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2. Login at Ameyo

The Agent has an access to web based interface with telephony controls through which the
agent can make or receive calls. When the agent receives a call, a CTI pop-up will appear

containing the information of customers.
Perform the following steps.

1. To login into Agent screen, the user needs to open 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

Figure: Login Screen

2. Use any of the following methods to login.

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

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

B. Login with SAML (Licensable): 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 (Licensable): User can also login using its Google account. User

don't have to use Ameyo user credentials to login, instead users can login

using Single-Sing-On by just logging into its Google account.

Click "Google" to login with your Google account.
Both SAML and Google Authentications are licensable 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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3. After user logins at the Portal using any of the above methods, a "Campaign

Selection" pop-up is displayed on the screen.

Campaign Selection

Ticket Campsaign Voice Campsaign Chat Campaign

Select Ticker Campaign hd Select Voice Campaign b Select Chat Campaign b

Figure: Select the Campaign

4. Here, the agent has to select any of the following campaign types in which it wants
to login. The list will contain only those campaigns in which the agent has been

assigned by the Administrator.

Ticket (Interaction) Campaign

Voice Campaign
* Inbound Voice Campaign
* Outbound Voice Campaign

» Parallel Predictve Voice Campaign

Chat Campaign

The Agent can login to multiple voice campaigns, but the agent can select only one
interaction campaign and one chat campaign. The agent can not select multiple
interaction campaigns and chat campaigns at a time.

If Administrator have configured the default working for an agent in any campaign,

then that agent will be logged in directly to that campaign. Professional Agent can

be set to logon to one voice, one chat, and one interaction campaigns. Whereas,

Executive can set to work in two voice, one chat, and one interaction campaign.
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4. Working Mode Selection: If the administrator has configured the Working mode
selection, then the agents upon logon to their console, have to select the working
mode. The selection of the working mode for an agent is mandatory. The agent will
have to select the working mode status after the login screen. There are two

following working modes from which the agents can select:

e WFO (Work from Office): The agents who are working from Office, have to

select this working mode option.

e WFH (Work from Home): The agents who are working from home, and is
enabled with Ameyo remote solution, have to select this working mode

option.

Working Mode Selection

() WFO (Work From Office) () WFH (Work From Home)

Figure: Select Working Mode Status

5. Selection of Campaign: The agent can select either voice campaign or interaction

campaign but the agents 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 agent.

A. Blended Campaign / Voice Campaign: The Administrator can configure

blended campaign for voice, which allow an agent with Executive Role to

logon to more than one voice campaigns (such as in both Inbound and
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Outbound campaigns) simultaneously. If this option is configured, a

checkbox named "Blended Campaign" appears in the campaign selection.

The agent with "Professional Agent" will not get the option of Blended
Campaign as the Professional Agent can login to only one voice campaign at

a time.

When "Blended Campaign" option is unchecked, the voice campaign drop-
down menu shows only those campaigns, which are not blended by the

Administrator.

Welcome D

Campaign Selection

piaraclion Campaion Grat Campilgn Voick Campiion [JBlended  yideo char campaign

Select Interaction Campaign ¥ Select Chat Campaign ¥ [ Select Voice Campaign Select Video Chat Campaign

[ Inbound

[J Outbound

Figure: Voice Campaign Selection

When "Blended Campaign" option is checked, the voice campaign
drop-down menu shows only blended campaigns, in which the

agent is assigned.

Campaign Selection

Interaction Campaign Chat Campaign Voice Campaign Blended Video Chat Campaign

Select Interaction Campaign v Select Chat Campaign v . . Select Video Chat Campaign v
- [ Select Voice Campaign

[] Inbound Campaign
Qutbound Campaign

[ Parallel Predictive

Figure: Selecting Blended Campaigns

An agent with "Executive" role can select multiple non-Blended Campaigns.

However, Blended Campaigns are preferred because it gives important to

the inbound calls that helps in reducing the call drops.
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The agent (with Executive Role) can select more than one voice
campaigns, a Ticket (Interaction) Campaign, and a Chat Campaign,

in which it want to login simultaneously.

B. Interaction Campaign: The agent can select the interaction campaign in

which the agent is assigned. In interaction campaign both interaction and
chat campaigns are included. The agent can select any one from interaction
campaign or chat campaign or if the agent is assigned in both campaigns

then, the agent can select both interaction and chat campaigns at a time.

Campaign Selection

Ticket Campaign Voice Campaign O Blended Chat Campaign Video Chat Campaign

Select Ticket Campaign ~ Select Voice Campaign w  Select Chat Campaign ~ Select Video Chat Campaign v
Select Ticket Campaign Select Chat Campaign
c Chat Campaign

Figure: Select Interaction Campaigns

The agent can select only one interaction campaign and chat campaign. If

the agent is assigned in multiple interaction campaigns, even then, agent is

cannot select multiple campaigns.

C. Selection of both Voice and Interaction Campaigns: The agent who is

assigned in both voice and interaction campaigns can select both at a time.

Campaign Selection

Ticket Campaign Voice Campaign O Blended Chat Campaign Video Chat Campaign

Select Ticket Campaign v Select Chat Campaign v Select Video Chat Campaign v
[ Select Voice Campaign

[ Inbound Campaign

Select Tickst Campaign e Select Chat Campaign

< [ Parallel Predictive Chat Campaign

Figure: Voice and Interaction Campaign Selection

D. Selection of Video Chat Campaign: The agent can select the video chat

campaign in which the agent is assigned into.
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Campaign Selection

Interaction Campaign Chat Campaign Vaice Campaign [ Blended Video Chat Campaign

Select Interaction Campaign hd Select Chat Campaign v Select Vioice Campaign v [T] Select Video Chat Campaign

[ Video MvP4

Figure: Video Chat Campaign Selection

Video Offering is non-GA'ed from Ameyo in 4.11 release. However, it can be

available to the user on special requests. The agent can also select the video

chat campaign with voice and interaction campaign to work simultaneously

with those campaigns.

6. Click "Next" to proceed.

Case 1: Extension Selection by Agents: Now, if the extensions are configured for

the agents in softphone or hardware-phone and if the Administrator has set the

agents to select the extensions, then following pop-up is displayed on the screen.
Extension Selection

Select Extension hd

Select Extension
1001
111

softphonel

Figure: Extension Selection

Click the drop-down menu and select the extension. If you are selecting
a phone , then a new field appears that asks to provide the phone

numnber.
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Extension Selection

FPhone

softphonel hd 9276543241

Figure: Entering Number after selecting Extension

Click "Next" to proceed.

Case 2: No Extension Selection: The Extension Selection pop-up will not

appear after the user logon, if WebRTC is being used in the system or if
the Administrator had selected to use "User ID Mapped Call Leg Details
Provider" Mapping Policy in the System Settings.

WebRTC: In case of WebRTC, the agents will be logged on just after the
campaign selection. Once the agent is logged in to Ameyo System, the
agent needs to ensure that WebRTC status indicator turns "Green"
(WebRTC is registered) after a few seconds. If the WebRTC status
indicator remains "Red", then it shows that WebRTC is not registered and
the agent will not be able to make or receive calls. It is suggested to
contact your Administrator immediately if WebRTC remains "RED" for a
longer duration.

Now this, WebRTC indicator can be seen by clicking on e icon to access
a small telephony pop-up, that will slide from right. Here, an agent can
see if the WebRTC indicator is "red" or "green".

Auto-Extension Selection Settings: In case the Administrator had

selected "User ID Mapped Call Leg Details Provider" mapping policy, the
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already selected extensions (by the Administrator) will be assigned to the

agents.
If you does not choose the extension from the above bar, then after login, the

Ameyo starts showing a cautionary error to select the extension.

BEAMEYO Home  KnowledgeBase  Call Details

A Please select an extension to continue to receive or make calls!

.
< Dashboard Customers > Create Ticket _“
nv”.,, Search Q o B

~
O All Media ~ | Al Tickets v Date From x Date To - 13w ofz Clos... | | T
D . al NEW = Low InteactionCampaign Today

=T newmi Queuel —

Modified

_ a1l =S Low InteactionCampaign Yesterday

o = . = Quecet =
— Moched

D - a2 NE = m Low InteactionCampaign 04 Jan, 2020

Help us protect you: Security advice from Gaogle - - Queuel 1220

Figure: Dashboard with Cautionary sign

If you missed to select the extension in the above step, then you can select it from
here by clicking onto this cautionary sign. The extension selection bar again pops

up and you can select the extension from here.

7. Enter the phone number and click "Next" to proceed. After the user logged-in, it

shows the Home Screen.

Eamevo  Home Knowledge Base Call Details Testinteractiont3 i Just Logged... v test124
Dashboard Customers
nYriuer Search a) @
O Al Media v Al Tickets M Date From % Date To % | Date Modified, Desc - | 0-00f0 Closed Ticket| [

Figure: Home Screen
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= AMEYO Home Call Details Testinbound+1 ~ a s ust Logged In ™ test124 ~
-

Knowledge B...

AMEYO

|2 2= ¢

PRODUCTS SOLUTIONS RESOURCES PARTNERS ABOUT US CONTACT US

Ebooks

Compiled and designed by industry experts, our repository of e-books
cover the inside and out of the contact center industry, future of customer
experience and Artificial Intelligence.

Figure: Home Screen of Agent in Voice Only

The licensable word is added for the licensable features in this user manual. If the

appropriate license is not available then that feature will not be visible in the user interface

to the user.

Copyright © AMEYO 2021 | Page 21



Ameyo 4.12 GA

3. Set Agent Availability

1. Once the agent is logged into Ameyo System, the agent needs to ensure that
WebRTC status indicator turns “Green" (WebRTC is registered) after a few seconds.
If the WebRTC status indicator remains “Red” then it shows that WebRTC is not
registered, and the agent will not be able to make or receive calls. It is suggested to
contact your Administrator immediately if WebRTC remains “RED,” for a longer

duration.

2. Click . to access the WebRTC pop-up in the top-right corner.

- = v Just Logged... ~ test124
@ Web RTC \’
&£

.

Figure: WebRTC Pop-up

Here, the agent can see whether WebRTC indicator is green or red.

3. The Agent Status is a helpful way to monitor the agent login status for the
supervisor or administrator. After the login, the agent has to change his current

status from "Just Logged In (Unavailable)" to "Available".
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Just Logged... ¥ Available w

® Available ® Training
® Snacks
® Lunch

® Unavailable

Figure: Agent Status Options

This menu shows the current status of whether the agent is available to
make or receive calls else the calls should be routed to other available

agents by the system.

These are custom default breaks that have been set by the Administrator. These
breaks will help the Supervisor to identify which Agents are available for work and

which are not. Some of the basic breaks which are used here are:

e Lunch: If an Agent is on the Lunch and will not be available for the next

couple of minutes, then he can set his status to Lunch.

e Snacks: It's kind of a short break, which refers that the Agent on break and

will be available in a short time.

e Training: When the Agent has been in the Training and will not be available
for some time, it may be of a couple of hours, then he can set his status on

Training.

e Un-Available: When the Agent will not be available for next some time due

to any of the reason, then he can set his status to unavailable.

4. Agents can change their status at any time using the first drop-down menu on the
top right corner. The supervisor will get to know the agent status from the

monitoring tab if any agent changes the status.

5. The Administrator can modify to add more status options (such as Short Break,
Team Meeting, and others) so there can be more options apart from the default

ones that are already available.
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6. Here, you will also notice the following campaign icons.

« Voice Campaign Icon
e Chat Campaign Icon

 Interaction (Ticket) Campaign Icon

7. The agent can click the campaign icons to turn on or off the campaign mode.

Vaoice & Chat (}
Interaction "}

Figure: Turn on or off Auto-mode for Chat and Voice Campaigns

Vaice {)

Figure: Turn on or off Auto-mode for Voice Campaign

If the agent is logged in to multiple voice campaigns, then turning on auto-mode on

will make it available in all voice campaigns.

8. Click the toggle switch to turn on or off the auto-mode for campaigns. After turning

off, the campaign icon and its toggle switch are displayed in gray color.

If the Administrator had configured that the agent cannot set the
Interaction Campaign to auto-off, then the toggle switch of Interaction
Campaign is displayed in the blue color. The agent will always remain
available in the Interaction Campaign with this always-on toggle and

cannot turn it off.
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Voice & Chat (:"
Interaction {}

Figure: Force Auto-on for Interaction Campaign

9. With the campaign icons, the list of campaigns in which the agent is logged in can be

accessed.

Testinteractiont+3

Ticket

Testlnteraction

Voice

Testlnbound

TestOutbhound

Chat

TestChat

Figure: List of Campaigns

10. Click . icon on the right bar and a small telephony pop-up slide from the left.

Here, the agent can see if the WebRTC indicator is "red" or "green".
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4. Agent Console

After logging in, the agent can access its console. The Console allows the agent to view

real-time information of the tickets assigned to him/her.
4.1 Agent Login at First Time

In the agent interface, if the Agent is logged in for the first time with the Interaction
Campaign then the Dashboard shows all tickets created while interacting with the

customers through any medium.

In Agent's Dashboard, if the applied filter and conducted search do not have any result,

then the screen comes as blank.

The following message will be displayed (marked in the green box) when the applied filter

or conducted search do not have any resultant ticket to show on the screen.

This filter/search has no result. Please try a different criteria.

_ a

< Dashboard Customers >

o 1o ST
[l All Media ~ | Al Tickets v Date From x Date To X | Date Modified, Desc - 0-0v ofo < > (Clos..

This filter/search has no result. Please try a different criteria.

Figure: First-time Dashboard

If the agent is logging the dashboard another time and the tickets have already been

created or raised by the customers, then this screen and message will not appear.

4.2 Login Dashboard another Time
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If the Agent is logged in for the second time with the IC Campaign, then the Dashboard

shows all tickets created while interacting with the customers through any medium.

Home Knowledge Base Call Details

Dashboard Customers

EVr\lw ret Q
] All Media v | Al Tickets ~ Date From x Date To % Date Modified, Desc - 0-0w of
— . 10
0 = i\lonzo‘prabhull AX [ Low C‘
(/) - s
O = ‘Crci‘\ir:a" prabhuli Gp=n = o Low N
O . Coleman, prabhuli pen = o Low c
= atgfagt 2_Queue cass
O . Coleman,prabhuli Hew = o Medium c
= sifectddfdfsctas 2_Queue_cass
O . Alonzo Abhishek Manay Open = o Low c
= quauwaw 2_Queue_cass
Coleman, = = = Low c
(] = 2340343 L] C_Queue_dev
0 . Bart, AX ™ Low c
Ticket correspanding to calk: d900-5¢73d7dd-vee-14. 2_Queue_cass
0 . Bart, AX @ Low c
Ticket corresponding te call: d900-5c73d7dd-vee-13 2_Queue cass
0 . Bart, e ax @ Low c
Ticket corresponding te call: d900-5c73d7dd-vee-12 2_Queue cass

Figure: Dashboard

The interface of agent Console can be divided into the following sections.
1. Home Tab
2. Customers

3. Knowledge Base

4.3 Home

The home tab is divided into two internal tabs:

4.3.1 Dashboard

The Dashboard of the agent's console allows the agent to view the tickets, work on them

and reply to the customer. Know more...

4.3.2 Customers
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The agent can view the list of all the customers present in that queue of the campaign in
which the agent is assigned. The agent can also view the information of the customers

from here. Know more...

If an agent navigates through the internal tab of Home menu, then the internal tabs will

not be reloaded. This helps the agent to navigate between internal tabs without loosing

the entered information.

4.4 Knowledge Base

The Knowledge Base of the agent's console allows the agent to navigate to the
organizations knowledge base. This knowledge base is configured by the organizations

according to their business needs.
4.5 Call Details

The agent can view the details of his calls through the call details tab. The agent can view

both Callbacks and Call Details from here. Know more...
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5. Dashboard

5.1 Dashboard

The working and features of Dashboard page is similar for both Supervisor and Agent.

However, the Group Manager does not have the privileges to access the Dashboard, as the

group manager is not allowed to work in interaction and chat campaigns.

5.1.1 Login Dashboard

After the logon to the agent's console with the IC Campaign, then the Dashboard shows all

tickets created while interacting with the customers through any medium.

Available

< Dashboard Customers > e
EY Filter Search Q f)

All Media ~ | AllTickets ~ Date From x Date To % Date Modified, Desc - 1-10v of27 < > (Closed Tickets

O 1604560851902 [ obeor hut dtamsuseroeits e o s i
O 1605673662802 [ ot tocme a7 soszanecto o o o s s
[ 1605673682805 [ E\:ﬂ for chat: d765-5fbda2a0-dosf-4 e s o mg'z‘; " Dt'%:gg
[ 1605673682806 [ ﬁ:ld for chat: d765-5fbdaZal-dect-5 o Fi o kmg;; : Dic«'c‘lul:gg
[ 1604463155564 [ ﬁ:‘;‘a for chat: d186-5fa229c9-dccf-0 e F o kmg;; . N“:f;‘:gg
O 160aasz158875 [ :Edv(lelfcr:natdlﬂs—sfallgcg doot-15 o Lo kavijc e 080
O] 1604200090801 [ ot torchutas7ssssecn - - s s
[ 1604290000804 [ ﬁ\:ﬁ for chat: d976-59f85feiccl3 o F o kmg;; o “:c‘gg
[ 154961071378 o ﬁ::ie( corresponding to call:d588-5c57d8f4 vee 2 e = o s 12.&;133?5%
[0 1549697693108 [ ??::I‘i:?;wim 782 Se5e828a-deck-2 o — o e - Fi‘:f,‘?; (]

Figure: Dashboard

Here, the agent can perform the following operations.

The key difference between the supervisor and agent is that the supervisor can see all the

tickets present in the campaign whereas, the agent is allowed to see the tickets present in

that queue on Dashboard.

5.1.2 Smart Mode
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Click E icon to turn on the smart mode. In smart mode, the agent can see what tickets
have to be dealt with first. Agent can click "Smart Mode" icon again to turn it off. Know

more...
5.1.3 Filter

Click W Filzer icon to filter the tickets on the dashboard using the following pop-up.

Queue Priority
Search g [low
— [ Medium
[ High
State
Search Q,
[ Mew
[] Open
[ Pending
[ Pending_Successful

Advance Filter

[ Cert_Interaction_Q

Figure: Filter Box

You can filter the tickets from the following list of available filters.

1. Queue: Enable the checkbox of the queue for which you want to search the tickets.
The agent can select multiple queues at the same time. You can search the queue

name, enter the queue name in the search box and press "Enter" key.

2. Priority: Agent can filter the tickets based on their priorities. Enable the checkbox of
the specific priority.

3. State: Agent can apply the filter on the ticket states as well. Ticket state defines the
current state of the ticket in which it lies at present. You can search the state by

typing the state name in the search box.
After the selection of the filters, click "Apply" button.

5.1.3.1 Advanced Filter
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You can click "Advance Filter" to create an advanced filter.

For the advanced filters, click "Advance Filter" button present at the bottom of the filter

section.
Advance Filter x

Custom Fields

Select an option e m

Select an option
description
scheduled_visit_date
scheduled_visit_time

address

Figure: Advance Filter Box

On the new pop-up page, select the custom filters from the drop-down list, based upon
your criteria and the usage and click "Apply" button. It filters the tickets based upon the

custom fields.

The Advance Filter can be enabled or disable from back-end, hence if it is disabled it will

not be visible on the filter tab.

5.1.4 Ticket Assignment Notification

In a case when some of the tickets have been assigned to the agents, then it is important
to notify the agents about the tickets and the total count of tickets. To solve this problem,
a notification comprises of the total count of the tickets will be sent to the agent. Know

more...
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5.1.5 Chat Delivery Notifications

In case when the agent is assigned in a Chat Campaign, but the agent is on another
secondary tab in the Web browsers, there were chances that the agent will miss the
incoming chat. To avoid such cases, Desktop Notification App has been improved further.
Now if the agent is browsing other tabs (instead of Primary Tab) in Web browsers, then a
desktop notification is displayed informing about a new incoming chat. The agent can click

the notification to reach the Primary Tab to attend the Incoming Chat.

Mew Chat Received
You have a new mes
Prashant

aoogle ( hrome + newpg.a MEYD.Com:

A T b o ;.;:.:. EMG

Figure: Desktop Notification for New Incoming Chat

If the agent does not click it, this notification will continue to show the incoming messages
from the customer. In an operating system like Windows 10, the notifications will be

displayed in Windows' native Message Center. Refer to the following screenshot.

2 Google Chrome

D Prashant says
Hello.. Austinn

Figure: Desktop Notification for New Message in the Incoming Chat

This feature of"Desktop Notification" App helps the agent to attend the chat within SLA

and decreases the chances of not connected chats.
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5.1.6 Search Tickets

The agent can use the search box, located on the right corner to search for the tickets.

The agent can use the Custom ID also to search for the tickets. Enter the custom id of the
ticket to search the ticket associated with that custom id. Tickets can only be searched with

the help of Custom ID, if custom id is enabled by the administrator.

: While searching large number of tickets, the computation of ticket

searching is performed on the server-side. Therefore, there will be no effect on the client-

side. It has optimized the performance of Ameyo to handle the large number of tickets.

And hence, the time consumption for fetching these tickets is reduced.

5.1.7 Refresh

Click “ icon to refresh the view of the dashboard.

5.1.8 Create Ticket

Click "Create Ticket" button to create a new ticket manually.Know more...
5.1.9 Row Filters

There are some filters that can be used to sort the tickets. It helps the user to see the

tickets according to the usage and need. Following are the types of filters.

All Media ~ | All Tickets v Date From x Date To ® | Date Modified, Desc - 1-10wv of230 < >
Figure: Filter Row

1. Media Type Filter: The media type filter helps the agent to filter tickets according to

different media created in the system. Click on the type of media for which you

want to see the tickets. Some of the following media are:
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All Media

Voice

Manual Message
Email

Twitter

Facebook

s

Figure: Media Type Filter

A. All Media: It shows all the types of tickets irrespective of the media type.

B. Voice: It shows the tickets which are created from the voice calls.

Voice tickets can only be shown if the setup is based on IC+Voice setup.

C. Email: It shows all those tickets which are created through the email media

profile.

D. Facebook: It shows all those tickets which are created through the Facebook
media profile. It includes the messages sent as the post on Facebook page

of the customer.

E. Twitter: It shows all those tickets which are created through the twitter

media profile.

F. Manual Message: It shows those tickets which are created manually, which

means those tickets which are created by the user.

G. SMS: It shows those tickets which are created through the SMS medial

profile.

H. WhatsApp: It shows those tickets which are created through the message

sent on the configured WhatsApp number.

I. Fb Messenger: It shows those tickets which are created through Facebook

messenger. It includes the messages sent over the Facebook messenger.

Here, the media profile means the type of source from which the ticket is

received in Ameyo.
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J.

Customer Portal: It shows those tickets which are created or updated

through the customer portal.

2. Ticket Status Filter: Agent can filter the tickets according to the various following

ticket status.

All Tickets
My Tickets
Unassigned
Escalated
Failed
Missed

Oiffline

Figure: Filter Based on Ticket Status

All Tickets: It shows all those tickets which are assigned in the particular

queue in which the user is assigned.
My Tickets: It shows only those tickets which are assigned to the user.

Unassigned: It shows those tickets which are unassigned and are still

waiting for their response.

. Escalated: It shows those tickets which have been escalated from any of the

users in that queue.

. Failed: It filters those tickets which are failed and not yet delivered to the

customer. This case may arise when either the customer’s destination id is
incorrect, or the message delivery fails due to some external effects like

network failure, provider issue and so on.

Missed: It filters those tickets for which the customer left the message for
the agent, but the agent was not available to attend the ticket while the

customer was available, and the message or chat has been missed.
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G. Offline: It shows those tickets that have been raised when all the agents

were offline or during the non-working hours.

3. Date Filter: The date filter helps you to filter the tickets based on the provided time

duration. It shows all the tickets which are created in the provided time duration.

2] Date From b Date To b

€ 2019 Aug || € 2019 Aug »
M T W T F 5 5 M T W T F 5 5
29 30 A 1 2 3 4 29 30 31 1 2 3 4
5 & 7 g 9 1 mn 5 6 7 8 g W n
12 13 1-4 iz 16 17 18 12 13 1‘4 15 1% 17 18
19 20 2 22 23 24 3 1w 20 21 22 23 24 25
26 27 28 29 30 H 1 26 27 28 29 30 3 1
2 3 - 5 6 7 g 2 3 4 5 & 7 8

Figure: Date Filter

Select the initial date from “Date From” column and last date from “Date To”

column.

4. Ticket Sorting Filters: The sorting filter helps the agent to filter the tickets in the

following sorting orders.

Date Created

Queue
Campaign
Priarity

User

State

Heat Walue
Sort by Direction

Ascending
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Figure: Sorting Filter

A. Date Modified: It sorts the tickets according to the modification date of

tickets. If there is any task performed over the ticket, then the time and date
are known as modification date and time. The date modified metric will be

updated with the following activities .

e When agent views the ticket

e Activity when a new ticket is being created.

e When an agent picks the ticket

e Assignment/Un-assignment/Re-assignment of the ticket.

o |Ifticket is being "escalated"

e When the ticket is being transferred.

o When agent "link" the ticket with other ticket.

e When ticket is "merged"

o Agentreplies to a ticket

e Adding/deleting/updating a "note"

e Adding or deleted an attachment

e Change in the Ticket Status

e Adding/Updating/Deleting a custom field
B. Date Created: It sorts the tickets according to the creation date of tickets.
C. Queue: It sorts the tickets according to the queue names.
D. Campaign: It sorts the tickets according to the campaign names.
E. Priority: It sorts the tickets according to the priority of the tickets.
F. User: It sorts the tickets according to the name of the users.
G. State: It sorts the tickets according to the states of tickets.

H. Heat Value: It sorts the tickets according to the heat value of tickets.
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|. Sort by direction: All the above sorting filters are based on the order of the
tickets in which they can be shown on the page. The sorting parameters are
compulsory to apply with all the above sorting parameters. There are two

types of sorting directions.

e Ascending: It sorts the tickets in the ascending order, that is, the
oldest ticket (according to the above-applied filter) comes first, and

the new ticket comes at the end of the tickets list.

o Descending: It sorts the tickets in the descending order, that is, the
newest ticket (according to the above-applied filter) comes first, and

the oldest ticket comes at the end of the tickets list.

5. Number of Tickets per Page: It shows the total number of tickets to be shown per

page. CLick « icon to select the number of tickets to be shown on a single page. By
default, 10 tickets show on a single page.

)

Click “ icon to move to the next page of tickets or * icon to move to the previous

page of tickets.

1-10w of 230 £ >

L
E=1

Figure: Tickets on Single Page Filter

5.1.10 Attach Call Tickets

The agent is able to attach the call Tickets with existing tickets or can create a new ticket.

Know more...

5.1.11 View Closed Tickets

The agent can now see the closed tickets at the Customer Details page. Click "Closed

Tickets" button to see the closed tickets. Know more...
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~ Tickets

E? Filter Seareh @

&5

All Media ~ Al Tickets ~ Date From X Date To *  Date Modified, Desc - 1-6v of6 Closed Tickets
jon, closel [osR ] Low InteractionForCX Taday
[ Ticket for chat: d986-Scdchtdd-doct-4 = o |- QueueForlC 1220

Modified

Figure: Showing Closed Tickets

The currently opened tickets will not be visible while viewing the closed tickets. The user

has to close the dashboard of the closed tickets to see other tickets.

5.2 Ticket Assignment Notification

Whenever a ticket is assigned to the agent, then it is very important to notify the agent
about the ticket assignment and the count of the tickets that have been assigned to the
agent. Suppose the agent is on another tab browsing through the Knowledge Base or CRM,
then the agent will not notice such notifications. Also, if the agent is on the same tab that
displays the Agent Console, but the agent is receiving multiple notifications of different

purposes, then the agent might not notice the ticket assignment notifications.

To help in such cases, the Ticket Assignment notifications through Browser Notification at
desktop and Toast Messages will be sent. Both of these notifications are displayed along

with the notification in the Bell icon.
5.2.1.1 Toast Notification on the same tab

If the agent is on the same that displays the Agent Console, then "Toast Message" is

displayed.
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!AMEVB Home (ne se eractionF.. .
Dashboard Customers Create Ticket
EY Filter Search a o

All Media ~ | My Tickets v Date From  x Date To »  Date Modified, Desc - 1-10~ of 74 < » [Closed Tickets
mary NEW TSR Low InteractionForCX Today
D P-4 H5 EI QueueForlC 10:57
mary NEW IR Low InteractionForCX To-j:a!l'
0 o= ™ 5N ot iz
mary NEW - Low InteractionForCX Today
0 = o ] 3m 405 FR QueveFariC 1056
mary NEW . Low InteractionFarCX Today
N = m | 3m 445 FR QueneForC 1056
mary NEW TR Low InteractionForCX Tﬂ'jg)'
D = H1 EI QueueForlC . 1,0 =
mary open —T5a R Low InteractionForCx 23 Jun, 2050
l:‘ -4 ceeceee QueueForlC -, 1?.“%
miary OPEN [C7agzine] Low InteractionForGX 15.Jan, 2020
l:‘ teesra m e QueueForiC WEIEE;
mary NEW [(T74dZinen] Low InteractionForCX 15 Jan, 2020
D phela 0l Nayi Queue ¥ Wﬁlﬂl
A Ticket has been assigned to you. % [CTregime] Low InteractionFarCX 10 Jan, 2020

-179d 17/h FR
I:‘ EI ENPETRELLZ QueueForiC o 1; IEBI

Figure: Toast Notification for ticket assignment

Toast Notification for ticket assignment is not clickable.

5.2.1.2 Browser Notification on a different tab

If the agent is on another tab, then the system displays a browser notification.

2 Ticket Transferred
5 s ha

518 PM
10/19/2020 Ez

A= gz P EE

Figure: Browser Notification for ticket assignment

5.2.1.3 Clickable Notifications to show tickets in Filtered View

The Browser Notification and the Bell notification for ticket assignment has been made

clickable. The agent can click on any of these notifications to refresh the listing of tickets on
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Dashboard. During this refresh, the filters already applied on the Dashboard will remain
preserved and applied. A toast notification is also displayed that the filtered view has been

applied.

ENWEYD Home Knowledge Base o InteractionF... v A . » Available

Dashboard Customers = Not 4 X
o Ticket Assigned
HYFH[H Searc! 5 Tickets have been assigned to you.
D All Media ~ My Tickets ~ | [ix] Date Fre x Date T x  Date Modified, Desc - 1-10

o Ticket Assigned

mar Low Intert -
[0 = us v (KN [1m 575 FR] 5 Tickets have been assigned to you
mary NEW Low InteraCHONFOTCR o
0 = ul [ [im 265 FR] QueueForC 1210
e Input Code:
mary NEW m mZsm Low InteractionForCX Today var client = AmeyoClie
0 = w QueveForlc 1210
mary NEW Low InteractionForCX Taday
O = ™ imyir: oo !
mary NEW Low InteractionForCX Taday
O = ul KN [mTEFR] QueveForlC e
mary OPEN = Low InteractionForcX 15 Jan, 2020
O peseey KN Eoipaine QueveForlC e
mary NEW = Low InteractionForCX 15 Jan, 2020
O iy @ [T74d ZZhER] (eri(eies ‘ 1351|
mary OPEN e Low InteractionForCX 10 Jan, 2020
O Tt 5N} ENPENE) T R
—/ mary OPEN —r Low InteractionForCX 23 Dec, 2019
OlP Ticket for chat: d33-Se00Seec-decf-0 D) MNayi Queus I
D ® E iitered View Alert 7 ) x (0] Pending Low ImelactionFFm(ié 25 Nomfgﬂ;?
ickets assigned might nat be visible if there are fiters applied QueueForl odifed

Figure: Toast Notification for the filtered view

The newly assigned tickets will be displayed as per the already applied filter. Consider the

following use cases.

o Use Case 1: If the agent has applied the filter to view the tickets for the last two

months, then the new tickets may not be displayed.

e Use Case 2: If the agent has applied the filter to view only WhatsApp based tickets,
then only those newly assigned tickets will be visible that are created for WhatsApp

Chat. Other newly assigned tickets that do not meet the filter will not be displayed.
5.2.1.4 Consolidation of Notifications

Bell, Toast, or Browser notifications of ticket assignments are now consolidated for either a
threshold of 5 minutes or a minimum of 5 tickets. It means that an agent will receive the

notification when
e lessthan or equal to 5 tickets are assigned in 5 minutes or

e up to 5 tickets are assigned within 5 minutes.
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Consider the following use cases.

e Use Case 1: If 5 tickets have been assigned to an agent between 12:00 PM to 12:03

PM, then the agent will receive the assignment notifications of 5 tickets at 12:03 PM.

e Use Case 2: If one ticket is assigned to an agent at 12:01 PM, the second ticket is
assigned at 12:04 PM, and no other ticket is assigned in the last one minute, then the

agent will receive the assignment notification of 2 tickets at 12:05 PM itself.

5.3 Smart Mode

The working and feature of smart mode page is similar for both Supervisor and Agent.

However, the Group Manager does not have the privileges to access the smart mode, as the

group manager is not allowed to work in interaction and chat campaigns.

Click E icon to turn on the Smart Mode. In Smart Mode, the agent can see what tickets

have to be dealt with first. Agent can click "Smart Mode" icon again to turn it off.

