placeholders
Ticker Fields

Ticket Id Subject Internal State External State Priority Assigned User Id

Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.
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Send Email To . manager@domain.com

Media Profile
Emaill o Insert Placeholder

Escalation Email

I=
i
iiil
‘
1A
'
B

-2 B | I |U | x ~ OpenSans-Regular 1 -

This is an escalation email. The issue of the {{ticket:Ticket Id}} in {fticketinternal State}} is being escalated

Figure: Sample Email

VI.  Send Email To All Supervisors: Select it to send an email to all

supervisors for those tickets which meets the pre-selected conditions.

x
Send Email Te All Supervisors "
Media Profile
Email - Insert Placeholder
Subject*
“£L | B | I | U|X|| ~Robow 15 -lA = | =] -1 |

( Add New Action )

Figure: Send Email To All Supervisors

o Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using

the provided tools.

¢ You can click "Insert Placeholders" button to add the

placeholders in the message body.
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Placeholders x

Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

x
Send Email Ts All Supervisors .
Media Profile
Emailt . Insert Placeholder
Subject

L B | I U | X ~ OpenSans-Regular 1 A | == -5 -8

o | M|+ 52 IFSY %]

Please note that this issue {{ticket:Ticket Id}} dated {{ticker:Creation Date}} is in {{sicketinternal State}}. Please get it resalved at the earliest]

Figure: Sample Email

VIl.  Send Email To Agent: Select it to send an email to the selected agent

for those tickets which meets the pre-selected conditions.

Actions
x
Send Email To Agent L sl .
Media Profile
Emaill - Insert Placeholder
Subject*
L B | I | U|x ~ OpenSans-Regular 1 - A = |=| -5 - H

(" Add New Action )
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Figure: Send Email To Agent

e All'the agents in the already selected campaign and process
will be listed in the drop-down menu. Select an agent to whom

you want to send the email.
o Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using

the provided tools.

¢ You can click "Insert Placeholders" button to add the

placeholders in the message body.

Placeholders

Ticket Fields

Ticket Id Subject Internal State External State Priority Assigned User Id

Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Email To Agent L restel .

Media Profile
Emaill Insert Placeholder

Email for Ticker

~£| 8| I |UY|X| -opensans-Regular -1 M RS -8
B+ B|o| @
This Ticket {{ticket:Ticket |d}} dated {{ticket:Creation Date}} has been assigned to you. Fix the issue.
Figure: Sample Email
VIll.  Send Email To All Agents Assigned to Queue: Select it to send an

email to all agents assigned to the queue for those tickets which

meets the pre-selected conditions.
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Send Email To All Agents Assigned To Queue

Media Profile

Email1 " Insert Placeholder

Fubjects

(" Add New Action )

Figure: Send Email To All Agents Assgined to the Queue

o Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using

the provided tools.

¢ You can click "Insert Placeholders" button to add the

placeholders in the message body.

Placeholders
Ticker Fields

Ticket Id Subject Internal State External State Priority Assigned User Id

Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.
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Send Email Te All Agents Assigned To Queue

Media Profile
Emaill - Insert Placeholder

Email for All Agents

-£ B | I | U | X  ~-openSans-Regular -1

This ticket {{ticket:Ticket Id}} dated {{ticket:Creation Date}} in {{ticket:Internal State}} has to be resolved ASAP. It has been assigned to your

ueue.

Figure: Sample Email

IX.  Send Email To Requester: Select it to send an email to the requester

for those tickets which meets the pre-selected conditions.

Send Email To Requester "
Media Profile
Email1 . Insert Placeholder
Subjectt
. = | =
s B | I |U | x ~ Roboto "5 - A E|E| L -H

(Add New Action )

Figure: Send Email To Requester

o Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using

the provided tools.
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¢ You can click "Insert Placeholders" button to add the

placeholders in the message body.

Placeholders x

Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Emall Te Requester .

Media Profile
Emaill Insert Placeholder

Update upon your issue

-£ | B | I |U| X | -gpenSans-Regular 11 -lA ==L -H
o | ml+| @ o | @
Your Ticket Number {{ticketTicke Id})} dated {{ricker:Creation Date}} is being processed

Figure: Sample Email

X.  Send Feedback To Requester: Select it to send a feedback email to
the requester for those tickets which meets the pre-selected

conditions.
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x
Send Feedback To Requester -
Media Profile
Emailt - Insert Placeholder
bubject*
- £ B | I | U X ~ Rohoto ~15 - =E|=E| - - H

{ffeedback:form}} Do not delete. Feedback form will be olaced here.

AN A
[ Add New Action )

Figure: Send Feedback To Requester

Select the media profile in "Media Profile" drop-down menu.

e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using

the provided tools.

¢ You can click "Insert Placeholders" button to add the

placeholders in the message body.

Placeholders

Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Do not delete {{feedback:form}} as this is the placeholder for the

Feedback form. If it is deleted, feedback form will not be placed.

Following is screenshot of such a message.
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Send Feedback To Requester

Media Profile

Email nsert Placeholder

Feedback for the Issue.

>
iii
iii
1
IE]
1
=]

u ~ OpenSans-Regular -1 -

ully resolved your issue {{ricket:Ticket Id})} dated {{ticker:Creation Date}}. Please share the fesdback, which will help us

{{feedbackiform}}

Figure: Sample Feedback Email

XI.  Assign Ticket to Agent: Select it to assign those tickets to the

selected agent which meets the pre-selected conditions.

Assign Ticket To Agent w testel

Figure: Send Email To All Supervisors
The agents available in the previously selected campaign and process

are listed in the drop-down menu. You just have to select the agent

here.

Xll.  Set Status: Select it to set the status of those tickets which meets the

pre-selected conditions.

Set Status

(Add New Action )

Figure: "Set Status" Action

Xlll.  Priority: Select it to increase or decrease the priority of those tickets

which meets the pre-selected conditions.
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Priarity v Increment

Decrement

(Add New Action )
Figure: "Priority" Action

Select any of the following options in the drop-down menu.
e Increment: Select it to increase the priority of the ticket.
e Decrement: Select it to decrease the priority of the ticket.

XIV.  Set Priority: Select it to set the priority of those tickets which meets

the pre-selected conditions.

Set Priority “~ Low

Medium
High

(Add New Action )
Figure: "Set Priority" Action

Select any of the following options in the drop-down menu.

e Low
¢ Medium

XV.  HTTP Action: Select it to apply HTTP Action (also called Webhook) to
trigger an external API to process those messages which meet the

pre-selected conditions. Please refer to "HTTP Action" Page to know

more about the same.

You can follow the same steps to add different kinds of multiple actions. They

will run in sequential order from top to bottom.

8. Following is a sample screenshot containing an Event-Based Rule with sample

details.
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Automation Rule

Event Based Rules Timer Based Rules

Event Based Rules

New Rule

Rule Name*

Rule Description

Testl Testing Event Based Rule
Process Campaign
Testing v Testlnteraction v
Events
Event Type
Ticket Updated v By Agent ~
Conditions
Match any of the following Match all of the following
X
Condition Operator
Subject o contains " Issus
x
Condition Operator Priority
Priority v is o High v
I . ™y
S Add New Condition )
Actions
»
Send Email To All Supervisors -
Media Profile
Emaill o Insert Placeholder
High Level Issue
>
L B I u x T OpenSans-Regular T 14 - A = -5 - H
o M|+ || B3|« @
Get it resolved.
CO "
‘ Assign Ticket To Agent testel o
»

Send Email To Requester
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Figure: Sample Event-based Rule

9. You can check "Stop Execution after this rule" box to stop the execution of other

selected actions in this rule.

10. Click "Save" to create the rule.You can create multiple rules for same or different

campaigns to filter the tickets using these steps.

Event Based Rules Timer Based Rules

Search - =D
Ticket Updated [ View Disabled Rules
s |
Test1 Testing Event Based Rule «©

New Ticket Created [] View Disabled Rules

Test-TicketCreated Ticket Creation Rule Test ‘)
Figure: Added Multiple Event-based Rules
8.15.3 Enable or Disable the Rule

You can disable the rules. The disabled rules will be hidden, but you can make them visible.

You can also enable the disabled rules.
8.15.3.1 Disable a Rule

Click the toggle ® switch on a rule to disable it. It shows the following message.

Confirmation

v D
Figure: Asking to disable the rule

Click "Yes" to disable the selected rule. The disabled rule will not be applied in the already

selected. Here, its details will be hidden. Following is a disabled rule.
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Ticket Updated [ ] View Disabled Rules
7 | |
Test1 Testing Event Based Rule @O
New Ticket Created [ ] View Disabled Rules

There are no rules enable for this event. Please enable a rule or create a new one.

Figure: Disabled Rule
8.15.3.2 View the Details of Disabled Rules
In a disabled rule, click to check "View Disabled Rules" box to view its details.

New Ticket Created View Disabled Rules

Test-TicketCreated Ticket Creation Rule Test »

Figure: Displaying the Details of Disabled Rule

8.15.3.3 Enable a Disabled Rule

To enable a disabled rule, click the gray toggle (I switch to enable it. The following message

is displayed.

Confirmation bd

- €

Figure: Asking to enable the rule

Click "Yes" to enable the selected rule. The enabled rule will be applied in the campaign, where
it has been selected.

8.15.4Edit an Event-based Rule
Perform the following steps to edit a rule.

1. Click arule to select it and click # icon. It shows the following pop-up.
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Event Based Rules Timer Based Rules

Event Based Rules

Edit Rule

Rule Name* Rule Description

Test-TicketCreated Ticket Creation Rule Test

Process

Any v

Events

Event Type

MNew Ticket Created w

Conditiens

Condition Operator

Subject o contains s Issus

[: Add New Condition :]

Actions

Escalate Ticker - true “

.
|_Add New Action )

I:‘ Stop Execution after this rule Cancel m

Figure: Edit an Even-based Rule

2. You can make the following changes here.
e Rule Name
e Rule Description
e Process
e Campaign
e Event
o Conditions

e Actions
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e Stop or Continue Execution of other Rules

You have to perform the same steps here, which you have performed while creating

an Event-based Rule.

3. Click "Save" to save the changes.

Rather you can click "Cancel" to discard the changes.

8.15.5 Delete an Event-based Rule

The Deleted Rule cannot be retrieved back. Also, the deleted rule will not be applicable in the

selected campaign.

Perform the following steps to delete a rule.

1. Click to select a rule and click & icon to remove it. The following warning message is

displayed on the screen.

Confirmation

Are you sure you want to delete the rule ?

Figure: Warning before deleting an Event-based Rule

2. Click "Yes" to delete the rule.

Rather, you can click "No" to not delete the rule.

8.15.6 Time Based Automation Rules

The timer based rules are executed only meeting the selected conditions.

Event Based Rules Timer Based Rules

Search Q Add

Timer Based Rules

[] View Disabled Rules
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Figure: Timer-based Automation Rules

8.15.6.1 Create a Timer Based Rule

Perform the following steps to create a timer-based rule.
1. Click "Add" to create a new rule. The following fields are displayed in the blank area.

Automation Rule

Event Based Rules Timer Based Rules

Timer Based Rules

New Rule

Rule Description

Rule Name

Process

Any v

Conditions

Actions

Figure: Add a Timer-based Rule

2. Provide a name for the new rule.
3. Provide a description for the rule.
4. Select a process in which the rule will be applicable.

5. After selecting, the process, you have to select the campaign in which the rule will be

applicable.
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6. Conditions: Here, you can specify the conditions based upon which the actions will

be taken. Perform the following steps.

A. Click @ icon in the middle of "Condition" box to add a new condition. It

shows the following section.

Condition Operator
Media Profile Id ~ is ~ Select Mediz Profile "

( Add New Condition )

Figure: Add a Condition

B. Click "Condition" drop-down menu to select any of the following conditions.
I

[I.  Queue: Select it to add a condition based upon "Queue". It contains

following operators.
o is
e isnot
e greaterthan
e lessthan

e Within

Queue v Select Operator

is not

—————————,
(_Add New Condition )

Figure: "Queue" Condition

Select the queue after selecting an operator.

[ll.  Current Time: Select it to add a condition based upon "Current

Time". It contains following operators.

e is
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e isnot
e greaterthan
e lessthan

e Within

Condition Operator

. Time
Current Time ~ Select Operator

is
is not

greater than \_: Add New Condition .:l
less than

Within
Figure: "Current Time" Condition

Provide a value in the text field after selecting an operator.

IV.  Media Profile ID: Select it to add a condition based upon the ID of the

media profile. It contains the following operators.
o is

e isnot

Condition Operator Media Profile Id

Media Profile - Select Operator Emaill

s
is not

((Add New Candition )
Figure: Condition for Media Profile

Select a media profile ID after selecting an operator.

V.  Subject: Select it to add a condition based upon the subject. It

contains following operators.

e s
e isnot
e contains

e does not contain
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e ends with

e starts with

Condition Operator

Subject +  Select Operator

is

is not

contains ((Add New Condition )
does not contains

ends with

° starts with

Figure: Subject Condition

VI.  After selecting an operator, provide a value in the adjoining text field.

VIl.  Requester Email: Select it to add a condition based upon the

requester email address. It contains following operators.
e contains

e does not contain

Condition Operator

Requester Email v Select Operator customer ! @gmail.com

contains
does net contains

(Add New Condition )
Figure: "Request Email Address" Condition

After selecting an operator, provide a value in the adjoining text field.

VIlI.  Email CC: Select it to add a condition based upon the email address in

CC field. It contains following operators.
e contains

e does not contain

Condition Operator

Email CC ~ Select Operator support@demain.com

contains
does not contains

(" Add New Condition )

Figure: "Email CC" Condition
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After selecting an operator, provide a value in the adjoining text field.

IX.  Ticket Status: Select it to add a condition based upon "Ticket Status".

It contains following operators.

Condition Operator Media Profile Id

Ticket Status o Select Operator Email1 i

is not

(Add New Condition )
Figure: "Ticket Status" Condition

Provide a value in the text field after selecting an operator.

X.  Priority: Select it to add a condition based upon "Priority". It contains

following operators.

Condition Operator

Priority v Select Operater Lows

Medium

( Add New Condition )
Figure: "Priority" Condition

Select an operator and then select a priority value.

Xl.  Hour Since Created: Select it to add a condition based upon the
hours since the ticket has been created. It contains following

operators.
e lessthan
e greaterthan
e (office hours) less than

o (office hours) greater than
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Condition Operator

Hour Since Crested v Select Operator

less than
greater than
(office hours) less than L Add New Condition )

(office hours) greater than

Figure: "Hours Since Created" Condition

Select an operator and provide a value.

Xll.  Hour Since First Assigned: Select it to add a condition based upon
the hours since the ticket has been assigned at the very first time. It

contains following operators.
e lessthan
e greaterthan
e (office hours) less than

o (office hours) greater than

Condition Operator

Hour Since First Assigned v Select Operator

less than
greater than
(cffice hours) less than l: Add New Condition :\

(office hours) greater than

Figure: "Hours Since First Assigned" Condition

Select an operator and provide a value.

