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2 Ameyo Administrator Login

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

login credentials to login to the Ameyo.

Password

or Log In with

2020 © Ameyo. Contact center software

Figure: Login Screen

Administrator can perform the following two tasks on the login page.

1. Language Selection: Administrator can change the language to any other language, by

default the English are selected as the Ameyo's language.
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Login to your account

or Log In with

Figure: Change Language on Login Screen

Select the language from the drop-down menu present in the right side of the page to

change the language.

Following languages are available for Ameyo.

A. English
B. French
C. Thai

D. Arabic

E. Japanese
F. Deutsch
G. Turkish
For more information on Ameyo supported languages, click here.

If administrator changes the language to another language, that does not impact the

language change for the other users. Every user has to change the language from the drop-

down list of languages.

2. Login to Ameyo.
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A. Normal Login: The Administrator needs to enter the "User ID" and "Password"

for Ameyo and click "Login".

B. Login with SAML (Licensable): Security Assertion Markup Language(SAML) is an

XML-based framework for ensuring that transmitted communications are secure.
SAML can be be utilized to exchange authentication information, allowing single
sign on capabilities for Web services. For example, If a customer has an Identity
Provider (IDP) and requires that authentication of users should be done using the
same IDP, an integration between Ameyo and the IDP will be done to allow single
sign on through SAML. Significance of using SAML is that users don't have to use
Ameyo user credentials to login, instead the users log in using single sign on with
the integrated IDP.

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

Provider).

C. Google (Licensable): The Administrator can also login using its Google account.

The businesses have to configure the Ameyo System using their Google Business

(G Suite) Account to allow only their staff to login.

After the Administrator logins successfully, "System™" tab is displayed in the browser.
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3 Administrator Console

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

screenshot of its interface.

B AMEYOD  System Configuration  User  Process  Reports  Voicogs  ControlPanel  More | Synthesizer

Process Settings Table QA Parameters

Process List(0)

D Pracess Name Pracess Type

CRM Properties URL

No Data Available
D Propagate Lead Remaoval |:| Propagate Customer Removal
Description

Figure: Ameyo Administrator Workbench
3.1 System Tab
Administrator can navigate below mentioned tabs. Click the links to know more about the same.

e System Tab

= System Configuration

= App Manager

e Process

e Call Manager

e Reports
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e Voice Logs

e Call Manager

e Ameyo Control Panel
App Configuration (that is App Manager), Reports, and Call Manager has to be enabled in the
backend to view and access these tabs. If not enabled, these tabs will not be visible. These tabs will

be discussed in different documents.

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.
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4 Quick Startup Guides

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

can click the links to know more about them.

Quick Startup Guide for Chat Campaign

e Quick Startup Guide for Interaction Campaign

e Quick Startup Guide for Interactive Voice Application Campaign

e Quick Startup Guide for Outbound Voice Campaign

e Quick Startup Guide for Parallel Predictive Voice Campaign

e Quick Startup Guide for Voice Blast Campaign
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4.1 Quick Startup Guide for Chat Campaign
Go through the following pages one-by-one to create and manage a Chat Campaign.

Create Table Definition (Optional)

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

fields in Customer Information)

e Create Process

e Create Agent Table Definition

e Create Users (Mandatory)

e Configure Chat Themes (Optional)

e Create a Chat Campaign

e Configure Agent Table Definition at Campaign-level

e Manage Dispositions (Optional)

e Manage Holiday/Office Hours (Optional)

e Configure Chat Campaign Settings
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4.2 Quick Startup Guide for Interaction Campaign
Go through the following pages one-by-one to create and manage an Interaction Campaign.

e Create Table Definition (Optional)

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

fields in Customer Information)

e Ticket Settings

e Create Agent Table Definition

e Create Process

e Create Users (Mandatory)

e Configure Custom Fields (Optional)

e Configure Customer Cards (Optional)

e Create an Interaction Campaign

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

e Create Canned Messages (Optional)

e Create Routing Rules (Optional)

e Manage Dispositions (Optional)

e Manage Holiday/Office Hours (Optional)

e Configure Spam Filter (Optional)

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

e Create Ticket States (Mandatory to create External States)

e Configure Agent Table Definition at Campaign-level
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e Configure Interaction Campaign Settings
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4.3 Quick Startup Guide for Interactive Voice Application Campaign

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

Campaign.

e Create Table Definition (Optional)

e Create Table Column Mapping (Optional)

e Configure System Settings

e Create Mapping Policies

e Create Agent Table Definition

e Create QA Parameters

e Create Process

e Create Users (Mandatory)

e Create an Interactive Voice Application Campaign

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

to select more than one campaigns during logon.

e Routing at System-level (Optional)

e Manage Dispositions (Optional)

e Manage Holiday/Office Hours (Optional)

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

e Configure Agent Table Definition at Campaign-level

e Manage Exclusions at System-level (Optional)

¢ Manage Voicemail Prompts at System-level (Optional)
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e Create and Manage Rules (Optional)

e Configure Call Manager (Mandatory)

e Configure Interactive Voice Application Campaign Settings
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4.4 Quick Startup Guide for Outbound Voice Campaign
Go through the following pages one-by-one to create and manage an Outbound Voice Campaign.

e Create Table Definition (Optional)

e Create Table Column Mapping (Optional)

e Create Table Filters to filter Customers (Optional)
OR

Create Table Filter Group to filter Customers (Optional)

e Configure System Settings

e Create Mapping Policies

e Create Agent Table Definition

e Create QA Parameters

e Create Process

e Create Users (Mandatory)

e Create an Outbound Voice Campaign

e Create Customer Distribution Rules

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

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

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

to select more than one campaigns during logon.

e Manage Dispositions (Optional)

¢ Manage Holiday/Office Hours (Optional)
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e Create Skills (Optional): If you want to perform skill-based routing.

e Configure Agent Table Definition at Campaign-level

e Manage Exclusions at System-level (Optional)

e Manage Voicemail Prompts at System-level (Optional)

e Create and Manage Rules (Optional)

e Configure Call Manager (Mandatory)

e Configure Outbound Voice Campaign Settings
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4.5 Quick Startup Guide for Parallel Predictive Voice Campaign

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

Campaign.

e Create Table Definition (Optional)

e Create Table Column Mapping (Optional)

e Create Table Filters to filter Customers (Optional)
OR

Create Table Filter Group to filter Customers (Optional)

e Configure System Settings

¢ Create Mapping Policies

e Create Agent Table Definition

e Create QA Parameters

e Create Process

e Create Users (Mandatory)

e Create a Parallel Predictive Voice Campaign

e Create Customer Distribution Rules

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

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

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

to select more than one campaigns during logon.

e Manage Dispositions (Optional)
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¢ Manage Holiday/Office Hours (Optional)

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

e Configure Agent Table Definition at Campaign-level

e Manage Exclusions at System-level (Optional)

¢ Manage Voicemail Prompts at System-level (Optional)

e Create and Manage Rules (Optional)

e Configure Call Manager (Mandatory)

e Configure Parallel Predictive Voice Campaign Settings
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4.6 Quick Startup Guide for Voice Blast Campaign
Go through the following pages one-by-one to create and manage a Voice Blast Campaign.

e Create Table Definition (Optional)

e Create Table Column Mapping (Optional)

e Create Table Filters to filter Customers (Optional)

e Configure System Settings

e Create Agent Table Definition

e Create Mapping Policies

e Create QA Parameters

e Create Process

e Create Users (Mandatory)

e Create a Voice Blast Campaign

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

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

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

to select more than one campaigns during logon.

e Manage Dispositions (Optional)

e Manage Holiday/Office Hours (Optional)

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

e Configure Agent Table Definition at Campaign-level

e Manage Exclusions at System-level (Optional)
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¢ Manage Voicemail Prompts at System-level (Optional)

e Create and Manage Rules (Optional)

e Configure Call Manager (Mandatory)

e Configure Voice Blast Campaign Settings
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5 System Tab

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

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

visible.

System b Users

System Configuration

App Configuration

System Menu

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

e System Configuration

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

the same.

Copyright © AMEYO 2020 | Page 39



Ameyo 4.81 GA Administrator Manual

5.1 System Configuration

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

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

Process

Settings

= System Settings

= Ticket Settings

=  Mapping Policies

= Table Definition

= Agent Table Definition

=  Mapping Policies

= Filter

=  Filter Groups

e QA Parameters

5.1.1 CRM Configuration

You have to configure the CRM before proceeding to setup the system, process, and other settings.

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

CRM.

5.1.2 System Settings After Creating Campaigns

Some System Settings are available only after creating the different types of campaigns. Refer to

the following page to know more.
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e System Settings after Creating Campaigns
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5.1.3 Process in System Configuration

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

create a process. Following is a screenshot of "Process Tab".

EAMEYEI System Configuration  User  Process  Reports  Voicelogs  Control Panel  More v - Admin02 v

Process  Settings Table QA Parameters

Process List(0)

D Process Name Process Type

CRM Properties URL

No Data Available
[] Propagate Lead Removal [] Propagste Customer Removal
Deseription

Figure: Process Tab

5.1.3.1 Create a Process
Perform the following steps to create a process.

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

Add Process *

Process Type
Process Name
Default

e
Description

Table Definition

DefauliTableDefinition p

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

e Table Definition

Add Process

Process Name Process Type

Testing Default

Description

Process to test the product

Table Definition

DefaultTableDefinition

Figure: Creating a Process

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

Process Name
Process List(1)

ID

O 2

Process Name

Testing

Process Type

Default

CRM Properties URL

[] Propagate Lead Removal

Description

[ ] propagate Customer Removal

Figure: Created a Process
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Multiple processes can be created using these steps. However, the process IDs will remain

different.
5.1.3.2 Modify a Process

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

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

will be populated in the right side section.

@ e

Process DefaultTableDefinition

CRM Properties URL

hitpe://tw48.ameyo.com/CRM/crmprops|

2 Testing Default

B Process Default [] Propagate Lead Removal [] Propagate Customer Removal

Description

Testing Process

Figure: Modify a Process

2. You can change the Process Name here as well. Provide the new name of the process in

the Process Name field.
3. You have to provide the inputs for the following fields.

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

configured for a particular process. For example, the following URL can be added

for a local AppServer.

http://<IP_Address_Domain_AppServer>:8786/<CRM_Name>/crmprops

Replace <IP_Address_Domain_AppServer> with the IP Address or the domain

name of the URL where CRM is hosted.
If VAPT setup is configured in Ameyo then the CRM URL will be:

http://<IP_Address_Domain_AppServer>:8786/<CRM_Name>/crmprops.php

Replace http with https, if CRM is configured on secure setup website.

A. Propagate Lead Removal: If supervisor deletes any lead from Ameyo, then all the

numbers get deleted from ameyo database, but they remain available in the CRM
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5.

database. If you want to delete those numbers from CRM database as well, then

enable Propagate Lead Removal checkbox.

B. Propagate Customer Removal: If supervisor deletes any customer’'s number from
the uploaded lead, then it gets removed from ameyo database but it remains
available in the CRM database. If you want to delete the number from CRM

database also, then enable Propagate Customer Removal checkbox.

Click "Apply" to apply the changes.

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

In the edit option, you can not change the Table Definition for the process. The table

definition can only be defined at the time of the process creation.

If, still you want to change the Table Definition, then delete the process first and create a

new process with the other required Table Definition.

5.1.3.3 Delete a Process

Administrator can delete any process by following below steps.

1.

Select the process that needs to be deleted.

[ e @D

Process Name Tablz Definition

Process DefaultTableDefinition

Process Name Process Type CRM Proparties URL

hitps://twdB.ameyo.com/CRM/ermprops]

2 Testing Default

[] Propagate Lead Removal [] propagate Customer Removal

Description

3 Process Default

Testing Process

Figure: Delete Process

2. Click & icon. It shows the following warning message on the screen.

Confirmation

Are you sure you want to delete 7

- €@

Figure: Confirmation Message
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3. Click "Yes" to delete the process.
Click "No" to not delete the process.

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

Process List(1)

Process Name Process Type CRM Properties URL

] Testing Default

[7] Propagate Lead Removal [7] Propagate Customer Remaval

Description

E Frocess s successhuly deeted . l

Figure: Deleted a Process

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

of the process.
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5.1.4 Settings in System Configuration

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

below mentioned tabs.

e System Settings

e Ticket Settings

e Mapping Policies

Click the links to know more about these settings.

System Settings | Ticket Settings  Mapping Policies
s Confuratin rereen (D)

e e T

User Mapping Policy Knowledge Base URL
Ip user call leg details provider v hitp://${serverName}S{serverPort)

b e
Active () gyerem @) User Enable Auto Answer

Internal Chat

Enable Internal Chat

Break Reason Configuration Reload configuration
veete  2ppy (D

Relozd Metric Configuration Reload
Break Reason Option Reload Processing Configuration Reload
O Lunch
Reload Logging Configuration Reload
O Snacks
Relozd License Configuration Reload
| Training Relozd System Configuration Parameter Reload
] Unavailable Reload Server Preference Store Reload
CRM Integration
Z ZeNDESK (Unauthorize ) @ Active @D Server Side Dumping

Figure: Settings Tab — System Settings
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5.1.4.1 System Settings Tab

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

System Settings | Ticket Settings  Mapping Policies
System Configuration (R Apply

System Settings Knowledge Base Settings

User Mapping Policy Knowledge Base URL

Ip user call leg details provider v hitpi/$lserverNamel:S(serverPart)/

s
ctive (g,

A

Internal Chat

Enable Internal Chat

Break Reason Configuration Reload configuration
)

Reload Metric Configuration Reload

System (@) User Enable Auto Answer

Break Reasan Option Reload Processing Configuration Reload
Reload Logging Configuration Reload
Reload License Configuration Reload

Feload System Configuration Parameter Reload

o o oo

Unavailable Reload Server Preference Store Reload

CRM Integration

Z 2enDEsK ((Unauthorize ) @ Active @D Server Side Dumping

Figure: Settings Tab — System Settings

1. User Mapping Policy: Administrator can map the phone device with the respective user's

machine. Agent telephony shall be assigned with static IP, same can not be on DHCP.

Make sure to enable the Call Manager at the backend and configure voice resource and

call contexts in it before configuring User Mapping Policies.

A. The Administrator can select the phone mapper type values from the drop down
to map the extensions with particular IP. This option can be used to avoid wrong
selection of Telephony Channel by the user while logging into the system. The
view of "Mapping Policy" tab will be changed for every user mapping policy

selected here.

[. 1P multiple user call leg details provider (Licensable): This mapper can

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

procuring appropriate license component at the center.

Userid mapped Call leg Details provider (Licensable): Select it define
the default extensions for the selected users. The selected users will not
be asked to select the extensions after selecting the campaigns at their
logon. After selecting this option, you have to browse "Mapping Policy

Tab" to select the default single or multiple extensions for the users.

User ID based call leg details provider (Licensable): This mapper can
be used if WebRTC is being used. This phone mapper type will be enabled
after procuring appropriate license component at the center. After

selecting this policy, the following option is displayed just below it.

System Settings

User Mapping Policy

Userld based call leg details provider A

Figure: Option to select Extension if WebRTC is not available

You have to configure WebRTC also to use this mapping policy.

Reference Document:

Select this option to let the system select any Extension if WebRTC is not

available.

Manual user call leg details provider (Licensable): This mapper policy

can be used when no mapping needs to be done.
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V.  IP user call leg details provider (Licensable): Select it to map one IP
with single extension. The Agent need not to select the extension as the
IP is already mapped with an extension while logging into the system. The
applied settings will be applicable for the user who gets the option to

select the call context while logging into system.
It is the default option.

2. Knowledge Base Settings: The Administrator can define the knowledge base page URL
here. Supervisor, agents, and other users will view this page on the Home screen of their
workbenches.

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

3. After Login Behaviour : Using this feature, the administrator can define the after login

behaviour. It contains the following two options. Any one of them can be selected only.

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

agent automatically available, check "Auto Available" box.

After Login Behaviour

Active

'@' System 'Z::Z' User

D Auto Available

Figure: System Auto-Available Option

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

Active () system (@) User

Figure: User Available Option

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

manually.

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

by dialer will be auto answered.

Enable Autoc Answer

Internal Chat

Enable Internal Chat

Figure: Auto-Answer and Internal Chat options

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

corner of the interface of every user.

This feature is licensable, hence for further information on the same, contact Support team

of Ameyo.

5. (Licensable) Break Reasons: Administrator can add the break reasons for the contact

center. Created break reasons will be applied at system level and same will be visible to
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agents on Ameyo Web Access. While going on break, agents can select the respective

break reason.

This feature is licensable, hence for further information on the same, contact Support team

of Ameyo.

Break Reason Configuration
Delete Apply m

Break Reason Option

Lunch

Snacks

Training

O o o o

Unavailable

Figure: Break Reason Configuration

Perform following steps to add break reason.

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

B. Enter the name of break reason.

Break Reason Configuration

Delete m Add

Break Reason Option

Dinner

Figure: Add a Break Reason

: Character Limit for the Name of the Break Reason is

30 characters. Also, (-) hyphen can be used as the special character. It means that
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the Break Reason can include maximum to 30 characters including alphabets,

numbers, and only (-) hyphen as the special character.

C. Click "Apply" button to create the break reason.
Perform the following steps to delete a break reason.

D. Select a break reason and click "Delete". A warning message is displayed on the

screen.

Confirmation x

Are you sure you want to delete 1 Break Reason?

Figure: Asking to delete a Break Reason

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

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

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

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

6. Reload Configuration: This section contains the following buttons that lets you reload

the configuration of different Ameyo components. After clicking a button to reload the
selected configuration, you have to logout from Administrator Console and then login

again to make it effective.
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Reload Metric Configuration Reload
Reload Processing Configuration Reload
Reload Logging Configuration Reload
Reload License Configuration Reload
Reload System Configuration Parameter Reload
Reload Server Preference Store Reload

Figure: Reload Configuration Section

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

configurations.

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

configurations.

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

configurations.

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

configurations.

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

configuration parameter. Reloading the "System Configuration parameter” also
reload the "IC Configuration Parameter” with one click. This button also reloads
the AutoClose and AutoExpire Timers with one click. There is no need to reload
them separately.

Following parameters will be reloaded from here.

e isCustomerEditable
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e shouldRunHeatValueTimer
e smsNotificationCredentials
e AutoClose Timer

e AutoExpire Timer

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

preference store.

After the changes in mapping policies, always reload the server preference store.

If there is a change in licenses then reload both License configuration and server preference

store.

7. CRM Integration: Here, the Administrator c enable the access to the Third-party Apps
including CRMs such as Zoho, Zendesk, Salesforce, Microsoft Dynamics, Freshsales, and
Freshdesk Mint. For some Apps like Zendesk CRM and Zoho Desk, the OAuth for Single

Sign-On have to be enabled before authorizing the access.

CRM Integration

Z zenvesk (Unauthorize @ Active @D Sserver Side Dumping

Figure: Authorize Zendesk

The following screenshot displays the authorization of Ameyo Application Server to

Microsoft Dynamics.

Process  Settings  Blended Campaign  Call Routing  Dispositions  Skills  Exclusion  Volce Mall  Holiday/Office timings  Table QA Parameters

System Settings | Mapping Policies

System Configuration Refresh Apply
Delete Apply m Reload Metric Configuration Reload
Break Reason Option Reload Processing Configuration Reload
Break
U Reload Logging Configuration Reload
r Traning
— Reload License Configuration Reload

Reload System Configuration Parameter Reload

Reload Server Preference Store Reload

CRM Integration

Microsoft MSD_CIF | Y @ Active Server Side Dumpin
g Nicrosor Unauthorize «© ping

Figure: Option of Server-side Dumping for Microsoft Dynamics
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After authorizing a linked Third-party App, the Administrator can click "Server-side
Dumping" toggle switch to enable the server-side dumping of the data like Call Duration,

etc. Know more...

The Administrator can click "Unauthorize" button to unauthorize the configured third-party

app.
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5.1.4.2 Ticket Settings

In this Tab, Administrator can define the Ticket Settings.

System Settings | Ticket Settings | Mapping Policies

Refresh = Apply

Ticket Settings
Agent can view

On Dashboard:

() Tickets assigned to the agent () Tickets which are unassigned, or (©) Al tickets in their queues, of selected (@) Tickets in selected campaign
assigned to the agent, in their queues campaign
of selected campaign

On Customer Detail:

() Tickets assigned to the agent () Al tickets in their queues, of selected () Tickets in selected campaign (@) All tickets associated with the
campaign customer

Auto-assignment of tickets When assigned agent reads a new ticket

Auto assignment to users: (@) (@) Do not change Ticket State

Agent Aute Status on Login 0 off Agent Can Toggle Auto Status () Yes (@) No () Update Ticket to follawing Open State
TICKET OPENED

Allow public notes on tickets Allow agents to reopen tickets

O es (@ Yes

@ No O Ne

Ticket ID Pattern

(O No Preference

(® Custom ID

Prefix S e Ticket 1D Praview

None ~ ap @

0
Fetch limited tickets by default

Tickets on Agent Dashboard
Don't Limit ~

Closed Tickets on Agent Dashboard
Don't Limit v

Tickets on Customer Details Page
Don't Limit ~

Figure: Ticket Settings

It contains the following settings.

5.1.4.2.1 Agent can view

Select the type of tickets that an agent can see.

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

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

that are assigned to him/her.
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B. Tickets which are unassigned, or assigned to the agent, in their queues of
selected campaigns: Select it to let the agent view both those tickets which are
unassigned and which are assigned to the agents in their queues of selected
campaigns. The tickets assigned to other agents of queues to which he/she is not

assigned, will not be displayed to him/her.

C. Tickets in queues assigned to the agent in selected campaigns: Select it to let
the agent view those tickets in queues which are assigned to the agents in its
selected campaigns. It will not show the tickets which are either unassigned or
assigned to other agents who are staffed to another campaign, in which he/she

was not staffed.

D. Tickets in selected campaigns: Select it to view the tickets which are assigned to

the agents in the campaigns elected by the agent.

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

details.

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

that are assigned to the agent.

B. Tickets in queues assigned to the agent in selected campaigns: Select it to let
the agent view all tickets in the queue which are assigned to the agents in its

selected campaigns.

C. Tickets in selected campaigns: Select it to let the agent view the tickets in the

selected campaigns.

D. All Tickets associated with the customer: Select it to let the agent view all

tickets associated with the customer.
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5.1.4.2.2 Auto-assignment of tickets

Configure the options here to enable or disable Auto-Assignment of tickets to Users and allow or

disallow the agents turn on or off their Auto-Status in interaction campaign.

Auto-assignment of tickets

Auto assignment to users: D)

Agent Auto Status on Legin On Off Agent Can Toggle Auto Status ':' Yes @ Mo

Figure: Auto-Assignment of Tickets

It contains the following options.

2.

Auto-assignment to users: Click this toggle switch to turn on the Auto-Assignment of
Tickets to the agents by default. If it is enabled, "Agent Auto Status On Login" option will

also be enabled by default and remain disabled.

If this option is enabled, the Administrator also get "Auto-Assignment to users" option at

the queue level that can be configured. The Queue-level "Auto-Assignment to users"

option will override this auto-assignment option of System-level.

If it is enabled, the agents will be on "Auto-Status On" after their login in Interaction
Campaign. The next option "Agent Can Toggle Auto Status” will allow or disallow agent
to change this status.

The Administrator can turn off this option to not assign tickets automatically to the

agents.

Agent Auto Status On Login: This option will be enabled only when "Auto Assignment
to Users" option is turned off. Select "On" to force the agents to be on "Auto-Status On"

after their login to Interaction Campaign. Else, select "Off" to turn off this feature.
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3. Agent Can Toggle Auto Status: Select "On" to allow the agents to toggle/change their

"Auto-Status On" option. Else, select "Off" to turn off this feature.

5.1.4.2.3 When assigned agent reads a new ticket

By default, whenever the assigned agent reads a new ticket, the state of that ticket is changed to
"Open" Internal State. If you want to set an external state, created under "Open" Internal State, as
the default state when the assigned agents reads a new ticket, then this section helps you define

that settings. It contains the following options.

When assigned agent reads a new ticket

() Do not change Ticket State

'iii' Update Ticket to following Open State

TICKET CPENED b

Figure: Set the State of New Ticket when the assigned agent reads it

1. Do not change Ticket State: Select it to not change the state of the ticket when then

agent assigned to a ticket reads it.

2. Update ticket to following open state: Select it to change the update the state of the
ticket as per the external state of "Open" Internal State selected the in the drop-down

menu.

5.1.4.2.4 Allow Public Notes on tickets

Configure this option to allow or disable the public notes on the tickets. The public notes will be

visible to all users. It contains the following options.

1. Yes: Select it to allow the public notes on the tickets.
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2. No: Select it to disable the public notes on the tickets.
5.1.4.2.5 Allow agents to reopen tickets

Configure this option to allow or disable to agents to reopen the closed tickets. It contains the

following options.

1. Yes: Select it to let the agents reopen the closed tickets.

2. No: Select it to not allow the agent to reopen the closed tickets.
5.1.4.2.6 Ticket ID Pattern

The Administrator can now customize the ID Number of the tickets at the System level.

Ticket ID Pattern

() Mo Preference

@ Custom D
i Begin Sequence Fram
Prefix

MNene v AND 0

Ticket ID Preview

Figure: Ticket ID Pattern

The Administrator has to perform the following steps to do this customization.
1. Select "Custom ID" to provide a customized ticket ID. Perform the following steps.
2. Select any of the following options as the prefix of the Ticket ID.
A. NONE: Select it not to add any prefix.
B. YYYYMMDD: Select it to add "YYYYMMDD" as the prefix.
C. DDMMYYYY: Select it to add "DDMMYYYY" as the prefix.

D. MMDDYYYY: Select it to add "MMDDYYYY" as the prefix.

DD, MM, and YYYY will be replaced with their respective values as per the date

when the ticket is being created.
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Ticket ID Pattern

(O No Preference

Prefi

MMDDYYYY v ano g1
071720201

Figure: Customized date-based Ticket ID

E. Custom: Select it to add the provided custom alphanumeric input as the prefix.
Upon selecting, it enables an additional text field named "Value" at the bottom.

You have to enter an alphanumeric value in it.

Ticket ID Pattern

() No Preference

pppppp

20200001

2020000 ®

Figure: Custom-field based Ticket ID

3. Begin Sequence From: Here, you have to provide the number from which the numbering

of ticket IDs will start.

After this ID customization, the actual ticket will not be displayed in the entire interface of Ameyo

System. It will only show the Custom ID. For debugging, it is necessary to fetch the actual Ticket ID

from the provided Custom ID.

Following screenshot shows the Custom ID (instead of the actual Ticket ID) in the header a Ticket

Tab in Agent's Interface.

Dashboard Customers EHello Moto

Ticke: |d: ashwani2208rac5648  hello Moto

Figure: Custom ID in Agent Interface

Custom Ticket ID is also visible in the tickets, that are being exported to CSV formats from the
Agent's Dashboard. Improved Ticket Resolvers to manage Custom Ticket IDs: If Custom Ticket

IDs are being used for the first time, the Ticket Resolvers of Email Media Profiles are appending

Copyright © AMEYO 2020 | Page 62



Ameyo 4.81 GA Administrator Manual

the new emails and reply to emails to the same tickets even if their default ticket IDs has been

replaced with the new Custom IDs.

However, this will not work if the Custom Ticket ID has been changed again with a new custom

ticket ID or default ID. That means the Ticket Resolvers of Email Media Profiles will not append

the new emails and reply to emails to same tickets if the already set Custom Ticket ID has been

either changed again or reset to default.

5.1.4.2.7 Fetch Limited Tickets by default

If there is large amount of tickets, then the performance was being impacted and the Agents have
to wait for considerable amount of time. Now, the Administrator can specify the date range within
which the tickets will be fetched in the Agent Console. The Administrator have to navigate to
"System" — "System Configuration" — "Settings" — "Ticket Settings" to access this option. In

"Ticket Settings" page, go to the bottom.

Fetch limited tickets by default

Tickets on Agent Dashboard

Don't Limit e
Closed Tickets on Agent Dashboard

Don't Limit hd
Tickets on Customer Details Page

Don't Limit e

Figure: Option to Fetch Limited Tickets

It contains the following three settings.

o Tickets on Agent Dashboard: It allows you to specify the duration, within which the tickets

will be displayed on Agent Dashboard. The tickets not matching this duration will not be
available on the Agent Dashboard. The following screenshot shows the available duration

for this configuration.
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Fetch limited tickets by default

Tickets on Agent Dashboard

Don't Limit
Past 3 months
Past & months
Past 9 months
Past 12 months

Custom Range

Figure: List of Available Duration for a Settings

It contains the following options.

Don't Limit: Select it to not apply any date-range filter on fetching of tickets. If the

number of tickets are large, then we recommend not to select this option.

Past 3 Months: Select it to fetch the tickets of only past 3 months on the Agent
Dashboard.

Past 6 Months: Select it to fetch the tickets of only past 6 months on the Agent
Dashboard.

Past 12 Months: Select it to fetch the tickets of only past 12 months on the Agent
Dashboard.

Custom Range: Select it to provide the number of past months, of which tickets
have to be fetched on the Agent Dashboard. After selecting this option, a text box
titled "Define Date Range (in months)" is displayed along with "Tickets on Agent

Dashboard" drop-down menu.

Fetch limited tickets by default

Dashboard

Tickets on Agent
Custom Range v

Closed Tickets on Agent Dashboard

Don't Limit ~

Tickets on Customer Details Page
Don't Limit ™

Figure: Custom Range Filter Option
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Provide a value in number between 1 and 12.

o Closed Tickets on Agent Dashboard: It allows you to specify the duration, within which

the tickets will be displayed on "Closed Ticket" pages on both Agent Dashboard and
Customer page. The tickets not matching this duration will not be available on "Closed
Ticket" pages. It contains the same options as that of "Tickets on Agent Dashboard"

configuration, which are explained above.

e Tickets on Customer Details Page: It allows you to specify the duration, within which the

tickets will be displayed on "Customer Details" page. The tickets not matching this duration
will not be available on "Customer Details" page. It contains the same options as that of

“Tickets on Agent Dashboard" configuration, which are explained above.
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5.1.4.3 Mapping Policies Tab

Here, Administrator can define the mapping policies selected in "System Settings Tag". It will have

different interface for the different mapping policies.
Click a tab to read about the mapping policy.

5.1.4.3.1 IP Multiple User Call Leg Details Provider (Licensable)

If this option is selected in "User Mapping Policy" in "System Settings" tab, then the following

screen is displayed here.

System Settings Ticket Settings [ Mapping Policies L

Multiple Extension - IP Policy Apply m

P Call Context Phone Sequence

I:‘ 10,10.10.10 voip v 46546

D 10.10.10.77 voip v Enter Phone

Figure: Configure Mapping Policy of "IP Multiple User Call Leg Details Provider"

It is IP-based Multiple Extension Policy, which allows the Administrator to assign multiple

extensions to an IP Address. The Administrator has to perform the following the steps.

1. Click on "Add" button.

2. Enter the IP Address.

3. Select the Call Context.

4. Enter the Phone number (extension).
5. Select the Sequence.

6. Click on "Apply" button.

To delete any existing mapping, select the same and click on "Delete" button.
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5.1.4.3.2 User ID Mapped Call Leg Details Provider (Licensable)

If this option is selected in "User Mapping Policy" in "System Settings" tab, then the following

screen is displayed here.

System Settings Ticket Settings Mapping Policies
Search Q 1-10 of 22 € >

User Mame Call Context Phone Mumber
1001 Select Call Context v Phone Number
2002 Select Call Context Phone Number
abhi 2586 ~ 1234567

980 ~ 7486 T+
Alonzo 2586 ~ 63210

22067 ~ 3213102 T+
Austin 480 ~ 12345

22067 ~ 14789 T+

Figure: Configure Mapping Policy of "User ID Mapped Call Leg Details Provider"

It is currently in tabular format. Call Contexts and Phone Numbers are displayed for every user.
Here, the Administrator can select the default call context and provide the number. If the user has
been assigned multiple extensions, "+" icon is displayed with the phone number. The Administrator
can click it and define multiple extensions. During logon, by default, these users will be assigned

their respectively selected extensions and will not be asked to select the extensions.

User Mame Call Context Phone Number
userl 1962 b 78046797
user2 softphonel v 45797777
1991 W 123456789 []

Figure: Mapped the Users with their Default Extensions in "Mapping Policies" Tab
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After this configuration, when the agent (after logon to the system) selects the campaign in which
the defined call context has been assigned to it, the agent will be logged on with the provided
extension and it will not get the option to select other extensions.
For example, user1 has been assigned 1992 call context and 78946797 phone number. Now, user1,
at the time of logon to the system, user1 (after selecting relevant campaign) will be logged on

automatically at 1992 Call Context and 78946797 phone number.
The Phone Number can be edited in the Mapping Policy.

If a user is logged on to the Ameyo Toolbar Integration in a third-party application, then the user

can use up to three extensions for the following call types simultaneously.
e inbound.call.dial
e outbound.auto.dial
e outbound.manual.dial
e transferred.to.campaign.dial
e outbound.callback.dial

However, this feature does not work simultaneously for the following call types in multiple

extensions.
o click.to.call.dial
e outbound.auto.preview.dial
e outbound.manual.preview.dialing

5.1.4.3.3 User ID Based Call Leg Details Provider (Licensable)

It is preferred to use this policy in case of WebRTC only. While using it, you have to configure

WebRTC also. Please refer to the following document.

Reference Document:

If this option is selected in "User Mapping Policy" in "System Settings" tab, then the following
screen is displayed here. It is useful when you have multiple voice resources and you want to map

users to these voice resources.
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System Settings  Ticket Settings [ Mapping Policies {

. . «D
Agents List(8) Agents List(3)
Administrator Administrator - [m] a2 a2 Chat Campaign, IC, Inbound Campaign +2 more
PAdministrator PAdministrator - [m] gl gl Inbound Campaign, Outbound Campaign
al al Chat Campaign, IC, Inbound Campaign +2 more [m] pa2 pa2 Chat Campaign, TestiC2

a
a
a
O ant ant Inbound Campaign, Outbound Campaign
a 92 g2 Inbound Campaign, Qutbound Campaign >
[ pal pal Chat Campaign, TestiCZ <
0o s s1 Chat Campaign, IC, Inbound Campaign + 3 more

a

2 s2 Chat Campaign, IC, Inbound Campaign +2 mare

1-80f8 130f3

Figure: Configure Mapping Policy of "User ID Based Call Leg Details Provider"

The Administrator can select the users and map them to the available Voice Resources. This
interface is divided into the two sections - Left Section and Right Section. The Administrator can
map the unmapped users to a voice resource. Moreover, the Administrator can move the users

between voice resources.

Perform the following steps.

1. Select the voice resource or "Unmapped" in "Agent Mapped To" drop-down menu of the
Left Section. If you have added only one voice resource, it will show "Unmapped" option

only. In the Left Section, the users will be listed as per the selected option.
2. Select the voice resource in "Agent Mapped To" drop-down menu of the Right Section.

3. Select the users in the Left Section. You can click the checkbox given on top to select all
users.

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

4. Click | icon to add the selected users.

To unassign the users from a Voice Resource, select the voice resource in "Agent Mapped

To" drop-down menu to list the users mapped to the selected voice resource. Now, select

'y
the users in the Right section and click . icon.
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5.1.4.3.4 Manual User Call Leg Details Provider (Licensable)

If this option is selected in "User Mapping Policy" in "System Settings" tab, then the following

screen is displayed here.

System Settings Ticket Settings Mapping Policies

Nothing to configure here since agents will be selecting their extension manually.

Figure: Configure Mapping Policy of "Manual User Call Leg Details Provider"

Here, the Administrator has to perform no action. The Agents will select the extensions on their

own.
5.1.4.3.5 [P user call leg details provider (Licensable)

If this option is selected in "User Mapping Policy" in "System Settings" tab, then the following

screen is displayed here.

System Settings Ticket Settings Mapping Policies
Single Extension - IP Policy Apply m
p Call Context Phone
D Enter [P 1690 A Enter Phone
D 10.10.17.50 1 ~ 5566
D 10.10.17.60 softphonel ~ 21212

Figure: Configure Mapping Policy of "IP Based User Call Leg Details Provider"

It is an IP-based Single Extension Policy, which allows the administrator to define the Single

Extension Policy for an IP Address.

1. Click on "Add" button.
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2. Enter the IP Address.
3. Select the Call Context.
4. Enter the Phone number (extension).

5. Click on "Apply" button.

To delete any existing mapping, select the same and click on "Delete" button.
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5.1.5 Table in System Configuration

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

types or columns.

B AMEYO  System Configuation  User  Process  Reports  Voicelogs  ControlPanel  More v _ Admin02 v
Process Settings Table QA Parameters
Table Agent Table Definition Mapping Filter Filter Groups
Table Definition List(1}
Table Name Last Updated Table Column
O DefaultTableDefinition 14/01/2020, 12:26:05 twitter,timezone facebook name phone2 phone3 phon...

Figure: Table Settings in "System Configuration"

It contains the following tabs.

Table Definition

e Agent Table Definition

e Mapping Policies

o Filter

e Filter Groups
Click the links to know more about them.
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5.1.5.1 Table Definition

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

BB AMEYD  SystemConfigustion  User  Process  Reports  Voicebgs  ConfrolPanel  Morew | Synthesizer _ Admin02 v

Process Settings Table QA Parameters

Table Agent Table Definition Mapping Filter Filter Groups
Create Table

Table Definitian List(1)

Table Name Last Updated Table Column

() DefaultTableDefinition 14/01/2020, 12:26:05 twitter, timezone facebook.name, phone2 phone3 phon...

Figure: Table Settings in "System Configuration”

After creating the table definitions here, you can use "Mapping" tab to create the mapping and

"Filter" tab to create the filters.

5.1.5.1.1 Create Table Definition

Administrator has to perform the following steps to create a new data table.

=
c Tabl
1. Click button. A pop-up will appear.

Table

AdminManua Table Definition Name

Column Definition m

Name Type Nullable Unique Key Primary Key Masked Default Value

No Data Available

Cancel

Figure: Create Table
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2. Provide the following details:
A. System: This contains the system ID which is taken by default.

B. Table Definition Name: Enter the name of the table. You can use only

(underscore) as a special character while providing a name for Table Definition.

Other special characters are not allowed.
C. Description: Enter the description regarding the table.
D. Column Definition: Perform the following steps to add a column.

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

Unique Key Primary Key Masked Default Value

nteger ~ O O [l O i+

Figure: Add a row

[l.  Here, you have to provide the following values to add a column.

a. Name: Provide a name of the column. You can use only
(underscore) as a special character while providing a name for a

Column. Other special characters are not allowed.

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

input received in this column.

i.  Integer: Select it to accept only whole numbers. It will not

accept the decimals.
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i.  Numeric: Select it to accept the numbers including

decimals.

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

and "false".

iv.  Varchar: Select it to accept the alphabets with numbers.

<
O

ate: Select it to accept the date.

_|

im

Vi.

0]

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

c. Nullable: Select it to let any cell in the column to remain blank. If

unchecked, it will be mandatory to enter some value in the cell.

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

in its cells.

e. Primary Key: Select it to make the column primary.

f.  Masked (Licensable): It provides the option to mask the values

stored in a field.

The feature to unmask the already masked values will not be

provided. So, use this feature consciously.

All or only important fields can be masked. If the Administrator
selects a field to be maksed, then whatever data will be stored in
this field will be masked at User Interface of the entire Ameyo
System, in Customer Manager API, and at the backend, in the
databases of PostgreSQL. For example, the data will be masked in
AmeyoRefresh and CustomerProspect tables. Except the last 4
characters, all characters in the data will be masked with "X" letter

such as XXXXXX1234.
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If you are modifying an existing Table Definition or creating a new
one in an already existing Ameyo Setup, only the new data will be
masked in the field selected for masking, however, the old data will

not be masked.

Perform the following steps to enable the masked Data Processor

i. Execute the following query to verify whether the

maskDataPreProcessor is available or not.

SELECT * FROM system_configuration_parameter WHERE

name = 'customerManagerPreprocessorsNames';

i. Execute the following query to enable the

maskDataPreProcessor if it is not available.

update system_configuration_parameter set
value="duplicatePreprocessor,numberRegexMatcherPrepr
ocessor,standardNumberFormaterPreprocessor,maskData
PreProcessor' where

name="'customerManagerPreprocessorsNames';
iii.  Run the following query.

update column_definition set
masking_policy_type="FIRST_X_LAST_Y_UNMASKED' where
name="; Update column_definition set
masking_policy_properties='{"last_y_characters":"4","mask

ed_string™:"","first_x_characters":"6"}' where

name='<Column_Name_To_Mask>";

It is configurable that how many digits of the data has to be masked
or unmasked from starting and how many digits has to be masked
or unmasked from the end.
Suppose the card number of 10 digits has to be masked. If it is
configured that first 5 digits will be unmasked and the last 5 digits

will be unmasked, then the complete number will remain unmask.

Copyright © AMEYO 2020 | Page 76



Ameyo 4.81 GA Administrator Manual

3.

If you select "Masked" for a field, then it cannot be "Primary Key"
and "Unique Key". Also, default value of "Type" for a Masked field
will be "WVARCHAR" and it cannot be changed.

Nullable Unique Key Primary Key Masked Default Value

Figure: Sample Values to create a Table

There may be some cases arise when you have to disable the mask
data fields. In this case, run the following query to disable the Mask
Data Field.

update system_configuration_parameter set

value="duplicatePreprocessor,numberRegexMatcherPreprocessor,

standardNumberFormaterPreprocessor’ where

name='customerManagerPreprocessorsNames';

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

cells of this column.

You can add multiple columns using the same steps.

Following is a screenshot of a table containing different columns.

Table x

System Table Definition Name
AdminManual DefaultTableDefinition
Description

DefaultTableDefinition
Column Definition m

Name Type Nullable Unique Key Primary Key Masked Default Value

twitter Varchar hd

timezone Varchar hd

et €

5. Figure: Sample Values to create a Table
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6. Click "Save" button to create the table.

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

Following screenshot shows a newly created table.

Table Definition List(2)

Table Name

DefaultTableDefinition

NewTable

Last Updated
02/01/2020, 16:03:58

02/01/2020, 16:13:43

Table Column
twitter imezone facebook name phone2 phone3 phon...

name phone email timezone twitter, facebook address

Figure: Created a Table

5.1.5.1.2 Modify Table Definition

Perform the following steps to edit the table.

1. Select a table and click "Edit".

Table

Table Definition Name

AdminManual

DefaultTableDefinition

Description

DefaultTableDefinition

Column Definition

Name Nullable Unique Key Primary Key Masked

twitter

timezone Varchar

Default Value

Figure: Modify a Table Definition

You can change the following fields here.
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A. Add new column: You can add the new columns in the table definitions. Click
"Add" button to add the new column. A blank row is added at the bottom of the

table. Here you can define the properties of the table column.

B. Table Definition Name: Change the name of the table.

C. Description: Change the description.

You cannot modify or delete the columns. Also, you cannot modify the column properties

such as name, type, Nullable, unique key, primary key, or default value.

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

Click "Cancel" to cancel the changes.

5.1.5.1.3 Delete Table Definition

Perform the following steps to delete a table.

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

Confirmation X

Are you sure you want to delete 7

Figure: Asking to delete a table

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

You can click "No" to not delete the table.
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Download PDF

5.1.5.2 Agent Table Definition

Agent Table Definition is actually the template to provide the fields (or columns)
to store the Customer Information in the Agent Dashboard. Its user interface
allows the Administrator to assign the fields (that store customer information) to
the particular agents. If some agents are not assigned the Table Definition Fields
(that will store Customer Information), then they will not be able to see, access,
and modify the Table Definition Fields. The Administrator can also decide who can

modify or not modify the assigned Customer Information Fields.

The Administrator can also define the sequence of appearance of these Definition

Fields.

A default Agent Table Definition will be created whenever a new Data Table
Definition is created. By default, all fields of Data Table Definition will be assigned
to visible in the default Agent Table Definition. The Administrator have to create a
new Agent Table Definition to decided what to show where and what has to be

allowed to agents to edit.

A new sub-tab named "Agent Table Definition" has been added in "Table" Tab in

"System Configuration" in the Administrator Console.

BB AMEYO  System Configuation  User  Process  Repors  Voicelogs  ConlrolPanel  More v - Admin02 ~
Process Settings Table QA Parameters
Table Agent Table Definition Mapping Filter Filter Groups
Select Table
DefaultTableDefinition v m
Agent Table Definition (1)
Name Description Date Created Last Updated Actions

DefaultAgentTableDefinition DefaultdgentTableDefinition 14/01/2020, 12:26:05 14/01/2020, 12:26:05

Figure: New Tab of Agent Table Definition

5.1.5.2.1 Create New Agent Table Definition
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Perform the following steps to create a new Agent Table Definition.

1. Click "Create New" button on the top-right corner to create a new Agent

Table Definition. It shows the following page.

Table Agent Table Definition Mapping Filter Filter Groups

Table Mame * Description

DefaultTableDefinition ~

Available Column Definitions(10} Search Assigned Column Definitions(0)

| Name Type | Name Type Agent Permissions
O twitter VARCHAR
No Data Available
[ timezone VARCHAR
=] facebook VARCHAR
=] name VARCHAR
m} phone2 VARCHAR

Figure: Create New Agent Table Definition

2. In"Table" drop-down menu, select the Table Definition for which you want
to create the Agent Table Definition. The fields of the selected table will be

listed in "Available Column Definitions" section.
3. Provide a name for the Agent Table Definition.
4. Provide the description, if required.

5. Now, select the fields in "Available Column Definitions" that you want to

assign to the agents. Click icon to move the fields to "Assigned

Column Definitions" section.

Available Column Definitions(5) Assigned Column Definitions(5)

O twitter VARCHAR O timezone VARCHAR (®) Read Only () Read & Write 4

[} phone2 VARCHAR O name VARCHAR (@) Read Only () Read & Wiite v
m} phoned VARCHAR O phone3 VARCHAR (@) Read Only () Read & Write + o
O phones VARCHAR O email VARCHAR (®) Read Only () Read & Write R
[} phonel VARCHAR O facebaok VARCHAR (@ Read Only () Read & Write ™

Figure: Assign and Unassign Fields
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To unassign the fields, select the fields in "Assigned Column Definitions"

section and click . icon to unassign the fields.

6. Enable or Disable Field Modification: In "Assigned Column Definitions"

section, you can select the following options for every field.

e Read Only: Select this option to allow the agents to only read the
Customer Information stored in this field. The Agents cannot

modify the customer information in this field.

e Read & Write: Select this option to allow the agents to read and

modify the Customer Information stored in this field.

7. Order of Appearance of Fields: The top to bottom positioning of the

fields in "Assigned Column Definitions" section will be the order of
appearance of the fields in the Customer Information. The following

screenshot displays the sample order of appearance of fields.

Assigned Column Definitions(7)

O timezone VARCHAR (@ Read Only () Read & Write J

O name VARCHAR (_) Read Only (@) Read & Write o
O phone3 VARCHAR () Read Only (@) Read & Write o
O email VARCHAR (®) Read Only () Read & Write o
Ll facebook VARCHAR () Read Only (@) Read & Wirite o
O phoneZ VARCHAR () Read Only (@) Read & Write o
O phones VARCHAR (@ Read Only () Read & Write T

Figure: Sample Order of fields

You can click "&darr;" icon to move the field to bottom and click "&uarr;"
to move the field up. After every click on any of these icons for a field, the

positioning of that field will change.

Copyright © AMEYO 2020 | Page 82



Ameyo 4.81 GA Administrator Manual

8. Click "Save" to save the Agent Table Definition. It takes you back to "Agent
Table Definition" Tab, which shows the list of Agent Table Definitions

including the newly created one.

You can assign or unassign the fields, make the fields editable or non-editable,

and change the order of their appearance even while modifying the default or

custom Agent Table Definition.

5.1.5.2.2 Modify an Agent Table Definition

"Agent Table Definition" tab shows the list of existing Agent Table Definitions.

Select Table

DefaultTableDefinition ~
Agent Table Definition (2)
Name Description Date Created Last Updated Actions
DefaultAgentTableDefinition DefaultAgentTableDefinition 14/01/2020, 12:26:05 14/01/2020, 12:26:05
Test_Table_Definition 14/01/2020, 13:29:00 14/01/2020, 13:29:00 A

Figure: List of Agent Table Definitions

Perform the following steps to modify an existing Agent Table Definition.

1. Click L=l icon for an existing Agent Table Definition to modify it using the

following page.

Table Agent Table Definition Mapping Filter Filter Groups

Table Mame *

DefaultTableDefinition v

Available Column Definitions(10} Search Q Assigned Column Definitions(0)

| Name Type | Name Type Agent Permissions
O twitter VARCHAR
No Data Available
=] timezone VARCHAR N
[ facebook VARCHAR <
] name VARCHAR
O phone2 VARCHAR

Figure: Page to modify an existing Agent Table Definition

2. You can make the following changes.
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e Name of Agent Table Definition

If you change the name of an existing Agent Table Definition,

which has been selected and applied on a Campaign, then it may

not work in that campaign.

e Description
e Assign or Unassign the Table Definition Fields

o Mark the Agent Table Definition fields as "Read Only" or "Read and
Write"

e Change the order of appearance of these fields
3. Click "Save" to save the changes.

Rather click "Cancel" to discard the changes.

The changes made in Agent Table Definition will be applicable in real-time.

However, these changes will be displayed to the agents only when they open a

new Customer page after that change.

5.1.5.2.3 Delete Agent Table Definition

The Deleted Agent Table Definition cannot be restored in any way. It will not be
used in the Campaign and in the Agent Console. If the Agent Table Definition is
assigned to a campaign and is being used by the agents, then the agent may not

be able to that Agent Table Definition for the new Customer Communication until

a new Agent Table Definition is assigned.

"Agent Table Definition" tab shows the list of existing Agent Table Definitions.

[ Agent Table Definition
Select Table
DefaultTableDefinition W
MName Description Date Created Last Updated Actions
DefaultAgentTableDefinition 07/10/2019, 14:48:47 07/10/2019, 14:46:47
TestATD TestATD 10/10/2019, 21:37:50 10/10/2019, 21:37:50 FA |

Figure: List of Agent Table Definitions
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Perform the following steps to modify an existing Agent Table Definition.

1. Click & icon to delete an existing Agent Table Definition. It shows the

following warning message.

Confirmation

Are you sure you want to delete Agent Table Definition TestATD?

No

Figure: Pop-up to confirm the Deletion of Agent Table Definition

2. Click "Yes" to delete the Agent Table Definition.
Rather, click "No" to not delete it.

"DefaultAgentTableDefinition" cannot be deleted. When the Administrator tries to

delete it, the system shows the following error message on the screen.

Cannot delete Agent Table Definition

Cannot delete this as it has been set as the default Agent Table Definition for user assignment in campaign.

Figure: Error while deleting the Agent Table Definition

Copyright © AMEYO 2020 | Page 85



Ameyo 4.81 GA

5.1.5.3 Table Mapping

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

modify, and delete the custom table column mappings.

Administrator Manual

Table

Process  Settings Table QA Parameters

Agent Table Definition Mapping Filter

Select Table Definition -
DefaultTableDefinition

Column Mapping List(8)
Name

DefaultinboundCalumnMapping
DefaultBlastColumnMapping
DefaultlVRColumnhapping
DefaultCSTACclumnMapping
DetaultChatCampaignColumnMapping
DefaultAdvancedOutboundColumnMapping

DefaultinteractionCampaignColumnMapping

Oo|jo|o oo oo o

DefaultOutboundCalumnMapping

Campaign Type
Interactive Voice Application
Voice Blast Campaign

IVR Campaign

CSTA Voice Campaign

Chat Campaign

Parallel Predictive Voice Campaign
Interaction Campaign

Outbound Voice Campaign

Mapped Attribute

timezone

timezone

timezone

timezone

timezone

timezone

- timezone, name -

- timezone, name -

- timezone, name -

- timezene, name -

- timezone, name -

- timezene, name -

name, phonel
name, phonel
name, phonel
name, phonel
name, phonel

name, phenel

- pharet
- phonel
- phanet
- phone1
- phane

- phonel

Create New Mapping

emaill - email, timezone - timezane, facebook_usemna...

timezone - timezone, name - name, phonel - phonel

Figure: Table Mapping

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

create, edit, and delete the table column mappings.

Table Filter List

Select Table Definiticn

DefaultTableDefiniton

Figure: Select Table Definition

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

Administrator needs to follow below steps to create a new mapping.

1. Click"Create New Mapping" button. Following pop-up named "Create Table Mapping

Wizard" is displayed on the screen.
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o

Table Column Mapping Wizard

DefaultTableDefinition TestMapping

Interactive Vioice Application

Mapping Sequence(3)

MName Required Ming# Max#

phone true 1 3 Add
searchable false 1 5 Add
filterable false 1 5 Add

Required Column Mapping(3)

Attribute Type*
A

phonel Select an option

~ hd
narme Select an option
. . b
timezone Select an option

Figure: Create Table Column Mapping

2. Administrator needs to fill the following details in order to create a new mapping.
A. Mapping Name :Provide a mapping name.

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

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

Il Interaction Campaign
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VI.

VII.

Parallel Predictive Voice Campaign
IVR Campaign
Voice Blast Campaign

Chat Campaign

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

displayed here.

Searchable (Licensable: 5 to 10 fields): It lets you add the searchable and
optional columns in the mapping. It is not necessary to create the
searchable fields. Through this feature the column on which the searchable
field is applied, the column becomes searchable, means a search bar

appears on the column which allows the user to search for any of the data.

Buy the license to increase the number of searchable fields. After
purchasing the license, run the following query.
INSERT INTO
system_configuration_parameter(name,type,value,default_value) VALUES
('maxSearchableFieldsAllowed','Integer’,' <number_of_searchable_fields>",

<number_of _searchable_fields>");

. The maximum number of searchable fields (after both license and

configuration) is 10. After purchasing licenses, perform the configuration to

increase the number of fields, if any step missed then number of fields will
not increase. Contact either Marketing Department or Services Team of

Ameyo.

Phone (Licensable: 5 to 50 fields): It lets you add the mandatory columns in

the mapping. It is mandatory for the user to fill these columns.

Buy the license to increase the number of phone fields. After purchasing

the license, run the following query.
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INSERT INTO
system_configuration_parameter(name,type,value,default_value) VALUES
('max.phone.allowed’,'Integer’,'<number_of_phone_fields>','<number_of_

phone_fields>");
The maximum number of phone fields (after both license and

configuration) is 50. After purchasing licenses, perform the configuration to

increase the number of fields, if any step missed then number of fields will

not increase. Contact either Marketing Department or Services Team of

Ameyo.

. ilterable: It lets you add the filterable columns in the mapping. The user
can leave these columns blank. Through this feature the administrator now
have another filter field through which he can filter for the required

voicelogs.

Buy the license to increase the number of filterable fields. After purchasing
the license, run the following query.
INSERT INTO
system_configuration_parameter(name,type,value,default_value) VALUES
('maxFilterableFieldsAllowed','Integer’,' <number_of filterable_fields>",'<nu

mber_of filterable_fields>");

The maximum number of filterable fields (after both license and

configuration) is 10. After purchasing licenses, perform the configuration to

increase the number of fields, if any step missed then number of fields will
not increase. Contact either Marketing Department or Services Team of

Ameyo.

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

You cannot edit or delete the column mappings here.

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

the following options.
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. twitter
[l.  timezone
. facebook
V. name
V.  phonel
VI.  phone2
VIl.  phone3
VIll.  phone4
IX.  phone5
X, emall

H. Type: You have to select the types of these attributes for the added column

mappings.

Following screenshot shows the sample table mapping for a custom "Test1" table

definition.
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Table Column Mapping Wizard

Mapping Mame

MNewTable Inbound

npaign Type

Interactive Voice Application

Required Column Mapping(3)

Attribute Type™
W

searchablel phone

. . A
timezone timezone

) W
filterablel phone

Figure: Sample Table Mapping

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

Following screenshot shows two newly created table mappings.

Table Agent Table Definition Mapping Filter Filter Groups

~ Create New Mapping

Column Mapping List(8)

Name Campaign Type Mapped Attribute
[0 DefauttinboundCalumnMapping Interactive Voice Application timezone - timezone, name - name, phone™ - phone’
[0 DefaultBlastColumnMapping Voice Blast Campaign timezone - timezone, name - name, phone™ - phone’
[ DefauttlVRColumnMapping IVR Campaign timezone - timezone, name - name, phone - phone]
[ DefauttCSTAColumnMapping CSTA Voice Campaign timezone - timezone, name - name, phone - phone]
[ DefaultChatCampaignColumnMapping Chat Campaign timezane - timezone, name - name, phone - phone]
[1  DefaulthdvancedOutboundColumnMapping Parallel Predictive Voics Campaign timezane - timezone, name - name, phone - phone]
[ DefaultinteractionCampaignColumnMapping Interaction Campaign emaill - email, timezane - timezone, facebook_usema..
[  DefauttOutboundColumnMapging Outbound Veice Campaign timezane - timezene, name - name, phona - phone

Figure: Table Mappings

5.1.5.3.2 Modify Table Mapping

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

selected definition are displayed.

2. Select a table and click "Edit".

Table Column Mapping Wizard *
Table Definition Mapping Mame

NewTable Inbound

Campaign Type

Interactive Voice Application

Required Column Mapping(3)

Attribute Type®

o

searchablel phone
. . e
timezone timezone

e
filterablel phone

Cancel m

Figure: Edit a Table Column Mapping

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

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

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

added, edited, or deleted.

5.1.5.3.3 Delete Table Column Mapping

Perform the following steps to delete a table column mapping.

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

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

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

Confirmation X

Are you sure you want to delete 7

v @

Figure: Asking to delete a Table Column Mapping

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

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

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

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

Campaigns. Administrator has to assign the required Table Filters in "Customers” Tab in the

Settings of these campaigns.

onfiguration  User  Process  Reports  Voicelogs  Control Panel  More v

Process  Settings Table QA Parameters

Table Agent Table Definition Mapping Filter Filter Groups
Select Table
DefaultTableDefinition v Create New Filter

Table Filter List{0)

Name Enabled Campaign Type Filter Type

No Data Available

Figure: Table Filters

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

create, edit, and delete the table filters.

Select Table
DefaultTableDefinition w

DefaultTableDefinition

Table

Test

Testd

Figure: Select Table Definition

You can use search box in the top row to search for the particular table definition.

5.1.5.4.1 Create Table Filter
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Administrator needs to follow below steps for creating new filters.

1. Select the table definition.

2. Click "Create New Filter" to create a new table filter.

Table Filter

DefaultTableDefinition

Filter Name

Campaign Type

Description

Outbound Veice Campaign "

OR Clause

% Delete JL Add ) Left Operand

Condition

Figure: Create a Table Filter

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

A. Filter Name: Provide a name of the filter.

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

contains the following options.

Outbound Voice Campaign

Parallel Predictive Voice Campaign

Voice Blast Campaign

C. Description: Enter the description regarding the filter.

Copyright © AMEYO 2020

Page 95



Ameyo 4.81 GA Administrator Manual

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

added clause.

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

contains the following options.

ATTEMPTS

e customerid

e DISPOSITION

e emalil

e facebook

e IS_CALLBACK SCHEDULED

o |S_EXCLUDED_DISPOSED

o LAST _CALL_TYPE

e LAST_CHURN_1

e LAST_CHURN_2

o LAST_DIALED_NUMBER

o LAST_DIALED_NUMBER_1

e LAST_DIALED_NUMBER_2

e LAST_DIALED_NUMBER_3

e LAST_DIALED_NUMBER 4

e LAST_DIALED_TIME
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e LAST_USER_ID

e LEAD_ID

(] name

o NUMBER _STATUS

e phonel
e phone2
e phone3
e phone4
e phone5

e timezone

twitter

[l After selecting "Left Operand”, you have to provide a value for that
operand in the cell under "Condition" column. The value should contain a
operator such as =, < or >. The following table shows some examples of

some operands.

Operand Value

ATTEMPTS ([<'1'

='1234'

CustomerlD|<'1234'

>'1234'
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Operand Value

='2111155555'

Phone1 <'2111155555'

>'2111155555'

. Table: Sample Values of Operands

If you do not add operator or single quotes, you may get error while adding

or modifying the table filter.

V.  You can click "+" icon on the right side of a row to add a new condition.
VI.  To delete a condition, you can click "x" icon on the right side of a row.

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

add the condition rows in it.

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

between the clauses.

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

contains the sample values to create a table filter.

Table Filter x
able Definitio Filter Mame
DefaultTableDefinition Testl
Campaign Type Description
Qutbound Voice Campaign hd Testl
I Ny
CONDITIONS |\. Delete ./| |\ Add /|
Clause 0 Attribute 0L Criteria
. ATTEMPTS v s +
Clause 1 Attributa SQL Criteria
AND - pisposiTion v =RETRY X

Figure: Creating Table Filter
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G. Click "Save" button to create the table filter.

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

You can create the multiple table filters.
5.1.5.4.2 Enable or Disable a Filter

Perform the following steps.

1. Select a table filter in the list.

Table Agent Table Definition Filter Filter Groups
Select Table
DefaultTableDefinition v Delete Edit Create New Filter

Name Enabled Campaign Type Filter Type
|:| Test1 D Qutbound Voice Campaign Default
v Phone1Test D Cutbound Voice Campaign Default
|:| Phone2leadChurns D Qutbound Voice Campaign Default
|:| Phone3Callback D Qutbound Voice Campaign Default

Figure: Select a Table Filter

2. Check the box titled "Enable" to enable the table filter.

3. Alternatively, you can keep "Enable"” box unchecked to keep the table filter disabled.
5.1.5.4.3 Modify a Table Filter

Perform the following steps.

1. Select a table filter in the list.

Table Agent Table Definition Filter Filter Groups
Select Table
DefaultTableDefinition Delete Edit Create New Filter

Name Enabled Campaign Type Filter Type
|:| Testl D Qutbound Voice Campaign Default
v PhonelTest D Cutbound Voice Campaign Default
|:| Phone2leadChurns D Qutbound Voice Campaign Default
|:| Phone3Callback D Qutbound Voice Campaign Default
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Figure: Select a Table Filter

2. Click "Edit" button on top right corner to edit the table filter. It shows the following pop-

up.

Table Filter

DefaultTableDefinition PhonelTest

Campaign Type

Outbound Voice Campaign v Peseriptien
{ Delete ) Add ) Left Operand Condition
OR Clause b o g
phonel v <'1123456789" +
Clause 0

Figure: Modify a Table Filter

3. You can change the following items here.
A. Filter Name
B. Campaign Type
C. Description
D. Left Operand
E. Value
F. Clause

4. Click "Save" to save the modified table filter.

5.1.5.4.4 Delete a Table Filter
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A deleted table filter cannot be restored. If the table filter is being used in any campaign to filter

the leads, then the filtration will not work after deleting the table filter.

Perform the following steps.

1. Select a table filter in the list.

Table Agent Table Definition Filter Filter Groups
Select Table
DefaultTableDefinition ™ Delete Edit Create New Filter
Name Enabled Campaign Type Filter Type
|:| Test1 D Qutbound Voice Campaign Default
v Phonel1Test D Cutbound Voice Campaign Default
|:| Phone2leadChurns D QOutbound Voice Campaign Default
|:| Phone3Callback D Qutbound Voice Campaign Default

Figure: Select a Table Filter

2. Click "Delete" button on top right corner to edit the table filter. It shows the following

warning message.

Confirmation X

Are you sure you want to delete 7

Figure: Warning before deleting a Table Filter

3. Click "Yes" to delete the table filter.
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5.1.5.5 Table Filter Groups (Licensable)

In Ameyo 4.6, the Filters to filter the leads can now be grouped. This Filter Grouping allows the
businesses to achieve the next-level for prioritizing the dialing of their leads. Single or Multiple
Filter Groups can be created at both System-level (by the Administrator) and Campaign-level (by
the Supervisor). The Filter Groups created at the System-level by the Administrator can be assigned
to Outbound, Parallel Predictive Dialing, and Voice Blast Campaigns. For it, the Administrator has
to activate the Filter Groups and assign the selected Filter Groups in "Customers" Tab in the Settings

of these campaigns.

Here, in "System Settings" — "Table" — "Filter Groups”, you can create and manage the Filter

Groups at the System-level by the Administrator.

BEAMEYD Systemv  User  Process  Reports  Vaicclogs  ControlPanel  More v a Administrat.. v

Process Media Profile Settings Canned Messages Blended Campaign  Call Routing  Dispositions  Skills Exclusion  Voice Mail ~ Holiday/Office timings  Spam Filter  Table Rule Engine  Ticket State

QA Parameters

Table Agent Table Definition Mapping Filter Filter Groups

Select Table
DefaultTableDefinition v

N Filter Group has been created for this table yet!

Figure: Table Filter Group

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

edit, and delete the table filter groups.

Select Table

DefaultTableDefinition

Table

Test

Test?
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Figure: Select Table Definition

5.1.5.5.1 Create Filter Group

Performs the following steps to create a new Filter Group.

1. Select the table definition.

2. Click "Create New" to create a filter group.

Table Filter x

Filter Group Name Description
Test
Campaign Type
Qutbound Voice Campaign A

Rows selected: 1 Assigned filters(0)

v Filter Assigned To | Filter Assigned To
/] test - @ .’;\«
L No Data Available

e CD

Figure: Create a Filter Group

3. Provides the following inputs.
A. Filter Name: Provide a name of the filter group.

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

contains the following options.
I.  Outbound Voice Campaign
[l.  Parallel Predictive Voice Campaign

lll.  Voice Blast Campaign

The selected campaign will show the Filter Groups and Filters created in that campaign

only.
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4. The Filters in "Available Filters" will be listed as per the selected campaign.

5. You can hover the mouse over icon to see the information about a filter in the

following pop-up.

DESCRIPTIOMN CLAUSES:
|:| B . @ customerid =12

R DISPOSMON ="RETRY" AMD ATTEMPTS >'5

Figure: See Information of a Table Filter

6. Select the required Table Filters in "Available Filters" section and click icon to add

them in the Filter Group.

7. To remove the Table Filters from a Filter Group, select the required Table Filters in

"Assigned Filters" section and click icon.

8. Click "Save" to create the Filter Group. Following screenshot contains the sample values

to create a Filter Group.

Table Filter x
ilter Group Mame
Test Testing Filter Group
Outbound Voice Campaign A
Available filters(0) Assigned filters(1)
L Filter Assigned To | Filter Assigned To
O test - 6]

No Data Availzble

Cancel m

Figure: Creating Filter Group
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9. Click "Save" button to create the Filter Group.

Alternatively, you can click "Cancel™ button to not create it.

The following screenshot shows the created Filter Gruops

Table Agent Table Definition Mapping Filter Filter Groups L

Select Table

DefaultTableDefinition ~
Filter Groups

~ o Testl (0 ]

~ o TestZ (o ]

Please select a Filter Group from the left to view or edit details.

Figure: Created the Filter Groups

5.1.5.5.2 View the Details of a Filter Group

The left section shows the list of created Filter Groups. The Administrator can click = icon to expand

the details. When you select a Filter Group, it shows the further details in the right section of the

window.
Q Test
Filter Group Name Description
Filter Groups
Test Testing Filter Group
A Test o
rest ®
Available filters(0) Assigned filters{1}
| Filter Assigned To | Filter Assigned To
] test Test (O]

No Data Available

Delete
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Figure: Details of a Filter Group

Hover the mouse over icon for a member filter to view the detais of that filter.

DESCRIPTION CLAUSES:
customerid =12

R DISFOSITION ="RETRY AND ATTEMPTS *'5

Figure: Information of the Member Filter in a Filter Group

You can click & icon to collapse the expanded filter group.

5.1.5.5.3 Enable or Disable a Filter

You can enable or disable a Filter Group. You can click switch to enable the Filter Group. After

enabling, the color of that toggle changes to green.