E AMEYO  Home Knowledge Base ic _ ™ @ Available = 2
< Dashboard Customers » Create Ticket
@ Smart Mode gt Search a 9
M All Media My Tickets [#] [#] Heat Value, Desc - 1-5wcf5 < > [Closed Tickets
2 ) 3 P To
O =z a2, New = [ —thsmFR Law ic 1;:’31"
- The test mail First Response Queue
Modified
2 ¢ : Low i Today
O = - ’ hE = [Cihsmra] ic o
— The test mail First Response Queue
Modified
2 . P To
0O = a2, e - [ —ham FR Low ic 1::‘
o The test mail First Response Queue
Modified
) ; i
D - a2, Raw b 4 m —iham FR Low ic 1.:;:3;
o The test mail First Response Queue
Modified
2 ) P To
O =z a2, New = [ —iham FR Low ic 1;:’31"
— The test mail First Response Queue

Modified

Figure: Smart Mode Enabled

Smart Mode disables all filters of the dashboard, which means all filters should be disabled

and only "My Tickets" filter is applied.

5.3.1 Features of Smart Mode
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Following are the features offered by the Smart Mode.

1. Ticket Sorting: After enabling the Smart Mode, all the tickets are sorted according to

the heat value of the ticket.

2. Media Selection: The media selection filter in the smart is disabled. It means that all

the tickets created from any of the sources,(that is, either from voice, chat, email,
web or from any source medium of the chats) starts appearing on the dashboard.
The agent is not able to select any tickets from the particular media sources. It shows

all the tickets from all the media sources on the dashboard.

3. Ticket Selection: In Smart Mode, only the tickets assigned to the agent is shown to

him. The agent is not able to view other tickets that are not assigned to him.

4. Ticket Ordering: In Smart Mode, the order of the tickets is set in the descending

order according to the heat value of the tickets.

Smart Mode helps the agent to identify the tickets whose priority is high and needs the
attention of the agent urgently, through Smart Mode the agent can easily recognize those
tickets.

It helps the agent to identify those tickets which are pending and needs the action on them.
5.3.2 Disable Smart Mode

Click "Smart Mode" icon again to disable the Smart Mode feature.

After disabling the Smart Mode, all filters are set again to default.

5.4 Closed Tickets

The working and feature of closed tickets page is similar for both Supervisor and Agent.

However, the Group Manager does not have the privileges to access the closed tickets, as

the group manager is not allowed to work in interaction and chat campaigns.

Tickets that are closed are present on the agent dashboard. Agent can see these tickets,

click "Closed Tickets" button present on the dashboard.
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< Dashboard Customers = Closed Ti.. X # Create Ticket

V Filter | Closed Tickets Only Search Q, Q
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- Ree: CaselD-38:feedback Assigned Tom_IC -
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Super3, kunwar Closed = Low Abhi_IC 10 Mar, 2019
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Super3 Closed = EI _31d21hR Low Abhi_IC 19 Mar, 2012

[ Ticket for chat: d485-5c86cBE3-deck. 15 Resolution Tom_IC 1838
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aified

Super3 Ciosed 3 ATd Aim R Low ABhI_IC 19 Mar, 2019

== Top suggestions for Prashant = First Response Studio 1azg

Modified

@ Super3,KS Closed = EI “I395hR Low Abhi_IC 19 Mar, 2012

Ticket for chat: d420-5c667077-dect-0 Resolution Tom_IC 1838

Macified

@ Super3 KS Chosed b 139d Bh FR Low Abhi_IC 18 Mar, 2019

Ticket for chat d26-5c528a88-dect-3 First Response Studio e

Macifiec

@ Super3,KS iozes = EI Low Abhi_IC 19 Mar, 2019

Ticket for chat d420-5c867077-dect-2 First Response Tom_IC 18.:-’

Macifiec

@ Super3 KS Closed b EI - 138d 2h FR. Low Abhi_lC 19 Mar, 20]?

Ticket for chat: ¢162-5¢6576fc-deef-7 First Response Torm_IC T8

Super3 Closed = 2 157d 7Th R Medium ABR_IC 10 Mar, 2019

== Top suggestions far Prashznt — o 1837

Maciified

Figure: Closed Tickets

5.4.1 Operations on Closed Tickets

All operations are the same as that of operations on the Dashboard. Know more...

Basic operations that can be performed on live tickets can not be performed on closed

tickets.

5.4.2 Filter

Click W Filter icon to filter the closed tickets list.

Queue State Ticket Type
Search Q Search Q (®) Closed Tickets Only
[ Cert_Interaction_Qt [ Closed () Lite Tickets Only

(") Closed and Lite Tickets|
Advance Filter

Figure: Filter
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You can filter the tickets from the following list of available filters.

1. Queue: Enable the checkbox of the queue for which you want to search the tickets.
The agent can select multiple queues at the same time. You can search the queue

name, enter the queue name in the search box and press "Enter" key.

2. State: Agent can apply the filter on the ticket states as well. Ticket state defines the
current state of the ticket in which it lies at present. The agent can search state name

by using the search box.

3. Ticket Type: Agent can filter the closed tickets according to the ticket types. There

are three types of filters present in ticket types.
e Closed Tickets Only: Click it to filter only the closed tickets.

o Lite Tickets Only: Click it to filter only the lite tickets. Lite tickets are those
which gets closed at the same time of communication with the customer,
means those queries which do not need to be created as a ticket and the

solution has been provided to the customer.

« Closed and Lite Tickets: Click it to filter both the lite tickets and the closed

tickets on the same screen.

After the selection of the filters, click "Apply" button.

5.4.3 Advanced Filter

You can click "Advance Filter" to create an advanced filter.

For the advance filters, click "Advance Filter" button present at the bottom of the filter

section.
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Advance Filter

Custom Fields
oare v @D

Select an option

DATE

Figure: Advance Filter Box

On the new pop-up page, select the custom filters from the drop down list, based upon your

criteria and the usage and click "Apply" button. It filters the tickets based upon the custom

fields.

The Advance Filter can be enable or disable from back-end, hence if it is disable it will not be

visible on filter tab.
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6. Ticket Creation

The working and feature of ticket creation page is similar for both Supervisor and Agent.

However, the Group Manager does not have the privileges to access the ticket creation, as

the group manager is not allowed to work in interaction and chat campaigns.

Tickets get created only in the Interaction Campaign. No ticket will be created if the agent
is logged on to only a voice campaign. However, if the customer is logged on to both Voice

and Interaction the tickets will be created for every customer communication.

It is the default configuration of Ameyo that agents can login to Chat Campaign only with
an Interaction Campaign. So tickets will be created automatically in the Chat and

Interaction Campaign.

To create Tickets for the first time, customer information has to be provided. After that,

the tickets for the same customer information will be aligned with the same customer ID.

You will get an option to create a ticket only in Interaction Campaign, whereas the ticket

will be automatically created while making or receiving a voice or chat communication with

the customer.

Click "Create Ticket" button present on the top of the page and perform the following

steps to create a new ticket.

6.1 Customer Information

Whenever a ticket is being created for the first time for a new customer, all customer
information fields will remain blank. Click "Create Ticket" button present on the right top

corner of the page.
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~ Customer Information m

Cancel Create

phonet* phane2 phone3

phaned phanes email facebook

Figure: Customer Information

Provide the inputs for the following fields.
1. Name: Provide the name of the customer in the name field of the CRM.
2. Email: Provide the email-id of the customer.
3. Twitter: Enter the twitter handle name of the customer, if any.

4. Timezone: Enter the timezone of the customer in case if the customer is from a

different time-zoned country.

5. Facebook: Enter the Facebook id of the customer, if any.

6. (Mandatory) Phone 1: Enter the phone number of the customer. It is mandatory to

provide the phone number in the "phone 1" field of the customer.
7. Phone 2: Enter another phone number of the customer, if any.
8. Phone 3: Enter another phone number of the customer, if any.
9. Phone 4: Enter another phone number of the customer, if any.
10. Phone 5: Enter another phone number of the customer, if any.

You can provide multiple phone numbers of the customer using phone* fields.

Only "Phone 1" field is mandatory, rest all the fields depend on the availability of

the customer's phone numbers.

After providing the above information, click "Create" button to create the customer.

6.1.1 Customer's information on CRM
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The agent can store the information of the customer on the CRM. Click "CRM" button
present on the top of the customer's information bar to see the customer's information on
the CRM(if integrated on Ameyo). The complete information of the customer is available

on the CRM page. Agent can change view or change the information according to the

Basic Info £ 7000390005 S a1
Personal Information
Quick Disposition
Set Disposition
[Bbrupt dsconnecton . wddlename [ ] Salutation N —
set Catback boe 3 I Company S
¥/ self Callback -
© Local TZ Address
EelectCEKTime
') Customer TZ
Feect GOK Time Laondmarks S — city N —
® After . . .
Country ]
Save & Dispose Contact Details
Homephone 1 [ ] office phone 1 [
Mobile : [o0zs64102| Alternate No. ]
Fax 3 I Email S
Comments:

Figure: Customer Information on CRM

Click "Create" to create the customer with the provided information. After entering the
information once, whenever a communication is received that matches any of the

provided values, the ticket will be created for this customer.

If you are using CRM mode to store the customer's information then do not store the

same information on the dashboard. The complete information will be fetched through

the CRM only.

6.2 New Ticket for Interaction Campaign

Following is a screenshot for the new ticket of Interaction Campaign.
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~ Create Ticket

Media

Manual Message

Campaign Quewe  priori ity

¥ Selectagueus

[ Attach a file

Figure: New Ticket Creation

Here, you can create both Manual Message and Email. Manual Messages are saved offline
and are not delivered to the customer automatically until an agent communicates them

manually through any medium. Email is sent to the customers with the creation of a new

ticket.
Perform the following steps to create a ticket with a manual message.

1. Media: From the drop-down of the Media section, select the type of the media
profile from which you want to send the message to the customer. There are by

default three media profiles present in the drop-down list:

e Manual Message

mail

[ ]
M

°
N
V2l

e Facebook
o Twitter

e WhatsApp

e Google Play

If any other Media is added in the Ameyo Server through Smooch.io or

Channel Addition Framework, then it will be displayed here also.
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2. Campaign: The campaign field shows the name of the campaign in which the agent
is currently logged-in. The campaign selection is non-editable, that is, the agent can
not change the campaign name, as it shows only the campaign in which the agent

is currently working.
3. Queue: Select the queue from the drop-down list of available queues.

4. Priority: Select the priority type of the ticket from the following priorities from the

drop-down list.
e Low: It means that the ticket is on the low priority and is not urgent.

e Medium: It means that the ticket is on the medium priority and is less

urgent.
e High: It means that the ticket is on the high priority and is urgent to resolve.

5. Status: Select the status of the ticket from the drop-down list. The status in the

drop-down list depends upon the statuses created by the administrator.

6. Custom Information: If any custom field is created in the campaign or queue, then

it will show here. The agent has to provide the values of these information.
7. Subject: Provide the subject of the message.

8. Message: Enter the message which you want to convey to the customer in the

textbox.

~ Create Ticket

Media

Manual Message v

¥ Certnteraction Q ¥ Llow v New v

Test

This is a demo ticket|

[l Attach a file

Figure: New Ticket with Manual Message as Media Profile
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9. Attach a file: Click "Attach a file" button to attach a file with your email. A pop-up

opens after clicking on the button.

€ Open X
4 <« manual » supervisor » 4.5 v O Search 4.5 2
Organise = MNew folder =~ [ @
Documents o &
& Pictures E 4
it eomea TN
N = =i —_— veebher OO
48 [— e €D
Agent 4_5.fpj agent-monitorin agent-status automode-intera
Supervisor g-fields ction-set-on
i . LE =
e Creative Cloud Fil
& - =
FE
@ OneDrive nesacson @D E;rge — -
) automode-on Barge-icon call-back-manag call-back-manag
&5 This PC ement-add ement-settings
_J 3D Objects _
[ Desktop
N . W R4 o ™
File pame: | agent-monitoring-fields v| |AII Files V|
| Open | | Cancel |

Figure: Attach File

Supported File Types

Following file types are supported for attachments with Manual Message.

.doc, .docx, .xls, .xlsx, .ppt, .pptx, .xps, .pdf, .dxf, .ai,
.psd, .psd, .eps, .ps, .svg, .ttf, .zip, .rar, .tar, .gzip,

.mp3, .mpeg, .wav, .09gg9, .Jjpeg, .Jjpg, .png, .gif, .bmp, .tif,

.webm, .mpeg4, .3gpp, .mov, .avi, .mpegps, .wmv, .flv, .txt

One file can be attached at once. The maximum file size for all attachments in one

Manual Message is 25 MB.

Select the file which you want to attach, and click "Open" button. If the file
successfully uploaded, then "Done" sign appears, else failure will occur if the file

does not uploaded successfully. You can attach multiple files as well.
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10.

11.

~ Create Ticket

Media

Manual Message

Campaign

ic_camp

Queue

q3

Priority Status

N Low

Custom Information
FRST
district*

Subject

Testing Manual Ticket

Message

Creating Manual Ticket

@

x centralvoiceprompts.rar
i agent-monitoring-fields....
x html.rar

@J Attach a file

|

Done

Submitting form ...

Figure: Sample Ticket with Attachment

Click "Save" button. A new ticket with the new customer is created and displayed in

the customer information and the Ticket will display on the Agent's screen

dashboard.

Save and Change Status: The agent can save and change the status of the tickets

simultaneously with one click. Click D icon to access the available ticket states.

Select any state to save and change the ticket state.

5end and Change State toc
close

close?

Pending
Pending_UnSuccessful
open

naya
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Figure: Save and Change Status of Ticket

After clicking save button, a new ticket with the new customer is created and
displayed in the customer information and the Ticket will display on the Agent's

screen dashboard.

6.2.1 Character Limit for various Tickets

The limit to the number of characters in the various forms of Messages has been

implemented.
e In Twitter messages, the Agent can type upto 280 characters.

e In facebook Messages, the Agent can type upto 8,000 characters in faceboook post

replies

The character limit will be displayed at the bottom of the textbox in the format:

"<Available_limit>/<Total_limit>".

6.2.2 Custom Fields Selection

The custom fields are the fields that are created by the administrator. The agent can use

the created custom fields in the customer tickets to save the information of the customer.
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EAMEYU Monitor Manage Workbench Reports Voicelogs More kavi_test ™ ._.

Dashboard Customers X Create Tic.. X Create Ticket

Tickets » Create Tick

g multisingie

— [
singlelinefield 7 7
D ]

stringcheckbox

[ test i
I:‘ verfief
I:‘ value sing!

single Select an option v

Select an option b

Select an option ~ Select an option b

India
date Mew WY hd

MNew Savings Account

MNew Mutual Fund

=

Message

[y Attach a file

Cancel

Figure: Search option for Custom Fields

The Ameyo User can type the value in the text area given on top, and it starts searching in
the box. In the case of a single selection list box, the search icon with a search text field is

displayed, whereas it will be hidden in case of multiple selection list box.

6.2.2.1 Regex Custom Field

Regex custom fields are the type of fields in which the agent has to provide the defined set
of string. The Regex custom fields are generally used to provide a different set of strings. A
Regex custom field helps the organization to provide a different unique numbers for
different type of tickets. The agent has to provide the string that has configured by the

administrator.

The following screenshot shows the Regex field at the ticket creation time.
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~ Ticket Information

43 2im AR

ol Stats Pricrity
Ic queue NEW TICKET v Low

Subject

OBpawenie o7 Joxi (Message from Joxi)

Custom Information

TEST CATEGORY

regextest® [6)

CATEGORY NAMET

i

EH

Figure: Regex Field in a Ticket

The agent has to provide the string here in the same format as defined by the
administrator. The agent can hover its mouse at @ icon to view in the format in which the
agent has to provide the Regex value.

regextest™

@ Defined Regex: [A-Z][A-Z][1-9][1-9]

Figure: Regex Field Pattern

The following screenshot shows the sample Regex value filled in a ticket.

~ Ticket Information

Queu Staws Priority
Ic queue NEW TICKET v Low v

Subject

Ofpawenne or Joxi (Message from Joxi)

Custom Information

TEST CATEGORY

regextest®

s ® [petined Reger (-ziA-zI-9119]

CATEGORY NAME!

custom1*

Show Less Info  ~

Figure: Sample Regex Pattern

If the agent does not provide a string in the defined format or the value is incorrect, then it

shows an inline error when the agent tries to save the ticket information.
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~ Ticket Information

Campaign Queue Status Priority
Ic queue NEW TICKET ~ Low ~
Subject

OBpauwsenie ot Joxi (Message from Joxi)

Custom Information
TEST CATEGORY
regextest”

Dgas @

Does not match the regex

CATEGORY MAME!

custom*

2020 September 30

Show Less Info  ~

Figure: Error at Incorrect Regex Pattern
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7. Ticket Page

7.1 Ticket Page

The working and features of ticket page is similar for both Supervisor and Agent. However,

the Group Manager does not have the privileges to access the ticket page, as the group

manager is not allowed to work in interaction and chat campaigns.

Following is a screenshot of a new ticket created with a manual message in the Interaction

Campaign.
- o
E AMEYD Home Knowledge Base Abhi IC+1 & _ Available
< Dashboard Customers ® Gurgaon, H.. X M ritical Se.. X 2 NewDev.. X >
NewDev-3:Comment Escalate ¥ Split 2 Transfer (& Close Ticket
ooy
~ Pprashantsinha @ @2 | _CRM )
~ Ticket Information
Campaign Queus Status Priority
Abhi_IC Abhi_IC Pending v High v
Subject

Re: NewDev-3:Comment

Show More Info ~

Refresh Save
~ Link Tickets(2) & Link
i Test 3
1859ssEA1ETS BYousuf Sarfaraz 03 Jun14:32 al test &
o Caseld-1555934749374reqarding refund of failed order

|5sEEsAE BNo Customer 22 Apr18:53 @ QueuekariC lEI &
Messages 5 Motes 0 Activities 2 BAdd Note *ReplyVia ¥ &
[ System: outbound notification via whatszpp 24 Sep, 2019, 17:25

From System

To Prashant Sinha

Hello 1569321683566!, Your ticket ID Re: NewDev-3:Comment has been closed by our Customer Service representative Pending.
[ System: Outbound notification via whatsapp 24 Sep, 2019, 17:25
B3 fe: NewDev-3:Comment 24 Sep, 2019, 16:52  §
[ System: Qutbound notification via whatsapp 24 Sep, 2019, 16:51
B Rre: NewDevw-3Comment 24 Sep, 2019, 16:51

Figure: New Ticket with Manual Message
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Following operations can be performed on the received ticket.
7.1.1 Basic operations

There are four basic operations which the agent can perform on the tickets received from

the customer.

1. Escalate: Enable the "Escalate" checkbox to escalate the ticket to the higher

authority like a supervisor.

2. Split: It allows the agent to divide the ticket into two parts. The split feature can be
used when there a single ticket contains multiple issues to be resolved by different

teams or agents.

Split Ticket X

Bazcrn®

Cancel

Figure: Split Ticket pop-up
Perform the following steps to split any ticket.

Click ™" icon to split the ticket. A pop-up comes up.

Provide the subject for "Ticket 1".

Provide the subject for "Ticket 2".

Provide the reason for the splitting of Tickets.
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3. Transfer: The transfer option lets the agent to transfer the ticket to another queue

depends upon the requirement raised by the customer.

Transfer Tickets Tickets Selected s 1

Select Queuve to Transfer*

Studio w

|:| Available Users
|:| Auto Assign On Users

Transfer to

Mone b

Reason®

[Pescription

Cancel

Figure: Transfer Ticket pop-up

Perform the following steps to transfer any ticket.

e Click “ ™™™ jcon to split the ticket. A pop-up comes up.

e Select the Queue name from the drop-down list of Queues. You can search
for the queue names by typing the queue name in the search box displayed

after clicking the drop-down list.

Select Queue to Transfer*

gl -

g2

o Figure: Transfer Ticket Search Option
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e Enable the "Available Users" checkbox to assign the ticket to any agent who

is available at that moment.

e Enable the "Auto-assign On Users" checkbox to assign the ticket to any agent

automatically by Ameyo.

e Provide the agent's name, if you want to assign the ticket to any particular

agent in the queue specified above.
e Provide the reason for transferring the Ticket.
e Click "Transfer" button to transfer the ticket.
4. Close Ticket: Click "Close" ticket button to close the ticket. After clicking on the

close ticket option, a pop-up comes up.

Close Ticket x

Select State

Closed hd

Closure Reason *

Closure Reason

Figure: Closing Ticket

e Select the state of the ticket from the drop-down menu of the state. Agent
can select one of the states which is created under the closed state by the

administrator.
e Provide the "Closure Reason" for which you are trying to close the ticket.

e Click "Apply" button.

7.1.2 Customer Information
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The first section of the page contains the information about the customer. Agent can view

or modify the information. Know more...
7.1.3 View Customer Cards

If more than one customer is created with the same information, then the number of such
customers with the same information will be displayed with ¥ icon. You can click this to

view the customer cards.

Search Existing Customer o
B - B Frazhant Sinha
W 3300012134
prashantsimha@am... B =
] B =
B 33770448542

E =
m - B Prazhant Sinha
. +3 _':.:".'._:":_

ar

Create Mew Customer

Figure: Customer Cards

e Here, the agent can click “ to view the Customer Information in a new tab. You can
also click “ icon to link this customer with other customer having the same

information.

e You can search for the customer, if more than one customer is created using the

same information.

e |If the customer is new and needs to create a new customer with the provided
information, then click "Create New Customer" icon. After clicking the icon all the
details will be automatically filled into the customer information tab. Fill all the

information and click "Create" button to create a new customer.
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7.1.4 Ticket Information

It contains the information about the ticket which involves the following fields.

- Ticket Information 5t Response

Campaign Status Priority
New A Low

Abhi_IC Tom_IC

Subject
nokiazesis@gmail.com

Show More Info ~

Refresh m

~ Messages | 4 Notes | o Activities | 5

Figure: Ticket Information

1. First Response: It shows the first response on the ticket. The First Response is the

time when the first response has been delivered to the customer. It shows on the
right side of the ticket information bar.

2. Campaign: It contains the name of the campaign in which the ticket has arrived.

3. Queue: It shows the queue name in which the ticket has arrived.

4. Status: It shows the status of the ticket. You can change the ticket status from here.
Select the status which you want to set.

Earlier, the status of tickets were prefilled. The agents were creating and using

tickets without modifying their status. This feature was resulting in creation of

tickets with wrong status.
This behavior has been handled now. If the Ameyo User is creating a ticket, then its

status should not be prefilled before creating it. The status has to be selected

manually by the User.

5. Priority: It shows the priority of the ticket. Agent can change the priority of the

ticket from here as well. Select the priority of the ticket from the drop-down menu.

6. Subject: It contains the subject of the ticket.
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7. Show More Info: Click "Show More Info" button to view more information about

the ticket. It contains the custom fields created by the administrator. If there are no

custom fields then there will not be any fields.

You can hide this custom information from the customer. Click "Show Less

Information" button to hide this section of the information.

7.1.5 Link Tickets

The link ticket section allows the agent to link multiple tickets with each other. In this, a
parent ticket is linked with its subordinates tickets which treat like child tickets for the

parent tickets. Know more...
7.1.6 Messages

It contains the complete list of messages sent by the customer through any particular

media like chat, voice, social media, or emails.

Here we used, email media profile to show the operations here.

Messages 3 Notes 0 Activities | 3 B Add Note *Reply Via ¥ @
[ System: outbound notification via whatszpp 24 Sep, 2019, 17:25
From System
To Prashant Sinha

Hello 1569321683566, Your ticket ID Re: NewDev-3:Comment has been closed by our Customer Service representative Pending.

[ System: outbound notification via whatszpp 24 Sep, 2019, 17:25
Re: MewDev-Comment 24 Sep, 2019, 16:52  §
[ System: outbound notification via whatszpp 24 Sep, 2019, 16:51
B3 Re: NewDev-3Comment 24 Sep, 2019, 16:51  §

Figure: Message of Customer in Email Profile

Agent can perform the following operation on the message section.
1. Read Message: Agent can simply read the message sent by the customer.

Messages 1

2. Message count: The message count represents the total number of

the tickets sent by the customer through any particular media profile.
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MNotes 0

3. Notes: The notes count shows the total number of the notes which have

been given on the ticket of the customer.

Activities | g
4., Activities: The activities count shows the total number of activities

performed on the ticket.

5. Export Tickets: Export tickets option provides the feature to save all the tickets in

CSV format to the agent's system. Perform the following steps to export tickets.

FiExport Tickets

e C(lick icon to export all the tickets of the customer.

e A pop-up opens up, which allows the agent to download folder on the

specific location.

€ savess x

UK ‘ » This PC » Downloads v O Search Downloads ye

Organise - Mew folder == - 0

E This PC Marme Date modified Type

- 3D Objects Mo items match your search.
[ Desktop

Documents
* Downloads

Jﬁ Music

&= Pictures

m Videos

. Local Disk ()
- Local Disk (D)

Save as typet | WinRAR ZIP archive ~

~ Hide Folders e

Figure: Export Tickets

e On the opened pop-up, provide the name of the file, if you want to change, it
contains the default name of the file contains the date and time of the ticket

arrived at the system.

e Click "Save" button.
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e The downloading option depends upon the downloading settings of the

browser. Here, we are using Google Crome as our browser.

7.1.6.1 Add Note

Click & Add Note icon to provide the note on the ticket. After clicking on the icon, following

wizard opens up.

Messages 1 Notes 0 Activities 0

Subject
Test Subject

Description

Test Description of Note

@ Attach a file

Figure: Enter Note

There are two type of notes which can be given.

Public Note: When the agent wants to show the note to all the viewers of tickets,
whether the users or the customer, then pubic note can be provided. The public

note is visible to all the agents, supervisors assigned in that campaign and also to

the customer.

However, currently there is no mechanism for customer to see the public note.

Toggle the (I Varkas public switch to provide the public note. After toggling the
switch enter the subject and description of the note and click "save" button.

Private Note: When the agent wants to provide the note only for the personal use,

then a private note can be applied. The private note is visible to all the agents and

supervisors who are assigned in that campaign.

By default, a note is marked as private, until the status of the toggle button is not

changed. For private note, enter the subject and description of the note and click

"save" button.

7.1.6.1.1.1 Attach a File
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The agent can attach the files with the notes as well. Click "Attach a file" button to attach a

file with your email. A pop-up opens after clicking on the button.

€ Open >
4 i <« manual * supervisor * 4.5 w 0 Search4_3 2
Organise » Mew folder =~ m @
Documents o ™ &)
[&] Pictures -
s cmem M
- E | i o Vet O
46 i : . @
Agent 4 5.1pj agent-maonitorin agent-status automode-intera
Supervisor g-fields ction-set-on
e = v
e Creative Cloud Fil
L @ =
Yy
# OneDrive e o Ea;rge - =
] automode-on Barge-icon call-back-manag call-back-manag
& This PC ement-add ement-settings
8 30 Objects ==
[ Desktop
[ T ~ . N
File name: | agent-menitoring-fields v| |AIIFiI£5 v|
| Open | ‘ Cancel |

Figure: Upload File

Select the file which you want to attach and click "Open" button. If the file successfully
uploaded, then "Done" sign appears, else failure will occur if the file does not upload

successfully. You can attach multiple files as well.

[ a1: Test subject & Private Today, 18:2

Test Description of Note

[ ] step by step license deployment.txt (9 KB)
X step by step license deployme... Queued

Figure: Attach File

Following file types are supported for attachments with Notes.
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.doc, .docx, .xls, .xlsx, .ppt, .pptx, .xps, .pdf, .dxf, .ai, .psd,
.psd, .eps, .ps, .svg, .ttf, .zip, .rar, .tar, .gzip, .mp3, .mpeg,
.wav, .o099, .jpeg, .Jjpg, .png, .gif, .bmp, .tif, .webm, .mpeg4,

.39pp, .mov, .avi, .mpegps, .wmv, .flv, .txt

One file can be attached at once. The maximum file size for all attachments in one Public

or Private Note is 25 MB.

7.1.6.2 Multiple Tickets Filter

If there are more than one message send by the customer, then agent can filter the

messages according to the need.

Figure: Filters the Messages

Following filters are available. By default, "Only Tickets" filter will remain selected that will

show only ticket messages and no notes will be displayed.

e All: It shows all the tickets and notes send by the customer.

o (Default) Only Tickets: It filter those messages which are considered as tickets.

» With Notes: It shows all the tickets with all notes provided. If the note is provided
on any ticket, then agent has to apply this filter to view the note on the ticket. After

the

o With Activity: It filter those messages on which some activity has been performed.

The following are some activities that will record with a ticket:
a. Activity when a new ticket is being created.
b. When an agent picks the ticket

c. Assignment/Un-assignment/Re-assignment of the ticket.
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d. If ticket is being "escalated"

e. When the ticket is being transferred.

f. When agent "link" the ticket with other ticket.

g. When ticket is "merged"

h. Agent replies to a ticket

i. Adding/deleting/updating a "note"

j. Adding or deleted an attachment

k. Change in the Ticket Status

l. Adding/Updating/Deleting a custom field
7.1.6.2.1  Access a Note

Select "All" or "With Note" filter to access the notes. All the tickets and notes are visible as

the collapsible sections.

Messages 5 Notes 1 Activities 3 EAdd Note #Reply Via ¥ =

8 AM3: Test subjec & Private Today, 15:02
Test Description of Note

[ System: Outbound notification via whatsspp 24 Sep, 2019, 17:25

AM3: Status Changed 24 Sep, 2019, 17:25

[ System: Ousbound notification via whatszpp 24 Sep, 2019, 17:25

Re: MawDev-3-Comment 24 Sep, 2019, 16:52 |

Figure: Ticket with the Note

Click the note to access it. On the collapsible bar, D Fus'c label is displayed for a public

note, whereas = Friuste is displayed for a private note.

7.1.6.3 Update and Delete a Note

Click * icon to update or delete the note.

All the agents and supervisor assigned in the same Interaction Campaign, can update and

delete both public and private notes on the assigned ticket.
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Update

Delete

Figure: Options to Update or Delete the Note

It shows the following two options.

o Update: Click "Update" button to edit the note inline.

Messages 5 Notes 1 Activities 3 EAdd Note *Reply Via =

[ AMS3: Test sutject & private Today, 15:02 }

Editing the existing note. This is a public note,

i) Attach a file Cancel

24 Sep, 2019, 17:25
24 Sep, 2019, 17:25
24 Sep, 2019, 17:25
245ep, 2019, 16:52 £

[ System: Outbound nonification via whatsapp
AMS3: status Changed
[ System: Cutbound notification via whatsapp

B3 Re: NewDev-3Comment

Figure: Update Note

"Update" button only be visible once the agent changes the note. Click "Update"

button to save the changes.

o Delete: Click it to delete the note. A confirmation pop-up is displayed.

If the note is deleted, then it cannot be retrieved in any manner. It will be deleted

permanently.

The following screenshot shows the confirmation message before deleting a public

note.

Confirmation

Are you sure you want to delete this public note?

Figure: Confirmation pop-up
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The following screenshot shows the confirmation message before deleting a

private note.

Confirmation

Are you sure you want to delete this private note?

Figure: Confirmation pop-up

Click "Delete" button to delete the note permanently, else click "Cancel" button.

7.1.6.4 Reply

Click * icon to reply to the customer on the ticket. The actions on this icon depends upon
the media profile type. Click "Reply via Email" to send the reply to the customer through

email.

Reply Via:

[ (]
]

[Fa]

d

Figure: Reply on Email Ticket

Provide all the necessary details used while creating the ticket.

7.1.6.5 Send Options

Agent is now able to send and change the state of the ticket simultaneously, by just

clicking on "Send" button and selecting the state of the ticket.

Click ~ icon present adjacent to the send button. It shows the complete list of the state

which has been configured by the administrator.
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Send and Change State to:
Closed
Closed-SuccessTul

| External State bn gya Ab Bnd Kr do
Pending
Pending_Swccessful
Pending_Un5uccessful

Khul Gya

| scea [

Figure: Send and change State of Ticket

Select the state and click the send button. It changes the state and sends the reply to the

customer simultaneously.
Click "Send & Close" button to send the reply and close the ticket simultaneously.
7.1.6.6 Acronyms

The acronyms are the set of the short words through which the agent can insert more
words, just by typing the short letters or few words. The agent can use the acronyms in the

tickets. The acronyms help the user to reply fast as compared to write the complete reply.
The acronyms can be used in the tickets receiving from the following medium.

e Tickets of Facebook Comments

o Tickets from Twitter Reply

e Inthe Note Descriptions

e Inthe Email Replies (only in the body section of the email)

e Inthe chatting from the agent

o Closure reasons of the tickets like Split, Merge, Close, and Transfer
7.1.6.6.1  Preview the uploaded Attachments

It is a hectic task for an agent to view the attachments uploaded in the ticket by the
customer in the ticket. It becomes more complicated when there are multiple tickets. To

view all of the attachments, the agent has to download all the attachments one by one,
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and then only he can view them. Thus, to simplify the agent's task, Ameyo has introduced

the Preview option for the attachments.

