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2 Supervisor Login at Ameyo

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

assigned to the Supervisor.
Perform the following steps.

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

Replace the following variables.

Variable Required Value

<protocol> HTTP or HTTPS

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

<PORT_NUMBER> | 8888 for HTTP or 8443 for HTTPS

Login to your account

8 User ID

or Log In with

G+ Google SAML
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Figure: Login Screen

2. Use any of the following methods to login.

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

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

B. Login with SAML (Licensable): Click "SAML" to login with your SAML Account

hosted at your IDP (Identity Provider).

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

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

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

C. Google (Licensable): User can also login using its Google account. User don't

have to use Ameyo user credentials to login, instead users can login using

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

Click "Google" to login with your Google account.
Both SAML and Google Authentications are licensable features and has to be

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

configuration, these options will not be visible on the logon screen.

After login, the Home page of Supervisor Interface is displayed.

If Supervisor is assigned to any voice campaign, the pop-up to select the extension comes

up.

Select Extension

Extension Selection

Select Extension
1001
111

softphonel

Figure: Extension Selection
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Click the drop-down menu and select the extension. If you are selecting "softphone", then a

new field appears that asks to provide the phone number.

Extension Selection

Phone

1 ~ 123456

i €D

Figure: Entering Number after selecting Extension

Enter the phone number and click "Next" to proceed.

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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3 Supervisor Console

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

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

& amevo Monitor ~ Manage  Workbench  Reports  Voicelogs  More v

X = p1> chatGampa Live Monitoring  Dashboard ~ Queue Monitoring

Q Queue
All ~ Freeze
Pl ®e —
xic
S Inbound Campaign if,;_:ghi: oﬂ Loggedin
%< Qutbound Campaign
% Parallel Predictive
0 0

Sortby

Order Chats by Default Sort M Active Chats Active Chats (Per User) Queued Chats

User Name User ID User Role Customers

Figure: Supervisor Interface

The interface of Supervisor Console can be divided into the following sections.
1. Left Side Navigation Bar
2. Monitor
3. Manage
4. Workbench
5. Reports
6. Voicelogs

7. Ameyo Control Panel (ACP)

3.1 Left Side Navigation Bar

Copyright © AMEYO 2020 | Page 25



Ameyo 4.81 GA Supervisor Manual

It is a fixed left side navigation bar that shows the processes and the campaigns, to which
the supervisor has been assigned. When not expanded, click = icon to show it. When it is
displayed, click "X" to close the sidebar. The interface of both Monitor and Manage Tab is

completely based upon the process or campaign selected in this navigation bar.

3.2 Process Settings

The Supervisor can click a process in the Navigation Bar to access its settings. Know more...
3.3 Monitor

The Supervisor can monitor the campaigns in which it has been assigned. Know more...
3.4 Manage

Here, Supervisor can manage the settings of different campaigns. Know more...

3.5 Workbench

The Supervisor can make/receive calls through its workbench. The Supervisor can also make
use of call control functions such as confer, transfer, and others. The Supervisor Workbench
is similar to the Agent Interface, that is, the functions and user interface of both the

Supervisor Workbench and the Agent Console is same.
3.6 Reports

The Supervisor can get the call details data, get to know about agent activities, SLA summary,
and others. Reports also help the supervisor to understand the importance of planning,

configuration, and scripting for accurate reporting data.

3.7 Voicelogs
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This tab shows the voice logs that can be played and downloaded as a file on the disk.
3.8 Ameyo Control Panel

This tab hosts the Ameyo Control Panel, where the supervisor can perform some controlling

operations the Ameyo System.
3.9 Multi-tab Operations of Supervisor

If @ supervisor is monitoring multiple agents who are assigned in multiple campaigns of
different processes, then it is difficult for the supervisor to monitor all those agents at any
instance of time. For this, supervisor has to switch the tabs multiple times to monitor them.
But, the supervisor can now monitor all those agents with the multiple tabs using single
sign-in. Open Ameyo in multiple tabs of the same browser and the supervisor can now work
or monitor all the agents in other tabs. Supervisor can monitor different things in different

tabs simultaneously.

However, supervisor can only open and monitor Ameyo only in 5 different tabs. If supervisor

tries to open tabs more than 5, then next tab will not be functional.

However, it is needed to keep in mind that the workbench is allowed only to work in single

tab, it means that the supervisor is not able to open workbench in more than 1 tab.
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4 Process Settings

In the sidebar, the Supervisor can click any process to access the Process Settings.

O

NewPracess Manage Lead My Users  Color Configuration  DNC

Contact Lead List(2)

Lead Name Status

Defaultlead Ld

Newlead L ]

Figure: Process Settings

It contains the following tabs. Click the links to know more about them.

Manage Lead: This tab is available for the Processes which contains any type of

campaign including chat, interaction (email), and voice.

Users: This tab is available to manage the users assigned under the supervisor. The

supervisor can modify the details of the users from this tab.

Color Configuration: This tab is available to configure the break reason colors for

the users assigned in any campaign of the process.

DNC: This tab is available for only those Processes which contain a Voice Campaign.
It would not be available for those campaigns which contains only chat, email, or

both campaigns only.
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4.1 Lead Management in Process

Here, the supervisor can create a lead, upload CSV containing phone numbers, modify it, and

assign it to campaigns in the selected process.

Leads created and uploaded in a Process will not be available to another process.

Manage Lead My Users  Color Configuration  DNC

Contact Lead List(2)

Lead Name Status
O Defaultlzad L]

O Newlead L]

Figure: Manage Leads
4.1.1 Lead Creation

Lead can be created in a process, but not in the single campaign.

1. Click "Create Lead" button. It shows a pop-up, in which Supervisor has to fill the

following details:
A. Lead Name
B. Time Zone
C. Lead Owner

D. Description
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MNew Contact Lead Details

Process Name Lead Name

MewProcess

Time Zone Lead Owner

Select an option A v
Description

Cancel m

Figure: Create a Lead

2. Click "Save" to save the required changes.

Click "Cancel" to cancel the changes made.

The Supervisor can edit and delete the leads also. However, a deleted lead cannot be

restored.

Multiple leads can be added here.
4.1.2 Edit Lead

Perform the following steps to edit any existing lead.

1. Selectthe lead which you want to edit and then click "Edit" button. The following modal

is opened.
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Contact Lead Details
Process Name Lead Name
nbkoundCampaign MNewlead
Time Zone Lead Owner
Asia/Kolkata w <] iy

LIEsSCnpid

Figure: Edit the Lead

2. You can change all the fields like lead name, Timezone, Lead owner, and Description.

But you can not change the Process name from here.

3. After changing the information, click "Save" button to save the changes; else click

"Cancel" button.

4.1.3 Delete a Lead

Perform the following steps to delete any lead.

1. Select the lead and click icon to delete the lead. A confirmation modal is opened.

Confirmation X

Are you sure you want to delete 7

Figure: Delete Lead

2. Click "Yes" button to delete the lead; else click "No" button.

4.1.4 Enable or Disable the Lead
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The Supervisor can click el toggle switch to disable an enabled lead. To enable a disabled

lead, click toggle switch.
4.1.5 Lead Upload

We recommend to upload a CSV file that contains the columns in the similar order as they are
defined by the Administrator in its Console — "System Configuration" — "Table" — "Table"
(Definition) and which has been used to create that process that you have selected here.

Following is a screenshot of a sample CSV file.

A A E | C | D | E | F | G | H | | | ] |
1 |twitter |timezone facebook phone2 name phone3 phoned phone5 email phonel

2 | Asia/Kolkata Customerl customerl@domain.com 123456789
3 | AsiafKolkata Customer2 customerl@domain.com 12345
4 AsiafKolkata Customer3 1234567 customerl@domain.com 7654321
5

Make sure to follow the rules of Character Type, Nullable, Unique Key, and Primary Key while

entering the values in the CSV file as they are defined in the Table Definitions by the

Administrator.

To upload the CSV file in the lead, the supervisor has to perform the following steps.
1. Select the lead in which the file has to be uploaded.

2. Click "Upload CSV" to upload the CSV file using the following pop-up.

Upload C5V

Browse File

Choose file | Mo file chosen

Cancel
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Figure: Upload Lead (Numbers) through a CSV file

3. To browse the file, click on "Choose File" button.

4. Select the CSV file from the disk using the following dialog box.

€ Open o
— v « Downloads » csv v Search csv B
Organize « Mew folder = ~ [ o

v [ This PC " A
> J 3D Objects n
> [ Desktop a

> Documents sample-leads

> * Downloads

» Jﬂ Music

» &= Pictures

» BB Videos v

File name: | sample-leads v| Microsoft Excel Comma Separa

Figure: Select CSV file

5. Click "Open" to open the selected CSV file.
6. Now, the Supervisor can select these upload parameters.

A. Update Duplicate Records: This option can be used when there is a chance
that the numbers of new lead may exist in the same lead or any other lead of
the same campaign. By checking this option, if there is any record which is
already uploaded in any of the lead of the same campaign, then that record
will get updated with the new information (as uploaded in the new lead) within

existing lead only.

I If the record exists in the different lead, then the number will be
updated in that lead only, and that number will not get uploaded in the

new lead.
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Il.  Ifthe record exists in the same lead (in which the supervisor is trying to
upload the new lead), then that number will get updated with the new

information within the same lead.

B. Migrate Duplicate to Chosen List: This option can be used to migrate any of
the existing records in a new lead. By checking this option, if there is any record
which is already uploaded in any of the lead of same campaign, then that

number will get migrated to new lead with the new information.

C. Provide header Mapping: The Supervisor can map the CSV file headers of

lead with phonel, phone2, phone3, phone4, phone5, timezone and name

headers.
Upload C5V
Browse File
sample-leads.csv w
|:| Update Duplicate Records |:| Migrate Duplicate to Chosen List

Provide Header Mapping

Twitter W e
acebook phone?

T e
name phone3

W b
phoned phone5

T e
2ma phaone

T e
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Figure: Mapping of Column Headers

You can select your column headers for the mapping.

7. Click "Save" to save the required changes.

Rather, click "Cancel" to not upload the leads from the CSV file.

4.1.6 Add a Contact

The Supervisor can also add a new contact in the lead by performing the below steps:
1. Select the required row.

2. Click on the "Add Contact" button.

Add Customer

Customer Detai

DWITLEr nmezone

facebook phone?
name phone3
phoned phones
email phonel*

Figure: Add a Contact
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4.1.7

Provide the values for the customer details in the fields such as name, email, phonef,

twitter, and others.

Click "Save" to save the required changes.

Click "Cancel" to cancel the changes made.

Assign or Unassign Lead to Campaigns

Perform the following steps to assign or unassign the lead to the campaigns.

1.

Select a lead, and it shows the campaigns on the right side.
Add Contact Upload CSV Refresh
L]
Available(4) Assigned(0)
Lead Name Status
|
O Defaultlead [}
O e . O ParallelCampaign No Data Available
[m] Voice
[m] InboundCampaign
[m] CutboundCampaign
Figure: Assign or Un-assign Campaigns
Select the Campaigns in the "Available" section. You can click the checkbox given on
top to select all campaigns.

You can also search for the usernames in the provided search box.

Click — icon to add the selected campaigns.

Click "Apply" to apply the settings.

To unassign the lead from the campaigns, select the campaigns in "Assigned" section and click

. icon. Click "Apply" to apply the changes.
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4.2 User Management

On "My Users" page, all the users created and assigned under the supervisor are shown on

this page.

= amevo Monitor ~ Manage  Workbench  Reports  \Voicelogs  More w

= NewProcess Manage Lead My Users  Color Configuration  DNC

User Management(3)

al al Executive Edit

|
m]
m} a2 a2 Professicnal-Agent Edit
m]

s1 $1 Supenvisar Edit

Figure: User Management

The supervisor can not create or delete a new user from this screen. The users can only be

modified from this screen. Only administrator can create or delete users.
4.2.1 Search User

The supervisor can search the users. Enter the name of the user to whom you want to search

and press enter button. The searched result comes up.

4.2.2 Modify User

Supervisor 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.
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= Avevo

= AManav

Monitor ~ Manage  Workbench

Am3

General Information

AM3

Reports  Voicelogs  More v

Executive

AM3

Allowed Chat Extensions

1

a Carson v

ManageLead My Users  Color Configuration  DNC

Cancel

[] Email 1d

Login Policy

Verify Before Force Login

After Login Behaviour

[ auto Available

System Masked Privileges

[ set autocall status

Campaign Masked Privileges

[] Manual Dial
[] Transfer call

[] Enable screen recording

[ Modity Campaign [] Transfer Call

[[] View dispasiton of a <all

[[] Listen to self campaign voice logs
[] Confercall

[ confercall
Campaign

Inbound_voice v

[ View Cancel Preview

Figure: Modify a User

Following information can be modified.

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

A. Allowed Chat Extensions

B. Allowed Ticket Extensions

C. Check or uncheck "Email ID" field

D. Add, modify, or delete Email Address
E. Enable or disable Screen Recording

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 supervisor can restrict the user from some actions

related with system. Enable the checkboxes to restrict the user from the following

restrictions.
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o 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.

o 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 to another campaign or
user. It means that the user is not able to transfer the call to the campaign or

user.

e Confer Call: It restricts the user to confer the call with another customer or
someone else. It means that the user is not able to take anyone on the

conference call with the customer.

3. Campaign Masked Privileges: The supervisor 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.

o 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
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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 masked the user to transfer the call either to another

campaign or to another user.
e Confer Call: It masked the user to initiate the conference call with anyone.

If a user is assigned in multiple campaigns and supervisor 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.

4. Voice Mail Configurations (Licensable): This feature is licensed. This tab will be
only visible if voicemail license is procured at the center.
The supervisor 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, supervisor needs to check

the "Notification Email IDs" checkbox.

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

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

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

drop-down field.

¢ 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.
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4.3 Color Configuration

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

of the users to the supervisor.

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

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

configuration for other supervisors."

It means that the colors configured for breaks by one supervisor are not be shared with

other supervisors.

o a Ty

= NewProcess Manage Lead My Users  Color Configuration DNC
Refresh
The color being chosen is specific 10 you only and not a shared configuration for other Supervisors.

Color Configuration List(4)

Break Reason Configured Color Hex Color

Training i
Snacks i
Lunch S

Unavailable Eaiiiiid

Figure: Color Configuration Screen

The supervisor can search for the break reason from the search option present on the top

of the page.

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

supervisor only can configure the colors for those break reasons.

4.3.1 Configuring Color

Perform the following steps to configure the color for any break reason.
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1. Click the textbox present on the adjacent column of the break reason. The following

color pallet pop-up is displayed.

Figure: Color Selection pop-up

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

see all the colors which are present.

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

Training #b8fF72 |

Figure: Configuring the Color

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

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

for other sessions" is displayed on the top of the page, which means that the color

configuration done here for Thresholds is personal to the Supervisor, and it will be not be

shared with other Supervisors.
4.3.2 Columns

Following are the columns present on the color configuration page.

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

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

break reason.

3. Hex color: It shows the "hex" code of the selected color.
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The supervisor can edit the colors of already configured break reasons. Follow the same

steps while performed while configuring the break reason color.
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4.4 DNC Management

Supervisor can manage the DNC (Do Not Call) repository using this tab. The excluded
numbers would not be dialed in Ameyo system. The DNC can be managed for an entire

process, but not for a campaign specifically.

NewProcess Manage Lead My Users  Color Configuration DNC

Exclusion Data

1101

Figure: DNC Management

Only the administrator can create the Table Definition for a Process, mark anyone of its field
as Primary, and map them to the Customer Attributes. While uploading the CSV for
Customer Exclusion, the Supervisor has to map the column of CSV with that Table Definition
Field, which is marked as Primary in the Table Definition.

Uploading exclusion through CSV based upon the Primary-marked Table Definition Field will

work only with 9.4 and above versions of PostgreSQL. As we are supporting only PostgreSQL

10 in Ameyo Server 4.6 and 4.7, so we recommend to use PostgreSQL 10 for using this

feature.

The front page of the DNC contains the following data.

1. Exclusion Lead: It shows the name of exclusion through which exclusion has been

created.
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2. No. of Records: It shows the total number of the records which has been uploaded

while creating exclusion.

3. Status: It shows whether exclusion is enabled or not. Toggle the switch to enable

or disable exclusion from here.

4. Actions: The supervisor can Edit or Delete exclusion from the Actions column.

There is a possibility that the supervisor has to upload the single phone number in DNC. In

such cases, the supervisor has to create the CSV files. It means that you have to create and

upload the CSV file even for a single number you want to add into the list of DNC.

4.4.1 Create an Exclusion

Perform the following steps to add the list of exclusion numbers, which will not be dialed in

the Ameyo System.

1. Click "Create Exclusion Lead" button. It shows the following pop-up.

Manage Lead My Users  Color Configuration  DNC

Media Exclusion Customer Exclusion

Choose Files | No fila chosen Cnoose Fies | lio file chosen

Figure: Adding an Exclusion

2. Enter Exclusion Lead Name: Enter the name of exclusion Lead.

3. Status: If the checkbox against "Enable" is checked then this exclusion lead status will

be enabled else it will be disabled.

4. Types of Exclusions: Supervisor can add any of the following exclusions.

Copyright © AMEYO 2020 | Page 45



Ameyo 4.81 GA Supervisor Manual

A. Attribute Exclusion: The Supervisor can add exclusion based on attribute
name (phone number, time zone, name, and others). Perform the following

steps.

I.  Click "Add" to add the attributes for which exclusions will be setup.

Figure: Add Attribute

Il. Here, the attribute will be the Table Definitions Columns, which are
selected by the Administrator in its Console — "System" — "System

Configuration" — "Table" — "Table".

lll.  Select any of the following attributes in the "Attribute" drop-down

menu.
o twitter
e timezone
o facebook
e phone2
e name
e phone3
e phone4
e phone5
e emalil
e phone1

IV. Select any of the following operators in the "Operator" drop-down

menu.

e equalto
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e lessthan

e lessthan or equal to

e greater than

o greater than or equal to
e notequalto

o Like

e Not Like

e SQL Expression

V. Provide a value for the attribute. You can add multiple conditions, click
"+" icon to add more attributes. To delete a condition, click on the "-"

icon corresponding to that condition.

B. Media Exclusion: The Supervisor can upload the numbers in the respective
lead which has to be added in DNC through "Media Exclusion". CSV file can

have the Phone1 as a lead header.

Media Exclusion

Choose Files | Mo file chosen

Mo file chosen

Select matching file header

Figure: Media Exclusion

Perform the following steps.

I.  To upload the CSV file in the DNC lead, click on the "Choose Files"

button.

II. Select the CSV file from the disk.
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€ Open X
&« v A <« Exclusion » Media v 0 Search Media pel
Organize * New folder EE ~ [N 0

~

@ OneDrive |
3 This PC n a
“J 3D Objects '

media-exclu

I Desktop sion
Docurnents
Jr Downloads
J‘J Music
I A v
File name: | media-exclusion v| | Microsoft Excel Comma Separa ~
| Open | | Cancel |

Figure: CSV File

lll. It takes you back to the "DNC Tab".

IV. Select the phone header primary field which has been provided at the

time of data table creation by the administrator.

C. Customer Exclusion: The Supervisor can upload the customers in the
respective lead which has to be added in DNC through "Customer Exclusion".

CSV file can have the customer_id as a lead header.

Customer Exclusion

Choose Files | Mo file chosen

Select matching file header

|§|

Customer ID

Figure: Customer Exclusion
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Perform the following steps to add a Customer Exclusion.

I. To upload the CSV file in the DNC lead, click on the "Choose Files"
button.

€ Open X
&« v A < Exclusion » Customer v @ Search Customer yel

Organize v New folder - m @

sl
[ This PC

) 30 Objects n

[ Desktop customer-e
Docurments xelusion
Jy Downleoads

J& Music

[&] Pictures

B videos k4

File name: | custemer-exclusion v| Microsoft Excel Comma Separa ~

Figure: CSV File

Il.  Select the CSV file from the disk and click "Open".

lll. It takes you back to the "DNC" Tab. Select the file matching header
which is also the primary key for that data table provided by the

administrator, by default the "Customer ID" is enabled.

5. Primary Key based Exclusion: You can notice the Table Definition Column, marked

as Primary Key, in "Customer Exclusion" Section. You can enable it to upload the CSV
file that contains the values of the Primary Table Definition Field. For example, if
"phone1" is set as the Primary Table Definition Field, then you can upload the CSV
containing the phone numbers to exclude the numbers from calling. Similarly, if
"email1" is set as the Primary Definition Field, then you can upload the CSV
containing the email addresses to exclude the email addresses from calling or

communication.
Perform the following steps.

A. Click "Choose Files" button to upload the CSV.
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B. Select the location where you have saved the CSV file.
C. Select the CSV file and click "Open."

D. Select the option that shows the Primary Table Definition field, such as

"phone1" in our case.

Customer Exclusion

Choose Files | numbers.csv

Select matching file header

':-'..'-:' phonel

Phone Mumber e

Figure: Upload CSV containing the values of Primary Table Definition field

E. After uploading the files, use the drop-down menu in the Primary Table

Definition Field to select the matching header of CSV file.
F. Click "Save" to create the Customer Exclusion Lead.

Ameyo Preprocessor will validate the data during the upload process. It can

skip uploading some data and throw errors for any invalid data.

Upload Failure Reasons

If the Supervisor is trying to upload another file except CSV, then an error is displayed
on the screen that only CSV files are accepted. While uploading the CSV for excluding
the Customer based upon the values of Primary Definition Field, Ameyo
Preprocessor will validate the data and will skip uploading the invalid data. Please

refer to the following document to know more about the same.
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After completing the upload process, the following pop-up is displayed that shows
the number of successfully uploaded records, and the number failed to upload

records.

Result X
Number of Records: 1000

B25 were successfully uploaded:

175 could not be uploaded:

Duplicate record Inthe fiie 15
Duplicate record In the lead 160

For detalled log of falled uploads Download CSV #

Figure: Summary of uploading the Customer Exclusion based on Primary Table

Definition Field

The Administrator can click "Download CSV" link to download the CSV, which shows

the errors encountered for every invalid record that was failed to be uploaded.

Notification of Uploading the Customer Exclusion based upon Primary

Definition Field

Whenever a Supervisor uploads the Customer Data in any campaign, then a

notification will be displayed to all Supervisors assigned to the same campaign.

6. Click "Save" to save exclusion lead.

Click "Cancel" to cancel the changes made.

4.4.2 Edit Exclusion

Click [ icon Actions column to edit any exclusion media.

The same page has been opened which was opened at the time of the creation of exclusion.
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Monitor ~ Manage  Workbench  Reports  Voicelogs

ManageLead My Users  Color Configuration  DNC

concer D)
sews @)

Enter Exclusion Lead Name
Lead1

Media Exclusion Customer Exclusion
Choose Files | No file chosen Gracse Files | No file chosen

Select matching file heade:

one Number

Figure: Editing an Exclusion

On the opened page, you can edit the name of the lead, change the status, customer

attribute exclusion, media exclusion csv, and customer exclusion csv.

4.4.3 Delete exclusion

Click

icon in Actions column to delete exclusion. A confirmation pop-up comes up.

Delete

Are you sure you want to delete 7

Figure: Deleting an Exclusion

Click "Yes" to confirm the deletion of exclusion, else click "No" button to undone the process.

4.4.4 Exclusion Data
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This option lets the Supervisor to fetch exclusion Data for the selected lead. Perform the

following steps.

1. Click on the "Exclusion Data" button. The following screen will start appearing.

= amevo Monitor  Manage  Workbench  Reports
= Test Process ManageLead My Users  Color Configuration  DNC

Figure: Exclusion Data

2. Click "Search" button present on the right top corner of the page. A pop-up is opened.

Exclusion Lead*

b
Date Added
From Date To Date
Exclusion Type
Media Exclusion W

Phone Mumber

Lomma separated values

Clear Cancel m

Figure: Search Exclusion Data
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On the opened pop-up, provide the following information to search any exclusion

data.
1. Select exclusion Lead name from the drop-down list.
2. Select the date range in which exclusion is being added.

3. Select the "Type of Exclusion" from the drop-down list. There are two types of

exclusion available.

e Media Exclusion: Select the "Media exclusion" type, if it is selected as

the type of exclusion. After selecting it to provide the phone number
which was created as the primary key during the creation time of

exclusion.

e Customer Exclusion: Select the "Customer exclusion" type, if it is
selected as the type of exclusion. After selecting it, select the type of

the primary key and provide the respective key in the textbox.

4. After providing all the information, click "Fetch" button to search exclusion list,
"Cancel" button to cancel the searching operation, or "Clear" button to clear

the provided searched data.

5. All the information of the customers according to the provided searched data

is showing on the page.

AMana Manage Lead My Users  Color Configuration  DNC

Exclusion Data 3 Download CSV @

Media Exclusion(11)

Date Added

992550017 30/10/2019, 17:25:24

test 292550018 30/10/2019, 17:25:24

test 992550019 30/10/2019, 17:25:24

test 992550020 30/10/2019, 17:25:24

992550021 30/10/2019, 17:25:24

test 992550022 30/10/2019, 17:25:24

test 992550023 30/10/2019, 17:25:24

test 992550024 30/10/2019, 17:25:24

test 992550023 30/10/2019, 17:25:24

O|jo0|0o|0o|/0 0000 0pd

test 992550026 30/10/2019, 17:25:24

1-100f11 >

Figure: List of searched Exclusions Data
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The total of 1000 records are fetched at a time. If the supervisor wants to see more records,
then go to next page. If user tries to search more than 1000 records then, 10 records will be

fetched at a time, and so after.

You can perform the following operations on the searched exclusion data.

1. Download Exclusion information as CSV: The supervisor can download the

searched information of exclusion leads in CSV format. Select the numbers which

you want to download and click "Download" button. A pop-up is opened.

€ savehs *
y i <« manual * supervisor » 47 v 0 Search 4.7 2

Organise + MNew folder = - (7]

~
! This PC Mo items match your search.

) 3D Objects
[ Desktop
Documents
; Downloads
J! Music

[&=| Pictures

i Videos

e Local Disk (C:)

= Local Disk (D:)
v

File name: | CustomerPrimaryAttributebx clusion_Oct 10, 2019 10_38_31 v|

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

A Hide Folders [ save | canca |

Figure: Download the List of searched Exclusions Data

You can change the name of the downloading file as well and then, click "Save"
button to save the CSV file, else click "Cancel" button to cancel the downloading

process.

The downloading pop-up depends upon the browser's settings.
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2. Delete Exclusion Data: The supervisor can delete the searched exclusion data.

[ ]
Select exclusion data which you want to delete and then click icon to delete the

data. A confirmation pop-up is opened.

Delete ®

Are you sure you want to delete 7

Figure: Delete the searched Exclusion Data

Click "Yes" button to delete exclusion data permanently, else click "No" button.

Once the data is deleted form here, then it can not be retrieved anyhow.
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5 Monitor Tab

Supervisor can monitor the campaigns in which it has been assigned. The interface of this

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

= Aveva Monitor ~ Manage  Workbench  Reports  Voicelogs  More v 'y s1v
x Process > Outbound
Q " :
A Please select an extension to continue to receive or make calls!
NewProcess © B Real-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every Smins | & Stats Duration: last 30 minutes | @ Stats Reset: 11 hrs ago
P8 ChatCampaign
P9 Total Calls: 0 @ Total Agents: 0 ®  Total Customers: 0 0]
%S InboundCampaign
B InteactionCampaign 0 o o 0 o o o 0 0 0 o 0 0
Manusi D Calloacks fars Auto Disis aresk Reach Comnactss  OmaCW  Custom o tislizsd ngng  Conne cted
% OutboundCampaign fecsived on el
. AutoCall Inactive si o 0
% ParallelCampaign 0 0 nactiEsn o -
d M 0 0 [ 1] 1] nase =
A Voice comnecred on o <omc  20-m0sc  »oom
00m 00mo00s  00m 00m 0.00
00h 00m 00h 00m 00h 00m 00h 00m 0s Y 00e 00e oo e
;m_:a!m Staned Since TowlTalk Time  Toual Idle Time Avg Handling g Tk Avg Hold
urater Inactive Time Time Duration
Duratio
o ™ - DY . .
Hold Time Breached (0) | Call Duration Breached (0) | ' ACW Time Breached (0) (__Freeze ) ( Configure Threshold ) Auto Dial (I | Waiting Calls | 0
Agents List(0) T
Agent Name Agent ID AutoCall Status AgentStatus  Call Context Extension  AgentCall Status  Call Type Phone Customer Call Status Queue
No Data Available

Figure: Monitor Tab

Its interface can be divided into the following parts.

o 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 =l icon to show it. When it is displayed, click "X" to close the sidebar.

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

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

campaign you have selected.

= Monitor Chat Campaign

= Monitor Interaction Campaign

* Monitoring Inbound Campaign
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» Monitor Outbound Campaign

» Monitor Parallel Predictive Campaign

» Monitor Voice Blast Campaign

Copyright © AMEYO 2020 | Page 58



Ameyo 4.81 GA Supervisor Manual

5.1 Monitor Chat Campaign

Supervisor can monitor Chat Campaign in "Monitor Tab".

= amvevo Monitor ~ Manage  Workbench  Reports  Voicelogs  More v o L1 2 v
= 1 ChatCamp.. Live Monitoring  Dashboard  Queue Monitoring
Queue

Al -

Freeze
_ Shat nstaness
1

: l

Chats Queued Chats Per User (0]
0 1

1 3
0 0
Sort by
Order Users by Default Sort v (@) Lastietched 53 seconds ago © Active Chats Active Chats (Per User) Queved Chats
User Name User ID User Role Auto Chat OFf/On Agent Status Login Time Ready Time Total Break Time
ﬂ al al Executive [ ] Available 5m 33 455 4m 475 hd

Figure: Monitor Chat Campaign

It contains the following tabs.

e Live Monitoring: It allows the Supervisor to perform live monitoring of Chat

Campaign. Know more...
e Dashboard: View the Dashboard of Chat Campaign. Know more...

¢ Queue Monitoring: Monitor the queues in the Chat Campaign. Know more...
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5.1.1 Live Monitoring of Chat Campaign

Supervisor can perform Live Monitoring of Chat Campaign in "Monitor Tab".

= amvevo Monitor ~ Manage  Workbench  Reports  Voicelogs  More v 0 (1 52 v
= P> ChatCamp.. Live Monitoring  Dashboard  Queue Monitoring
Queue

All v Freeze

__
4 1

0 1

1 3
0 0
Sortby
rder Users by Default Sort v (@ Lucttetched 53 seconds ago @ Active Chats Active Chats (Per User) Queued Chats
User Name User ID User Role Auto Chat Off/On Agent Status Login Time Ready Time Total Break Time
lil al a1 Exscutive [ ) Available 5m 33s 455 4m 4Ts h

Figure: Monitor Chat Campaign

5.1.1.1 Queue Selection

Use the drop-down menu located on top to select the queue. After selection, the Live

Monitoring Tab shows the data specific to the selected queue only.

= P17 ChatCamp.. Live Monitoring ~ Dashboard Queue Monitoring
Queu
Al v Freeze

_ _ Shat nstaness
Al
qt 1
Users Loggedin
q2

Chats Queued Chats Per User (0]
0 0

Figure: Queue Selection in Monitor Chat Campaign

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

Tab and let it receive the latest updates.
5.1.1.3 Graphs
A Chat Campaign Dashboard contains the following graphs.

5.1.1.3.1 Users

This graph shows the total count of users assigned and logged on to this campaign.

=

4 1

Users Assigned Users Loggedin

Figure: Agents Graph

5.1.1.3.2 Chats Queued

This graph shows the count of chats that are queued.

Figure: Chats Queued Graph

5.1.1.3.3 Chats Per User

This graph shows the average count of chats per user.
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Chats Per User ®

Figure: Chat Per Agent

Additional Information: Hover the mouse over icon to view the basic definition of the

Chats Per User (@] CHATS PER USER
MNumber of connected chats per number of agents who have

auto chat status on

tile.

Figure: Further information of Live Monitoring

5.1.1.3.4 Auto Chat

It shows the count of users who has turned off or on for receiving chats automatically in the

campaign.

Auto Chat ON 1

@ Auto Chat OFF 0

Figure: Agent Auto Chats Graph
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5.1.1.3.5 Chat Instances

It shows the count of chat instances that are available and occupied.

Total Available Instances 3

@ Total Occupied Instances 3

Figure: Chat Instance Graph

5.1.1.4 View Live Chats

The bottom section shows the live chats. These chats are displayed in the following three

tabs.

1. Active Chats: It shows all chats that are active in the entire chat campaign. It has
following three Sorting parameters through which supervisor can sort the status of

the chats.
e Order Chats by Default Sort:

Select it to keep default sorting to order the chats. It shows all the active chats
status according to the default order which is according to the maximum chat

elapsed time first.

Sortby
Order Chats by Defauit Sort v Active Chats Active Chats (Per User) Queued Chats.

Requested Time

al al Executive Customer2 Jan 08,1242 Queuel 0 2m 175 d931-5e12eca3-vehat-1

s sl Supervisor Test lan 08, 1201 Queuel 0s 42m 295 1an 08,1217 d931-5el2ccad-vehat-0
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Figure: Sort Active Chat with Default Sort

e Order Chats by Elapsed Time (Descending):

Select it to sort the chats in the descending order of their elapsed time.

Active Chats Active Chats (Per User) Queued Chats

Order Chats by Elapsed Time (Descending) v

Figure: Sort Active Chat with Descending Elapsed Time

e Order Chats by User Name(Ascending):

Select it to sort the chats in the descending order of their elapsed time.

Order Chats by User Name (Ascending) ~ Active Chats Active Chats (Per User) Queued Chats

User Name User ID User Rolle Customers Requested Time. Queue Name Queue Wait Time Elapsed Time

Figure: Sort Active Chat with Ascending Elapsed Time

2. Active Chats (Per Agent): It shows the active chats per agent. It has following five

Sorting parameters through which supervisor can sort the status of the chats.
e Order Users by Default Sort:

Select it to sort the chats in the descending order of their elapsed time. It
shows all the active chats status according to the default order which is

according to the maximum chat elapsed time first.

Order Users by Defeult Sort v @ Last ferched 20 seconds 200 @ Active Chats Active Chats (Per User) Queued Chats

User Name: User ID User Rele Auto Chat Off/On Agent Status Login Time Ready Time Total Break Time
al al Executive [ ] Available 3m47s 3m43s

s1 s1 Supervisor [ ] Available 43m42s 43m3s 3% e

e Order Users By User Name (Ascending):

Select it to sort the chats according to the agent's name in the ascending

order.
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Sort
Order Users By User Name (Ascending) v @ Lustfetched 20 seconds sgo @ Active Chats Active Chats (Per User) Queued Chats
User Name User ID User Rale Auto Chat Of/On Agent Status Login Time Ready Time Total Break Time:
n al 1 Executi [ ) Available Im47s 3m43s v
n s1 s1 Supery [ ) Available 43m 425 43m3s 3% v

Figure: Sort Active Chats (Per Agent) with Agents Name in Ascending Order

e Order Users By No. Of Ongoing Chats(Descending):

Selectitto sort the chats according to the number of ongoing chats at present
time in the descending order. Ongoing chats means those chats which are

currently live and in communication between the customer and agents.

Order Users By No. Of Ongaing Chats (Descending) v

© Lastfetched 1 minute age O

Active Chat Active Chats (Per User) Queued

User Name User ID User Role Auto Chat Off/On Agent Status Login Time Ready Time Total Break Time:
p B al Executive [ ) Available 3m4Ts Im43s ~
p s1 st Supenisor [ ) Available 43m d2s 43m 3s LS -

Figure: Sort Chats according to number of ongoing chats in Descending

Order

Order Users By No. Of Ongoing Chats(Ascending):

Select it to sort the chats according to the number of ongoing chats at present

time in the ascending order. Ongoing chats means those chats which are

currently live and in communication between the customer and agents.

Order Users By No. Of Ongaing Chats (Ascending) v

©  Last ferched 1 minute ago @ Active Chats Active Chats (Per User)

User Name

User ID

User Role Auto Chat Off/On Agent Status Login Time Ready Time Total Break Time
n al al Executive ° Available 3m47s 3m43s v
n s1 st Supervisor ° Available 43m 425 43m3s 39s v

Figure: Sort Chats according to number of ongoing chats in Ascending

Order

o Show Only Users With Ongoing Chats:
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Select it to sort the chats only which are ongoing currently. Ongoing chats

means those chats which are currently live and in communication between

the customer and agents.

