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2. Group Manager Login at Ameyo

The Group Manager has access to web-based interface with the privileges to monitor real-
time activities as well as view historical statistics pertaining to the campaigns and process

assigned to the Group Manager.
Perform the following steps.

1. To login, the Group Manager needs to open the following URL.
<PORT>://<HostName OR IP>:<PORT>/app/

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS

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

<PORT_NUMBER> | 8888 for HTTP or 8443 for HTTPS
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Login to your account

or Log In with

Figure: Login Screen

2. Use any of the following methods to login.

A. Normal Login: The Group Manager 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: Click "SAML" to login with your SAML Account hosted at
your IDP (Identity Provider).

Security Assertion Markup Language(SAML) is an XML-based framework for

user authentication. Using it, the user authentication can be done with a

third-party Identity Provider (IDP) such as Active Directory.

C. Google: The user can also login using its Google account. The user does not
have to use Ameyo user credentials to login; rather users can login using
Single-Sing-On by  just logging into its Google account.

Click "Google" to login with your Google account.

Both SAML and Google Authentication are licensed features and has to be

configured from the backend. In the absence of both license and

configuration, these options will not be visible on the logon screen.
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Click "Login" to proceed to enter into the Group Manager user account.

After login, the Home page of Group Manager Interface is displayed.
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3. Group Manager Console

Before logging-in the Group Manager role, make sure that the group has been created and

the Group Manager is assigned to the voice campaigns.

After logging in, the Group Manager can access its console. The Console allows the Group
Manager to view real-time information on the activity of the agents and to simultaneously

change parameters, the status, and assignment of agents, and queues.

& Amevo Monitor ~ Workbench  Reports More v
GROUPS X = process1 > Inbound C. Live Monitoring ~ Agent Monitoring
Search Q

@ Real-Time Data: Refreshes after every 10secs | M Historical Data: Refreshes after every 07m 255 | Q0 Stats Duration: 20m | @ Stats Reset: 12 hrs ago

©
= 1 Total Agents: 0 (6] Waiting Calls | 0
rocess

0

%2 Inbound Campaign 0 0 0 0 Agents List(0) o M=
Breskc Resciy Connecte: d  onaQH Customers
% Outbound Campaign On Held
Agent Name Agent ID AutoCall Status~ Agent Status Call Context Extension Group Manager ({
= - Auto-Call On: 0 Auto-Call Off: 0
& Parallel Predictive
F— 0 0 0 0 No Data Available
Connected Not On Call Connect ted Not On Call
Y TestOut
@ Auto-Call On and Not On Call: 0
Group2
0 o 0
for < 205ec for20- 80 sc fors 60sec
00m 00s 00m00s  00m 00m 00m
~g . 00s 00s 00s
Inactive Handling Avg Talk Avg ACW Avg Hold
Duration  Time Time Surston  Durstion
Total Calls: 0 (6]
0 0 0 [ [
Manus! Calbacks Transte nbound  Connected
Dials ~ Receives d d Received
0
Het
Connected
0% 00h 0% 0%
Auto Call- 00m Toral idie Total
on Tors! Talk Time Read) <
Durat Los Tim:

Figure: Group Manager Interface

The Group Manager can click "-" icon to expand the group click "+" to collapse the group.

The interface of Group Manager Console can be divided into the following sections.
1. Left Side Navigation Bar
2. Monitor

3. Workbench

3.1 Left Side Navigation Bar
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It is a fixed left side navigation bar that shows the processes and the campaigns, to which
the Group Manager has been assigned. When not expanded, click = icon to show it. When
it is displayed, click "X" to close the sidebar. The interface Monitor Tab is completely based

upon the process or campaign selected in this navigation bar.

3.2 Monitor

The Group Manager can monitor the campaigns in which it has been assigned. Know more...
3.3 Workbench

Here, Group Manager can make or receive the calls of different campaigns. Know more...
3.4 Reports

Here, Group Manager can fetch the reports for the agents associated with the Group

Manager. Know more...
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4. Group Settings

In the sidebar, the Group Manager can click any groups to access the group Settings.

& amevo Mornitor ~ Workbench  Reports o a gl v
GROUPS X = croupl
Q
Refresh
Groupl [}
The color being chosen is specific to you only and not a shared configuration for other Group Managers.
%5 Inbound Campaign Color Configuration List(4)

% Outbound Campaign

Break Reason Configured Color Hex Color
Z Parallel Predictive

Training Rl
Group2 L]

Snacks Bl

Lunch Bl

Unavailable Bl

Figure: Process Settings

4.1.1 Group Level Settings

In the left side-bar, the Group Manager can click "-" sign to expand the group and view the
campaigns. After expansion, the Group Manager can click "+" sign to collapse the group
view, as shown in the following screenshot.

Refresh

Groupl
v a ‘The color being chosen is spedific to you anly and not a shared configuration for other Group Managers.

X3 Inbound Campaign Color Configuration List(4)
%< Outbound Campaign ]

Break Reason Configured Color Hex Color
A Parallel Predictive

Training T
Srour @
Snacks T
Lunch T

Unavailable FHHfF

Figure: Process Settings

It contains the following tabs. Click the links to know more about them.
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e Color Configuration: This tab is available to configure the break reason colors for the

users assigned in any campaign of that group.
4.2 Color Configuration

Here Group Manager can configure colors for the users assigned in that group. The
configured color from this screen is visible to the Group Manager on the monitoring tab of
the respective campaign in break reason and threshold breached. The configured color

shows the status of the users to the Group Manager.

: The following notification is displayed on the top of this page.

"The color being chosen is specific to you only and not a shared

configuration for other supervisors."

It means that the colors configured for breaks by one Group Manager are not be shared

with other supervisors.

@EAMEYO ~ Monitor  Workbench  Reports

‘The color being chosen is specific to you only and not a shared configuration for other Group Managers.

Figure: Color Configuration Screen

The Group Manager can search for the break reason from the search option present on the

top of the page.

All the break reasons present on the page are created by the administrator. Here, the Group

Manager only can configure the colors for those break reasons.

4.2.1 Configuring Color
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Perform the following steps to configure the color for any break reason.

1. Click the textbox present on the adjacent column of the break reason. The following

color pallet pop-up is displayed.

Figure: Color Selection pop-up

2. Select the color which you want to set for that break reason. You can scroll down to

see all the colors which are present.

3. After selecting the color, the textbox is filled with the color, which has been selected.

| Training 208672 |

Figure: Configuring the Color

4. Click "Apply" button to save the changes made.

The message "The color being chosen is specific to you only and not a shared configuration

for other sessions" is displayed on the top of the page, which means that the color
configuration done here for Thresholds is personal to the Group Manager, and it will be not

be shared with other Supervisors.

4.2.2 Columns

Following are the columns present on the color configuration page.

1. Break Reason: It contains the reason of the break created by the administrator.

2. Configured Color: It shows the color which has been selected for the respective

break reason.

3. Hex color: It shows the "hex" code of the selected color.

Copyright © AMEYO 2021 | Page 17



Ameyo 4.11 GA

The Group Manager can edit the colors of already configured break reasons. Follow the

same steps while performed while configuring the break reason color.
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5. Monitor Tab

The Group Manager can monitor the campaigns in which it has been assigned. The interface

of this tab depends upon the type of campaign that you select in the left side navigation bar.

& amevo Monitor  Workbench  Reports  More v
GROUPS X = process1 > Inbound C. Live Monitoring ~ Agent Monitoring
""" a N o .
@ Real-Time Data: Refreshes after every 10 secs | B Historical Data: Refreshes after every 07m 255 | @ Stats Duration: 20m | @ Stats Reset: 12 hrs ago
® e
Total Agents: 0 0] (__Freeze ) {Waiting Calls 0
%< Inbound Campaign 0 0 0 1] [ Agents List{0) o M=
Break Ready Connected On ACW Customers
% Outbound Campaign On celd
AgentName  Agent ID AutoCall Status~ Agent Status Call Context Extension Group Manager (
. Auto-Call On: 0 Auto-Call Off: 0
& Parallel Predictive
. 0 0 0 0 No Data Available
Connecteg Not On Ca Conncrzd ot On Cal
Y TestOut
Auto-Call On and Not On Call: 0
Group2
0 0
for < 20 sec for 20 - 60 sec for > 60sec
00m00s  00m00s  00m 00m 00m
. 00s 00s 00s
Avg Talk Avg ACW Avg Hold
Time Dursto Durstion
Total Calls: 0 ®
0 0 0 0 0
Manus! Calbscks Transfers bound  Connected
Dials Receive d Received Received
0
e
Conne
% 00h 0% 0%
00m Toral Idle Total
Tota! Tl Time Read) <
™ Tim

Figure: Monitor Tab

Its interface can be divided into the following parts.

» 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 Elicon to show it. When it is displayed, click "X" to close the sidebar.

In this pane, you can select any of the assigned processes and campaigns.

o 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 depend upon the type of

campaign you have selected.

* Monitoring Inbound Campaign

= Monitor Outbound Campaign

= Monitor Parallel Predictive Campaign
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5.1 Monitor Inbound Campaign

Here, the Group Manager can monitor the Inbound Campaign.

= ProcessT > Inbound C. Live Monitoring  Agent Monitoring  Callbacks ~ Call Details
@ Real-Time Data: Refrashes after every 10 secs | M Historical Data: Refreshes after every 05m | O Stats Duration: 20m | @ Stats Reset: 18 hrs ago

Total Agents: 1 Io) Hold Time Breached (0) | 1 ACW Time Breached (0) Waiting Calls | 0
0 1 0 0 0 Agents List(1} om®mE
Bresk esor Comnscteg onacu Customers on

Hoig
AutoCall Status ~ AgentStatus  Call Context si Group Manager (Group) Groups

Auto-Call On: 1 Auto-Call Off: 0

o 1 0 0 0 @ 21 On Available 000523 WebRTC WebRTC g1 (Groupl) Groupl

Connecsed Nt On Call Conneceed NoxOn Call
Auto-Call On and Not On Call: 1

0 0 1

for < 20sec for 20 60 sec for 2 60sec

05m 275 00m 00s 00m 00s 00m 00s 00m 00s

g Inactive g Handling Tne  Avg Telk Time Aeg ACW hug Hoid

Durstion Durstion Curstion

Total Calls: 0 (6]

0 0 0 0 0

[ Jibsci: Trar obaund Received cied

Recais Rcsved

99.62% 00h 00m 100% 41.9%

Auo Callon TowlTakTime  TowlidleTme  Towl feacy Tme

Durstion

<

Figure: Monitor Inbound Campaign

It contains the following tabs.
o Live Monitoring: Perform Live Monitoring of Inbound Campaign. Know more...
+ Agent Monitoring: Monitor the agents in the campaign.Know more..

e Callbacks: View callbacks assigned to the agents in that group of Inbound Campaign.

Know more...

o Call Details: View details of the calls dialed or received by the agents assigned in that

inbound campaign. Know more...
5.1.1 Live Monitoring of Inbound Campaign

Here, Group Manager can monitor the activities in Inbound Campaign.
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Real-Time Data: Refreshes after every 10 secs Historical Data: Refreshes after every 05m | O Stats Duration: 30m Stats Reset: 18 hrs ago
] ry | m y05m | O () o
Total Agents: 1 fo) Hold Time Breached (0) | ACW Time Breached (0) Waiting Calls | 0
0 1 0 0 0 Agents List(1} (ol (N —
Bresk faso Comeass on ac ez
Hold
Autoall Status ~ AgentStatus  CallContext  Extension  Group Manager (Group)
Auto-Call On: 1 Auto-Call Off: 0
0 . o o O ea B on Avsilstle 00:05:23 WebRTC WebRTC o1 (Group1) Group
nnnnnnnn s ot on Cal pr— Neroncal
Auto-Call On and Not On Call:
0 0 1
for < 20sec for20 80 sec for> B0sec
05m 275 00m 00s 00m 00s 00m 00s 00m 00s
g insctive Aug Handling Time Aug Talk Time Aeg AW s ol
Duraion Oursten Curston
Total Calls: 0 fo)
0 0 0 0 0
ana Dits Cibacs Transters nocund Received  Comnected
Racees Recaived
0
Not Comnecizd
99.62% 00h 00m 100% 41.9%
suro Calon TomTakTme  TowllcleTms  TowlRessyTms
Duration %

Figure: Live Monitoring in Inbound Campaign

5.1.1.1 Interface Elements

Overall, the interface of Live Monitoring in Inbound Campaign can be divided into the

following sections.
5.1.1.1.1 Cautionary Extension Selection Message

At the top of the screen, a cautionary message is displaying in the red bar.It arises in the
case when the Group Manager does not select the extension of his phone. Select the

extension to remove this cautionary mark from the screen.

You can also click on this cautionary bar to select the extension.

Figure: Cautionary Mark

5.1.1.1.2 Data Collection Indications

On top, a horizontal bar shows the indications of the different data collection intervals for

the following data collections.

| B Real-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every 5 mins | ' Stats Duration: last 30 minutes | @ Stats Reset: 12 hrs ago

Figure: Data Collection Indications
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1. Real-Time Data: The statistics which are given in the black font color will update its
data in every 10seconds. . Generally, the data shown in this color has a real-time

impact on the database like Agent's activity.

2. Historical Data: The statistics which are in the Purple font color refreshes after every

5minutes. Generally, the data shown in this color do not impact the database in every

instance of the database.

3. Stats Duration: It shows that the data showing on the monitor screen is of the last

30 minutes.

4. Stats Reset: It is the indication about the time before which the monitoring data was

refreshed.
5.1.1.2 Total Calls: Campaign Runtime Summary

It shows the runtime summary of Inbound Campaign.

Total Calls: 5 @

3 1 2 1

hManual Dials Callbacks Received Transfers Received nbound Received
1 2

Connected Mot Comnected

0% 00h 02m 00h 18m 0%

Auto Call-On Total Talk Time Total Idle Time Total Ready Time
Duration

Figure: Campaign Runtime Summary

Additional Information:

Hover the mouse over & jcon to view the last calculated time, and last fetched time of "Total

Calls".

Total Calls: 5 (@) HISTORICAL DATA
Last calculsted time-18:55 (I5T)
Lazt fetched time-15:57 [I5T)
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Figure: Further Information of Total Calls

It contains the following metrics.
1. Manual Dials
2. Callbacks Received
3. Transfers Received
4. Inbound Received
5. Connected
6. Not Connected
7. Auto-Call On Duration
8. Total Talk Time

9. Total Idle Time
5.1.1.2.1 Manual Dials

It shows the total number of manual dial and manual preview dial calls by the members of

that group in this campaign.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.1.1.2.2 Callbacks Received

It shows the total number of callbacks received by the members of that group, including

Queue Callback, Campaign Callback, Self Callback, and Preview Callback in this campaign.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.1.1.2.3 Transfers Received

It shows the total number of transferred calls received by the members of that group in this

campaign.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.

Copyright © AMEYO 2021 | Page 23



Ameyo 4.11 GA

5.1.1.2.4 Inbound Received

It shows the total number of unique inbound calls received by the members of that group

in this campaign. It includes connected calls, abandoned calls,and call not picked.

In case of ReACD within the same group, the count will increase by one only instead of two.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.1.1.2.5 Connected

It shows the total number of unique connected calls by the members of that group in this

campaign.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.1.1.2.6 Not Connected

It shows the total number of not connected calls in that group. The not connected status

shows when the user assigned in that group is identified but the call fails to be connected.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.

For the following cases the Not Connected status will not show:

1. If the call is not picked by the member of that group.

2. If the User ring timed out.

5.1.1.2.7 Auto-Call On Duration %

It is the total percentage of duration of the agents of that group who had their auto-call

status as "ON" while being in the ready state in the campaign.

_ Auto-Call on Duration
Auto-Call on Duration % = : %
Ready Duration

Figure: Auto-Call On Duration Percentage

The Data Refresh Interval on the User Interface is maximum 5 to 10 seconds.
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5.1.1.2.8 Total Talk Time

It is the total time duration of all agents of that group which they consume on the calling.

The Data Refresh Interval on the User Interface is maximum 5 to 10 seconds.

5.1.1.2.9 Total Idle Time %

It is the percentage of Total Idle Duration divided by Total Ready Duration. Here, the Total
Idle Duration is the difference between Total Ready Time and Total Service Time in a

campaign.

] Total Idle Duration
Idle Duration (%) = X 100

Total Ready Duration

Figure: Idle Duration Percentage

Here, the following is the definition of Total Idle Duration.

Total Idle Duration = Total Ready Time — Total Service Time

Figure: Total Idle Duration

5.1.1.2.10 Total Ready Time %

It is the total percentage of the duration of the agents who were on ready state while being

staffed in the campaign.

. Ready Duration
Total Ready Time % = L %

Staffed Duration

Figure: Total Ready Time Percentage

5.1.1.3 Total Agents: User Runtime Summary
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It shows the User Runtime Summary of the Inbound Campaign.

Total Agents: 1 @®
0 1 0 1 0
Break Seady Connected On ACW Customers On
Haold
Auto-Call On: 1 Auto-Call Off: 0
1 0 0
Connected Mot On Call Connected Mot On Call
Auto-Call On and Mot On Call: 0
0 0 0
for < 20 sec for 20 - 80 sec for > 60 sec
00m 00s 00m 00s 00m 00s 00m 00s 00m 00s
Awg Imactive Avg Handling Time Aug Talk Time Awg ACW Awg Hold
Duration Duration Duration

Figure: Total Agents: User Runtime Summary

Additional Information:

Hover the mouse over 4 icon to view the last calculated time, and last fetched time of "Total

Agents".