The agent can now click and view the attachments uploaded by the customer in the ticket
without downloading them. However, the downloading task has the same feature as
earlier. While previewing the attachment, the agent can also download the attachment
directly from the previewing option, if required. The preview option will be available for all

types of tickets, irrespective of their chat channels.

redcar.jpg

Figure: Preview the Attachment in the Ticket

The following are the features available while previewing the attachments.
1. The agent is able to download the attachment while previewing it.
2. The agent can zoom in/out the attachment.
3. The name of the file is also visible while previewing the attachment.
4. Arrow buttons to view next or previous attachments are also available.

5. If a file has been uploaded, the agent can scroll down to view the attached file's
pages.
6. If avideo file is uploaded, the agent can play and pause the video.

".png", ".jpg", ".jpeg", ".pdf", "mp4 " are the file types that are supported for previewing.
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finalreport.pdf

Sample PDF

. @@ @

Figure: Preview of the File type Attachment

While previewing the attachment, the download button allows the user to download the

attachment.

An "eye" icon will be displayed adjacent to the ticket's attachment name, at which the

agent can click for the preview.

Home UX Ul Te...

Knowledge Base o Multimedia_S... v ® Available v

V)

Srajan Kumar

=New Acc.. X

776 New Account

< sk a Assets Liability
o nR 198,900.00 1,404.00
~ Ticket Information T o
>
Multimedia_Support Support A >
>
N A t
Offers >
Show More Info v
Messages 7 Notes 3 Activities 3 B Add Note v
- bryan: RE: New Account | R v oR

& bryan: Voice recording for call:d399-5d77c0ae-vce-304<br>
& bryan: FWD: New Account
- bryan: RE: Chat logs for chat:d456-5d010475-dccf-18 1] foR

I3 bryan: chat logs for chat:d456-5d010d75-dccf-18

Load More

Figure: Eye Icon to Preview an Attachment
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7.1.6.6.2 Download the Attachments

The agents can download all attachments from one place. A £ download icon has been
provided in the ticket listing bar, through which the agents can download attachments in

the zip format.

B avevo  Home Knowledge Base ICManager v 32 | Just Logged . v agent1 w

Dashboard Customers = Atach X Create Ticket e
Ticket Id:1398 ® .

show More Info ~

Messages 2 Notes 0 Activities 0 5 add Note ¥
= atach

From lavi lavikshasonio2@gmail.com

To lavikshasoni@ameyo.com

= atach =
From Laviksha Soni lavikshasoni@ameyo.com Downlead All Attachments
To lavi <lavikshasoni02@gmail com>,

Figure: Download Option on the Ticket Listing

The download all button has also been provided while previewing the attachments. That is,

the agents can download the attachments directly while previewing them.

images - 2020-10-06T103941.751.jpeg

o

Figure: Download All Button while Previewing Attachments
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The attachments will be downloaded in ".zip" format. And the maximum size of ".zip" file
should be of 25Mb. If the download file size is more than 25Mb, then an error notification

will be shown to the agents.

The download limit has been reached. You may try %
again after some time.

7.1.6.7 Update Tickets of Deleted Customers

There are several cases when customer information is deleted from the system, but the
ticket raised by that customer is not updated or it is needed to provide some additional
information in the ticket. In such cases, the agent can update the tickets these tickets also

by performing the above steps.
7.1.6.8 Attach Tickets

The agent is able to attach tickets with calls or can create a new ticket for the existing call.

Know more...

If there are multiple customers with the same number and CustomerQuery Node is used
in the inbound nodeflow, then a modal is displayed to the agent that displays all
customers with the same phone number. When the agent clicks a number and click "Link"
button, the customer is linked, but the name of the linked customer is not displayed in
"name" field of the Customer Information. This issue has been fixed now. Now, when the
agent links the customer in the modal displaying the multiple customers for the same
phone number, then the name of the linked customer is being displayed in the "name"

field of the customer information.

7.2 Link Tickets

The working and features of link ticket page is similar for both Supervisor and Agent.

However, the Group Manager does not have the privileges to access the link ticket, as the

group manager is not allowed to work in interaction and chat campaigns.
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In many business, the multiple tickets have to be created on a customer communication
(such as call, chat, or email) where one ticket will act as a Master and other tickets are

considered as Subordinates.
7.21.1.1 Example

If you take an example of account creation in a Membership-based Organization then a
single ticket "Membership to be created" can have the following operations and each

operation have to be mentioned in a ticket.
e Main Task: Account Creation
1. Create Account and Update its records
2. Generate Membership Number and share it with the new Member

3. Create the Account on Website using a Temporary Password and send an

email to the customer

4. Ask the Publishing Team to create the Membership ID Card and Provide its

ticket Number to the New Member
5. Inform the Offers to the new Member and send the Voucher Codes

Now, in such case, the organization wants its Agent to create 6 tickets (1 for Main Task and
5 for sub-tasks) and close them as "Resolved". These six tickets should be linked with each

other and the main ticket should not close without closing all of the sub-tickets.

In Ameyo, the Departments can be reflected as Queues in the Campaigns. The above

tickets can be shared in the different Departments.

To meet these requirements, link these tickets through Parent-Child Relationship in

Ameyo. The Agent can create a Parent Ticket and its Children Tickets.
7.2.1.1.2  Link Ticket Option

In the ticket page, a "Link Tickets" section will be enabled if the configuration is done for it
by the administrator. In the Link ticket section, a "Link" option is present at the right side of

the section which allows the agent to link the tickets.
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2 avEYD Home Knowledge Base

Dashboard Customers = Caseld-1555.. X

56135 Caseld-1555934749403:regarding refund of failed order SLink -+ Transfer

v  Customer Information & (42 '::_ CRM _::'

~ Ticket Information

Status Priority

InteractionForCx QueueForiC NEW T Low

Subject

Caseld-1555934749403:regarding refund of failed order

Show More Info ~

~ Link Tickets(2) & Link
m IsssszTET E‘?Lﬁa‘fﬂarfaraz 03 Jun 14:32 al fest &
1555939266114 Cearﬁglgaisni_?grﬂﬂgaﬂ:reqazrzdmﬂ 1rEe_fsl.|3nd of failed order al QueueForic m 29
Messages 1 Notes 0 Activities 2 E Add Note T =
Figure: New "Link" option in Customer Detail Page
The user can click "Link" option to access "Link Ticket" pop-up.
Link Tickets X
Define the Relationship* Reason for Linking’
Child of w
My Tickets Customers Tickets Search for Tickets Q, | Searchin closed tickets ()
1555039266135 Caseld-1555934749403 regarding refund of failed o... al ueueFarlC NEW
: & NoCust.. 22 Apr18:53 ? -
] 1555039266114 Caseld-1555034749374:regarding refund of failed o... a1 QueueForlC
& NoCust.. 22 Apr18:53
1555939266106 Caseld-1555934749361 regarding refund of failed o... al ueueForlC NEW
O : & NoCust.. 22 Apr18:52 ? -
1555939765143 Caseld-155593474936%:regarding refund of failed a... al ueueForlC NEW
D B & NoCust.. 22 Apr18:53 Q -
1-100f292 »

Figure: "Link Tickets" pop-up
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This pop-up contains the following options.

o Define the Relationship: You can select any of the following options in this drop-

down menu.
= Parent of: Select it to view the children ticket of the selected parent ticket.

» Child of: Select it to view the parent ticket of the selected child ticket.

» Reason for Linking: Here, the user can mention the reason to link the tickets.
o My Tickets: My Tickets option shows those tickets which are assigned to that agent.

e Customer Tickets: Click it to view the customer tickets.

o Search Bar: The user can enter the keyword to search in the linked tickets (Parent

and Children tickets).

Search in Closed Tickets: Click this toggle switch to enable the search in the closed

tickets.

"Link Tickets" section shows "Child Of" and "Parent Of" labels. After linking the ticket,

"Unlink" option is displayed. A user can click it to access the following pop-up.

Unlink Ticket X

Are you sure you want to unlink this ticket?

Reason for unlinking

( Cancelj‘ m

Figure: "Unlink Tickets" pop-up

The user has to enter the reason to unlink the ticket and click "Unlink".
7.2.1.1.3  Capabilities of Linking Tickets through Parent-Child Relationship

o A child ticket can be linked to only one Parent Ticket. If you try to link the ticket with

another parent, then the system throws an error. Refer to the following screenshot.
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Link Ticket Confirmation X

The ticket you are trying to link already has a parent ticket. You may
choose another relationship.

Link Another

Figure: Error if the user tries to link a Children Ticket to another Parent Ticket

e The Parent Ticket can have maximum of 10 children tickets. If you try to create more
child ticket in a Parent Ticket, then the system throws an error. Refer to the

following screenshot.

Link Ticket Confirmation X

-
The ticket you are trying to link already has maximum child tickets. You
may choose another relationship.

Link Another

Figure: Error if the user tries to create more than 10 children tickets

Hierarchical Structure: A Child Ticket can be a Parent Ticket of its Children Tickets.

It provides a Hierarchical Structure of the linked tickets. In such a structure, you can

have maximum 30 tickets.

No Split or Merging of Linked Tickets: The Linked Tickets can be neither split nor

merged.

If a ticket has been linked as a Child in one Parent-Child Relationship, then it cannot
be added as the Child in another Parent-Child Relationship. However, it can be the

Parent of the children tickets.

No Linking with Lite Tickets: Lite Tickets cannot be linked. Any parent or child

ticket cannot be linked with Lite Ticket. This is because the Lite Tickets are
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considered to contain no information and are used to create and disposed of

automatically with the calls.

Closure of Tickets: If all children tickets are not closed, then the Parent Ticket

cannot be closed.

Reopening the Linked Tickets: If all children and parent tickets are closed, but the
agent has opened a child ticket, then that child ticket and its parent ticket will re-

open. However, other child tickets will remain closed.

In this case (when the Parent ticket is being re-opened automatically as any or

multiple children tickets are opened, no activity will be dumped in the Parent

Ticket. Therefore, it is not possible for the agent to know why the parent ticket is re-

opened.

Unchanged SLA: SLA Calculation has not been changed to introduce the linking of
tickets through Parent-Children Relationship. Each ticket either parent or child will
have its own SLA. If the SLA of parent ticket can be impacted because the Child
Tickets are not closed, then the Administrator have to manage the SLA of parent

tickets on its own.

No Display of Grouping of Tickets in Agent Dashboard and Closed Tickets:
There will not be displayed as a "Group" in the Agent Dashboard and in the Closed

Tickets.

No Impact in Reports: The Parent and Child Relationship of the tickets will not be

displayed in the Reports.

Search: Both Normal and Elastic Search will display the results in both Parent and
Child tickets. If the search keyword is found in both parent and any child ticket,

then they will be displayed in the search results.

If some closed children tickets are being displayed in the search results and the

user is clicking that closed ticket, then that closed ticket will open up, however,

when the user comes back to the search page then the selection in the search

results will not be maintained.
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o Parent-Child Relationship of Tickets across Multiple Queues: If an agent is not
staffed to a queue, then that agent could not access the parent or child ticket

assigned to that queue.
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8. Ticket Operations

Change =5

The working and features of Dashboard page is similar for both Supervisor and Agent.

However, the Group Manager does not have the privileges to access the Dashboard, as the

group manager is not allowed to work in interaction and chat campaigns.

On the Dashboard Tickets page, the user can perform some operations, which are

described hereinbelow.
8.1 (Licensable) Reassign Ticket to the same agent

Reassign Ticket to Me” feature can be used by an agent to assign a ticket to itself which is
assigned to some other agent. It is useful in the case when another agent has to work on a

ticket when the assignee is absent.

Example: Consider another example, a customer reached out on a call and the customer's
ticket needs to be updated by the Voice Agent handling the call who does not happen to
be the ticket assignee (maybe an Email Agent). The Voice Agent can now click “Reassign

Ticket To Me” to assign this ticket to itself.

< Dashboard Customers >
EY Filter Search Q, G

™ Reassign to Me 1-10w of58 ¢ > |Closed Tickets

0 & e caromanns W m EmD e e el
EELE ::;;:?ent, g to call: d256. pong = (KN o Muan::_a:;:?:suunfe‘tii ¢ MT:}?%E
G g ool 255 Scb08ecs von = o R vy
O & oo g tocolt d265-Sebtpccd-von 30 = o T MR e
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O & B o = © o s e
D l'.lx_agen:, New - |I| ,TM‘ Low Multimedia_Supp... 24 i\pv.g::g
icket cor to call: d255 365 Resolution BLR_ExpoQueue Lo

Figure: Option to "Reassign to me" on the Agent's Console
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The agent can select the tickets and click "Reassign to me" to reassign these tickets to
itself, even if they are assigned to other agents.
The activities of ticket reassignment will be maintained in “Activities” section of the ticket.
and the backend database. This new feature is independent of "Pick" and "Assign Tickets"

feature.

The "Reassign to me" feature is a licensable feature. Hence, to use it ask your

administrator to buy the license for it.

8.2 Basic Operations

There are four basic operations which the agent can perform from the dashboard.

1. Split: It allows the agent to divide the ticket into two parts. The split feature can be
used when there a single ticket contains multiple issues to be resolved by different

teams or agents.

Split Ticket X

Subject of the ticket 1*

Subject of the ticket 2*

Reason®

Cancel Save

Figure: Split Ticket pop-up
Perform the following steps to split any ticket.

e Click ™" iconto split the ticket. A pop-up comes up.

e Provide the subject for "Ticket 1".
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e Provide the subject for "Ticket 2".
e Provide the reason for the splitting of a Ticket.

2. Transfer: The transfer option lets the agent transfer the ticket to another queue

depends upon the requirement raised by the customer.

Transfer Tickets Tickets Selected: 1 °
Select Queue to Transfer*
Studio w
|:| Available Users

[] Auto Assign On Users

Transfer to

Mone b

Reason®

[pescription

Cancel

Figure: Transfer Ticket pop-up

Perform the following steps to transfer any ticket.

e Click ~ ™™™ jcon to split the ticket. A pop-up comes up.

o Select the Queue name from the drop-down list of Queues. You can search

for the queue names by typing the queue name in the search box displayed

after clicking the drop-down list.

Select Queue to Transfer*

ql v

qs
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Figure: Transfer Ticket Search Option

e Enable the "Available Users" checkbox to assign the ticket to any agent who

is available at that moment.

e Enable the "Auto-assign On Users" checkbox to assign the ticket to any agent

automatically by Ameyo.

e Provide the agent's name, if you want to assign the ticket to any particular

agent in the queue specified above.
e Provide the reason for transferring the Ticket.
o Click "Transfer" button to transfer the ticket.

The voice-based customer communication will not be transferred with the transfer

of the ticket. So, make sure to transfer the ongoing call to transfer to the same

agent to which you are transferring the ticket.

3. Merge: There are several cases when a customer raises a query for multiple times
with either different subject or from different numbers or media profiles, but the
ticket belongs to the same customer and hence increases the number of the
tickets. In such cases, the same tickets can be merged to single tickets. This can be
done with the help of "Merge" option. It helps to merge the same type of tickets to

the single tickets and hence helps to reduce the number of tickets.
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Merge Tickets X

Which ticket you want to make the primary so new
ticket will sustain all of its features? =

. Test

() Test

(_) Ticket correspanding to call: d464-5d4a5b...

Reason*

Feazon

Figure: Merge Ticket pop-up

Perform the following steps to merge multiple tickets to a single ticket.
o Select the tickets which can be merged into single tickets.

The "Merge" icon will only enable after selection of multiple tickets. If you

select only one ticket, then the icon will not be available.

o Click % Merge icon to merge tickets. A confirmation pop-up comes up.
o Select the main ticket in which you want to merge all tickets into one.
e Provide the reason for which you are trying to merge the tickets.

o Click Save button.

4. Pick: The "Pick" option lets you pick any ticket manually which is not assigned to
you. If the ticket is not assigned to the agent then the agent cannot perform any

operation on the ticket.

The key difference between an agent and the supervisor is that the agent can pick

ticket but can not assign the ticket to another agent, whereas the supervisor is able

to pick the ticket and is also able to assign the ticket to the agents.

Perform the following steps to pick any ticket.

Copyright © AMEYO 2021 | Page 87



Ameyo 4.12 GA

o Select the ticket which you want to pick.

e Click "Pick jcon.

e The ticket is now picked and you can perform all the operations of the ticket

on it.

Pick Ticket” feature can only be used only for tickets that are not assigned to any

agent. If the ticket is assigned to any other agent, then pick option will remain

disabled.

8.3 Information

on Mouse Hover

Agent can see the ticket information on the mouse hovering. The agent has to take his

mouse cursor on the red box named "Resolution".

-

SLA rogress Expiry
SpOnse Assignment Achieved 2019 hun 5
2021
First - 20d 17h Office Hour 2019 Jun 5
Response ‘Was due 23d 21h ago 2021
Resolution - 20d 17h Office Hour 2019 hun 5
‘Was due 23d 21h ago 2022

Figure: Mouse Hover Information

The agent can see the following information on the mouse hovering tab.

SLA Progress Expiry
It shows the
It shows whether the assignment|it shows when the assignment
Assignment of the
time is achieved or not. time will over.
ticket.
It shows the first/lt shows when the first response|lt shows when the first response

Response time of the

ticket.

is delivered on the ticket to the

customer.

time will expire for the same

ticket.

It shows the Resolution

It shows from when the ticket is

It shows when the resolution time
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time of the ticket. lying in the same state. will expire for the same ticket,
it means the agent has to change
the state of the ticket from the

given time.

8.4 Information on Ticket Bar

On the dashboard, all the tickets show in the list format, in which every ticket has a
separate bar. On this ticket bar, some information is listed, through which the agent can
identify some information about the ticket without opening to it. Agent can see the

following information on the ticket bar.

kavi New Low kavi_ic
B [CSEdZanFA]
D 604463155575 Ticket for chat: d186-5fa229¢c9-deef-15 m _

04 Nov, 2020
18:03
e

Figure: Ticket bar of one Ticket

1. Ticket ID: It shows the unique ID of the ticket which was assigned to the ticket while

creating.

2. Ticket icons: There are different icons for the different types of tickets received or

send to the customer. Some of the icons which used most frequently are:

o Email When the ticket received through "Email" then = icon shows and, if

an email is sent then =~ icon shows in front of ticket bar.

e Fb Messenger When the ticket received or sent through "Facebook

Messenger" then " icon shows in front of the ticket bar.

o Facebook Post When the ticket received or sent through "Facebook Post"

then [ icon shows in front of the ticket bar.

e Manual Message When any ticket is created manually then " icon shows in

front of the ticket bar.
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P
]

« Whats App When the ticket received or sent through "WhatsApp" then ==

icon shows in front of the ticket bar.

o Viber Chat When the ticket received or sent through "Viber" then = jcon
shows in front of the ticket bar.

o Mobile App When the ticket received or sent through "Ameyo Mobile App"

then 3 icon shows in front of the ticket bar.

3. Agent and Customer Name: It shows the agent name who has been assigned for

the ticket and the customer name who sends the ticket to the organization.

AM3

Mizzad Chat from: Yousuf Sarfaraz

4. Ticket State: It shows the state of the ticket in which the ticket is currently present.

5. Heat Value icon: It shows the icons of heat value, the heat value which calculates at

every instant of time. 3K

6. Ticket Number: It contains the total number of messages sent and received from

the same customer. |4/

It is a clickable icon. Click on the ticket number icon to list all the messages append

on the same ticket. After clicking, it shows the following screen.

0O A Austin,Sahil Fending = =l = Low Cert Interaction
Test Cert_interaction,

CSystem: Outscund rotificstion via Whatsspp

0 Austin: est @ arcachments (2 oL

Figure: All Message List after clicking Ticket Numbers

After the message list, you can click any message to check it completely.

7. First Response Time: It contains the date and time of the first response on the

ticket.

8. Ticket Priority: It shows the priority of the ticket. tow

9. Interaction Campaign Name and Queue Name: It shows the campaign name and

Abhi_IC
the queue name in which the ticket arrived first. Tem.ic
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10. Date and Time of Last Action: It shows the date and time of the last action which

has been performed on the ticket along with the action performed on the ticket like

modification, creation, and so on.

8.4.1 Preview the uploaded Attachments

It is a hectic task for an agent to view the attachments uploaded in the ticket by the
customer in the ticket. It becomes more complicated when there are multiple tickets. To
view all of the attachments, the agent has to download all the attachments one by one,
and then only he can view them. Thus, to simplify the agent's task, Ameyo has introduced

the Preview option for the attachments.

The agent can now click and view the attachments uploaded by the customer in the ticket
without downloading them. However, the downloading task has the same feature as
earlier. While previewing the attachment, the agent can also download the attachment
directly from the previewing option, if required. The preview option will be available for all

types of tickets, irrespective of their chat channels.

redcar.jpg

o |

Figure: Preview the Attachment in the Ticket

The following are the features available while previewing the attachments.
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1. The agent is able to download the attachment while previewing it.

2. The agent can zoom in/out the attachment.

3. The name of the file is also visible while previewing the attachment.

4. Arrow buttons to view next or previous attachments are also available.

5. If a file has been uploaded, the agent can scroll down to view the attached file's
pages.
6. If a video file is uploaded, the agent can play and pause the video.

".png", ".jpg", ".jpeg", ".pdf", "mp4 " are the file types that are supported for previewing.

finalreport.pdf

Sample PDF

Figure: Preview of the File type Attachment

While previewing the attachment, the download button allows the user to download the

attachment.

An "eye" icon will be displayed adjacent to the ticket's attachment name, at which the

agent can click for the preview.

Austin Sahil senzing B = Low

Test

[System: Outbound notificstion via Whatsapp

0 Austin: Test @ Attachments (2 o

Figure: Eye Icon to Preview an Attachment
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9. Manage Customers

The working and features of manage customers page is similar for both Supervisor and
Agent. However, the Group Manager does not have the privileges to access the manage
customers from workbech, as the group manager is not allowed to work in interaction and

chat campaigns.

Customer Tab in the Agent Interface shows the list of customers. It allows the agent to
manage the customer's information and access them. Click "Customers" icon present

adjacent to the Dashboard icon, to access the customer's page.

EAMEYD  Home  Knowledge Base

Just Logged ... ¥ rajat2 v

< Dashboard Customers k Create Ticket e

Customers(30+) Search v

Phonel Phone2 Phone3 Phone5 Timezone Twitter Phoned36 Email Facebook

Anket Jha 17838976884 - - - - - - - aniketjha@ameyo.com
8oolean 8787878787 - -~ -~ - . . alse

Customer 9996665552

Customer] 17000000001

Customer 1 7676767676

Customer1o 17000000010

Customer100 17000000100

Customer101 7000000101

Customer102 7000000102

Customer102 7000000103

Rows perpsge | 10w 1-100f 90+ >

Figure: List of Customers

Each customer is listed in an individual row. Following information of customer is available

on this page.

1. Customer Name: The first column of the customer information contains the name

of the customer's name.

2. Phone: This column of the customer information contains the phone number of the
customer. Here, all the phone fields such as Phone1, Phone2, Phone3, and so on;

that the administrator has created at system level is showing
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3. Email ID: The Email ID column of the customer information page contains the
email-id of the customers.

4. Timezone: The Timezone column shows the timezone in which the customer is
present.

5. Media Channel ID: The Media channel Id includes the Facebook, Instagram, Twitter,

Messenger, and Google Play Id of the registered customer. If the media channel ID

of the customer is not registered in the system, then it will show blank.

9.1 Operations

Agent can perform the following two operations on the customers page.

1. Customer's Information: Click on the customer's name, a page opens up with the

complete customer's information.

BEAMEYO  Home  KnowledgeBase  Call Details C+ _ a
< Dashboard Customers 8 Maohan2 X > iy
%
-

mohan2

facebook phone2 phone:

phonal*
phenes 7000320002

Concel | Refrest

A Tickets

nvmw Search Q O+ B

| All Media v | Al Tickets ~ Date From x Date To %X | Date Modified, Desc - 1-1~ of1< > (Clos..

al,mohan2 New N Low Ic Taday
O e - z = Gl i e
Ticket corresponding to call: d464-5d4a5b99-vee-9 Resolution Queue .

Modified

Figure: Information of Customer

. If the agent does not fill a mandatory field, then an inline error

message will be shown in red color just below that field. As a result thereof, the

agent will not be able to save the details of the customer.

Agent can perform the following operation on the customer's information section.
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e View Customer's information: The first column of this page shows the
customer's personal information. Agent can view the details or modify them

if needed.

The Agent Table Definition allows the Administrator define the order of
appearance of the customer information fields and mark the fields in which

the agent can change the values or not.

The Administrator can create multiple Agent Table Definitions using a single
Data Table Definition for a process. It means there can be multiple Agent
Table Definitions for a Campaign. The Administrator can assign the agent to
a particular Agent Table Definition for a Campaign, and that agent will view
the Customer Information Fields as per the selected Agent Table Definition

and can modify the customer information in the editable fields only.

Important Points

= An agent can be assigned to one Agent Table Definition in one
campaign and to another Agent Table Definition in another
campaign. For example, agent1 can be assigned to "ATD1" in Voice1

and "ATD2" in Voice2.

» If the agent is staffed to the multiple campaigns, including an
Interaction Campaign, then the Agent Table Definition of the
Interaction Campaign will be used on top of other Agent Table

Definitions.

» If the agent is staffed to only Voice Campaigns, then the Agent Table
Definition of that Voice Campaign will be applicable in which the call

has been made or received.

o Edit Customer's information: Click "Edit" button to modify the customer's

information. The customer's information is now editable. Change or add the

information which you want to change.
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— L con

a phonet*
mohan1 7000390004]

Figure: Edit Customer Information

Click "Update" button to save the changes made, else, click “Cancel” button
to cancel the changes. Click “Refresh” button to refresh the customer’s

information.

e Customer's Information on CRM: Click "CRM" button present on the top of
the customer's information bar to see the customer's information on the
CRM(if integrated on Ameyo). The complete information of the customer is
available on the CRM page. Agent can change view or change the

information according to the usage.

'H AMEYOEN Basic Info £ 7000390005 8 a1
Personal Information
Quick Disposition
First Name : Last Name ——
Set Disposition
[Rbrugt dcomezion ; widdle name < [ salutation —
¥/ Self Callback r
) Local TZ Address
[Select CBK Time
) Customer TZ
fseect CaK Time Landmarks o — ity N —
® After 7i . Stats
s @B (o ip N ate L 1
Country N
Contact Details
nome phone  : [ officephone  : [
Mobile : [roozse4102] Alternate No. |
Fax o — Email ——
Comments:
[ ]

Figure: Customer Information on CRM

2. Ticket Dashboard: In the "Tickets" section, all the tickets raised by the same

customer visible only. It contains the same ticket dashboard but contains only the
tickets of the specific customer. Agent can perform the same operations here like

ticket dashboard. Know more...
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. Tickets

ﬂVrmer Search Q O+ B
O All Media ~ | Al Tickets v Date From x Date To ®X | Date Madified, Desc - 1-1v of1¢ > (Closed Tickets
0 > al,mohan2 Hew - M Low i =

Ticket corresponding to calt: d464-5d4a5699-vce-9. Resolution Queus 12
Modified

Figure: All tickets of the opened customer

Agent can perform the same operations on the present tickets raised by the

customer. Know more...

The agent is able to manage the customer information for the tickets attached with

calls. Know more...

If there are multiple customers with the same number and CustomerQuery Node is
used in the inbound nodeflow, then a modal is displayed to the agent that displays
all customers with the same phone number. When the agent clicks a number and
click "Link" button, the customer is linked, but the name of the linked customer is

not displayed in "name" field of the Customer Information. This issue has been

fixed now. Now, when the agent links the customer in the modal displaying the

multiple customers for the same phone number, then the name of the linked

customer is being displayed in the "name" field of the customer information.
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10. Manage Customer Communications

10.1 Manage Customer Communications

The agent can manage following types of communications with the customers. Click the

links to know more about them.
e Email
e Chat

e Voice
10.2 Email Communication with Customer

The supervisor can communicate with customer using Email chat, and the working and
features are similar for Supervisor as that of the agent. However, the Group Manager does

not have the privileges to communicate with Email mode with customer, as the group

manager is not allowed to work in interaction and chat campaigns.

Whenever an email is sent or received from the registered email address of a customer, a
new ticket is created. All the operations can be performed on the email ticket which can be

performed on the normal ticket.
10.2.1 Send New Email to Customer

Perform the following steps to send an email. There are some initial steps that are

different for registered customers and non-registered customers.
10.2.1.1 For Registered Customers

1. Go to "Customers" tab.

2. Search the customer and click on the name of the customer, to whom you want to

send the email.

3. Click "+" icon present in the section of the ticket. A new page opens up.
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~ Create Ticket

Media

E-mail

Campaign Queue Priority

InteactionCampaign

Email

TestMedia ~ All ~ None v

CC BCC

o | M+ B <« [~]

I~
w
~
Ic
X
I»
iii
iii
JIE]
B

~ Segoe UI Tn

Testing Mail

[ Attach a file

Figure: Create Email Ticket

4. Media: From the drop-down of the Media section, select E-mail as the Media Profile.
5. Campaign: Select the campaign from the drop-down list of available campaigns.
6. Queue: Select the queue from the drop-down list of available queues.

7. Priority: Select the priority type of the ticket from the following priorities from the

drop-down list.
e Low: It means that the ticket is on the low priority and is not urgent.

e Medium: It means that the ticket is on the medium priority and is less

urgent.
o High: It means that the ticket is on the high priority and is urgent to resolve.

8. Status: Select the status of the ticket from the drop-down list. The status in the

drop-down list depends upon the statuses created by the administrator.
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9. Media Profile: Select the media profile from which you want to send the email to

the customer.

10. Insert Canned Response: Select the Canned Response type which you want to

insert in the e-mail.

11. To: Enter the email address of the customer. You can enter multiple email

addresses separated by commal,).

12. CC: Click "CC" icon to insert the email address of the recipients to whom you want

to send the email.
13. BCC: Click "BCC" icon to insert the email address of those recipients as BCC.
14. Subject: Provide the subject of the message.
15. Main Content: Enter the text of your email in the text box.

16. Attach a file: Click "Attach a file" button to attach a file with your email. A pop-up

opens after clicking on the button.

€ Open *
4k « manual » supervisor » 45 v O Search 4_5 2
Organise » Mew folder =+ [ @
Documents ™ i
[&] Pictures E 4
e N o -
- i i ) Voice & Chal =
4.6 re-arr [ a]

Agent 4 _3.fp agent-monitorin agent-status automode-intera
Supervisor g-fields ction-set-on
Le = -~
& Creative Cloud Fil
n P
(T
@ OneDrive Lo} Barge B -
) automode-on Barge-icon call-back-manag call-back-manag
E This PC ement-add ement-settings
) 3D Objects =
[ Desktop o
[ T ~7 o W
File name: | agent-moenitoring-fields v| All Files ~

Figure: Attach File
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17.

Select the file which you want to attach, and click "Open" button. If the file
successfully uploaded, then "Done" sign appears, else failure will occur if the file

does not uploaded successfully. You can attach multiple files as well.

Following file types are supported for attachments with Notes.

.doc, .docx, .xls, .xlsx, .ppt, .pptx, .xps, .pdf, .dxf, .ai,
.psd, .psd, .eps, .ps, .svg, .ttf, .zip, .rar, .tar, .gzip,
.mp3, .mpeg, .wav, .ogg, .jpeg, .jpg, .png, .gif, .bmp, .tif,

.webm, .mpeg4, .3gpp, .mov, .avi, .mpegps, .wmv, .flv, .txt

One file can be attached at once. The maximum file size for all attachments in one

Public or Private Note is 25 MB.

Send and change state of the ticket: Click the Send button to create the ticket in

open state. If you want to change the state then, click ~icon and select the state
which you want to select. The states appearing in this option are similar to the

above states defined in the point number 8.
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~ Create Ticket

Media

E-mail hd

Campaign Queue Priority Status

Abhi_IC ~ Select a queue A Low ~ Naya v

Email

Media Profile Insert Canned Response

Ameyo v All v None v

To

test@ameyo.com X

[«

testcc@ameyo.com X

BCC

test@ameyo.com X

Subject

test

~L B |I|u|s|x|FT|lL]| =|lE -~ = = =E|E|E|=2 | -T| ||~ @
T3 ~ Roboto - E = B A ||+ |2
This is the test mail.
{{agent extd:-department}}
{{agent.extd:phone_number}
x centralvoiceprompts.rar — 1
i agent-monitoring-fields.... Done
x html.rar Submitting form ...
[y Attach a file

Figure: Sample Email Ticket

The user can click "X" icon to cancel the uploading of the attachments during the

uploading process. Even after attachment, the user can delete the attachment be
clicking the delete icon.

Agent can insert the numbered list in the email.

10.2.1.2 For non-Registered Customers

1. Click on "Create Ticket" button present on the right-hand corner of the page.
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2. On the new opened page, provide the customer's information in customers tab and

perform the rest steps as shown above.

A ticket corresponding to the email is created on the dashboard.
10.2.2 Receiving Email

Whenever a customer sends the email to the organization, a new ticket corresponding to
the campaign and the queue will create. The agent can view the email tickets on the

dashboard and can reply on them as well.
10.2.3 Reply on Email Ticket

Click on the email ticket received from the customer. Following page opens up.