Show Only Users With Ongoing Chats ~ (8 Lastietched 1 minute ago @

Agent Status

Lysilsble

Lysilsble

Active Chats

3mdTs

43m 425

Active Chats (Per User)

Ready Time

3md3s

Total Break Time

43m3s 395 ~

Figure: Sort only for Ongoing Chats

3. Additional Information:

e Hover the mouse over icon to view the last fetched time, and the state of

the table.
Last fetched 5 minutes ago ()
Figure: Further information of Live Monitoring
« Click L=_icon to refresh the data in the Active Chats (Per Agent) wizard.

e C(Click = icon to view the additional information of the active chat such as
channel, customer name, requested time, queue name, queue wait time,

elapsed time, FRT and chat ID.

sort b

Ordler Users by Default Sort v @ Lt feiched 30 seconds ago @ Active Chats Active Chats (Per User) Queued Chats

Channel

Transferred

Customers

2345ert

Auto Chat OFf/On

Requested Time

1130, 1758

Agent Status

Lvailable

Queue Name

ChatQueue

3mdTs

Queue Wait Time

0s

Ready Time
3mdls
Elapsed Time

10m 16s

Total Break Time

3

FRT

Jul 30, 1758

Chat 1D

0932-503fe529-vchat-6

Figure: Additional information of Active Chat

4. Queued Chats: It shows the chats that are queued in the entire campaign. It has

following three Sorting parameters through which supervisor can sort the status of

the chats.
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e Order Chats by Default Sort:

Select it to sort the queued chats in the default order of their requesting time.
Requesting time is the time for the chats which are in waiting or queued state

and are waiting for the agents to be available.

Order Chats by Default Sort ~

Figure: Sort Queued Chats with Default Sort

e Order Chats by Requesting Time(Ascending):

Select it to sort the queued chats in the ascending order of their requesting
time. Requesting time is the time for the chats which are in waiting or queued

state and are waiting for the agents to be available.

Order Chats by Requesting Time (Ascending) ~

4m 565 2345ert ChatQueue

Figure: Sort Queued Chats with Requesting time in Ascending Time

e Order Chats by Requesting Time(Descending):

Select it to sort the queued chats in the descending order of their requesting

time. Requesting time is the time for the chats which are in waiting or queued

state and are waiting for the agents to be available.

Ordler Chats by Requesting Time (Descending) v

Figure: Sort Queued Chats with Requesting time in Descending Time
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5.1.2 Dashboard of Chat Campaign

Here, the Supervisor can view the activities in the Chat Campaign.

&= amevo Monitor ~ Manage  Workbench  Reports  Voicelogs ~ More v super ¥

egression > regression.. Live Monitoring  Dashboard  Queue Monitoring

Seerinitated o R SAisee

0
10 1 0 0 1
[}
Whatsapp Outbound Notificat Whatsapp Notification - Answers Received

Success/Failure ure Reason

T
o 10
0 1 3 B 5 6 7 8 9 10 n 12
Count of Answers Received
@ Answered beyond 24 hrs @ Answered within 18-24 hrs @ Answered within 12-18 hrs

@ Sent Successfully Failed to Send @ Answered within 6-12 hrs @ Answered within 6 hrs Unanswered

Whatsapp Template Effectiveness All Sources

No answers received yet. Are you sure you sent those messages?

Channel-wise Distribution o] Incoming Chat Stats

75
i
S s0
5
£
® Web Chat El
B | 1l - W
AN I T T T - T T T T T R R T SRR
. >
® Received @ Served Missed @ Not Responded
Chat Details(208) T
Chat ID Channel Requested On Customer Name/ID User Name User ID User Role Queue Name Queue 1D Chat Duration FRT
283-5eec803e-vehat-0
Jun 192020, 16:10 saksshi_exeeutive sakshi_evecuti Executive chat 1 EC 0h Om 105 -
283-Seecd03e-vehat-1
Jun 192020, 16:11 saksshi_exeeutive sakshi_evecuti Executive chat 1 EC 0h Om 8 -
283-Seec803e-vehat-2
Jun 192020, 16:18 saksshi_exeeutive sakshi_evecuti Executive chat 1 EC 0h0m 225 -
283-Seec803e-vehat 3
Jun 192020, 16:18 super super Supenvisor chat 1 EC 0h 0m 205 0h0
283-Seec803c-vehat-4 .
Jun 192020, 1630 saksshi_exeeutive sakshi_evecuti Executive chat 1 EC OhOm 11z 0h0
283-Seec803e-vehat-5
Jun 192020, 1638 saksshi_exeeutive sakshi_evecuti Executive chat 1 EC Oh2m 13z -
283-Seec803c-vehat 6
Jun 192020, 1640 saksshi_exeeutive sakshi_evecuti Executive chat 1 EC 0h Om 235 -
d656-5ef1baS4-vehat-0 .
Jun 232020, 1352 saksshi_exeeutive sakshi_evecuti Executive chat 1 EC 0h0m 195 0h0
d656-5ef1ba54-vehat-1 .
Jun 232020, 1354 saksshi_exeeutive sakshi_evecuti Executive chat_1 EC 0hOm 125 0h0

©l656-5ef1basd-uchat-2 -

Figure: Dashboard of Chat Campaign

5.1.2.1 Time Duration

Select any of the following time durations to view the activities in the selected period only.
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e Today: Click to view the activities in the selected campaign for the present day

starting from 00:00 hour.
e Last 7 Days: Click to view the activities in the selected campaign for the last 7 days.
o 30 Days: Click to view the activities in the selected campaign for the last 30 days.
5.1.2.2 User Initiated
It shows the count of agent initiated chats.

Additional Information:

Hover the mouse over icon to view the basic definition of "User Initiated".

USER IMITIATED
@

User Initiated Chats initiated by Ameyo users

Figure: Further Information of User Initiated

5.1.2.3 Received

It shows the count of received chats.

Additional Information:

= . . . el .
Hover the mouse over icon to view the basic definition of "Received".

@ RECEIVED

All the incoming chats which indudes (3arved, Missed, and Mot
Responded)

Received

Figure: Further Information of Received

5.1.2.4 Served
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It shows the count of served chats.

Additional Information:

r-‘ . . . H M mn mn
Hover the mouse over icon to view the basic definition of "Served".

SERVED
el @ All the incoming chats in which agent has replied.
3
Figure: Further Information of Served
5.1.2.5 Missed

It shows the number of customer chat sessions that cannot be connected with any agent

and hence, disconnected at the queue itself.

Additional Information:

Hover the mouse over icon to view the basic definition of "User Missed".

MISSED
All the incoming chats which did not get connected to any
agant

Missed o

Figure: Further Information of Missed

5.1.2.6 Not Responded

It shows the count of not responded chats from the agent.

Additional Information:

Hover the mouse over L4 icon to view the basic definition of "Not Responded".
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MNOT RESPOMNDED @
All the imcoming chats in which agent did not respond.

Figure: Further Information of Not Responded

5.1.2.7 CSAT Score

It shows the number of feedbacks received from the customers divided by the number of

feedback emails sent to the customers.

CSAT Score

0

Figure: CSAT Score provided by Customer

5.1.2.8 WhatsApp Outbound Notification

It shows the graphs containing total WhatsApp messages which are sent successfully and
which failed during the sending process. The other graph which shows here, is about the

failure reasons for those messages which were failed.
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Whatsapp Outbound Notification ('_T) System Initiated -~

Success/Failure

No messages have been failed to send yet.
Great going!

@ Sent Successfully Failed to Send

Figure: WhatsApp Outbound Notification

The drop-down menu present at the top of this graph contains the following options .

o System Initiated: Select it to show the results for WhatsApp Messages sent to the

customer by the system.

e User Initiated: Select it to show the results for WhatsApp Messages sent to the

customer by the Ameyo User.

Additional Information:

Hover the mouse over [ icon to view the basic definition of "WhatsApp Outbound

Notification".

Whatsapp Outbound Notification (@] WHATSAPP OUTBOUND NOTIFICATIONS

Breakdown of outbound notifications by sent and failure
status.

Figure: Further Information of WhatsApp Outbound Notification

5.1.2.9 WhatsApp Notification - Answer Received

It shows the graph of the total Answers received on WhatsApp.
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Whatsapp Notification- Answers Recieved G) Systemn Inltiated -~

| Changed Chat Campaign Dashboard |,

[54]
-4

Count of Answers Received

@ Answered beyond 24 hrs @ Answered within 18-24 hrs @ Answered within 12-18 hrs
@ Answered within 6-12 hrs @ Answered within 6 hrs Unanswered

Figure: WhatsApp Notification - Answer Received

The drop-down menu present at the top of this graph contains the following options .

o System Initiated: Select it to show the results for WhatsApp Messages sent to the

customer by the system.

e User Initiated: Select it to show the results for WhatsApp Messages sent to the

customer by the Ameyo User.

Additional Information:

Hover the mouse over icon to view the basic definition of "WhatsApp Notification -

Answer Received".

Count of outbound notifications answered within T2 hours or
unanswered.

Whatsapp Notification - Answers Received ENGAGEMENT WITH OUTBOUND NOTIFICATIONS

Figure: Further Information of WhatsApp Notification - Answer Received

5.1.2.10 WhatsApp Template Effectiveness

It shows the graph for the rating received from the customers for the WhatsApp Chat.
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. | :

ivr_deflection_confirmation ticket_created_acknowledgement

Whatsapp Templates

Sent @ Answered within 6 hrs @ Answered within 6-12 hrs @ Answered within 12-18 hrs @ Answered within 18-24 hrs @ Answered beyond 24 hrs

Figure: WhatsApp Template Effectiveness

Additional Information:

Hover the mouse over icon to view the basic definition of "WhatsApp Template

Notification".

Whatsapp Template Effectiveness All Sources MESSAGE TEMPLATE EFFE
piate wize comparisen of
within 72 hours

Figure: Further Information of WhatsApp Template Notification

swered

5.1.2.11 Channel-wise Distribution

It shows the graph on chat channels.

Additional Information:

Hover the mouse over icon to view the basic definition of "Channel-wise Distribution".
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Channel-wise Distribution @

@ Web Chat

Figure: Further Information of Channel-wise Distribution

5.1.2.12 Incoming Chat Stats

It shows the graphs of received, served, and missed chats.

Incoming Chat Stats
75

25

MNumber Of Chats

|“ ol
o o

S SN TN I R 'oq;\ng;,.:a,,,e\m%bsb«%%\e\\\m\%\o\-\
o B
J

® Received @ Served Missed @ Not Responded

Figure: Incoming Chat Statistics

5.1.2.13 Chat Details

Here, the supervisor can filter for the chats according to the various filters listed herein. Click

=

L

icon to access the filters.
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User Disposition Inbound
. 1 1 [ B -
oA s10) Abrupt disconnection served
Jerry (Jerry) Echo Missed
Customer not able to hear Not Responded
Customer volume too low
Agent volume too low
] Outbound
Voice breakage
Conference voice breakage Jser Initiated
Conference disconnection
Conference DTMF

Customer Rating @

Figure: Filters

The Supervisor can filter the list of chats using any of the following filters.

1. User: Select the name of any user whose status you want to filter at any instant of

time.

2. Disposition: Select the type of the disposition to filter the status of the chats for those

agents who disposed their chats with the selected disposition type.

3. Inbound: It lets you to filter the chats according to the status of the inbound chats.

Following are the types from which you can select the filter.

e Served: It lets you to filter those chats which are served by the agent

successfully.

o Missed: It lets you to filter those chats which are missed by the agent and the

customer does not get the answer.

+ Not Responded: It lets you to filter those chats which are not responded from

the agent and customer does not get the reply.

4. Outbound: It filters for the chats initiated by the agent to the customer, that is,

outbound chats.

Copyright © AMEYO 2020 | Page 76



Ameyo 4.81 GA Supervisor Manual

5. Customer Rating: It lets you to filter for those chats according to the ratings provided

by the customers. Scroll the navigation bar to filter

After filtering the chat details filter, the following graph comes up.

Chat Details(2) Y

Requested On Customer Name/ID

d176-5e0eed9f-vchat-0 -
Jan 03 2020, 18:03 sl sl Supervisor Queuel 1 0Oh 56m 445

Jan 08 2020, 12:01 B s1 s1 Supervisor Queuel 1 0Oh 50m 525

Figure: Chat Details Graph

The chat details graph contains the following columns.

1. Chat Id: It contains the Chat id of the chat. Every chat has its unique chat-id which is
generated by Ameyo itself. In the bottom of the chat id, the status of the chat is

displayed.

2. Channel: It shows the icon of the chat channel through which the chat has been

initiated by customer.

3. Requested On: It shows the date and time, when the chat was firstly initiated by the

customer.

4. Customer Name/ID: It shows the customer name and id of the customer, if

registered in Ameyo.
5. User Name: It shows the user name to whom the chat has been assigned.
6. User ID: It show the user id of the user to whom the chat has been assigned.
7. User Role: It shows the role of the user, which has been assigned in Ameyo.
8. Queue Name: It contains the queue name, in which the ticket landed first time.
9. Queue ID: It contains the queue id of the queue, in which the ticket landed first time.

10. Chat Duration: It contains the total time of the chat from the start to end of the chat

till the chat does not gets disposed.

11. ERT: First Response Time(FRT) is the date and time of the first response which has

been sent to the customer. The calculation of FRT is:
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Chat First Resolution Time = First Response Received Time -

User Connected Time

FirstResponse _  User Connected
Received Time Time

Chat First Resolution Time =

Figure: Calculation of Chat FRT

Following is the definition of data points in this calculation.

o First Response Received Time: It is the time when the first response has

been received to the customer by the agent.

e User Connected Time: It is the time when the agent has been connected at

first in the Chat.

12. Chat End Time: It contains the date and time of the chat when the chat has been

disposed off.
13. Disposition: It shows the disposition which is used while ending the chat.

14. Customer Rating: It shows the rating provided by the customer for the service

received over chat.

15. Ticket No.: It shows the ticket number of the chat ticket. Every chat has a unique

ticket number which is generated by Ameyo automatically.
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5.1.3 Queue Monitoring in a Campaign

Here, the Supervisor can monitor the activities in all queues of the Chat Campaign.

= amvevo Monitor ~ Manage  Workbench  Reports  Voicelogs  More v InteactionCa..+1

M Rezl-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every 7mins | © Stats Duration: last 12 hours | @ Stats Reset: 13 hrs ago

Queue List(1) (OB ¢

ueued Chats Staffed Users Available Users Connected Users

Queuel 0

Figure: Queue Monitoring of Chat Campaign

5.1.3.1 Data Collection Indications

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

| B Real-Time Data: Refreshes after every 10secs | B Historical Data: Refreshes after every 7mins | 9 Stats Duration: last 12 hours | (@ Stats Reset: 02 hrs ago

Figure: Data Collection Indications

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

will be indicated with the border of blueish color.

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

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

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

on the page. Here, the time interval selected is the 02 hours.

o Stats Reset: It informs the interval after which the statistics were reset last.

5.1.3.2 Filter

Supervisor can click icon to filter the list of chats as per the selected queue. After clicking

on the icon, it shows the following pop-up.
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Queue

|:| Queuel

Clear | Cancel Apply

Figure: Filtration

Here, the Supervisor can select the queue to filter the status for the agents available in that

queue. It shows only the data available in the selected queue.
5.1.3.3 Columns

It contains the following columns.

1. Queue Name: It shows the name of queues that are assigned to this campaign. A
queue (newly assigned) will be listed here after 10 seconds of the assignment. If this
column is sorted as per "LoggedIn" Metric, it will show the queues that are currently

in use for the last 12 hours.

2. Queued Chats: Queued Chats are those which are waiting at Automatic Call

Distribution (ACD).

3. Staffed USers: It shows the number of users who are staffed in the campaign and
assigned in this queue. It includes all users who are ready to take chats, users who
are on break, users with auto-call status on and off, users on chat, and the users who

are not on chat. It's count will keep updating in the real-time.

4. Available Users: It shows the number of users who are assigned to the queue and

are available to take chats. If a user has been assigned in two queues simultaneously
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and had received a chatin one queue, then it will not be counted in "Available Users"

of another queue.

5. Connected USer: It shows the number of users, who are on call in the selected

queue.

5.1.3.4 Additional Information

7 . L . .
Hover the mouse over icon to see the calculation information, last calculated time, and

last fetched time of statistics.

STATISTICAL DATA @

Lazt caloulsted time-----
Last fetched time-16:00 (I15T)

Figure: Further information of Statistical Data
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5.2 Monitor Interaction Campaign

Supervisor can monitor Interaction Campaign in "Monitor Tab".
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Figure: Monitor Interaction Campaign

It contains the following tabs.
o Dashboard: View Dashboard of Interaction Campaign. Know more...

e Monitoring Tab: Monitor the activities in Interaction Campaign. Know more...
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5.2.1 Dashboard of Interaction Campaign

Here, Supervisor can monitor all activities in the Interaction Campaign.

Warking Tickets by User Total Ticksts N X ~
joh
super
° B . 10 2 1 % 1 20 2 2 s 2 0 3 s 5 . o o
Ticks

© - PR - P e s S & o
AR R R A A R A A N R S A LA A A Feedback

— Created  — Closed Responses Recieved 6

Requested m

Lite Tickets by Source

0 3
10
= 20 .
c -
. — o
COMPLETED_BXPIRED COMPLETED_REJECTED Chnt o

v
e S s

5 ] H 0 4 [
Srsachea et Achaivea Tickst arsacmaa it Achivaa Teka A
0% 0% 0%

e Tick

0h om 05 NA s Oh 1im 95 NA R Oh 1im 285 NA

SLA Percentage
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Figure: Dashboard of Interaction Campaign
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5.2.1.1 Division of Areas in Interface of Interaction Campaign Dashboard

This Dashboard can be divided into the following two areas.

1. Static Dashboard Area: This part of Dashboard is displayed on top and remains

static even if you change the duration.

2. Duration-based Dashboard Area: This part of Dashboard is displayed at the bottom

and changes the value of its metrics as per the selected duration tab.

5.2.1.2 Queue Selection

In the top drop-down menu, the supervisor can select the queues according to the
campaigns, to see the activities only in the selected queue. The metrics of both Static

Dashboard Part and Duration-based Dashboard part changes as per the selected queue.

Queus All o

Campaign Level View

All

Queues Level View

queue

Figure: Queue Selection

5.2.1.3 Static Dashboard Area

This part of Interaction Campaign Dashboard is displayed on the top. The view of graphs
included in this area will remain same even if duration is changed. It contains the following

widgets.

5.2.1.3.1 Total Tickets
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It shows the count of tickets with low priority, medium priority, and high priority with the

sum of all three types of tickets.

Total Tickets

High Low

Figure: Total Ticket

5.2.1.3.2 Unassigned Tickets

It shows the count of all unassigned tickets.

Unassigned Tickets

Figure: Unassigned Ticket

5.2.1.3.3 Ready Users

It is the number of agents who have set their status as "Auto-Chat ON" in a queue. he
Supervisor can click "Ready Users" to reach at "Monitoring" page of the Interaction
Campaign that will apply the filter to show the Ready Users automatically. It is a real-time

data point, which is updated on the interface after every 10 minutes automatically.
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Ready Users

Figure: Ready Users

5.2.1.3.4 SLA "About to Breach" (Next 15 Minutes)

It shows the tickets with their status (First Assigned, First Response, or Resolved), of which

SLA is about to breach within the next 15 minutes.

SLA 'About to Breach® [Next 15 Mins)

0 0 0 0
First Assigned Resolve

Figure: SLA about to Breach

5.2.1.3.5 Tickets by Status

It shows the bar graphs as per the status available in the system.
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All Media v

Tickets By Status

400

300

Total Tickets
[ ;%]
(=]
[=]

100

NEW

CLOSED

Figure: Tickets by Status

The X-Axis of this graph shows the status, whereas Y-axis shows the count of working tickets.

The following text is displayed in the tooltip on the mouse hover over any bar.

<Status Name>: <Count>

Tickets By Status All Media A

CLOSED
@ Tickets: 2

Total Tickets

CLOSED

Figure: Tooltip for a stacked bar over the mouse hover
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5.2.1.3.5.1Blank Graph

If no ticket is available, then the blank graph is displayed with the following message.

It seems no ticket has been created yet.

Tickets By Status All Media v

It seems no ticket has been created yet.

Figure: Blank Graph for "Tickets by Status"

5.2.1.3.5.2"Tickets by Status" Table

B

The Supervisor can click icon to view "Tickets by Status" table.
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Tickets By Status All Media v

Source List(1)

Source No. of Tickets

Voice close 2

Figure: Tickets by Status Table

The Supervisor can click a column header to sort the table in the ascending order of its
values. Click the same column header again to sort the table in the descending order of the

values.

If no ticket is available, then the blank table is displayed with the following message.

No Data Available
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Tickets By Status All Media v

Source List(0)

Source No. of Tickets

Mo Data Available

Figure: Blank Table for "Tickets by Status"

5.2.1.3.5.3Filtration of Table or Graph as per Sources

The Supervisor can click "All Media" drop-down menu to view the bar graph or table of
tickets by the source. Here, the sources, including Channel Addition Framework (CAF), voice,
email, and others, are listed in the ascending order of the alphabet. As soon as a new source

of tickets is added in the future, then it would be visible in this drop-down menu.

All Media

Woice

Figure: Sources of the Tickets

If no ticket is available for the selected source, then the blank graph or table is displayed

with a message.

5.2.1.3.6 Working Tickets by Users
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Working Tickets are those upon which the Ameyo Users are currently working, and they are
not closed till yet. It allows the Supervisor of a business to view the working tickets as per

their sources, including Channel Addition Framework (CAF). Each stacked bar represents a

source.
Working Tickets by Source
1000
841

750
n
L]
=
e
'_

m 500
=
=
P
[=]
=

250

134 105
50
s
2
a [ ]
Chat Email Manual Mobile App video Voice
Message

Figure: Working Tickets by Source Graph

The internal bifurcation will be displayed in the Chat Source as per the available Chat

Channels.

The X-Axis of this graph shows the source of the tickets, whereas Y-axis shows the count of
working tickets. The following text is displayed in the tooltip on the mouse hover over any

bar.
<Source Name>: <Count>
If no ticket is available, then it shows the following message.

It seems no ticket has been created yet.
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Working Tickets by Source

It seems no ticket has been created yet.

Figure: Blank Graph for "Working Tickets by Source"

If there is a problem in fetching the data, then the following message is displayed.

The data could not be fetched at this time. Please try again later.

5.2.1.3.7 Working Tickets by Users

Working Tickets are those upon which the Ameyo Users are currently working, and they are
not closed till yet. It is a real-time data point, which is updated on the interface after every

10 minutes automatically.

Working Tickets by User

Tickets

® High ® Medium @ Low @ Available Instances In Other Campaigns.

Figure: Tickets by Users
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The Supervisor can click icon to view "Working Tickets by User" table.

= avevo Monitor  Manage  Workbench  Reports

Voicelogs More « Hi o A supervisor v

== CXFusion > Interaction Dashboard  Monitoring

All ~
pp— e open PEHDING 5 | | —
Chat Emal Manual Message Voice
Working Tickets by User Total Tickets vl Top 10 ~ I T = | I

‘Working Tickets Status(3)

User ID User Name Total Tickets

High priority Medium priority Low priority Available Instances

jon jon 100 6 6 88 0 0

mary Mary 38 4 7 27 0 62
supervisor supervisor 4 0 1 3 0 %6

Figure: Table view

In the table or graph view, the Supervisor can click "Total Tickets" drop-down menu.

Total Tickets

High priority
Medium prigrity
Low pricrity
Available Instances

In Other Campaigns

Figure: Drop-down menu to show the Ticket Types

It contains the following values.

o Total Tickets: Select it to show all tickets. The Supervisor can click "Top Tickets" drop-

down menu.

Tep 10

Bottom 10
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Figure: Show top or bottom tickets

Select "Top Tickets" to show the top 10 tickets of all types or select "Bottom Tickets"
to show the bottom 10 tickets of all types.

o High Priority: Select it to show only high priority tickets. Select "Top Tickets" to show
the top 10 high-priority tickets, whereas select "Bottom Tickets" to show the bottom

10 high-priority tickets.

e Medium Priority: Select it to show only medium priority tickets. Select "Top Tickets"

to show the top 10 medium priority tickets or "Bottom Tickets" to show the bottom

10 medium priority tickets.

e Low Priority: Select it to show only low priority tickets. Select "Top Tickets" to show
the top 10 low priority tickets or "Bottom Tickets" to show the bottom 10 low priority

tickets.

¢ Available Instance: Select it to show those tickets that were assigned automatically
to available agents directly. Select "Top Tickets" to show the top 10 such tickets or

"Bottom Tickets" to show the bottom 10 such tickets.

¢ In Other Campaigns: Select it to show those tickets that were assigned to the agents
staffed in other campaigns. Select "Top Tickets" to show the top 10 such tickets or

"Bottom Tickets" to show the bottom 10 such tickets.

. . View All ) . .
The Supervisor can click button to view all tickets of any type or priority.

Working Tickets by User x

Working Tickets Status(4)

User ID User Name Total Tickets High priority Medium priority Low priority Available Instances In Other Campaigns

ron ron 1 0 0 1 81 18
ab ab 1 0 0 1 17 2
b1 b1 1 0 1 0 96 3

Rows perpage | 10 Page | 1 w 1-4of 4
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Figure: All Tickets

5.2.1.4 Duration-based Dashboard Area

This part of Dashboard is located at the bottom. It contains the following different duration
tabs. You can select anyone of them to show the graph widgets in this area as per the

selected duration.

e Today: Click to view the activities in the selected campaign for the present day

starting from 00:00 hour.
e Last 7 Days: Click to view the activities in the selected campaign for the last 7 days.

e 30 Days: Click to view the activities in the selected campaign for the last 30 days.

5.2.1.4.1 Ticket Volume

It shows the statistics for the tickets.

Ticket Volume

75

Number of Tickets

Figure: Tickets Stats

The statistics of above graph shows the statistical representation for the newly created and
closed tickets. The X-Axis shows the count of the tickets, and the Y-axis contains the date at
which ticket was created or closed. You can hover the mouse at graph, and it will shows the

total number of tickets created or closed on that particular date.

5.2.1.4.2 CSAT Score
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It shows the number of feedbacks received from the customers divided by the number of

feedbacks sent to the customers.

CSAT Score

4.33

Feedback

Responses Recieved 6

Requested 107

Figure: CSAT Score

It contains the two following parameters.

e Responses Received: It shows the number of responses received on the feedback

requests sent to the consumers.

e Requested: It shows the number of feedback requests sent to the consumers.

5.2.1.4.3 Lite Tickets by Status

It shows the lite tickets as per their status. As Lite tickets have only one internal status; that
is, "Closed", so only external status are displayed on this graph. The graph type has been

changed from the pie chart to the bar graph.
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Lite Tickets by Status(9) All Media v
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Figure: Lite Ticket by State

The Supervisor can change the duration of this graph by selecting the different durations

between "Today", "Last 7 Days", and "Last 30 Days".

The X-Axis of this graph shows the source of the tickets, whereas Y-axis shows the count of

tickets. The following text is displayed in the tooltip on the mouse hover over any bar.

<Status Name>: <Count>

5.2.1.4.3.1Lite Tickets by State Table

It shows the table of the lite tickets which contains the total number of tickets with their

states. Click "Table" icon of "Lite Tickets by State" matric.

Lite Tickets by Status({34) All Media v Chart Table

Source No. of Lite Tickets
close Voice 17
cloze WebChat 37

1-2of2
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Figure: Lite Ticket by State Table

5.2.1.4.4 Lite Tickets by Source

It displays the bar graphs of lite tickets for different sources. Currently, there are two sources
only: Chat and Voice. If another source is added in the future, then it's lite tickets will also be

displayed here.

Lite Tickets by Source

40

30

20

Lite Tickets

Chat Voice

Figure: Lite Ticket by Source

The X-Axis of this graph shows the source of the tickets, whereas Y-axis shows the count of

tickets. The following text is displayed in the tooltip on the mouse hover over any bar.

<Source Channel Name>: <Count>

5.2.1.4.5 Filtration of Tickets to display SLA Metric Graphs

o
“

Click icon to filter the tickets being displayed in the three SLA graphs.
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T

Priority Media Channel User List
[] Low [] chat User2 (User2)
[] Medium [] email [ om
[ ] Hign [] faceboak [ ] am3 (am3)
[ ] manual_message
|:| mobile_app
|:| sms
[[] twitter
[ voice

Figure: Filter Options

It contains the following filters.

e Priority: It filters on the basis of the priority of the tickets. It is divided into three

following parameters.
= Low
» Medium
» High
Select any from the above parameters to filter the SLA.

o Media Channel: It filters the SLA on the basis of the media channel from which

source the ticket came. Some of the possible media profiles which we used for the

testing are:
* chat
* emalil
» facebook
* manual_message

* mobile_app
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= SMS
= twitter
= Vvoice

The media channels are depending on the media sources which are integrated in the

Ameyo. It does not show those media profiles which are not integrated in the Ameyo.

o User List: It filters on the basis of the user names. It shows the SLA for the selected
user's name. It contains the all the user names which are present in the Ameyo and

are assigned in that IC campaign.
After selecting the filters, click "Save" to apply them. To clear the filters, click "Clear".
The display of following SLA graphs will be changed as per the selected filter.

5.2.1.4.5.1First Assigned SLA

It shows the tickets with the first assigned SLA. It shows the count of tickets with both
breached SLA and achieved SLA.

First Assigned 5LA

319 0
Breached Ticket Acheived Tickst
77%
05:59:46 P
57h 34m 11s MNA
Awg Breach Time Awg Achieve Time
Figure: First Assign SLA
5.2.1.4.5.2First Response SLA

It shows the tickets with the first response SLA. It shows the count of tickets with both

breached SLA and achieved SLA.
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First Response SLA

316 0
Breachad Ticket Acheived Ticket
26%
05:59:46 P
329h 31m 27s MNA
fwg Breach Time Avg Achieve Time

Figure: First Response SLA

5.2.1.4.5.3Resolution SLA

It shows the tickets the Resolution SLA. Resolution SLA is the first resolve SLA. It shows the

count of tickets with both breached SLA and achieved SLA.

Resolution SLA

315 2
Breachad Ticket Acheived Ticket
10%
035546 PM
35h 14m 40s oh 2m 48s
Awg Breach Time fwg Achieve Time
Figure: Resolution SLA
5.2.1.4.5.4SLA Percentage

It shows the graph for "First Assigned SLA", "First Response SLA" and "Resolution SLA" of the
tickets. Through this graph the supervisor can see the live status of the various SLA's

achieved by users.
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SLA Percentage

)

-#- First Assigned SLA =+ First Response SLA Resolution SLA

Percentage
w
3

Figure: SLA Percentage

On X-axis, the percentage which is obtained comes and on the Y-axis, the graph for all the
three SLA's came. All the SLA has different colors, so that the graph for all those comes

according to the color, which helps the supervisor to distinguish between the various SLA's.
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5.2.2 Monitoring Tab of Interaction Campaign

Here, Supervisor can monitor the agents as per different parameters.

= Avevo Monitor ~ Manage  Workbench  Reports  Voicelogs : supervisor v

= CXFusion > Interaction. Dashboard  Monitoring

B Real Time Data: Refreshes after every 10 secs | W Historical Data: Refreshes after every 1 mins | < Stats Duration: last 12 hours | (@ Stats Reset: 02 hrs ago

Users' Stats @

13 1 1 2 0
i Brea ign: i
Users(13) earch o 0 &
User Role Break Duration Staffed Duration ~ Ready Duration  Ticket Assignment  Assigned Tickets Reopened Picked

L] test test Professional-Agent  00:00:00 00:00:00 00:00:00 On 99 o 0 0 0 0 o
L] jon jom Professional-Agent ~ 00:00:00 00:00:00 00:00:00 On 43 o 0 0 0 0 o
Mary mary Professional-Agent  00:00:00 00:00:00 00:00:00 off 39 0 0 0 0 0 0
l-Agent  00:00:00 00:00:00 00:00:00 off o o 0 0 0 0 o
Agent 1 al Professional-Agent  00:00:00 00:00:00 00:00:00 Off 90 o 0 0 0 0 o
executive executive Executive 00:00:00 00:00:00 00:00:00 off 0 0 0 0 0 0 0
a4 ad Professional-Agent  00:00:00 00:00:00 00:00:00 off 0 0 0 0 0 0 0
a5 af Professional-Agent  00:00:00 00:00:00 00:00:00 Off 3 [} 0 0 0 0 [}

Figure: Monitor Tab

5.2.2.1 Further Information

The Supervisor can hover the mouse over i in "User Stats" to view "Last Calculated Time"

and "Last Fetched Time".

STATISTICAL DATA

Last calculated time-11:58 (15T)
Last fetched timme-11:59 (I5T)

Figure: Additional Information

5.2.2.2 Data Collection Indications

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

the following data collections.

| B Real-Time Data: Refreshes after every 10 secs | W Historical Data: Refreshes after every 1mins | & Stats Duration: last 12 hours | @ Stats Reset: 02 hrs ago

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

impact on the database, like the agent's activity.

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

1 minute. Generally, the data shown in this color do not impact the database.

3. Stats Duration: It shows the duration of the statistics being displayed on the screen.

By default, this duration is of 12 hours.

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

refreshed.
5.2.2.3 Users' Stats

It shows the data for any five selected parameters at any point of time.

Users' Stats (&)

4 0 1 1 0

Figure: Users Stats

In their places, the following new Data Points have been introduced.
e Assigned: It shows the number of agents staffed in the campaign.

e Ready (Clickable): It shows the number of those agents who are staffed in the
campaign and are not on a break. It is a clickable metric. The Supervisor can click it

to filter "Users" table to show the ready users only.

e Break (Clickable): It shows the number of those agents who are staffed in the
campaign and are on break. It is a clickable metric. The Supervisor can click it to filter

"Users" table to show the users on the break only.

+ Ticket Assignment on (Clickable): It shows the number of those agents who are
staffed in the campaign and of which ticket assignment status is ON. It is a clickable
metric. The Supervisor can click it to filter "Users" table to show the users of which

ticket assignment status is ON.
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o Ticket Assignment off (Clickable): It shows the number of those agents who are
staffed in the campaign and of which ticket assignment status is OFF. It is a clickable
metric. The Supervisor can click it to filter "Users" table to show the users of which

ticket assignment status is OFF.

The Supervisor can click and select multiple data points to apply the multi-level filter

on "Users" table.

5.2.2.4 User-wise Monitoring

The monitoring tab contains the user-wise monitoring as well.

User Name User ID User Role Assigned Tickets ~ Created ~ Reopened  Picked  Closed  Split  Merged  High priority ~ Mid priority  Low priority ~ Transferto  Assigned to

[ al al Executive 39 Qo Q Qo Q Qo Qo 1 0 58 0 Q

Figure: User-wise Monitoring

Supervisor can monitor agents with the following columns.
1. User Name: It shows the name of the user.

2. User ID: It contains all the assigned agent's ID's with their status whether they are

available on Ameyo or not.
3. User Role: It shows the role of the user who is assigned under that supervisor.
All the below columns are corresponding to the User ID of the Agent.

4. Break Duration: It shows the total amount of time for which the agent was on break.

5. Staffed Duration: It is the total amount of time for which the agent was staffed to

this campaign.

6. Ready Duration: It is the total amount of time for which the agent was on "Ready"

state.

7. Assigned Tickets: It contains the total number of tickets which are assigned to the

agent.

8. Created: It contains the total number of the tickets which are created from the

respective agent.
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9. Reopened: It contains the total number of the tickets which are reopened by the

10.

11.

12.

13.

14.

15.

6.

17.

18.

19.

20.

21.

22.

respective agent

Picked: It contains the total number of the tickets which are picked by the respective

agent.

Closed: It contains the total number of the tickets which are closed by the respective

agent.

Split: It contains the total number of the tickets which are split into multiple tickets

by the respective agent.

Merged: It contains the total number of the tickets which are merged into single

ticket by the respective agent.

High Priority: It contains the total number of the tickets which are on the high

priority for the assigned tickets to the respective agent.