Total Agents: 1

STATISTICAL DATA
Last calculsted time-18:85 (IST)
Lazt fetched time-18:58 [I5T)

Figure: Further Information of Total Agents

It contains the following metrics.
1. Break
2. Ready
3. Connected

4. On ACW
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5. Customers on Hold

6. Auto-Call On and Auto-Call Off
7. Auto-Call On and Not on Call
8. Avg Inactive Duration

9. Avg Handling Time

10. Avg Talk Time

11. Avg ACW Duration

12. Avg Hold Duration

5.1.1.3.1 Break

It is equal to the number of agents on break divided by the number of agents whose status

is break in the group for the campaign.

Number of Agents on Break
Break =

Number of agents whose statusis break

Figure: Calculation of Break

It is a click-able entity. Once you click on "Break" wizard, the filter group of the dashboard

page activates and the Agent list comes up according to the selected parameters.

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.
5.1.1.3.2 Ready

It is the number of unique agents staffed in that group, who are on "Available" status. Itis a
click-able entity. Once you click on "Ready" wizard, the filter group of the dashboard page

activates and the Agent list comes up according to the selected parameters.

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.

5.1.1.3.3 Connected
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It is the total number of phone extensions selected by the users of that group which are
connected in this campaign.It is a click-able entity. Once you click on "Connected" wizard,
the filter group of the dashboard page activates and the Agent list comes up according to

the selected parameters.

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.
5.1.1.34 On ACW

It is the number of agents in that group who are on "Wrap Up" of the calls, that is, who are
disposing the calls. It is a click-able entity. Once you click on "On ACW" wizard, the filter group
of the dashboard page activates and the Agent list comes up according to the selected

parameters.

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.
5.1.1.3.5 Customers on Hold

It is the number of agents of that group who have put their customers on hold even if they
are in conference. In the case of the conference where both agents had put the customer
on hold, "on hold" count will include both agents. It is a click-able entity. Once you click on
"Customer on Hold" wizard, the filter group of the dashboard page activates and the Agent

list comes up according to the selected parameters.

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.
5.1.1.3.6 "Auto Call On" and "Auto Call Off"

The Auto Call On metric shows the count of connected and not on call agents whose auto-
call status is enabled. Likewise, Auto-Call Off metric shows the count of agents whose Auto-

call status is off and are either connected to the call or not on the call.

Auto-Call On: 1 Auto-Call Off: 0
0 1 0 0
Connected Mot On Call Connected Mot On Call
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Figure: Auto Call On and Auto Call Off Agent count

5.1.1.3.7 Auto-Call On and Not on Call

"Auto-Call On and Not on Call" are the number of agents whose Auto Call status is On but
they are not on any call. It includes an agent only when its status is set as "Auto-Call On" and

"Available".

Example: It includes only the current status for all the calculations, that is, if the user (with
"Available" and "Auto-Call On" status) is not getting a call from last 60 seconds, and it
switched to break for 5 seconds, then after coming back from break, that agent will be seen
inactive in "<20sec" field, the last 60 seconds is lost. The count will decrease when the agent
selects any break or sets its Auto-Call status as "OFF." The count will increase when the agent

selects available after coming from any break or sets its Auto-Call Status as "ON."
It shows the inactive agents in the following intervals.

e <20 sec: It is the total number of agents in that group who are on "Auto-Call On"

status and waiting for the calls for less than 20 seconds.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.

e 20-60 sec: It is the total number of agents in that group who are on "Auto-Call On"

status and waiting for the calls from the last 20 to 60 seconds.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.

e >60 sec: It is the total number of agents in that group who are on "Auto-Call On"

status and waiting for the calls for more than 60 seconds.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.

5.1.1.3.8 Avg Inactive Duration
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It is the average wait time per user of all the agents assigned in that group. It means that

the Total wait time / Total Users of that group.

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.
5.1.1.3.9 Avg Handling Time

It is equal to the sum of Customer Talk Time, Customer Hold Time, and ACW Time of
Connected Calls divided by the total connected calls for all the users in the group by the
agents of that group. It includes only Customer Interactions, but Dial User (Internal Calls)

are not included.

Calculation:

Wrap Time

Customer Talk Time 4+ Customer Hold Time + of Connected Calls

AHT =

Total Connected Calls

Figure: Calculation of Avg Handling Time

AHT does not include the Average ACW Time of an agent as the Average ACW Time will also

include the wrapping up of not connected calls.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.1.1.3.10 Avg Talk Time

It is equal to the total time (in seconds) spent by the agents of that group while talking to
the customers divided by the total number of answered customer calls in this campaign by

the users of group.

Total Time Spent by Agents while Talking to Customer (In Seconds)

Average Talk Time =
Total Answered Calls

Figure: Calculation of Avg Talk Time Duration
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It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.1.1.3.11 Avg ACW Duration

It is the average amount of time spent by all the agents of the group in disposing the calls.It

represents the average time taken by the Agents to dispose the calls.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.1.1.3.12 Avg Hold Duration
It is equal to the total hold time divided by the count of customer calls with holds.

Calculation:

Total Hold Duration

Average Hold Duration =
Total Calls with the Hold

Figure: Calculation of Avg Hold Duration

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.1.1.4 Agent List

Here, the Group Manager can view the live status of Agents who are staffed to this campaign

and are attending calls. The Group Manager can monitor the calls on runtime also.

Hold Time Breached (0) | Call Duration Breached (0) | ' ACW Time Breached (0) (__Freeze ) (configure Threshold ) ( Waiting Calls | 0

Agents List(1) © W =

Group Manager (Group) Groups Agent Call Status

o esl al On Available 00:01:06 1001 23542435 gm (group) group inactive 00:01:20

Figure: Agent List

It contains the following columns.

Copyright © AMEYO 2021 | Page 31



Ameyo 4.11 GA

1. Agent Name: It shows the usernames of the agents who have been assigned in the

selected campaign.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

2. Agent ID: It shows the IDs of the agents who have been assigned in the selected

campaigns.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

3. Extension:lt shows the extension selected by an agent or assigned forcefully to an

agent.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

4. Auto Call Status: It shows the auto-call status of an agent.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

5. Agent Status: It shows the status of an agent and the duration since when the agent

is on this status.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.
6. Call Context: It shows the call context assigned to an agent.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

7. Agent Call Status: It shows the call status of an agent. If the agent is on dial user

(internal call) or connected on call in other campaign, the columns (call type,
customer info, customer status, and queue) will remain blank. There is no feature

for the Group Manager to identify such calls.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.
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8. Call Type: It shows the type of call, which is connected with the agent at present.

If the agent is on dial user (internal call) or connected on call in other campaign, the
columns (call type, customer info, customer status, and queue) will remain blank.

There is no feature for the Group Manager to identify such calls.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

9. Phone: It shows the customer information. As of now, the call context is being

10.

11.

displayed in case of Outbound calls where the phone number is being displayed in

case of manual dial calls.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

Customer Call Status: It shows the status of the call of the customer.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

Queue: It shows the name of queue in which the Outbound call has arrived. Even if
the agent has been assigned in the multiple queues, still the name of that queue will

be displayed in which the agent is connected to the customer.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

12. Group Manager: It shows the name of the group manager under which the agent is

assigned into.

13. Groups: It shows the name of the groups in which the agent is assigned into.

14. Filter Groups: It shows the name of the filter group when the masking feature is

enabled.

If any agent is on call through Dial User App, then the metrics like Call Type, Phone, Customer

Call Status, and Queue in Agent List will remain blank. However, the Agent Call Status should

remain "Connected".
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Agent Name Agent Id Auto Call Status Agent Status Call Context Extension Agent Call Status Call Type Phone Customer Call Status Queue

@ Bart Bart on Available 0001315 1 4564565 Connected 00:00:18

@ Boone Boone On Available 00:07:32 mm 45645 Connected 00:00:117

5.1.1.5 Operations

Here, the Group Manager can perform the following operations.

5.1.1.5.1 Break

A Group Manager can click on this button. Clicking on this button shows the list of Agents

who are on the break and the duration of their break status.

Break

Figure: Break Operation

5.1.1.5.2 Ready

A Group Manager can click on this button. Clicking on this button shows the list of Agents

who are Ready to take the calls.

Ready

Figure: Ready Operation

5.1.1.5.3 Connected

A Group Manager can click on this button. Clicking on this button shows the list of Agents

who are connected on the phone call with the Customers.

0
Connected

Figure: Connected Operation
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5.1.1.54 On ACW

A Group Manager can click on this button. Clicking on this button shows the list of Agents

who are ready to disposing of the calls which they just completed.

0
On ACW

Figure: On ACW Operation

5.1.1.5.5 Customers on hold

A Group Manager can click on this button. Clicking on this button shows the list of Agents

who put their customers on hold.

0

Customers On
Haold

Figure: Customers on Hold Operation

5.1.1.5.6 (Licensable) Configure Call Duration Threshold

Group Manager can configure the threshold value of Call Duration time for the agents

assigned in the same campaign.

This feature is licensable, hence contact your administrator for further information on same.

Following are the types of threshold values in outbound campaign.

1. Hold Time Breached: It is the threshold limit for Customer Hold Time. The hold time

for a call should not exceed the provided threshold limit. When the agent breached

the time limit then the color of the agent list for that agent shows in [.

If the agent exceeds the hold time limit the color of the agent turns to the hold time
breached color, but the moment he resumes the call, the color of the agent again

turns to white. In the same way, if the agent put the call on hold multiple times then

the agent list call status turns to the respective colors again and again, which signifies
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that the agent status color depends on the status of his call on runtime. The color of

the agent list for call status is runtime.

2. ACW Time Breached: ACW stands for After Call Work. It is the threshold time within

which the call should be disposed of after the disconnection. ACW Time for any call
should not exceed the defined threshold limit. When the agent breached the time

limit then the color of the agent list for that agent shows in [.

3. Call Duration Breached: It is the threshold for Call Duration, which is the sum of

both Customer Talk Time and Customer Hold Time. The Call Duration for any call
should not exceed the threshold limit. When the agent breached the time limit then

the color of the agent list for that agent shows in 1,

4. Break Duration Breached: It is the threshold limit for the break duration. The break

duration for the agent cannot be greater than the provided time limit by the Group
Manager. When the agent breached the time limit for break duration, then the color
of that agent in the agent list shows with the color which was configured in the color

configuration of break duration at process level.
Perform the following steps to configure threshold values for agents.

1. Click "Configure Threshold" button present in the "Agent List" bar. It shows the

following wizard.
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Configure Threshaold ®
Hold Time: Mins ~
Call Duration: Mins w
ACW Time: Mins

Ereak Reasons(4)

. Training Mins
Snacks Mins
Lunch Mins
Unavailable Mins

Cancel Apply

Figure: Configure Threshold Values

2. Enter the value of "Hold TIme" and "ACW Time" and "Call Duration Time" which you

want to set for the agents.

3. Enter the time limit for the break duration reasons. You can enter the different

threshold value for every break reason.

4. Select the time method, that is, the values are either in minutes or in seconds from

the drop down list.
5. Click "Apply" button to continue or click "Cancel" button to cancel the changes made.

After configuring the threshold values, the status starts coming in the "Agent List" wizard of

window.
Hold Time Breached (0) | | Call Duration Breached (0) | 1 ACW Time Breached (0} (_ Freeze ) ((Configure Threshold ) ( Waiting Calls | 0
Agents List(0) Y
Agent Name AgentID AutoCall Status Agent Status Call Context Extension Agent Call Status Call Type Phone Customer Call Status Queue

®al al On Available 00:09:09 1001 55987654 inactive 00:01:12

® a2 a2 On Available 00:00:32 1001 135465132 hungup 00:00:07

® a2 a2 On Available 00:01:58 1001 135465132 Connected 00:00:16 outbound manual dial 4787465465 Hold 00:00:05

s a1 on Availatle 000655 1001 55087654 Comnectsd 000017 inbound call dial 1001 Connected 000015
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Figure: Threshold value Status

The color of the threshold for the agent who breached the break reason time depends on

the color configured at process lever in "Color configuration" tab. Know more...

5.1.1.5.7 Freeze or Unfreeze

You can click on the "Freeze" to freeze "Live Monitoring" Tab at any point of time. No update
in any graph or report will be reflected. You have to click "Unfreeze" unfreeze "Live

Monitoring" Tab and let it receive the latest updates.
5.1.1.5.8 Waiting Call

It shows the total number of calls which are waiting to be answered in campaign. Click
"Waiting calls" buttons to see the list of all the calls which are waiting in that campaign and

queue.

Waiting Calls (0) x

Customer ID Name Phone Status Agent Status Duration Queue

-1 3232 3232 @ ivr 00:17 ING

0-00f0

Figure: Waiting Calls

The opened pop-up contains the following columns.

1. Customer Id: It shows the id of the registered customer. If the customer is not

registered, then it shows "-1" as customer id.

2. Name: It shows the name of the customer, if registered. If the customer is not

registered, then it shows the extension name from which the call is coming.

3. Phone: It shows the phone number of the customer.
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4. Status: It shows the status of the call in which it is currently present.

5. Agent: It contains the agent name to whom the call is going to assign. If there is no

agent free at the time of call, it shows blank as agent name.

6. Status Duration: It shows the total time of the call which is spent by the call before

assigning it to any of the agent.

7. Queue: It shows the name of the queue in which the call has been assigned or landed.

5.1.1.5.9 Filter

The Group Manager can click Ll icon to filter the data as per the available filters.
Agent Status Customer Status Frequenty Used
[ ] Ready [ ] OnHeld [ ] oncal
[ ] Break [ ] oncal [ ] Ready

Agent Call Status Break Threshold Breached Activity Threshold
[ ] Available to take calls [ ] Training [ ] within Threshold
|:| Connected |:| Snacks |:| Hald Time Breached
|:| Connected via Current |:| Lunch |:| ACW Time Breached
Campaign |:| Unavailable |:| Call Duration Breached

[ ] Auto Call Off

|:| Wrapping Call
|:| Wrapping Call via Current

Tt i m, o mam

2, Table Filters Queue 2 Groups (Group Manager)
L] a1 [] Group1ig)

Clear Cancel Apply

Figure: Table Filters in the Filter modal of Agent List

If Filter Groups are enabled in the campaign, then "Filter Groups" column will also be added

in Agent List and Filter Modal.

The group manager can search through the values of both "Filters" and "Filter Groups"

column in Agent List.

1. Customer Status : The Group Manager can select the status of the customer either

the customer is on the call or on the Hold.
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On Call : It means that the agent is on the call with the customer.

On hold : It means that the agent is either not active on the call or the agent

put the customer's call on hold.

2. Frequently Used : It shows the frequently used filters which are used by the Group

Manager mostly.

3. Agent Status : It filter the agents based on the status of their work, that is, whether

the agent is ready or is on the break. It contains the following options.

Ready: It shows the agents who are ready to attend the calls.

Break: It shows the agents who are on break.

If the agent is automatically set on "Auto Available" just after the logon, then

the break count will be increased by 1.

4. Agent Call Status : The Group Manager can filter the status of the agents from the

following status.

Available to take calls : It means that the agent is free and available to take

the next call.

Connected : It means that the agent is connected with the campaign and also

selected the extension.

Connected via current campaign : It filters those agents which are
connected with the campaign in which the Group Manager is connected at

that time.

Auto Call Off : It shows that the agent is not on the auto call or the auto call

for those agents are off.

Wrapping Call : It filters for those agents who are wrapping-up their calls or

agents who are disposing off their calls.

Wrapping Call via current campaign : It filters for those agents who are
wrapping-up their calls with the current campaign with which the Group

Manager is logged-in at the same time.
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5. Activity Threshold : It allows the Group Manager to filter for those call which are in
the various threshold range. It contains the following parameters which can be used

to filter the list.

Within Threshold: It filter the list of those agents which are lying in the

threshold limit set by the administrator.

Hold Time Breached: It filters the list of those agents who breached the hold

time limit set by the administrator.

ACW Time Breached: It filters the list of agents who breached the time limit

to dispose off the call which is set by the administrator.

Call Duration Breached: It filters the list of agents who breached the limit of

Call duration which is set by the administrator as well.

6. Break Threshold Breached :The Group Manager can search those users whose
status is on break and the break time configured by the Group Manager has already
been breached. It contains all the break reason which are configured in the system

by the administrator.
7. Queue : The Group Manager can filter the agents assigned in selected queue.
5.1.1.6 Monitoring a Call

The Group Manager can click any on any record on live monitoring screen to access a

floating window.

Agents List(1} T

AutoCall Status Agent Status Call Context Extension Agent Call Status Call Type Phone ‘Customer Call Status

/] @ al al On Available 01:54:56 1001 9887465 Connected 00:00:19 outbound manual dial 65498798  Connected 00:00:11

Autocall @D -

Connected Customer Detail &

Session Details Call Details v

Figure: Live Monitoring of a Call
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It will show agent name, status (inactive/ connected/ hung up), Customer Details (on clicking

on this, CRM gets open in preview mode) along with below mentioned tabs.
5.1.1.6.1 Session Details

e Calls: Count of Autodial (in case of the Outbound campaign)/ Inbound (in case of

Inbound campaign), Manual and Callback calls.
o Duration: Total Ready, Auto-call (Auto-call On) and Talk (talk time) duration.
o Dispositions: It shows the top 3 dispositions.