! AMEYDO Home Knowledge Base Abhi IC+1 -!-EJ _ #® Available
Dashboard Customers ® Gurgaon, H.. X M ritical Se.. X 2 NewDev.. *
NewDev-3:Comment Escalate WSplit »Transfer &Close Ticket
~ prashantsinha @ O3 |_CRM )
~ Ticket Information
Status Priority
Abhi_IC Abhi_IC Pending v High T

Subject

Re: NewDev-3:Comment

Show More Info ~

~ Link Tickets(2) @ Link
S5z Test3 4
m 1959552241619 @ VYousuf Sarfaraz 03 Jun 14:32 al test <
1EEER07EE Caseld-1555934749374reqarding refund of failed order
Messages 5 MNotes 0 Activities 3 BAdd Note *Reply Via ¥ =
[ System: Outbound notification via whatsspp 24 Sep, 2019, 17:25
From System
To Prashant Sinha

Hello 1569321683566, Your ticket ID Re: NewDev-3:Comment has been closed by our Customer Service representative Pending.

[ System: outbound notification via whatszpp
B3 Re: NewDev-3:Comment

[ System: Qutbound notification via whatsapp

B3 Re: NewDev-3:Comment

Figure: Customer's Email Ticket
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Following operations can be performed on the received email ticket.

1. Basic operations: There are four basic operations which agent can perform on the

tickets received from the customer.

A. Escalate: Enable the "Escalate" checkbox to escalate the ticket to the higher

authority like the supervisor.

B. Split: It allows the agent to divide the ticket into two parts. The split feature
can be used when there a single ticket contains multiple issues to be

resolved by different teams or agents.

Split Ticket X

Cancel

Figure: Split Ticket pop-up

Perform the following steps to split any ticket.

e Click ¥

icon to split the ticket. A pop-up comes up.
e Provide the subject for "Ticket 1".
e Provide the subject for "Ticket 2".

e Provide the reason for the splitting of Ticket.

C. Transfer: The transfer option lets the agent to transfer the ticket to another

queue depends upon the requirement raised by the customer.
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Transfer Tickets Tickets Selected s 1

5 Queue to Transfer*

SElBCE Lewe 1o

Studio w

|:| Available Users
|:| Auto Assign On Users

Transfer to

Mone b

Reason®

[Pescription

Cancel

Figure: Transfer Ticket pop-up

Perform the following steps to transfer any ticket.

e Click ” ™™™ jcon to split the ticket. A pop-up comes up.
e Select the Queue name from the drop-down list of Queues.

e Enable the "Available Users" checkbox to assign the ticket to any

agent who is available at that moment.

e Enable the "Auto-assign On Users" checkbox to assign the ticket to

any agent automatically by Ameyo.

e Provide the agent's name, if you want to assign the ticket to any

particular agent in the queue specified above.
e Provide the reason for the transferring the Ticket.
o Click "Transfer" button to transfer the ticket.

D. Close Ticket: Click "Close" ticket button to close the ticket. After clicking on

the close ticket option, a pop-up comes up.
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Close Ticket x

Select State

Closed hd

Closure Reason *

Closure Reason

Figure: Closing Ticket

e Select the status of the ticket from the drop-down menu of the state.
Agent can select one of the states which are created under the

closed state by the administrator.

e Provide the "Closure Reason" for which you are trying to close the

ticket.
e Click "Apply" button.

2. Customer Information: The first section of the page contains the information of

the customer. Agent can view or modify the information. Know more...

3. View Customer Cards: If more than one customer is created with the same

information, then number of such customers with same information will be

displayed with 3 icon. You can click this to view the customer cards.
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Search Existing Customer Q,
B - B Prazhant Sinha
B 2000012134
prashantsimha@am... A =
n - B abc
B 33770448542

A =
m - B Frachant Sinha
B 918603933352

ar

Create New Customer

Figure: Customer Cards

Here, the agent can click “ to view the Customer Information in a new tab. You
can also click ¥ icon to link this customer with other customer having same

information.

You can search for the customers, if more than one customer is created using the

same information.

If the customer is new and needs to create a new customer with the provided
information, then click "Create New Customer" icon. After clicking the icon all the
details will be automatically filled into the customer information tab. Fill all the

information and click "Create" button to create new customer.

4. Ticket Information: It contains the information of the ticket which involves the

following fields.

~ Ticket Information

Abhi_IC Tom_IC New v Low b

Subject

nokiazesis@gmall.com

Show More Info

Refresh m

v Messages | 4 Notes o Activities | 5
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Figure: Ticket Information

A. First Response: It shows the first response on the ticket. First response is
the time is the time when the first response has been delivered to the

customer. It shows on the right side of the ticket information bar.

B. Campaign: It contains the name of the campaign in which the ticket has

been arrived.
C. Queue: It shows the queue name in which the ticket has been arrived.

D. Status: It shows the status of the ticket. You can change the ticket status

from here. Select the status which you want to set.

E. Priority: It shows the priority of the ticket. Agent can change the priority of
the ticket from here as well. Select the priority of the ticket from the drop-

down menu.
F. Subject: It contains the subject of the ticket.

G. Show More Info: Click "Show More Info" button to view more information of
the ticket. It contains the custom fields created by administrator. If there

are no custom fields then there will not be any fields.

You can hide this custom information of the customer. Click "Show Less

Information" button to hide this section of the information.

5. Link Tickets: The link ticket section allows the agent to link multiple tickets with
each other. In this, a parent ticket is linked with its subordinates tickets which

treats like child tickets for the parent tickets. Know more...

6. Messages: It contains the complete list of messages sent by customer through

email.
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Messages 5 Notes 0 Activities 3 EAdd Note *Reply Via Y=

L] System: Qutbound notification via whatsapp. 24 Sep, 2019, 17:25

From System

To Prashant Sinha

Hello 1569321683566!, Your ticket ID Re: NewDev-3:Comment has been closed by our Customer Service representative Pending.

L1 System: Cutbound notification via whatsapp 24 Sep, 2019, 17:25
B3 Re: NewDev-3:Comment 24 Sep, 2019, 16:52 |
[ System: Outbound notification via whatsspp 24 Sep, 2019, 16:51

B3 Re: NewDev-3Comment 24 Sep, 2019, 16:51

Figure: Message of Customer in Email Profile

Agent can perform the following operation on the message section.
A. Read Message: Agent can simply read the message sent in the email.

Messages 1

B. Message count: The message count represents the total

number of the emails sent through the customer.

MNotes 0

C. Notes: The notes count shows the total number of the notes

which has been given on ticket of the customer.

Activities | g
D. Activities: The activities count shows the total number of the

activities performed on the ticket.

E. Export Tickets: Export tickets option provides the feature to save all the
tickets in CSV format to agent's system. Perform the following steps to

export tickets.

FiExport Tickets

e C(lick icon to export all the email tickets of the

customer.

e A pop-up opens up, which allows agent to download folder on

specific location.
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€ Savehs X
i & » This PC » Downloads w | Search Downloads 0
Organise = Mew falder EEER o
I This PC () Mame Date modified Type
_J 3D Objects
I Desktop
Documents
* Downloads
j Music
[&=] Pictures

m Videos

‘e Local Disk (C:)

Mo items match your search,

- Local Disk (D)

L 4 >
FIEYETa Al 1558347802214 9 7 2109 -
Save astype: | WinRAR ZIP archive ~
A Hide Folders I Save | | Cancel

Figure: Export Email Tickets

e On the opened pop-up, provide the name of the file, if you want to
change, it contains the default name of the file contains the date and

time of the email ticket arrived at the system.
e C(lick "Save" button.

F. Add Note: Click = Add Note icon to provide the note on the ticket. After

clicking on the icon, following wizard opens up.

This is the testing note.

W Topics to Cover in Manuals.txt (577 Bytes)

{0 Attach a file

Figure: Enter Note

Private Note: When the agent wants to provide the note only for the
personal use, then a private note can be applied. The private note is visible

to all the agents and supervisors who are assigned in that campaign.
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By default, a note is marked as private, until the status of the toggle button
is not changed. For private note, enter the subject and description of the

note and click "save" button.

The agent can click "Attach a file" link to upload any file with the note as

well.

G. Filters: If there are more than one message send by the customer, then

agent can filter the messages according to the need.

Figure: Filter the Messages

Following filters are available. By default, "Only Tickets" filter will remain

selected that will show only ticket messages and no notes will be displayed.
e All: It shows all the tickets and notes send by the customer.

(Default) Only Tickets: It filter those messages which are considered

as tickets.

With Notes: It shows all the tickets with all notes provided. If the

note is provided on any ticket, then agent has to apply this filter to

view the note on the ticket. After the

With Activity: It filter those messages on which some activity has

been performed.

e You have to select "All" or "With Notes" filter to show the notes.

H. Access a Note: Select "All" or "With Note" filter to access the notes. All the

tickets and notes are visible as the collapsible sections.
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Messages 5 Notes 1 Activities 3 EAdd Note #Reply Via e

B AM3: Teer Subject B Topics 1o Coverin Manusls e & B pivate Today, 1502 }
Test Description of Note

[ System: utbound notification via whatsapp 24 Sep, 2019, 17:25

AM3: Status Changed 24 Sep, 2019, 17:25

L) System: Cutbound notification via whatsapp 24 Sep, 2019, 17:25

B Re: NewDev-3:Comment 24 Sep, 2019, 16:52 |

Figure: Ticket with the Note

Click Sl - icon to download the attached file with
the note. A downloading pop-up will be displayed, through which the agent

can save the attachments in its computer.

|. Update and Delete a Note: Click * icon to update or delete the note.

All the agents and supervisor assigned in the same Interaction Campaign,

can update and delete both public and private notes on the assigned ticket.

Update

Delete

Figure: Options to Update or Delete the Note

It shows the following two options.

o Update: Click "Update" button to edit the note inline.

Messages 1 Notes 3 Activities 0 BAdd Note e

[y p— B CominMinason & @ fns Today, 17:20
This is the testing note

B Topics o Couer in Manual ot (577 Bytes)

[ Attach a file

Figure: Update Note

"Update" button only be visible once the agent changes the note.

Click "Update" button to save the changes.
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The agent can also attach or detach the attachments with the notes

from here.

o Delete: Click it to delete the note. A confirmation pop-up is
displayed.

If the note is deleted, then it cannot be retrieved in any manner. It

will be deleted permanently.

The following screenshot shows the confirmation message before

deleting a private note.

Confirmation

Are you sure you want to delete this private note?

Cancel m
Figure: Confirmation pop-up

Click "Delete" button to delete the note permanently, else click

"Cancel" button.

J. Reply: Click * icon to reply to the customer on the ticket. The actions on
this icon depends upon the media profile type. Click "Reply via Email" to

send the reply to the customer through email.

Reply Via:
B Email

L3 smis

Figure: Reply on Email Ticket

Provide all the necessary details used while creating the email ticket and

click "Send" button.

K. Send Options: Agent is now able to send and change the state of the ticket

simultaneously, by just clicking on "Send" button and selecting the state of
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the ticket. The agent has to select the status of the agent manually. It will

not be filled automatically.

Click ~ icon present adjacent to send button. It shows the complete list of

state which has been configured by the administrator.

Send and Change State to:
Closed
Closed-Successful

| External State bn gya Ab Bnd Kr do
Pending
Pending_Swccessful
Pending_Un5Successful

Khul Gya

| scna 8

Figure: Send and change State of Ticket

Select the state and click send button. It changes the state and send the

reply to customer simultaneously.

Click "Send & Close" button to send the reply and close the ticket

simultaneously.

During the reply on the email ticket "RE" will not be prefixed to the email subject while

replying to the customer's email through the ticket. As a result thereof, there will be only

one email thread containing all email messages.

10.2.4 Identification of Email Tickets.

There are two following cases of Email tickets from which the ticket can be created.

e When the Email is sent by the agent then, the = icon'is displayed in front of the

ticket. The icon shows that the email is sent by the agent.

&~ customer mail : checking the email auto reply

Figure: Incoming Email being displayed with inbound icon
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e When the Email is sent by the customer then, the ™ icon is displayed in front of

the ticket. The icon shows that the email is sent by the customer.

e The following screenshot shows the identification of outgoing emails.

&= customer mail : checking the email auto reply
Figure: Outgoing Email being displayed with outbound icon

Following screenshot shows both incoming and outgoing emails.

~  Customer Information (&

~ Ticket Information

Figure: Messages in a Ticket

10.2.5 Attachments

The agent can attach the files while replying to the customer. The support of the

attachments is present for the following areas.
e Replies through Email
e Public and Private Notes

e Manual Messages to Customers
10.2.6 Acronyms

The agents can now use the Acronyms in the messages in the following places.
e Facebook Comments, and Messenger Replies

e Twitter Reply, and Direct Messages
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e Inthe description of Notes

e Reply via email in Chat

e Chat Window on Agent-side

e In Email, Acronyms will work in Body of the Messages

e Closure Reason under Split, Merge, Close, and Transfer

Manual Message while creating or modifying Ticket
Acronyms will not work in the following places.

e Subject in the Notes

e Subject in the Email
Know more: "Manage Acronyms" in Agent Console

At the time of manual mail or the reply to the customer, if any loop is detected which

makes the system into the endless loop, then the agent will not be able to sent the email

through Ameyo. An error template message will be displayed on the agent's console

notifies about the same.

10.2.6.1 Handling the Email Server Error Messages and Retry Sending

Policies in Ameyo

Ameyo introduces the Handling to manage the error messages thrown by the Email
Provider Server of an email address and . The following four different policies have been

introduced to handle such error messages.

1. Default Retry: Select it to retry sending the email just after the failure. It's
configuration code is "DEFAULT_ENTRY". "maxRetryCount" variable is used to

define its value and its default value is 3.

2. Rate Limit Retry: Select it to retry sending the email when retry rate limits of the
server are breached. By default, the retry is tried to be attempted after 24 hours.
It's configuration code is "RATE_LIMIT_RETRY". "rateLimitRetryTime" variable is used

to define its value and its default value is 86,400 seconds (that is 24 hours).
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3. Progressive Retry: Select it to attempt the retry in the progressive intervals such as
every 5 minutes, 10 minutes, 15 minutes, and 20 minutes. It's configuration code is
"PROGRESSIVE_RETRY". "progressiveRetrylnterval" variable is used to define its

value and its default value is 300 seconds (that is 5 minutes).

4. No Retry: There are some error messages for which the retry sending should not

be tried again. It's configuration code is "NO_RETRY".

These policies come preconfigured in Ameyo and apply automatically upon detecting their
relevant error codes. For example, the following table illustrates the Gmail Error Codes

and the corresponding Ameyo Email Error Handling Policy for them.

Gmail Error Codes Ameyo Email Error Handling Policy
UNIDENTIFIED_ERROR DEFAULT_RETRY
ADDRESSING_ERROR NO_RETRY

MAILBOX_ERROR PROGRESSIVE_RETRY
MAIL_SYSTEM_ERROR PROGRESSIVE_RETRY
NETWORK_ROUTING_ERROR RATE_LIMIT_RETRY

MAIL_DELIVERY_PROTOCOL_ERROR | NO_RETRY

MESSAGE_CONTENT_ERROR NO_RETRY
SECURITY_POLICY_ERROR PROGRESSIVE_RETRY
NO_SUCH_PROVIDER NO_RETRY
CONNECTION_ERROR PROGRESSIVE_RETRY
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UNKNOWN_HOST NO_RETRY

INTERNAL_ERROR NO_RETRY

10.2.6.2  Working of Policies with Default Configuration

The following will be the result of applying the default configuration using the above

policies.

e All the errors corresponding to "Default Retry" Policy should get retried

immediately.

All the errors corresponding to "No Retry" Policy will not get retired.

All the errors corresponding to "Rate Limit Retry" Policy should get retried after 24

hours.

All the errors corresponding to "Progressive Retry" Policy should get retried at

intervals of 30 minutes, 1 hour, and 1.5 hours.

Same can be verified from "s_message_send_info" and "failed_message_send_info".
10.2.6.3 Preview the uploaded Attachments

It is a hectic task for an agent to view the attachments uploaded in the ticket by the
customer in the ticket. It becomes more complicated when there are multiple tickets. To
view all of the attachments, the agent has to download all the attachments one by one,
and then only he can view them. Thus, to simplify the agent's task, Ameyo has introduced

the Preview option for the attachments.

The agent can now click and view the attachments uploaded by the customer in the ticket
without downloading them. However, the downloading task has the same feature as
earlier. While previewing the attachment, the agent can also download the attachment
directly from the previewing option, if required. The preview option will be available for all

types of tickets, irrespective of their chat channels.
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Figure: Preview the Attachment in the Ticket

The following are the features available while previewing the attachments.
1. The agent is able to download the attachment while previewing it.
2. The agent can zoom in/out the attachment.
3. The name of the file is also visible while previewing the attachment.
4. Arrow buttons to view next or previous attachments are also available.

5. If a file has been uploaded, the agent can scroll down to view the attached file's
pages.
6. If a video file is uploaded, the agent can play and pause the video.

".png", ".jpg", ".jpeg", ".pdf", "mp4 " are the file types that are supported for previewing.
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finalreport.pdf

Sample PDF

. @@ @

Figure: Preview of the File type Attachment

While previewing the attachment, the download button allows the user to download the

attachment.

An "eye" icon will be displayed adjacent to the ticket's attachment name, at which the

agent can click for the preview.

Home UX Ul Te...

Knowledge Base o Multimedia_S... v ® Available v

V)

Srajan Kumar

& avevo

=New Acc.. X

776 New Account

V- Sk Q — Assets Liability
o 198,900.00 1,404.00

Products b4

Offers >

Show More Info v

Messages 7  Notes 3  Activities 3

- bryan: RE: New Account L[] o3
& bryan: Voice recording for call:d399-5d77c0ae-vce-304<br>

- bryan: FWD: New Account

& bryan: RE: Chat logs for chat:d456-54010d75-dccf-18 ] o

I3 bryan: chat logs for chat:d456-5d010d75-dccf-18

Load More

Figure: Eye Icon to Preview an Attachment
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10.3 Chat Communication with Customer

10.3.1 Chat Communication with Customer

The Chat Communication is available for the following mediums.

Ameyo Web Chat

e Facebook

o Twitter

e WhatsApp for Business Chat
e Line Messenger

e Viber Messenger

Click the above links to know more about the working of the different chat medium

supported by Ameyo.

Missed Chats: Missed Chat is also supported in Ameyo.

10.3.2WebChat Communication with Customer

Change = 1

The supervisor can communicate with customer through Ameyo WebChat, and the working
and features are similar for Supervisor as that of the agent. However, the Group Manager

does not have the privileges to communicate through chat mode with customer, as the

group manager is not allowed to work in interaction and chat campaigns.

The Administrator has to add the media profiles for the required platform. After the
integration into media profile, whenever the customer sends a message through any
medium, a ticket will be created that will be aligned with the same customer. The agent can

also reply to that chat and communicate with the customer.

Whenever a customer sends a message using any of the above-configured chat messaging

services, a new ticket will be created in the system.
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Agent Mame Engineer

My name is "Test1",

Hi Testl,

Engineer has joined the chat

How are you?
Engineer, 06:11 B\

| understand you connected with u
s.
What is your concern?

Sep 18, 0e:42 PM - o

May | know your first name and last
name for verification?

6:42 PM

s . —~ ™
[ Continue Chat )
. w

Figure: New Ticket through Chat

The agent just has to click on "Continue Chat" button to reply to the customer through the

same chat service that is being used by the customer.
10.3.2.1 Displaying Name of Agent to the Customer

During the chat, the name of the agent will be displayed to the customer. If a chat is being

transferred, then the name of the new agent will also be displayed.
10.3.2.2 Customer Name is Clickable

Name of the registered customer is clickable in the chat window. The agent can hover the
mouse over the customer name being displayed in the header to view the external link icon

and click it to view its details in a new tab.
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| I customer is from “New_Chat queuwe
queLe
| test has joined the chat
test
done
B | senda MESSA0E.., I

Figure: Customer Name is clickable

After clicking the name of the customer, the following page opens in which all the details of

the customer show in the CRM bar.

i AMEYD Home Knowledge Base Call Details Available
test RV LRI IO .
n
7 Edit :
name email fwitter timezone .
test - test
facebook phone2 phone3 phoned There are no calls waiting currantly. @
test
phone5 phonel
8900012190
Tickety
2 [P Test s 2 X
nv il Incoming customer is from "New_Chat queue Search Q, O+
queuE
O an test has joined the chat X DateTo | Date Modified, ... ~ 0-0vof0 ¢ > (Close

test

15 no result, Please try a different criteria.
done

0 senda message.. < o

Figure: Customer Details
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All the operations on Chat ticket are already explained in Ticket Operation page.Know

more...
10.3.2.3 Identifying and Linking Customers during Chat

In the chat window, the customer can now be searched and linked directly. It would be the
best way to identify the customers, especially those who are coming through a third-party
integration like Smooch.
The agent can click account icon, located on the top right corner of the chat window. The

available customer names are displayed on the bottom.

@ Prince

Mame

Prince

Emai
samee jain0209@gmail.com
Phone

7865431200

Chat Source

webchat

E

Prince Lo

E

ajit nain o

+ Create New Q

Figure: Options to link the customer in chat

The agent can click "link" icon with the customer to link the chat to that customer.
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Name
Frince

Emai
samee jain020%@gmail.com

Phone
7865431209

Chat Sowrce

webchat
Prince wm A
ajit nain wm A

+ Create New Q,

Figure: Linked a Customer with the chat

The Agent can change the associated customer while on chat itself. Changing the customer
associations on the chat can be done multiple times. However, the final customer would be
one who have been selected by the agent at the time of disposing the chat after the chat
disconnection.

If there are multiple customers found, then the agent has to select anyone of them through
the drop-down menu. The notification is displayed on the screen whenever the customer

information is updated.

10.3.2.4 Chat Transcript
There are several times when the customer wants the transcript of the chat, which he has

initiated with the ameyo agent. In such cases, the customer has to click E icon (present on
the chat modal) to send the transcript of the chat to the email-id, which was registered by

the customer while initiating the chat.

If the customer does not register the email-id, then the chat-transcript icon will not be

visible on the chat modal.
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Following screenshot shows the chat conversation of the agent and customer chat log.

[2 Chat Transcript
Incoming customer is from "Quewel” gueue

Chat Transcript has joired the chat

Hello

Chat Transcript - Jan 17, 03:48 PM

Hello

=
ol
|-
=]

Tl
=

How may | help you?

:I\'I

=]

034

This is the testing of the chat transcr
ipt,

Chat Transcript - 03:49 PM

Done
03:49 PM
Thanks
Chat Transcript - 03:49 PM
04:03 PM
0 Send a message.. ir

Figure: Agent Chat Conversation

T . 4

Cur next available agent will assist you shortly.

a1 has joined the chat

Hello

Jan 17, 03:458 PM

|
Hello

al = 03:48 PM

)
How may | help you?

al = 03:48 PM

This is the testing of the chat franscript.

|
Done
al = 02:40 PM
Thanks
03:49 PM
04:08 PM
=

Figure: Customer Chat Conversation

Bd Live Chat F X

-

==

The chat transcript, which is sent to the customer’s registered email-id, contains both “text”

and “images” used while having a chat. Following screenshot shows the chat-transcript send

on the customer’s registered email-id.
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Your Chat Transcript | Fri Jan 17 15:47 IST 2020 Inbox x [
Media Profile 348 PM (11 minutes age) ¥y
tome ~
Hello,
Here is a copy of the chat transcript you requested
Hello
Chat Transeript Jan 17, 15:47
Hello
a115:47
How may | help you?
a115:47
This is the testing of the chat transcript.
Chat Transcript 15:47
Donw
a1 15:47

Chat Transcript 15:47

04:08 PM

4 Reply » Forward

Figure: Chat Transcript sent over Email

If the customer does not click the chat-transcript icon, then the transcript will not be sent

over the email-id.

The chat-transcript will only be sent, only after the agent dispose-of the chat.

10.3.2.5 Load Previous Chats

If the received chat at the Agent side is from the returning customer, then an option named
as "Load Previous Chats" is shown in the WebChat modal. The agent can click this option to
view the previous chats for that customer. After clicking the option the agent can scroll up

the scroll bar to view the previous chats of the customer.
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Ticket i 3676 Missed Chat from: Mac Ferrer [] Escalate ¥ spiie
~ Messages 1 Notes 0 Activities 0
B Add Note | Only Tickets ~
f Missed Chat from: Mac Farrer

Mac Ferrer Chat Initisted On 2020-05-15 13:32

hello

@ Mac Ferrer " 2 X
' N A
({Load Previous Chats )

Hello

Hello
Mac Ferrer has joined the chat

This is the agent responding to your
ecorded missed chat.

(_ continue Chat )

0| Send a message... G

Figure: Continue Chat with Customer

10.3.2.6 Disposing the chat

After having the chat with the customer, the agent has to dispose off the chat. Click "X" icon

on the chat box. The following screen comes up to dispose the chat.

Agent may receive any of the following disposition screens based upon the configurations.

[ Test

[ Test

Lelect a Disposition W

Lelect a Disposition b

Select a Disposition

Select a Disposition

Already hungup

) . Others
Abrupt disconnection

Foreign Language

Echo

Customer not able to hear 5ale

Customer volume too low Sale

Agent volume too low telecom.issues

R Abrupt disconnection

Figure: Chat Dispose
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Figure: Two-level Disposition Selection
By default Two-level Disposition is present. If the administrator has configured the Single
level Disposition, then the agent will receive the first modal for disposing the chat off.
If the Administrator have configured "ACW Connected (in sec)" for Chat, then the idle chat
session after this specific timeout value (given in seconds) will be disconnected and
disposed of. To avoid such scenario, and in general, we recommend to dispose of the idle

chat session within this ACW timeout duration.

10.3.2.7 Resizable Text-field of Chat Modal

The text field in the Ameyo Web Chat modal has been improved. It will have a constant
height always, within which it will be auto-resizable. The default size of the text field will be
there for up to two lines; however, it will be resized up to four lines. After four lines, a
vertical scroll bar is displayed. Refer to the following screenshot of the chat modal at the

customer's side.

[2 Ameyo

Incoming customer is from "g" gueue

Ameyo has joined the chat

Hella

Ameyo - Jul 10, 09:02 PM

This is the testing message to test 4
the re-sizing of the chat text field.
This will render maximurm ypto

the 4 lines befare the scroll bar

s bars

Figure: Improved text field in Ameyo Web Chat Modal at the customer's side

This behavior remains the same for the Ameyo Web Chat modal at the agent's side also.
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! AMEYDO Home Knowledge Base

Dashboard Customers

ET Filter
[]

All Media W All Tickets

[ Ameyo mp I X
Incoming customer is from g gueue

Ameyo has joined the chat

Hella

This is the testing message to test 4
the re-sizing of the chat text field.
This will render maximurm gpto

the 4 lines before the scroll bar

T |m:|r.:.|

0

Figure: Improved text field in Ameyo Web Chat Modal at the agent's side

The following are other features of the Ameyo Web Chat Modal.
e Use the backspace key to erase the characters on the left side.

e Use "CTRL + Enter" key to enter into a new line in the text field. The new line inserted
by the sender (customer or agent) will be visible as it is to the receiver (agent or
customer).

When the agent copies the content from any source (such as a Website) that

contains new lines and pastes in the Chat Modal, then the inclusion of newlines

depends upon the source text format. All the browsers and even Websites follow
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different formats. As most of the editors follow UTF-8 formatting, it is possible to

control the behavior over there.

e Use "Enter" key to send the message. After sending the message, the text field will

regain its original size of two lines.

10.3.3 Facebook Communication with Customer

The supervisor can communicate with customer using Facebook chat, and the working and
features are similar for Supervisor as that of the agent. However, the Group Manager does

not have the privileges to communicate with Facebook chat with customer, as the group

manager is not allowed to work in interaction and chat campaigns.

Facebook is a third-party socializing application, which provides to communicate with
different people. With Ameyo the customer can reach to the agent and tries to resolve its
queries with the help of Facebook. There are two methods through which the customer
can reach to Ameyo, Facebook Post and Facebook Messenger. Whenever the customer
post any query on Facebook page or the customer directly sends a message to the
organization through Facebook Messenger, a new ticket is created. All the operations can

be performed on the Facebook ticket which can be performed on the normal ticket.
10.3.3.1 Receiving Ticket

Whenever a customer post any query on Facebook page of the organization or the
customer directly sends a message through Facebook Messenger, a new ticket
corresponding to the campaign and the queue will create. The agent can view the

Facebook tickets on the dashboard and can reply on them as well.
Following two types of Facebook tickets can be received from the customer.
o Facebook Post

e Chat through Facebook Messenger

10.3.3.1.1.1 Identification of Facebook Tickets.

There are two following cases of Facebook tickets from which the ticket can be created.
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e When the post is being raised by the customer on the page of organization's
Facebook account, then the T+ icon is displayed in front of the ticket. The icon

shows that the ticket is raised through the Facebook post.

e When the customer started the chat through FB Messenger, then the [~ icon is
displayed in front of the ticket. The icon shows that the ticket is raised through the

Facebook Messenger.

10.3.3.2 Reply on Facebook Post Ticket

Click on the Facebook ticket received from the customer. Following page opens up.

E AMEYO Home Knowledge Base

Dashboard

Customers X Please Res.. X

Ticket 122622 Please resolve my queries

~ AyushKhanna (& s (_CRM )
~ Ticket Information
riorit

QOmni Care Front Office New v Low v

Subject

Please resolve my gueries

Show More Info ~

Messages 2 MNotes 0 Activities 1 EAdd Note ¥ e

=+ Plzase resolve my quaries

£+ Please resolve my queries

From Ayush Khanna

To MoneySure Bank,

Please resolve my queries

irLike MComment

Figure: Customer's Facebook Ticket

Following operations can be performed on the received Facebook ticket.

1. Basic operations: There are four basic operations which agent can perform on the

tickets received from the customer.

A. Escalate: Enable the "Escalate" checkbox to escalate the ticket to the higher

authority like the supervisor.
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B. Split: It allows the agent to divide the ticket into two parts. The split feature

can be used when there a single ticket contains multiple issues to be

resolved by different teams or agents.

Split Ticket X

Cancel

Figure: Split Ticket pop-up

Perform the following steps to split any ticket.

Click icon to split the ticket. A pop-up comes up.
Provide the subject for "Ticket 1".
Provide the subject for "Ticket 2".

Provide the reason for the splitting of Ticket.

C. Transfer: The transfer option lets the agent to transfer the ticket to another

qgueue depends upon the requirement raised by the customer.
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Transfer Tickets Tickets Selected s 1

5 Queue to Transfer*

SElBCE Lewe 1o

Studio w

|:| Available Users
|:| Auto Assign On Users

Transfer to

Mone b

Reason®

[Pescription

Cancel

Figure: Transfer Ticket pop-up

Perform the following steps to transfer any ticket.
e Click icon to split the ticket. A pop-up comes up.
e Select the Queue name from the drop-down list of Queues.

e Enable the "Available Users" checkbox to assign the ticket to any

agent who is available at that moment.

e Enable the "Auto-assign On Users" checkbox to assign the ticket to

any agent automatically by Ameyo.

e Provide the agent's name, if you want to assign the ticket to any

particular agent in the queue specified above.
e Provide the reason for the transferring the Ticket.
e Click "Transfer" button to transfer the ticket.

D. Close Ticket: Click "Close" ticket button to close the ticket. After clicking on

the close ticket option, a pop-up comes up.
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Close Ticket x

Select State

Closed hd

Closure Reason *

Closure Reason

Figure: Closing Ticket

e Select the status of the ticket from the drop-down menu of the state.
Agent can select one of the states which are created under the

closed state by the administrator.

e Provide the "Closure Reason" for which you are trying to close the

ticket.
e Click "Apply" button.

2. Customer Information: The first section of the page contains the information of

the customer. Agent can view or modify the information. Know more...

3. View Customer Cards: If more than one customer is created with the same

information, then number of such customers with same information will be

displayed with 3 icon. You can click this to view the customer cards.

Copyright © AMEYO 2021 | Page 135



Ameyo 4.12 GA

Search Existing Customer Q,
B - B Prachant Sinha
B 2000012134
prashantsimha@am... A =
n - B abc
B 33779448542

A =
| B Prashant Sinha

ar

Create New Customer

Figure: Customer Cards

Here, the agent can click “ to view the Customer Information in a new tab. You

can also click ¥ icon to link this customer with other customer having same

information.

If the customer is new and needs to create a new customer with the provided
information, then click "Create New Customer" icon. After clicking the icon all the
details will be automatically filled into the customer information tab. Fill all the

information and click "Create" button to create new customer.

4. Ticket Information: It contains the information of the ticket which involves the

following fields.

~ Ticket Information

Omni Care Front Office New v Low v

Subject

Please resolve my queries

Show More Info ~

Figure: Ticket Information
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A. First Response: It shows the first response on the ticket. First response is
the time is the time when the first response has been delivered to the

customer. It shows on the right side of the ticket information bar.

B. Campaign: It contains the name of the campaign in which the ticket has

been arrived.
C. Queue: It shows the queue name in which the ticket has been arrived.

D. Status: It shows the status of the ticket. You can change the ticket status

from here. Select the status which you want to set.

E. Priority: It shows the priority of the ticket. Agent can change the priority of
the ticket from here as well. Select the priority of the ticket from the drop-

down menu.
F. Subject: It contains the subject of the ticket.