Xlll.  Hour Since Resolved: Select it to add a condition based upon the
hours since the ticket has been resolved. It contains following

operators.
e lessthan
e greaterthan
e (office hours) less than

e (office hours) greater than
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Condition Operator

Hour Since Resolved v Select Operator

less than
greater than
(office hours) less than L Add New Condition )

(office hours) greater than

Figure: "Hours Since Resolved" Condition

Select an operator and provide a value.

XIV.  Hour Since Reopened: Select it to add a condition based upon the
hours since the ticket has been reopened. It contains following

operators.
e lessthan
e greaterthan
e (office hours) less than

o (office hours) greater than

Condition Operator

Heur Since Reopened +  Select Operator

less than
greater than
(cffice hours) less than l: Add New Condition :\

(office hours) greater than

Figure: "Hours Since Reopened" Condition

Select an operator and provide a value.

XV.  Hour Since Unassigned: Select it to add a condition based upon the
hours since the ticket has been left unassigned. It contains following

operators.
e lessthan
e greaterthan
e (office hours) less than

e (office hours) greater than
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Condition Operator

Hour Since Unassigned w Select Operator

less than
greater than
(office hours) less than L Add New Condition )

(office hours) greater than

Figure: "Hours Since Unassigned" Condition

Select an operator and provide a value.

XVI.  Hour Since Agent Responded: Select it to add a condition based
upon the hours since the last response of agent on the ticket was sent
through any medium such as chat, voice, email, or messaging. It

contains following operators.
e lessthan
e greaterthan
e (office hours) less than

o (office hours) greater than

Condition Operator

Hour Since Agent Responded «  Select Operstar

less than
greater than
(office hours) less than I: Add New Condition :]

(cffice hours) greater than

Figure: "Hours Since Agent Responded" Condition

Select an operator and provide a value.

XVIl.  Hour Since Requester Responded: Select it to add a condition based
upon the hours since the last response of requester was received on
the ticket through any medium such as chat, voice, email, or

messaging. It contains following operators.
e lessthan
e greaterthan

e (office hours) less than
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o (office hours) greater than

Condition Operator

Hour Since Requester Responded «  Select Operstar

less than
greater than
(office hours) less than I: Add New Condition :]

(cffice hours) greater than

Figure: "Hours Since Requester Responded" Condition

Select an operator and provide a value.

XVIIl.  Hour Since First Response Due: Select it to add a condition based
upon the hours since the the ticket is due for First Response SLA. It

contains following operators.
e lessthan
e greaterthan
e (office hours) less than

o (office hours) greater than

Condition Operator

Hour Since First Response Due w Select Operator

less than
greater than
(office hours) less than L Add New Condition )

(office hours) greater than

Figure: "Hours Since First Response Due" Condition

Select an operator and provide a value.

XIX.  Hour Since First Assign Due: Select it to add a condition based upon
the hours elapsed since the the ticket is not assigned for the very first

time. It contains following operators.
e lessthan
e greaterthan
e (office hours) less than

e (office hours) greater than
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Condition Operator

Hour Since First Assign Due w Select Operator

less than
greater than

(office hours) less than L Add New Condition )

(office hours) greater than

Figure: "Hours Since First Assign Due" Condition

Select an operator and provide a value.

XX.  Hour Since Ticket Resolution Due: Select it to add a condition based
upon the hours elapsed since the the ticket is due for resolution or

closure. It contains following operators.
e lessthan
e greaterthan
e (office hours) less than

o (office hours) greater than

Condition Operator

Hour Since Ticket Resolution Due v Select Operator

less than
greater than
(cffice hours) less than l: Add New Condition :\

(office hours) greater than

Figure: "Hours Since Ticket Resolution Due" Condition

Select an operator and provide a value.

XXI.  Requester Message Count: Select it to add a condition based upon

count of requester's messages. It contains following operators.
e lessthan
e greaterthan
e (office hours) less than

e (office hours) greater than
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Condition Operator

Requester Message Count ~ Select Operator

less than
greater than
(office hours) less than L Add New Condition )

(office hours) greater than

Figure: "Requester Message Count" Condition

Select an operator and provide a value.

XXIl.  Agent Message Count: Select it to add a condition based upon count

of agent's messages. It contains following operators.
e lessthan
e greaterthan
e (office hours) less than

e (office hours) greater than

Condition Operator

Agent Message Count v Select Operator

less than
greater than
(office hours) less than L Add New Condition )

(office hours) greater than

Figure: "Agent Message Count" Condition

Select an operator and provide a value.

XXIll.  Requester Message Count (Today): Select it to add a condition
based upon count of requester's messages received today. It contains

following operators.
e lessthan
e greaterthan
e (office hours) less than

o (office hours) greater than
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Condition Operator

Requester Message Count (Today) ~ Select Operator

less than
greater than
(office hours) less than L Add New Condition )

(office hours) greater than

Figure: "Requester Message Count (Today)" Condition

Select an operator and provide a value.

XXIV.  Customer Current Sentiment: This condition lets you filter the
customers who are happy, irritated, or angry.
Select it to add a condition based upon the sentiment of customers. It

contains following operators.
o is
e isnot
e greaterthan
e lessthan

e Within

Condition Operator

Customer Current Sentiment v Select Operator

is

is not

greater than ((Add New Condition )
less than

Within
Figure: "Customer Current Sentiment" Condition

Select an operator and provide a value.

XXV.  Customer Overall Positive Index: This condition lets you filter the
customers upon their overall positive index.
Select it to add a condition based upon a customer's overall positive
index. It contains following operators.
o is

e isnot
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e greaterthan
e lessthan

e Within

Condition Operator

Customer Overall Positive Index v Select Operator

| is
is not

greater than ((Add New Condition )
less than

Within
Figure: "Customer Overall Positive Index" Condition

Select an operator and provide a value.

XXVI.  Ticket Heat Index: Select it to add a condition based upon the heat

index of tickets. It contains following operators.
o is
e isnot
e greaterthan
e lessthan

e Within

Condition Operator

Ticket Heat Index ~ Select Operator

| is
is not

greater than ((Add New Condition )
less than

Figure: "Ticket Heat Index" Condition

Select an operator and provide a value.

C. You can add multiple conditions using the steps discussed above.
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'é:' Match any of the following [ : ) Match all of the following
*
Condition Operator Priority

Ticker Status “ is — High "

Condition Operator

Requester Message Count o greater than ~ 4|

(Add New Condition )
Figure: Multiple Conditions

When multiple conditions are added, the following new options are displayed

on the top of "Conditions" Tab.

e Match any of the following: Select this option to apply any of the

conditions on the messages.

e Match all of the following: Select this option to apply both
conditions collectively. Either both conditions will be applied or no

one will be applied.

You can click "X" icon on the top right corner of an condition to remove it.

6. Actions: You can select actions in this section, which will be performed only upon
those messages which meet the pre-selected conditions. Perform the following
steps.

A. Click @ icon to add an action. it shows a section.

B. You click the drop-down menu to select any of the following actions.
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ll.  Assign Ticket to Agent: Select it to assign those tickets to the

selected agent which meets the pre-selected conditions.

Assign Ticket To Agent testel

Figure: Send Email To All Supervisors
The agents available in the previously selected campaign and process

are listed in the drop-down menu. You just have to select the agent

here.

III.  Transfer Ticket to Queue: Select it to transfer those tickets to the
selected queue and the selected agent which meets the pre-selected

conditions.

Transfer Ticket to Queue

( Add New Action )

Figure: Transfer to Queue

Select a queue and then select any of the following option in "Assign

to User" drop-down menu.

e Available Agent: Select it to transfer the agent who is available

either to take call or take ticket.

e Agent Available to Take Tickets: Select it to transfer the agent

who is available to take ticket.

e AnyAgent: Select it to transfer the ticket to any agent whether
the agent is available for call, email, or chat or not available at

all.
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IV.  Escalate Ticket: Select it to escalate the tickets which meets the pre-

selected conditions.

Escalate Ticker v true

false

(Add New Action )
Figure: Escalate Ticket

Select any of the following operators.
e true: Select it to escalate the ticket.
o false: Select it to not escalate the ticket.

V.  Priority: Select it to increase or decrease the priority of those tickets

which meets the pre-selected conditions.

Priority ~ Increment

Decrement

(" Add New Action )
L )

Figure: "Priority" Action

Select any of the following options in the drop-down menu.
e Increment: Select it to increase the priority of the ticket.
e Decrement: Select it to decrease the priority of the ticket.

VI.  Send Email To: Select it to send an email to any recipient for those

tickets which meets the pre-selected conditions.
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Send Email To o

Media Profile
Emaill . Insert Placeholder

Subject*

M
AY
-
~
i
3
i
=
K
&
g
g
L)
&
‘
|=
fii
iii
‘
A
‘
H

("Add New Action )

Figure: Send Email To Action

e Enter the email address of the recipient in the very first text

field.
o Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using

the provided tools.

¢ You can click "Insert Placeholders" button to add the

placeholders in the message body.

Placeholders
Ticker Fields

Ticket Id Subject Internal State External State Priority Assigned User Id

Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.
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Send Email To . manager@domain.com

Media Profile

Emailt Insert Placeholder

Escalation Email

-£ B | I | U | X || ~0penSansRegular -1 -fA == -5 -8B
o | M|+ B < 2]
This is an escalation email. The issue of the {{ticket:Ticket Id}} in {fricketinternal State}} is being escalated

Figure: Sample Email

VIl.  Send Email To Agent: Select it to send an email to the selected agent

for those tickets which meets the pre-selected conditions.

Actions
x

Send Emall To Agent L testel .
Media Profile
Emaill . Insert Placeholder
Subject*

. — [ =

L B | I | U X ~ OpenSans-Regular -1 - A E|[E| L -H

(A New Action )
Figure: Send Email To Agent

e All'the agents in the already selected campaign and process
will be listed in the drop-down menu. Select an agent to whom

you want to send the email.

o Select the media profile in "Media Profile" drop-down menu.
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e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using

the provided tools.

¢ You can click "Insert Placeholders" button to add the

placeholders in the message body.

Placeholders

Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Email To Agent L resel .

Media Profile
Emaill Insert Placeholder
v

Email for Ticker

I»
iii
iii

1
A
1
5]

- L B | I U x ~ OpenSans-Regular 1 -

This Ticket {{tickerTicket |d}} dated {{ricket:Creation Date}} has been assigned to you. Fix the issue,|

Figure: Sample Email

VIll.  Send Email To All Agents Assigned to Queue: Select it to send an
email to all agents assigned to the queue for those tickets which

meets the pre-selected conditions.
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Send Email To All Agents Assigned To Queue

Media Profile

Email1 " Insert Placeholder

Fubjects

(" Add New Action )

Figure: Send Email To All Agents Assgined to the Queue

o Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using

the provided tools.

¢ You can click "Insert Placeholders" button to add the

placeholders in the message body.

Placeholders
Ticker Fields

Ticket Id Subject Internal State External State Priority Assigned User Id

Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.
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Send Email Te All Agents Assigned To Queue

Media Profile
Emaill - Insert Placeholder

Email for All Agents

-£ B | I | U | X  ~-openSans-Regular -1

This ticket {{ticket:Ticket Id}} dated {{ticket:Creation Date}} in {{ticket:Internal State}} has to be resolved ASAP. It has been assigned to your

ueue.

Figure: Sample Email

IX.  Send Email To Requester: Select it to send an email to the requester

for those tickets which meets the pre-selected conditions.

Send Email To Requester "
Media Profile
Email1 . Insert Placeholder
Subjectt
. = | =
s B | I |U | x ~ Roboto "5 - A E|E| L -H

(Add New Action )

Figure: Send Email To Requester

o Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using

the provided tools.
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¢ You can click "Insert Placeholders" button to add the

placeholders in the message body.

Placeholders x

Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Emall Te Requester .

Media Profile
Emaill Insert Placeholder

Update upon your issue

-£ | B | I |U| X | -gpenSans-Regular 11 -lA ==L -H
o | ml+| @ o | @
Your Ticket Number {{ticketTicke Id})} dated {{ricker:Creation Date}} is being processed

Figure: Sample Email

X.  Send Email To All Supervisors: Select it to send an email to all

supervisors for those tickets which meets the pre-selected conditions.

x
Send Email Te All Supervisors -
Media Profile
Email - Insert Placeholder
Subject*
“£L | B | I | U|X]| ~Robow 15 -lA = | =] -1 |

( Add New Action )
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Figure: Send Email To All Supervisors

Select the media profile in "Media Profile" drop-down menu.

e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using

the provided tools.

¢ You can click "Insert Placeholders" button to add the

placeholders in the message body.

Placeholders

Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Email Te All Supervisors

Media Profile
Emaill . Insert Placeholder
Subject*

L B | I U | X ~ OpenSans-Regular 1 - == -5 -8B

o | Am|l+ | B3| o || @

Please note that this issue {{ticket:Ticket Id}} dated {{ticket:Creation Date}} is in {{ticketinternal State}}. Please get it resalved at the carliest|

Figure: Sample Email

Xl.  Set Custom Field: Select it to set a custom field on those tickets who

meet the pre-selected conditions.

Set Custom Field ”

e
(_Add New Action )

Figure: Custom Field Action
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Select a custom field from the provided options.

Xll.  Set Priority: Select it to set the priority of those tickets which meets

the pre-selected conditions.

Set Priority - Low

Mediurm
High

(Add New Action )
Figure: "Set Priority" Action

Select any of the following options in the drop-down menu.

e Low
e Medium
e High
Xlll.  Set Status: Select it to set the status of those tickets which meets the

pre-selected conditions.

Set Status

Figure: "Set Status" Action

XIV.  HTTP Action: Select it to apply HTTP Action (also called Webhook) to

trigger an external API to process those messages which meet the

pre-selected conditions. Please refer to "HTTP Action" Page to know

more about the same.

You can follow the same steps to add different kinds of multiple actions. They

will run in sequential order from top to bottom.

7. Following is a sample screenshot containing an Timer-Based Rule with sample

details.
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o
Timer Based Rutes

P Pk

TesTimer] [ ———

Tesmng o Teseeerssan
Comdition
# e g cwery
Franty Low
P i
Retiom,
Adiign Tckes To Agerst T
Send b= To Agers cesint
it st Plaehald

Figure: Timer-based Rule

8. Click "Save" to create the rule.You can create multiple rules for same or different

campaigns to filter the same or different leads using these steps.

Event Based Rules Timer Based Rules

Timer Based Rules

Delete Edit D View Disabled Rules
TestTimer1 Testing Timer Based Rule i
TestTimer2 Testing More rules ©
e Ty
TestTimerEscalate Escalate High Tickets P

Figure: Added Multiple Timer-based Rules
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8.15.7 Enable or Disable the Rule

You can disable the rules. The disabled rules will be hidden, but you can make them visible.
You can also enable the disabled rules.

8.15.7.1 Disable a Rule

Click the toggle ® switch on a rule to disable it. It shows the following message.

Confirmation

ure you want to disable the rule?

- €

Figure: Asking to disable the rule

Click "Yes" to disable the selected rule. The disabled rule will not be applied in the already
selected campaign. Here, it will be hidden now.