Mid Priority: It contains the total number of the tickets which are on the medium

priority for the assigned tickets to the respective agent.

low Priority: It contains the total number of the tickets which are on the low priority

for the assigned tickets to the respective agent.

Transfer to: It contains the total number of the tickets which are transferred either

to another queue or campaign by the respective agent.

Assigned to: It contains the total number of the tickets which are assigned to the

respective agent from other sources.

Unassign by supervisor: It contains the total number of the tickets which are

unassigned from the respective agent by the supervisor after being assigned.

Assign by supervisor: It contains the total number of the tickets which are assigned

to the respective agent by the supervisor.

Transfer by: It contains the total number of the tickets which are assigned to the

respective agent after being transferred from the another campaign or queue.

Internal Notes: It contains the total number of the tickets on which internal notes

have been applied by the respective agent.
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23. First Response Count: It contains the total number of the tickets for which the first

response has been achieved for the respective agent.

24. Achievable response today: It contains the total number of the tickets for which

response can be achieved within the same day of ticket receiving.

25. Achievable response next shift: It contains the total number of the tickets for

which response can be achieved within the same day but in the next shift of the

agent in the same queue or campaign defined in the Ameyo of ticket receiving day.

26. Achievable resolve today: It contains the total number of the tickets for which

resolve can be achieved within the same day of ticket receiving.

27. Achievable resolve next shift: It contains the total number of the tickets for which
resolve can be achieved within the same day but in the next shift of the agent in the

same queue or campaign defined in the Ameyo, of ticket receiving day.
5.2.2.4.1 User Status Information

Following are the information of agent's availability are present on monitoring screen.

@ Ticket Assignment On @ Ticket Assignment Off @ Llogged Out

Figure: User-wise Monitoring

1. Ticket Assignment On: If the agent is available to take the tickets, then the status of

agent shows in green circle.

2. Ticket Assignment Off: If the agent is not available to take the tickets but agent is

logged-in to Ameyo, then the status of agent shows in Orange circle.

3. Logged Out: If the agent is not logged-in to Ameyo, then the status of agent shows in

red circle.

5.2.2.5 Table widget

ST ar
You can click icon to select the parameters.
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o™ @
Select the columns
Search SELECTED COLUMMNS
Achievable resalve next shift & User Mame
Achievable resolve today &
User ID

Achievable respanse next shift =
Achievable response today s User Role
AFRT
Assign by supervisor & Break Duration X
bl Assigned Tickets
. g ] Staffed Duration x
Assigned to
Break Duration #f  Ready Duration b4
Closed
Created 3 Ticket Assignment *
First Response Count ) )

) o 3 Assigned Tickets *
High pricrity
W iornal natar u - d

Figure: Settings for Parameters

Inthe right part of the section, the user can click and hold &2 iconand drag a column upward

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

select or deselect the columns.

The selected columns from this widget will appear in the users data collection rows. The

supervisor can select the columns according to the usage.
5.2.2.5.1 Search

If the table contains more than 10 agents, then "search box" will be displayed. For example,

the search box is visible in the following screenshot.

The Supervisor can use this search box to search for the agents using User ID and

Username.

Copyright © AMEYO 2020 | Page 110



Ameyo 4.81 GA Supervisor Manual

Figure: Search Option

5.2.2.5.2 Filter
The supervisor can click Y icon to filter the users data points. It shows the following filter
modal.
Ol ¢

Agent Status | Q, I

Ready |:| QueweForlC

|:| Break I:' test

Ticket Assignment

on

[ ] off

Clear Cancel Apply

Figure: Filter Modal

The following are the filters available here.

1. Agent Status: The supervisor can select the agent's status to filter the agents based

upon their status.

2. Ticket Assignment: The supervisor can filter the agents based on their ticket

assignment status.
3. Queue: The supervisor can also filter the agents based upon their queue assignment.

5.2.2.5.3 Pagination

The pagination is present at the bottom right corner of the page. The supervisor can select

the total number of user rows that have to be present on one page.

Rows per page | 10 w 0-0of
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Figure: Pagination

The Supervisor can use the left arrow to navigate to the next page and right arrow to
navigate to the previous page. The Supervisor can click the drop-down menu to select the

number of rows to be displayed on a page.

10

20

Rows per page 30

Figure: Pagination Options

It contains the following options
e 10: Select it to show 10 rows on a page.
e 20: Select it to show 20 rows on a page.

e 50: Select it to show 50 rows on a page.
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5.3 Monitor Inbound Campaign

Here, Supervisor can monitor the Inbound Campaign.

= Amevo Monitor ~ Manage  Workbench  Reports  Voicelogs ~ More v
= Test > Testinbound Live Monitoring  Dashboard ~ Queue Monitoring  Agent Monitoring
B Real-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every Smins | & Stats Duration: last 20 minutes | @ Stats Reset: 01 hrs ago
Total Calls: 5 (6] Total Agents: 1 6] Total Customers: 0 ®
3 1 1 0 1 1 0 1 1 3 0 1
n Callbacks Recaive: Transfe d b d d Break Read, Connected On ACW Customers Os Q d R Queued at ACD cted
Hold
1 2 AutoCall Inactive since 4 (]
1 1 0 1 0 Hungup Others.
on ot <20sac s0s
0% 00m 00s 0% 0% 00m 00s 00m 00s 00m 00s 00m 00s 0% 0%
Auts Call-On Total Talk Time Total Idle Time Total Ready Time Avg Insctive Avg Handling Auvg Talk Time. Auvg Hold Abandon Rate 3t Call Drop Rate
Durstion Durston Time Durstion ACD
Hold Time Breached (0) | | Call Duration Breached (0) | ™ ACW Time Breached (0) (__Frecze ) ((configure Threshold ) ( Waiting Calls | 0
Agents List(1) T
Agent Name Agent ID AutoCall Status Agent Status Call Context Extension Agent Call Status Call Type Phone Customer Call Status Queue
®al al On Aveilable 000909 1001 55087654 inactive 000112
® a2 a2 On Available 00:00:32 1001 135465132 hungup 00:00:07
® =2 a2 On Available 00:01:58 1001 135465132 Connected 00:00:16  outbound manual dial 4787465465  Hold 00:00:05
®al al On Available 00:06:55 1001 55987654  Connected00:00:17  inbound call dial 1001 Connected 00:00:15

Figure: Monitor Inbound Campaign

It contains the following tabs.
e Live Monitoring: Perform Live Monitoring of Inbound Campaign. Know more...
e Dashboard: View Dashboard of Inbound Campaign. Know more...
¢ Queue Monitoring: Monitor the queues. Know more...

e Agent Monitoring: Monitor the agents in the campaign.Know more..
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5.3.1 Live Monitoring of Inbound Campaign

Here, Supervisor can monitor the activities in Inbound Campaign.

=& amevo Monitor ~ Manage  Workbench  Reports  Voicelogs  More v

= Test » Testinbound Live Monitoring  Dashboard ~Queue Menitoring ~ Agent Monitoring

B Real-Time Data: Refreshes after every 10 secs | B Historical Data: Refreshes after every 5 mins | Q Stats Duration: last 30 minutes | @ Stats Reset: 01 hrs ago

Total Calls: 5 @ Total Agents: 1 @ Total Customers: 0 (6]

3 1 2 1 0 1 1 0 1 1 3 0 1
Manual Dials Callbacks Received Transfers Received inbound Received Break Ready Connected On ACW Customers On Queusd VR Queued at ACD Connected
Hold
1 2 AutaCall Inactive since 4 0
Connected Not Connected 1 1 0 1 o Hungup Others
On off < 20sec 20- 60 sec > 60 sec
00m 00s 0% 0% 00m 00s 00m 00s 00m 00s 00m 00s 00m 00s 0% 0%
Total Talk Time Total Idle Time Total Ready Time Avg Inactive ‘Avg Handling Avg Talk Time Avg ACW Avg Hold Abandon Rate at Call Drop Rate
Duration Time Duration Duration ACD
Hold Time Breached (0] | Call Duration Breached (0) | ACW Time Breached (0) (_Freeze ) ((configure Threshold ) ( Waiting Calls | 0
Agents List{1) T
Agent Name Agent ID AutoCall Status Agent Status Call Context Extension Agent Call Status Call Type Phone Customer Call Status Queue
@ al al Cn Available 00:09:09 1001 55087654 inactive 00:01:12
® a2 a2 On Available 00:00:32 1001 135465132 hungup 00:00:07
® a2 a2 On Available 00:01:58 1001 135465132 Connected 00:00:16  outbound manual dial 4787465465  Hold 00:00:05
@ al al On Available 00:06:55 1001 55087654  Connected 00:00:17 inbound call dial 1001 Connected 00:00:15

Figure: Live Monitoring in Inbound Campaign

5.3.1.1 Interface Elements

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

following sections.
5.3.1.1.1 Cautionary Extension Selection Message

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

to remove this cautionary mark from the screen.

You can also click on this cautionary bar to select the extension.
A Please select an extension to continue to receive or make calls!

Figure: Cautionary Mark

5.3.1.1.2 Data Collection Indications
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On top, a horizontal bar shows the indications of the different data collection intervals for

the following data collections.

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

Figure: Data Collection Indications

1. Real-Time Data: The statistics which are given in the black font color will update its

data in every 10seconds. . Generally, the data shown in this color has a real-time

impact on the database like Agent’s activity.

2. Historical Data: The statistics which are in the Purple font color refreshes after every
5minutes. Generally, the data shown in this color do not impact the database in every

instance of the database.

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

30 minutes.

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

refreshed.
5.3.1.2 Total Calls: Campaign Runtime Summary

It shows the runtime summary of Inbound Campaign.

Total Calls: 5 o

3 1 2 1

Manual Dial=s Callbacks Received Transfers Received nbound Received
1 2

Connected Mot Comnected

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

Autz Call-On Total Talk Time Tetal Idle Time Total Ready Time
Duration

Figure: Campaign Runtime Summary
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Additional Information:

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

Calls",

Total Calls: 5 (@) HISTORICAL DATA
Lazt calculsted time-18:55 (I5T)
Lazt fetched time-18:57 (I5T)

Figure: Further Information of Total Calls

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

9. Total Idle Time

5.3.1.2.1 Manual Dials

It shows the total number of manual dial and manual preview dial calls in the campaign.

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

maximum 5 to 10 seconds.
5.3.1.2.2 Callbacks Received

It shows the total number of callbacks in the campaign including Queue Callback, Campaign

Callback, Self Callback, and Preview Callback.

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

maximum 5 to 10 seconds.
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5.3.1.2.3 Transfers Received

It shows the total number of transferred calls received in the campaign.

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

maximum 5 to 10 seconds.
5.3.1.2.4 Inbound Received

It shows the total number of inbound calls received in the campaign.

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

maximum 5 to 10 seconds.
5.3.1.2.5 Connected

It shows the total number of connected calls. It shows the total calls answered by the

customers in the Outbound campaign.

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

maximum 5 to 10 seconds.
5.3.1.2.6 Not Connected

It shows the total number of not connected calls.

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

maximum 5 to 10 seconds.
5.3.1.2.7 Auto-Call On Duration %

It is the total percentage of duration of the agents who had their auto-call status as "ON"

while being in the ready state in the campaign.

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

Figure: Auto-Call On Duration Percentage

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

5.3.1.2.8 Total Talk Time
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It is the total time duration of all agents which they consume on the calling.

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

5.3.1.2.9 Total Idle Time %

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

campaign.

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

Total Ready Duration

Figure: Idle Duration Percentage

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

Total Idle Duration = Total Ready Time — Total Service Time

Figure: Total Idle Duration

5.3.1.2.10 Total Ready Time %

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

staffed in the campaign.

. Ready Durati
Total Ready Time % = eady uration %

Staffed Duration

Figure: Total Ready Time Percentage

5.3.1.3 Total Agents: User Runtime Summary

It shows the User Runtime Summary of the Inbound Campaign.
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Total Agents: 1 @

0 1 1 0 1
Break Ready Connected On ACW Customers On
Haold
AutoCall Inactive since

1 1 0 1 0

Om Off < 20 sec 20 - 60 sec > 80 sec
Q0m 00s 00m 00s 00m 00s 00m 00s 00m 00s
Awg Inactive Awg Handling Awg Talk Time foeg ACW Awg Hold
Duraticn Time Duration Dwration

Figure: Total Agents: User Runtime Summary

Additional Information:

Hover the mouse over L4 jcon to view the last calculated time, and last fetched time of "Total

Agents".

Total Agents: 1 STATISTICAL DATA
Last calculsted time-18:85 (IST)
Lazt fetched time-18:58 [I5T)

Figure: Further Information of Total Agents

It contains the following metrics.
1. Break
2. Ready
3. Connected
4. On ACW
5. Customers on Hold
6. Auto-Call
7. Inactive Since

8. Avg Inactive Duration
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9. Avg Handling Time
10. Avg Talk Time

11. Avg ACW Duration
12. Avg Hold Duration

5.3.1.3.1 Break

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

is break in the campaign.

Number of Agents on Break
Break =

Number of agents whose statusis break

Figure: Calculation of Break

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

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

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

10 seconds.
5.3.1.3.2 Ready

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

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

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

10 seconds.
5.3.1.3.3 Connected

It is the number of agents who are connected to calls in the campaign.It is a click-able entity.
Once you click on "Connected" wizard, the filter group of the dashboard page activates and

the Agent list comes up according to the selected parameters.
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It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.
5.3.1.3.4 0n ACW

It is the number of agents who are on "Wrap Up" of the calls, that is, who are disposing the
calls. It is a click-able entity. Once you click on "On ACW" wizard, the filter group of the

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

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

10 seconds.
5.3.1.3.5 Customers on Hold

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

up according to the selected parameters.

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

10 seconds.
5.3.1.3.6 Auto Call

It shows the number of agents who are on Auto-Call On or Off Status.
e Auto-Call On: It shows the number of agents who are on Auto-Call On or Off Status.

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

maximum 5 to 10 seconds.
e Auto-Call Off: It shows the number of agents who are on Auto-Call Off Status.

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

maximum 5 to 10 seconds.

5.3.1.3.7 Inactive Since
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"Inactive Since" the number of agents who are inactive. It includes an agent only when its

status is set as "Auto-Call On" and "Available".

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

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

e <20 sec: Itis the total number of agents who are on "Auto-Call On" status and waiting

for the calls for less than 20 seconds.

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

maximum 5 to 10 seconds.

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

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

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

maximum 5 to 10 seconds.

e >60 sec: Itis the total number of agents who are on "Auto-Call On" status and waiting

for the calls for more than 60 seconds.

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

maximum 5 to 10 seconds.
5.3.1.3.8 Avg Inactive Duration

It is the average of all inactive duration of the agents staffed in the campaign.

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

10 seconds.

5.3.1.3.9 Avg Handling Time
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It is equal to the sum of Customer Talk Time, Customer Hold Time, and Wrap Time of
Connected Calls divided by the total connected calls. It includes only Customer Interactions,

but Dial User (Internal Calls) are not included.

Calculation:

. ) Wrap Time
Customer Talk Time 4 Customer Hold Time <4 P
AHT = of Connected Calls

Total Connected Calls

Figure: Calculation of Avg Handling Time

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

include the wrapping up of not connected calls.

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

maximum 5 to 10 seconds.

5.3.1.3.10 Avg Talk Time

It is equal to the total time (in seconds) spent by the agents while talking to the customers

divided by the total number of answered customer calls in this campaign.

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

Total Answered Calls

Figure: Calculation of Avg Talk Time Duration

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

maximum 5 to 10 seconds.
5.3.1.3.11 Avg ACW Duration

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

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

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

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

Calculation:

_ Total Hold Duration
Average Hold Duration =

Total Calls with the Hold

Figure: Calculation of Avg Hold Duration

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

maximum 5 to 10 seconds.
5.3.1.4 Total Customers: Customer Runtime Summary

It shows the the Customer Runtime Summary.

Total Customers: 0 ®
1 3 0 1
Cusued VR Crueued at ACD Connected
4 0
Hungup Others
0% 0%
Abandon Rate at Call Drop Rate
ACD

Figure: Customer Runtime Summary

Additional Information:

-
Hover the mouse over L4 jcon to view the last calculated time, and last fetched time of "Total

Customers".
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Total Customers: 0 STATISTICAL DATA 0]
Last calculated time-18:55 (I5T)
Last fetched timme-18:59 [I5T)

Figure: Further Information of Total Customers

It contains the following metrics.
1. Queued
2. IVR
3. Queued at ACD
4. Connected
5. Hungup
6. Others
7. Abandon Rate at ACD
8. Call Drop Rate

5.3.1.4.1IVR

It shows the current number of calls waiting on IVR.

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

10 seconds.
5.3.1.4.2 Queued at ACD

It shows the current number of calls waiting on ACD in the campaign.

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

10 seconds.
5.3.1.4.3 Queued

It shows the current number of customer calls (both Preview and Callback Calls) waiting in
the campaign for initialization. In the Inbound Campaign, it is the number of callbacks and

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

10 seconds.
5.3.1.4.4 Hungup
It shows the number of calls disconnected or hung up by the customers in the campaign.

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

10 seconds.
5.3.1.4.5 Connected

It is the total number of connected calls in the selected campaign.

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

10 seconds.
5.3.1.4.6 Others
It is the total number of customer calls that are in the following state.
e Ifthe agent channelis in ringing state in case of transfer to queue.
e Ifthe agent channel is in ringing state in case of transfer to campaign calls
e Ifthe agent channelis in ringing state in case of transfer to IVR
e Transfer to phone in connected state.

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

10 seconds.
5.3.1.4.7 Abandon Rate at ACD %
It is the total percent of customer calls in ringing state before they reach back to ACD.

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

10 seconds.
5.3.1.4.8 Call Drop Rate %

It is the total percent of customer calls which are dropped before the agent gets to answer

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

10 seconds.
5.3.1.5 Agent List

Here, the Supervisor can view the live status of Agents who are staffed to this campaign and

are attending calls. The Supervisor can monitor the calls on runtime also.

Hold Time Breached (0) | Call Durstion Breached (@) | ACW Time Braachad (0) (__Freeze ) (_Configure Threshold ) ( Waiting Calls 0

Agents List(T) T

AutaCall Status Agent Status Call Context Extension Agent Call Status Call Type n Customer Call Status Queue

[m] ® 3l al On Available 00:38:32 1001 9887465 inactive 00:00:19

Figure: Agent List

It contains the following columns.

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

selected campaign.

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

maximum 5-10 seconds.

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

campaigns.

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

maximum 5-10 seconds.

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

agent.

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

maximum 5-10 seconds.

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

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

maximum 5-10 seconds.

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

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

maximum 5-10 seconds.

6. Call Context: It shows the call context assigned to an agent.

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

maximum 5-10 seconds.

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

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

for the Supervisor to identify such calls.

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

maximum 5-10 seconds.

8. Call Type: It shows the type of call, which is connected with the agent at present.

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

There is no feature for the Supervisor to identify such calls.

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

maximum 5-10 seconds.

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

10.

11.

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

case of manual dial calls.

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

maximum 5-10 seconds.

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

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

maximum 5-10 seconds.

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

be displayed in which the agent is connected to the customer.
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It shows the current data. The Data Refresh Interval on the User Interface is
maximum 5-10 seconds.
If any agent is on call through Dial User App, then the metrics like Call TYpe, Phone,
Customer Call Status, and Queue in Agent List will remain blank. However, the Agent Call

Status should remain "Connected".

Agent Name Agent Id Auto Call Status Agent Status Call Context Extension Agent Call Status Call Type Phone Customer Call Status Queue
@ Bart Bart Oon Available 00:13115 mmm 4564565 Connected 00:00:18

@ Boone Boone Oon Available 00:07:32 mm 45645 Connected 00:00:17

5.3.1.6 Operations

Here, the Supervisor can perform the following operations.
5.3.1.6.1 Break

A Supervisor can click on this button. Clicking on this button shows the list of Agents who

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

Break

Figure: Break Operation

5.3.1.6.2 Ready

A Supervisor can click on this button. Clicking on this button shows the list of Agents who

are Ready to take the calls.

Ready

Figure: Ready Operation

5.3.1.6.3 Connected
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A Supervisor can click on this button. Clicking on this button shows the list of Agents who

are connected on the phone call with the Customers.

0
Connected

Figure: Connected Operation

5.3.1.6.4 On ACW

A Supervisor can click on this button. Clicking on this button shows the list of Agents who

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

0
On ACW

Figure: On ACW Operation

5.3.1.6.5 Customers on hold

A Supervisor can click on this button. Clicking on this button shows the list of Agents who

put their customers on hold.

0

Customers On
Haold

Figure: Customers on Hold Operation

5.3.1.6.6 (Licensable) Configure Call Duration Threshold

Supervisor can configure the threshold value of Call Duration time for the agents assigned

in the same campaign.

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

Execute the following query to enable Call Duration Breached Threshold on Ul (as it is not

enabled by default).

Execute following query to access database.
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psgl -U postgres <Ameyo Database Name>

Execute following query to enable Call Duration Breached Threshold.

INSERT into server preference store
(context type,context id, key,value) VALUES
('campaign', '<campaign id>"', 'activityParameterCallDurationVisible',

'true');

You have to enter all the campaign id's for all those campaigns in which you want to

configure "Call Duration Breached". After this configuration, you can provide the Call

duration breached time from UI.

Following are the types of threshold values in inbound campaign.

1. Hold Time Breached: It is the threshold limit for Customer Hold Time. The hold time
for a call should not exceed the provided threshold limit. When the agent breached

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

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

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

the agent list call status turns to the respective colors again and again, which signifies

that the agent status color depends on the status of his call on runtime. The color of

the agent list for call status is runtime.

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

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

limit then the color of the agent list for that agent shows in [1.

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

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

the color of the agent list for that agent shows in .
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4. Break Duration Breached: It is the threshold limit for the break duration. The break

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

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

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

following wizard.

Configure Threshald *
Hold Time: Mins
Call Duration: Mins
ACW Time: Mins

Ereak Reasons{4)

. Training Mins
Snacks Mins
Lunch Mins
Unavailable Mins

Cancel

Figure: Configure Threshold Values

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

want to set for the agents.

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

threshold value for every break reason.

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

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

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

window.

Hold Time Breached (0} | Call Duration Breached (0) | ACW Time Breached (0) C Freeze ) (Cunfigure Threshold ) Waiting Calls 0

Agents List(0) T

Agent ID AutoCall Status Agent Status Call Context xtension Agent Call Status Call Type Phone Customer Call Status

@ al al On Available 00:08:09 1001 55087854 inactive 00:01:12
® a2 a2 On Available 00:00:32 1001 135465132 hungup 00:00:07

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

@ al al On Available 00:06:55 1001 55087654  Connected 00:00:17 inbound call dial 1001 Connected 00:00:15

Figure: Threshold value Status

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

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

5.3.1.6.7 Freeze or Unfreeze

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

Monitoring" Tab and let it receive the latest updates.

5.3.1.6.8 Search

The Supervisor can search data for the particular agent or customer by entering the

username or customer info in the provided text box and clicking El icon.
5.3.1.6.9 Waiting Call

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

queue.
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Waiting Calls (0)

Customer ID Name Phone Status Agent Status Duration Queue

-1 3232 3232 ® ivr 00:17 ING

Figure: Waiting Calls

The opened pop-up contains the following columns.

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

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

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

registered, then it shows the extension name from which the call is coming.
3. Phone: It shows the phone number of the customer.
4, Status: It shows the status of the call in which it is currently present.

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

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

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

assigning it to any of the agent.

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

5.3.1.6.10 Filter

—

Supervisor can click Ll icon to filter the data as per the available filters.
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Customer Status Agent Status Activity Threshold Queue
I:‘ On Hold |:| Ready |:| ‘Within Threshald I:‘ regressicn_ivr
l:‘ On Call I:‘ Break I:‘ Hold Time Breached l:‘ regression_iq
[ ] ACW Time Breached
Frequenty Used Agent Call Status
l:‘ On Call I:‘ Awailable to take calls
D Ready |:| Connected
|:| Connected via Current Campaign
I:‘ Auto Call Off Break Threshold Breached
[] Wrapping Call [ Training
|:| Wrappi.ng Call via Current D Snacks
Campaign D Lunch

|:| Unavailable

Clear Cancel @

Figure: Filtration

The supervisor can select single or multiple filters from the following list of available filters.

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

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

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

put the customer's call on hold.

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

supervisors mostly.

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

the agent is ready or is on the break. It contains the following options.
o Ready: It shows the agents who are ready to attend the calls.
o Break: It shows the agents who are on break.

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

the break count will be increased by 1.

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

following status.
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e Available to take calls : It means that the agent is free and available to take

the next call.

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

selected the extension.

e Connected via current campaign : It filters those agents which are
connected with the campaign in which the supervisor is connected at that

time.

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

for those agents are off.

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

agents who are disposing off their calls.

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

is logged-in at the same time.

5. Activity Threshold : It allows the supervisor to filter for those call which are in the
various threshold range. It contains the following parameters which can be used to

filter the list.

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

threshold limit set by the administrator.

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

time limit set by the administrator.

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

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

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

Call duration which is set by the administrator as well.

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

administrator.
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7. Queue : The supervisor can filter the agents assigned in selected queue.
5.3.1.7 Monitoring a Call

The Supervisor can click any on any record on live monitoring screen to access a floating

window.

Agents List(1} T

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

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

Autocall @D - X

Connected Customer Detail &

Session Details Call Details v

Figure: Live Monitoring of a Call

It will show agent name, status (inactive/ connected/ hung up), Customer Details (on clicking

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

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

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

5.3.1.7.2 Call Details

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

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

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

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

The Supervisor can snoop, whisper, conference, barge, and Hang-up the call using the
buttons provided at the bottom of the floating panel. These buttons will only get highlighted
in case the agent is on a call except Force Logout (which will be highlighted irrespective
whether the agent is on call or not). Supervisor can minimize or maximize the floating

window using up and down arrow icons respectively.
5.3.1.7.3.1Snoop

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

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

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

i)

the L=2226 | hutton enabled.

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

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

activity.
4. To end the snoop call, click on the same button again.

5.3.1.7.3.2Whisper

This feature can be used if supervisor wants to guide agent on call. Supervisor can connect
in between the live call and can assist the agent accordingly. Supervisor needs to follow

below steps.

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

by )
the L¥0Eper | hutton enabled.

2. Click on the Whisper button to connect in between the call in Whisper mode.
3. Customer will only hear the voice of the agent (not the Supervisor).

4. The Supervisor can end whisper call by clicking the same button again.

5.3.1.7.3.3Conference
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This feature can be used if supervisor wants to force confer a live call. Supervisor needs to

follow the below steps to force confer a call.

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

+

the L_tanference | hytton enabled.

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

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

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

The change made by a Supervisor for this privilege will override the privilege configured by

the Administrator.

5.3.1.7.3.4Barge

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

Che
the LE22=_] phutton enabled.

2. Click barge button to connect in between the call.
3. CRM will be popped up on supervisor workbench automatically.

4. Now, Supervisor is the owner of the call and can dispose the call by selecting a
disposition. Agent can still listen to the conversation of customer and supervisor on

mute-mode. Note that agent goes on Mute-mode automatically during barge.

5.3.1.7.3.5Disconnect

]
Supervisor can force Disconnect the live call of any agent by clicking on IE icon.

Both customer's and agent's channel will be disconnected.
5.3.1.7.3.6Force Logout an Agent

The Supervisor can force logout an agent from the system at any moment.
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1. Select the record of the required agent in live monitoring screen, the floating window

opens up.

0
2. The Supervisor can click Ea=etezeud jeon to logout a user forcefully. The following pop-

up is displayed on the screen.

Reason for force logout?

Cancel m

Figure: Force Logout Reason

3. Here, Supervisor has to provide the reason for the force logout of agent.

4. After entering the reason, the supervisor needs to provide confirmation on session

termination by clicking on "Save" button.

5. After supervisor's confirmation, the agent will be logged out from Ameyo forcefully.
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5.3.2 Dashboard for the Inbound Campaign

The Dashboard tab provides the overall view of all activities going on in the selected Inbound

campaign.

= P1 > InboundC Live Monitoring  Dashboard Queue Monitoring  Agent Monitoring
O Reat-Time Data: Refreshes after 3 mins | ] Historical Data: Refreshes after every S mins | (@ Stats Reset: 06 hs ago
3 17 secs 6 secs 3 secs

Inbound Received (o] Idie Time (o] Abandon Rate at ACD @

3 93.75% 33% 0

sLA o} Inbound Call Summary [0}

' Abandon at ACD: 33 %

67 %

® Connected
Abandon at IVR

@ Avandon at ACD.

Abandon at IVR: 0% Connected: 67 %

Configured SLA: 20 seconds

User Dispositon Summary o]

1 2 3 2
No. of Calls

3
d
%2 z
2
| _

® Connected @ Abandon at ACD

Connected Call Volume Trend

- aql
=+ Overall

No. of Calls

13/07/2020 1825 13/07/2020 18:30 13/07/2020 18:35 13/07/2020 18:40 13/07/2020 18:45 13/07/2020 18:50 13/07/2020 1855 13/07/2020 19:00

Figure: Inbound Campaign Dashboard
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The dashboard tab of Outbound campaign shows the following items.
o Data Collection Indications
e Duration Tabs
e Widgets

5.3.2.1 Data Collection Indications

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

[ Real-Time Data: Refreshes after 5 secs | Historical Data: Refreches after 30 mins | @ Stats Reset 02 hrs ago

Figure: Data Collection Indications

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

will be indicated with the border of blueish color D

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

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

o Stats Reset: It informs the interval after which the statistics were reset last.
5.3.2.2 Duration Tabs

The Supervisor can view the recent activities of the contact center for selected campaigns

as per the following time durations

e 30 minutes: Click to view the activities in the selected campaign for the last 30

minutes.

This tab shows the data of the last 30 minutes. The Current Data on the User
Interface will be updated in maximum 8 minutes, whereas the historical data will be

updated in maximum 38 minutes.
¢ 1 hour: Click to view the activities in the selected campaign for the last one hour.

This tab shows the data of the last 1 hour. The Current Data on the User Interface
will be updated in maximum 8 minutes, whereas the historical data will be updated

in maximum 38 minutes.
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o 1 day: Click to view the activities in the selected campaign for the present one day

starting from 00:00 hour.

This tab shows the data of the last 1 day. The Current Data on the User Interface will
be updated in maximum 1 hour 3 minutes, whereas the historical data will be

updated in maximum 1 hour 33 minutes.
5.3.2.3 Widgets
It shows the following widgets.
5.3.2.3.1 Total Calls
"Total Calls" shows the total number of calls of the following call types in the campaign.
¢ inbound.call.dial
e outbound.auto.dial
e outbound.callback.dial
e outbound.auto.preview.dial
e outbound.manual.preview.dial
e transfer.to.campaign.dial

e outbound.manual.dial

click.to.call.dial

Total Calls does not show any other call type.

Total Calls ©

Figure: Total Calls Widget

Enumeration Example:
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Suppose the following calls are connected in this campaign.

10 Inbound Connected Calls (which are neither transferred nor conferred) and

disposed with "QUERY" disposition.

8 Manual Outbound Connected Calls (which are neither transferred nor conferred)

and disposed with "COMPLAINT" disposition.

2 Inbound Calls are disconnected on IVR, which are not connected to the users.

1 Inbound Call is connected to user1, who transferred it to another IVR of the same
campaign and then user2 of a different queue is connected. This call is auto-disposed

with user.transferred.to.ivr and then user2 disposed it with "MSG" disposition.
In this case, Total Calls will be 10+8+2+1 = 21.

Additional Information:

Hover the mouse over L icon to view the basic definition, last calculated time, and last fetch

time of "Total Calls".

Total Calls @ Mumber of calls either dialled or received in this campaign
Last calculated time19:200 (15T)

Last fietched time: 19:03 [I5T)

Figure: Further Information of Total Calls

5.3.2.3.2 Avg Handling Time

It shows the Average Handling Time of all connected calls with users in the campaign. It is
the sum of Customer Talk Time for this agent, Customer Hold Time for this agent, and Wrap
Time of Connected Calls. It includes only Customer Interactions, but Dial User (Internal Calls)

are not included.

Wrap Time

Customer Talk Time 4 Customer Hold Time + of Connected Calls

AHT =

Total Connected Calls

Figure: Calculation of Average Handling Time
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AHT does not include the Average Wrap Time of an agent as the Average Wrap Time will also

include the wrapping of not connected calls.

Avg Handling Time @

13 secs

Figure: Average Handling Time Widget

Enumeration Example:

e Inbound Call in Campaign but not reached to ACD =2

¢ 1 Inbound Call connected to user1
» Talktime = 50,000 milliseconds
» Hold time = 30,000 milliseconds
» Wrap time = 20,000 milliseconds

¢ 1 Manual Dial Call connected to user1, who transferred it to user 2.
» Talk time = 45,000 milliseconds (as dumped in Call History Table for this call)
» Hold time = 30,000 milliseconds (as dumped in Call History Table for this call)
= Wrap time of user1 = 15,000 milliseconds

= Wrap time of user2 = 18,000 milliseconds

{(50000+30000+20000) + (45000+30000+15000+18000)} / 2

- = (1,00,000 + 1,08,000) / 2

Average Handling Time =
= 2,08,000 / 2
= 1,04,000 milliseconds
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= 104 seconds

1 minute 44 seconds

Additional Information:

Hover the mouse over i icon to view the basic definition, last calculated time, and last fetch

time of "Avg Handling Time".

. G} The average amount of time spent handling calls. This
AVQ Haru:lllng Time caloulation includes Talk Time, Hold Duration, and After-Cal

Work Duration.
Last calculated tima19:00 (I5T)
Last fetched time: 19:02 (I15T)

Figure: Further Information of Avg Handling Time

5.3.2.3.3 Avg Call Duration

It shows the Average Call Duration in a campaign.

Awvg Call Duration @

7 secs

Figure: Average Call Duration Widget

It is equal to the total time spent on call by all agents (that is total talk time plus the total
hold time of all agents) assigned in the campaign divided by the total number of calls in a

campaign.

Total Talk Time of all agents + Total Hold Time of all agents

Average Call Duration = : :
Count of All Calls in the Campaign

Figure: Calculation of Average Call Duration
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Additional Information:

Hover the mouse over L& icon to view the basic definition, last calculated time, and last fetch

time of "Avg Call Duration".

,uwg Call Duration (D The average length of 2 connected call. Comprizes of Talk Time
and Hold Duration.

Last calculated time19:00 (15T)
Last fetched time: 19:03 (I5T)

Figure: Further Information of Avg Call Duration

Enumeration Example:

1. On Call 1, Agent1 has talk time of 20 seconds on one call, out of which Agent1 has put

the Customer on hold for 10 seconds.

2. On Call 2, Agent1 has talk time of 30 seconds on second call, out of which Agent has

put the Customer on Hold for 15 seconds.

3. On Call 3, Supervisor has talk time of 20 seconds on one call, out of which, Supervisor

has put the customer on hold for 10 seconds..

4. On Call 4, Supervisor has talk time of 30 seconds on another call, out of which,

Supervisor has put the Customer on hold for 15 seconds.

Average Call Duration = [(Total Talk time of all agents) + (Total Hold Time of all agents)] /

Count of all calls in Campaign

Average Call Duration = [(20+30+20+30) + (10+15+10+15)] / 4
Average Call Duration =[100 + 50] / 4

Average Call Duration =150/ 4

Average Call Duration = 37.5

5.3.2.3.4 Average Wait Time

It shows the Average Wait Time on all calls (including both inbound calls and transfer to
campaign calls). It is equal to the total wait time divided by the count of all calls in the

campaign. It will not include the Abandon at IVR Calls.

Copyright © AMEYO 2020 | Page 147



Ameyo 4.81 GA Supervisor Manual

Average Wait Time ®

2 secs

Figure: Average Wait Time Widget

If a call has been transferred to the multiple queues, then the wait time of the last queue
will be considered only.
If a call has been transferred to other campaign and it had wait time in both campaigns,

then the wait time of that call will be counted in both of the campaigns.

Total Wait Time

Average Wait Time = : :
Count of Total Calls in Campaign

Figure: Calculation of Average Wait Time

Additional Information:

Hover the mouse over L4 jcon to view the basic definition, last calculated time, and last fetch

time of "Average Wait Time".