G. Show More Info: Click "Show More Info" button to view more information of
the ticket. It contains the custom fields created by administrator. If there

are no custom fields then there will not be any fields.

You can hide this custom information of the customer. Click "Show Less

Information" button to hide this section of the information.

5. Messages: It contains the complete list of activities that are done on the ticket

raised.
Messages 4 Notes | 0 Activities 6 EAdd Note T =
£+ mitch: 1 am 13 Jun, 2019, 12:03 i
- mitch: This is 09 Apr, 2019, 18:35
£+ mitch: Toe many 25 Oct, 2018, 20:00 i

£~ Hil This is test post. 05 Oct, 2018, 13:41

From Ayush Khanna

To MoneySure Bank,

Hi! This is test post.

ilbLike BcComment

Figure: Message Activities on Facebook Ticket

Agent can perform the following operation on the message section.
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A. Read Message: Agent can simply read the messages sent through the

facebook post.

Messages 1

B. Message count: The message count represents the total

number of the activities done on the ticket raised by the customer.

MNotes 0O

C. Notes: The notes count shows the total number of the notes

which has been given on ticket of the customer.

Activities | g
D. Activities: The activities count shows the total number of the

activities performed on the ticket.

E. Export Tickets: Export tickets option provides the feature to save all the
tickets in CSV format to agent's system. Perform the following steps to

export tickets.

e Click — icon to export all the tickets of the customer.

e A pop-up opens up, which allows agent to download folder on

specific location.

€ Savehs X
1 ; » This PC » Downloads w | Search Downloads el
Organise = Mew falder EEER 0

E This PC Mame Date modified Type

. 3D Objects Mo items match your search.
I Desktop

Documents

* Downloads

J’ Music

[&=] Pictures

B Videos

‘e Local Disk (C:)

- Local Disk (D)

Save astype: | WinRAR ZIP archive ~

. ~ Hide Folders Cancel

Figure: Export all Tickets

Copyright © AMEYO 2021 | Page 138



Ameyo 4.12 GA

e On the opened pop-up, provide the name of the file, if you want to
change, it contains the default name of the file contains the date and

time of the Facebook ticket arrived at the system.
e Click "Save" button.
F. Add Note: Click = Add Note icon to provide the note on the ticket. After

clicking on the icon, following wizard opens up.

Messages 5 Notes 0 Activities 3 *ReplyVia T &

Subject
Test Subject ) Mark as public

Description

Test Description of Note]

Figure: Enter Note

There are two type of notes which can be given.

e Public Note: When the agent wants to show the note to all the
viewers of tickets, whether the users or the customer, then pubic
note can be provided. The public note is visible to all the agents,

supervisors assigned in that campaign and also to the customer.

However, currently there is no mechanism for customer to see the

public note.

Toggle the (I Mark 2= public switch to provide the public note. After
toggling the switch enter the subject and description of the note and

click "save" button.

e Private Note: When the agent wants to provide the note only for the
personal use, then a private note can be applied. The private note is
visible to all the agents and supervisors who are assigned in that

campaign.

By default, a note is marked as private, until the status of the toggle
button is not changed. For private note, enter the subject and

description of the note and click "save" button.
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G. Filters: If there are more than one message send by the customer, then

agent can filter the messages according to the need.

Figure: Filter the Messages

Following filters are available. By default, "Only Tickets" filter will remain

selected that will show only ticket messages and no notes will be displayed.

e All: It shows all the tickets and notes send by the customer.

(Default) Only Tickets: It filter those messages which are considered

as tickets.

With Notes: It shows all the tickets with all notes provided. If the
note is provided on any ticket, then agent has to apply this filter to

view the note on the ticket. After the

With Activity: It filter those messages on which some activity has

been performed.

You have to select "All" or "With Notes" filter to show the notes.

H. Access a Note: Select "All" or "With Note" filter to access the notes. All the

tickets and notes are visible as the collapsible sections.

Messages 2 Notes 1 Activities 1 & Add Note =

B keshav: Testing Note B private Today, 11:06  }

This is the Testing Note

keshav: Ticket picked vesterday, 18:16

'+ Please resolve my queries

£+ Please resolve my queries 06 Mar, 2020, 13:52

Figure: Ticket with the Note
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Click the note to access it. On the collapsible bar, S Fusic label is displayed

for a public note, whereas B Private js displayed for a private note.

l. Update and Delete a Note: Click * icon to update or delete the note.

All the agents and supervisor assigned in the same Interaction Campaign,

can update and delete both public and private notes on the assigned ticket.

Update

Delete

Figure: Options to Update or Delete the Note

It shows the following two options.

o Update: Click "Update" button to edit the note inline.

Messages | 2 Notes 1 Activities 1 B Add Note Y=

D keshay: Testing Note @ Privats Today, 11:06

This is the Testing Note. Updating the existing note

Yesterday, 18:16
06 Mar, 2020, 1352 §
06 Mar, 2020, 1352 §

keshaw: Ticket picksd

f= Please resolve my queries

Figure: Update Note

"Update" button only be visible once the agent changes the note.

Click "Update" button to save the changes.

o Delete: Click it to delete the note. A confirmation pop-up is

displayed.

If the note is deleted, then it cannot be retrieved in any manner. It

will be deleted permanently.

The following screenshot shows the confirmation message before

deleting a public note.
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Confirmation

Are you sure you want to delete this public note?

Figure: Confirmation pop-up

The following screenshot shows the confirmation message before

deleting a private note.

Confirmation

Are you sure you want to delete this private note?

Ca ncel m

Figure: Confirmation pop-up

Click "Delete" button to delete the note permanently, else click

"Cancel" button.

J. Reply: Click * icon to reply to the customer on the ticket. The actions on
this icon depends upon the media profile type. Click "Comment" to

comment the reply to the customer's Facebook post.

Like

Comment

Figure: Reply on Facebook Post Ticket

Provide all the necessary details used while providing the comment on the
customer's Facebook post. The agent can click "Like" option to like the post

raised by the customer.

: The character limit for the reply on Facebook

post is 8000. That means, the agent can send the reply to the customer that

contains maximum of 8000 characters.
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K. Send Options: Agent is now able to send and change the state of the ticket
simultaneously, by just clicking on "Send" button and selecting the state of

the ticket.

Click ~ icon present adjacent to send button. It shows the complete list of

state which has been configured by the administrator.
Send and Change State
toc
Close Succesful
Close Unsuccessful
Closed
' FEEDBACK_PENDING
Pending

Pending_Successful

m Pending_UnSuccessiul

Figure: Send and change State of Ticket

Select the state and click send button. It changes the state and send the

reply to customer simultaneously.

Click "Send & Close" button to send the reply and close the ticket

simultaneously.

10.3.3.3 Reply on Facebook Messenger Ticket

Click on the Facebook ticket received through FB Messenger from the customer. Following

page opens up.
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Dashboard Customers X Rajnath Sin... X X ﬁ%ﬂ"\"ﬂm X X pPraveen G.. X MTicket For.. X
ciz Ticket for chat d498-5e56a2e2-deccf-8 Escalate ¥Split 2 Transfer @Close Ticket
~  Customer Information & I:E:I
~ Ticket Information
Status Priarity

Omni Care Front Office New v Low v

Subject

Ticket for chat: d498-5e56a2e2-decf-&

Show Mare Info v

Messages 1 Notes | 0 Activities 0 5 Add Note @
B rmiitch: Ticket for char d48a-5e56:2e2-00ck-8 27 Feb, 2020, 13:00
Cu Abdul Ahad Chat Initiatad On 2020-02-27 13:00

mitch

Hi, this is Abdul Ahad

Abdul Ahod, 12:55 P

Sorry, | am unable to understand yo
ur query. | am transferring you to o
ne of my colleagues.

Bot, 12:55 PM

i: Continue Chat ::ﬁ'
Figure: Customer's Facebook Ticket

All the operations which the agent can perform on Facebook post ticket can be performed

on the ticket raised through FB Messenger. Know more...

Reply: Click \ Continue €hat 1 ptton to reply to the customer on the ticket. After clicking
this button the chat with the customer starts and hence, the agent is able to continue chat

to the customer.

After clicking "Continue Chat" button the following chat window is displayed.
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© Jack w2 X

¢ . '
l\ Load Previous Chats /l

Jack has joined the chot

0 Send a message...

Figure: Continue Chat Window

The agent can perform the following operations here.
e The agent can reply to the customer.
e The agent can send media files such as audio, video, pdf, docx, images and so on.

e The agent can view previous chats, by clicking "Load Previous Chats" button present
at the chat window. By default, the previous chat will not be loaded. The agent has

to click this button to view previous chats.

Except reply option, all other options are same that are described above.

10.3.3.3.1 Deletion of Posts/Comments/Replies in Facebook Account

There are scenarios where sometimes the customers delete their comments/replies/posts.
But after the creation of the ticket, these deleted comments were not getting deleted from
the ticket, and hence the agents could reply to such comment/replies. Thus, it was
required to delete such comment/replies from the tickets also which has been deleted by

the customer from Facebook account.
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When a customer deletes the post/comment/replies/posts, the same will be deleted from
the ticket as well. Now, the deleted WebHooks are also supported with Ameyo. In this,
whenever the customer deletes the comment/replies/posts, then the same will be get
deleted from Ameyo ticket. However, the deleted message activity will show the deleted
history for that message. The user however can view and access the original message and

attachments of that deleted content or reply to that deleted message.

If the customer edited the comment/replies then, it also shows the edited content of that

message, then the history for that edited message shows the original comment.

B ameva  Home Knowledge Base Ticketing Ca..+1 v b+ a

Dashboard

Customers = Hello, This x

Ticket 106611 Hello, This

View Related Post w

f~ Hello, this is [ORIGINAL COMMENT DELETED] 50ct, 2020,1322

AMeyo Drishti commented on a post on your wall:
This Message has been deleted

EDIT HISTORY

This comment has been|

COMMENT: Hello, this is @ image comment fdited 2 | | Fa_Atlachmen 20201075 & 150ct, 20201346
COMMENT:  Hello this s & image comment [EdEd] B FELitocmert 2011015, g & 150ct, 2020 13:32

COMMENT:  Hello, this is a image comment 150ct, 2020 1320

View Related Post v

f+ Hello, This [ORIGINAL POST DELETED] 5 Oct, 2020, 1319 3

Figure: Agent's Comment/Reply on Page Recommendation Ticket

10.3.34 Attachment

Image can be added as attachment while adding a Comment or Reply for Facebook Posts.

Ameyo Users can upload one image. The maximum file size limit for the image is 4 MB.
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or Aanage Workbencl s 0 s re & |5

Dashboard  Customers  mHi, I Want... X s «
Ticket Id: 1660350124779 Hi, | want to open a student ["] Escalate Srajan Kumar CRN No.344914 "
*
v Srajan Kumar +Create New Customer 3 Search Q CRM Assets Liability 2
INR 198,900.00 Nk 1,404.00 S
. 5 @

~ Ticket Information Products ¥

dit Card 7

Multimedia_Support Support New $ low g A

Hi, | want to open a student

Show More Info v

~ Messages 2 Notes 0  Activities 7 ¥ Hilwantt tudent
i, | want to open a studen!

[ZExport Tickets & Add Note | Only Tickets =
search for — his | want to open a student
£ bryan: repyl@413

repyl@14:13

ilLike Wcomment
Primary Phone

E Cancel

Figure: Attachment Option in Facebook Reply

Supported Image Types for Attachments in Facebook Comment and Reply: .img, .png,

Jjpg, .jpeg, .tiff, .tif, .bmp, .ico

Support for Video Attachments is not available in Ameyo AppServer for Facebook as of

now.

10.3.3.5 Send and Receive Message and Attachment as a Single Message

The users are capable of sending and receiving attachments and messages together. It
means that, if the customer or user wants to send an attachment with the message, then
these messages will count as a single message. It helps the user to provide information

about the attachment within the message itself and hence, increases the customer

experience.

It has been implemented for all channels those support attachments and messages to be

sent as a single message. It is also present for AMF(Ameyo Messaging Framework)

integration with Ameyo.
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Facebook does not support sending messages and attachments within a single message.
Thus, on Facebook, it will be treated as different messages. However, the agent from
Ameyo can send these messages as a single message, but the customer will receive it as a

different message.

Available

< Dashboard Customers > Create Ticket e
EY Filter Search Q Q&
All Media ~ | All Tickets ~ Date From x Date To x  Date Modified, Desc - 1-10v of 1000+ < > (Closed Tickets

o Unassigned New - Low Ticketing Campaign
0 1612716807683 tes ng for = [ ] e BT
f-
Unassigned New Low Ticketing Campaign Today
PO —BmIsA
O 16, = [ Bot First Queue 2

2 Ayush

Incoming customer is from ‘queue2” queve

Ayush has joined the chal

New Low Ticketing Campaign Today
~Bm A
O 16 = 0o Bot First Queue ——
0 | caption New = m VT Low Ticketing Campaign ngd;g
16 assigned Bot First Queue Modifed
jon-11:17 P o
video.mp4 (Size: 1.5 MB)
video caption Tod:
New Low Ticketing Campaign oday
[BmasA]
o 9 —— = = Assiones Bot First Queue LB
B Send a message.. &
- [ send ] Nen - 0 J— Low Ticketing Campsign o |

Figure: Sending Message and Attachment together as a single Message

10.3.3.6 Creating Ticket on Recommending Facebook Page

When a customer recommends the Facebook page to another user, a ticket for the same
will be created in Ameyo. On this ticket, the agent can reply, and hence the reach of the
business can be increased. The following things will be used while creating a ticket for the

page recommendation.

1. A ticket will be created and displayed to the agents and supervisor whenever the

page is recommended.

2. Ticket subject will include the page name and the recommendation type

(recommended or not).
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Ticketing Ca...#1 Avallable  +
Dashboard Customers = Ameyo_Test.. X

v Customer Information 9 (Ccrm )
~ Ticket Information

-350 230 FR System

Status
Ticketing Campaign

Priority
Facebook Post open2 ~  Low v
Subject
Ameyo_Test was recommended
Show More Info
Messages 1 Notes 0 Activities 4 B Add Note v @
1~ Ameyo_Test was recommended 08 Feb, 2021,21:14  :
To Ameyo_Test

1am recommending this page

e Like W8 comment

Figure: Facebook Page Recommendation Ticket

3. The content that has been provided by the customer while recommending the page
will also be included in the ticket.

4. Agents and supervisors are able to comment and reply to that ticket of

recommendation.

Ticketing Ca...+

Dashboard Customers

= Testing Was.. x

Messages 9 Notes 0 Activities 20

& Add Note v
f- Jon(jon): ascsacidzchds.
f- jon(jon): comment karde
f Letsadda

BFB_Attachment 2021021903 @ &

Bro commented on a recommendation on your wall:
Lets add a Image comment

Hide Related Post ~
@Bro posted in on 19 Feb, 2021 at 02:52

Let us recommend this page for demo

eLike W8 comment
f Letsadda

19 Feb,
f- Letsadd a

19 Feb,

Load More

Figure: Agent's Comment/Reply on Page Recommendation Ticket

5. If the customer selects "Not Recommended" option to not recommend the page,

then the same will also be visible to the agents.
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6. The ticket will include the date and time of recommendation, comment/replies,

From a user and To the user, and attached images/videos(if any).
10.3.3.7 Acronyms
The agents can now use the Acronyms while commenting on the customer's post. The
agent can use the acronyms that are being created. Know more...

10.3.4 Twitter Communication with Customer

The supervisor can communicate with customer using Twitter, and the working and

features are similar for Supervisor as that of the agent. However, the Group Manager does

not have the privileges to communicate with Twitter with customer, as the group manager

is not allowed to work in interaction and chat campaigns.

Twitter is a third-party socializing application, which provides to communicate with
different people. With Ameyo the customer can reach to the agent and tries to resolve its
queries with the help of Twitter. There are two methods through which the customer can
reach to Ameyo, Twitter tweet and Twitter Direct Messages (DM). Whenever the customer
tweets any query on Twitter page or the customer directly sends a message to the
organization through Twitter DM, a new ticket is created. All the operations can be

performed on the Twitter ticket that can be performed on any normal ticket.
10.3.4.1 Receiving Ticket

Whenever a customer tweets any query on Twitter page of the organization or the
customer directly sends a message through Twitter DM, a new ticket corresponding to the
campaign and the queue will create. The agent can view the Twitter tickets on the

dashboard and can reply on them as well.
Following two types of Twitter tickets can be received from the customer.
o Twitter Tweets

e Chat through Twitter DM

10.3.4.2 Identification of Twitter Tickets.

There are two following cases of Twitter tickets from which the ticket can be created.
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e When the tweet is being raised by the customer on the page of organization's
Twitter account, then the ™ icon is displayed in front of the ticket. The icon shows

that the ticket is raised through the Twitter tweet.

e When the customer started the chat through Twitter DM, then the (~ icon is
displayed in front of the ticket. The icon shows that the ticket is raised through the

Twitter DM.

10.3.4.3 Reply on Twitter Post Ticket

Click on the Twitter ticket received from the customer. Following page opens up.

Omni Care+1 ™

! AMEYD Home Knowledge Base

= @Moneysure.. X X @Moneysure.. X

Dashboard Customers

672 {@moneysurebank Be a warrior b..

~  Customer Information &
name
timezon, phonel cakehi emai
bank_crn_no phone2
-3d23hA

~ Ticket Information

Omni Care Front Office

@moneysurebank Be a warrior b..

Show More Info v

EAdd Note

Messages 2 Motes 0 Activities 2
13 Jun, 2019, 1

¥+ mitch: Retwest @monaysurebank test

To Gautam513272330

@moneysurebank test 101

¥ @moneysurebank test 101

Figure: Customer's Twitter Ticket

Following operations can be performed on the received Twitter ticket.
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1. Basic operations: There are four basic operations which agent can perform on the

tickets received from the customer.

A. Escalate: Enable the "Escalate" checkbox to escalate the ticket to the higher

authority like the supervisor.

B. Split: It allows the agent to divide the ticket into two parts. The split feature
can be used when there a single ticket contains multiple issues to be

resolved by different teams or agents.

Split Ticket X

Cancel

Figure: Split Ticket pop-up

Perform the following steps to split any ticket.
e C(lick icon to split the ticket. A pop-up comes up.
e Provide the subject for "Ticket 1".
e Provide the subject for "Ticket 2".
e Provide the reason for the splitting of Ticket.

C. Transfer: The transfer option lets the agent to transfer the ticket to another

gueue depends upon the requirement raised by the customer.
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Transfer Tickets Tickets Selected s 1

5 Queue to Transfer*

SElBCE Lewe 1o

Studio w

|:| Available Users
|:| Auto Assign On Users

Transfer to

Mone b

Reason®

[Pescription

Cancel

Figure: Transfer Ticket pop-up

Perform the following steps to transfer any ticket.

Click icon to split the ticket. A pop-up comes up.

Select the Queue name from the drop-down list of Queues.

e Enable the "Available Users" checkbox to assign the ticket to any

agent who is available at that moment.

e Enable the "Auto-assign On Users" checkbox to assign the ticket to

any agent automatically by Ameyo.

e Provide the agent's name, if you want to assign the ticket to any

particular agent in the queue specified above.
e Provide the reason for the transferring the Ticket.

Click "Transfer" button to transfer the ticket.

D. Close Ticket: Click "Close" ticket button to close the ticket. After clicking on

the close ticket option, a pop-up comes up.
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Close Ticket x

Select State

Closed hd

Closure Reason *

Closure Reason

Figure: Closing Ticket

e Select the status of the ticket from the drop-down menu of the state.
Agent can select one of the states which are created under the

closed state by the administrator.

e Provide the "Closure Reason" for which you are trying to close the

ticket.
e Click "Apply" button.

2. Customer Information: The first section of the page contains the information of

the customer. Agent can view or modify the information. Know more...

3. View Customer Cards: If more than one customer is created with the same

information, then number of such customers with same information will be

displayed with 3 icon. You can click this to view the customer cards.
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Search Existing Customer Q,
B - B Prachant Sinha
B 2000012134
prashantsimha@am... A =
n - B abc
B 33779448542

A =
| B Prashant Sinha

ar

Create New Customer

Figure: Customer Cards

Here, the agent can click “ to view the Customer Information in a new tab. You

can also click ¥ icon to link this customer with other customer having same

information.

If the customer is new and needs to create a new customer with the provided
information, then click "Create New Customer" icon. After clicking the icon all the
details will be automatically filled into the customer information tab. Fill all the

information and click "Create" button to create new customer.

4. Ticket Information: It contains the information of the ticket which involves the

following fields.

~ Ticket Information

Omni Care Front Office New v Low v

Subject

Please resolve my queries

Show More Info ~

Figure: Ticket Information
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A. First Response: It shows the first response on the ticket. First response is
the time is the time when the first response has been delivered to the

customer. It shows on the right side of the ticket information bar.

B. Campaign: It contains the name of the campaign in which the ticket has

been arrived.
C. Queue: It shows the queue name in which the ticket has been arrived.

D. Status: It shows the status of the ticket. You can change the ticket status

from here. Select the status which you want to set.

E. Priority: It shows the priority of the ticket. Agent can change the priority of
the ticket from here as well. Select the priority of the ticket from the drop-

down menu.
F. Subject: It contains the subject of the ticket.

G. Show More Info: Click "Show More Info" button to view more information of
the ticket. It contains the custom fields created by administrator. If there

are no custom fields then there will not be any fields.

You can hide this custom information of the customer. Click "Show Less

Information" button to hide this section of the information.

5. Messages: It contains the complete list of activities that are done on the ticket

raised.
Messages 2 MNotes 0 Activities 2 EAdd Note el
- mitch: Retwest @ moneysurebank test 13 Jun, 2019, 12:04 ¢
To Gautam$13272330
@moneysurebank test 101
#®Reply = Retweet
- @monaysursbank tect 101 13 Aug, 2018, 00:59 ¢

Figure: Message Activities on Twitter Ticket

Agent can perform the following operation on the message section.
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A. Read Message: Agent can simply read the messages sent through the

Twitter post.

Messages 1

B. Message count: The message count represents the total

number of the activities done on the ticket raised by the customer.

MNotes 0O

C. Notes: The notes count shows the total number of the notes

which has been given on ticket of the customer.

Activities | g
D. Activities: The activities count shows the total number of the

activities performed on the ticket.

E. Export Tickets: Export tickets option provides the feature to save all the
tickets in CSV format to agent's system. Perform the following steps to

export tickets.

e Click — icon to export all the tickets of the customer.

e A pop-up opens up, which allows agent to download folder on

specific location.

€ Savehs X
1 ; » This PC » Downloads w | Search Downloads el

Organise = Mew falder EEER 0

E This PC Mame Date modified Type

. 3D Objects Mo items match your search.
I Desktop

Documents

* Downloads

J’ Music

[&=] Pictures

B Videos

‘e Local Disk (C:)

- Local Disk (D)

Save astype: | WinRAR ZIP archive ~

. ~ Hide Folders Cancel

Figure: Export all Tickets
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e On the opened pop-up, provide the name of the file, if you want to
change, it contains the default name of the file contains the date and

time of the Twitter ticket arrived at the system.
e Click "Save" button.
F. Add Note: Click = Add Note icon to provide the note on the ticket. After

clicking on the icon, following wizard opens up.

Messages 5 Notes 0 Activities 3 *ReplyVia T &

Subject
Test Subject ) Mark as public

Description

Test Description of Note]

Figure: Enter Note

There are two type of notes which can be given.

e Public Note: When the agent wants to show the note to all the
viewers of tickets, whether the users or the customer, then pubic
note can be provided. The public note is visible to all the agents,

supervisors assigned in that campaign and also to the customer.

However, currently there is no mechanism for customer to see the

public note.

Toggle the (I Mark 2= public switch to provide the public note. After
toggling the switch enter the subject and description of the note and

click "save" button.

e Private Note: When the agent wants to provide the note only for the
personal use, then a private note can be applied. The private note is
visible to all the agents and supervisors who are assigned in that

campaign.

By default, a note is marked as private, until the status of the toggle
button is not changed. For private note, enter the subject and

description of the note and click "save" button.
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G. Filters: If there are more than one message send by the customer, then

agent can filter the messages according to the need.

Figure: Filter the Messages

Following filters are available. By default, "Only Tickets" filter will remain

selected that will show only ticket messages and no notes will be displayed.

e All: It shows all the tickets and notes send by the customer.

(Default) Only Tickets: It filter those messages which are considered

as tickets.

With Notes: It shows all the tickets with all notes provided. If the
note is provided on any ticket, then agent has to apply this filter to

view the note on the ticket. After the

With Activity: It filter those messages on which some activity has

been performed.

You have to select "All" or "With Notes" filter to show the notes.

H. Access a Note: Select "All" or "With Note" filter to access the notes. All the

tickets and notes are visible as the collapsible sections.

Messages | 2 Notes 1 Activities | 3 & Add Note e

B keshaw: Testing note B Privaes Today, 18:00
This is the testing note
keshav: Ticket picked

mitch: Interaction unassigned from user mitch by null

-+ mitch: Retwest @ monsysurebank test

mitch: Tickes picked

¥ @moneysurebank test 101 13 Aug, 2018, 00:59 |

Figure: Ticket with the Note
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Click the note to access it. On the collapsible bar, S Fusic label is displayed

for a public note, whereas B Private js displayed for a private note.

l. Update and Delete a Note: Click * icon to update or delete the note.

All the agents and supervisor assigned in the same Interaction Campaign,

can update and delete both public and private notes on the assigned ticket.

Update

Delete

Figure: Options to Update or Delete the Note

It shows the following two options.

o Update: Click "Update" button to edit the note inline.

Messages 2 Notes 1 Activities 3 EAdd Note =

B keshaw: Testing Note @ Private Today, 18:00 i

This is the testing note. Updating the testing note.

keshaw: Ticket picked Today, 17:55

mitch: inzer

ion unassigned from wser mitch by null 04 Feb, 2020, 15:38

¥~ mitch: Retweet @moneysurebank: test 13 Jun, 2019, 12:04 £

mitch: Tickes picked 05 Oct, 2018, 13:44
Figure: Update Note

"Update" button only be visible once the agent changes the note.

Click "Update" button to save the changes.

o Delete: Click it to delete the note. A confirmation pop-up is

displayed.

If the note is deleted, then it cannot be retrieved in any manner. It

will be deleted permanently.
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The following screenshot shows the confirmation message before

deleting a public note.

Confirmation

Are you sure you want to delete this public note?

Cancel
Figure: Confirmation pop-up

The following screenshot shows the confirmation message before

deleting a private note.

Confirmation

Are you sure you want to delete this private note?

cancel @

Figure: Confirmation pop-up

Click "Delete" button to delete the note permanently, else click

"Cancel" button.

J. Reply: Click * icon to reply to the customer on the ticket. The actions on
this icon depends upon the media profile type. Click "Reply" to reply to the

customer's Twitter tweet.

Reply

Retweet

Figure: Reply on Twitter Tweet Ticket

Provide all the necessary details used while providing the reply on the

customer's Twitter tweet.
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Messages 2 Notes 1 Activities 3 & Add Note V=

[ keshaw: Testing Note B private Today, 1800 §

keshav: Ticket picked Today, 17:55

mitch: Interaction unassigned from user mitch by null 04 Feb, 2020, 15:38

W+ mitch: Retweet @monsysurebank test 13 Jun, 2019, 12:04
To Gautam513272330

@moneysurebank test 101
®Reply —Retweet

Reply

This is the reply to the custamer's tweet.

mitch: Tickst picked 05 Oct, 2018, 13:44

- Emoneysursbank test 101 13 Aug, 2018, 00:59  }

Figure: Reply on Twitter Tweet Ticket

The agent can click "Retweet" button to re-tweet the customer's tweet. It
means that the tweet of the customer will retweeted on the organization's

twitter page.

: The character limit for the reply on Twitter

tweet is 280. That means, the agent can send the reply to the customer that

contains maximum of 280 characters.

K. Send Options: Agent is now able to send and change the state of the ticket
simultaneously, by just clicking on "Send" button and selecting the state of

the ticket.

Click ~ icon present adjacent to send button. It shows the complete list of

state which has been configured by the administrator.

Send and Change State
toc

Close Succesful
Close Unsuccessful
Closed

! FEEDBACK_PENDING
Pending
Pending_Successful

Pending_UnSuccessful

Figure: Send and change State of Ticket
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Select the state and click send button. It changes the state and send the

reply to customer simultaneously.

Click "Send & Close" button to send the reply and close the ticket

simultaneously.

10.3.4.3.1 Like/Unlike the Post/Comment

The agents can react with Like or Unlike on the posts or comments done by the customers.
The agent can click "Like" button present in the ticket on the workbench to like the post (as
shown with a red box in the screenshot). If the agent wants to unlike the post/comment,

then the agent can click again "Like" button, unlike the post.

MylCCampaign ~

et1d25 (@DrishtiProject CR TEST

(@DrishtiProject CRTEST

Messages 3 Notes 0 Activities 2 B Add Note Ll

- @rishtiPraject another test Today, 15:44 ¢

Chanpreet Singh replied to a tweet on your timeline:
(@DrishtiProject another test

View Related Tweet v
W Liked

Figure: Liked Post on Twitter

10.3.4.4 Reply on Twitter DM Ticket

Click on the Twitter ticket received through Twitter DM from the customer. Following page

opens up.
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Dashboard Customers X Rajnath Sin... X X ﬁ%ﬂ"\"ﬂm X X pPraveen G.. X MTicket For.. X
ciz Ticket for chat d498-5e56a2e2-deccf-8 Escalate ¥Split 2 Transfer @Close Ticket
~  Customer Information & I:E:I
~ Ticket Information
Status Priarity

Omni Care Front Office New v Low v

Subject

Ticket for chat: d498-5e56a2e2-decf-&

Show Mare Info v

Messages 1 Notes | 0 Activities 0 5 Add Note @
B rmiitch: Ticket for char d48a-5e56:2e2-00ck-8 27 Feb, 2020, 13:00
Cu Abdul Ahad Chat Initiatad On 2020-02-27 13:00

mitch

Hi, this is Abdul Ahad

Abdul Ahod, 12:55 P

Sorry, | am unable to understand yo
ur query. | am transferring you to o
ne of my colleagues.

Bot, 12:55 PM

i: Continue Chat ::ﬁ'
Figure: Customer's Twitter Ticket

All the operations which the agent can perform on Twitter post ticket can be performed on

the ticket raised through Twitter DM. Know more...

Reply: Click \ Continue €hat 1 ptton to reply to the customer on the ticket. After clicking
this button the chat with the customer starts and hence, the agent is able to continue chat

to the customer.

After clicking "Continue Chat" button the following chat window is displayed.
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© Jack w2 X

[\ Load Previous Chats /:l

Jack has joined the chot

Send a message... ir

U

Figure: Continue Chat Window

The agent can perform the following operations here.
e The agent can reply to the customer.
e The agent can send media files such as audio, video, pdf, docx, images and so on.

e The agent can view previous chats, by clicking "Load Previous Chats" button present
at the chat window. By default, the previous chat will not be loaded. The agent has

to click this button to view previous chats.

Except reply option, all other options are same that are described above.

10.3.4.5 Attachment

Image and Video can be added as attachment while replying to a tweet. Ameyo User can
upload either up to 4 images or one video at a time. The maximum file size limit for an
image is 5 MB, and its supported dimensions should be greater than or equal to 4x4 pixels
and less than or equal to 8192x8192 pixels. The maximum file size limit for a video is 15

MB.
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e Supported Image Types for Attachments in Twitter: .img, .png, .jpg, .jpeg, .webp,

.bmp

o Supported Video Types for Attachments in Twitter: .mov, .mp4

10.3.4.6 Send and Receive Message and Attachment as a Single Message

The users are capable of sending and receiving attachments and messages together. It
means that, if the customer or user wants to send an attachment with the message, then
these messages will count as a single message. It helps the user to provide information

about the attachment within the message itself and hence, increases the customer

e o Available ~
Dashboard Customers Create Ticket e

B a o
All Media ~ Al Tickets v Date From x Date To x  Date Modified, Desc - 1-10v of 1000+ < > (Closed Tickets
Last Modified

S Unassigned New = Low Ticketing Campaign Today

] 612716807683 tesing for = 0 — Bot First Queue LB

f
L Today
0 T Unassigned Nev = M o Tuckgwur‘(grﬁ::gf;ﬂg o
s Mod

Today

join
O d New o m s Low Ticketing Dampaign Todsy
p— Modi

Bot First Queue

i : _ o
[T caption fen = M —PRTEE Low Ticketing Campaign Todey
"

Bot First Queue
jon-11:17 PM

video.mpé (Size: 1.5 MB)

video caption ) ) Today
] 16 : New = ek Low Ticketing Campaign Today
1 T Bot First Queue ;
o Send a message. o
— New - il Rl Low Ticketing Campaign Today

Figure: Sending Message and Attachment together as a single Message

10.3.4.7 Acronyms

The agents can now use the Acronyms while commenting on the customer's post. The

agent can use the acronyms that are being created. Know more...
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10.3.5 WhatsApp Communication with Customer

The supervisor can communicate with customer using WhatsApp chat, and
the working and features are similar for Supervisor as that of the agent.
However, the Group Manager does not have the privileges to communicate

through WhatsApp with customer, as the group manager is not allowed to

work in interaction and chat campaigns.