8.15.7.2 View Disabled Rules

Click to check "View Disabled Rules" box to view its details.

View Disabled Rules

TestTimer1 Testing Ti

er Based Rule

TestTimer2 Testing More rule

TestTimerEscalate Escalate High Tickets

Figure: Displaying the Disabled Rule

8.15.7.3 Enable a Disabled Rule

To enable a disabled rule, click the gray toggle (I switch to enable it. The following message
is displayed.
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Confirmation

Are you sure you want to enable the rule?

Figure: Asking to enable the rule

Click "Yes" to enable the selected rule. The enabled rule will be applied in the campaign, where

it has been selected.
8.15.8 Edit a Timer-based Rule
Perform the following steps to edit a rule.

1. Click arule to select it and click # icon. It shows the following pop-up.

Timer Based Hubes

........

Saereinr Vessage Cout -

..................

Figure: Edit a Timer-based Rule
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2. You can make the following changes here.
e Rule Name
e Rule Description
e Process
o Campaign
o Conditions

Actions

You have to perform the same steps here, which you have performed while creating

a Timer-based Rule.

3. Click "Save" to save the changes.

Rather you can click "Cancel" to discard the changes.

8.15.9 Delete a Timer-based Rule

The Deleted Rule cannot be retrieved back. Also, the deleted rule will not be applicable in the

selected campaign.

Perform the following steps to delete a rule.

1. Click to select a rule and click & icon to remove it. The following warning message is

displayed on the screen.

Confirmation x

Are you sure you want to delete the rule ?
=
Figure: Warning before deleting a Timer-based Rule

2. Click "Yes" to delete the rule.

Rather, you can click "No" to not delete the rule.

aAMEYD ©2018 page 280



Ameyo 4.3 Administrator Manual

8.16 Ticket State

This tab lets you define the External States of Tickets in the default Internal States of Tickets.

Ticket State

Internal States External States

Name
Name
MNEWY
OPEN

CLOSED

O O o -

PENDING

Figure: Ticket State Tab

Following are the default internal states.
1. New: It specifies the new tickets.
2. Open: It specifies the open tickets.
3. Closed: It specifies the closed tickets.

4. Pending: It specifies the pending tickets.

Do not create the external states with the same names of internal states to avoid any issue.

8.16.1 Create an External State

Perform the following steps.

1. Click the checkbox of an internal state to select it. "Add" button will be activated in

"External State" column.

2. Click "Add" button. It shows the following pop-up.

Add External State x

State Mame

Cancel
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Figure: Create New External State

3. Provide a name for the new external state.

4. Click "Apply" to create it.

Rather, you can click "Cancel" to not create it.

You can create multiple steps by performing these steps. Following screenshot shows some

external states created in "New" Internal State.

Internal States External States Delete m
Name
Name
N NEW
o New_Emall rd
] OPEN
O New_Facebook Fd
] CLOSED ,
[l New_Twitter P4
O PENDING ,
O New_Call 7
O Mew_Chat s
O New_WebChat P
O New_WhatsApp Fd

Figure: Created Multiple External States in "New"

8.16.2 Example

For an example, you can create the following external states in internal states.

e New
= New_Chat
=  New_Call

=  New_Email

=  New_WebChat

= New_Facebook

=  New_Twitter

= New_WhatsApp

= New_WhatsApp_For_Business
e Open

= Open_Assigned
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= Open_Unassigned
= Open_Reopened
e Pending
* Pending_Customer_Have_to_do
o Closed
= Resolved
= Unresolved
» Unresolved_Customer_Have_to_go
= Unresolved_Customer_Have_to_do
» Unresolved_Unsupported_Issue

» Escalated
8.16.3 Edit an External State
Perform the following steps to edit an External State.

1. Check the box of an internal state. It lists all of its external states.

2. Click # icon to edit it using the following pop-up.

Add External State X

State Name

Mew_Email

Cancel
Figure: Edit External State

3. You can change the name of External State here.

4. Click "Apply" to make the changes.

Rather, you can click "Cancel" to discard the changes.
8.16.4 Delete an External State

Perform the following steps to delete an external state.
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1. Check the box of an internal state. It lists all of its external states.

2. Check the box of an external state and click "Delete" button. It shows a warning

message before deleting the external state.

Delete External State X

Do you want to delete external state?

© o

Figure: Warning before deleting an External State

3. Click "OK" to delete the external state.

Rather, you can click "Cancel" to not delete it.

aAMEYD ©2018 page 284



Ameyo 4.3 Administrator Manual

9. Call Manager

A call manager is a particular form of application server that manages the setup or connection
of telephone calls. The call server will receive call setup request, determine the status of
destination devices, check the authorization of users to originate and/or receive calls, and

create and send the necessary messages to process the call requests.
9.1 Commands to Configure Call Manager

To use the Call Manager in Administrator Interface, you have to execute the following

commands sequentially at the server operating system where Ameyo Server is installed.

psql -U postgres: Run it to enter the console of PostgreSQL.
\c ameyodb: Run it to enter the database.
insert into server_preference_store(context_type,context_id,key,value)
values(‘contactCenter','1",'callManagerSlot’,'<PORT>//<NAME_IP_OF_SERVER>/app/build');:

Run it to enable the Call Manager in Administrator Interface.

2P roct@localhosti~ — O >

Figure: Commands to enable Call Manager

9.2 Call Manager Tab

After enabling the Call Manager, you can login to the Administrator Console to access its tab.
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B AMEYD System ¥ User  Process  Reports  Voicelogs  Control Panel all Manage: [ ——
Voice Resource (= Ne 5N Voice Resource
DefaulivR v Delete Edit Add

Entity Name Type Call Context Name Resource
D customers DEFAULT_SIP voip DefaultVR
1 act DEFAULT_SIP audiocodes DefaultvVR
O 901 DEFAULT_SIP softphonet DefaultVR
D InternalEntityForConference DEFAULT_SIP DefaultVR
O voicetest DEFAULT_SIP cc_voicetest_DefaultvR DefaultVR

Figure: Call Manager Tab in Administrator Interface

Here, the Administrator have to add a voice resource in "Voice Resource" tab and then can
add Call Contexts in "Call Context" Tab. These settings are made at the systems level. At

campaign level, the administrator has to asign the call contexts.
9.2.1 Voice Resource Tab

This tab lets you configure the Voice Resources. These are asterisk call servers where we can

configure the SIP/ VOIP minutes and PRI (Zap Trunk).

Voice Resource Call Context

Delete Edit Add
Name Type Status
DefaultVR default.voice.resource ® Success

Figure: Voice Resource Tab

It is recommended to contact the Service Engineer for configuring a new Voice Resource for you.

Do not edit or delete "DefaultVR" or other voice resource being used in your environment.

9.2.2 Call Context Tab
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Call context is basically the SIP channel that will be used by the agent to initiate the calls.

Voice Resource Voice Resource
DefaulivR ¥ Delete Edit Add
Entity Name Type Call Context Name Resource
D customers DEFAULT_SIP voip DefaultvR
|:| aci DEFAULT_SIP audiocodes DefaultVR
|:| 901 DEFAULT_SIP softphone DefaultvR
|:| InternalEntityForConference DEFAULT_SIP DefaultvR
|:| voicetest DEFAULT_SIP cc_voicetest_DefaultvR DefaultVR
< Page 1 of1 =
Figure: Call Context Tab
9.2.2.1 Add a Call Context
Perform the following steps to add a Call Context.
1. Click "Add" to add a call context using the following pop-up.
Add Call Entity X
Vioice Resource Mame Diescription
DefaultVR Test1 SIP Entity for tesling|

Test1
Default Entity Type
DEFAULT_SIP ¥

Cance Back Finish

Figure: Pop-up to add a Call Context
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2. In"Voice Resource Name" drop-down menu, select a voice resource. If no custom

voice resource is added, keep "DefaultVR" selected in this menu.
3. Provide a name for the entity.
4. Select any of the following entity type.
e DEFAULT_SIP
e DEFAULT_ZAP_TRUNK
We are selecting "DEFAULT_SIP" in this test case.
5. (Optional) Provide a description for the entity.

6. Click "Next" to proceed to the next page, where you have to provide the SIP details.

Add Call Entity X
SIP Context Host Mame
Port From Diom
5060
rfc2833 SIP/${PROVIDER} v
User Mame(* Password®)
[ ] can Reinvite [ ] NAT Support

Lustom L.onnguration

Cancel Back m Finish

Figure: Add SIP Details to add a Call Context

7. Here, you have to provide the following inputs.
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o SIP Context: The context of SIP entity.
e Hostname: The hostname or IP address of client host.
e Port: The communication port of SIP entity.

e From Domain: Set the domain name if client host is behind the NAT or

Domain.
e DTMF Mode: DTMF mode supported by the SIP Entity.

e Number RE: Select any of the following number patterns to connect with

receiver.
= S|P/Provider: SIP/${PROVIDER}

» SIP/Number@Provider: SIP/${NUMBER}@${PROVIDER}

e Username: The username of client. If client SIP entity require authentication.
e Password: Authentication password to be connect with SIP client.

e Can Reinvite: SIP Entity to allow SIP Reinvites. Select the checkbox to enable

reinvite.

o NAT Supported: If NAT (Network Address Translation) is supported on the
SIP Entity. Select the checkbox to enable reinvte.

e Custom Configuration: This field is used to configure specific parameters

allowed only for particular SIP entity.

8. Click "Next" to proceed to the next page, where you have to provide more details to

add a context.
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Add Call Context *

Context Mame(®)

I:' Is Local I:' Is Endpaoint I:' Allow Imcoming I:' Allow Outgoing
Active Max nbound Max Qutbound Max
10000 10000 10000

Source Phone

[ ] Enable Outgoing

Custom Co uration
[ ] Enable Incoming
Destination Phone

Custom Co uration
[ ] Enable Outgoing

Custom Co uration

[ ] Enable Incoming

Cance Back Mext

Figure: Add Call Context

-

9. Here, you have to provide the following details.
o Context Name: Enter the context name.
e s Local: If this is checked then entity will be visible to agent.

e Is Endpoint: No other agent can select that entity.
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o Allow Incoming: Allow incoming calls using the selected call context. If not
set, then the incoming calls on this call context would be automatically

rejected.

o Allow Outgoing: Allow outgoing calls using the selected call context. If not

set, then the request for outgoing calls on this call context would be rejected.

e Active Max: Maximum allowed active channels. It allows system not to

maintain active calls beyond the configured range with this call context.

e Inbound Max: Maximum allowed incoming channels. It allows system not to

receive incoming calls beyond the configured range with this call context.

e Outbound Max: Maximum allowed outgoing channels. It allows system not

to dial outgoing calls beyond the configured range with this call context.

e Source Phone: You can enable outgoing and incoming for the Source Phone.

You can also provide the custom configuration.

o Destination Phone: You can enable outgoing and incoming for the

Destination Phone. You can also provide the custom configuration.

10. Click "Finish" to add the Call Context.

You can edit or delete a call context. However, do not delete a Call Context that is being used in

any campaign for calls. The deleted Call Context cannot be restored.
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10. Campaign Settings

10.1 Settings of All Campaigns

"Process Tab" in the Administrator Console contains the settings of all processes and

campaigns. The Process Settings has been explained earlier.

The Campaign Settings is actuallly divided into the multiple tabs located in the top right side.
The user interface, and the visibility and settings of these tabs actually depends upon the type

of campaign you have selected in the Left Side Navigation Bar.

Following image is a Clickable Image Map. You can click the Campaign Names given on the

left side to navigate through the settings of different campaign types.

x Semings ChatThemes Fouting Users Default Working Queuss  Haliday/Glfice Hours
3 [oem
& Genenst Dot Camgaig Retrwh

T b0 B0 ST AR e e g R 10,100 00 30ETES e sting feustemer e 010,109 320786 e stingidispesnan phe

Figure: Settings for All Campaigns

Click the following links to know about the interface of this tab for each campaign type.

1. Chat Campaign Settings

a AMVIEYD ©2018 Page 292



Ameyo 4.3 Administrator Manual

2. Interaction Campaign Settings

3. Interactive Voice Application Campaign Settings

4. Outbound Voice Campaign Settings

5. Parallel Predictive Voice Campaign Settings

6. Voice Blast Campaign Settings

10.2  Chat Campaign Settings

10.2.1 Chat Campaign Settings

In the left navigation bar of Proces Tab, you can select a Chat Campaign to view its settings.

The changes made in settings of one Chat Campaign will be applicable to that campaign itself.

They will not be applicable on other similar (chat) and different (non-chat) campaigns.

Show Chat History.

Ereviom URL A AL Dicgociion US
| hoeyf10.10,10.1 38:3786/resung preview.php /10,1010, 1388736 besung/ustomenahp Fusp/710.10.10.133:8786 tesung/dispastion.gha

Figure: Settings of Chat Campaign
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It contains the following tabs.

e Settings
e Queues
e Routing

e Chat Themes
e Users
o Default Working
e Holiday/Office Hours
10.2.1.1 Settings for Chat Campaign

This tab contains only "General Settings".

General
General Delete Campaign Refresh
Campaign Details
Campaign Name
3 Test Chat Chat Campaign
Campaign Serttings
Wrap TimeOut(sec)* D Show Chat History
30
CRM Settings
Preview URL CRM URL Disposition URL
htep:/f10.10.10,138:8786/testing/ preview.php htep://10.10.10,138:8786/ testing/customer.php http://10.10.10.138:8786/ testing/disposition.php

Figure: General Settings for Chat Campaign

Here, the General Settings are divided into the following sections.

o Campaign Details: These are the same details, which you have provided while

creating this campaign. You can only change the campaign name here.

o Campaign Settings: It contains the same settings "Wrap TimeOut(sec)", which you

have provided while creating this campaign. You can change it here.

o Show Chat History: Check this box to show the history of chats
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CRM Settings: These are the same settings, which you have provided while creating

this campaign. You can modify all of its fields here.

Click here to know more about the Campaign Details and CRM Settings for this

campaign.

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

"Refresh" to discard the changes.

10.2.1.2 Chat Themes

This tab has already been explained in the Process Settings. Know more...

10.2.1.3 Holiday/Office Hours

This tab has already been explained in "System Configuration". Know more...

10.2.1.4 Other Settings

Remaining Settings of a Chat Campaign are explained in the following pages. Click the link to

know more about them.

1.

2.

Queue Management in Campaign

Routing Management in Campaign

User Management in Campaign

Default Working in Campaign

10.2.2 Queue Management in Campaign

Queues Tab in the Campaign Settings allows you to create and manage the queues.
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= Testing > TestChat Settings Chat Themes Routing Users Default Working Queues Holiday/Office Hours

List Of Queues Search Q Add Queue
I:‘ Queue ID Queue Name No. Of Skills No. Of Users Creation Date Actions

Figure: Queues Tab

10.2.2.1 Create Queue

Perform the following steps to create a queue.
1. Click "Add Queue" button on the top right corner to create a queue. It shows the

following page.