5.1.1.6.2 Call Details

e Customer: It will show Details (customer's phone number), Status (inactive/

connected/ hung up) and Duration (talk time).

e Details: It will show Campaign (Campaign name in which the call has been received/
from which call has been dialed), Lead (Lead Name in case of the Outbound
campaign) / Queue (Queue Name in case of Inbound campaign) and Call Type

(inbound/auto dial/manual dial).
5.1.1.6.3 Monitoring Operations

The Group Manager can snoop, whisper, and Disconnect the call using the buttons provided
at the bottom of the floating panel. The Group Manager can minimize or maximize the

floating window using up and down arrow icons respectively.
5.1.1.6.3.1 Snoop

This feature can be used if Group Manager wants to listen to the conversation of agent and

customer on the live call. The Group Manager needs to follow below steps to snoop a call.

1. Select the record of an agent who is on a live call, the floating window will open with

=
L3

the L2228 | hutton enabled.

2. Click on Snoop button to connect in between the call in Snooping mode.

3. While snooping a call, both agent and caller will remain unaware of the Group

Manager's activity.
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4. To end the snoop call, click on the same button again.
5.1.1.6.3.2 Whisper

This feature can be used if Group Manager wants to guide agent on call. The Group Manager
can connect in between the live call and can assist the agent accordingly. The Group

Manager needs to follow below steps.

1. Select the record of an agent who is on a live call, the floating window will open with

5
the L0iEper | hutton enabled.

2. Click on the Whisper button to connect in between the call in Whisper mode.
3. Customer will only hear the voice of the agent (not the Group Manager).
4. The Group Manager can end whisper call by clicking the same button again.

5.1.1.6.3.3 Conference

This feature can be used if Group Manager wants to force confer a live call. Group Manager

needs to follow the below steps to force confer a call.

1. Select the record of an agent who is on a live call, the floating window will open with

+

the Ltenferznce | hytton enabled.

2. Click confer button to connect in between the call.
3. The Group Manager can end the conference call by clicking the same button again.

If "Confer Call" privilege has been masked for a Group Manager, then "Call Conference" for
that Group Manager will also be masked in the modal of call monitoring of "Live Monitoring"
Tab.

It is a Campaign-level Privilege, which can be configured by Administrator and Group

Manager. The change made by a Group Manager for this privilege will override the privilege

configured by the Administrator.

5.1.1.6.3.4 Barge

1. Select the record of an agent who is on a live call, the floating window will open with

Che
the L222=_| putton enabled.
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2. Click barge button to connect in between the call.
3. CRM will be popped up on Group Manager workbench automatically.

4. Now, Group Manager is the owner of the call and can dispose the call by selecting a
disposition. Agent can still listen to the conversation of customer and Group
Manager on mute-mode. Note that agent goes on Mute-mode automatically during

barge.

5.1.1.6.3.5 Disconnect

g

Group Manager can force Disconnect the live call of any agent by clicking on b==ssnnet

icon. Both customer's and agent's channel will be disconnected.
5.1.1.6.3.6 Force Logout an Agent

The Group Manager can force logout an agent from the system at any moment.

1. Select the record of the required agent in live monitoring screen, the floating window

opens up.

iy
L

2. The Group Manager can click 2222241 jcon to logout a user forcefully. The following

pop-up is displayed on the screen.

Reason for force logout?

|

Figure: Force Logout Reason

3. Here, Group Manager has to provide the reason for the force logout of agent.
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4, After entering the reason, the Group Manager needs to provide confirmation on

session termination by clicking on "Save" button.

5. After Group Manager's confirmation, the agent will be logged out from Ameyo
forcefully.

5.1.2 Agent Monitoring in Inbound Campaign

Here, you can monitor the activities of agents in the Inbound Campaign.

= intercation > Inbound

Live Monitoring ~ Agent Monitoring ~ Callbacks ~ Call Details
@ Real-Time Data: Refreshes after every 10 secs | B Historical Data: Refreshes after every 07m | & Stats Duration: 12h | @ Stats Reset: 20 hrs ago

Agents List(3)

AgentName  AgentlD  Call Context

Extension  Group Manager (Group) Groups

Staffed Duration Ready Duration Break Duration Idle Time
manish manish WebRTC WebRTC 00:00:00 00:00:00 00:00:00 00:00:00 0 00:00:00
al al g1 (GroupT) Groupl 01:06:32 01:03:10 00:03:23 01:00:00 3 01:03:08
mmmm mmmm 00:00:00 00:00:00 00:00:00 00:00:00 0 00:00:00

Figure: Agent Monitoring

You can perform the following operations here.
5.1.2.1 Data Collection Indications

On the top, a horizontal bar shows the indications of different data collection intervals.

| B Real-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every 7 mins | & stats Duration: last 12 hours | @ Stats Reset: 02 hrs ago

Figure: Data Collection Indications
5.1.2.2 Filter

Using the filter icon, the group manager can filter the agents on the basis of their
Groups(Group Manager)
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OB ¢

9, Groups [Group Manager)

|:| Groupl (g1)

Clear Cancel Apply

Figure: Filter

 Real-Time Data: The Data Metrics, whose data is refreshed after 5 seconds, then it

will be indicated with the border of blueish color.

o Historical Data: The Data Metrics, whose data is refreshed after every 5 minutes,

then it will be indicated with the border of black color.

« Stats Duration: It informs about the time interval for which the statistics are showing

on the page. Here, the time interval selected is the 12 hours.
e Stats Reset: It informs the interval after which the statistics were reset last.

5.1.2.3 Search

You can search for a particular agent to view its details.

5.1.24 User Card

The group manager can see the basic information of agents assigned in that campaign by
hovering its mouse over the agents name. The user card is displayed while hovering the
mouse on the user name of the user. Following screen is displayed while hovering the

mouse over the username of the user.
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Agent Name Agent ID

agent agent

Executive
Mame: agent 51
Cr agemt

Altanchimeg Altanchimeg.a

Figure: User Card

The user card contains the user-role, username, and userlD.

5.1.2.5 Additional Information

Hover the mouse over icon to see the information on the data that is, Statistical data,

Last calculated time and last fetched time.

5.1.2.6 Customize the View

You can click L=l icon to select the columns that you want to show on the screen.
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Select the columns

Search SELECTED COLUMMNS
Agent Schedule 3 Agent MName
Agent D g Agent ID
Agent Name 3 Call Context »
Staffed Duration

e Extension ®
Ready Curation
Break Duration < Staffed Duration k4
Auto Call-On Duration 3 Ready Duration -
Total Talk Time

I Break Duration ®
ACW Duration
Agent Productivity $  IdleTime x

ot €D

Figure: Column Headers

In the right part of the section, the user can click and hold &% icon and drag a column upward

or downward to change the sequence of the columns in the table. The column on top will
be displayed at the first position ligelny! the left.
If some columns are mandatory to be displayed, then the user will not have the option not

to select or deselect the columns.

Select the column headers that you want to display on the Agent Monitoring Page. It

contains the following customizations.

1. Agent Schedule: It contains the following columns which the Group Manager can

select from.

o Call Context: It shows the name of the call context selected by the agent. In
case of multiple extensions with an agent, the only one call context will be
visible. If the agent changes the call context, then the row will be updated in

maximum 2 minutes 35 seconds.
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The agent name may not be visible in any of the following cases.
e The Refresh Time is not reached.

e The agent has not selected the extension containing the selected call

context.
e Inthe case of WebRTC, the call context name will be auto-generated.

The row will be visible after 5 minutes. It shows the current data and its

maximum Data Refresh Interval is 2 minutes 35 seconds.

o Staffed Duration: It is the total time duration (that is the plus of the total

ready time and the total break time) in which the agent has been assigned in
the campaign for the last interval.

Calculation :

Total Ready Total Break

Staffed Duration = - )
Duration Duration

Figure: Calculation of Staffed Duration

If the user has selected multiple campaigns, then only one campaign will be
displayed here.
Here, the time is being calculated as per a campaign. Therefore, the time
spent by the user after the logon but before selecting a campaign will not be

counted here.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Extension: It shows the agent's phone numbers. In the case of multiple
extensions, only the selected call context in one row will be visible. The local
and endpoints will not be displayed here.
The agent has been logged on to the system but its name may not be visible

in any of the following cases.

e The Refresh Time is not reached.
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e The agent has not selected the extension containing the selected call

context.

The row will be visible after 5 minutes. It shows the current data and its

maximum Data Refresh Interval is 2 minutes 35 seconds.

o Ready Duration: It is the total ready duration of an agent in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Break Duration: It is the total break duration of an agent.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Breaks: It shows the count of breaks taken by the agent staffed to this

campaign.

If the agent is automatically set on "Auto Available" just after the logon, then

the break count will be increased by 1.

o Auto-Call on Duration: It is the total duration when the agent is on auto-call

on status.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

2. Agent Performance: It contains the following columns according to the various

agent performances.

o Total Talk-Time: It is the total talk time of an agent for all calls in a campaign.

It is the total talk time of an agent for all calls in a campaign. It shows the data
of the last 12 hours. The Current Data on the User Interface will be updated
in maximum 2 minutes 35 seconds, whereas the historical data will be

updated in maximum 32 minutes 35 seconds.
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o ACW Duration: It is the total wrap time of an agent for all calls in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

o Avg Call Duration: It is the average call duration for an agent in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

e Avg Handling Time: It is equal to the sum of Customer Talk Time for this

agent, Customer Hold Time for this agent, and Wrap Time of Connected Calls
divided by the total connected calls for this agent. It includes only Customer

Interactions, but Dial User (Internal Calls) are not included.

Calculation:
Customer Talk Time Customer Hold Time Wrap Time
AHT = for this agent for this agent of Connected Calls
Total Connected Calls for this Agent

Figure: Calculation of Avg Handling Time

AHT does not include the Average Wrap Time of an agent as the Average

Wrap Time will also include the wrapping of not connected calls.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

» Avg Hold Duration: It is average hold time of an agent for customer calls in a

campaign. It does not include the hold time on dial user (Internal Calls). It is

equal to the total hold time divided by the count of customer calls with hold.

Calculation:
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Average Hold Duration =

Total Hold Duration

Total Calls with the Hold

Figure: Calculation of Avg Hold Duration

It shows the data of the last 12 hours. The Current Data on the User Interface

will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

e Avg ACW Duration: It is the average of ACW Duration of an agent in a

campaign. It is the total wrap-up time divided by all wrapped calls for an

agent.
Calculation:
Total Wrap Duration
Average ACW Duration =
Count of Wrapped Calls for the agent

Figure: Calculation of Avg ACW Duration

It shows the data of the last 12 hours. The Current Data on the User Interface

will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

3. Agent Productivity: It contains the following columns according to the various

productivity of the agent's calls.

o Connected Calls: It shows the total calls answered by an agent in the

campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface

will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

e Connected Inbound: It shows the total number of inbound calls received in

a campaign.
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It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

e Connected Transfers: It shows the total number of transferred calls received

and connected in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

e Connected Manual Dials: It is the total number of manual dials connected to

the customers in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

o Connected Callbacks: It is the total number of callbacks attended by an agent

in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

o Total Wrapped Calls: It is the total number of calls successfully completed

and wrapped by the agent in that campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

4. Disposition Code: It contains the following columns of various disposition codes

which the agent used while completing their calls.

o Foreign Language: It is the total number of calls disposed in "Foreign

Language" disposition.
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It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.
o Sale: It is the total number of calls disposed in "Sale" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.
o Callback: It is the total number of calls disposed in "Callback" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.
o Already Hangup: It is the total number of calls disposed in "Already Hangup"
disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Abrupt Disconnection: It is the total number of calls disposed in "Abrupt

Disconnection" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

e Echo: Itis the total number of calls disposed in "Echo" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Customer Not able to hear: It is the total number of calls disposed in

"Customer Not Able to Hear" disposition.
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It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

e Customer Volume Too Low: It is the total number of calls disposed in

"Customer Volume Too Low" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Agent Volume Too Low: It is the total number of calls disposed in "Agent

Volume Too Low" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Voice Breakage: It is the total number of calls disposed in "Voice Breakage"

disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Conference Voice Breakage: It is the total number of calls disposed in

"Conference Voice Breakage" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Conference Disconnection: It is the total number of calls disposed in

"Conference Disconnection" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.
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o Conference DTMEF: It is the total number of calls disposed in "Conference

DTMF" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.
5.1.2.7 Columns
It contains the following columns(the columns which are not covered in above section).
5.1.2.7.1 Agent Name

It shows the name of the agent.

The row will be visible after 5 minutes. It shows the current data and its maximum Data

Refresh Interval is 2 minutes 35 seconds.
5.1.2.7.2 Agent ID

It shows the ID of the agent.

The row will be visible after 5 minutes. It shows the current data and its maximum Data

Refresh Interval is 2 minutes 35 seconds.

5.1.2.7.3 Group Manager

It shows the ID of the group manager under whom the agent is assigned into.
5.1.2.7.4 Groups

It displays the group name in which the agent is assigned.
5.1.3 Call Details

"Call Details" tab shows call details or history of the last 200 calls on a rolling basis and along
with that an advanced section where call logs can be fetched with filters like date range, call
duration, users, leads, customer status, call types. Fetched logs can individually listen,

recordings can be downloaded, and whole call data can be extracted to CSV.

The tab will remain blank until you select the Date Range filters and apply them.

Copyright © AMEYO 2021 | Page 56



Ameyo 4.11 GA

AMEYD Monitor  Workbench  Reports  More v gml v
= Process1 > Inbound C... Live Monitoring  Agent Monitoring  Callbacks  Call Details
call Details(10) T

User Name u: Scoring Customer Deta Date Added Phone No ique Call Type Customer Status

shubh shubh ‘D B; 16:59 . 95eocooo 0 0807050c0c0402000a01 ‘outbound.manual.dial CONNECTED Foreign Language

shubh shubh ‘D 16:38 . 42ooooonc 9 050007060603020b0a03 outbound.manual.dial ~ ATTEMPT_FAILED -

shubh shubh ‘D 16:37 . 32wooooonc 9 020007070702050b0b00 outbound.manual.dial ~ ATTEMPT_FAILED -

shubh shubh ‘D 16:34 . 23cooooooc Q) 03010701030e02080800 outbound.manual.dial ~ ATTEMPT_FAILED -

shubh shubh ‘D 16:23 . Z3mocoooocox 10 03010206040506030302080b05 outbound manual.dial ~ ATTEMPT_FAILED -

shubh shubh ‘D =7 1556 . 3200 D 020007070704030b outbound.manual.dial  CONNECTED Foreign Language

pari pari ‘D H’: 1554 . 23xooono 030106000705050a0d03 ‘outbound.manual.dial CONNECTED test_process_customer_exclusic

shubh shubh ‘D B; 1553 . 65xooonoooon 15 070707060604040a0d030b0b05 ‘outbound.manual.dial CONNECTED Foreign Language

shubh shubh ‘D E; 15:50 . 32x0000x 0 020007070704040c0a ‘outbound. manual.dial CONNECTED Foreign Language

Sunenvisar sunecisor ) 1440 R P 0S0107070708050602090d000404 _cutheund eallhack il NO_ANSWER wran fimeout

1100f 10

Figure: Manage Inbound Campaign

5.1.3.1 Filters

L)

The Group Manager can click icon to filter the call details.
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Q. User List 2 Groups (Group Manager) Q. call Type @ System Dispositions

[] select Al [ group (gm1) [] Select A [] select Al

7 a1 [] oB-Manual Dial ] ranen

[] a2 [] OB-Auto Dial [] susy

s [] OB-Auto Preview Dial [] No_anSWER
[] oB-callback [] conneECTED
[] OB-Manual Preview Dial [] calL_prop
[ Transfer Campaian [ calL HANGUPR

@, System Generated User Dispositions Q  User Dispositions Q. Filter Groups 2 Table Filters

[ ] select Al [ select Al [] select Al

D User Forced Logged Off D Others D Test

|:| User Transferred To Ivr |:| Fareign Language

D User Transferred To Campaign D Sale No Filter Group Available

I:‘ User Transferred To Ag I:‘ Sale

D Entity Forced Clean Up D schedule.callback

[ wrap Timeout [ callback

A Queuves

No Data Available

Date Range Phone Number Talk Time Duration
() Start With ) End With e =
01/02/2020 117 : 23 | | [ |
- - Minutes  Seconds Minutes  Seconds
(@) Exact Match () AnyOccurance
02/02/2021 117 :23 Scored Calls
Enter Number D Unscored
I:‘ Scored
Artribute Based
Attribute Operator Value
phonel v Contains v 9856 +
Attribute Operator Value
phonel V Equals ~ 98569841233| = &

Clear | Cancel Apply

Figure: Filter Call Details

It contains the following filters.

1. User List: Group Manager can select the users for whom the Group Manager wants

to fetch the call details.

2. Call Type: Group Manager can also filter out the data in terms of the type of call, that

is, whether it was OB Manual dial, OB Auto Dial, Transfer to phone, etc.
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3. Disposition Status: Group Manager can also filter out the call details on the basis of

disposition status, that is, No Voice, Echo, Sale, and others.

4. Customer Status: Group Manager can filter the data on the basis of the status of the

call, that is, whether it was connected, failed, call drop, etc.

5. System Generated User Disposition: Group Manager can filter the call details

according to the system generated user disposition used to dispose the call.