Whenever a message through WhatsApp is being sent or received from the
registered or unregistered WhatsApp Number of a customer, a new ticket
is created. All the operations can be performed on the WhatsApp ticket

which can be performed on the normal ticket.
10.3.5.1 Send New WhatsApp Message to Customer

The agent is not able to initiate the chat through WhatsApp. The agent can
only send the notifications to the unregistered customers. If the customer
has replied to that notification then the agent can send the message to the
customer.

This same scenario is also applicable to the registered customers, that is,
the agent can only send the notification to that customer. And after the

reply of the customer the agent can start the chat.

However, the agent can start chat once the customer replied to the

notification sent to the customer's registered number.

10.3.5.2 Receiving WhatsApp Message

Whenever a customer sends the message on WhatsApp to the
organization, a new ticket corresponding to the campaign and the queue
will create. The agent can view that WhatsApp tickets on the dashboard

and can reply on them as well, if the ticket is assigned to that agent.

10.3.5.2.1 Identification of WhatsApp Tickets
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When the ticket corresponding to the WhatsApp chat is created then, the
O

created using the WhatsApp message.

icon is displayed in front of the ticket. The icon shows that the ticket is

10.3.5.2.2 Reply on WhatsApp Ticket

Click on the WhatsApp ticket created after the chat with the customer.

Following page opens up.

Dashboard Customers ® Ticket For.. X ®Ticket For.. X MTicket For.. X ®Ticket For.. X ®Ticket For.. X

39 Ticket for chat: d489-5ca89b39-dccf-6

s hY
~  Customer Information & \_CRM )

name
timezone phonel

WhatsApp User e
bank_cm_no phane2
~ Ticket Information - 3360 17h FR
Status Priority

Omni Care Front Office

Ticket for chat: d489-5ca80b39-decf-6

Show More Info v

Messages 1 Notes 0 Activities | 1 B Add Note @

B mitch: Tickst for chat d439-3c339038-dect-6 09 Apr, 2019, 18:45

WhatsApp User Chat Initiated On 2019-04-00 18:45

gent Name mitch

Hi agent
WhatsApp User. 06:47 PM

We are transferring you to our expe
.
Bot. 06:41 PM
| am having issues in my battery

WhatsApp User, 0842 PM

Which type of battery?

mitch, 06:42 PM
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Figure: Customer's WhatsApp Ticket

Following operations can be performed on the received WhatsApp ticket.

1. Basic operations: There are four basic operations which agent can

perform on the tickets received from the customer.

A. Escalate: Enable the "Escalate" checkbox to escalate the

ticket to the higher authority like the supervisor.

B. Split: It allows the agent to divide the ticket into two parts.
The split feature can be used when there a single ticket
contains multiple issues to be resolved by different teams or

agents.

Split Ticket X

Cancel

Figure: Split Ticket pop-up
Perform the following steps to split any ticket.

Click ™" icon to split the ticket. A pop-up comes up.

Provide the subject for "Ticket 1".

Provide the subject for "Ticket 2".

Provide the reason for the splitting of Ticket.
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C. Transfer: The transfer option lets the agent to transfer the
ticket to another queue depends upon the requirement

raised by the customer.

Transfer Tickets Tickets Selected : 1

Select Queue to Transfer*

Studio w

|:| Available Users
[] Auto Assign On Users

Transfer to

Mone b

Reason®

[pescription

Cancel

Figure: Transfer Ticket pop-up

Perform the following steps to transfer any ticket.

Click ™™™ icon to split the ticket. A pop-up comes

up.

Select the Queue name from the drop-down list of

Queues.

Enable the "Available Users" checkbox to assign the

ticket to any agent who is available at that moment.

Enable the "Auto-assign On Users" checkbox to assign

the ticket to any agent automatically by Ameyo.

Select the user's name in "Transfer to" drop-down list,
if you want to assign the ticket to any particular

agent in the queue specified above.
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e Provide the reason for the transferring the Ticket in

"Reason" textbox.
e Click "Transfer" button to transfer the ticket.
D. Close Ticket: Click "Close" ticket button to close the ticket.

After clicking on the close ticket option, a pop-up comes up.

Close Ticket x

-

Select State

Closed b

Closure Reasan

Figure: Closing Ticket

e Select the status of the ticket from the drop-down
menu of the "Select State". Agent can select one of
the states which are created under the closed state

by the administrator.

e Provide the "Closure Reason" for which you are trying

to close the ticket.

o Click "Apply" button.

2. Customer Information: The first section of the page contains the
information of the customer. Agent can view or modify the

information. Know more...

3. View Customer Cards: If more than one customer is created with

the same information, then number of such customers with same
information will be displayed with £ icon. You can click this to view

the customer cards.
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8 O

Search Existing Customer Q

SUGGESTED MATCHES:

Manaw B =
9LA0592262 dfiG373a3Shec
Manaw B =
9LA0592262 37 fdfiE373a356ec.

or

Add as new customer

Figure: Customer Cards

Here, the agent can click © to view the Customer Information in a
new tab. You can also click ¥ icon to link this customer with other

customer having same information.

If the customer is new and needs to create a new customer with the
provided information, then click "Add as new Customer-+" icon.
After clicking the icon all the details will be automatically filled into
the customer information tab. Fill all the information and click

"Create" button to create new customer.

4. Ticket Information: It contains the information of the ticket which

involves the following fields.

~ Ticket Information

Status Priority

Omni Care Front Office New v Low

Subject

Ticket for chat: d6535-5e3cadal-decf-24

Show More Info ~

Figure: Ticket Information
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A. Ticket State: It shows the state of the ticket in which the

ticket is opened with the agent.

B. First Response: It shows the first response on the ticket. First
response is the time is the time when the first response has
been delivered to the customer. It shows on the right side of

the ticket information bar.

C. Campaign: It contains the name of the campaign in which

the ticket has been arrived.

D. Queue: It shows the queue name in which the ticket has

been arrived.

E. Status: It shows the status of the ticket. You can change the
ticket status from here. Select the status which you want to

set.

F. Priority: It shows the priority of the ticket. Agent can change
the priority of the ticket from here as well. Select the priority

of the ticket from the drop-down menu.
G. Subject: It contains the subject of the ticket.

H. Show More Info: Click "Show More Info" button to view more
information of the ticket. It contains the custom fields
created by administrator. If there are no custom fields then

there will not be any fields.

You can hide this custom information of the customer. Click

"Show Less Information" button to hide this section of the

information.

5. Link Tickets: The link ticket section allows the agent to link multiple
tickets with each other. In this, a parent ticket is linked with its
subordinates tickets which treats like child tickets for the parent

tickets. Know more...
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6. Messages: It contains the complete list of messages sent by the
customer through WhatsApp.

Messages 3 Notes 0 Activities 2 B Add Note Y =
[ System: Qutbound notification via whatsapp 20 Nov, 2019, 20:37
[ System: Qutbound notification via whatsapp 20 Nov, 2019, 20:19
B ron: Ticket for chat: d698-Sdccffi-dect-64 20 Nov, 2019, 20:19

Whatsipp User Chat Initiated On 2019-11-20 20:19

ron

Heksudvsbs
WhatsApp User, 0819 PM
Sorry, | am unable to understand yo
ur query. | am transferring you to o
ne of my colleagues.

Bot. 0813 PM

Transfer
Whatsdpp User, 0819 PM

Continue Chat

Figure: Chat of Customer through WhatsApp in Message Section of
Ticket

The message also contains the complete chat done over the

WhatsApp in between the agent and customer.

Agent can perform the following operation on the message section.

A. Read Message: Agent can simply read the chat of the agent

and customer.

B. Message count: The message count Messages | 1

represents the total number of the fellow tickets on this

same ticket.

Notes 0

C. Notes: The notes count shows the total number of

the notes which has been given on ticket of the customer.
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Activities | g
D. Activities: The activities count shows the total

number of the activities performed on the ticket.

E. Export Tickets: Export tickets option provides the feature to
save all the tickets in CSV format to agent's system. Perform

the following steps to export tickets.

e Click ~ iconto export all the WhatsApp tickets of the

customer.

e A pop-up opens up, which allows agent to download

folder on specific location.

€ Savehs b
i ‘ » ThisPC » Downloads w | Search Downloads ye
Organise = Mew falder EEER o
[ This PC () Mame Date modified Type

_J 3D Objects
I Desktop
Documents
* Downloads
j Music

[&=] Pictures

B Videos

‘e Local Disk (C:)
- Local Disk (D)

Mo items match your search,

L 4 >
FIEYETa Al 1558347802214 9 7 2109 -
Save astype: | WinRAR ZIP archive ~
A Hide Folders Save | | Cancel

Figure: Export Tickets

e On the opened pop-up, provide the name of the file, if
you want to change, it contains the default name of
the file contains the date and time of the WhatsApp

ticket arrived at the system.

¢ Click "Save" button.

Copyright © AMEYO 2021 | Page 175



Ameyo 4.12 GA

F. Add Note: Click & Add Note icon to provide the note on the

ticket. After clicking on the icon, following wizard opens up.

Messages 5 Notes | 0 Activities | 3 ~ReplyVia ¥ &

Subject
Test Subject I Mark as public

Description

Test Description of Note]

Figure: Enter Note

There are two type of notes which can be given.

e Public Note: When the agent wants to show the note
to all the viewers of tickets, whether the users or the
customer, then pubic note can be provided. The
public note is visible to all the agents, supervisors

assigned in that campaign and also to the customer.

However, currently there is no mechanism for

customer to see the public note.

Toggle the (I MMark=s publc switch to provide the
public note. After toggling the switch enter the
subject and description of the note and click "save"

button.

e Private Note: When the agent wants to provide the
note only for the personal use, then a private note
can be applied. The private note is visible to all the
agents and supervisors who are assigned in that
campaign.

By default, a note is marked as private, until the
status of the toggle button is not changed. For

private note, enter the subject and description of the

note and click "save" button.
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G. Filters: If there are more than one message send by the
customer, then agent can filter the messages according to

the need.

Figure: Filter the Messages

Following filters are available. By default, "Only Tickets" filter
will remain selected that will show only ticket messages and

no notes will be displayed.

e All: It shows all the tickets and notes send by the

customer.

(Default) Only Tickets: It filter those messages which

are considered as tickets.

With Notes: It shows all the tickets with all notes

provided. If the note is provided on any ticket, then
agent has to apply this filter to view the note on the

ticket. After the

With Activity: It filter those messages on which some

activity has been performed.

You have to select "All" or "With Notes" filter to show

the notes.

H. Access a Note: Select "All" or "With Note" filter to access the

notes. All the tickets and notes are visible as the collapsible

sections.
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B keshav: Testing Net= @ private Today, 13:36 |

This is the testing note for WhatsApp chat.

keshay: Ticket picked Today, 13:36

B 1On: Ticket for chat 4456-54010d75-dect-245 08 Aug, 2019, 10:22
Figure: Ticket with the Note

Click the note to access it. On the collapsible bar, 8 Public
label is displayed for a public note, whereas B Private s

displayed for a private note.

|. Update and Delete a Note: Click * icon to update or delete

the note.

All the agents and supervisor assigned in the same

Interaction Campaign, can update and delete both public

and private notes on the assigned ticket.

Update

Delete

Figure: Options to Update or Delete the Note

It shows the following two options.

o Update: Click "Update" button to edit the note inline.

Messages 1 Notes 1 Activities | 0 EAdd Note =

B keshav: Testing Note B Privase. Today, 13:36 §

This is the testing note for WhatsApp chat.

cancel | (USRS

keshaw: Ticket picked Today, 13:36

B ron: Ticket for chat: 4456-5d010d75-dccf-245 08 Aug, 2019, 10:22

Figure: Update Note
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"Update" button only be visible once the agent
changes the note. Click "Update" button to save the
changes.

o Delete: Click it to delete the note. A confirmation pop-
up is displayed.

If the note is deleted, then it cannot be retrieved in

any manner. It will be deleted permanently.

The following screenshot shows the confirmation
message before deleting a public note.

Confirmation

Are you sure you want to delete this public note?

Cancel
Figure: Confirmation pop-up

The following screenshot shows the confirmation
message before deleting a private note.

Confirmation

Are you sure you want to delete this private note?

Cancel
Figure: Confirmation pop-up

Click "Delete" button to delete the note permanently,

else click "Cancel" button.

J. Reply: Click " “2ntnus €hat 1y tt0n to reply to the customer
on the ticket. After clicking this button the chat with the
customer starts and hence, the agent is able to continue

chat to the customer.

After clicking "Continue Chat" button the following chat

window is displayed.
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O Jack w2 X

- . ™y
l\ Load Previous Chats /l

Jack has joined the chaor

0 Send a message.. =

Figure: Continue Chat Window

The agent can perform the following operations here.
o The agent can reply to the customer.

e The agent can send media files such as audio, video,

pdf, docx, images and so on.

e The agent can view previous chats, by clicking "Load
Previous Chats" button present at the chat window.
By default, the previous chat will not be loaded. The

agent has to click this button to view previous chats.

The reply option from here is bounded with the time frame
provided by WhatsApp. After the expiry of this time, you
cannot start WhatsApp chat from here. In such cases, the
agent can reply to the customer through other mediums like

calling, email, and so on.

For further information about WhatsApp communication,
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10.3.5.3  Reply via WhatsApp Feature

In "Reply Via" option, "WhatsApp" option has been added that will be

available when WhatsApp is integrated into Ameyo Application Server.

~ Messages 1 Notes 0O  Activities 0

[AExport Tickets & Add Mote | Only Tickets

Reply Via

B mitch: Ticket for chat: d805-5dd6ci7e-dect-94 09 Dec, 2013, 13:25 § Facebook
W Twitter

Customer Nama Ayush Khanna Chat initiated On 2019-12-08 13:25 & Whats App

Agent Name mitch & Emai

Hello Ayush Khanna ! How may |
help you?

Bot, 07:24 PM

Sorry, | am unable to understand
your guery. | am transferring you
to cne of my colleagues.

Bot, 01:24 PM

(" Continue Chat .:j.

Figure: Reply Via Options

If a Chat Campaign is not selected, then the above options will be disabled
for all channels, and a message is displayed in the tooltip on the mouse

hover.
10.3.54 Process

While sending the message, sendMessageAPI is used to check whether the

24-hour window is still active or not.

¢ 24-hour window is active: If the 24-hour window is active, then the

message will be sent. If the success response for the delivery is

received, then the message will be displayed as delivered.

e 24-hour window is expired: If the 24-hour window has expired,
then the message will be failed to send, and there will be a failure

callback with error 470.
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= If user initiated outbound messages are allowed: Use the
message template configured for text message or
attachment to send the agent's message content as an
outbound message. During this action, the system will check
the type of message to find out and select the suitable
message template. For example, "image" template will be
used for image, "text" template will be used for text, and so

on.

= If user initiated outbound messages are not allowed: It
will be indicated that the message is failed to send, and a
message is displayed to inform the agent. The chat input

box will be disabled to prevent sending any more messages.

= For any other errors: Show that the message failed to send.
10.3.5.5 If Not Configured

If the Administrator has neither configured the WhatsApp Outbound
Notifications nor enabled the option to allow the Ameyo User to reply via
WhatsApp even after 24 hours, then the textbox to send the messages will

be disabled in the Chat modal.
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g

) tina - K
tina - 10:49 AM

ok please answer a few questio

ns for security purposes
1045 AM | )
sure
una - 1050 AM
Lets get started with your
mother's madien name.
(@ Not Delivered

The customer cannot be contacted after the 24-
hour period is over! Please contact your
supervisor for further questions.

Figure: Chat is disabled as the User is not allowed to continue chat after

the 24-hour period

10.3.5.6 Normal Behavior

If the Administrator has configured WhatsApp Outbound Notifications as

well as enabled the option to allow the Ameyo User to reply via WhatsApp

even after 24 hours, then the textbox to send the messages will remain

enabled in the Chat Modal.
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Ticket for chat d781-5b413e4b-dccf-0

© tina = R

tina - 1:49 AM

ok please answer a few questio

‘_I ns for security purposes
o 1049 AM | )
ﬂ sure
tna - 10250 AM
L Lets get started with your
mother's madien name.
D 10:52 PM {0UTbound Namfication)
]

Figure: Chat is enabled

10.3.6 Send and Receive Message and Attachment as a

Single Message

The users are capable of sending and receiving attachments and messages
together. It means that, if the customer or user wants to send an
attachment with the message, then these messages will count as a single
message. It helps the user to provide information about the attachment

within the message itself and hence, increases the customer experience.
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B amevo  Home  Knowledge Base 8 Available v
Dashboard Customers e
HY Filter Search a Q
All Media v All Tickets ~ Date From x Date To x  Date Modified, Desc - 1-10v of 1000+ < > (Closed Tickets

Ticket Subject And Customer Status eat Map SLA Queue Last Modified

Unassigned Newr Low Ticketing Campaign Today
716807683 “Bm s A 751
O 612716807683 tes ingfor = (KN Bot First Queue 226
f-
Unassigned Newr Low Ticketing Campaign Today
IR ELCTVETY 23
O 16 = (K| Bot First Gueue 2226
New Low Ticketing Campaign Today
[FmZs A TET
O x (K| [FmzEsE] Bot First Gueue 236
i ew Today
caption Newr OIS A Low Ticketing Campaign oday
O 6 x (] [EmzEE] Got First Queue 2236
jon-11:17 P
video.mp4 (Size: 1.5 MB)
video caption ; Today
New Low Ticketing Campaign oday
[Emzss 4] 22
Od 16 x ] [EEmzE=a] et Fret e 336
0 Send a message. &
— [ sent ] New - [m) I Low Ticketing Campaign Todey -

Figure: Sending Message and Attachment together as a single Message

10.3.7 Acronyms

The agents can now use the Acronyms while commenting on the
customer's post. The agent can use the acronyms that are being created.

Know more...
10.3.7.1 FAQs
10.3.7.1.1 Q: Can I send any message to any user at any time?

No.

If a user contacts an enterprise, the enterprise can respond with any type

of message in the next 24 hours. This type of message is free.

But if the enterprise is contacting a user before the user sends a message
or after more than 24 hours have passed, the enterprise can only send a

message template. This is a paid notification.

Free-form text messages and media messages will not work outside this

24-hour window. They will result in a failure callback with error 470.
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Reference:
https://developers.facebook.com/docs/whatsapp/fag#fag 3041853634981
32

10.3.7.1.2 Q: How do | handle cases where | need to send

customer care response after 24h?

There may be cases where you need more time to handle a customer
query and may only be able to respond after 24 hours. We recommend

creating message templates to either:
o deliver the result to the user, or
o prompt the user to reply to activate the customer service window.

In both cases, please ensure you provide as much context to the message

template as possible. For example:

e "Hello {{1}}, regarding the issue you reported earlier, we regret to

inform you that {{2}}. Apologies for any inconvenience caused."

e We have updates regarding your ticket. Please respond back if you'd

like to continue support."

10.3.8 Missed Chats

There are often times when the customer initiated the chat in non-working hour or
sometimes the agent failed to reply to the customer on-time, thus the customer left
without getting any reply. In such cases, a missed chat is being recorded in the system. The
agent can see such missed chats and also can reply to the customer. There are times when
the missed chat can be recorded from already registered customer or sometimes new

customer can also register for the missed chat.
A missed chat can be recorded in the following scenarios.
1. The customer messaged during Non-office hours or on holiday.

2. The agent is not free and the customer left chat after some time.
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3. The customer sent the message and left chat without waiting for the reply.

Following screenshot shows the created missed chat ticket from the customer.

B AMEYD  Home  Knowledge Base

< Dashboard Customers ®Missed Cha.. X Missed Cha.. X >

Tikes 3675 Missed Chat from: Mac Ferrer pick
« Customer Information Search a [ cru ]

~ Ticket Information

New_Interaction Front_Office_new123

Missed Chat from: Mac Ferrer

~ Messages 1 Notes 0 Activities 0o

B Add Note | Only Tickess ~

Customer Name Mac Ferrer Chat Initated On 2020-05-15 13:32

hello

Figure: Missed Chat Ticket

Perform the following steps to reply to the customer whose chat was missed.

1. If missed chat is from the unknown customer, then create the customer for that
chat, else if, the missed chat is from known customer, then the agent can link that

customer to the already existing customer.

If the agent does not provide the customer information, then the agent will not be

able to reply to that customer. It means that it is required to create the customer

first.

2. Click "Create New Customer" option present in the customer details and

provide the information about the customer.

3. If the customer is returning customer, that is, the customer is already existing in the
system, then you can link that customer to the existing customer. The following

screenshot shows the linking of the ticket.
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oy
| CRM )

~  Customer Information (& e —

~ Ticket Information W G
First Response
Campaign [ Status Priority
Omni Care | ' New v Low v
Subject

Ticket for chat: d498-5e56a2e2-decf-8

Show More Info

Refresh Save

BAdd Note =

Messages 1 Notes 0O Activities 0

f Misse 1 Nimi
Figure: Linking Customer in Missed Chat

4. Once the customer is created "Continue Chat" button is visible. The agent can click

"Continue Chat" button to start the chatting with the customer.
5. After clicking "Continue Chat" button, the agent can continue chatting with the

customer through chat wizard.

Tieket @ 2676 Missed Chat from: Mac Ferrer [ Escalate *spiit

~ Messages 1 Notes 0 Activities | 0
B Add Note | Only Tickets =~

2020-03-1513:32

Chat Initiated On

Mac Ferrer

Hello
a1 - May 15, 1230 PM

Hello
a1 - May 18 1230 PM

Mac Ferrer has joined the chat

This is the agent respending to your ©
sed chat.
( continue Chat )

May 18, 02:16 PM

I Send a message. =

Figure: Continue Chat with Customer

If the customer is a returning customer, then in Ameyo Web-Chat modal "Load Previous

Chats" option is shown. The agent can click this option to view the previous chat history

with that customer.
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10.4 Voice Communication with Customer

10.4.1 Voice Communication with Customer

Voice Communication with the customer can be established through inbound calls in any
Inbound (Interactive Voice Application) Campaign, Outbound Voice Campaign, and

Predictive Voice Campaign.

Voice Communication can be established using any of the following ways. Click the links to

know more about them.

e Voice Telephony Panel

e Inbound Call

e Outbound Call
» QOutbound Click to Call
» QOutbound Manual Dial Call
= Manual Preview Dial Call
= Auto-dial Outbound Call
= (Tl Display
= Call Control Functions
= Schedule Callback

Call Details

10.4.2Voice Telephony Panel

All the functionalities of voice telephony panel for supervisor and group manager are similar

as that of agent.

There are two types of telephony panels available in Ameyo.

10.4.2.1 Voice Telephony Panel for Soft-Phone
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In order to make a call, the agent has to click . button,a pop-up slides to the left at the top

right corner.

Campaign®

Select a campaign to continue W

Search for customer

T

Figure: Telephony Panel

The opened pop-up is the telephony panel for the Soft-Phone, which is used to dial the call
to the customers. For the soft-phone selection, the agent has to select the soft-phone

extension provided by the organization.

10.4.2.2 Voice WebRTC Telephony Panel

In order to make a call, the agent has to click . button,a pop-up slides to the left at the top

right corner.
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Campaign® >
Select a campaign to continue -
Search for customer
® webrrc 26l

Figure: Telephony Panel

The opened pop-up is the telephony panel for the WebRTC, which is used to dial the call to

the customers.

Refer to the following pages.

e Troubleshoot WebRTC Telepony Panel

e Monitor Health of Calls made using WebRTC

10.4.2.2.1.1 Functions on Telephony Panel

e Searchable Fields of Telephony Panel: It is quite normal for the agent to search the

information of the customer before making a call. The agent can search the

customer through the information which is present with the agent, and if that field is

searchable. This feature is configurable and can be configured by the administrator

at the time of campaign creation.

If the agent is staffed in the multiple campaigns, then the agent has to select the

campaign in the Telephony Panel first.
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Campaign® >

Select a campaign to continue L
InboundCampaign

OutboundCampaign

Figure: Campaign Selection

After selecting the campaign, the user can click the search bar in the telephony panel
to access the list of searchable fields. By default, only one field can be selected to

conduct the search for the typed keywords.

Campalgn *
ELR_Exhibit w

Search fi

or customer

Search within:
‘ Account Number .
CRM Mumber
Fhome 1
Twitter D

Facebook ID

Figure: Select Field in Telephony Panel

Only the searchable fields set in the data table will be listed here. If the configuration
is done at the backend about the searching keywords then the Ameyo User can

select the fields in which the search has to be performed.
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x

Campalgn *
BLR_Exhibit v

Search for customer

Search within:
' % Account Number '

[ | CRN Number
B rhonen

[] Facebook 1D
Twitter 1D

Figure: Select the Searchable Fields in the Telephony Panel

After selecting the fields, the Ameyo User can type any keyword and click "View" or
"Call". If multiple customers are found for a single keyword result, then a modal is

displayed in which the Ameyo User can select the required customer.

Multiple Customers Found *

_I"'-' SS'&'C"ng a unigue attribute to get fewer results Q
name phone phone2 phone3

[] Nadi 94314 - - o

L] Nadi 97715 - - o

Cancel

Figure: Multiple Results for a search

Click "View" to view the Customer Information page and click "Call" to access "Create

and Dial" or Dial Only" options.
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e Inbound Call
e Qutbound Call
e Call Control Functions

e Attach Tickets with Call

10.4.2.2.1.2 Restrict the Users to dispose the call from Telephony Panel and
Allow them to dispose it from CRM only
If the administrator has configured and restrict the disposition of the call from the

telephony panel, then the agent will not be able to dispose the call from Telephony Panel. In

this case, the agents have to dispose the call through CRM only.

As soon as the call is ended, the telephony panel will not slide out to the left side from the

right bar.

When the agent tries to dispose of the call in the telephony panel, then an error message is

displayed.
& amevo  Home  CallDetails

Knowledge B..  Customer \. 2345678760 Y o
Unknown .
Customer Information Connected n
®
Campaign KK_inbound -~
phone’ ueue - T

2345678760

N n % 2 -

yose from CRM

Refresh

CRM

Basic Info £ 2345678760 &8 i exee

& AVEYOmm™

Personal Information
Quick Disposition

Frsttame ) Lot ams ——
Set Disposition
[ Aprupt - Middle Name: ) Salutation N
Set Callback poB 2 Company :

Figure: Disposition of Call is disabled in Telephony Panel

If the disposition is restricted at the telephony panel but can be done at CRM, then the "ACW

Timer" is displayed in the tooltip of the phone icon in the right panel after the call

Copyright © AMEYO 2021 | Page 194



Ameyo 4.12 GA

disconnection (since the telephony panel is not shown to the agent). When the agent

disposes of the call from the CRM, then an inline message is displayed on the page.

ZE AamEvD  Home Call Details KK_inbound | Available ~ kk_exec

Knowledge B.. Customer. ACW Time 00:02 | %

Customer Information A

phonet
68465126126

Cancel Refresh @

CRM ~
i kk_exec =
& AME YO | Basicinto easssizeize -
tion
End Call Successfull x r

Figure: Disposed of the Call from CRM

If the disposition is disabled from the telephony panel, then Dispose and Dial will also be

performed through CRM.

Callback and call notes are understood in the normal disposition operation through the

telephony panel only.

10.4.2.2.2 Availability of DID Number in Telephony Panel

The agents of a contact center industry would want to know the destination number (DID) at
which the customer made the call. There are possibilities that multiple DIDs are mapped in
a single campaign having single or multiple queues. It becomes more important when the
agent or customer wants to transfer the call to another user. In such cases, the agent needs
to know the DID number. Similarly, the agent would want to know the caller Id / Agent DID

assign to the agent in the outbound campaign.
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Home  Call Details X H ] = v Available ~

Knowledge B.. Customer N te > A&
Connected m
Customer Information .
Campaign' VoiceForCX
~
seve: InboundQueue
whatsapp_unique_i twitter_unique_id twlttes fime Call Type: Inbound e
1 DID: 22112
honed phoned n R 2, Q
phonel o~
1 !
droid_unicy
cancel | | Refresh | (D)
CRM ~

Figure: DID Number showing on Telephony Panel

Now, the DID number will be displayed in the telephony panel of the agent. The agent can
see the DID number on which the call has been received. It helps the agents to know the

destination number at which the customer made the call to reach that campaign and queue.

Outbound Calls: If the agent has initiated an outbound manual dial call, the Caller ID will be
displayed on the telephony panel. If there is no Caller ID configured for that campaign, then

"NODID" will be displayed. The same scenario applies to the Auto Dial and Callback calls.

Home Call Details

Knowledge B.. Customer... ne > ©
ected o
Customer Information .
Campaign: VolceForcx
- ~
wihatsapp_unique_ twitter_unique_id wittes time Call Type: Manual Dial e
3 DID: NODID
phones phoned phone3 pha n by £y LS4
phonet -~
233 k
draid_uniq
Cancel Refresh
CRM A

Figure: Caller ID showing for Outbound Calls at Telephony Panel

10.4.3 Inbound Call
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All the functionalities of Inbound call for supervisor and group manager are similar as that

of agent.

Whenever the agent receives an incoming call or an outbound call assigned by the dialer, a

pop-up appears on the screen that overrides all other tasks.

Accept Call

There is an incoming call from 8888 for DNIS
321213, Campaign: InBound

Figure: Call Notification

However, this Accept and Reject pop-up will not be available during the Auto-dial call and

manual operations.

The Supervisor can click "Accept" to accept the incoming call, whereas the Supervisor can

click "Reject" to reject the call.

This pop-up to accept or reject the call is not displayed when the user is performing manual

operations such as dialing the calls manually.

After clicking accept, the call will be connected and the agent can communicate with the

customer.
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. De
O > L
Connectad —_—
Campaign: WolceForCX

Queue: InboundQueus
Call Type: Inbound e
DID: 22112
I b +2, L&y

End Call i

00:00:05

This call is mot attached with any ticket

‘Yfou can attach this call to an existing ticket or you can
create a new ticket/lite ticket. Tickets attached with the call
will appear here.

Create New ~

Figure: Agent Communicating with the Customer on Incoming Call

Call Control Functions are discussed in "Call Control Functions" page.
Refer to "CTI Display" Page to know about the CTI Display with an inbound or outbound call.
The agent can add the notes during or after the call. Know more...

After the call the agent can dispose the call. Know more...

10.4.3.1 Availability of DID Number in Telephony Panel

The agents of a contact center industry would want to know the destination number (DID) at
which the customer made the call. There are possibilities that multiple DIDs are mapped in
a single campaign having single or multiple queues. It becomes more important when the
agent or customer wants to transfer the call to another user. In such cases, the agent needs
to know the DID number. Similarly, the agent would want to know the caller Id / Agent DID

assign to the agent in the outbound campaign.
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Available

Knowledge B.. Customer. L he > ©w
Connected .
Customer Information
Campaign' VoiceForCX
Queue: InboundQueue

*

~
whatsapp_unique_id twitter_unique_id twitter time Call Type: Inbound e
1 DID: 22112

CRM ~

Figure: DID Number showing on Telephony Panel

Now, the DID number will be displayed in the telephony panel of the agent. The agent can
see the DID number on which the call has been received. It helps the agents to know the

destination number at which the customer made the call to reach that campaign and queue.

10.4.4 Outbound Call

10.4.4.1 Outbound Call to the Customer

There are following three ways to have an outbound call. Click the links to know more about

them.
e View Customer Information and Click to Call
e Manual Dial Call
e Manual Preview Dial Call
e Auto Dial Call
10.4.4.2 View Customer Information and Click to Call

All the functionalities of Outbound calling for click to call for supervisor and group manager

are similar as that of agent.

It is actually making the call through the customer information. Perform the following step.

1. In "Customers" Tab, click the customer that has a phone number. Its information is

displayed in a new tab.
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Dashboard Customers ® bunny x > w
Campaign® .
OutboundCampaign ~ n
&
v | 9078563432 il
balleballe o
balleballe

name phonel emai
bunny 078563432 =
facebook ane2 phane3

phone5 timezone

HV Filter Search o) &

[]  AlMedia v | Al Tickets v |B DateFrom % [H] DateTo % | Date Modified, Desc T | 0-0of0 + @

Figure: Calling a Customer through Customer Information

2. Click the number. A pop-up slides from the left side that contains the Ameyo's

telephony dialer.

3. If there are multiple campaigns to facilitate outbound calls, the telephony dialer lists
them and the agent has to select a campaign.
After selecting the campaign, the call is connected and the dialer starts to dial the
customer's number.

Laape

Connectad

Campaign: VoiceForCX

. Queue: -

Call Type: Manual Dial
DID: NODID

I % 2, -

. End Call o

00:00:05

Figure: Calling a Customer

4. Once the customer answers the call, the agent can talk to the customer.

Copyright © AMEYO 2021 | Page 200



Ameyo 4.12 GA

L2afe
Connectad
Campaign: VoiceForCX

Queue: -
Call Type: Manual Dial
DID: NODID

1 % 2, L+

End Call .

00:00:05

Thiz call is mot attached with any ticket

Yfou can attach this call to an existing ticket or you can
create a new ticket/lite ticket. Tickets attached with the call
will appear hare.

Create New ™~

Figure: Ongoing Outbound Call

Now, the Keypad will be replaced with the call control functions. Know more...
5. The agent can add the notes during or after the call. Know more...