Settings  Chat Themes  Houting  Users  Defoult Working  Queues  Haliday/Office Hours

Add Queue
Queus Details

Queve Marme . v -
v QueveFEO

Figure: Create Queue

2. Provide a name for the queue.
3. Select a value for the queue priority. This value will be used for "Priority" type

queues.
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4. Request Queue Type: It lets you define which customer customer wil be served first

if more than one customers are waiting in the queue.

A. Queue FIFO: FIFO stands for First In First Out. If request queue type is FIFO
and two customers are waiting in queue for agent, the customer who is first

to reach in the queue would be connected first to the available agent.

B. Queue Priority: Nodeflow can be used to decide the priority of any
customer. If two customers (customer?1 with priority 1 and customer2 with
priority 2) are waiting in the queue and customer1 is the first to reach in
queue, then customer2 who have higher priority will be connected to the
agent first.

Other Example: The priority can be applied to the queue also. If customer1
(who reached earlier) is waiting in Queue1 having priority 1 and customer2
(who reached late) is waiting in the Queue2 having priority 2, and if only one
agent is serving both queues, then agent will be connected to Customer?2 first

because of the higher priority of its Queue2.

5. Resource Scheduler Type: It will let you decide which agent would be connected to

the customer when two agents are available to take the chat or call. Select any of the

following options.

A. LRU: It stands for "Least Recently User". As per this algorithm, the
communication (chat or call) will be connected to the agent who has been

used very least recently.

B. Multiple Extension: Select it if the agents have mutliple extensions and they
are supposed to attend multiple commumnications (chat or call)
simultaneously. One agent can be connected to two customers in the same

queue.

C. Multimedia Based: Select it only if the agents have to take chat and Inbound

calls simultaneously.

D. Skill Based:Select it to connect the communication (chat or call) to that agent

who have more skill level than others.
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6. Transferable: Select it to transfer the communication call or chat from this new

queue to another queue.
7. Provide a description for the queue.

8. Assign Users in Queue: Select the users in "Available Users" section and click "~/

icon.

To unassign a user, select the users in "Assigned Users" and click

= Testing > Test Chat Settings Chat Themes Routing Users Default Working Queues Holiday/Office Hours

Add Queue Cancel m

Queue Details

Queue Name Queue Priority Request Queue Type
Queuet 5 +  Queue Priority o
Resource Scheduler Type Transferable Description

LRU - @ Yes ()No Test Description

Users in Queue

Available Users (1) 1-10f1 Search Q Assigned Users (2) 1-20f2 Search Q
| User Name | User Name
O testpal O restel
: O supl
Figure: Sample Details to create a Queue
9. Click "Apply" to create the queue.
Rather, you can click "Cancel" to discard the changes.
You can create multiple queues using these steps.

= Testing » Test Chat Settings ChatThemes Routing Users DefaultWorking Queues Holiday/Office Hours
List Of Queues Search Q
D Queue ID Queue Name Mo. Of Users Creation Date Actions
D 2 Queue2 1 Wed Oct 03 16:24:53 GMT+05:30 2018 Edit
O 1 Queuel 2 Wed Dct 03 16:0%:36 GMT+05:30 2018 Edit

Figure: List of Queues

You can edit or delete a queue.
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10.2.3 Routing Management in Campaign

Routing Tab lets you create the nodeflows to manage the routing of communication (chat,

call, or email) in a campaign.

= Testing > TestChat Settings Chat Themes Routing Users Default Working Queues Holiday/Office Hours
Inbound: Feature Context Default ACD Feature Cont.. ~ m
context id Context Flow Name Node Flow Name Transferable  Assignment
[ Chat Modeflow19Dec2012152818 chath | Browse Fetch Assignment

Figure: Routing Management

10.2.3.1 Create a Node Flow for Routing

Perform the following steps to create a nodeflow.

1. Click "Add" button to create a nodefflow. It shows a new row in the white area just

below the column header.

Inbound: Feature Context Default ACD Feature Context = Refresh m Apply

context id Context Flow Name Node Flow Name Transferable  Assignment

Browse Fetch [l Assignment

Figure: Add Context Flow

2. Provide a name for the context flow.

3. In"Node Flow Name" column, you have to upload either a .nodeflow or .anfx flow.

Service Engineer will provide you the required nodeflow files.

Click "Browse" to open a nodeflow file. Select the location where the file stored.

Select the required file and click "Open".
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4. Check "Transferable" if you want to transfer the call from this nodeflow to another

nodeflow.
5. Click "Apply" to add the nodeflow.
10.2.3.2 Assign Nodeflow to a Queue
Perform the following steps to assign a nodeflow to a queue in the campaign.
1. Check the box to select a queue.
2. Click "Assignment" to assign this nodeflow to a queue. It shows the following pop-up.

Node Mapping

Edit Prompt *
Available ACD Node o Assigned ACD Node
D ACD Node I:‘ ACD Node Queue
D acd

Figure: Assign Nodeflow to a Queue

3. Select "ACD" node in "Available ACD Node" section, and click icon.
4. Select the nodeflow in "Assigned ACD Node" section.

5. In"Queue" drop-down menu, select the queue to which you want to assign this

ndoeflow.

6. Click "Save" to assign the nodeflow to the selected queue. It takes you back to

"Routing" Tab.

You can perform the same steps to create the nodeflow and to assign it to a queue.
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= Testing > TestChat

Inbound: Feature Context

Default ACD Feature Context ~

Settings Chat Themes Routing Users Default Working Queues

Chat2

Holiday/Office Hours

context id Context Flow Name Node Flow Name Transferable  Assignment
1 O‘at hodeﬂom?I?ff??ﬂ_?l?l?‘\ﬁ_ckatbot Browse Fetch acd
2 a3 Nodeflow19Dec2012152818 chatbat ( Browse ) ( Fetch acd
3 Nodeflow19Dec2012152818_chatbot | Browse Fetch acd

Figure: Added Nodeflows

You can fetch a nodeflow and download it as a file on the disk, assign or unassign it to a queue,

and delete the nodeflow.

10.2.4 User Management in Campaign

You have assigned the users in the campaign while creating it. Now, you can use "Users" tab

to unassign and assign the users in the campaign.

= Testing > Test Chat Settings ChatThemes Routing Users Default Working Queues Holiday/Office Hours

Manage Campaign Users TN Aeey ] Add user ]
Available Users (10) =L Search Q Assigned Users (3) LT Search Q

D User ID User Name D User ID User Name

] analyst] analystl ] supl supl

O analyst2 analyst2 O testel restel

|:| analyst3 analyst3 ) |:| testpal testpal

[l sup2 sup2

O Test Testl

M test123 Test123

[l test124 test]24

O 1est125 est125

|:| testel tested

Figure: User Management
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You have to perform the same steps here, which you have performed to assign or unassign users

while creating the campaign.

Perform the following steps.

1. Select the users in "Available Users" section. You can click the checkbox given on top
to select all users.
You can also search for the user names in the provided search box.

[ > |

2. Click icon to add the selected users.

To unassign the users, select the users in "Assigned "Users" section and

10.2.5 Configure Default Working in Campaign

If a user is assigned to multiple campaigns, then it has to select the campaigns in which it

wants to login during its logon to the system.

"Default Working" Tab in a Campaign lets you select the Default Campaign for the selected
users. These users will not be prompted to select the campaign and will be logged on to this

campaign by default.

= Testing » TestChat Sewtings ChatThemes Routing Users DefaultWorking Queues Holiday/Office Hours
Default Working Refresh
User ID User Role Default Working
testel Executive ]
supl Supervisor D
testpal Professional-Agent D

Figure: Set Default Working

You just have to select "Default Working" checkboxes for the users which you want to logon

in this campaign by default. Click "Apply" to apply this change.
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10.3 Interaction Campaign Settings

In the left navigation bar of Proces Tab, you can select an Interaction Campaign to view its

settings.

The changes made in settings of one Interaction Campaign will be applicable to that campaign

itself. They will not be applicable on other similar (interaction) and different (non-interaction)

campaigns.

DetaistiieragtarCampagnlsimnlipspng

Ppl8 1010 M T e gloustamer gip

Figure: Settings of Interaction Campaign

It contains the following tabs.
e Settings — General
e Queues

e Users
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o Default Working

e Holiday/Office Hours
e (Canned Messages

o Custom Field

e Media Profile

10.3.1 Settings for Interaction Campaign

This tab contains only "General Settings".
Here, the General Settings are divided into the following sections.

o Campaign Details: These are the same details, which you have provided while

creating this campaign. You can only change the campaign name here.

o Campaign Settings: It contains the following settings.

= Agent can view: This settings lets you allow the agents to view the tickets of

others or not.

o On Dashboard: It lets you to allow or disallow the agents to view the
tickets of other agents on the dasboard. You can check "Inherit from
Parent" to inherit this settings from the parent. If you uncheck it, then

you can select any of the fullowing values for this campaign.

= Tickets assigned to the agent: Select it to let the agent view

only those tickets that are assigned to the agent.

= Tickets assigned to the agent and all unassigned tickets: Select

it to let the agent view all unassigned tickets and those tickets

that are assigned to the agent.

= All Tickets: Select it to let the agent view all tickets such as
assigned tickets to the agent itself, unassigned tickets, and

tickets assigned to other agents.
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o On Customer Details: It lets you to allow or disallow the agents to view

the tickets of other agents on the customer details. You can check
"Inherit from Parent" to inherit this settings from the parent. If you
uncheck it, then you can select any of the fullowing values for this

campaign.

= Tickets assigned to the agent: Select it to let the agent view

only those tickets that are assigned to the agent.

= Tickets assigned to the agent and all unassigned tickets: Select

it to let the agent view all unassigned tickets and those tickets

that are assigned to the agent.

= All Tickets: Select it to let the agent view all tickets such as
assigned tickets to the agent itself, unassigned tickets, and

tickets assigned to other agents.

» Closure Reason of Tickets: It is a new settings named "Closure Reason for
ticket", which allows the Administrator to specify whether the users has to
provide the closure reason while closing the ticket or not. It contains the

fullowing values.

o Mandatory: Select it to make it mandatory for the users to provide a

closure reason while closing the ticket.

o Non-Mandatory: Select it to make it optional for the users to provide a

closure reason while closing the ticket. The agent can skip the step to

provide the closure reason and close the ticket directly.

o Not Required: Select it to make it unnecessary (not required at all) for
the users to provide a closure reason while closing the ticket. The
option to ask for a closure reason will not appear at all while closing

any ticket.

»= Column Mappings: Selct a different column mapping here.
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o CRM Settings: These are the same settings, which you have provided while creating

this campaign. You can modify all of its fields here.

e Click here to know more about the Campaign Details and CRM Settings for this

campaign.

o Default BCC Address: You can provide an email address to which all emails will be

sent through BCC field.

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

"Refresh" to discard the changes.
10.3.2Users

Here, you can assign and unassign the users to this campaign. This tab has already been

explained in the Chat Campaign Settings. Know more...
10.3.3 Queues

Here, you can create and manage the queues. This tab has already been explained in the Chat

Campaign Settings. Know more...
10.3.4 Default Working

Here, you can select the users who will be logged in to this campagin, by default, and will not
receive the prompt to select the campaign. This tab has already been explained in the Chat

Campaign Settings. Know more...
10.3.5Holiday/Office Hours

Here, you can define the holidays, office hours, and non-working hours for this campaign.

This tab has already been explained in "System Configuration". Know more...
10.3.6 Canned Messages

This Tab lets you assign and unassign the canned messages to this campaign. You have

created the canned messages at the System Level and the same will be shown here. Refer to
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"Canned Messages" in System Configuration to know the steps to create the canned

messages.
= Testing > Testinteraction Settings Users Default Working Queues Canned Message  Holiday/Office Hours  Custom Field  Media Profile
Refresh
Available Canned Messages Ui Search Q Assigned Canned Messages e Search Q
O Name O Name
O Msgl
| Msg2

Figure: Canned Messages

Perform the following steps to assign canned messages to this campaign.
1. Select the canned messages in "Available Canned Messages" section

| > |

2. Click icon to proceed to assign the selected canned messages.
Available Canned Messages e Search Q) Assigned Canned Messages s Search Q
Name v Name
v Msg2 v Msgl

Figure: Assign or Unassign Canned Messages

3. Click "Apply" to assign the canned messages to this campaign.

Rather, you can click "Refresh" to not assign the canned messages.

To unassign a canned message, select it in "Assigned Canned Messages" section, click

and click "Apply" to unassign the selected canned message from the campaign.
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10.3.7 Custom Fields

This Tab lets you assign and unassign the custom fields to this campaign. You have created

the Custom Fields in the Process Settings and the same will be shown here. Refer to "Custom

Fields" in Process Settings to know the steps to create the custom fields.

= Testing > Testinteraction Settings Users Default Working Queues Canned Message Holiday/Office Hours Custom Field Media Profile
Manage Campaign Custom Fields Refresh
Available Custom Fields (7) L Search Q Assigned Custom Fields (0) C-heit Search Q
O Custom Field Name O Custom Field Name
NewCat1 O
O Made of Communication
O Frequency of receiving Promorional Emails
1 Profession
O Areas of Interest
|:| Address
] PIN Code
O Location
Figure: Custom Fields
Perform the following steps to assign custom fields to this campaign.
1. Select the custom fields in "Available Custom Fields" section
2. Click icon to proceed to assign the selected custom fields.
Available Custom Fields (2) feors Search a Assigned Custom Fields (5) s Search Q
— Custom Field Name —_ Custom Field Name
NewCat1 O NewCat1
v PIN Code v Mode of Communication LR
D Location ) D Areas of Interest ™
'O Address O
1 Profession ~
O Frequency of receiving Promotional Emails T~
Figure: Assign or Unassign Custom Fields
3. Click "Apply" to assign the custom fields to this campaign.
Rather, you can click "Refresh" to not assign the custom fields.
, \ © 2018
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To unassign a custom field, select it in "Assigned Custom Fields" section, click icon, and click

"Apply" to unassign the selected custom field from the campaign.

10.3.8 Media Profile

This Tab lets you assign and unassign the media profiles to this campaign. You have created
the Media Profiles at the System Level and the same will be shown here. Refer to "Media

Profiles" in System Configuration to know the steps to create the media profiles.

= Testing > TestInteraction Settings Users Default Working Queues Canned Message Holiday/Office Hours Custom Field Media Profile

Media Profiles Refresh Apply

HEGHE 00 of -
Available Media Profiles (12) SbCiE Search Q Assigned Media Profiles (0) 0-00f0 Search Q

(|

Media Profile Name O Media Profile Name
11212
MSD
Drishri
kapsy
_Supprt
Rush
12/08/1996

Qutlook

Ooo0oo0oodgooan

[

Figure: Media Profile

Perform the following steps to assign media profiles to this campaign.