Select Table
DefaultTableDefinition i
Filter Groups Enakled
A Testl ﬂ
Testl @
PhonelTest @
A Test2 a
Test1 @
Phone2leadChurns @

Figure: Enable or Disable a Filter

To disable a Filter Group, click switch to disable the Filter Group.
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5.1.5.5.4 Modify a Filter Group

By default, the filter group is not selected, you have to select it manually. Perform the following

steps to modify a Filter Group.

1. Select a Filter Group in the left pane.

Q Test
Filter Group Name Description
Filter Groups
Test Testing Filter Group
A Test (o )
- l6)
Available filters(0) Assigned filters(1)
| Filter Assigned To | Filter Assigned To
] tact Test @
Na Data Available
Delete

Figure: Selected a Filter Group

2. Click "Edit" button on top right corner to edit the filter group. It shows the following pop-

Filter Group Name Description

Testing Filter Group

Rows selected: 1 Assigned filters(1)

~ Filter Assigned To | Filter Assigned To

/| Test2 - (0] S O test Test @

Delete

Figure: Modify a Filter Group
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You can change the following items here.
A. Filter Group Name

B. Description

Select the Filter Groups in "Available Filters" section and click icon to assign the filter

from the Filter Group.

To unassign a filter from the Filter Gruop, select a filter in "Assigned Filter" section and

F
click icon to unassign the filter from the Filter Group.

After making the changes or changing the Filter Members, click "Save" to save the

modified filter group.

5.1.5.5.5 Delete a Filter Group

A deleted Filter Group cannot be restored. If the Filter Group is being used in any campaign to filter

the leads, then the filtration will not work after deleting the same.

Perform the following steps to delete a Filter Group.

1.

Select a Filter Group in the list.

Se Q Test
Filter Group Name Description
Filter Groups
Test Testing Filter Group
A Test a»
et 6}
Available filters(0) Assigned filters(1)
| Filter Assigned To u Filter Assigned To
> (O test Test @

No Data Available

Figure: Select a Filter Group
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2. Click "Delete" button in the bottom right corner in the right pane. It shows the following

warning message.

Confirmation »

Deleting the Filter Group might affect dialling in the campaign. Are you sure you want to delete 7

Figure: Warning before deleting a Filter Group

3. Click "Yes" to delete the filter group.
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5.1.6 (Licensable) QA Parameters in System Configuration

Administrator can define different quality parameters which help the Analyst or other Authorized
Users to provide the quality rating for every customer communication with the agents. This feature

is licensable, hence for further information on the same, contact Ameyo support team.

B AMEYO  System Configuration  User  Process  Reports  Voicelogs  ControlPanel  More | Synthesizer _ Admind2 v

Process  Settings Table QA Parameters

Create Parameter

Q A Parameters(0)

Name Parameter Type Mandatory

No Data Available

D Is Mandatory

Quality Parameter Details

No Data Available

Figure: Quality Parameter Tab

5.1.6.1 Create Quality Parameter

Administrator can create new parameter by performing the following steps.

1. Click "Create Parameter" button. A pop-up is displayed on the screen.
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Create Quality Parameter

Boolean W

[
i)

cription Is Mandatory

Quality Parameter Details

Cancel

Figure: Create Quality Parameter

2. Parameter Name: Enter the name of parameter.
3. Description: Enter the description of parameter.

4. Is Mandatory: Check the check box if this parameter has to be made mandatory, which

means the Analyst or Supervisor has to rate the call.

5. Parameter Type: Select the parameter type from the drop-down menu. After selecting a

value, the interface gets changed. It contains the following options.

A. Boolean: Select it to create a boolean-based Quality Parameter, whose value can
be given in True or False. After selecting the boolean, provide the values for true

and false.
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B. Multiple: Select it to create a Quality Parameter, which can contain multiple

vaules.

Create Quality Parameter

Parameter Type

Multiple

Is Mandatory

Quality Parameter Details + Add Parameters Details

Value Score Delete

Mo Data Available

Figure: Multiple-based Quality Parameter

Perform the following steps.

l. Click "+Add Parameter Details" link. It adds a new row in the blank area.
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Create Quality Parameter X
er Name Parameter Type
Audio Multiple ~
Description Is Mandatory
Quality Parameter Details + Add Parameters Details
Value Score Delete

Cancel @

Figure: Add Details of Multiple-based Quality Parameter

[l Provide the value and score. For example, the value can be in text format
and the score can be in numeric format such as "Poor" can be the value

and "1" can be its score.

. Click "+ Add Parameter Details" link again to add one more row

containing value and score.
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Create Quality Parameter X
Parameter Type
= Hame Multiple v
Description Is Mandatory
Quality Parameter Details + Add Parameters Details
Value Score Delete
Good 5 |
Poor 2 [ ]
Cancel

Figure: Multiple Values in a Quality Parameter

IV.  To detele a parameter detail, click icon.

C. Comment: Select it to create a Quality Parameter, which can accept and store

comments about the quality of customer communication.
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Create Quality Parameter x
Parameter Mame Parameter Type
Audio Comment hd
Description Is Mandatory

Add comments here

Mo Data Available

) @

Figure: Comment-based Quality Parameter

D. Range: Select it to create a range-based Quality Parameter. You can specify the

minimum and maximum range.
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Create Quality Parameter X
arameter Mame Parameter Type
Audio Range .
Description Is Mandatory

Add comments here

Quality Parameter Details

Value Score

Figure: Range-based Quality Parameter

6. Click "Add" button to add the parameter.

Following screenshot shows newly created quality parameters.

er Na
Q A Parameters(4)
Name Parameter Type Mandatory
] L Multiple Multiple true
=] 3 Baolzan Boolzan true
O & Comment Comment true [] 1s Mandatory
=] &+ Range 1Range frue Quality Parameter Details
No Data Available

Figure: List of QA Parameter

7. Select the QA Parameters to view its details.

5.1.6.2 Change Priority of Quality Parameters
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Each Quality Paramter has E in the list. The Administrator can click T to increase the priority

for a Quality Parameter and | to down its priority.
5.1.6.3 Modify Quality Parameter

You can click the checkbox of a quality parameter to view its details in the right section.

Create Parameter Refresh Save Changes

Parameter Name

-

Boolean

Mandatory

Description

Multiple Multiple true

Boolean Boolean true

Commen t Commen t true Is Mandatory

Quality Parameter Details

oo a o
¢ @ @ @

Value Score

true 1

false 0

Figure: Modify QA Parameter

You can modify the following details.

1. Name
2. Description

3. Make it optional by unchecking "IsMandatory" or make it mandatory by checking

"IsMandatory".

4. Ifitis a Boolean-, Multiple-, or Range-based Quality Parameter, then you can change its

value and score.

Click "Save Changes" button on the top-right corner to save the changes.

Rather, you can click "Refresh” to discard the changes.

5.1.6.4 Delete Quality Parameter

The deleted Quality Parameter cannot be restored.

Copyright © AMEYO 2020 | Page 117




Ameyo 4.81 GA Administrator Manual

Perform the following steps to delete a quality parameter.

1. Select a quality parameter in the list.

2. Click "Delete" to delete the quality parameter. It shows the following pop-up.

Confirmation X

Are you sure you want to delete 7

Figure: Delete QA Parameter

3. Click "Yes" to delete the quality parameter.

Click "No" to not delete the quality parameter.

Copyright © AMEYO 2020 | Page 118



Administrator Manual

Ameyo 4.81 GA

6 Users and Group Management

The Administrator can create new users and their groups from existing users of Ameyo system.

B AMEYO  System Configuration  User  Process  Reports  Voicelogs  ControlPanel  Morew | Synthesizer a e
Users Groups

User Management(7)

| User ID User Name User Role Actions

O Administrator Administrator Administrator Edit

O PAdministrator PAdministrator PAdministrator Edit

Figure: User Management

The administrator can perform the following steps from here.

1. User Management: This tab allows the Administrator to create and manage the user

accounts in Ameyo. Know more...

2. Group Management: This tab allows the Administrator to create and manage the user

groups in Ameyo. Know more...

Copyright © AMEYO 2020 | Page 119



A meyo 4.81 GA Administrator Manual

6.1 User Management

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

BEAMEYO  SystemConfiguration  User  Process  Reports  Voicelogs  ControlPanel  More v 2 Administrat... v
Users. Groups

User Management(7)

| User ID User Name User Role Actions

O Administrator Administrator Administrator Edit

O PAdministrator BAdministrater BAdministrater Edit

Figure: User Management

6.1.1 Add User

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

a Administrat... v

et (EED)

E AMEYO  SystemConfiquration  User  Process  Reports  Voicelogs  Control Panel  More v Synthesizer
Create User

General Information

System Role

Administrator

Confi

[] Emaillg

Login Policy
Verify Before Force Login ~  [] Enable screen recording

Figure: Add a User
Perform the following steps.

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

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

search box to search for any role. It contains the following roles.
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o By default, Professional Agent, Executive, and Supervisor can work in the Ameyo
contact Services Team or On-site Engineer for more information.

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

e A user with Executive Role can login to one chat, one Interaction, and more than
one Voice Campaigns, even if they are not Blended.

e Blended Campaigns are preferred because it gives important to the inbound calls

that helps in reducing the call drops.

As per the license model in Ameyo, you can create the following users.

Licenzi—ek:ased Actual User Type in Ameyo

Professional Agent

Voice User Executive Agent (to be available in two voice campaigns without
Blended Campaign option)

Email User Professional Agent

Chat User Professional Agent

Social User Professional Agent
Professional Agent

Universal User |Executive Agent (to be available in two voice campaigns without
Blended Campaign option)

e Administrator: As the name suggests, the user with the administrator user rights

is the head of all the Ameyo and is able to do everything in the system.
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e MAdmin: MAdmin is the mini-administrator who has some privileges like the

administrator but does not have the complete authorization like administrator.

e Voice Admin: All the voice related administration level works are allowed to be

done by the voice-admin user.

e Analyst: The analyst is the user who analyses the complete work done by the

agents.

e Professional-Agent: The professional agent is the user who is professional in
handling multiple customers and their calls at the same time while assigned in the

multiple campaigns.
e Executive: The executive is the person who is allowed to interact with the customer.

o Supervisor: The supervisor is the user who has the privileges to monitor the work

of the agents which are assigned under him.

e UAM-Maker: The UAM-Maker (User Access Manager) user has the privileges to
the create the users and assign them to their respective campaigns so that they,

can work accordingly.

e UAM-Checker: The UAM-Checker (User Access Manager) has to approve the users
created by UAM-Maker.

e Customer Manager: The Customer Manager is used to run the Customer Manager

API.

e Group Manager: The combination of multiple voice agents is known as group, and

the group manager monitors the activity of the agents assigned in that group.

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

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

5. Select the Allowed Interaction Extensions from the drop down field. Allowed Interaction
Extension means that number of media interactions that is chat, mails, social media etc.

can a Agent handle.
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6. Select the number of Ticket Extensions which a user can handle at a time.

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

user in the textbox.
8. Login Policy: Select the Login policy from the provided drop down box.
9. Click "Save" to add the user.
10. Click "Cancel" to discard the changes.

6.1.2 Modify User

Administrator can modify the general information of user and also change different privileges given
to that particular user. To edit a particular user, select that user by checking the checkbox provided

and click on edit option which is there in front of the name of that user. It shows the following pop-

up.

] Manual Dial [] View dispositon of a call [] Listen to setf campaign voice logs

Figure: Modify a User

Following information can be modified.

1. General Information: Under this category, the following fields can be modified.
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A. System Role

B. User Name

C. Password

D. Allowed Chat Extensions

E. Allowed Ticket Extensions

F. Check or uncheck "Email ID" field

G. Add, modify, or delete Email Address
H. Change Login Policy

2. After Login Behaviour: Here, you can check "Auto Available" to make the user auto-
available after the login. Keep it uncheck to not make it auto-available after the agent

login.

3. System Masked Privileges: The administrator can restrict the user from some actions
related with system. Enable the checkboxes to restrict the user from the following

restrictions.

e Set autocall status: It restricts the user to change the status of the auto call. It
means that the user is not able to change the status of the auto call, the status set

either by supervisor or administrator remains available.

e Modify Campaign: It restricts the user to change the campaign after login to
another campaign. It means that the user is not able to change the campaign even
if the user is assigned in multiple campaigns. Now, if the user selects the campaign
at the time of login remains available only. The option to change campaign for the

user from the main menu remains disabled.
o Transfer Call: It restricts the user to transfer the call.

o Confer Call: It restricts the user to confer the call.
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3.

Campaign Masked Privileges: The administrator can restrict some actions for particular

user of the campaign (in which respective user is assigned) by simply checking the

respective checkboxes.

Select the campaign from the drop down list of the available campaigns in which user is

assigned. Following privileges can be restricted for any user:

e Manual Dial: If the user is masked for the Manual Dial feature then the user is not
able to dial the call to any customer from that campaign manually(auto call does
not have any impact of this feature). This feature is useful for the users of "Inbound"

type campaigns.

e View disposition of a call: If this feature is enabled for any user, then that user is

not able to view the dispositions for the call so that the user is not able to dispose
off the call from the disposition list of dialer but the user is allowed to dispose the

call from CRM in that campaign.

o Listen to self campaign voice logs: If the user is masked from this feature then

the user is not able to listen to the voicelogs which are created from the calls
handled by that user. The option to listen to the voicelogs remains unavailable for

that user.

e View Cancel Preview: It masked the user to cancel the preview of the customer's

details. It means that the user is not able to cancel the preview in the case of

"Preview dialing" algorithm.
o Transfer Call: It restricts the user to transfer the call.
e Confer Call: It restricts the user to confer the call.

If the "Confer Call" privilege has been masked for a Supervisor, then the "Call Conference"”
for that Supervisor will also be masked in “Live Monitoring" Tab.
It is a Campaign-level Privilege, which can be configured here. The change made by a
Supervisor for this privilege will override the privilege configured by the Administrator.

If a user is assigned in multiple campaigns and administrator wants to mask the user from

multiple campaigns, then you have to mask the user from all the campaigns one by one.

These features are available for all other users except administrator.
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4. Voice Mail Configurations (Licensable): This feature is licensed. This tab will be only
visible if voicemail license is procured at the center.
The Administrator can enable Voicemail feature at system level is enabled by sliding the
"voicemail” bar towards right. If this is not enabled, then voicemails will not be recorded.
To enable sending the voicemails notifications, administrator needs to check the

"Notification Email IDs" checkbox.

¢ Notifications Email IDs: Administrator can enter the multiple email ids (gmail
domain only) separated by comma. For example, email1@domain.com,

email2@domain.com, and others.

e Welcome Voicemail Prompt: Select the welcome voicemail prompt from the

drop-down field.

o Finish Voicemail Prompt: Select the finish voicemail prompt from the drop-

down field.

5. Click "Apply" button to save the changes.
Rather, click "Cancel" to discard the changes.

6.1.3 Delete User

The deleted user cannot be restored. The deleted user will not be able to login to the Ameyo

System.

Perform the following steps to delete the user.

1. Select the user to be deleted by checking the checkbox.

2. Click "Delete" to delete the selected user. It shows the following warning message.
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Confirmation

Are you sure you want to delete 1 user 7

Cancel Delete

Figure: Warning before deleting a User

3. Click "Yes" to delete the user.

6.1.4 User Card

After the creation of the user, the user card is displayed while hovering the mouse on the user
name of the user. Following screen is displayed while hovering the mouse over the username of

the user.

| User ID User Name User Role Actions

[ Y 2l Executive Edit
O a2 a2 Professional-Agent Edit
O Admin1 Adminl Administrator Edit
m} Admin2 Admin2 Administrator Edit
O  Administrator Administrator Administrator Edit
O Name: Administrator agent] Executive Edit
D: Administrator
m} analyst analyst Analyst Edit

Figure: User Card

The user card contains the user-role, username, and userlID.
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6.2 Group Management

The Administrator can create new user groups in the Ameyo system. The group management in
Ameyo provides the feature to the Administrator to group the agents so that the "Group Manager"

is able to manage and supervise them.

E AMEYO  System Configuration

ministrat...
Users Groups

It seems you have not created any groups yet!

Create New Group

Figure: Group Management

By default, the screen does not have any groups and shows the above screen at the time of the

first login.

6.2.1 Create New Group

Before creating any group manager, the administrator has to create a user with the user role "Group

Manager".

Click "Create New Group" button present on the page. The following page is displayed.
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CREATE GROUP

Group Name* Description

Assign Group Managerand Users

My Available Users(2) Assigned Users(0)
| User ID User Name Role Groups Assigned To Skills | User ID User Name Role Groups Assigned To Skills
a2 a2 Professional-Agent - -
Ne Data Available
al al Executive - - >
4

Figure: Create Group

Perform the following steps to create the group.
1. Provide the name of the group in the "Group Name" column.
2. Enter the description of the group, if any, in the "Description” textbox.

3. Select the agent from the "Available Users" column which you want to assign to that group

and click icon.

Assign at least one group manager user from the list. However, you can assign more than

one group manager from here.

4. After providing all the information, click "Create" button.

a

Administrat... v

Users Groups

BB AMEYD  SystemConfiguration  User  Process  Reports  Voicelags  Control Panel  More v

EDIT GROUP

Group Name*

Groupl

Assign Group Managerand Users.

My Available Users(3) Assigned Users(3)
[m] pal pal Professional-Agent - - [m] a2 a2 Executive GroupT, Group2 -
0o g a2 Group Manager Group2 - O a a1 Executive GroupT, Group2
0 pa2 pa2 Professional-Agent - - s O g gl Group Manager Graup, Group2
<
Rows perpage | 10V 130f3 fowsperpsge | 10V 1303
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Figure: Sample Group

Click \ ) icon to unassign the users from the assigned list of the users.

The user assignment is atomic in nature, that is not transactional. If some users out of all
selected users could not be assigned because of any reason such as configuration, then
allowed wusers will be assigned except those are failed to be assigned.
In the case of license restriction, the users of which license is not obtained will not be

displayed in the section of available users.

6.2.2 Edit the Group

Perform the following steps to edit the group.

1. Select the group which you want to edit and click LZ! icon. The following page is opened.

BB AMEYD  Sysem Conturaton

Users Groups

EDIT GROUP

Group Name* Description

Groupl

Assign Group Managerand Users

My Available Users(3) Assigned Users(3)

pal pal Professional-Agent 22 22 Executive Group1, Group2
1

Executive Group1, Group2

] ]
[m] [m)
O q ) Group Manager Group2 - W
o [m}

a2 a2 Professional-Agent - - i 1 Group Manager Group1, Group2
2 2 g S E) g p Manag P 2

Rows perpage | 10V 13013 Rows perpage | 10V 130f3

Figure: Edit the Group
2. Change the information which you want to change, and then, click "Save" button.
6.2.3 Delete Group

Select the group which you want to delete and click = icon. A confirmation modal is displayed.
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Confirmation

Are you sure you want to delete the group?

Cancel Delete

Figure: Delete Group

On the opened modal, click "Yes" button to delete the group, else click "No" button.

6.2.4 Assign Group Manager or Agents in Multiple Groups

A Group Manager or agent can be assigned to multiple groups. The Administrator can create
multiple groups and assign a group manager in those groups. It means a Group Manager can

monitor multiple groups having different or the same agents.

We recommend to not assign the same agents in multiple groups as it makes very difficult for the
Group Manager to manage the groups and agents in such a case. However, if a few agents of one

group have to be assigned to another group under the same Group Manager, then make sure that

both the groups should have a few different agents. As it will help the Group Manager to

distinguish between both groups.
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7 Process Configuration

7.1 Process Tab

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

contains the following sections and tabs.

BAVEYD  System Configuration  User  Process  Repos joicelogs ~ Control Panel  More v

x Settings  Chat Themes Routing Users Default Working Queues  Holiday/Office Hours
Seareh a General Agent Table Definition

n .

M Chat Campaign

X C

3 Inbound Campaign

S Outbound Campaign Chat Campaign Chat Campaign

[ Show Chat History Chat Logs Enabled

to Agent Table Definition

iated messages beyond the 24-hour period

Figure: Process Tab
7.1.1  User Interface

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

interface can be divided into the following parts.

1. Left Navigation Section: This is a fixed left side navigation bar that lets you browse
through the different processes and campaigns. When it is not expanded or displayed,
click = icon to show it. When it is displayed, click "X" to close the sidebar. In this pane,
you can click "Create New Campaign" button to create a new campaign and use the

search box to search for any process or campaign.

Copyright © AMEYO 2020 | Page 132



Ameyo 4.81 GA Administrator Manual

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

campaign you have selected.

A. Settings
B. Routing
C. Users

D. Call Context

E. Default Working
F. Queues

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

J. Local IVR

K. Custom Fields

L. State

M. Rule

N. Media Profile

O. Customer Card
P. QA Parameters

Q. Prompt

These tabs will be discussed in detail in Campaign Settings.
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7.1.2 Operations

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

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

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

If no campaign is created, the Process Settings will not be visible. Therefore, create a

campaign first and then access the Process Settings.

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

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

A. Create Campaign

B. Interface of Process Tab for Different Campaigns

C. Delete a Campaign
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7.2 Process Settings

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

!AMEVD System Configuration  User  Process  Reports  Voicelogs  Control Panel  More v a Administrat... v

X Create New Campaign Custom fields ~ Customer Distribution Rules ~ Customer Card

QU v / Add Category

Pl © b i e e e o T e S i e s
X C
. Categ

3 Inbound Campaign

{ Outbound Campaign Category Name Type Data Type

% Farallel Predictive v
No Data Available

& Voice Blast

TestProcess2 (- [[] Mandatory On Creation [ Mandatory On Clesure
[ searchable [[] Nen Editable

Figure: Process Settings

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

1. Chat Theme

2. Custom Fields

3. Customer Distribution Rules

4. PACE State

5. PACE Rule

6. Customer Card
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7.2.1 Chat Theme Tab in Process Settings

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

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

E AMEYQO System ¥ e ocess Reports Voicelogs Control Panel Call Manager Administrator ¥
= Testing Chat Themes Custom fields Customer Distribution Rules  State  Rule Customer Card
Theme Cenfiguration Preview Refresh
Select a Theme to Preview LJ
Online
Badge Registration Form Live Chat
L]
Offline

Figure: Chat Themes Tab

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

7.2.1.1 Parameters

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

parameters are given in the following hierarchy.

Theme Configuration — Component — Property — Value

e DEFAULT_REGISTRATION_FORM: It is the registration form to start the chat. It has the

following components.
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= HEADER: It lets you modify the header in the form.

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

format.

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

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

o TEXT_COLOR: It lets you modify the color of the text in the header in the
form. It accepts the value in

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

o TEXT_COLOR: It lets you modify the color of the text in the Input Field in
the form. It accepts the value in

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

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

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

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

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

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

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

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

accepts the value in RGBA(<number>,<number>,<number>,<number>).
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= ERROR_MESSAGE: It lets you modify the formatting of the error message.

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

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

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

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

e DEFAULT_OFFLINE_REGISTRATION_FORM: It is the default offline registration form that

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

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

format.

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

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

o TEXT_COLOR: It lets you modify the color of text in the header in the
form. It accepts the value in

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

o TEXT_COLOR: It lets you modify the color of the text in the Input Field in
the form. It accepts the value in

RGBA(<number>,<number>,<number>,<number>).

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

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

o TEXT_COLOR: It lets you modify the color of the text in the button in the
form. It accepts the value in

RGBA(<number>,<number>,<number>,<number>).

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

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

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

accepts the value in RGBA(<number>,<number>,<number>,<number>).
= ERROR_MESSAGE: It lets you modify the error message.

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

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

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

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

» PLACEHOLDER: It lets you modify the text that is displayed over the input field as

an introduction to the offline registration form.

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

value in plain text.
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o TEXT_COLOR: It lets you modify the color of the placeholder text in the
form. It accepts the value in

RGBA(<number>,<number>,<number>,<number>).

e CHAT_SCREEN: It is the main chat screen. It has the following components.
= BACKGROUND: It lets you modify the background of the chat screen.

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

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

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

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

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

message.

o BACKGROUND_COLOR: It lets you modify the background color of the

text in the customer message.

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

RGBA(<number>,<number>,<number>,<number>).

= AGENT_MESSAGE: It lets you modify the formatting of the agent message.
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o BACKGROUND_COLOR: It lets you modify the background color of the
text in the agent message. It accepts the value in

RGBA(<number>,<number>,<number>,<number>).

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

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

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

messages) in the chat screen.

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

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

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

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

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

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

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

chat screen.

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

accepts the value as text.
= TEXT_AREA: It lets you modify the formatting of the text area in the chat screen.
o COLOR: It lets you modify the color of the text area.

o TEXT_COLOR: It lets you modify the color of the text in the text area.
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= ATTACHMENT_ICON: It lets you modify the formatting of the attachment icon

that is used to upload the files.

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

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

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

send the messages.

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

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

e WELCOME_SCREEN: It is the welcome screen of chat that is displayed on the starting. It

has the following components.
=  OFFLINE_BADGE: It lets you modify the formatting of the offline badge.
o TEXT: It lets you modify the text in the badge. It accepts the value in text.

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

RGBA(<number>,<number>,<number>,<number>).

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

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

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

RGBA(<number>,<number>,<number>,<number>).
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o TEXT_COLOR: It lets you modify the color of the text in the badge. It

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

7.2.1.2 Get Session ID of Administrator Login Session

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

following commands to get the same.

psql -U postgres
\\e ameyodb
select * from user_session_history where logout_time is NULL;

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

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

above command every time whenever the Administrator logins.

Figure: Get Session ID of Administrator's Current Login Session

7.2.1.3 Chat Theme APIs

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

API.

1. Add Theme
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2. Add Property to Theme

3. Update Theme

4. Apply Theme

5. Remove Property from a Configuration of a Theme
6. Get All Themes

7. Get Theme Configuration

8. Remove a Theme
7.2.1.3.1 Add Theme API

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

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

where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?comm
and=remote.processor.webchatThemeConfigurationService.addWebchatThemeConfiguration&da
ta={sessionld:<SESSION_ID>,themeName:<NAME_OF_THEME>,isEnabled:<boolean>,webchatTh
emeConfigurationProperties:[{chatScreen:CHAT_SCREEN,component:<COMPONENT_NAME>,pro
perty:<PROPERTY_NAME> value:<VALUE>}]}

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS

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

<PORT_NUMBER> 8888 for HTTP or 8443 for HTTPS
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Session ID of the Administrator's current login session, which
<SESSION_ID>
you have obtained through the command given above.

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

<boolean> true OR false

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

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

Provide a value for the already provided property. Common

property value formats are given below.

e COLOR or TEXT_COLOR:
<VALUE>

'RGBA(<number>,<number>,<number>,<number>)'
e TEXT: Text format

e SHAPE: cornered or rounded.

When you execute the above command, the browser gives you a theme ID. Note it down.
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E Ameyo
c

i Apps

®  NewTab * =+

G <«protocol=i//<IP_OR_DOMAIN_OF_APPSERVER:=:<PORT_MUMBER > /dacx/jsonCommand?command=remote.... |

Cther bookmarks

-

Figure: Add Theme API

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

= Testng

Theme Configuration

Select a Theme to Preview

Default

NewChatl

Chat Themes  Custom fields ~Customer Distribution Rules  State  Rule

Preview
® Online
ﬂ Let Us Know You X
Name *
Email
Phone
Let's Chatl
- Let's Chat
Paowered by Ameyo
Badge Registration Form
® Offline
B3 we are currently Offline X
Leave a message and we will get back to you
Name *
Email
Phone
Message ‘
Send
Badge Registration Form

Customer Card

Refresh
B chat X

Hello

Sep 27, 02:05 PM

Hi

Live Chat

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

7.2.1.3.2 Add Property to Theme API

Following is the URL of the API to be called for adding or modifying a property to any screen in

your selected Web Chat Theme.

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

where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?comm
and=remote.processor.webchatThemeConfigurationService.addOrUpdateWebchatThemeConfigu
rationProperty&data={sessionld:<SESSION_ID> themeld:<THEME_ID>,screen:<SCREEN_NAME>,
component:<COMPONENT_NAME>,property: <PROPERTY_NAME > value:<VALUE >}

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS

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

<PORT_NUMBER> 8888 for HTTP or 8443 for HTTPS

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

<THEME_ID> Provide the ID of the theme that you want to modify.

Provide the name of the theme configuration that you want
<SCREEN_NAME >
to modify.

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

Provide a value for the already provided property. Common

property value formats are given below.

e COLOR or TEXT_COLOR:

<VALUE>
'RGBA(<number>,<number>,<number>,<number>)'
e TEXT: Text format
e SHAPE: cornered or rounded.
= Ameyo X MewTab X + B o x
& C G <protocol=://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?command=remote.proce ¥ webch,

HH Apps

Figure: Add Property to Theme API

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

header of Default Online Registration Form has been changed to "Green".
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Testing Chat Themes Custom fields Customer Distribution Rules  State Rule Customer Card

Theme Configuration Preview Refresh

Select a Theme to Preview ® Online

Default

Hello

NewChat Sep 27, 07:43 PM

~
Name * Hi

Email

Phone

Let's Chatl
=
Jl LetsChat =
Powered by Ameyo 1

Badge Registration Form Live Chat

Figure: Modified Header of Registration Form

7.2.1.3.3 Rename Theme API

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

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

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?comm
and=remote.processor.webchatThemeConfigurationService.updateWebchatThemeConfiguration
&data={sessionld:<SESSION_ID>,themeld:<THEME_ID > themeName:<NAME_OF_THEME>,enabl
ed:<BOOLEAN>}

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS

IP Address or Domain Name of the Site where Ameyo

<IP_OR_DOMAIN_OF_APPSERVER>
Application is running.

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

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

<NAME_OF_THEME>

Provide the Name of the theme that you want to modify

such as THEME_NAME'. (Add single quote).

<BOOLEAN>

true or false

7.2.1.3.4 Apply Theme API

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

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

where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER >/ameyochatjs/test.ntml?cam

paignld=<CAMPAIGN_ID>&nodeflowld=<NODEFLOW_ID>&themeld=<THEME_ID>

Replace the following variables.

Variable

Required Value

<protocol>

HTTP or HTTPS

<IP_OR_DOMAIN_OF_APPSERVER>

IP Address or Domain Name of the Site where Ameyo

Application is running.

<PORT_NUMBER>

8888 for HTTP or 8443 for HTTPS

<CAMPAIGN_ID>

You have to provide the ID of the campaign, which you can

get from the campaign settings.
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<NODEFLOW_ID>

Provide the ID of the nodeflow where the selected Chat
Theme will be applied. Execute the following commands at
the server operating system where Ameyo Server is

installed.

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

information on nodeflow along with its ID.

<THEME_ID>

Provide the ID of the theme that you want to apply on the

selected nodeflow in the selected campaign.

7.2.1.3.5 Get Theme Configuration API

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

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

where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?comm

and=remote.processor.webchatThemeConfigurationService.getWebchatThemeConfigurationProp

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

Replace the following variables.

Variable

Required Value

<protocol>

HTTP or HTTPS

<|P_OR_DOMAIN_OF_APPSERVER>

IP Address or Domain Name of the Site where Ameyo

Application is running.

<PORT_NUMBER>

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

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

7.2.1.3.6 Remove Theme Configuration API

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

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

where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?comm

and=remote.processor.webchatThemeConfigurationService.removeWebchatThemeConfiguration

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

Replace the following variables.

Variable

Required Value

<protocol>

HTTP or HTTPS

<IP_OR_DOMAIN_OF_APPSERVER>

IP Address or Domain Name of the Site where Ameyo

Application is running.

<PORT_NUMBER>

8888 for HTTP or 8443 for HTTPS

<SESSION_ID>

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

above.

<THEME_PROPERTY_ID>

Provide the ID of the theme configuration (also called

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

Server is installed.

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

get the ID of theme configuration.

7.2.1.3.7 Remove Theme API

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

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

where you are logged on to Ameyo Application.

<protocol>://<IP_OR_DOMAIN_OF_APPSERVER>:<PORT_NUMBER>/dacx/jsonCommand?comm

and=remote.processor.webchatThemeConfigurationService.removeWebchatThemeConfiguration

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

Replace the following variables.

Variable

Required Value

<protocol>

HTTP or HTTPS

<|P_OR_DOMAIN_OF_APPSERVER>

IP Address or Domain Name of the Site where Ameyo

Application is running.

<PORT_NUMBER>

8888 for HTTP or 8443 for HTTPS

Session ID of the Administrator's current login session,

<SESSION_ID> which you have obtained through the command given
above.
<THEME_ID> Provide the ID of the theme that you want to delete.
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7.2.2 Custom Fields Tab in Process Settings

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

E AMEYQ  System Configuration User Process Reports. Voicelogs Control Panel  More v Synthesizer

== Custom fields  Customer Distribution Rules  State Rule  Customer Card

Category hd LEAE

Custom fields(0)

Mo Data Available

[[] Mandatory On Creation [[] Mandatory On Closure
[] Searchable [] Non Editable

Figure: Custom Fields

7.2.2.1 Cautionary Line
A cautionary line is present at the top of the page which contains the following line

It is recommended to make changes during non-working hours as they will be visible only once

the users login again. You may also have to update some rule actions.

The line is self-explanatory that after the creation of any custom field, the custom field will reflect
at the agent's screen only when the agent needs to login again. That's why it is recommended to

create custom fields at the non-working hour.

7.2.2.2 Default Category of Custom Fields

A default category of Custom Fields named "Default Category" will be created in the backend
database while creating a Process. When the Administrator will try to create the Custom Fields
without creating a Custom Category, then the Custom Fields will be assigned to "Default Category"
by default. Hence, the Custom Fields assigned in "Default Category" will be displayed on the User

Interface.

7.2.2.3 Add a Category of Custom Fields
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Perform the following steps to create a category of the custom fields.

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

Add Category X

Enter Category Name

MewCarl

Figure: Pop-up to add a Category of Custom Fields

2. Provide a name for the category and click "Save".

7.2.2.4 Manage Cateqgories of Custom Fields

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

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

L4
[ [}
~,

Category MewCatl

Figure: Category Drop-down menu

Here, you can select any category to perform any of the following operations.

e Add Custom Fields
e View the list of existing Custom Fields

o Edit a Category: After selecting a category, click ] to edit a category using the

following pop-up.
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Edit Category

Enter Category Name

MewCarl

Cancel

Figure: Edit Category

Here, you can change the name of category. Click "Save" to make the changes, else click
“Cancel” to discard it.

o Delete a Category: After selecting a category, click =l to remove a cartegory. The

following warning message is displayed.

Confirmation

Are you sure you want to delete 7

-

Figure: Deletion Confirmation Message

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

unassigned and you have to assign them to other category.

Click "Yes" to delete the selected category. Rather, you can click "Cancel" to keep it.

7.2.2.5 Create a Custom Field

Perform the following steps to create a custom field.

1. Click "Add" button to add a custom field using the following pop-up.
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Add Custom Field ®
Category
Hame Mo Category -
Type Data Type
SingleLineField - String v
|:| Mandatory On Creation |:| Mandatory On Closure
|:| Searchable |:| Mon Editable

Figure: Pop-up to create a Custom Field

2. Provide a name for the custom field.

3. Select a category using the "Category" drop-down menu.

4. In"Type" drop-down menu, select the type of custom field that you can to create.
A

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

take the input in a single text line.
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Add Custom Field X
Mame Category
PIN Code MewCatl .
Type Data Type
SingleLineField . String .
I:‘ Mandartory On Creation |:| Mandatory On Closure
|:| Searchable |:| Mon Editable

Figure: Single Line Text Field

Select any of the following data types for this field.

e String
e Integer
e Decimal

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

can use this to take the input in the multiple text lines.
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Add Custom Field X
Mame Category
Address MewCatl .
Type Data Type
MultiLineField . String .
I:‘ Mandartory On Creation |:| Mandatory On Closure
|:| Searchakble |:| Mon Editable

Figure: Multi Line Text Field

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

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

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

Areas of Interest MNewCatl .
Type Data Type

CheckBox - String .

Possible Values

Field Value Field Value Field Value
Technology MNews
+ 4 X
Field Value Field Value Field Value
Articles Space Tech Aeronautical
X > X
I:‘ Mandatory On Creation |:| Mandatory On Closure
|:| Searchable |:| Mon Editable

Figure: Checkboxes as Custom Fields

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

query.

Select any of the following data types for this field.

e String

e Integer
e Decimal
e Boolean
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To delete a checkbox, click "X" icon below any field value.

E. RadioButton: Select it to create custom radio buttons but the user can select

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

Add Custom Field X
Mame Category

Profession MewCatl -
Type Data Type

RadicButton - String -

Possible Values

Field Value Field Value

Field Valu

e Docror Engineer

+ x X
Field Value Field Value Field Value
Advocate Professional Executive Business

X x X
|:| Mandatory On Creation |:| Mandatory On Closure
|:| Searchable |:| Mon Editable

Figure: Checkboxes as Custom Fields

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

Select any of the following data types for this field.

e String
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To delete a field value, click "X" icon below it.

SingleSelectionListBox: Select it to create a list containing multiple values but

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

pop-up.

Add Custom Field

|:| Mandatory On Creation

|:| Searchable

Mame Category
Frequency of receiving Promotional Emails NewCarl -
Type Data Type
SingleSelectionListBox . String -

Possible Values

Field Value Field Value
Field Valu
R Daily Weekly

+ 4 X

Field Value Field Value Field Value

Fortnightly Manthly With Every Mew Offer

X > X

|:| Mandatory On Closure

[ ] Non Editable

Figure: Single Selection List

In "Possible Values" section, you have to provide the values for the single

selection list. In the text field, provide a value and click I icon to add this textbox.

Copyright © AMEYO 2020

Page 162




Ameyo 4.81 GA Administrator Manual

You can provide multiple values here.

Select any of the following data types for this field.

e String
e Integer
e Decimal

To delete a field value, click "X" icon below it.

G. MultiSelectionListBox: Select it to create a list containing multiple values. The
user can select any or mutliple values.

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

Add Custom Field X
Mame Category

Mode of Communication MewCatl -
Type Data Type

MultiSelectionListBox . String -

Possible Values

Field Value Field Valus
TEl s Emnail Phane
+ X X
Field Value Field Value Field Value
Chat Twitter Facebook
X X X
|:| Mandatory On Creation |:| Mandatory On Closure
|:| Searchable |:| Mon Editable

Figure: Multi-Selection List
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In "Possible Values" section, you have to provide the values for the single
selection list. In the text field, provide a value and click [ icon to add this textbox.
You can provide multiple values.

Select any of the following data types for this field.

e String
e Integer
e Decimal

To delete a field value, click the "X" icon below it.

H. DependentSingleSelectionListBox: Select it to create a list containing values.

The user has to select a value to proceed further. If multiple levels of such custom
field are created, the values in the corresponding below level will be populated
automatically and again the user can select only one of them.

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

Copyright © AMEYO 2020 | Page 164



Ameyo 4.81 GA Administrator Manual

Add Custom Field *
Name Category
Location MewCarl -
Type Data Type
DependentSingleSelectionLlistBox . String -
Level - 1 & m
Label
Country
India, UK, USA, Canads]
|:| Mandatory On Creation |:| Mandatoery On Closure
|:| Searchable |:| Mon Editable

Figure: First Level of Dependent Single Selection List

Perform the following steps.

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

ll.  Type the comma separated values in the text area.

: In case of multiple values, the scroll bar will be

displayed in this text area.

ll.  Now, you can click "Apply" to create the first level of the list.
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IV.  To create the second level list, click "Add Level" just below the first level.

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

First Level Value

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

separated format.
VIl.  Click "Apply" to create a second level list.

VIIl.  Select another value of First Level List in the drop-down menu, provide a

label, and then enter comma-separated multiple values.

You can scroll down to enter the values for the next fields.

IX.  Click "Apply" to save the list.

Add Custom Field ®
Name Category
Custom NewCategory v
Type Data Type
DependentSingleSelectionlistBox hd String hd
Level - 1 -
Label
Extensicn

Custom fields for Indian customers

Level - 2 g

Label Select Value

city Custom fields for Indian customers ~

Cancel m

Figure: Multiple Levels of Dependent Single Selection List
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When you are in third level, you have to select the value in first level to load
its corresponding values in the second level list. After selecting a value in
second level, the corresponding values in the third level list will be

populated.

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

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

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

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

Add Custom Field X
Name Category
Date of Birth Mew(atl -
Type Data Type
DareField . DateTime .
|:| Mandatory On Creation |:| Mandatory On Closure
I:‘ Searchakble |:| Mon Editable

Figure: Custom Date Field
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Select "DateTime" as the data type, which is the only available data type here.

C. Regex: The Regex custom field is used to store the custom unique identifier for the

tickets. Know more...

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

while creating the ticket or while closing it.

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

creating the ticket.

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

closing the ticket.

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

in the system.

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

listed on the left side.

Category FAMA h | e Add Category
- J Close (Ctr=X)
| ] : Categ
Muti FAMA ~

Type Data Type

Multi FAMA MultiLineField ~  Sting ~

Single No Category

Mandatory On Closure
ToDo FAMA [] Searchable [] Non Editable

FAMA

description FAMA

scheduled visit time FAMA

scheduled_visit_date FAMA

]
m)
]
] dd
m)
m)
m)
]

visit_time FAMA

1-80f8

Figure: List of Custom Field

7.2.2.6 View and Modify Custom Field
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Perform the following steps to view and modify the details of a custom field.

1. Click the checkbox of a custom field to select it. Its details are displayed on the right side.
2. You can change the following values here.

Name

e (Category
e Add or remove possible values
e Make it mandatory to fill either on the creation or the closure of a ticket

e Make it searchable or not

Make it editable or non-editable by the user

3. Click "Update" to apply the changes.

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

If any custom field is deleted or modified, then the agents are not required to logout and

relogin to see the impact.

7.2.2.7 Delete a Custom Field

The deleted custom field cannot be restored.

Perform the following steps to delete a custom field

1. Click the checkbox of a custom field to select it.

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

Confirmation x

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

No Yes

Figure: Deletion Confirmation Message

7.2.2.8 Regex Custom Fields in Process Settings
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In Fusion, the customized fields in a ticket can be stored using the custom fields. This information
can be used to refer to something or take action in another system through HTTP Actions. However,

the captured information should be valid to give a reference or take action.

For example, a business captures the details of their orders in a CRM Application. It uses a unique
identifier for each order, which can have predefined syntaxes such as ABC123456, ABC123457, and
others. While talking to a consumer, an agent captures the order ID in the custom field that can be

passed to another system. Before that, the business needs a system to validate the order ID.

To meet this requirement, Ameyo Application Server now features a new Custom Field Type named
"Regex". It allows the Administrator to create a Custom Field and define the validation. It accepts

“String" type values as per the validation implemented during their creation.

Go to "Process" Tab — Settings of a Process — "Custom Field" to create and manage the custom

fields.

B AMEYD Sysiemv  User  Process  Reports  Voicebgs  ControlPanel  Morew | Synthesizer a doc_admin v

= FusionCX Custom fields  Customer Distribution Rules  Customer Card

Category InfoFields v LI Add Category

It is recommended to make changes during non-working hours as they will be visible only once the users login again. You may also have to update some rule actions.

Custom fields(0)

Custom Field Name Category Name
Type Data Type

No Data Available

[] Mandatory On Creation ["] Mandatory On Closure
[ ] searchable [ ] Men Editable

Figure: Custom Field Tab

The changes made in the Custom Fields will be visible to the agents only when they log out and

re-login. Therefore, it is recommended to make these changes in the non-working hour so that the
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agent will notice these changes when they login to their working hours. On the top, the following

message is displayed.

It is recommended to make changes during non-working hours as they will
be visible only once the users login again. You may also have to update

some rule actions.

Perform the following steps to create a Regex type Custom Field in an already existing Custom

Field Category.

1. Click "Add" button to add a new Custom Field. It shows the following modal.

Add Custom Field x
Mame Category
No Category v
Type Data Type
SingleLineField v String hd
I:‘ Mandatory On Creation I:‘ Mandatory On Closure
[ Searchable [] Non Editable

Figure: New Custom Field

2. Provide a name for the new custom field.

3. Select the category of the Custom Field.

4. Click "Type" drop-down menu to select the custom field type.
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Add Custom Field ®
Mame Category
uib InfoFields v
Type Data Type
SingleLineField A String v

I:‘ Mandatory On Closure
RadicButton D MNon Editable
SingleSelectionListBox
MultiSelectionListBox
DependentSingleSelectionlistBox
DateField

Regex

Figure: Types of Custom Field

5. Select "Regex" as a type of the custom field.

6. The default data type of "Regex" is "String".

7. The next step is to provide the Regular Expression. To create a Regular Expression, the

Ameyo User can provide a range of letters or numbers, such as the following examples.

e [a-z]: It denotes a single small-case letter between "a" to "z".
e [A-Z]: It denotes a single capital-case letter between "A" to "Z".
e [1-9]: It denotes a single number between "1" to "9."

e [a-c]: It denotes a single small-case letter between "a" to "c".

[D-F]: It denotes a single small-case letter between "D" to "F".

Instead of the range, the Ameyo User can provide a constant value such as "ABC", "FII",

"2020", or "2021". The following table illustrates some sample Regular Expressions.
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Sample Regular Expression|Sample Valid Value 1

Sample Valid Value 2

[A-Z][A-Z][A-Z][1-9][1-9][1-9]|[ABC123

XYZ345

IFC[a-d][n-p][1-9][1-9][1-9] |IFCan123

IFCep789

8. After entering the Regular Expression, the Ameyo User can provide a sample value in

"Test a String" text field and click © icon to test whether the provided test value is valid

or not.

e Example 1: The test value in the following case is valid as per the provided

Regular Expression.

Add Custom Field

Mame Category

uio InfoFields v
Type Data Type

Regex String v
Regular Expression * Test a String

[A-Z][A-Z][A-Z][1-9][1-9][1-9] ABC123 [ ]

D Mandatory On Creation

l:‘ Searchable

String match the regular expression.

D Mandatory On Closure

[] Non Editable

Cancel

Figure: Successful Validation of the test value

e Example 2: The test value in the following case is invalid as per the provided

Regular Expression.
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Add Custom Field x
Mame Category
uib InfoFields v
Type Data Type
Regex w String v
Regular Expression * Test a String
[A-Z][A-Z][A-Z][1-9][1-9][1-9] ABC1232 °

String does not match the regular expression.

I:‘ Mandatory On Creation I:‘ Mandatory On Closure
I:‘ Searchable I:‘ Mon Editable

Figure: Failed Validation of the test value

e Example 2: The test value in the following case is invalid as per the provided

Regular Expression.

Add Custom Field x
Mame Category
uio InfoFields v
Type Data Type
Regex v String v
Regular Expression * Test a String
X¥Zid[1-9][1-91[1-9][1-9][1-9] X¥Zid1234 °

String does not match the regullar expression.

D Mandatory On Creation D Mandatory On Closure
l:‘ Searchable l:‘ MNon Editable

Figure: Failed Validation of the test value
9. Select other options as per requirement. Refer to this user manual link for details.

10. Click "Submit" to create a Regex type Custom Field.
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If the agent tries to enter the wrong Regex, then the agent will receive an inline error for the Regex

field if the provided value does not match the defined pattern.

< Dashboard Customers Call Details = Delivery St.. X >

2645 Delivery Status Notification (Failure)

Subject
Delivery Status Notification (Failure)
Custom Information
NO CATEGORY
Regex Field
est 1 Wz CRUD 0jlksnDasc
‘This string doesn't match the regex ([0-6][a-z}+[0-9])
]
Numbers Cnly
891273712
Show Less Info ~
Refresh
~ Link Tickets(1) © Link
Messages 2 Notes 0 Activities 2 B Add Note &
&~ Delivery Status Notification (Failure) Yesterday, 17:29  §

Figure: Inline Error Message for Regex Field on Agent Console

The validation for Regex type Custom Field will be available in App Framework, Rule Engine, and

API also.

If a rule is created for a Regex field already, but that Regex Field is modified, then that rule may

not work.
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7.2.3 Customer Distribution Rules

The administrator can upload the customer data at process level.

BEAMEYD  Systemv  User  Process  Reports  Voicelogs  ControlPancl  More

= customer atiribute ba Chat Themes ~ Customer Distribution Rules  State  Rule

Update as well as Update and Migrate has been depracated. We suggest you to use Upload. : —
i (pload customers ) |
O viewDissbiea rute: ([N |

| 50 records will get distributed per batch.

Customer Distribution Rules(T)
To know the details:

- . . . N —
M Name Description Campaign Lead Action Type Status Actions ((Expart ) = (‘Export and Extract )

O Test Exclusion_out Defaultlead New o) |

Figure: "Customer Distribution Rules" Tab in Process Settings

Following are the features of the customer data upload at process level.

Step Process Flow

Definition |Now, the Customer Data will now be uploaded and distributed at the process-level itself,

instead of the system-level.

Each Process will have its unique and separate Ameyo Refresh Table, which will be named as

Ameyo "ameyo_refresh_table_<process_id>" (Here, process_id is the ID of the Process.)

Refresh Also, each Process will have its unique and separate Customer Prospect table, which will named
Table and|as "customer_prosect_<process_id>" (Here, process_id is the ID of the process).

Customer  |xfier upgrading the build to Ameyo 4.7, the Default Ameyo Refresh Table and the Default

Prospect Customer Prospect Tables for every process will be created. If there are 5 processes, then 5 Ameyo

Table Refresh Tables and 5 Customer Prospect Tables will be created as per the above mentioned
naming conventions.
Customer Data sill will be captured from different sources such as Staging Database Architecture,
Customer

API, files placed at FTP, or by uploading the data manually through CSV file. However, the backend
Data Upload

configuration have to be done to instruct the Ameyo System that which data should be inserted
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the Columns

Step Process Flow
in which "ameyo_refresh_table_<process_id>" table. Please refer to the following document to
know more about the same.

Transferring

Data from

Ameyo

Refresh From "ameyo_refresh_table_<process_id>" table of a process, the data will be transferred to the

Table to|Customer Prospect table, that is "customer_prospect_<process_id>", of that process.

Customer

Prospect

Table
The user still have to map the columns of "ameyo_refresh_table_<prospect>" table of a process
with the columns of “customer_prospect_<process_id>" of the same process in
"csutomer_prospect_column_mapping" table. However, now the user have to specify the ID of the
Data Table of that Process of which Ameyo Refresh Table and Customer Prospect Table have to
be matched.

Mapping

Please refer to the following document to know more about the same.

Document on Ameyo Preprocessor:

https://sites.google.com/a/ameyo.com/engineering/Home/certificationknowledgebase/forward-

feed-and-data-allocation-testing

Creating the

Rules

"Customer Segregation” Rule tab from "System" — "System Configuration" — "Rule Engine" has

been removed. A new tab "Customer Distribution Rules" has been added in "Process Settings".

A new "Customer Distribution Rules" tab will be created for all existing and new processes in the

Ameyo System.

Now, the Administrator have to create the customer distribution rules at the Process-level to use

the data available in "customer_prospect_<process_id> of a Process.
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Step Process Flow

Applicability[The created Rules will be applied in runtime, that is, as soon as the
of the Rules|"customer_prospect_<process_id>" table has some Customer Data, the rules will be applied and
on moving the matched data from "customer_prospect_<process_id>" table to the Table Definition
Customer |of that Process. After applying the rule, the data will be moved to the Data Table Definition of the
Data process and will be deleted from "customer_prospect_<process_id>" table.

Action if no
data is

matched for

If any Customer Data does not match any "Customer Distribution” Rule, then it will remain idle in
the "customer_prospect_<process_id>" table and will not be used in any operation of the Ameyo
System. The user can use the options on User Interface such as "Export" or "Export and Extract"

to download the data from the Customer Prospect Table of a process. After downloading the

the applied
data, the user can access it and analyze what new rules can be created in "Customer Distribution
rules
Rules" tab to use this data.
In nutshell, the customer data is now uploaded and managed at the Process level. Each process
has its unique "ameyo_refresh_table_<process_id>" table and "customer_prospect_<process_id>"
table. In addition to transferring the data to these tables from the linked sources, the user can
Summary

also upload the data to these tables. The rules will also be created and applied at the Process-

level. The user can also download the data from Customer Prospect table of any process.

The complete

1.

page is divided into two following sections.

Right Section: The right section allows the Administrator to upload the customers through

CSV, export the customer data to CSV, and do both export and remove the customer data

from the system. It contains the following options.

Upload Customers: Click this button to upload the customers list from a CSV file
to the Ameyo System. We recommend to follow this naming convention to name

the name of Ccsv files to be uploaded:

"<Process_Name>_<TimeStampofExport>.csv". The name of Column Headers
in the CSV file should be same as that of Table Definition Fields of the selected
process. If the name of Column Headers of CSV file are not different from the Table
Definition Fields, then we recommend using "Provide Header Mapping" option

while uploading the CSV.
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Perform the following steps to upload the Customer Data through CSV file.

A. Click "Upload Customers" button. It shows the following pop-up.

¢ Open X

&« v <« Files » data v Search data 2

Organize + MNew folder =~ T @

Documents "~ Name Date modified Type Siz
¥ Downloads B3] Abhishek_2019-00-04-19... 9/5/20191:33PM  Microsoft Excel C...
ﬁ Music
[&] Pictures
B videos
2o Windows (C2)

Backup

ESD

Files

data

New = 3

File name: | Abhishek_2019-09-04-19_27.34.48 ~|  All Files v/

| Open | | Cancel |

Figure: Open File dialog box

B. Select the location where the CSV file is stored.

C. Select the CSV file and click "Open". It opens the CSV file and displays the

following pop-up.

Upload Customer X
Uploaded File:
Abhishek_2019-09-04-19_27_34.4859794903021008857.csv ':: Change File ::'

D Update Duplicate Records D Provide Header Mapping

Cancel Upload

Figure: Pop-up to upload the CSV file

D. Here, you can select the following options.

» Update Duplicate Records: By default, the Ameyo System will not

upload those records of Customer Data which are already uploaded
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in the Ameyo System. You can check this option to update the
already existing Customer Record with the latest data being

uploaded.

Example: If a customer already exists at the Process-level with the

following attributes.

twitterftimezone  [facebook phone2  |name|phone3|phone4|phone5iel

john [Asia/Kolkataljohn@domain.com(123456789/John liC

Now, an Administrator is uploading the following data, in which the
phone2 column contains the different value and phone3 contains

the new value.

twitterjtimezone  [facebook phone2 |name|phone3  |phone4|phone

john |Asia/Kolkataljohn@domain.com|146797979John 123479789

Now, if the Administrator have selected "Update Duplicate
Records", then the Ameyo System will merge the changed values
and add the new values in the existing customer record that would

like the following data.

twitterjtimezone  [facebook phone2 |name|phone3  [phone4|phone

john [Asia/Kolkataljohn@domain.com(146797979John {123479789

* Provide Header Mapping: Use this option if the name of any

Column Header of the CSV file is different from the name of Table
Definition Fields (of the process). With this checkbox, you can map
the Column Headers of CSV file, having different name, to the Table
Definition Fields. Select this checkbox to show the options to map

the CSV Column Headers to the Table Definition fields.
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Upload Customer X
Uploaded File:
Abhishek_2019-09-04-19_27_34.4859794903021068857.csv [: Change File :]
Update Duplicate Records Provide Header Mapping

twitter timezone

w W
facebook phone2

W W
name phone3

W b
phoned phones

w W
email phonel

W W
additional_column

w

Cancel Upload

Figure: Map Headers of CSV with Table Definition Fields

The labels are Column Headers of CSV files whereas the Table

Definition Fields are the values of drop-down menus.

If all Column Headers of the CSV file has the same name as that of

Table Definition Fields, then the Administrator can skip this option.

E. Ameyo Preprocessor will validate the data during the upload process. It can

skip uploading some data and throw errors for any invalid data.

e Export: Click this button to download the already uploaded Customer Data and

save it in CSV file format on the disk.

e Export and Extract: Click this button to download the already uploaded Customer
Data, save it in CSV file format on the disk, and remove the downloaded Customer

Data from the Ameyo System permanently.

2. Create a new Rule: It lets the administrator to create the new rules for the customer's data.

Perform the following steps to create the new rule.
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A. Click "New Rule" button. The following page is opened.
Customer Cancel m
Figure: Create the new Rule
B. Provide the name of the rule in "Rule Name" column, through which you want to create
the rule.
C. Enter the description of the rule in "Rule Description" textbox.
D. Click on the "Conditions" tab to provide the conditions. Select any of the following types

of the condition from the drop-down list.

e twitter

e timezone

o facebook

e phone2
e name
e phone3
e phone4
e phone5
e email
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e phonel

After selecting the condition, you have to select any of the following operators in

"Operator" drop-down menu.

Provide the value in the RHS section which satisfies for the given condition.

The administrator can provide multiple conditions for the single rule. Click "Add

New Condition" button to provide multiple conditions.

E. Action: After providing the condition, now provide the action which will perform when the

condition satisfies.

e Select the type of the action from the drop-down list of "Types". The actions

available to select are "New," and "Upload".

» New: The "NEW" action creates the new entry according to the

condition given above.
» Upload: The action "Upload" performs the following actions.

I.  Create the new customer if the customer matching the rule
does not exist. It will update the customer records that are

already available for distribution.

[l.  Update the customer record that is already available for

distribution.

lll.  Update and migrate the customer record that is already

available in a lead other than specified in the rule.

3. Select the campaign on which you want to upload the

customer details, from the drop-down list of "Campaigns".
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Select the lead on which you want to upload the data, from

the "Lead" drop-down section.

[ ——

Customer Distribution Rule corcet | (D)

phanet

Figure: Sample Rule

After providing all the information, click "Save" button to create a
new rule. Clicking save button redirects you to the main page of

the customer rule.

Edit the Customer Distribution Rule: The administrator can edit the

. B i . . .
created rule as well. Click icon present in the actions column of the

rule. The same page is opened as opened at the creation time of the rule.

BDAVEVD  SpiemConguraion User | Process  Repors_ More-v

= Test Process Chat Themes  Customer Distribution Rules  State  Rule

Customer Distribution Rule cancel ) (EXD

New Rule

TestRule Rule description

phonez Vo= v 9874563210

("Add New Condition )

Actions

Campaign Lead
New v Outbound ~  Defaultlead v

Figure: Edit the Rule

The administrator can change all the information of the rule.

Click "Save" button after editing the rule.
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Delete the Customer Distribution Rule: The administrator can also delete

the customer distribution rules. Select the rule which you want to delete

and click “ icon present in the actions column of the rule. A confirmation

pop-up is arised.

Confirmation

Are you sure you want to delete TestRule

Figure: Delete the Rule

Click "Yes" button to delete the rule, else click "No".

If you want to delete multiple rules, then select all the rules and click

"Delete" button to delete all the rules at one click.

If the rule is deleted, then it can not be retrieved in any manner.

Disable the Customer Distribution Rule: The administrator can disable

the enabled rule. Perform the following steps to disable the rule.

e Select the rule, which you want to disable.

| |
e Toggle the B switch present in the status column of the rule to

disable the rule.

Enable the Customer Distribution Rule: The administrator can enable the

disabled rule. Perform the following steps to enable the rule.

e Click "View Disabled Rules" checkbox to see the list of the disabled

rules.

e Select the rule, which you want to enable.

| |
e Toggle the =t switch present in the status column of the rule to

enable the rule.
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7.2.4 State Tab in Process Settings (Licensable)

The two tabs - States and Rules - in Process Settings are actually to integrate PACE with the Ameyo
System. PACE (ProActive Connect Enhancer) is a customer provider. Both PACE and Ameyo's
Predictive Dialer form the PACE Solution. This customer provider is responsible for maintaining the

cache from where the dialer can pick customers and dial

PACE should be used only when customer behavior is known beforehand. By analyzing this

behavior, some rules have to create which PACE use to increase the overall productivity.
7.2.4.1 Business Use Case 1 - Connected Success or Connected Fail Division

Suppose there is a contact center for which a CONNECTED call is a SALE. There are obviously some
numbers with disposition FAILED, AMD, PROVIDER_FAILURE, and other states. Since the customer
behavior and contact center requirements are known, the dialer should not dial (or dial in a less
number) such customers again. But, if we use another provider than PACE, the retry time of system
disposition is taken into account and such customers will be dialed again and again. It may

ultimately result in a loss of bandwidth and decrease in the profits.

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

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

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

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

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

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

according to this percentage division.

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

e freshNumber
e catNumber

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

Campaign to use the PACE.

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

to each state.

Chat Themes  Custom fields Customer Distribution Rules  State Rule Customer Card

State List(0)

Mo Datz Available

Figure: State Tab

7.2.5.1 Add a State

Perform the following steps to create a state.

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

Copyright © AMEYO 2020 | Page 187



Ameyo 4.81 GA Administrator Manual

Add State x

State Mame

State Percentage

Figure: Add a State

2. Provide a name for the state.

3. Provide a dialing percentage.

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

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

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

zero to very less dialing percentage to them.

o freshNumber: It is a group of fresh numbers.

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

customer to contact for any communication.

e ns: ltis a group of numbers for which CAT (Call Around Time) is not set.
7.2.5.3 Modify a State

Perform the following steps to modify a state.

1. Select a state to view its details in the right section.
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Chat Themes  Customer Distribution Rules  State  Rule

) ) O
State Name
L ]

Freshnumber

Statc Name State Percentage [

Freshnumber 40 40
Bad 10
Good 20

Figure: Details of a State

2. Here, you can change the following fields.
A. State Name

B. State Percentage

Make sure that total percentage in all states should not exceed 100%.

3. Click "Apply" to apply the changes and save the modified state.

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

7.2.5.4 Delete a State

The Deleted State cannot be restored. If a state is being used in PACE and Predictive Dialling, then

the deletion of that state will impact the functioning of PACE and Predictive Dialing.

Perform the following steps to delete a state.

1. Select a state to view its details in the right section.

= customer attribute ba.. Chat Themes  Customer Distribution Rules  State  Rule

@ i D
State Name
L ]
Freshnumber
State Name State Percentage State Percentage
Freshnumber 40 «
[ Bad 0
‘Good 20

Figure: Details of a State
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2. Click . It shows the following warning message.

Confirmation *

Are you sure you want to delete state Good 7

Figure: Warning before deleting a State

3. Click "Yes" to delete the state.
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7.2.6 Rule Tab for PACE in System Settings (Licensable)

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

B AMEYD  System Configuaion  User  Process  Reports  Voicelogs  Control Panel  More v a Administrat... v

= Newbr Chat Themes  Custom fields ~Customer Distribution Rules  State Rule Customer Card

@& =

Pace Rule List(0)

Target CAT Time Target NCB Time Target Connection State Target Phone Atomic Rule

No Data Available

Figure: Rule Tab to Manage PACE

7.2.6.1 Add a PACE Rule

Perform the following steps to add a PACE Rule.

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

Add Rule «
Rule Name
Type
Pace Rule Simple — Order
CAT Time [ Time
Hour(s) Minutes Seconds Hour(s) Mirates E—
Target Connection State
statel - Target Phone
Cancel m

Figure: Pop-up to add a Rule

2. Provide a name for the rule.
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3. Provide the order of execution in numbers.
4. (Optional) CAT Time: Provide the target CAT (Call Around Time) in HH:MM:SS format. The

call will be made to the customers only during this time.

Add Rule X
Rule Name
AmeyoDemoRule
Order
Type
Pace Rule Simple A 1
CAT Time l NCB Time
Hour(z) Minutes Seconds Hour(z) Minutes Seconds
Target Connection State
statel W Target Phone
Cancel Next

Figure: Optional Date and Time Field

Suppose a case where three different PACE states such as "state1", "state2", and "state3"
have been created. After calling, the customer (say C1) is moved to from "state1" to
"state2". If the PACE rule is applied again on the same customer (C1), then the customer
will move from "state2" to "state3". But, if the Administrator wants to change the state of
the customer (C1) back to "state1" from "state2" or "state3", then the Administrator has to
create the rule and provide "0" (zero) values in both CAT and NCB fields.

Instead of adding zero as value, these fields should remain blank to decrease the

unnecessary manual inputs.

To meet this requirement, the CAT and NCB fields in the PACE rules have made optional

fields instead of being mandatory. (*) symbol with these fields have also been removed.

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

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

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

which the rule will be applied.
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Add Rule

Rule Name

AmeyoDemoRule

Type

Pace Rule Simple A4
CAT Time NCE Tim
133 20 2 | [ 00 00
Hour(s) Minuts Seconds Hour(s) Minuts Seconds
Target Connection State Target '
statel e Good

Figure: Sample Details

7. Provide the Target Number.

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

Add Rule Conditions

No Data Available

hd EHS
Campaign Id = RHS
. Any of the following IZ::Z' All of the fellowing m
LHS Operator RHS

Cancel

Figure: Add Condition

Here, you have to add a condition for the rule.
9. In "LHS" drop-down menu, select any of the following values.

e System Disposition
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e Disposition Code
e Disposition Class
e Last Status

e Last Disposition
e Last Dialed Time
e CATTime

e NCBTime

e Connection State
e Campaign ID

10. Select any of the following operators.

° <>
° <=
° >=

11. Provide the corresponding value for any selected "LHS" condition in "RHS" text field.
12. Click "Add" to add the rule.

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

options.

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

conditions are matched.
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e All of the following: Select this option to run the rule only when all of the

selected conditions are matched.

Add Rule Conditions pT4
LHS - Operator - e
Campaign Id = RHS
@ 2y of the following (O All of the following m
LHS Operator RHS
System Disposition - FAILED | |
Campaign Id = 2 | |
Cancel Back m

Figure: Add Conditions

You can click & icon to delete any rule.

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

Pace Action %

. None

[_) Move wo owner's lead

'3: :3' Move to lead

Cancel Back @

Figure: Select an Action

15. You can select any of the following actions here.

e None: Select it not to perform any action on the state (group of numbers), which

meets the pre-selected conditions.
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e Move to owner's lead: Select it to move the state (group of numbers) to the

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

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

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

Pace Action b4

'3:3' None

'3:3' Maove to owner's lead

. Move to lead

Lead

Defaulilead -

Cancel Back m

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

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

= -

Pace Rule List(1)
Name Type Order Target CAT Time Target NCB Time Target Conncction State Target Phone Atomic Rule

O PaceRuleforGood Pace Rule Simple 20 13:30:00 11:00:00 Good 9856320147

Figure: List of State Rules

7.2.6.2 Modify a PACE Rule

Perform the following steps to modify a PACE Rule.

1. Select a PACE Rule which you want to modify, and click "Edit" button.
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Add Rule x

Rule Name

AmeyoDemoRule

Order
Type

Pace Rule Simple A4 20
CAT Time MCE Time
[133 20 22 R 00 00
Hour(s) Minutes Seconds Hour(s) Minutes Seconds
Target Phone

Target Connection State
statel ~ Good

Figure: Modify PACE Rule

2. The information of the selected rule is visible on the same modal which was used to create

the rule.
3. Here, you can change the State Name and the State Percentage as well.
7.2.6.3 Delete a PACE Rule
Perform the following steps to delete a PACE Rule
1. Select the PACE Rule.

2. Click "Delete" button present on the top right corner to delete the PACE Rule. It shows the

following pop-up.

Confirmation x

Are you sure you want to delete state Test ?

Figure:Delete PACE Rule

3. Click "OK" to delete the Rule, else Click "Cancel" to cancel the seletion process.
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7.2.7 Customer Card Tab in Process Settings

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

Customer Cards.

W AMEYD  System Configuration  User  Process epor icclogs ~ ControlPanel ~ Morev | Synthesizer

= o Custom fields ~ Customer Distribution Rules  State Rule Customer Card

~ Add Field
& reas wo D

email hd

Preview

ail
facebook v

| I
[ ]

name v

phenet v

phene2 v

B BB E ®
Ooonoo

phone3 v

Figure: Customer Card Tab

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

9 Customer Q CRM -~
Customer + B &
B -
Customeri + B &
B -

Figure: Displaying Customer Cards in Search

7.2.7.1 Default Fields

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

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

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

value that value will not be available when you add or edit another field.

e name
e email

o facebook

e phonel
e phone2
e phone3
e phone4
e phone5

e timezone

twitter

Here, you can perform the following operations.
7.2.7.3 Add a Field

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

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

field in the end of the list.
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Fields

email hd

facebook Yo, & I:‘
name Yo, & I:‘
phonel Yo, & I:‘
phone2 v, & I:‘
phone3 v, = I:‘

Figure: Add Customer Card

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

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

phone2 b

Define lcon

14
i

Q

Figure: Select an icon

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

and phone icon for the phone number.
7.2.7.4 Make Primary Field

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

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

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

a different icon.