6. After the call the agent can dispose the call. Know more...

10.4.4.3 Availability of DID Number in Telephony Panel

If the agent has initiated an outbound manual dial call, the Caller ID will be displayed on the
telephony panel. If there is no Caller ID configured for that campaign, then "NODID" will be

displayed. The same scenario applies to the Auto Dial and Callback calls.
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3
Knowledge B Customer . nhe > [
Connected T
Customer Information N
Campaign. VoiceForCX
-~
Queue: ~
whatsapp_unique_id twitter_unique_id witter time Call Type: Manual Dial e
_ DID: NODID
phones phoned phone3 pr n ) 2 X2
phone! 1] End
m e_id face —
283 _ End Call
mail android_uniq
Cancel Refresh
CRM ~

Figure: Caller ID showing for Outbound Calls at Telephony Panel

10.4.4.4 Make a Manual Dial Call

All the functionalities of Outbound calling for Manual Dial for supervisor and group

manager are similar as that of agent.

Perform the following steps to make a manual dial call.

1. In order to make a manual dial call, the agent has to click . button, a small pop-up

slides to left at the top right corner.

Campaign®
Select a campaign to continue v
Search for customer =

View Call e

Figure: Manual Dial
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2. If there are more than one campaign that supports the outbound calls, then agent

has to select one the campaign first from which the call has to be made.

o\
Campaign® o
Select a campaign to continue L

- y \i\
InboundCampaign |

OutboundCampaign

Figure: Campaign Selection

3. After selection of campaign, click i icon to show the numeric keypad.

> ‘.
Campaign®* -
Cert_Qutbound W
Q, Search for customer w o | a
1 2ABC 3DEF | e
dcH SikL Brno
Trar 81 Qwxrz
® 0+ #

Figure: Numeric Keypad
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4. The agent can either type the number through keyboard or use this numeric keypad

to punch the number.
5. After entering the number, the agent can click "Call" button to dial it.

6. If the number is registered, the customer information is displayed on the screen

instantly.

7. If the number is not registered in the system, the following pop-up is displayed on

the screen.

Customer Not Found »

No customer exists for this phone number. Do you want to create a customer and dial?

Cancel Dial only Create and Dial

Figure: Calling Manually to a New Number

It contains the following two options.

o Create and Dial: Click it to create the customer first in the system and then

dial the number.

B AvEYD  Home  Call Details

AMEYO
R T Fr——

Campaign
Customer Information ~  OutboundCampaign ~

~ 9874563201

Cancel Refresh Create and Dial

Figure: Create and Dial

Here, you have to provide the following inputs.

= Name
= Phone?2

= Phone3
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= Phone4

» Phone5

» Timezone
» Twitter

» Facebook

= Email

After providing the inputs, click "Create and Dial" to save the
customer details and dial the number. Before dialing, you have to

select the campaign again.
o Dial Only: Click "Dial Only" to dial the call straightaway without saving the

number with a new customer.

8. The call is connected and the dialer starts to dial the customer's number.

L. 233 0De
Connected
Campaign: VolceForCX

Queue: -
Call Type: Manual Dial
DD NODID

1 £ +2,

o

End Call i

00:00:05

Figure: Calling a Customer

9. Once the customer answers the call, the agent can talk to the customer.

Copyright © AMEYO 2021 | Page 205



Ameyo 4.12 GA

L2afe
Connectac

Campaign: VoiceForCX
Queue: -
Call Type: Manual Dial
DID: NODID

I % 2, L+

Thiz call is mot attached with any ticket

Yfou can attach this call to an existing ticket or you can
create a new ticket/lite ticket. Tickets attached with the call
will appear hare.

Create New ™~

Figure: Ongoing Outbound Call

Now, the Keypad will be replaced with the call control functions. Know

more...
10. The agent can add the notes during or after the call. Know more...

11. After the call the agent can dispose the call. Know more...

In case of manual dial, the agent can create the customers, if they are not exist in the

system.

It is not recommended to dial the call without creating the customer.

10.4.4.5 Preview Manual Dialing

All the functionalities of Outbound calling for Preview Manual Dial for supervisor and group

manager are similar as that of agent.

Preview Manual Dialing enables the agents to first view the available information about the
customer and provides a timeframe before dialing the customer. In this time-frame, the

agent can also click "Call" to call the customer.
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Perform the following steps to make a Manual Preview Dial call.

1. Click . button, a small pop-up slides to left at the top right corner.

>
Campaign* —_—

Select a campaign to continue W

Search for customer

View Call

Figure: Manual Dial

2. If there are more than one campaign that supports the outbound calls, then agent

has to select one the campaign first from which the call has to be made.

P
1

- § \:K
InboundCampaign 1

Campaign®

Select a campaign to continue

OutboundCampaign
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Figure: Campaign Selection

3. Click == icon to show the numeric keypad.

Campaign®
Cert_Outbound W
Q, Search for customer w |

1 20 e | =
4ci S 6
7ear 81t Iwxrz

- 0+ #

Figure: Numeric Keypad
4. The agent can either type the number through keyboard or this numeric keypad to
punch the number.
5. After entering the number, click button to view its information.

6. If the number is not registered in the system, an error message is displayed.

Call Details

e
Campaign™ > .
Q . QutboundCampaign v u
[l Al Media ~ | Al Tickets v Date From x Date To % Date Modified, Desc 4 ~ 0622145878 H .
a2 NE Low o
0 = = GETED G
Help us protect you: Security advice from Google First Response
0 = = =
new mail First Response

E [E———— x
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Figure: Customer Does not Exist

In such a case, you can click "Call" button that provides you the options - "Create and

Dial" and "Dial Only."

7. If the customer is available, its information is displayed on the screen. The
timer runs that shows after how much time the call will be connected to

the customer.

Dashboard Customers @ Customer... P Ul
- r'd
- B lakhan19 o
Custamers ® (search a +0 '
Campaign: Voice outbound -
Customer2Test CRM | N -~

Call Type

Customer2Test # Edit

Customer2Test

facebook

A3

Q
] AIMedia v @ AllTickes v | [i#] Date from % [#] DateTo x| Date Modified, De... ™ | 9-0cf0 =+

=

Figure: Showing the Customer

If there is another number of the customer, then the agent can provide that number

in the alternate number textbox of the telephony panel.

8. The agent can either wait for the auto dialer to connect the call or click "Call"

manually. The call is connected and the dialer starts to dial the customer's number.
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L2afe
Connectad
Campaign: VoiceForCX

Queue: -
Call Type: Manual Dial
DID: NODID

1 % 2, L+

End Call .

00:00:-05

Thiz call is mot attached with any ticket

Yfou can attach this call to an existing ticket or you can
create a new ticket/lite ticket. Tickets attached with the call
will appear hare.

Create New ™~

Figure: Calling a Customer

Now, the Keypad will be replaced with the call control functions. Know more...
9. The agent can add the notes during or after the call. Know more...

10. After the call the agent can dispose the call. Know more...

10.4.4.5.1 Added the Animation and Red Color to Call Duration Timer

After a specified duration, the timer of Call Duration will be displayed with animation in red

color. Refer to the following screenshot.
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. 800 > Lo
madhav —_
1
Campaign: Test_Out %
Queue: - o
phone2 phot Call Type: Preview e
— 00:10
Remaining Time for AutoDial
email face
- Alternate Number
Phone Mumber a

Refresh Update

Figure: Updated Call Duration Timer

Warning time and color are not configurable. It can be configured in the code by the

Developer as of now.

10.4.4.6 Auto Dial

All the functionalities of Outbound calling for Auto Dial for supervisor and group manager

are similar as that of agent.

In case of Auto Dial, the dialer throws the call to the agents and the agent is asked to accept

or reject the call.
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Accept Call

There is an incoming call from
+919566141065 for DNIS NODID

Reject

Figure: Outbound Call Sent by the Dialer.

Accept/Reject Pop-up will not available during manual operations.

As soon as the call is sent, the customer information is also displayed on the screen. If the

customer is not registered already, the customer information fields will remain blank.
The agent has to perform the following steps here.

1. Click "Accept" to attend the call.

However it is not recommended, still the agent can click "Reject" to reject the call.

2. The call is connected. In case of "Progressive Dialing", the agent has to wait until the
customer is connected. However in case of "Preview Dialing", the customer is already
connected with the dialer and then the call is given to the agent, so the agent can

start talking with the customer.
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L2afe
Connectad

Campaign: VoiceForCX
Queue: -
Call Type: Manual Dial
DID: NODID

I % 2, L+

Thiz call is mot attached with any ticket

Yfou can attach this call to an existing ticket or you can
create a new ticket/lite ticket. Tickets attached with the call
will appear hare.

Create New ™~

Figure: Calling a Customer

In case of Auto-dial Outbound Call with Preview, the agent gets sometime (fixed by

the administrator) to go through the customer information. After that time, the call is

connected. The agent can also click "Call" button before that to connect with the

customer.
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Y. 9AGABA55RT
lakhan19

Campaign: Veice outbound
Queue: --
Call Type: Preview
00:02

Remaining Time for AutcDial

Alternate Number

Phone Mumber

Now, the Keypad will be replaced with the call control functions. Know more...
3. The agent can add the notes during or after the call. Know more...

4. After the call the agent can dispose the call. Know more...
10.4.5 CTI Display, Functions, and Operations

All the functionalities and operations of CTI Display for supervisor and group manager are

similar as that of agent.

10.4.5.1 Allowed Strings to be dialed

There are several cases when the agent has to search the customer through the
customer's number, name or any other string which the agent has with it. With the
entered characters the Ameyo will search the customer's information who has anything
related to the entered string. And, the agent can also dial that entered string of characters
which may cause the issues to the call servers. But Ameyo does not allow the dialer to dial
that entered string. In such cases, if the entered number has alphabets, then the "Dial

only" button will remain disabled and hence, the call will not be dialed. Know more...
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Customer Not Found

No customer exists for this phone number. Do you want to create a customer and dial?

Cancel Dial only Create and Dial

Figure: Disabled "Dial Only" button

There are two types of calls and the operations present in Ameyo.

1. Outbound Calls: The calls which are dialed to the customer by the Ameyo agent.

Following are the CTI display available for outbound Calls.

10.4.5.2 Call to Unregistered Number

In the outbound call, if the customer is not found, then a modal is displayed to

create the customer in Ameyo. In the displayed modal, there are two buttons to

click from:

Customer Not Found

Mo customer exists for this phone number. Do you want to create a customer and dial?

Cancel Dial only Create and Dial

Figure: Calling Modal for Unregistered Number

There are some cases when the customer name remains blank in a customer

record. For example, the Ameyo User is leaving the customer name blank while

creating a new customer. In such cases, the Telephony Panel will display

"UNKNOWN" during the call.

e (Not Recommended) Dial Only: If you click "Dial Only" button, then the call
to the customer is dialed, but the customer is not created, which is not
recommended. However, you can create the customer if you want at the
end of the call. In this case, only the number of the customer will be

displayed on the CTI display.
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Loanpe
Connectad

Campaign: VeiceForCX

. Queue: -

Call Type: Manual Dial
DID: MODID

1 % 2, L+

End Ca

00:00:05

Figure: "Dial Only" the call

o Create and Dial: In Ameyo Telephony Panel, the agent can click the "Create
and Dial" button which allows the agent to create the customer and then

dial the call. The following screen comes up, where the agent can create the

customer.

. If Ameyo

User is providing a number in Ameyo Telephony Panel and clicks "Create

and Dial", then that phone number will be added automatically in that

primary-key marked phone number field (such as "phone1").

Knowled... Create C... )
v 9874363210 i

G A

S
®
phonel*
9874563210 phanes nere 3

nnnnnn

Cancel Refresh Create and Dial

Figure: "Create and Dial" the call

Enter the details of the customer and click "Create and Dial" button.
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‘e 9666885574
lakhant

Ringing

Campaign: Voice outbound
Queue: --

Call Type: Manual Dial

& +2,

End Call

Figure: Calling the created Customer

2. Inbound Calls: The calls which are landed into the Ameyo or dialed by the customer

to the agent of Ameyo. Following are the CTl display available for inbound Calls.

10.4.5.3 Call from the Phone Number of a Registered Customer

If the customer is found for any inbound call, then "Customer Detail" page for that

customer is displayed with CTI.

[ e no - o7meT567T
Test

=&

< - © Jr——

|2 %

% ™ ]

Figure: CTl pop-up from the Phone Number of a Registered Customer

10.4.5.4 Call from Unregistered Number
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If the customer is not found for any inbound call, then CTI pop-up shows a blank

Customer page. Here, the agent can register the details of the customer.

< Dashboard Customers © Customer > . 9992550007 P
Connected .
® [ Scoch a) e n
*
Campaign Inbound Query
No-Name - -
€D © e . ]
C 1 Creats
Z 2 ] % & ©

whatsapp timezane me ph

phanel® t or you can create &

twitter_username phans3 phoned 9992550007 the call will appear
3 emal 2 emal 1

Create New ~

emaila smooch messenger id smooch_dm_id full name

Figure: CTI pop-up for the new Customer

You can enter the details of the customer in the left panel of the CTI pop-up.

10.4.5.5 CTI Display for Multiple Customers with Same Number

In the case of Inbound Calls, the multiple customers having the same phone
number (from which the call is being received) will be displayed in a pop-up. If the
Ameyo CRM is not linked with Ameyo AppServer or if the customer is not registered
in Ameyo CRM but in Ameyo System, then the "CustomerQuery" node will be used

to resolve the customers.

phonet email

N

1234567890 as@df.com

Pocket Hits. 1234567890 noreply@getpocket...

Java Code Geeks 1234567890 newsletter@javaco..

test] 1234567890 as@df.com

1234567890

1234567890

1234567890 aman@gmal.com

1234567890 alit@gmail com

J o ojojoo o g

1234567890
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Figure: Displaying the list of Multiple Customers with the same number

Sequence to display the columns in "Multiple Customers Found" is defined through
the customized Agent Table Definition of the campaign. If any phone field is not
mapped in Table Mapping at System-level, then it will not be clickable and will
come in the customer details. For example, you have to map "phone number 1"

customer field with "phone1" Table Definition Field.

The agent can select any customer and click "Link Customer" to link this call with

the selected customer.

10.4.5.6 Call Failure

There are certain cases when due to some issues, the call could not be connected. It may
occur due to any of the failure reason like either customer call leg is not connected, or
Agent call leg is not connected. If the customer call leg does not gets connect, there may
be the provider related issues or its due to the certain general reasons which are notified
to the agents by Ameyo. And, if the customer call leg does not get connect then the reason
for that call failure is listed on the notification panel of the Ameyo in the notification bar.

This helps the agent to know what the problem regarding the call was.

Call Details mata_fir_bulana+1 ¥
Knowledge B... N
Contact: IND 91-124-4771000, US +1-234- = Select a campaign to contin v

@AMEYQ v [seare

Products ~ Solutions + Resources ~ Partners ~ About Us ~ Contact Us

HELPDESK TICKETING
¥ Q

IE' SYSTEM

Figure: Call Failure Reason Notification
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All the notifications are also sent to the supervisors and the administrators also.

10.4.5.7 Number Masking

If number masking is enabled in any voice campaign, then the customer name and the

number in masking format is displayed on the telephony panel to the agent.

- x6771761117 > 9

test123
Connected

Campaign: Voice outbound
Queue: --

n
¥
s
Call Type: Manual Dial e

]| - +2,

a

End Call i

00:00:04

Figure: Masked Number

10.4.5.8 Option to Disable the Disposition on Active Call

There can be some cases where the call's pre-selected disposition may not be valid at the
end of the call. So, if the agent is allowed to dispose of the active call before disconnection,
then the selected disposition can be wrong. Therefore, some businesses want the option
to disable the agents to dispose of an active call. To meet this requirement, the option to
disable the disposition of Active Call is introduced in Ameyo 4.11 through a Configurable

Feature.

By default, this option is disabled, allowing those businesses to have the normal workflow

that still wants to allow the agents to dispose of an active call before disconnection.
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It is applicable for both single-level and two-level dispositions.

If the disposition of an active call is disabled and the agent tries to dispose of an

active call, then an error message is displayed.

‘. W Available w Executive
o9
Campaign Interactive 1
Jueue ~ -4
Ll
" % 2 w —_
pha

End Call
00:00:13

face Disposition

Disposition

Foreign Language

c Disposition
Foreign Language Sale

Abrupt disconnect.. |Agent volume too ...

Already hungup

Add Note

[ Save And Dispose

For this campaign, you can dispose only after the call ends.

Figure: Error when the user tries to dispose of an active call

Even if the agent is scheduling a Callback, still, the agent cannot dispose of an active

call.
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FATETIET [ Executive
Callback v > 8
1
" Self Callback

-

Schedule on: e
ohd (@) Specify Date

] 08/01/2020 X (0 01:02PM X
face () Specify Time
Days Hours Minutes

Schedule on a specific phone number :
Existing Numbers
@ 100! A

r Save And Dispose Dispose And Dial

For this campaign, you can dispose only after the call ends.

Figure: Error when the user tries to schedule the callback on an active call

10.4.6 Call Control Functions

10.4.6.1 Call Control Functions

All the functionalities of Call Control Functions for supervisor and group manager are

similar as that of agent.

As soon as a call is placed, telephony panel will pop up containing telephony buttons

which are used for call control.
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L2afe
Connectad

Campaign: VoiceForCX
Queue: -
Call Type: Manual Dial
DID: NODID

1 % 2, L+

End Call .

00:00:05

Thiz call is mot attached with any ticket

Yfou can attach this call to an existing ticket or you can
create a new ticket/lite ticket. Tickets attached with the call
will appear hare.

Create New ™~

Figure: Call Screen

10.4.6.1.1 Attach Tickets to Call
The User can create and attach the tickets during the call in Telephony Panel. Know more...
10.4.6.1.2 Call Hold/Talk

1
While on live calls, the agent can put the customer call on hold by clicking

button. When a call is on hold, both parties will not be able to hear each other. Only music
will be played to the caller and the total time for which the call is on hold is displayed on

the panel.
The agent can unhold(resume) the call by clicking “ button.

10.4.6.1.3 Call Mute
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®
On the live calls, the agent can put the customer's call on mute by clicking -
button. When the call is on mute, then customer is not able to hear the voice of agent, but

agent can hear all the voices of customer.
The agent can resume the muted call by clicking the same button again.

10.4.6.1.4 Conference

Call Conferencing allows to add guests to a call. A guest can be another agent, a field

executive, a manager or a Supervisor. If you would like to add one or more guests to the

2,
call for a conference call, click button with the caller on line.
10.4.6.1.4.1 (Licensable) Confer a Call to a User or Supervisor

If the agent wishes to make a conference call to another user or supervisor, the agent may
take the user or supervisor over conference call by using this confer option. If you want to
see the complete list of the users, then ask about the same from your administrator, as

this feature is licensable.

. 03765432 I 98765432 I n Conference +1 98765432 I n Conference +1
Connected

5= ~1

ign: Outbound Campaian

Campaign: QOutbound Campaian
Campaign: QOutbound Campaian

Call Type: Manual Dial

Call Type: Confer
DID: NODID Call Type: Manual Dial
) DID: NODID
DID: NODID
] ¥ 2 Lo
% || = || w O =

1]
= End Call -
00:00:55 . End G — Quit Conference
= Conference 1 00-00:20
Confer 00:04 00:02:28

This call is not attached with any ticket

User Phone Local IVR

You can attach this call to an existing ticket or you can create a

Select queue to view the user list new ticket/lite ticket. Tickets attached with the call will appear

hera.
Choose an option ~
search Q Create New ~
. B (aJo)

Figure: Call Conferencing with User
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1. Only the names of the logged in users will reflect, who are available to take the calls

with their User role. The user role will be seen only for the supervisors.

2. Put the customer call on hold by clicking "HOLD" button and click “CONFER”

button.

3. Agent can select the name of the person with whom he/she wants to confer a call

from the "user" list. During this process, the customer call would be on hold.

4. Agent can unhold the customer by clicking “UNHOLD" button and it will be a three-

way conference call with new agent and the caller.
5. The agent can disconnect conference call by clicking “End Conference” button.

6. The agent can give the ownership to the other user while on the conference call by

clicking ' button. The primary agent can come out of the call by disposing the call.

7. The primary agent can remove the added user from the conference call by clicking

T

button.

8. The conference button also shows the total duration of the call for which the call

has been on conference.
10.4.6.1.4.2 Confer a Call to an External Number

The agent can do a conference call with the external customer by entering the telephone

number on the dialing pad.

1. Agent will put the customer call on hold by clicking "HOLD" button and click
“CONFER” button.

2. Enter the phone number to transfer the call to in the box labeled “PHONE". After

entering the phone number, click “Confer To Phone” button.

3. Once the call gets connected, agent can explain the use case to the new user.

During this process, customer call is on hold.

4. Agent can unhold the customer by clicking “UNHOLD"” button and it will be a three-

way conference call with new user and the caller.

5. The agent can disconnect conference call by clicking “End Conference” button.
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6. The primary agent can remove the added user from the conference call by clicking

L

button.

Y. 2345248352 [0 234524352 [ n Conference +1
Connected
8765432 e
Campaign: Qutbound Campaign
Cusue: -- Campaign: QOutbound Campaign
Call Type: Manual Dial Clueue: -

DID: NODID Call Type: Manual Dial

CIC: NODID
1] & s L 5y
1" % 2 w2
00:00:35 -
=z End End Call
00-00:51

== Conference

User Phone Local IVR
k765432 @
ar

Search For TPV Q,

Figure: Call Conferencing with External Number

10.4.6.1.4.3 Confer a Call to IVR

If agent wants to facilitate any payment over IVR or to capture customer’s feedback, then

he/she can take the call to local IVR in conference.

1. Agent will put the customer call on hold by clicking "HOLD" button and click
“CONFER” button.

2. Agent needs to select the local IVR from the drop-down menu and click “Confer

with local IVR"” button.

3. Both customer and agent will be in conference with local IVR and both the parties

will be able to hear the prompts of IVR (as per configured IVR flow).
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4. Customer can enter the required inputs on IVR as per agent instruction or IVR

prompts.
Y. 243543524 O . 243543524 [
Connected Connected
Campaign: Qutbound Campaign Campaign: Outbound Campaian
Cueue: -- Cueus: --
Call Type: Manual Dial Call Type: Manual Dial
CIC: NODID CID: NODID

e il - o End Call —
00:00:29 00-00:50 -

o
User Phone Local IVR
Search Q,
IVR2 +

Figure: Call Conferencing with Local IVR

The agent cannot transfer the call to the IVR; however the call can be conferenced to the

IVR by agent.

10.4.6.1.5 Call Transfer

If an agent wants to transfer a call, then he/she needs to click on the (TRANSFER) button.

The agent will be able to select from the multiple options for call transfer.
1. Transfer to User
2. Transfer to Phone
3. Transfer to IVR
4. Transfer to Campaign

5. Transfer to Queue
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10.4.6.1.5.1 (Licensable) Transfer a call to User or Supervisor (Warm

Transfer)

A warm transfer is when agent will transfer the customer call to another agent or

supervisor by giving him/her some background information about the caller. If you want to

see the complete list of the users, then ask about the same from your administrator, as

this feature is licensable.

For transferring the call to external user follow the below steps:

1.

2.

Only the names of the logged in users will reflect, who are available to take the calls.

Agent will put the customer call on hold by clicking on "HOLD" button and then click
on "TRANSFER" button. However, the agent can directly transfer the call without

making the customer on hold, but it is not recommended to do so.

Agent can choose anyone of the user from the available list. While transferring the
call, the agent can see the user role of the supervisor, so that the supervisor can be
easily recognized by the agent. Once call is connected to new user, agent can give
the customer details (required information) to the new user. During this process,

customer call is on hold.

New user will unhold the call by clicking on the “UNHOLD"” button and it will be a

three-way conference call with new user, the caller and agent himself.

Agent can hang up from the conference call by clicking on the “End Call” button. The

caller will then be on call with the new user.
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Y. 34653456 I 34653456 I Connected

Connected =1
In Transfer

Campaign: Qutbound Campaian

Queue: -- Campaign: Qutbound Campaign

Call Type: Manual Dial Cueue: --

DIC: NODID Call Type: Transfer

DID: NODID
I I 3{ +£
E End Call e
00:00:23 :

] & +2 L

End Call Fa
00:00:05 -

Transfer

User IVR Phone  Campaign Queue

Filter uzers

Campaign Queue

Cutbeound Campaign %  Choose an option W

Q, search
®a (EE) [EE)

This call is not attached with any ticket

You can attach this call to an existing ticket or you can create a
new ticket/lite ticket. Tickets attached with the call will appear
here.

Create New =~

Figure: Call Transfer to User

Exceptional case:
When an agent performs "Transfer to User" for an outbound call and transfers it to

another user, then the Call Type for such a call is not available in Live Monitoring tab. For

example, agent 1 has received a call and then transferred it to agent 2. In this case, the

customer will be reflecting with the agent 1 rather than the agent 2. The supervisor will see

that the customer is connected with agent 1.

10.4.6.1.5.2 Transfer a call to external number (Warm Transfer)
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A warm transfer is when agent will transfer the customer call to external number by giving
him/her some background information about the caller. For transferring the call to

external user follow the below steps:

. 386764 I 886764 I Connected
Connected 05433332
connected
Campaign: Qutbound Campaign
Cusue: -- Campaign: Outbound Campaian
Call Type: Manual Dial Cueue: -
DID: NODID Call Type: Manual Dial
DIC: NODID
% -,

End Call Ll
00:00:42 == End Call
00:01:05

User VR  Phone Campaign Queue

05433332 G

Q, Search For TPV

Figure: Call Transfer to External

1. Agent will put the customer call on hold by clicking on "HOLD" button and then click
on “CONFER” button.

2. Enter the phone number to transfer the call to in the box labeled “PHONE". After

entering the phone number, click the “Confer To Phone” button.

3. Once the call gets connected, agent can explain the use case to the external party.

During this process, customer call is on hold.

4. External party will unhold the call by clicking on the “UNHOLD” button and now

there will be a three-way conference call with new user, the caller and agent itself.
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5. The agent can give the ownership to the external party while on the conference call

by clicking C button. The primary agent can come out of the call by disposing the

call.

6. The primary agent can remove the external party from the conference call by

e
clicking on button.

10.4.6.1.5.3 Transfer a Call to IVR
If agent wants to facilitate any payment over IVR or to capture customer’s feedback, then
he/she can take the call to IVR in the conference.

% 0276542 I L. 243543524 ]

Connected Connected

Campaign: Qutbound Campaian Campaign: QOutbound Campaign

Call Type: Manual Dial

Call Type: Manual Dial
CIC: NODID CID: NODID
Il & += "

= o™

End Call
00:02:55

User IVR Phone Campaign CQueue
Search Q,
IVR2 +

End Call P
00:00:50 -

Figure: Call Transfer to IVR

1. The Agent will put the customer call on hold by clicking on "HOLD" button and then
click on "TRANSFER" button.
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2. The Agent needs to select the IVR from the drop down and call will be transferred to

the selected IVR.

3. Customer can enter the required inputs on IVR as per IVR prompts.
10.4.6.1.5.4 Transfer a call to Campaign

There are cases when customer wants to talk regarding a particular concern for which

there is a separate campaign, in that case agent can use transfer to “Campaign” option.

1. The Agent will put the customer call on hold by clicking on "HOLD" button and then
click on "TRANSFER" button.

2. The Agent needs to select the “campaign” name from the dropdown list, after which

the call will be transferred to any available agent in the selected campaign.
10.4.6.1.5.5 Transfer a call to another Queue (of same campaign)

This option can be used by agent if customer has by mistake selected the wrong queue in
the IVR, for example IVR has queue of sales, support and general queries and customer
called in for support however in error he/she selected sales queue in the IVR so, agent can
re-route the call to correct queue by following below steps. This option is applicable for

inbound campaigns only.

1. "HOLD" button and then click on "TRANSFER" button.

2. The Agent needs to select the queue name from the drop-down list and select the

appropriate queue in which the call needs to be transferred.

If the supervisor has configured "ACW Timeout (in sec)" for Connected and Not Connected

Calls, then the calls (after disconnection) will be disposed off automatically after the expiry
of this timeout value. To avoid such scenario, and in general, we recommend to dispose of

the disconnected calls within this duration.

10.4.6.1.5.6 Transfer a Call to User of Another Campaign

There are cases, when the call of the customer is get connected in the wrong campaign. In

this case, the agent may wants to transfer the call to a particular agent of another
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campaign. This feature is based upon the normal Warm transfer case, where the user1
who has transferred the call to the user2 present in another campaign will not disconnect
from the call. Then user1 can provide the context to the new user "User2" about the call
and query, in the meantime, the customer is on hold. The user1 has to perform the

following steps to transfer the call to the new user.
1. Click "Transfer" button to transfer the call.
2. Select "User" to search for the user to whom the call has to be transferred.
3. Select the campaign name and queue name from the respective drop-down lists.

4. The new agent can be searched either with "User Name", or "User ID". Here, the
count of campaigns and queues in which the user is assigned is also shown in front

of the user's name.

Inbound

Type: Manual Dial

Q' ~:=l¢

Transfer

User VR Phone Lampaign Jueue

Filter users

Campaigr Jueue

All b o05se a b

Q,

@ Agent?
& Agentt

Figure: Searching the user for Transfer
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5. A modal will be shown after selecting the agent, in which the list of all the

campaigns is present. The agent can select in which campaign the call needs to be

transferred.

Transfer this call to Agent2 into campaign x
Q, Ses

Outbound Campalgn

Figure: List of Campaigns and Queues in which the User is loggedin

6. Now, the agent can select and click "Transfer" button to transfer the call to the new

user.

Avallable

(|

Connacted

Agent1

In Transfer

mpaign: Test_Inbound_3

B
=
i
%
[ L
| Queve: - e

all Type: Transfer

Figure: Call Transferred to New User
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If the selected user is busy with another call, or the user is not available, then a toast

notification will be shown to the agent notifying about the same.

Knowledge B.. Customer.

Customer Information

76655465778

Filter users

Campaign eue
Test_inbound_3 ~ Chooseanoption v
Q

® Agent2
® Agentd

IO e Agent scems unavailable to take the call »
Please try again after some time

Figure: Notification when the User is not available to take the call

10.4.6.1.6 Add Notes

The agent can add the notes during or after the call. Enter your note in the "Add note"
textbox of the telephony panel. If you want to provide the note during the call, then click
the disposition button and then enter the note. Once you dispose the call, the note will

automatically be saved and can be seen on the call details page.
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. 376543222 I

Connected

Campaign: Qutbound Campaign
CQueue: --

Call Type: Manual Dial

CID: NODID
Il % 2 "
i End Call P
00:00:16 *
Disposition ™ 87654322
00:00:25
Disposition
Select a Disposition b
Quick Dispositions
Foreign Language Sale
Abrupt disconnecti...| Agent volume too |..
Already hungup
Add Motes
This is a testing note.
237200
Save And Dispose Dispose And Dial

Figure: Adding the Call Note During the Call

10.4.6.1.7 Call Disposition

After completing the call, the two-level call dispositions are displayed in the telephony
panel.
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o\
Disposition ™ 4818 -
00:04 0
Select a Disposition w &

Select a Disposition
Others

Foreign Language
Sale

Sale
telecom.issues

Abrupt disconnection

Figure: Dispositions of a Manual Preview Outbound Call

The agent has to select the disposition through the drop-down menu or select any of the
on-screen displayed quick dispositions, as no disposition is selected there by-default. Until

the agent do not select the disposition, the "Dispose" button remains unavailable to click.

Agent may receive any of the following disposition screens based upon the configurations.
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> % N
Disposition ' 23452345 . Disposition e
00:04 1 00:04
Select a Disposition e Select a Disposition
L
Select a Disposition Select a Disposition
Foreign Language Others
Sale Foreign Language
Abrupt disconnection Sale
Agent volume too low Sale
Already hungup telecom.issues
Callback Abrupt disconnection
“Save And Dispose\ B Dispose And Dial Save And Dispose Disp

It contains the following two option of buttons.

o Save and Dispose: Click it to dispose the ticket associated with the call using the

selected disposition.

e (Licensable) Dispose and Dial: Click it to dispose the current call ticket and
continue to make a manual dial call. It shows a textbox at the bottom of telephony

panel.

It is a licensable feature, so contact your administrator about the license of the

same.
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@ Web RTC > L5
Disposition ' 23452345 —
00:04 1
Sale ¥ E
L
Quick Dispositior e
Foreign Language Sale

Abrupt disconnec..., Agent volume too...

Already hungup

Add Mote

Save And Dispose Dispose And Dial

Phone Mumber -

Figure: Continue to Manual Dial after Disposing Current Call

After entering the number, click "Call" to dispose the current call with the selected

disposition and make a new outbound call with manual dial.

10.4.6.1.7.1 Restrict the Users to dispose the call from Telephony Panel and

Allow them to dispose it from CRM only

If the administrator has configured and restrict the disposition of the call from the
telephony panel, then the agent will not be able to dispose the call from Telephony Panel.

In this case, the agents have to dispose the call through CRM only.