The average time for which call is queued at ACD, before an {D
agent answers it or the customer disconnects it

Last caloulated time19:00 (15T)
Last ferched time: 19:03 (I15T)

Figure: Further Information of Average Wait Time

5.3.2.3.5Idle Time

It is applicable only for Single Extension in Voice. It is not available for Chat Campaign,

Interaction Campaign, and Voice with Multiple Extensions.
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Idle Time
for an agent

= Ready —
in a

campaign

Agent Ringing Time for all calls taken by this agent in this
campaign

+ Agent Preview Time for all calls taken by this agent in this
campaign

+ Customer Ringing Time (in case the customer is initiated after
the agent)
+ Customer Setup Time (in case the customer is initiated after
the agent)
+ Agent Talk Time for all calls taken by this agent in this
campaign

+ Agent Customer Hold Time for all calls taken by this agent in
this campaign
+ Agent ACW Duration for all calls taken by this agent in this

campaign

Idle Time will be a campaign-level metric, that is, it will be calculated differently for each

campaign. If an agent have selected multiple campaigns and handling all calls in one

campaign only, then its Idle Time will be equal to the Ready Duration in other campaigns.

5.3.2.3.6 Limitation of Multiple Extension

If the Multiple Extension license is enabled, then the Idle Time will be neither displayed in

the User Interface nor included in Reports. In case of multiple license, the following

disclaimer will be displayed in the Agent Productivity Summary Report.

"Feature should work on the multiple extension - data may be

wrong."

kiie Thne 6]

99.18%
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Figure: Idle Time Widget

Additional Information:

Hover the mouse over L& icon to view the basic definition, last calculated time, and last fetch

time of "ldle Time".

Idle Time G} Percentage of time that agents spent in the idle state i.e, ready
to take calls but are not handling them.
Last caloulated time19:00 (15T)
Last fetched time: 19:06 [I5T)

Figure: Further Information of Idle Time

5.3.2.3.7 Inbound Received

It shows the total number of inbound calls (disposed in all system dispositions) in the

inbound campaign. For example, if a call is abandoned, it will be counted in Inbound

inbound Received 0]

Received Call.

Figure: Inbound Received Widget

Additional Information:

7= . . . N .
Hover the mouse over L4 jcon to view the basic definition, last calculated time, and last fetch

time of "Inbound Received".

Inbound Received (D The total nurber of inbound calls received in this campaigm.
Last calculated tima19:00 (15T)
Last fetched time: 19:06 (I5T)

Figure: Further Information of Inbound Received
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Enumeration Example:
Suppose following the calls are connected in this campaign.

¢ 10 Inbound Connected Calls (which are neither transferred nor conferred) and

disposed with "QUERY" disposition.

¢ 8 Manual Outbound Connected Calls (which are neither transferred nor conferred)

and disposed with "COMPLAINT" disposition.
e 2 Inbound Calls are disconnected on IVR, which are not connected to the users.

e 1 Inbound Call is connected to user1, who transferred it to another IVR of the same
campaign and then user2 of a different queue is connected. This call is auto-disposed

with user.transferred.to.ivr and then user2 disposed it with "MSG" disposition.

In this case, the Inbound Received Calls = 10+2+1 = 13.
5.3.2.3.8 Pending Callbacks

It shows the number of callbacks pending in the selected duration tab.

Pending Callbacks ®

Figure: Pending Callbacks Widget

Additional Information:

Hover the mouse over L4 icon to view the basic definition, last calculated time, and last fetch

time of "Lead Penetration".

Mumber of callbacks which were expected to get completed in {D
the selected duration.

Last calculated time--

Last fetched time: 19:06 (I5T)
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Figure: Further Information of Pending Callbacks

5.3.2.3.9 Abandoned Rate at ACD

It shows the abandoned rate in the campaign.

Abandon Rate ot ACD ®

20%

Figure: Abandon Rate Widget

For Campaign, it is equal to the total of Abandon Calls at IVR, Abandon Calls at ACD for all

assigned queues for the selected duration, and Abandon Ringing Calls divided by the total

calls offered at the campaign.

Abandon Calls at IVR + Abandon Calls at ACD + Abandon Calls at Ringing
Total Offered Calls in the Campaign

Abandon Rate % =

Figure: Calculation of Abandon Rate (Percentage)

Abandon Calls at IVR + Abandon Calls at ACD + Abandon Calls at Ringing
Inbound Calls in Campaign + Calls Transferred to Other Campaign

Abandon Rate % =

Figure: Detailed Calculation of Abandon Rate (Percentage)

Following are the definitions of the variables used in the calculation.
Abandon at IVR: It is the count of calls that have been disconnected by the callers at the
IVR. It can be because any reason such as caller is being transferred back to one or another
ACD Queue repetitively. The calls that has been resolved in IVR will also be counted in
"Abandon at IVR".
Abandon at ACD: It is the count of calls that have been disconnected by the agent while

waiting for the agent. If a call has been transferred to multiple queues and the caller hangs
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up the call in the last queue, then the Abandon at ACD will be calculated in the last queue.
Abandon Ringing: It is the count of calls that have been disconnected by the customers

when the agent’'s phone was ringing.

Additional Information:

Hover the mouse over L& icon to view the basic definition, last calculated time, and last fetch

time of "Abandoned Rate at ACD".

Abandon Rate at ACD G} Percentage of calls offered at ACD in which the customer gets

disconnected before getting connected with an agent
Last caloulated time19:200 (15T)
Last fetched time: 19:09 [I5T)

Figure: Further Information of Abandoned Rate at ACD

Enumeration Example:

e Calls reached to IVR and completed there, but not reached to ACD =10
e Calls reached to ACD and connected within 20 seconds after reaching the ACD =10

e Callsreachedto ACD but agent disconnected on agent’s phone ringing (not connected

to the agent) =5

e Calls reached to ACD but customer disconnected on agent's phone ringing (not

connected to the agent) =5

e Calls reached to ACD but waiting for agent and customer disconnected the call within

10 seconds =10
o Calls reached to ACD and connected after 30 seconds =5
e Calls reached to ACD but disconnected after ACD timeout of 40 seconds =5
e Transferred to Campaign and Call reached to ACD but not connected to agent = 20

e Transferred to campaign call reached to ACD and connected to the agent within 20

seconds =30
Total Inbound Calls = 10 (Point 2) + 30 (Point 9) + 5 (Point 6) = 45

Total Abandon Calls at Ringing = 5 (Point 3) + 5 (Point 4) + 10 (Point 5) = 20
Total Abandon Calls at ACD = 5 (Point 7) + 20 (Point 8 = 25
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Total Abandon Calls at IVR = 10 (Point 1)
Abandon Rate = {(Abandon Calls at IVR + Abandon Calls at ACD + Abandon Ringing Calls) /
(Inbound Calls in Campaign + Calls Transferred to Other Campaign)} * 100
Abandon Rate ={(10+25+20)/(45+ 20+ 25)} * 100=(55/90)* 100 =0.61 * 100 = 61

5.3.2.3.10 User Disposition Summary

It shows the count of calls disposed with top 4 user dispositions.

m
9
g8 ESN - H

No. of Calls

(show anl )

Figure: User Disposition Summary Graph

The Supervisor can view the following information here.

e Count of Disposed calls: It is the X-axis of the graph, which shows the total number

of calls disposed with different user disposition in the respective campaigns.

e User Dispositions: It is the Y-axis of the graph, which shows upto 5 user disposition
names in which the highest number of calls are disposed by agents among all

selected campaigns.

On hovering the mouse cursor on the bars of the dispositions, it shows the disposition
method, total number of calls and total number of calls received after being transferred

from another campaigns.

Already hungup

Others: 1 CALLS, 1
Transfers Received: O CALLS
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Figure: Disposition Graph

If there are more than 10 dispositions, then "Show ALL" button will appear in the graph.
Click this button to see all the user dispositions. After clicking "Show All" button, the

following wizard is displayed.

User Disposition Summary 6]

No. of Calls

2
2
2
1
1
1

Customer not able to hear
Foreign Language

Sale

Abrupt disconnection
Agent volume too low

Callback

1-100f12 >

Figure: Disposition Graph List

1-10 of 1

The supervisor has to click |>|icon in | > | to see the next page of the user
dispositions.
Additional Information:

Hover the mouse over L4 jcon to view the basic definition, last calculated time, and last fetch

time of "User Disposition Summary".

User Disposition Summary

reakdown of call outcomes which were mostly determined by

Figure: Further Information of User Disposition Summary

Enumeration Example:
Suppose the following calls are connected in this campaign.

¢ 10 Inbound Connected Calls (which are neither transferred nor conferred) and

disposed with "QUERY" disposition.

¢ 8 Manual Outbound Connected Calls (which are neither transferred nor conferred)

and disposed with "COMPLAINT" disposition.
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e 2 Inbound Calls are disconnected on IVR, which are not connected to the users.

e 1 Inbound Call is connected to user1, who transferred it to another IVR of the same
campaign and then user2 of a different queue is connected. This call is auto-disposed

with user.transferred.to.ivr and then user2 disposed it with "MSG" disposition.
Now, it shows the following dispositions and counts.
QUERY - 10
COMPLAINT - 8
user.transferred.to.ivr - 1
MSG - 1
5.3.2.3.11 SLA

This Gauge chart shows the SLA % that is the rate of calls answered within 30 seconds out

of all offered calls in the respective campaign.

SLA @

80 %

Configured SLA: 20 seconds

Figure: SLA Chart
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At the bottom, you can see the SLA Threshold defined by the Administrator in the Campaign

Settings. Here it is 20 seconds.

SLA Calculation:

Total Connected Calls with Threshold

SLA=
Total Received Calls X 100

Figure: Calculation of SLA

Total Connected Calls with Threshold

LA= . X100
Total Connected Calls + Total Abandon Calls at ACD + Total Abandon Calls at Ringing

Figure: Detailed Calculation of SLA

Definitions:
Following are the definitions of metrics used in the above calculation.

e Threshold: The default threshold is 20 seconds but the administrator can change it

in the Administrator Console.

e ACD: It is a standard term that means Automatic Call Distributor, which is a
sophisticated system to answer and route inbound calls to the user-defined agents

automatically.

+ Total Received Calls: It is the sum of Total Answered Calls (sum of all Inbound Calls
and Transfer to Campaign calls), Total Abandon Calls at ACD, and Total Abandon at

Ringing Calls.

| ved Call Total Connected + Total Abandon Calls Total Abandon
Total Received Calls = Calls at ACD Calls at Ringing

Figure: Calculation of Total Received Calls

o Total Answered Calls: It is the total number of calls answered by the Agents

including both Inbound Calls and Transfer to Campaign calls.
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o Total Abandon Calls at ACD: It is the total number of calls that are disconnected by

the customer while waiting for the agent.
o Total Abandon Ringing Calls: It is the total number of calls that are disconnected

when the phone of the agent (assigned to that call) is ringing.

Special Cases:

e Short calls (customer talk time <10 sec) are considered in Abandon calls at ACD as

well in Connected calls.

e Cumulative wait time is considered in the campaign for re-ACD cases. For example, if
the call is routed to different queue on timeout(when all the staffed agents are busy
handling the calls) then the wait time calculated is the sum of the wait time of all the

queues via which the call is routed.

Additional Information:

Hover the mouse over L4 jcon to view the basic definition, last calculated time, and last fetch

time of "SLA".

provides an SLA
Last calculated tir
Lazt fetched time: 19:12 {I5T)

Figure: Further Information of SLA

Enumeration Example:

e Calls reached to IVR and completed there, but not reached to ACD =10
e Calls reached to ACD and connected within 20 seconds after reaching the ACD =10

o Callsreachedto ACD but agent disconnected on agent's phone ringing (not connected
to agent)=5
e Calls reached to ACD but customer disconnected on agent’s phone ringing (not

connected to agent) =5

o Calls reached to ACD but waiting for agent and customer disconnected the call within

10 seconds =10
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¢ Calls reached to ACD and connected after 30 seconds =5
e Calls reached to ACD but disconnected after ACD timeout of 40 seconds =5
e Transferred to Campaign and Call reached to ACD but not connected to agent = 20

e Transferred to campaign call reached to ACD and connected to agent within 20

seconds =30

Now, only those calls will be counted in the SLA Calculation that has been reached to ACD.
Total Connected Calls in Threshold = 10 (Point 2) + 30 (Point 9) = 40
Total Connected Calls = 10 (Point 2) + 30 (Point 9) + 5 (Point 6) = 45
Total Abandon Calls at Ringing = 5 (Point 3) + 5 (Point 4) + 10 (Point 5) = 20
Total Abandon Calls at ACD = 5 (Point 7) + 20 (Point 8) = 25
SLA% = {Total Connected Calls in Threshold / (Total Connected Calls + Total Abandon Calls
at Ringing + Total Abandon Calls at ACD)}*100
SLA% = {40 / (45 + 20 + 25)} * 100
SLA% = (40/90) * 100 =400/9 = 44.44

5.3.2.3.12 Inbound Call Summary

Dough nut pie chart shows the overall call distribution (in percentage) in the inbound
campaign disposed with different system dispositions. It is equal to the sum of number of

connected calls, number of missed calls, and number of abandoned calls.
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Inbound Call Summary

Abandon at ACD: 20 %

® Connected
Abandon at IVR: 0 %
Abandon at VR

@ Abandon at ACD

Connected: 80 %

Figure: Inbound Call Summary

On hovering the mouse cursor over the segment of disposition, the supervisor can view the

percentage of call disposed with respective system disposition.

Number of Number of Missed Number of

Overall Call Distribution = Connected Calls Calls Abandoned Calls

Figure: Calculation of Overall Call Distribution

Following is the definition of the variables wused in the calculation.
Number of Connected Calls: It is the total number of calls that are connected to the agent.
Number of Missed Calls: It is the total number of calls that are missed.
Number of Abandoned Calls: It is the total number of abandoned calls, which were

abandoned at IVR, ACD, and ringing.
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Abandoned calls = Abandoned Calls + Abandoned Calls + Abandoned Calls

at IVR at ACD at Ringing

Figure: Calculation of Abandon Calls

Additional Information:

Hover the mouse over L& icon to view the basic definition, last calculated time, and last fetch

time of "Inbound Call Summary".

Inbound Call Summa Distribution of the calls received in the campaign ie {D
abandomed at VR, abandoned at ACD, or connected to an

agent.
Last caloulated time19:00 (15T)
Last fetched time: 19:12 (I5T)

Figure: Further Information of Inbound Call Summary

5.3.2.3.13 Queue-wise Call Distribution

This graph highlights the queue-wise distribution of calls. Each column represents a queue,

which shows the count of missed calls, abandoned calls and connected calls in that queue.

(6]

‘Queue wise Call Distribution

3

Mo, of Calls

5
ql
@ Connected @ Abandon at ACD

Figure: Call Distributions

The Supervisor can view the following information here.

¢ Queue Names: It is the X-axis of the graph, which shows the queue names in which

abandoned call count is highest among all selected queues.
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o Abandoned call count: It is the Y-axis of the graph, which is the total number of calls

which got abandoned in the respective queues before getting connected with an
agent.

On hovering the mouse cursor on the bars of the queue, user will be able to view the total

number of calls received, total number of calls answered out of that and exact number of

calls which got abandoned in the respective queue.

Additional Information:

Hover the mouse over L& icon to view the basic definition, last calculated time, and last fetch

time of "Queue-wise Call Distribution".

‘Queue wise Call Distribution uene e

Figure: Further Information of Queue-wise Call Distribution

5.3.2.3.14 Connected Call Volume Trend

This line graph shows number of connected calls in a campaign with respect to different

time intervals.

Connected Call Volume Trend 0]

6

-

No. of Calls
L
g

Figure: Trend of Call Volume

The Supervisor can view the following information here.

o Time Interval: It is the X-axis of the graph, which shows the date and time interval at

which number of calls dialed/received.
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e Number of Calls: It is the Y-axis of the graph, which shows the count of calls

dialed/received at a particular time interval.

On hovering the mouse cursor on the bars of a lead, the supervisor can view the count of

calls at a particular time.

Additional Information:

Hover the mouse over L& icon to view the basic definition, last calculated time, and last fetch

time of "Connected Call Volume Trend".

Connected Call Volume Trend ae i
st
6 L

Figure: Further Information of Connected Call Volume Trend
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5.3.3 Queue Monitoring in Inbound Campaign

Here, the Supervisor can monitor the activities in all queues of the Inbound Campaign.

Oldest Call Waiting Assigned Users Staffed Users Available Users Connected Users AWT

queue2 0 0 00:00:00 1 0 0 0 00:0000 0 0 0 0

queuel 0 0 00:00:00 E 0 0 0 00:00:00 0 0 0 0

Figure: Queue Monitoring of Inbound Campaign

5.3.3.1 Data Collection Indications

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

| B Real-Time Data: Refreshes after every 10secs | B Historical Data: Refreshes after every Tmins | & Stats Duration: last 12 hours | (D Stats Reset: 02 hrs ago

Figure: Data Collection Indications

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

will be indicated with the border of blueish color.

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

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

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

on the page. Here, the time interval selected is the 02 hours.

o Stats Reset: It informs the interval after which the statistics were reset last.

5.3.3.2 Filter
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L

Supervisor can click LI icon to filter the list of calls as per the selected queue.

v

Cueue ]
|:| HindiQuesue
|:| MarathiQueus
I:' EnglishCueue

Clear | Cancel Apply

Figure: Filter

Click "Apply" button to proceed to filter the list, else you can use "Cancel" button to cancel

and close the filter wizard. Click "Clear" button to clear the selection in filter.

5.3.3.2.1 Additional Information

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

Last calculated time and last fetched time.

STATISTICAL DATA @
Last calculated time---:--
Last fetched time-12:12 (I5T)

Figure: Additional Information of Queue Monitoring

5.3.3.3 Columns
It contains the following columns.

5.3.3.3.1 Queue Name
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It shows the name of queues that are assigned to this campaign. A queue (newly assigned)
will be listed here after 10 seconds of the assignment. If this column is sorted as per

"LoggedIn" Metric, it will show the queues that are currently in use for the last 12 hours.

It shows the current data and its Data Refresh Interval is 5 to 10 seconds.
5.3.3.3.2 Queued at ACD

Queued calls are those which are waiting at Automatic Call Distribution (ACD).

It shows the current data and its Data Refresh Interval is 5 to 10 seconds.
5.3.3.3.3 In Progress

It shows the number of calls that are ongoing and currently connected to the agents. In fact,
these calls have been answered, even if not disposed of. If the agent has two extensions and

has received calls on both extensions, then the count will be two (2).

It shows the current data and its Data Refresh Interval is 5 to 10 seconds.
5.3.3.3.4 Oldest Call Waiting

It shows the longest waiting time of the calls which are displayed in "Queued at ACD"
column.

It shows the current data and its Data Refresh Interval is 5 to 10 seconds.

Enumeration Example: Suppose a queue has 5 pending calls - 1 is pending for the last 10
minutes whereas 4 calls have arrived within 2 minutes. Then, the pending time (that is 10

minutes) will be displayed in "Oldest Pending".
5.3.3.3.5 Assigned Users

It shows the number of users who are assigned in that queue of that campaign. It includes
all users who are ready to take calls, users who are on break, users with auto-call status on
and off, users on call, and the users who are not on call in the blended campaign. It's count

will keep updating in the real-time.

It shows the current data and its Data Refresh Interval is 5 to 10 seconds.

5.3.3.3.6 Staffed Users
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It shows the number of users who are staffed in the campaign and assigned in this queue.
It includes all users who are ready to take calls, users who are on break, users with auto-call
status on and off, users on call, and the users who are not on call in the blended campaign.

It's count will keep updating in the real-time.

It shows the current data and its Data Refresh Interval is 5 to 10 seconds.
5.3.3.3.7 Available Users

It is actually Available Extensions. It shows the extensions that are assigned to the queue
and are available to take the call. If an extension has been assigned in two queues
simultaneously and had received a call in one queue, then it will not be counted in "Available
Users" of another queue.
If the agent has two extensions and assigned to one queue, then the count of available
extensions in such case will be two, which may reduce to one again if an extension receives

a call.

It shows the current data and its Data Refresh Interval is 5 to 10 seconds.
5.3.3.3.8 Connected Users

It is actually Connected Extensions. It shows the number of extensions that are on call in

the selected queue.
It shows the current data and its Data Refresh Interval is 5 to 10 seconds.

5.3.3.3.9 AWT

AWT stands for Average Wait Time, which is the average of the wait time duration of all calls

connected in the queue.

Total Wait Time

Average Wait Time = : :
Count of Total Calls in Campaign

Figure: Calculation of Average Wait Time

5.3.3.3.10 Abandon Calls at ACD
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It is the count of calls that have been either disconnected by the customer while waiting for
the agent or the system disconnected the call after reaching the ACD Timeout. If the call is
being returned to ACD (that is, in case of ReACD) the missed call will be counted in that

queue where the call has been missed or abandoned at last.

It shows the data of last 12 hours. The Current Data on the User Interface will be updated in
maximum 2 minutes 40 seconds, whereas the historical data will be updated in maximum

32 minutes 35 seconds.
5.3.3.3.11 SLA

SLA percentage is equal to the total connected calls within the threshold after reaching the
Automatic Call Distribution (ACD) divided by the total number of received calls that reaches

ACD.

SLA Calculation:

Total Connected Calls with Threshold

SLA=
Total Received Calls X 100

Figure: Calculation of SLA

Total Connected Calls with Threshold

LA= _ X 100
Total Connected Calls + Total Abandon Calls at ACD + Total Abandon Calls at Ringing

Figure: Calculation of SLA

Definitions:
Following are the definitions of metrics used in the above calculation.

¢ Threshold: The default threshold is 20 seconds but the administrator can change it

in the Administrator Console.

e ACD: It is a standard term that means Automatic Call Distributor, which is a
sophisticated system to answer and route inbound calls to the user-defined agents

automatically.
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+ Total Received Calls: It is the sum of Total Answered Calls (sum of all Inbound Calls
and Transfer to Campaign calls), Total Abandon Calls at ACD, and Total Abandon at

Ringing Calls.

| ved Call Total Connected + Total Abandon Calls + Total Abandon
Total Received Calls = Calls at ACD Calls at Ringing

Figure: Calculation of Total Received Calls

o Total Answered Calls: It is the total number of calls answered by the Agents

including both Inbound Calls and Transfer to Campaign calls.

o Total Abandon Calls at ACD: It is the total number of calls that are disconnected by

the customer while waiting for the agent.

e Total Abandon Ringing Calls: It is the total number of calls that are disconnected

when the phone of the agent (assigned to that call) is ringing.

Special Cases:
¢ Short calls (customer talk time <10 sec) are considered in Abandon calls at ACD as

well in Connected calls.

e Cumulative wait time is considered in the campaign for re-ACD cases. For example, if
the call is routed to different queue on timeout(when all the staffed agents are busy
handling the calls), then the wait time calculated is the sum of the wait time of all the

queues via which the call is routed.

It shows the data of last 12 hours. The Current Data on the User Interface will be updated in
maximum 2 minutes 40 seconds, whereas the historical data will be updated in maximum

32 minutes 35 seconds.
5.3.3.3.12 Connected Calls

It is the count of calls that have been answered in the queue. If the call has been transferred
to another queue in the same campaign, then it will be counted in Answered Calls only when

the call has been completed.
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It shows the data of last 12 hours. The Current Data on the User Interface will be updated in
maximum 2 minutes 40 seconds, whereas the historical data will be updated in maximum

32 minutes 35 seconds.
5.3.3.3.13 Total Received Calls

It shows the count of the total number of calls that has been closed with any disposition. It
includes those calls also which are connected for the first time and those calls which have

been dropped in the queue (that is not connected to any agent).

It shows the data of last 12 hours. The Current Data on the User Interface will be updated in
maximum 2 minutes 40 seconds, whereas the historical data will be updated in maximum

32 minutes 35 seconds.
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5.3.4 Agent Monitoring in Inbound Campaign

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

= Avevo Monitor ~ Manage  Workbench  Reports  Voicelogs ~ More v

InboundCampaign s ~ Available

= MewProcess > InboundCa Live Dashboard Queue Monitoring ~ Agent

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

Agents List(3)

© @
Agent Name Agent ID Call Context Extension Staffed Duration Ready Duration Break Duration Idie Time Breaks Auto Call-On Duration Total Talk Time ACW Duration Avg Call Du
al al 1001 0887485 01:54:03 01:54:03 00:00:00 01:36:15 0 01:54:03 00:04:14 00:01:17 00:00:21
a2 a2 00:00:00 00:00:00 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00
s1 s1 1001 3456345346 00:11:06 00:11:01 00:00:05 00:06:00 1 00:11:01 00:00:42 00:00:49 00:00:07

Figure: Agent Monitoring

You can perform the following operations here.

5.3.4.1 Data Collection Indications

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

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

Figure: Data Collection Indications

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

will be indicated with the border of blueish color.

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

it will be indicated with the border of black color.

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

on the page. Here, the time interval selected is the 12 hours.

Stats Reset: It informs the interval after which the statistics were reset last.

5.3.4.2 Search

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

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

user name of the user. Following screen is displayed while hovering the mouse over the

Agent Name Agent ID

agent agent

username of the user.

Executive

Mame: agent g1
|I0: agent

Altanchimeg Altanchimeg.a

Figure: User Card

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

5.3.4.4 Additional Information

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

calculated time and last fetched time.

5.3.4.5 Customize the View

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

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

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

I Break Duration ®
ACW Duration
Agent Productivity $  IdleTime x

ot €D

Figure: Column Headers

In the right part of the section, the user can click and hold &3 icon and drag a column upward

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

select or deselect the colums.

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

the following customizations.

1. Agent Schedule: It contains the following columns which the supervisor can select

from.

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

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

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

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

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

maximum Data Refresh Interval is 2 minutes 35 seconds.

o Staffed Duration: It is the total time duration (that is the plus of the total ready
time and the total break time) in which the agent has been assigned in the
campaign for the last interval.

Calculation :

Total Ready Total Break

Staffed Duration = - )
Duration Duration

Figure: Calculation of Staffed Duration

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

here.

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

will be updated in maximum 32 minutes 35 seconds.

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

any of the following cases.

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

context.

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

maximum Data Refresh Interval is 2 minutes 35 seconds.

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

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

will be updated in maximum 32 minutes 35 seconds.
o Break Duration: It is the total break duration of an agent.

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

will be updated in maximum 32 minutes 35 seconds.

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

campaign.

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

the break count will be increased by 1.

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

on status.

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

will be updated in maximum 32 minutes 35 seconds.

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

performances.

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

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

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

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

will be updated in maximum 7 minutes 35 seconds.

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

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

will be updated in maximum 7 minutes 35 seconds.

Avg Handling Time: It is equal to the sum of Customer Talk Time for this agent,
Customer Hold Time for this agent, and Wrap Time of Connected Calls divided
by the total connected calls for this agent. It includes only Customer

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

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

Figure: Calculation of Avg Handling Time

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

Time will also include the wrapping of not connected calls.

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

will be updated in maximum 7 minutes 35 seconds.

Avg Hold Duration: It is average hold time of an agent for customer calls in a
campaign. It does not include the hold time on dial user (Internal Calls). It is

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

Calculation:
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Total Hold Duration

Average Hold Duration =
Total Calls with the Hold

Figure: Calculation of Avg Hold Duration

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

will be updated in maximum 7 minutes 35 seconds.

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

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

Calculation:

Total Wrap Duration

Average ACW Duration =
Count of Wrapped Calls for the agent

Figure: Calculation of Avg ACW Duration

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

will be updated in maximum 7 minutes 35 seconds.

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

productivity of the agent's calls.

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

campaign.

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

will be updated in maximum 7 minutes 35 seconds.

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

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

will be updated in maximum 7 minutes 35 seconds.

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

and connected in a campaign.

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

will be updated in maximum 7 minutes 35 seconds.

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

the customers in a campaign.

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

will be updated in maximum 7 minutes 35 seconds.
Connected Callbacks: It is the total number of callbacks attended by an agent
in a campaign.

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

will be updated in maximum 7 minutes 35 seconds.

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

which the agent used while completing their calls.

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

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

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

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

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

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

will be updated in maximum 32 minutes 35 seconds.

e Already Hangup: It is the total number of calls disposed in "Already Hangup"
disposition.
It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical data

will be updated in maximum 32 minutes 35 seconds.

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

Disconnection" disposition.

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

will be updated in maximum 32 minutes 35 seconds.
e Echo: Itis the total number of calls disposed in "Echo" disposition.

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

will be updated in maximum 32 minutes 35 seconds.

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

"Customer Not Able to Hear" disposition.

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

will be updated in maximum 32 minutes 35 seconds.

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

"Customer Volume Too Low" disposition.

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

will be updated in maximum 32 minutes 35 seconds.
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e Agent Volume Too Low: It is the total number of calls disposed in "Agent

Volume Too Low" disposition.

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

will be updated in maximum 32 minutes 35 seconds.

o Voice Breakage: It is the total number of calls disposed in "Voice Breakage"
disposition.
It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical data

will be updated in maximum 32 minutes 35 seconds.

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

"Conference Voice Breakage" disposition.

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

will be updated in maximum 32 minutes 35 seconds.

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

"Conference Disconnection" disposition.

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

will be updated in maximum 32 minutes 35 seconds.

e Conference DTMF: It is the total number of calls disposed in "Conference

DTMF" disposition.

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

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

5.3.4.6.1 Agent Name
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It shows the name of the agent.

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

Refresh Interval is 2 minutes 35 seconds.
5.3.4.6.2 Agent ID
It shows the ID of the agent.

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

Refresh Interval is 2 minutes 35 seconds.
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5.4 Monitor Outbound Campaign

Here, Supervisor can monitor the Outbound Campaign.

= amevo Monitor ~ Manage  Workbench  Reports  Voicelogs  More v InboundCampaign _ v Available
= NewProcess > Outbound Live Monitoring  Dashboard  Lead Monitoring ~ Agent Monitoring
B Real-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every 5 mins | & Stats Duration: last 30 minutes | (9 Stats Reset: 12 hrs ago
Total Calls: 0 (6] Total Agents: 0 (0] Total Customers: 0 @
3 1 1 2 1 2 2 1 1 3 0 1 2
Manual Dials Callbacks Receives Transfers Received Auto Diale Break Read Connect ted On Customers On Queued initialized Ringing Connected
Hold
3 1 Autacall Inax 1 0
onnected Not Connected 2 1 o 1 Hungup Others
on o <205 20- 6032 > 60 sac
00h 00m 0% 0% 00m43s  00m 29s 00m 17s 00m 11s 00h 06m 0% 0%
Total TalkTime  TotalidleTime  Total Ready Avg Inactive Avg Handling Avg TalkTime  Aug ACW Aug Hold Call Drop Rate Attmpt Cance|
Time Duration Time Duration Duration Rate
Hold Time Breached (0) | | Call Duration Breached (0) | * ACW Time Breached (0) (_ Freeze ) ((configure Threshold ) Autalial (I Waiting Calls | 0
Agents List(1) T
Agent Name Agent ID AutoCall Status Agent Status Call Context Extension Agent Call Status Call Type Phone Customer Call Status Queue
®al al On Available 000908 1001 55987654 inactive 0001:12
®a2 a2 On Available 000032 1001 135465132 hungup 00:00:07
®a a2 On Available 00:01:58 1001 135465132 Connected 0000:16  outbound manual dial 4787465465  Hold 00:00:05
®al al On Available 00:06:55 1001 55087654  ConnectedD0:00:17 inbound call dial 1001 Connected 00:00:15

Figure: Monitor Outbound Campaign

It contains the following tabs.
e Live Monitoring: Perform the Live Monitoring in the campaign. Know more...
e Dashboard: View Dashboard of Outbound Campaign. Know more...
e Lead Monitoring: Monitor the leads in the Outbound Campaign. Know more...

e Agent Monitoring: Monitor the agents in the campaign. Know more...
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5.4.1 Live Monitoring of Outbound Campaign

Here, Supervisor can monitor the activities in Outbound Campaign.

= avevo Monitor ~ Manage Workbench Reports  Voicelogs  More v InboundCampaign
= NewProcess > Qutbound, Live Lead Monitoring ~ Agent
B Real-Time Data: Refreshes after every 10 secs | B Historical Data: Refreshes after every 5 mins | @ Stats Duration: last 20 minutes | @ Stats Reset: 19 hrs ago
Total Calls: 0 @ Total Agents: 0 @ Total Customers: 0 @
3 1 1 2 1 2 2 1 1 3 0 1 2
Manual Dials Callbacks Received Transfers Received Auto Dials Break Ready Connect ted On ACW Customers On Gueued Initialized Ringing Connected
Holdl
3 1 AutaCall Inactive since 1 0
Connected Net Connected 2 1 0 1 Hungup Others
O off < 20sec 20 - 60 sec > 6D sec
0% 00h 00m 00h 00m 0% 0% 00m43s  00m 295 00m 17s 00m 115 00h 06m 0% 0%
Auto Call-On Searted Since Total Talk Time Total Idle Time Total Ready g Inactive g Handling Aug TalkTime  Aug ACW Avg Hold Call Drop Rate. Attempt Cancs|
Duration Time Duration Time Duration Duration Rate
Hold Time Breached (0) | I Call Duration Breached (0) | ™ ACW Time Breached (0) (_Freeze ) (_Configure Threshold ) Autalial (I | Waiting Calls | 0
Agents List(1) T
Agent Name Agent ID AutoCall Status Agent Status Call Context Extension Agent Call Status Call Type: Phone Customer Call Status Queue
®al al On Available 00:09:09 1001 55087654 inactive 00:01:12
®a a2 On Available 00:0032 1001 135465132 hungup 00:00:07
®a2 a2 On Available 00:01:38 1001 135465132 Connected 00:00:16  outbound manual dial 4787465465  Hold 00:00:05
®al 2l On Available 00:06:55 1001 55987654 Connected 000017  inbound calldial 1001 Connected 00:00:15

Figure: Live Monitoring

5.4.1.1 Interface Elements

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

following sections.
5.4.1.1.1 Cautionary Extension Selection Message

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

to remove this cautionary mark from the screen.

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

Figure: Cautionary Mark

5.4.1.1.2 Data Collection Indications

On top, a horizontal bar shows the indications of different data collection intervals.
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B Real-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every 5 mins | ' Stats Duration: last 30 minutes | @ Stats Reset: 12 hrs ago

Figure: Data Collection Indications

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

impact on the database like Agent’s activity.

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

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

instance of the database.

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

30 minutes.

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

refreshed.
5.4.1.2 Total Calls: Campaign Runtime Summary

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

Total Calls: 0 ()

3 1 1 2
Manual Dials Callbacks Transfers Auto Dials
Received Received

1 2

Connected Mot Connected
0% 00h 00m  00h 00m 0% 0%
Auto Call-On Started Since Total Talk Total Idle Total Ready
Curaticn Tirne Time Time

Figure: Campaign Runtime Summary

Additional Information:
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Hover the mouse over 4 jcon to view the last calculated time, and last fetched time of "Total

Calls",

Total Calls: 5 (@) HISTORICAL DATA
Lazt calculsted time-18:55 (I5T)
Last fetched time-18:57 (I5T)

Figure: Further Information of Total Calls

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

10. Total Idle Time

5.4.1.2.1 Manual Dials

It shows the total number of manual dial and manual preview dial calls in the campaign.

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

maximum 5 to 10 seconds.
5.4.1.2.2 Callbacks Received

It shows the total number of callbacks in the campaign including Queue Callback, Campaign

Callback, Self Callback, and Preview Callback.

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

maximum 5 to 10 seconds.
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5.4.1.2.3 Auto Dials

It shows the total number of auto-dial calls made in this campaign.

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

maximum 5 to 10 seconds.
5.4.1.2.4 Transfers Received
It shows the total number of transferred calls received in the campaign.

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

maximum 5 to 10 seconds.
5.4.1.2.5 Connected

It shows the total number of connected calls. It shows the total calls answered by the

customers in the Outbound campaign.

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

maximum 5 to 10 seconds.
5.4.1.2.6 Not Connected

It shows the total number of not connected calls.

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

maximum 5 to 10 seconds.
5.4.1.2.7 Auto-Call On Duration %

Itis the total percentage of the duration of the agents who had their auto-call status as "ON"

while being in the ready state in the campaign.

) Auto-Call on Duration
Auto-Call on Duration % = %

Ready Duration

Figure: Auto-Call On Duration Percentage

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

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

changed his status to "Available" only.