6. User Disposition: Group Manager can filter the call details according to the user

disposition used to dispose the call by the user.
7. Filter Groups: Group Manager can filter the data on the basis of the filter groups.
8. Table Filter: Group Manager can filter the data on the basis of the table filters .

The Group Manager can click the search icon for any filter to convert the top header

into a search box. Type the keyword and press "Enter" key to search for the required

value in the list.

9. Date Range: Group Manager can also filter out the data on the basis of date range,
that is, the Group Manager can select the date by entering the range in From and To
respective text boxes. Once you selected the date from the opened calendar, the

default time corresponding to that date is also picked.

10. Phone Number: Group Manager can also filter the data in terms of following phone

number patterns.

A. Start With: Enter the initial digits of the phone numbers to filter out the

records, for example, 1234, 3456, and others.

B. End With: Enter the last digits of the phone number to filter out the records,
for example, 4343, 6344, etc.

C. Exact Match: Enter the phone number digits to filter out the records, for

example, 1234, 3456, and others.

D. Any Occurrence: Enter few digits to filter out the records, for example, 34,87,

and others.

Copyright © AMEYO 2021 | Page 59



Ameyo 4.11 GA

11. Talk Time Duration: Group Manager can filter out the data by selecting the specific
call time duration. For example, if it wants to fetch the incoming and outgoing calls
in which call time duration was between 40 to 60 minutes, then the Group Manager

can enter the range in the respective text boxes.

12. Scored Calls: Group Manager can filter for those calls whose scores are already been

provided. The Group Manager can select either the Unscored or the scored calls.

13. Queues: The Group Manager can filter the call details of the agents according to the
gueues. The Group Manager can select the queues present in that campaign. If there
is more than one queue, then the Group Manager can click "Select All" option to
select all the queues at once. The search option has also been provided; that is, the

Group Manager can search for the queues.

14. Attribute based: Group Manager can select the attribute- based upon the defined

filterable field in the table creation.

13.

o Select the campaign in which attribute based filter, that is, the filterable fields

are mapped.

e Now, in attribute based filter section, select the attribute type, which is the
column name which is mapped as filterable field in campaign by the

administrator.

o Select the operator type through which you want to filter the calls. It contains

the following three operators.

A. Contains: It filter the calls which contains the provided input in their

values.

B. Equals: Selecting "Equals" as the operator will filter the calls which

have the exact match to the applied content.

C. Not Equals: Selecting "Not Equals" as the operator will filter the calls

which do not have the match to the applied content.
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D. Starts with: It will filter those content, in which the entered attribute

is starts with.

E. Ends with: It will filter those content, in which the entered attribute is

ends with.

e Now, enter the value for which you want to filter the calls in the values column.

You can provide multiple attributes to filter the content, by clicking "+" icon, or click

"-"icon to delete the provided attribute- based filter.

The filter can be cleared any time by clicking the "Clear" button. Click "Apply" to apply the

filter, whereas you can click "Cancel" to not apply it.
5.1.3.2 Operations

The Group Manager can perform the following operations here.
5.1.3.2.1 Download

Click "Download" button to download the searched voicelog data in the CSV format. It

downloads the complete content which is showing on the screen to the CSV format.

After clicking on the "Download" button, a pop-up comes up. Click "Save" button to
download the voicelog. The name of the downloaded file is "CallDetails" by default, however

you can change the name of the file.
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€& Save hs o
i * » This PC » Downloads » v Search Downloads el
| Refresh "Downloads” (F3) |
Organise - Mew folder - v 9
B This PC ~ MName Date modified Type
_J 3D Objects
[ Desktop
Documents
* Downloads
Jﬁ Music
[&] Pictures
E Videos
i Local Disk (T3]
- Local Disk (D:)
LR 4 >
File name: | [EEI0EEN ‘]
Save as type: | Microsoft Excel Comma Separated Values File ~ |
A Hide Folders [ save | | Cancel |

Figure: Downloading Pop-up

Before clicking on the save button the Group Manager can also change the name of the

voicelogs.

The downloading option depends upon the browser's setting. If the setting of the browser

is set not to ask before downloading file then the pop-up will not come up.

5.1.3.2.2 Voice Log Search

The Group Manager can use the search bar to search for any voice log. Group Manager can
search the voicelog with user's name or with phone number. Enter any one in the search

bar and press enter, the result starts showing on the screen.

Call Details(1) | 9874363210 x Y 7/

Some search reults may not be visible a5 few columns are marked 25 hidden.

User Name User ID Listen Scoring Customer Details Date Added Phone No Call Type Customer Status Disposition Customer Talk Time Hold Time Call Result

al al ‘D ?/ 08/01/2020 16:35:01 9874563210 outbound.manualdial CONNECTED wrap.timeout 00:04 00:00 SUCCESS
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Figure: Search Voicelogs

5.1.3.2.3 Listen to Voicelogs

)

Group Manager can listen to the voice logs by clicking on icon, the Group Manager
can listen to the connected call and a pop-up will appear at the bottom of the page, using
which the user can download, increase/decrease volume along with other features like

forward/reverse, mute/unmute, pause/un-pause the call. Hover your mouse cursor on

©

icon to use the speaker related options like call volume and mute/unmute the calls.

. . . L D]
For not connected calls, "the listen button" remains disabled - .

User Name User ID Listen Scoring Customer Details Date Added Phone No Call Type Customer Status Disposition Customer Talk Time Hold Time
AM3 AM3 ‘D 5 View CRM 09/01/2020 12:25:40 4534656 outbeund.manual.dial CONNECTED wrap.timeout 05:57 00:00
AM3 AM3 *D 09/01/2020 12:25:03 42536475 outbound.manual.dial  ATTEMPT_FAILED - 00:00 00:00
AM3 AM3 <D m View CRM 09/01/2020 12:15:25 4336758 outbound.manual.dial CONNECTED Abrupt disconnection  06:26 00:00

*D 09/01/2020 12:05:28 9632380147 outbound.callback.dial ATTEMPT_FAILED - 00:00 00:00

*D 09/01/2020 12:05:28 7838426911 outbound.callback.dial ATTEMPT_FAILED - 00:00 00:00

*D 09/01/2020 12:05:28 9874363210 outbound.callback.dial ATTEMPT_FAILED - 00:00 00:00

‘D 09/01/2020 12:05:28 9874561221 outbound.callback.dial ATTEMPT_FAILED - 00:00 00:00

‘D 09/01/2020 12:05:28 9876543210 outbound.callback.dial ATTEMPT_FAILED - 00:00 00:00

‘D 09/01/2020 12:05:27 1234567890 outbound.callback.dial ATTEMPT_FAILED - 00:00 00:00
AM3 AM3 ‘D E’ View CRM 09/01/2020 12:05:26 9999222233 outbound.callback.dial CONNECTED Already hungup 02:35 00:00

1-10 of
b 002/55 m—— ) ¥

Figure: Play Voicelog

Clicking anywhere on the same page will not close the pop-up. Hence, the audio play will
remain continuous. The Group Manager has to click ¥ icon to close the pop-up.

If you change the screen to any other menu or the campaign, then the voicelog play pop-up

will be paused and hence whenever the Group Manager will return to the same page, the

voicelog can be started to where ever the it was paused, hence no need to restart it.

5.1.3.24 Scoring

Group Manager can provide scoring to the agent's call. Click icon present in the scoring

column of the voicelog and the pop-up comes up.
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Assign QA Score x
AM3I 45348586
d946-5e16c724-veall-34 05:57
b 0:00/556 = i) *
Parameter Name Quality Type Parameter Value Comment
Multiple® Multiple NOT APPLICABLE w
Cancel m Save and Next

Figure: Provide Remarks to Voicelog

On the opened pop-up, Group Manager can perform following tasks.
1. Agent's Name: Group Manager can see the agent's name who attended the call.

2. Customer's Number: It shows the customer's number through which the call has

been done.
3. Call Id: It shows the call-id of the call. Ameyo generates the call-id for every call.
4. Call Duration: It shows the total duration of the call.

5. Comment: Group Manager can provide the comment to the call in the comments

box.

6. Listen: Group Manager can listen to the call connected call. Click the call listing button

to listen the call log.
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7. Download Voicelog: Group Manager can also download the voicelog and listen to

» 000/00 ¥ Download

them. Click icon to download the

voicelog file.

After clicking on the "Download" button, a pop-up comes up. Click "Save" button to
download the voicelog. The name of the downloaded file contains the extension

name followed by the agent name and the data and time of the call.

€ Savess >
b ; » This PC » Downloads v O Search Downloads 0

Organise « New folder = - (2]

-
@ ThispC Mo items match your search,

) 3D Objects
[ Desktop
Documents
; Downloads
Jl Music

& Pictures

H Videos

ie Local Disk (C:)

- Local Disk (D)
w

File name: | 1001_a1_2019-08-02-10-50-30 v|
Save as type: | MP3 Format Sound ~ |
~ Hide Folders [ sawve | concel |

Figure: Downloading Pop-up

Before clicking on the save button the Group Manager can also change the name of

the voicelogs.

The downloading option depends upon the browser's setting. If the setting of the

browser is set not to ask before downloading file then the pop-up will not come up.
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8. Parameter Name: It shows the list of the QA Parameters which are created to

provide the ratings to the agent.

9. Quality Type: It represents the quality type of the QA Parameters, (here we have the
QA parameters in Range types).

10. Parameter Value: It shows the QA value which is provided by the administrator to

rate the call for QA Parameters.

11. Comment: It is the comment box to provide the comment on the ratings

parameters. It can be provided for individually for each parameter name.

12. After completing above steps, click "Save" to save the data or "Save and Next" to save

the data and view the next call log from the same screen.

5.1.3.2.5 View CRM

icon to see the customers detail in the CRM which was filled by the agent at

the time of the call. It shows the following pop-up.

Customear Detals
- | } 51 I
B AMIE YO B Basic Info € 4564224 3
Personal Information
Quick Disposition
First Name : [Test Last Name :|:|
Set Disposition
[brupt disconnecion 7| widdlewame:[ ]  sataton :[ ]
#| Self Callback
" Local TZ LTI
Eeled CBK Time
') Customer TZ
[Seect CBK Time andmarks ([ ]  citv  ——
o i L 1 L 1
Days Hrs Min il ) S )
Country [ ]
Save & Dispose Contact Details
.

Figure: Customer details in CRM
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On this screen, Group Manager can see the complete details of the customer. If the details
are not filled by the agent, then the Group Manager can edit any customer's information

from this screen as well. After editing, click "Save" button to save the provided information.
5.1.3.2.6 View Customer Card

Group Manager can view the customer card, which contains the basic information
configured by the administrator to be displayed to the agent, by hovering the mouse over

the customer's name.

= avevo Monitor ~ Manage ~ Workbench  Reports  Voicelogs  More {1 a Supervisor v

Staging Process » Out Sales CallDetalls Users Lead Management Callback Prompt Dialer Settings

(. Download )

Call Details(53) Search Y =

o Hold Time Call Result IVR Time Setup Time Ringing Time Transferred To Hangup Details Hangup On Hold Table Filters Filter Groups Customer ID Agent Talk Time

00:00 SUCCESS 00:00 00:00 00:00 - CUSTOMER_HANGUP_PHOME  false NA NA 10 0012

00:00 FAILURE 00:00 00:00 00:00 - AGENT_HANGUP_UI false NA NA 10 00:00

00:00 FAILURE 00:00 00:00 00:10 - AGENT_HANGUP_UI false NA NA 14 00:00

00:00 FAILURE 00:00 00:00 00:00 - AGENT_HANGUP_UI talse 9897485124 - 00:00

komalmittal@ameyo.c_

00:00 FAILURE 00:00 00:00 00:04 - AGENT_HANGUP_UI false 00:00

00:00 FAILURE 00:00 00:00 00:00 - AGENT_HANGUP_UI false NA NA 10 00:00

00:00 SUCCESS 00:00 00:00 00116 - AGENT_HANGUP_UI false NA NA 10 00:25

00:00 FAILURE 00:00 00:00 00:30 - SYSTEM_MEDIA false NA NA 10 00:00

00:00 FAILURE 00:00 00:00 00:00 - AGENT_HANGUP_UI false NA NA 10 00:00

00:00 SUCCESS 00:00 00:00 0001 - AGENT_HANGUP_UI false NA NA 10 0014
1-100f53 »

Figure: Customer Card

5.1.3.3 Call Notes

The notes which are given by the agent at the time of the call are known as call notes. The
Group Manager can view these notes along with the details of that call. Click = icon to view

the call notes of that call.

If the call note is not provided, then the expendable icon will also be not shown in the call

details bar.
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Customer Details Date Added ane Call Type Customer Status
vooa =1 LD] 2 08/01/2020 1857:10 1001 inbound.calldial  CONNECTED Customer not able to hear 0010 00:00
B Thisis the testing note

al al ‘D B 08/01/2020 18:55:19 1001 inbound.calldial CONMECTED Conference voice breakage  00:14 00:00

Figure: Call Notes

If the filters are not applied, then the call notes dumped very last by a user on a call will be

displayed. The Group Manager has to apply the filters to view the call notes differently for

individual users.

5.1.34 Customize the View
. 2. . .
The Group Manager can click icon to use the settings of the Call Details.
Select the columns
Search SELECTED COLUMNS

Agent Talk Time o User Mame
|:| Attempt Time &
[] callip Yser I
Call Result G Listen %
Call Type
[ ] campaign Id %  Scoring x
Customer Details

3 Customer Details b4
|:| Customer [D
Customer Status & Date Addad %
Customer Talk Time
Date Added 4 PhoneNo X
|:| Dialling Comments &

Call T x
Disposition &l e
I_l Hﬂlﬁﬂlln r:llrﬂ o
Cancel m

Figure: Settings Call Details

Group Manager can manage the display bar menu present at the top of the page. Settings

icon helps the Group Manager to sort the menu listings bar.
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Check the boxes to see only those filters which are useful for the Group Manager and helps

him to monitor the agents.

In the right part of the section, the user can click and hold E2 iconand drag a column upward
or downward to change the sequence of the columns in the table. The column on top will
be displayed at the first position igeln the left.
If some columns are mandatory to be displayed, then the user will not have the option not

to select or deselect the columns.

5.1.3.5 User Card

The Group Manager can see the basic information of agents assigned in that campaign by
hovering its mouse over the agents name. The user card is displayed while hovering the
mouse on the user name of the user. Following screen is displayed while hovering the

mouse over the username of the user.

User Mame User ID Listen

Figure: User Card

The user card contains the user-role, username, and userlID.
5.1.3.6 Columns

Following are the columns which are used to define the call details.
1. User Role: It shows the type of the user who is logged-in to the Ameyo.
2. User Name: It shows the name of the user.

3. User ID: It shows the id of the user.

Copyright © AMEYO 2021 | Page 69



Ameyo 4.11 GA

10.

11

12.

13.

14.

15.

16.

17.

18.

Listen: It is a clickable entity which allows you to listen to the voicelogs(explained

above).

. Scoring: It is a clickable entity which allows you to provide the rating to the agent's

call(explained above).

Customer Details: It is a clickable entity which shows the complete information of

the customer in the CRM.(explained above)

Customer ID: It shows the customer id. Customer id is unique for all customers and

it generates only for those customers whose details are registered in CRM.

Date Added: It shows the date and time of the customer's details when detils has

been saved in the CRM.

Phone No: It shows the phone number of the agent through which the call has been

handled.

Unique Identifier: It contains the unique identifiers for the masked phone numbers.

. Call Type: It shows the type of call.

Group Manager: It shows the name of the group manager under whom the agent

is assigned in.
Groups: It shows the name of the group in which the agent is assigned in.

Call ID: It contains the call-id. Call-id id different for every call and is generated by

Ameyo automatically.

Customer Status: It shows the status of the customer. Here, "CONNECTED" means

that customer picks the call and "BUSY" mean that the customer did not picks up the

call.

Dialing Comments: It shows the comments which has been inserted by the agent

while calling to customer.

Transferred to: It shows whether the call has been transferred to another

campaign/queue or not.

Hangup Details: It shows the reason of the call for which the call has been

disconnected.
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19.

20.

21.

22

23.

24,

25.

26.

27.

28.

29.

30.

31.

32.

Hangup Cause: It shows the cause code for the Hangup Details for which the call

has been disconnected.

Hangup Cause Code: It shows the cause code for the Hangup Details and Hangup

Cause for which the call has been disconnected. This Hangup code is based upon the

codes which has been registered in Ameyo according to Hangup Cause.

Hangup On Hold: It shows whether the call has been disconnected while the agent

put the call on hold or not.

. System Disposition: It allows the group manager to view the system disposition of

the call.

Disposition Class: It allows the group manager to identify the exact reason for the

call disposition.

Disposition Code: It allows the group manager to view the disposition code through

which the call was disposed off.

Customer Talk Time: It show the total duration of the call in between the agent and

customer.

Hold Time: If the agent put the call on hold, then it shows the total duration of the

hold time for which the call has been put on hold.

Campaign ID: It shows the campaign ID from which the call has been dialed by the

agent.

Queue Name: It shows the queue name from which the call has been dialed by the

agent.

Lead ID: If the call is dialed from the lead, then this column shows the id of the lead

from which the call has been dialed to the customer.

Attempt Time: It shows the date and time of the call when the call has been

attempted to dial.

Call Result: It shows whether the call is successfully dialed and received by the

customer or there was some error while dialing the call.

IVR Time: It shows the total duration of the call when the call was in the IVR.
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33. Setup Time: It is the total time which is taken to connect the both numbers, that is,

the time taken to connect the customer and agent through network channel.