1. Select the canned messages in "Available Media Profiles" section

2. Click"~iconto proceed to assign the selected media profiles.

-

Available Media Profiles (7) e Search Q Assigned Media Profiles (5) e Search Q
. et Profie Name = MediaProfle Name

ERRTr v outeck

v MSD v twitter za

v Drishti ) O Abhi

O kepsy \ ‘ O Tem

v Vinest_Supprt 0 o

O Rush

0O 12/08/1396

" AMEYDO ©2018 Page 309



Ameyo 4.3 Administrator Manual

Figure: Assign or Unassign Media Profiles

3. Click "Apply" to assign the Media Profiles to this campaign.

Rather, you can click "Refresh" to not assign the media profiles.

To unassign a media profile, select it in "Assigned Media Profiles" section, click 8 icon, and click

"Apply" to unassign the selected media profile from the campaign.

10.4 Interactive Voice Application Campaign Settings

10.4.1 Interactive Voice Application Campaign Settings

In the left navigation bar of Process Tab, you can select an Interactive Application Campaign

to view its settings.

The changes made in settings of one Interactive Voice Application Campaign will be applicable to

that campaign itself. They will not be applicable on other similar (intearctive voice application) and

different (non-interactive voice application) campaigns.
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Testinbound Ieteractive Vaice Appliestiar

Campaign Settings
100 ) E

Disl On TimeOulinsecs] e T T

Ey 100 Lead based compsign timezane Mapper e

Wolce Logs Enabled [T Play Periodic Beep

CRM Settings

RaBT01010138 S8 prnshe 1010101358 T8restngcsomer php hpI101010135 8T scrgdsposconshy

P4 Phane

O Test 1234567991

Vel Rcresh
Vaice Mail Configurations Voicemall O

Figure: Settings of Interactive Voice Application Campaign

It contains the following tabs.

e Settings
» General Settings
= Advanced Settings
= Dial Profile Settings

e Queues

e Routing

e Users

o Default Working

e Holiday/Office Hours

e (Call Context

e Local IVR

e QA Parameters
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e Prompt
10.4.1.1 Settings of Interactive Voice Application Campaign
This tab contains "General Settings", "Advanced" Settings, and "Dial Profile" Settings.
10.4.1.1.1  General Settings

Here, the General Settings are divided into the following sections.

o Campaign Details: These are the same details, which you have provided while

creating this campaign. You can only change the campaign name here.

o Campaign Settings: Except the following it contains those settings, which you have

configured while creating this campaign.
= Dial On Time out (In seconds): Select it to define the dial on time-out. With

this settings, the dialed calls will be disconnected after the provided seconds

if not connected.

o CRM Settings: These are the same settings, which you have provided while creating

this campaign. You can modify all of its fields here.

e TPV Phone: As per the process requirement, there may be a few numbers to which
transfer of calls is very frequent. Third-party verification (TPV) number is used to
transfer the call to verifier. Here, such frequently used TPV numbers are added so

that the user can directly transfer the case to these numbers.

TPV Phone

|:| Testl2 111111111

Figure: TPV Phone
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Click "Add" to show a row to add TPV Phone number. Enter the name and phone
number. You can add multiple TPV Numbers. To delete a TPV phone number, click its

checkbox to select it and click "Delete".

» Voicemail Configuration: Perform the following steps to enable the voicemail

feature on the queue level. If this is not enabled, then voicemails will not be

recorded.

Make sure to upload the Prompts through "Prompts" tab in the campaign to use them in

Voicemail.

» C(lick "Voicemail" toggle switch to turn it on.

= Welcome Voicemail Prompt: Select the welcome voicemail prompt from the

drop-down field.

* Finish Voicemail Prompt: Select the finish voicemail prompt from the drop

down field.

Finish Voicemail Prompt Welcome Voicemail Prompt Motification Email IDs

WoiceMailFinish1 v VoiceMailStart1 v

Figure: Voicemail Configuration

* Notifications Email IDs: Check "Notification Email IDs" to send the voicemail
notifications to the selected recipients. After enabling it, enter the email
addresses (only Gmail domain) of the recipients Administrator separated by

comma. For example: email1@gmail.com, email2@gmail.com.

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

"Refresh" to discard the changes.

e Click here to know more about the Campaign Details and CRM Settings for this

campaign.
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o After modifying the settings, click "Apply" on top to apply these settings. Else, you can

click "Refresh" to discard the changes.
10.4.1.1.2 Advanced Settings

Here, the Administrator can configure the Advanced Settings of an Interactive Voice

Application Campaign.

General Advanced | Dial Profile
Advanced reesh | (0D
Configuration
Associaied Tazle Definiven Column mappings
DefaultAgentTableDefinition DefaultinboundColumnMapping ¥
DefauitTapleDefiniton
Disposition Plan No. of Last Calls* File Format
DefaultlVADispositionPlan v 10 gres v
NedeFlow Configuration
Name Nodeflow Type File Name Actions
Transfer To User System defined (Upload )
Manual Dial System defined (Upload )
Transfer to Phone System defined ("Upload )
Confer System defined (Upload )
Dispose System defined (Upload )
Barge System defined (Upload )
Snoop System defined (upload )
Put on Hold System defined (upload )
Resume Tslk System defined (upload )
Transfer To Queus System defined - (Upload )
Callback System defined (pload )
Listen Voicelog System defined (pload )
Pick Call Dial System defined (pload )
Record o Prompt System defined (upload )
Post Processing System defined ("Upload )
Whisper System defined ("Upload )
Pre Processing System defined ("Upload )
Auto Dial System defined (Upload )

Figure: Advanced Settings

This tab can be divided into two sections - "Configuration" and "NodeFlow Configuration".
In "Configuration", you can modify those settings that you have configured while

creating this campaign.
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"NodeFlow Configuration" lets you upload the nodeflow for the different functions listed

herein below.
= Transfer to User
=  Manual Dial

= Transfer to Phone

» Confer
= Dispose
= Barge

= Snoop

»= Puton Hold

» Resume Talk

= Transfer to Queue
» Callback

= Listen VoicelLog

= Pick Call Dial

= Record to Prompt
= Post Processing

=  Whipser

= Pre Processing

Auto Dial
10.4.1.1.3 Dial Profile Settings

Here, the Administrator can create the dial profiles for the campaigns using the Routing

Plans. So, it is necessary to create the Routing Plans first before configuring this tab.

Before creating a routing plan, you have to assign and manage the users, assign the call

contexts, and create the queues.

Q.
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General Advanced Dial Profile
Dial Profile refresh | (P

Manual Dial Profile Settings

Manual Dial Profile Policy Ringing TimeOut(i B
tinging TimeOut{in secs)

Select 30

Set up TimeOut (in secs)

15

Confer Dial Profile Settings

Confer Dial Profile Policy e T ) .
tinging TimeOut{in secs)

Select 30

Set up TimeOut (in secs)

15

Figure: Dial Profile Settings

Perform the following steps to configure the Dial Profile Settings for Manual Dial and

Confer Dial (Conference Dial).

1. Manual Dial Profile Settings: It lets you configure the settings for Manual

Dial Profile. Perform the following steps.

A. "Manual Dial Profile Policy" lists the Outbound Routing Policies that

you have created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after
which call gets disconnected if the recipient does not answer the call.
Provide a value in seconds for the same. The default value is 30

seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of
a call till the connection gets established, after which call gets
disconnected if the call is not connected. Provide a value in seconds

for the same. The default value is 15 seconds

2. Confer Dial Profile Settings: It lets you configure the settings for Confer Dial

(Dial during Conference) Profile. Perform the following steps.
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A. "Confer Dial Profile Policy" lists the Outbound Routing Policies that

you have created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after
which call gets disconnected if the recipient does not answer the call.
Provide a value in seconds for the same. The default value is 30

seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of
a call till the connection gets established, after which call gets
disconnected if the call is not connected. Provide a value in seconds

for the same. The default value is 15 seconds

3. Click "Apply" to apply the dial profile for any section.

Rather, you can click "Refresh" to discard the changes.

When you click apply, the values for Call Context for the selected Policy is populated

in "Call Context" column.

General Advanced Dial Profile
Dial Profile Refresh Apply

Manual Dial Profile Settings

Manual Dial Profile Palicy P . .
Ringing TimeOut{in secs)

TestBasicsinglel voip 30

Set up TimeOut (in secs)

13

Confer Dial Profile Settings

Confer Dial Profile Palicy
Ringing TimeOut{in secs)

TestMultiple1 cc_voicetest_DefaultVR softphone !, Test 30

Set up TimeOut (in secs)

15

Figure: Configured Dial Profile Settings

10.4.1.2 Users

Here, you can assign and unassign the users to this campaign. This tab has already

been explained in the Chat Campaign Settings. Know more...

@ AMVIEYD ©2018 Page 317



Ameyo 4.3 Administrator Manual

10.4.1.3 Queues

Here, you can create and manage the queues. This tab has already been explained in

the Chat Campaign Settings. Know more...
10.4.1.4 Default Working

Here, you can select the users who will be logged in to this campagin, by default, and
will not receive the prompt to select the campaign. This tab has already been

explained in the Chat Campaign Settings. Know more...
10.4.1.5 Holiday/Office Hours

Here, you can define the holidays, office hours, and non-working hours for this
campaign. This tab has already been explained in "System Configuration". Know

more...
10.4.1.6 Other Settings

Other Settings are explained in the following subsequent pages. Click the links to know

more about them.

= Call Contexts

= Routing
= Local IVR

= QA Parameters

= Prompt

10.4.2 Call Context in a Campaign

Call context is basically the SIP channel that is visible and will be used by the agent to initiate

the calls. This Tab lets you assign and unassign the call contexts to this campaign, which you
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have created in Call Manager. Refer to "Call Manager" to know the steps to create the call

contexts.
= Testing > Testinbound Scttings Routing Users Call Context  Default Working  Queues  Holiday/Office Hours  Local IVR QA Parameters  Prompt
Manage Call Context Refresh
Available (5) =EE Search Q Assigned (0) 0 Search Q
0 Name Outbound Max. Inbound Max. Active Max. O Name Outbound Max. Inbound Max. Active Max.
O voip 100 100 100
O sofiphone’ 100 100 100
O sudiocodes 100 100 100
O cc_voicetest_ DefaultVR 100 100 100
O Test! 10000 10000 10000

Figure: Call Context Settings

Perform the following steps to assign call contexts to this campaign.

1. Select the call contexts in "Available Call Contexts" section

| R |

2. Click - iconto proceed to assign the selected call contexts.

Manags Call Cantext Refresh m

Available (1) (HICT Search a Assigned (4) lEcE Search Q
v Name Outbound Max. Inbound Max. Active Max. = Name Outbound Max. Inbound Max. Active Max.
v sudiocades 100 100 100 v vaip 100 100 100

v cc_voicetest_DefaultVR 100 100 100
a safiphonel 100 100 100
)
O Testl 10000 10000 10000

Figure: Assign or Unassign Call Contexts

3. Click "Apply" to assign the call contexts to this campaign.

Rather, you can click "Refresh" to not assign the Call Contexts.

To unassign a call context, select it in "Assigned Call Contexts" section, click icon, and click

"Apply" to unassign the selected call context from the campaign.
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10.4.3Routing in a Campaign

Here, you can create and manage the routing for both Inbound and Outbound Calls.

= Testing » Testinbound Settings Routing Users Call Context Default Working Queues Holiday/Office Hours Local IVR QA Parameters Prompt

Inbound: Feature Context Default ACD Feature Context - o

context id Context Flow Name Node Flow Name Transferable  Assignment

Outbound; Feature Context oo

Policy Id Policy Type Name Last Updated Assignment

Figure: Routing

10.4.4 Routing for Inbound

The steps to create the routing plan for an inbound feature context has already been

explained in the Chat Campaign Settings. Know more...
10.4.5 Routing for Outbound

In "Outbound: Feature Context" section, perform the following steps.
1. Click "Add" to add a routing policy for the Outbound feature context.

2. It creates a new row in the blank area.

Outbound: Feature Context refresh | (2D

Policy Id Palicy Type Name Last Updated Assignment

O o Basic Single Call Contex: Type Assign

Phone Based Call Context Type
Multiple Type Round Robin Call Contex

Basic Multiple Call Context Type

Figure: Adding an Outbound Routing Policy

3. Select any of the following Policy Types.

o Basic Single Call Context Type: It is the policy type in which outbound calls

will be dialed out from the single call context.
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o Phone Based Call Context Type: It is the policy type in which administrator
can define the pattern on basis of which numbers will be dialed out from

multiple call context. It will only reflect after procuring appropriate licenses.

o Basic Multiple Call Context Type (Licensable): It is the policy type in which
outbound calls will be dialed out from multiple call context. It will only reflect

after procuring appropriate licenses.

o Multiple Type Round Robin Call Context Type: It is the policy in which if a
call tried by a call context fails to get connected, then it will be tried by the
different call contexts that are selected for calling as per Round-Robin
algorithm. As per Round-Robin Algorithm, each call context is used to call for
a fixed amount of time and if the call does not get connected in that duration,
another call context is used. The left over call context is reused when all other

call contexts in the loop are used and the call is still not connected.

Make sure to not provide a name for the Routing for any "Outbound: Feature Context".

The name will be assigned automatically after selecting the call contexts.

The Outbound Routing with manual names will not work.

4. Click "Assign" link under "Assignment" header to select a call context that you have
assigned in this campaign in "Call Context" Tab. Following pop-up is displayed for

"Basic Single Call Context Type" on the page.

Select Context x

Call Context

Select

Figure: Select Call Context for Basic Policy
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For "Phone Based Call Type", "Basic Multiple Call Context Type", and "Multiple Type

Round Robin Call Context Type", the following pop-up appears to select the multiple

call contexts.

Context Assignment

Available
] Mame
] softphonel
| audiocodes
| voip
] 1112
] 1113

1-50f5 ) 0-0 of 0
Assigned

Outbound Max. D Name Outbound Ma:x. Ink
100
100
100
10000

10000

Figure: Select Call Contexts for Multiple Type Policy

Perform the following steps to assign call contexts to this new policy.

A. Select the call contexts in "Available" section

B. Click - icon to proceed to assign the selected call contexts.
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Context Assignment
1-3of3 1-2of2
Available Assigned
— Name Outbound Max. f— Name Outbound Max. Ir
|:| softphonel 100 v 1112 10000 10
[ %
| audiocodes 100 — O 1113 10000 100
(¢
w4 voip 100 -

Figure: Assign or Unassign Call Contexts

C. Click "Save" to assign the call contexts to this campaign.

Rather, you can click "Cancel" to not assign the Call Contexts.

To unassign a call context, click the link under "Assign" header for a new or existing

Outbound Routing Policy, select a call context in "Assigned Call Contexts" section, click

icon, and click "Save" to unassign the selected call context from the campaign.

4. Click "Save" to proceed to add the selected context to the routing policy.
5. Click "Apply" to create the Routing Plan for Outbound.

You can create multiple routing policies for the Outbound Feature in the Interactive Voice

Application (Inbound) Campaign.

Outbound: Feature Context Delete Refresh m
Policy Id Policy Type Name Last Updated Assignment
3 Basic Single Call Context Type 1113_basic.single.call.context.yype 10/10/2018, 16:55:15 1113
15 Multiple Type Round Robin Call Cont  1112_basic. multiple.call.contextype 15/10/2018, 13:25:44 1112, softphonel

Figure: Added Outbound Routing Policies
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You can only change the selected Call Contexts while modifying an Outbound Routing Policy. In

addition to that, you can also delete a routing policy.