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

existing primary field.

7.2.7.6 Delete a Field

=
|

Click icon to delete any field.

You can click "Apply" to apply the modified fields in the customer card, which is displayed on the

left side.

7.2.7.7 Sample Customer Card

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

. . + Add Field (GIT0N
Preview @ Fields
email =
name = E D
facebook a
JE— ‘acebool RV & D
{F facebo
name
L, phonel e
7 twitter phonel s = |:|
Twitt
witter W E D

Figure: Modified Customer Card
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8 Create a Campaign

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

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

on the screen.

BB AVEYD  System Configuration  User S [

New Campaign Cancel | Sove

Campaign Type *
Select Process v Select Campaign Type

Settings v

Please select a Campaign Type

Manage v

Please select a Campaign Type

Figure: Create New Campaign

While creating the campaigns, the answers for some of the commonly asked questions

have been listed. The administrator can refer to those definitions to know more about the

campaign settings.

3. Provide the input for the following fields.
A. Process: Select the process in which the campaign is to be created.
B. Campaign Name: Enter the campaign name.
C. Campaign Type: Administrator can create any of the following types of campaigns.

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

clients. The chat includes the following chat applications.
e Ameyo Web Chat
e External Chat Applications

» Twitter Direct Message
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VI.

VII.

* Line Messenger

* Viber Messenger

» Facebook Messenger
= WhatsApp

»  WhatsApp for Business

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

will not be able to login to the Chat Campaign.

Interaction Campaign: This campaign includes the interactions based on

Email and chat applications included in the selected Chat Campaign.

Interactive Voice Application: This campaign includes inbound voice

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

your users through an IVR or directly.

QOutbound Voice Campaign: This campaign includes outbound

communication. Here, your users call the clients.

Video Chat Campaign: This campaign includes video chat communication.

In this campaign, the users will be able to receive and attend the video calls

initiated by the customers..

Parallel Predictive Voice Campaign: This campaign is an outbound voice

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

Algorithm to dial the calls.

Voice Blast Campaign: This campaign provides you the facility to broadcast

the pre-recorded messages to the clients automatically.

D. Campaign Description: Enter the description of the campaign.

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

campaign type. These steps are mentioned hereinbelow.

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

Settings for a chat campaign.

Copyright © AMEYO 2020 | Page 203



A meyo 4.81 GA Administrator Manual

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

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

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

installed.

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

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

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

installed.

Il Disposition URL: Provide the Disposition URL. If you are using Ameyo CRM,

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

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

installed.

Replace <CRM_Name> with the Name of the CRM created.

Figure: Creating New Chat Campaign

IV.  ACW Connected(in sec): Provide the duration after which the idle chat

session will be closed and disposed of.

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

e DefaultOVCDispositionPlan

e DefaultlVADispositionPlan
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e DefaultVBCDispositionPlan
o DefaultCCDispositionPlan
e DefaultlVRCDispositionPlan

o DefaultCSTACDispositionPlan

DefaultAOVCDispositionPlan

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

can select any one.

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

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

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

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

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

not be able to logon in the Chat Campaign.

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

We support only one Interaction Campaign. It is advised to create multiple queues
in IC to address the different functions of the business requirements (like sales, and
support). However, the Queue Monitoring is not available in IC.

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

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

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

and Chat Campaigns together.

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

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

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

installed.

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

can select any one.
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Figure: Creating New Interaction Campaign

Customer API URL: If you want to use a third-party APl within this campaign,

provide the URL of the third-party API.

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

by default through BCC.

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

interactive voice application campaign.

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

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

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

installed.

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

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

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

installed.

Disposition URL: Provide the Disposition URL. If you are using Ameyo CRM,

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

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

installed.
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Figure: Creating New Interactive Voice Application Campaign

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

e DefaultOVCDispositionPlan
e DefaultlVADispositionPlan
e DefaultVBCDispositionPlan
e DefaultCCDispositionPlan
e DefaultlVRCDispositionPlan

e DefaultCSTACDispositionPlan

DefaultAOVCDispositionPlan

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

can select any one.

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

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

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

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

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

types, which allows you to map the time zones.
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e Lead Based Campaign Time Zone Mapper: In this case, the time
zone of the customer is specified from the time zone set in the lead

settings.

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

campaign.

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

restriction/criteria.

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

to its time zone restriction/criteria.

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

recordings will be saved.

talaw

tulaw

tgsm

tg729

alaw

XI. Maximum Callback Count: Provide the maximum number of callbacks,

which can be made by a user.
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XIl.

X,

XIV.

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

the outbound calls automatically.

SLA Threshold: Here, you can define the SLA Threshold, in which the
incoming (inbound) calls should be answered in this campaign. The default

value is 20 seconds, but it can be changed here.

ACW Settings: Here, you can apply the ACW Timeout Settings. A textbox
named "ACW Timeout (in sec)", which is a mandatory field while creating
or modifying the campaign. The Administrator have to provide the value
between 1 and 3600 seconds, which is the duration in which the call (after
disconnection) should be disposed of or wrapped. Here, you can configure
this option for both "Connected Calls" (calls which are connected with both
customer and agent) and "Not Connected Calls" (calls which cannot be
connected with either agent, or customer, or both). Perform the following

steps here.

a. If you want to configure same ACW Timeout value for both
Connected and Not Connected Calls, then just enter the timeout

value.

b. If you want to configure different ACW Timeout value for
Connected and Not Connected Calls, then check the box titled
"Configure for Connected and Not Connected Calls". Once

checked, it shows the different textboxes at the bottom.

ACW Timeout (in secs)*

30

I:' Configure for connected and not connected calls

Figure: ACW Timeout
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If you are enabling the option to give separate timeout values for
Connected and Not Connected Calls, then their values should be
different else the Ameyo System will not accept them. If both values
are kept same, then the selection of "Configure for Connected and

Not Connected Calls" will be undone.

The Agent has to dispose of the Connected or Not Connected Calls,
after their disconnection within the specified ACW Timeouts else

these calls will be automatically disposed of.

ll.  Voice Logs Settings: Here, you can manage the settings related to the

Voicelogs.

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

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

b. Play Periodic Beep: Check this box to play a beep periodically
during the call to notify the caller that the call is being recorded.
After checking it, you can specify the interval in seconds after which

the beep will be played.

II. Auto Answer Enabled: Check this box to enable the auto answer of the
call for the campaign. This check box will be remained disabled, if the Auto-

Answer setting is not enabled in the system settings.

IV.  Inherit Settings from Parent: Check this box to inherit the settings from
the parent, that is, from the system settings. It means that, if the settings in
the system is enabled to the auto-answer then, auto-answer setting will be
same for the campaign. You can disable the auto-answer settings from

here, as well.

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

voice campaign.

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

following will be the preview URL.

http://<Server_IP>:8786/<CRM_Name>/preview.php
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Replace <Server_IP> with the IP Address of your computer where CRM s

installed.

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

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

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

installed.

lll.  Disposition URL: Provide the Disposition URL. If you are using Ameyo CRM,

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

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

installed.

New Campaign

Figure: Creating New Outbound Voice Campaign

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

e DefaultOVCDispositionPlan
e DefaultlVADispositionPlan
e DefaultVBCDispositionPlan
e DefaultCCDispositionPlan

e DefaultlVRCDispositionPlan
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o DefaultCSTACDispositionPlan
o DefaultAOVCDispositionPlan

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

can select any one.

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

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

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

V.  Call ID: Enter the DID Number that will be displayed as the caller ID.
“NODID" is the default value.

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

types, which allows you to map the time zones.

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

settings.

e Default Campaign Time zone Mapper: In this case time zone is
determined from customer data. We get the time zone info from
the column specified against time zone column mapping in the

campaign.

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

restriction/criteria.

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

to its time zone restriction/criteria.
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VII.

VIILL

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

recordings will be saved.

e talaw
e tulaw
e tgsm
o tg729
e alaw

Maximum Callback Count: Provide the maximum number of callbacks,

which can be made by a user.

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

the outbound calls automatically.

ACW Settings: Here, you can apply the ACW Timeout Settings. A textbox
named "ACW Timeout (in sec)", which is a mandatory field while creating
or modifying the campaign. The Administrator have to provide the value
between 1 and 3600 seconds, which is the duration in which the call (after
disconnection) should be disposed of or wrapped. Here, you can configure
this option for both "Connected Calls" (calls which are connected with both
customer and agent) and "Not Connected Calls" (calls which cannot be
connected with either agent, or customer, or both). Perform the following

steps here.

a. If you want to configure same ACW Timeout value for both
Connected and Not Connected Calls, then just enter the timeout

value.

b. If you want to configure different ACW Timeout value for
Connected and Not Connected Calls, then check the box titled
"Configure for Connected and Not Connected Calls". Once

checked, it shows the different textboxes at the bottom.
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ACW Timeout (in secs)*

30

|:| Configure for connected and not connected calls

Figure: ACW Timeout

If you are enabling the option to give separate timeout values for
Connected and Not Connected Calls, then their values should be
different else the Ameyo System will not accept them. If both values
are kept same, then the selection of "Configure for Connected and

Not Connected Calls" will be undone.

The Agent has to dispose of the Connected or Not Connected Calls,
after their disconnection within the specified ACW Timeouts else

these calls will be automatically disposed of.

Voice Logs Settings: Here, you can manage the settings related to the

Voicelogs.

a.

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

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

Play Periodic Beep: Check this box to play a beep periodically
during the call to notify the caller that the call is being recorded.
After checking it, you can specify the interval in seconds after which

the beep will be played.

Auto Answer Enabled: Check this box to enable the auto answer of the

call for the campaign. This check box will be remained disabled, if the Auto-

Answer setting is not enabled in the system settings.

Inherit Settings from Parent: Check this box to inherit the settings from

the parent, that is, from the system settings. It means that, if the settings in

the system is enabled to the auto-answer then, auto-answer setting will be
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same for the campaign. You can disable the auto-answer settings from

here, as well.

F. Parallel Predictive Voice Campaign: Provide the following inputs to create a voice

campaign that will be equipped with the features of Predictive Dialing Algorithm.

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

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

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

installed.

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

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

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

installed.

Disposition URL: Provide the Disposition URL. If you are using Ameyo CRM,

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

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

installed.

Figure: Creating New Parallel Predictive Voice Campaign
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IV.  Disposition Plan: Select any of the following disposition plans.

DefaultOVCDispositionPlan
o DefaultlVADispositionPlan
o DefaultVBCDispositionPlan
o DefaultCCDispositionPlan
e DefaultlVRCDispositionPlan

e DefaultCSTACDispositionPlan

DefaultAOVCDispositionPlan

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

can select any one.

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

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

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

V. Call ID: Enter the DID Number that will be displayed as the caller ID.
“NODID" is the default value.

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

types, which allows you to map the time zones.

¢ Lead Based Campaign Time Zone Mapper: In this case, time zone
of the customer is specified from the time zone set in the lead

settings.

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

campaign.

e Phone Pattern Based Campaign Time zone Mapper: It is related
to number management in Ameyo. With phone pattern based
campaign time zone mapper, country code and area code can be

mapped to a time zone and all numbers with that country code and
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VII.

VIIL

X.

area code will be dialed according to that time zone

restriction/criteria.

o State Based Campaign Time zone Mapper: It is related to number
management in Ameyo. With state based campaign time zone
mapper, users are grouped as per their states mentioned in their
details and all numbers with the same state will be dialed according

to its time zone restriction/criteria.

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

recordings will be saved.

talaw

tulaw

tgsm

tg729
e alaw

Maximum Callback Count: Provide the maximum number of callbacks,

which can be made by a user.

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

the outbound calls automatically.

ACW Settings: Here, you can apply the ACW Timeout Settings. A textbox
named "ACW Timeout (in sec)", which is a mandatory field while creating
or modifying the campaign. The Administrator have to provide the value
between 1 and 3600 seconds, which is the duration in which the call (after
disconnection) should be disposed of or wrapped. Here, you can configure
this option for both "Connected Calls" (calls which are connected with both
customer and agent) and "Not Connected Calls" (calls which cannot be
connected with either agent, or customer, or both). Perform the following

steps here.
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a. If you want to configure same ACW Timeout value for both
Connected and Not Connected Calls, then just enter the timeout

value.

b. If you want to configure different ACW Timeout value for
Connected and Not Connected Calls, then check the box titled
"Configure for Connected and Not Connected Calls". Once

checked, it shows the different textboxes at the bottom.

ACW Timeout (in secs)*

30

|:| Configure for connected and not connected calls

Figure: ACW Timeout

If you are enabling the option to give separate timeout values for
Connected and Not Connected Calls, then their values should be
different else the Ameyo System will not accept them. If both values
are kept same, then the selection of "Configure for Connected and

Not Connected Calls" will be undone.

The Agent has to dispose of the Connected or Not Connected Calls,
after their disconnection within the specified ACW Timeouts else

these calls will be automatically disposed of.

ll.  Voice Logs Settings: Here, you can manage the settings related to the

Voicelogs.

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

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

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

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

the beep will be played.

G. Voice Blast Campaign: Provide the following inputs to create the campaign that

broadcasts the pre-recorded voice messages automatically to the provided list of

numbers.

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

can select any one.

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

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

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

FAQ
New Campaign Cancel

DIALER CONFIGURATIONS

Campaign Name *
Campaign Type * e
» What is Peak Call Count?
Peak Call Count i the maximum calls that can take place at the same

P

<

Voice Blast Campaign v

time in this campaign.

1 v
Seﬁlngs What is No. of Last Calls?
This s the defauft number of records that will be visible in the Call
Details section.

Peak Call Count* Caller ID
Column mappings

What is Max Callback Count?
DefaultBlastColumnMapping v 100 NODID This is the maximum callbacks that can b done in this campaign at the
same time. This should not exceed Pesk Call Count.

Whatic Caller ID?
Caller D is the number which will be displayed on your customer's

Time Zane Mappsr Type Filz Farmat

Lead Based Campaign Time Zone Mapper talaw phone/mobile.

What is SLA Threshold?

Itis the maximum time (in seconds), in which the incoming (inbound)
calls should be answered in this campaign. The default value is 20
seconds and can be changed

Manage v

What is ACW Timeout?

ACW or After Call Wark Timeout is the maximum time after which a call
will be ute disposed by the system as “wrap.timeout”. You can
tonfigure this separately for connectzd and not connectd cals

Available Users(2) Assianed Users(0)

Figure: Creating New Voice Blast Campaign

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

types, which allows you to map the time zones.

¢ Lead Based Campaign Time Zone Mapper: In this case, time zone
of the customer is specified from the time zone set in the lead

settings.
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e Default Campaign Time zone Mapper: In this case time zone is
determined from customer data. We get the time zone info from
the column specified against time zone column mapping in the

campaign.

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

restriction/criteria.

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

to its time zone restriction/criteria.

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

recordings will be saved.

e wav
e talaw
o tulaw
e tgsm
e 1tg729
e alaw

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

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

add other users having other roles while modifying the campaign.
e Supervisor
e Professional-Agent

e Executive
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e Analyst

e Group Manager

Only Supervisors can be added in Voice Blast Campaign.

Manage ~
Available Users (6) 1-6 of 6 Q Assigned Users (0) 0-0 of 0 Q
O User ID User Name O User ID User Name
D testel testel
D supl supl
D testpal testpal
D sup2 sup2
D testpal testpal
D testel testel

Figure: Section to assign users

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

A. Select the users from the "Available Users" section. You can click the checkbox

given on top to select all users.

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

C. Click —1 icon to add the selected users.

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

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

campaigns created in it.
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|
e AMEYO System W
= Y

* Create New Campaign

a,
Test2 ©
Testing ©

X% Testdnbound

Figure: Created the Campaign

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

Testing o

M Test Chat

B Testnteraction
% TestOutbound
t& TestParalleVoice

A TestVoiceBroadeast

Figure: Created Multiple Campaigns

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

campaigns.
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9 Changed System Configuration after Creating Campaign

9.1 Changed System Configuration After Creating Campaign

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

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

BE AMEYO  SstemConfigurstion  User  Process  Reports  Voicslags  ControlPanel  More v a Administrat... v
Process Media Profile  Settings Canned Messages  Blended Campaign  Call Routing  Dispositions  Skills  Exclusion  Voice Mail  Holiday/Office timings  Spam Filter  Table  Rule Engine
Ticket State QA Parameters

CRM Properties URL

O 1 NewProcess Default

[] Propagate Lead Removal [ Prapagate Custamer Removal
Description

Figure: New Tabs after creating the campaign

Click the links to know more about them.

e Maedia Profile

e Canned Message

e Blended Campaign (Licensed Feature)

e Call Routing

e Dispositions

e Skills (Licensed Feature)

e Exclusion

o Voice Mail (Licensed Feature)
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e Holiday/Office Timings (Licensed Feature)

e Spam Filter

e Rule Engine

e Ticket State
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9.2 Media Profile

This tab allows you to create the Media Profiles such as Email Address, Twitter, and Facebook. After

creating the media profile, you can modify its settings, select ticket resolver, and add signature.

Process Media Profile Settings Canned Messages  Blended Campaign  Call Routing  Dispositions  Skills  Exclusion  Voice Mail Holiday/Office timings ~ Spam Filter Table Rule Engine

Ticket State QA Parameters

Media Profile(0)

Media Profile Type Media Entity Name

No Data Available

Select a Media Profile from the left to view or edit.

Figure: Media Profile Page

Types of Media Profiles are listed herein below. You can create, modify, and delete the media

profiles. Click the links to know more about them.

e Email Media Profile

o Facebook Media Profile: Integration of Facebook as media profile has certain steps and

procedures. Click here to know the steps to integrate Facebook as Media Profile

o Twitter Media Profile: Integration of Twitter as media profile has certain steps and

procedures. Click here to know the steps to integrate Twitter as Media Profile

e SMS Media Profile: Integration of SMS as media profile has certain steps and procedures.

Click here to know the steps to integrate SMS as Media Profile
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9.2.1 Email Media Profile

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

with the clients.
9.2.1.1 Create Email Media Profile

When we create Email Media Profile, then it starts fetching the emails immediately at once. If no
routing rule is created to add the fetched emails to a particular campaign or a particular queue,
then these fetched emails will not be displayed in the system. Also, the rule to route the emails can

be created only after creating the media profile. Therefore, it is suggested to create an incomplete

email media profile by some steps such as provide a wrong username or password. After it, create

a routing rule in "Rule Engine" — "Routing" by selecting this Email media profile and select the
required both queue and campaign. After creating the rule, correct the issues in Media Profile.

Now, the emails will be fetched and displayed in the system.

Perform the following steps to create an Email media profile.

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

Continue to register with x
' n

Figure: Register a Media Profile

2. Click E icon to create an Email based Media Profile using the following pop-up.
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Add a media profile X
Media Profile Name User Name
Password Confirm Password

Prefix Configuration @

Prefix Subject Preview
Caszeld Caseld-<TicketD=RE:<Subjec=
|:| Outgoing Allowed |:| Incoming Allowed

Figure: Create Email Media Profile

3. Media Profile Name: Provide a name for the new media profile.
4. User Name: Provide the email address as the username.

5. Password: Provide a password for the email address entered in "username" field.

A user can generate App-Specific Password through its Google Account Settings and use

this App-Specific Password as a password to its Gmail Account while creating an Email

Media Profile.

6. Confirm Password: Re-enter the same password to confirm.

7. Send From (Name): Provide a name of the sender. All emails sent from this media profile

will display this name as "Sender's Name". The limit of 52 characters has been applied to
“Send from Name" field. While creating or modifying an Email Media Profile, the number
of consumed character limits and the maximum character limit is displayed at the bottom

of "Send from Name" field. Refer to the following screenshot.
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Add a media profile

Testemail testdrishtil1@gmail.com

Send From {Mame) Send From {Email-Id

Support Team| supportdrishti@gmail.com

12132
Prefix Configuration (i)

Caseld Caseld-<Ticket|D>:RE: < Subject>

I:‘ Outgoing Allowed |:| Incoming Allowed

Figure: Send from the Email ID

If a user tries to provide more than 52 characters in "Send from Name" field while adding
or modifying an Email Media Profile, then it will show an error below the field that "You

have exceeded the maximum character limit."

Add a media prefile

Testemail testdrishti11@gmail.com

Send From {Mame) Send From {Email-Id

Support Team is now available to help you 24 hours a day....| | supportdrishti@gmail.com

You have excesded the maxirmurn character Emit! 61/52

Prefix Configuration ()

Prefoc Subject Preview

Caseld Caseld-<Ticket|D>:RE:< Subject>

|:| Qutgoing Allowed D Incaming Allowed

Figure: Error while entering characters more than 52
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8. Send From (Email Address): Provide a sender's email address. When an agent uses this

media profile to send the email, then "Send from Email Address" will be stored and

displayed as the sender's address in its ticket in "Activity".
9. Prefix: Provide a prefix for the subjects.

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

profile.

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

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

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

o NONE
e SMTP
e SMTPS

EWS (Exchange Web Services)

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

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

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

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

F. Delete mail on Fetch: Select it to delete those emails which have been fetched.
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Add a media profile x
Media Profile Name * User Mame *
Emaill support@domain.com
Password * Caonfirm Password *
Send From [Mame) Send From (Email-1d) *
Helpdesk of Domain no-reply@domain.com

Prefix Configuration (§)

Prefix * Subject Preview

Caseld Caseld-<Ticket|D>:RE:<Subject>
Outgoing Allowed Incoming Allowed

Outgoing Host * Incoming Host *

smtp.domain.com pop.domain.com

Outgoing Port * Incoming Port *

485 903

Send Protocol Fetch Protocol

SMTPS bt POP3 v
Outgoing Folder * Incoming Folder *

Sent Email INBOX

Enable ‘reply-ta’ Email Fetch Intarval ®

reply-to’ Email 10

support@domain.com

Fetch For Last *

|:| Delete mail on fetch 20

Figure: Sample Email Media Profile

Fetched Emails will not be displayed in the system until the Routing Rule to direct these
emails to a particular campaign and queue. And the rule cannot be created until the Media
Profile is created. Therefore, provide some wrong details here and create an incomplete

media profile. After creation of profile, create a rule in "Rule Engine" — "Routing" the

fetched emails to the particular campaign and queue and then modify this email media

profile with correct details.
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12. Incoming Allowed: Check this box to allow the receiving of incoming emails. After

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

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

e NONE
e IMAP
e IMPAS
e POP3
e POP3S

o EWS (Exchange Web Services)

D. Incoming Folder: Provide the folder name that will store the incoming emails.

E. Fetch Interval: Provide a value in seconds. It is the time after which the system will
fetch the emails from inbox of the configured media profile. The default value is

10 seconds.

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

fetched.

13. Here, you can perform any of the following steps.

A. Click "Next" to go to "Ticket Resolvers" page of the pop-up.
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Add a media profile X
Selact Tickat Resolver
Single ticket for each customer from same source media profile ~
Priority Selected Resolvers

Figure: Ticket Resolver while adding Email Media Profile

Refer to "Ticket Resolvers" Section in this page to know which Ticket Resolvers have

to be selected. After it, you can perform any of the following steps.

. Click "Next" to go to "Define Signature" page of pop-up.

Define Signature

4
I~
m
~
=
th
®
=|
|~

|III|
1
=
5
M

e

n
n
1
-
LY
il
Il
I

15 ~ Roboto - E = | N | -H + o | B

Figure: Ticket Resolver while adding Email Media Profile

Refer to "Signature" Section of this page to know how to define the

Signature.

After it, click "Submit" to save the default signature. You can also click

"Cancel" to not save it.
[l Click "Finish" to save the Email Media Profile and to finish this process.

B. You can also click "Done" to save the Email Media Resolver.
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: The Email Sender Protocol such as SMTP and Email Receiver
Protocols such as IMAP and POP, and their folders cannot be changed after creating the media

profile.

9.2.1.2 View and Modify Settings of Email Media Profile

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

m Ticket Reso.. Signature Refresh Apply
'l Media Profile Name * User Name *
TestMedia ameyosaurabhgoyal @gmail.com
Media Profile Type MediaEntity Name (KR
O EMAIL EmailMediaProfile Passwort d* Confirm Password *
EMAIL TestMedia Send From (Name) Send From (Email-Id) *
Media ameyosaurabhgoyal @gmail.com

Prefix Configuration (©)

Prefix * .
Subject Preview

Caseld

Caseld-<TicketlD »:RE:<Subject>

Qutgoing Allowed Incoming Allowed

Outgaing Port *

587

Incoming Port *

993

Send Protocol

SMTPS

Fetch Protacol

IMAPS

Outgoing Folder *

[Gmaill/Sent Mail

INBOX

D Enable ‘reply-to’ Email

Fetch Interval (in seconds) *

10

“reply-to’ Email

Email Fetched From

[ "] Delete mail an fetch 03/12/2019, 16:30:33

Figure: Settings of Email Media Profile

You can modify the settings here and click "Apply" to apply the same. Rather, you can click

"Refresh" to discard the changes.

While editing the media profile, the Email Sender Protocol such as SMTP and Email Receiver

Protocols such as IMAP and POP, and their folders cannot be changed.
If you want to change these settings, then, create the new media profile.

The Email Sender Protocol such as SMTP and Email Receiver Protocols such as IMAP and POP, and
their folders cannot be changed after creating the media profile. These protocols and folders

cannot be changed for the existing Media Profiles.

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

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

Perform the following steps to delete a Facebook media profile.

1. Select an Email media profile.

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

Confirmation x

Are you sure you want to delete Media Profile Outlook ?

Figure: Asking to delete the Email Media Profile

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

9.2.1.4 Ticket Resolver for Email Media Profile

All Email Media Profile resolvers listed here are now improved that they will work for all email

addresses available in the Customer Account Information. These Ticket Resolvers will also work for

split and merged tickets.

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

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

Settings Ticket Resolver Signature A Apply

Select Ticket Resclver .

Priority Selected Resolvers

1 Case id based resolver

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

options.

Single ticket for each customer from same source media profile : Select it to create a
single ticket for all emails from a same source media profile. It means the email coming
from a same email address but to a different media profile will create a different ticket. It
acts quite similar to "Single Ticket for each customer" to create a single ticket for each
customer; however, it appends the emails to a ticket after checking the Media Profile ID.
Suppose there are separate media profiles IDs for Customer Care and Sales Team. Emails
of the customer to the Sales Team will be added to a separate ticket of Sales Department.
Similarly, emails to Customer Care will be added to the separate ticket of Customer Care.
Without this resolver, all emails of the customers to both Sales and Customer Care will be

added to a single ticket only.

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

different subject will be appended in the same ticket.

Single ticket of same subject: Select it to create a single ticket for all emails having
same subject. All emails having same subject from same or different customers will be

added into the same ticket.

Single ticket of same subject from same customer: Select it to create a single ticket for

all emails having same subject sent from the same customer.

Case ID based Resolver: A case is created for a new email. All emails replied on this
email thread, then these will be appended to the same ticket. If a new email thread is

created, a new ticket will be created.
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e Single ticket with same subject from observer: Select it to create a single ticket of all
emails having same subject from the observer who is in CC of an email received from a

customer.

e Subject Media Profile Customer Interaction Resolver: Select it to create a single ticket
for all emails having same subject from the same customer for the same media profile. A
New ticket will be created only when the customer sends an email with another subject to

same media profile or connect with other media profiles with same or another subject.

When you select a resolver, it gets added in the list. The added ticket resolvers will be removed
from the drop-down menu. After adding mutliple resolvers, you can move them to up or down to

specify their priority. See the following screenshot.

Settings Ticket Resolver Signature Refresh Apply

Select Ticket Resolver o

Priority Selected Resolvers
1 Casze id based resolver
3 Subject Media Profile Custormer Interaction Resolver
4 Single ticket with same subject from observer

Figure: Added Ticket Resolvers

9.2.1.5 Signature

This tab will be visible only for Email Media Profile. This tab lets Administrator to specify the

signature for all emails that will be sent using this email media profile.
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Settings Ticket Resolver Refresh m

|:| Insert this signature before quoted text in replies Insert Placeholder
~-£ | B | I U |5 | x| T |4
= = | -1  E = =E E == T =~ @

15 ~ Roboto - E = | M| -H + | <o | K

Figure: Blank Email Signature

Here, perform the following steps to create an email signature.

1. Click "Insert this signature before quoted text in replies" to insert the signature before the

quoted text. Keep it uncheck if you want to insert the signatures after the quoted text.

2. You can type the signature in the text area and use the available tools to format the text,

add a hyperlink, and insert an image.

3. Click "Insert Placeholder" to insert the dynamic placeholders from the following dialog

box.

Placeholders X

Agent Fields

Username Email

Figure: Signature Placeholder
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4. After creating the signature, click "Apply" to apply the same. Now, the created signature

will be displayed on all emails being sent through the selected Email Media Profile.

9.2.1.6 Failure Mail Configuration

The administrator can configure failure mail settings for the Email Media Profile. When the mail-id

of the customer is wrong, then the mail sent to the customer is considered as failure mail.

The failure mail can only be configured for “Customer Based Resolver.” If the resolver is “Case Id

Based” then a new ticket will be created for the same failure mail. The failure email will get the

escalation mark on the dashboard screen of the agent. The agent can reply on the same ticket, and

hence the ticket will handled.

Execute the following command to login to the database.
psql -U postgres ameyodb
1. Execute the following query for the Gmail based email profile.

INSERT INTO ic_configuration parameter
(contact center id, name,value) Values
(<contact center id>, 'failureMailConfiguration', 'mailer-

daemon@googlemail.com') ;

2. Execute the following query for the Yahoo based email profile.

INSERT INTO ic_configuration parameter
(contact center id, name,value) Values

('<contact center id>','failureMailConfiguration', 'mailer-

daemon@yahoomail.com') ;

Figure: Gmail based Failure Message Configuration

9.2.1.7 Mapping Incoming and Outgoing Media Profile
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The administrator can map any incoming media profile with some other outgoing media profile.
Example

Let's assume there are two media profiles named as M1 and M2. If a ticket is coming from media
profile M1, then the administrator can map the media profile M1 with M2, which means if ticket is
coming from M1, then while answering on the same ticket, the media profile M2 will select

automatically.

Execute the following query to map the incoming media profile with another outgoing media
profile.

INSERT INTO ic configuration parameter (contact center id,name,value)
VALUES

('<contact center id>', 'mediaProfileMapping’','{"<Incoming Media Profile
_Id>":"<Outgoing Media Profile Id>"}");

In the above query, the Incoming_Media_Profile_Id is the Id of the incoming media profile and

Outgoing_Media_Profile_lId is the Id of the outgoing media profile id.

With the help of the above query, you can define multiple mappings for multiple set of media

profiles.

Figure: Mapping of Two media profiles

If do not have the media profile id, then run the following query and copy the respective media

profile id.

Select * from media_profile;

9.2.1.8 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.
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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).

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
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Gmail Error Codes /Ameyo Email Error Handling Policy)|
NO_SUCH_PROVIDER NO_RETRY

CONNECTION_ERROR PROGRESSIVE_RETRY
UNKNOWN_HOST NO_RETRY

INTERNAL_ERROR NO_RETRY

9.2.1.9 Working of Policies with Default Configuration

The following will be the result of applying the default configuration using the above policies.

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".

9.2.1.10 Working of Policies with Customized Configuration

Perform the following steps.

1.

Run the following query to customize the configuration.

INSERT into media profile configuration(media profile id,
contact center id, media profile type, media profile properties)
VALUES ('<media profile id>,<contact center id>, 'email',
'{"maxRetryCount":"3", "rateLimitRetryTime":"86400",

"progressiveRetryInterval":"300"}")

Refer to the following table to know the definition of variables and their default value.
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Linked
Variable Definition Default Value
Policy
is the Maximum Count of Retry|
maxRetryCount Its default value is 3.[Default Retry|

Attempts.

It is the retry late limit of the|lt's default value is
Rate  Limit
rateLimitRetryTime email server after which the|86,400 seconds that
Retry
email can be retried to send. |is 24 hours.

It is the Progressive Retry
It's default value is|Progressive
progressiveRetrylntervallinterval after which the email
300 seconds. Retry
can be retried to send.

Run the following CURL command to reload the configuration.

curl -X POST
http://localhost:8888/ameyorestapi/media/messages/reloadMediaProf

ileConfiguration -H 'sessionId: <Administrator-session-id-only>'

The following will be the result of applying the customized configuration using the above policies.

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 configured

time.

All the errors corresponding to "Progressive Retry" Policy should get retried at intervals of

configured time.

Same can be verified from "s_message_send_info" and "failed_message_send_info".
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9.3 Canned Messages

Canned messages are predefined reply templates which can be used to quickly send out replies to
tickets. A category is associated with each canned message, according to which agent can select
canned message. Click "Canned Messages" Tab in to view the canned messages and their

categories.

BB AMEYO  SpstemConfiguration  User  Process  Reports  Vaicelogs  ControlPanel  Morew | Synthesiz Administrat... w

Process Media Profile  Settings Canned Messages Blended Campaign  Call Routing  Dispositions  Skills  Exclusion Voice Mail Haoliday/Office timings  Spam Filter  Table

Rule Engine  Ticket State QA Parameters

Email

Categories

Add Category
the system. Let's add one to get started!

Figure: Canned Messages Tab
Here, you can perform the following functions.
9.3.1 Create Category

Perform the following steps to create a category of Canned Messages.

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

Name

email

Figure: Add Category of Canned Messages

2. Provide a name for the category.

3. Click "Add". The category is created and listed in the drop-down menu.

Category  Categoryl - i 7 Add Category
Add Canned Message

Name

Figure: Added a Category of Canned Messages

You can create multiple categories. After creating category, the interface of this page will

change.
Email L
Categories
= Canned messages are predefined
reply templates which can be used to
Categories Categoryl w i s Add Category quickly send out replies to tickets.
Canned Messages
Add Canned Message N . .
A category is assoc
canned mess
. e e egory. Le dd one " agent can se
Each canned messages needs to
assigned to campaig r campaign
users to use that canned message.
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Figure: Categories of Canned Messages

9.3.2 Modify a Category

Perform the following steps to edit a category of Canned Messages.

1. Select the category from the drop-down menu and click l£1 icon to edit the category

using the following pop-up.

Add Category

Name

Categoryl

Figure: Modify a Category of Canned Messages

2. You can only change the name of category. You cannot change the category type.

3. Click "Update" to modify the category else click "Cancel" to discard the changes.

9.3.3 Delete a Category

Perform the following steps to delete a category.

1. Select the category from the drop-down menu and click & icon to delete the category.

2. The following warning message is displayed on the screen.

Confirmation

Are you sure you want to delete 7
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Figure: Asking to Delete a Category of Canned Messages

3. Click "Yes" to delete the category else click "No" to keep it.

9.34 Create a Canned Message in a Category

Perform the following steps to create a canned message in a category.

1. Select the category from the drop-down menu.

2. Click "Add Canned Message" to add a canned message using the following pop-up.

Add Canned Message X

Mame Category

Test Test Insert Placeholder

= = -1 B = M|+ B < @

[ Attach a file

Figure: Add a Canned Message

The administrator can attach media files such as images through "Attach a file" option

present here. Click n icon to insert inline images.

3. Provide a name of the canned message.
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4. You can type the message in the text area.

5. You can click "Insert Placeholder" button to add any placeholder displayed in the

following screenshot.

Placeholders x
Ticket Fields
Ticket Id Subject Internal State External 5State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

6. Following is a sample canned message.

Add Canned Message x
Name
Msg1 Categoryl Insert Placeholder
-2 | B ||V |5 | x| T|4L
== -L|fE|=E|=E|E|=E|= ~ 1T || @
1N T OpenSans-Regular b E = B/ -H + | <« | B

{{ticket:Ticket Id}} from {{tickenQueue Name}} in {{ticket:Campaign Name}} dated {{ticket:Creation Date}} has been
closed successfully.

Figure: Sample Canned Message

7. Click "Submit". It lists the canned message in the white area.
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Category  Categoryl - 4 Add Category
Add Canned Message

Name
Msg1 /0
Msg2 g |

Figure: Added Canned Messages

9.3.4.1 Attachments

While creating or modifying the Canned Message, the Administrator can attach the files and insert

inline images.

The administrator can attach media files such as images through "Attach a file" option present

here. Click icon to insert inline images.

Supported File Types and Limitations for Attachments
Following file types are supported for attachments with Canned Message.

.doc, .docx, xls, xlsx, .ppt, .pptx, .xps, .pdf, .dxf, .ai, .psd, .psd, .eps, .ps, .svg, .ttf, .zip, .rar, .tar, .gzip,
.mp3, .mpeg, .wav, .0gg, jpeg, jpg, .png, .gif, .bmp, .tif, .webm, .mpeg4, .3gpp, .mov, .avi, .mpegps,

wmy, flv, .txt

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

is 25 MB.

9.3.5 Modify a Canned Message

Perform the following steps to modify a Canned Message.

1. Click [ icon with for a canned message to modify it using the following pop-up.
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Add Canned Message

MName

Msg1 Category1 Insert Placeholder

iii

iii
1
=]

-7 B I Ul s | x T |4

- T |~ @ 11 || T SegoeUl - E

= | MW | -H | + | < | HE

{{ticket:Ticket Id}} from {{ticket:Queue Name}} in {{ticket:=Campaign Name}} dated {{ticket:Creation Date}} has been closed
successfully,

Figure: Modify a Canned Message

2. You can modify the name and content of the canned message.
3. You can click "Insert Placeholder" button to insert the placeholders.

4. You cannot change the category of an existing canned message, while modifying it. To

change the category, you have to delete the canned message and create a new one.

5. Click "Save" to save the changes. Else, you can click "Cancel" to not save it.

9.3.6 Delete a Canned Message

Perform the following steps to delete a canned message.

If you delete a Canned Message, then the users would not be able to use it while performing their

tasks. Also, there is no way to restore the deleted canned message.

1. Click I icon for a canned message to delete it. The following warning message is

displayed on the screen.
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Confirmation

Are you sure want to delete this canned message 7

Figure: Warning while deleting a Canned Message

2. Click "Yes" to delete the selected canned message. Click "No" to not delete the Canned

Message.

You have to assign the canned messages in the campaign so that the users in that campaign can

use them.
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9.4 Blended Campaign (Licensed Feature)

Blending simply means a group of inbound and outbound campaigns. It allows the agents to login
in a predefined set of campaigns simultaneously. The same agent can login in Inbound as well as
in Outbound campaign at the same time.
Click "Blended Campaign" tab in "System Configuration" to access its settings. Here, Admin can

select the campaigns which need to be blended from the available list.

In Blended Campaign, the Inbound (Interactive Voice Application) Campaigns are given more

priority over other campaigns. It helps to decrease the Call Drop Count for incoming (inbound)

calls.

Process Media Profile Settings Canned Messages Blended Campaign  Call Routing  Dispositions  Skills  Exclusion Voice Mail  Holiday/Office timings  Spam Filter Table Rule Engine

Ticket State QA Parameters

Blended Campaign

Available Campaign(2) Blended Campaign(0)
[ | Campaign Name | Campaign Name
m} InboundCampaign

Mo Data Available

O OutboundCampaign

Figure: Blended Campaign

After selecting the campaigns, click icon to add it to the list of blended campaign. After

selecting the required campaigns click "Apply" button to create a blend.
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9.5 Call Routing Configuration

Here, Administrator can configure incoming call routing policies and profiles based on incoming

channel, DID or source phone. This Tab contains the following policies and their types.

1. DefaultCallContextProfile: We can define the call contexts (like Zap trunks, SIP minutes)
and route the calls through these contexts to a particular node flow in a campaign. Here

we need not to identify the Source / Destination number.

2. DefaultSourcePhoneProfile: This profile is used to identify a particular source phone
and route the calls coming from that number to a particular node flow in campaign. Let's
suppose if we want to do routing based on the phone number of caller. We will select

the"DefaultSource Phone Profile" from Profiles tab and define the profile plans

3. DefaultDestinationPhoneProfile: This policy is used to route the calls landing on a
particular DID number. These calls can be routed to a particular node flow in a campaign.
Let's suppose if we want to do routing for a particular DID number or toll free number.

We will select the"DefaultDestinationPhoneProfile" and define the profile plans.

System Routing Up Down Refresh @
Policy Name Policy Type Assigned Plans

DefaultCallContextProfile ce.call.context.based.profile

D DefaultSourcePhoneProfile cc_source.contact.based.profile

l:‘ DefaultDestinationPhoneProfile cc.destination.contact.based.profile

Figure: Routing Tab

Policies can be assigned by checking the "Assigned” checkbox. Uncheck this box to unassign the
policy.
Order of policies can be moved from the "Up" and "Down" button. Policy will be followed in the

sequential order from top to bottom.
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Click "Apply" button to save the made changes. Rather, you can click "Cancel" button to discard

the changes.
9.5.1 Create Plan for a Policy

The Administrator can define the routing plan for the policies. Perform the following steps.

1. Check the box to select a policy.

2. Click "-" under "Plans" header adjacent to a policy for creating a new plan. The following

pop-up is displayed on the screen.

DefaultSourcePhoneProfile x
— Up Down Add
Profile Plans Search Q,
Contact Action Type Sub Action Destination

Figure: Blank Plan for DefaultSourcePhoneProfile

3. Click "Add" button to add a row in the text area.

Contact Action Type Sub Action Destination

[

feature.action ¥  cccallcontext.based.prof ¥ DefaultCallContextProfile ¥

Figure: Blank Raw for DefaultSourcePhoneProfile and DefaultDestinationPhone Profile
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Call Context Action Type Sub Action Destination

cc_voicetest_DefaultVR ¥ feawure.action v default.acd feature v v

Figure: Blank Raw for CallContextProfile and DefaultDestinationPhone Profile

4. Call Context: This field comes for CallContextProfile Plan only. You have to select any of

the following options.

A. audiocodes

w

cc_voicetest_DefaultVR
C. softphonel

D. voip
OR

Contact: This field comes for both DefaultSourcePhoneProfile Plan and

DefaultDestinationPhoneProfile Plan. You have to provide the contact number here.
5. ActionType: It has two options.

A. Feature.action: Select it to route the call to nodeflow. When selected, Sub-Action

drop-down shows the following options.
. default.acd.feature
ll.  did.based.phone.feature
. manual.dial.feature

B. Profile.action: Select it to route the call to another profile plan. When selected,

Sub-Action drop-down shows the following options.
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l. cc.call.context.based.profile: Select it to transfer the call to the Call

Context based Profiles. When selected, the available Call Context Profiles

will be listed in the Destination drop-down menu.

Il. cc.destination.contact.based.profile: Select it to transfer the call to the

Destination Contact based Profiles. When selected, the available
Destination Contact Profiles will be listed in the Destination drop-down

menu.

II. cc.source.contact.based.profile: Select it to transfer the call to the Source

Contact based Profiles. When selected, the available Source Contact

Profiles will be listed in the Destination drop-down menu.

6. Destination: If "feature.action” is selected in Action Type, then you have to select the
available destination numbers in this drop-down menu. If "profile.action” is selected, you
can select the relevant profile policy such as "DefaultCallContextProfile" for
“cc.call.context.based.profile" sub-action, "DefaultDestinationPhoneProfile" for
"cc.destination.contact.based.profile”, and "DefaultSourcePhoneProfile" for

“cc.source.contact.based.profile”.

7. You can add multiple rows in a plan of DefaultSourcePhoneProfile.
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DefaultSourcePhoneProfile X
Up Down Add
Profile Plans Search Q,
Contact Action Type Sub Action Destination
D 1800181120 profile.action ¥  cccall.context.based.prof ¥ DefaultCallContextProfile ¥
D 1800181119 profile.action ¥  cocdestination.contact.ba: ¥ DefaultDestinationPhone ¥

Figure: Adding Plan for DefaultSourcePhoneProfile

8. To delete the created "Profile Plan", select that particular profile plan and click on

"Delete" button.

9. Any incoming call will be routed depending on the sequence of profiles defined. Profile
moved at the top level will be followed first and then next defined profile will be

followed.
10. Click "Up" to move the row to up and click "Down" to move the row to down.

11. Click "Save" to save the changes. Rather, you can click "Cancel" to discard the changes.

You can add and modify the plan for all policies.
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9.6 Dispositions

It contains two sub-tabs - Disposition Class and Disposition Plan.
9.6.1 Disposition Class

This tab is used to define disposition codes and classes for the calls. Disposition class is a set or
logical grouping of disposition codes. Disposition code is the reason of call disconnection which

agent selects while disposing any call.

Disposition Class

Disposition Class Refresh @ @

12ka

15ale3

campaign.customer.exclusion Add new code

campaign.media.exclusion Add rew cade

cemedia.exclusion Add

schedulecallback

System Defined

telecom.issues

Oo0o0o0oooooooooda
2

telecom.issuesd Agent volume too low,oice breakage,Conference voice breakage,Conference disconne...

Figure: Disposition Class

Administrator can perform the following steps here.

1. The Administrator can add "Disposition Class" by clicking "Add" button. "User Defined"

type will appear for the Administrator created disposition classes.

2. The Administrator can also add "Disposition Code" by clicking "Add New Code" option

for a disposition class.
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9.6.2 Disposition Plan

This tab is used to create disposition plan and assign the disposition codes in that plan. From here,

administrator can select the disposition codes which needs to be assigned in created disposition

plan.
Disposition Class Disposition Plan
Disposition Plan Refresh @ m
Name Enabled Code Type Code Assignment
D DefaultOVCDispositionPlan 20 user forced.logged.off user.ransferred.to.iv.,
I:‘ DefaultVADispositionPlan 20 user.forced.logged.off,user.transferred.to.iv...
I:‘ DefaultVBCDizpositionPlan 20 user forced.logged.off user.transferred.to.iv...
D DefaultCCDispositionPlan 9 user forced.logged.off user.transferred.to.iv...
D DefaultVRCDispositionPlan 20 user forced.logged.off user.ransferred.to.iv.,
I:‘ DefaultCSTACDispositienPlan 20 user.forced.logged.off,user.transferred.to.iv...
I:‘ DefaultAOVCDispositionPlan 20 user forced.logged.off user.transferred.to.iv...

Figure: Disposition Plans

Perform the following steps.

1. To add a new Disposition Plan, click "Add" and provide a name in the text field and click

"Add New Code" to add the code.

Mame Enabled Code Type Code Assignment

D DefaultAOVDPlan . User defined Add new cade

Figure: Adding New Disposition Plan

"User Defined" will be the type for custom disposition plans added by the Administrator.

2. To change the code for an existing disposition plan, select it and click "Code Assignment

option". It shows the following box for both adding and modifying the code assignments.
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Plan : DefaultOVCDispositionPlan

-

schedule.callback

WA Callback

-

M sale

D

-

QOthers

Foreign Language
-

l:‘ telecom.issues

D No Voice
Already hungup

Abrupt disconnection

Echa

Customer not able to hear
Customer volume too low
Agentvolume too low
Voice breakage

Conference voice breakage

Conference disconnection

Conference DTMF

Can CEI m

Figure: Add or Modify Code Assignments for any Disposition Plan

3. Select the checkboxes of different disposition codes which has to be assigned in that
disposition plan. Uncheck those which you do not want to assign in the selected

disposition plan.
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4. Click "Apply" to save the changes. Rather, you can click the "Refresh™ button to discard

the changes.

9.6.3 Disposition Options for Ameyo Users

Ameyo offers the following options of dispositions for the Users.

1. Two Level Disposition: It means that the user can select the disposition in the

hierarchical way. The user has to select the Disposition Class first and then select

"Disposition Code".

N
Disposition ' 4818 —
1

‘.
Select a Disposition e &
L

Select a Disposition
Others

Foreign Language
Sale

Sale
telecom.issues

Abrupt disconnection

- N

R
Save And Dispose Dispose And Dial

Figure: Two level Disposition Selection

Two-level Disposition has been made default. However, the businesses can still perform the

backend configuration to make "one-level" disposition as default.

2. One-level Disposition: It means that the user can select the disposition in the simple

way, that is, the selection of the disposition is in the simple way and all the nested
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dispositions come in a single hierarchy(one after another). In this feature, the user can

select only the main disposition but not the sub disposition.
@ Web RTC > L8
Disposition ' 23452345 S
I

‘.
Select a Disposition e &
L

Select a Disposition

Faoreign Language
Sale

Abrupt disconnection
Agent volume too low
Already hungup

Callback

- -

= ~
Save And Dispose Dispose And Dial

Figure: One-level Disposition

For the definitions of Dispositions and the Call Types, click here.

9.6.3.1 Enable One-level Disposition (If Required)
Disable the two-level disposition to enable the one-level disposition. Perform the following
steps.

1. Execute the following command to login to the PostgreSQL Console and access

the database.
psgl -U postgres ameyodb

2. Run the following query to disable the two-level disposition and enable the one-

level disposition.
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INSERT INTO server preference store
(context type,context id, key,value) VALUES
('campaign', '<campaign id>', 'showTwoLevelDisposition', 'false
")

3. Run the following query to exit from the database.

\q

9.7 Skills Tab (Licensed Feature)

Skill-based routing (SBR) is a component of automatic call distributor (ACD) systems that filters

and directs incoming inquiries to call center agents with the most applicable skill sets.

Skills Management Refresh @ m

Skill Name Last Updated Users Assigned Skill Level Skill In Queues Assign Users

Figure: Skills Tab

By closely matching an incoming call to the call center agent best-prepared to address a particular
issue, callers experience shorter wait times and faster resolution of their issues, reducing Average

Handle Time. Because the agents are trained for more specific skill sets, less training is required.

Furthermore, most highly-skilled agents can be assigned to important clients, targeting resources
where they will provide the most return for the call center. These factors significantly reduce

abandon rates and increase agent utilization, productivity and overall call center efficiency.

As per different Queues/DIDs, different skills can be created.

9.7.1 Create a Skill

Administrator may create new Skills by following below steps.
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1. Click "Add" button. It shows a row in the blank area.

Skill Name Last Updated Users Assigned Skill Level Skill In Queues Assign Users

O [New Skill Name ’ . Add Skill Level - Manage Users

Figure: Adding a New Skill

2. Enter Skill name and define skill levels by clicking "Add Skill Level”. It shows the

following pop-up.

Skill Lewvel Delete m

Skill Level Weight

Figure: Row to Add a Skill Level

Here, click "Add" button to add a skill level. Enter the name of skill level and its

weightage.
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Delete m

Skill Level Weight
|:| Beginner 1 v
l:‘ Intermediate 2 v
|:| Experﬂ 3 v
l:‘ Advanced 1 L

Figure: Adding Skill Levels

You can select a skill level name and click "Delete" it.

After adding the required skill levels, click "Save" to save them. Whereas you can click
"Cancel" to discard the changes.

When you click "Save", it takes you back to the main that shows the list of added Skill

Levels.

3. Assign the users in the respective skill by clicking "Manage Users" button.

Manage User X

Available Users(2) Assigned Users(2)
| User ID User Name | | User ID User Name Skill Level
O analyst analyst =] al a1 Good
O

Group group 0 a2 a2 Good

o €
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Figure: Manage Users

Perform the following steps here.
A. Select the user from "Available" section.

B. Click on ">" symbol to assign the user. If administrator wants to unassign a user
from the campaign, then simply select the user and click on "<" symbol to
unassign that user.

Assigned users will be listed in "Assigned” section.
C. To unassign users, select the users in "Assigned Users" section and click < icon.

D. Click "Save" button to save the changes.

Skills Management reiresh ) (0D €D

Skill Name Last Updated

sers Assigned Skill Level Skill In Queues Assign Users

Intermediate, Beginner, Manage Users

Hindi Manage Users

Marathi

u

English - 3
2
1 Manage Users
1

Tamil Manage Users

Oooogoo

Figure: Added Skills

4. The skills can be assigned to the queue while editing it in the settings of any campaign.
Here, "Skill in Queue" column shows the list of queues where a skill has been assigned.
Click the link in "Skill in Queues" column to see the list of queues in which it has been

assigned.

feet -~
Assigned Cusue

Queue Name Campaign

nbound_Hindi Testinbound

Figure: List of Queues
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5. Click "Apply" to apply the changes.

Rather, you can click "Refresh” to discard the changes. You can add multiple skills here.

9.7.2 Delete a Skill

The deleted skill cannot be retrieved. Also, the deleted skill will not be applied in the selected queue

and campaign.

To delete a skill, select it and click "Delete” button. The warning message is displayed on the

screen. Click "Yes" to delete the selected skill. Else, click "No" to not delete it.

Confirmation b

Are you sure you want to delete 1 Skills 7

No Yes

Figure: Delete the Skill

Once the skill is created, it cannot be edited, it only can be deleted. If the user has to edit the skill,

then administrator can do this by deleting it and creating a new one.

On the other hand, the administrator has the right to manage the users and assigning or

unassigning the new skill levels to the existing skill.
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9.8 Exclusions

If administrator wants to exclude few numbers that should not be dialed in the system, then they

can be uploaded in exclusion tab by adding leads.

BB AMEYD  SpstemConfiquraion  User  Process  Reports  Voicslogs  ControlPanel  More | Synthesizer a Administrat v

Process Media Profile  Settings Canned Messages  Blended Campaign  Call Routing  Dispositions  Skills  Exclusion  Voice Mail  Holiday/Office timings ~ Spam Filter Table  Rule Engine  Ticket State

QA Parameters

Bxclusion Lead List(1)

| Exclusion Lead Name Enable

O default

Figure: Exclusions Tab
9.8.1 Create an Exclusion List

Administrator can perform the following steps to create an Exclusion List.

1. Click "Create Exclusion" to create a new exclusion lead. It shows the following pop-up.

Exclusion Lead Details x

Exclusion Lead

|:| Enable Exclusion Lead

Header Mapping

Phone

Cancel m

Figure: Exclusion Lead Detalil
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Here, you have to perform the following steps.
A. In exclusion lead column, enter the name of the lead.
B. Check "Enable Exclusion Lead" box to enable the new lead is created.

C. Click "Browse File" to select the location and the CSV file. Click "Open" button to

upload that file.

D. In Header Mapping, Administrator can map the file headers of lead with phone1,

phone2, phone3, phone4, phone5, timezone, and name headers.

Exclusion Lead Details *

Exclusion Lead

ExclusionlLead

Enable Exclusion Lead

timezone.csv Browse File

Header Mapping
Phone

phonel w

Cancel m

Figure: Sample Exclusion Lead

E. Click "Save" to save the changes.

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

2. After clicking "Save", it takes you back to the main page that shows the created exclusion

list. You can create the multiple exclusion leads here.
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Exclusion Lead List{2)

Figure: Exclusion Leads

9.8.2 Disable or Enable an Exclusion Lead List
Uncheck "Enable" box for any lead to disable it. You can check this box again to enable it.
9.8.3 Edit an Exclusion Lead List

Select the Exclusion Lead which you want to edit and click "Edit" button. The same pop-up is arrived
which is arrived at the time adding the exclusion. You can change the exclusion name, file and

header mapping on the opened pop-up.

Exclusion Lead Details *

Exclusion Lead

ExclusionLead1

Enable Exclusion Lead

timezone.csv Browse File

Header Mapping

Figure: Edit Exclusion Lead

9.8.4 Delete an Exclusion Lead List
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The delete exclusion lead cannot be retrieved back. Also, it will not be applicable in the selected

campaign.

Select an Exclusion Lead and click = icon to delete it. A warning message is displayed on screen.

Click "Yes" to delete it else you can click "No" to not delete it.

Confirmation x

Are you sure you want to delete 7

v @

Figure: Delete Exclusion Lead
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9.9 Voice Mail (Licensed Feature)

Voice Mail is a method of storing voice messages electronically for later retrieval by administrator

and supervisor.

Voice Mail Refresh | (X000

Voice Mail Configurations

Finish Vioicemail Prompt Weleome Voicemail Prompt [ ] Motification Email IDs

Figure: Voicemail

1. This feature is licensed. This tab will be only visible if voicemail license is procured at the

center.

2. The Administrator can enable Voicemail feature at system level if enabled by sliding the

"voicemail” bar towards right. If this is not enabled, then voicemails will not be recorded.

3. To enable sending the voicemail's notifications, the administrator needs to check the

"Notification Email IDs" checkbox.

A. Notifications Email IDs: Administrator can enter the multiple email ids (gmail

domain only) separated by a comma.

B. Welcome Voicemail Prompt: Select the welcome voicemail prompt from the

drop down field.

C. Finish Voicemail Prompt: Select the finish voicemail prompt from the drop down

field.

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

Rather, you can click "Refresh™ to discard the changes.
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9.10 Holiday/Office Timings (Licensed Feature)

Holiday/Office Timings is a feature which defines the holiday and office hour timings. This feature

is licensed. This tab will be only visible if holiday/ office timing license is procured at the center.

Process Settings Blended Campaign  Call Routing  Dispositions  Skills  Exclusion  Voice Mail  Holiday/Office timings QA Parameters
Time Management Refresh
Working Hours Day Start Time End Time (o ]
Mor Add
Add
Wedne: Add
Thursday Add
Frid Add
Saturd: Add
Add
Holiday Configurat (o ]
JANUARY 2020 Policy Type
sun Man Tue Wed Thu Fri £
1 5 3 4 Mo Data Available
5 6 7 8 9 10 1"
12 13 14 13 16 17 18
19 20 21 22 23 24 25
26 27 28 29 30 N

Figure: Holiday/Office Timings Tab

9.10.1 Working Hour Configuration

Perform the following step to configure the working hours.

1. The Administrator can enable office hour at system level under Time Management by

sliding the working hours bar towards right to enable working hours.
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king H Start Timy End T o

Time Time

Monday Add
Time Time

Tuesday Add
Time Time

Wednesday Add
me Time

Thursday Add
me me

Friday Add

Saturd: Add
me me

Sun Add

Figure: Define Working Hours

If this is not enabled, then office hour configuration will not be configured.

2. Click the time box under "Start Time" for any day to add the time when the working

hours start. It shows a pop-up, in which you can select the hours, minutes, and seconds.

1

12
11 1

10 2

CAMNCEL oK

Figure: Select Time
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3. You can click hour in header to use the clock to select the hour.
4. You can click minute in the header to use the clock to select the minutes.
5. You can click "PM" or "AM" in the header to change their values.

6. Once done, click "OK" to save the time. Similarly, you have to select "End Time".

7. Click "Add" to add the working duration for the particular day. Similarly, you can provide

the working hours for all seven days as displayed in the following screenshot.

Warking Hours Day Start Time End Time o©
Monday e me s
beret
08:00 AM 10:00 PM
Add
P
08:00 AM 10:00 PM
ds Add
me me
Delets
0800 AM 1000 PM
‘‘‘‘‘‘‘ Add
Dot
0800 AM 1000 PM
Friday Add
me me
Delets
0800 AM 1000 PM
satur Add
me
Delet:
0800 AM 1000 AM
S Add
me
Delets
0800 AM 1000 PM

Figure: Defined Working Hours
To delete the working hour for a day, click "Delete" for that row.
9.10.2 Holiday Configuration

The Administrator can enable Holiday at system level under this option by sliding the holiday
configuration bar towards right. If this is not enabled, then holiday configuration will not be

configured.
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Holiday Configura C’
< JANUARY 2020 >
Sun Mon Tue Wed Thu Fri Sat 2070-01-02 Working Day ) "

1 2 3 4

5 6 7 8 9 10 11

12 13 14 15 16 17 18

19 20 21 22 23 24 25

26 27 28 29 30 31

Figure: Holiday Configuration
Perform the following steps.

1. Administrator can select the date from calendar to mark different days as holiday.

2. Click a day to mark that day as Holiday or Working Day using the following pop-up.

Create Holiday

(@ Date () Day
09/23/2018 Sunday

'3:.:‘3' Holiday lﬁ::ﬁl Working Day
Reason
Weekend

Figure: Create Holiday or Working Day

3. Date: Click "Date" if you only want to mark the selected date as Holiday or Working day.

After selecting it, select any of the following options.
e Holiday: Click it to mark the selected day as a holiday.

e Working Day: Click it to mark the selected day as a working day.
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Click "Save" to mark it as the selected option.

4. Day: Click "Day" if you want to want the holiday or working day to repeat on the same

day.
Create Holiday X
() Dat= (@) Day
09/23/2018 Sunday
Policy Type
@ All Days 'Z:::::' First Alternative Days 'Z::::Z' Second Alternative Days
Reason
Weekend

Figure: Create Reoccuring Holidays

After selecting it, select any of the following options.

o All: Select it to mark all days in the month as the holiday.

Holiday on an alternate day means if the holiday is marked on the first week then

the next holiday on the same day will be on the third week. There will be no holiday
in the =lele]glo! week on the selected day.
Here, you can select whether to start alternate holidays on the first week or second

week.

o First Alternate Days: Select it to start the alternate holidays on the selected day

from the first week itself.

e Second Alternate Days: Select it to start the alternate holidays on the selected

day from the second week itself.

5. Provide a reason to create a holiday or weekday.
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6. Click "Save" to save the day.

Rather, you can click "Cancel" to discard it. The selected holiday will be listed on the right

side section.

Following is a sample screenshot.

@
< JANUARY 2020 > Date/Day Policy Type Reason
Sun Mon Tue Wed Thu Fri Sat Sunday Al Days Weekends .
1 2 3 4
Saturday First Alternative Days Data Collections Days x
[First Attemate |
5 6 7 8 9 10 11
12 13 14 15 16 17 18
[Firt Atemate |
19 20 21 22 23 24 25
26 27 28 29 30 Ell
[First Ateemate |

Figure: Created the holidays

To delete a holiday, click "X" for a holiday in the right side section.
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9.11 Spam Filter Configuration

Spam Filter Configuration allows you to block the auto-creation of tickets for the messages

received from specific email addresses, Facebook users, and Twitter users.

This filtration is based upon keywords. No ticket will be created for the messages containing the

specified keywords in subject, sender, or message body.

Spam Detection Configuration Refresh m
Email
Enter comma seperated keywords to aveid making ticket from incoming mail with any of these keywords
Facebook
Enter comma seperated keywaords to aveid making ticket from incoming post with any of these keywords
Twitter
Enter comma seperated keywords to aveid making ticket from incoming tweet with any of these keywords

Figure: Spam Filter Tab

You just have to enter the comma separated list of keywords in the provided text boxes and click

"Save" button.

Spam Detection Configuration Refresh m

Email

spam, block, reply, chat

Facebook

spam, block, reply, chat

Twitter

spam, block, reply, chat

Figure: provided the list of spam keywords
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9.12 Rule Engine

The Rule Engine allows you to create the different kinds of rules that runs automatically.

Rule Engine

Routing Event Based Rules Timer Based Rules Customer Segregation
Routing Rules Search Q m

B # [] View Disabled Rules

Figure: Rule Engine Tab

Click the following rules to know about the different types of rules.

1. Routing Rules
Click the following link to know more about the HTTP Action used in Routing Rules,

Event-based Rules, and Timer-based Rules.
e HTTP Action

2. Event-based Rules

3. Timer-based Rules
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9.12.1 Routing Rules

"Routing" Tab in "Rule Engine" allows you create the rules for the media profiles.

[ ronrs |

Routing Rules Search Q m

B/ [] view Disabled Rules

Figure: Rules

You cannot create the rules to show the notifications here. Please check "Email Notification

Configuration" in Supervisor Console for the same.

You can add, modify, delete, enable, and disable the rules.
9.12.1.1 Add a Rule

Perform the following steps to add a rule.

1. Click "New Rule" button in the right side. It shows the following page.
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Routing Rules

New Rule

Figure: Adding a Rule

2. Rule Name: Provide a name for your rule.

3. Rule Description: Provide a description for your rule.

4. Conditions: Here, you can specify the conditions based upon which the system-rules-

add-condition-to actions will be taken. Perform the following steps.

A. Click icon in the middle of the "Condition" box to add a new condition. It

shows the following section.

Condition Operator
Media Profile Id v i . Select Media Prafile "

P ——
( Add New Condition )
\ /

Figure: Add a Condition

B. Click "Condition" drop-down menu to select any of the following conditions.

l.  Interaction Title: Select it to add a condition based upon the title of

interaction. When you select it, the other two fields are changed. The
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operator drop-down menu has the following options for "Interaction

Title" condition.

Interaction Title

Need Help

ends with ("Add New Condition )

starts with

Figure: Interaction Title Condition

e s
e isnot
e contains

e does not contain
e ends with
e starts with

These operators are self-explanatory. After selecting an operator, provide

a value in the adjoining text field.

[l.  To: Select it to add a condition based upon "To" field of the interaction

that contains the name of recipient. It contains following operators.
e contains

¢ does not contain

To ~ contains
customercare@domain.com

does not contains

( Add New Condition )
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Figure: "To" Condition

Provide a value in the adjoining text field after selecting an operator.

Ill.  Message: Select it to add a condition based upon the message body. It

contains the following operators.
e contains

e does not contain

Message ~ contains

Error

does not contains

( Add New Condition )

Figure: Message Condition

Provide a value in the adjoining text field after selecting an operator.

IV.  From: Select it to add a condition based upon "From" field that contains

the name of sender. It contains the following operators.
e contains

e does not contain

From ~ contains

buyeri ny@gmail.cam

does not contains

("Add New Condition )

Figure: From Condition

Provide a value in the adjoining text field after selecting an operator.
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V.  CC: Select it to add a condition based upon "CC" field that contains the
name of recipients who are added in CC. It contains the following

operators.
e contains

e does not contain

cC v contains

suppart@demain.com

does not contains

(" Add New Condition )

Figure: "CC" Condition

Provide a value in the adjoining text field after selecting an operator.

VI.  Media Profile ID: Select it to add a condition based upon the ID of the

media profile. It contains the following operators.
e contains

¢ does not contain

Condition

Media Profile Id ~ is Select Media Profile

is not Emaill

( Add New Condition )

system-rules-disable-view

Figure: Media Profile ID Condition

Select a media profile ID after selecting an operator.

C. You can add multiple conditions using the steps discussed above.
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‘i' March any of the following 'i‘ Match all of the following

x

Condition Operator

Interaction Title “~ contains
Issue

Condition Operator

Message i contains
Error

( Add New Condition )

Figure: Multiple Conditions

When multiple conditions are added, the following new options are displayed on

the top of the "Conditions" Tab.

e Match any of the following: Select this option to match any of the
conditions. The ticket will be routed as per the rule if one or more

conditions are being matched.

¢ Match all of the following: Select this option to match all conditions
collectively. The ticket will be routed only as per the rule only when all

conditions are being matched, else the routing rule will not be applied.

You can click the "X" icon on the top right corner of a condition to remove it.

4. Actions: You can select actions in this section, which will be performed only upon those

messages which meet the pre-selected conditions. Perform the following steps.
A. Click icon to add an action. It shows a section.

B. You click the drop-down menu to select any of the following actions.
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Routing Action: Select it to perform a routing action. It lets you to assign

the ticket matching the conditions to a user in any queue.

Routing Action

Selec: Campaign . SelectQueus v None

Available Agents

Agenr Available To Take Tickets

Any Agent

Figure: Routing Action

Perform the following steps.

a. Select the campaign in which you want to apply the action. Its

queues get enumerated in "Queue" drop-down menu.

b. Select the queue to which you want to transfer the message that

has met the conditions.

¢. Now in "Assign to User" drop-down menu, select any of the

following options.

e None: Select it to not assign the ticket meeting pre-

selected conditions to any agent.

e Available Agents: Select it to assign the ticket meeting

pre-selected conditions to any of the available agents.

¢ Agent Available to take Tickets: Select it to assign the

ticket meeting pre-selected conditions to any of those
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agents who have marked themselves available to take

tickets in Interactive Campaign.

e Any Agent: Select it to assign the ticket meeting pre-
selected conditions to any agent whether it is available or

not available.