34. Ringing Time : It shows the total duration of the ring before the call is picked by the

user.
35. Table Filters: It shows the table filter which had been used while making the call.

36. Filter Groups : It shows the filter group which has been used in making the call.

37. Agent Talk Time : It shows the total duration of the calls handled by the agent, which

consists of total duration spent by agent on call for all the customers.

5.1.4 Callback Management in a Campaign

Here, Group Manager can add a callback, view the callbacks with filters, and manage them.

g

Live Monitoring  Agent Monitoring  Callbacks ~ Call Details

(_Upload ) Refresh Add Callback

Call Back List(3)

| Callback Id one ustomer Rescheduled Time Scheduled For (User) Scheduled Time User ID Group Manager (Group)

O d114-6019061a-cm-eiMczDXT-0  0a7616 0 N& - Feb 03,1955 - Feb 03, 19:55

O d114-6019061a-cm-K8xjjhH6-1 L3535 [ ONA 34 Feb 03, 19:00 al Feb 03, 19:00 al g1 (Group1) Groupl

O d114-6019061a-cm-! ScZzH|i4-2 674543 [ NA - Feb 04, 19:56 manish Feb 04, 19:56

Figure: Callback Management in a Campaign

Group Manager can perform the following operations.
5.1.4.1 Add a Callback

Group Manager can add any callback by following the below steps.

1. Click "Add Callback" button. It shows the following pop-up.
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Add Callback

X
Callback Date hack time
Testlnbound dd/mmiy h 55
Callback Type
'Zii' Campaign User Select User W
Phone#

Figure: Adding a Callback

2. Select the callback date & time (mandatory fields) from the calendar option.

3. Select any of the following callback types.

A. Campaign: Select it if the callback has to be scheduled for the respective

campaign in which Group Manager is logged in.

B. User: Select it if the callback has to be scheduled for a selected user. After

selecting user, select the user, for whom callback has to be scheduled, in the

drop-down menu.

4. Enter the phone number (mandatory field) on which callback has to be scheduled.

5. Enter the Customer ID, if applicable. Else, leave it blank.
6. Click "Save" button to save the callback details.

Multiple Callbacks can be scheduled here.

| Callback Id Phone ‘Customer ID Rescheduled Time Scheduled For (User) Scheduled Time User ID User Role Last Updated by
O d315-5e05b103-cm-0 toaTesaszio 0 09/01/2020, 14:31:31 AM3 28/12/2019,15:01:00  AM3 Executive Carson
] d315-5e05b103-cm-2 t.ossaraizos O 09/01/2020, 14:32:08 28/12/2019, 15:04:00 - - Carson

Time Added Self Callback

27/12/2019,15:01:17  No

27/12/2019, 15:04:51 No

Figure: Added Callbacks

5.1.4.2 Edit Callbacks

Copyright © AMEYO 2021 | Page 73




Ameyo 4.11 GA

Select the Call from the list of the available callbacks which you want to reschedule. After
selecting the call, the "Edit" button starts displaying at the left top of the page. Click "Edit"

button. A pop-up containing complete detail of the call comes up.

Edit Callback x
Callback Date* callback time*

Inbound 29/06/2019 4:3

Callback Type

'ii' Campaign Select User v

Phone* Customer Id

12373 0

Why do you want to reschedule this callback?™

Close

Figure: Edit Callbacks

On the pop-up, you can change the Callback date, callback time, phone number, and the
agent name as well. After changing all the information, you have to enter the reason for
which you are rescheduling the callback. The reason is mandatory which means you have

to fill it.

Click "Save" button to save the changes made.

5.1.4.2.1 Limitations for Editing callbacks

Following are some limitations of editing callbacks for the Group Manager.

1. Group Manager cannot change the campaign callbacks to user-specific callbacks, but

user-specific callbacks can be changed to campaign callbacks.

2. Group Manager cannot edit multiple callbacks at once. However, multiple callbacks

can be deleted at once.

5.1.4.2.2 Search Callbacks
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The Group Manager can search for the callbacks with the help of customer's Id, Customer's
phone number and customer's name. It helps the Group Manager to search the callback

with comparatively higher speed and
5.14.3 Extract Callbacks

You can select multiple callbacks and click "Extract" in this pop-up to save the details of

Callbacks as a CSV file on the disk. It shows the following dialog box.

¢ Savehs >

- v A « csy » callbacks v 0 Search callbacks 2
Organize Mew folder A== » (7]
@ OneDrive ~ Mame B Date modified Type
E Thiz PC Mo items match your search.

B 3D Objects

I Desktop
Docurnents
L Downloads v £ >
File name: | CallbackDetail —
Save as type: | Microsoft Excel Comma Separated Values File ~

# Hide Folders Cancel

Figure: Extract Callbacks

Select the location and provide a name to the file. Click "Save" to save the details of callbacks

in a file.

5.1.4.4 Settings

The Group Manager can set callback configuration by clicking icon to access the callback

settings. It shows the following pop-up.
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Maximum Callback Days Callback Retry Time
[S Chmel ] S
15 Day(s) 10 min
Promote To Campaign Expiry Time Callback Reminder
2820 min 15 in

| ] self Callback

Cancel Apply

Figure: Configure Callback

1. Self Callback: If this option is enabled (checkbox is checked) then the callbacks set

using force dispose would be self callback by default.

2. Max Callback Days: Group Manager can define the maximum number of days after

which the callback would be deleted from the system.

3. Promote To Campaign Expiry Time (min): It refers to the maximum number of
minutes after which the self callback (if not attended by the respective agent) will get
expired and transferred to the campaign (that is it can then be routed to any

available agent of the campaign).

4. Callback Retry Time (min): It is the time after which callback will be dialed again in

case it is failed in the previous attempt.

5. Callback Reminder (min): It is the time before which the callback notification will be
displayed in the notification bar of the respective agent or Group Manager for the

scheduled callbacks.

5.1.4.5 Filter the View

L

Group Manager can click LI icon to filter the callbacks.
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Scheduled For (User) Scheduled By .
I:' group (Group) I:' Group
[] a1(a1) [] a1
[] a2 (a2) [] a2
|:| analyst (analyst) |:| analyst
[] s1(s1) [] s1
Scheduled within Added betweaen
« g 2020 Feb > » ® 2020 Feb I
M T W T F 5 5 M T W T F 5 5
27 28 29 30 3N 1 2 27 28 29 30 3N 1 2
3 4 5 6 7 4 9 3 4 =5 B 7 8 9
wm n 12 1'3 4 15 16 m n 12 1‘3 4 15 16
17 18 19 20 21 22 23 7 18 19 20 21 22 23
24 25 26 27 28 29 1 24 25 26 27 28 29 1
2 3 - 5 6 T a 2 3 < 5 6 7 8
Time Time
ceor | (D)

Figure: Filter Callbacks

It contains the following filters.

e Groups (Group Manager): Select the name of the groups and group managers to

whom the scheduled callback agent is assigned in.

o Scheduled for (User): Select the users of which callbacks have to be displayed.
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e Scheduled within: Select the time range in "From" and "To" for those callbacks which

are scheduled in the given time range.
o Scheduled By (User): Select the users who created the callbacks.

o Added Between: Select the time range in "From" and "To" for those callbacks which

are scheduled in the given time range.

There is no need to provide date and time from different places. All can be done

through one place. Click at "Scheduled By (User)" or "Added Between" to provide

date and time simultaneously.

e Phone Number: The group manager can also provide the phone number of to filter

the callbacks scheduled for that phone number.

Click "Apply" to apply the filters. After applying the filters, the Group Manager can click

"Clear" to clear the filter and restore the default view of the callbacks.
5.1.4.6 Delete Callback

Click "Delete" button to delete the selected callback. A pop-up arises in which you have to
provide the reason for which you are deleting the callback. Without providing the reason,

the callback will not delete.

Confirmation X
Are %,'-;:uu sure you want to delete 1 callback? This
can't be undone.

Why do you want to delete this callback™
i’
Reason is less tham 2 Characters 0/300
Mo

Figure: Delete Callbacks

5.1.5 Notification for the Scheduled Callback
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A notification will be shown to the group manager when a callback has been scheduled in
the campaign. It contains the phone number for which the callback is scheduled, the

campaign name and the time for which the callback is scheduled.

If the number masking is enabled for that campaign, then it will mask the phone number in

the displayed notification as well.

-: Upload :- Refresh Add callback

call Back List(3) E- 20 ¢

Callback Id Phone Unique Identifier Customer ID Rescheduled Time Scheduled For (User) Scheduled Time User ID User Role Last Updated by

d250-5e5eb952-cm-466dRidf- L4 O 05010 - 1711 Supervisor Mar 04,11:30 Supervisor ~ Supervisor  Supervisor

Supervisor  Supervisor Superl

|
m]
[m] d238-5e60bce3-cm-gRCUZVAI0 . sawcon @ 05010006010404 - 1712 Supervisor 1712
O

d238-5e60bce3-cm-RuFwFZdf-1 L Z3oooox G 030107070704060a08 - 1714 Super1 1714 Super1 Supervisor Super1

® A callback to 23mooco is scheduled in campaign x
inbound_at_process at 05:14 PM

1303

Figure: Callback Management in a Campaign

5.1.6 (Licensable) Bulk Migration of Callbacks between Campaigns

It is possible that those agents to which the callbacks are assigned has been moved to

another campaign due to any reason. In such cases, the callbacks assigned to such agents

can also be assigned back to them.

Perform the following steps.

1. In the "Callback" tab, the following screen is displayed on which you have to upload

the CSV.
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(_upload ) Refresh
Call Back List(10) | Search 8T
Callback Id Rescheduled Time e } Scheduled Time User ID Time Added
[m] d156-5e05f3a8-cm-2 . 0 01/01/2020, 11:57:00 2a2 01/01/2020, 11:57:00  aa2 Executive doc_sup 30/12/2019,11:58:05  Yes
O d156-5e05f3a8-em-0  tiizass O 30/12/2019, 122302 -~ 2812/2019, 222300 - - testGM1 2712/2019, 222324 No
a d156-5e05f3a8-cm-1 . 7654462 o 30/12/2019, 12:23:02 - 28/12/2019, 22:23:00  -- - testGM1 27/12/2019, 22:2346  No
O d156-5e05f338-cm-6 . 98707 0 01/01/2020, 11:16:00 agent_ 01/01/2020, 11:16:00  agent_ Professional-Agent  doc_sup 30/12/2019, 12:17:04  Yes
] d156-5e05f3a8-cm-3 L 346754 0 01/01/2020, 12:58:00 gurpreet 01/01/2020, 12:58:00  gurpreet Professional-Agent  doc_sup 30/12/2019, 11:58:42  Yes
O d156-5e05f3a8-cm-8 L 6 ] 01/01/2020, 22:17:00 agent_ 01/01/2020, 22:17:00  agent_ Professional-Agent  doc_sup 30/12/2019,12:18:16  Yes
O d156-5e05f3a8-cm-4  Linini 0 01/01/2020, 12:16:00 -~ 01/01/2020, 12:16:00 -~ - docsup 3012/2019, 121624 No
a d156-5e05f3a8-cm-7 L 0 01/01/2020, 10:17:00 agent_ 01/01/2020, 10:17:00  agent_ Professional-Agent  doc_sup 30/12/2019,12:1740  Yes
[ 4156-5e05M3a8-cm-0  waesas 0 01/01/2020, 11:18:00  agent_ 01/01/2020, 111800 agent_ Professional-Agent  doc_sup 30112/2019, 121931 Yes
[m] d156-5e05f3a8-cm-10 L3as787654 O 01/01/2020, 10:19:00 agent_ 01/01/2020, 10:19:00  agent_ Professional-Agent  doc_sup 30/12/2019, 122008  Yes

Figure: "Manage Callback" Page

2. Select the callbacks that have to be downloaded.

(upload ) Edit
§ % Rowssclected:5 Select All Rows that match the criteria
W Callbackld ed Ti o ) Scheduled Time UserlD  User Role Last Updated by Time Added Self Callback
B 156 50533 m 2 [ 01/01/2020, 115700 2a2 01/01/2020, 115700 aa2 Executive doc sup 0M12/2010, 115805 Yes
/] d156-5e05f3a8-cm-0 L 1124456 o 30/12/2019, 12:23:02 - 28/12/2019, 22:23:00  -- - testGM1 27/12/2018,22:2324  No
B 156505l am]  Lissas 0 0112/3019,122302 2811272019, 220300 - testGM1 2TN12/2019,222346  No
a d156-5e05328-cm-6 98707 0 01/01/2020, 11:16:00 agent_ 01/01/2020, 11:16:00  agent_ Professicnal-Agent  doc_sup 30/12/2019, 12:17:04  Ves
o d156-5e05f3a8-cm-3 346754 0 01/01/2020, 12:58:00 gurpreet 01/01/2020, 12:58:00  gurpreet Professicnal-Agent  doc_sup 30/12/2019, 11:58:42  Yes
O 1565058 Lizsss 0 01/01/2020, 229700 agent. 01/01/2020, 221708 agent  Professional-Agent  doc sup 3012/2019, 121816 Yes
/] d156-5¢05f3a8-cm-4. L o 01/01/2020, 12:16:00 - 01/01/2020, 12:16:00 -~ - doc_sup 30/12/2018, 121624  No
O d1565e053adm T o 0 01/01/3020, 104700 agent. 01/01/2020, 101700 agent Professional-Agent  doc sup 30122019, 121740 Yes
a d156-5e05f328-cm-9 34564 o 01/01/2020, 11:18:00 agent_ 01/01/2020, 11:18:00  agent_ Professicnal-Agent  doc_sup 30/12/2019, 121931 VYes
O d1565eD5fa8cm 10 Lssramess 0 01/01/2020, 101900 agent. 01/01/2020, 101000 agent  Professional-Agent  doc sup 30/12/2019, 122008 Yes

Figure: Selected the Callbacks

e The Group Manager can select a maximum of up to 10,000 callbacks at a time

e On a single page of callbacks, only 10 records are displayed. If you want to

select all the records which are not visible on the page, then you can click

"Select All Rows" link. It will select all the rows of callbacks.

|4

3. Click icon to export or extract these callbacks. It shows the following modal.
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Extract Callbacks X

If you delete the callbacks from the cam?ai n, it is highly recommended to upload it in another immediately to avoid
these callbacks from being missed. The first 2000 Will be deleted and extracted at once

Reason for Deletion®

Cancel -::- Download and Delete -::-

Figure: Modal to Export and Extract the Callbacks

4. Provide a reason to export or extract the callbacks.
5. Click "Export" to export the callbacks and download them to a CSV file.

6. Click "Extract" to export the callbacks to a CSV file and delete them from Ameyo

System.

This option is based upon "Save As" functionality of the Web browser. If "Ask where
to save each file before downloading" or similar option is not checked, the CSV file
will be saved at the default download location of the Web browser, of which name is
"CallDetails". In this case, the Group Manager or the Group Manager does not get

the option to change the name and path of the file.

It is recommended to keep the option "Ask where to save each file before

downloading" checked so that you can specify the name and path to save the files.

If "Ask where to save each file before downloading" option is checked, then the

following dialog box is displayed while saving the CSV file.
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& Save As x
“— v A « Windows (C) » Files » New w W] 2 Search Mew
Organize + Mew folder EE— 0
Fay
wordpress-3.1. % Name Date modified Type
Jﬁ Music

) Mo items match your search.
[&=] Pictures

B videos
e Windows ()
Backup
ESD
Files
data

Mew
w >

S

File name: | CallbackDetail v|

Save as type: | Microsoft Excel Comma Separated Values File ~ |

A Hide Folders Save H Cancel ‘

Figure: Save CSV File

7. The following screenshot shows a sample CSV.

5 - £ || 30/12/201912:19:31 v
A | B | C | D | E | F L G | H | | J K | =
1 |Callbackid Phone Customer RescheduledTime UserName ScheduledTime UserlD UserRole LastUpdatedby TimeAdded SelfCallback
2 |d156-5e05f3a8-cm-6 98707 0 01/01/202011:16:00 agent_ 01/01/202011:16:00 agent_ Professional-Agent doc_sup 30/12/201912:17:04 Yes
3 |d156-5e05f3a8-cm-8 12556 0 01/01/202010:17:00 agent_  01/01/202010:17:00 agent_ Professional-Agent doc_sup 30/12/201912:18:16 Yes
4 |d156-5e05f3a8-cm-7 12345 0 01/01/202010:17:00 agent_  01/01/202010:17:00 agent_ Professional-Agent doc_sup 30/12/201912:17:40 Yes
delf)&sscksfza&cmﬂ 34564 0 01/01/202011:18:00 agent_ 01/01/202011:18:00 agent_ Professional-Agent doc_sup 30[12/201912:19:31_V55
6 |d156-5e05f3a8-cm-10 345787654 0 01/01/202010:19:00 agent_  01/01/202010:19:00 agent_ Professional-Agent doc_sup 30/12/201912:20:08 Yes
7]
8
|
0]
n
2
13 | =
CallbackDetail_v2 @® 4 »
EH m - 1 + 100%

Figure: Sample CSV File containing the callbacks

5.1.6.1 Upload the Callbacks

Perform the following steps to upload the callbacks.

1. Click "Upload" to upload the callbacks. It shows the following modal.
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Upload Callbacks x

Choose File

What do you want to do with existing callback 1Ds?

() skip () Update

Uploaded File:

Advanced Option
|:| Upload as phone callbacks

This option is only recommended if the process from
which the callbacks were extracted is different than this
process.