10.4.6 Local IVR in a Campaign

"Local IVR" is a full-fledged IVR (Interactive Voice Response) running locally that is in the
telephony channel upon which IVR is running. There can be two types of Local IVRs. One that
runs primarly upon receiving a call and consumes a telephony channel (SIP or Zap Trunk).
Whereas, the another IVR is called by the agent during the call with the customer and does
not consume any telephony channel. "Local IVR" Tab in Interactive Voice Application

Campaign Settings lets the Administrator create the Local IVRs.

= Testing > Testinbound Settings Routing Users Call Context Default Working Queues Holiday/Office Hours Local IVR QA Parameters Prompt

Local IVR Search ~ Q T m

Name Incoming Call Context

- woip

Figure: Local IVR Tab

Perform the following steps to add a Local IVR.

1. Click "Add" to add a Local IVR using the following pop-up.

Q.
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Add Local IVR X

Mame
Select Call Context

I:‘ Override Source Phone I:‘ Override Destination Phone

Description

Cancel

Figure: Add a Local IVR

2. Provide a name for the new IVR.

3. "Call Context" drop-down menu lists all Call Contexts that you have assigned to this

campaign. Select anyone of them.

4. Select "Override Source Phone" option to override the source number (from which a
call is being received) of the incoming call with the provided number. After checking

it, provide a number in its relevant textbox.

5. Select "Override Destination Phone" option to override the destination number (to
which a call is being dialled) of the outbound call with the provided number. After

checking it, provide a number in its relevant textbox.

6. Provide a description in "Description" text box.
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Add Local IVR *

Mame
TestlVR voip W
I:‘ Override Source Phone I:‘ Owerride Destination Phone

Description

Test|

Figure: Sample Details

7. Click "Apply" to create the local IVR using the selected call context.

Rather you can click "Cancel" to not create it

You can follow these steps to create multiple Local IVRs.

= Testing > Testinbound Settings Routing Users Call Context Default Working Queues Heliday/Office Hours Local IVR QA Parameters Prompt
Local IVR Search Q) T Delete Add
Name Incoming Call Context Name
TestVR ~
vy TestIVR voip voip >
[ override Source Phone [ Gverride Destination Phone
O Test2 softphenel
Source phone Destination phone
Description
Test

Figure: Local IVRs

You can modify the settings of a Local IVR and delete it, if not required.
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10.4.7 QA Parameters in a Campaign

This Tab lets you assign and unassign the QA Parameters to this campaign, which you have

created at the System Level. Refer to "QA Parameters" in System Configuration to know the

steps to create the QA Parameters.

= Testing > Testnbound Semings Routing Users Call Context Default Working Queues Holiday/Office Hours Local IWVR QA Parameters Prompt
Refresh

Available (3) e Assigned (0) e

I:‘ Parameter Name Type Mandatory I:‘ Parameter Name Type Mandatory
] 1 Boolean Yes

] Call Quality Rangs Yes

|:| Customer Satisfaction Range ‘fes

Figure: QA Parameters
Perform the following steps to assign QA Parameters to this campaign.
1. Select the QA Parameters in "Available" section
2. Click - icon to proceed to assign the selected QA Parameters.

Refresh | (010

2af2

Available (1)

Assigned (2)
v Parameter Name Type Mandatory —_ Parameter Name Type Mandarory
Ve 11 Boolean Yes v Customer Satisfaction Range Yes

| Call Quality Ranze Yes

Figure: Assign or Unassign QA Parameters

3. Click "Apply" to assign the QA Parameters to this campaign.

Rather, you can click "Refresh" to not assign the selected parameters.
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To unassign a QA Parameter, select it in "Assigned" section, click icon, and click "Apply" to

unassign the selected QA Parameter from the campaign.

10.4.8 Prompts in a Campaign

This Tab allows you to create the Voice Message Prompts for the campaign. The prompts can

be created using the existing voice recordings saved in .wav formats.

= Testing » Testinbound Settings Routing Users Call Context Default Working Queues Holiday/Office Hours Local VR QA Parameters Prompt
Prompt Management Search Q Add Prompt
D Name File Name Relative Path Owner Active Action

Figure: Prompt Management

Perform the following steps to create a Prompt.

1. Click "Add Prompt" button in the top right corner. It shows the following pop-up.

Add Prompt

Name File Name

Select Owner

Relative Path
: none W

Choose file | Mo file chosen
|:| Is Active
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Figure: Add a Prompt

2. Provide a name for the prompt.
3. Provide a name for the sound file, that you are going to upload.

4. Provide a name for a folder, in which the sound file will be stored. This folder will be

created on server and if it exists already, the file will be saved into it.
5. Click "Choose File" to select the sound file on your disk.

6. Check"Is Active" to make this new prompt as Voice Prompt. Else uncheck it to
disable it.

Following is a screenshot containing sample details.

Add Prompt

Name File Mame

Testl welcomel.wav

Relative Path Select Owner

VT none hd
Choose file | welcomel . wav

|:| Is Active

Figure: Adding Prompt with Sample Details

7. Click "Save" to create the Prompt message.

Rather, you can click "Cancel" to not create a prompt.

You can create multiple prompts using these methods.

Prompt Management Search a 22
D Name File Name Relative Path Owner Active Action

ﬂ Testl welcomel.wav ivr Ne Edit

D Test2 welcome2.wav ivr No Edit
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Figure: Added Prompts

10.4.9 Edit Prompt

Click "Edit" link under "Action" column header for any prompt to edit it. It shows the following

pop-up.

Test1 welcome.wav

[ § none hd
Mo file chosen
p 0:00/0:05 @ )
¥ Download

Figure: Edit a Prompt

You cannot make any change here. The prompt name, file name, or path (where it is stored)

cannot be changed. You can either play the uploaded file or click menu icon to download it.

You can select a prompt and click "Delete" button on top right corner to delete. However, the

deleted prompts cannot be restored.

10.5  Outbound Voice Campaign Settings

10.5.1 Outbound Voice Campaign Settings
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In the left navigation bar of Process Tab, you can select an Outbound Voice Campaign to view

its settings.

The changes made in settings of one Outbound Voice Campaign will be applicable to that
campaign itself. They will not be applicable on other similar (outbound) and different (non-

outbound) campaigns.

armpogn Name
TestDubound Cubssund Vsice Campaign

100 NODID

5 100 Lead bised campsign dimezons Mapper

Volce Logs Enabled [] PlayPerlodic Beep

CRM Sertings

Freeen URL camusL Dispasizon uRL
hezpf/10.10,10.1 38:3786/resting/preview.php hezpuf#10.10.10.1 38:8786kesting/customer.php hezpid10,10.10.438:8786kestngl/dispossion.php

TPV Phone

Figure: Settings of Outbound Voice Application Campaign

It contains the following tabs.
e Settings
= General Settings
= Advanced Settings

= Dial Profile Settings

e Queues
e Routing
e Users
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o Default Working
e Holiday/Office Hours
o Call Context
e Customers
e Local IVR
e QA Parameters
e Prompt
10.5.1.1 Settings of Outbound Voice Application Campaign
This tab contains "General Settings", "Advanced" Settings, and "Dial Profile" Settings.
10.5.1.1.1  General Settings

Here, the General Settings are divided into the following sections.

o Campaign Details: These are the same details, which you have provided while

creating this campaign. You can only change the campaign name here.

o Campaign Settings: It contains the same settings, which you have configured while

creating this campaign.

o CRM Settings: These are the same settings, which you have provided while creating

this campaign. You can modify all of its fields here.

o TPV Phone: As per the process requirement, there may be a few numbers to which
transfer of calls is very frequent. Third-party verification (TPV) number is used to
transfer the call to verifier. Here, such frequently used TPV numbers are added so

that the user can directly transfer the case to these numbers.
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TPV Phone

Name Phone

D Testi2 EAARRARERYI

Figure: TPV Phone

Click "Add" to show a row to add TPV Phone number. Enter the name and phone
number. You can add multiple TPV Numbers. To delete a TPV phone number, click its

checkbox to select it and click "Delete".

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

"Refresh" to discard the changes.
e Click here to know more about the Campaign Details and CRM Settings for this
campaign.

o After modifying the settings, click "Apply" on top to apply these settings. Else, you can

click "Refresh" to discard the changes.
10.5.1.1.2 Advanced Settings

Here, the Administrator can configure the Advanced Settings of an Outbound Voice

Campaign.
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General Advanced Dial Profile
Advanced reesh ) (DD

Configuration

Associated Table Definition
Column mappings

DefaultAgentTableDefinition DefaultQutboundColumnMapping v
DefaurebleDefinon
Dispesition Plan No. of Last Calls* File Format
Defaul:OVCDispositionPlsn v 10 5728 ~
Customer Provider Type Min Cache Size Fetch Size
Default campaign based customer provider v 1000 500
Fetch Order Policy Clear All
Add
NodeFlow Configuration
Name Nodeflow Type File Name Actions
Transfer To User System defined - \: Upload :\
Manual Disl System defined - (Upload )
Transfer 1o Phone System defined - (upload )
Confer System defined - (uptoad )
Dispose System defined - (Upload )
Barge System defined - \ Upload \
Snoop System defined - (uptoad )
Put on Hold Syscem defined - (Upload )
Resume Talk System defined - (uptoad )
Transfer To Queue System defined - (Upload )
Callback System defined - (Upload )
Listen Voicelog System defined - (uptoad )
Pick Call Dis System defined - ("Upload )
Record to Prompt System defined - (Upload )
Post Processing System defined - (upload )
Whisper System defined - (uptoad )
Pre Processing System defined - (Upload )
Aute Dial System defined - (Upload )

Figure: Advanced Settings

This tab can be divided into these sections - "Configuration", "Fetch Order Policy", and

"NodeFlow Configuration".

= Configuration: Except the following, "Configuration" section contains those

settings that you have already configured while creating this Outbound
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campaign. You can change the values for Column Mappings, Disposition Plan,

Number of Last Calls, and File Format.
o

o Customer Provider Type: Select the algorithm for the dialer to pick

and dial the customers from the database.

= Campaign Based Customer Provider: It is the default customer

provider, which will fetch maximum possible numbers from
the highest priority leads in one query. If numbers fetched are
less than the required numbers, then it will also fetch numbers
from the lower priority leads. Cache will not be maintained on

per lead basis.

= This provider will fallback to Lead Based Customer Provider in

a Predictve Parallel Campaign.

= | ead Based Customer Provider: It can be used to dial the

numbers as per the lead priority. Customers with high priority
will be dialed first, whereas customers with less priority will be
dialed after it. If two leads have same priority numbers, then

they will be selected for dialing as per their weights.

Lead Based Customer Provider is the recommended for
Parallel Predictve Dialer and Parallel Predictive
Campaign.

It is recommended to maintain cache per lead in case of

lead to queue mappingin a Parallel Predictive Campaign

so that all the queues get enough numbers, if available.

This method is not recommended when lead leveling is

not required.

Q.
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If large number of leads are enabled for a campaign and
no lead leveling is required, then this method is not
recommended. Else, the Campaign Based Customer

Provider is recommended in such a scenario.

= PACE Based Customer Provider: It is the recommended

method for a Parallel Predictive Campaign. Select it to enable

the PACE.

o Minimum Cache Size: Provide the minimum size for the cache that is

the count of numbers that can be stored a time.

o Fetch Size: Provide the count of numbers that can be fetched at a

time.

= Fetch Order Policy: Here, you have to add and define "Fetch Order Policy" to

fetch the customers' numbers. Select any of the following policies.

o Customer Upload Time: The customers to be dialed are selected as
per the time of the uploading of their numbers to the campaigin. After
selecting it, you can select ascending or descending order of the

sorting the numbers.

Cust Upload Ti
ustomer Upload Time V ASC DESC

Figure: "Customer Upload Time" Fetch Order Policy

In the ascending order, the customer whose number is uploaded very
first will be dialed first and so on. In the descending order, the
customer whose number is uploaded very last will be dialed first and

so on.

o Randomized order of lead upload: The customers to be dialed are
selected randomly from the lead. The random algorithm to sort the

values in the database is used.

Q.
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o Natural Order of Lead Upload: The customers to be dialed are
selected as per the same order as they are originally presented in the

CSV file, which was uploaded.

o Number of Attempts: The customers to be dialed are selected as per
the number of attempts made to dial their numbers. After selecting it,

the administrator can select the Ascending or Descending order.

Number Of Attempts v
ASC DESC

Figure: "Number of Attempts" Fetch Order Policy

o Customer Information: The customers to be dialed are selected as
per the ascending or descending order of the values of any customer
information field. After selecting it, the administrator has to select the
customer information field as per which the customers to be dialed

has to be selected.

Customer Information hd select data field DESC

Figure: "Customer Information" Fetch Order Policy

After selecting the field, the administrator can opt for ascending or

descending sorting.

o CUSTOM :Here, the Administrator can provide its own customized
JavaScript code to create a customized order of selecting the
customers to be dialed. Multiple conditions can be mixed using this

method.

o User Disposition Retry Time: The customers to be dialed are

selected as per the retry time attached to their disposition. After
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selecting it, the administrator can select the Ascending or Descending

order.

User Disposition Retry Time ~
ASC DESC

Figure: "User Disposition Retry Time" Fetch Order Policy

In Ascending order, those customers will be dialed first who has least
disposition retry time. In descending order, those customers will be

dialed first who has the highest disposition retry time.

= NodeFlow Configuration: It lets you upload the nodeflow for the different

functions listed herein below.

o Transfer to User

o Manual Dial

o Transfer to Phone

o Confer
o Dispose
o Barge

o Snoop

o PutonHold

o Resume Talk

o Transfer to Queue
o Callback

o Listen Voicelog

o Pick Call Dial

o Record to Prompt

o Post Processing
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o Whipser
o Pre Processing
o Auto Dial

10.5.1.1.3 Dial Profile Settings

Here, the Administrator can create the dial profiles for this campaign using the Routing

Plans. So, it is necessary to create the Routing Plans first before configuring this tab.

Before creating a routing plan, you have to assign and manage the users, assign the call

contexts, and create the queues.

!

General Advanced Dial Profile

Dial Profile Refresh Apply

Manual Dial Profile Settings

Manual Dial Profile Policy

Ringing TimeOut(in secs)
Select -

Set up TimeOut (in secs)

Confer Dial Profile Settings

Confer Dial Profile Policy

Select Ringing TimeOut(in secs)

Set up TimeOut (in secs)

Auto Dial Profile Settings

Auro Disl Profile Policy

Ringing TimeOut(in secs)
Select -

Set up TimeOut (in secs)

Figure: Dial Profile Settings

Perform the following steps to configure the Dial Profile Settings for Manual Dial, Confer

Dial (Conference Dial), and Auto Dial.