[l.  Set Priority: Select it to set the priority to those messages which have
met the pre-selected conditions. Select "Set Priority" in the drop-down

menu.

Set Priority
Lowr
Medium

High

Figure: Priority Action

Select any of the following options.

e Low: Select it to set the low priority of messages that meet pre-

selected conditions.

e Medium: Select it to set the medium priority of messages that

meet pre-selected conditions.
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e High: Select it to set high priority of messages that meet pre-

selected conditions.

[l.  HTTP Action: Select it to apply HTTP Action (also called Webhook) to
trigger an external API to process those messages which meet the pre-
selected conditions. Please refer to "HTTP Action" Page to know more

about the same.

You can follow the same steps to add different kinds of multiple actions. They will
run in First In First Out order from the top. In other words, the very first action
from the top will be executed first and the other actions will be executed

sequentially.

5. Following screenshot contains the sample details.
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Routing Rules

New Rule

Rule Name*

Test

Rule Description

Rule for Media Profile

Conditions
(®) Match any of the following () Match all of the following
he
Condition Operator
Message " contains
Issue
he
Condition Operator
Interaction Title " contains
Error

e . ™
L Add New Condition J

Actions
he
To
Set Priority “
Set Priority
Medium

T
€ Add New Action )

Figure: Adding New Rule

6. Click "Save" to create the rule.

You have to select the rule in the campaign to apply it.

You can create multiple rules using these steps.

Following screenshot shows the multiple rules.
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Drag-Drop to move up or down Routing Event Based Rules Timer Based Rules

<

[ View Disabled Rules

gepspesp8e

E3 mailtest8443@gmail.com

Figure: List of Rules

9.12.1.2 Rule Execution Sequence

The rules will be executed in First In First Out order from top. The very first rule on top will be

executed first and other rules will be executed in the sequential order (one-by-one) from the top.

You can use the arrow icons on the right corner of every rule to move it up to increase its priority

and move it down to decrease its priority.
9.12.1.3 Enable or Disable the Rule

You can disable the rules. The disabled rules will be hidden, but you can make them visible. You

can also enable the disabled rules.

9.12.1.3.1Disable a Rule

Select a rule and click the toggle switch to disable rule. It shows the following message.

Confirmation b4

Figure: Asking to disable the rule

Click "Yes" to disable the selected rule. The disabled rule will not be applied and will be hidden in
the list.

9.12.1.3.2View Disabled Rules

Click to check "View Disabled Rules" checkbox to show the disabled rules.
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Routing Event Based Rules Timer Based Rules

Routing Rules Search a

’ View Disabled Rules

Rule of Media fo )

Figure: Displaying the Disabled Rule

9.12.1.3.3Enable a Disabled Rule

To enable a disabled rule, click the gray toggle switch to enable it. The following message is

displayed.

Confirmation ®

Figure: Asking to enable the rule

Click "Yes" to enable the selected rule. The enabled rule will be applied in the campaign, where it

has been selected.
9.12.1.4 Edit a Rule

Perform the following steps to edit a rule.

1. Select a rule and click "Edit" button. It shows the following page.
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Routing Rules
New Rule
Rule Name*
Test
Rule Description
Rule for Media Profile
Conditions
'@' Match any of the following ':‘ Match all of the following
he
Condition Operator
Message " contains
lssue
he
Condition Operator
Interaction Title " contains
Error
s P
( |
L Add New Condition )
Actions
he
To
Set Priority “
Set Priority
Medium o
A ey
( |
L Add New Action J

Figure: Edit a Rule

2. Make the required changes and click "Save". Rather, you can click "Cancel" to not edit the

rule.

9.12.1.5 Delete a Rule

The Deleted Rule cannot be retrieved back. Also, it will not be applied in the campaign where it has

been selected.

1. Select a rule and click "Delete" button. It shows the following message.
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Confirmation X

Are you sure you want to delete the rule 7

Figure: Warning before deleting a Rule

2. Click "Yes" to delete the rule.
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9.12.1.6 HTTP Action

You can select "HTTP Action" as an action while creating a rule for Media Profile in "Rule" tab of
"System Configuration". HTTP Action also called Webhook triggers an external API to process those
messages which meet the pre-selected conditions. Before going ahead to use this options, you
should know about the common definitions, data that can be accessed, API response data, and

variables. After introduction to these fields, the steps to apply HTTP Action will be discussed.
9.12.1.6.1Common Definitions

Following common attributes are used in all methods of HTTP Action in "Rules" tab.

e URL: Provide the URL of the API that has to be triggered.

Body: It is of the following two types.

» Form-Data: Enter the body content of APl in key and value format. Both have to

be provided separately. You have to provide a key and then its value.
= Raw: Enter the body content in the raw (that is general code) format.
¢ Header: Provide the header of the API.

e Pre-Request Script: It should contain JavaScript Code that is executed before the API
Request. It is used to create the variables that can be used in URL, Header, and

Parameters.

o Post-Request Script: It should contain JavaScript code that is executed after the API
Request. It is used to create the variables and consume the API response, which will

trigger through the action.
9.12.1.6.2 Data that can be accessed in HTTP Action Scripts

As of now, only data related to "Tickets" can be accessed through the scripts provided in the HTTP
Action. Please refer to the following table to know the data that can be accessed and the requied

function to access it.

Table: Ticket Data and its Calling Methods
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Data Calling Methods for Script
ticket.getTicketld()
ticket id
ticket.getHasUnreadMessage()
hasUnreadMessage
ticket.getProcessld()
process id

) ticket.getContactCenterld()
contact center id

ticket.getCampaignld()
campaign id

" ticket.getQueueld()
queue i

ticket.getAssignedUserld()
assigned user id

ticket.getCustomerld()
attached customer id

ticket.getSourceType()
ticket source type

ticket.getSourceSubType()
ticket source sub type

) ticket.getlsEscalated()
escalation

ticket.getDateAdded()
date created

ticket.getDateModified()
last modified date

ticket.getMergedTicketList()
list of merged ticket ids

ticket.getReopenCount()
reopen count

ticket.getSubject()

ticket subject
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Data Calling Methods for Script

ticket.getPriority()
ticket priority

ticket.getExternalState()
external state

ticket.getFirstResponseDate()
first response date

. ticket.getResolveDate()
first resolve date

_ ) ticket.getFirstAssignedDate()
first assigned date

ticket.getCustomFields()

Example -
ticket custom field data ticket.getCustomFields().get("d814-59414465-cf-3");

this would give the value of the custom field of with the ID d814-
59414465-cf-3 for the current ticket.

count of outgoing ticket.getOutgoingMessageCount()
messages
count of incoming ticket.getincomingMessageCount()
messages

ticket.getOutgoingCallCount()
count of outgoing calls

_ ) ticket.getincomingCallCount()
count of incoming calls

if ticket has failure ticket.hasFailureMessage()

messages

ticket.getHeatValue()
heat value

Copyright © AMEYO 2020 | Page 297



A ) 4.81 GA Administrator Manual

Data Calling Methods for Script

ticket.getOutgoingChatCount()
count of outgoing chats

ticket.getincomingChatCount()
count of incoming chats

ticket.getLastReopenDate()
last reopen date

) ticket.getLastUnassignedDate()
last unassigned ate

ticket.getCustomerinfo()

ticket customer Example -

ticket.getCustomerinfo().get("name");

information
this would give the value of the name field of the customer attached
to ticket, where name is a table definition column

if first assign SLA is ticket.getFirstAssignedSlaAchieved()

achieved

if first response sla is ticket.getFirstResponseSlaAchieved))

achieved

ticket.getResolveSlaAchieved()
if resolve sla is achieved

time remaining for first ticket.getTimeRemainingToAchieveFirstAssignSlalnSeconds()

assign sla

time remaining for first | ticket.getTimeRemainingToAchieveFirstResponseSlalnSeconds()

response sla
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Data Calling Methods for Script

time remaining for ticket.getTimeRemainingToAchieveResolveSlalnSeconds()

resolve sla

if ticket is assigned or ticket.getHasTicketAssigned)()

not

if a response is made on ticket.getHasTicketResponded()

ticket or not

if ticket has been ticket.getHasTicketResolved()

resolved or not

) ticket.getSource();
source of the ticket
Initial target of the ticket
(same as target of ticket.getlnitialTarget();

message from which

ticket was made)

9.12.1.6.3 APl Response Data that can be accessed in Post Request Script

Following APl Response Data can be in the Post Request Script.

Data Method to access the Data

Response Code Received | responseCode

Response String Received | responseString

9.12.1.6.41nitialization and Accessing Variable in Scripts

Initialize a Variable

Use the following code to initialize a variable in the script.
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variables.put("<variable_name>"," <variable_value>");

Following is an example.

variables.put("$agent”,"mary");

Access a Variable in Script

Use the following code to access a variable in the script.
variables.get(" <variable_name>");
Following is an example.

variables.get("$agent");

e Variables that are to be used for replacement in url, headers and parameters must start
with initial $. Else replacement would not work.
Once a variable is initialized, that variable can accessed throughout the execution of the
rule. That is once a variable is initialized in an HTTP ACTION, it can be accessed in another

HTTP ACTION configured after it.

If a variable with same name is initialized when a variable with same name exists, the value

of the variable is replaced.

9.12.1.6.5Steps to apply HTTP Action

Select "HTTP Action" in the top drop-down menu of "Actions" section.

Http Action

Method

URL
GET

© pOsT

t Post-Request Script
PUT

DELETE

Figure: HTTP Action

Now, perform the following steps.
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2. GET: Select it to retrieve the information that is identified by the API. After selecting, the

interface shows the following elements.
A. URL: Provide the URL of external API.

B. Headers: Provide the key and its value. You can provide mutliple keys here.

Http Action "

Method URL
GET . <protocol>i/<domain_name=i<part>/

Pre-Request Script Post-Request Script

Key Value

Autherization $token

Key Value
Content-Type applicationfjson

(" Add New Action )
L )

Figure: GET Method of HTTP Action

C. Pre-Request Script: Provide the JavaScript code that will run before the
execution of API.

D. Post-Request Script: Provide the JavaScript code that will run after the execution

of API.

3. POST: Select it to send data to the server that is provided by the API. After selecting, the
interface shows the following elements.

Here, the sample code for an APl will be provided in the examples of the elements.

A. URL: Provide the URL of external API. Following is a sample URL.

<protocol>://<domain_name>:<port>/ameyorestapi/tickets/$ticketld/notes
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Replace "protocol” with http or https, "domain_name" with the domain name or
IP Address of the location where Ameyo Server is installed, and "port" with the

port number such as 8888 for HTTP and 8443 for HTTPS.

B. Headers: Provide the key and its value. You can provide mutliple keys here.
For an example, we are providing following headers in key and value format.
Authorization : $token

Content-Type : application/json

C. Body: Provide the code to initialize and and access the variable.
In this example, we are providing the code in raw format in "Body" to initialize the

variable from response.

var response=responseString;
eval(\"response = \" +response + \";\");

variables.put("$noteId",response.noteld);

Hrep Action -

Method URL
POST “ <protocol>i//<domain_name>i<part>/ameyorestapiftickets/$ticketld/notes

Body Pre-Request Script Post-Request Script

Value

Authorization $token

value

Content-Type applicationfjson

e
( Add New Action )

Figure: POST Method of HTTP Action
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D. Pre-Request Script: Provide the JavaScript code that will run before the
execution of API.

Following is a sample code.

variables.put("$token","fecace70bff6eadc"); // this 1is the same

token we configured in database
variables.put("$ticketId",ticket.getTicketId());
variables.put("$ticketId",ticket.getAssignedUserId());

var subject=

ticket.getTicketId();

note for testing http action for "+

variables.put("$subjectForNote",subject);

Here, the API token has to be provided in the database so that the system can

authenticate it.

E. Post-Request Script: Provide the JavaScript code that will run after the execution

of API.

Following is an already known APl Response of a sample POST Method.

{

"noteld": "d414-5a6cl6fc-Messageld-2",
"subject": "regarding ticket resolution",
"description": "this is test description”,

"messageType": "EXTERNAL_NOTE",
"userId": "mary",
"dateModified": 1517034536012,

"dateAdded": 1517034536012

}
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4. PUT: Select it to create or replace any resource that is provided by the API. After

selecting, the interface shows the following elements.

A. URL: Provide the URL of external API.

w

Body: Provide the code to initialize and and access the variable.

C. Headers: Provide the key and its value. You can provide mutliple keys here.

Hup Action o

Method URL

PUT — <protoco\>:ff<domam_name>:<pon>4

Headers Bady Pre-Request Script  Post-Request Script

Value

y
Authorization Stoken

sy Value
Content-Type applicaticn/json e

\: Add New Action :\

Figure: PUT Method of HTTP Action

D. Pre-Request Script: Provide the JavaScript code that will run before the

execution of API.

E. Post-Request Script: Provide the JavaScript code that will run after the execution

of API.

5. DELETE: Select it to delete any resource that is requested by the API. After selecting, the

interface shows the following elements.
A. URL: Provide the URL of external API.
B. Body: Provide the code to initialize and and access the variable.

C. Headers: Provide the key and its value. You can provide mutliple keys here.
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To
Hrp Action

Method URL

DELETE - <protocol=://<domain_namex:<part=/

Body  Pre-RequestScripi  Poss-Request Seript

Key Value

Authorization Stoken

Key Value
Content-Type application/json i@

T
|_Add New Action )

Figure: DELETE Method of HTTP Action

D. Pre-Request Script: Provide the JavaScript code that will run before the

execution of API.

E. Post-Request Script: Provide the JavaScript code that will run after the execution

of API.

After selecting a method, you have to provide the inputs.

You can follow the same steps to add more HTTP Actions. With HTTP Actions, you can add "Set
Priority" and "Routing" actions also.

Refer to "Steps to Add Actions" to know how to add these actions.

Copyright © AMEYO 2020 | Page 305



A ) 4.81 GA Administrator Manual

9.12.1.7 Routing Rules for Missed Chat

9.12.1.7.1What is a Missed Chat?

A Missed Chat is defined as a chat that is not attended by the agents due to any reason whatsoever.
The following are some reasons due to which a chat could not be attended.

e The business has configured the non-working hours and holidays. The consumer is using

the Chat Channel to contact the agents in non-working hours or a holiday.

o All agents were busy attending other consumers due to which a chat of a consumer was

not served.
9.12.1.7.2Business Use Case

Some consumers might have tried to reach for certain problems, or some requests, or to give a
lead to make sales. For any organization, it is essential to give proper attention even to those
customer communications (including chats) that were missed to be attended because of any reason
whatsoever. Therefore, it is important for Ameyo to track the missed chats, and the best possible

way is to create the tickets for missed chats with the details of the consumer.
9.12.1.7.3Example

Suppose a consumer has requested for the chat to either get the bill details, change the plan, or
migrate to the business' subscription in the non-working hours. As a result thereof, the consumer's
sent messages were not attended, and the chat has been missed. If the routing rule is configured
to create the tickets of missed chat, then the business will be able to view what all chats have been

missed and what have been asked by a consumer in missed chat.
9.12.1.7.4Creation of Routing Rules for Missed Chats

It is required to create a routing rule for the Missed Chats so that a ticket will be created for every
missed chat. The Supervisors or the agents can go through the tickets created for Missed Chats

and establish contact with the relevant consumers to meet their requirements.
Perform the following steps to create a routing rule for the Missed Chats.
1. Rule Name: Provide the name of the rule.

2. Rule Description: Describe the rule.

3. Conditions: Select the following in Conditions Sections.
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o Condition: Select "Interaction Title" as the condition from the drop-down menu.
e Operator: Select "Contains" from the drop-down list of operators.
e Enter "Missed Chat from" as the issue name.

4. Actions: Select "Routing Action" from the drop-down list of actions and provide the

following routing action.

o Campaign Name: Select the Interaction campaign name to which you want to

create the routing rule.

e Queue Name: Select the name of the queue to which you want to create the

routing rule.

e Assign To User: Select the type of the agent to whom the missed chat ticket will

be assigned from the drop-down menu.

The Administrator can create multiple actions for multiple Interaction Campaigns

and their queues.

5. Click "Save" button to save the rule.

Routing Event Based Rules Timer Based Rules  Customer Segregation
Routing Rules Cancel @

MNew Rule

Rule Name*

final_miss_chat

wle Description
This is the sample Routing Rule for the Missed Chats.

Conditions

Interaction Title v contains ~ Miszed chat from

Add New Condition

Actions

To
Rauting Action v

Assign To User
New_Interaction v Front_Office_new123 hd Agent Available To Take Tickets hd

Add New Action

Figure: Sample Missed Chat Routing Rule
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9.12.1.8 Routing Rules for Offline Chat

There is a possibility that the customers can ask for Chat Support at any point of time. If a customer
is contacting during the non-working hours or holiday of the business, then such messages should
be stored in Ameyo Application Server so that the agents can reply to the customer later on. To
meet this requirement, the feature to create the tickets for the offline chat messages received on
the Multimedia Chat Channels is available. The Administrator has to create the Routing Rules and

upload the desired nodeflow for this purpose.
9.12.1.8.1Routing Rule

The Administrator has to create the Routing Rule for the Missed Chat at the Multimedia Channels
even deployed using Sunshine (Smooch). This rule will be similar to the rule that is required to

create the tickets for Missed Chats in Ameyo Web Chat.

In "Condition", select "Interaction Title", select the condition as "starts with", and provide "Offline
chat from: " value. In "Actions", select "Routing Action”, select campaign and queue, and select

"None" in "Assign to User". Refer to the following screenshot.

Routing Event Based Rules Timer Based Rules

Routing Rules Cancel @

New Rule

Name of rule and d ption are the fi info fo

Rule Name*

offline

Rule Description

Conditions

Interaction Title v starts with v 0Offline chat from:

("Add New Condition )

Actions

o
Routing Action ~

Assign To Uses
InteractionForCX v QueueForlC v None -

(Add New Action )

Figure: Routing Rule to create Ticket for Offline Messages
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After creating the rule, if a customer is sending a message on Multimedia Chat (such as WhatsApp,
Facebook Messenger, Twitter DM, or another medium) configured through Sunshine (Smooch) in
the non-working hours or a holiday, then a ticket will be created automatically. If a ticket already

exists, then the messages will be appended to that ticket.
9.12.1.8.2Predefined Nodeflow and Messages

The Administrator has to upload a nodeflow to give the predefined messages in case of non-
availability of the agents. If the customer sends a message when the chat is offline, then the
customer should also be notified through these predefined messages. The following message is

displayed when the customer sends a message during non-office hours using the nodeflow.

Sorry, we are currently closed. Please leave a message and we will get back to you during office

hours.

The following message is displayed using the nodeflow when the customer sends a message during

the holiday.
Sorry, we are closed today on account of a holiday. Please leave a message.

Now, the customer has a 2-minute window to send all messages. After 2 minutes, the following

message is sent using the nodeflow.

"A ticket has been created with the above details. Our customer care representative will contact

you in the next working hour."

But the textbox will not be disabled, and all messages done after this chat completion will be lost.
9.12.1.8.3Changing the Predefined Messages

The above messages can be changed as per the requirement. These messages are stored in
"/dacx/ameyo/com.drishti.dacx.server.product/plugins/com_drishti_ameyo_media_dim_engine_1.
0.0.201912201348/resources/messages/errorMessages.properties”

as key values in their respective files.

e ChatCampaign.offline.holiday.welcome.message: Sorry, we are closed today on

account of a holiday. Please leave a message.

e ChatCampaign.offline.nonOfficeHour.welcome.message: Sorry, we are currently

closed. Please leave a message and we will get back to you during office hours.
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e ChatCampaign.offline.chat.completion.message: A ticket has been created with the

above details. Our customer care representative will contact you in the next working hour.

So, if we have to change any of the above messages, then update in the file with respect to the
key. However, after upgrading the build, these changes will not be updated and remain as old.
Therefore, these files have to be changed again as per the requirement after upgrading the Ameyo

Application Server every time.
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9.12.2 Event-based Rules

The event based rules are executed automatically upon detecting the occurrence of an event.

Routing Event Based Rules Timer Based Rules

D Wiew Disabled Rules

Ticket Updated

There are no rules enable for this event. Please enable a rule or create a new one.

Figure: Event-based Rules Tab

9.12.2.1 Create an Event Based Rule

Perform the following steps to create an event-based rule.

1. Click "New Rule" to create a new rule. The following fields are displayed in the blank area.
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Event Based Rules

New Rule
Rule Description

Rule Name*
Process
Any ~
Events

Event Type

News Ticket Created .

Conditions

Actions

I:‘ Stop Execution after this rule Cancel m

Figure: Add an Event Based Rule

2. Provide a name for the new rule.
3. Provide a description for the rule.
4. Select a process in which the rule will be applicable.

5. After selecting, the process, you have to select the campaign in which the rule will be

applicable.

6. Events: Select any of the following events for which you want to create this rule.
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¢ New Ticket Created: This event is generated when a new ticket is created in

Ameyo through email, call, manual, or any API.

¢ New Lite Ticket Created: This event is generated whenever a new lite ticket

created.

o Ticket Updated: This event is generated whenever an update to a ticket is
detected such as an escalation is marked, de-escalation is marked, priority is
changed, status is changed, new message is received, subject is changed, and
others. Selecting it shows an adjacent drop-down menu containing the following

options.

Event Type

Ticket Updated o By Agent -

Figure: Ticket Updated Event

o Ticket Transferred To Agent: This event is generated whenever a ticket is
transferred from the Supervisor to the Agent, from the Agent to the Supervisor,
or from an Agent to another Agent. Selecting it shows two adjacent drop-down

menus that lets you select the ticket assignor and ticket assignee.

Event Type

Ticket Transferred To Agent v From Any o

Figure: Ticket Transferred to Agent Event

o Ticket Auto-Assigned: This event is generated whenever a ticket is auto-assigned

to the agents. Know more...
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Event Type

Ticket Auto Assigned A

Figure: Ticket Auto-Assigned Event

e Priority Changed: This event is generated whenever the priority of any ticket is
changed to "Low", "Medium", and "High". Selecting it shows the two adjacent

drop-down menus that lets you select the previous and current priority value.

vent Type
Priority Changed v From Any -

o Any "

Figure: Priority Changed Event

e Private Note Added: This event is generated whenever a private note is added

to the ticket.

o Public Note Added: This event is generated whenever a public note is added to

the ticket.

¢ Message Sent: This event is generated whenever a message is sent out as reply

from the ticket.

o Ticket Status Changed: This event is generated whenever the status of a ticket is
changed. Selecting it shows the two adjacent drop-down menus that let you

select the previous and current ticket status.

Event Type
Ticket Status Changed " From Any ~

Figure: Ticket Status Changed Event
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e Heat Value Changed: This event is generated whenever the Heat value is
changed, greater than or less than a defined value. Selecting it shows a drop-
down menu (to select a sub-condition) and a text field to provide user defined

value.

Event Type
Heat Value Changed . greaterthan

Figure: Heat Value Changed Event

¢ Mail Sending Failed: This event is generated whenever the mail sending is failed

due to the failure of Exchange Server or internal mail service.

e Custom Field Updated: This event is generated whenever a custom field is

updated or changed. Selecting it shows an adjacent drop-down menu.

Event Type
Custom Field Updated v

Figure: Custom Field Changed Event

o Ticket Escalated: This event is generated whenever a ticket is escalated.
o Ticket Deescalate: This event is generated whenever a ticket is de-escalated.

o Ticket Picked Manually: This event is generated whenever a ticket is picked

manually.

e Resolve SLA Breached: This event is generated whenever the SLA (Service Level

Agreement) of resolving a ticket is breached.

o First Assign SLA Breached: This event is generated whenever the very first

assigned SLA (Service Level Agreement) of a ticket is breached.
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o First Response SLA Breached: This event is generated whenever the very first

response SLA (Service Level Agreement) of a ticket is breached.
* New Message Received: This event is generated whenever a new message is
received.
o Ticket Reopened: This event is generated whenever a ticket is reopened.
7. Conditions: Here, you can specify the conditions based upon which the actions will be
taken. Perform the following steps.

A. Click icon in the middle of the "Condition" box to add a new condition. It

shows the following section.]

Medis Profile Id v s . Select Media Profile "

(" Add New Condition )
L )

Figure: Add a Condition

B. Click "Condition" drop-down menu to select any of the following conditions.

I.  Media Profile: Select it to add a condition based upon the ID of the

media profile. It contains the following operators.

e isnot

Media Profile v Select Operator Emailt v

is not

(" Add New Condition )
s )

Figure: Condition for Media Profile
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Select a media profile ID after selecting an operator.

ll.  Ticket Status: Select it to add a condition based upon "Ticket Status". It

contains following operators.

e isnot

Condition Operator Media Profile Id

Ticket Status ~ Select Operater Emaill ~

is not

T
(_Add New Condition )

Figure: "Ticket Status" Condition

Provide a value in the text field after selecting an operator.

lll.  Current Time: Select it to add a condition based upon "Current Time". It

contains following operators.

e isnot
e greater than

e |ess than

Within

Condition Operator

Current Time ~ Select Operator

is not
greater than (Add New Condition )

less than

Within

Figure: "Current Time" Condition
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Provide a value in the text field after selecting an operator.

IV.  Queue: Select it to add a condition based upon "Queue". It contains

following operators.

e isnot
e greater than
e less than

Within

Condition Operator Queue

Queue v Select Operator

is
is not

(" Add New Condition )
s )

Figure: "Queue” Condition

Select the queue after selecting an operator.

V.  Priority: Select it to add a condition based upon "Priority". It contains

following operators.

e isnot

Condition Operator

Priority v Select Operator Low

is Medium

is not High

P —————
(_ Add New Condition )

Figure: "Priority" Condition

Select an operator and then select a priority value.
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VI.  Subject: Select it to add a condition based upon the subject. It contains

following operators.

e s
e isnot
e contains

e does not contain

e ends with

e starts with

Candition Operatar

Subject v SelectOperator

contains ( Add New Condition )
does not contains

ends with

starts with

Figure: Subject Condition

After selecting an operator, provide a value in the adjoining text field.

VIl.  Custom Field: The Custom Field field created at the System-level will

appear in the condition. In case of single-level custom field, you just have

to select it.

In case of Dependent Multi-level Custom Field, the selection of all values is
not required. For a 4-level Custom Field, you can select the values for only

one, first two, or first three levels to create the rule.
Example: Take the example of the following multi-level field.
a. Location
i. India

i.  Haryana
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i.  Bhiwani
i.  Gurugram
iii.  Faridabad
iv.  Rohtak

Now, the Administrator can select only "Location" or "Location" and

"Country" to create a rule.

Routing Event Based Rules | TimerBased Rules  Customer Segregation

vent Based Rules

Location v Select Operator v

India ~  Haryana ~ Select an option v

(_Add New Condition )

Figure: New type of condition while creating Event-based Rule

VIll.  Other Conditions: In addition to above, following other conditions are

also available. They are listed here collectivity as the steps to select any of

them is similar.
e timezone: Select it to set a condition based on timezone.
e twitter: Select it to set a condition based on Twitter username.
o facebook: Select it to set a condition based on Facebok Username.

e phone2: Select it to set a condition based on phone number given

in "phone2" field.
e name: Select it to set a condition based on customer's name.

e phone3: Select it to set a condition based on phone number given

in "phone3" field.
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phone4: Select it to set a condition based on phone number given

in "phone4" field.

e phone5: Select it to set a condition based on phone number given

in "phone5" field.
e email: Select it to set a condition based on email address.

e phonel: Select it to set a condition based on phone number given

in "phone1" field.

After selecting any of the above condition, you have to select any of the

following operators.

e isnot

Condition Operator
Twitter ~ Select Operator

is
is not

PO ——
(_Add New Condition )

Figure: Other Condition

Provide a value in the adjoining text field after selecting an operator.

C. You can add multiple conditions using the steps discussed above.
Conditions
'é‘ Match any of the following ! :' Match all of the following
Condition Operator Media Profile Id .
Media Profile " - Emaill “
X

Condition Operator
Subject - Select Operator - lzzue

((Add New Condition )
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Figure: Multiple Conditions

When multiple conditions are added, the following new options are displayed on

the top of "Conditions" Tab.

e Match any of the following: Select this option to match any of the
conditions. The rule will be applied if one or more conditions are being

matched.

e Match all of the following: Select this option to match all conditions
collectively. The Rule will be applied only when all conditions are being

matched, else the rule will not be applied.

You can click "X" icon on the top right corner of an condition to remove it.

8. Actions: You can select actions in this section, which will be performed only upon those

messages which meet the pre-selected conditions. Perform the following steps.
Click icon to add an action. it shows a section.
A. You click the drop-down menu to select any of the following actions.

Escalate Ticket: Select it to escalate the tickets which meets the pre-

selected conditions.

Escalate Ticket

(" Add New Action )
s )

Figure: Escalate Ticket

Select any of the following operators.

e true: Select it to escalate the ticket.
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o false: Select it to not escalate the ticket.

l. Set Custom Field: Select it to set a custom field on those tickets who

meet the pre-selected conditions.

Set Custom Field

((Add New Action )

Figure: Custom Field Action

Select a custom field from the provided options.

ll.  Transfer Ticket to Queue: Select it to transfer those tickets to the
selected queue and the selected agent which meets the pre-selected

conditions.

Transfer Ticket to Queue

Assign To Use Reason

Nane .

("Add New Action )

Figure: Transfer to Queue

Select a queue and then select any of the following options in "Assign to

User" drop-down menu.

e Available Agent: Select it to transfer the ticket to the agent who is

available.

o Agent Available to Take Tickets: Select it to transfer the ticket to

any of the agents, who are available to take the ticket.
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e Any Agent: Select it to transfer the ticket to any agent randomly

irrespective of its availability status.

lll.  Send Email To: Select it to send an email to any recipient for those tickets

which meets the pre-selected conditions.

Send Email To

v

Media Profile
Emailt “ Insert Placeholder

(" Add New Action )

Figure: Send Email To Action

e Enter the email address of the recipient in the very first text field.
o Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using the

provided tools.

e You can click "Insert Placeholders" button to add the placeholders

in the message body.
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Placeholders
Ticket Fields
Internal

Ticket Id Subject

Queue Name Campaign Name

State External State Priority Assigned User Id

Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Email To .

manager@domain.com

Media Profile

Emaill

Insert Placeholder

Escalation Email

t Id}} in {{ticket:Internal State}} is being

Figure: Sample Email

Send Email To All Supervisors: Select it to send an email to all

supervisors for those tickets which meet the pre-selected conditions.

Send Email To All Supervisors “
Media Profile
Emaill “ Insert Placeholder
Subject*
- £ B | I U/|Xx ~ Roboto - 15 - A == -1 -H
= M|+ B | @

( Add New Action )
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Figure: Send Email To All Supervisors

e Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using the

provided tools.

e You can click "Insert Placeholders" button to add the placeholders

in the message body.

Placeholders
Ticket Fields

Ticket Id Subject Internal State External State Priority Assigned User Id

Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Email To All Supervisors o

Media Profile

Emailt - Insert Placeholder

Figure: Sample Email

V.  Send Email To Agent: Select it to send an email to the selected agent for

those tickets which meets the pre-selected conditions.
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Actions

Send Email To Agent testel

Media Profile

Email1 Insert Placeholder

I~
©
-
IS
X
o
<
&
&
A
@
E
L)
=
jii
iii
4
-
4
H

((Add New Action )

Figure: Send Email To Agent

e All the agents in the already selected campaign and process will
be listed in the drop-down menu. Select an agent to whom you

want to send the email.
e Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using the

provided tools.

e You can click "Insert Placeholders" button to add the placeholders

in the message body.
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Placeholders x
Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Email To Agent ~ testel

Media Prafile

Email1 " Insert Placeholder

Email for Ticker

=
iii
il
f

"
f

=]

~ OpenSans-Regular 1 -

This Ticket {{ticket:Ticket Id}} dated {{ticket:Creation Date}} has been assigned to you. Fix the issue.

Figure: Sample Email

VI.  Send Email To All Agents Assigned to Queue: Select it to send an email

to all agents assigned to the queue for those tickets which meets the pre-

selected conditions.
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Send Email To All Agents Assigned To Queue

Media Profile

Emaill Insert Placeholder

|=
iii
iii
4
IE]
‘
M

~ £ B | r U/ X ~ Roboto ~15 -

T
(_Add New Action )

Figure: Send Email To All Agents Assgined to the Queue

e Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using the

provided tools.

e You can click "Insert Placeholders" button to add the placeholders

in the message body.

Placeholders

Ticket Fields

Ticket Id Subject Internal State External State Priority Assigned User Id

Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.
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Send Email To All Agen:s Assigned To Queus

Media Profile
Emailt Insert Placeholder

Email for All Agents

I
iii
iii
‘
2
f
5]

~ OpenSans-Regular 1 -

Figure: Sample Email

VIl.  Send Email To Requester: Select it to send an email to the requester for

those tickets which meets the pre-selected conditions.

Send Email To Requester .

Media Profile

Emaill Insert Placeholder

("Add New Action )

Figure: Send Email To Requester

e Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using the

provided tools.
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e You can click "Insert Placeholders" button to add the placeholders

in the message body.

Placeholders =
Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Email To Requester "

Media Profile
Emailt Insert Placeholder

Update upon your issue

-£ | |8 | I | U|X | ~0penSans-Regular -1 A== -L -8
oM+ B|c| @
Your Ticket Number {{ticket:Ticket Id}} dated {{ticket:Creation Date}} is being processed

Figure: Sample Email

VIll.  Send Feedback To Requester: Select it to send a feedback email to the

requester for those tickets which meets the pre-selected conditions.
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Send Feedback To Requester o

Media Prafile

Email1 " Insert Placeholder

Fubjects

I=
iii
fii

4
1A

{ffeedback:form}} Do not delete. Feedback form will be olaced here.

N A
C Add New Action )

Figure: Send Feedback To Requester

o Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using the

provided tools.

e You can click "Insert Placeholders" button to add the placeholders

in the message body.

Placeholders

Ticket Fields

Ticket Id Subject Internal State External State Priority Assigned User Id

Modified Date

Queue Name Campaign Name Creation Date

Figure: Placeholders

Do not delete {{feedback:form}} as this is the placeholder for the

Feedback form. If it is deleted, feedback form will not be placed.
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Following is screenshot of such a message.

Send Feedback To Requester "

Media Profile

Email1 Insert Placeholder

Feedback for the Issue.

o
-
o
&
'
=
iii
iii
‘
A
‘
=]

Figure: Sample Feedback Email

IX.  Assign Ticket to Agent: Select it to assign those tickets to the selected

agent which meets the pre-selected conditions.

Assign Ticker To Agent o restel .

(" Add New Action )

Figure: Send Email To All Supervisors

The agents available in the previously selected campaign and process are

listed in the drop-down menu. You just have to select the agent here.

X.  Set Status: Select it to set the status of those tickets which meets the pre-

selected conditions.

Set Status

( Add New Action )

Figure: "Set Status" Action
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XI.  Priority: Select it to increase or decrease the priority of those tickets

which meets the pre-selected conditions.

Prierity ~ Increment

(" Add New Action )

Figure: "Priority" Action

Select any of the following options in the drop-down menu.
e Increment: Select it to increase the priority of the ticket.
e Decrement: Select it to decrease the priority of the ticket.

Xll.  Set Priority: Select it to set the priority of those tickets which meets the

pre-selected conditions.

Set Priority ~ Low

Medium
High

(Add New Action )

Figure: "Set Priority" Action

Select any of the following options in the drop-down menu.

e Low
e Medium

Xlll.  HTTP Action: Select it to apply HTTP Action (also called Webhook) to

trigger an external API to process those messages which meet the pre-
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XIV.

selected conditions. Please refer to "HTTP Action" Page to know more

about the same.

Set Custom Field Using HTTP Action Response: Select it to allow to ask

an external system to update the custom field and as a result thereof, take

any additional action upon the creation or modification of a ticket.

When a custom field is hidden then also custom field is getting update,

checked from the backend. And able to search the same from the advance

filter even custom field is hidden for that ticket.

Sample JSON Formats

The required sample JSON formats for the following custom fields for
integer, boolean, and string values, which has to be generated, after calling

the API of the third-party external system are also provided.
e Single-Selection List Box
e Multi-Selection List Box
e Single Line Field
e Checkbox

e Radio Button

Dependent Single Selection List Box

Following is the database entry of a single Selection List Box.

custom_field_id | d625-5d094290-
cf-0

column_name |CB

contact_center_id |1

custom_field_data_type | String

custom_field_name | SSLB

custom_field_type |
SingleSelectionListBox

default_value |

possible_values |
['1,m2" 3" A" "Ik

process_id | 2
is_required | f
is_searchable | f

custom_field_category_id | 2
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date_added | 2019-06-19
01:40:08.397

date_modified | 2019-06-26
20:51:12.223

mandatory_on_creation | f

is_editable |t

The required output from the Sample API stored in the AppServer to modify
the above SingleSelectionListBox using "HTTP Response Data" should be in

the following format.

JSON for Integer Type:
{d625-5d094290-cf-0:2}

JSON for String Type
{d934-5d0229ef-cf-0:\"Payment Query\"}"

The required output from the Sample API stored in the AppServer to modify
the multiple Custom Fields in a ticket using "HTTP Response Data" should

be in the following format.
JSON to update multiple Custom Fields

{d119-5d134249-cf-2:[1.1,1.2],d119-5d134249-cf-
1:[\"string1\" \"string2\",\"string3\" \"string4\"]}

9.12.2.2 Example of Third-Party API

Following is the sample API that will be called in the test case created for

this story.
<?php
echo "{d581-
5d0a3128-cf-0:{\"Country\":\"New Zealand\" \"State\":\"Zero\"}}";
7?>

9.12.2.3 Steps to create a HTTP Response to update a
Custom Field using above Sample API
Perform the following steps.

f.  The Administrator has to create or modify a Routing Rule, Event-

based Rule, or Timer-based Rule.
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g. Select "GET" as the method.

h. In URL, provide the URL at which the Sample APl is stored in Ameyo

AppServer.
i. Select "HTTP Action" as the first action in "Actions".

j. Select "Post-Request Script" tab and provide the following

JavaScript Code.
variables.put("$thridPartyCustomFieldData",responseString);

The above code has to be used as-it-is in whenever you want to

update the Custom Field using HTTP Response.

k. Now, click "Add New Action" button in the right corner.

. Select "Set Custom Field Using HTTP Action Response” in the new

action. Refer to the following screenshot.

) s nanzve G QD)

Figure: New Action for HTTP Response

m. Click "Save".

You can follow the same steps to add different kinds of multiple actions.

They will run in sequential order from top to bottom.

B. Following is a sample screenshot containing an Event-Based Rule

with sample details.

Copyright © AMEYO 2020 | Page 337



Ameyo 4.81 GA Administrator Manual

Event Based Rules

New Rule
Rule Name* Rule Description
Testl Testing Event Based Rule
Process Campaign
Testing v TestInteraction v
Events
Event Type
Ticket Updated v By Agent w
Conditions
Match any of the following () March all of the following
x
Condition Operator
Subject - contains - Issue
X
Condition Operator Priority
Priority a is o High o
A e Yy
( )
L Add New Condition )
Actions

X
Send BEmail To All Supervisors v
Media Profile
Ermaill " Insert Placeholder
High Level lssue
~L B I u x T OpenSans-Regular T14 - A = -5 -H
= A+ BAlo @
Get it resolved.
X
Assign Ticket To Agent " testel v
X
Send Email To Requester v
Media Profile
Ermaill " Insert Placeholder
We received your email
L B 7 u x T OpenSans-Regular T4 - = | = -5 ~-H
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Figure: Sample Event-based Rule

C. You can check "Stop Execution after this rule” box to stop the execution of other selected
actions in this rule.

D. Click "Save" to create the rule.You can create multiple rules for same or different

campaigns to filter the tickets using these steps.

Ticket Updated [ View Disabled Rules
s | |

©

Test1 Testing Event Based Rule

New Ticket Created | ] View Disabled Rules

o«

Test-TicketCreated Ticket Creation Rule Test

Figure: Added Multiple Event-based Rules

If any rule in "Event Based Rules" is assigning or transferring only one ticket to any agent,

then its notification to that agent will be displayed after 5 minutes. However, if more than
5 tickets are being assigned or transferred to an agent, then a notification showing all 5

ticket assignment or ticket transfer will be displayed to that agent in real-time.

9.12.2.4 Enable or Disable the Rule

You can disable the rules. The disabled rules will be hidden, but you can make them visible.

You can also enable the disabled rules.

9.12.2.4.1Disable a Rule

Click the toggle switch on a rule to disable it. It shows the following message.

Confirmation

Are you sure you want to disable the rule?

Figure: Asking to disable the rule
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Click "Yes" to disable the selected rule. The disabled rule will not be applied in the already

selected. Here, its details will be hidden. Following is a disabled rule.

Ticket Updated [ ] View Disabled Rules
s |
Test1 Testing Event Based Rule [ o)
New Ticket Created [] View Disabled Rules
There are no rules enable for this event. Please enable a rule or create a new one.

Figure: Disabled Rule

9.12.2.4.2View the Details of Disabled Rules

In a disabled rule, click to check "View Disabled Rules" box to view its details.

New Ticket Created View Disabled Rules

(o

Test-TicketCreated Ticket Creation Rule Test

Figure: Displaying the Details of Disabled Rule

9.12.2.4.3Enable a Disabled Rule

To enable a disabled rule, click the gray toggle switch to enable it. The following

message is displayed.

Confirmation

Are you sure you want to enable the rule?

Figure: Asking to enable the rule

Click "Yes" to enable the selected rule. The enabled rule will be applied in the campaign,

where it has been selected.

9.12.2.5 Edit an Event-based Rule
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Perform the following steps to edit a rule.

E. Click a rule to select it and click [£ icon. It shows the following pop-up.

Event Based Rules

Edit Rule

Rule Name* Rule Description

Test-TicketCreated Ticket Creation Rule Test|

Process

Any v

Events

Event Type

New Ticket Created v

Conditions

Condition Operator

Subject - contains . Issue

(" Add New Condition )
Actions

Escalate Ticket true

v

(" Add New Action )
\ J

[ Stop Exscution after this rule Cancel m

Figure: Edit an Even-based Rule

F. You can make the following changes here.

Rule Name

e Rule Description
e  Process
e  Campaign

. Event
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e  Conditions
e Actions
e  Stop or Continue Execution of other Rules

You have to perform the same steps here, which you have performed while

creating an Event-based Rule.

G. Click "Save" to save the changes.

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

9.12.2.6 Delete an Event-based Rule

The Deleted Rule cannot be retrieved back. Also, the deleted rule will not be applicable in

the selected campaign.

Perform the following steps to delete a rule.

H. Click to select a rule and click I icon to remove it. The following warning message is

displayed on the screen.

Confirmation X

Are you sure you want to delete the rule ?

Figure: Warning before deleting an Event-based Rule

l. Click "Yes" to delete the rule.

Rather, you can click "No" to not delete the rule.
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9.12.3 Time Based Rules

The timer based rules are executed only meeting the selected conditions.

Routing Event Based Rules Timer Based Rules
) D

Search

B /[ ] ViewDisabled Rules

Figure: Timer-based Rules

9.12.3.1 Create a Timer Based Rule

Perform the following steps to create a timer-based rule.

1. Click "Add" to create a new rule. The following fields are displayed in the blank area.
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Timer Based Rules

New Rule

Rule Description

Rule Name

Conditions

Actions

Figure: Add a Timer-based Rule

2. Provide a name for the new rule.
3. Provide a description for the rule.
4. Select a process in which the rule will be applicable.

5. After selecting, the process, you have to select the campaign in which the rule will be

applicable.

6. Conditions: Here, you can specify the conditions based upon which the actions will be

taken. Perform the following steps.

A. Click icon in the middle of "Condition" box to add a new condition. It shows

the following section.
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Condition
Media Profile Id o is ~ Select Media Profile -

("Add New Candition )

Figure: Add a Condition

B. Click "Condition" drop-down menu to select any of the following conditions.

I.  Queue: Select it to add a condition based upon "Queue". It contains

following operators.

e isnot
e greater than
e lessthan

e Within

Condition Operator Queue

Queue v Select Operator

is not

("Add New Condition )

Figure: "Queue" Condition

Select the queue after selecting an operator.

[l.  Current Time: Select it to add a condition based upon "Current Time". It

contains following operators.

e isnot
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e greater than

e less than

e Within

ps
Condition Operator
. Time
Current Time ~ Select Operater

is
is nat
greater than

(" Add New Condition )
\ J
less than

Within

Figure: "Current Time" Condition

Provide a value in the text field after selecting an operator.

lll.  Media Profile ID: Select it to add a condition based upon the ID of the

media profile. It contains the following operators.

e IS
e |snot
X
Condition Operator Media Profile Id
Media Profile

i Select Operator

is not

(" Add New Condition )
N )

Figure: Condition for Media Profile

Select a media profile ID after selecting an operator.

IV.  Subject: Select it to add a condition based upon the subject. It contains

following operators.

e isnot
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e contains

e does not contain

e ends with

e starts with

Operatar

«  Select Operator

is not

contains. ( Add New Condition )

does not contains

ends with

starts with

Figure: Subject Condition

C. After selecting an operator, provide a value in the adjoining text field.

I.  Requester Email: Select it to add a condition based upon the requester

email address. It contains following operators.
e contains

e does not contain

X
Condition Operator
Requester Email w Select Operator customer1@gmail.com

contains

does not contains

T
{ Add New Condition )
\ /

Figure: "Request Email Address" Condition

After selecting an operator, provide a value in the adjoining text field.

[I.  Email CC: Select it to add a condition based upon the email address in CC

field. It contains following operators.

e contains
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e does not contain

Condition Operator
Email CC v Select Operator suppert@domain.com

centains

does not contains

(" Add New Condition )

Figure: "Email CC" Condition

After selecting an operator, provide a value in the adjoining text field.

Ticket Status: Select it to add a condition based upon "Ticket Status". It

contains following operators.

. IS
e Isnot
®
Condition Operator Media Profile Id
Ticket Status - Select Operator Emaill -

is not

(" Add New Condition )

Figure: "Ticket Status" Condition

Provide a value in the text field after selecting an operator.

Priority: Select it to add a condition based upon "Priority". It contains

following operators.

(] IS
e Isnot
x
Condition Operator
Priority ~ Select Operator Low
is Medium
is not High

PP
(_Add New Condition )
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Figure: "Priority" Condition

Select an operator and then select a priority value.

V.  Hour Since Created: Select it to add a condition based upon the hours

since the ticket has been created. It contains following operators.
e less than
e greater than
¢ (office hours) less than

o (office hours) greater than

Condition

Hour Since Created ~ Select Operator

less than
greater than
(office hours) less than I\_ Add New Condition /|

(office hours) greater than

Figure: "Hours Since Created" Condition

Select an operator and provide a value.

VI.  Hour Since First Assigned: Select it to add a condition based upon the
hours since the ticket has been assigned at the very first time. It contains

following operators.

less than

greater than

(office hours) less than

(office hours) greater than
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Condition

Hour Since First Assigned v Select Operator

less than
greater than
(cffice hours) less than L Add New Condition )

(office hours) greater than

Figure: "Hours Since First Assigned" Condition

Select an operator and provide a value.

VIl.  Hour Since Resolved: Select it to add a condition based upon the hours

since the ticket has been resolved. It contains following operators.
e less than
e greater than
o (office hours) less than

o (office hours) greater than

Condition

Hour Since Resolved w Select Operator

less than
greater than

(office hours) less than i: Add New Condition :]

(office hours) greater than

Figure: "Hours Since Resolved" Condition

Select an operator and provide a value.

VIll.  Hour Since Reopened: Select it to add a condition based upon the hours

since the ticket has been reopened. It contains following operators.

e less than

e greater than

o (office hours) less than
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e (office hours) greater than

Condition

Hour Since Reapened «  Select Operstor

less than
greater than

PP
(office hours) less than 8 Add Mew Condition )

(office hours) greater than

Figure: "Hours Since Reopened" Condition

Select an operator and provide a value.

IX.  Hour Since Unassigned: Select it to add a condition based upon the

hours since the ticket has been left unassigned. It contains following

operators.
e less than
e greater than

(office hours) less than

(office hours) greater than

Condition

Hour Since Unassigned ~ Select Operator

less than
greater than

(office hours) less than I\_ Add New Condition /|

(office hours) greater than

Figure: "Hours Since Unassigned" Condition

Select an operator and provide a value.

X.  Hour Since Agent Responded: Select it to add a condition based upon

the hours since the last response of agent on the ticket was sent through
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any medium such as chat, voice, email, or messaging. It contains following

operators.
e less than
e greater than
o (office hours) less than

o (office hours) greater than

Condition Operator

Hour Since Agent Responded - Select Operator

less than
greater than
(" Add New Condition )

(cffice hours) less than

(office hours) greater than

Figure: "Hours Since Agent Responded" Condition

Select an operator and provide a value.

Xl.  Hour Since Requester Responded: Select it to add a condition based
upon the hours since the last response of requester was received on the
ticket through any medium such as chat, voice, email, or messaging. It

contains following operators.
e lessthan
e greater than
¢ (office hours) less than

e (office hours) greater than

Condition Operator

Hour Since Requester Responded ~ Select Operator

less than
greater than
(office hours) less than I\_ Add New Condition /|

(office hours) greater than
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XIl.

XIl.

Figure: "Hours Since Requester Responded” Condition

Select an operator and provide a value.

Hour Since First Response Due: Select it to add a condition based upon
the hours since the the ticket is due for First Response SLA. It contains

following operators.
e lessthan
e greater than
o (office hours) less than

e (office hours) greater than

Condition

Hour Since First Response Due ~ Select Operator

less than
greater than

A M e %
(office hours) less than 1§ Add New Condition )

(cffice hours) greater than

Figure: "Hours Since First Response Due" Condition

Select an operator and provide a value.

Hour Since First Assign Due: Select it to add a condition based upon the
hours elapsed since the the ticket is not assigned for the very first time. It

contains following operators.

less than

greater than

(office hours) less than

(office hours) greater than
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Condition

Hour Since First Assign Due v Select Operator

less than
greater than
(cffice hours) less than L Add New Condition )

(office hours) greater than

Figure: "Hours Since First Assign Due" Condition

Select an operator and provide a value.

XIV.  Hour Since Ticket Resolution Due: Select it to add a condition based
upon the hours elapsed since the the ticket is due for resolution or

closure. It contains following operators.

less than

greater than

(office hours) less than

(office hours) greater than

Condition

Hour Since Ticket Resolution Due - Select Operator

less than
greater than

(cffice hours) less than (_Add New Cendition )

(office hours) greater than

Figure: "Hours Since Ticket Resolution Due" Condition

Select an operator and provide a value.

XV.  Requester Message Count: Select it to add a condition based upon

count of requester's messages. It contains following operators.
e less than

e greater than
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¢ (office hours) less than

e (office hours) greater than

Condition

Requester Message Count ~ Select Operator

less than
greater than
(cffice hours) less than L Add New Condition )

(office hours) greater than

Figure: "Requester Message Count" Condition

Select an operator and provide a value.

XVI.  Agent Message Count: Select it to add a condition based upon count of

agent's messages. It contains following operators.
e less than
e greater than
¢ (office hours) less than

e (office hours) greater than

Condition

Agent Message Count w Select Operator

less than
greater than
(office hours) less than I:: Add Mew Condition :]

(office hours) greater than

Figure: "Agent Message Count" Condition

Select an operator and provide a value.

XVIl.  Requester Message Count (Today): Select it to add a condition based
upon count of requester's messages received today. It contains following

operators.
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XVIII.

e less than

e greater than

o (office hours) less than

o (office hours) greater than

Condition Operator

Requester Message Caunt (Teday) . Select Operator

less than
greater than
(office hours) less than

(office hours) greater than

{( Add New Condition )

Figure: "Requester Message Count (Today)" Condition

Select an operator and provide a value.

Customer Current Sentiment: This condition lets you filter the

customers who are happy, irritated, or angry.

Select it to add a condition based upon the sentiment of customers. It

contains following operators.

e isnot
e greater than
e less than

e Within

Condition Operator
Customer Current Sentiment ~ Select Operator

is
is nat
grester than

less than

Within

(" Add New Condition )
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Figure: "Customer Current Sentiment" Condition

Select an operator and provide a value.

XIX.  Customer Overall Positive Index: This condition lets you filter the
customers upon their overall positive index.
Select it to add a condition based upon a customer's overall positive

index. It contains following operators.

e isnot
e greater than
e less than

e Within

Figure: "Customer Overall Positive Index" Condition

Select an operator and provide a value.

XX.  Ticket Heat Index: Select it to add a condition based upon the heat

index of tickets. It contains following operators.

e isnot
e greater than
e less than

e Within
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Condition Operator

Ticket Heat Index ~ Select Operator

is
is not

T
greater than {_Add New Condition )

less than

Within

Figure: "Ticket Heat Index" Condition

Select an operator and provide a value.

D. You can add multiple conditions using the steps discussed above.

(®) Match any of the fallowing (") Match all of the following
X
Condition Operator Priority
Ticket Status ~ is . High "
x
Condition Operator
Requester Message Count " greater than o 4‘

{ Add New Condition )

Figure: Multiple Conditions

When multiple conditions are added, the following new options are displayed on

the top of "Conditions" Tab.

¢ Match any of the following: Select this option to match any of the
conditions. The rule will be applied if one or more conditions are being

matched.

e Match all of the following: Select this option to match all conditions
collectively. The Rule will be applied only when all conditions are being

matched, else the rule will not be applied.

You can click "X" icon on the top right corner of an condition to remove it.
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7. Actions: You can select actions in this section, which will be performed only upon those

messages which meet the pre-selected conditions. Perform the following steps.
Click icon to add an action. it shows a section.
You click the drop-down menu to select any of the following actions.

Assign Ticket to Agent: Select it to assign those tickets to the selected

agent which meets the pre-selected conditions.

Assign Ticket To Agent “ testel

(" Add New Action )
\ J

Figure: Send Email To All Supervisors

The agents available in the previously selected campaign and process are

listed in the drop-down menu. You just have to select the agent here.

I.  Transfer Ticket to Queue: Select it to transfer those tickets to the
selected queue and the selected agent which meets the pre-selected

conditions.

Transfer Ticket to Queue

None o

((Add New Action )

Figure: Transfer to Queue

Select a queue and then select any of the following option in "Assign to

User" drop-down menu.
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e Available Agent: Select it to transfer the ticket to the agent who is

available.

e Agent Available to Take Tickets: Select it to transfer the ticket to

any of the agents, who are available to take the ticket.

e Any Agent: Select it to transfer the ticket to any agent randomly

irrespective of its availability status.

[l.  Escalate Ticket: Select it to escalate the tickets which meets the pre-

selected conditions.

Escalate Ticket v true

false

(Add New Action )

Figure: Escalate Ticket

Select any of the following operators.
e true: Select it to escalate the ticket.
o false: Select it to not escalate the ticket.

lll.  Priority: Select it to increase or decrease the priority of those tickets

which meets the pre-selected conditions.

Prierity v Increment

Decrement

': Add New Action :‘

Figure: "Priority" Action

Select any of the following options in the drop-down menu.
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e Increment: Select it to increase the priority of the ticket.
e Decrement: Select it to decrease the priority of the ticket.

IV.  Send Email To: Select it to send an email to any recipient for those tickets

which meets the pre-selected conditions.

Send Email To

v

Media Profile

Emailt - Insert Placeholder

(Add New Action )

Figure: Send Email To Action

e Enter the email address of the recipient in the very first text field.
e Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using the

provided tools.

e You can click "Insert Placeholders" button to add the placeholders

in the message body.
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Placeholders x
Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Email To . manager@domain.com

Media Profile

Email1 Insert Placeholder

Escalation Email

~ OpenSans-Regular T

This is an escalation email. The issue of the {{ticket:Ticket Id}} in {{ticket:Internal State}} is being escalated.

Figure: Sample Email

V.  Send Email To Agent: Select it to send an email to the selected agent for

those tickets which meets the pre-selected conditions.
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Actions

Send Email To Agent testel

Media Profile

Email1 Insert Placeholder

I~
©
-
IS
X
o
<
&
&
A
@
E
L)
=
jii
iii
4
-
4
H

((Add New Action )

Figure: Send Email To Agent

e All the agents in the already selected campaign and process will
be listed in the drop-down menu. Select an agent to whom you

want to send the email.
e Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using the

provided tools.

e You can click "Insert Placeholders" button to add the placeholders

in the message body.
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Placeholders x
Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Email To Agent ~ testel

Media Prafile

Email1 " Insert Placeholder

Email for Ticker

=
iii
il
f

"
f

=]

~ OpenSans-Regular 1 -

This Ticket {{ticket:Ticket Id}} dated {{ticket:Creation Date}} has been assigned to you. Fix the issue.

Figure: Sample Email

VI.  Send Email To All Agents Assigned to Queue: Select it to send an email

to all agents assigned to the queue for those tickets which meets the pre-

selected conditions.
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Send Email To All Agents Assigned To Queue

Media Profile

Emaill Insert Placeholder

|=
iii
iii
4
IE]
‘
M

~ £ B | r U/ X ~ Roboto ~15 -

T
(_Add New Action )

Figure: Send Email To All Agents Assgined to the Queue

e Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using the

provided tools.

e You can click "Insert Placeholders" button to add the placeholders

in the message body.

Placeholders

Ticket Fields

Ticket Id Subject Internal State External State Priority Assigned User Id

Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.
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Send Email To All Agen:s Assigned To Queus

Media Profile
Emailt Insert Placeholder

Email for All Agents

I
iii
iii
‘
2
f
5]

~ OpenSans-Regular 1 -

Figure: Sample Email

VIl.  Send Email To Requester: Select it to send an email to the requester for

those tickets which meets the pre-selected conditions.

Send Email To Requester .

Media Profile

Emaill Insert Placeholder

("Add New Action )

Figure: Send Email To Requester

e Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using the

provided tools.
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e You can click "Insert Placeholders" button to add the placeholders

in the message body.

Placeholders =
Ticket Fields
Ticket Id Subject Internal State External State Priority Assigned User Id
Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Send Email To Requester "

Media Profile
Emailt Insert Placeholder

Update upon your issue

-£ | |8 | I | U|X | ~0penSans-Regular -1 A== -L -8
oM+ B|c| @
Your Ticket Number {{ticket:Ticket Id}} dated {{ticket:Creation Date}} is being processed

Figure: Sample Email

VIll.  Send Email To All Supervisors: Select it to send an email to all

supervisors for those tickets which meets the pre-selected conditions.
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Send Email To All Supervisors

Media Profile

Emaill Insert Placeholder

L B | I U X ~ Roboto 15 -

I>
m
fii
4
-
1
i1

(Add New Action )

Figure: Send Email To All Supervisors

o Select the media profile in "Media Profile" drop-down menu.
e Provide a Subject in the subject text field.

e Write a message in the text area, which you can format using the

provided tools.

e You can click "Insert Placeholders" button to add the placeholders

in the message body.

Placeholders x

Ticket Fields

Ticket Id Subject Internal State External State Priority Assigned User Id

Queue Name Campaign Name Creation Date Modified Date

Figure: Placeholders

e Following is screenshot of such a message.

Figure: Sample Email
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IX. Set Custom Field: Select it to set a custom field on those tickets who

meet the pre-selected conditions.

Set Custom Field “

(" Add New Action )

Figure: Custom Field Action

Select a custom field from the provided options.

X.  Set Priority: Select it to set the priority of those tickets which meets the

pre-selected conditions.

Set Priority - Low

Medium

High

( Add New Action )

Figure: "Set Priority" Action

Select any of the following options in the drop-down menu.

e Low
e Medium

Xl.  Set Status: Select it to set the status of those tickets which meets the pre-

selected conditions.

Set Status

(Add New Action )

Copyright © AMEYO 2020 | Page 369



Ameyo 4.81 GA Administrator Manual

XIl.

Figure: "Set Status" Action

HTTP Action: Select it to apply HTTP Action (also called Webhook) to
trigger an external API to process those messages which meet the pre-
selected conditions. Please refer to "HTTP Action" Page to know more

about the same.

You can follow the same steps to add different kinds of multiple actions. They will

run in sequential order from top to bottom.

Set Custom Field Using HTTP Action Response: Select it to allow to ask an external system to

update the custom field and as a result thereof, take any additional action upon the creation or

modification of a ticket.

When a custom field is hidden then also custom field is getting update, checked

from the backend. And able to search the same from the advance filter even custom

field is hidden for that ticket.

Sample JSON Formats

The required sample JSON formats for the following custom fields for integer,

boolean, and string values, which has to be generated, after calling the API of the

third-party external system are also provided.

Single-Selection List Box
Multi-Selection List Box
Single Line Field
Checkbox

Radio Button

Dependent Single Selection List Box

Following is the database entry of a single Selection List Box.
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custom_field id | d625-
5d094290-cf-0

column_name | cB

contact_center_id | 1

custom_field_data_type | String

custom_field name | ssLB

custom_field type |

SingleSelectionlListBox
default_value

possible_values

["1","2","3","4", " ['k"]"]

process_id | 2
is_required | £
is_searchable | £

custom_field category id | 2

date_added | 2019-06-
19 01:40:08.397

date_modified | 2019-06-
26 20:51:12.223

mandatory_on_creation | £

is_editable | t

The required output from the Sample API stored in the AppServer to modify the
above SingleSelectionListBox using "HTTP Response Data" should be in the

following format.

JSON for Integer Type:
{d625-5d094290-cf-0:2}
JSON for String Type

{d934-5d0229¢ef-cf-0:\"Payment Query\"}"
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The required output from the Sample API stored in the AppServer to modify the
multiple Custom Fields in a ticket using "HTTP Response Data" should be in the

following format.

JSON to update multiple Custom Fields

{d119-5d134249-cf-2:[1.1,1.2],d119-5d134249-f-

1:[\"string1\" \"string2\",\"string3\" \"string4\"]}
9.12.3.2 Example of Third-Party API

Following is the sample API that will be called in the test case created for this story.

<?php

echo "{d581-
5d0a3128-cf-0:{\"Country\":\"New Zealand\",\"State\":\"Zero\"}}";

?>

9.12.3.3 Steps to create a HTTP Response to update a Custom Field
using above Sample API
Perform the following steps.

VI.  The Administrator has to create or modify a Routing Rule, Event-based

Rule, or Timer-based Rule.
VII. Select "GET" as the method.

VIIl.  In URL, provide the URL at which the Sample API is stored in Ameyo
AppServer.

IX.  Select "HTTP Action" as the first action in "Actions".
X.  Select "Post-Request Script" tab and provide the following JavaScript Code.

variables.put("$thridPartyCustomFieldData", responseString);

The above code has to be used as-it-is in whenever you want to update the

Custom Field using HTTP Response.
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Xl.  Now, click "Add New Action" button in the right corner.

Xll.  Select "Set Custom Field Using HTTP Action Response” in the new action.

Refer to the following screenshot.

aer s e o AT AL

PPN :... 1

Figure: New Action for HTTP Response

XlI.  Click "Save".

8. Following is a sample screenshot containing an Timer-Based Rule with sample details.

Timer Based Rules
New
TeatTimert Testng Timer Based ule
eeeee €
Conditions
C o al f tne Foliow
erry v U
Requecter Message Count L gresserthan . s
w Cond
gnficketTodgers L temel .
Send Emal To Agen: 1 .
Emailt
Ticket he: s
Zz| 8|2 x op A =|=|-1 &
B+ B3 Ld
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Figure: Timer-based Rule

9. Click "Save" to create the rule.You can create multiple rules for same or different

campaigns to filter the same or different leads using these steps.

Routing Event Based Rules | Timer Based Rules

o I

[] View Disabled Rules

rulel

L testedddd

timer

g8oo

Figure: Added Multiple Timer-based Rules

9.12.3.4 Enable or Disable the Rule

You can disable the rules. The disabled rules will be hidden, but you can make them visible. You

can also enable the disabled rules.

9.12.3.4.1Disable a Rule

Click the toggle switch on a rule to disable it. It shows the following message.

Confirmation b4

Are you sure you want to disable the rule?

Figure: Asking to disable the rule

Click "Yes" to disable the selected rule. The disabled rule will not be applied in the already selected

campaign. Here, it will be hidden now.
9.12.3.4.2View Disabled Rules

Click to check "View Disabled Rules" box to view its details.
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Routing Event Based Rules Timer Based Rules

’ View Disabled Rules

rulel ©

testedddd

+ ¢ @ @

«©
(o ]
[ o]

Figure: Displaying the Disabled Rule

9.12.3.4.3Enable a Disabled Rule

To enable a disabled rule, click the gray toggle switch to enable it. The following message is

displayed.

Confirmation X

Figure: Asking to enable the rule

Click "Yes" to enable the selected rule. The enabled rule will be applied in the campaign, where it

has been selected.
9.12.3.5 Edit a Timer-based Rule

Perform the following steps to edit a rule.

1. Click a rule to select it and click [£] icon. It shows the following pop-up.
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Timer Based Rules
Faie Rule
Testfimert Tesung Timer Based Fule
Praces
Ay ~
Conditions
®) Wiaten sy of the fallswng. ) Maten ol of the fallawing.
x
Priority L s . High .
Requester Message Court L gresterthen .o
hd New
Acdons
Assign Tickex To Agent L esel .
x
Send Email To Agent o tesel o
e
£t . Placahold
Tickes hos been sszigned o1
Zz le|rlulx Rob 1 A =|i=|-2 8
o ||+ ] o | @
T that g
(dd New Action )
o) €D

Figure: Edit a Timer-based Rule

2. You can make the following changes here.

Rule Name

e Rule Description

e Process

e Campaign

e Conditions

e Actions

Copyright © AMEYO 2020 | Page 376



Ameyo 4.81 GA Administrator Manual

You have to perform the same steps here, which you have performed while creating a

Timer-based Rule.

3. Click "Save" to save the changes.

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

9.12.3.6 Delete a Timer-based Rule

The Deleted Rule cannot be retrieved back. Also, the deleted rule will not be applicable in the

selected campaign.

Perform the following steps to delete a rule.

1. Click to select a rule and click [ icon to remove it. The following warning message is

displayed on the screen.

Confirmation X

Are you sure you want to delete the rule ?

Figure: Warning before deleting a Timer-based Rule

2. Click "Yes" to delete the rule.

Rather, you can click "No" to not delete the rule.
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9.13 Ticket State

This tab lets you define the External States of Tickets in the default Internal States of Tickets.

Process Media Profile  Settings Canned Messages  Blended Campaign  Call Routing  Dispositions ~ Skills  Exclusion  Voice Mail  Holiday/Office timings ~ Spam Filter Table  Rule Engine

Ticket State QA Parameters

Internal State(4) External State(0)

Name

MNEW

No Dats Available
OPEN
CLOSED

PENDING

O oo o

Figure: Ticket State Tab

Following are the default internal states.

1. New: It specifies the new tickets.
2. Open: It specifies the open tickets.
3. Closed: It specifies the closed tickets.

4. Pending: It specifies the pending tickets.

Do not create the external states with the same names of internal states to avoid any issue.

9.13.1 Create an External State

Perform the following steps.

1. Click the checkbox of an internal state to select it. "Add" button will be activated in

"External State" column.

2. Click "Add" button. It shows the following pop-up.
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Add External State x

Cancel

Figure: Create New External State

3. Provide a name for the new external state.

4. Click "Apply" to create it.

Rather, you can click "Cancel” to not create it.

You can create multiple steps by performing these steps. Following screenshot shows some

external states created in "New" Internal State.

Internal State(4) External State(2)
MEW O NEW/ Ticket Chat /7
OPEN O New_Email rd

CLOSED

Oo/oolo

PENDING

Figure: Created Multiple External States in "New"

9.13.2 Example

For an example, you can create the following external states in internal states.

e New
=  New_Chat
= New_Call

=  New_Email
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=  New_WebChat
= New_Facebook
=  New_Twitter

=  New_WhatsApp

= New_WhatsApp_For_Business

*= Open_Assigned
*= Open_Unassigned
= Open_Reopened
e Pending
* Pending_Customer_Have_to_do
e C(Closed
= Resolved
= Unresolved
» Unresolved_Customer_Have_to_go
= Unresolved_Customer_Have_to_do

= Unresolved_Unsupported_Issue

Escalated

9.13.3 Edit an External State

Perform the following steps to edit an External State.