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

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

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

5.4.1.2.10 Total Ildle Time %

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

campaign.

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

Total Ready Duration

Figure: Idle Duration Percentage

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

Total Idle Duration = Total Ready Time — Total Service Time

Figure: Total Idle Duration

5.4.1.2.11 Total Ready Time %

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

staffed in the campaign.

Ready Duration
Staffed Duration

Total Ready Time % = %

Copyright © AMEYO 2020 | Page 187



Ameyo 4.81 GA Supervisor Manual

Figure: Total Ready Time Percentage

5.4.1.3 Total Agents: User Runtime Summary

It shows the Runtime summary for logged on users.

Total Agents: 1 @

1 1 0 0 1
Break Ready Connected On ACW Customers
On Held
AutoCall Inactive since
1 1 1 0 0
On Off < 20 zec 20 - 60 sec = 60 sec

00m1s  00m 58s 00m27s 00m10s  58m 00s

HAvg Imactive  Awg Handling  Awg Talk Hwg ACW Awg Hold
Duration Time Time Duration Duration

Figure: User Runtime Summary

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

10 seconds.
Additional Information:

Hover the mouse over L4 jcon to view the last calculated time, and last fetched time of "Total

Agents".

Total Agents: 1 STATISTICAL DATA

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

Figure: Further Information of Total Agents

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

3. Connected
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4, On ACW

5. Customers on Hold
6. Auto-Call

7. Inactive Since

8. Avg Inactive Duration
9. Avg Handling Time
10. Avg Talk Time

11. Avg ACW Duration
12. Avg Hold Duration

5.4.1.3.1 Break

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

is break in the campaign.

Number of Agents on Break
Break =

Number of agents whose statusis break

Figure: Calculation of Break

Itis a click-able entity. Once you click "Break" wizard, the filter group of the dashboard page

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

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

10 seconds.
5.4.1.3.2 Ready

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

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

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

10 seconds.
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5.4.1.3.3 Connected

Itis the number of agents who are connected to calls in the campaign. Itis a click-able entity.
Once you click on "Connected" wizard, the filter group of the dashboard page activates and

the Agent list comes up according to the selected parameters.

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

10 seconds.
5.4.1.3.4 0n ACW

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

parameters.

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

10 seconds.
5.4.1.3.5 Customers on Hold

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

list comes up according to the selected parameters.

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

10 seconds.
5.4.1.3.6 Auto Call

It shows the number of agents who are on Auto-Call On or Off Status.
¢ Auto-Call On: It shows the number of agents who are on Auto-Call On or Off Status.

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

maximum 5 to 10 seconds.

o Auto-Call Off: It shows the number of agents who are on Auto-Call Off Status.
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It shows the current data. The Data Refresh Interval on the User Interface is

maximum 5 to 10 seconds.

5.4.1.3.7 Inactive Since

"Inactive Since" the number of agents who are inactive. It includes an agent only when its

status is set as "Auto-Call On" and "Available".

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

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

e <20 sec: Itis the total number of agents who are on "Auto-Call On" status and waiting

for the calls for less than 20 seconds.

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

maximum 5 to 10 seconds.

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

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

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

maximum 5 to 10 seconds.

e >60sec: It is the total number of agents who are on "Auto-Call On" status and waiting

for the calls for more than 60 seconds.

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

maximum 5 to 10 seconds.
5.4.1.3.8 Avg Inactive Duration

It is the average of all inactive duration of the agents staffed in the campaign.
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It shows the current data. The Data Refresh Interval on the User Interface is maximum 5 to

10 seconds.
5.4.1.3.9 Avg Handling Time

It is equal to the sum of Customer Talk Time, Customer Hold Time for, and Wrap Time of
Connected Calls divided by the total connected calls. It includes only Customer Interactions,

but Dial User (Internal Calls) are not included.

Calculation :

Wrap Time

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

AHT =

Total Connected Calls

Figure: Calculation of Avg Handling Time

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

include the wrapping up of not connected calls.

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

maximum 5 to 10 seconds.
5.4.1.3.10 Avg Talk Time

It is equal to the total time (in seconds) spent by the agents while talking to the customers

divided by the total number of answered customer calls in this campaign.

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

Average Talk Time =
Total Answered Calls

Figure: Calculation of Avg Talk Time Duration

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

maximum 5 to 10 seconds.

5.4.1.3.11 Avg ACW Duration
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It is the average amount of time spent by all the agents in disposing the calls.It represents

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

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

maximum 5 to 10 seconds.
5.4.1.3.12 Avg Hold Duration

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

Calculation:

_ Total Hold Duration
Average Hold Duration =

Total Calls with the Hold

Figure: Calculation of Avg Hold Duration
It shows the data of the last 30 minutes. The Data Refresh Interval on the User Interface is
maximum 5 to 10 seconds.
5.4.1.4 Total Customers: Customer Runtime Summary

It shows the the Customer Runtime Summary.

Total Customers: 0 @

3 0 1 4
Crueued nitialized Ringing Connected
1 0
Hungup Crthers
0% 0%
Call Crop Artempt
Rate Camcel Rate

Figure: Customer Runtime Summary
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Additional Information:

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

Customers".

Total Customers: 0 STATISTICAL DATA 0]
Last calculated time-18:55 (I5T)
Last fetched timme-18:59 [I5T)

Figure: Further Information of Total Customers

It contains the following metrics.
1. Queued
2. Initialized
3. Ringing
4. Connected
5. Hungup
6. Others
7. Call Drop Rate
8. Attempt Cancel Rate

5.4.1.4.1IVR

It shows the current number of calls waiting on IVR.

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

10 seconds.
5.4.1.4.2 Queued at ACD

It shows the current number of calls waiting on ACD in the campaign.

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

10 seconds.

5.4.1.4.3 Queued
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It shows the current number of customer calls (both Preview and Callback Calls) waiting in
the campaign for initialization. In the Inbound Campaign, it is the number of callbacks and

manual callbacks.

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

10 seconds.
5.4.1.4.4 Hungup
It shows the number of calls disconnected or hung up by the customers in the campaign.

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

10 seconds.
5.4.1.4.5 Connected

It is the total number of connected calls in the selected campaign.

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

10 seconds.
5.4.1.4.6 Initialized

It is the total number of customer calls that are being initialized from the campaign to be

dialed.

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

10 seconds.
5.4.1.4.7 Others

It is the total number of customer calls that are in the following state.
e Ifthe agent channel is in ringing state in case of predictive Auto dials.
o Ifthe agent channelis in ringing state in case of transfer to campaign.
o Ifthe agent channelis in ringing state in case of transfer to queue.
o Transfer to phone in connected state.

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

10 seconds.
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5.4.1.4.8 Attempt Cancel Rate %

It is the average total percentage of the customer calls which gets canceled due to any

reason.

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

10 seconds.
5.4.1.4.9 Call Drop Rate %

It is the total percent of customer calls which are dropped before the agent gets to answer

to it.

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

10 seconds.
5.4.1.5 Agent List

Here, the Supervisor can view the live status of Agents who are staffed to this campaign and

are attending calls. The Supervisor can monitor the calls on runtime also.

Hold Time Breached {0} | ' Call Duration Breached (0) | ™ ACW Time Breached (0) (__freeze ) ((Configure Threshold ) AutoDial (I Waiting Calls | 0

Agents List(1)} T

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

[m] @ al al Cn Available 02:49:22 1001 0887455 inactive 00:08:17

Figure: Agent List

It contains the following columns.

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

selected campaign.

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

maximum 5-10 seconds.

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

campaigns.

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

maximum 5-10 seconds.
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3. Extension:It shows the extension selected by an agent or assigned forcefully to an

agent.

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

maximum 5-10 seconds.

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

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

maximum 5-10 seconds.

ul

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

is on this status.

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

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

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

maximum 5-10 seconds.

~

. Agent Call Status: It shows the call status of an agent. If the agent is on dial user
(internal call) or connected on call in other campaign, the columns (call type,
customer info, customer status, and queue) will remain blank. There is no feature

for the Supervisor to identify such calls.

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

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

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

There is no feature for the Supervisor to identify such calls.

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

maximum 5-10 seconds.
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9. Phone: It shows the customer information. As of now, the call context is being

10.

11.

12.

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

case of manual dial calls.

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

maximum 5-10 seconds.

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

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

maximum 5-10 seconds.

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

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

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

maximum 5-10 seconds.

Agent Availability: The status of agent is shown with the agent's name in the form

® al ® a2
or red circle(here "a1" and "a2" are the agent names). If the

of green
status of agentis available then the green circle starts showing with the agent's name
and if the agent is status is unavailable or the agent is on break then the status of
the agent shows with red mark. Through this feature, the supervisor can easily

recognize that whether the agent is available or not.

The status of agent will show only when the agent logged-in to the Ameyo and till the

time agent do not logged off his profile.

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

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

Status should remain "Connected".

Agent Id Auto Call Status Agent Status Call Context Extension Agent Call Status Call Type Phone Customer Call Status Queue
Bart on Avallable 001315 1111 4564565 Connected 00:00:18

Boone on Avallable 00:07:32 1 45645 Connected 00:00:17
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5.4.1.6 Operations
Here, Supervisor can perform the following operations.
5.4.1.6.1 Break

A Supervisor can click on this button. Clicking on this button shows the list of Agents who
are on the break and the duration of their break status. Break operation shows the same

concerned Agents List in which the status all the Agents who are on the Break will show.

Break

Figure: Break Operation

5.4.1.6.2 Ready

A Supervisor can click on this button. Clicking on this button shows the list of Agents who
are Ready to take the calls. Ready operation shows the same concerned Agents List in which

the status of all the Agents who are Ready to take calls will show.

Ready

Figure: Ready Operation

5.4.1.6.3 Connected

A Supervisor can click on this button. Clicking on this button shows the list of Agents who
are connected on the phone call with the Customers. Connected operation shows the

Agents List in which all the Agents who have connected all the calls with customers will show.

0
Connected

Figure: Connected Operation

5.4.1.6.4 On ACW
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A Supervisor can click on this button. Clicking on this button shows the list of Agents who
are disposing of the calls which they just completed. On ACW operation shows the complete

Agents List who are disposing of their calls in the Ameyo.

1]
Om ACW

Figure: On ACW Operation

5.4.1.6.5 Customers on hold

A Supervisor can click on this button. Clicking on this button shows the list of Agents who
put their customers on hold. Customers On Hold shows the complete list of Agents who put

the customers call on Hold.

0

Customers On
Haold

Figure: Customers on Hold Operation

5.4.1.6.6 (Licensable) Configure Call Duration Threshold

Supervisor can configure the threshold value of Call Duration time for the agents assigned

in the same campaign.

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

Execute the following query to enable Call Duration Breached Threshold on Ul (as it is not

enabled by default).

Execute following query to access database.

psgl -U postgres <Ameyo Database Name>

Execute following query to enable Call Duration Breached Threshold.

INSERT into server preference store

(context type,context id, key,value) VALUES
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('campaign', '<campaign id>', 'activityParameterCallDurationVisible',

'true');

You have to enter all the campaign id's for all those campaigns in which you want to
configure "Call Duration Breached". After this configuration, you can provide the Call

duration breached time from Ul.

Following are the types of threshold values in outbound campaign.

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

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

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

If the agent exceeds the hold time limit the color of the agent turns to the hold time
breached color, but the moment he resumes the call, the color of the agent again
turns to white. In the same way, if the agent put the call on hold multiple times then
the agent list call status turns to the respective colors again and again, which signifies

that the agent status color depends on the status of his call on runtime. The color of

the agent list for call status is runtime.

2. ACW Time Breached: ACW stands for After Call Work. It is the threshold time within
which the call should be disposed of after the disconnection. ACW Time for any call
should not exceed the defined threshold limit. When the agent breached the time

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

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

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

the color of the agent list for that agent shows in .

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

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

color configuration of break duration at process level.

Perform the following steps to configure threshold values for agents.
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1. Click "Configure Threshold" button present in the "Agent List" bar. It shows the

following wizard.

Configure Threshaold ®
Hold Time: Mins v
Call Duration: Minz
ACW Time: Mins

Ereak Reasons(4)

. Training Mins
Snacks Mins
Lunch Mins
Unavailable Mins

Cancel Apply

Figure: Configure Threshold Values

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

want to set for the agents.

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

threshold value for every break reason.

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

the drop down list.

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

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

window.
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Hold Time Bresched (0) | Call Duration Breached (0) | ACW Time Breached (0) ( Freeze ) (configure Threshold ) ( Waiting Calls | 0

Agents List(0) T

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

®al al On Available 00:08:09 1001 55087654 inactive 00:01:12
® a2 a2 On Available 00:00:32 1001 135465132 hungup 00:00:07
® a2 a2 On Availsble 00:01:58 1001 135465132 Connected 00:00:16  outbound manual dial 4787455465 Hold 00:00:05

@ al al On Available 00:06:55 1001 55087654  Connected 00:00:17 inbound call dial 1001 Connected 00:00:15

Figure: Threshold value Status

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

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

5.4.1.6.7 Freeze or Unfreeze

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

Tab and let it receive latest updates.
5.4.1.6.8 Search

Supervisor can search data for particular agent or customer by entering the username or

customer info in the provided text box and clicking El icon.
5.4.1.6.9 Auto Dial

Supervisor can enable or disable the auto dialing of calls for the agents assigned in the

outbound campaign. Toggle B the icon to enable the auto dialing of the calls.

Before enabling the auto dial toggle, supervisor has to upload the lead. If the lead is not

uploaded, then the toggle will not enable and hence the auto dialing for the agents will not

o]2 enabled.

Toggle the switch again to disable the auto dialing of calls.

5.4.1.6.10 Waiting Call

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

queue.
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Waiting Calls (0)

Customer ID Name Phone Status Agent Status Duration Queue

-1 3232 3232 ® ivr 00:17 ING

Figure: Waiting Calls

The opened pop-up contains the following columns.

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

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

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

registered, then it shows the extension name from which the call is coming.
3. Phone: It shows the phone number of the customer.
4. Status: It shows the status of the call in which it is currently present.

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

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

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

assigning it to any of the agent.

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

5.4.1.6.11 Filter

—

Supervisor can click Ll icon to filter the data as per the available filters.
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Customer Status Agent Status Activity Threshold Queue
[] ©nHold [ Ready [] Within Threshald ] qt
[] oncan [] Break [ Hold Time Breached

[] AcW Time Breached

Frequently Used Agent Call Status D Call Duration Breached
D On Call D Available to take calls
I:‘ Ready I:‘ Connected

I:‘ Connected via Current Campaign
[] Auto Call Off

D Wrapping Call
I:‘ Wrapping Call via Current
Campaign

Clear Cancel m

Figure: Filtration

The supervisor can select the single or multiple filters from the following list.

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

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

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

put the customer's call on hold.

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

supervisors mostly.

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

the agent is ready or is on the break. It contains the following options.
e Ready: It shows the agents who are ready to attend the calls.
e Break: It shows the agents who are on break.

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

the break count will be increased by 1.

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

following status.

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

the next call.
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¢ Connected : It means that the agent is connected with the campaign and also

selected the extension.

e Connected via current campaign : It filters those agents which are
connected with the campaign in which the supervisor is connected at that

time.

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

for those agents are off.

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

agents who are disposing off their calls.

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

is logged-in at the same time.

5. Activity Threshold : It allows the supervisor to filter for those call which are in the
various threshold range. It contains the following parameters which can be used to

filter the list.

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

threshold limit set by the administrator.

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

time limit set by the administrator.

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

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

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

Call duration which is set by the administrator as well.

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

administrator.

7. Queue : The supervisor can filter for particular agents which are assigned in the

particular queue.
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5.4.1.7 Monitoring a Call

Supervisor can click any on any record on live monitoring screen to access a floating window.

Agents List(1) T

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

] ® al al On Ayailable 01:34:56 1001 9887463 Connected 00:00:19 outbound manual disl 63498798  Connected 00:00:11

Autocall @D - X

Connected Customer Detail 2

Session Details Call Details ~

Figure: Live Monitoring of a Call

It will show agent name, status (inactive/ connected/ hung up), Customer Details (on clicking

on this, CRM gets open in preview mode) along with below mentioned tabs.
5.4.1.7.1 Autocall

It shows the auto call status of the agent. If supervisor has enabled the auto call, then it

shows whether the agent is enabled on auto call or not. Supervisor can enable or disable
the auto call status of any particular agent by switching the toggle switch.

5.4.1.7.2 Session Details

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

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

5.4.1.7.3 Call Details

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

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

o Details: It will show Campaign (Campaign name in which the call has been received/

from which call has been dialed), Lead (Lead Name in case of Outbound campaign)
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/ Queue (Queue Name in case of Outbound campaign) and Call Type

(Outbound/auto dial/manual dial).
5.4.1.7.4 Monitoring Operations

Supervisor can snoop, whisper, conference, barge and Hang-up the call using the buttons
provided at the bottom of the floating panel. These buttons will only get highlighted in case
the agentis on a call except Force Logout (which will be highlighted irrespective whether the
agent is on call or not). Supervisor can minimize or maximize floating window using up and

down arrow icons respectively.
5.4.1.7.4.1Snoop

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

customer on live call. Supervisor needs to follow below steps to snoop a call.

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

£y
i

the L2222 | hutton enabled.

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

3. While snooping a call, both agent and caller will remain unaware of supervisor's

activity.
4. To end the snoop call, click same button again.

5.4.1.7.4.2Whisper

This feature can be used if supervisor wants to guide agent on call. Supervisor can connect
in between the live call and can assist agent accordingly. Supervisor needs to follow below

steps.

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

by )
the L%0iEeer | hutton enabled.

2. Click Whisper button to connect in between the call in Whisper mode.
3. Customer will only hear the voice of the agent (not the Supervisor).

4. The Supervisor can end whisper call by clicking the same button again.
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5.4.1.7.4.3Conference

This feature can be used if supervisor wants to force confer a live call. Supervisor needs to

follow below steps to force confer a call.

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

+=

the L_tanferenee | hytton enabled.

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

If "Confer Call" privilege has been masked for a Supervisor, then "Call Conference" for that

Supervisor will also be masked in the modal of call monitoring of "Live Monitoring" Tab.

It is a Campaign-level Privilege, which can be configured by Administrator and Supervisor.
The change made by a Supervisor for this privilege will override the privilege configured by

the Administrator.

5.4.1.7.4.4Barge

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

Che
the LE22= | hutton enabled.

2. Click barge button to connect in between the call.
3. CRM will be popped up on supervisor workbench automatically.

4. Now, Supervisor is the owner of the call and can dispose the call by selecting a
disposition. Agent can still listen to the conversation of customer and supervisor on

mute-mode. Note that agent goes on Mute-mode automatically during barge.

5.4.1.7.4.5Disconnect

]
Supervisor can force Disconnect the live call of any agent by clicking on IE icon.

Both customer's and agent's channel will be disconnected.
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5.4.1.7.4.6Force Logout an Agent

The Supervisor can force logout an agent from system at any moment.

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

opens up.

O

2. The Supervisor can click Ee=etezeud jeon to logout a user forcefully. The following pop-

up is displayed on the screen.

Reason for force logout?

Cancel m

Figure: Force Logout Reason

3. Here, Supervisor has to provide the reason for the force logout of agent.

4. After entering the reason, the supervisor needs to provide confirmation on session

termination by clicking on "Save" button.

5. After supervisor's confirmation, the agent will be logged out from Ameyo forcefully.
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5.4.2 Dashboard of Outbound Campaign

The dashboard tab of Outbound campaign shows the following items.
o Data Collection Indications
e Time Duration
o (Call Details
e User Disposition Summary
e System Disposition Summary
e Lead wise System Disposition Summary
e Lead Summary
o Connected Call Volume Trend

e Retry Analysis
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= avevo onitor
P1 > Outbound Live Monitoring  Dashboard  Lead Monitoring ~ Agent Monitoring
[ Real-Time Data: Refreches after 3 mins | Historical Data: Refreshes after every 30 mins | @ Stats Reset 07 hrs ago w day
Total Calls Call Drop Rate Avg Handling Avg Call Duration
4 0% 6 secs. 3 secs

2 secs 99.56% NA 0

User Disosition Summary o) Syt Disposition Sumemary

Agent volume 100 low a
Already hungup IS
Conference DTHF  IEEEE———— 2
Customer not able to hear  INEEG—_—_—
callback NG 2
Abrupt Disconnection  IEEEESE—_—_G_1
Conference disconnection IS 1
Customer volume too low  IEG—_—_—_—1
Echo
No Voice  EESESS—1

® Others
Call Hangup

@ Call Not Picked

@ AvD

@ Call Drop

-

5
No. of Calls

0 1

12v

((show A1)

Lead wise System Disposition Summary ® Lead Summary @
125
® Provider Temp Failure @ Others @ CallHangup @ Call Not Picked

10 Connected @ AMD @ CallDrop @ No Answer lead2 4 100 1 o
2 75
=
3
3 s

25

lead2
1or1

Connected Call Volume Trend

No. of Calls

05 -+ Overall

Attempt 7
Attempt 6

Attempt 5

Figure: Outbound Campaign Dashboard

5.4.2.1 Data Collection Indications

On top, a horizontal bar shows the indications of different data collection intervals.
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[ Real-Time Data: Refreshes after 5 secs | Historical Data: Refreches after 30 mins | @ Stats Reset 02 hrs ago

Figure: Data Collection Indications

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

will be indicated with the border of blueish color D

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

then it will be indicated with the border of black color D
o Stats Reset: It informs the interval after which the statistics were reset last.
5.4.2.2 Time Duration
The Supervisor can view the recent activities of contact center for selected campaigns as per
the following time durations

¢ 30 minutes: Click to view the activities in the selected campaign for the last 30

minutes.

This tab shows the data of the last 30 minutes. The Current Data on the User
Interface will be updated in maximum 8 minutes, whereas the historical data will be

updated in maximum 38 minutes.
¢ 1 hour: Click to view the activities in the selected campaign for the last one hour.

This tab shows the data of the last 1 hour. The Current Data on the User Interface
will be updated in maximum 8 minutes, whereas the historical data will be updated

in maximum 38 minutes.

e 1 day: Click to view the activities in the selected campaign for the present one day

starting from 00:00 hour.

This tab shows the data of the last 1 day. The Current Data on the User Interface will
be updated in maximum 1 hour 3 minutes, whereas the historical data will be

updated in maximum 1 hour 33 minutes.

5.4.2.3 Call Details
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In this section, supervisor can view the overall call summary of the selected outbound

campaign and time duration.

Total Calls 0] Call Drop Rate (6] Avg Handling Time (6] Avg Call Duration ®

4 0% 6 secs 3 secs

Avg ACW Duration @ Idle Time (0] Lead Penetration Pending Callbacks

2 secs 99.6% NA 0

Figure: Call Details

It contains the following widgets.

—_—

. Total Calls

N

. Call Drop Rate

3. Avg Handling Time
4. Avg Call Duration
5. Avg ACW Duration
6. Idle Time

7. Lead Penetration
8. Pending Callbacks

5.4.2.4 Total Calls

It shows the total number of calls of the following call types in the campaign.
e inbound.call.dial
e outbound.auto.dial
e outbound.callback.dial
e outbound.auto.preview.dial
e outbound.manual.preview.dial

e transfer.to.campaign.dial
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e outbound.manual.dial
o click.to.call.dial
Total Calls does not show any other call type.

Additional Information:

Hover the mouse over 4 icon to view the basic definition, last calculated time, and last fetch

time of "Total Calls".

Total Calls (D Murnber of calls either dialled or received in this campaign.
Last calculated time19:200 (15T)

Last fietched time: 19:03 (I5T)

Figure: Further Information for Total Calls

5.4.2.5 Call Drop Rate

It shows the call drop, which is the percentage of calls that were disconnected before
reaching to the agent.

Additional Information:

Hover the mouse over L4 icon to view the basic definition, last calculated time, and last fetch

time of "Call Drop Rate".

Call Der [ G} Percentage of connected calls in which the customer gets
disconnected by the system before connecting with an agent

Last calculated time20:00 (15T)
Last fevched time: 20:00 (I5T)

Figure: Further Information for Call Drop Rate

Enumeration Example:

In a Predictive Algorithm based Auto-Dialing, the customer call leg is being connected first
and then the agent call legs will be connected.
If the system throws 10 calls and there only 6 agents to attend the calls. Now, 6 calls will be

connected with 6 agents.

Total Calls=10
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Connected Calls =6

Customer disconnected the calls before connecting with the agents = 4 (These calls are

disposed of with “CALL_DROP” system disposition).
Call Drop Count=4

Call Drop Ratio =4/10 = 40%

It is configurable through the backend that after modifying

system_configuration_parameter, Call Drop Count will also depend upon the System

Dispositions such as CALL_HUNGUP and CALL_NOT_PICKED.

5.4.2.6 Avg Call Duration

It shows the average time taken by the agents on a call speaking to the customer.

Additional Information:

Hover the mouse over L4 jcon to view the basic definition, last calculated time, and last fetch

time of "Call Drop Rate".

va Call Duration (D The average length of 3 connected call. Comprizes of Talk Time
and Hold Duration.

Last calculated time19:00 (15T)
Last fetched time: 19:03 (I15T)

Figure: Further Information of Average Call Duration

Enumeration Example:

1. On Call 1, Agent1 has talk time of 20 seconds on one call, out of which Agent1 has put

the Customer on hold for 10 seconds.

2. On Call 2, Agent1 has talk time of 30 seconds on second call, out of which Agent has

put the Customer on Hold for 15 seconds.

3. On Call 3, Supervisor has talk time of 20 seconds on one call, out of which, Supervisor

has put the customer on hold for 10 seconds..

4. On Call 4, Supervisor has talk time of 30 seconds on another call, out of which,

Supervisor has put the Customer on hold for 15 seconds.
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Average Call Duration = [(Total Talk time of all agents) + (Total Hold Time of all agents)] /

Count of all calls in Campaign

Average Call Duration = [(20+30+20+30) + (10+15+10+15)] / 4
Average Call Duration =[100 + 50] / 4

Average Call Duration =150/ 4

Average Call Duration = 37.5

5.4.2.6.1 Idle Time

is applicable only for Single Extension in Voice. It is not available for Chat Campaign,

Interaction Campaign, and Voice with Multiple Extensions.

Agent Ringing Time for all calls taken by this agent in this
campaign
+ Agent Preview Time for all calls taken by this agent in this
campaign

+ Customer Ringing Time (in case the customer is initiated after

Idle Time the agent)
for an agent + Customer Setup Time (in case the customer is initiated after
= Ready —
in a the agent)
campaign + Agent Talk Time for all calls taken by this agent in this
campaign

+ Agent Customer Hold Time for all calls taken by this agent in
this campaign
+ Agent ACW Duration for all calls taken by this agent in this

campaign

Idle Time will be a campaign-level metric, that is, it will be calculated differently for each
campaign. If an agent have selected multiple campaigns and handling all calls in one

campaign only, then its Idle Time will be equal to the Ready Duration in other campaigns.

5.4.2.6.2 Limitation of Multiple Extension
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If the Multiple Extension license is enabled, then the Idle Time will be neither displayed in
the User Interface nor included in Reports. In case of multiple license, the following

disclaimer will be displayed in the Agent Productivity Summary Report.

"Feature should work on the multiple extension - data may be

wrong."

e @

99.18%

Figure: Idle Time Widget

Additional Information:

Hover the mouse over L4 jcon to view the basic definition, last calculated time, and last fetch

time of "ldle Time".

Idle Time Percentage of time that agents spent in the idle state i.e, ready
to take calls but are not handling them.

Last caloulated time19:00 (15T)

Last fetched time: 19:06 [I15T)

Figure: Further Information of Idle Time

5.4.2.7 Avg ACW Duration
It is the average of all ACW durations spent by the users on the calls in this campaign.

Additional Information:

7 . . . N .
Hover the mouse over L= icon to view the basic definition, last calculated time, and last fetch

time of "Average ACW Duration".
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call work may involve keying disposition codes, updating
custo s ing cut forms etc.

Last caloulated time20:00 (15T)

Last fetched time: 20:03 (I5T)

Figure: Further Information of Average ACW Duration

Enumeration Example:

There are following 6 calls in the campaign.

1. Agent disposed of one call while talking to the agent. ACW Duration will be 0 in this

case.
2. Agent have disposed of one call in 15 seconds.
3. Agent have disposed of one call in 20 seconds.

4. One call was wrapped automatically as the pre-configured call wrap-time of 30

seconds was exceeded.

5. Agent have transferred one call to another campaign and it took 15 seconds to

dispose of the call in Campaign 1.

6. One call is attended by User1 who transferred it to User2. User1 took 10 seconds to

wrap the call and User2 took 15 seconds to wrap the call.
Average ACW Duration = (Total ACW Duration) / (Number of Calls)
Average ACW Duration = (0+15+20+30+15+10+15) / 6
Average ACW Duration=105/6

Average ACW Duration = 17.5 seconds
5.4.2.8 Avg Handling Time

It shows the Average Handling Time of all connected calls with users in campaign. It is the
sum of Customer Talk Time for this agent, Customer Hold Time for this agent, and Wrap
Time of Connected Calls. It includes only Customer Interactions, but Dial User (Internal Calls)

are not included.
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. ) Wrap Time
Customer Talk Time <+ Customer Hold Time =+ P
AHT = of Connected Calls

Total Connected Calls

Figure: Calculation of Average Handling Time

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

include the wrapping of not connected calls.

Additional Information:

Hover the mouse over L4 jcon to view the basic definition, last calculated time, and last fetch

time of "Average Handling Time".

- - The average amount of time spent handling calls. This
AVQ Handlmg e :alcalaticr? includes Talk _|mE_p-|cI:I J.Jratign. and After-Call
Work Duration.

Last calculated time19:00 (15T)

Last fetched time: 19:03 (I5T)

Figure: Further Information of Average Handling Time

Enumeration Example:

e Inbound Calls in Campaign but not reached to ACD =2

e 1 Inbound Call connected to user1
» Talktime = 50,000 milliseconds
» Hold time = 30,000 milliseconds
= Wrap time = 20,000 milliseconds

e 1 Manual Dial Call connected to user1, who transferred it to user2.
» Talk time = 45,000 milliseconds (as dumped in Call History Table for this call)
* Hold time = 30,000 milliseconds (as dumped in Call History Table for this call)
» Wrap time of user1 = 15,000 milliseconds

* Wrap time of user2 = 18,000 milliseconds
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{(50000+30000+20000) + (45000+30000+15000+18000)} / 2

= (1,00,000 + 1,08,000) / 2

= 2,08,000 / 2
Average Handling Time =

= 1,04,000 milliseconds

= 104 seconds

1 minute 44 seconds

5.4.2.9 Lead Penetration

It shows the lead penetration of a lead that has minimum percentage of phone numbers
attempted by the dialer.
All leads (enabled, disabled, and Attempt Failed) are considered. The Churning does not
reduce the penetration rate. The migration of phone numbers from one lead to another will

impact the lead penetration metric of both leads.

Additional Information:

Hover the mouse over L4 jcon to view the basic definition, last calculated time, and last fetch

time of "Lead Penetration".

Lead Penetration Lead with minimum percentage of customers attempted at
least once *This metric does not depend on the selected
duration.*

Lazt caloulated time-—:--
Last fetched time: 20:03 (I5T)

Figure: Further Information of Lead Penetration

5.4.2.10 Pending Callbacks
It shows the number of callbacks pending in the selected duration tab.

Additional Information:

-
Hover the mouse over L= icon to view the basic definition, last calculated time, and last fetch

time of "Pending Callbacks".
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Mumber of callbacks which were expected to get completed in {D
the selected duration.

Last caloulated time--

Last fetched time: 19:06 (I15T)

Figure: Further Information of Pending Callbacks

5.4.2.11 User Disposition Summary

It shows the graph displaying the count of calls disposed with top 4 user dispositions.

Customer not able to hear

Foreignlanguage

Sale

Abrupt D

Agent volume 100 low

Callback

Conference DTMF

No. of Calls

((show an)

Figure: User Disposition Summary Graph

The Supervisor can view the following information here.

e Count of Disposed calls: It is the X-axis of the graph, which shows the total number

of calls disposed with different user disposition in the respective campaigns.

e User Dispositions: It is the Y-axis of the graph, which shows 5 campaign names in

which highest number of calls are disposed by agents among all selected campaigns.

On hovering the mouse cursor on the bars of the dispositions, it shows the disposition
method, total number of calls and total number of calls received after being transferred

from another campaigns.

Already hungup

Others: 1 CALLS, 1
Transfers Received: O CALLS

Figure: Disposition Graph
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If there are more than 10 dispositions, then "Show ALL" button will appear in the graph.
Click this button to see all the user dispositions. After clicking "Show All" button, the

following wizard is displayed.

User Disposition Summary 6]

No. of Calls

2
2
2
1
1
1

Customer not able to hear
Foreign Language

Sale

Abrupt disconnection
Agent volume too low

Callback

Figure: Disposition Graph List

1-10 of 11

The supervisor has to click |>|icon in | ” | to see the next page of the user

dispositions.
Additional Information:

Hover the mouse over L2 icon to view the basic definition, last calculated time, and last fetch

time of "User Disposition Summary".

User Disposition Summary -

Figure: Further Information of User Disposition Summary

5.4.2.12 System Disposition Summary

This doughnut pie chart shows the overall call distribution (in percentage) disposed with

different system dispositions.
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System Disposition Summary

@ Others

Call Hangup
@ Call Not Picked
@® AMD
@ Call Drop

1/2W

Figure: Call Distribution Graph

On hovering the mouse cursor on the bar of a disposition, the supervisor will be able to view

the count of calls disposed of with this disposition.
Additional Information:

Hover the mouse over L4 icon to view the basic definition, last calculated time, and last fetch
time of "System Disposition Summary".

- s Breakdown of call outcomes which were determined by the
System Disposition Summary system i.e system dispositions. :

Last calculated time20:00 (I5T)
Last ferched time: 20:09 (15T)

Figure: Further Information of System Disposition Summary

5.4.2.13 Lead wise System Disposition Summary

This bar graph shows the system dispositions for the phone numbers of the lead. It includes
these dispositions: Provider Temp Failure, Call Hangup, Call not Picked Up, AMD, Call Drop,
No Answer, Connected and others. All leads (enabled, disabled, and Attempt Failed) are
considered. The Churning does not reduce the penetration rate. The migration of phone

numbers from one lead to another will impact the lead penetration metric of both leads.
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Lead wise System Disposition Summary "

Provider Temp Failure [l Others [ Call Hangup [ Call Not Picked Connected
AMD [ Call Drop M No Answer

Sk
4k
o
™
--.IH__;| 3k
[=]
o
=
2k testl
@ Provider Temp Failure: O
# Others: 5
1k @ Call Hangup: 0
# Call Not Picked: 0
Connected: 0
0| & AMD: 0 0
oK ® Call Drop: 0
Dashboard bloc = st

@ Mo Answer: 0

Figure: Lead-wise System Disposition Summary

The Supervisor can view the following information here.

e Lead Name: It is the X-axis of the graph, which shows the lead name from which the

numbers are dialed.

e Count of Calls: It is the Y-axis of the graph, which shows the count of different types

of calls dialed from a particular lead.

On hovering the mouse cursor on the bars of a lead, the supervisor will be able to view the

call count with respective call type.

Additional Information:

= . . . N .
Hover the mouse over L= icon to view the basic definition, last calculated time, and last fetch

time of "Lead-wise System Disposition Summary".

Mumber of customers attempted, determining which leads are @
working efficiently and which need to be adjusted.*This metric

does not depend on the selected duration®

Last calculated time-—--

Last fetched time: 20:00 {I5T)

Lead Summary

Uploaded Customers Lead Penetration (:
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Figure: Further Information of Lead-wise System Disposition Summary

5.4.2.14 Lead Summary

Supervisor can view the performance of the leads enabled in the selected campaign. .

Lead Summary @

Uploaded Customers Lead Penetration (%)

lead?2 4 100 1 0

1-10f 1

Figure: Lead Performance

1. Name: It is the lead name which is enabled in the selected campaign.
2. Uploaded Contacts: It shows the count of numbers uploaded in that lead.

3. Lead Penetration Percentage: It shows the percentage of contacts that the dialer

dialed from the respective lead.

4. Connected: It shows the number of calls on which call got connected, that is, number

of calls disposed with "Connected" system disposition by Ameyo application.