1. Manual Dial Profile Settings: It lets you configure the settings for Manual

Dial Profile. Perform the following steps.
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A. "Manual Dial Profile Policy" lists the Outbound Routing Policies that

you have created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after
which call gets disconnected if the recipient does not answer the call.
Provide a value in seconds for the same. The default value is 30

seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of
a call till the connection gets established, after which call gets
disconnected if the call is not connected. Provide a value in seconds

for the same. The default value is 15 seconds

2. Confer Dial Profile Settings: It lets you configure the settings for Confer Dial

(Dial during Conference) Profile. Perform the following steps.

A. "Confer Dial Profile Policy" lists the Outbound Routing Policies that

you have created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after
which call gets disconnected if the recipient does not answer the call.
Provide a value in seconds for the same. The default value is 30

seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of
a call till the connection gets established, after which call gets
disconnected if the call is not connected. Provide a value in seconds

for the same. The default value is 15 seconds

3. Auto Dial Profile Settings: It lets you configure the settings for Auto Dial

Profile. Perform the following steps.

A. "Auto Dial Profile Policy" lists the Outbound Routing Policies that you

have created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after

which call gets disconnected if the recipient does not answer the call.
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Provide a value in seconds for the same. The default value is 30

seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of
a call till the connection gets established, after which call gets
disconnected if the call is not connected. Provide a value in seconds

for the same. The default value is 15 seconds

4. Click "Apply" to apply the dial profile for any section.

Rather, you can click "Refresh" to discard the changes.

When you click apply, the values for Call Context for the selected Policy is populated

in "Call Context" column.

General Advanced Dial Profile

0}

Dial Profile Refresh Apply
Manual Dial Profile Settings

Manual Dial Profile Policy Ringing TimeOutli B
tinging TimeOut{in secs)

TestBasicSingle1 voip 30

Set up TimeOut (in secs)

15

Confer Dial Profile Settings

Confer Dial Profile Palicy
Ringing TimeOut{in secs)

TestMultiple1 cc_voicetest_DefaultVR, softphone, Test 30

Set up TimeOut (in secs)

15

Auto Dial Profile Settings

Auro Dial Profile Policy
Ringing TimeOut{in secs)

TestMultiple1 cc_voicetest_DefaultVR, softphone, Test 30

Set up TimeOut (in secs)

15

Figure: Configured Dial Profile Settings

10.5.1.2 Users

Here, you can assign and unassign the users to this campaign. This tab has already

been explained in the Chat Campaign Settings. Know more...
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10.5.1.3 Queues

Here, you can create and manage the queues. This tab has already been explained in

the Chat Campaign Settings. Know more...
10.5.1.4 Default Working

Here, you can select the users who will be logged in to this campagin, by default, and
will not receive the prompt to select the campaign. This tab has already been

explained in the Chat Campaign Settings. Know more...
10.5.1.5 Holiday/Office Hours

Here, you can define the holidays, office hours, and non-working hours for this
campaign. This tab has already been explained in "System Configuration". Know

more...
10.5.1.6 Call Context

Here, you can define the call contexts for this campaign. This tab has already been

explained in "Interactive Voice Application Campaign". Know more...
10.5.1.7 Routing

Here, you can define the routing policies for this campaign. This tab has already been

explained in "Interactive Voice Application Campaign". Know more...
10.5.1.8 Local IVR

Here, you can create the Local IVRs for this campaign. This tab has already been

explained in "Interactive Voice Application Campaign". Know more...
10.5.1.9 QA Parameters

Here, you can assign or unassign the QA Parameters to this campaign. This tab has

already been explained in "Interactive Voice Application Campaign". Know more...
10.5.1.10 Prompt

Here, you can create and manage the Voice Prompts for this campaign. This tab has

already been explained in "Interactive Voice Application Campaign". Know more...

a AMEYDO ©2018 Page 342



Ameyo 4.3 Administrator Manual

10.5.1.11 Other Settings

Other Settings are explained in the following subsequent pages. Click the links to know

more about them.

= Customer Filters

10.5.2 Customer Filter in a Campaign

Customer Filters filter the numbers of customers to be dialed. This tab shows the filters, which
you have created for Outbound Campaign in "System Configuration" — "Table" — "Filters".

Know more...

Outbound Campaign shows the filters created for Outbound campaigns, whereas Parallel

Predictive Campaign shows the filters created for Parallel Predictve Campaigns. Similarly, Voice

Blast Campaign shows the filters created for Voice Blast Campaigns.

Hover the mouse over @ icon to view the information for the selected table filter.

Description o
Clauses
ATTEMPTS ='7
o
Figure: Filter Details
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= Testing > TestOutbound Settings Routing Users Call Context Default Working Queues Customers Local VR QA Parameters Prompt
Filter
Refresh
1-3of3 0-00f 0
Available filters Assigned filters
D Filter Name Filter Type Enabled D Filter Name Filter Type Enabled
O 1 Default Yes [ ]
O Test! Default Yes [
O Test20ut Defsulc Mo [i ]
Figure: Customer Filter Settings
Perform the following steps to assign customer filters to this campaign.
1. Select the filters in "Available Filters" section
oo, . :
2. Click - icon to proceed to assign the selected filters.
Refresh m
1-1 of 1 1-2o0f2
Available filters Assigned filters
v Filter Name Filter Type Enabled —_ Filter Name Filter Type Enabled
Vg Test20ut Default No [ ] v Testl Default Yes [ ]
| 1 Default Yes i ]

Figure: Assign or Unassign Customer Filters

3. Click "Apply" to assign the customer filters to this campaign.

Rather, you can click "Refresh" to not assign the filters.

To unassign a customer filter, select it in "Assigned Filters" section, click icon, and click "Apply"

to unassign the selected filter from the campaign.
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10.6 Parallel Predictive Voice Campaign Settings

In the left navigation bar of Process Tab, you can select a Parallel Predictive Voice Campaign

to view its settings.

The changes made in settings of one Parallel Predictve Voice Campaign will be applicable to that
campaign itself. They will not be applicable on other similar (parallel) and different (non-parallel)

campaigns.

" 150 Land baned campagn simesnes Mappar

Vioice Logs Enaled Flay Peviesdic Seep

PR IL10. 1 M BT esing preew shp g 13RS M AT e curromar e g 101810 MM msngissposton she

TPV Phoce

Figure: Settings of Parallel Predictive Voice Application Campaign

It contains the following tabs.
e Settings
» General Settings
= Advanced Settings
= Dial Profile Settings

e Queues
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e Routing

e Users

o Default Working

e Holiday/Office Hours
o Call Context

e Customers

e Local IVR

e QA Parameters

e Prompt

10.6.1 Settings of Interactive Voice Application Campaign

This tab contains "General Settings", "Advanced" Settings, and "Dial Profile" Settings.
10.6.1.1 General Settings

Here, the General Settings are divided into the following sections.

Campaign Details: These are the same details, which you have provided while

creating this campaign. You can only change the campaign name here.

o Campaign Settings: It contains the same settings, which you have configured while

creating this campaign.

o CRM Settings: These are the same settings, which you have provided while creating

this campaign. You can modify all of its fields here.

o TPV Phone: As per the process requirement, there may be a few numbers to which
transfer of calls is very frequent. Third-party verification (TPV) number is used to
transfer the call to verifier. Here, such frequently used TPV numbers are added so

that the user can directly transfer the case to these numbers.
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TPV Phone

Name Phone

D Testi2 EAARRARERYI

Figure: TPV Phone

Click "Add" to show a row to add TPV Phone number. Enter the name and phone
number. You can add multiple TPV Numbers. To delete a TPV phone number, click its

checkbox to select it and click "Delete".

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

"Refresh" to discard the changes.
e Click here to know more about the Campaign Details and CRM Settings for this
campaign.

o After modifying the settings, click "Apply" on top to apply these settings. Else, you can

click "Refresh" to discard the changes.
10.6.1.2 Advanced Settings

Here, the Administrator can configure the Advanced Settings of a Parallel Predictive Voice

Campaign.
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General Advanced Dial Profile
Advanced reesh ) (DD

Configuration

Associated Table Definiton
Column mappings

DefaultAgentTableDefinition DefaultAdvancedQutboundColumnMapping v
DefaurebleDefinon
Dispesition Plan No. of Last Calls* File Format
Defaul:OVCDispositionPlsn v 10 5728 ~
Customer Provider Type Min Cache Size Fetch Size
Default campaign based customer provider v 1000 500
Fetch Order Policy Clear All
Add
NodeFlow Configuration
Name Nodeflow Type File Name Actions
Transfer To User System defined - \: Upload :\
Manual Disl System defined - (Upload )
Transfer 1o Phone System defined - (upload )
Confer System defined - (uptoad )
Dispose System defined - (Upload )
Barge System defined - \ Upload \
Snoop System defined - (uptoad )
Put on Hold System defined - (upload )
Resume Talk System defined - (uptoad )
Transfer To Queue System defined - (Upload )
Callback System defined - (Upload )
Listen Voicelog System defined - (uptoad )
Pick Call Dis System defined - ("Upload )
Record to Prompt System defined - (Upload )
Post Processing System defined - (upload )
Whisper System defined - (uptoad )
Pre Processing System defined - (Upload )
Aute Dial System defined - (Upload )

Figure: Advanced Settings

This tab can be divided into these sections - "Configuration", "Fetch Order Policy", and

"NodeFlow Configuration".

= Configuration: Except the following, "Configuration" section contains those

settings that you have already configured while creating this Parallel
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Predictive campaign. You can change the values for Column Mappings,

Disposition Plan, Number of Last Calls, and File Format.
0

o Customer Provider Type: Select the algorithm for the dialer to pick

and dial the customers from the database.

= Campaign Based Customer Provider: It is the default customer

provider, which will fetch maximum possible numbers from
the highest priority leads in one query. If numbers fetched are
less than the required numbers, then it will also fetch numbers
from the lower priority leads. Cache will not be maintained on

per lead basis.

= This provider will fallback to Lead Based Customer Provider in

a Predictve Parallel Campaign.

= | ead Based Customer Provider: It can be used to dial the

numbers as per the lead priority. Customers with high priority
will be dialed first, whereas customers with less priority will be
dialed after it. If two leads have same priority numbers, then

they will be selected for dialing as per their weights.

Lead Based Customer Provider is the recommended for
Parallel Predictve Dialer and Parallel Predictive
Campaign.

It is recommended to maintain cache per lead in case of

lead to queue mapping in a Parallel Predictive Campaign

so that all the queues get enough numbers, if available.

This method is not recommended when lead leveling is

not required.

Q.
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If large number of leads are enabled for a campaign and
no lead leveling is required, then this method is not
recommended. Else, the Campaign Based Customer

Provider is recommended in such a scenario.

= PACE Based Customer Provider: It is the recommended

method for a Parallel Predictive Campaign. Select it to enable

the PACE.

o Minimum Cache Size: Provide the minimum size for the cache that is

the count of numbers that can be stored a time.

o Fetch Size: Provide the count of numbers that can be fetched at a

time.

= Fetch Order Policy: Here, you have to add and define "Fetch Order Policy" to

fetch the customers' numbers. Select any of the following policies.

o Customer Upload Time: The customers to be dialed are selected as
per the time of the uploading of their numbers to the campaigin. After
selecting it, you can select ascending or descending order of the

sorting the numbers.

Cust Upload Ti
ustomer Upload Time V ASC DESC

Figure: "Customer Upload Time" Fetch Order Policy

In the ascending order, the customer whose number is uploaded very
first will be dialed first and so on. In the descending order, the
customer whose number is uploaded very last will be dialed first and

so on.

o Randomized order of lead upload: The customers to be dialed are
selected randomly from the lead. The random algorithm to sort the

values in the database is used.

Q.
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o Natural Order of Lead Upload: The customers to be dialed are
selected as per the same order as they are originally presented in the

CSV file, which was uploaded.

o Number of Attempts: The customers to be dialed are selected as per
the number of attempts made to dial their numbers. After selecting it,

the administrator can select the Ascending or Descending order.

Number Of Attempts v
ASC DESC

Figure: "Number of Attempts" Fetch Order Policy

o Customer Information: The customers to be dialed are selected as
per the ascending or descending order of the values of any customer
information field. After selecting it, the administrator has to select the
customer information field as per which the customers to be dialed

has to be selected.

Customer Information hd select data field DESC

Figure: "Customer Information" Fetch Order Policy

After selecting the field, the administrator can opt for ascending or

descending sorting.

o CUSTOM :Here, the Administrator can provide its own customized
JavaScript code to create a customized order of selecting the
customers to be dialed. Multiple conditions can be mixed using this

method.

o User Disposition Retry Time: The customers to be dialed are

selected as per the retry time attached to their disposition. After
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selecting it, the administrator can select the Ascending or Descending

order.

User Disposition Retry Time ~
ASC DESC

Figure: "User Disposition Retry Time" Fetch Order Policy

In Ascending order, those customers will be dialed first who has least
disposition retry time. In descending order, those customers will be

dialed first who has the highest disposition retry time.

= NodeFlow Configuration: It lets you upload the nodeflow for the different

functions listed herein below.

o Transfer to User

o Manual Dial

o Transfer to Phone

o Confer
o Dispose
o Barge

o Snoop

o PutonHold

o Resume Talk

o Transfer to Queue
o Callback

o Listen Voicelog

o Pick Call Dial

o Record to Prompt

o Post Processing
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o Whipser
o Pre Processing
o Auto Dial

10.6.1.3 Dial Profile Settings

Here, the Administrator can create the dial profiles for this campaign using the Routing

Plans. So, it is necessary to create the Routing Plans first before configuring this tab.

Before creating a routing plan, you have to assign and manage the users, assign the call

contexts, and create the queues.

General Advanced Dial Profile
Dial Profile Refresh Apply

Manual Dial Profile Settings

!

Manual Dial Profile Policy

Ringing TimeOut(in secs)
Select -

Set up TimeOut (in secs)

Confer Dial Profile Settings

Confer Dial Profile Policy

Select Ringing TimeOut(in secs)

Set up TimeOut (in secs)

Auto Dial Profile Settings

Auro Disl Profile Policy

Ringing TimeOut(in secs)
Select -

Set up TimeOut (in secs)

Figure: Dial Profile Settings

Perform the following steps to configure the Dial Profile Settings for Manual Dial, Confer

Dial (Conference Dial), and Auto Dial.

1. Manual Dial Profile Settings: It lets you configure the settings for Manual

Dial Profile. Perform the following steps.
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A. "Manual Dial Profile Policy" lists the Outbound Routing Policies that

you have created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after
which call gets disconnected if the recipient does not answer the call.
Provide a value in seconds for the same. The default value is 30

seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of
a call till the connection gets established, after which call gets
disconnected if the call is not connected. Provide a value in seconds

for the same. The default value is 15 seconds

2. Confer Dial Profile Settings: It lets you configure the settings for Confer Dial

(Dial during Conference) Profile. Perform the following steps.