1. Check the box of an internal state. It lists all of its external states.
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2. Click [dicon to edit it using the following pop-up.

Add External State x

State Name

MNew_Email

Cancel

Figure: Edit External State

3. You can change the name of External State here.

4. Click "Apply" to make the changes.

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

9.13.4 Delete an External State

Perform the following steps to delete an external state.

1. Check the box of an internal state. It lists all of its external states.

2. Check the box of an external state and click I button. It shows a warning message

before deleting the external state.

Delete External State X

Do you want to delete external state?

e Cancel

Figure: Warning before deleting an External State

3. Click "OK" to delete the external state.

Rather, you can click "Cancel" to not delete it.
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10 Call Manager

A call manager is a particular form of application server that manages the setup or connection of
telephone calls. The call server will receive call setup request, determine the status of destination
devices, check the authorization of users to originate and/or receive calls, and create and send the

necessary messages to process the call requests.
10.1 Commands to Configure Call Manager

To use the Call Manager in Administrator Interface, you have to execute the following commands

sequentially at the server operating system where Ameyo Server is installed.

psql -U postgres: Run it to enter the console of PostgreSQL.
\\e ameyodb: Run it to enter in the database.
INSERT into server_preference_store(context_type,context_id, key,value)

VALUES('contactCenter','1",'callManagerSlot’,' <PORT>//<NAME_IP_OF_SERVER>/app/build’);: Run

it to enable the Call Manager in Administrator Interface.

£ root@localhost:~ — O x>

Figure: Commands to enable Call Manager

Now, go to "System" — "System Configuration" — "Settings" — "System Settings". Scroll down and
click "Reload" button for "Reload Server Preference Store" to enable "Call Manager" tab on

Administrator Console.
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i AMEYD  System v User Process Reports Voicelogs Control Panel More v

Exclusion Voice Mail Holiday/Office timings Spam Filter Table Rule Engine Ticket State QA Parameters

System Settings Ticket Settings Mapping Policies
System Configuration Refresh m

Reload configuration

Reload Metric Configuration Reload
Reload Processing Configuration Reload
Reload Legging Configuration Reload
Reload License Configuration Reload
Reload System Configuration Parameter Reload
Reload Server Preference Store Reload

Figure: Reload Server Preference Store

If Call Manager is still not enabled, then logout and re-login to Administrator Console to show this

tab.
10.2 Call Manager Tab

After enabling the Call Manager, you can login to the Administrator Console to access its tab.

! AMEYO System ¥ User Process Reports Voicelogs Control Panel Call Manager Administrator ¥
Voice Resource Voice Resource
DefauitvR Y Delete Edit Add

Entity Name Type Call Context Name: Resource
O customers DEFAULT_SIP voip DefaultVR
D acl DEFAULT_SIP audiocodes DefaultVR
] 901 DEFAULT_SIP softphone DefaultvR
O InternalEntityForConference DEFAULT_SIP DefaultVR
D voicetest DEFAULT_SIP cc_voicetest DefaultvR DefaultvR

Figure: Call Manager Tab in Administrator Interface
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Here, the Administrator have to add a voice resource in "Voice Resource" tab and then can add
Call Contexts in "Call Context" Tab. These settings are made at the systems level. At campaign level,

the administrator has to asign the call contexts.

10.2.1 Voice Resource Tab

This tab lets you configure the Voice Resources. These are asterisk call servers where we can

configure the SIP/ VOIP minutes and PRI (Zap Trunk).

Voice Resource Call Context

Delete Edit Add
Name Type Status
DefaultVR default.voice.resource ® Success

Figure: Voice Resource Tab

It is recommended to contact the Service Engineer for configuring a new Voice Resource for you.

Do not edit or delete "DefaultVR" or other voice resource being used in your environment.

10.2.2 Call Context Tab

Call context is basically the SIP channel that will be used by the agent to initiate the calls.
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Voice Resource Voice Resource
DefaultvR v Delete Edit Add
Entity Name Type Call Context Name Resource
O customers DEFAULT_SIP voip DefaultVR
O acl DEFAULT_SIP audiocodes DefaultVR
O 901 DEFAULT_SIP softphone1 DefaultvR
O IntemalEntityForConference  DEFAULT_SIP DefaultVR
0 voicetest DEFAULT_SIP cc_voicetest_DefaultvR DefaultVR
< Page 1 oft =
Figure: Call Context Tab
10.2.2.1 Add a Call Context
Perform the following steps to add a Call Context.
1. Click "Add" to add a call context using the following pop-up.
Add Call Entity X
Voice Resource Mame Description
DefaultVR Test1 SIP Entity for testing|

Test1
Default Entity Type
DEFAULT_SIP v

Cance Back Finish

Figure: Pop-up to add a Call Context
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2. In "Voice Resource Name" drop-down menu, select a voice resource. If no custom voice

resource is added, keep "DefaultVR" selected in this menu.
3. Provide a name for the entity.
4. Select any of the following entity type.
e DEFAULT_SIP
e DEFAULT_ZAP_TRUNK
We are selecting "DEFAULT_SIP" in this test case.
5. (Optional) Provide a description for the entity.

6. Click "Next" to proceed to the next page, where you have to provide the SIP details.

Add Call Entity X
SIP Context Host Mame
Fart From Do
5060
rfic2833 SIF/3{PROVIDER} v
User Mame(* Password®)
[ ] cCan Reinvite [ ] NAT Support
Cancel Back m Finizh
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Figure: Add SIP Details to add a Call Context

7. Here, you have to provide the following inputs.
e SIP Context: The context of a SIP entity.
e Hostname: The hostname or IP address of client host.
e Port: The communication port of SIP entity.

e From Domain: Set the domain name if the client host is behind the NAT or

Domain.
e DTMF Mode: DTMF mode supported by the SIP Entity.

e Number RE: Select any of the following number patterns to connect with the

receiver.

= SIP/Provider: SIP/${PROVIDER}

= SIP/Number@Provider: SIP/${NUMBER}@ ${PROVIDER}

e Username: The username of the client. If client SIP entity requires authentication.
o Password: Authentication password to connect with SIP client.

e Can Reinvite: SIP Entity to allow SIP Reinvites. Select the checkbox to enable

reinvite.

e NAT Supported: If NAT (Network Address Translation) is supported on the SIP

Entity. Select the checkbox to enable reinvte.

e Custom Configuration: This field is used to configure specific parameters

allowed only for a particular SIP entity.

8. Click "Next" to proceed to the next page, where you have to provide more details to add

a context.
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Add Call Context

Context Mame(*)

|:| Iz Local
10000

Source Phone

[ ] Enable Outgoing

[ ] Enable Incoming

Destination Phone

[ ] Enable Outgoing

[ ] Enable Incoming

I:' Is Endpoint I:' Allow Incoming I:' Allow Qutgoing
nbound Max Cutbound Max
10000 10000
Custom Configuration
Custom Configuration
Custom Co uration
Custom Configuration
Cance Back Next

-

Figure: Add Call Context

9. Here, you have to provide the following details.

¢ Context Name: Enter the context name.

e s Local: If this is checked then entity will be visible to the Agent.
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e Is Endpoint: No other agent can select that entity.

e Allow Incoming: Allow incoming calls using the selected call context. If not set,

then the incoming calls on this call context would be automatically rejected.

e Allow Outgoing: Allow outgoing calls using the selected call context. If not set,

then the request for outgoing calls on this call context would be rejected.

e Active Max: Maximum allowed active channels. It allows system not to maintain

active calls beyond the configured range with this call context.

¢ Inbound Max: Maximum allowed incoming channels. It allows system not to

receive incoming calls beyond the configured range with this call context.

e Outbound Max: Maximum allowed outgoing channels. It allows system not to

dial outgoing calls beyond the configured range with this call context.

e Source Phone: You can enable outgoing and incoming for the Source Phone.

You can also provide the custom configuration.

o Destination Phone: You can enable outgoing and incoming for the Destination

Phone. You can also provide the custom configuration.

10. Click "Finish" to add the Call Context.
10.2.2.2 Edit the Call Context

Perform the following steps to edit the Call Context

1.

2.

Select the Call Context which you want to delete.
Click "Edit" button present at the top right corner of the page.

A pop-up arises om which you can change the entries of the call context which you want

to change.
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Add Call Entity X
Voice Resource Mame Description
DefaultvVR Test1 SIP Entity for testing|

Default Entity Mame(*)

Testl

Default Entity Type

DEFAULT_SIP ¥

Cancel Back Finish

Figure: Pop-up to edit a Call Context

10.2.2.3 Delete the Call Context

If you want to delete the Call context then, click "Delete" button present at the right top of the

page, to delete the call context

However, do not delete a Call Context that is being used in any campaign for calls. The deleted Call

Context cannot be restored.
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11 Campaign Settings

"Process Tab" in the Administrator Console contains the settings of all processes and campaigns.

The Process Settings has been explained earlier.

The Campaign Settings is actually divided into the multiple tabs located in the top right side. The
user interface, and the visibility and settings of these tabs actually depends upon the type of

campaign you have selected in the Left Side Navigation Bar.

X Create New Campaign RSt Settings ChatThemes Routing Users Default Working Queues  Holiday/Office Hours
Searct Q General Agent Table Definition

(L ©  Generl Delete Campaign 2

P8 Chat Campaign -

= c

A3 Inbound Campaign

2 Cutbound Campaign 1 Chat Campaign Chat Campaign

A3 Parallel Predictive

Campaign Settings
A2 Voice Blast
TestProcess2 ©

100 20 [ Show Chat History Chat Logs Enabled

DefaultCCDispositionPlan ~

WhatsApp Settings Bl Allow user-initiated messages beyond the 24-hour period

Figure: Settings for All Campaigns

Click the following links to know about the interface of this tab for each campaign type.

1. Chat Campaign Settings

2. Interaction Campaign Settings

3. Interactive Voice Application Campaign Settings

4. Outbound Voice Campaign Settings

5. Parallel Predictive Voice Campaign Settings

6. Voice Blast Campaign Settings
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11.1 Chat Campaign Settings

In the left navigation bar of Process Tab, you can select a Chat Campaign to view its settings.

The changes made in settings of one Chat Campaign will be applicable to that campaign itself.

They will not be applicable on other similar (chat) and different (non-chat) campaigns.

= aveva nfiquration ser s More v a Administrat...

= TestProcess2 > ChatCampaign Settings Chat Themes Routing Users Default Working Queues  Holiday/Office Hours

General | Agent Table Definition
FAQ
General ( Delete Compaign ) (_Refresh )

= Chat Campaign: This campaign includes chat-based communication
" o vith the 2 .
Campaign Details with the customers.

= Imeraction Campaign: This campaign includes the interactions based
‘en Email, chat, and veice media.

Campaign 1d Campaign Name Campaign Type
= Inceractive Vcice Application: This campaign includes inbound voice
8 ChatCampaign Chat Campaign ‘communication. Here, the clients will call at your number and
interacts with your users through an VR or directly.

= Outbound Voice Campaign: This campaign includes outbound
Campaign Settings ‘communication. Here, your users czll the ients.

= Paralel Predictive Voics Campaign: This campaign is an outbound

woice campaign, but the dialer will have the featurss of Parallel

Peak Chat Count* ACW Connected (in secs)* Precictive Algorithm to dial the calls
Show Chat Histos Chat Logs Enabled
100 o O v L & = Voice Sizst Campaign: This campaign provides you the fadilty to
broadcast the prerecorded messages to the clients sutomaticaly
Description By default assign users to Agent Table Definition
DefaultAgentTableDefinition v

Email Media Profile for chat transcript

Column mappings

D ionCampaignC: v

Disposition Plan

DefaultCCDispositionPlan 4

WhatsApp Settings [l Allow user-initiated messages beyond the 24-hour period

Please select a template and language Please select a template and language Please select a template and language
CRM Settings
Preview URL CRM URL Disposition URL

Figure: Settings of Chat Campaign

The proxy server with the chat (Ameyo Web Chat or any other chat medium) can be used. The

administrator has to configure the proxy server, named as nginx-based Proxy Support . After

configuration, all the messages coming through Chat medium will first route from proxy server and

then they will be received at Ameyo application server. For further information contact Ameyo

Support team.
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At the right side of the campaign settings page, some of the commonly asked definitions of settings

are defined. You can refer to those definitions.

It contains the following tabs.

e Settings
e Queues
e Routing

e Chat Themes
e Users
o Default Working

e Holiday/Office Hours

11.1.1 Linking Chat Campaign with Interaction Campaign

You have to perform the following steps to link the Chat Campaign with Interaction Campaign. The

tickets will not be created for any Chat Message, if it is not linked.

1. At the Linux-based Server where Ameyo is installed, execute the following command to

enter the console of PostgreSQL.
psgl -U postgresqgl

2. Execute the following command to access "ameyodb" database.
\c ameyodb

3. Execute the following command to link the Chat Campaign with an Interaction Campaign.

INSERT INTO server preference store
(context type,context id, key,value) VALUES
('chatCampaignConfig', '<chat campaign_ id>', 'interactionCampaignId

s', '<interaction campaign id>]");
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You have to replace the "Chat_Campain_ID" with the ID of the Chat Campaign and
"Interaction_Campaign_ID" with the ID of the Interaction Campaign, which you want to

link.

Figure: Commands to link Chat Campaign with Interaction Campaign

4. Now, execute the following command to exit from the database and PostgreSQL console.
\q

11.1.2 Settings Tab

11.1.2.1 General Settings

This tab contains only "General Settings".
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B AMEYO  SytemConfigution  User  Process  Reports  Voicdogs  ControlPancl  Morew | Synthesizer a Administrat... v

= TestProcess2 > ChatCampaign Settings Chat Themes Routing Users Default Working Queues  Holiday/Office Hours

General Agent Table Definition
FA
ene Dae Campaign P ey e

» Chat Campaign: This campaign includes chat-based communicstion
With the customers.

Campaign Details

& Incersction Campsign: This campaign includes the Interactions based
on Emsil 2hat and vsics mecs.
Campaign Name
& Incersctive Veice Application: This campsign includes insound vaice
g ChatCampaign Chat Campaign communication, Hers. the clisnts will all styour number snd
interacts with your users through an [VR or directly.

= Outbound Voice Campaign: This campaign includes outbound
Campaign Settings commenication. Here, your users call the clients.

= Parallel Predictive Voice Campaign: This campaign is an outbound
waice campaign, but the dialer will have the features of Parallel

ek Chat Count* ACW Connected (in secs)* Pradictive Algorithm to dizl the calls.

Show Chat Histo Chat Logs Ensbled
100 0 D v D < ® Voice Elast Campaign: This campaign provides you the fadility to
broadcast the prerecorded messages to the clients automatically.
Deseription By detautt assign users to Agent Table Defintion
DefavitAgentTableDefinition v

Email Media Profile for chat transcript

Column mappings

D ionCampaignC: v

Disposition Plan

DefaultCCDispositionPlan v

WhatsApp Settings [l Allow user-initiated messages beyond the 24-hour period

T

and language

plate and language case select a template and language

CRM Settings

Praview URL CRM URL Disposition URL

Figure: General Settings for Chat Campaign

Here, the General Settings is divided into the following sections.
11.1.2.1.1Campaign Details

These are the same details, which you have provided while creating this campaign. You can only

change the campaign name here.
11.1.2.1.2Campaign Settings

It contains the following settings, which you have configured while creating a Chat Campaign. You

can modify them here.
e Peak Chat Count
e ACW Connected (in secs)*

e Column Mappings
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e Disposition Plan
e Description

In addition, it contains the following new settings that you can configure only while modifying an

existing Chat Campaign.

o By default assign users to Agent Table Definition: Here, you can select the default Agent

Table Definition for this campaign.

o Email Media Profile for chat transcript: Here, you can select the Email Media Profile

through which the Chat Transcript of Ameyo Web Chat will be sent to that customer who

have opted to send the Chat Transcript.

o Show Chat History: Select this option to to show the Historical Chat in the Ameyo Web

Chat to both the customers and the agents.

e Chat Logs Enabled: Select this option to enable the logging of Chat.

11.1.2.1.3WhatsApp Settings

WhatsApp Settings present of Chat Campaign helps to create and configure the templates for
WhatsApp Outbound notifications. These configured notifications will be sent to the customers.
The customer can reply to the received notification and then have a conversation with the agent.
This feature helps the business to reply after the 24 hour, as the agent only get the 24 hour window

in which the agent can reply.

The "Reply Via" feature is available for "WhatsApp for Business". However, WhatsApp for Business
allows responding to messages (from the agent to the customer) within 24 hours of the last

incoming message sent by the customer to the agent.

After that window of 24-hour, the WhatsApp for Business allows sending the template-based

messages only, which may contain the text. It is a paid service.
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Choose one template for each category:

Text only *

Text with Image *

WhatsApp Settings +/ Allow user-initiated messages beyond the 24-hour period

Text with Documents *

Language

Language

Language

Please select a template and language

Please select a template and language

Please select a template and language

Figure: WhatsApp Settings of Chat Campaign

Perform the following steps

1. Enable WhatsApp Settings option, as these settings are not enabled by-default.

2. Select the text from the drop-down list. It is the configured notification that has been

configured from backend. The administrator can select the notification that has been

configured with image or document.

3. Select the language from the language drop-down.

4. Save the settings.

General

Choose one template for each category:

WhatsApp Settings o+ Allow user-initiated messages beyond the 24-hour period

( Delete Campaign ) ( Refresh )

Text only * Text with Image * Text with Documents *
ticket_closed_by_customer_service_rep_doc ~  fticket_closed_by_customer_service_rep ~  ticket_closed_by_customer_service_rep_image v
Language Language Language

In ~ I v In ~

Template Preview

Hello {{1}},Your ticket 1D 4{2}} has been closed
by our Customer Service representative {{3}}.

Template Preview

Hello {{1}}!,Your ticket ID {{2}} has been closed
by our Customer Service representative {{3}}.

Template Preview

Hello ({1}},Your ticket 1D {{2}} has been closed
by our Customer Service representative {{3}}.

Figure: Configured WhatsApp Settings Sample
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The Administrator can select "text" type template to send the text messages, "image" type template
to send the images (only in png and jpeg), and "doc" type template to send the documents in PDF

format only.

11.1.2.1.4CRM Settings

These are the same settings, which you have provided while creating this campaign. You can modify

all of its fields here.
11.1.2.2 Agent Table Definition

This tab allows you to select the default Agent Table Definition for the campaign and assign the

users to the selected Agent Table Definition. Know more...

Click here to know more about the Campaign Details and CRM Settings for this campaign. After
modifying the settings, click "Apply" on top to apply these settings. Else, you can click "Refresh" to

discard the changes.

11.1.3 Chat Themes
This tab has already been explained in the Process Settings. Know more...
11.1.4 Holiday/Office Hours

This tab has already been explained in "System Configuration". Know more...
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11.1.5 Queue Management in Chat Campaign

Queues Tab in the Campaign Settings allows you to create and manage the queues.

= TestProcess2 > ChatCampaign Settings ChatThemes Routing Users Default Working Queues  Holiday/Office Hours

List Of Queues(0)
Queue ID Queue Name No. Of Skills No. Of Users Creation Date Actions

No Data Available

Figure: Queues Tab

11.1.5.1 Create Queue

Perform the following steps to create a queue.

1. Click "Add Queue" button on the top right corner to create a queue. It shows the

following page.

= TestProcess2 > ChatCampaign Settings Chat Themes Routing Users Default Working Queues Holiday/Office Hours
Add Queue Cangel

Queue Details
Quese Name Queue Priority Request Queue Type
| 1 ~  Queue FIFQ ~
Resourcs Scheduler Type Description
Transferable
Multimedia Based v @ves \ No

Auto Assignment of Interactions

Auto assignment to users: ()
Users in Queue

Available Users(4) Assigned Users(0)

| User ID User Name User Role | User ID User Name User Role

[m] al al Executive
No Dota Available
O a2 pa2 Professional-Agent
a 52 52 Supervisor
[m] a2 a2 Executive

Figure: Create Queue

2. Provide a name for the queue.

3. Select a value for the queue priority. This value will be used for "Priority" type queues.
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4. Request Queue Type: It lets you define which customer will be served first if more than

one customers are waiting in the queue.

A. Queue FIFO: FIFO stands for First In First Out. If request queue type is FIFO and
two customers are waiting in queue for the agent, the customer who is first to

reach in the queue would be connected first to the available agent.

B. Queue Priority: Nodeflow can be used to decide the priority of any customer.
Queue with "1" priority will be selected first. Similarly, Queue with "2" priority will
be selected at the second place.

Example:

Question: If customer1 (who reached earlier) is waiting in Queue having priority
1 and customer2 (who reached late) is waiting in the Queue2 having priority 2,
and if only one agent is serving both queues, then what will happen? Let us go

through the following table.

Queue (Queue Priority|Customer|Agent

Queue1 1 Customeri]jAgent1

Queue? 2 Customer2|Agent1

C. Answer: In such a scenario, Agent1 will be connected first with "Customer1" as its

queue - Queuel - has higher priority.

5. Resource Scheduler Type (Licensable): It will let you decide which agent would be

connected to the customer when two agents are available to take the chat or call. Select

any of the following options.

A. Multiple Extension: Select it if the agents have multiple extensions and they are
supposed to attend multiple communications (chat or call) simultaneously. One

agent can be connected to two customers in the same queue.
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9.

B. Skill Based:Select it to connect the communication (chat or call) to that agent

who has more skill level than others.

Transferable: Select it to transfer the communication call or chat from this new queue to

another queue.
Provide a description for the queue.

Assign Users in Queue: Select the users from the "Available Users" section and click

icon.

To unassign a user, select the users in "Assigned Users" and click . icon.

= TestProcess2 > ChatCampaign Settings Chat Themes Routing Users Default Working Queues Holiday/Office Hours
Add Queue Cancel

Queue Details

Queve Name Queue Priority Request Queve Type

ChatQueue 1 v QueueFIFO v

Resource Scheduler Type

Multimedia Based v

Auto Assignment of Interactions

Auto assignment to users: ()

Users in Queue

Available Users(2) Assigned Users(2)

al al Executive O s2 s2 Supervisor

a2 22 Executive 0 pa2 pa2 Professional-Agent

Figure: Sample Details to create a Queue

Click "Apply" to create the queue.

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

You can create multiple queues using these steps.
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= voice regression > regression_chat Settings Chat Themes Routing Users Default Working Queues Holiday/Office Hours

Add Queue

List Of Queues(2)

Queue ID Queue Name No. Of Users Creation Date Actions
[m] 39 chat_1 7 Fri Jun 19 153:59:21 GMT+05:30 2020 Edit
[m] 40 chat-2 4 Fri Jun 19 15:59:39 GMT+05:30 2020 Edit

Figure: List of Queues

11.1.5.2 Edit Queue

Click "Edit" icon present in the list of the queues. The same page opens which opens at the time of

the queue creation. You can change all the information entered at the time of the queue creation.

= TestProcess2 > ChatCampaign

Settings Chat Themes Routing Users Default Working Queues  Holiday/Office Hours
Add Queue Cancel

Queue Details

Queue Name Queue Priority Request Queue Type

ChatQueue 1 v Queue FIFQ v
Resource Scheduler Type

Multimedia Based v

One

Auto Assignment of Interactions

Auto assignment to users: ()}

Users in Queue

Available Users(2) Assigned Users(2)
H UserD User Name User Role H  UseriD User Name User Role
O a1 a1 Executive O s2 s2 Supervisor
O a2 a2 Executive O pa2 pa2 Brofessional-Agent

Figure: Edit the Queue

11.1.5.3 Delete Queue

You can delete the queue. Select the queue, which you want to delete and then, click "Delete

button present at the right top corner of the page. A confirmation pop-up comes up.
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Confirmation

Are you sure you want to delete the queue?

Figure: Delete Queue

Click "Delete" button to confirm the deletion of the queue, else click "Cancel".
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11.1.6 Chat Campaign Routing

Routing Tab lets you create the nodeflows to manage the routing of communication (chat, call, or

email) in a campaign.

= Testing » TestChat Serwings ChatThemes Routing Users Default Working Queues Holiday/Office Hours
Inbound: Feature Context Default ACD Feature Cont... ~ m
context id Context Flow Name Node Flow Name Transferable  Assignment
D 1 Chat Nodeflow18Dec2012152818_chatb Browse Fetch Assignment

Figure: Routing Management

11.1.6.1 Add a Nodeflow for Routing

Perform the following steps to create a nodeflow.

1. Click "Add" button to create a nodeflow. It shows a new row in the white area just below

the column header.

Inbound: Feature Context Default ACD Feature Context ~ Refresh m Apply

context id Context Flow Name Node Flow Name Transferable  Assignment

Browse Fetch [l Assignment

Figure: Add Context Flow

2. Provide a name for the context flow.

3. Inthe "Node Flow Name" column, you have to upload either a .nodeflow or .anfx flow.

Service Engineer will provide you the required nodeflow files.

Click "Browse" to open a nodeflow file. Select the location where the file stored. Select

the required file and click "Open".
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4. Check "Transferable" if you want to transfer the call from this nodeflow to another

nodeflow.

5. Click "Apply" to add the nodeflow.
11.1.6.2 Assign Nodeflow to a Queue

Perform the following steps to assign a nodeflow to a queue in the campaign.

1. Check the box to select a queue.

2. Click "Assignment" to assign this nodeflow to a queue. It shows the following pop-up.

MNode Mapping
Edit Prompt x
Available ACD Node(1) Assigned ACD Node(0)
O acd
No Data Available
Cancel m
Figure: Assign Nodeflow to a Queue
3. Select "ACD" node in "Available ACD Node" section, and click icon.

4. Select the nodeflow in "Assigned ACD Node" section.

5. In "Queue" drop-down menu, select the queue to which you want to assign this

ndoeflow.

6. Click "Save" to assign the nodeflow to the selected queue. It takes you back to "Routing"

Tab.

You can perform the same steps to create the nodeflow and to assign it to a queue.
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= Testing » Test Chat Settings ChatThemes Routing Users Default Working Queues Holiday/Office Hours
Inbound: Feature Context Default ACD Feature Context ~ @

context id Context Flow Name Node Flow Name Transferable  Assignment

! e, ModeTon 1902012 92818 chatber (Brawse ) { Fereh ool

‘ o e, Mode w10 AZ81E chatbet (Brawse)) (Reteh ol

: e, Mode w102 28R chatbet (Brawse)) (Reteh ol

Figure: Added Nodeflows

11.1.6.3 Edit Routing

Select the routing which you want to edit. After selecting it, the user can change the "Context Flow

name," change the "Node Flow" and assignment of queues in it.
After editing the details, click "Apply" button to save the changes made.

11.1.6.4 Delete Routing

Select the Routing which you want to delete and click "Delete" button. A confirmation pop-up is

arised.

Confirmation X

Are you sure you want to delete Routing ?

Figure: Confirmation pop-up

Click "Yes" button to delete the routing, else click "No" button.
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11.1.7 User Management in Campaign

You have assigned the users in the campaign while creating it. Now, you can use "Users" tab to

unassign and assign the users in the campaign.

= NewProcess > ChatCampaign Settings Chat Themes Routing Users Default Working Queues Holiday/Office Hours

Available Users(l) Assigned Users(2)
| | User ID User Name User Role | User ID User Name User Role
m} s1 s1 Supervisor O al al Executive
O a2 a2 Professional-Agent

Figure: User Management

: The user assignment is atomic in nature, that is not transactional.

If some users out of all selected users could not be assigned because of any reason such as

configuration, then allowed users will be assigned except those are failed to be assigned.

In the case of license restriction, the users of which license is not obtained will not be displayed in

the section of available users.

The errors during the User Assignment will not be displayed in the following case.
You have to perform the same steps here, which you have performed to assign or unassign users

while creating the campaign.

Perform the following steps.

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

select all users.

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

(>)
2. Click L— icon to add the selected users.

To unassign the users, select the users in "Assigned "Users" section and
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11.1.8 Configure Default Working in Campaign

If a user is assigned to multiple campaigns, then it has to select the campaigns in which it wants to

login during its logon to the system.

"Default Working" Tab in a Campaign lets you select the Default Campaign for the selected users.

These users will not be prompted to select the campaign and will be logged on to this campaign

by default.
= ocess ¥ ChatCamp Settings Chat Themes Routing Users Default Working Queues  Holiday/Office Hours
Refresh Apply

Default Working(3)
User ID User Role Default Working
al Executive I:‘
a2 Professional-Agent I:‘
sl Supervisor I:‘

Figure: Set Default Working

You just have to select "Default Working" checkboxes for the users which you want to logon in this

campaign by default. Click "Apply" to apply this change.
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11.1.9 Agent Table Definition in Campaign Settings

The Agent Table Definitions created in a Process will be applicable and available, by default, in all
campaigns of that Process. A new tab "Agent Table Definition" has been added in the settings of
Interaction Campaign, Chat Campaign, Inbound Campaign, Outbound Campaign, and Parallel
Predictive Dialing Campaign. You can select the default Agent Table Definition for the campaign

and assign the users to the selected Agent Table Definition.

Agent Table Definition is not available for Voice Blast Campaign.

= AManav > Chat new Settings Chat Themes Routing Users Default Working Queues  Holiday/Office Hours

General Agent Table Definition

Agent Table Definition (14) Search Q

Agent Table Definitions Description

DefaultAgentTableDefinition
two

three

Four

five Please select an Agent Table Definition from the left to edit/view details.

six

o o/olo oolo

seven

Figure: "Agent Table Definition" tab in the Settings of an Interaction Campaign

The Agent Table Definitions available in this Process are listed in the left section. You can select
only one Agent Table Definition to view the options to assign the selected users to this Agent Table

Definition in the right section.

Copyright © AMEYO 2020 | Page 409



Ameyo 4.81 GA Administrator Manual

General Agent Table Definition

Agent Table Definition (14) Search Q we
Available Users(14) Search Q Assigned Users(0)
O DefaultAgentTableDefinition
/] two
- - [ Super3 Super3 Defaultig o Dote Avalabe

O Jerryyyyy Jerry3 Defaultag
] Four

O am3 AM3 DefaultAg
O five >

Ol anuj_sup anuj_sup Defaultag <
] six

[ goku goku Defaultig
D seven
| eight

Figure: Assign or Unassign Users to Agent Table Definition
. n . n . . > ) .
You can select the users in "Available Users" section and click L—1 icon to select the users and

move them to "Assigned Users" section.

To unassign users from the Agent Table Definition, select the users in "Assigned Users" section and

&
click . icon to unassign the users.

Click "Save" to assign the users to the selected Agent Table Definition.

If the selected users are already assigned to the different Agent Table Definition, then the following

warning message is displayed on the screen.

Reassign Users X

6 out of & users are already assigned to another Agent Table Definition. Are you sure you want to
reassign them to this one instead?

' . ™
Cancel | Reassign All )
e, ey

Figure: Warning Message

A user can be assigned to only one Agent Table Definition. If you want to reassign the users to this

new Agent Table Definition, click "Reassign All" button. Else, click "Cancel" button.
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If a new agent is assigned to a Campaign, then it will be assigned to the default Agent Table

Definition of that campaign until the Administrator modifies it manually.
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11.2 Interaction Campaign Settings

In the left navigation bar of Process Tab, you can select an Interaction Campaign to view its settings.

The changes made in settings of one Interaction Campaign will be applicable to that campaign

itself. They will not be applicable on other similar (interaction) and different (non-interaction)

s> Settings Users Default Working Queues Canned Message  Holiday/Office Hours ~ Custom Field ~Media Profile
General | Agent Table Definition

FA

- .

* Interaction Campaign: This csmpaign includes the interactions based on Emai.
chat, and voics media

nCampaignColumnMapping v

cor s wil call at your Pumber and interacts with your.
users through 2n VR or girecty

rrpsign: Thiz campsign
your users call the clients

ere

- - o
) Non-Mandatory ) Not Required o the cier il havs the festurs: of Faatis Pracizve Algzriam 1o
4

Tickets in their queues Inherit Settings From
Parent

icket Tickets in their qs ated with Inherit Settings From
agen Parent
CRM Settings
Customer API URL MR Defauit Bec Address

Figure: Settings of Interaction Campaign

At the right side of the campaign settings page, some of the commonly asked definitions of settings
are defined. You can refer to those definitions.

The proxy server with the Email based services can be used. The administrator has to configure the

proxy server, named as nginx-based Proxy Support . For further information contact Ameyo

Support team.

It contains the following tabs.

e Settings — General

e Settings — Agent Table Definition
e Queues

e Users
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e Default Working
e Holiday/Office Hours
e Canned Messages

e Custom Field
e Media Profile

11.2.1Settings Tab

11.2.1.1 General Settings

This tab contains only "General Settings", which are divided into the following sections.

11.2.1.1.1Campaign Details

These are the same details, which you have provided while creating this campaign. You can only

change the campaign name here.

11.2.1.1.2Campaign Settings

It contains the following settings.

11.2.1.1.2.1  Column Mappings

Select a different column mapping here.

11.2.1.1.2.2 By default assign users to Agent Table Definition
Here, you can select the default Agent Table Definition for this campaign.

11.2.1.1.2.3 Ticket Closure

It allows the Administrator to specify whether the users have to provide the closure reason while

closing the ticket or not. It contains the following values.
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e Mandatory: Select it to make it mandatory for the users to provide a closure reason while

closing the ticket.

e Non-Mandatory: Select it to make it optional for the users to provide a closure reason

while closing the ticket. The agent can skip the step to provide the closure reason and

close the ticket directly.

e Not Required: Select it to make it unnecessary (not required at all) for the users to
provide a closure reason while closing the ticket. The option to ask for a closure reason

will not appear at all while closing any ticket.

11.2.1.1.2.4 Aagent can view

This settings lets you allow the agents to view the tickets of others or not.

e On Dashboard: It lets you allow or disallow the agents to view the tickets of other agents
on the dashboard. You can check "Inherit from Parent" to inherit this setting from the
parent. If you uncheck it, then you can select any of the following values for this

campaign.

= Tickets assigned to the agent: Select it to let the agent view only those tickets

that are assigned to the agent.

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

view all unassigned tickets and those tickets that are assigned to the agent.

= All Tickets: Select it to let the agent view all tickets such as assigned tickets to the

agent itself, unassigned tickets, and tickets assigned to other agents.

¢ On Customer Details: It lets you allow or disallow the agents to view the tickets of other

agents on the customer details. You can check "Inherit from Parent" to inherit this setting
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from the parent. If you uncheck it, then you can select any of the following values for this

campaign.

= Tickets assigned to the agent: Select it to let the agent view only those tickets

that are assigned to the agent.

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

view all unassigned tickets and those tickets that are assigned to the agent.

= All Tickets: Select it to let the agent view all tickets such as assigned tickets to the

agent itself, unassigned tickets, and tickets assigned to other agents.

11.2.1.1.3CRM Settings

These are the same settings, which you have provided while creating this campaign. You can modify

all of its fields here.

Click here to know more about the Campaign Details and CRM Settings for this campaign.
11.2.1.1.3.1  Default BCC Address

You can provide an email address to which all emails will be sent through BCC field.

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

“Refresh" to discard the changes.
11.2.1.2 Agent Table Definition

This tab allows you to select the default Agent Table Definition for the campaign and assign the

users to the selected Agent Table Definition. Know more...

11.2.1.3 Users

Here, you can assign and unassign the users to this campaign. This tab has already been explained

in the Chat Campaign Settings. Know more...
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We recommend that Ameyo Users such as Professional Agent, Execute, and Supervisor should
select only one Interaction Campaign during and after their logon. Selecting Multiple Interaction
Campaigns can create some issues. The option to select Multiple Interaction Campaigns have been
removed already in the later versions of Ameyo AppServer.
Therefore, we recommend the Administrator to assign the unique users to an Interaction Campaign

so that one user is assigned to only one Interaction Campaign.

11.2.1.4 Queues
Here, you can create and manage the queues. Know more...

11.2.1.5 Default Working

Here, you can select the users who will be logged in to this campaign, by default, and will not

receive the prompt to select the campaign. This tab has already been explained in the Chat

Campaign Settings. Know more...

11.2.1.6 Holiday/Office Hours

Here, you can define the holidays, office hours, and non-working hours for this campaign. This tab

has already been explained in "System Configuration". Know more...

11.2.1.7 Canned Messages

This Tab lets you assign and unassign the canned messages to this campaign. You have created

the canned messages at the System Level and the same will be shown here. Refer to "Canned

Messages" in System Configuration to know the steps to create the canned messages.

= kavi > kaviic Settings Users Default Working Queues Canned Message  Holiday/Office Hours  Custom Field ~ Media Profile

Refresh | Apply
Available Canned Messages(8) Assigned Canned Messages(0)

| Name

| |
3
£

test canned
No Data Available

REPLY TO EMAIL

sy

testee >

testedddd

HINDI

test

Ojo o0 0 o0 o oo

test

Figure: Canned Messages
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Perform the following steps to assign canned messages to this campaign.

1. Select the canned messages in "Available Canned Messages" section

>
2. Click L—1icon to proceed to assign the selected canned messages.

= kavi > kavilic

Settings Users Default Working Queues Canned Message Holiday/Office Hours ~ Custom Field ~Media Profile

Refresh | (T

Rows selected: 4 Rows selected: 4

<
F
3
a
|

test canned REPLY TO EMAIL
testee ¥y

(<IN < I <
(<IN < I <

testedddd HINDI

<]

test test

@
<]

Figure: Assign or Unassign Canned Messages

3. Click "Apply" to assign the canned messages to this campaign.

Rather, you can click "Refresh” to not assign the canned messages.

i
To unassign a canned message, select it in "Assigned Canned Messages" section, click . icon,

and click "Apply" to unassign the selected canned message from the campaign.

11.2.1.8 Media Profile

This Tab lets you assign and unassign the media profiles to this campaign. You have created the

Media Profiles at the System Level and the same will be shown here. Refer to "Media Profiles" in

System Configuration to know the steps to create the media profiles.
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Canned Message  Holiday/Office Hours  Custom Field ~Media Profile

Settings Users Default Working Queues

= r>
Media Profiles

Available Media Profiles(1) Assigned Media Profiles(0)

| Media Profile Name | Media Profile Name

[m] Media Profile Gmail
No Data Availzble

Figure: Media Profile
Perform the following steps to assign media profiles to this campaign.

1. Select the canned messages in "Available Media Profiles" section

% )
2. Click icon to proceed to assign the selected media profiles.
= rPi2c Settings Users Default Working Queues Canned Message  Holiday/Office Hours  Custom Field ~Media Profile
Media brofes s

Available Media Profiles(0) Assigned Media Profiles{1)

Media Profile Name

| Media Profile Name

[m) Media Profile Gmail
No Data Available

Figure: Assign or Unassign Media Profiles

3. Click "Apply" to assign the Media Profiles to this campaign.

Rather, you can click "Refresh" to not assign the media profiles.

&
To unassign a media profile, select it in "Assigned Media Profiles" section, click . icon, and click

“Apply" to unassign the selected media profile from the campaign.
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11.2.2 Queue Management in Interaction Campaign

Queues Tab in the Interaction Campaign Settings allows you to create and manage the queues.

= TestProcess2 > TestiC2 Settings Users Default Working Queues Canned Message  Holiday/Office Hours  Custom Field ~ Media Profile

Add Queue

List Of Queues(0)

Queue ID Queue Name No. Of Skills No. Of Users Creation Date

No Data Available

Figure: Queues Tab

We support only one Interaction Campaign. It is advised to create multiple queues in IC to address

the different functions of the business requirements (like sales, and support). However, the Queue

Monitoring is not available in IC.

11.2.2.1 Create Queue

Perform the following steps to create a queue.

1. Click "Add Queue" button on the top right corner to create a queue. It shows the

following page.

= TestProcess2 > TestiC2 Settings  Users DefaultWorking Queues Canned Message  Holiday/Office Hours  Custom Field ~ Media Profile

Add Queue cncel) @D

Queue Details.

Queue Name Quaue priority Request Queve Type
1 v Queue FIFO v
Resource Scheculer Type Description
o Transferable v
Most Free Instance Y @ One

Auto Assignment of Interactions

Auto assignment tousers: (I

Users in Queue

Available Users(3) Assigned Users(0)
| | User ID User Name User Role | | User ID User Name: User Role
m] pal pal Professional-Agent
No Data Available
a pa2 pa2 Professional-Agent 5
o= 2 Supervisor <

Figure: Create Queue
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2. Provide a name for the queue.
3. Select a value for the queue priority. This value will be used for "Priority" type queues.

4. Request Queue Type: It lets you define which customer will be served first if more than

one customers are waiting in the queue.

A. Queue FIFO: FIFO stands for First In First Out. If request queue type is FIFO and
two customers are waiting in queue for the agent, the customer who is first to

reach in the queue would be connected first to the available agent.

B. Queue Priority: Nodeflow can be used to decide the priority of any customer.
Queue with "1" priority will be selected first. Similarly, Queue with "2" priority will
be selected at the second place.

Example:

Question: If customer1 (who reached earlier) is waiting in Queuel having priority
1 and customer2 (who reached late) is waiting in the Queue2 having priority 2,
and if only one agent is serving both queues, then what will happen? Let us go

through the following table.

Queue (Queue Priority|Customer|Agent

Queue1 1 Customer1jAgent1

Queue?2 2 Customer2|Agent1

C. Answer: In such a scenario, Agent1 will be connected first with "Customer1" as its

queue - Queuel - has higher priority.

5. Resource Scheduler Type (Licensable): It will let you decide which agent would be

connected to the customer when two agents are available to take the interaction.
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A. Most Free Instance: Select it to assign the tickets to the Agent who is free and is
not working on any of the present ticket. This will help to assign the Ticket to the

most free Agent at that time.
6. Transferable: Select it to transfer the interaction from this new queue to another queue..
7. Provide a description for the queue.

8. Auto Assignment to users: It means to assign the IC media Tickets to the Agents

automatically. To assign the Tickets to the Agents, toggle the switch. TO disable this

feature and to assign the Tickets to the Agents manually, toggle this switch again.

9. Assign Users in Queue: Select the users from the "Available Users" section and click

icon.

To unassign a user, select the users in "Assigned Users" and click . icon.

= TestProcess2 > TestiC2 Settings Users Default Working Queues Canned Message  Holiday/Office Hours  Custom Field Media Profile

Add Queue Cancel

Queue Details

Queve Name Queue Priority

e quest Queue Type
QueueQfiC 1 4

o7

ueue FIFO ~

o

Resource Scheduler Type

Most Free Instance Y @ves O Mo

Auto Assignment of Interactions

Auto assignment to users: ()

m] pal pal Professional-Agent [m] pa2 pa2 Professional-Agent

o 52 =2 Supervisor

Figure: Sample Details to create a Queue

10. Click "Apply" to create the queue.

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

You can create multiple queues using these steps.
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List Of Queues(2)

Queue ID Queue Name No. Of Users Creation Date Actions
O 4 Queuel 2 Thu Jan 09 11:58:40 GMT+05:30 2020 Edit

1 Cueuel 3 Thu Jan 02 16:20:50 GMT+05:30 2020 Edit

Figure: List of Queues

11.2.2.2 Edit Queue

Click "Edit" icon present in the list of the queues. The same page opens which opens at the time of

the queue creation. You can change all the information entered at the time of the queue creation.

B AMEYO  SystemConfigution  User  Process  Repors  Voicclogs  ControlPanel  Morew | Synthesizer a Administrat... v

= o Settings Users Default Working Queues  Canned Message  Holiday/Office Hours ~ Custom Field ~Media Profile
queue Cancel

Queue Details

(uene flame Request Queue Type Resource Scheduler Type

queue Queue FIFO v Most Free Instance ~
Transferable i

@ ves One

Auto Assignment of Interactions

Auto assignment to users: (I

Agent can view

On Dashboard:
nherit Settings From Parent

On Customer Details

nherit Settings From Parent

Users in Queue

Available Users(0) Assigned Users(4)

| | User ID Username User Role | | User ID Username User Role |

0 s s1 Supervisor
No Data Available
0 = 2 Supervisor
O a al Executive
0 a2 a2 Exccutive
0-000 140fa

Figure: Edit the Queue
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While editing the queue, the administrator can change the settings of the tickets and assign and

unassign the agents from the queue.
11.2.2.3 Delete Queue

You can delete the queue. Select the queue, which you want to delete and then, click "Delete"

button present at the right top corner of the page. A confirmation pop-up comes up.

Confirmation

Are you sure you want to delete the queue?

Figure: Delete Queue

Click "Delete" button to confirm the deletion of the queue, else click "Cancel".
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11.2.3 Custom Fields

This Tab lets you assign and unassign the custom fields to this campaign. You have created the

Custom Fields in the Process Settings and the same will be shown here. Refer to "Custom Fields"

in Process Settings to know the steps to create the custom fields.

User Process Reports Voicelogs Control Panel Moare v Administrat...

ed Holid frice H ield dia P

IC Custom Fields in Campaign (0) 0-Dof0 Search Q Assigned Custom Fields (1) 1-10f1 Search Q

Queue Level Settings

B Custom Field Name \:‘ Custom Field Name
rct Q
Gueus [m) ] Test Category
Cusus_2 n) ] st

i QD |

Figure: Custom Fields

11.2.3.1 Campaign Level Custom Fields

Perform the following steps to assign custom fields to the campaign.
1. Create the Queue in the Interaction Campaign first. Know more...
2. Switch the tab to Custom Fields of IC Campaign.

3. All the Custom Fields created at the process level are shown in the "Available Custom Field

Section.

4. Select the Custom Fields which you want to assign in the campaign.

5. Click icon to assign the selected custom fields.
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System Configuration ~ User  Process  Reports  Voicelogs  Control Panel  More v Administrat... v
i ed Holid frice H ield dia P
Ic Available Custom Fields (1) U= GI T Search Q Assigned Custom Fields (1) 1= a7 Search Q
[] Queue Level Settings
[ Custom Field Name [l Custom Field Name
[ ] TestCategory2 | Test Category
[l Test2 1 Test b

e ) QLT

Figure: Assign or Unassign Custom Fields on campaign

Click  "Apply" to assign the custom fields to this  campaign.

Rather, you can click "Refresh" to not assign the custom fields.
You can change priority of the custom fields in the assigned column of the custom fields.

Click @ icon to change the priority of the assigned custom fields.

&
To unassign a custom field, select it in "Assigned Custom Fields" section, click . icon, and click

"Apply" to unassign the selected custom field from the campaign.

11.2.3.2 Queue Level Custom Fields

Perform the following steps to assign the custom fields to the particular queue.

1.

2.

Enable the "Queue Level Settings" check-box present in the left bar of the page.

After enabling the settings, all the queues which are created in the Campaign start showing
in the list.

Click on the queue on which you want to assign the custom fields. The same page to assign

the custom fields comes up.

All the Custom Fields created at the process level are shown in the "Available Custom Field

Section.
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5. Select the Custom Fields which you want to assign in the queue.

6. Click L—1icon to assign the selected custom fields.

System Configuration User Process Reports Voicelogs Control Panel ~ More v Synthesiz Administrat... v

= Test 7 IC Settings Users Default Working Queues Canned Message Holiday/Office Hours Custom Field  Media Profile
IC Available Custom Fields (0) 0-0 of 0 Search a Assigned Custom Fields (2) 1-2of2 Search Q
Queve Level Settings
[ Custom Field Name [[]  Custom Field Name
Search Q
e a [[] Test Category []  TestCategory2
Queu 2 [} []  TestCategory 2 [ Test2 e
[]  TestCategory
O O Test ¥
o) QD |

Figure: Assign or Unassign Custom Fields on queue

Perform the same steps to assign the custom fields to other queues.

If any custom field is assinged or unassigned to a campaign or queue, then the agents staffed to

that queue or campaign are not required to logout and relogin to see the impact.

11.2.3.3 Copy settings to other Queues

If all the custom fields assigned to one queue is same for the other queue, then you can copy all
the settings to other queue with one-click. It allows the administrator to copy all the settings to
one to another.

Perform the following steps.

1. Click [ icon present adjacent to the queue name. A new pop-up arises.
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Copy Custom Fields Settings x

Select the Queues to copy settings to
Quaues

Queue_ 2 = w

|:| Copy to all Queues

Figure: Copy settings

2. Select the queue in which you want to change the settings.

3. Enable the "Copy to all Queues" check-box if you want to copy the settings to all the

existing queues of the campaign.

4. Click "Copy" button to proceed with the coping action. A pop-up for the confirmation

comes up.

Confirm Override Configuration x

This will override all exisitng configurations in these
gueues, Are you sure you want to do this? This

cannot be undone.

Figure: Confirm the copy process
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5. Click "Done" on the arrived pop-up to confirm the copy process else click "Cancel" button

to undone the process.

The copy process will override all the settings to the new queue and the previous settings of that

queue cannot be retrieved in any manner.
11.2.3.4 Hiding Custom Field at Queue Level

The administrator is able to hide some of the custom fields at queue level which are not useful for

the organization.

INSERT INTO ic_configuration_parameter (contact_center_id,name,value) VALUES
('<Contact_center_Id>",'queueCustomFieldHideSetting’,'{" <Queue_ID_1>":["Field_Name"]," <Queu

e ID_2>":["<Field_Name>"],"<Queue_ID_3>":["<Field_Name>"]}");

Figure: Hiding Custom Field Parameters

In the above query, provide the queue id and the fields according to the need. You can hide more

custom fields at queue level at the same time. Provide all the custom fields according to the queues.
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11.2.4 Database Queries for Different Configurations in Interaction Campaign

There are several configurations through which the administrator is able to optimize the Ameyo

and increase it's usage according to the organizational need.

All of these queries will be executed for the product database. Execute the following command to

login to the database.

psgl -U postgres <database name>

The database name in the above command is the name of the database which is configured to run

the appserver. For example, ameyodb is the product database in our test case.

11.2.4.1 Open CRM on Agent Screen

Execute the following query to enable the CRM tab on Agent's screen.

INSERT INTO ic configuration parameter (contact center id,name,value)
VALUES ('<Contact center Id>','crmUrlParametersConfig','{"userId":"userlI
d","sessionId":"sessionId",
"customerId":"customerId","emailId":"emailId", "phonel":"phone", "campaig
nId":"campaignId", "crtObjectId":"crtObjectId",
"userCrtObjectId":"userCrtObjectId"}");

Figure: CRM Parameters on Agent Screen

Administrator can modify the values used in the above query according to the use of organization.

11.2.4.2 Increase Bucket Size of Ticket Extensions

Administrator can increase the size of the ticket extensions which can be provided to the user. It
allows the agent to increase the size of the tickets which can be handle at a particular time by the

agent.

Execute the following query.
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INSERT into 1ic configuration parameter (contact center id,name,value)
VALUES
('<Contact center Id>','allowedInteractionExtension', '<number of ticket

>') i

Figure: Increase Ticket Bucket Size

11.2.4.3 Disable Customer Edit Privilege

Administrator can now disable the rights to edit the customer's information by agent. The
customer's information can only be edited by the supervisor or the administrator only and agent

can not perform any editing operation on the customer's information.

Execute the following query.

INSERT INTO server preference store (context type,context id, key,value)
VALUES

('contactCenter', '<Contact center Id>', 'customerEditPrivilege', 'false')

’

Figure: Disable Customer Edit Privilege

If you want to enable the editing rights again then use the following query.

INSERT INTO server_preference_store (context_type,context_id,key,value) VALUES

(‘contactCenter','<Contact_center_ld>','customerEditPrivilege’,'true’);

11.2.4.4 Disable Customer Sentiments

Administrator can stop Ameyo to calculate the customer's sentiments on tickets. For more

information on Customer Sentiments click here...

Execute the following query.
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INSERT INTO server preference store (context type,context id, key,value)
VALUES
('contactCenter', '<Contact center Id>', 'disableCustomerSentiments', 'tru

e');

Figure: Disable Customer sentiments

By default the value of the values of the customer's sentiments are false. You have to make it true

in order to make it disable.

11.2.4.5 Enable CRM for Voice in Voice+IC Setup

Administrator can enable the CRM wizard in the Voice+IC setup where both the setups are in use

at the same time.

e Execute the following query to enable the CRM at System level, that is, for all the Processes
and Campaigns.
INSERT into
server preference store(context type,context id, key,value) VALUES
('contactCenter', '<Contact center Id>', 'isVoiceCrmInInteractionCa
mpaignEnabled', 'true');

o Execute the following query to enable the CRM at any specific Process level,that is, for all
the Campaigns assigned in the Process.
INSERT into

server preference store(context type,context id, key,value) VALUES

("process', '<Process_ Id>', 'isVoiceCrmInInteractionCampaignEnabled

','true');
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Figure: Enable CRM for Voice in Voice+IC Setup

11.2.4.6 INSERT the Chat channel Icon on Tickets

In Ameyo, the administrator can set the icons for the different chat channels, like for the chat ticket
coming from WhatsApp media, then the WhatsApp icon will start displaying in front of the
WhatsApp ticket, likewise for the ticket coming from facebook messenger, the facebook messenger
icon will start showing in front of tickets.
It helps the agent or supervisor to identify easily that which ticket has been created from which

media profile.

Execute the following query.

INSERT into ic configuration parameter (contact center id,name,value)
VALUES (<contact center id>, 'chatChannelConfigured', 'WEBCHAT, TWITTER DM,
MESSENGER') ;

You can use single type of chat channel icon at a time or multiple as well. In the above query, the

value column of the table contains the names of the of the chat channels. You can use TELEGRAM,

LINE, VIBER, WEBCHAT and ANDROID also.

Figure: Chat Channel Icons on Ticket

11.2.4.7 Fetcher Timer Job

Fetcher time is the time after which Ameyo tries to checks for any new tickets. The administrator

can set the fetcher time according to the use. By default, the time is 60 seconds.

Execute the following query.

INSERT into ic _configuration parameter (contact center id,name,value)
VALUES
('<contact center id>','fetchTimerStartIntervallInSeconds', '<Time in sec

onds>");
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Figure: Fetcher time job

11.2.4.8 Customer Toggling Feature

Ameyo provides the feature of toggling the customer’s email id from “From” bar of email to “TO"
bar of email. It means that whenever any customer sends the ticket, then the customer’s email id
would be labelled as the Sender’s email id, but after enabling the toggling customer feature, the
customer’s email id will automatically copied to the “Receiver's” email id whenever any agent
replies on the same ticket. It helps to save the time of the agent as the email id of customer

automatically marked as the receiver’s id and, the agent has not to write the customer’s email id.

Execute the following query

INSERT into ic configuration parameter (contact center id,name,value)
VALUES
('<contact center id>', 'makeCustomerFromTargetEmail', '<configured Email

_id>');

The "Configured_Email_id" is the email id which is configured for the email media profile.

Figure: Customer Toggling Feature

11.2.4.9 Reopen Closed Ticket

If the administrator do not want to reopen the tickets which are already closed, then a flag is
needed. If such case occurs, then execute the following query.
INSERT into server preference store (context type,context id, key,value)

VALUES ('contactCenter', '<contact center id>', 'shouldExcludeCloseInterac

tions', 'true');
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Figure: Disable to Reopen closed ticket

11.2.4.10 Disable the Auto-assignment of tickets

If you want to disable the auto-assignment of the tickets from any of the specific queues, then

execute the following query.

INSERT into ic configuration parameter (contact center id,name,value)

VALUES (1, 'excludedQueuesFromInteractionAutoAssignment', '<Queue ids>"');

Figure: Disable to Reopen closed ticket

If you want to disable the auto-assignment feature for multiple queues, then enter multiple queue

id's separated by comma.

11.2.4.11 Download Lazy Email Attachment

There were many cases when the email sent through customer has some attachments of larger
size. While fetching those emails, a lot of time consumed due to the attachment, and hence it cause
a significant delay to fetch that email, which results delay in fetching of another tickets also. Now
Ameyo introduced a feature through which the administrator can configure the system so that the
text of the email fetches first and the attachments will fetch later. It helps to reduce the time of
fetching another email tickets as well.
Before configuring the lazy download of attachments, there are some cases which needs to be in

taken care.

1. This feature will only work with “IMAP” and "EWS" protocol. If “POP" protocol is used, then

this feature will not work, because POP does not allow re-fetching of the emails, as all the

Copyright © AMEYO 2020 | Page 434



A meyo 4.81 GA Administrator Manual

email get deleted once they fetched from the server. Hence the user must be either in

“IMAP” or "EWS" protocol.

If Ameyo system is configured to delete the email once they fetched, then this feature will
not work, as it is needed to fetch the email again to download the attachments. In this case,

the administrator has to disable the auto-delete option of emails.

Perform the following steps configure this feature.

1.

Enable the Feature: Execute the following query to enable this feature.

INSERT into server preference store
(context type,context id, key,value)

VALUES ('mediaProfile', '<Media Profile Id>','attachmentLazyDownloa

da', '"true');

Figure: Enable Lazy Download of Tickets

Download according to Size of Attachment: You can also define the size of the
attachment, so that the attachments greater than the specified limit will download later
and the file less than the defined size will download first.

Execute the following query.

INSERT into server preference store
(context type,context id, key,value)
VALUES ('mediaProfile', '<Media Profile Id>', 'attachmentSizeConfigI

nBytes', '<Size in KB>'");

Figure: Configuring Lazy Download with size of the attachments

Copyright © AMEYO 2020 | Page 435



A ) 4.81 GA Administrator Manual

3. Parallel Download Configuration: You can also configure the total number of download
options which can run and download lazy attachments parallel with other tasks. Here you
have to define the total number of threads to download. There are two possible cases for

this.

e Execute the following query to configure the total number of downloading options

for large attachments.

INSERT into server preference store
(context type,context id, key,value)

VALUES ('mediaProfile', '<Media Profile Id>', 'largeAttachmentD
ownloadJobExecutorConfig', ' {"executerCapacity":2, "conveyorCa
pacity":4, "conveyorMinThreshold":2, "conveyorPollingTime" :30}

')

e Execute the following query to configure the total number of downloading options

for small attachments.

INSERT into server preference store
(context type,context id, key,value)
VALUES ('mediaProfile', '<Media Profile Id>"', 'smallAttachmentD

ownloadJobExecutorConfig', ' {"executerCapacity":2, "conveyorCa

pacity":4,"conveyorMinThreshold":2, "conveyorPollingTime" :30}

')

5. Figure: Configuring size of Lazy Download of Attachments

The Media_Profile_Id is the id of the media profile in which you want to allow the lazy

download option. Execute the following query to locate to the media profile id.

select * from media_profile;

11.2.4.12 Display order of Customer Information
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It is possible to define the order of the customer information, irrespective of the order of the
information present in the data table.

Execute the following query to define the order of the customer information.

Figure: Display order of Customer Information

You can define multiple customer information field which are defined in data table separated by

comma.

11.2.4.13 Enable SMS tab in Ameyo

If you are using SMS as media profile in Ameyo and want to enable the SMS tab on then execute

the following query.

INSERT into server preference store (context type,context id, key,value)

VALUES ('contactCenter', '<contact center id>', 'showSmsTab', 'true');

Figure: Enable SMS tab on Ameyo

11.2.4.14 Execution time for Automation Rules

The administrator can configure the time for all the Timer-Based rules. It means that the
administrator can change the default execution time for all the timer rules defined in Ameyo.
Execute the following query.

INSERT into server preference store (context type,context id, key,value)

VALUES ('contact center', '<contact center id>', 'automationRuleTimerPrope

rties', {"interval":"PER <time in minutes> MIN","MINUTE":"00"}");
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Figure: Change the default time of Timer Rules

11.2.4.15 Unassign the Reopened Ticket

Execute the following query to make the ticket state to unassign, when a ticket gets reopened.

INSERT into server preference store (context type,context id, key,value)
VALUES
('contactCenter', '<contact center id>', 'reAssignReopenedInteractions',’

false');

PR < 1.5 =1gnReopenedInteract ion QMRS EEIIE

Figure: Unassign the Reopened ticket

11.2.4.16 Collapsible Customer's Information on Ticket Page

Execute the following query to make the customer's information tab collapsible on the agent's
ticket screen.

INSERT into server preference store (context type,context id, key,value)
VALUES

('contactCenter', '<contact center id>', 'customerInfoInTicketPageCollaps

ed', 'false');

Figure: Enable collapsible Customer's Information on Ticket Page
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11.2.4.17 Collapsible Customer's Information on Customer's Tab

Execute the following query to make the customer's information tab collapsible on the agent's
customer's information screen.

INSERT into server preference store (context type,context id, key,value)
VALUES

('contactCenter', '<contact center id>', 'customerInfoInTicketPageCollaps

ed', 'false');

Figure: Enable collapsible Customer's Information on Customers Page

11.2.4.18 Disable Advance Filter Option

Execute the following query to disable the advance filter option from closed ticket dashboard of
agent's screen.

INSERT into ic configuration parameter (contact center id,name,value)
VALUES
('<contact center id>','is advance filters disabled on closed interacti

on_dashbaord', 'true') ;

Figure: Disable Advance Filter Option from Closed Ticket Page

11.2.4.19 Provide the default date selection of tickets

The administrator can configure the default time range for all the interaction campaigns assigned
agents. It means that if the administrator configured the date range, let's say for 2 months, then
the tickets from last 2 months from today will appear. However, agent can change the date range

to see other tickets.

There are three cases possible for which the date range can be set.
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1. For Closed Tickets: Execute the following query to set the date range for closed tickets

dashboard.
INSERT into ic_configuration parameter
(contact center id, name,value) VALUES

('<contact center id>', 'closed interaction dashboard default date
_filter range', '<number of months>");

2. ForTickets on Dashboard: Execute the following query to set the date range for the tickets
on dashboard screen.
INSERT into ic_configuration parameter
(contact center id, name,value) VALUES
('<contact center id>', 'interaction dashboard default date filter
_range', '<number of months>'");

3. For Customer's tab: Execute the following query to set the date range for the customer's
tab on dashboard.
INSERT into ic_configuration parameter

(contact center id, name,value) VALUES

('<contact center id>', 'customer interaction dashboard default da

te filter range', '<number of months>"');

Figure: Define date range for Tickets

11.2.4.20 Configuration of Auto-Expiry Duration of Tickets

By default, if not configured, then no auto-expiry time will be set for the tickets. You have to execute

the following command to configure the Auto-Expiry limit for the tickets.

insert into system configuration parameter
(name, type,value,default value) values
('autoExpiryInteractionIntervalInDays', 'Integer', '<No of days>', '<No of

_days>");
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Figure: Auto Expiry of Ticket Configuration

We recommend to provide the value of "No_of_days" greater than 90 days. This is because the
minimum value of the auto-expiry time is 90 days. If you are configuring the auto-expiry limit for
less than 90 days, then upon restart of Ameyo AppServer, the auto-expiry limit will be reset to 90

days automatically.

The auto-expiry time will start from the date of creation of the tickets. Only those tickets, which are
in "CLOSED" state, will be marked for expiry after reaching this limit and will not be visible in the

system.

If the Auto-Expiry Duration for an Open or Pending Ticket is exceeded, then that ticket will expire

only when any user closes that ticket.

If you want to the tickets should be visible and should not expire after the defined auto-expiry limit
from their creation dates (after being closed), then you have to use the above command to increase

the auto-expiry limit.
11.2.4.20.1  Configure the Timer Job for Auto-Expiry of Tickets

You can use the following query to run the job of auto-expiry of tickets.

INSERT into
system configuration parameter (name, type,value,default value)
VALUES ('autoExpiryTimerIntervalInHours', 'Integer', '<Number of Hours>','

<Number of Hours>'");

Replace <Number_of Hours> with the hours after which you want to run the job of auto-expiry

A closed tickets set for expiry will be expired only after running of this job.
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11.2.5 Different Configurations for Voice plus Interaction Campaign

There are several configurations through which the administrator is able to optimize the Ameyo

and increase it's usage according to the organizational need.

All of these queries will be executed for the product database. Execute the following command to

login to the database.

psgl -U postgres <database name>

The database name in the above command is the name of the database which is configured to run

the appserver. For example, ameyodb is the product database in our test case.

11.2.5.1 Disable Auto-Creation of Interaction Tickets

In Ameyo, all communication corresponding to the Voice or Chat are created as ticket. However,
the administrator can disable the auto-creation of tickets for voice or chat.

Following are the queries to disable the Auto-Creation of tickets.

o Disable Auto-Creation for Voice: Execute the following query to disable the Auto-

Creation of voice tickets.

update ic configuration parameter set value ='false' where name

ilike 'autoCreatelInteractionForVoice$%';

o Disable Auto-Creation for Chat: Execute the following query to disable the Auto-Creation

of chat tickets.

update ic configuration parameter set value ='false' where name

ilike 'autoCreatelInteractionForChat%';

Figure: Disable Auto-Creation of Voice Interaction

The administrator can disable the creation of tickets for both chat and voice. However, it is not

suggested to disable the auto-creation of tickets for Chat, as chats may contain some information

which would have been needed to resolve.
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11.2.5.2 Enable CRM for Voice in Voice+IC Setup

Administrator can enable the CRM wizard in the Voice+IC setup where both the setups are in use

at the same time.

e Execute the following query to enable the CRM at System level, that is, for all the Processes
and Campaigns.
INSERT INTO
server preference store(context type,context id, key,value) VALUES
('contactCenter', '<Contact center Id>', 'isVoiceCrmInInteractionCa
mpaignkEnabled', 'true');

e Execute the following query to enable the CRM at any specific Process level,that is, for all
the Campaigns assigned in the Process.
INSERT INTO

server preference store(context type,context id, key,value) VALUES

("process', '<Process Id>', 'isVoiceCrmInInteractionCampaignEnabled

', 'true');

Figure: Enable CRM for Voice in Voice+IC Setup

11.2.5.3 Configurable CRM

If administrator wants to enable the CRM button on the customer's details page, then execute the

following query.

INSERT INTO server preference store (context type,context id, key,value)
VALUES

('campaign', '<Interaction campaign id>'", 'showConfigurableCrm', 'true');
Following are the expected behavior of the CRM after the above configuration.

1. Create Ticket: On the "Create Ticket" page of the agent dashboard screen, the CRM button

will show.
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2. Open an existing Ticket: When any existing ticket is opened, the CRM button is shown on

the page "Ticket" page.

3. Open the Customer: Whenever any customer is opened in "Customer Tab" of dashboard,

then "Collapsible” CRM would come.

4. Calling Feature: Whenever the call is made through the voice and IC setup, then

“Collapsible” CRM will come.

11.2.5.4 Lite Ticket Creation

There is a need to make the configuration for the creation of lite tickets for Voice and Interaction
campaign setup. Following are the various scenarios through which you can configure the lite ticket

creation.

1. Execute the following query to create automatic interaction tickets for voice in closed state.

INSERT INTO ic_configuration parameter
(contact center id, name,value) VALUES
('<Contact center Id>', 'externalStateForLitelInteraction', 'Closed'

)7
2. Execute the following query to create lite tickets for voice.

INSERT INTO ic_configuration parameter
(contact center id, name,value) VALUES

('<Contact center Id>', 'createlLitelnteractionForVoice', 'true');

3. Execute the following query to create automatic lite tickets for interaction.

INSERT INTO ic_configuration parameter

(contact center id, name,value) VALUES

('<Contact center Id>', 'autoCreatelnteractionForVoice', 'true');

Figure: Lite ticket configurations

11.2.5.5 Disable Dialing of Alphabet Strings
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Execute the following query to disable the dialing of alphabet string through dialing screen of the
agent.

INSERT INTO server preference store (context type ,context id, key,value)
VALUES
('contactCenter', '<contact center id>', 'shouldAllowAlphabetsInPhone', 't

rue');

11.2.5.6 Resolve Customers using last 10 digits of Phone Number

There are multiple cases when the customers' phone numbers are received in different formats,
such as with country code, without country code, with zero (0), or without zero (0). Even if a
customer's number contains more than 10 digits and the first 2 or 3 digits represent the country
code, still the method to resolve the customer for WhatsApp Chat was considering only the first 10

digits. This was making the customer's phone number unresolvable.