5. AMD: It shows the number of calls disposed with "AMD" system disposition by Ameyo

application.

Additional Information:

-
Hover the mouse over L2 icon to view the basic definition, last calculated time, and last fetch

time of "Lead Summary".
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{ the call outcomes which were
& system dispositions *This metric
ted duration *

Lead wise System Disposition Summary

s not depend on the
ulated time-
Last fetched time: 20-15 {IST)

Figure: Further Information of Lead Summary

5.4.2.15 Connected Call Volume Trend

This line graph shows number of connected calls in a campaign with respect to different

time intervals.

Connected Call Volume Trend (o]

15

Y A

13/07/2020 14:.00

Overall: 1
Others0
Transfers Received

-o- Overall

No. of Calls

Figure: Trend of Call Volume

The Supervisor can view the following information here.

e Time Interval: It is the X-axis of the graph, which shows the time interval at which

number of calls dialed/received.

e Number of Calls: It is the Y-axis of the graph, which shows the count of calls

dialed/received at a particular time interval.

On hovering the mouse cursor on the bars of a lead, the supervisor can view the count of

calls at a particular time.

Additional Information:

7= . . . N .
Hover the mouse over L4 icon to view the basic definition, last calculated time, and last fetch

Queue wise trend of distribution of total calls connected over (@)
the selected duration

time of "Connected Call Volume Trend".

Connected Call Volume Trend
6
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Figure: Further Information of Connected Call Volume Trend

5.4.2.16 Retry Analysis

This graph shows the number of retries for a particular system disposition and the number
of phone numbers reached for these attempts. It includes Auto Dial, Auto Preview Dial,

Manual Dial, and Manual Preview Dial. It does not consider Attempt Failed.

e - I

e _ ’
Attempt 5 _ 3

Figure: Retry Analysis

Additional Information:

Hover the mouse over L4 jcon to view the basic definition, last calculated time, and last fetch

time for "Retry Analysis".

Retry Analysis (0]  Attempt wise breskdown of the called customers.*Does not
in ts.*
Ls 00 (IT)
Last fetched time: 20:18 (IST)

Figure: Further Information of Retry Analysis
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5.4.3 Lead Monitoring of Outbound Campaign

Through this tab supervisor can monitor various enabled leads and metrics which give

him/her the understanding on lead performance.

= New > outbound. Live Monitoring  Dashboard  Lead Monitoring  Agent Monitoring

B Historical Data: Refreshes after every 7 mins | & Stats Duration: last 12 hours | @ Stats Reset: 11 hrs age

Lead List(5) ©

Click-To-Calls Callbacks Received

ga_leadl [ [ 0 0 0 0 o 0

Defaultlead 2 2 100 0 0 1 [ 0

Figure: Lead Monitoring

5.4.3.1 Search

Here, Supervisor can search for the desired lead using the provided search option.

5.4.3.2 Data Collection Indications

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

B Historical Data: Refreshes after every 7 mins | Q' Stats Duration: last 12 hours | (9 Stats Reset: 02 hrs ago

Figure: Data Collection Indications

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

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

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

on the page. Here, the time interval selected is the 02 hours.
o Stats Reset: It informs the interval after which the statistics were reset last.

5.4.3.3 Columns

It contains the following columns.
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5.4.3.3.1 Lead Name

It shows the name of leads assigned in the campaign.

The Current Data on the User Interface will be updated in maximum 3 minutes 5 seconds.
5.4.3.3.2 Unique Attempts

It is the count of unique customers that were tried in a lead by any call type (including
Transfer to Campaign).
If the lead is assigned in two campaigns and there is an incoming call from the customer of
that lead that has to be transferred to Outbound Campaign, then the Tried Count of Unique

Customer will increase for that Outbound Campaign (in which the call was transferred).

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.
5.4.3.3.3 Unique Connected
It is the total number of unique calls connected in a lead.

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.
5.4.3.3.4 Auto Dials

It is the total number of calls that were auto-dialled from a lead in a campaign.

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.
5.4.3.3.5 Connected (%)

Connected Percentage is equal to the unique answered customers divided by the unique
tried customers in the last 30 minutes.

Calculation:
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Unique Answered Customers

Connected % = : - X 100
Unique Tried Customers

Figure: Calculation of Connected Percentage

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.

5.4.3.3.6 AMD

AMD stands for Answering Machine Detection. Here it is the total number of calls upon
which the answering machine is detected and disposed in "AMD" system disposition.

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.

5.4.3.3.7 Manual Dials

It is the total number of calls that were manually dialled by the users. Currently it includes
the total of manual dial, click to dial, and manual preview dial.

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.
5.4.3.3.8 Click-To-Calls

It is the total number of calls that has been made only when the users had clicked the

number in Ameyo to dial it.

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.

5.4.3.3.9 Callbacks Received
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It is the count of phone numbers of the lead, for which the callbacks has been scheduled,

and they have been dialed.

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.

It is not equal to the callbacks disposed in the last 30 minutes.

5.4.3.3.10 Additional Information

Hover the mouse over the icon to see the details of information which is Statistical Data,

Last Calculated time, and Last Fetched time.

STATISTICAL DATA @
Last caloulated time--—-i--
Last ferched time-----

Figure: Data Information
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5.4.4 Agent Monitoring in Outbound Campaign

This tab shows session details of agents of same day. Through agent monitoring tab,
supervisor can take 360 degree glance on individual agents and can take cognizance of agent
schedule, performance metrics, productivity data. And most importantly user can sort this

data according to table headers.

= NewProcess nboundCa, Live itoris Dashboard  Queue itori Agent

B Real-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every 7 mins | Q Stats Duration: last 12 hours | @ Stats Reset: 12 hrs ago
Agents List(3) @
AgentName  AgentlD  Call Context Extension Staffed Duration ~ ReadyDuration  BreskDuration  IdleTime  Breaks  AutoCall-OnDuration  TotalTalkTime  ACWDuration  AvgCall Du
al al 1001 0887465 01:54:03 01:54:03 00:00:00 01:36:15 0 01:54:03 00:04:14 00:01:17 00:00:21

a2 a2 00:00:00 00:00:00 00:00:00 00:00:00 0 00:00:00 00:00:00 00:00:00 00:00:00

s1 =1 1001 3455345346 00:11:06 00:11:01 00:00:05 00:06:00 1 00:11:01 00:00:42 00:00:49 00:00:07

Figure: Agent Monitoring in Outbound Campaign

You can perform the following operations here.

5.4.4.1 Data Collection Indications

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

| B Real-Time Data: Refreshes after every 10 secs | B Historical Data: Refreshes after every 7 mins | 9 Stats Duration: last 12 hours | (@ Stats Reset: 02 hrs ago

Figure: Data Collection Indications

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

will be indicated with the border of blueish color.

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

it will be indicated with the border of black color.

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

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

5.4.4.2 Search
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You can search for a particular agent to view its details.
5.4.4.3 User Card

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

user name of the user. Following screen is displayed while hovering the mouse over the

Agent Name Agent ID

agent agent

username of the user.

Executive

Mame: agent 51
|I0: agent

Altanchimeg Altanchimeg.a

Figure: User Card

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

5.4.4.4 Customize the View

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

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

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

I Break Duration ®
ACW Duration
Agent Productivity $  IdleTime x

ot €D

Figure: Column Headers

In the right part of the section, the user can click and hold &3 icon and drag a column upward

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

select or deselect the colums.

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

the following customizations.

1. Agent Schedule: It contains the following columns which the supervisor can select

from.

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

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

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

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

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

maximum Data Refresh Interval is 2 minutes 35 seconds.

o Staffed Duration: It is the total time duration (that is the plus of the total ready
time and the total break time) in which the agent has been assigned in the
campaign for the last interval.

Calculation :

Total Ready Total Break

Staffed Duration = - )
Duration Duration

Figure: Calculation of Staffed Duration

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

here.

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

will be updated in maximum 32 minutes 35 seconds.

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

any of the following cases.

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

context.

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

maximum Data Refresh Interval is 2 minutes 35 seconds.

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

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

will be updated in maximum 32 minutes 35 seconds.
o Break Duration: It is the total break duration of an agent.

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

will be updated in maximum 32 minutes 35 seconds.

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

campaign.

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

the break count will be increased by 1.

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

on status.

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

will be updated in maximum 32 minutes 35 seconds.

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

performances.

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

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

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

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

will be updated in maximum 7 minutes 35 seconds.

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

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

will be updated in maximum 7 minutes 35 seconds.

Avg Handling Time: It is equal to the sum of Customer Talk Time for this agent,
Customer Hold Time for this agent, and Wrap Time of Connected Calls divided
by the total connected calls for this agent. It includes only Customer

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

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

Figure: Calculation of Avg Handling Time

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

Time will also include the wrapping of not connected calls.

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

will be updated in maximum 7 minutes 35 seconds.

Avg Hold Duration: It is average hold time of an agent for customer calls in a
campaign. It does not include the hold time on dial user (Internal Calls). It is

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

Calculation:
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Total Hold Duration

Average Hold Duration =
Total Calls with the Hold

Figure: Calculation of Avg Hold Duration

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

will be updated in maximum 7 minutes 35 seconds.

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

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

Calculation:

Total Wrap Duration

Average ACW Duration =
Count of Wrapped Calls for the agent

Figure: Calculation of Avg ACW Duration

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

will be updated in maximum 7 minutes 35 seconds.

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

productivity of the agent's calls.

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

campaign.

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

will be updated in maximum 7 minutes 35 seconds.

Connected Auto Dials: It is the total number of auto dials connected to the

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

will be updated in maximum 7 minutes 35 seconds.

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

and connected in a campaign.

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

will be updated in maximum 7 minutes 35 seconds.

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

the customers in a campaign.

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

will be updated in maximum 7 minutes 35 seconds.
Connected Callbacks: It is the total number of callbacks attended by an agent
in a campaign.

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

will be updated in maximum 7 minutes 35 seconds.

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

which the agent used while completing their calls.

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

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

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

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

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

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

will be updated in maximum 32 minutes 35 seconds.

e Already Hangup: It is the total number of calls disposed in "Already Hangup"
disposition.
It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical data

will be updated in maximum 32 minutes 35 seconds.

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

Disconnection" disposition.

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

will be updated in maximum 32 minutes 35 seconds.
e Echo: Itis the total number of calls disposed in "Echo" disposition.

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

will be updated in maximum 32 minutes 35 seconds.

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

"Customer Not Able to Hear" disposition.

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

will be updated in maximum 32 minutes 35 seconds.

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

"Customer Volume Too Low" disposition.

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

will be updated in maximum 32 minutes 35 seconds.
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e Agent Volume Too Low: It is the total number of calls disposed in "Agent

Volume Too Low" disposition.

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

will be updated in maximum 32 minutes 35 seconds.

o Voice Breakage: It is the total number of calls disposed in "Voice Breakage"
disposition.
It shows the data of the last 12 hours. The Current Data on the User Interface
will be updated in maximum 2 minutes 35 seconds, whereas the historical data

will be updated in maximum 32 minutes 35 seconds.

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

"Conference Voice Breakage" disposition.

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

will be updated in maximum 32 minutes 35 seconds.

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

"Conference Disconnection" disposition.

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

will be updated in maximum 32 minutes 35 seconds.

e Conference DTMF: It is the total number of calls disposed in "Conference

DTMF" disposition.

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

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

5.4.4.5.1 Agent Name
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It shows the name of the agent.

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

Refresh Interval is 2 minutes 35 seconds.
5.4.4.5.2 Agent ID
It shows the ID of the agent.

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

Refresh Interval is 2 minutes 35 seconds.
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5.5 Monitor Parallel Predictive Campaign

5.5.1 Monitor Parallel Predictive Campaign

Here, Supervisor can monitor the Parallel Predictive Campaign.

~ Available ~

= Aveva Monitor ~ Manage  Workbench  Reports  Voicelogs  More v InboundCampaign ~

= NewProcess > Outbound. Live Monitoring  Dashboard  Lead Monitoring  Agent Monitoring
W Real-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every 5 mins | O Stats Duration: last 30 minutes | @ Stats Reset: 18 hrs ago
Total Calls: 0 ® Total Agents: 0 @ Total Customers: 0 [0}
3 1 1 2 1 2 2 1 1 3 o 1 2
Manusl Disls Callbscks Received  Transfers Received Auto Disls Bresk: Read Connectad On ACW Customers Cn Queued nitialized Ringing Connected
Hold
3 1 AutaCall Inactive since 1 0
" t Connected 2 . 0 1 qup Others
on o <20zec 20- 60sec s 605z
0% 00hoom  OOhoOm 0% 0% 00m43s  00m29s  00m17s  00mTs QO O6m 0% 0%
Auto Call-On Started Since Total Talk Time Total Idle Time Total Ready Avg Inactive ‘Avg Handling Avg Talk Time Aug ADW Avg Hold Call Drop Rate Attempt Cancel
Duration Time Duration Time Duration Duration Rate
Hold Time Breached (0) | | Call Duration Sreached (0) | ' ACW Time Breached (0) (" Freeze ) ((Configure Threshold ) AutoDial (B | Waiting Calls | 0
Agents List(1) T
Agent Name Agent ID AutoCall Status Agent Status Call Context Extension Agent Call Status Call Type Phone Customer Call Status Queue
®al al On Available 00:0908 1001 55987654 inactive 00:01:12
®a2 a2 On Available 00:0032 1001 135465132 hungup 00:0007
o a2 On Available 00:01:58 1001 135465132 Connected 00:00:16  outbound manual dial 4787465465  Hold 00:0005
®al al On Available 00:06:55 1001 55087654  Connected 0000:17 inbound call dial 1001 Connected 00:00:15

Figure: Monitor Parallel Predictive Campaign

It contains the following tabs.

e Live Monitoring: Perform the Live Monitoring in the campaign. This
tab has already been discussed in the Outbound Campaign. Know

more...

¢ Queue Monitoring: Monitor the queues in the campaign. This tab

has already been discussed in Inbound Campaign. Know more...

¢ Lead Monitoring: Monitor the leads in the Outbound Campaign.

Know more...

¢ Agent Monitoring: Monitor the agents in the campaign. This tab has

already been discussed in the Outbound Campaign. Know more...
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5.5.2 Queue Monitoring in Parallel Campaign

Here, the Supervisor can monitor the activities in all queues of the Parallel Predictive

Campaign.

=& avevo Monitor ~ Manage  Workbench  Reports  Voicelogs  More v OutboundCamp... ¥

Live Monitoring ~ Queue Monitoring  Lead Monitoring  Agent Monitoring
B Real-Time Data: Refreshes after every 10 secs | M Historical Data: Refreshes after every 7mins | Stats Duration: last 12 hours | @ Stats Reset: 11 hrs ago
Queue List(0) [ol 4

Oldest Call Waiting s Staffed Users Available Users nne TS Connected Calls Total Received Calls

PredictiveQueue 1 00:20:00 2 1 1 1 |

Figure: Queue Monitoring of Parallel Predictive Campaign

5.5.2.1 Data Collection Indications

On top of the Dashboard, Live Monitoring, Agent Monitoring, and Lead Monitoring, a

horizontal bar shows the indications of different data collection intervals.

| B Real-Time Data: Refreshes after every 10 secs | B Historical Data: Refreshes after every 7 mins | 9 Stats Duration: last 12 hours | (@ Stats Reset: 02 hrs ago

Figure: Data Collection Indications

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

will be indicated with the border of blueish color.

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

it will be indicated with the border of black color.

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

on the page. Here, the time interval selected is the 02 hours.

o Stats Reset: It informs the interval after which the statistics were reset last.

-
+ Additional Information: Hover the mouse over 4 jcon to view the basic information,

last calculated time and last fetched time.
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STATISTICAL DATA @
Last calculated time-—----
Last fetdhed time-17:0& (I5T)

Figure: Further information of Queue Monitoring

5.5.2.2 Filter
Supervisor can click LI icon to filter the list of calls as per the selected queue.
|
Queue
|:| PredictiveQueue
[ ] Queue

Figure: Filter Options

Select the queue name for which the supervisor want to monitor the data. It shows only data

related to the selected queue.
5.5.2.3 Columns
It contains the following columns.

1. Queue Name: It shows the name of queues that are assigned to this campaign. A
queue (newly assigned) will be listed here after 10 seconds of the assignment. If this
column is sorted as per "LoggedIn" Metric, it will show the queues that are currently

in use for the last 12 hours.

It shows the current data and its Data Refresh Interval is 5 to 10 seconds.
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2. InProgress: It shows the number of call which currently are in progress. It's count will
keep updating in the real-time.

It shows the current data and its Data Refresh Interval is 5 to 10 seconds.

3. Oldest Call Waiting: It shows the longest waiting time of the calls which are displayed

in "Queued at ACD" column.
It shows the current data and its Data Refresh Interval is 5 to 10 seconds.

Example: Suppose a queue has 5 pending calls - 1 is pending for the last 10 minutes
whereas 4 calls have arrived within 2 minutes. Then, the pending time (that is 10

minutes) will be displayed in "Oldest Pending".

4. Assigned Agents: It shows the number of agents who are assigned in this queue and
in this campaign. It includes all agents who are ready to take calls, agents who are on
break, agents with auto-call status on and off, agents on call, and the agents who are

not on call in the blended campaign. It's count will keep updating in the real-time.
It shows the current data and its Data Refresh Interval is 5 to 10 seconds.

5. Staffed Agents: It shows the number of agents who are staffed in the campaign and
assigned in this queue. It includes all agents who are ready to take calls, agents who
are on break, agents with auto-call status on and off, agents on call, and the agents
who are not on call in the blended campaign. It's count will keep updating in the real-

time.
It shows the current data and its Data Refresh Interval is 5 to 10 seconds.

6. Available Agents: It is actually Available Extensions. It shows the extensions that

are assigned to the queue and are available to take the call. If an extension has been
assigned in two queues simultaneously and had received a call in one queue, then it
will  not be counted in "Available Agents" of another queue.
If the agent has two extensions and assigned to one queue, then the count of available
extensions in such case will be two, which may reduce to one again if an extension

receives a call.

It shows the current data and its Data Refresh Interval is 5 to 10 seconds.
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7. Connected Agents: It is actually Connected Extensions. It shows the number of

extensions that are on call in the selected queue.
It shows the current data and its Data Refresh Interval is 5 to 10 seconds.

8. Connected Calls: It is the count of calls that have been answered in the queue. If the

call has been transferred to another queue in the same campaign, then it will be

counted in Answered Calls only when the call has been completed.

It shows the data of last 12 hours. The Current Data on the User Interface will be
updated in maximum 2 minutes 40 seconds, whereas the historical data will be

updated in maximum 32 minutes 35 seconds.

9. Total Received Calls: It shows the count of the total number of calls that has been
closed with any disposition. It includes those calls also which are connected for the
first time and those calls which have been dropped in the queue (that is not connected
to any agent).

It shows the data of last 12 hours. The Current Data on the User Interface will be
updated in maximum 2 minutes 40 seconds, whereas the historical data will be

updated in maximum 32 minutes 35 seconds.
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5.6 Monitor Voice Blast Campaign

5.6.1 Monitor Voice Blast Campaign

Here, Supervisor can monitor the Voice Blast Campaign.
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Monitor  Manage  Workbench
= Voice Blast Dashboard  Lead Monitoring
[ Real-Time Data: Refreshes after 3 mins | | Historical Dats: Refreshes after every Smins | ( Stats Reset: 14 mins ago ho da
Total Calls (0] Call Drop Rate 0] Avg Handling Time Avg Call Duration
1 0% 36 secs 5 secs

Avg ACW Duration Idle Time 6] Lead Penetration Pending Callbacks

32 secs 97.06% 0% 0
lead2
User Disposition Summary 6] System Disposition Summary 6]
Agent volume too low 4

Already hungup GGG 2
Conference DTMF I 2
Customer not able to hear I 7
callback G 2
Abrupt Disconnection  IEEEEG—— 1
Conference disconnection N 1
Customer volume too low I 1
Echo I 1
No Voice  IEEEEG— 1

@ Call Drop
@ No Answer

@ Call Connected

o 1 2 3 4 5
No. of Calls
—— A22
(_show Al )
Lead wise System Disposition Summary (6] [P — ®
125
Name Uploaded Customers ead Penetration Connected
® Provider Temp Failure @ Others @ CallHangup @ Call Not Picked
10 Connected @ AMD @ Call Drop @ No Answer lead2 10 0 0 0
Z 75
=
5
Z s
25

I s I I 3 o £ ‘

Connected Call Volume Trend

~& Overall

No. of Calls

27/06/2019 16:50 27/06/2019 16:55 27/06/2019 17:00 27/06/2019 17:05 27/06/2019 17:10 27/06/201917:15 27/06/2019 17:20 27/06/2018 17:25

Retry Analysis @

Customers are not getting redialled!
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Figure: Monitor Voice Blast Campaign

It contains the following tabs.

o Dashboard: View the Dashboard of the campaign. This tab is similar to Dashboard of

Outbound Campaign. Know more...

¢ Lead Monitoring: Monitor the leads in the campaign.Know more...
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5.6.2 Lead Monitoring of Voice Blast Campaign

Through this tab supervisor can monitor various enabled leads and metrics which give

him/her the understanding on lead performance.

= MK > Blaster

B Historical Data: Refreshes after every 7 mins | O Stats Duration: last 12 hours | ( Stats Reset: 02 hrs ago

Lead List(2)

Defaultlead 1] 0 ]

blaster 1] 0 ]

Figure: Lead Monitoring

5.6.2.1.1 Search

Here, Supervisor can search for the desired lead using the provided search option.

5.6.2.2 Data Collection Indications

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

B Historical Data: Refreshes after every 7 mins | & Stats Duration: last 12 hours | (9 Stats Reset: 02 hrs ago

Figure: Data Collection Indications

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

it will be indicated with the border of black color.
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o Stats Duration: It informs about the time interval for which the statistics are showing

on the page. Here, the time interval selected is the 02 hours.

e Stats Reset: It informs the interval after which the statistics were reset last.
5.6.2.3 Columns
It contains the following columns.
5.6.2.3.1 Lead Name
It shows the name of leads assigned in the campaign.
The Current Data on the User Interface will be updated in maximum 3 minutes 5 seconds.

5.6.2.3.2 Unique Attempts

It is the count of unique customers that were tried in a lead by any call type (including Transfer
to Campaign).
If the lead is assigned in two campaigns and there is an incoming call from the customer of
that lead that has to be transferred to Outbound Campaign, then the Tried Count of Unique

Customer will increase for that voice Blast Campaign (in which the call was transferred).

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.
5.6.2.3.3 Unique Connected

It is the total number of unique calls connected in a lead.

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.
5.6.2.3.4 Auto Dials

It is the total number of calls that were auto-dialled from a lead in a campaign.

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.
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5.6.2.3.5 Connected (%)

Connected Percentage is equal to the unique answered customers divided by the unique tried
customers in the last 30 minutes.

Calculation:

Unique Answered Customers

Connected % = : - X 100
Unique Tried Customers

Figure: Calculation of Connected Percentage

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.

5.6.2.3.6 AMD

AMD stands for Answering Machine Detection. Here it is the total number of calls upon which
the answering machine is detected and disposed in "AMD" system disposition.

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.
5.6.2.3.7 Click-To-Calls

Itis the total number of calls that has been made only when the users had clicked the number

in Ameyo to dial it.

It shows the data of the last 30 minutes. The Current Data on the User Interface will be
updated in maximum 3 minutes 5 seconds, whereas the historical data will be updated in

maximum 8 minutes 5 seconds.

5.6.2.3.8 Additional Information

Hover the mouse over the icon to see the details of information which is Statistical Data,

Last Calculated time, and Last Fetched time.
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STATISTICAL DATA @
Last calculated time--—:—
Last ferched time---:--

Figure: Data Information
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6 Manage Tab

Supervisor can manage the campaigns in which it has been assigned. The interface of this

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

= amevo Monitor ~ Manage  Workbench  Repors  Voicelogs ~ More v OutboundCamp... ¥ _ v Available

= NewProcess > Outbound, Call Details  Users Lead Management  Callback Prompt  Dialer Settings
("Download )
Call Details(10) Search Y 7
User Name User ID Listen Scoring  Customer Details Date Added Phone No Call Type Customer Status Dispasition Customer Talk Time Hold Time Call Resy
al al © =7 09/01/2020 11:05:03 654654 outboundmanualdial  CONNECTED Foreign Language 0001 00:00 SUCCESS
al al L] =23 08/01/2020 12:13:38 65787 outboundmanualdial  CONNECTED Already hungup 0004 00:00 SUCCESS
al al L] =2 08/01/2020 18:35:01 0874363210  outboundmanualdial  CONNECTED wrap timeout 0004 00:00 success
B al L] =7 08/01/2020 16:33:50 9887998565  outbound.manualdial  CONNECTED wrap timeout 00:11 00:00 SUCCESS
1 B L] =73 07/01/2020 19:19:00 9632155488  outbound.callback.dial CONNECTED userforcedloggedoff 1945 00:00 SUCCESS
al al L] =73 07/01/2020 12:50:40  sdfg outboundmanualdial  CONNECTED wrap timeout 0002 00:00 SUCCESS
al al <) 07/01/2020 12:58:559  ab outboundmanualdial  ATTEMPT FAILED - 0000 00:00 FAILURE
al al L] =2 06/01/2020 18:30:45 5476843510 outbound.callbackdial ~ CONNECTED userforcedloggedoff  01:42:06 00:00 success
B al L D] 06/01/2020 18:10:15 5476843510  outbound.callback.dial ~ ATTEMPT_FAILED - 0000 00:00 FAILURE
al al <) 06/01/2020 17:58:44 5476843510  outbound.callback.dial ~ ATTEMPT_FAILED - 0000 00:00 FAILURE
1-10cf 10

Figure: Manage Tab

It's interface can be divided into the following parts.

o 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 select any of the assigned processes and campaigns.

e Tabs: Different Tabs are visible on the top right corner for the different selected

campaigns.
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6.1 Manage Chat Campaign

Supervisor can manage the chat campaigns in which it has been assigned.

OutboundCamp.

Queues Users Holiday/Office Hours

02/01/2020 16:20:50

Figure: Manage Chat Campaign

It contains the following tabs.

e Manage Queue in Chat Campaign

Manage Users in Chat Campaign

Manage Holiday/Office Hours in Chat Campaign
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6.1.1 Manage Queue in Chat Campaign

Queue is a group of agents to whom calls or chats can be routed through IVR. The agents

assigned in the queues can only take the chats or calls from respective IVR.

= aveva Monitor ~ Manage  Warkbench  Reports  Voicelogs  More v QutboundCamp... ¥ 2 v Available

= NewProcess > ChatCamp Queues Users Holiday/Office Hours

List Of Queues(1}

| Queue ID Queue Name No. Of Skills Ne. Of Users Creation Date Action

O 1 Queuel 0 3 02/01/2020 16:20:50

Figure: Manage Queue

You can perform the following operations here.
6.1.1.1 Create Queue
Perform the following steps to create a queue.

1. Click "Add Queue" button on the top right corner to add a queue. It shows the

following page.

= aveva Monitor ~ Manage  Workbench  Reports  Voicelogs  More v OutboundCamp... ¥

= NewProcess > ChatCamp Queues Users Holiday/Office Hours

add Queue o ... )

Queue Details

Queue Name Queue Priori Resource Scheduler

Queue2 1 ~ Multimedia Based v

Request Queve ’
Queue FIFO v @Y% ONe

User Assignment in Queue

Users In Campaign(1} Users in Queus(2)

Logged In

[m] a2 a2 Professional-Agent [ ] [m] s1 B Supervisor )

al al Exccutive °

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 agent, the customer who is first to

reach in the queue would be connected first to the available agent.

Queue Priority: Nodeflow can be used to decide the priority of any customer.
If two customers (customer1 with priority 1 and customer2 with priority 2) are
waiting in the queue and customer1 is the first to reach in queue, then
customer2 who have higher priority will be connected to the agent first.
Other Example: The priority can be applied to the queue also. If customer?
(who reached earlier) is waiting in Queue1 having priority 1 and customer2
(who reached late) is waiting in the Queue2 having priority 2, and if only one
agent is serving both queues, then the agent will be connected to Customer2

first because of the higher priority of its Queue2.

5. Resource Scheduler Type: It will let you decide which agent would be connected to

the customer when two agents are available to take the chat or call. Select any of the

following options.

A.

Multimedia Based: Select it only if the agents have to take chat and Inbound

calls simultaneously.

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.

8. Assign Users in Queue: Select the users in "Available Users" section and click

icon.
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To unassign a user, select the users in "Assigned Users" and click . icon.

User Assignment in Queue

Users In Campaign(l) Users in Queue(2)

B User D User Name User Role Logged In N UserlD User Name User Role Logged In

O a a2 Professional-Agent ° O s s1 Supervisor L]

al al Executive L]

Figure: Options to Assign or Unassign Users in the Queue

9. Click "Save" to create the queue.

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

You can create multiple queues using the above mentioned steps.

Queues Users  Holiday/Office Hours

Add Queue

List Of Queues(2)

| | Queue ID Queue Name No. Of Skills No. Of Users Creation Date Action
1 Queuel 0 3 02/01/2020 16:20:50 Edit

4 Queue2 a 2 09/01/2020 11:58:40 Edit

Figure: List of Queues

6.1.1.2 Edit Queue
Perform the following steps to modify any created queue.
1. Select the queue which you want to edit and click "Edit" button to edit that queue.

2. The same page which opened at the time of adding the queue opened.
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Monitor  Manage ~ Workbench  Reports  Voicelogs  More v OutboundCamp... 8 Available

Queues Users  Holiday/Office Hours

Queuel Cancel

Queue Details

Quese Name Queve Priority Resource Schduler

Queuel 1 V Multimedia Based Ad

Request Queue

Queue FIFO v

Creation Date
One 02/01/2020 16:20:50

Users in Queue

Available Users(0) Assigned Users(3)

| User ID Username User Role ] User ID Username User Role

| M a2 Professional-Agent
No Data Available
O s s1 Supervisor
[m}

al al Executive

Figure: Modify Queue

3. On the opened screen you can change the queue name, priority,resource scheduler,

request queue, and Transferable also. You can assign or unassign the Users as well.

4. After completing the changes, click "Apply" button to save the changes made, else click

"Cancel" button to revert the changes.
6.1.1.3 Delete Queue
Perform the following steps to delete the queue.
1. Select the queue which you want to delete from the list of all queues.

2. Click "Delete" button. A confirmation pop-up comes up.

Confirmation x

Are you sure you want to delete 1 Queue ?

Figure: Delete Queue

3. Click "Yes" button to proceed to the deletion of the queue, else click "No" button to

revert.

Once the queue is deleted from the system, it can not be retrieved in any manner. Please be

careful while performing the deletion step.
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If anything in the queue is changed by supervisor, then the queue at the system level also
changes, which results, all the users which are assigned in the queue will gets to impact.
Hence, supervisor is advised to change the queue only if the change is mandatory and will not

impact the other users.
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6.1.2 Manage Users in a Campaign

Here, the Supervisor can manage the users in the selected campaign. It shows only those

users, which are assigned in the parent Process of the selected campaign.

= NewProcess > ChatCamp...

Queues Users  Holiday/Office Hours

Manage Campaign Users (BN Apply

My Available Users(1) Assigned Users(l)

Manage Skills

O a2 a2 Professional-Agent O al al Executive Manage Skills

Figure: User Management

The Supervisor can perform the following operations here.

e Assign or Unassign Users in a Campaign

e Manage Skills of Users
6.1.2.1 Assign or Unassign Users in a Campaign
Supervisor can assign or unassign the users in the campaign.

: 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.

Perform the following steps here to assign or unassign the users.
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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—1 jcon to add the selected users.

3. Click "Apply" to apply the settings.

To unassign the users, select the users in "Assigned "Users" section and click & jcon. Click

"Apply" to make the changes.

6.1.2.2 Manage Skills (Licensable)

Supervisor can manage the skills for the users who are assigned in the campaign.

| <gems agene e S0 |

Figure: Manage Skill option

This feature is licensable for supervisor, contact your administrator for further information

on same.

Perform the following steps.

1. Click "Manage Skills" button for any user in "Assigned User" section. It shows the

following pop-up.

Manage User Skills x

Add Skill ®

Figure: Manage Skill pop-up

2. Click icon to add a skill. It shows the skills added by the Administrator in its

Console.
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Manage User Skills

Select Skill Assign Level

English ~ Low Level v B@®

Figure: Manage Skills

3. Select a skill and then select its level.

4. You can click icon to add more skills.

To delete a skill, click [ jcon.

5. Click "Apply" to apply the skill on the selected user.
Click "Cancel" to not apply the skills.

6. Ittakesyou back to "Users" tab in Chat Campaign Management. Click "Apply" to apply
the changes.

Click "Refresh" either to discard the changes or to refresh the page view.

Copyright © AMEYO 2020 | Page 265



Ameyo 4.81 GA Supervisor Manual

6.1.3 Manage Holiday/Office Hours in a Campaign

Holiday/Office Hour Configuration at Queue-level in Supervisor Interface is available only
for the Chat Campaign, Interaction Campaign, and Inbound Campaign. It is not available for

the Outbound Campaign, Parallel Predictive Campaign, and Voice Blast Campaign.

This tab lets Supervisor configure the Holiday and Office Hour Configuration at queue-level,
which will override the configuration defined by the Administrator at Campaign-level and

System-level.

If Holiday/Office Hour Configuration is not available at queue-level, the campaign-level
configuration will be used. Again if it is not available at campaign-level, the system level

configuration will be used.

=

ers  Holiday/Office Hours

Holiday/Office Hour Configuration for Queues(2)

Figure: Manage Holiday/Office Hour Configuration

Supervisor can perform the following operations here.
6.1.3.1 Edit Holiday/Office Hour Configuration for a Queue

Click [ icon to edit an existing Holiday/Office Hour configuration for a queue. It shows the

following page.
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= NewProcess » ChatCamp... Queues Users  Holiday/Office Hours

Time Management Back | Refresh

‘Working Hours Day Start Time Ena Time @
Menday ) 8] Add
Tuesday ® 8] Add
Wednesday ® ® Add
Thrsday ® ® Add
Frid <) o Add
Saturd ® Q Add
Holiday Configuration @
< JANUARY 2020 >

Policy Type

Sun Mon Tue Wed Thu Fri Sat 2020-01-02 Working Day R .

1 2 3 4
5 6 7 8 9 10 n
12 13 14 15 16 17 18
19 20 21 22 23 24 25
26 27 28 29 30 31

Figure: Edit Holiday/Office Hour Configuration

If no existing Holiday and Office Hour Configuration for a Queue exists, then it shows the

unconfigured page, which does not contain any settings.

Here, the settings can be divided into the following two categories.
6.1.3.2 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 the right to enable 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 clock, in which you can select the hours, minutes, and seconds.
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i
55 05
50 10
45 . 15
40 20
35 25
30

CANCEL 0K

Figure: Define Working Hours

3. Click "Add". You can provide the working hours for all seven days as displayed in the

following screenshot.

Time Management Refresh
Working Hours Day S ime End Time ' )
Monday E . E ‘ TR

h: nhir
E 09:00:00 E 23,00:00 Delete
hh Add
hh hh:r
E 09:00:00 E 23:00:00 Delete
Wednesday E . E ‘ T
he hbur
E 09:00:00 E 23,00:00 Delete
s E ¢ E h Add
E 09:00:00 E 23,00:00 Delete
Frid N Add
hh: hhr
E 09:00:00 E 23.00:00 Delete
Sat Add
hh: hhr
E 10:00:00 E 19,00:00 Delete
e Add
hhemr hhemr
E 12:00:00 E 18:00:00 Delete

Figure: Defined Working Hours
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To delete the working hour for a day, click "Delete" for that row.
6.1.3.3 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.
o )
< JANUARY 2020 >
Sun Mon Tue Wed Thu Fri Sat 2020-01-02 Working Day
1 2 3 4
Viorsng 0oy ]

5 6 7 8 9 10 1
12 13 14 15 16 17 18
19 20 21 22 23 24 25

26 27 28 29 30 3

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 b
(@) Date () Day
0972372018 Sunday
IZ':‘Z' Holiday IZ:ZI Working Day
Reason
Weekend

Figure: Create Holiday or Working Day
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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.

¢ Holiday: Click it to mark the selected day as a holiday.

e Working Day: Click it to mark the selected day as a working day.
Click "Save" to mark it as the selected option.