A. "Confer Dial Profile Policy" lists the Outbound Routing Policies that

you have created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after
which call gets disconnected if the recipient does not answer the call.
Provide a value in seconds for the same. The default value is 30

seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of
a call till the connection gets established, after which call gets
disconnected if the call is not connected. Provide a value in seconds

for the same. The default value is 15 seconds

3. Auto Dial Profile Settings: It lets you configure the settings for Auto Dial

Profile. Perform the following steps.

A. "Auto Dial Profile Policy" lists the Outbound Routing Policies that you

have created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after

which call gets disconnected if the recipient does not answer the call.
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Provide a value in seconds for the same. The default value is 30

seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of
a call till the connection gets established, after which call gets
disconnected if the call is not connected. Provide a value in seconds

for the same. The default value is 15 seconds

4. Click "Apply" to apply the dial profile for any section.

Rather, you can click "Refresh" to discard the changes.

When you click apply, the values for Call Context for the selected Policy is populated

in "Call Context" column.

General Advanced Dial Profile

0}

Dial Profile Refresh Apply
Manual Dial Profile Settings

Manual Dial Profile Policy Ringing TimeOutli B
tinging TimeOut{in secs)

TestBasicSingle1 voip 30

Set up TimeOut (in secs)

15

Confer Dial Profile Settings

Confer Dial Profile Palicy
Ringing TimeOut{in secs)

TestMultiple1 cc_voicetest_DefaultVR, softphone, Test 30

Set up TimeOut (in secs)

15

Auto Dial Profile Settings

Auro Dial Profile Policy

Ringing TimeOut{in secs)

TestMultiple1 cc_voicetest_DefaultVR, softphone, Test 30

Set up TimeOut (in secs)

15

Figure: Configured Dial Profile Settings

10.6.2 Users

Here, you can assign and unassign the users to this campaign. This tab has already

been explained in the Chat Campaign Settings. Know more...
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10.6.3 Queues

Here, you can create and manage the queues. This tab has already been explained in

the Chat Campaign Settings. Know more...
10.6.4 Default Working

Here, you can select the users who will be logged in to this campagin, by default, and
will not receive the prompt to select the campaign. This tab has already been

explained in the Chat Campaign Settings. Know more...
10.6.5 Holiday/Office Hours

Here, you can define the holidays, office hours, and non-working hours for this
campaign. This tab has already been explained in "System Configuration". Know

more...
10.6.6 Call Context

Here, you can define the call contexts for this campaign. This tab has already been

explained in "Interactive Voice Application Campaign". Know more...
10.6.7 Routing

Here, you can define the routing policies for this campaign. This tab has already been

explained in "Interactive Voice Application Campaign". Know more...
10.6.8 Local IVR

Here, you can create the Local IVRs for this campaign. This tab has already been

explained in "Interactive Voice Application Campaign". Know more...
10.6.9 QA Parameters

Here, you can assign or unassign the QA Parameters to this campaign. This tab has

already been explained in "Interactive Voice Application Campaign". Know more...

10.6.10 Prompt
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Here, you can create and manage the Voice Prompts for this campaign. This tab has

already been explained in "Interactive Voice Application Campaign". Know more...
10.6.11 Customer Filter

Here, you can assign and unassign the customer filters in this campaign. This tab has

already been explained in "Outbound Voice Campaign". Know more...

10.7  Voice Blast Campaign Settings

In the left navigation bar of Process Tab, you can select a Voice Blast Campaign to view its

settings.

The changes made in settings of one Parallel Predictve Voice Campaign will be applicable to that

campaign itself. They will not be applicable on other similar (voice blast) and different (non-voice

blast) campaigns.

100 KODID Lead based campaign timezone Mapper

Testing Voice Blos: Compaign
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Figure: Settings of Voice Blast Campaign

It contains the following tabs.

Settings
» General Settings
= Advanced Settings

= Dial Profile Settings

e Queues
e Routing
e Users

e Holiday/Office Hours
o Call Context
e Customers
e Prompt
10.7.1 Settings of Interactive Voice Application Campaign
This tab contains "General Settings", "Advanced" Settings, and "Dial Profile" Settings.
10.7.1.1 General Settings
Here, the General Settings are divided into the following sections.

o Campaign Details: These are the same details, which you have provided while

creating this campaign. You can only change the campaign name here.

o Campaign Settings: It contains the same settings, which you have configured while

creating this campaign.

o CRM Settings: These are the same settings, which you have provided while creating

this campaign. You can modify all of its fields here.

e TPV Phone: As per the process requirement, there may be a few numbers to which

transfer of calls is very frequent. Third-party verification (TPV) number is used to
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transfer the call to verifier. Here, such frequently used TPV numbers are added so

that the user can directly transfer the case to these numbers.

TPV Phone

Name Phone

|:| Testi2 EAARRARERYI

Figure: TPV Phone

Click "Add" to show a row to add TPV Phone number. Enter the name and phone
number. You can add multiple TPV Numbers. To delete a TPV phone number, click its

checkbox to select it and click "Delete".

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

"Refresh" to discard the changes.

e Click here to know more about the Campaign Details and CRM Settings for this

campaign.

o After modifying the settings, click "Apply" on top to apply these settings. Else, you can

click "Refresh" to discard the changes.
10.7.1.2 Advanced Settings

Here, the Administrator can configure the Advanced Settings of a Voice Blast Campaign.
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General Advanced Dial Profile
Advanced reesh ) (DD

Configuration

Associated Table Definiton
Column mappings

DefaultAgentTableDefinition DefaultBlastColumnMapping v
DefaurebleDefinon B
Dispesition Plan No. of Last Calls* File Format
Defaul:OVCDispositionPlsn v 10 5728 ~
Customer Provider Type Min Cache Size Fetch Size
Default campaign based customer provider v 1000 500
Fetch Order Policy Clear All
Add
NodeFlow Configuration
Name Nodeflow Type File Name Actions
Transfer To User System defined - \: Upload :\
Manual Disl System defined - (Upload )
Transfer 1o Phone System defined - (upload )
Confer System defined - (uptoad )
Dispose System defined - (Upload )
Barge System defined - \ Upload \
Snoop System defined - (uptoad )
Put on Hold System defined - (upload )
Resume Talk System defined - (uptoad )
Transfer To Queue System defined - (Upload )
Callback System defined - (Upload )
Listen Voicelog System defined - (uptoad )
Pick Call Dis System defined - ("Upload )
Record to Prompt System defined - (Upload )
Post Processing System defined - (upload )
Whisper System defined - (uptoad )
Pre Processing System defined - (Upload )
Aute Dial System defined - (Upload )

Figure: Advanced Settings

This tab can be divided into these sections - "Configuration", "Fetch Order Policy", and

"NodeFlow Configuration".

= Configuration: Except the following, "Configuration" section contains those

settings that you have already configured while creating this Parallel
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Predictive campaign. You can change the values for Column Mappings,

Disposition Plan, Number of Last Calls, and File Format.
0

o Customer Provider Type: Select the algorithm for the dialer to pick

and dial the customers from the database.

= Campaign Based Customer Provider: It is the default customer

provider, which will fetch maximum possible numbers from
the highest priority leads in one query. If numbers fetched are
less than the required numbers, then it will also fetch numbers
from the lower priority leads. Cache will not be maintained on

per lead basis.

= This provider will fallback to Lead Based Customer Provider in

a Predictve Parallel Campaign.

= | ead Based Customer Provider: It can be used to dial the

numbers as per the lead priority. Customers with high priority
will be dialed first, whereas customers with less priority will be
dialed after it. If two leads have same priority numbers, then

they will be selected for dialing as per their weights.

Lead Based Customer Provider is the recommended for
Parallel Predictve Dialer and Parallel Predictive

Campaign.

It is recommended to maintain cache per lead in case of

lead to queue mapping in a Parallel Predictive Campaign

so that all the queues get enough numbers, if available.

This method is not recommended when lead leveling is

not required.

Q.
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If large number of leads are enabled for a campaign and
no lead leveling is required, then this method is not
recommended. Else, the Campaign Based Customer

Provider is recommended in such a scenario.

= PACE Based Customer Provider: It is the recommended

method for a Parallel Predictive Campaign. Select it to enable

the PACE.

o Minimum Cache Size: Provide the minimum size for the cache that is

the count of numbers that can be stored a time.

o Fetch Size: Provide the count of numbers that can be fetched at a

time.

= Fetch Order Policy: Here, you have to add and define "Fetch Order Policy" to

fetch the customers' numbers. Select any of the following policies.

o Customer Upload Time: The customers to be dialed are selected as
per the time of the uploading of their numbers to the campaigin. After
selecting it, you can select ascending or descending order of the

sorting the numbers.

Customer Upload Time v
ASC DESC

Figure: "Customer Upload Time" Fetch Order Policy

In the ascending order, the customer whose number is uploaded very
first will be dialed first and so on. In the descending order, the
customer whose number is uploaded very last will be dialed first and

so on.

o Randomized order of lead upload: The customers to be dialed are
selected randomly from the lead. The random algorithm to sort the

values in the database is used.

Q.
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o Natural Order of Lead Upload: The customers to be dialed are
selected as per the same order as they are originally presented in the

CSV file, which was uploaded.

o Number of Attempts: The customers to be dialed are selected as per
the number of attempts made to dial their numbers. After selecting it,

the administrator can select the Ascending or Descending order.

Number Of Attempts v
ASC DESC

Figure: "Number of Attempts" Fetch Order Policy

o Customer Information: The customers to be dialed are selected as
per the ascending or descending order of the values of any customer
information field. After selecting it, the administrator has to select the
customer information field as per which the customers to be dialed

has to be selected.

Customer Information hd select data field DESC

Figure: "Customer Information" Fetch Order Policy

After selecting the field, the administrator can opt for ascending or

descending sorting.

o CUSTOM :Here, the Administrator can provide its own customized
JavaScript code to create a customized order of selecting the
customers to be dialed. Multiple conditions can be mixed using this

method.

o User Disposition Retry Time: The customers to be dialed are

selected as per the retry time attached to their disposition. After
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selecting it, the administrator can select the Ascending or Descending

order.

User Disposition Retry Time ~
ASC DESC

Figure: "User Disposition Retry Time" Fetch Order Policy

In Ascending order, those customers will be dialed first who has least
disposition retry time. In descending order, those customers will be

dialed first who has the highest disposition retry time.

= NodeFlow Configuration: It lets you upload the nodeflow for the different

functions listed herein below.

o Transfer to User

o Manual Dial

o Transfer to Phone

o Confer
o Dispose
o Barge

o Snoop

o PutonHold

o Resume Talk

o Transfer to Queue
o Callback

o Listen Voicelog

o Pick Call Dial

o Record to Prompt

o Post Processing
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o Whipser
o Pre Processing
o Auto Dial

10.7.1.3 Dial Profile Settings

Here, the Administrator can create the dial profiles for this campaign using the Routing

Plans. So, it is necessary to create the Routing Plans first before configuring this tab.

Before creating a routing plan, you have to assign and manage the users, assign the call

contexts, and create the queues.

= Testing > TestVoiceBro... Settings Routing Users Call Context Holiday/Office Hours Customers Prompt

General  Advanced | Dial Profile
Dial Profile Refresh m

Confer Dial Profile Settings

Caonfer Dial Profile Palicy

Ringing TimeOut{in secs)
Select e

Set up TimeOut {in secs)

Auto Dial Profile Settings

‘4uze Disl Frofile Pelicy

Select Ringing TimeOut(in secs)

Set up TimeOut (in secs)

Figure: Dial Profile Settings

Perform the following steps to configure the Dial Profile Settings for Confer Dial

(Conference Dial) and Auto Dial.

1. Confer Dial Profile Settings: It lets you configure the settings for Confer Dial

(Dial during Conference) Profile. Perform the following steps.

A. "Confer Dial Profile Policy" lists the Outbound Routing Policies that

you have created in "Routing Tab" — "Outbound Feature Context".

aAMEYD ©2018 page 365



Ameyo 4.3 Administrator Manual

B. Ringing Timeout (in secs.): It is the maximum ringing time, after
which call gets disconnected if the recipient does not answer the call.
Provide a value in seconds for the same. The default value is 30

seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of
a call till the connection gets established, after which call gets
disconnected if the call is not connected. Provide a value in seconds

for the same. The default value is 15 seconds

2. Auto Dial Profile Settings: It lets you configure the settings for Auto Dial

Profile. Perform the following steps.

A. "Auto Dial Profile Policy" lists the Outbound Routing Policies that you

have created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after
which call gets disconnected if the recipient does not answer the call.
Provide a value in seconds for the same. The default value is 30

seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of
a call till the connection gets established, after which call gets
disconnected if the call is not connected. Provide a value in seconds

for the same. The default value is 15 seconds

3. Click "Apply" to apply the dial profile for any section.

Rather, you can click "Refresh" to discard the changes.

When you click apply, the values for Call Context for the selected Policy is populated

in "Call Context" column.
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General Advanced Dial Profile

Dial Profile Refresh Apply

Confer Dial Profile Settings

Confer Dial Profile Policy
Ringing TimeOut{in secs)

TestMultiplel cc_voicetest_DefaultVR,softphone, Test 30

Set up TimeOut (in secs)

15

Auto Dial Profile Settings

Auto Dial Profile Palicy
Ringing TimeDut{in secs)

TestMultiple1 cc_voicetest_DefaultVR, softphonel, Test 30

Set up TimeOut (in secs)

15

Figure: Configured Dial Profile Settings

10.7.2 Users

Here, you can assign and unassign the users to this campaign. This tab has already

been explained in the Chat Campaign Settings. Know more...
10.7.3 Queues

Here, you can create and manage the queues. This tab has already been explained in

the Chat Campaign Settings. Know more...
10.7.4 Holiday/Office Hours

Here, you can define the holidays, office hours, and non-working hours for this
campaign. This tab has already been explained in "System Configuration". Know

more...
10.7.5 Call Context

Here, you can define the call contexts for this campaign. This tab has already been

explained in "Interactive Voice Application Campaign". Know more...

10.7.6  Routing
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Here, you can define the routing policies for this campaign. This tab has already been

explained in "Interactive Voice Application Campaign". Know more...
10.7.7 Prompt

Here, you can create and manage the Voice Prompts for this campaign. This tab has

already been explained in "Interactive Voice Application Campaign". Know more...
10.7.8  Customer Filter

Here, you can assign and unassign the customer filters in this campaign. This tab has

already been explained in "Outbound Voice Campaign". Know more...
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11. Delete a Campaign

Deleted campaign cannot be restored. The functionality like incoming call, outgoing call,

interactions, or chat and its specific configuration will also be deleted. The users assigned to the

campaign cannot attend any customer communication that you have configured in that campaign

until they are asssigned to a new campaign.

Perform the following steps to delete a campaign.
1. Inthe left navigation bar, select the campaign that you want to delete.

2. Click "Delete Campaign" button on top right corner to delete the campaign. It shows

the following message.

Confirmation

Are you sure you want to delete campaign: T17

Figure: Deletion Confirmation Message

3. Click "Delete" to delete the campaign.

Rather, you can click "No" to not delete the campaign.
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12. Administrator Logout

Click the user account menu on top-right corner and click "Logout" to logout from the

Administrator Console.
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