In such a case, a backend configuration, named "phoneDigitsToBeConsideredFromEnd" can be
done, which allows the system to consider only the last 10 digits of the customer's phone number.
It means that the system will read the phone number starting from the end to the previous 10
digits.

For Example: Suppose the phone number of the customer IS "9876789812". Now, the customer's
phone number appears like "+919876789812", "09876789812", and "9876789812". Thus, the
system can assume this phone number as three-different phone numbers. But with this

configuration, only the last 10 digits will be calculated, which is the "9876789812".

Execute the following query:

INSERT INTO
system configuration parameter (name, type,value,default value) VALUES

('phoneDigitsToBeConsideredFromEnd', 'String',10','10");

Copyright © AMEYO 2020 | Page 445



Ameyo 4.81 GA

11.3 Interactive Voice Application Campaign Settings

In the left navigation bar of Process Tab, you can select an Interactive Application Campaign to

view its settings.

The changes made in settings of one Interactive Voice Application Campaign will be applicable to

that campaign itself. They will not be applicable on other similar (intearctive voice application) and

different (non-interactive voice application) campaigns.

= P1 > Inbound Campaign Settings Routing Users Call Context Default Working Queues  Holiday/Office Hours  Local IVR QA Parameters  Prompt

General Advanced Dial Profile Agent Table Definition

General (_Delete Campaign ) (_Refresh ) e

DIALER CONFIGURATIONS

Campaign Details
o Whstis Pesic Call Count?
Sask Call Count s the masimum il that can take piscs st the ssme
i in this campsin
Campaign 14 Campaign Name Campaign Type
- R  What is Max Callback Count?
E Inbound Campzign Interactive Voice Application s that can be done in i &

the same time. This should not exceed Peak Call Count.

* Whatis Disl on Timeout?
Campaign Settings ACW or After Call Work Timeout is the maximum time after which a
‘call will be 3uto disposed by the system 35 “wraptimeout”. You can

configur this separstely for connected and not connacted calls.

Peak Call Count* Max Callback Count* Disl On TimeOutiin secs) I

100 100 20 Caller ID is the number which will be displayed on your customer's
phone/mobile

Caller ID Time Zone Mapper Type SLA Threshold (in secs) o Whatis ACW Timeout?

NODID Lead based campaign timezone Mapper ~ 20 ACW or After Call Work Timeout s the maximum time afier which 3

‘call will be 3uto disposed by the system 35 “wraptimeout”. You can
configur this separstely for connected and not connacted calls.

Description

m e e

P — - Autodial not working? You might want to consider the following:

e A . 1. Does the lesd havs snsugh dsta?
3 Vaice Logs Enabled Auto Answer Enabled Inherit Settings From .
[ Configure for connected and not connected calls [ Play Pericdic Beep Z.1s the dial profile assigned?

4,15 the assigned 5IP/PRI/ZAP et active?

CRM Settings

Preview URL CRM URL Disposition URL

TPV Phone

Name Phone

Voice Mail Refresh | (V0%

Voice Mail Configurations Voicemail @

Finish Vaicemail Prompt Welcome Voicemail Prompt [] Notification Email IDs

Figure: Settings of Interactive Voice Application Campaign

At the right side of the campaign settings page, some of the commonly asked definitions of settings

are defined. You can refer to those definitions.

It contains the following tabs.
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e Settings
= General Settings
» Advanced Settings
= Dial Profile Settings

= Agent Table Definition

e Queues
¢ Routing
e Users

e Default Working

e Holiday/Office Hours
e Call Context

e Local IVR

e QA Parameters

e Prompt
11.3.1 Settings Tab

This tab contains "General Settings", "Advanced" Settings, and "Dial Profile" Settings.
11.3.1.1 General Settings

Here, the General Settings are divided into the following sections.
11.3.1.1.1Campaign Details

These are the same details, which you have provided while creating this campaign. You can only

change the campaign name here.
11.3.1.1.2Campaign Settings

Except for the following, it contains those settings, which you have configured while creating this

campaign.
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« Dial On Time out (In seconds): Select it to define the dial on time-out. With these

settings, the dialed calls will be disconnected after the provided seconds if not connected.

e SLA Threshold (In Sec): Here, you can specify the threshold in which the inbound calls

should be answered ideally.

e CRM Settings: These are the same settings, which you have provided while creating this
campaign. You can modify all of its fields here.

e Auto Answer Settings: Auto-Answer Feature is already available for WebRTC with or without
Ameyo SIP Agent Proxy. This feature did not require the implementation of "Accept-Reject” node
in the Nodeflow to show the prompt at Ameyo User Console before answering the call.

However, "Accept-Reject Node" was providing the Auto-Answer Configuration at the campaign-

level and this feature was missing in Auto-Answer Feature for WebRTC.
"Auto-Answer" section contains the following options and only one option will work at a time.

1. Inherit from Parent: Select this option to inherit the Auto-Answer Configuration in the
campaign from the System-level. If the Auto-Answer is disabled at the System-level, then
it will remain disabled at the Campaign-level. If the Auto-Answer is enabled at the System-

level, then it will remain enabled at the Campaign-level.

2. Auto Answer Enabled: It will enable "Auto-Answer" at the Campaign-level forcefully even

if it is disabled at the system-level. Refer to the following screenshot.

Inherit Settings From
Parent

Figure: Auto-Answer Enabled

e TPV Phone: As per the process requirement, there may be a few numbers to which transfer of
calls is very frequent. Third-party verification (TPV) number is used to transfer the call to the
verifier. Here, such frequently used TPV numbers are added so that the user can directly transfer
the case to these numbers.
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] TPVPhanel 118263

Figure: TPV Phone

Click "Add" to show a row to add TPV Phone number. Enter the name and phone number. You
can add multiple TPV Numbers. To delete a TPV phone number, click its checkbox to select it and
click "Delete".

¢ Voicemail Configuration: Perform the following steps to enable the voicemail feature on the
queue level. If this is not enabled, then voicemails will not be recorded.

Make sure to upload the Prompts through "Prompts" tab in the campaign to use them in Voicemail.

e Click "Voicemail" toggle switch to turn it on.

e Welcome Voicemail Prompt: Select the welcome voicemail prompt from the drop-down

field.

¢ Finish Voicemail Prompt: Select the finish voicemail prompt from the drop down field.

Voice Mail Refresh m

Vioice Mail Configurations

Voicemail @

Finish Voicemail Prompt Welcome Voicemail Prompt Notification Email IDs
VoiceMailFinish1 v VoiceMailStart1 hd

Figure: Voicemail Configuration

¢ Notifications Email IDs: Check "Notification Email IDs" to send the voicemail
notifications to the selected recipients. After enabling it, enter the email addresses (only

Gmail domain) of the recipient's Administrator separated by comma. For example:

email1@gmail.com, email2@gmail.com.

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

"Refresh" to discard the changes.
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Click here to know more about the Campaign Details and CRM Settings for this campaign.

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

"Refresh" to discard the changes.
11.3.1.2 Advanced Settings

Here, the Administrator can configure the Advanced Settings of an Interactive Voice Application

Campaign.

B AMEYO  SystemConfiguation  User  Process  Repors  Voicclogs  ControlPanel  Morew | Synthesizer a Administrat... v

= P1 > Inbound Campaign Settings Routing Users Call Context Default Working  Queues  Holiday/Office Hours  Local VR~ QA Parameters  Prompt

General Advanced Dial Prefile Agent Table Definition

FA

DIALER CONFIGURATIONS

Configuration
_ * etz No af et call?

This i the defsult number of records that will be visible in the Call

By default assign users to Agent Table n Calumn mappings
* What is Customer Provider Type?
DefaultTableDefinition DefaultAgentTableDefinition v DefaultinboundColumnMapping v A B T e T E B TD
darabase for the dialer to dial
Disposition Plan No. of Last Calls* .
File Format = What s Fetch Sizs?
DefaultlvADispositionPlan > 0 talaw > Number of Records that can be fesched 3t the same tme, from the

database

[] Restrict disposition from telephony panel
® What is Max Cache Size?
Minimum number of records maintained, at which more numbers
will be ferched for the dialler.

NodeFlow Configuration

Name Nodeflow Type File Name Actions
Auto Dial System defined (upload )
N DIY Troubleshooter
Barge System defined - (_upload )
— Autosial ot worng? You might want o consider e folouing
Callozck: System defined - (Upload ) 1. Doss the lead have enough data?
2Is the lead enabled?
Confer System defined ("upload ) 3 I the data dalable?
4. Is the dial profile assigned?
Dispose Systern defined ( Upload ) 5. Is the assigned media in profile, active?
Listen Voicelog System defined ("upload )
Wanusl Dis! System defined ("upload )
Pick Call Disl System defined ("upload )
Post Processing System defined (upload )
Pre Processing System defined (upload )
Put on Hold System defined (upload )
Record to Prompt System defined (upload )
Resume Talkc System defined (upload )
Snoop System defined (upload )
Transfer To Queue System defined - (upload )
Transfer To User System defined - (upload )
Transfer to Phone System defined - (upload )
Whisper System defined - (upload )

Figure: Advanced Settings

This tab can be divided into two sections - "Configuration" and "NodeFlow Configuration”.
11.3.1.2.1Configuration

It contains the following settings, which you have configured while creating the campaign.
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Disposition Plan

Column Mappings

No. of Last Calls

File Format

It also contains the following settings, which you can configure after creating the Interactive Voice

Application Campaign.

o Default Table Definition: Here, you can select the default Table Definition for this

campaign.

o By default assign users to Agent Table Definition: Here, you can select the default
Agent Table Definition for this campaign.

11.3.1.2.2Restrict Disposition from Telephony Panel

In the Contact Center Industry, the business prefers to dispose of the Calls from the CRM, especially
which is linked with Ameyo Application Server. The agents have two different ways to dispose of
the single call - one through Telephony Panel and another through CRM. If the agent was disposing
of the calls in both of the ways, then there will be two dispositions for a single call that can create

confusion and discrepancy.

To avoid this discrepancy, a configuration named "Restrict disposition from Telephony Panel" is

added in "Advanced" Tab of Voice Campaign Settings.

Brief about Settings

e Uncheck (Default): Uncheck this option to use the default or existing Call Disposition

process. It means the agent can dispose of the call from both Telephony Panel and CRM.

e Check: Check this option to disable the call disposition at Telephony Panel and allow the

agents to dispose of the call from CRM only.

By default, this option is unchecked due to which the agent will be able to dispose of the call from
the Telephony Panel. However, if the Administrator has enabled it, then the agent will not be able

to dispose of the call from the telephony panel.

We recommend that this option should be checked if the client is not using any CRM.

When Unchecked — Disabled (By Default)
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If the option “Restrict Disposition from Telephony Panel” is unchecked, then the default or previous
Call Disposition flow will work by default. The Agent can dispose of the call from Telephony Panel

or CRM. However, it will not solve the use case addressed in this story.

When Checked — Enabled

The Administrator can check this option to restrict the disposition of calls in the Telephony Panel.

The call cannot be disposed of from Telephony panel. The call has to be disposed of from the CRM
only. As soon as the call is ended, the telephony panel will not slide out to the left side from the
right bar. An error is displayed in the tooltip when the agent tries to dispose of the call from the

telephony panel.

ZEamevo  Home  CallDetalls KK_inbound ~

Knowledge B.. Customer. ' 2345678760 > ©
Unknown T

Customer Information Connected
%

Campaig KK_inbound -~
phonet
2345676760 Phone?

phones phones email fact

Refresh

CRM ~
" AMEYO B Basic Info € 2345678760 8 kk_exec
Personal Information
Quick Disposition
Set Disposition
Abrupt disconnection v Middle Name ] Salutation S
Set Callback DOB 3 Company o |

Figure: Disposition of Call is disabled in Telephony Panel
"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.
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ZEamevo  Home  CallDetails KK inbound v

Knowledge B.. Customer ACW Time 00:02 | %,

Customer Information -~

68465126126 phone2 phone3

phones

Cancel Refresh @

CRM A
0 Kk 2
'AMEYDJt | Basic Info € e8465126126 £ Ki_exec
tion
End Call Successfull % r

Figure: Disposed of the Call from CRM

Other Impacts if enabled

Dispose and Dial will also be performed through CRM. A REST APl is also provided to perform the

same.

Callback and call notes are understood in the normal disposition operation through the telephony
panel only. If the call disposition is disabled from the telephony panel, then API is provided to
handle the same while disposing of the call through CRM.

API Document: https://sites.google.com/a/ameyo.com/engineering/rest-apis-for-call-

disposition-and-disposeanddial

11.3.1.2.3 Nodeflow Configuration

“NodeFlow Configuration" lets you upload the nodeflow for the different functions listed herein

below.

e Transfer to User
¢ Manual Dial
e Transfer to Phone

e Confer
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e Dispose
e Barge
e Snoop

e PutonHold

e Resume Talk

e Transfer to Queue
o Callback

e Listen Voicelog

e Pick Call Dial

e Record to Prompt
e Post Processing

e  Whipser

e Pre Processing

e Auto Dial

11.3.1.3 Dial Profile Settings

Here, the Administrator can create the dial profiles for the campaigns using the Routing Plans. So,

it is necessary to create the Routing Plans first before configuring this tab.

Before creating a routing plan, you have to assign and manage the users, assign the call contexts,

and create the queues.
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General Advanced Dial Profile
Dial Profile Refresh Apply

Manual Dial Profile Settings

Manual Dial Profile Policy P . .
Ringing TimeOut{in secs)

Select 30

Set up TimeOut (in secs)

15

Confer Dial Profile Settings

Confer Dial Profile Palicy R . .
Ringing TimeOut{in secs)

Select 30

Set up TimeOut (in secs)

15

Figure: Dial Profile Settings

Perform the following steps to configure the Dial Profile Settings for Manual Dial and Confer Dial

(Conference Dial).

1. Manual Dial Profile Settings: It lets you configure the settings for Manual Dial Profile.

Perform the following steps.

A. "Manual Dial Profile Policy" lists the Outbound Routing Policies that you have

created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after which call gets
disconnected if the recipient does not answer the call. Provide a value in seconds

for the same. The default value is 30 seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of a call till
the connection gets established, after which call gets disconnected if the call is
not connected. Provide a value in seconds for the same. The default value is 15

seconds
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2. Confer Dial Profile Settings: It lets you configure the settings for Confer Dial (Dial

during Conference) Profile. Perform the following steps.

A. "Confer Dial Profile Policy" lists the Outbound Routing Policies that you have

created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after which call gets
disconnected if the recipient does not answer the call. Provide a value in seconds

for the same. The default value is 30 seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of a call till
the connection gets established, after which call gets disconnected if the call is
not connected. Provide a value in seconds for the same. The default value is 15

seconds

3. Click "Apply" to apply the dial profile for any section.

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

When you click apply, the values for Call Context for the selected Policy is populated in "Call

Context" column.

General | Advanced Dial Profile Agent Table Definition
Dial Profile (I Aoy

Manual Dial Profile Settings

1001 30

15
Confer Dial Profile Settings

mn 30

Figure: Configured Dial Profile Settings

11.3.1.4 Agent Table Definition
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This tab allows you to select the default Agent Table Definition for the campaign and assign the

users to the selected Agent Table Definition. Know more...
11.3.2 Users

Here, you can assign and unassign the users to this campaign. This tab has already been explained

in the Chat Campaign Settings. Know more...
11.3.3 Default Working

Here, you can select the users who will be logged in to this campaign, by default, and will not
receive the prompt to select the campaign. This tab has already been explained in the Chat

Campaign Settings. Know more...

11.3.4 Holiday/Office Hours

Here, you can define the holidays, office hours, and non-working hours for this campaign. This tab

has already been explained in "System Configuration”. Know more...
11.3.5 Call Context in a Campaign

Call context is basically the SIP channel that is visible and will be used by the agent to initiate the
calls. This Tab lets you assign and unassign the call contexts to this campaign, which you have

created in Call Manager. Refer to "Call Manager" to know the steps to create the call contexts.
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AMEYOQ
= New es

cs >

Manage Call Context

System Configuration

nboundCampai

User Process

Available(5) Assigned(0)
| vaip 100 100 100
No Data Available
m} softphonel 100 100 100
m} audiocodes 100 100 100
O cc_voicetest_DefaultVR 100 100 100
O 1001 10000 10000 10000

Reports Voicelogs Control Panel Mare v

C

Settings Routing Users Call Context Default Working Queues Holiday/Office Hours  Local VR QA Parameters  Prompt

Administrat... v

Figure: Call Context Settings

Perform the following steps to assign call contexts to this campaign.

1. Select the call contexts in "Available Call Contexts" section

2. Click

icon to proceed to assign the selected call contexts.

= MewProcess >

nboundCampa Settings Routing Users Call Context Default Working Queues  Holiday/Office Hours  Local IVR QA Parameters  Prompt

Manage Call Context

Rows selected: 1

Rows selected: 1

| Name Outbound Max. Inbound Max. Active Max. |

Name Outbound Max.

Inbound Max. Active Max.
O softphonel 100 100 100 O cc_voicetest_DefaultVR 100 100 100
O audiocodes 100 100 100 /] 1001 10000 10000 10000
/] voip 100 100 100
©

Figure: Assign or Unassign Call Contexts

3. Click "Apply" to assign the call contexts to this campaign.

Rather, you can click "Refresh” to not assign the Call Contexts.

Copyright © AMEYO 2020 | Page 458



Ameyo 4.81 GA

To unassign a call context, select it in "Assigned Call Contexts" section, click ™ jcon, and click

"Apply" to unassign the selected call context from the campaign.
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11.3.6 Queue Management in Voice Campaign

Queues Tab in the Voice Campaign Settings allows you to create and manage the queues.

Testing > Inbound Settings Routing Users Call Context Default Working Queues Holiday/Office Hours Local IVR QA Parameters Prompt

List Of Queues(0)

Queue ID No. Of Skills Queue Name No. Of Users Creation Date Actions

No Data Available

Figure: Queues Tab

11.3.6.1 Create Queue

Perform the following steps to create a queue.

1. Click "Add Queue" button on the top right corner to create a queue. It shows the

following page.

Add Queue Cancel

Queue Details

Queue Name Queue Priority Request Queue Type

Resource Scheduler Type

hd Queue FIFO v

Description

LRU ~

O e

SLA Configuration

Keep same as campaign (Configured Threshold for SLA: 20 Seconds)

Auto Assignment of Interactions

Auto assignment to users:

(o ]

Users in Queue

Available Users(0) Assigned Users(0)

| | User ID User Name User Role | User ID User Name User Role

No Data Available No Data Available

Figure: Create Queue
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2. Provide a name for the queue.
3. Select a value for the queue priority. This value will be used for "Priority" type queues.

4. Request Queue Type: It lets you define which customer customer will be served first if

more than one customers are waiting in the queue.

A. Queue FIFO: FIFO stands for First In First Out. If request queue type is FIFO and
two customers are waiting in queue for agent, the customer who is first to reach

in the queue would be connected first to the available agent.

B. Queue Priority: Nodeflow can be used to decide the priority of any customer.
Queue with "1" priority will be selected first. Similarly, Queue with "2" priority will
be selected at the second place.

Example:

Question: If customer1 (who reached earlier) is waiting in Queuel having priority
1 and customer2 (who reached late) is waiting in the Queue2 having priority 2,
and if only one agent is serving both queues, then what will happen? Let us go

through the following table.

Queue (Queue Priority|Customer|Agent

Queue1 1 Customer1jAgent1

Queue?2 2 Customer2|Agent1

C. Answer: In such a scenario, Agent1 will be connected first with "Customer1" as its

queue - Queuel - has higher priority.

5. Resource Scheduler Type (Licensable): It will let you decide which agent would be

connected to the customer when two agents are available to take the chat or call. Select

any of the following options.
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A. LRU: It stands for "Least Recently User". As per this algorithm, the communication
(chat or call) will be connected to the agent who has been used very least

recently.

B. Multiple Extension (Licensable): Select it if the agents have multiple extensions
and they are supposed to attend multiple communications (chat or call)
simultaneously. One agent can be connected to two customers in the same

queue.

C. Multimedia Based: Select it only if the agents have to take chat and Inbound

calls simultaneously.

D. Skill Based:Select it to connect the communication (chat or call) to that agent

who have more skill level than others.

6. Transferable: Select it to transfer the communication call or chat from this new queue to

another queue.

7. Provide a description for the queue.

. . . IR
8. Assign Users in Queue: Select the users in "Available Users" section and click L—-:1 icon.

To unassign a user, select the users in "Assigned Users" and click =& jcon.

The user assignment is atomic in nature, that is not transactional. If some users out of all
selected users could not be assigned because of any reason such as configuration, then
allowed wusers will be assigned except those are failed to be assigned.
In the case of license restriction, the users of which license is not obtained will not be

displayed in the section of available users.

9. Assign Skills in Queue: select the skills in "Available Skills" section and click L—1 jcon.

To unassign a skill, select the skills in "Assigned skills" and click ==
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Queuel

Cancel
Queue Details
Queue Name
Request Queue Type - Resource Scheduler Type "
Queuel Queue FIFO LRU
Description
Transferable
@®ves (ONo
SLA Configuration
Keep same as campaign (Configured Threshold for SLA- 20 Seconds)
Users in Queue
Available Users(1) Assigned Users(3)
| User ID Username User Role ] User ID Username User Role
] analyst analyst Analyst O a2 a2 Professional-Agent
s1 51 Supervisor
Skills in Queue
Available Skills(1) Assigned Skills(0)
O Good
Ne Data Available

Figure: Sample Details to create a Queue

10. Click "Apply" to create the queue.

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

You can create multiple queues using these steps.

= P1 > Inbound Campaign Settings Routing Users Call Context Default Working Queues  Holiday/Office Hours  Local IVR QA Parameters  Prompt

Add Queue

List Of Queues(1)

Queue ID Queue Name No. Of Skills No. Of Users. Creation Date Actions

O 1 qi 0 3 Wed Jul 08 15:33:43 GMT+05:20 2020 Edit

Figure: List of Queues

Copyright © AMEYO 2020 | Page 463



A ) 4.81 GA Administrator Manual

11.3.6.2 Edit Queue

Click "Edit" icon present in the list of the queues. The same page opens which opens at the time of

the queue creation. You can change all the information entered at the time of the queue creation.

CQueuel Cancel
Queue Details
Queue Name ) ~ ~
Request Queue Type . Resource Scheduler Type .
Queuel Queue FIFO LRU
Description
Transferable
'g" Yes Nao
SLA Configuration
Keep same as campaign (Configured Threshold for SLA: 20 Secands)
Users in Queue
Available Users(1) Assigned Users(3)
| User ID Username User Role | User ID Username User Role
O analyst analyst Analyst O a2 a2 Professional-Agent
<1 B Supervisar
Skills in Queue
Available Skills(1) Assigned Skills(0)
O  Good
No Data Available

Figure: Edit the Queue

11.3.6.3 Delete Queue

You can delete the queue. Select the queue, which you want to delete and then, click "Delete"

button present at the right top corner of the page. A confirmation pop-up comes up.

Confirmation

Are you sure you want to delete the queue?
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Figure: Delete Queue

Click "Delete" button to confirm the deletion of the queue, else click "Cancel".

Copyright © AMEYO 2020 | Page 465



A meyo 4.81 GA Administrator Manual

11.3.7 Local IVR in a Campaign (Licensable)

“Local IVR" is a full-fledged IVR (Interactive Voice Response) running locally. The term locally or
local refers to the telephony channel on which the IVR is running. Besides the channel there is no

difference in a normal IVR running on an incoming channel and a local IVR.
11.3.7.1 Examples

e If you take an example of a customer calling to book a travel ticket or a customer calling
to bank, then the customer is welcomed by the main IVR of a Nested IVR. When the
customer press any option on the main IVR, a new IVR (that is a branch of main IVR) is

presented.

o Sometimes the Agent confer a customer's call with IVR for taking some input directly from
the customer to the system. For example, the customer wants to change the PIN of a

Debit/Credit Card after connecting the call with the agent.
11.3.7.2 Business Use Case

Agent is connected with customer via inbound call, then agent confer with Local IVR for verification
or payment gateway. This is done in conference so that agent can guide the customer what to do

on the IVR. However the information entered by the customer is not visible to the agent anywhere.
11.3.7.3 Local IVR Tab in Voice Campaign Settings

"Local IVR" Tab in Interactive Voice Application Campaign Settings lets the Administrator create

the Local IVRs.

= NewProcess » InboundCampa Settings Routing Users Call Context Default Working Queues  Holiday/Office Hours  Local IVR QA Parameters  Prompt

Local IVR List(0) T

. voip v
Name Incoming Call Context

No Data Available
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Figure: Local IVR Tab

11.3.7.4 Add a Local IVR

Perform the following steps to add a Local IVR.

1. Click "Add" to add a Local IVR using the following pop-up.

Add Local IVR X

Mame
Select Call Context

I:‘ Override Source Phone I:‘ Owerride Destination Phone

Description

Cancel

Figure: Add a Local IVR

2. Provide a name for the new IVR.

3. "Call Context" drop-down menu lists all Call Contexts that you have assigned to this

campaign. Select anyone of them.

4. Select "Override Source Phone" option to override the source number (from which a call
is being received) of the incoming call with the provided number. After checking it,

provide a number in its relevant textbox.
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5. Select "Override Destination Phone" option to override the destination number (to which
a call is being dialled) of the outbound call with the provided number. After checking it,

provide a number in its relevant textbox.

6. Provide a description in "Description” text box.

Add Local IWR x
Mame
TestVR voip w
I:‘ Override Source Phone I:‘ Owerride Destination Phone

Description

Tesﬂ

Figure: Sample Details

7. Click "Apply" to create the local IVR using the selected call context.

Rather you can click "Cancel" to not create it

You can follow these steps to create multiple Local IVRs.

1] Name
one 6001 v
Name Incoming Call Context
] 6001 I:‘ Cverride Source Phone I:‘ Override Destination Phone
one
O c 2232 Source phone Destination phone
O J 6001 Description
0 H e voicetest DefauliVh 99999%999994999999999999999999
O I 6001
| Two 3232
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Figure: Local IVRs

11.3.7.5 Defining the Call Context at the System-level or Campaign-level

11.3.7.5.1Scenario 1: System-level Call Routing for IVR

You have to define the Call Routing at the System-level if any of the following conditions is true.
e System-level (or Contact Center level) Call Context has been selected to add the Local IVR.
e Source Phone is specified to add the Local IVR.

e Destination Phone is specified to add the Local IVR.

Refer to "System Call Routing" page to know about the steps to create a Call Routing Plan.
11.3.7.5.2Scenario 2: Campaign-level Call Routing for IVR

You have to define the Call Routing in "Call Routing" tab of Campaign Settings only if the above
conditions specified for System-level Routing are not true. The Call Context, which is used to add
the Local IVR, have to be used to create a Context Feature in "Call Routing" of Campaign Settings.

Refer to "Call Routing" page to know the steps to create a Call Routing in the Campaign Settings.

11.3.7.6 How Call Routing works with Local IVR?

Call Routing means that a call is being moved from an endpoint to another. The decisions in the
Call Routing can be made using many reasons sucha as Caller Identification, Dialed Number, Time
of Day, and Custom Defined Parameters established in an IVR (Interactive Voice Response) program

script.

In Ameyo, we use term profiles for different routing sequence. Currently, the following three types

of profiles are being used.
e Source-based
e Destination-based
e Call Context-based

11.3.7.7 Important Point

The Ameyo System supports more than one "conferwithlVR" profiles to serve different types of Call

Conferences as per the different business requirements.

11.3.7.8 Known Issues related to Local IVR in Ameyo
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e Local IVR is not supported for Outbound Campaigns.

e The Agent can only confer the call with Local IVR. The Agent cannot transfer the call to the

IVR.

11.3.7.9 Modifying an IVR

Perform the following steps to modify an existing Local IVR in the Campaign Settings.

1. In "Local IVR" tab, select a Local IVR to view its details in the right panel.

<]

o|ojo o o

@D retresn (@D

6001 ~

Incoming Call Context

a0t [[] override Source Phone [[] override Destination Phane

2222 Source phone Destination phone

6001 Deseription

Description here
cc_voicetest DefaultVR

6001

3232

Figure: Sample Details

2. You can change the following fields while modifying a local IVR.

Name

Call Context

Enable or disable the option to override the Source Phone
Already provided Source Phone Number

Enable or disable the option to override the Destination Phone
Already provided Destination Phone Number

Description

If the System-level Call Routing Plan is created based upon the Call Context, Source
Phone Number, or Destination Phone Number, then Call Routing will not work for
this IVR if you change any of these fields.

If the Campaign-level Call Routing Feature is created based upon the Call Context,

then the Call Routing will not work for this IVR if you change the Call Context.
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3. Validate the changes carefully as the Call Routing can be disabled for this Local IVR if any

change is made to Call Context, Source Phone, or Destination Phone.
4. Click "Apply" to apply the changes.

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

11.3.7.10 Delete an existing Local IVR

e The Deleted Local IVR will not be played at the assigned Call Context Feature, Source Phone

Number, or Destination Phone Number.

e The Deleted Local IVR cannot be restored using any method.

Sometimes an existing Local IVR becomes obsolete and it has to be replaced with an all new IVR.
If you are planning to delete an IVR, then you have to plan properly before going ahead as the

deleted IVR will not be played in the Call Flow.
Perform the following steps to delete a Local IVR.

1. In "Local IVR" tab, select a Local IVR to view its details in the right panel.

D e €D

6001 v

Incoming Call Context

[[] override Source Phone [[] ©verride Destination Phone
one 6001

c 2232 Source phone Destination phane

J 6001 Description

Description here
H cc_voicetest DefaultVR

| 6001

O ojojo o .

Two 32322

Figure: Sample Details

2. Click "Delete" button in the top right section. It shows the following warning message.

Confirmation x

Are you sure you want to delete Local IVR testivr 7

w @

Figure: Warning before deleting an IVR
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3. Click "Yes" to delete the local IVR.
Rather, you can click "No" to not delete the Local IVR.
11.3.7.11 More Information
Refer to the following document to know more about the Local IVR.

Configuration Document:

https://sites.google.com/a/ameyo.com/engineering/Home/certificationknowledgebase/local-ivr-

testing-in-4-x
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11.3.8 QA Parameters

in a Campaign

This Tab lets you assign and unassign the QA Parameters to this campaign, which you have created

at the System Level. Refer to "QA Parameters" in System Configuration to know the steps to create

the QA Parameters.

= AManav > Inbound voice Settings Routing Users Call Context Default Working Queues Holiday/Office Hours  Local VR QA Parameters  Prompt
Available(4) Assigned(0)
| Parameter Name Type Mandatory | Parameter Name Type Mandatory
O Comment Comment Yes
Mo Data Available
O Multiple Multiple es
O Boolean Boolean Yes
O TRange Range es

Figure: QA Parameters

Perform the following steps to assign QA Parameters to this campaign.

1. Select the QA Parameters in "Available" section

2. Click icon to proceed to assign the selected QA Parameters.
Refresh
Available(l) Assigned(3)
O 1Range Range Yes Comment Comment Yes

O
O Multiple Multiple Yes
O Yes

Boolean Boolean

Figure: Assign or Unassign QA Parameters

3. Click "Apply" to assign the QA Parameters to this campaign.

Rather, you can click "Refresh" to not assign the selected parameters.
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To unassign a QA Parameter, select it in "Assigned" section, click ™% jcon, and click "Apply" to

unassign the selected QA Parameter from the campaign.
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11.3.9 Prompts in a Campaign

This Tab allows you to create the Voice Message Prompts for the campaign. The prompts can be

created using the existing voice recordings saved in .wav or .mp3 formats.

= Testing * Inbound Settings Routing Users Call Context Default Working Queues  Holiday/Office Hours  Local VR QA Parameters  Prompt
Prompt Management(0}
| D Name File Name Relative Path Owner Active Action

No Data Available

Figure: Prompt Management

11.3.9.1 Add a Prompt

Perform the following steps to create a Prompt.

1. Click "Add Prompt" button in the top right corner. It shows the following pop-up.

Add Prompt
Name File Name
Select Owne
Relative Path
none hd

Choose file | Mo file chosen
|:| Is Active

Figure: Add a Prompt

Copyright © AMEYO 2020 | Page 475



Ameyo 4.81 GA Administrator Manual

2. Provide a name for the prompt.
3. Provide a name for the sound file, that you are going to upload.

4. Provide a name for a folder, in which the sound file will be stored. This folder will be

created on server and if it exists already, the file will be saved into it.
5. Click "Choose File" to select the sound file on your disk.

6. Check "Is Active" to make this new prompt as Voice Prompt. Else uncheck it to disable it.

Following is a screenshot containing sample details.

Add Prompt

Name File Mame

Testl welcomel.wav

Relative Path Select Owner

VT none hd

Choose file | welcomel . wav
|:| |z Active

Figure: Adding Prompt with Sample Details

7. Click "Save" to create the Prompt message.

Rather, you can click "Cancel” to not create a prompt.

You can create multiple prompts using these methods.
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= NewProcess > InbeundCampai Settings Routing Users Call Context Default Working Queues  Holiday/Office Hours  Local IR QA Parameters  Prompt

Add Prompt

Prompt Management(2)

| D Name File Name Relative Path Owner Active Action
2 Busy busy.wayv ivr Mo Edit

1 Test welcomewav ivr No Edit

Figure: Added Prompts

11.3.9.2 Compeatibility List

The administrator can upload the prompts in MP3 and Wav format. The following are the

supported compatibility list that the administrator can use.

. MP3:
= cbr mp3
=  vbrmp3

= 144kbps mp3

= 256kbps mp3

= PCM with any sampling rate (Hz) or bitrate (bits per sample * sampling rate)
= Size: Up to 25 MB only

The call server will play only .wav files with 16-bit sample size, 8000 Hz, and mono-channel. Hence,
as soon as you upload the prompt file, it gets converted to a call server compatible format. While
adding a prompt, "File Name" field is used to store the prompt with the specified name on the call
servers. Hence specify the name with extension .wav. Suppose the Administrator has provided the
prompt name as "test", then the system will suffix “.wav" to that prompt name in "File Name" field
automatically. If you specify any other extension, then an error message is displayed. This behavior
keeps the user experience backward compatible, and the existing users shall not need to learn the

usage again.
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11.3.9.3 Edit Prompt

Click "Edit" link under "Action" column header for any prompt to edit it. It shows the following pop-

up.
Edit Prompt
MName File Mame
Busy busy.wav
Relative Path Select Owner
VT nong W
Choose file | Mo file chosen
|= Active
> 0:00/0:01 o) +
) €9

Figure: Edit a Prompt

You cannot make any change here. The prompt name, file name, or path (where it is stored) cannot

be changed. You can either play the uploaded file or click menu icon to download it.

You can select a prompt and click "Delete" button on top right corner to delete. However, the

deleted prompts cannot be restored.
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11.3.10 Routing in a Voice Campaign

Here, you can create and manage the routing for both Inbound and Outbound Calls in Interactive

Voice Application Campaign, Outbound Campaign, and Parallel Predictive Campaign.

= Testing > Testinbound Sewings Routing Users Call Context DefaultWorking Queuss  Holiday/Office Hours  Local VR QA Parameters  Prompe
Inbound: Feature Context Default ACD Feature Context - m
context id Context Flow Name Node Flow Name Transferable  Assignment
Outbound: Feature Context <o
Palicy Id Policy Type Name Last Updated Assignment

Figure: Routing

11.3.10.1 Routing for Inbound

11.3.10.1.1  Add a Nodeflow for Routing

Perform the following steps to create a nodeflow.

1. Click "Add" button to create a nodeflow. It shows a new row in the white area just below

the column header.

Inbound: Feature Context Default ACD Feature Context ™ Refresh m Apply

context id Context Flow Name Node Flow Name Transferable  Assignment

Browse Fetch D Assignment

Figure: Add Context Flow

2. Provide a name for the context flow.

3. In "Node Flow Name" column, you have to upload either a .nodeflow or .anfx flow.
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Service Engineer will provide you the required nodeflow files.

Click "Browse" to open a nodeflow file. Select the location where the file stored. Select

the required file and click "Open".

4. Check "Transferable" if you want to transfer the call from this nodeflow to another

nodeflow.

5. Click "Apply" to add the nodeflow.
11.3.10.1.2  Assign Nodeflow to a Queue

Perform the following steps to assign a nodeflow to a queue in the campaign.

1. Check the box to select a queue.

2. Click "Assignment" to assign this nodeflow to a queue. It shows the following pop-up.

MNode Mapping
Edit Prompt x
Available ACD Node(1) Assigned ACD Node(0)
| acd
No Data Available
>
<
Cancel m
Figure: Assign Nodeflow to a Queue
3. Select "ACD" node in "Available ACD Node" section, and click icon.

4. Select the nodeflow in "Assigned ACD Node" section.

5. In "Queue" drop-down menu, select the queue to which you want to assign this

ndoeflow.
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MNode Mapping
Edit Prompt x
Available ACD Mode(0) Assigned ACD Node(1)
v ACD Node v ACD Neode Queue
‘I v
Mo Data Available u ACDNode Queve
>
<
oy ..

Figure: Assign Queue in ACDNode

6. Click "Save" to assign the nodeflow to the selected queue. It takes you back to "Routing"

Tab.

You can perform the same steps to create the nodeflow and to assign it to a queue.

Inbound: Feature Context Default ACD Feature Context ™ Delete Refresh m Apply

context id Context Flow Name Node Flow Name Transferable  Assignment

I:‘ 1 Test1 singleACD_J5_withWelcome.nodefle Browse Fetch Assignment

Figure: Added Nodeflows

You can fetch a nodeflow and download it as a file on the disk, assign or unassign it to a queue,

and delete the nodeflow.

11.3.10.2 Delete Routing Policy

Select the Routing Policy for which you want to delete permanently. Click "Delete" button. A

confirmation pop-up comes up.

Confirmation X

Are you sure you want to delete Test 7

Figure: Delete Routing Policies

Copyright © AMEYO 2020 | Page 481




A meyo 4.81 GA Administrator Manual

Click "Yes" if you want to delete the routing policy, else click "No".
11.3.10.3 Routing for Outbound

In "Outbound: Feature Context" section, perform the following steps.

1. Click "Add" to add a routing policy for the Outbound feature context.

2. It creates a new row in the blank area.

Outbound: Feature Context Refresh @

Policy Id Policy Type Name Last Updated Assignment

O 0 Basic Single Call Cantext Type - Assign

Phone Based Call Context Type
Multiple Type Round Robin Call Contex..

Basic Mulgiple Call Context Type

Figure: Adding an Outbound Routing Policy

3. Select any of the following Policy Types.

o Basic Single Call Context Type: It is the policy type in which outbound calls will

be dialed out from the single call context.

¢ Phone Based Call Context Type: It is the policy type in which administrator can
define the pattern on basis of which numbers will be dialed out from multiple call

context. It will only reflect after procuring appropriate licenses.

¢ Basic Multiple Call Context Type (Licensable): It is the policy type in which
outbound calls will be dialed out from multiple call context. It will only reflect

after procuring appropriate licenses.

e Multiple Type Round Robin Call Context Type: It is the policy in which if a call
tried by a call context fails to get connected, then it will be tried by the different
call contexts that are selected for calling as per Round-Robin algorithm. As per

Round-Robin Algorithm, each call context is used to call for a fixed amount of
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time and if the call does not get connected in that duration, another call context
is used. The left over call context is reused when all other call contexts in the loop

are used and the call is still not connected.

Make sure to not provide a name for the Routing for any "Outbound: Feature Context". The

name will be assigned automatically after selecting the call contexts.

The Outbound Routing with manual names will not work.

4. Click "Assign" link under "Assignment” header to select a call context that you have
assigned in this campaign in "Call Context" Tab. Following pop-up is displayed for "Basic

Single Call Context Type" on the page.

Select Context X

Call Context

Select

Figure: Select Call Context for Basic Policy

For "Phone Based Call Type", "Basic Multiple Call Context Type", and "Multiple Type
Round Robin Call Context Type", the following pop-up appears to select the multiple call

contexts.

Copyright © AMEYO 2020 | Page 483



Ameyo 4.81 GA Administrator Manual

Context Assignment

Un
Q

0-0 of 0

Available Assigned
|:| Name Outbound Max. I:‘ Name Outbound Max. Ink
D softphonel 100
D audiocodes 100
] voip 100
D 1112 10000
D 1113 10000

Figure: Select Call Contexts for Multiple Type Policy

Perform the following steps to assign call contexts to this new policy.

A. Select the call contexts in "Available" section

B. Click icon to proceed to assign the selected call contexts.
Context Assignment
Available R Assigned R
— Name Qutbound Max. —_ Name Qutbound Max. Ir
D softphonel 100 v 1112 10000 100
D audiocodes 100 I :l I |:| 1113 10000 100
v vaip 100
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Figure: Assign or Unassign Call Contexts

C. Click "Save" to assign the call contexts to this campaign.

Rather, you can click "Cancel” to not assign the Call Contexts.

To unassign a call context, click the link under "Assign" header for a new or existing

Outbound Routing Policy, select a call context in "Assigned Call Contexts" section, click

d icon, and click "Save" to unassign the selected call context from the campaign.

4. Click "Save" to proceed to add the selected context to the routing policy.

5. Click "Apply" to create the Routing Plan for Outbound.

You can create multiple routing policies for the Outbound Feature in the Interactive Voice

Application (Inbound) Campaign.

Outbound: Feature Cantext Delete Refresh Add
Policy Id Policy Type Name Last Updated Assignment
3 Basic Single Call Context Type 1113_basicsingle.call.context.type 10/10/2018, 16:55:13 1113
15 Multiple Type Round Robin Call Cont 1112_basicmultiple.call.context.type  13/10/2018, 13:25:44 1112, softphonel

Figure: Added Outbound Routing Policies

You can only change the selected Call Contexts while modifying an Outbound Routing Policy. In

addition to that, you can also delete a routing policy.

11.3.10.4 Delete Routing Policy

Select the Routing Policy for which you want to delete permanently. Click "Delete" button. A

confirmation pop-up comes up.

Confirmation x

Are you sure you want to delete Test 7

Figure: Delete Routing Policies
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Click "Yes" if you want to delete the routing policy, else click "No".
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11.3.10.5 Types of Routing in a Voice Campaign
The following are the routing types in a Voice Campaign.

1. Skill-based Routing

2. Queue-based Routing

3. Priority-based Routing
11.3.10.5.1  Skill-based Call Routing in a Voice Campaign

A skill-based routing in a voice campaign is based upon the skills of the agent assigned in that
queue. It means that the calls will be first offered to the agents who have more skills as compared

to others.
11.3.10.5.1.1 Business Use Case 1

Suppose a scenario in which there are two types of agents: some agents are experts in the Spanish
language, whereas others are experts in the English language. Based upon their skill levels (ranges
from 1-10), the administrator has provided the skill level to both types of agents. Now, a customer
initiated a voice call and selected English as its preferred language for the conversation. The call
for that customer will be handed over to the agent who has a higher skill level in the English
language. The agents with a low skill level in English will get the call only if the agents of higher

skill levels are busy.

Similarly, if a customer initiated a voice call with preferred language Spanish, then the agent with

high Spanish skill will get the call first.
11.3.10.5.1.2 Business Use Case 2

There can be one more case in addition to the above scenario. Suppose one agent is assigned with
both skills; that is, English and Spanish, but the skill level of Spanish is higher than English. In that
case, the agent will get the Spanish calls first until either all Spanish calls have been answered (that

is, there is no pending Spanish call left), or the SLA for the English calls does not breach.

11.3.10.5.2  Queue-based Routing for Voice Calls
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A Queue-based routing in a voice campaign is based upon the priority given to the queues. It
means whenever a call arrives; the system offers it to that queue, which has more priority over

others.
11.3.10.5.2.1 Business Use Case

Suppose a scenario in which there are two queues: the first queue contains agents with more
knowledge or experience, and the second queue has agents with less knowledge or experience. In
this case, the priority for the first queue is more than the priority of the second queue. It means
that whenever a call arrives in the system, the system tries to connect it with the agents assigned
in the first queue. Only if the agents of the first queue are busy or not available, then the calls will

be given to the agents available in the second queue.
11.3.10.5.3  Priority-based Routing for Voice Calls

A Priority-based routing in a voice call campaign is based upon the priority given to the calls
initiated by the customers. It means that the calls which are more important for the business gets

priority and answered first than to the calls with less priority.
11.3.10.5.3.1 Simple Business Use case

Suppose a use case where the organization gets two types of calls: the first type of calls are sales
driven that originates revenue to the company, and the second type of calls are of support. The
priority for the sales calls is more than the priority of the support calls. Suppose a customer initiated
a voice call of sales type, and at the same time, another call for support is also initiated by another
customer. In this case, the sales call will be given priority over the support call. It means that the

agent gets the sales call first, and after that, the support call will be offered to the agent.
11.3.10.5.3.2 Complex-level Business Use Case

Suppose a scenario where the business has two languages to serve the customers; for example,
English and Hindi languages. All agents are either knowing both languages already or supposed
to deal in both languages. In this case, there are three different business calls, which are sales,
renewal, and care calls. The priority of these calls is that Sales calls have Priority 1, renewal has

Priority 2, and care has Priority 3. For this scenario, the following solution can be possible.

Solution: Assign the skill levels of English and Hindi to all agents. Create queues for all the business

calls as per the languages.
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e sales_for_english

e sales_for_hindi

e renewal_for_english
¢ renewal_for_hindi

o care_for_english

e care_for_hindi

Assign the priority of the business calls in the selected nodeflow; that is, sales calls have Priority 1,

renewal calls have Priority 2, and care calls have Priority 3.

Either all agents can be assigned in all of these queues, or the agents can be distributed in these
queues as per requirement. Now, when a customer calls, then based upon the business type, the
call will be distributed between the different queues and agents. The call with a high priority will

be given more preference over the calls with less priority.

As per this solution, the calls with less priority have to wait for more than expected, and chances
of call drop can be raised. To prevent this problem, we have to concentrate more on low priority
calls also. Now, assign the SLA to all three types of calls, so that less priority call will be answered
before its SLA is going to breach. For this, create a new queue named "OverFlow_Queue". Now,
whenever a call of the low priority level is going to breach the SLA, it will be sent to the newly

created "OverFlow_Queue", and thus all calls will be answered in this way.
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11.3.10.5.4  Skill-based Call Routing in a Voice Campaign

Skill-based routing (SBR) is a component of Automatic Call Distributor (ACD) systems that filters

and directs incoming inquiries to call center agents with the most applicable skill sets.
Perform the following steps to route your call according to skills defined.

1. Add the skill category, skill levels, and assign skills to the agents. Know more...

BEAMEYD  System Configuation  User  Process  Reports  Voicelogs  ControlPanel  Morew | S Administrat.. v

Process Media Profile ~ Settings Canned Messages  Blended Campaign  Call Routing  Dispositions  Skills  Exclusion  Voice Mail ~ Holiday/Office timings ~ Spam Filter Table  Rule Engine

Ticket State QA Parameters

Skills Management [ Apply

Skill Name Last Updated Users Assigned Skill Level Skill In Queues Assign Users
O English - 2 Beginner, Expert, Inter.. Manage Users
| Hindi - 3 Intermediate, Expert, B... HindiQueue Manage Users
M Marath - o Expert, Intermediate, B... MarathiQueue Manage Users

Figure: Added Skills

2. In "Process" Tab, select "Inbound Campaign" and go to "Queues" Tab. Create the queues

as per the defined skills. Know more...

BB AMEYO  SystemConfiguration  User  Process  Reports  Voicelogs  ControlPanel  More v | Synthesizer Administrat... v

= Test ¥ Inbound Settings Routing Users Call Context Default Working Queues  Holiday/Office Hours  Local IVR QA Parameters Prompt
List Of Queues Search Q
D Queue ID Queue Name No. Of Skills No. Of Users Creation Date Actions.

D [ HindiQueue 1 2 Tue Jul 09 18:32:55 GMT+05:30 2019 Edit

D 1 EnglishQueuve 1 2 Wed Jul 03 17:17:42 GMT+03:20 2019 Edit

|:| 7 MarathiQueue 1 2 Tue Jul 09 18:34:14 GMT+05:30 2019 Edit

Figure: Assign Queues

3. Now, assign the skills in the queue. Know more...
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Queuel Cancel
Queue Details
Qe Name Request Queue Type Resource Scheduler Type
~ ~
Queuel Queue FIFO LRU
Description
O Ne
SLA Configuration
Keep same as campaign (Configured Threshold for SLA: 20 Seconds)
Users in Queus
Available Users(1) Assigned Users(3)
| User ID Username User Role | User ID Username User Role
] analyst analyst Analyst O a2 a2 Professional-Agent
<1 sl Supervisor
Skills in Queus
Available Skills(1) Assigned Skills(0)
O Good
Ne Data Available

Figure: Assign Skills to Queue

4. Create the routing for the skills which you have created. Assign the ACD Node and the

queues corresponding to the skills. Know more...

! AMEYO System Configuration User Process Reporis Voicelogs Control Panel More ~ Synthesizer

= Test 2 Inbound Settings Routing Users Call Context Default Working Queues Holiday/Office Hours  Lasal WR

QA Parameters  Prompt

Inbound: Feature Default ACD Feature Co... ™ m
Context

context id Context Flow Name Node Flow Name Transferable  Assignment
1 MNode Calling.nodeflow Browse Fetch Assignment
I:‘ 2 SikillNode testlVR.nodeflow Browse Fetch Hindi

Figure: Assign Routing
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Do not delete the old routing nodeflows created earlier rather add the new nodeflows.

5. Again switch the tab to the skills in System configuration menu and click "Skill in Queues”

column.

6. Assign the queue to the corresponding skill levels.

Assigned Cueue

Queue Mame Campaign

EnglishQueue Inbound

Figure: Assign the Queue

7. Now, go to the inbound campaign and switch the tab to the "Prompt". Here, you have to
add the prompt from which the customer has to select the skill level, so that the calls gets

to route according to the defined skills. Know more...
Example:

In this test case, we are using three skills for routing, that is, English, Hindi, and Marathi. In
the Voice Prompt, the English queue is assigned to number 1, Hindi queue is assigned to

number 2, and Marathi queue is assigned to number 3.

Now, if the customer presses 1, then the call will be routed to the English queue, if customer
presses 2 then the call will be routed to Hindi queue, and if the customer presses number

3 then the call will be routed to Marathi queue.

The agents with the higher skills will receive the call first and then the agents with lower skills get

the calls only if the higher skilled agents are not free to take the call.
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11.4 Outbound Voice Campaign Settings

In the left navigation bar of Process Tab, you can select an Outbound Voice Campaign to view its

settings.

The changes made in settings of one Outbound Voice Campaign will be applicable to that
campaign itself. They will not be applicable on other similar (outbound) and different (non-

outbound) campaigns.

onfiguration

= P1 > Outbound Campaign Settings Routing Users Call Context Default Working Queues Customers Local VR QA Parameters  Prompt

General Advanced Dial Profile Agent Table Definition

General (_Delete Campaign ) (__Refresh ) e

DIALER CONFIGURATIONS

Campaign Details )
® What is Peak Call Coumt?

Peak Call Count is the maximum calls that can take place at the same
time in this campaign.
Campaign Id Campaign Name Campaign Type
® What is Max Callback Coumt?
4 Cutbound Campaign Outbound Vaice Campaign This s the max st can be done inhi &

the same time. This should not excesd Peak Call Count.

« Whatis Dial on Timsout?
Campaign Settings ACW or After Call Work Timeout is the maximum tme afier which a
<all will be aute dispessd by the sysiem as “wrapimeaut’. You can

‘configure this separately for connecied and not connecred calls.

sk Call Courst Max Callback Counst Dial On TimeOut(in secs) e

100 100 30 Caller D s the number which will be displayed on your customer's
phone/matile

e Time Zone Mapper Type

NODID Lead based campaign timezone Mapper v

Description

DIY Troubleshooter
ACW Settings Voice Logs Settings Auto Answer
Autoial not working? You might wantto consider the following:

ACW Timeout (in secs)* 1. Does the lead have enough data?
30 Voice Logs Enabled Auto Answer Enabled Inherit Settings From 2 Is the lead enabled?
Parent 3 Is the dial profile assigned?

15 the assigned SIP/PRZAP etc actve?
[ Configure for connected and not connected calls [ Play perisdic Beep

CRM Settings

Preview URL CRM URL Disposition URL

TPV Phone

Name Phane

Figure: Settings of Outbound Voice Application Campaign

At the right side of the campaign settings page, some of the commonly asked definitions of settings

are defined. You can refer to those definitions.

It contains the following tabs.

e Settings
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= General Settings
» Advanced Settings

= Dial Profile Settings

¢ Queues
e Routing
e Users

o Default Working

e Holiday/Office Hours
e Call Context

e Customers

e Local IVR

¢ QA Parameters

e Prompt

11.4.1 Settings Tab

This tab contains "General Settings", "Advanced" Settings, and "Dial Profile" Settings.
11.4.1.1 General Settings

Here, the General Settings are divided into the following sections.

e Campaign Details: These are the same details, which you have provided while creating

this campaign. You can only change the campaign name here.

o Campaign Settings: It contains the same settings, which you have configured while

creating this campaign.
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e CRM Settings: These are the same settings, which you have provided while creating this

campaign. You can modify all of its fields here.

e Auto Answer Settings: Auto-Answer Feature is already available for WebRTC with or

without Ameyo SIP Agent Proxy. This feature did not require the implementation of
"Accept-Reject” node in the Nodeflow to show the prompt at Ameyo User Console

before answering the call.

However, "Accept-Reject Node" was providing the Auto-Answer Configuration at the

campaign-level and this feature was missing in Auto-Answer Feature for WebRTC.

"Auto-Answer" section contains the following options and only one option will work at a

time.

1. Inherit from Parent: Select this option to inherit the Auto-Answer Configuration
in the campaign from the System-level. If the Auto-Answer is disabled at the
System-level, then it will remain disabled at the Campaign-level. If the Auto-Answer

is enabled at the System-level, then it will remain enabled at the Campaign-level.

2. Auto Answer Enabled: It will enable "Auto-Answer" at the Campaign-level

forcefully even if it is disabled at the system-level. Refer to the following screenshot.

Inherit Settings From

Parent

Figure: Auto-Answer Enabled

o (Licensable)TPV Phone: As per the process requirement, there may be a few numbers to

which transfer of calls is very frequent. Third-party verification (TPV) number is used to
transfer the call to verifier. Here, such frequently used TPV numbers are added so that the

user can directly transfer the case to these numbers.
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] TPVPhane! 118263

Figure: TPV Phone

Click "Add" to show a row to add TPV Phone number. Enter the name and phone
number. You can add multiple TPV Numbers. To delete a TPV phone number, click its

checkbox to select it and click "Delete".

Click here to know more about the Campaign Details and CRM Settings for this campaign.

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

“Refresh" to discard the changes.
11.4.1.2 Advanced Settings

Here, the Administrator can configure the Advanced Settings of an Outbound Voice Campaign.
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AMEYO icelog Control Panel More v - Administrat... v

Settings Routing Users Call Context Default Working Queues Customers Local IVR QA Parameters  Prompt

General Advanced Dial Profile Agent Table Definition
FA

DIALER CONFIGURATIONS

Configuration
_ o Whatis No ofLast Call?

fault number of records that will be visibls in the Call

By default assign users to Agent Ta n Column mappings
* What is Customer Provider Type?

DefaultTableDefinition DefaultAgentTableDefinition v DefaultOutboundColumnMapping v

Customer Brovider is the moduls that fatchss customers from the

databass for the dialer to dial

Disposition Plan No. of Last Calls* o

¢ . wn
DefaultOVCDispositionPlan v o talaw v Numbsr of Records that can be fetched at the same time, from the
ascanase
Min Cache Size Fetch Siz
Customer Provider Typ i B o st s ik Cache Size?
Default campaign based customer provider v 1000 500 M namser of recards mantEnes, 3t wnien mare namsers

will be fetched for the dialler.

[] Restrict disposition from telephony panel

Fetch Order Policy

DIY Troubleshooter

Autodial net working? Yeu might want to consider the following:

Add
NodeFlow Configuration 1. Doss the lead have enough data?
2 ad ensbied?

t3 dlialable?

21 profile assigned?
5 15 the assigned media in profile, active?

Name Nodeflow Type File Name Actions
Auto Dial System defined - (upload )
Barge System defined - (upload )
Callback System defined - (upload )
Confer System defined - (upload )
Dispose System defined - (upload )
Listen Voicelog System defined - (upload )
Manual Dial System defined - (upload )
Pick Call Dial System defined - (upload )
Post Processing System defined - (upload )
Pre Processing System defined - (upload )
Put on Hold System defined - (upload )
Record to Prompt System defined - (upload )
Resume Talk System defined (upload )
Snaop System defined (upload )
Transfer To Queue System defined (upload )
Transfer To User System defined (upload )
Transfer to Phane System defined (upload )
Whisper System defined (upload )

Figure: Advanced Settings

This tab can be divided into these sections - "Configuration", "Fetch Order Policy", and "NodeFlow

Configuration".

11.4.1.2.1 Configuration

Except for the following, "Configuration" section contains those settings that you have already
configured while creating this Outbound campaign. You can change the values for Column

Mappings, Disposition Plan, Number of Last Calls, and File Format.
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e Customer Provider Type: Select the algorithm for the dialer to pick and dial the

customers from the database.

o

Campaign Based Customer Provider (Licensable): It is the default customer provider,

which will fetch maximum possible numbers from the highest priority leads in one
query. If numbers fetched are less than the required numbers, then it will also fetch
numbers from the lower priority leads. Cache will not be maintained on per lead

basis.

This provider will fallback to Lead Based Customer Provider in a Predictive Parallel

Campaign.

This campaign feature setting is licensable. Contact Ameyo support team for further

information on same.

Lead Based Customer Provider (Licensable): It can be used to dial the numbers as per

the lead priority. Customers with high priority will be dialed first, whereas customers
with less priority will be dialed after it. If two leads have same priority numbers, then

they will be selected for dialing as per their weights.

This campaign feature setting is licensable. Contact Ameyo support team for further

information on same.

o Lead Based Customer Provider is the recommended for Parallel Predictive

Dialer and Parallel Predictive Campaign.

o Itis recommended to maintain cache per lead in case of lead to queue mapping

in a Parallel Predictive Campaign so that all the queues get enough numbers,

if available.

o This method is not recommended when lead leveling is not required.
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o If the large number of leads are enabled for a campaign and no lead leveling is

required, then this method is not recommended. Else, the Campaign Based

Customer Provider is recommended in such a scenario.

o PACE Based Customer Provider: It is the recommended method for a Parallel

Predictive Campaign. Select it to enable the PACE.

e Minimum Cache Size: Provide the minimum size for the cache that is the count of

numbers that can be stored a time.

¢ Fetch Size: Provide the count of numbers that can be fetched at a time.

11.4.1.2.2Restrict Disposition from Telephony Panel

In the Contact Center Industry, the business prefers to dispose of the Calls from the CRM, especially
which is linked with Ameyo Application Server. The agents have two different ways to dispose of
the single call - one through Telephony Panel and another through CRM. If the agent was disposing
of the calls in both of the ways, then there will be two dispositions for a single call that can create

confusion and discrepancy.

To avoid this discrepancy, a configuration named "Restrict disposition from Telephony Panel" is

added in "Advanced" Tab of Voice Campaign Settings. Know more...

11.4.1.2.3Fetch Order Policy (Licensable)

Here, you have to add and define "Fetch Order Policy" to fetch the customers' numbers. Select any

of the following policies.

e Customer Upload Time: The customers to be dialed are selected as per the time of the
uploading of their numbers to the campaign. After selecting it, you can select ascending

or descending order of the sorting the numbers.
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Customer Upload Time v
ASC DESC

Figure: "Customer Upload Time" Fetch Order Policy

In the ascending order, the customer whose number is uploaded very first will be dialed
first and so on. In the descending order, the customer whose number is uploaded very

last will be dialed first and so on.

e Randomized order of lead upload: The customers to be dialed are selected randomly

from the lead. The random algorithm to sort the values in the database is used.

o Natural Order of Lead Upload: The customers to be dialed are selected as per the same

order as they are originally presented in the CSV file, which was uploaded.

¢ Number of Attempts: The customers to be dialed are selected as per the number of
attempts made to dial their numbers. After selecting it, the administrator can select the

Ascending or Descending order.

Mumber Of Attempts v
ASC DESC

Figure: "Number of Attempts" Fetch Order Policy

e Customer Information: The customers to be dialed are selected as per the ascending or
descending order of the values of any customer information field. After selecting it, the
administrator has to select the customer information field as per which the customers to

be dialed has to be selected.
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Custs Inf ti
ustomer Information ~ select dara field DESC

twitter

Add
timezone

facebook
name
phone2
phane3
phoned
phoneS

email

phane1

Figure: "Customer Information” Fetch Order Policy

After selecting the field, the administrator can opt for ascending or descending
sorting.
e CUSTOM :Here, the Administrator can provide its own customized JavaScript code to

create a customized order of selecting the customers to be dialed. Multiple conditions

can be mixed using this method.

o User Disposition Retry Time: The customers to be dialed are selected as per the retry
time attached to their disposition. After selecting it, the administrator can select the

Ascending or Descending order.

User Disposition Rewry Time v
ASC DESC

Figure: "User Disposition Retry Time" Fetch Order Policy

In Ascending order, those customers will be dialed first who has least disposition retry
time. In descending order, those customers will be dialed first who has the highest

disposition retry time.
11.4.1.2.4NodeFlow Configuration

It lets you upload the nodeflow for the different functions listed herein below.

=  Transfer to User

Copyright © AMEYO 2020 | Page 501



Ameyo 4.81 GA

=  Manual Dial

= Transfer to Phone

= Confer
= Dispose
= Barge

= Snoop

*= Puton Hold

= Resume Talk

= Transfer to Queue
= Callback

= Listen Voicelog

= Pick Call Dial

= Record to Prompt
= Post Processing

=  Whipser

* Pre Processing

= Auto Dial
11.4.1.3 Dial Profile Settings

Here, the Administrator can create the dial profiles for this campaign using the Routing Plans. So,

it is necessary to create the Routing Plans first before configuring this tab.

Before creating a routing plan, you have to assign and manage the users, assign the call contexts,

and create the queues.
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P1 > Parallel Predictive Settings Routing Users Call Context Default Working Queues Customers Local VR QA Parameters Prompt

General Advanced Dial Profile | Agent Table Definition
Dial Profile Refresh Apply

Manual Dial Profile Settings

|

Manua! Disl Profile Bolicy Ringing TimeOut(in secs|

Select

15
Auto Dial Profile Settings

Auto Disl Profils Policy Ringing TimeOut(in secs|

Select

Set up TimeOut (in secs)

15

Figure: Dial Profile Settings

Perform the following steps to configure the Dial Profile Settings for Manual Dial, Confer Dial

(Conference Dial), and Auto Dial.

1. Manual Dial Profile Settings: It lets you configure the settings for Manual Dial Profile.

Perform the following steps.

A. "Manual Dial Profile Policy" lists the Outbound Routing Policies that you have

created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after which call gets
disconnected if the recipient does not answer the call. Provide a value in seconds

for the same. The default value is 30 seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of a call till
the connection gets established, after which call gets disconnected if the call is
not connected. Provide a value in seconds for the same. The default value is 15

seconds
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2. Confer Dial Profile Settings: It lets you configure the settings for Confer Dial (Dial

during Conference) Profile. Perform the following steps.

A. "Confer Dial Profile Policy" lists the Outbound Routing Policies that you have

created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after which call gets
disconnected if the recipient does not answer the call. Provide a value in seconds

for the same. The default value is 30 seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of a call till
the connection gets established, after which call gets disconnected if the call is
not connected. Provide a value in seconds for the same. The default value is 15

seconds

3. Auto Dial Profile Settings: It lets you configure the settings for Auto Dial Profile.

Perform the following steps.

A. "Auto Dial Profile Policy" lists the Outbound Routing Policies that you have

created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after which call gets
disconnected if the recipient does not answer the call. Provide a value in seconds

for the same. The default value is 30 seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of a call till
the connection gets established, after which call gets disconnected if the call is
not connected. Provide a value in seconds for the same. The default value is 15

seconds
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4. Click the "Apply" to apply the dial profile for any section.

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

When you click apply, the values for Call Context for the selected Policy is populated in the "Call

Context" column.

Control Panel ~ More v

Settings Routing Users Call Context Default Working Queues Customers Local IVR QA Parameters  Prompt

General | Advanced Dial Profile Agent Table Definition

Dial Profile Refresh Apply
Manual Dial Profile Settings
\anus! Disl Erofile Faliy Ringing TimeOut(in secs)
1001_b 30
up Ti

Setup 5)
15
Confer Dial Profile Settings

Confer Dial Profile Policy Ringing TimeOut(in secs)

1001_basic.single.call.context type 30

Set up TimeOut (in secs)

15

Auto Dial Profile Settings

Auto Disl Profils Policy Ringing TimeOut{in secs)

1001_basic.single.call context type 0

Set up TimeOut (in secs)

15

Figure: Configured Dial Profile Settings

11.4.1.4 Agent Table Definition

This tab allows you to select the default Agent Table Definition for the campaign and assign the

users to the selected Agent Table Definition. Know more...
11.4.2 Users

Here, you can assign and unassign the users to this campaign. This tab has already been explained

in the Chat Campaign Settings. Know more...
11.4.3 Queues

Here, you can create and manage the queues. This tab has already been explained in the Inbound

Campaign Settings. Know more...
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11.4.4 Default Working

Here, you can select the users who will be logged in to this campaign, by default, and will not
receive the prompt to select the campaign. This tab has already been explained in the Chat

Campaign Settings. Know more...
11.4.5 Holiday/Office Hours

Here, you can define the holidays, office hours, and non-working hours for this campaign. This tab

has already been explained in "System Configuration”. Know more...
11.4.6 Call Context

Here, you can define the call contexts for this campaign. This tab has already been explained in

"Interactive Voice Application Campaign”. Know more...
11.4.7 Routing

Here, you can define the routing policies for this campaign. This tab has already been explained in

"Interactive Voice Application Campaign". Know more...
11.4.8 Local IVR

Here, you can create the Local IVRs for this campaign. This tab has already been explained in

"Interactive Voice Application Campaign”. Know more...
11.4.9 QA Parameters

Here, you can assign or unassign the QA Parameters to this campaign. This tab has already been

explained in "Interactive Voice Application Campaign". Know more...
11.4.10 Prompt

Here, you can create and manage the Voice Prompts for this campaign. This tab has already been

explained in "Interactive Voice Application Campaign”. Know more...
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11.4.12 Customers Tab in the Settings of an Outbound or Parallel Predictive

Campaign

You can either use "Filter" or "Filter Groups" to filter the Customers while dialing in the campaign.

If you activate "Filter Group", you cannot use "Filters".

Here, you can apply the Filter or Filter Groups on the Outbound or Parallel Predictive Dialing

Campaign.

You can either apply Table Filter or Table Filter Groups in a Contact Center.

It contains the following tabs. Click the links to know more about them.

1. Filter Tab

2. Filter Group Tab
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11.4.12.1 Filter Tab of Customers Tab in the Settings of an Outbound or Parallel

Predictive Campaign

You can either use "Filter" or "Filter Groups" to filter the Customers while dialing in the campaign.

If you activate "Filter Group", you cannot use "Filters".

It filter the numbers of customers to be dialed. This tab shows the filters, which you have created

for Outbound Campaign in "System Configuration" — "Table" — "Filters". Know more...

Outbound Campaign shows the filters created for Outbound campaigns, whereas Parallel

Predictive Campaign shows the filters created for Parallel Predictive Campaigns. Similarly, Voice

Blast Campaign shows the filters created for Voice Blast Campaigns.

Hover the mouse over icon to view the information for the selected table filter.

DESCRIFTION

CLAUSES
name =Testl’

Figure: Filter Details

Filter Filter Groups

Refresh = Apply
Rows selected: 1 Assigned filters(0)
| Filter Name Filter Type Enabled | Filter Name Filter Type Enabled
[0 Test2 Default No
No Data Available
test Default No

S,

Figure: Customer Filter Settings

Perform the following steps to assign customer filters to this campaign.