Figure: "Upload CSV" Modal

2. Click "Upload" to upload the CSV files to add the callbacks. It shows the following

modal.

€ Open >
« v A ; » ThisPC » Downloads w | D Search Downloads ol

Organize « Mew folder = ™ @

& OneDrive 2= Marme [Date modified Type

[ This PC ~ Today (1)
“J 3D Objects @ CallbackDetail 12/27/2019 5:00 PM Microsoft Excel

[ Desktop

Documents
; Downloads

Jﬁ Music

&= Pictures

B videos

am Local Disk (C:)
- Local Disk (D)

P v < [ >

File name: | CallbackDetail v | AlFiles v

| Open | | Cancel ‘

Figure: Dialog Box to open the file
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3. Select the location where you have saved the file.
4. Select the CSV file and click "Open" to open the file.

5. CSVfile is selected in "Upload CSV" Modal.

Upload Callbacks X
Uploaded File

C:\fakepath\Callba... Choose File
What do you want to do with existing callback 1Ds?

(_)Skip () Update

Advanced Option
|:| Upload as phone callbacks
This option is only recommended if the process from

whiich the callbacks were extracted is different than this

Cancel Upload

process.

Figure: Dialog Box to open the file

6. Select any of the following options.

o SKkip: Select it to skip any operation to be done on the callback-id, that is, all

the Callback IDs will be the same as used before.

o Update: Select it to update the callback-id for those callbacks which have
been updated in the CSV file.

» Upload as phone callback: Enable this feature if all the callbacks which you
have uploaded are phone calls. It is recommended to use this option only

when the process is different while uploading.

7. Click "Upload" to upload the callbacks else, click "Cancel" button. The uploading process
takes some time, depending upon the size of the callbacks. The following notification pop-
up is displayed now, which contains the list of errors or number of records that are uploaded

successfully.
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Upload Callbacks Result x
Callbacks Count: 4

4 were successfully uploaded
Added: 4

Updated: 0
0 could not be uploaded

For detailed log of failed uploads Download C5V

Figure: Uploaded the Callbacks

8. Ifthereis any error while uploading the callback CSV, then the Group Manager can download

the CSV for failure reasons, if any.

9. Once the callbacks have been updated, a notification is sent to all the group managers and

agents of that campaign.

o Callbacks Uploaded 12/27/2010, 6:21:45 PM '

4 callbacks have been uploaded to campaign

Cutbound_Voice by Carson Supervisor, I

Figure: Notification of Uploading the Callback

If the uploading time of callback is greater than the scheduled time of callback, then the
callback will schedule to the present time.
For Example:

Suppose, the callback scheduled time is 11:00, but the callback is extracted and deleted at

10:00, and it is uploaded at 12:00, then the callback time will schedule automatically to the

present time, that is, 12:00.

5.1.7 Changing the User Assignment of Callbacks in Bulk
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There is a possibility that the agent is not present, transferred to another campaign or left
the job. In such cases, the callbacks assigned to that agent will remain unfollowed. In such
cases, the Group Manager can assign these callbacks to another agent, so that the callbacks

will not be left unfollowed.

Select those callbacks which have to be modified.

Edit Callbacks (14) *
Change callback type to:
(@ Campaign () user
Interactive
Why do you want to reschedule this callback?
Cancel

Figure: Bulk Edit of Callbacks

The Group Manager or Group Manager has to select the callbacks in "Callbacks" Tab and
click "Edit" button to edit these callbacks in bulk. Here, you can either promote the callbacks
to "Campaign" or change the user assigned to these callbacks. If the callbacks are already

assigned to the multiple users, then a message is displayed in "Edit Callback" modal.
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Edit Callbacks (14) X

The callbacks you have selected belong to multiple users.

Change callback type to:
() Campaign (@) User

Uzer Name
Executive (Executive) v

Why do you want to reschedule this callback?

Cancel

Figure: Bulk Edit of Callbacks already assigned to the multiple users

If bulk callbacks have been assigned to a user and that the user has been unassigned from

the campaign, then the Group Manager still can see and manage the scheduled callbacks

assigned to that user.

5.1.7.1.1 Toast Notifications

If the Group Manager or Group Manager changes the user assignment of the callbacks, then

a toast notification is displayed to them.

] d910-5dd680c9-cm-6  *. 1234567677 0 25/11/2019,12:25:25  Executive
14 callbacks have been successfully assigned to - .
[] Executive. X BM1/2019,12:25:30  Executive

Figure: Toast Notification on the successful bulk operation

If the Group Manager or Group Manager tries to change the user assignment of the
callbacks more than the configured limit, then the toast notification displays the error

message.
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[
d910-5dd680co-cm-6  *. 1234567677 O 25/11/2019, 12:35:26
‘t‘ri’fnuecan anly select a maximum of 10 callbacks at a % 5/11/2019,12:35:30

Figure: Toast Notification shows the error when the callbacks more than the limit are

being tried

5.1.7.1.2 Notification to the User Consoles

If a user is assigned the callbacks in bulk, then a notification is displayed to the console of

that user.

Interactive - Available

(O caliback Assign

14 callbacks have been assigned to you by Supervisor in
campaign Interactive.

Figure: Notification to the Agent upon assignment of the bulk callbacks

Notification will be displayed to all Group Managers in case of bulk update of callbacks. If a

user has been assigned multiple callbacks then a notification will be displayed to the user.
5.2 Monitor Outbound Campaign

Here, Group Manager can monitor the Outbound Campaign.
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BEAMEYD  Monitor  Workbench  Reports  More v
= Process1 » Outbound Live Monitoring ~ Agent Menitoring ~ Callbacks ~ Call Details
@ Real-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every 07m 255 | @ Stats Duration: 30m | @ Stats Reset: 17 hrs ago
Total Agents: 1 [0) ( Freeze ) ( Configure Threshold )
1 0 0 0 Agents List(1) oM E
eresk Featy Connacrsg onacw Customers O
Hold
Agent Name Agent ID AutoCall Status Agent Status Call Context Extension Group Manager (Group) Gro
Auto-Call On: 1 Auto-Call Off: 0
0 1 o o O eal al On Available 00:10:35 1001 235485467  gml (group) gral
Connected Hot On Call Comnected Hot On €31
Auto-Call On and Not On Call: 1
0 ] 1
for < 2058 for20-60se fors 60 sec
10m 365 00m 00s 00m 00s 00m 00s 00m 00s
Avgimacive  AvgHanding  AvgTskTime  Avg ACW Avg Hold
Duration Time Duration Duration
Total Calls: 0 ®
0 0 0 0 0
VanusiDisis Callbacks Transters Auto Disis Connscted
ved Re ed
0
ot
Con
00h 00m 00h 00m 100% 96.61%
Started Since Total Talk Toal Idle Time Total Ready
Time Time
<

Figure: Monitor Outbound Campaign

It contains the following tabs.
e Live Monitoring: Perform the Live Monitoring in the campaign. Know more...
o Agent Monitoring: Monitor the agents in the campaign. Know more...

o Callbacks: View callbacks assigned to the agents in that group of Inbound Campaign.

This tab is already described in Inbound campaign. Know more...

o Call Details: View details of the calls dialed or received by the agents assigned in that

inbound campaign. This tab is already described in Inbound campaign. Know more...
5.2.1 Live Monitoring of Outbound Campaign

Here, Group Manager can monitor the activities in Outbound Campaign.
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& Amvevo Monitor ~ Workbench  Reports  More v

= Processt * Outbound Live Monitoring ~ Agent Menitoring ~ Callbacks ~ Call Details

@ Real-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every 07m 255 | @ Stats Duration: 30m | @ Stats Reset: 17 hrs ago

Total Agents: 1 (0] ( Freeze ) ( Configure Threshald )
]

1 0 0 0 Agents List(1) oM E
Brese fesay Conneerea onacy Customers
Hold
Agent Name Agent ID AutoCall Status ~ AgentStatus  Call Context  Extension  Group Manager (Group) Gro
Auto-Call On: 1 Auto-Call Of: 0
0 ' o o O eal al on Available 00:10:35 1001 235485467 gm1 (group) grol
Connected Not On Cail Connected Mot On Cal

Auto-Call On and Not On Call: 1

0 0 1

for < 20 3¢ for 20 - 60 ssc for > 60 sec

10m 36s 00m 00s 00m 00s 00m 00s 00m 00s

Avginactive  AvgHanding  AvgTakTime  Avg ACW Avg Hold

Duration Time Duration Duration
Total Calls: 0 ®
0 0 0 0 0

ManuslDisls  Callbacks Transters Auto Disls Connectad

ved Re ed

0

ot
Con

00h 00m 00h 00m 100% 96.61%

SanedSince  Towl Tak Toualldle Time  Total Ready
Time Time

Figure: Live Monitoring

5.2.1.1 Interface Elements

Overall, the interface of Live Monitoring in Outbound Campaign can be divided into the

following sections.
5.2.1.1.1 Cautionary Extension Selection Message

At the top of the screen, a cautionary message is displaying in the red bar.It arises in the
case when the Group Manager does not select the extension of his phone. Select the

extension to remove this cautionary mark from the screen.

You can also click on this cautionary bar to select the extension.

Figure: Cautionary Mark

5.2.1.1.2 Data Collection Indications

On top, a horizontal bar shows the indications of different data collection intervals.

| B Real-Time Data: Refreshes after every 10 secs | B Historical Data: Refreshes after every 5 mins | O Stats Duration: last 30 minutes | @ Stats Reset: 12 hrs ago
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Figure: Data Collection Indications

1. Real-Time Data: The statistics which are given in the black font color will update its
data in every 10seconds. . Generally, the data shown in this color has a real-time

impact on the database like Agent's activity.

2. Historical Data: The statistics which are in the Purple font color refreshes after every

5minutes. Generally, the data shown in this color do not impact the database in every

instance of the database.

3. Stats Duration: It shows that the data showing on the monitor screen is of the last

30 minutes.

4. Stats Reset: It is the indication about the time before which the monitoring data was

refreshed.
5.2.1.2 Total Calls: Campaign Runtime Summary

It shows the runtime summary of all calls made in this campaign.

Total Calls: 3 @

3 1 1 2

Manual Dials Callbacks Transfers Auto Dials
Received Received

1 2

Connected Mot Connected

00h 06m 00h 00m 00h 00m 00h 10m

Auto Call-Cn Started Since Total Talk Time Total Idle Time
Duration

Figure: Campaign Runtime Summary

Additional Information:

Hover the mouse over 4 icon to view the last calculated time, and last fetched time of "Total

Calls".
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Total Calls: 5 (@) HISTORICAL DATA
Last calculsted time-18:55 (I5T)
Last fetched time-158:57 [I5T)

Figure: Further Information of Total Calls

It contains the following metrics.
1. Manual Dials
2. Callbacks Received
3. Transfers Received
4. Auto Dials
5. Connected
6. Not Connected
7. Auto-Call On Duration
8. Started Since
9. Total Talk Time
10. Total Idle Time

5.2.1.2.1 Manual Dials

It shows the total number of manual dial and manual preview dial calls by the members of

that group in this campaign.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.2.1.2.2 Callbacks Received

It shows the total number of callbacks received by the members of that group, including

Queue Callback, Campaign Callback, Self Callback, and Preview Callback in this campaign.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.

5.2.1.2.3 Auto Dials
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It shows the total number of auto-dial calls by the members of that group made in this

campaign.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.2.1.2.4 Transfers Received

It shows the total number of transferred calls received by the members of that group in this

campaign.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.2.1.2.5 Connected

It shows the total number of unique connected calls by the members of that group in this

campaign.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.2.1.2.6 Not Connected

It shows the total number of not connected calls in that group. The not connected status

shows when the user assigned in that group is identified but the call fails to be connected.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.

For the following cases the Not Connected status will not show:

1. If the call is not picked by the member of that group.

2. If the User ring timed out.

5.2.1.2.7 Auto-Call On Duration

It is the total time duration of all agents in that group who are on "Auto-call On" status for

the last 30 minutes.

The Data Refresh Interval on the User Interface is maximum 5 to 10 seconds.

5.2.1.2.8 Started Since
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It shows the time from when the agent started the calling. The time starts after the agent

changed his status to "Available" only.

The Data Refresh Interval on the User Interface is maximum 5 to 10 seconds.

5.2.1.2.9 Total Talk Time

It is the total time duration of all agents of that group which they consume on the calling.
The Data Refresh Interval on the User Interface is maximum 5 to 10 seconds.

5.2.1.2.10 Total Idle Time

It shows the total time duration of all the agents of that group which they consume without

calling.

If an agent has selected multiple campaigns and handling all calls in one campaign only,

then it's Idle Time will be equal to the Ready Duration in other campaigns.

Calculation:
Agent Ringing Time for all calls taken by this agent in this
campaign
+ Agent Preview Time for all calls taken by this agent in this
campaign
+ Customer Ringing Time (in case the customer is initiated after
Idle Time the agent)
for an agent + Customer Setup Time (in case the customer is initiated after
in a - Ready — the agent)
campaign + Agent Talk Time for all calls taken by this agent in this
campaign
+ Agent Customer Hold Time for all calls taken by this agent in
this campaign
+ Agent ACW Duration for all calls taken by this agent in this
campaign
5.2.1.3 Total Agents: User Runtime Summary

It shows the Runtime summary for logged on users.
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Total Agents: 1 0]
1 1 0 0 1
Break Ready Connected On ACW Customers
On Held
AutoCall Inactive since

1 1 1 0 0

Cn O < 20 zec 20 - 60 sec = 60 sec
00mM1s O00m58s 00m27s O00m10s  58m 00s
Avg Imactive  Awg Handling  Awg Talk Beg ACW Awg Hold
Duration Timie Time Duration Duraticn

Figure: User Runtime Summary

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.

Additional Information:

Hover the mouse over 4 icon to view the last calculated time, and last fetched time of "Total

Agents".

STATISTICAL DATA
Last calculated time-16:50 (I15T)
Last fietched time-16:54 (I15T)

Total Agents: 2

Figure: Further Information of Total Agents

It contains the following metrics.
1. Break
2. Ready
3. Connected
4. On ACW
5. Customers on Hold

6. Auto-Call On and Not on Call
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7. Auto Call On and Auto Call Off
8. Avg Inactive Duration

9. Avg Handling Time

10. Avg Talk Time

11. Avg ACW Duration

12. Avg Hold Duration

5.2.1.3.1 Break

It shows the number of users who are on break in that group. It is calculated for every user

is equal.

Number of Agents on Break
Break =

Number of agents whose status is break

Figure: Calculation of Break

It is a click-able entity. Once you click "Break" wizard, the filter group of the dashboard page

activates and the Agent list comes up according to the selected parameters.

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.
5.2.1.3.2 Ready

It is the number of unique agents staffed in that group, who are on "Available" status. Itis a
click-able entity. Once you click on "Ready" wizard, the filter group of the dashboard page

activates and the Agent list comes up according to the selected parameters.

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.
5.2.1.3.3 Connected

It is the total number of phone extensions selected by the users of that group which are

connected in this campaign. It is a click-able entity. Once you click on "Connected" wizard,
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the filter group of the dashboard page activates and the Agent list comes up according to

the selected parameters.

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.

5.2.1.3.4 On ACW

It is the number of agents of that group who are on "Wrap Up" of the calls, that is, who are

disposing the calls. It is a click-able entity. Once you click on "On ACW" wizard, the filter
group of the dashboard page activates and the Agent list comes up according to the selected
parameters.

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.
5.2.1.3.5 Customers on Hold

It is the number of agents of that group who have put their customers on hold even if they
are in conference. In the case of the conference where both agents had put the customer
on hold, "on hold" count will include both agents. It is a click-able entity. Once you click on
"Customers on Hold" wizard, the filter group of the dashboard page activates and the Agent

list comes up according to the selected parameters.

It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.
5.2.1.3.6 "Auto Call On" and "Auto Call Off"

The Auto Call On metric shows the count of connected and not on call agents whose auto-
call status is enabled. Likewise, Auto-Call Off metric shows the count of agents whose Auto-

call status is off and are either connected to the call or not on the call.

Auto-Call On: 1 Auto-Call Off: 0
0 1 0 0
Connected Mot On Call Connected Mot On Call

Figure: Auto Call On and Auto Call Off Agent count
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5.2.1.3.7 Auto-Call On and Not on Call

"Auto-Call On and Not on Call" are the number of agents whose Auto Call status is On but
they are not on any call. It includes an agent only when its status is set as "Auto-Call On" and

"Available".

Example: It includes only the current status for all the calculations, that is, if the user (with
"Available" and "Auto-Call On" status) is not getting a call from last 60 seconds, and it
switched to break for 5 seconds, then after coming back from break, that agent will be seen
inactive in "<20sec" field, the last 60 seconds is lost. The count will decrease when the agent
selects any break or sets its Auto-Call status as "OFF." The count will increase when the agent

selects available after coming from any break or sets its Auto-Call Status as "ON."
It shows the inactive agents in the following intervals.

e <20sec: Itis the total number of agents who are on "Auto-Call On" status and waiting

for the calls for less than 20 seconds.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.

e 20-60 sec: It is the total number of agents who are on "Auto-Call On" status and

waiting for the calls from the last 20 to 60 seconds.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.

e >60sec: Itis the total number of agents who are on "Auto-Call On" status and waiting

for the calls for more than 60 seconds.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.2.1.3.8 Avg Inactive Duration

It is the average wait time per user of all the agents assigned in that group. It means that

the Total wait time / Total Users of that group.
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It shows the real time data. The Data Refresh Interval on the User Interface is maximum 5

to 10 seconds.
5.2.1.3.9 Avg Handling Time

It is equal to the sum of Customer Talk Time, Customer Hold Time for, and Wrap Time of
Connected Calls divided by the total connected calls by the agents of that group. It includes

only Customer Interactions, but Dial User (Internal Calls) are not included.