As soon as the call is ended, the telephony panel will not slide out to the left side from the

right bar.
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When the agent tries to dispose of the call in the telephony panel, then an error message

Home Call Details KK_inbound v _ Available v
Knowledge B.. Customer... . 7345678760 > Q
Unknown T
Customer Information Connected
®
KK_inbound -~
phone . o
e 2345678760 phone2 pho
N n % 3 ¢
phoned phones email face —
— 00:00:0¢
it timezon ag:
Refresh
CRM ~
'H AMEYOE Basic Info { 2345678760 & K _exec =
Personal Information
Quick Disposition
Fist ame N — Las ame N —
Set Disposition
[ Abrupt - Middle Name: ) Salutation N
Set Callback DOB 3 Company :

Figure: Disposition of Call is disabled in Telephony Panel

If the disposition is restricted at the telephony panel but can be done at CRM, then the
"ACW Timer" is displayed in the tooltip of the phone icon in the right panel after the call
disconnection (since the telephony panel is not shown to the agent). When the agent

disposes of the call from the CRM, then an inline message is displayed on the page.

Home Call Details KK_inbound v ] v Available ~ kk_exec v
Knowledge B.. Customer.. ACW Time 00:02 | %
Customer Information ~
-~
phonel* T
e 68465126126 phone2 phoned
phoned phones email facebook
witte: timezane age

Cancel Refresh

CRM ~
5 [ ) kk_exec =
'AMEYDJE | Basic Info ( 68465126126 8k
tion
End Call Successfull % r

Figure: Disposed of the Call from CRM
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If the disposition is disabled from the telephony panel, then Dispose and Dial will also be

performed through CRM.

Callback and call notes are understood in the normal disposition operation through the

telephony panel only.

10.4.6.1.7.2 Option to use the Customer Code while Transferring the Call to

IVR

The customer code is a unique 6-digit code that can be used to request a transaction at
the IVR linked with the Payment Gateway. The agents have the privilege to paste and use a

custom code while performing a call transfer to IVR.

The agent can copy the code from the third-party CRM and paste it in the telephony panel

during
e call transfer to IVR,

e cold transfer to IVR with the parameter and values (conferlVRData or ivrData): to

replicate the crm screen from agent1 to agent2, and

e warm transfer to IVR with the parameter and values (conferlVRData or ivrData): to

replicate the crm screen from agent1 to agent2.

Refer to the following screenshot.
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1007 > 8
Connected —
]|
Campaign: inbound &
Ll
Queus: g2
Call Type: Inbound 6

I I S\I +I:I.. “
End Call o
00:00:11

User search Q,
IVR 8989 -
Phone acdl +
Gampalan | ga75875) =
Queue

acd2 +

Figure: Copy Customer Code in Telephony Panel

10.4.6.1.7.3 BlackListing the customers at Agent Console (Workbench Level)

The agents also have been given the privilege to blacklist the customer's phone number. A
disposition named "Blacklist Disposition" can be used to add the customer to the blacklist.

The agent can use this blacklist disposition in both the telephony panel and in the web-

chat modal.
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bl
Y. 7654222 I > <
Connected T
, &
Campaign: Qutbound Campaign
L]
Queue: --
Call Type: Manual Dial e
DID: NODID
1] i 2 v
i End Call s
00:00:12 :
Disposition " 7654322
0Ce0:15
Disposition
Blacklist ™
Quick Dispositions
Foreign Language Sale
Abrupt disconnecti...| Agent volume too |...

Already hungup

Add Notes

Save And Dispose Dispose And Dial

Figure: Blacklist Disposition at Telephony Panel

10.4.6.2 Create and Attach Tickets during Call

All the functionalities of create and attach tickets during call for supervisor and group

manager are similar as that of agent.

Ameyo introduces the feature to create and attach new tickets, or attach the existing
tickets to the call. A new option is provided to create the new tickets in the telephony

panel, whereas the options are provided to attach the existing tickets on the Dashboard, in
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Ticket Details Page, and in the list of tickets at Customer Information Page. It also shows

the attached tickets.

The agent is able to create the tickets of the voice calls. The call ticket can either be created

at the time of call or after the call while disposing it.

The agent can perform the following operation from here.
10.4.6.2.1 Attach Tickets to Call

"Create New" ticket option will be available in the telephony panel even when either no
ticket is created and attached to this call or a ticket is already attached. During the call,
Ameyo User can browse the Workbench, or the list of tickets in any Customer Information
page, or a Ticket Detail Page to link the current call with the existing tickets or lite tickets.

Tickets attached to the call will appear in the telephony panel.
If the ticket is not attached to any call, then the following message is displayed over
"Create New" link.

This call is not attached with any ticket.

You can attach this call to an existing ticket or you can create a
new ticket/lite ticket. Tickets attached to the call will appear

here.
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Available Supervisor

%
Campaign GA_OUT_NEW —
Queue o
1 k- 4 L 4

This call is not attached with any ticket

You can attech this call to an existing ticket or you can
create a new ticket/live ticket. Tickets attachad with the
call will appear hare.

Create Mew =~

Figure: "Create New" option in the Telephony Panel

In the Dashboard, Customer Information Page, and Ticket Detail Page, an option to attach
the ticket with the current call has been added. The user can either open a ticket, or attach
a ticket through Dashboard, or create a new ticket through Telephony Panel. The attached

tickets will be displayed at the bottom of the Telephony Panel.
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Available Supervisor
W
. 860 »Q
Ash T
Connected n
%
Campaign GA_OUT_NEW —
Queue =
1 k- o L+
HH End Call -
This call ie attached with the following tickets:
Ticket corresponding to call: d170-5ddeo... &

Create New ~

Figure: Ticket attached to a call

Multiple tickets can be attached to a call.

Available Supervisor v

&

- 860 ). .
Ash L

Connected fom

%

Campaign GA_OUT_NEW l —
Queue - -

1] ES 2, 9

9

This call iz attechad with the following tickets:

Ticket corresponding to call: d170-5ddc

Ticket corresponding to call: d170-5ddc

® BB

Ticket corresponding to call: d170-5ddc

Create New ~

=
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Figure: Attached Multiple Tickets

A message of Voice source type will be created in the tickets, which has been attached to
the call. The Call Notes and Voicelogs of a call will be stored in all tickets, which has been

attached to that call.
The user can either close the attached tickets during the call or after disposing of the call.

10.4.6.2.2 Create and Attach New Ticket to the Call

The agent is able to create the tickets of the voice calls. The call ticket can either be created
at the time of call or after the call while disposing it. Click "Create New" button to create

the new ticket. There are the following two types of the tickets which the agent can create.

This call is mot attached with any ticket

‘fou can attach this call to an existing ticket or you can
create a new ticket/lite ticket. Tickets attached with the call
will appear here.

Create New =

Mew Ticket

Lite Ticket

Figure: Create Ticket Selection

o New Ticket: Click "New Ticket" option to create a new ticket for that voice call. The
option to create a new ticket is displayed on the page. Provide the information and

Message with which you want to create the new ticket.
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B AMEYD  Home Knowledge Base  Call Details

Dashboard Customers = Creste Tic.. X 9632145879 5 (5
Connected .
Tickets > Create Ticket n

OutboundCampaian
~ Customer Information

Queue

~ Create Ticket n % EE) 15

Media
Voice ~

Campaign Queue Priority
InteactionCampaign ¥ Selectaqueue ¥ Low

Message

[ Attach a file

Figure: Provide the Message for New Ticket

After providing the information to create the ticket, click "Save" button present at

the right bottom of the page. Know more...

o Lite Ticket: Lite ticket are the tickets lies in closed state. Select "Lite Ticket" option

to create the lite ticket in closed state. Know more... about closed tickets.

Thi= call is attached with the following tickets:

Ticket corresponding to call: d931-5e12cc... &

Create New =

Figure: Lite Ticket is created

10.4.6.2.3 Case of Attaching Lite Tickets with Calls

Lite Tickets cannot store the comments added in the Telephony Panel in "Notes" section.
Lite tickets will be disposed of with the call itself. The dCall Notes can be added and the
Voicelogs of the Call will be attached in the Lite Tickets. Lite tickets are created in "Close"

state itself.

10.4.6.2.4 Detach the Tickets
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In the Dashboard, Ticket Detail Page, Customer Information Page, and Telephony Panel,
the user can detach the tickets from the call. Whenever a ticket is detached from a call,
then the Call Notes and Voicelogs of that call will not be stored on that ticket. Instead of i,

the following message is stored as an activity in the detached ticket.

A call with CRT < > was detached from this ticket by <Agent>.

The attachment and detachment of tickets remains consistent and synchronized in
Dashboard, Ticket Detail Page, Customer Information Page, and Telephony Panel.
10.4.6.2.5 Call Transfer or Call Conference Case in the same Queue of same
Interaction and same Voice Campaigns
In the case of transfer or confer to user in the same queue or transfer to the same queue
of both Voice Campaign and Ineraction Campaign, both the Ameyo Users can view each
other tickets. If the call is not disposed of, then both agents could see the ticket
attachment or detachment in the Telephony Panel.
In case of call transfer, if the call has not been disposed of, then both agents will receive
notifications if the other agent detaches its ticket with the call
Even if the call has been disposed of by the transferor agent, still the receiver agent will be
able to detach those tickets during the call that are attached by the transferor agent.
10.4.6.2.6 Call Transfer or Call Conference in the different Queues of the
same Interaction Campaigns and same or different Voice
Campaigns
Tickets attached or created by both Campaigns will be listed in the telephony panel. And
on click, the ticket will be opened as per the visibility configurations. The Visibility
Configuration can be configured at system-level, campaign-level, and queue-level.
10.4.6.2.7 Call Transfer or Call Conference in the different Interaction

Campaigns and same or different Voice Campaigns

Tickets of the different Interaction campaign will not be listed in the Telephony Panel.

10.4.7 Schedule Callback
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All the functionalities to schedule a callback for supervisor and group manager are similar as

that of agent.

The schedule callback feature helps us to callback customers for further follow-up

Disposition e 234534
00:04

Disposition

Callback e

[ ] self Callback

Schedule on -
@ Specfy Date
dd/MM/yyyy ® hrmm
() Specify Tima
Diays= Hours Minutes

Schedule on a spedific phone numbser -

Existing Mumbers

® 234534 ~

Alternate Number

Add Note

Save And Dispose Dispose And Dial

Figure: Schedule Callback

1. If any caller requests for a callback then the agent disposes the call as callback and

the callback will be scheduled accordingly.

2. In order to schedule a callback in Ameyo system the agent needs to select the

“callback” value from the disposition drop down.
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3. In case agent wants to schedule a self callback i.e, the callback should only be routed
to him/her and not to any other random user in the campaign then check the “Self
Callback” option, else uncheck this option to route the scheduled callback to any

available user in the campaign.

Disposition P 234534
o028

Disposition

Callhack h

|| self Callback

Schedule on -
'i' Specify Date

1710/2019 X (D 04:44 PM X

() Specify Time

Schedule on a spedific phone numbser

Day= Hours Minutes

Existing Mumbers

) 234534
Alternate Number
I:i:l
Add Note

Save And Dispose Dispose And Dia

Figure: Callback Scheduled

4. Agent can either schedule a callback for a specific date, select the radio button
“Specify date” and choose the date from calendar option and time from the provided

Hrs and Mins clock.
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5. Or agent can select the "Specify time" radio button to schedule the callback for the

specified date and time.

6. The agent can specify the number on which the call has to be made, that is, if the call
has to be made on the same number dialed currently, then select "Existing

Numbers" radio button, else select "Alternate Number" and provide the alternate

number.
7. Click "Save And Dispose" button to schedule the callback.

The scheduled call backs for an agent are displayed in "Call Back" tab of "Call Details".

The supervisor and group manager can view the scheduled callbacks from Callbacks tab in

Voice Campaign.

Call Back List(1)

Scheduled Time

. 2250254230556 1y NA Cert_Inbound 2205 1205 Reschedule |

Figure: Callback Tab

If the agent is not available or the status is not set to available at the time of callback, then
the system automatically retries the call after the time duration configured by supervisor. If
the agent calls the customer manually, then the scheduled callback will not remove from the

list of callbacks and system will dial the call on its scheduled time. Know more...

There are several cases when the agent gets transfer to another campaign. In such cases, all

the callbacks scheduled by or for that agent will not be taken into consideration or non-

traceable. But, the supervisor can assign those callbacks to the assigned agent and hence,

the agent can use his callbacks.

10.4.8 Callback Notification

1. An agent can view its upcoming callbacks by clicking u icon (if same is configured

by supervisor) and can wrap the existing call accordingly.
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The notification for the upcoming callback time depends upon the configured time

from supervisor.

2. Information related to scheduled callbacks will be shown at the top of the screen. It
contains the name, and number of the customer and date and time for the

scheduled callback.

inbound_call... Available

e Callback Reminder er

- & callback to “. 565465464 is scheduled in campaign .

inbound_callBack for Dec 23 ; 08:36 PM
irtners ¢
e Callback Reminder

& callback to “. 23432 is scheduled in campaign
inbound_callBack at 08:29 PM

Figure:Callback Notification Pop-up

10.4.9 Actions on the Callback Notifications

There are numerous cases where a callback is scheduled for the agent but the agent is
planning to take a break. In such cases, the agent should need to perform an action on the
notification received for the callback. Now, the agent can click a notification to dial the

callback.

inbound_call... Available

e Callback Reminder er

- 4 callback to ‘. 565465464 is scheduled in campaign .

inbound_callBack for Dec 23 ; 08:36 PM
irtners ¢
e Callback Reminder

A callback to *. 23432 is scheduled in campaign
inbound_callBack at 08:29 PM
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Figure: Actionable in Callback Notifications

The callback Notification has been made clickable. In the Notification, the agent can click the
number to perform a manual dial to that number. On clicking the callback reminder bell
notification, the agent is redirected to the workbench page callback is initiated. The
telephony panel will have details for that callback. The behavior of connecting and disposing
of the callbacks will be the same as that of making the callbacks through the Callback page.
Once done, the callback will be removed from the Callback page of that agent, and the

notification will also be removed.

Invalid Callback

This callback might not be valid anymore. Do you want to dial anyway?

cancel Dial anyway

Figure: Reminder for Dialing a Callback

10.4.10 Call Details

Through "Call Details" tab, the agent can view its upcoming callbacks and can also fetch

the call history. Itn contains the following two sub-tabs.
o Callbacks
e Call History

The Call Details tab (including Call History and Callbacks both) is not present for the
Supervisor and Group Manager here. However, the Call Details tab is present in Manage

menu of Voice campaigns of supervisor and group manager. Click the following links to

know more.
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10.4.10.1 Callbacks

This tab shows the callbacks scheduled for the agent at system level (for all campaigns).

=@ -  ustlogged..v

BEAMEYO  Home  KnowledgeBase  Call Details

Call Back Call History
Call Back List(1) Y c
Unique Identifier Campaign Scheduled Time Actions
NA Cert_Inbound 22:05 18:05 Reschedule L
Figure: Call Back Tab
The agent can click "Filter" to apply the filters.
':' Mashked Campaigns Time
Select Al ':' Today ':' Tomarrow ':' Custom Range
From*
T
Phone Mumber
. Start With Ends With
I Unmasked Campaigns
Exact Match Any Occurance

Lelect Al

Cert_Outbound Enter Mumber

Cert_Inbound

Unigue |dentifier

Enter Number

Clear | Cancel Apply
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Figure: Call Back Filters

The agent can filter the call details with the following filters.

1. Masked Campaign: It contains the list of the campaigns in which masking is
enabled. If the agent is not assigned in the masked campaign then no campaign

will be shown in the list.

2. UnMasked Campaign: It contains the list of the campaigns in which masking is not

enabled. The agent can select multiple campaigns to filter the callbacks lists.

3. Time: Provide the time range for which the agent wants to filter the call details. The

agent can choose the time from the available following filters.
o Today: It shows all the call-back details of the same day.
e Tomorrow: It shows the scheduled call-back details of the next coming day.

o Custom Range: It shows all the scheduled call-backs of the provided range
of the date. Once you select the date, the present time is selected

automatically.

4. Phone Number: Provide the specific phone number for which the agent wants to
filter the scheduled call-back. Following are the filters present to see all the call-

backs.

o Start With: It lets you to search the call details of the phone number while

providing its initial few digits of the phone number.

o Exact Match: It lets the agent to search the call details of the customer

whose phone number is provided as it is.

e Ends With: It lets you to search the call details of the phone number while

providing its last few digits of the phone number.

e Any Occurrence: It lets the agent to search for all the details of the phone

numbers whose few digits are provided.

5. Unique Identifier: If the masking is enabled, then a unique identifier will generate
for every callback. The agent can provide this unique identifier to filter the

callbacks.
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B AvEYD  Home  KnowledgeBase  Call Details

Call Back List(1) T c

Scheduled Time

. 2250250234556 ) 00000000000000000000 Cert_Inbound 2205 1805 Reschedule []

Figure: Filter Callbacks based on Unique Identifier

Select the Campaign name, Time of the callback or the phone number to get the list of the

callback. Click "Apply" button.

Click "Clear Filter" to clear the filter and to view the default list of all callbacks.

Agent can see only his callback list. The agent is not allowed to watch the other agent's

scheduled callbacks.

10.4.10.1.1 Click to Dial Callback

There are cases when the agent will not be present at seat at the scheduled callback time

or the agent has to call early from the defined time to the customer whose callback is

K Mosaz014537

scheduled. In such cases, the agent can clic icon on the callback list to dial

the call directly from the callback page. It helps and save the time of the agent.

After clicking a number, the agent will be redirected to "Workbench" tab from "Callback"
tab and a CTl pop-up is displayed.
If the call is ongoing, then an error message will be displayed when the agent clicks on the
number to dial it.
As soon as a number is dialed in "Callback" tab through Click to Dial or another method, it

will be removed from Callback list even if it was dialed before its scheduled time.

If the customer name is not filled or left blank, then at the time of the callback the

telephony panel will display "UNKNOWN" as the customer name.

10.4.10.1.2 Reschedule Callback

Agent can reschedule the date and time of his callbacks at any time. Perform the following

steps to reschedule the callback.

1. Select the callback from the list of the callbacks.
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2 Click Reshedule

button.
3. A pop-up comes up in which you have to provide the date and time of the callback.

4. Enter the date in "dd:mm:yyyy" format.

Reschedule Callback for 9874653216 *
Date* Time*
28/09/2019 X (O 0127 PM X

Why do you want to reschedule this callback™™

Enter the rescheduling reasan here,

®

35/300

Reschedule Cancel

Figure: Reschedule the Callback

5. Select the Time from the clock and then click "OK" button.
6. Enter the reason for which you are rescheduling the call.
7. Click "Reschedule" button.

The call is successfully rescheduled. The agent can check the same from the callback list.

10.4.10.1.3 Delete Callback

Click L] icon to delete the scheduled callback.

A pop-up comes up in which you have to enter the reason. Reason is mandatory to enter,
otherwise the callback will not delete. Click "Delete" button to delete the file otherwise click

"Cancel".
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Delete Callback for 123456 b

Are you sure you want to delete this callback?
This cannot be undone.

Why do you want to delete callback™

Reason to delete the callback

Cancel Delete

Figure: Delete pop-up

10.4.10.2 Call History

Call History Tab shows the history of calls made or received by the agent.

B AmEvo  Home  Call Details c L Available v
Call Back Call History B
Call Details List(2) T a
Customer Number Unique Identifier Queue Name Dispasition Class Dispasition Code CallID Call Type Duration E
% 326545 1f NA - telecom.issues Abrupt disconnection d541-5fff12d7-vcall-13 outbound manual dial 122 00:00:06 b E
tamss [ NA - Call could not completed Call could not completed d541-5fff12d7-vcall-9 outbound manual dial 11:21 00:00:06 L0l

Figure: Call History

Call History is shown in terms of the following attributes.

1. Customer Number: It shows the customer number on which call was made or from

which call was received.

2. Unique Identifier: If the masking is enabled in a campaign then a unique identifier

will generate and show in this column for the respective call.
3. Queue Name:lt shows the queue name in which call was received.

4. Disposition Class: It shows the disposition class with which the respective call was

disposed.
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5. Disposition Code: It shows the disposition code with which the respective call was

disposed and used by the agent.
6. Call ID: It shows the Id of the call. Every call has its unique Id.
7. Call Type: It shows the type of the call.

8. Time: It shows the date and time at which the inbound call came or at which the

outbound call was dialed.
9. Duration: It shows the total call duration of the respective call.

10. Listen: It shows the voice recording of the call. For connected calls, recording is
played and agent can listen to that call and also he can download that voice log by
clicking on (download) symbol, For, non-connected logs, it will not play any

recording.

Il 0:10/015

)

Figure: Play Call Recording

The agent can download the voicelogs of the searched phone number from the
listen pop-up. Click the download icon and the pop-up to save the voicelog will

come.
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€ Savehs x
“ v P » ThisPC » Downloads » rhel rpms w O Search rhel rpms P
Organise + Mew folder Bz~ 0
8 This PC 2 Mame Date modified Type
8 3D Objects Mo items match your search.
[ Desktop
Docurmnents
; Downloads
J‘J Music
[&=| Pictures
B videos
i Local Disk ()
e Local Disk (D)
L" B 4 >
File name: | 9988776655_a1_2019-08-16-19-25-08 v]
Save as type: |MP3 Format Sound V|
| Save I | Cancel |

» Hide Folders

Figure: Download Call Recording

Provide the download location and you may change the name of the downloading
file as well from here. The default name of the voicelog is the phone-number of the

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

The downloading pop-up depends upon the browser's settings.

10.4.10.2.1 Copy Phone Number

The agent can copy the phone number of the customer. Click 'l icon to copy the phone
number of the customer. After copying the phone number the agent can paste the copied

phone number in the telephony panel to make a call.

10.4.10.2.2 Call Notes

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

notes of that call.

The agent can filter for the calls in which the call notes are given through filters option.
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Customer Number Queue Name Disposition

09576543 == wrap.timeout d700-5f0ec9c5-veall-20
hd 23452345345 -- Already hungup d700-5f0ecBc5-veall-13

Bi This is the testing note with the Qutbound call.

Figure: Filter Call Notes

10.4.10.2.3 Click-to-Dial Feature

Click to Dial feature on this tab allows the supervisor to make a call instantly with just a

click.

The CTD (Click to Dial) icon is displayed with the phone number in "Call Details". The User
can click this icon to dial the number manually. Once clicked, the CTI Pop-up is displayed. If

the User is already on a call, then the error is displayed.

If the User is on "Call Details" page of Workbench and has not selected the extension, then

the modal to select the extension appears during click to dial.

Cancel

Figure: Select Extension in "Call Details" Tab

If the User is not available, then the following error message is displayed during click to

dial.
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Call Details List(40)

Search Phone No.

Customer Number Queue Name

callID

Listen

Disposition

- Foreign Language

d267-5e2e7e7d-veall-1

d267-5e2e7e7d-veall-3

d267-5e2e7e7d-veall-2

call Type

outbound manual dial

outbound manual dial

outbound callback dial

2020-01-27 1229

2020-01-27 1227

2020-01-27 1224

00:00:08

00:00:00

Figure: User have to set the status as Available

If the Supervisor has neither selected the extension nor logged on to the Workbench, then

the following error message is displayed during click to dial.

Call Details(5)

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

shubh_sup shubh_sup L D] 27/01/2020 12:32:50 3434 outbound.manual.dial  ATTEMPT_FAILED = 00:00 00:00 FAILURE
shubh_sup shubh_sup ) B2 View CRM 27/01/2020 12:29:37 You must select an e 00:00 SUCCES!
shubh_sup shubh_sup ‘D 2 View CRM 27/01/2020 12:27.03 outbound.manual.dial  CONNECTED Sale 00:01 00:00 SUCCES!
shubh_sup shubh_sup ‘D 27/01/2020 12:24:09 13434 outhound manual dial  ATTEMPT_FAILED - 00:00 00:00 FAILURE
shubh_sup shubh_sup ‘D 27/01/2020 12:23:22 outbound.manual dial  ATTEMPT_FAILED - 00:00 00:00 FAILURE

Figure: Error Message to logon to Workbench and Select Extension

If the Supervisor has selected the extension but not logged on to workbench, then the

following error message is displayed during click to dial.

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

shubh_sup shubh_sup ‘D 27/01/2020 12:32:50 3434 outbound.manual.dial  ATTEMPT_FAILED - 00:00 00:00 FAILURE.
shubh_sup shubh_sup ‘D B View CRM 27/01/2020 12:29:37 SIGNENY Foreign Language  00:08 00:00 SUCCES!
shubh_sup shubh_sup ‘D =73 View CRM 27/01/2020 12:27:03 outhound.manual dial  CONNECTED sale 00:01 00:00 SUCCES
shubh_sup shubh_sup ‘D 27/01/2020 12:24:09 . 43434 outbound.manual.dial ~ ATTEMPT_FAILED - 00:00 00:00 FAILURE
shubh_sup shubh_sup ‘D 27/01/2020 12:23:22 outbound.manual dial ~ ATTEMPT_FAILED - 00:00 00:00 FAILURE

Figure: Error Message to logon to Workbench

o |If the current extension of the agent is busy, then disable the CTD/show error.
o A call will be added to the call details page if the agent uses click to dial functionality.

Filter

The agent can click "Filter" button to filter the list of call history.
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(S 9, User Dispasitions 0, System Genersted User Dispositions Time *
O Cert_ Outbound D Select All D User Forced Logged Off O Today
© Cert Inbound D Others I:‘ User Transferred To lvr O Yesterday
D Foreign Language D User Transferred To Campaign © Custom Range
D Sale I:‘ User Transferred To Aq From
[] sale [] Entity Forced Clean Up 01/01/2020 | 00 : 00
I:‘ schedule.callback I:‘ Wrap Timeout
[T ettt U ] Cailad £all At Miconca o
Attribute Based
Attribute Operator
Select an Attribute ~  Select an operator ~  Vaue +
Clear Filter QYT

Select the filter and click "Apply". Click "Clear Filter" to clear the filter and to view the
default list of callbacks.
The agent can filter the call details with the following filters.
1. Campaign: Select the campaign from which the agent wants to filter the call details.
It contains only those campaigns in which the agent is assigned.
2. User Disposition: Select the user disposition for which you want to filter the call
detail history.
3. System Disposition: Select the system generated disposition for which you want to
filter the call detail history.
4. Time: Provide the time range for which the agent wants to filter the call details. The
agent can choose the time from the available following filters.
e Today: It shows all the call-back details of the same day.
e Tomorrow: It shows the scheduled call-back details of the next coming day.
. : It shows all the scheduled call-backs of the provided range
of the date. Once you selected the date, the present time is also selected as

the default time.

Agent can select the attribute based upon the defined filterable

field in the table creation. Perform the following steps to filter through attribute

based filters.
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e 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.

e 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.

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.
Campaign * Q_ User Dispositions @, System Generated User Dispositions Time *
() Cert_Outbound [] select Al [ ] User Forced Logged Off () Today
© Cert_Inbound I:‘ Others |:| User Transferred To Ivr O VYesterday
D Foreign Language |:| User Transferred Te Campaign @ Custom Range
D Sale |:| User Transferred To Aq From
] sale [] Entity Forced Clean Up 01/01/2020 | 00 : 00
I:‘ schedule.callback I:‘ Wrap Timeout
[T ealllaacl J [T Catlad £all Auka Nicoacn ™
Artribute Based
Attribute Operatar Value
phonel v Contains v 9865 -
Attribute Operator Value
phonel ~ Equals ~ 08657421305 -+
Clear Filter m
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You can provide multiple attributes to search the content, by clicking "+" icon, or

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

Copyright © AMEYO 2021 | Page 266



Ameyo 4.12 GA

11. Agent Account Menu

To access the Agent Menu, click on the Agent name icon at the top-right of the screen.

e Change Extension
e Change Campaign
e Manage Acronyms
a Change Password
e Keyboard Shortcuts
B send Error Logs

O Logout

an 07 ® 12-53

Last Login: Ja

Figure: Agent Account Menu

Last Login Date-Time: It shows the last login date and time of the agent. It helps the

agent to recognize that when he loggedin to the Ameyo.
The Agent can perform the following operations from the Menu tab:

1. Change Extension: This option allows the Agent 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

Select Extension b

Cancel

Figure: Change Extension Pop-up
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2. Change Campaign: Through this option, the Agent is able to change the Campaign.

To change the campaign, click Change Campaign button and 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 Voice Campaign |:| Blended Chat Campaign
IC hd InBound hd Select Chat Campaign hd
IC & InBound &

Figure: Change Campaign Pop-up

3. Change Password: This option allows the Agent 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 x
Current Password
Write Here
New Password
e nerg
Confirm Password

Figure: Change Password Pop-up

4. Manage Acronyms: This option allows the agent to see the list of the campaign

Acronyms which was created at the campaign level by a Supervisor.

Copyright © AMEYO 2021 | Page 268



Ameyo 4.12 GA

Acronyms *

Create New

Short Term Full Term

rite Acronym Write Acronym

Self Acronyms

0-00of D
Short Term Full Term Action
Campaign Acronyms
1-1of1
Campaign Name Short Term Full Term
IC CA Campaign Acronym

Figure: Acronyms

On this page, the agent can create his acronyms which are only visible to him, and
he can use them only.

Perform the following steps to create the Self-Acronyms.
A. Enter the short term in "Short Term" text area.

B. Provide the full name corresponding to the short term in the "Full Term" text

area.
C. Click "Create" button.

Agent can delete his created acronyms but he does not have the option to edit

them.

Select an acronym and click ¥ icon to delete it. A confirmation pop-up comes up.
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Confirmation

Are you sure you want to delete Acronym 7

Figure: Delete Acronyms

Click "Yes" to confirm the deletion process else click "No".

The campaign level acronyms cannot be deleted from here. They can only be

managed by the supervisor.

5. 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.

Keyboard Shortcuts(9) x

Hold/Unhold phone Alt+H
Confer Alt+ C
Transfer Alt+T
Mute/Unmute phone Alt = M
End Call Alt + E
Dispose Alt+D
Auto-Call status toggle Alt+1
Auto-Ticket status toggle Alt+ 2
Open Menu Alt + 7
Enable Shortcut {) [alt + 7] to view menu again

Figure: Keyboard Shortcut Modal
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Following are the actions for which the shortcuts are listed in this modal:

e Hold/Unhold Phone: Press the “Alt” key and “H" key together to access this

shortcut.

e Confer: Press the “Alt” key and “C" key together to confer any call.

e Transfer: Press “Alt” and “T” key together to transfer any call.

e Mute/Unmute Phone: Press “Alt” and “M" key together to mute or unmute
any ongoing call.

e End Call: Press “Alt” and “E” key together to end the call.

o Dispose: Press “Alt” and “D” key together to dispose of any call.

o Auto-Call Status Toggle: Press “Alt” and “1” key together to change the

status of the auto-call.

o Auto-Ticket Status Toggle: Press “Alt” and “2" key together to change the

status of the auto-ticket assignment.

e Open Menu: Press “Alt” and “?" keys together to open the keyboard shortcut

modal.
Click CI® 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.

Copyright © AMEYO 2021 | Page 271



Ameyo 4.12 GA

Send error logs @ <

szue description

Enter the description of the Error.

Include screenshot
O Ty

-

Figure: "Send Error Logs" Option

6. Logout: Click "Logout" to logout from the Ameyo. Once you click logout, all the

services will stop, and agent redirects again to the login page.

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 agent when the account has been

logged in by agent.

8. Working Mode Selection: If the administrator has configured the working mode

selection, then the agent can view the selected working mode (shown in red-box of

the following screenshot).
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L Change Extension
L Change Campaign
LManage Acronyms
8 Change Password
LKeyboard Shortcuts

B send Error Logs

ULogout

WFH {Wark From Home)

Last Login: Oct 22 = 14:52

Figure: Working Mode Status Visibility at Agent's Account Menu

9. Last Performed Activity: The agents can view their last activity time through the

account menu with the "Last activity since" data point. It shows the total time from
which the agent has not performed any activity. The activity performed by the
agent is according to the session. It means that the activities performed by the
agent will be saved for only the current session, irrespective of the campaign. There
is a possibility that an agent is assigned in multiple campaigns, in such a case, the

activity performed by the agent in any campaign will be treated as an activity.
The following work will be considered as an activity of the agent.

e Changing status, that s, all kind of Break is considered as an activity.

o Picking up the chat/ticket/call is considered as an activity

» Disposition on the chat/ticket/call is considered as an activity

e Call Hold is considered as an activity

The agent can hover its mouse on "Last activity since" to view the performed

activity on the agent's console.
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£ Change Extension
£ Change Campaign
£ Manage Acronyms
& Change Password
L Keyboard Shortcuts
B send Error Logs

L Report

ULogout

Last Activity Since05:51

B Last Activity: Just Login

Figure: Agent's Activity in Account Menu

e On page reload, the activity time count will reset to 0.

e This functionality is only for the WebApp application. It is not present for the

toolbars as of now.
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12. Logout from Ameyo

The agents are supposed to logout from the Ameyo application once their respected shift

is completed. Agents need to click on their name (top right corner) to access a menu..

e Change Extension
o Change Campaign
o Manage Acronyms
a Change Password
o Keyboard Shortcuts
B send Error Logs

0 Logout

Last Login: Jan 07 ® 12:53
Figure: Logout from Ameyo

Click "Logout" to logout from the system.
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