4. Day: Click "Day" if you want to want the holiday or working day to repeat on the same

day.
Create Holiday x
() Date (@) Day
09/23/2018 Sunday
Policy Type
'@' All Days 'Z::::' First Alternative Days 'Z::::Z' Second Alernative Days
Reasaon
Weekend

Figure: Create Reoccurring Holidays

After selecting it, select any of the following options.
e 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 second week on the selected day.

Here, you can select whether to start alternate holidays on the first week or

second week.

First Alternate Days: Select it to start the alternate holidays on the selected

day from the first week itself.

Second Alternate Days: Select it to start the alternate holidays on the

selected day from the second week itself.
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5. Provide a reason to create a holiday or weekday.

6. Click "Save" to save the day.

Rather, you can click "Cancel" to discard it. The selected holiday will be listed in the

right side section.

Following is a sample screenshot.

< JANUARY 2020 >

Sun Mon Tue Wed Thu Fri Sat Sunday Al Days Weekends .

1 2 3 4
Saturday First Alternative Days Data Collections Days

26 27 28 29 30 31

Figure:Created the holidays

To delete a holiday, click "X" for a holiday in the right side section.

Click "Back" after making the changes and the changes will be saved. Click "Refresh" to

discard the changes.

6.1.3.4 Enable or Disable Office Hour Configuration

For any queue, click switch to enable the Office Hour Configuration.

To disable Office Hour Configuration, click switch.

6.1.3.5 Enable or Disable Holiday Configuration

For any queue, click switch to enable the Holiday Configuration.

To disable Holiday Configuration, click switch.
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6.1.3.6 Copy to Queue

Hover the mouse over any queue to view the option "Copy to Queue". Click it to copy the
Holiday and Office Configuration for any queue to another queue. Perform the following

steps for it.

1. Click "Copy to Queue" to access the following pop-up.

Copy Holiday/Office Hours Configuration x

copy () Holiday () Office Hour (@) Both
Queues

|:| Copy to all Queues

Cancel

Figure: Copy Holiday Configuration to Queue

2. Select any of the following options whether you want to copy the Holiday

Configuration or Office Configuration or both.
e Holiday
o Office Hour
e Both

3. Queue: In this text field, click to enumerate the list of all queues in the campaign,

which are managing right now.
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Copy Holiday/Office Hours Configuration x

Copy () Holiday () Office Hour (@) Both
Queues

Test13 x

Testi3

[] TestQueuel
"Cancel Copy

Figure: Queue Selection

Select the queues.

4. If you want to copy the Holiday Configuration or Office Hour Configuration or both to

all queues, check "Copy to all Queues" box.Else, keep it unchecked.

5. Click "Copy" to copy the Holiday Configuration, Office Hour Configuration or both.
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6.2 Manage Interaction Campaign

Supervisor can manage the Interaction campaigns in which it has been assigned.

=& avevo onitar lanage d < i ore OutboundCamp... ¥

= NewProcess > Inteaction... Queues Users Acronyms SLA  Email Notifications Holiday/Office Hours

Add Queue

O 2 Queuel 0 3 02/01/2020 16:45:03

Figure: Manage Interaction Campaign

It contains the following tabs.

¢ Queue: Here, the Supervisor can add, edit, and delete the queues in the Interaction

Campaign. This tab has already been discussed in Chat Campaign. Know more...

e Users: Here, the Supervisor can assign or unassign the users in this campaign. The
Supervisor can also manage the skills of the users. This tab has already been discussed

in Chat Campaign. Know more...

e Acronyms: Here, the Supervisor can create and manage the acronyms in this

campaign. Know more...

e SLA: Here, the Supervisor can define the SLA (Service Level Agreement)-based Ticket

Assign Time, First Response Time and Resolve Time. Know more...

« Email Notifications: Here, the Supervisor can manage the email notifications. Know

more...

o Holiday/Office Hour Configuration: Here, the Supervisor can configure the Holiday

Configuration and Office Hour Configuration for the campaign. This tab has already

been discussed in Chat Campaign. Know more...
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6.2.1 Manage Acronyms in Interaction Campaign

An acronym is an abbreviation formed from the initial letters of other words and pronounced

as a word. For example, ASCII, NASA, and IIT.

In Acronyms Tab, the Supervisor can create, edit, and delete the acronyms. Whenever a stored
Acronym is typed by the Agent (followed by a Space), Supervisor or other User, in the Email

for the same Interaction Campaign, the acronym will be replaced with the provided Full Form.

OutboundCamp... ¥

= NewProcess * Inteaction... Queues Users Acronyms SLA  Email Notifications Holiday/Office Hours

Create New Acronym

Acronyms(0)

Short Term Full Term

Mo Data Available

Full Term

Figure: Manage Acronyms

Here, Supervisor can perform the following operations.
6.2.1.1 Create Acronym

Perform the following operations to create an acronym.

1. Click "Create New Acronym" button. It shows the following pop-up.

Create Acronym *

Short Term

Full Term

Copyright © AMEYO 2020 | Page 275



Ameyo 4.81 GA Supervisor Manual

Figure: Create New Acronym

2. Enter the short term and its full term.
3. Click "Save" to create a new acronym.

You can create multiple acronyms.

Create New Acronym
v Short Term
GM
Short Term Full Term
Full Term
/] GM Good Meming

Good Marning

TR Ticket is Resolved

Figure: List of Acronyms

6.2.1.1.1 New line in Acronyms

The supervisor is able to provide the new line in the acronyms. It means the content of the
acronym can include the new line. When the agent inserts the acronyms in the email or any

message, then the new line is rendered.

Create Acronym X

Short Term

GM

Full Term

Good Moming
Hope to find you good.

Figure: New Line in Acronyms
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6.2.1.2 Edit an Acronym

When you select an acronym, its details are displayed on the left side. You can modify these

details to edit the acronym.

=m>r Queues Users Acronyms SLA  Email Notifications Holiday/Office Hours

Create New Acronym

L ]
Short Term

GM
Short Term Full Term
Full Term
GM Good Morming Hope to find you good. Good Marming
Flope to find jou good.
0 s Hope to see you soon!

Figure: Edit Acronyms

6.2.1.3 Delete an Acronym

Select an acronym and click & icon to delete it. A confirmation pop-up comes up.

Confirmation x

Are you sure you want to delete Acronym 7

Figure: Delete Acronyms

Click "Yes" to confirm the deletion process else click "No".

Copyright © AMEYO 2020 | Page 277




Ameyo 4.81 GA Supervisor Manual

6.2.2 Manage SLA in Interaction Campaign

SLA stands for Service Level Agreement, which is a commitment between a service provider
and a client. Particular aspects of the service - quality, availability, responsibilities - are agreed

between the service provider and the service user.

6.2.2.1 SLA Metrics

In Contact Center environment, common SLA time metrics are listed hereinbelow.

e Assign Time: It defines the time duration in which the ticket will be assigned to any

agent.

o First Response Time: It defines the time duration in which first response to the

customer upon the ticket will be given.
o Resolve Time: It defines the time duration in which the ticket will be resolved.

"SLA" Tab in "Manage" — "Interaction Campaign" lets Supervisor configure them.

= Optimization > IC Queues Users Acronyms SLA  Email Notifications  Holiday/Office Hours

Enable Queue Level SLA Priority Assign time First Response Time Resolve Time

ic
High 00 Minls) v 00 Ming) v o] Minis) v
Search Q

Medium 00 Min(s) v 00 Min(s) v 00 Min(s) v

Low 00 Minfs) v 00 Mins) v 00 Mins) v

SLA Escalation Configuration

Figure: Manage SLA
6.2.3 SLA Calculation Equation

Expected SLA breach time is calculated as per the following equation.
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Creation Time (when the ticket was created) + Pending Duration (how much time is required

to close the ticket) + Configured SLA Duration (in how much time SLA should be achieved)

All variables are defined as per the Office Hours.

6.2.3.1 Factors Affecting SLA Calculation

SLA Calculation depends upon the ticket priority and the level upon which the SLA is enabled
for any of the SLA Time Metrics. If SLA is enabled at queue-level, then it will have more priority
over the campaign-level and system-level SLA configuration. Similarly, Campaign-level SLA

Configuration has more priority over System-level SLA Configuration.

SLA is not available for Reopened Tickets in Ameyo System.

6.2.3.2 When is SLA Calculated?

SLAis calculated only once when the ticket is created. SLA is not calculated for those tickets

which are in "PENDING" internal state or any external state created under "PENDING".

SLA will not be calculated for the existing tickets (created before changing, even if SLA
Configuration for any metric or Holiday Configuration or Office Hour Configuration is changed

until their state, priority, or queue is changed.

If the duration of any SLA time metric is stretched between two days having different working

hours, SLA will be calculated as per the changing working hours.
6.2.3.3 Example

Suppose Supervisor has provided following values for the different time metrics.

Assign Time SLA: 1 hour
First Response Time SLA: 2 hour

Resolve Time SLA: 15 hour

Following is the details of three days.

Day |Status Working Hours

Day 1| Working 9 AM to 10 PM
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Day |Status Working Hours

Day 2 | Not Working (Holiday) | --

Day 3 [ Working 11 AMto 11 PM

Suppose an agent has opened a ticket at 5 PM on Day 1. Then, following will be the expected

SLA breach timings for this ticket.

Assign  Time SLA will breach within 1 hour at = 6 PM on Day 1
First Response Time will breach within 2 hour at = 7 PM on Day 1

Resolve Time SLA will breach within 15 hours at =9 PM on Day 3

Suppose after creating the ticket, Supervisor has changed "Resolve Time SLA" to 10 hour.
Now, "Resolve Time SLA" has to be breached on 4 PM, but it will not be changed for this ticket

until its priority, state, or queue is changed.

6.2.4 SLA Limits

6.2.4.1 SLA Lower Limit

The minimum lower limit of any SLA metric that you can enter from Ul of the tickets in

Interaction Campaign is 1 second.
6.2.4.2 SLA Upper Limit

The maximum upper limit of any SLA of the tickets in Interaction Campaign has been
restricted to "2 years." If the tickets having more than 2 years of SLA, then (instead of showing
after which number of days its SLA will expire), the system will not compute the exact SLA
duration and will only display ">2 years" after which the SLA will expire. Even in the case of
PENDING STATE tickets, the SLA expiry duration will be displayed as ">2 years."
If the SLA is breached or not achieved, then "Was due more than 2 years ago" will be displayed

as the SLA duration on mouse hover on the tickets having SLA for more than 2 years.
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6.2.5 Configure SLA Time Metrics

Perform the following steps to configure the SLA Time Metrics.

1.

If you want to configure the SLA Time Metrics for the entire campaign, keep "Enable

Queue Level SLA" unchecked.

For any time metric, you can configure the provide any time duration in minutes,

hours, days, and months.

The days and month are defined as the Holiday and Office Hour Configuration defined
at queue level. If it is not available at queue-level, the campaign-level Holiday/Office
Hour Configuration is used. Again if it is not available at campaign-level, the system
level Holiday and Office Hour Configuration is used.

The supervisor can configure the queue-level Holiday and Office Hour Configuration,

whereas the Administrator can do it at the Campaign-level and System-level.

Priority Assign time
High 10 Min(s)
Hourls)
Medium ao
Day(=]
Low 00 Month(s)

Figure: Time Options

3. You can modify the timing options for all time metrics for all priorities.

[] Enable Queue Level SLA Priority Assign time First Response Time Resolve Time
Testinteraction
High 10 Min(s) 45 Min(s) ~ 1 Dayls) ~
Medium 135 Min(s) ~ 2 Hour(s) v 2 Dayls) ~
Low 30 Min(s) ~ 3 Hour(s) v 3 Dayls) ~
) D

Figure: Configured SLA Time Metrics for the entire Campaign
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6.2.5.1 Configure SLA Time Metrics for Queue-level

If you want to configure the SLA Time Metrics separately for each queue in the campaign,

check "Enable Queue Level SLA". It will list the queues under the campaign in the left side.

Enable Queue Level SLA Priority Assign time First Response Time Resolve Time

TestInteraction
High 00 Min(s) oo Min(s) 00 Min(s) ~
Search Q — — —
Medium 00 Min(s) oo Min(s) ~ 00 Min(s) ~
TestInteraction2

Low 00 Min{s) ~ 00 Min(s) ~ 00 Min(s) ~

Figure: Queue-level SLA Configuration

Supervisor can click the Campaign or the queue to access the SLA Time Metrics. The
Supervisor can perform the above-listed steps to configure the SLA Time Metrics separately

for each queue.

The Queue-level SLA Configuration will override the configuration done at campaign-level. If

queue-level SLA configuration is not available, the campaign-level configuration will be used

in the queue.

6.2.5.2 SLA Escalation Configuration

Here, Supervisor can configure the settings for sending notification to a recipient, who will

handle the escalations whenever any SLA time metric is breached for any ticket.

SLA Escalation Configuration

Mail Sender Id Mail Sender Password Mail Receiver Id

mailsender@domain.com ansnrnee supervisor@domain.com

Properties
Key* Value*
LA Value i0

Figure: SLA Escalation Configuration

Here, the Supervisor has to provide the following inputs.

o Mail Sender ID: Provide the email address of the sender of the email.
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e Mail Sender Password: Provide the password of the provided sender's email address.

 Mail Receiver ID: Provide the email address of the receiver, who will handle the SLA

breaches.

e Properties: You have to enter the following script that will let the system send email.

"1l":{"mailSender":"<sender email ID>","mailSenderPassword":'"<s
ender email pwd>", "mailReciever":'"<receiver email ID>",6 "host":
"<sender smtp server>","port":"<sender email smtp port number>
","loginRequired": "<true_ false>","mailServerprops":{"mail.smtp
.socketFactory.class":"javax.net.ssl.SSLSocketFactory", "mail.s
mtp.port":"<sender mail smtp port number>","mail.smtp.host":"<
sender smtp address>","mail.smtp.starttls.enable":"<enable ssl
_true false>","mail.smtp.auth":"<enable auth true false>",6 "mai
1l.smtp.ssl.checkserveridentity":"<identity true false>",6"mail.

smtp.ssl.trust":"*"}}}"');

Replace the following parameters.

Parameter Required Value

<sender_email_ID> Email ID of Sender

<sender_email_pwd> Password of the Sender's Email Address.
<receiver_email_ID> Recipient Email Address
<sender_smtp_server> SMTP Server of the Sender's Email Address

<sender_mail_smtp_port_number>| Port Number of the SMTP Server.

Enter "True" if your SMTP Server needs SSL or
<enable_ssl_true_false>
TLS security.
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Enter "True" if your SMTP Server rqgeuires
<enable_auth_true_false>
authentication.

Enter "True" if your SMTP Server rqgeuires
<identity_true_false>
Identity Authentication.
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6.2.6 Manage Email Notifications in Interaction Campaign

Here, Supervisor can configure the Email Notifications that will be delivered to the

customers.

=r2>c Queues Users Acronyms SLA  Email Notifications  Holiday/Office Hours

Customer Notification
[[] Queue Level Email Notification Gl ) (2D
Ic New ticket creation () Configure @D

New Ticket Creation (Non Office Hours) () Configure (I

Agent Closes A Ticket (3 Configure (I

Figure: Manage Email Notifications

Supervisor can configure the email notifications for the following three events.

1. New Ticket Creation: Whenever a new ticket is being created, the notification email
will be sent to the customer. The email contains the information which is being

configured in it.

Additional Information:

Hover the mouse over L2 jcon to view the basic notification which indicates that "if
the media profile is same as inbound campaign, then change the media profile". It
means that the supervisor has to use some other media profile which has been used

in the inbound campaign.

MNew ticket creation G If *':’:cis profile is same as inbound, please define an alternate
profile as well

Figure: Further Information for New Ticket Creation
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2. New Ticket Creation (Non Office Hours): Whenever a new ticket is being created in
the non-office hours defined in system, the notification email will be sent to the

customer. The email contains the information which is being configured in it.

Additional Information:

Hover the mouse over L icon to view the basic notification which indicates that "if
the media profile is same as inbound campaign, then change the media profile". It
means that the supervisor has to use some other media profile which has been used

in the inbound campaign.

Mew Ticket Creation {Nﬂﬂ Office HOUI"S] G Ffr;:lailz :n':;flls t zame as inbound, please define an alternate
5 W

Figure: Further Information for New Ticket Creation (Non Office Hours)

3. Agent Closes a Ticket: Whenever the agent changes the status of the ticket to close
state, a notification email will be sent to the customer, which consists the

information configured in the mail.

Additional Information:

Hover the mouse over L icon to view the basic notification which indicates that "if
the media profile is same as inbound campaign, then change the media profile". It
means that the supervisor has to use some other media profile which has been used

in the inbound campaign.

A.gent Closes A Ticket G Ffr*n:laili :r::lls t zame a5 inbound, please define an alternate
5 W

Figure: Further Information for Agent closes a Ticket

6.2.6.1 Configure Email Notification for an Event

Perform the following steps to configure the "Email Notification" for any event.
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1. Click the row or "Edit" link for any event. A section slides down that contains the email

fields.

= aveva Monitor ~ Manage ~ Workbench  Reports  Voicelogs  More v OutboundCamp... ¥

Queues Users Acronyms SLA  Email Notifications  Holiday/Office Hours

Customer Notification cancel) 8

[] Queue Level Email Notification

InteactionCampaign New ticket creation () Configure @D
Media Profile Attemate Media Profile
Seme as inbound media profile v Select alternate media profile v
~£l B rlu s | x| T|L = | = ~LllE|l=E|l=E=sE|l=|= - aT =~ @
T15 || T Roboto - @ |8 -8B+ |8

Dear Sir/Ma'am
Your request has been registered with us on Ticket ID {{ticket:Ticket Id}} on {fticket:Creation Date}}.

Our representative {{ticket:Assigned User Id]} is working on it and will try to resolve your request by {iticketTime to Resolve SLA breach}, as determined by our
Resolutien SLA of {fticket:Resolution SLA}}.

Thank You for your patience.

Configure (I

New Ticket Creation (Non Office Hours) (O

Configure (I

Agent Closes A Ticket

Figure: Configure Email

2. Select the media profile, specifically email media profile, from which you want to send

the email.

3. Select the alliterate media profile, again an email media profile, which will be used to

send the email if it could not be sent from the primary one.

4. You can type the message in the text area and use the provided tools to format the

text, insert the image, and insert any hyperlink.

5. Click "Insert Placeholders" button to access the placeholders in the following pop-up.
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Placeholders x

Customer Fields Ticket Fields Custom Fields

i’ . My
L Twitter | |

. o w o o T o Y
Timezone | | Facebook ) [ Phone2 ) [ Mame ) [ Phone3 ) [ Phoned )
kN AN AN AN AN AN A

~

- -
- 7 o Y
| Phone5 ) ( Email ) [ Phonel )
h ~ p -~ M, -

Figure: Placeholders

It contains the following placeholders.

e Customer Fields: Use this tab to insert the following customer-related

placeholders.

Twitter

= Timezone

» Facebook

* Phone1

* Phone2

* Phone3

* Phone4

* Phone5

= Name

= Email
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o Ticket Fields: Use this tab to insert the following ticket-related placeholders.
» Ticket ID
» Subject
» Internal State
» External State
» Priority
» Assigned User ID
* Queue Name
= Campaign Name
» First Response SLA
» First Assigned SLA
» Resolution SLA
» Recent Public Note
» Creation Date
* Modified Date
» Resolve Date
» Transfer Reason
» Time to First Assign SLA Breach
» Time to First Response SLA Breach
» Time to Resolve SLA Breach

o Custom Fields: Custom Fields are those which are defined by the

Administrator at the Process-level (in "Process Settings") in its Administrator

Console.
Click the required placeholder to place it in the email.
6. Click "Save" to save the email configuration.

6.2.6.2 Enable or Disable Email Notification Configuration

Copyright © AMEYO 2020 | Page 289



Ameyo 4.81 GA Supervisor Manual

Click switch to enable the Email Notification for any event.
To disable the Email Notification for any event, click switch.
6.2.6.3 Queue-level Email Notification Configuration

If you want to configure the Email Notifications separately for each queue in the campaign,
check "Enable Queue Level Email Notification". It will list the queues under the campaign in

the left side.

= NewProcess > Inteaction... Queues Users Acronyms SLA  Email Notifications  Holiday/Office Hours

Customer Natification cncel ) D

Queue Level Email Notification

InteactionCampaign New ticket creation

InteactionCampaign
a

New Ticket Creation (Non Office Hours) Configure (D

Search

Agent Closes A Ticket (O Configure (D

Figure: Queue-level Email Notification Configuration

Supervisor can click the Campaign or the queue to access the Email Notifications for the
campaign or the queue. The Supervisor can perform the above-listed steps to configure the

Email Notifications separately for each queue.

The Queue-level Email Notifications Configuration will override the configuration done at

campaign-level. If queue-level configuration is not available, the campaign-level

configuration will be used in the queue.
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6.3 Manage Inbound Campaign

Supervisor can manage the inbound campaigns in which it has been assigned.

B AmMEVO  Monitor  Manage  Workbench  Repors  Voicelogs  More : ~ Available v
= NewProcess > InboundCa Call Details  Voice Mail Queues Users Lead Management Callback Prompt  Holiday/Office Hours
(" Download )
Call Details{10) Search Y 7
UserNeme  UserlD  Listen  Scoring  CustomerDetails  Date Added PhoneNo  Call Type Customer Status Disposition Customer Talk Time ~ Hold Time  Call Res:
B 1 <) =7 08/01/2020 18:58:46 1001 inbound.calldial  CONNECTED Echo 00:11 00:00 SUCCESS
al al LD] 2 08/01/2020 12:57:10 1001 inbound.calldial  CONNECTED Customer notable to hear  00:10 00:00 SUCCES,
51 1 <) =7 08/01/2020 1&:57:04 1001 inbound.calldial  CONNECTED Foreign Lenguage 00:06 00:00 SUCCES
al al L D) 2 08/01/2020 18:56:30 1001 inbound.calldial  CONNECTED Canference disconnection 0005 00200 SUCCESS
B 1 L D] 2 08/01/2020 12:56:16 1001 inbound.calldial  CONNECTED Conference DTMF 00:03 00:00 SUCCES,
s1 1 LD] =] 08/01/2020 18:5522 1001 inbound.calldial  CONNECTED Customer notable to hear 0004 00:00 SUCCES,
al al <) =74 08/01/2020 18:55:19 1001 inbound.calldial  CONNECTED Canference voice breakage  00:14 00:00 SUCCES
B 1 LD] 2 08/01/2020 18:5506 1001 inbound.calldial  CONNECTED Voice breakage 00:05 00:00 SUCCESS
al al LD] =1 08/01/2020 18:5452 1001 inbound.calldial  CONNECTED Customer volume too low 0007 00:00 SUCCES,
s1 51 LD] 2 08/01/2020 18:5402 1001 inbound.calldial _ CONNECTED Callback 00:19 00:00 SUCCES!
110010

Figure: Manage Inbound Campaign

It contains the following tabs.
e Call Details: Here, the Supervisor can view the call details. Know more...

e Voice Mail: Here, the Supervisor can access the Voice Mails left by the customers

when the customer was not attended because of any reason. Know more...

e Queue: Here, the Supervisor can add, edit, and delete the queues in the Interaction

Campaign. Know more...

e Users: Here, the Supervisor can assign or unassign the users in this campaign. The

Supervisor can also manage the skills of the users. Know more...

+ Lead Management: Here, the Supervisor can enable or disable the lead, map a lead

to any queue, and view the lead summary.Know more...
o Callback: Here, the Supervisor can add and manage the callbacks. Know more...

o Prompt: Here, the Supervisor can manage the Prompts. Know more...
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Holiday/Office Hour Configuration: Here, the Supervisor can manage the Holiday

Configuration and Office Hour Configuration. Please refer to "Holiday/Office Hour

Configuration" Page of "Chat Campaign". Know more...
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6.3.1 Call Details

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

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

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

= amevo Monitor Manage  Workbench Reports Voicelogs ~ More v OutboundCamp... ¥ i = Available
= MewProcess > InboundCa. Call Details  Voice Mail Queues Users Lead Management  Callback Prompt  Holiday/Office Hours
Download
Call Details(15) | Search T 7
User Name User ID Listen Scoring Customer Details Date Added Phone No Call Type Customer Status isposition Customer Talk Time Hold Time Call
v ooal al © =7 08/01/2020 1857:10 1001 inbound.calldial  CONNECTED Gustomer notable to hear ~ 00:10 0000 Su

B Thisis the testing note

al al ‘D ?} 08/01/2020 18:55:19 1001 inbound.calldial CONNECTED Conference voice breakage  00:14 00:00 Sui
al al ‘D ?/ 08/01/2020 1&:54:52 1001 inbound.call.dial CONNECTED Customer velume too low 00:07 00:00 Su
al al ‘D ?f 08/01/2020 18:53:47 1001 inbound.calldial CONNECTED Agent volume too low 00:24 00:00 su
al al ‘9 E/‘ 08/01/2020 18:48:07 1001 inbound.call.dial CONNECTED Sale 00:04 00:00 Su
al al ‘D E; 08/01/2020 18:47:49 1001 inbound calldial CONNECTED Abrupt disconnection 00:08 00:00 Su
al al ‘D ?/ 08/01/2020 18:46:27 1001 inbound.calldial CONNECTED Echo 00:05 00:00 Su
al al ‘D ?f 08/01/2020 1846:16 1001 inbound call.dial CONNECTED Sale 00:03 00:00 Su
al al ‘D ?f 08/01/2020 18:46:02 1001 inbound.calldial CONNECTED Foreign Language 00:06 00:00 su
1-100f 15 >

Figure: Manage Inbound Campaign

6.3.1.1 Filters

L

The Supervisor can click icon to filter the call details.
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User List Q Call Type Q
[ ata [] oB-Manual Dial
[ a2 (a2) [] oB-Auto Dial
D analyst (analyst) D OB-Auto Preview Dial
st [] oB-Callback
I:‘ OB-Manual Preview Dial
I:‘ Transfer Campaign
[ Transfer Phane
Date Range Phone Number
() Start With
IZEZI Exact Match
Enter Number

Disposition Status

[] callback

I:‘ Sale

D Foreign Language
D Already hungup

I:‘ Abrupt disconnection

I:‘ Echo

[ Customer not able to hear

() End With

() AnyOceurance

Customer Status

[] raiLep

] Busy

[] No_ANSWER
[] coNNECTED
[] caLL_orop
[] cALL_HANGUP
[ amD

Talk Time Duration

To

L JL_1 |

Seconds Minutes Seconds

From

Minutes

Scored Calls
I:‘ Unscored

I:‘ Scored

Clear | Cancel Apply

Figure: Filter Call Details

It contains the following filters.

1. User List: Supervisor can select the users for whom the supervisor wants to fetch the

call details.

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

whether it was OB Manual dial, OB Auto Dial, Transfer to phone, etc.

3. Disposition Status: Supervisor can also filter out the call details on the basis of

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

4. Customer Status: Supervisor can filter the data on the basis of the status of the call,

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

The Supervisor can click the search icon for any filter to convert the top header into

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

value in the list.

5. Date Range: Supervisor can also filter out the data on the basis of date range, that

is, the supervisor can select the date by entering the range in From and To respective

text boxes. Once you selected the date from the opened calendar, the default time

corresponding to that date is also picked.
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« < 2020 Mar
w T F

24 2

1w 17 18 19

23

Time
12:00

> = w ¢ 2020 Mar > »

S S M T W T F S S
29 1
7 8
14 15
21 22

E 26 27 28 29

30 AN 1 2 3 4 5

Time
12:00

25/03/2020 | 12: 00

() Start With

25/03/2020 | 12: 00

'.'.:'.' Exact Match

Enter Number

Queues Users Lead Management

Callback Prompt Holiday/Office Hours

T 7

Dispasition Status Q Customer Status Q
[ caliback [] raeD
[] sale [] zusy
|:| Foreign Language |:| NO_ANSWER
[] Already hungup [ conmecTeD
[ Abrupt disconnection [] caLL_prop
[ Echo [ caLL_HANGUP
[ Customer not able to hear [1 amD

Talk Time Duration
N End With From To
R [ | | 1 |
N Minutes Seconds Minutes Seconds
'.'_'.' AnyQccurance

Scored Calls

I:‘ Unscored

|:| Scored

Clear  Cancel Apply

Figure: Date Range Picker

6. Phone Number: Supervisor can also filter the data in terms of following phone

number patterns.

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

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

B. End With: Enter the last digits of the phone number to filter out the records,

for example, 4343, 6344, etc.

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

example, 1234, 3456, and others.

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

34,87, and others.

7. Talk Time Duration: Supervisor can filter out the data by selecting the specific call

time duration. For example, if it wants to fetch the incoming and outgoing calls in

which call time duration was between 40 to 60 minutes, then the supervisor can

enter the range in the respective text boxes.
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8. Scored Calls: Supervisor can filter for those calls whose scores have already been

provided. The supervisor can select either the Unscored or the scored calls.

9. attribute based: Supervisor can select the attribute- based upon the defined

filterable field in the table creation.

8.

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

are mapped.

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

administrator.

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

the following three operators.

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

values.

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

have the exact match to the applied content.

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

which do not have the match to the applied content.

D. Starts with: It will filter those content, in which the entered attribute

starts with.

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

ends with.

¢ Now, enter the value for which you want to filter the calls in the values column.
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User List Call Type Disposition Status Customer Status Q
[ ata) ] oB-Manual Dial [ caliback [] ranep
[ a2 (a2) ] OB-Auto Dial [] sale [ ausy
|:| s1(s1) D OB-Auto Preview Dial D Foreign Language |:| NO_ANSWER
[ s262) [] oB-Callback [ lready hungup [ conwecTeD
D OB-Manual Preview Dial I:‘ Abrupt disconnection I:‘ CALL_DROP
] Transfer Campaign [ Echo [ cALL_HANGUP
[ Transfer Phone [ Customer not able to hear [ amp
Date Range Phone Number Talk Time Duration
— — To
() Start With () End With | | I | |
B Minutes Zeconds Minutes Seconds
@ Exact Match 'Z:_:' AnyOccurance
Scored Calls
Enter Number
D Unscored
D Scored
Attribute Based
Attribute Operatar Value
phonel Contains ~ 9856 +
Attribute Operator Value
phonel Equals ™ 93569841233| = &
Clear | Cancel Apply

Figure: Attribute-Based Filter content

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

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

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

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

6.3.1.2 Operations

The Supervisor can perform the following operations here.

6.3.1.2.1 Download

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

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

After clicking on the "Download" button, a pop-up comes up. Click "Save" button to

download the voicelog. The name of the downloaded file is "CallDetails" by default.

However, you can change the name of the file.

Copyright © AMEYO 2020 |

Page 297




Ameyo 4.81 GA Supervisor Manual

€& Save hs o

i * » This PC » Downloads » v Search Downloads el

| Refresh "Downloads” (F3) |
Organise - Mew folder - v 9

! This PC ~ MName Date modified Type

_J 3D Objects
[ Desktop
Documents
* Downloads
Jﬁ Music

[&] Pictures

E Videos

i Local Disk (T3]

- Local Disk (D:)
W £ >

File name: | CallDetail v|

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

4 Hide Folders | Save | | Cancel |

Figure: Downloading Pop-up

Before clicking on the save button, the supervisor can also change the name of the voicelogs.

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

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

6.3.1.2.2 Voice Log Search

The Supervisor can use the search bar to search for any voice log. The supervisor can search
the voicelog with the user's name or with the phone number. Enter anyone in the search

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

Call Details(1) | 9874563210 x Y 7

Seme search reults may not be visible as few columns are marked as hicden.

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

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

6.3.1.2.3 Listen to Voicelogs

Supervisor can listen to the voice logs by clicking on © icon, the supervisor can listen to

the connected call, and a pop-up will appear at the bottom of the page, using which the user

can download, increase/decrease volume along with other features like forward/reverse,

©

mute/unmute, pause/un-pause the call. Hover your mouse cursor on icon to use the

speaker-related options like call volume and mute/unmute the calls.

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

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

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

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

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

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

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

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

1-10 of
b 002/55 m—— ) ¥

Figure: Play Voicelog

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

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

will be paused, and hence whenever the supervisor returns to the same page, the voicelog

can be started to wherever it was paused, hence no need to restart it.

6.3.1.2.4 Scoring

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

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

Figure: Provide Remarks to Voicelog

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

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

been done.
3. Call Id: It shows the call-id of the call. Ameyo generates the call-id for every call.
4. Call Duration: It shows the total duration of the call.
5. Comment: Supervisor can provide the comment to the call in the comments box.

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

listen to the call log.

7. Download Voicelog: Supervisor can also download the voicelog and listen to them.

Il 005/059 @ o) *

Click icon to download the

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

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

€ savess >
+ ; » This PC » Downloads v O Search Downloads 0

Organise « Mew folder = - 0

@ ThisPC ) Mo items match your search.
) 3D Objects
[ Desktop
Documents

; Downloads

J’ Music

& Pictures

E Videos

e Local Disk (C:)

= Local Disk (D)
]

File name: | 1007_a1_2018-08-02-10-50-30 v|
Save as type: | MP3 Format Sound ~ |
A Hide Folders Save | | — |

Figure: Downloading Pop-up

Before clicking on the save button the supervisor can also change the name of the

voicelogs.

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

browser is set not to ask before downloading a file, then the pop-up will not come

up.

8. Parameter Name: It shows the list of the QA Parameters which are created to

provide the ratings to the agent.

9. Quality Type: It represents the quality type of the QA Parameters, (here we have the

QA parameters in Range types).
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10. Parameter Value: It shows the QA value which is provided by the administrator to

rate the call for QA Parameters.

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

the rating. It can be provided individually for each parameter name.

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

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

6.3.1.2.5 View CRM

icon to see the customer's detail in the CRM, which was filled by the agent at

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

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

Figure: Customer details in CRM

On this screen, the supervisor can see the complete details of the customer. If the agent
does not fill the details, then the supervisor can edit any customer's information from this

screen as well. After editing, click "Save" button to save the provided information.

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

call notes of that call.

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

details bar.

Date Added Phone No Call Type Customer Status

Vool al ‘D 5 08/01/2020 18:57:10 1001 inbound.calldial CONNECTED Customer not able to hear 00:10 00:00

B Thisis the testing note

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

Figure: Call Notes

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

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

individual users.

6.3.1.4 Customize the View

The Supervisor can click L£ icon to use the settings of the Call Details.
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Select the columns
Search SELECTED COLUMMNS

Agent Talk Time o User Name

D Attempt Time

[ callip 3 UseriD

Call Result & Listen «

Call Type

[ ] campaign Id 3 Sconng *

Customer Details

|:| Customer ID 3 Customer Details b4

Customer Status S Date Added »

Customer Talk Time

Date Added % Phone No x

|:| Dialling Comments

Disposition ® Call Type *

[ Hamann Manea u
Cancel m

Figure: Settings Call Details

Supervisor can manage the display bar menu present at the top of the page. Settings icon

helps the supervisor to sort the menu listings bar.

Check the boxes to see only those filters which are useful for the supervisor and helps him

to monitor the agents.

Inthe right part of the section, the user can click and hold ¥ iconand drag a column upward

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

to select or deselect the colums.

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

mouse over the username of the user.

User Mame User ID Listen

agent agent ‘ '}
Executive
Mame: agent agent *i)
IO agent

agent agent ‘D

Figure: User Card

The user card contains the user-role, username, and userID.
6.3.1.6 Columns

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

4, Listen: It is a clickable entity that allows you to listen to the voicelogs(explained

above).

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

call(explained above).

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

the customer in the CRM.(explained above)

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

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

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

been saved in the CRM.
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9. Phone No: It shows the phone number of the agent through which the call has been

10.

11.

12.

13.

14.

15.

6.

17.

18.

19.

20.

21.

handled.
Call Type: It shows the type of call.

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

Ameyo automatically.

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

that the customer picks the call and "BUSY" means that the customer did not pick up

the call.

Dialling Comments: It shows the comments which have been inserted by the agent

while calling to the customer.

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

campaign/queue or not.

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

disconnected.

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

has been disconnected.

Hangup Cause Code: It shows the cause code for the Hangup Details and Hangup
Cause for which the call has been disconnected. This Hangup code is based upon the

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

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

put the call on hold or not.