Calculation :

Wrap Time

Customer Talk Time 4+ Customer Hold Time + of Connected Calls

AHT =

Total Connected Calls

Figure: Calculation of Avg Handling Time

AHT does not include the Average Wrap Time of an agent as the Average Wrap Time will also

include the wrapping up of not connected calls.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.2.1.3.10 Avg Talk Time

It is equal to the total time (in seconds) spent by the agents of that group while talking to
the customers divided by the total number of answered customer calls in this campaign of

by the users of group.

Total Time Spent by Agents while Talking to Customer (In Seconds)
Average Talk Time =

Total Answered Calls

Figure: Calculation of Avg Talk Time Duration

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.

5.2.1.3.11 Avg ACW Duration
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It is the average amount of time spent by all the agents of the group in disposing the calls.It

represents the average time taken by the Agents to dispose the calls.

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.2.1.3.12 Avg Hold Duration

It is equal to the total hold time divided by the count of customer calls with holds.

Calculation:

_ Total Hold Duration
Average Hold Duration =

Total Calls with the Hold

Figure: Calculation of Avg Hold Duration

It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.
5.2.1.4 Agent List

Here, the Group Manager can view the live status of Agents who are staffed to this campaign

and are attending calls. The Group Manager can monitor the calls on runtime also.

Hold Time Breached (0) | Call Durstion Breached (0) | © ACW Time Breached (0) (_Freeze ) (cConfigure Threshold ) AutoDial (I ( Waiting Calls | 0

Agents List(1) [ol Ol —

AutoCall Status  Agent Status Call Context  Extension  Group Manager (Group) ~ Growps  AgentCall Status  Call Type  Phone  Customer Call Status

O e =1 on Avsilsble 00:36:20 1001 7452738 - inactive 00:36:40 NA

Figure: Agent List

It contains the following columns.

1. Agent Name: It shows the usernames of the agents who have been assigned in the

selected campaign.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.
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2. Agent ID: It shows the IDs of the agents who have been assigned in the selected

campaigns.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

3. Extension:It shows the extension selected by an agent or assigned forcefully to an

agent.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

4. Auto Call Status: It shows the auto-call status of an agent.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

5. Agent Status: It shows the status of an agent and the duration since when the agent

is on this status.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.
6. Call Context: It shows the call context assigned to an agent.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

7. Agent Call Status: It shows the call status of an agent. If the agent is on dial user

(internal call) or connected on call in other campaign, the columns (call type,
customer info, customer status, and queue) will remain blank. There is no feature

for the Group Manager to identify such calls.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

8. Call Type: It shows the type of call, which is connected with the agent at present.

If the agent is on dial user (internal call) or connected on call in other

campaign, the columns (call type, customer info, customer status, and
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queue) will remain blank. There is no feature for the Group Manager to

identify such calls.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

9. Phone: It shows the customer information. As of now, the call context is being

10.

11.

12.

13.

14.

15.

displayed in case of Outbound calls where the phone number is being displayed in

case of manual dial calls.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

Customer Call Status: It shows the status of the call of the customer.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

Queue: It shows the name of queue in which the Outbound call has arrived. Even if
the agent has been assigned in the multiple queues, still the name of that queue will

be displayed in which the agent is connected to the customer.

It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5-10 seconds.

Agent Availability: The status of agent is shown with the agent's name in the form

@ al ®a2
or red circle(here "a1" and "a2" are the agent names). If the

of green

status of agent is available then the green circle starts showing with the agent's name
and if the agent is status is unavailable or the agent is on break then the status of
the agent shows with red mark. Through this feature, the group manager can easily

recognize that whether the agent is available or not.

Group Manager: It shows the name of the group manager under which the agent is

assigned into.
Groups: It shows the name of the groups in which the agent is assigned into.

Table Filters: It shows the name table filter name when the masking feature is

enabled.
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The status of agent will show only when the agent logged-in to the Ameyo and till the
time agent do not logged off his profile.
If any agent is on call through Dial User App, then the metrics like Call TYpe, Phone,
Customer Call Status, and Queue in Agent List will remain blank. However, the Agent Call

Status should remain "Connected".

Agent Name Agent Id Auto Call Status Agent Status Call Context Extension Agent Call Status Call Type Phone Customer Call Status Queue
@ Bart Bart On Available 00:13:15 mmm 4564565 Connected 00:00:18

@ Boone Boone on Available 00:07:32 1 45645 Connected 00:00:117

5.2.1.5 Operations

Here, the Group Manager can perform the following operations.
5.2.1.5.1 Break

The Group Manager can click on this button. Clicking on this button shows the list of Agents
who are on the break and the duration of their break status. Break operation shows the

same concerned Agents List in which the status all the Agents who are on the Break will

show.
0
Break
Figure: Break Operation
5.2.1.5.2 Ready

The Group Manager can click on this button. Clicking on this button shows the list of Agents
who are Ready to take the calls. Ready operation shows the same concerned Agents List in

which the status of all the Agents who are Ready to take calls will show.

Ready

Figure: Ready Operation
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5.2.1.5.3 Connected

The Group Manager can click on this button. Clicking on this button shows the list of Agents
who are connected on the phone call with the Customers. Connected operation shows the

Agents List in which all the Agents who have connected all the calls with customers will show.

0
Connected

Figure: Connected Operation

5.2.1.5.4 On ACW

The Group Manager can click on this button. Clicking on this button shows the list of Agents
who are disposing of the calls which they just completed. On ACW operation shows the

complete Agents List who are disposing of their calls in the Ameyo.

0
On ACW

Figure: On ACW Operation

5.2.1.5.5 Customers on hold

The Group Manager can click on this button. Clicking on this button shows the list of Agents
who put their customers on hold. Customers On Hold shows the complete list of Agents

who put the customers call on Hold.

0

Customers On
Haold

Figure: Customers on Hold Operation

5.2.1.5.6 (Licensable) Configure Call Duration Threshold

Group Manager can configure the threshold value of Call Duration time for the agents

assigned in the same campaign.
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This feature is licensable, hence contact your administrator for further information on same.

Following are the types of threshold values in outbound campaign.

1. Hold Time Breached: It is the threshold limit for Customer Hold Time. The hold time

for a call should not exceed the provided threshold limit. When the agent breached

the time limit then the color of the agent list for that agent shows in (.

If the agent exceeds the hold time limit the color of the agent turns to the hold time
breached color, but the moment he resumes the call, the color of the agent again
turns to white. In the same way, if the agent put the call on hold multiple times then

the agent list call status turns to the respective colors again and again, which signifies

that the agent status color depends on the status of his call on runtime. The color of

the agent list for call status is runtime.

2. ACW Time Breached: ACW stands for After Call Work. It is the threshold time within

which the call should be disposed of after the disconnection. ACW Time for any call
should not exceed the defined threshold limit. When the agent breached the time

limit then the color of the agent list for that agent shows in [1.

3. Call Duration Breached: It is the threshold for Call Duration, which is the sum of

both Customer Talk Time and Customer Hold Time. The Call Duration for any call
should not exceed the threshold limit. When the agent breached the time limit then

the color of the agent list for that agent shows in .

4. Break Duration Breached: It is the threshold limit for the break duration. The break

duration for the agent cannot be greater than the provided time limit by the Group
Manager. When the agent breached the time limit for break duration, then the color
of that agent in the agent list shows with the color which was configured in the color

configuration of break duration at process level.
Perform the following steps to configure threshold values for agents.

1. Click "Configure Threshold" button present in the "Agent List" bar. It shows the

following wizard.
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Configure Threshaold ®
Hold Time: Mins ~
Call Duration: Mins w
ACW Time: Mins

Ereak Reasons(4)

. Training Mins
Snacks Mins
Lunch Mins
Unavailable Mins

Cancel Apply

Figure: Configure Threshold Values

2. Enter the value of "Hold TIme" and "ACW Time" and "Call Duration Time" which you

want to set for the agents.

3. Enter the time limit for the break duration reasons. You can enter the different

threshold value for every break reason.

4. Select the time method, that is, the values are either in minutes or in seconds from

the drop down list.
5. Click "Apply" button to continue or click "Cancel" button to cancel the changes made.

After configuring the threshold values, the status starts coming in the "Agent List" wizard of

window.
Hold Time Breached (0) | | Call Duration Breached (0) | 1 ACW Time Breached (0} (_ Freeze ) ((Configure Threshold ) ( Waiting Calls | 0
Agents List(0) Y
Agent Name AgentID AutoCall Status Agent Status Call Context Extension Agent Call Status Call Type Phone Customer Call Status Queue

®al al On Available 00:09:09 1001 55987654 inactive 00:01:12

® a2 a2 On Available 00:00:32 1001 135465132 hungup 00:00:07

® a2 a2 On Available 00:01:58 1001 135465132 Connected 00:00:16 outbound manual dial 4787465465 Hold 00:00:05

s a1 on Availatle 000655 1001 55087654 Comnectsd 000017 inbound call dial 1001 Connected 000015
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Figure: Threshold value Status

The color of the threshold for the agent who breached the break reason time depends on

the color configured at process lever in "Color configuration" tab. Know more...

5.2.1.5.7 Freeze or Unfreeze

You can click "Freeze" to freeze "Live Monitoring" Tab at any point of time. No update in any
graph or report will be reflected. You have to click "Unfreeze" unfreeze "Live Monitoring"

Tab and let it receive latest updates.

5.2.1.5.8 Filter
Y
Group Manager can click icon to filter the data as per the available filters.
Agent Status Customer Status Frequenty Used
[ ] Ready [ ] onHald [ ] oncall
[ ] Break [ ] oncal [ ] Ready
Agent Call Status Ereak Threshold Breached Activity Threshold
[ ] Available to take calls [ ] Training [ ] within Threshold
|:| Connected |:| Snacks |:| Hald Time Breached
|:| Connected via Current |:| Lunch |:| ACW Time Breached
Campaign |:| Unavailable |:| Call Duration Breached
[ ] Auto Call Off
|:| Wrapping Call
|:| Wrapping Call via Current
T e = e
O, Table Filters Queue % Groups (Group Manager)
L] q1 [] Group1 (g1)
Clear Cancel m

Figure: Filtration

The Group Manager can select the single or multiple filters from the following list.

1. Customer Status : The Group Manager can select the status of the customer either

the customer is on the call or on the Hold.

e On Call: It means that the agent is on the call with the customer.
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e On hold : It means that the agent is either not active on the call or the agent

put the customer's call on hold.

2. Frequently Used : It shows the frequently used filters which are used by the group

managers mostly.

3. Agent Status: It filter the agents based on the status of their work, that is, whether

the agent is ready or is on the break. It contains the following options.
e Ready: It shows the agents who are ready to attend the calls.

e Break: It shows the agents who are on break.

If the agent is automatically set on "Auto Available" just after the logon, then

the break count will be increased by 1.

4. Agent Call Status : The Group Manager can filter the status of the agents from the

following status.

e Available to take calls : It means that the agent is free and available to take

the next call.

o Connected : It means that the agent is connected with the campaign and also

selected the extension.

o Connected via current campaign : It filters those agents which are
connected with the campaign in which the Group Manager is connected at

that time.

o Auto Call Off : It shows that the agent is not on the auto call or the auto call

for those agents are off.

o Wrapping Call : It filters for those agents who are wrapping-up their calls or

agents who are disposing off their calls.

o Wrapping Call via current campaign : It filters for those agents who are
wrapping-up their calls with the current campaign with which the Group

Manager is logged-in at the same time.
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5. Activity Threshold : It allows the Group Manager to filter for those call which are in
the various threshold range. It contains the following parameters which can be used

to filter the list.

Within Threshold: It filter the list of those agents which are lying in the

threshold limit set by the administrator.

Hold Time Breached: It filters the list of those agents who breached the hold

time limit set by the administrator.

ACW Time Breached: It filters the list of agents who breached the time limit

to dispose off the call which is set by the administrator.

Call Duration Breached: It filters the list of agents who breached the limit of

Call duration which is set by the administrator as well.

6. Break Threshold Breached :The Group Manager can search those users whose
status is on break and the break time configured by the Group Manager has already
been breached. It contains all the break reason which are configured in the system

by the administrator.

7. Queue : The Group Manager can filter for particular agents which are assigned in the

particular queue.
5.2.1.6 Monitoring a Call

Group Manager can click any on any record on live monitoring screen to access a floating

window.

Agents List{1) T

AutoCall Status Agent Status Call Context Extension Agent Call Status Call Type Phone ‘Customer Call Status

] ® al al On Available 01:3456 1001 9887463 Connected 00:00:19 outbound manual dial 63498798  Connected 00:00:11

Autocall @D -

Connected Customer Detail 3

Session Details Call Details v

Figure: Live Monitoring of a Call
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It will show agent name, status (inactive/ connected/ hung up), Customer Details (on clicking

on this, CRM gets open in preview mode) along with below mentioned tabs.
5.2.1.6.1 Session Details

e Calls: Count of Autodial (in case of Outbound campaign)/ Outbound (in case of

Outbound campaign), Manual and Callback calls.
o Duration: Total Ready, Auto-call (Auto-call On) and Talk (talk time) duration.
o Dispositions: It shows top 3 dispositions.

5.2.1.6.2 Call Details

e Customer: It will show Details (customer's phone number), Status (inactive/

connected/ hung up) and Duration (talk time).

e Details: It will show Campaign (Campaign name in which the call has been received/
from which call has been dialed), Lead (Lead Name in case of Outbound campaign)
/ Queue (Queue Name in case of Outbound campaign) and Call Type

(Outbound/auto dial/manual dial).
5.2.1.6.3 Monitoring Operations

Group Manager can snoop, whisper, and disconnects the call using the buttons provided at
the bottom of the floating panel. These buttons will only get highlighted in case the agent is
on a call except Force Logout (which will be highlighted irrespective whether the agent is on
call or not). Group Manager can minimize or maximize floating window using up and down

arrow icons respectively.
5.2.1.6.3.1 Snoop

This feature can be used if Group Manager wants to listen to the conversation of agent and

customer on live call. Group Manager needs to follow below steps to snoop a call.

1. Select the record of an agent who is on a live call, the floating window will open with

=y
i

the L=222k | hutton enabled.

2. Click on Snoop button to connect in between the call in Snooping mode.
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3. While snooping a call, both agent and caller will remain unaware of Group Manager's
activity.
4. To end the snoop call, click same button again.

5.2.1.6.3.2 Whisper

This feature can be used if Group Manager wants to guide agent on call. Group Manager
can connect in between the live call and can assist agent accordingly. Group Manager needs

to follow below steps.

1. Select the record of an agent who is on a live call, the floating window will open with

b
the L%"izeer | hutton enabled.

2. Click Whisper button to connect in between the call in Whisper mode.

3. Customer will only hear the voice of the agent (not the Group Manager).

4. The Group Manager can end whisper call by clicking the same button again.
5.2.1.6.3.3 Conference

This feature can be used if Group Manager wants to force confer a live call. Group Manager

needs to follow the below steps to force confer a call.

1. Select the record of an agent who is on a live call, the floating window will open with

+Il.i-

the Ltanfersnce | hytton enabled.

2. Click confer button to connect in between the call.
3. The Group Manager can end the conference call by clicking the same button again.

If "Confer Call" privilege has been masked for a Group Manager, then "Call Conference" for
that Group Manager will also be masked in the modal of call monitoring of "Live Monitoring"

Tab.

It is a Campaign-level Privilege, which can be configured by Administrator and Group

Manager. The change made by a Group Manager for this privilege will override the privilege

configured by the Administrator.

5.2.1.6.34 Barge
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1. Select the record of an agent who is on a live call, the floating window will open with

=

[
Tk

the L2225 _1 hutton enabled.

2. Click barge button to connect in between the call.
3. CRM will be popped up on Group Manager workbench automatically.

4. Now, Group Manager is the owner of the call and can dispose the call by selecting a
disposition. Agent can still listen to the conversation of customer and Group
Manager on mute-mode. Note that agent goes on Mute-mode automatically during

barge.

5.2.1.6.3.5 Disconnect

g

Group Manager can force Disconnect the live call of any agent by clicking on bf=ssnnet

icon. Both customer's and agent's channel will be disconnected.
5.2.1.6.3.6 Force Logout an Agent

The Group Manager can force logout an agent from the system at any moment.

1. Select the record of the required agent in live monitoring screen, the floating window

opens up.

iy
L

2. The Group Manager can click E2==t22241 jcon to logout a user forcefully. The following

pop-up is displayed on the screen.

Reason for force logout?
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Figure: Force Logout Reason

3. Here, Group Manager has to provide the reason for the force logout of agent.

4, After entering the reason, the Group Manager needs to provide confirmation on

session termination by clicking on "Save" button.

5. After Group Manager's confirmation, the agent will be logged out from Ameyo

forcefully.
5.2.2 Agent Monitoring in Outbound Campaign

This tab shows session details of agents of same day. Through agent monitoring tab, Group
Manager can take 360 degree glance on individual agents and can take cognizance of agent
schedule, performance metrics, productivity data. And most importantly user can sort this

data according to table headers.