1. Select the filters in "Available Filters" section

>
2. Click L—icon to proceed to assign the selected filters.
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Rows selected: 1 Rows selected: 1
v Filter Name Filter Type Enabled C] Filter Name Filter Type Enabled
Test2 Default Mo test Default No ®
:\)/:
:\(/:

Figure: Assign or Unassign Customer Filters

3. Click "Apply" to assign the customer filters to this campaign.

Rather, you can click "Refresh" to not assign the filters.

i
To unassign a customer filter, select it in "Assigned Filters" section, click . icon, and click "Apply"

to unassign the selected filter from the campaign.

Copyright © AMEYO 2020 | Page 509



Ameyo 4.81 GA Administrator Manual

11.4.12.2 Filter Group Tab of Customers Tab in the Settings of an Outbound or

Parallel Predictive Campaign

You can either use "Filter" or "Filter Groups" to filter the Customers while dialing in the campaign.

If you activate "Filter Group", you cannot use "Filters".

It allows you select a Filter Group to filter the numbers of customers to be dialed. This tab shows
the filters, which you have created for Outbound Campaign in "System Configuration" — "Table"

— "Filter Groups". Know more...

The selected campaign will show the Filter Groups and Filters created in that campaign only.

= NewProcess > OutboundCamp.. Settings Routing Users Call Context Default Working Queues Customers Local VR QA Parameters Prompt

Filter Filter Graups

Activate Filter Groups

I

Sea Q
Filter Groups Type
v Test System (> ] 4
v Test2 System (o ] s

Please select a Filter Group from the left to view or edit details.

Figure: Customer Filter Groups

Here, you can perform the similar steps what you have performed in "Filter Groups" tab in "System"
— "System Configuration" — "Table" — "Filter Groups". You can create a new Filter Group, view its

details, modify it, and delete it. Know more...
11.4.12.2.1  Configure Number of Filter Groups to be applied on a Campaign

By default, the Administrator can enable up to 10 Filter Groups on a campaign. However, this
number is customizable. At the Linux-based machine running Ameyo AppServer, the Administrator

has to run the following commands.

Run the following command to enter the PostgreSQL Console as a PostgreSQL user and access the

product database.
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psgl -U postgres <Product Database>
Replace <Product_Database> with the name of your product database.

Run the following command to increase the limit of Filter Groups that can be applied to a

Campaign.
insert into system configuration parameter
(name, type,value,default value) values

("maximumAllowedEnabledTableFilterGroups', 'Integer', '<Value in Number>'
,'107)

Replace "<Value_in_Number>" with the number of Filter Groups to be applied on a campaign.

For more information about this command, please refer to Point 14 at
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11.5 Parallel Predictive Voice Campaign Settings

In the left navigation bar of Process Tab, you can select a Parallel Predictive Voice Campaign to

view its settings.

The changes made in settings of one Parallel Predictive Voice Campaign will be applicable to that
campaign itself. They will not be applicable on other similar (parallel) and different (non-parallel)

campaigns.

= P12 Parallel Predictive Settings Routing Users Call Context Default Working Queues Customers Local VR QA Parameters  Prompt

General Advanced Dial Profile Agent Table Definition
FAC
f— [ = Q

DIALER CONFIGURATIONS

e e e s

o What is Peak Call Count?

Pesk: Call Count s the maximum cals that can take place 3t the same
Campaign Settings time in this camgsign.

x Callback Count?

- [ — Dial On TimeOut(n secs) mum callbacks that can be done in this campsign at the
shoukd not sxcaed Peak Call Count
100 100 30
— cer Call Work Timeout s the masimum time sfter which 2
e Time Zone Mapper Type call will be auto disposed by the system as “wrap.timeout”. You can
NODID Lead based campaign timezone Mapper - configure this separately for connected and not conmected calis.
o Whatis Caller ID?
Description Caller IR is the number which will be displayed on your customer's

phone/mobile.

« What is ACW Timeout?
ACW or After Call Work Timeout s the maximum time after which
call will b auto disposed by the system as "wrap.fimeout”. You can
connected ana cals.

{6 fogsSetfinss

30 Voice Logs Enabled Auto Answer Enabled Inherit Settings Fram
Parent

[] Configurs for connected and not cannected calls [] Play Pericdic Been DIY Traubleshoater
Autodial not working? You might want to consider the following:
CRM Settings 1. Does the lead have enough asts?
ng: 2. Is the lead enabled?
3. 15the cial profile zssgneg?
4. Is the assigned SIP/PRI/ZAP etc actve?

Figure: Settings of Parallel Predictive Voice Application Campaign

At the right side of the campaign settings page, some of the commonly asked definitions of settings

are defined. You can refer to those definitions.

It contains the following tabs.

e Settings
= General Settings

» Advanced Settings
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= Dial Profile Settings

= Agent Table Definition

¢ Queues
¢ Routing
e Users

e Default Working

e Holiday/Office Hours
e Call Context

e Customers

e Local IVR

¢ QA Parameters

e Prompt

11.5.1 Settings Tab

This tab contains "General Settings", "Advanced" Settings, and "Dial Profile" Settings.

11.5.1.1 General Settings

Here, the General Settings are divided into the following sections.

o Campaign Details: These are the same details, which you have provided while creating

this campaign. You can only change the campaign name here.

o Campaign Settings: It contains the same settings, which you have configured while

creating this campaign.
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e CRM Settings: These are the same settings, which you have provided while creating this

campaign. You can modify all of its fields here.

e TPV Phone: As per the process requirement, there may be a few numbers to which
transfer of calls is very frequent. Third-party verification (TPV) number is used to transfer
the call to verifier. Here, such frequently used TPV numbers are added so that the user

can directly transfer the case to these numbers.

TPV Phone

Name Phone

] TPVPhane! 118263

Figure: TPV Phone

Click "Add" to show a row to add TPV Phone number. Enter the name and phone
number. You can add multiple TPV Numbers. To delete a TPV phone number, click its

checkbox to select it and click "Delete".

Click here to know more about the Campaign Details and CRM Settings for this campaign.

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

“Refresh" to discard the changes.

11.5.1.2 Advanced Settings

Here, the Administrator can configure the Advanced Settings of a Parallel Predictive Voice

Campaign.
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= P1 > Parallel Predictive

Settings Routing Users Call Context  Default Working

General

Queues Customers Local INR QA Parameters  Prompt

Advanced Dial Profile Agent Table Definition

Advanced

DefaultTableDefinition

ign users to Agent Table Definition

DefaultgentTableDefinition

e G

Configuration

Column mappings

DefoultAdvancedOutboundColumnMapping

Disposition Plan

[ Restrict disposition from telephony panel

Add

Fetch Order Policy Clear All

NodeFlow Configuration

Name Nodeflow Type File Name Actions
Auto Dial System defined eset  (_Upload )
Barge System defined eset  (_Upload )
Callback System defined eset  ((Upload )
Confer System defined = ( upload )
Dispose System defined ese ( upload )
Listen Vsicelog System defined eset  (_Upload )

Manual Dial System defined eset  (_Upload )
Pick Call Dial System defined eset  (_Upload )
Post Procassing System defined = ( upload )
Pre Processing System defined ese ( upload )
Puton Hold System defined eset  (Upload )
Record to Prompt System defined eset  (_Upload )
Resume Talk System defined eset  (_Upload )
Snoop System defined eset  (_Upload )
Transfer To Queue System defined == ( upload )
Transer To User System defined eset  (Upload )
Transfer to Phone System defined eset  (_Upload )
Whisper System defined eset  (_Upload )

FAQ

DIALER CONFIGURATIONS

* Whatis No. of L 2
This is the default number of records that will be visible in the Cal

Detaits section.

Provider is the module that fetches customers from the

se for the dialer to dial

File Format ® What is Fetch Size?
DefaultOVChispositionPlan hd 10 talaw v Number of Records that can be fetcned at the same tme. fram the
datatase
Fetch Size
Customer Provider Type o st s Mk Cche Size?
Default campaign based customer provider 1000 500 inimum mumiser of record maintaingd, st whian mare numBsr il

be fetchad for the disller.

DIY Troubleshoater

Autodial not working? You might want to consider the following:

1. Does the lsad have snough data?
2 Is the lead enabled?

3.Is the daca dislabls?

4. Is the dial profile assigned?

5.Is the assignad media in profis, active?

Figure: Advanced Settings

This tab can be divided into these sections: "Configuration", "Fetch Order Policy", and "NodeFlow

Configuration".

11.5.1.2.1 Configuration

It contains the following settings, which you have configured while creating the campaign.

e Disposition Plan
e Column Mappings
e No. of Last Calls

e File Format
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It also contains the following settings, which you can configure after creating the Outbound

Campaign.

o Default Table Definition: Here, you can select the default Table Definition for this

campaign.

o By default assign users to Agent Table Definition: Here, you can select the default Agent

Table Definition for this campaign.

e Customer Provider Type: Select the algorithm for the dialer to pick and dial the

customers from the database.

= Campaign Based Customer Provider: It is the default customer provider, which will

fetch maximum possible numbers from the highest priority leads in one query. If
numbers fetched are less than the required numbers, then it will also fetch
numbers from the lower priority leads. Cache will not be maintained on per lead

basis.

This provider will fallback to Lead Based Customer Provider in a Predictive Parallel

Campaign.

= Lead Based Customer Provider: It can be used to dial the numbers as per the lead

priority. Customers with high priority will be dialed first, whereas customers with
less priority will be dialed after it. If two leads have same priority numbers, then

they will be selected for dialing as per their weights.

o Lead Based Customer Provider is the recommended for Parallel Predictive

Dialer and Parallel Predictive Campaign.

It is recommended to maintain cache per lead in case of lead to queue

mapping in a Parallel Predictive Campaign so that all the queues get

enough numbers, if available.

This method is not recommended when lead leveling is not required.
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o Iflarge number of leads are enabled for a campaign and no lead leveling is

required, then this method is not recommended. Else, the Campaign Based

Customer Provider is recommended in such a scenario.

= PACE Based Customer Provider: It is the recommended method for a Parallel

Predictive Campaign. Select it to enable the PACE.

e Minimum Cache Size: Provide the minimum size for the cache that is the count of

numbers that can be stored a time.

¢ Fetch Size: Provide the count of numbers that can be fetched at a time.

11.5.1.2.2Restrict Disposition from Telephony Panel

In the Contact Center Industry, the business prefers to dispose of the Calls from the CRM, especially
which is linked with Ameyo Application Server. The agents have two different ways to dispose of
the single call - one through Telephony Panel and another through CRM. If the agent was disposing
of the calls in both of the ways, then there will be two dispositions for a single call that can create

confusion and discrepancy.

To avoid this discrepancy, a configuration named "Restrict disposition from Telephony Panel" is

added in "Advanced" Tab of Voice Campaign Settings. Know more...

11.5.1.2.3 Fetch Order Policy

Here, you have to add and define "Fetch Order Policy" to fetch the customers' numbers. Select any

of the following policies.

e Customer Upload Time: The customers to be dialed are selected as per the time of the
uploading of their numbers to the campaign. After selecting it, you can select ascending

or descending order of the sorting the numbers.
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Customer Uplead Time w~
ASC DESC

Figure: "Customer Upload Time" Fetch Order Policy

In the ascending order, the customer whose number is uploaded very first will be dialed
first and so on. In the descending order, the customer whose number is uploaded very

last will be dialed first and so on.

¢ Randomized order of lead upload: The customers to be dialed are selected randomly

from the lead. The random algorithm to sort the values in the database is used.

o Natural Order of Lead Upload: The customers to be dialed are selected as per the same

order as they are originally presented in the CSV file, which was uploaded.

e Number of Attempts: The customers to be dialed are selected as per the number of
attempts made to dial their numbers. After selecting it, the administrator can select the

Ascending or Descending order.

MNumber Of Attempts -
ASC DESC

Figure: "Number of Attempts" Fetch Order Policy

e Customer Information: The customers to be dialed are selected as per the ascending or
descending order of the values of any customer information field. After selecting it, the
administrator has to select the customer information field as per which the customers to

be dialed has to be selected.
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Custe Inf ti
ustomer Information ~ EEer ekl DESC

twitter

timezone
faceboak
name
phone2
phone3
phoned
phone5
email

phonel

Figure: "Customer Information” Fetch Order Policy

After selecting the field, the administrator can opt for ascending or descending sorting.

e CUSTOM :Here, the Administrator can provide its own customized JavaScript code to
create a customized order of selecting the customers to be dialed. Multiple conditions

can be mixed using this method.

o User Disposition Retry Time: The customers to be dialed are selected as per the retry
time attached to their disposition. After selecting it, the administrator can select the

Ascending or Descending order.

User Disposition Retry Time w
ASC DESC

Figure: "User Disposition Retry Time" Fetch Order Policy

In Ascending order, those customers will be dialed first who has least disposition retry
time. In descending order, those customers will be dialed first who has the highest

disposition retry time.
11.5.1.2.4NodeFlow Configuration

It lets you upload the nodeflow for the different functions listed herein below.

e Transfer to User
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e Manual Dial

e Transfer to Phone

o Confer
e Dispose
e Barge

e Snoop

e PutonHold

e Resume Talk

e Transfer to Queue
e Callback

e Listen Voicelog

e Pick Call Dial

e Record to Prompt
e Post Processing

e Whisper

e Pre Processing

e Auto Dial

11.5.1.3 Dial Profile Settings

Here, the Administrator can create the dial profiles for this campaign using the Routing Plans. So,

it is necessary to create the Routing Plans first before configuring this tab.

Before creating a routing plan, you have to assign and manage the users, assign the call contexts,

and create the queues.
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P1 > Parallel Predictive Settings Routing Users Call Context Default Working Queues Customers Local VR QA Parameters Prompt

General Advanced Dial Profile | Agent Table Definition
Dial Profile Refresh Apply

Manual Dial Profile Settings

|

Manua! Disl Profile Bolicy Ringing TimeOut(in secs|

Select

15
Auto Dial Profile Settings

Auto Disl Profils Policy Ringing TimeOut(in secs|

Select

Set up TimeOut (in secs)

15

Figure: Dial Profile Settings

Perform the following steps to configure the Dial Profile Settings for Manual Dial, Confer Dial

(Conference Dial), and Auto Dial.

1. Manual Dial Profile Settings: It lets you configure the settings for Manual Dial Profile.

Perform the following steps.

A. "Manual Dial Profile Policy" lists the Outbound Routing Policies that you have

created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after which call gets
disconnected if the recipient does not answer the call. Provide a value in seconds

for the same. The default value is 30 seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of a call till
the connection gets established, after which call gets disconnected if the call is
not connected. Provide a value in seconds for the same. The default value is 15

seconds
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2. Confer Dial Profile Settings: It lets you configure the settings for Confer Dial (Dial

during Conference) Profile. Perform the following steps.

A. "Confer Dial Profile Policy" lists the Outbound Routing Policies that you have

created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after which call gets
disconnected if the recipient does not answer the call. Provide a value in seconds

for the same. The default value is 30 seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of a call till
the connection gets established, after which call gets disconnected if the call is
not connected. Provide a value in seconds for the same. The default value is 15

seconds

3. Auto Dial Profile Settings: It lets you configure the settings for Auto Dial Profile.

Perform the following steps.

A. "Auto Dial Profile Policy" lists the Outbound Routing Policies that you have

created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after which call gets
disconnected if the recipient does not answer the call. Provide a value in seconds

for the same. The default value is 30 seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of a call till
the connection gets established, after which call gets disconnected if the call is
not connected. Provide a value in seconds for the same. The default value is 15

seconds
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4. Click "Apply" to apply the dial profile for any section.

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

When you click apply, the values for Call Context for the selected Policy is populated in the "Call

Context" column.

Control Panel ~ More v

= P12 Parallel Predictive Settings Routing Users Call Context Default Working Queues Customers Local INR QA Parameters Prompt
General Advanced | Dial Profile | Agent Table Definition
Dial Profile Refresh Apply

Set up Tim: <)
15
Confer Dial Profile Settings

Confer Dial Profile Policy Ringing TimeOut(in secs)

1001_basic single.call context type

Set up TimeOut (in secs)

15
Auto Dial Profile Settings

Auto Disl Profils Policy Ringing TimeOut{in secs)

30

1001_basi

ingle.call.context type

Set up TimeOut (in secs)

15

Figure: Configured Dial Profile Settings

11.5.1.4 Agent Table Definition

This tab allows you to select the default Agent Table Definition for the campaign and assign the

users to the selected Agent Table Definition. Know more...

11.5.2 Users

Here, you can assign and unassign the users to this campaign. This tab has already been explained

in the Chat Campaign Settings. Know more...

11.5.3 Queues
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Here, you can create and manage the queues. This tab has already been explained in the Inbound

Campaign Settings. Know more...

11.5.4 Default Working

Here, you can select the users who will be logged in to this campagin, by default, and will not
receive the prompt to select the campaign. This tab has already been explained in the Chat

Campaign Settings. Know more...

11.5.5 Holiday/Office Hours

Here, you can define the holidays, office hours, and non-working hours for this campaign. This tab

has already been explained in "System Configuration". Know more...

11.5.6 Call Context

Here, you can define the call contexts for this campaign. This tab has already been explained in

"Interactive Voice Application Campaign”. Know more...

11.5.7 Routing

Here, you can define the routing policies for this campaign. This tab has already been explained in

“Interactive Voice Application Campaign". Know more...

11.5.8 Local IVR
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Here, you can create the Local IVRs for this campaign. This tab has already been explained in

“Interactive Voice Application Campaign". Know more...

11.5.9 QA Parameters

Here, you can assign or unassign the QA Parameters to this campaign. This tab has already been

explained in "Interactive Voice Application Campaign”. Know more...

11.5.10 Prompt

Here, you can create and manage the Voice Prompts for this campaign. This tab has already been

explained in "Interactive Voice Application Campaign”. Know more...

11.5.11 Customer Tab

Here, you can assign and unassign the customer filters and group the filters in this campaign. This

tab has already been explained in "Outbound Voice Campaign". Know more...
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11.6 Voice Blast Campaign Settings

In the left navigation bar of Process Tab, you can select a Voice Blast Campaign to view its settings.

The changes made in settings of one Parallel Predictive Voice Campaign will be applicable to that

campaign itself. They will not be applicable on other similar (voice blast) and different (non-voice

blast) campaigns.

= P12 Voice Blast Settings Routing Users  Call Context  Holiday/Office Hours  Customers  Prempt

General Advanced Dial Profile
- FAQ
General Delete Campaign Refresh

DIALER CONFIGURATIONS

Campaign Details
o Whnatis Peak Call Count?

Peak Call Count is the maximum calls that can take place at the same
time in this campaign.

Campaign 1d Campaign Name Campaign Type
= Whatis Max Callback Coum?
8 Voice Blast Voice Blast Campaign This s the maximum callbacks that can be dane in this campaign at
the same time. This should not excesd Peak Call Count:

* Wnatis Dial on Timeout?

Campaign Settings ACW or After Call Work Timeout s the maximum time afier which 3
call will b auto disposed by the system a: “wrap.timsout. You can
configure thi for d 2nd not

Peak Call Count*

Time Zone Mapper Type = Whatis Caller ID?

100 Lead based campaign timezone Mapper v Caller 1D i the number which will be displayed on your customer's

phone/mabile.

Celern o Whatis ACW Timeout?

NODID ACW or After Call Work Timeout i the maximum time after which 3
csil will be 3uto aisposed by the system 35 “WrSp.imEOUL. You c2n

configurs this ssparately for connectad and not connected calls.

Description

DI Troubleshooter

Autodial not werking? You might want te consider the following:

1. Does the lad have enough data?
2.Is the lead enabled?

3,15 the dial profile assigned?

4,15 the assigned SIP/PRIZAP stc active?

Figure: Settings of Voice Blast Campaign

At the right side of the campaign settings page, some of the commonly asked definitions of settings

are defined. You can refer to those definitions.

It contains the following tabs.

e Settings

= General Settings

= Advanced Settings

= Dial Profile Settings

e Queues
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e Routing

e Users

e Holiday/Office Hours
o Call Context

e Customers

e Prompt

11.6.1 Settings Tab
This tab contains "General Settings", "Advanced" Settings, and "Dial Profile" Settings.

11.6.1.1 General Settings

Here, the General Settings are divided into the following sections.

e Campaign Details: These are the same details, which you have provided while creating

this campaign. You can only change the campaign name here.

o Campaign Settings: It contains the same settings, which you have configured while

creating this campaign.
After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

“Refresh" to discard the changes.
Click here to know more about the Campaign Details and CRM Settings for this campaign.

After modifying the settings, click "Apply" on top to apply these settings. Else, you can click

“Refresh" to discard the changes.

11.6.1.2 Advanced Settings

Here, the Administrator can configure the Advanced Settings of a Voice Blast Campaign.
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Settings Routing Users Call Context  Holiday/Office Hours  Customers  Prompt

General Advanced Dial Profile

FAQ

DIALER CONFIGURATIONS

Add

Name
Auto Dial

Barge

Callback

Confer

Dispose

Listen Voicelog
Manual Dial

Pick Call Dial

Post Processing
Pre Processing
Put on Hold
Record to Prompt
Resume Talk
Snoop
Transfer To Queue
Transfer To User
Transfer to Phone

Whisper

Nodeflow Type

System defined
System defined
System defined
System defined
System defined
System defined
System defined
System defined
System defined
System defined
System defined
System defined
System defined
System defined
System defined
System defined
System defined

System defined

Actions

Fetch Order Policy Clear All

NodeFlow Configuration

(upload )
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Configuration
® Wnatis e ofLast Calls?

This is th defauht number of records that will bs visibls in the Call
Detaits section.

Column mappings Mo. of Last Calls*
o Vst s Customer Frovidss Type?

DefaultTableDefinition DefaultBlasiColumniapping ~ 10 Cusomer Provider s the Mo that fecches customers from the
database for the dialer to dial.

. R Min Cache Size

File Format Customer Provider Type o e s e S

talaw hd Default campaign based customer provider 1000 Nurmber of Records that can be fetched at the same time, from the
daes

etch Size [] Restrict disposition from telephony panel o o e

500 inimum mumiser of recars msintsined, stwich mare numbers il

be feched for the dialler.

DI Troubleshooter

Autodial notworking? You might want o consider the following:

1. Does the lead have enough data?
2,15 the lead enables
3.1s the data dislable?

4,15 the dial profile assigned?

5.15 the assigned mediain profile, active?

Figure: Advanced Settings

This tab can be divided into these sections - "Configuration”, "Fetch Order Policy", and "NodeFlow

Configuration".

11.6.1.2.1 Configuration

Except for the following, "Configuration" section contains those settings that you have already

configured while creating this Parallel Predictive campaign. You can change the values for Column

Mappings, Disposition Plan, Number of Last Calls, and File Format.

o Customer Provider Type: Select the algorithm for the dialer to pick and dial the

customers from the database.
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» Campaign Based Customer Provider: It is the default customer provider, which will

fetch maximum possible numbers from the highest priority leads in one query. If
numbers fetched are less than the required numbers, then it will also fetch
numbers from the lower priority leads. Cache will not be maintained on per lead

basis.

This provider will fallback to Lead Based Customer Provider in a Predictive Parallel

Campaign.

= Lead Based Customer Provider: It can be used to dial the numbers as per the lead

priority. Customers with the high priority will be dialed first, whereas customers
with less priority will be dialed after it. If two leads have same priority numbers,

then they will be selected for dialing as per their weights.

» |Lead Based Customer Provider is the recommended for Parallel Predictive

Dialer and Parallel Predictive Campaign.

It is recommended to maintain cache per lead in case of lead to queue
mapping in a Parallel Predictive Campaign so that all the queues get
enough numbers, if available.

This method is not recommended when lead leveling is not required.

If large number of leads are enabled for a campaign and no lead leveling is

required, then this method is not recommended. Else, the Campaign Based

Customer Provider is recommended in such a scenario.

= PACE Based Customer Provider: It is the recommended method for a Parallel

Predictive Campaign. Select it to enable the PACE.

e Minimum Cache Size: Provide the minimum size for the cache that is the count of

numbers that can be stored a time.
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e Fetch Size: Provide the count of numbers that can be fetched at a time.

11.6.1.2.2Restrict Disposition from Telephony Panel

In the Contact Center Industry, the business prefers to dispose of the Calls from the CRM, especially
which is linked with Ameyo Application Server. The agents have two different ways to dispose of
the single call - one through Telephony Panel and another through CRM. If the agent was disposing
of the calls in both of the ways, then there will be two dispositions for a single call that can create

confusion and discrepancy.

To avoid this discrepancy, a configuration named "Restrict disposition from Telephony Panel" is

added in "Advanced" Tab of Voice Campaign Settings. Know more...

11.6.1.2.3 Fetch Order Policy

Here, you have to add and define "Fetch Order Policy" to fetch the customers' numbers. Select any

of the following policies.

e Customer Upload Time: The customers to be dialed are selected as per the time of the
uploading of their numbers to the campaign. After selecting it, you can select ascending

or descending order of the sorting the numbers.

Customer Uplead Time v
ASC DESC

Figure: "Customer Upload Time" Fetch Order Policy

In the ascending order, the customer whose number is uploaded very first will be dialed
first and so on. In the descending order, the customer whose number is uploaded very

last will be dialed first and so on.

e Randomized order of lead upload: The customers to be dialed are selected randomly

from the lead. The random algorithm to sort the values in the database is used.
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e Natural Order of Lead Upload: The customers to be dialed are selected as per the same

order as they are originally presented in the CSV file, which was uploaded.

e Number of Attempts: The customers to be dialed are selected as per the number of
attempts made to dial their numbers. After selecting it, the administrator can select the

Ascending or Descending order.

Number Of Attempts ~
ASC DESC

Figure: "Number of Attempts" Fetch Order Policy

e Customer Information: The customers to be dialed are selected as per the ascending or
descending order of the values of any customer information field. After selecting it, the
administrator has to select the customer information field as per which the customers to

be dialed has to be selected.

Customer Infarmarion v select dara field DESC

owitter

timezone
facebook
name
phone2
phone3
phoned
phoned
email

phone?

Figure: "Customer Information" Fetch Order Policy

After selecting the field, the administrator can opt for ascending or descending sorting.

e CUSTOM :Here, the Administrator can provide its own customized JavaScript code to
create a customized order of selecting the customers to be dialed. Multiple conditions

can be mixed using this method.
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e User Disposition Retry Time: The customers to be dialed are selected as per the retry
time attached to their disposition. After selecting it, the administrator can select the

Ascending or Descending order.

User Disposition Retry Time >
ASC DESC

Figure: "User Disposition Retry Time" Fetch Order Policy

In Ascending order, those customers will be dialed first who has least disposition retry
time. In descending order, those customers will be dialed first who has the highest
disposition retry time.

11.6.1.2.4NodeFlow Configuration

It lets you upload the nodeflow for the different functions listed herein below.

Transfer to User

e Manual Dial

e Transfer to Phone

o Confer
e Dispose
e Barge

e Snoop

e Put on Hold

e Resume Talk

e Transfer to Queue

e Callback
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e Listen Voicelog

e Pick Call Dial

e Record to Prompt
e Post Processing

e Whipser

e Pre Processing

e Auto Dial

11.6.1.3 Dial Profile Settings

Here, the Administrator can create the dial profiles for this campaign using the Routing Plans. So,

it is necessary to create the Routing Plans first before configuring this tab.

Before creating a routing plan, you have to assign and manage the users, assign the call contexts,

and create the queues.

= P12 Voice Blast Settings Routing Users Call Context Holiday/Office Hours  Customers  Prompt

General | Advanced Dial Profile
Dial Profile Refresh m

Confer Dial Profile Settings

Confer Disl Profils Bolicy

T
Select 30
Setup TimeOut (in sacs)
15
Auto Dial Profile Settings
Aue Bisl Prefie Foiicy Ringing Time=Out(in secs)
Call Contes 0

Select

Set up TimeOut {in secs)

15

Figure: Dial Profile Settings

Perform the following steps to configure the Dial Profile Settings for Confer Dial (Conference Dial)

and Auto Dial.
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1. Confer Dial Profile Settings: It lets you configure the settings for Confer Dial (Dial

during Conference) Profile. Perform the following steps.

A. "Confer Dial Profile Policy" lists the Outbound Routing Policies that you have

created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after which call gets
disconnected if the recipient does not answer the call. Provide a value in seconds

for the same. The default value is 30 seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of a call till
the connection gets established, after which call gets disconnected if the call is
not connected. Provide a value in seconds for the same. The default value is 15

seconds

2. Auto Dial Profile Settings: It lets you configure the settings for Auto Dial Profile.

Perform the following steps.

A. "Auto Dial Profile Policy" lists the Outbound Routing Policies that you have

created in "Routing Tab" — "Outbound Feature Context".

B. Ringing Timeout (in secs.): It is the maximum ringing time, after which call gets
disconnected if the recipient does not answer the call. Provide a value in seconds

for the same. The default value is 30 seconds

C. Setup Timeout (in secs.): It is the time required from the initiation of a call till
the connection gets established, after which call gets disconnected if the call is
not connected. Provide a value in seconds for the same. The default value is 15

seconds
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3. Click, "Apply" to apply the dial profile for any section.

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

When you click apply, the values for Call Context for the selected Policy is populated in the "Call

Context" column.

Settings Routing Users Call Context Holiday/Office Hours  Customers Prompt

General Advanced | Dial Profile
Dial Profile Refresh Apply

Confer Dial Profile Settings
onfer Dial Prafile Policy TimeOutin secs)

Setup TimeOut (in sec3)
15
Auto Dial Profile Settings
Auto Dial Profile Policy Ringing TimeQut(in secs)

1001_basic single.call context.type 30

15

Figure: Configured Dial Profile Settings

11.6.2 Users

Here, you can assign and unassign the users to this campaign. This tab has already been explained

in the Chat Campaign Settings. Know more...

11.6.3 Queues

Here, you can create and manage the queues. This tab has already been explained in the Inbound

Campaign Settings. Know more...

11.6.4 Holiday/Office Hours

Here, you can define the holidays, office hours, and non-working hours for this campaign. This tab

has already been explained in "System Configuration". Know more...

11.6.5 Call Context

Here, you can define the call contexts for this campaign. This tab has already been explained in

“Interactive Voice Application Campaign". Know more...

11.6.6 Routing

Here, you can define the routing policies for this campaign. This tab has already been explained in

"Interactive Voice Application Campaign”. Know more...
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11.6.7 Prompt

Here, you can create and manage the Voice Prompts for this campaign. This tab has already been

explained in "Interactive Voice Application Campaign". Know more...

11.6.8 Customer Filter

Here, you can assign and unassign the customer filters in this campaign. This tab has already been

explained in "Outbound Voice Campaign". Know more...
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12 Feedback Form Configuration

In Ameyo, the administrator can configure the feedback forms. Feedback forms can be used to
collect the feedback from the customers for the services received from the organization. It helps

the organization to evaluate and enhance their services.
There are two types of feedback forms available to configure in ameyo.

1. Feedback form for Chat

2. Feedback form for Email
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12.1 Feedback Form for Chat

Feedback form for chat includes the following type of chat media which are supported on Ameyo.
1. Webchat
2. WhatApp
3. Messenger

4. Telegram

5. Twitter
6. Twillio
7. Line

8. Viber

9. WeChat

10. MessageBird

The tickets received through any of the above chat channels are termed as chat tickets. The
feedback form will send to the customers after the provided condition fulfills. It helps the customer

to provide feedback for the services received from the organization.
Perform the following steps to configure the feedback form in chats.

1. Database Entries: There are some steps and configurations which you have to so in

database in order to integrate feedback form with email.
Perform the following steps to access the database.

A. Login to the backend, to access the database.

B. psql -U postgres <ameyo_database_name>
Provide the following entries in database tables.

C. Scheme for Feedback Questions: It is needed to create a schema for the feedback

form in chat in order to map the feedback form with any type of chat in

"chat_feedback _schem" table.

Execute the following query.
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INSERT INTO chat feedback scheme

(chat feedback scheme id,name,chat feedback scheme type, feed
back text, feedback items,max payload value,is mandatory)
VALUES (2, 'feebackForm', 'optionSelectionType', 'Rate our
performace', ' {"Good": {"payloadvValue":2},"Satisfactory":{"pay
loadvValue":1},"Worst":{"payloadvalue":0}}',2,'t");

Figure: Feedback Scheme for Feedback Form

D. Configure feedback form for various Chat profiles: After defining the questions

of the feedback form, now configure the feedback form for the various types of

chats. Feedback form can be configured with two cases.

I.  Integrating the questions form the chat_feedback_scheme table. In this
case, the questions which are defined in the chat_feedback_schem table will

deliver to customer in the same way as they are defined in table.

a. Feedback form for WhatsApp: Execute the following query to

configure the feedback form for WhatsApp chat in
"chat_channel_feedback_configuration" table.

INSERT INTO chat channel feedback configuration
(channel identifier, app id, client type,

campaign id, 1is feedback enabled,
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chat feedback policy, chat feedback scheme ids)
values ('<Whatsapp ID> whatsapp',

'<WhatsApp ID>', 'whatsapp', '<Cmapaign Id>',
ltl, - -

'simpleFeedBackPolicy', '<Feedback Scheme ID>'");

Figure: Feedback Form configuration for WhatsApp

b. Feedback form for Viber: Execute the following query for

configuration of feedback form with Viber chat.

INSERT INTO chat channel feedback configuration
(channel identifier, app id, client type,
campaign id, 1is feedback enabled,

chat feedback policy, chat feedback scheme ids)
values ('594a356fb6d5006500£27035 viber',
'594a356fb6d5006500£27035"', 'viber', '5', 't',
'simpleFeedBackPolicy', 2);

e In above query, the "Whatsapp_ID" is the ID received from
WhatsApp while configuring the WhatsApp business account. After
writing id provide "_whatsapp" to tell the ameyo that the id is of
WhatsApp account.

e "App_ld" is the same id of WhatsApp account.
e "Client_Type" is the mode of chat which is WhatsApp in this case.

e "Campaign_Ild" is the Id of the chat campaign in which the

WhatsApp is configured.

o "Feedback scheme Id" is the Id of chat_feedback_scheme table in

which scheme was configured in previous step.
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The another method is defining all the questions while configuring the

feedback form for the specific chat channel.

Feedback Form for Messenger: Execute the following query to configure

feedback form while defining the questions with configuring the feedback
form. Execute the following query.

INSERT INTO chat channel feedback configuration

(channel identifier, app id, client type, campaign id,

is feedback enabled, chat feedback policy,
feedback questions, feedback url)
values (''<Messenger ID> messenger', '<Messenger ID>',
'messenger’', '<Cmapaign Id>', 't',

'simpleFeedBackPolicy’,

'"{"questions": ["<Selection Type 1>","<Selection Type 2

>", "<Selection Type 3>"1}', '"');

Figure: Feedback Form configuration for Messenger

e "Selection_Type" is the selection type of the question which you
want to send to customer and the customer is supposed to select

any one selection from the sections provided in the question.

Both the above types of feedback form configuration can be done for any
chat type. You can use any chat type for both of the above configuration

type of feedback forms.
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It is not possible to send multiple questions to single customer with only
one configured Webhook. Only one question can be configured for single

media type at a time with one App ID.

2. Restart AppServer: After all the configurations, restart Ameyo Application Server to inherit
all the configurations to the Ameyo Application Server.

A. Execute the following command to stop the service.

ameyoctl service appserver stop

B. Execute the following command to restart the service.

ameyoctl service appserver start
12.1.1 Sample Feedback Form

Following are the sample feedback forms.

1. Feedback Form Delivery through WhatsApp Chat : After all the configurations, the

feedback form is ready to deliver to the customer. The feedback form will deliver to

customer only after the provided condition in the above rule satisfies.

Once the provided condition satisfies, the feedback form over the same chat channel will

send to the customer.

Hello 431 pm W

Our next available agent will assist
you shortly. 4:31 pm

Tom3 has joined the chat .5, .,
hil 431 pm

bye s31pom

Tom3 has left the chat 5,

Rate Our Performance

You can say: HIGH, MEDIUM, LOW
4:31 pm

%)GOJ

Figure: Sample Feedback Form through WhatsApp chat

2. Sample Feedback Form with Ameyo Web Chat: The following is the sample feedback

form configured with Ameyo Web Chat.
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Please fill the feedback form

Your feedback is very important to us, and we would like to know how you think we are doing.

Rate us please

High Medium Low

Did you like us?
Yes MNo

Rate usfrem 1to 3

1 2 3

Rate usfrom 1to 5

1 2 3 4 5

Rate Our Performance

High Medium Low

Rate us please

High Medium Low

Thank you for your feedback. Is there anything else you would like to tell us?

Submit Feedback

Figure: Sample Feedback Form through Ameyo Web Chat
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12.2 Feedback Form for Email

Feedback form for Email is used in the Interaction Campaign. The feedback form will send to the
customers after the provided conditions are fulfilled. It helps the customer to provide feedback for

the services received from the organization.
Perform the following steps to integrate feedback form for Email.

1. Database Entries: There are some steps and configurations which you have to so in

database in order to integrate feedback form with email.
Perform the following steps to access the database.

A. Login to the backend, to access the database.

psgl -U postgres <ameyo database name>
Provide the following entries in database tables.

B. Ameyo URL mapping in system configuration parameter Table: Provide

Ameyo URL mapping in system_configuration_parameter table. Execute the
following command.
INSERT INTO system configuration parameter

(name, type,value,default value) VALUES

('ameyoServerUrl', 'String', '<ameyo server url:AmeyoPort>','<

ameyo_server url:AmeyoPort>"');

Figure: Ameyo URL Authentication

C. Feedback Form Scheme in feedback scheme Table: Create a scheme for the

feedback form which will use further for the integration of feedback in Rule

creation.

Execute the following command.
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INSERT INTO feedback scheme

(feedback scheme name,contact center id) wvalues

('<feedback scheme name>', '<contact center id>"');

Figure: Feedback Scheme Entry

e Here, the feedback scheme name is the name of the feedback form.

D. Feedback Form questions in feedback question Table: Insert all the questions

which you want to ask from the customer in the feedback form.

Execute the following command.

INSERT INTO feedback question

(name, feedback question type,question text,max payload value
,1s _mandatory,question order, feedback scheme id) VALUES
('<Question Name>', '<Feedback Question Type>', '<Question>',

'<Payload Value>',6 't', '<Feedback Scheme Id>', '<Order of Ques

tion>");

Figure: Feedback Questions

e <Question_Name> is the name of the question from which you want to

describe your question.

e <Feedback_question_type> is the type of the feedback form, you can enter
"optionSelectionType" for selecting one option from many and

"questionType" for the comment box.

e <Payload_Value> is the value of the options according to their priorities.

Copyright © AMEYO 2020 | Page 545



A meyo 4.81 GA Administrator Manual

e <Feedback_Scheme_|ld> is the feedback scheme id with which you want to

map the question with the created scheme name in above query.

e <Order_of_Question> is the order of the asked question. if there are

multiple questions in the same scheme.

E. Feedback Form Options in feedback options Table: Create a scheme for the

feedback form which will use further for the integration of feedback in Rule
creation.
Execute the following command.

INSERT INTO feedback option (question id ,
option value,payload value) values

('<Question Type>', '<Option_ Selection Type>', '<payload value

Figure: Feedback Scheme Entry

e "Option_Selection_Type" is the selection option if there are multiple
options which needs to be inherrit in case when the Feedback form has
question to be selected and the "Payload_value" should not be greater than
the provided payload value in that question.

Create multiple options for the same question with the above same query.

2. Restart AppServer: After all the configurations, restart appserver to inherit all the

configurations to the appserver. Execute the following command.
ameyoctl service appserver stop

ameyoctl service appserver start
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3. Rule Creation: After creating all the above configurations in the database, now, create a

rule for the feedback form to provide the condition when and how the feedback form will

deliver to the customer.

Perform the following steps to create a rule corresponding to the configurations done.

A.

B.

Login the Ameyo with Administrator account and go to the rule engine page.
Switch the tab to Event Based Rule and create a rule.

Create a event based rule, and provide campaign name and the condition on which

the feedback form will send to the customer. Know more...

Select "Send Feedback To Requester" in the Actions and select the feedback
scheme from the drop-down list. Provide the media profile from which you want
to send the feedback mail, enter the subject which will enter as the subject of the

feedback email, enter the email text in text format, and click Save button.
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B AMEYD  System Configuration  User  Process  Reports  Voicelogs  ControlPanel  Morev | Synthesiz P,
Process Media Profile  Settings Canned Messages  Blended Campaign  Call Routing  Dispositions  Skills  Exclusion  Voice Mail  Holiday/Office timings Spam Filter Table Rule Engine Ticket State QA Parameters
Routing Event Based Rules | Timer Based Rules  Customer Segregation
Event Based Rules
Edit Rule
e Rule D,
Feedback_Rule
Process Campaign
Test v o v
Events
Event Type
Ticket Updated v ByAnybody v
Conditions
(®) Match any of the following () Mateh all of the following
X
Operator
Ticket Status v B v Closed v
X
Operator
Queue v B v Queue v
(Add New Condition )
Actions
x
Send Feedback To Requester v ratings v
Saurabh - Insert Placeholder
Feedback Form for the Service Offered
-£ B |1 U x ~ Roboto ~is - E R -8 « B+ ||| @
form will be pl
[[] stop Execution after this rule Cancel m

Figure: Event Based Rule for Feedback form

4. Feedback Form Delivery through E-mail : After all the configurations, the feedback form

is ready to deliver to the customer. The feedback form will deliver to customer only after

the provided condition in the above rule satisfies.

Once the provided condition satisfies, the feedback form through email will send to the

customer on the customer's registered email.
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CaselD-1563176076774:Feedback mail & 2
D
nokiazesis@gmail.com Tue, Aug 20, 1:04 PM (23 howrs ago) Ty 4w
tome v

How would you rate your overall experience with Support Desk

© Good © Bad =] Average

Has this issue been fully resolved to your satisfaction? *

o] Average © Bad © Good

Rate support ive on being skilled and

competent.

© Good © Bad o] Average

Comment

o
4 Reply m Forward

Figure: Sample Feedback Form delivered
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13 Delete a Campaign

Deleted campaign cannot be restored. The functionality like incoming call, outgoing call,

interactions, or chat and its specific configuration will also be deleted. The users assigned to the

campaign cannot attend any customer communication that you have configured in that campaign

until they are assigned to a new campaign.

Perform the following steps to delete a campaign.

1. In the left navigation bar, select the campaign that you want to delete.

2. Click "Delete Campaign" button on top right corner to delete the campaign. It shows the

following message.

Confirmation

Are you sure you want to delete campaign: T17

Figure: Deletion Confirmation Message

3. Click "Delete" to delete the campaign.

Rather, you can click "No" to not delete the campaign.
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14 Control Panel

It introduces the usage and administration of Control Panel. It manages the Ameyo through various

methods.
14.1 Getting Started

14.1.1 Prerequisites

Control Panel should be installed along with the Ameyo AppServer. Please refer to the Installation
Guide to install Ameyo AppServer and its packages on Ameyo OS, CentOS, or RHEL OS. After
installation, entire Ameyo AppServer and Control Panel have to be on SSL for its working.

Moreover, you have to enable Single Sign-On.
14.1.2 Install Control Panel

Execute the following command to install the Control Panel.

rpm -ivh <acp_build_name>.rpm
14.1.3 Upgrade Control Panel

If Control Panel is already installed, then execute the following command to upgrade the Control

Panel.

rpm -Uvh <acp_build_name>.rpm

Figure: Installed the Control Panel
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Two packages of Control Panel have been introduced in Ameyo 4.8 GA. One is for PHP 7.4, whereas

another support PHP 5.6.40. If you are using old build of PHP and Control Panel, then refer to

If you are using the latest Control Panel, then proceed further to read its manual.
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15 Configure SSL

15.1 Configure SSL for the entire Ameyo AppServer

Please refer to "Configure SSL" document to configure SSL for the entire Ameyo AppServer. Know

more...
15.2 Configure SSL for Control Panel of Ameyo

After taking the entire Ameyo AppServer to SSL, you have to make the changes in the following

files.
15.2.1 Configure config.php File

Execute the following command to edit config.php file.
vim /dacx/ameyo/acp/config.php

Change the data of the following lines.

$global_config[‘ameyolP'] = '<Domain_Name_of Server>";
$global_config['ameyoScheme'] = "https";
$global_config['ameyoPort'] = "<Port_number_of Server>";
$global_config[‘dbconfig']['host'] = '<Domain_Name_of_Server>";

$global_config['dbconfig']['port'] = .
$global_config['dbconfig']['database'] = '<Server_Database Name>";
$global_config['dbconfig']['user'] = '‘postgres’;

$global_config['dbconfig]['password'] = '<Postgres_Password_if_any>";
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" fdacx/ameyo/acp/config.php"

Figure: config.php File

15.2.2 Configure dacx_httpd_2_4.conf File

Execute the following command to edit dacx_httpd_2_4.conf file,
vim /ameyo_mnt/dacx/ameyo/acp/dacx_httpd_2_4.conf
Change the data of the following lines.

SSLEngine
DocumentRoot
SSLCertificateFile /<Path for keys folder>/<.crt

SSLCertificateKeyFile <Path for keys folder>/<.key Certificate File>

EnableSendfile on

=VirtualHost *:8080=

SSLEngine On

DocumentRoot /dacx/ameyo/acp

SSLCertificateFile / meyo/dacxdata/k TAR_ameyo_com.crt
SSLCertificateKeyFile /da r/amey a/ ameyo_com._key

SSLCipherSuite EECDH+A M:EDH+A 1: AES256+E AES256+EDH
SSLProtocol ALl -SSLv2 - 13

Header al %-Content-Type-Options nosniff
Header set 1

Header al Stri E rt-Security
Header Cook1le ~(.* 1;HttpOnly;Secure

Figure: dacx_httpd_2_4.conf File

15.2.3 Configure ameyoconfig.props File

Run the following command to edit ameyoconfig.props file,

Administrator Manual

off
/dacx/ameyo/acp
Certificate File>

Copyright © AMEYO 2020 | Page 554



A meyo 4.81 GA Administrator Manual

vim
/ameyo_mnt/dacx/var/ameyo/dacxdata/com.drishti.dacx.server.product/conf/web_server_ameyoc
onfig.props

Change these lines as displayed hereinbelow.

acpServerProtocol=https
acpServerlP=<Domain_Name_of_Server>
acpServerPort=8080

showAcpTab=true

Figure: Ameyoconfig.props File

15.2.4 Restart the Service

After doing all the configurations, restart the Control Panel service. Execute the following

commands.

ameyoctl service acp stop

ameyoctl service acp start
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16 Login to Control Panel

Login at Ameyo as an Administrator. In the Administrator, a menu named "Control Panel" is visible
in the top navigation bar. Click "Control Panel" to access the user interface of Control Panel. The

default screen, which is the Voicelogs screen comes first.

BEAMEYO  System Configuration  User  Process  Reports  Voicelogs  Control Panel  More v a Administrat... v
Voicelogs ¥ IT Administration ¥
Voicelogs
(1) Campaign [ Users Ccallid
2l User Disposition ) Date/Time Range ) Duration Of Call Greater Than ( In Seconds)
[ System Dispaosition J Phone Number [ Duration Of Call Less Than ( In Seconds)
L Queue I Filename

Figure: Voicelog Filters

When the Administrator logon to Control Panel successfully, the default page "Voicelog" is

displayed.
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17 Voicelogs

17.1 Voicelogs

It is the first page of Control Panel. Here, you can apply the filters to listen to the voicelogs.

L AvEYD  System Configuration er  Process  Repo Voicelogs  Control Panel  More v

Voicelogs ~ IT Administration ¥
Voicelogs
L Campaign [ Users Hcallid
[l User Disposition [ Date/Time Range [ Duration Of Call Greater Than ( In Seconds)
[ System Disposition [ Phone Number () Duration Of Call Less Than ( In Seconds)
) Queue [ Filename

Figure: Voicelog Filters

Perform the following steps.

At this page, you have to select the filters and then view the voicelogs, which are listed hereinbelow.
These filters help the user to view or filter according to the selection. You have to select any one

of these filters.

1. Date/Time (Mandatory): : It filters the Voicelogs based on the Date/Time Range. Know

more...
2. Campaign: It filters the Voicelogs based on the Campaign. Know more...

3. User Disposition: It filters the Voicelogs based on the User Dispositions. Know more...

4. System Disposition: It filters the Voicelogs based on the System Dispositions. Know more...

5. Queue: It filters the Voicelogs based on the Queues. Know more...

6. Users: It filters the Voicelogs based on the Users. Know more...
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7. Phone Number: It filters the Voicelogs based on the Phone Number. Know more...
8. Filename: It filters the Voicelogs based on the Filenames. Know more...

9. Call Id: It filters the Voicelogs based on the Call Id. Know more...

10. Comments: It filters the Voicelogs based on the Comments. Know more...

11. Ratings: It filters the Voicelogs based on the Ratings. Know more...

12. Duration of Call Greater than(in seconds): It filters the Voicelogs based on the Call

duration(greater than). Know more...

13. Duration of Call Less than(in seconds): It filters the Voicelogs based on the Call Duration

(less than). Know more...

From here, the functionalities and steps are different for all of the above filters. Therefore, these

filters and their configuration steps are explained in the following different sections.
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17.2 Date or Time Filter

17.2.1 Date or Time Filter (Mandatory)

It allows the Administrator to filter the voicelogs that are recorded for the calls made on the
selected date and time. It is a mandatory filter, which you have to select while selecting any of the

above filters to filter voicelogs.

If the Administrator is proceeding to download the voicelog without selecting this filter, then the
error message "Please select Date Range" is displayed on the page that appears after clicking “List"

or "Proceed" button.

!AMEYD D R L IR 1, cbedded page at vapt.ameyo.com:8080 says

Voicelogs ¥ IT Administration ¥ Select Date Range Filter
[ Campaign [ Users Cicallid
[ User Disposition ) Date/Time Range ) Duration Of Call Greater Than ( In Seconds)
[1J System Disposition [ Phone Number [ Duration Of Call Less Than ( In Seconds)
[ Queue [ Filename

Figure: Date/Time Selection error
Voicelogs ¥ IT Administration ¥
Voicelogs

) Campaign [ Users Hcallid
[l User Disposition ¥ Date/Time Range [ Duration Of Call Greater Than ( In Seconds)
[J System Disposition Start Time  2020-02-20 15:37 [J Duration Of Call Less Than ( In Seconds)
L Queue

End Time
[ Phone Number

[ Filename

Figure: Date or Time Filter

Perform the following steps.

1. Select "Date/Time Range" filter.

Copyright © AMEYO 2020 | Page 559



Ameyo 4.81 GA Administrator Manual

2. Click the textbox for "Start Date". It shows a calendar.

) Campaign O Users i callid
[ User Disposition ¥ Date/Time Range (1) Duration Of Call Greater Than ( In Seconds)
[ system Disposition Start Time‘. 2020-02-04 1 5‘371 ‘ [ Duration Of Call Less Than ( In Seconds)
) Queue r )
EndTime ¢ February 2020

a
SPhoneNU o Mo Tu We Th Fr Sa

[ Filename
1
2 3 4 5 6 7 8

9 0 1 12 13 14 15

Figure: Date/Time Range Calendar Selection

3. Select the date in the calendar or type it manually in "DD-MM-YYYY" format.

4. (Optional) If you also want to filter the voicelogs as per the specific time range, you have
to provide the values for both "Start Hours" and "Start Minutes". The values for "Start

Hours" are from 0 to 23 and the values for "Start Minutes" are from 0 to 59.

The default value for "Start Hours", "Start Minutes", "End Hours", and "End Minutes" is "0",

which means 12:00 AM (00:00 AM). These default values will remain selected always.

5. Click the textbox for "End Date". It shows a calendar, which is quite similar to the calendar
displayed for "State Date". The Administrator can either select the date in the calendar or

type it manually in "DD-MM-YYYY" format.

6. (Optional) If you also want to filter the voicelogs as per the specific time range, you have
to provide the values for both "End Hours" and "End Minutes". The values for "End Hours"

are from 0 to 23 and the values for "End Minutes" are from 0 to 59.
7. After it, click any of the following buttons located at the bottom of the page.
A. List Button: On clicking the list button, it shows "Voicelog List" page. Know more...

B. Proceed Button: On clicking the proceed button, it shows "Voicelogs Download"

page. Know more...
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17.2.2 Voicelogs List Page

When you click "List" button after selecting a filter, the following "List" Page is displayed, it allows
you to view all the voicelogs filtered according to the selected filter. You can to download, listen,
and provide remarks on these voicelogs. It allows the user to listen to the voicelogs, download all
or selected voicelogs in the default or MP3 format, provide remarks to the voicelogs, and view

whether the voicelog is verified or not.

Voicelogs ~ IT Administration
Voicelogs

Volume Control: Output Gain: |1 ¥ | Output Mute:l Input Gain: |1 ¥ |Input Mute:] [H][1]1to250f 755 v |[m ]
(=] Phone Number Name Date Time Call History Id Listen Download Delete
= 2222222222 Austin 2020-01-06 11-52-22 d651-520993d5-vcall-94 ) * ]
= 2121212121 Austin 2020-01-06 12-01-34 d651-5e0992d5-vcall-102 ) & &
= 2222212121 Austin 2020-01-06 12-13-07 d651-560993d5-vcall-112 L * ]
= 9540592262 Austin 2020-01-06 12-24-54 d651-520993d5-veall-114 ) = &
g 7055550559 Alonzo 2020-01-06 12-26-38 d651-50993d5-vcall-115 L + B
= 3232323232 Austin 2020-01-06 12-31-18 d651-5e0993d5-veall-120 bl RS ®
= 1212121212 Alonzo 2020-01-06 12-31-30 d651-5e0993d5-vcall-121 ) & B

Download Checked Download Mp3

Figure: Voicelog List Page

Here, the Administrator can perform the following steps.

1. Output Gain: It is the amplification parameter of the customer's voice. Sometimes the
customer's volume is low or hard to hear, to resolve such cases, and to amplify the voice;
there are 1-10 amplification parameters. Select the parameter according to the audibility

of the Voice.

2. Input Gain: It is the amplification parameter of the customer's voice. Sometimes the
customer's volume is low or hard to hear, to resolve such cases, and to amplify the voice;
there are 1-10 amplification parameters. Select the parameter according to the audibility

of the Voice.

3. Input Mute: It allows the user to mute the agent's voice. This feature is helpful in cases

when you do not want to listen to the voice of the agent.

4. Output Mute: It allows the user to mute the customer's voice. This feature is helpful in

cases when the administrator does not want to listen to the customer's voice.
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5. Listing of Voicelogs: Voicelogs are listed in the tabular format.

6. Listen: It allows the Administrator, Supervisor, or the Quality Analyst to listen to the Agent's
Conversation with Customer directly without downloading it. To listen to any Voicelog, click

BT icon in front of the phone number or the agent' name.

7. Download: It allows the user to download only the particular voicelog. Perform the

following steps.

A. Click &l icon to download the voicelogs. It displays a new link at the same location,
where the file is being mixed and prepared, and then a link is displayed to

download the voicelog.

Volume Control: Qutput Gain: E Output Mute: Input Gain: Input Mute:™) [F][]1to250f 755 [ ][ W]
(=] Phone Number Name Date Time Call History Id Listen Download Delete
e 2222222222 Austin 2020-01-06 11-52-22 d651-5e0993d5-veall-94 “ & ]
= 2121212121 Austin 2020-01-06 12-01-34 d651-500093d5-vcall-102 w© * [}
o 2222212121 Austin 2020-01-06 12-13-07 d651-520993d5-vcall-112 - * B
e 9540592262 Austin 2020-01-06 12-24-54 d651-500993d5-veall-114 * * B
e 7055550559 Alenzo 2020-01-06 12-26-38 d651-5e0993d5-veall-115 “ & ]
= 3232222232 Austin 2020-01-06 12-21-19 d651-500093d5-vcall-120 w© * [}
o 1212121212 Alonzo 2020-01-06 12-31-30 d651-5¢0993d5-vcall-121 - * B
8 34444343443 Alonzo 2020-01-06 12-49-51 d651-50993d5-vcall-132 ) Click [Here] To Download [}
e 5555555555 Austin 2020-01-06 14-07-01 d927-5e12ee83-vcall-0 “ & ]
= 8585852585 Austin 2020-01-06 14-08-00 d927-5¢12ee83veall-1 w© * [}

Figure: Download the file

B. Click "Here" link to download the voicelog file. "Download" option is based upon

"Save As" functionality of the Web browser.

It is recommended to keep "Ask where to save each file before downloading" or

similar option checked in your Web Browser so that you can specify the name and

path to save the files.

C. Case 1: If "Ask where to save each file before downloading" option is not checked,
the voicelog will be saved as ".wave" file with the default name at the default

download location of the Web browser.

D. Case 2: If "Ask where to save each file before downloading" or other similar option
is checked, then you have to perform the following steps to download the voicelog

file.

Perform the following steps.
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I.  Click the link, which is marked in the green box, in above screenshot. It

shows the following dialog box.

€ Savehs P
4 * » This PC » Downloads w | Search Downloads el

Organise » MNew folder B 0

E This PC Name Date modified Type

_J 3D Objects Mo iterns match your search,
I Desktop

Documents

& Downloads

JS Music

[&=] Pictures

B videos

e Local Disk ()

- Local Disk (D:)

AR 132321 A1 _2019-0 49-53 ~

Save as type: | Wave Sound ~

» Hide Folders Cancel

Figure: Dialog Box to download the file

[l.  Select the location where you want to save the file.

lll.  The default name of the file is the phone number of the customer, followed
by the agent's name and the time stamp(YYYY-MM-DD-hr-mm-ss) when

the call had been made.
V. You can change filename in "File Name" textbox.
V. Click "Save" button.

8. Download Checked: It gives the privilege to the user to download only the selected files

instead of downloading all. Perform the following steps.

A. Check the boxes for the voicelogs that you want to download.

B. Click "Download Checked"button . It shows a notification bar from where the
process of input and output files mixing starts automatically, and the link to

download the voicelog is displayed.
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An embedded page at vapt.ameyo.com:8080 says

This might take long time depending on number of voicelogs

generated! Continue?

Figure: Download the file

C. Click "OK" button to download the file. "Download" option is based upon "Save

As" functionality of the Web browser.

It is recommended to keep "Ask where to save each file before downloading" or

similar option checked in your Web Browser so that you can specify the name and

path to save the files.

D. Case 1: If "Ask where to save each file before downloading" option is not
checked, the voicelog will be saved as ".wave" file with the default name at the

default download location of the Web browser.

E. Case 2: If "Ask where to save each file before downloading" option is selected,

then the following dialog box is displayed.
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€ savens X

ui ‘ » ThisPC » Downloads v O Search Downloads ye

Organise = New folder fe= -

E This PC ] MName Date modified Type

. 30 Objects Mo items match your search.
[ Desktop

Documents

* Downloads

Jﬁ Music

&= Pictures

m Videos

2., Local Disk (C:)

- Local Disk (D:)

File name:

Save as type: | Wave Sound ~

~ Hide Folders Cancel

Figure: Dialog Box to download the file

Perform the following steps.

I.  Select the location where you want to save the file.

Il. The default name of the file is the phone number of the customer,
followed by the agent's name and the time stamp(YYYY-MM-DD-hr-mm-
ss) when the call had been made. You can change the filename in "File

Name" textbox.

. Click "Save" button.
9. GCall History ID: It is the unique Call ID generated by Ameyo System for every call. It can

be used to search for any particular voicelog for the call with this ID.

10. Download MP3: : This feature allows the user to download the voicelog in the MP3 format.

Perform the following steps.

A. Check the boxes for the voicelogs that you want to download.
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B. Click "Download MP3"button . It shows a notification, where the process of input
and output files mixing starts automatically, and the link to download the

voicelog is displayed.

An embedded page at vapt.ameyo.com:8080 says

This might take long time depending on number of voicelogs

generated! Confinue?

Figure: Page to download the file

C. Click "OK" button to download the file. "Download" option is based upon "Save

As" functionality of the Web browser.

It is recommended to keep "Ask where to save each file before downloading" or

similar option checked in your Web Browser so that you can specify the name and

path to save the files.

D. Case 1: If "Ask where to save each file before downloading" option is not
checked, the voicelog will be saved as ".wave" file with the default name at the

default download location of the Web browser.

E. Case 2: If "Ask where to save each file before downloading" option is selected,

then the following dialog box is displayed.
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€ savens X

ui ‘ » ThisPC » Downloads v O Search Downloads ye

Organise = New folder fe= -

E This PC MName Date modified Type

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

Documents

* Downloads

Jﬁ Music

&= Pictures

m Videos

2., Local Disk (C:)

- Local Disk (D:)
v < 3

File name: | 32321_A1_2019-02-22-12-49-53 w

Save as type: |Wave Sound ~

~ Hide Folders | Save | | Cancel

Figure: Dialog Box to download the file

Perform the following steps.

I.  Select the location where you want to save the file.

Il. The default name of the file is the phone number of the customer,
followed by the agent's name and the time stamp(YYYY-MM-DD-hr-mm-
ss) when the call had been made. You can change the filename in "File

Name" textbox.

1. Click "Save" button.
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17.2.3 Voicelogs Download Page

When you click "Proceed" button after selecting a filter, the following "List" Page is displayed.

Voicelogs ™ IT Administration *

248 Voice Files Found!

Figure: Proceed Page

It allows you to download all voicelogs, delete them, or convert all voicelogs to MP3 in one click.
It shows the total number of voicelog files. After clicking "Continue" button, all voicelogs starts

appearing on the page.

Voicelogs ¥ IT Administration ¥
Voicelogs
Volume Control: Total 248 File Names Are Cached!
Qutput Gain: Input Gain:

Delete All | Download All Convert To Mp3

Figure: Voicelog Download

Administrator can perform the following steps.

1. Output Gain: It is the amplification parameter of the customer's voice. Sometimes the
customer's volume is low or hard to hear, to resolve such cases, and to amplify the voice;
there are 1-10 amplification parameters. Select the parameter according to the audibility

of the Voice.

e Audibility of Voice: Audibility used in the "Output Gain" is the parameter used in

the Ameyo, means that the voice in the Voicelogs is ready to hear.

o Voice Amplification: While on the conversation, over the channel communication

like on the phone call, the volume of the one person is low or there is some noise
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in the communication as a result, another person is not able to hear the voice
properly, In those cases there is a need to amplify the voice. In this method,

amplification devices are used, which help to increase the volume of the person.

2. Input Gain: It is the amplification parameter of the voice of the Agent. Many times agent's
volume is very low, or the agent's voice mixes with other agent's voice. To listen to the
conversation clearly, there are 1-10 amplification parameters. Select the parameter

according to the audibility of the Voice.

3. Download All Button: It allows you to download all the voicelogs at the same time. The

downloaded files are in the same format as they are saved in the database. But these files
are audible and playable with any regular audio player. Perform the following steps to

download the voicelog file.

A. Check the boxes for the voicelogs that you want to download.

B. Click "Download All"button . It shows a notification, after which the process of
input and output files mixing starts automatically, and the link to download the

voicelog is displayed.

An embedded page at vapt.ameyo.com:8080 says

This might take long time depending on number of voicelogs

Figure: Page to download the file

generated! Confinue?

C. Click "OK" button. "Download" option is based upon "Save As" functionality of

the Web browser.
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It is recommended to keep "Ask where to save each file before downloading" or
similar option checked in your Web Browser so that you can specify the name and

path to save the files.

D. Case 1: If "Ask where to save each file before downloading" option is not
checked, the voicelog will be saved as ".wave" file with the default name at the

default download location of the Web browser.

E. Case 2: If "Ask where to save each file before downloading" option is selected, then

the following dialog box is displayed.

€ save s X
L ; » ThisPC » Downloads v O Search Downloads pol

Organise = Mew folder f== « o

~ Name Date modified Type

[ This PC
_J 3D Objects Mo items match your search.
[ Desktop
Documents
4 Downloads
} Music
[&=] Pictures
B videos
‘e Local Disk (C:)

- Local Disk (D)

FIELEIN N2 132321_A1_2019-02-22-12-49-53 ~

Save as type: | Wave Sound v

# Hide Folders | Save | | Cancel

Figure: Dialog Box to download the file

Perform the following steps.

I.  Select the location where you want to save the file.

[l.  The default name of the file is the phone number of the customer,

followed by the agent's name and the time stamp(YYYY-MM-DD-hr-mm-
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ss) when the call had been made. You can change the filename in "File

Name" textbox.

Il Click "Save" button.
3. Convert to MP3: This feature helps to convert voicelogs to the Mp3 file formats. The MP3

format is the universal format to listen to the voices. After clicking on this button, both the

file conversion to MP3 and the download to the selected location starts automatically.

Perform the following steps.

A. Click "convert to MP3" button to convert all the voicelog files to MP3 format.
After clicking the button, a pop-up for the confirmation arises, to ask whether the

voicelogs needs to convert or not in MP3 format.

An embedded page at techwriter.ameyo.com:8080 says

This might take long time depending on number of voicelogs generated

Figure: Confirmation Pop-up

B. Click "OK" to confirm. It shows the total number of records which are converted.

Volume Control: Total 113 File Names Are Cached!

OQutput Gain: Input Gain:

Delete All | Download All | Convert To Mp3

Total records found: 82 and each archive can contain maximim 100 records

VoiceFiles_backup_20200220_173905_1.zip [T ES]

Figure: Page to download the file
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C. Click "Download" button to download the converted files. "Download" option is

based upon "Save As" functionality of the Web browser.

It is recommended to keep "Ask where to save each file before downloading” or

similar option checked in your Web Browser so that you can specify the name and

path to save the files.

D. Case 1: If "Ask where to save each file before downloading" option is not
checked, the voicelog will be saved as ".wave" file with the default name at the

default download location of the Web browser.

E. Case 2: If "Ask where to save each file before downloading" option is selected, then

the following dialog box is displayed.

€ Savets =

™ ; » This PC » Downloads v | O Search Downloads el

Organise « Mew falder f=z -

[ This PC ~ MNarme Date modified Type

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

Documents

“ Downloads

B Music

[&=] Pictures

E Videos

‘e Local Disk ()

- Local Disk (D)

File name: |

Save as type: | Wave Sound ~

A~ Hide Folders [ save | Concel

Figure: Dialog Box to download the file

Perform the following steps.

I.  Select the location where you want to save the file.
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[l.  The default name of the file is the phone number of the customer,
followed by the agent's name and the time stamp(YYYY-MM-DD-hr-mm-
ss) when the call had been made. You can change the filename in "File

Name" textbox.

II. Click "Save" button.

4. Delete All: There may same rare of the rarest cases where you want to delete all the

captured voicelogs.

There is no way to restore the voicelogs deleted using this method. So, use this option

consciously.

Perform the following steps to delete all voicelogs.

A. Click "Delete All" button. A pop-up dialog comes up to ask for the confirmation of

the deleting process.

An embedded page at techwrter.ameyo.com:8080 says

WARMIMG You are about to delete all selected voicelogs

Figure: Delete All Confirmation

B. If you are okay to delete all the voicelogs, then click "OK" after reading the warning.

Rather, click "Cancel."

C. After deleting all of the voicelogs, a message is displayed at the bottom of the

page.
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Volume Control: Total 113 File Names Are Cached!

Output Gain: Input Gain:

Delete All Download All Convert To Mp3

File /dacx/var/ameyo/dacxdata/voicelogs/2019-02-22/A1/123465_A1_2019-02-22-12-23-27 Deleted

Figure: Voicelogs Deleted
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17.3 Campaign Filter

Voicelogs can be filtered with the Campaign filter, which gives the privilege to the Administrator

to

view all the Voicelogs in a campaign.

Perform the following steps.

1.

(Mandatory) Check "Date/Time Range" box to enable the Date and Time file. Provide the
values of "Start Date and Time" and "End Date and Time" to specify the period of which

voicelogs you want to list with "Campaign" filter.