= Processi > Inbound C Live Monitoring ~ Agent Monitoring  Callbacks ~ Call Details

@ Real-Time Data: Refreshes after every 10secs | M Historical Data: Refreshes after every 12m 45s | Q0 Stats Duration: 12h | @ Stats Reset: 18 hrs ago

Agents List(2) o mE

AgentName  AgentlD  CallContext  Extension  Group Manager (Group) roups Staffed Duration Ready Duration  Break Duration o reaks  Auto Call-On Durd

2l al 1001 235485487 gm1 (group) group 00:15:51 00:15:29 00:00:22 00:15:29 1 00:15:29

gml gm1 1001 23485 gm1 (group) group 00:00:00 00:00:00 00:00:00 00:00:00 0 00:00:00

Figure: Agent Monitoring in Outbound Campaign

You can perform the following operations here.
5.2.2.1 Data Collection Indications

On the top, a horizontal bar shows the indications of different data collection intervals.

| B Real-Time Data: Refreshes after every 10 secs | B Historical Data: Refreshes after every 7mins | & Stats Duration: last 12 hours | @ Stats Reset: 02 hrs ago

Figure: Data Collection Indications

¢ Real-Time Data: The Data Metrics, whose data is refreshed after 5 seconds, then it

will be indicated with the border of blueish color.
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o Historical Data: The Data Metrics, whose data is refreshed after every 5 minutes,

then it will be indicated with the border of black color.

o Stats Duration: It informs about the time interval for which the statistics are showing

on the page. Here, the time interval selected is the 12 hours.

o Stats Reset: It informs the interval after which the statistics were reset last.
5.2.2.2 Search

You can search for a particular agent to view its details.
5.2.23 User Card

The group manager can see the basic information of agents assigned in that campaign by
hovering its mouse over the agents name. The user card is displayed while hovering the
mouse on the user name of the user. Following screen is displayed while hovering the

mouse over the username of the user.

Agent Name Agent ID

agent agent

Executive

Mame: agent 51
|I0: agent

Altanchimeg Altanchimeg.a

Figure: User Card

The user card contains the user-role, username, and userlD.

5.2.2.4 Customize the View

You can click icon to select the columns that you want to show on the screen.
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Select the columns

Search SELECTED COLUMMNS
Agent Schedule 3 Agent MName
Agent D g Agent ID
Agent Name 3 Call Context »
Staffed Duration

e Extension ®
Ready Curation
Break Duration < Staffed Duration k4
Auto Call-On Duration 3 Ready Duration -
Total Talk Time

I Break Duration ®
ACW Duration
Agent Productivity $  IdleTime x

ot €D

Figure: Column Headers

In the right part of the section, the user can click and hold &% icon and drag a column upward

or downward to change the sequence of the columns in the table. The column on top will
be displayed at the first position from the left.
If some columns are mandatory to be displayed, then the user will not have the option not

to select or deselect the columns.

Select the column headers that you want to display on the Agent Monitoring Page. It

contains the following customizations.

1. Agent Schedule: It contains the following columns which the Group Manager can

select from.

o Call Context: It shows the name of the call context selected by the agent. In
case of multiple extensions with an agent, the only one call context will be
visible. If the agent changes the call context, then the row will be updated in

maximum 2 minutes 35 seconds.
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The agent name may not be visible in any of the following cases.
e The Refresh Time is not reached.

e The agent has not selected the extension containing the selected call

context.
e Inthe case of WebRTC, the call context name will be auto-generated.

The row will be visible after 5 minutes. It shows the current data and its

maximum Data Refresh Interval is 2 minutes 35 seconds.

o Staffed Duration: It is the total time duration (that is the plus of the total

ready time and the total break time) in which the agent has been assigned in
the campaign for the last interval.

Calculation :

Total Ready Total Break

Staffed Duration = - )
Duration Duration

Figure: Calculation of Staffed Duration

If the user has selected multiple campaigns, then only one campaign will be
displayed here.
Here, the time is being calculated as per a campaign. Therefore, the time
spent by the user after the logon but before selecting a campaign will not be

counted here.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Extension: It shows the agent's phone numbers. In the case of multiple
extensions, only the selected call context in one row will be visible. The local
and endpoints will not be displayed here.
The agent has been logged on to the system but its name may not be visible

in any of the following cases.

e The Refresh Time is not reached.
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e The agent has not selected the extension containing the selected call

context.

The row will be visible after 5 minutes. It shows the current data and its

maximum Data Refresh Interval is 2 minutes 35 seconds.

o Ready Duration: It is the total ready duration of an agent in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Break Duration: It is the total break duration of an agent.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Breaks: It shows the count of breaks taken by the agent staffed to this

campaign.

If the agent is automatically set on "Auto Available" just after the logon, then

the break count will be increased by 1.

o Auto-Call on Duration: It is the total duration when the agent is on auto-call

on status.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

2. Agent Performance: It contains the following columns according to the various

agent performances.

o Total Talk-Time: It is the total talk time of an agent for all calls in a campaign.

It is the total talk time of an agent for all calls in a campaign. It shows the data
of the last 12 hours. The Current Data on the User Interface will be updated
in maximum 2 minutes 35 seconds, whereas the historical data will be

updated in maximum 32 minutes 35 seconds.
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o ACW Duration: It is the total wrap time of an agent for all calls in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

o Avg Call Duration: It is the average call duration for an agent in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

e Avg Handling Time: It is equal to the sum of Customer Talk Time for this

agent, Customer Hold Time for this agent, and Wrap Time of Connected Calls
divided by the total connected calls for this agent. It includes only Customer

Interactions, but Dial User (Internal Calls) are not included.

Calculation:
Customer Talk Time Customer Hold Time Wrap Time
AHT = for this agent for this agent of Connected Calls
Total Connected Calls for this Agent

Figure: Calculation of Avg Handling Time

AHT does not include the Average Wrap Time of an agent as the Average

Wrap Time will also include the wrapping of not connected calls.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

» Avg Hold Duration: It is average hold time of an agent for customer calls in a

campaign. It does not include the hold time on dial user (Internal Calls). It is

equal to the total hold time divided by the count of customer calls with hold.

Calculation:

Copyright © AMEYO 2021 | Page 118



Ameyo 4.11 GA

Average Hold Duration =

Total Hold Duration

Total Calls with the Hold

Figure: Calculation of Avg Hold Duration

It shows the data of the last 12 hours. The Current Data on the User Interface

will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

e Avg ACW Duration: It is the average of ACW Duration of an agent in a

campaign. It is the total wrap-up time divided by all wrapped calls for an

agent.
Calculation:
Total Wrap Duration
Average ACW Duration =
Count of Wrapped Calls for the agent

Figure: Calculation of Avg ACW Duration

It shows the data of the last 12 hours. The Current Data on the User Interface

will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

3. Agent Productivity: It contains the following columns according to the various

productivity of the agent's calls.

o Connected Calls: It shows the total calls answered by an agent in the

campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface

will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

e Connected Auto Dials: It is the total number of auto dials connected to the

customers in a campaign.

Copyright © AMEYO 2021

Page 119




Ameyo 4.11 GA

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

e Connected Transfers: It shows the total number of transferred calls received

and connected in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

e Connected Manual Dials: It is the total number of manual dials connected to

the customers in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

o Connected Callbacks: It is the total number of callbacks attended by an agent

in a campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

o Total Wrapped Calls: It is the total number of calls successfully completed

and wrapped by the agent in that campaign.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.

4. Disposition Code: It contains the following columns of various disposition codes

which the agent used while completing their calls.

o Foreign Language: It is the total number of calls disposed in "Foreign

Language" disposition.
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It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 7 minutes 35 seconds.
o Sale: It is the total number of calls disposed in "Sale" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.
o Callback: It is the total number of calls disposed in "Callback" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.
o Already Hangup: It is the total number of calls disposed in "Already Hangup"
disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Abrupt Disconnection: It is the total number of calls disposed in "Abrupt

Disconnection" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

e Echo: Itis the total number of calls disposed in "Echo" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Customer Not able to hear: It is the total number of calls disposed in

"Customer Not Able to Hear" disposition.
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It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

e Customer Volume Too Low: It is the total number of calls disposed in

"Customer Volume Too Low" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Agent Volume Too Low: It is the total number of calls disposed in "Agent

Volume Too Low" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Voice Breakage: It is the total number of calls disposed in "Voice Breakage"

disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Conference Voice Breakage: It is the total number of calls disposed in

"Conference Voice Breakage" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.

o Conference Disconnection: It is the total number of calls disposed in

"Conference Disconnection" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.
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o Conference DTMEF: It is the total number of calls disposed in "Conference

DTMF" disposition.

It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical

data will be updated in maximum 32 minutes 35 seconds.
5.2.25 Columns
It contains the following columns(the columns which are not covered in above section).
5.2.2.5.1 Agent Name

It shows the name of the agent.

The row will be visible after 5 minutes. It shows the current data and its maximum Data

Refresh Interval is 2 minutes 35 seconds.
5.2.2.5.2 Agent ID

It shows the ID of the agent.

The row will be visible after 5 minutes. It shows the current data and its maximum Data

Refresh Interval is 2 minutes 35 seconds.
5.2.2.5.3 Group Manager

It shows the ID of the group manager under whom the agent is assigned into.
5.2.2.54 Groups

It displays the group name in which the agent is assigned.

5.3 Monitor Parallel Predictive Campaign

Here, the Group Manager can monitor the Parallel Predictive Campaign.
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Figure: Monitor Parallel Predictive Campaign

It contains the following tabs.

e Live Monitoring: Perform the Live Monitoring in the campaign. This
tab has already been discussed in the Outbound Campaign. Know

more...

o Agent Monitoring: Monitor the agents in the campaign. This tab has

already been discussed in the Outbound Campaign. Know more...

o Callbacks: View callbacks assigned to the agents in that group of
Inbound Campaign. This tab is already described in Inbound

campaign. Know more...

o Call Details: View details of the calls dialed or received by the agents
assigned in that inbound campaign. This tab is already described in

Inbound campaign. Know more...
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6. Workbench

Group Manager can click "Workbench" to login as a user to the Email, Chat, and Voice

Campaigns. Perform the following steps to login to the campaigns.

1. Click "Workbench". "Campaign Selection" pop-up is displayed on the screen.

Z avevo

Campaign Selection

Ticket Campaign Veice Campaign | Blended Chat Campign

Select Ticket Campaign ~  Select Voice Campaign ~  Select Chat Campaign ~

Figure: Select the Campaign

2. Here, the Group Manager has to select any or multiple of the following campaign
types in which it wants to login. The list will contain only those campaigns in which

the Group Manager has been assigned by the Administrator.
e Voice Campaign
* Inbound Voice Campaign
» OQutbound Voice Campaign

» Parallel Predictive Voice Campaign

The Group Manager does not have the privileges to login with the Interaction and

Chat campaigns.

Group Manager can login to these three types of campaigns collectively.

If Administrator have configured the default working for the Group Manager in any

campaign, then the Group Manager will be logged on directly to that campaign.

Group Manager can be set to logon to multiple Chat Campaigns, multiple Voice

Copyright © AMEYO 2021 | Page 125



Ameyo 4.11 GA

Campaigns, and multiple Interaction Campaigns collectively, to which it has been

assigned.

3. Selection of Campaign: The Group Manager can select either voice campaign or

interaction campaign but the Group Manager who are assigned in both type of
campaigns can select both campaigns at a time and can work in either campaign.

Following are the cases for campaign selection for the Group Manager.

o Blended Campaign / Voice Campaign: The Administrator can configure

blended campaign for voice, which allow an Group Manager to logon to more
than one voice campaigns (such as in both Inbound and Outbound
campaigns) simultaneously. If this option is configured, a checkbox named

"Blended Campaign" appears in the campaign selection.

When "Blended Campaign" option is unchecked, the voice campaign drop-
down menu shows only those campaigns, which are not blended by the

Administrator.

Campaign Selection

Interaction Campaign Chat Campaign Voice Campaign l:‘ Blended

Select Interaction Campaign ~ Select Chat Campaign v [[] Select Voice Campaign

[[] Inbound

[ Outbound

Figure: Voice Campaign Selection

When "Blended Campaign" option is checked, the voice campaign
drop-down menu shows only blended campaigns, in which the

Group Manager is assigned.

Campaign Selection

Interaction Campaign Chat Campaign Voice Campaign Blended

Select Interaction Campaign b Select Chat Campaign ~
- Sl - [ Select Voice Campaign

[ Inbound Campaign

Qutbound Campaign m

[ Parallel Predictive
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Figure: Selecting Blended Campaigns

e Click "Next" to proceed. The Group Manager will be logged on to the

campaigns.

Knowled... w
R

Figure: Home Screen

4. Here, Group Manager can perform the all the same operations that an agent can
perform in its workbench. The only difference in the working of Group Manager and
the agent is that the Group Manager does not have the right to work inside

Interaction and Chat Campaigns. The Group Manager is only allowed to work as a

voice user in Ameyo Web Application.

the functionality of Agent and Group Manager in Workbench.

5. After logging on to campaigns in the Workbench, if Group Manager is browsing other
tabs in its Console, following pop-up will come on the screen whenever an incoming

call or chat comes to Group Manager.

Switch to Werkbench

You have an incoming call/chat. We recommend switching te workbench, to take further acrions.

Switch Later (cancel) Switch Now (Accept)

7. Figure: Switch to Workbench
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7. Group Manager Account Menu

To access the Group Manager Menu, click on the Group Manager name icon at the top-right

= Change Extensicn

of the screen.

= Change Campaign
a Change Password
a Keyboard Shortcut
B send Error Logs

O Logout

Figure: Group Manager Account Menu

The Group Manager can perform the following operations from the Menu tab:

1. Change Extension: This option allows the Group Manager to change his Extension

on which he was working previously. To change the Extension, click on the "Change
Extension" button and the pop-up to change the Extension will come then, select

the Extension which you want to select.

Extension Selection x

Select Extension v

Cancel

Figure: Change Extension Pop-up

2. Change Campaign: Through this option, the Group Manager is able to change the

Campaign. To change the campaign, click on the "Change Campaign" button and
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then select the campaign which you want to select from the pop-up. It also allows

you to select multiple campaigns at the same time.

Campaign Selection

Ticket Campaign Vioice Campaign l:‘ Blended Chat Campaign
Select Ticket Campaign v COutbound Campaign, Inbound Campaign A Select Chat Campaign v
Inbound Campaign X

QOutbound Campaign X

Figure: Change Campaign Pop-up

3. Change Password: : This option allows the Group Manager to change his account'’s

password. Click on the "Change Password" button and provide your current

password, then type new password two times to validate it.

Change Password

Current Password

Confirm Password

Figure: Change PasswordPop-up

4. Keyboard Shortcuts: This feature allows the Ameyo agent to see the list of keyboard

shortcuts, through which the work of the agent can be reduced. Click "Keyboard

Shortcuts" option from the list. The following modal is displayed.
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Keyboard Shortcuts(8) »
Barge Alt+ B

Snoop Alt+ 5

Whisper Alt =W

Confer Alt+F

Force Logout Alt+0Q

Accept Call Alt+ A

Reject Call Alt+ R

Cpen Menu Alt+7

Enable Shortcut @) [Alt + 7] to view menu again

Figure: Keyboard Shortcut Modal

Following are the actions for which the shortcuts are listed in this modal:
o Barge: Press "Alt" and "B" keys together to barge the call.
e Snoop: Press "Alt" and "S" keys together to snoop the call.
o Whisper: Press "Alt" and "W" keys together to whisper the call.
o Confer: Press the "Alt" and "F" key together to confer the call with the agent.
o Force Logout: Press "Alt" and "Q" keys together to force logout any agent.

o Accept Call: Press "Alt" and "A" keys together to accept any incoming call and

answer to it.
e Reject Call: Press "Alt" and "R" keys together to reject any incoming call.

e Open Menu: Press “Alt” and “?” keys together to open the keyboard shortcut

modal.
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Click switch to disable the Keyboard Shortcuts.

Click switch to enable the Keyboard Shortcuts. By default, they are enabled for

every user.

The above shortcuts can not be customized, they are fixed.

5. Send Error Logs: It is a feature provided by the Ameyo to send the errors which

occurred at the time of work. Click on the "Send Error Logs" button and the pop-up
with the screenshot will arrive. Provide a description of that screenshot and enable
"Include Screenshot" (optional) to attach the Screenshot with the error. After then

click on the Send button to send that screenshot to the server. This will help the

Administrator to resolve the error.

Send error logs @©

Enter the description of the Error,

Include screenshot

Figure: Send Error Logs

6. Logout: Click "Logout" to logout from the Ameyo. Once you click logout, all the

services will stop, and Group Manager redirects again to the login page.
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Logout option will be disabled when the user is either on the call or having the
conversation with customer over the chat. Logout option will only be available after

the conversation will be terminated and call or chat will be disposed successfully.

7. Last Login: It shows the last date and time of the Group Manager when the account
has been logged in by Group Manager.
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8. Logout from Ameyo

The analyst is supposed to logout from the Ameyo application after the work or shift is over.

The analyst can to click on its name (top right corner) to access the account menu..

= Change Extensicn

= Change Campaign
a Change Password

a Keyboard Shortcut
B send Error Logs

O Logout

Last Login: Jan 25 = 12:29

Figure: Account Menu

Click "Logout" command to logout from Ameyo AppServer.
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