Check the "Campaign" box to list down the campaigns, in which the voicelogs have been

generated.
Voicelogs ¥ IT Administration ¥
Voicelogs
¥ Campaign [ users O callid
Vapt_In - ¥ Date/Time Range ) Duration Of Call Greater Than ( In Seconds)
Vapt_Out () Duration Of Call Less Than ( In Seconds)

e Start Time  2020-02-20 17:44
[ User Disposition
. i End Time 2020-02-20 17:44
2 System Disposition
[ Phone Number
) Queue
[ Filename

Figure: Campaign_Selection

Use scrollbar to scroll through the list of campaigns. The administrator can select only one

campaign at a time.
After making the selection, the administrator can click any of the following buttons.

A. List Button: Click it to show "Voicelogs List" page that allows the user to listen to
the voicelogs, download all or selected voicelogs in the default or MP3 format,
provide remarks to the voicelogs, and view whether the voicelog is verified or not.

Know more...

B. Proceed Button: Click it to show "Voicelogs Download" Page, which allows the

user to download all voicelogs in default and MP3 formats, and delete them. Know

more...
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17.4 User Disposition Filter

Voicelogs can be filtered as per the User dispositions, which are provided by the agents while

disposing of those calls for which the voicelogs have been generated.

Voicelogs ¥ IT Administration ¥
Voicelogs
J Campaign O Users O Call 1d
¥ User Disposition ¥ Date/Time Range [ Duration Of Call Greater Than ( In Seconds)
Abrupt disconnection - Start Time  2020-02-20 17:44 [ Duration Of Call Less Than ( In Seconds)

Agent volume too low .
— — End Time 2020-02-20 17:44
[2) System Disposition
1) Phone Number
L Queue
[ Filename

User_Voicelogs

Figure: User Disposition

Perform the following steps.

1. (Mandatory) Check "Date/Time Range" box to enable the Date and Time file. Provide the
values of "Start Date and Time" and "End Date and Time" to specify the period of which

voicelogs you want to list with "User Disposition" filter.

2. Check "User Disposition" filter. It will list the user dispositions, for which the voicelogs are

available.

3. You can use the scrollbar to scroll through the list of user dispositions. Select a user
disposition to filter those voicelogs which are generated only for those calls that have been

disposed of with this disposition.
4. After making the selection, the administrator can any of the following buttons.

A. List Button: Click it to show "Voicelogs List" page that allows the user to listen to
the voicelogs, download all or selected voicelogs in the default or MP3 format,
provide remarks to the voicelogs, and view whether the voicelog is verified or not.

Know more...

Copyright © AMEYO 2020 | Page 576



Ameyo 4.81 GA Administrator Manual

B. Proceed Button: Click it to show "Voicelogs Download" Page, which allows the

user to download all voicelogs in default and MP3 formats, and delete them. Know

more...
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17.5 System Disposition Filter

Voicelogs can be filtered as per the System dispositions, which are provided by the agents while

disposing of those calls for which the voicelogs have been generated.

Voicelogs IT Administration ¥
Voicelogs

[ Campaign [ Users [ call 1d
[1J User Disposition ¥ Date/Time Range () Duration Of Call Greater Than ( In Seconds)
¥ System Disposition Start Time 2020-02-03 17:48 [ Duration Of Call Less Than ( In Seconds)

CONNECTED -

CAILED End Time  2020-02-20 17:48

NO ANSWER = [ Phone Number
L Queue

I Filename

System_Voicelogs

Figure: System Disposition

Perform the following steps.

1. (Mandatory) Check "Date/Time Range" box to enable the Date and Time file. Provide the
values of "Start Date and Time" and "End Date and Time" to specify the period of which

voicelogs you want to list with "System Disposition" filter.

2. Check "System Disposition" filter. It will list the System dispositions, for which the voicelogs

are available.

3. You can use the scrollbar to scroll through the list of System dispositions. Select a System
disposition to filter those voicelogs which are generated only for those calls that have been

disposed of with this disposition.
4. After making the selection, the administrator can any of the following buttons.

A. List Button: Click it to show "Voicelogs List" page that allows the System to listen
to the voicelogs, download all or selected voicelogs in the default or MP3 format,
provide remarks to the voicelogs, and view whether the voicelog is verified or not.

Know more...
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B. Proceed Button: Click it to show "Voicelogs Download" Page, which allows the

System to download all voicelogs in default and MP3 formats, and delete them.

Know more...
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17.6 Queue Filter

It allows you to filter the voicelogs based upon the queues also. You have to select a campaign first

to

list the queues in that campaign.

Perform the following steps.

1.

(Mandatory) Check "Date/Time Range" box to enable the Date and Time file. Provide the
values of "Start Date and Time" and "End Date and Time" to specify the period of which

voicelogs you want to list with "Queue" filter.

Check the "Queue" box to list down the Queues, in which the voicelogs have been

generated.
Voicelogs ~ IT Administration ¥
Voicelogs
4 Campaign [ Users [ Call 1d
Vapt_In - [# Date/Time Range ") Duration Of Call Greater Than ( In Seconds)
') Duration Of Call Less Than ( In Seconds)

Vapt_Out
i - Start Time  2020-02-03 17:48
1 User Disposition
L End Time 2020-02-20 17:48
") System Dispesition
[ Phone Number
¥ Queue
[ Filename
qw
Vapt_In_Queue -

Figure: Queue Selection

Check "Campaign" box to enable the campaign filter. It shows the list of campaigns, in

which the voicelogs have been generated.
Use the scroll bar to scroll through the list and select a campaign..

Check "Queue" box to enable the queue filter. It shows the list of queues available in the

selected campaign.

Use the scroll bar to scroll through the list. Select a Queue, of which voicelogs, you want to

access.
After making the selection, the administrator can click any of the following buttons.

A. List Button: Click it to show "Voicelogs List" page that allows the user to listen to

the voicelogs, download all or selected voicelogs in the default or MP3 format,
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provide remarks to the voicelogs, and view whether the voicelog is verified or not.

Know more...

B. Proceed Button: Click it to show "Voicelogs Download" Page, which allows the

user to download all voicelogs in default and MP3 formats, and delete them. Know

more...
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17.7 Users Filter

It allows the administrator to filter the voicelogs as per the user. It shows the voicelogs for those

calls only, which are disposed of by the selected user.

Voicelogs ¥ IT Administration >
Voicelogs
¥ Campaign ¥ Users L callid
Vapt_in - agent - [l Duration Of Call Greater Than ( In Seconds)
Vapt_Out - Alonzo - [ Duration Of Call Less Than ( In Seconds)
[l User Disposition ¥ Date/Time Range

[ System Disposition Start Time, 2020-02-20 17:51

) Queue .
End Time 2020-02-20 17:51

) Phone Number

I Filename

Figure: Users Selection

Perform the following steps.

1. (Mandatory) Check "Date/Time Range" box to enable the Date and Time file. Provide the
values of "Start Date and Time" and "End Date and Time" to specify the period of which

voicelogs you want to list with "Users" filter.

2. Enable the Campaign-level filter. It shows the of the available campaigns, in which voicelogs

have been recorded.
3. Select a campaign.
4. Enable "Users" filter. It shows the list of the users staffed in the selected campaign.
5. You can use the scroll bar to scroll through the list. Select any user.

6. Use the scroll bar to scroll through the list. Select a Users, of which voicelogs, you want to

access.
7. After making the selection, the administrator can click any of the following buttons.

A. List Button: Click it to show "Voicelogs List" page that allows the user to listen to

the voicelogs, download all or selected voicelogs in the default or MP3 format,
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provide remarks to the voicelogs, and view whether the voicelog is verified or not.

Know more...

B. Proceed Button: Click it to show "Voicelogs Download" Page, which allows the

user to download all voicelogs in default and MP3 formats, and delete them. Know

more...
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17.8 Phone Number Filter

It allows the administrator to filter the voicelogs for those calls which have been made to the

specified Phone Number of the customer.

Voicelogs > IT Administration ¥

[ Campaign [ Users
[0 User Disposition ¥ Date/Time Range
[ System Disposition Start Time  2020-02-05 17:53

L Queue .
End Time 2020-02-20 17:53

¥ Phone Number

1236521452

[ Filename

O callid
["! Duration Of Call Greater Than ( In Seconds)

[} Duration Of Call Less Than ( In Seconds)

Figure: Phone Number Selection

Perform the following steps.

1. (Mandatory) Check "Date/Time Range" box to enable the Date and Time file. Provide the

values of "Start Date and Time" and "End Date and Time" to specify the period of which

voicelogs you want to list with "Phone Number" filter.

2. Check the "Phone Number" box to list down the Phone Numbers, in which the voicelogs

have been generated.
3. Check "Phone Number" box to enable this filter.

4. Provide the phone number in the textbox.

5. After making the selection, the administrator can click any of the following buttons.

A. List Button: Click it to show "Voicelogs List" page that allows the user to listen to

the voicelogs, download all or selected voicelogs in the default or MP3 format,

provide remarks to the voicelogs, and view whether the voicelog is verified or not.

Know more...
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Voicelogs IT Administration
Voicelogs
Volume Control: Qutput Gain: \EI Output Mute:l) Input Gain: \EI Input Mute: [ [2] 1to 1 of 1[0 ][]
(=] Phone Number Name Date Time Call History Id Listen Download Delete
s 1236521452 Alonzo 2020-02-20 16-52-33 d684-5e4e444c-vcall-2 bl & ]

Download Checked | Download Mp3

Figure: Phone Number Voicelog

B. Proceed Button: Click it to show "Voicelogs Download" Page, which allows the

user to download all voicelogs in default and MP3 formats, and delete them. Know

more...
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17.9 Filename Filter

It is used to filter the voicelogs based upon the names of the voicelog files. It can be used when

the filenames of the voicelogs are known.

I

[ Campaign [ Users [ call 1d
[/ User Disposition ¥ Date/Time Range [ Duration Of Call Greater Than ( In Seconds)
) System Disposition Start Time  2020-02-20 17:58 [ Duration Of Call Less Than ( In Seconds)

) Queue .
End Time 2020-02-20 17:58

[ Phone Number

¥ Filename

2323232327 _Alonzo_2020-02-06-21-10-21

Figure: Filename Filter Selection

Perform the following steps.

1. (Mandatory) Check "Date/Time Range" box to enable the Date and Time file. Provide the
values of "Start Date and Time" and "End Date and Time" to specify the period of which

voicelogs you want to list with "Filename" filter.
2. Check "Filename" box to enable this filter.
3. Provide the filename in the textbox.
4. After making the selection, the administrator can click any of the following buttons.

A. List Button: Click it to show "Voicelogs List" page that allows the user to listen to
the voicelogs, download all or selected voicelogs in the default or MP3 format,

provide remarks to the voicelogs, and view whether the voicelog is verified or not.

Know more...
Voicelogs > IT Administration ~
Voicelogs
Volume Control: Output Gain:Ou(put Mute:l Input Gain: E Input Mute™ [EC 1o 10f1 ][]
@ Phone Number Name Date Time Call History Id Listen Download Delete
= 4324234344 Austin 2020-02-03 11-23-33 d304-5e37ad27-vcall-88 - & &

Download Checked | Download Mp3

Copyright © AMEYO 2020 | Page 586




Ameyo 4.81 GA Administrator Manual

Figure: Filename Voicelog

B. Proceed Button: Click it to show "Voicelogs Download" Page, which allows the

user to download all voicelogs in default and MP3 formats, and delete them. Know

more...
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17.10 Call Id Filter

It is used to filter the voicelog for a particular of which call ID is provided. Ameyo System generates

the unique Call ID for every call automatically.

) Campaign [ Users i Call 1d

[l User Disposition I Date/Time Range d456-5e463d22-veall-0

[ System Disposition Start Time  2020-02-01 18:00 [) Duration Of Call Greater Than ( In Seconds)
[ Queue [_) Duration Of Call Less Than ( In Seconds)

End Time 2020-02-20 18:00
) Phone Number

) Filename

Figure: Call Id Selection

Perform the following steps.

1.

(Mandatory) Check "Date/Time Range" box to enable the Date and Time file. Provide the
values of "Start Date and Time" and "End Date and Time" to specify the period of which

voicelogs you want to list with "Call Id" filter.

Check "Call id" box to enable this filter.

Select a campaign.

Enter the Call ID in the text field.

After making the selection, the administrator can click any of the following buttons.

A. List Button: Click it to show "Voicelogs List" page that allows the user to listen to

the voicelogs, download all or selected voicelogs in the default or MP3 format,

provide remarks to the voicelogs, and view whether the voicelog is verified or not.

Know more...
Voicelogs
Volume Control: Qutput Gain: E Qutput Mutei™ Input Gain: \EI Input Mute:™) [EOC 1 to 1 of 1 ][]
@ Phone Number Name Date Time Call History Id Listen Download Delete
L TITTTTIIT Alonzo 2020-02-14 13-48-17 d456-5e463d22-veall-0 h & &

Download Checked | Download Mp3
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Figure: Call Id Voicelog

B. Proceed Button: Click it to show "Voicelogs Download" Page, which allows the

user to download all voicelogs in default and MP3 formats, and delete them. Know

more...
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17.11 Duration of Call Greater than (in seconds) Filter

It is used to filter the voicelogs based upon the duration of those calls for which they have been

generated.
Voicelogs
[ Campaign [ Users L callid
) User Disposition ¥ Date/Time Range ¥ Duration Of Call Greater Than ( In Seconds)
) system Disposition Start Time  2020-02-01 18:02 100
1 Queue ) Duration Of Call Less Than ( In Seconds)

End Time 2020-02-20 18:02
) Phone Number

[ Filename

Figure: Call Id Selection

Perform the following steps.

1. (Mandatory) Check "Date/Time Range" box to enable the Date and Time file. Provide the
values of "Start Date and Time" and "End Date and Time" to specify the period of which

voicelogs you want to list with "Call Id" filter.
2. Check the box named "Duration of Call Greater than (in seconds)" to enable this filter.

3. Enter the value in seconds in the textbox to filter the voicelogs for those calls which have

greater call duration than the provided value.
4. After making the selection, the administrator can click any of the following buttons.

A. List Button: Click it to show "Voicelogs List" page that allows the user to listen to
the voicelogs, download all or selected voicelogs in the default or MP3 format,
provide remarks to the voicelogs, and view whether the voicelog is verified or not.

Know more...

B. Proceed Button: Click it to show "Voicelogs Download" Page, which allows the

user to download all voicelogs in default and MP3 formats, and delete them. Know

more...
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17.12 Duration of Call Less than (in seconds) Filter

It is used to filter the voicelogs based upon the duration of those calls for which they are generated.

) Campaign [ Users 0 Call 1d

") User Disposition ¥ Date/Time Range [ Duration Of Call Greater Than ( In Seconds)
[) System Disposition Start Time  2020-02-19 18:06 ¥ Duration Of Call Less Than ( In Seconds)

L Queue 50

End Time 2020-02-20 18:06
) Phone Number

) Filename

Figure: Call Id Selection

Perform the following steps.

1. (Mandatory) Check "Date/Time Range" box to enable the Date and Time file. Provide the
values of "Start Date and Time" and "End Date and Time" to specify the period of which

voicelogs you want to list with "Call Id" filter.
2. Check the box named "Duration of Call Less than ( in seconds)" to enable this filter.

3. Enter the value in seconds in the textbox to filter the voicelogs for those calls which have

greater call duration than the provided value.
4. After making the selection, the administrator can click any of the following buttons.

A. List Button: Click it to show "Voicelogs List" page that allows the user to listen to
the voicelogs, download all or selected voicelogs in the default or MP3 format,
provide remarks to the voicelogs, and view whether the voicelog is verified or not.

Know more...

B. Proceed Button: Click it to show "Voicelogs Download" Page, which allows the

user to download all voicelogs in default and MP3 formats, and delete them. Know

more...
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18 IT Administration Tab

"IT Administration" Tab of Control Panel lets the Administrator control the essential features of the

Ameyo. Click "IT Administrator" to access its page.

Voicelogs * IT Administration ¥

Manage Backups

Manage Database

Manage Voicelog

VolP Packet Capture

Figure: IT Administration Tab

It contains the following tabs. Click the links to know more about them.

1. Manage Database
2. Manage Backups
3. Manage Voicelogs

4. VolP Packet Capturing
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18.1 Manage Database

"Manage Database" Tab allows the Administrator to manage the database. Click "Manage

Database" in "IT Administration" to access its page.

Voicelogs ™ IT Administration >

Manage Backups

Manage Database

Manage Voicelog

VolP Packet Capture

Figure: Manage Database

The following page opens on clicking to the Manage Database option.

Voicelogs ¥ IT Administration ™

Manage Database

Figure: Manage Database Functions

Following tabs are displayed in this page. Click the links to know more about them.

1. Backup
2. Restore
3. Cleanup
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4. Vacuum

5. Schedule
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18.1.1 Backup Tab

Here, the Administrator can take the backup of the database manually by performing the following

steps.

1. Click "Backup" tab. It shows the following wizard in the browser.

Manage Database

Manage Database Backup

Select Type Of Backup

OTake Backup Of Application Specific Databases
O Take Backup Of Custom Database

Figure: Backup Option in Manage Database Tab

2. You have to select any of the following options.

A. Take Application Specific Backup: It allows you to take the application specific

backup. Know more...

B. Take Backup of Custom Databaselt allows you to take the backup of any

particular database. Know more...
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18.1.1.1 Take Backup of Application Specific Databases

It allows the Administrator to backup any application-specific database. Here, the databases related
to the selected application appear only. For example, the databases related to Ameyo AppServer
and Ameyo Archiving and Reporting Tool are displayed here.

Perform the following steps.

1. Click "Backup” tab in "Manage Database." It shows the following wizard.

Manage Database

Manage Database Backup

Select Type Of Backup

OTake Backup Of Application Specific Databases
OTake Backup Of Custom Database

Figure: Backup Tab

2. Click "Take Backup of Application Specific Databases" option. It shows the following screen.

Manage Database

Select The Database(s) ¥l Backup History Tables
Application DB - [Stop The Server

() Analyze Db Before Backup (Slower But Gives Accurate Validation
- Report During Restore)

Number Of Parallel
Jobs

4

Figure: Application Specific Backup

3. Select the application name for which you have to take the backup.

4. (Optional) Backup History Table: Check "Backup History Tables" to enable the option for
taking the backup of the History tables also. The History tables store the history of all
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contents such as  Call History, User Login History, and others.
However, in some cases, these tables are not that important for the users, and thus, the

user can also skip this step.

5. (Optional) Analyze Database Backup: Check the box titled "Analyze DB before Backup

(Slower but gives accurate validation report during restore)" to analyze database while
taking the backup. At the time of backup, it runs the database error check resolver to check
for the errors during the backup process.
There are possibilities of having the errors at the time of backup, which can be there due
to any reason. For example, during the backup process, one of two related tables get
backup with the old data, but the second table stores the updated data. This is because the
server is still working on updating the data of both related tables and may take more time

to complete, but the backup process has been started already.

6. (Optional, but Recommended) Stop Server: Check "Stop the Server" box to stop the

Server while performing the Cleanup task. It is an optional step but recommended. Enabling
this function stops the server until the "Cleanup" process is completed so that any

discrepancy can be avoided.

7. Number of Parallel Jobs: Provide the number of jobs which can be executed

simultaneously. Parallel jobs means that the total number of jobs that can be executed at

any instant of time.

8. Click "Backup" button on the bottom to backup the selected database. It can take a few

minutes to complete the backup process depends upon the size of the database.

Manage Database

--» Database Dir name to save pg_dump istbackup_ga_48_2020-02-21__16_51_16.5q]

--> Creating backup directory:/dacx/var/ameyo/dacxdata/acp/databasebackup

--» Backup directory created successfully;/dacx/var/ameyo/dacxdata/acp/databasebackup

--= Starting pg_dump:pg_dump -U postgres -h vapt.ameyo.com ga_48 -j 4 --exclude-table-data _history’ -Fd -f
/dacx/var/fameyo/dacxdata/acp/databasebackup/backup_ga_48__2020-02-21_16_51_16.5ql

--> pg_dump successfully done!

--> Taking md5sum

--> md5sum successfully done!

--> Making tar of db dump, meta-info and md5sum in backup_ga_48__2020-02-21_16_51_16.sql.tar.gz

--» tar successfully done in filezbackup_ga_48_2020-02-21_16_51_16.5ql.tar.gz

--= Backup Successfully done and stored at location :/dacx/var/ameyo/dacxdata/acp/databasebackup filename is :backup_ga_48_2020-02-21_16_51_16.sql.tar.gz
--> Backup Success! Exit Code: 100

Backup Successfully done and stored at location: filename is:
/dacx/varfameyo/d data/acp/datal backuy backup_ga_ 48_2020-02-21_16_51_16.sql.tar.gz
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Figure: Backup Process

Once done, it shows the status of the backup whether it is done or not. Also it contains the

path at which the backup file is kept on the server with its file name.

9. Click "Download" to download the backup file. Download" option is based upon "Save As"

functionality of the Web browser.

It is recommended to keep "Ask where to save each file before downloading" or similar

option checked in your Web Browser so that you can specify the name and path to save

the files.

A. Case 1: If "Ask where to save each file before downloading" option is not checked,
the voicelog will be saved as ".wave" file with the default name at the default

download location of the Web browser.

B. Case 2: If "Ask where to save each file before downloading" or other similar option
is checked, then you have to perform the following steps to download the voicelog

file.

€ Savehs =
™ ‘ » ThisPC » Downloads v | Search Downloads 2

Organise = Mew folder EEER 4 o

A Name Date modified Type

& This PC
_ 30 Objects Working on it...
[ Desktop
Documents
* Downloads
D Music
[&] Pictures
m Videos
‘e Local Disk ()

- Local Disk (D)
w £ >

File name: | backup_msd_gurugram_ 2019-07-10_15 34 35.sgl.tar ~ |

Save as type: | WinRAR archive ~ |

~ Hide Folders [ swe | Canca

Figure: Dialog Box to download the file
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I.  Select the location where you want to save the file.

[l.  The default name of the file is the name of the database (of which backup

is taken) followed by the present time stamp(YYYY-MM-DD-hr-mm-ss).
lll.  You can change filename in "File Name" textbox.

V. Click "Save" button.
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18.1.1.2 Take Backup of Custom Database
This option helps the Administrator to take the backup of any specific database. Perform the
following steps.

1. Click "Backup" tab in "Manage Database." It shows the following wizard in the Web

browser.

Manage Database

Manage Custom Database Backup

Database Name [ Use Default Details (IP Of Application DB)

Database IP [ Analyze Pb Befare Backup (Slower But Gives Accurate Validation
Report During Restore)

Database User ¥ Backup History Tables

Database Password Number Of Parallel 4

Jobs

Custom Backup

Figure: Custom Database Backup

2. Keep "Take Backup of Custom Database" box checked.
3. Enter the name of the Database in the Database Name column.

4. (Optional) Use Default Details (IP of Application DB): If the target database (of which

backup has to be taken) is on the same server that hosts the Ameyo application database,
then enable this option. It lets the Ameyo authenticate the database automatically and

saves the time by not asking the credentials to verify the server.

You can either select "Use Default Details)" option or enter the details of the target server

where the target database is stored.

5. (Optional) Analyze Database Backup: Check the box titled "Analyze DB before Backup

(Slower but gives accurate validation report during restore)" to analyze the database while
taking the backup. At the time of backup, it runs the database error check resolver to check

for the errors during the backup process.

There are possibilities of having the errors due to any reason at the time of backup. For

example, during the backup process, one of two related tables get backup with the old
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data, but the second table stores the updated data. This is because the server is still working
to update the data of both related tables and need more time to complete, but the backup

process has already been started.

6. (Optional) Backup History Table: Check "Backup History Tables" to enable the option for

taking the backup of the History tables. The History tables store the history of all contents
like Call History, User Login History, and others. However, in some cases, these tables are

not so important for the users, and thus, a user can also skip this step.

7. If the target database is not stored on the server that hosts the Ameyo application

database, then you have to provide the following inputs.
A. Database IP: Provide the IP Address of the server that hosts the target database.

B. Database User: Provide the name of the user who has required access privileges

to backup the target database.

C. Database Password: Provide the password of the selected user to authenticate the

logon on the server.

8. After entering all the details, the backup process starts and it may take some time
depending upon the size of the database. After the completion of the backup process, the

following screen comes up.

Manage Database

--» Database Dir name to save pg_dump is:backup_ga_48_2020-02-21__16_51_16.:5q]

--> Creating backup directory:/dacx/var/ameyo/dacxdata/acp/databasebackup

--> Backup directory created successfully;/dacx/var/ameyo/dacxdata/acp/databasebackup

--» Starting pg_dump:pg_dump -U postgres -h vapt.ameyo.com ga_48 -j 4 --exclude-table-data ™*_history’ -Fd -f
/dacx/var/fameyo/dacxdata/acp/databasebackup/backup_ga_48__2020-02-21_16_51_16.sql

--> pg_dump successfully done!

--= Taking md5Ssum

--» md5sum successfully done!

--> Making tar of db dump, meta-info and md5sum in backup_ga_48_2020-02-21_16_51_16.sql.tar.gz

--> tar successfully done in file:backup_ga_48__2020-02-21_16_51_16.5ql.tar.gz

--» Backup Successfully done and stored at location :/dacx/var/ameyo/dacxdata/acp/databasebackup filename is :backup_ga_48_ 2020-02-21__16_51_16.5ql.tar.gz
--> Backup Success! Exit Code: 100

Backup Successfully done and stored at location: filename is:
/dacx/var/fameyo/dacxdata/acp/databasebackup backup_ga_48_2020-02-21_16_51_16.sql.tar.gz

Figure: Backup Process

9. After completion of the backup procedure, you can download the database. Click

"Download" to download the backup file.
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A. Case 1: If "Ask where to save each file before downloading" option is not checked,
the voicelog will be saved as ".wave" file with the default name at the default

download location of the Web browser.

B. Case 2: If "Ask where to save each file before downloading" or other similar option
is checked, then you have to perform the following steps to download the voicelog

file.

€ Save As x

A ‘ > This PC s Downloads w | Search Downloads 2

Organise » Mew folder B - o

~ Marme Date modified Type

& This PC
_J 30 Objects Working on it...
[ Desktop
Docurments
* Downloads
J) Music
[&] Pictures
m Videos
‘i Local Disk (C:)

e Local Disk (D)
LU >

FELECA b ackup msd_gurugram_ 2019-07-10_15_34 35.sgl.tar ~

Save as type: | WinRAR archive ~

A Hide Folders Cancel

Figure: Dialog Box to download the file

I.  Select the location where you want to save the file.

[l.  The default name of the file is the name of the database (of which backup

is taken) followed by the present time stamp(YYYY-MM-DD-hr-mm-ss).
Il You can change filename in "File Name" textbox.

V. Click "Save" button.
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18.1.2 Restore

The Administrator can use the "Restore” tab in "Manage Database" to restore the already existing
backup of a database. This feature can restore only those backups, which are generated through

the Control Panel using the steps mentioned in "Section - Backup".

The restoration process will work for those databases which are directly linked with the Ameyo
Server, Ameyo ART, and other components. If you restore the database to its previous state using

the backup, then all current changes done after the backup process in the Ameyo and its linked

databases will be lost. It may cause a collapse of the existing data from the database, and these

data and changes cannot be restored using any method.

After clicking the button the following screen comes up, in which you have to select the database

name.

Voicelogs ¥ IT Administration ¥
Manage Database
Manage Database Restore

Available Database(s) --Select-- N

Figure: First Page of Restore Screen

Perform the following steps.

1. Select the database backup in "Available Databases" drop-down menu.

Manage Database

Manage Database Restore

Available Database(s)

‘ --Select-- '|

backup_ga 48 2020-02-07__20_11_44.sgltar.gz
Bl backup_ga_48_2020-02-21_16_51_16.sql.tar.gz
e
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Figure: Restore Database Selection

2. Click "Continue" button. It shows the following page.

Manage Database

Manage Database Restore

Datab; Host f

alabase oS localhost Backup File Name backup_ga_48_2020-02-07_20_11_44:sql.tc
Database Name backupdb ) Drop Previous Database before restore
Database User [ Stop The Server

postgres
Number Of Parallel
Jobs

Database Password 4

Figure: Authenticate the Database Server

3. Database Host: Provide domain name or IP Address of the server where the database is

located.
4. Database Name: Provide the database name in which you want to restore the backup.

Provide the correct database name on which you want to apply the database restore

procedure. The restore option will work on the connected and product related databases

only.

5. Database User: Provide the name of the database user who has full access over this

database.
6. Database Password: Enter the password of the user.

7. Backup File Name: It shows the already selected backup file name, which has to be

restored.

8. (Optional) Drop previous database before restore: If you want to delete the previous

database, then select this checkbox.

9. (Optional, but Recommended) Stop the Server: Enable this feature, if you want to stop

the server while restoring the database.
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10. Number of Parallel Jobs: Provide the total number of jobs that can be executed parallely,

that is, the total number of jobs that can be performed at any instant of time.

11. Click "Restore" button to restore the selected backup. It may take few minutes to complete

the task.
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18.1.3 Cleanup

Cleanup process in Ameyo helps the Administrator to delete the obsolete data from those tables
that are not so much important. It may help to free up the storage space on the server increase the

server efficiency. Click "Cleanup” tab to access its page.

The data will be permanently removed from those databases, which will be selected for Cleanup.

There is no way to restore the same. So, use this option consciously.

Manage Database

Manage Database Cleanup

Select The Database(s) [Stop The Server

Application DB - Cleanup Database Based On ©Date /Days

Figure: Cleanup Management

Perform the following steps.

1. Select Database: Select the name of the database on which the cleanup process needs to

begin.

2. Cleanup database based on: It allows the user to delete the database based on the

following two criteria.

A. Date: Select the Date option and provide the date up to which the records need to

delete, to delete the older records from the particular date.

B. Days: To delete the records for the given set of days, select this option and provide

the number of days for which records need to delete.

3. (Advanced Feature, Skip it) Override Cleanup Schedule for individual tables: : Click

"Override Cleanup Schedule for individual table" link, to override the cleanup process for
the selected tables. It is helpful in case when there is a need to keep the data of the tables

that are needed for the organization point of view.
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We recommend it to use this feature only in supervision of Ameyo Support team.

4. (Optional, but Recommended) Stop the Server: Enable this option to stop the Server

while performing the Cleanup task. This option is optional but recommended. It helps the
Server to stop and wait for the completion of cleanup process to avoid any kind of the

discrepancy in the server.
5. Click "Cleanup" button to start the cleanup task.

6. It may take few minutes to complete the process depending upon t he size of the database.
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18.1.4 Vacuum

Vacuum is the default process of "PostgreSQL" itself. It reclaims the storage occupied by the dead
tuples. During normal PostgreSQL operations, some tuples that are obsoleted or deleted by an
update, are not removed physically from their tables. They remain there until a Vacuum process is
run. It is recommended to execute the Vacuum process periodically, especially on those tables that

are being updated frequently.

The data will be permanently removed from those databases, which will be selected for Vacuum.

There is no way to restore the same. So, use this option consciously.

Manage Database

Vacuum Database

[ Perform Vacuuming And Reindexing For Any Custom Database ®Vacuum And Reindex
OVacuum Only

OReindex Only

[TStop The Server

Number Of Parallel
Jobs

Vacuum

Figure: Vacuum Database

Perform the following steps to use the vacuum operation.

1. Perform Vacuuming and Reindexing for Custom Database: Click "Perform Vacuuming

and Reindexing for the specific database to perform the vacuum operation on the selected

database. Selecting it shows the following fields.
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Manage Database

Vacuum Database

@l perform Vacuuming And Reindexing For Any Custom Database ®Vacuum And Reindex

Database Name OVacuum Only

o . o OReindex Only
[ Use Default Details (IP Of Application DB)

Database 1P N
stop The Server

Database User Number Of Parallel

Jobs
Database Password

Vacuum

Figure: Details of Vacuum Process

A. Database Name: Provide the name of the database on which you want to perform

the vacuum task.

B. Password: Enter the password of the database through which the database can be

logged-in.
C. IP Address: Provide the IP address of the database.

2. Vacuum and Reindex: Enabling this feature gives the database permission to vacuum and

Reindex the database with one command.

3. Vacuum only: This feature only allows the database to perform the vacuum function. This

includes the deleting of unnecessary data only.
4. Reindex only: It allows the database to Reindex the wrong data positioning only.
5. Click "Vacuum" button to start the process.

6. The process may take few minutes to complete the process depending upon the size of

the database.

Vacuum operation is also known as the "Garbage Management" operation of the Database.
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18.1.5 Schedule Tab

"Schedule" Tab allows you to automate the operations, which are discussed in "Manage Database"

Tab. Here, you can create the automated tasks for the following operations.

Voicelogs ¥ IT Administration ¥

Manage Database

Manage Database Scheduled Maintenance

OSchedule Backup OSchedule Cleanup

Figure: Schedule Tab

Following operation can be performed on the Schedule tab.

1. Schedule Backup

2. Schedule Cleanup
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18.1.5.1 Schedule Database Backup

It is the default page when you come at "Schedule" Tab in "Manage Database". It enables the
Administrator to create the scheduled jobs to backup the selected database at the specified

intervals automatically.

Manage Database

Manage Database Scheduled Backup

Run backup at time(hh:mm) [ Analyze Db Before Backup (Slower But Gives Accurate Analysis During
Frequency ®Daily © Day ©'Weekly Restore)

©send Alert Only
OStop Server During The Maintanence

@®Perform The Maintanence Without Stopping Server

Schedule Backup

Figure: Schedule Backup

Perform the following steps.

1. Schedule Enable: Check "Schedule Enable" box to create the scheduled jobs to backup the

database automatically.

It is recommended to schedule the database operation in a non-working hour or when the

workload is minimum like at midnight.

2. Select any of the following frequency options.

A. Daily: Select it to take the daily backup of the selected database at the selected

time automatically.

Manage Database

Manage Database Scheduled Backup

Run backup at (ime(hh‘mm) [ Analyze Db Before Backup (Slower But Gives Accurate Analysis During
Frequency ®Daily ©Day OWeekly Restore)

©Send Alert Only
Ostop Server During The Maintanence

@®Perform The Maintanence Without Stopping Server

Schedule Backup
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Figure: Schedule Backup Daily

B. Day: Select it to specify a particular day when the backup of selected database will

be taken automatically. Perform the following steps.

I.  Click to select "Day" radio button. It shows the options to select the day

and its month.

Manage Database

Manage Database Scheduled Backup

Run backup at timel 17 7|47 * [hh:mm) [ Analyze Db Before Backup (Slower But Gives Accurate Analysis During
Frequency ODaily ®Day OWeekly Restore)
Run Backup Eveny|21 7 |Day Of February 7| ©send Alert Only
Stop Server During The Maintanence
@®Perform The Maintanence Without Stopping Server

Figure: Schedule Backup as per "Day"

ll.  Select the day using the drop-down menu. It contains the values from 1"
to "31".
Ill.  Now, select the month in adjacent drop-down menu. It contains the

following values.
a. T:t means January month.
b. 2:lt means February month.
¢. 3:lt means March month.
d. 4:lt means April month.
e. 5:lt means May month.
f.  6:lt means June month.
g. 7:lt means July month.
h. 8:lt means August month.
i. 9:lt means September month.

j. 10:1t means October month.
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k. 11:It means November month.
[.  12:It means December month.

m. All: It means the schedule will run on the selected day of all months
of the year.

IV.  IV.Select the hours and minutes to define when the schedule job will run

on the selected day.

If you select the particular month in the month section, then the scheduling

task will starts once on a year. Hence this operation is not recommended.

C. Week: Select it to take the weekly backup of the selected database at the selected
time at the selected day of the week.

Perform the following steps.

. Select "Week" radio button. It shows the drop-down menu for week.

Manage Database

Manage Database Scheduled Backup

Run backup at time| 17 ¥ |47 ¥ hh:mm) ) Analyze Db Before Backup (Slower But Gives Accurate Analysis During

Frequency CDaily ©Day ® Weekly Restore)

S ©Send Alert Only
RunBackup Every Sunday Of Every Week
OStap Server During The Maintanence
Monday @®@perform The Maintanence Without Stopping Server
Tuesday

Wednesday

Thursday
Friday Schedule Backup

Saturday

Figure: Schedule Backup as per "Week"

[I.  "Run backup every at" drop-down menu contains the following

options.
a. Sunday
b. Monday
¢. Tuesday
d. Wednesday
e. Thursday

f.  Friday
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g. Saturday
h. Sunday

lll.  Select the hours and minutes to define when the schedule job will run on

the selected week day.

3. (Optional) Analyze DB before Backup: Select this option to enable analysing process of

the database before the scheduling process starts.

4. Send Alert Only: Select it to send the notification to the Administrator in Control Panel

whenever the schedule job will start. However, this notification will not be visible if the
Administrator is browsing other tabs in its console instead of being available at Control

Panel.

5. (Recommended) Stop Server during Maintenance: Enable this feature to stop the server

for some time until the scheduling of Operation does not complete.

6. Perform Maintenance without Stopping Server: : It does not impact the performance of

the server and hence enabling this feature makes the leaves the server in the working
condition during the Scheduling process, and therefore, the working of Server does not get

impact.

7. Click "Save" button to save the schedule. It shows the following message on the page.

Manage Database

Manage Database Scheduled Cleanup
--> Scheduled time stored Succesfully according te scheduled time.

--> Scheduling Voice log Cleanup type day
--> Voiceleg: 14 05 20 02 * /dacx/ameyo/tocls/scripts/voicelogCleanup.sh

Schedule Backup

Figure: Schedule Backup Job

8. Click "link" button to return to the main page of the Control Panel.
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18.1.5.2 Schedule Database Cleanup

This feature is not recommended by Ameyo, as enabling this feature can downgrade the Server
Performance of the Server. If at the time of Scheduling the operation gets an error due to any

reason, then it may lead to shutdown the Server as well.

This feature allows the Administrator to create the scheduled jobs that will run at the specified

intervals automatically to delete the specified voicelogs permanently.

Schedule Cleanup will delete the specified voicelogs permanently. There is no way to restore them.

So, please use this feature consciously.

Manage Database

Manage Database Scheduled Cleanup

Run cleanup at t\'me(hh:mm) OSend Alert Only
Cleanup Data Older ThaDay of Day v Stop Server During The Maintanence
Frequency ®@Daily ©Day OWeekly ®Perform The Maintanence Without Stopping Server

Schedule Cleanup

Figure: Schedule Cleanup Process

Perform the following steps to enable the Scheduling.

1. schedule Enable: Check "Schedule Enable" box to create the scheduled jobs to Cleanup

the database automatically.

It is recommended to schedule the cleanup operation in a non-working hour or when the

workload is minimum like at midnight.

2. Select any of the following frequency options.

A. Daily: Select it to take the daily cleanup of the selected database at the selected

time automatically.
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Manage Database
Cl

ase Scheduled Cleanup

Run cleanup at time(hhmm) ©send Alert Only
Cleanup Data Qlder ThanDay Of Day v OStop Server During The Maintanence

Frequency ®Daily ©Day ©Weekly @®Perform The Maintanence Without Stopping Server

Schedule Cleanup

Figure: Schedule cleanup Daily

B. Day: Select it to specify a particular day when the Cleanup of selected database will

be taken automatically. Perform the following steps.

I.  Click to select "Day" radio button. It shows the options to select the day

and its month.

Manage Database

Manage Database Scheduled Cleanup

Run cleanup at time 17 ¥ |31 ¥ hh:mm) ©send Alert Only
Cleanup Data Older Thammy of Day . OStop Server During The Maintanence

Frequency ©Daily ®Day OWeekly ®Perform The Maintanence Without Stopping Server

Run Cleanup EveDay O

Schedule Cleanup

Figure: Schedule Cleanup as per "Day"

ll.  Select the day using the drop-down menu. It contains the values from 1"

to "31".

Ill.  Now, select the month in adjacent drop-down menu. It contains the

following values.
a. T:t means January month.
b. 2:It means February month.
c. 3:lt means March month.

d. 4:lt means April month.
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e. 5:lt means May month.

f.  6:lt means June month.

g. T:lt means July month.

h. 8:lt means August month.

i. 9:lt means September month.

j. 10:lt means October month.

k. 11:lt means November month.
. 12:lt means December month.

m. All: It means the schedule will run on the selected day of all months

of the year.

IV.  Select the hours and minutes to define when the schedule job will run on

the selected day.

If you select the particular month in the month section, then the scheduling

task will starts once on a year. Hence this operation is not recommended.

C. Week: Select it to take the weekly Cleanup of the selected database at the selected
time at the selected day of the week.

Perform the following steps.

l.  Select "Week" radio button. It shows the drop-down menu for week.

Manage Database

Manage Database Scheduled Cleanup

Run cleanup at time 17 ¥ 51 ¥ [(hhimm) ©Send Alert Only

Cleanup Data Older Than 21 ¥ Day Of Day Ostop Server During The Maintanence

Frequency ©Daily ODay ®Weekly ®Perform The Maintanence Without Stopping Server
Run Cleanup Every{ Sunday v ‘Of Every Week

Monday

Tuesday -
Wednesday Schedule Cleanup

Thursday
Friday
saturday

Figure: Schedule Cleanup as per "Week"

[I.  "Run Cleanup every at" drop-down menu contains the following

options.
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a. Sunday
b. Monday
c. Tuesday

d. Wednesday

e. Thursday
f.  Friday

g. Saturday
h. Sunday

Il Select the hours and minutes to define when the schedule job will run on

the selected week day.

3. 4.Cleanup data older than: Provide the number of the days for which you want perform

the cleanup task. Enter the number of days after which the database starts the cleanup

process.

4. Send Alert Only: Select it to send the notification to the Administrator in Control Panel

whenever the schedule job will start. However, this notification will not be visible if the
Administrator is browsing other tabs in its console instead of being available at Control

Panel.

5. Override Cleanup schedule for Individual tables: Click it to schedule the cleanup process

for the particular table.

6. (Recommended) Stop Server during Maintenance: Enable this feature to stop the server

for some time until the scheduling of Operation does not complete.

7. Perform Maintenance without Stopping Server: : It does not impact the performance of

the server and hence enabling this feature makes the leaves the server in the working
condition during the Scheduling process, and therefore, the working of Server does not get

impact.

8. Click "Save" button to save the schedule. It shows the following message on the page.
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Manage Database

Manage Database Scheduled Cleanup
--> Scheduled time stored Succesfully according to scheduled time.

--> Scheduling Voice log Cleanup type day
--= \oicelog: 14 05 20 02 * /dacx/ameyo/tools/scripts/voicelogCleanup.sh

Schedule Backup

Figure: Schedule Cleanup Job

9. Click "link" button to return to the main page of the Control Panel.
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18.2 Manage Backups

"Manage Backup" Tab allows the Administrator manage the backups created by the Control Panel.
Administrator can view the backup, download the backup files, and permanently delete the
backups.

Click "Manage Backup" tab in the IT Administration Menu.

Voicelogs IT Administration ¥

Manage Backups

Manage Database

Manage Voicelog

VolP Packet Capture

Figure: Manage Backup Tab

It shows "Manage Backups" page.

Manage Backups

B[] 1to 1of 1 [ ][]

[m] File Size Last Modified Download Delete

= backup_ga_48_2020-02-07_20_11_44.sql.tar.gz 210555963 2020-02-14 12:12:47. = [}

Download Checked Delete Checked

Figure: Backup List

The administrator can perform the following operations on this page.

1. Download: Click "Download" to download the backup file. This option is based upon "Save

As" functionality of the Web browser.
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It is recommended to keep "Ask where to save each file before downloading" or similar
option checked in your Web Browser so that you can specify the name and path to save

the files.

A. Case 1: If "Ask where to save each file before downloading" option is not
checked, the voicelog will be saved as ".wave" file with the default name at the

default download location of the Web browser.

B. Case 2: If "Ask where to save each file before downloading" option is selected,

then the following dialog box is displayed.

€ savens =

™ ; » ThisPC » Downloads v Search Downloads yal

Organise « Mew folder f=z -

~ MNarme Date modified Type

3 This PC
_J 3D Objects Working on it...
[ Desktop
Documents
'y Downloads
J’! Music
[&] Pictures
m Videos
o Local Disk (C)

- Local Disk (D)
LU 4 >

e R lbackup msd_gurugram__2019-07-10__15_34 55.sql.tar e

Save as type: | WinRAR archive ~

A Hide Folders | save || Cancel

Figure: Dialog Box to download the file

Perform the following steps.

I.  Select the location where you want to save the file.

[l.  The default name of the file is the name of the database (of which backup

is taken) followed by the present time stamp(YYYY-MM-DD-hr-mm-ss).
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lll.  You can change filename in "File Name" textbox. The file always be in the
".zip" file.

V. Click "Save" button.
2. Delete Backup: There may be some cases where you have to delete the backup file,

especially when a backup file is very old and the latest stable backups are available.

There is no way to restore the deleted backup file. So, use this option consciously.

Use this option only to delete the backup file. It helps the user to delete all the voicelogs

to delete permanently from the server. Perform the following steps to delete all voicelogs.

A. Click "Delete" button. A pop-up dialog comes up to ask for the confirmation of

the deleting process.

An embedded page at techwriter.ameyo.com:8080 says

WARNMIMNG You are about to delete all selected Back-ups

Figure: Delete Backup Confirmation

B. Click "OK" to delete the backup; else click "Cancel."

Control Panel

Manage Backups

Database Backups

Deleting backup_ameyodb__2019-08-23__07_51_31.sql targz
Deleted Successfully
Back

Figure: Backup Deleted

C. On the next page, the backup delete confirmation starts appearing. It also shows

the backup name with its location as well.
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On the opened page, there are two options available after the deletion process of the backup.

Select the option according to your preferences.

1. Database Backups: Clicking this button redirects you to the main page of the "Manage

Backups" Menu.

2. Back: Clicking this button redirects you on the complete backup list page of Manage

Backup Menu.

Copyright © AMEYO 2020 | Page 623



Ameyo 4.81 GA Administrator Manual

18.3 Manage Voicelogs

With the help of Manage Voicelogs, the Administrator can easily manage the voicelogs. Click

"Manage Voicelog" option in "IT Administration”.

Voicelogs ™ IT Administration ™

Manage Backups

Manage Database

Manage Voicelog

VolP Packet Capture

Figure: Manage Voicelog

It shows the following page.

Voicelogs ¥ IT Administration ¥

Manage Voicelog

Schedule

Figure: Cleanup Process

Administrator can perform the following two primary operations here.

1. Voicelog Cleanup

2. Voicelog Schedule
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18.3.1 Manual Voicelogs Cleanup

Cleanup allows the Administrator to permanently delete the voicelogs.

The voicelogs deleted through manual or scheduled "Cleanup" process cannot be restored. So, we

recommend to use this feature consciously.

"Cleanup"” option provides the privilege to clean the specific voicelogs to get free storage space

and to increase the server efficiency.

Manage Voicelog

Manage Voicelog Cleanup

Cleanup Voicelog According To © Date CDays ' Date Range

[JIClean Non Archived Voicelogs

Figure: Cleanup Process

Perform the following steps:

1. Date: If the user wants to delete the records older than the specific date, then this option
is useful. When you select this option, it shows "Cleanup voicelogs records older than the
provided date" at the bottom. The required date and time format in the form of current
date and time will be displayed in this textbox. You can manually type the required date

and time, voicelogs before which the voicelogs will be deleted.

Manage Voicelog

Manage Voicelog Cleanup

Cleanup Voicelog According To ® Date ©Days ' Date Range

Cleanup Vioicelog Records Older Than  2020-02-12 18:46 Date From Now

[iClean Non Archived Voicelogs

Figure: Cleanup Date-wise
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2. Days: Provide the number of the days for which the user wants to keep the Voicelog

records.

eleted.

Manage Voicelog

Schedule
Manage Voicelog Cleanup

Cleanup Voicelog According To ©Date ®Days ©Date Range

Cleanup Voicelog Records Older Than 2 Days From Now

[JJClean Non Archived Voicelogs

Figure: Cleanup Days-wise

For example, 5 means all the logs older than five days get deleted. Enter the number of

days manually in the textbox.

3. Date Range: In this option, all the records in the provided time span duration remain in
the system only, rest all the records except the records available in the given time span

gets deleted from the system.

Manage Voicelog

Manage Voicelog Cleanup

Cleanup Voicelog According To ©'Date ©Days ®Date Range

Cleanup Voicelogs Available Between Date 2020-02-01 18:46 And  2020-02-20 18:46

[JIClean Non Archived Voicelogs

Figure: Cleanup Process

A. Provide the start date from which the cleanup process will start its job.

B. Provide the end date till which the cleanup process will end its jobs.
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C. The voicelogs recorded between the provided date range will be deleted

permanently.

4. Non-Archived Voicelogs: Those Voicelogs which are not archived by the user gets
deleted. Archiving means to save the records. Select this option to clean only archived logs.

It helps to delete only those logs which are backed up.

There is no way to restore the voicelogs cleaned up through this process. So, use this option

consciously.

5. Click "Cleanup" to start the cleanup process.
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18.3.2 Schedule Voicelog Cleanup

The cleanup process can be scheduled also. It helps you the system to automate the process of

cleaning up the selected voicelogs repeatedly on the predefined intervals.

Schedule Cleanup will delete the specified voicelogs permanently. There is no way to restore them.

So, please use this feature consciously.

Manage Voicelog

Manage Voicelog Scheduled Cleanup

[IClean Non Archived Voicelogs

Cleanup Data Older Than Day

Frequency ©Daily ©Day ©Weekly

Figure: Schedule Voicelogs

Perform the following steps:

1. Cleanup Non Archived Voicelogs: Enable this feature to cleanup the data of the non-
archived voicelogs. It helps you to cleanup only those voicelogs, which have been archived.

It will not delete the new voicelogs, which are not archived.

2. Cleanup Data older than: Here, you have to select the time period. The voicelogs recorded

before this time period will be deleted. It contains two drop-down menus.

A. Day(s)/Week(s)/Months(s): Select any of the following options.

. Days
II.  Weeks

II. Months

B. Numbers: : Select any value from "1t to "31".

For example, 6 months has been selected. It will specify that the Ameyo system will
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cleanup (permanently delete) the voicelogs generated before 6 months from the

date and time when the schedule job will run.

3. Daily: Select it to take the schedule the daily cleanup of voicelogs at the selected time

automatically.

Manage Voicelog

Manage Voicelog Scheduled Cleanup

[JClean Non Archived Voicelogs

Cleanup Data Older Than Day

Frequency ®Daily ODay ©Weekly

Run cleanup at time 19 ¥ (hh:mm] daily!

Figure: Schedule Voicelogs Cleanup Daily

4. Day: Select it to specify a particular day to cleanup the database automatically at the

selected day at the specified time. Perform the following steps.

A. Click to select "Daily" radio button. It shows the options to select the day and its

month.

Manage Voicelog

Manage Voicelog Scheduled Cleanup

[IClean Non Archived Voicelogs

Cleanup Data Older Than Day

Frequency ODaily ®Day O'Weekly

Run Cleanup EveDay Ot T\m[hh:mm)!

Figure: Schedule Voicelog Cleanup Day-wise

B. Select the day using the drop-down menu. It contains the values from "1" to "31".

C. Now, select the month in adjacent drop-down menu. It contains the following

values.
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[.  1:lt means January month.
[l.  2:lt means February month.
. 3:lt means March month.
IV.  4:lt means April month.

V.  5:lt means May month.

VI.  6:lt means June month.
VII.  7:lt means July month.
VIIl.  8:It means August month.

IX.  9:lt means September month.
X.  10:lt means October month.
Xl 11:1t means November month.

Xll.  12:lt means December month.

D. Select the hours and minutes to define when the schedule job will run on the

selected day.

If you select the particular month in the month section, then the scheduling task

will starts once on a year. Hence this operation is not recommended.

5. Week: Select it to take the weekly backup of the selected database at the selected time at
the selected day of the week.

Perform the following steps.

A. Select "Week" radio button. It shows the drop-down menu for week.

Manage Voicelog

Manage Voicelog Scheduled Cleanup

[IClean Non Archived Voicelogs

Cleanup Data Older Than Day

Frequency ©Daily ©ODay ®Weekly

Run Cleanup Every Sunday v At Time(hh:mm)‘.
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Figure: Schedule Voicelogs Cleanup Weekly

B. "Run cleanup every _____ at" drop-down menu contains the following options.
I.  Sunday
ll.  Monday
. Tuesday

IV.  Wednesday

V.  Thrusday
VI.  Friday
VIl.  Saturday
VIll.  Sunday

C. Select the hours and minutes to define when the schedule job will run on the

selected week day.

6. Send Alert only: Select it to send the notification to the Administrator in Control Panel

whenever the schedule job will start. However, this notification will not be visible if the
Administrator is browsing other tabs in its console instead of being available at Control

Panel.

7. Stop Server during Maintenance: Enable this feature to stop the server for some time

until the scheduling of Operation does not complete.

8. Preform Maintenance without Stopping Server: It does not impact the performance of
the server and hence enabling this feature makes the leaves the server in the working
condition during the Scheduling process, and therefore, the working of Server does not get

impact.

9. Click "Save" button to schedule the job.

Manage Voicelog

Schedule

--» Scheduled time stored Succesfully according to scheduled time.
--> Scheduling Voice log Cleanup type day
--> Voicelog: 14 05 20 02 * /dacx/ameyo/tocls/scripts/voicelogCleanup.sh

Figure: Scheduling Process
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10. The cleanup is scheduled.

User can schedule this process according to his necessities. There are all the options available to
cleanup the data like on the daily, day, or weekly basis according to the usage. Provide all the
information through which scheduler starts its job and delete all the unnecessary records. After

providing all the necessary information, click "Save" button.
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18.4 (Licensable) VolP Packet Capturing

VolP Packet capturing in Ameyo provides the option to capture the Voice over Internet Protocol

(VolP). Click "VolP Packet Capturing" in "IT Administration".

Voicelogs IT Administration ¥

Manage Backups

Manage Database

Manage Voicelog

VolP Packet Capture

Figure: VoIP Packet Capturing

It shows the following page.

Voicelogs = IT Administration =

VolIP Packet Capture

Packet Type To Be Captured
@ SIp + RTP

© sip

When To Stop Packet Capturing
UINumber Of Packets

CTime

Where To Run Process

© Call server(localhost)

Figure: VoIP Packet Capturing Screen

Following is the definition of the terminologies used in VolP Capturing in Ameyo.

1. VolIP Sieve: It is a tool to capture SIP and RTP packets for performing the troubleshooting

related to VolIP. In simple language, the packets that needs to be transferred from one
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place to another are refined using some pre-defined algorithms and processes. This feature
helps to transfer only the necessary packets, and other packets which are not so much

useful gets omitted.

2. Basic SIP Call Flow: The call flow that is being used in a VolP call is displayed hereinbelow.

Atlanta Biloxi.com
Proxy Proxy
————————————————————————————————————— ot

5 !
i INVITE F1 !

|
: INVITE F2 |
i 100 Trying F3 INVITE F4 i
| 100 Trying F5 :
i 180 Ringing F8 180 Ringing F6é 5' :
: ) 180 Ringing F7 2
| 200 OK F11 200 OK P9 G
i 200 OK F10 o |
i i S |
[ o |
I P KM ] g |
| !
i Media Session [
K D |
‘e BYEF13 !
i !
! 200 OK F14 |
| ’ ™ i
S R S !

Figure: VolPFlow

VolP Call Flow displayed in the above image is described hereinbelow.

1. A user named as Alice is calling to another user named as Bob. Instead of connecting the
call directly to Bob's server, it first connects to the Atlanta server, which is a proxy server
situated in some other country. Then the call connects with another proxy server named as
Biloxi server, which is again a proxy server. Now, this call connects with Bob's server. In the

above scenario, all the proxy server is chosen based on the availability of servers.

2. Usage of the proxy servers to transfer the packets between servers provides the security to
the data packets. The above example can be assumed as a person going to its home from
office choose the alternate path instead of choosing the regular path, through which no

one can trace the regularly used path. It ensures a level of security to that person.
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3. In the above call flow, four "INVITE" keys are used. The functionalities of them are as

follows:
A. The "INVITE F1" shows that the request has been sent from the destination server.
B. "INVITE F2" represents the ring time.

C. "INVITE F3" is the acknowledgment message which acknowledges the source

server that "F1" is successfully done.
D. "INVITE F4" represents that the message is delivered to the destination server.
4. "F5" represents the acknowledgment message to the in-between channel servers.
5. There are three Ringing keys that represent the following functionalities.

A. "F6" is the ringing time in which the call has been sent from the Bob's Server and

to the first in-between proxy server.

B. "F7"acknowledges the source server that the ringing has been successfully initiated

at the destination server.
C. "F8"notifies the source server about the successful completion of the ringing time.
6. After the call is completed successfully, OK message in three layers comes in-between.

A. "F9"is "OK" message to represent that the destination successfully receives the call

to the in-between first proxy server.

B. "F10"is also an "OK" confirmation message that works in between the proxy

servers.

C. "F11"notifies the source server that the destination successfully picks up the call

and is ready for the conversation with the source.

7. Once the destination receives the message, the function of "F12" starts. It sends the
acknowledgment to the source server. It also helps the source server to identify that the
message has been successfully delivered to the destination and no packet has been

misplaced.

8. The message sends from the destination server is "BYE," after this message the source

server sends "OK" message.
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9. Once OK message has been sent by the destination server, both the servers terminate their
sessions to ensure that there is no trace of the call left in the destination. This

acknowledgment is shown above is in terms of "F13", "F14," and "Media Session".

Voicelogs ¥ IT Administration =

VolIP Packet Capture

VolP Packet Capture

Host IP Process Status Action

10.10.17.10 Active Running... 27817

Packet Type To Be Captured
@® SIP + RTP

QO sip

When To Stop Packet Capturing
ONumber Of Packets

CTime

Where To Run Process

Call server(10.10.17.10) Already running

Figure: Configured VolP Packet Screen

The administrator can click "Stop" button to stop the VolP packet capturing.

18.4.1 Download view or analyze VolIP captured files

This feature allows the user to download tcpdump.zip files on the machine. After downloading,
they can be used further for the analysis part.

To view the downloaded .zip files, execute the following command.

cd /dacx/var/ameyo/dacxdata/debug/tclogs/

Voip packet captured filelist

Page Number 1 |

Download Speed [500000 65 |

Filename Compression/Download Action|Delete Action
1389613367-2014-01-13_17-12-47—-dump_tcmon.log.0.zip (5496.72 KB) | Uncompress Delete
1389613367-2014-01-13_17-14-40—-dump_tcmon.log.1.zip (5755.68 KB) || Uncompress Delete
1389613367-2014-01-13_22-48-50-dump_tcmon.log.2.zip (5858.72 KB) || Uncompress Delete
1389613367-2014-01-13_22-51-34—-dump_tcmon.log.3.zip (6048.61 KB)| Uncompress Delete
1389613367-2014-01-13_22-53-32—-dump_tcmon.log.4.zip (5978.42 KB) || Uncompress Delete
1389613367-2014-01-13_22-55-54—-dump_tcmon.log.5.zip (5940.79 KB) Unc MPress Delete
1389613367-2014-01-13_22-57-47-dump_tcmon.log.6.zip (5697.65 KB) || Uncompress Delete
1389613367-2014-01-13_23-00-04—-dump_tcmon.log.7.zip (5411.88 KB)| Uncompress Delete
1389613367-2014-01-13_23-02-16—dump_tcmon.log.8.zip (5560.77 KB) ||Uncompress Delete
1389613367-2014-01-13_23-05-00—dump_tcmon.log.9.zip (6382.65 KB) || Uncompress Delete

Next Page

Copyright © AMEYO 2020 | Page 636



Ameyo 4.81 GA Administrator Manual

Figure: VolP Captured Files

Following is the definition of some common elements used on this page.
1. Packet Types: Select any of the following packet type.

A. SIP +RTP Type: It allows the user to capture the session as well as media packets

for the analysis part.

B. SIP Type: It allows the user to download only the session packets for the

troubleshooting.

If there are multiple call servers, then select the call server IP on which the service has to run.

18.4.2 In Debugging Aspects

It allows the following features.

1. Download SIP Graph to verify the session progress based on the phone number or SIP

CALL_ID.
2. It also allows the administrator to see the SIP flow in plain text mode.

3. Download RTP streams, including both files (Incoming and Outgoing voices) of Agent and
Customer files. It also allows the user to download the related PCAP files from the same

option.

4. It also allows the user to download the Voicelogs.
18.4.3 Searching specific Number to Debug

This page is used to search the number to debug SIP+RTP based on a phone number/SIP CALL_ID.

System Administration IT Administration System Logout Welcome : Administrator@203.122.9.110

Voip Packet Analyzer

O sip call ID

® Phone

O Include auto answer music for agent call leg (takes more time)
| start Time

End Time  [20T40Z06109565000
Enter the respective value [ NNNNNNEG_— S

Figure: Installed
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Once the user have entered all the relevant details, the user gets SIP flow in plain text mode,
including the option to download the relevant files for further debugging.

The related files available to download t are listed herein below.
1. SIP Graph
2. RTP PCAP audio files(both files of Agent's and Customer's Incoming and Outgoing Voices)

3. Voicelogs

Voip packet captured filelist
Page Number 1 |
Download Speed [500000e% ||
Filename Compression/Download Action|Delete Action
1389613367-2014-01-13_17-12-47—-dump_tcmon.log.0.zip (5496.72 KB) | Uncompress Delete
1389613367-2014-01-13 17-14-40—dump_tcmon.log.1.zip (5755.68 KB) || Uncompress Delete
1389613367-2014-01-13_22-48-50-dump_tcmon.log.2.zip (5858.72 KB) || Uncompress Delete
1389613367-2014-01-13_22-51-34—-dump_tcmon.log.3.zip (6048.61 KB)| Uncompress Delete
1389613367-2014-01-13_22-53-32—-dump_tcmon.log.4.zip (5978.42 KB) | Uncompress Delete
1389613367-2014-01-13_22-55-54—-dump_tcmon.log.5.zip (5940.79 KB) mcgmpress Delete
1389613367-2014-01-13_22-57-47-dump_tcmon.log.6.zip (5697.65 KB) || Uncompress Delete
1389613367-2014-01-13_23-00-04—dump_tcmon.log.7.zip (5411.88 KB)| Uncompress Delete
1389613367-2014-01-13_23-02-16—-dump_tcmon.log.8.zip (5560.77 KB) || Uncompress Delete
1389613367-2014-01-13_23-05-00—dump_tcmon.log.9.zip (6382.65 KB) || Uncompress Delete
Next Page

Figure: VoIP Captured File List

System Administration — (1) Logaut Welcome : Adminstraton()203.122.9. 110,
ontroller.py dacx.scr Host=192.168.3.5 postgres DB yodb ~DBL postgres --DBPort=5432 --EndTime="2014-01-14 17:02:00"
10:00:00" -~ IncludeAutoAnswer= --Phone=5136207401
sIP RTP  |Voice
llog
B1:41:59 4390-52d39468-inc-call-leg-Tol LT reeforwarding DefaultVR1775 customer call start Tone
51:41:59.060691 graph Call-ID CAF9B324-TBCS11E3-B4BAETAB-677435A86216.52.221. 171 INVITE From 216.52.221.140 —=> To 263.122.9.118 SIP Event
Bi1:41:59.000697 graph Call-ID CAF9B324-7BCS11E3-B4BAETAD-677435A86216.52.221.171 168 Trying  From 203.122.9.118 == To 216.52.221.148 SIP Event
B1:41:59.006721 graph Call-ID CAF9B324-7BCS11E3-B48AETAD-677435A8G216.52.221. 171 200 OK From 203.122.9.118 == To 216.52.221.140 SIP Event
51:42:00.006000 graph Call-ID CAF9B324-7BCS11E3-B4BAETAD-677435A8q216.52.221.171 ACK  From 216.52.221.140 —> To 263.122.9.119 SIP Event
B1:42:61 4390-52d39468-out -call-1eg-2619 DefaultVR1779 usercallStart Sameer
B1:42:61.088998 graph Call-ID 41! 68174103835+ INVITE From 192.168.3.5 === To 192.168.3.6 SIP Event
Bi1:42:62.088004 graph Call-ID 41l 29068174 180 Trying  From 192.168.3.6 == To 192.168.3.5 SIP Event
Bi1:42:62.000011 graph Call-ID 41l 2068174 180 Ringing  From 192.168.3.6 == To 192.168.3.5 SIP Eventk}
Download
61:42:17.0061158 graph Call-ID 411 68174 i 260 0K From 192.168.3.6 === To 192.168.3.5 SIP Event

Figure: VoIP Graph

18.4.4 View Old Debugs

This feature allows the user to view the searched numbers again.
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Voip Packet Analyzer

[CALL-LEG-ID [PHONE  [HOST [CALL ORIGINATE TIME [FILTRATION TIME
[d390-52d39466-inc-call-leg-Tollfreeforwarding DefaultVR1842 9167363976 [192.168.3.5[2014-01-14 02:01:29.399 [2014-01-14 16:45:10.766634
[d390-52d39468-inc-call-leg-Tollfreeforwarding_DefaultVR1775 5136207401 [[92.168.3.5[2014-01-14 01:41:58.701 [2014-01-14 16:50:10.859065
[d390-52d39466-inc-call-leg-Tollfreeforwarding DefaultVR17680 136207401 [192.168.3.5[2014-01-14 01:45:14.653 [2014-01-14 16:49:54.537074
[d390-52d39468-inc-call-leg-Tollfreeforwarding_DefaultVR2034 5742587945 [192.168.3.5 [2014-01-14 03:03:37.641 [2014-01-14 15:58:48.952165
[d390-52d39468-inc-call-leg-Tollfreeforwarding_DefaultVR1700 7653768973 [192.168.3.5[2014-01-14 01:17:06.831 [2014-01-14 15:57:48.620772
[d390-52d39468-inc-call-leg-Tollfreeforwarding_DefaultVR1616 [7073304367 [192.168.3.5 [2014-01-14 00:35:21.675 [2014-01-14 15:53:03.904259
[d390-52d39468-inc-call-leg-Tollfreeforwarding DefaultVR2843 [6613804349 [192.168.3.5[2014-01-14 06:00:27.771 [2014-01-14 06:20:51.973463
[d390-52d39468-inc-call-leg-Tollfreeforwarding_DefaultVR1690 7026622697 [192.168.3.5[2014-01-14 01:16:25.97 [2014-01-14 02:07:39.913090
[d390-52d39468-inc-call-leg-Tollfrecforwarding_DefaultVR1850 026822697 [[92.168.3.5 [2014-01-14 02:02:07.408 [2014-01-14 02:07:52.051827

Figure: VoIP Debug

Once the PCAP files download, the user can open them in WireShark or TShark for the further

debugging
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19 Administrator Account Menu

To access the Administrator Menu, click on the Administrator name icon at the top-right of the

Administrat..,

a8 Change Password

screen.

B send Error Logs

O Logout

Last Login: Sep 04 ® D3:02

Figure:Administrator Account Menu

The Administrator can perform the following operations from the Menu tab:

1. Change Password: : This option allows the Administrator 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

Confirm Password

Figure:Change PasswordPop-up

Copyright © AMEYO 2020 | Page 640



Ameyo 4.81 GA Administrator Manual

2. Send Error Logs: It is a feature provided by the Ameyo to send the errors which occurred

at the time of work. Click on the “Send Error Logs” button and the pop-up with the
screenshot will arrive. Provide a description of that screenshot and enable “Include
Screenshot” (optional) to attach the Screenshot with the error. After then click on the Send
button to send that screenshot to the server. This will help the Administrator to resolve the

error.

Send error logs @ *

Enter the description of the Error.

Include screenshot
e T

Figure:Send-Error-Logs

3. Last Login: It shows the last date and time of the administrator when the account has been

logged in by administrator.
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20 Administrator Logout

Click the user account menu on top-right corner and click "Logout" to logout from the

Administrat..,

a8 Change Password

Administrator Console.

B send Error Logs
O Logout

Last Login: Sep 04 ® D3:02

Figure: Logout
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