Disposition: It shows the type of disposition which the agent saved after

disconnecting the call.

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

and customer.

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

hold time for which the call has been put on hold.
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22.

23.

24,

25.

26.

27.

28.

29.

30.

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

agent.

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

agent.

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

from which the call has been dialed to the customer.

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

attempted to dial.

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

customer or there was some error while dialing the call.
IVR Time: It shows the total duration of the call when the call was in the IVR.

Setup Time: It is the total time that is taken to connect both numbers, that is, the

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

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

user.

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

consists of the total duration spent by the agent on call for all the customers.
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6.3.2 Voicemail (Licensable)

In the Inbound Campaign, Voicemail are those Voice Messages which are left by the
Customers when they were not connected to the agents because of any reason. "Voicemail"

Tab lets the Supervisor fetch and listen to these Voicemails as per user, queue, or campaign.

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

Voicemails should be configured by the Administrator first at System-level and then at

queue-level.

Il
z

ewProcess * InboundCa.. Call Details  Voice Mail Queues Users Lead Management Callback Prompt Holiday/Office Hours

context
Choose Cantext Type v Al

From To

Voicemail List(0)

Date Added

No Data Available

Figure: Voicemail

Perform the following steps to fetch the voicemails.

1. In "Context" drop-down menu select any of the following values. "Context Name"
drop-down menu populates the values as per the value selected in "Context" drop-

down.

A. User: Select it to fetch the voicemails related to a selected user. After selecting
it, "Context Name" drop-down menu lists all users assigned to the campaign.

Select the required user.
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context Context Name

User v testpal hd

testpal
test123
analysti
test]24
testpal

Testl

s

Figure: Select User

B. Queue: Select it to fetch the voicemails for a queue. After selecting it, "Context
Name" drop-down menu lists all queues of this campaign. Select the required

queue.

context Context Name

Queus v Testi v

Testl

Test2

Figure: Select Queue

C. Campaign: Select it to fetch the voicemails for this campaign. After selecting

it, "Context Name" drop-down menu lists the name of current campaign only.

context Context Name

Campaign v Testlnbound v

Testinbound

Figure: Selected Campaign

2. In "Status" drop-down menu, select any of the following options.
A. All: Select it to fetch all voicemails whether they have been read or unread.

B. Read: Select it to fetch only read voicemails.
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C. Unread: Select it to fetch only unread voicemails.

3. Dial Date (Optional): Select it to fetch the voicemails recorded in the system

between the duration of provided "From" and "To" dates. After selecting it, perform

the following steps.

A. Click "From" text field and select a date from the calendar.

Dial Date
01/10/2019 311072019
w g 2019 Oct » o» w g 2019 Oct » o»

=
—
=
—
-
w
w
=
—
=

T F 5 5

(7%}
(=]
P
[¥¥)
E-S
(¥, }
(3]
—
P

3 4 3 6
T 8 9 1£|. m 12 13 T 8 9 1.{|. n 12 13
4 15 1w 17 18 19 20 4 15 1w 17 18 19 20
21 22 23 24 25 26 27 21 22 23 24 25 26 27

28 29 30 3N 28 29 30“ 1 2 3

b L 8 9 10

Figure: Select "From" and "To" Dates

=
[ 2}

B. Click "To" text field and select a date from the calendar.

4. Source Phone (Optional): Enter the source phone number to fetch the voicemails

generated from the provided source phone number only.

5. Destination Phone (Optional): Enter the destination phone number to fetch the

voicemails at the provided destination phone number only.

6. Click "Fetch" button to fetch the voicemails.
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= VAPT > Vapt_In Call Details  Voice Mail Queues Users Lead Management Callback Prompt Holiday/Office Hours
context Context Name Status

Campaign v~ Vaptin ~ Al ~
Dial Date [] Source phane [] Destination phone

01/12/2019 30/01/2020

Voicemail List(S)

| | D Action Source phone Destination phone Date Added Voicemail Duration (sec)
O 1 RARRRRR AN 53456456436 20/01/2020, 19:23:47 9

O 2 9540592262 345435456456 2070172020, 19:24:58 5

O 3 9540592262 456456 20/01/2020, 20:09:25 9

O 4 0 9540592262 456456456 20/01/2020, 20:10:56 6

O 5 0 2222 54545 21/01/2020, 13:48:30 026

Figure: Fetched List of Voicemails

Fetched list of voicemails contains the following column information.

1. ID: It shows the ID of the fetched voicemails. Each voicemail has a unique ID

generated by Ameyo itself.
2. Action: From the Actions column of the voicemail, the supervisor can listen to the

voicemails. Click EI icon to listen the voicelog. A pop-up is arised.

p 0:00/0:08 L D]

4

Figure: Listen the Voicemail

The supervisor can download the voicemails as well. Click the download button and

the downloading pop-up comes up.
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¢ Save As b
u <« manual * supervisor » 47 v O Search 4.7 2
Organise « Mew folder = - o
~
E This PC

Mo items match your search.
) 3D Objects

I Desktop
Documents
; Downloads
J’& Music

&=/ Pictures

H Videos

e Local Disk (C:)

- Local Disk (D)
W

File name: | 3232_456456456_2018-09-16-15-43-09 w

Sawve as type: | Wave Sound ~

» Hide Folders Cancel

Figure: Download the Voicemail

Click "Save" button to save the voicemail, else click "Cancel" button to cancel the

downloading of the voicemail.

3. Source Phone: It shows the source phone number through which the call has been

dialed.

4. Destination Phone: It shows the destination phone number on which the call has

been received at the customer side.
5. Date Added: It shows the date and time on which the voicemail has been created.

6. Voicemail Duration: It shows the total duration (in seconds) of the voicemail.

The supervisor can perform the following operations on the fetched list of the voicemails.

1. Mark as Read: Select the voicemail and click "Mark as Read" button to mark the

selected voicemail as read.

2. Mark as Unread: Select the voicemail and click "Mark as Unread" button to mark the

selected voicemail as unread.
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3. Delete: Select the voicemail which you want to delete. A confirmation pop-up arised.

Delete X

Are you sure you want to delete 7

Figure: Deleting the Voicemail

Click "Yes" button to delete the voicemail permanently, else click "No".

The deleted voicemail can not be retrieved from in any manner.
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6.3.3 Lead Management in Inbound Campaign

It contains only "Manage Leads" tab. Here, the Supervisor can see all leads (ID and Name),

which are already created in the Process Settings.

= P12 InboundC... Call Details  Voice Mail Queues Users Lead Management Callback Prompt Holiday/Office Hours

Manage Lead
Refresh | @D (Lead summary )

=1 Defaultlead e Mothing Selected S

[m] 3 Lead 2 Asia/Kolkata (e ) Nothing Selected v T

Figure: Lead Management in Inbound Campaign

Here, Supervisor can perform the following operations.

6.3.3.1 (Licensable) Map Lead to any Queue

Ask your administrator for the license of this feature. For any lead, select a queue and click
"Apply".

6.3.3.2 Enable or Disable the Lead

Click switch to enable the lead.

Click switch to disable the lead.

6.3.3.3 User Mapping

The supervisor can map the agents in to the leads. Click "---" icon and a modal is displayed.

Select the users and assign the users in to that lead.
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User Mapping x
Lead 2
Available Users(3) Assigned Users(1)
| User ID User Name | User ID User Name
O al al O s1 s1
O a2 a2
O s2 s2

Figure: Assign or Un-Assign Users in Lead

6.3.3.4 Time Zone
It shows the time zone in which the lead is assigned into.
6.3.3.5 View Lead Summary

Select the leads and click "Lead Summary" to view and download the lead summary. It shows

the following pop-up.

Lead Summary X

Lead Status Disposition Count

lead1 ATTEMPT_FAILED -- 3

lead1 NOT_TRIED -- 39278

One ATTEMPT_FAILED -- 3

One CALL_DROP -- 327

One CALL_NOT_PICKED wrap.timeout 1

One COMMECTED Abrupt disconnection 5

One COMMECTED Agent volume too low 1

1-10 of 15 2

Figure: Lead Summary
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Click "Extract" in this pop-up to save the Lead Summary as a CSV file on the disk. It shows the

following dialog box.

€ Savess >
“— v « csy » newlead w | 0 Search newlead 2
Organize + Mew folder B-: = (7]
A - .
g This PC Mame Date modified Type
1 3D Objects Mo items match your search.
I Desktop
Docurnents
; Downloads
Jﬁ Music oo Il 2 3
File name: | LeadSummary v|
Save as type: | Microsoft Excel Comma Separated VYalues File w |
~ Hide Folders save | | Cancel |

Figure: Lead Extraction

Select the location and provide a name to the file. Click "Save" to save the lead summary as

the file.
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6.3.4 Callback Management in a Campaign

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

Monitor Manage Workbench Reports Voicelogs ~ More v doc_sup ¥
= 011 > a¢ ect Call Details  Voice Mail Queues Users Lead Management Callback Prompt Holiday/Office Hours
(upload ) Refresh
Call Back List(10) 2T
| | Callback |d Phone Customer ID Rescheduled Time Scheduled For (User) Scheduled Time User ID User Role Last Updated by Time Added Self Callback
O d156-5e05f3a8-cm-2 0 01/01/2020, 11:57:00 aa2 01/01/2020, 11:57:00  aa2 Executive doc_sup 30/12/2019, 11:58:05  Yes
O d156-5e05f3a8-cm-0 0 30/12/2019, 12:23:02 28/12/2019, 22:23:00 testGM1 27/12/2019, 22:23:24  No
O d156-5e05f3a8-cm-1 o 30/12/2019, 12:23:02 28/12/2019, 22:23:00 testGM1 27/12/2019, 22.23:46  No
O d156-5205f3a8-cm-6 0 01/01/2020, 11:16:00 agent_ 01/01/2020, 11:16:00  agent_ Professional-Agent  doc_sup 30/12/2019, 12:17:04  Yes
O d156-5e05f3a8-cm-3 0 01/01/2020, 12:38:00 gurpreet 01/01/2020, 12:58:00  gurpreet Professional-Agent  doc_sup 30/12/2019, 11:58:42  Yes
O d156-5¢05f328-cm-8 o 01/01/2020, 22:17:00 agent_ 01/01/2020, 221700  agent_ Professional-Agent  doc_sup 30/12/2019,12:18:16  Yes
O d156-52053a8-cm-4 L1 o 01/01/2020, 12:16:00 01/01/2020, 12:16:00 doc_sup 30/12/2019, 121624  No
O d156-5205f3a8-cm-7 12345 0 01/01/2020, 10:17:00 agent_ 01/01/2020, 10:17:00  agent_ Professional-Agent  doc_sup 30/12/2019,12:17:40  Yes
O d156-5e05f3a8-cm-9 34564 0 01/01/2020, 11:18:00 agent_ 01/01/2020, 11:18:00  agent_ Professional-Agent  doc_sup 30/12/2019, 12:19:31  Yes
O d156-5¢05f328-cm-10 34577654 O 01/01/2020, 10:19:00 agent_ 01/01/2020, 10:19:00  agent_ Professional-Agent  doc_sup 30/12/2019, 12:20:08  Yes
Figure: Callback Management in a Campaign
Supervisor can perform the following operations.
6.3.4.1 Add a Callback
Supervisor can add any callback by following the below steps.
H n n H
1. Click "Add Callback" button. It shows the following pop-up.
Add Callback X
Callback Date* callback time#
Testinbound dd/mmiyy hh:mm:ss
() User Select User v

Phone*

Customer Id

Figure: Adding a Callback
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2. Select the callback date & time (mandatory fields) from the calendar option.
3. Select any of the following callback types.

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

campaign in which Supervisor is logged in.

B. User: Select it if the callback has to be scheduled for a selected user. After
selecting user, select the user, for whom callback has to be scheduled, in the

drop-down menu.
4. Enter the phone number (mandatory field) on which callback has to be scheduled.
5. Enter the Customer ID, if applicable. Else, leave it blank.
6. Click "Save" button to save the callback details.

Multiple Callbacks can be scheduled here.

| Callback Id ne ‘Customer ID Rescheduled Time Scheduled For (User) Scheduled Time User ID User Role Last Updated by Time Added Self Callback

m} d315-5e056103-cm-0 9876343210 0 09/01/2020, 14:31:31 AM3 28/12/2019,13:01:00 AM3 Executive Carson 27/12/2018, 150117 No

O d315-5e05b103-cm-2 togsa7at2o: 0 09/01/2020, 14:32:08 - 28/12/2019,15:0400 - -- Carson 27/12/2019, 15:04:51 No

Figure: Added Callbacks

6.3.4.2 Edit Callbacks

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

button. A pop-up containing complete detail of the call comes up.
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Edit Callback x
Callback Date* callback time*
Inbound 29/06/2019 4:3
Callback Type
{:.:Z' Campaign Select User Y
Phone* Customer Id
12375 0
Why do you want to reschedule this callback?™
Close

Figure: Edit Callbacks

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

to fill it.

Click "Save" button to save the changes made.

6.3.4.2.1 Limitations for Editing callbacks

Following are some limitations of editing callbacks for the supervisor.

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

specific callbacks can be changed to campaign callbacks.

2. Supervisor cannot edit multiple callbacks at once. However, multiple callbacks can be

deleted at once.

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

comparatively higher speed and
6.3.4.3 Extract Callbacks

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

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

€ Save s 4
“— v A « cgy » callbacks v | () Search callbacks o
Organize » Mew folder S, 0
A - .
G OneDrive Mame Date modified Type
= This PC Mo items match your search.
_J 30 Objects
I Desktop
Documents
4L Downloads v < >
File name: | CallbackDetail —
Save as type: | Microsoft Excel Comma Separated Values File ~
# Hide Folders Cancel

Figure: Extract Callbacks

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

in afile.

6.3.4.4 Settings

The Supervisor can set callback configuration by clicking icon to access the callback

settings. It shows the following pop-up.
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Maximum Callback Days Callback Retry Time

[ 15 Days w | [ hins w |
Promote To Campaign Expiry Time Callback Reminder

| 2880 Mins vl |13 Mins v|

[ ] seff Callback Cancel LT

Figure: Configure Callback

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

using force dispose would be self callback by default.

2. Max Callback Days: Supervisor can define the maximum number of days after which

the callback would be deleted from the system.

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

available agent of the campaign).

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

case it is failed in the previous attempt.

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

scheduled callbacks.

6.3.4.5 Filter the View

Supervisor can click Ll icon to filter the callbacks.
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Scheduled For (User) Scheduled By .

I:' group (Group) I:' Group

[ ] a1a1) ] a1

[] a2 (a2) [] a2

|:| analyst (analyst) |:| analyst

[ ] s1(s1) [ s1

Scheduled within Added betweaen
« € 2020 Feb > » « 2020 Feb
M T W T F 5 5 M T W T F 5 5

2r 28 29 30 31 1 2 28 29 30 N 1 2

Med
|

3 4 5 6 7 4 9 3 4 =5 B 7 8 9

wm n 12 1’3 4 15 16 m n 12 1‘3 4 15 16

17 18 19 20 21 22 23 7 18 19 20 21 22 23

24 25 26 27 28 29 1 24 25 26 27 28 29 1

2 3 - 5 6 T a 2 3 < 5 6 7 8
Time Time

Figure: Filter Callbacks

It contains the following filters.
o Scheduled for (User): Select the users of which callbacks have to be displayed.

e Scheduled within: Select the time range in "From" and "To" for those callbacks which

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

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

are scheduled in the given time range.

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

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

date and time simultaneously.

Click "Apply" to apply the filters. After applying the filters, the Supervisor can click "Clear" to

clear the filter and restore the default view of the callbacks.
6.3.4.6 Delete Callback

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

the callback will not delete.

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

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

Figure: Delete Callbacks

6.3.5 (Licensable) Bulk Migration of Callbacks between Campaigns
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It is possible that those agents to which the callbacks are assigned has been moved to
another campaign due to any reason. In such cases, the callbacks assigned to such agents

can also be assigned back to them.
Perform the following steps.

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

the CSV.

Monitor  Manag Workbench ~ Reports  Voicelo: doc_sup v

> Call Details  Voice Mail Queues Users Lead Management Callback Prompt Holiday/Office Hours
(upload ) Refresh
Call Back List(10) -2 ¢
(] d136-5¢05f328-cm-2 0 01/01/2020, 11:57:00 a2 01/01/2020, 11:57:00  aa2 Executive doc_sup 30/12/2019, 11:58:05  Yes
O d156-5e05f3a8-cm-0 0 30/12/2019, 12:23:02 - 28/12/2019, 22:23:00 - - testGM1 27/12/2019, 22:23:24 No
] d136-5e05¢2a8-cm-1 0 30/12/2019, 12:23:02 - 28/12/2019, 22:23:00 - - testGM1 27/12/2019, 22:23:46  No
D d156-5e05f3a8-cm-6 0 01/01/2020, 11:16:00 agent_ 01/01/2020, 11:16:00 agent_ Professional-Agent doc_sup 30/12/2019, 121704 Yes
O d156-5e05f3a8-cm-3 w3 0 01/01/2020, 12:58:00 gurpreet 01/01/2020, 12:58:00 gurprest Professional-Agent doc_sup 30/12/2019, 11:58:42 Yes.
O d136-5¢05f2a8-cm-2 0 01/01/2020, 22:17:00 agent_ 01/01/2020, 22:17:00  agent_ Professional-Agent doc_sup 30/12/2019, 12:18:18  Yes
[m] d156-5e05f3a8-cm-4 AW AR 0 01/01/2020, 12:16:00 - 01/01/2020, 12:16:00 - - doc_sup 30/12/2019, 12:16:24 No
O d156-5e05f3a8-cm-T 12345 0 01/01/2020, 10:17:00 agent_ 01/01/2020, 10:17:00  agent_ Professional-Agent doc_sup 30/12/2019, 121740 Yes
D d156-5e05f3a8-cm-9 0 01/01/2020, 11:18:00 agent_ 01/01/2020, 11:18:00 agent_ Professional-Agent doc_sup 30/12/2019, 12:19:31 Yes.
O d156-5e05f3a8-ecm-10 w3 0 01/01/2020, 10:19:00 agent_ 01/01/2020, 10:19:00 agent_ Professional-Agent doc_sup 30/12/2019, 12:2008  Yes
Figure: "Manage Callback" Page
gure: g g
2. Select the callbacks that have to be downloaded.
Menitor  Manags Workbench Reports  Voicelogs  More v 1 doc_sup v
Call Details  Voice Mail Queues Users Lead Management Callback Prompt Holiday/Office Hours
Callback Id Rescheduled Time Scheduled For (User) Scheduled Time User Role Last Updated by Time Added Self Callback

/] d156-5e05f3a8-cm-2 . 0 01/01/2020, 11:57:00 aa2 01/01/2020, 11:57:00 aa2 Executive doc_sup 30/12/2019, 11:58:05 Yes
/] d136-5¢05f2a8-cm-0 L 1124456 0 30/12/2019, 12:23:02 - 28/12/2019,22:23:00  -- - testGM1 27/12/2019, 22:2324  No
[ /] d156-5e05f3a8-cm-1 . 7654463 0 30/12/2019, 12:23:02 - 28/12/2019, 22:23:00 - - testGM1 27/12/2019, 22:2346 No
O d156-5e05f3a8-cm-6 0 01/01/2020, 11:16:00 agent_ 01/01/2020, 11:16:00  agent_ Professional-Agent doc_sup 30/12/2019, 121704 Yes
E d156-5e05f3a8-cm-3 A0? 0 01/01/2020, 12:58:00 gurpreet 01/01/2020, 12:58:00 gurpreet Professicnal-Agent doc_sup 30/12/2019, 11:58:42 Ves
O d156-5e05f3a8-cm-8 0 01/01/2020, 22:17:00 agent_ 01/01/2020, 22:17:00 agent_ Professional-Agent doc_sup 30/12/2019, 12:18:16  Yes
] d136-5e05f3a8-cm-4 i 0 01/01/2020, 12:16:00 - 01/01/2020, 12:16:00 -~ - doc_sup 30/12/2019, 121624  No
[m] d156-5e05f3a8-cm-T 12345 0 01/01/2020, 10:17:00 agent_ 01/01/2020, 10:17:00 agent_ Professicnal-Agent doc_sup 30/12/2019, 12:1740  Yes
O d156-5e05f3a8-cm-9 0 01/01/2020, 11:18:00 agent_ 01/01/2020, 11:18:00  agent_ Professional-Agent doc_sup 30/12/2019, 12:19:31 Yes
D d156-5e05f3a8-cm-10 0 01/01/2020, 10:19:00 agent_ 01/01/2020, 10:19:00 agent_ Professicnal-Agent doc_sup 30/12/2019, 122008 Yes
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Figure: Selected the Callbacks

e The supervisor can select a maximum of up to 10,000 callbacks at a time.

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

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

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

|4

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

Extract Callbacks *

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

Reason for Deletion®

Cancel -::_ Download and Delete :‘-

Figure: Modal to Export and Extract the Callbacks

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

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

System.

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

option to change the name and path of the file.

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

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

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

following dialog box is displayed while saving the CSV file.
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& Save As x
“— v A « Windows (C) » Files » New w W] 2 Search Mew
Organize * Mew folder == - 0
Fay
wordpress-3.1. % Name Date modified Type
Jﬁ Music )
) Mo items match your search.
[&=] Pictures
B videos
e Windows ()
Backup
ESD
Files
data
Mew
w >
P
File name: | CallbackDetail v|
Save as type: | Microsoft Excel Comma Separated Values File ~ |
~ Hide Folders Save | ‘ Cancel ‘
Figure: Save CSV File
7. The following screenshot shows a sample CSV.
15 h f 30/12/201912:19:31 v
A | B | C | D | E | F | G | H | | J K | =
1 |Callbackid Phone Customer RescheduledTime UserName ScheduledTime UserlD UserRole LastUpdatedby TimeAdded SelfCallback
2 |d156-5e05f3a8-cm-6 98707 0 01/01/202011:16:00 agent_  01/01/202011:16:00 agent_ Professional-Agent doc_sup 30/12/201912:17:04 Yes
3 |d156-5e05f3a8-cm-8 12556 0 01/01/202010:17:00 agent_ 01/01/202010:17:00 agent_ Professional-Agent doc_sup 30/12/201912:18:16 Yes
4 |d156-5e05f3a8-cm-7 12345 0 01/01/202010:17:00 agent_  01/01/202010:17:00 agent_ Professional-Agent doc_sup 30/12/201812:17:40_Yes
5}d155—5&05f3a&-cm-9 34564 0 01/01/202011:18:00 agent_  01/01/202011:18:00 agent_ Professional-Agent doc_sup 30/12/201512:19:31 |Ves
6 |d156-5e05f3a8-cm-10 345787654 0 01/01/202010:19:00 agent_ 01/01/202010:19:00 agent_ Professional-Agent doc_sup 30/12/201912:20:08 Yes
7
8|
9,
0]
11|
12|
1)
CallbackDetail_v2 @ . 3
] Mmoo L + 100%

Figure: Sample CSV File containing the callbacks

6.3.5.1 Upload the Callbacks

Perform the following steps to upload the callbacks.

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

Choose File

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

() skip () Update

Uploaded File:

Advanced Option
|:| Upload as phone callbacks

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

Figure: "Upload CSV" Modal

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

modal.

€ Open pd
“— v ; » This PC » Downloads v O Search Downloads ol

Organize = Mew folder B~ [ o

& OneDrive ~ Marme [Date modified Type

[ This PC v Today (1)
B 30 Objects {7 CallbackDetail 12/27/2019 5:00 PM R e

[ Desktop
Documents
; Downloads
Jﬁ Music
[&] Pictures
E Videos
‘o Local Disk (C:)
e Local Disk (D)
P v < I >

File name: | CallbackDetail v|  AllFiles v

I Open I | Cancel ‘

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

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

Upload Callbacks X
Uploaded File
C:\fakepath\Callba... Choose File
What do you want to do with existing callback 1Ds?
() skip () Update

Advanced Option

|:| Upload as phone callbacks

his option is only recommended if the process from

whiich the callbacks were extracted is different than this

Cancel Upload

process.

Figure: Dialog Box to open the file

6. Select any of the following options.

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

the Callback IDs will be the same as used before.

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

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

when the process is different while uploading.

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

records that are uploaded successfully.
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Upload Callbacks Result x
Callbacks Count: 4

4 were successfully uploaded
Added: 4

Updated: 0
0 could not be uploaded

For detailed log of failed uploads Download C5V

Figure: Uploaded the Callbacks

8. If there is any error while uploading the callback CSV, then the supervisor can

download the CSV for failure reasons, if any.

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

agents of that campaign.

o Callbacks Uploaded 12/27/2019, 6:21:45 PM '

4 callbacks have been uploaded to campaign

Cutbound_Voice by Carson Supervisor. F

Figure: Notification of Uploading the Callback

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

For Example:

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

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

present time, that is, 12:00.

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

cases, the supervisor can assign these callbacks to another agent, so that the callbacks will

not be left unfollowed.

Select those callbacks which have to be modified.

Edit Callbacks (14)

Change callback type to:
(® Campaign

Interactive

Figure: Bulk Edit of Callbacks

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

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

The callbacks you have selected belong to multiple users.

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

Uzer Name

Executive (Executive) v

Why do you want to reschedule this callback?

Cancel

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

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

the campaign, then the Supervisor still can see and manage the scheduled callbacks

assigned to that user.

6.3.6.1 Toast Notifications

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

toast notification is displayed to them.

d910-5dd680c9cm-6 . 1234567677 0 25/11/2019,12:25:25  Executive

[] 14 callbacks have been successfully assigned to % 5/11/2019,12:25:30  Executive

Executive.

Figure: Toast Notification on the successful bulk operation

If the Supervisor or Group Manager tries to change the user assignment of the callbacks

more than the configured limit, then the toast notification displays the error message.

Copyright © AMEYO 2020 | Page 331



Ameyo 4.81 GA Supervisor Manual

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

Figure: Toast Notification shows the error when the callbacks more than the limit are
being tried
6.3.6.2 Notification to the User Consoles

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

that user.

Interactive - Available

(O caliback Assign

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

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

Notification will be displayed to all Supervisors in case of bulk update of callbacks. If a user

has been assigned multiple callbacks then a notification will be displayed to the user.
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6.3.7 Prompt Management

Supervisor can add, view, manage, and delete prompts here.

= lanage g epor foicelogs re OQutboundCamp... ¥

NewProcess > InboundCa Call Details  Voice Mail Queucs Users Lead Management  Callback  Prompt  Holiday/Office Hours
Add Prompt
Prompt Management(2)
" D Name File Name Relative Path Owner Active Action

2 Busy busywav e No Edit

1 Test welcomeway r No Edit

Figure: Prompt Management in a Campaign

It shows the prompts that are already added by the Administrator in its console at the

Campaign-level.

Supervisor can perform the following operations here.
6.3.7.1 Add Prompt
The Supervisor can upload the voice prompts. Uploaded prompts will be used in the IVR.

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 Ohwner

Relative Path
) none w

Choose file | Mo file chosen
|:| |s Active

Figure: Add a Prompt
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2. Provide a name for the prompt.

3. Provide a name of the sound file, that you are going to upload. The name should

contain the file's extension as well, like "welcome.wav".

4. Provide a name for a folder, in which the sound file will be stored. This folder will be

created on the server and, if it exists already, the file will be saved into it.

5. Click "Choose File" button to select the sound file from your disk. A pop-up comes up.

€ Open >
« v 4 <« voiceprompts » campaignd » v v Search ivr o

Organise MNew folder =~ [ @

-~ . . N -
I This PC Marmne & Title Contributing artists ~ Alb

B 3D Objects music
[ Desktop

Documents

; Downloads

J’) Music

[&] Pictures

m Videos

i Local Disk (C:)
o Local Disk (D:)

[_,' Metwork

v £ >

File name: | music v‘ Wave Sound w

Figure: Upload Prompt

Select the file for the prompt and then click "Open" button to upload the file in "wave

Sound" format.
6. Check"lIs Active" to make this new prompt as Voice Prompt. Else uncheck it to disable
it.

Following is a screenshot containing sample details.
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Add Prompt

Name File Mame

Testl welcomel.wav

Relative Path Select Owner

VT none hd
Choose file | welcomel . wav

|:| Is Active

Figure: Adding Prompt with Sample Details

7. Click "Save" to Create the Prompt message.

Rather, you can click "Cancel" to not create a prompt.

You can create multiple prompts using these methods.

6.3.7.1.1 Compatibility List

The administrator can upload the prompts in MP3 and Wav format. The following are the

supported compatibility list that the administrator can use.
e MP3:
= cbrmp3
» vbr mp3
» 144kbps mp3
» 256kbps mp3
e Wav:

» PCM with any sampling rate (Hz) or bitrate (bits per sample * sampling rate)
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» 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.
6.3.7.2 Edit Prompt

Supervisor can edit the added prompts as well. Perform the following steps.

1. Select the prompt which you want to edit. A pop-up similar to adding a new prompt

opens up.
Edit Prompt
playWelcome playWelcome.wav
T none

Choose File | Mo file chaosen

p 0:00/70:01 o)

Figure: Editing Prompt
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2. Click "Choose file" button to upload the new prompt file in wave format. A pop-up

comes up.

€ Open X
« v <« voiceprompts » campaignd > nr v U Search ivr 2
Organise « Mew folder =~ M @

I This PC ~ Mame # Title Contributing artists ~ Alb

P 3D Objects @] music
I Desktop

Documents

* Downloads

J'J Music

[&=] Pictures

m Videos

e Local Disk (C:)

= Local Disk (D:}

@ Metwork

LU 4 >

File name: | music v‘ |Wave50und V|

| Open | | Cancel |

Figure: Upload Prompt

3. Select the prompt file in wave format and click open button.

4. After the prompt file selection, click "Save" button to save the changes made, else

click cancel to cancel the changes.

Supervisor can not change any other information except the prompt file.

6.3.7.3 Delete Prompt
Perform the following steps to delete any prompt.
1. Select the prompt file which you want to delete.

2. Click "Delete" button present on the right top corner of the screen. A confirmation

pop-up comes up.
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Confirmation

Are you sure you want to delete 1 Prompt ?

Figure: Deletion Pop-up

3. Click "Yes" button to delete the prompt from the system permanently, else click "NO"

button to revert back the deletion process.

Once you delete the prompt, it will delete from the system permanently and it can not be

recovered in any manner.
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6.4 Mange Outbound Campaign

Supervisor can manage the outbound campaigns in which it has been assigned.

= amevo Monitor ~ Manage  Workbench Reports  Voicelogs ~ More v OutboundCamp... ¥ A < Available

= cess > Qutbound. Call Details  Users Lead Management  Callback Prompt  Dialer Settings
(" pownload )
Call Details(10) Search Y 7
User Name UserlD  Listen  Scoring  CustomerDetails  Date Added PhoneNo  Call Type Customer Status ~ Disposition Customer Talk Time ~~ Hold Time  Call Resu
al al L0} 2 09/01/2020 11:03:03 654654 outbound.manualdial  CONNECTED Foreign Language 0001 00:00 SUCCESS
al al <) =73 08/01/2020 19:13:38 65787 outbound manualdial  CONNECTED Already hungup 0004 00:00 SUCCESS
al al L] =73 08/01/2020 16:35:01 9874563210  outbound.manualdial  CONNECTED wrap timeout 00:04 00:00 SUCCESS
al al L] =23 08/01/2020 16:33:50 9887998565  outbound.manualdial  CONNECTED wrap timeout 00:11 00:00 SUCCESS
51 51 L] =2 07/01/2020 19:18:00 9632155488 outbound.callbackdial ~CONNECTED userforcedlogged.off 1945 00:00 SUCCESS
al al L)) & 07/01/2020 12:59:40  sdfg outbound.manualdial  CONNECTED wrap timeout 00:02 00:00 SUCCESS
al al L D] 07/01/2020 12:58:59  ab outboundmanualdial ~ ATTEMPTFAILED ~ -- 0000 00:00 FAILURE
al al L] =73 06/01/2020 12:30:45 5476843510  outbound.callback.dial  CONNECTED userforcedlogged.off  01:42:06 00:00 SUCCESS
al al D] 06/01/2020 12:10:15 5476843510 cutbound.callbackdial ~ ATTEMPT FAILED 00:00 00:00 FAILURE
al al L D] 06/01/2020 17:50:44 5476843510 outbound.callbackdial ~ ATTEMPT FAILED 00:00 00:00 FAILURE
1-100of 10

Figure: Manage Outbound Campaign

It contains the following tabs.

Call Details: Here, the Supervisor can view the call details. This tab has already been

discussed in Inbound Campaign. Know more...

Users: Here, the Supervisor can assign or unassign the users in this campaign. The
Supervisor can also manage the skills of the users. This tab has already been discussed

in Chat Campaign. Know more...

Lead Management: Here, the Supervisor can enable or disable the lead, map a lead

to any queue, and view the lead summary. Know more...

Callback: Here, the Supervisor can add and manage the callbacks. This tab has already

been discussed in Inbound Campaign. Know more...

Prompt: Here, the Supervisor can manage the Prompts. This tab has already been

discussed in Inbound Campaign. Know more...

Dialer Settings: Here, the Supervisor can configure the dialer settings here. Know

more...
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6.4.1 Lead Management in Outbound Campaign

Supervisor can manage the leads and contacts and configure filters to filter the leads. It

contains the following tabs. Click the links to know more about them.

1. Manage Lead

2. Manage Contacts

3. Manage Filter

4. Manage Filter Groups (Licensable)

Copyright © AMEYO 2020 | Page 340



Ameyo 4.81 GA Supervisor Manual

6.4.2 "Manage Lead" Tab in Lead Management

In this tab, the Supervisor can see all leads (ID and Name), which are already created in the

Process.

= P1 > Outbound..

Call Details Users Lead Management Callback Prompt Dialer Settings

Manage Lead | Manage Contacts  Manage Filters  Manage Filter Groups
) @ (o vorrey

Contact Lead List(3)

TimeZone  leadStatus  Time Window Priority Weightage

Max Attempts Filter User Mapping

O 1 DefaultLead a» View Configuration 1 1 10 Assign Filters

Nothing Selected v

2 Lead 1 AsiafKolkata (I View Configuration 1 1 10 Nothing Selected Assign Filters

o0 3 Lead 2 Asia/Kolkata (D View Configuration 1 1 10

Nothing Selected Sz

Figure: Lead Management in Outbound Campaign

The total number of leads which you can enable at any instant of time, is the licensable feature

which is configured by the administrator. Ask your administrator for further information on

the same.

Here, Supervisor can perform the following operations.

Supervisor has to map the lead with the queue. This feature is licensable, hence ask your

administrator about the license of it.

6.4.2.1 Tags (Licensable)

The supervisor can tag the lead with the users. Click the drop-down list of the tags to tag the

user for the leads.
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Lead Name Time Zone Status Priority Weightage Max Attempts

Nothing Selected
Absentes
Review

Self

Figure: Tag a Lead Options

The tagging contains the following options.
1. Nothing Selected: No tag will be applied on the lead list.

2. Absentee: If a lead list is marked as "Self," then the user selected in "User Mapping"
will get all calls for this lead list. The Supervisor can click "--" link in "User Mapping" for
a lead list for which the "Self" tag is selected to select the user who will get the calls of

this lead list.

3. Review: If a lead is mapped to a user, but now the agent is not available to attend the
calls. Then The Supervisor can manually tag the lead as "Absentee." The Supervisor
can take the decision not to use this lead of now, and if it has to be used, then the calls

can be manually routed to other available agents.

4. Self: A The Supervisor can mark a lead list as "Review" manually and remove this tag

after conducting the review.
After selecting any of the above tags for the available leads, click "Apply" to apply the changes.

6.4.2.2 Queue Mapping (Licensable)

Select the Queue name from the drop-down menu in the "Queue Mapping" column and click

"Apply" button.

Assign Filters

Nothing Selected ™~ Nothing Selected

Mazp

Figure: Queue Mapping in Lead

6.4.2.3 Enable or Disable the Lead
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Supervisor can enable or disable the Lead from the Status toggle bar present corresponding

to the TimeZone of the lead name.
Click switch to enable the lead.
Click switch to disable the lead.
6.4.2.4 View Lead Summary

Select the leads and click "Lead Summary" to view and download the lead summary. It shows

the following pop-up.

Lead Summary

Lead Status Disposition Count
lead1 ATTEMPT_FAILED -- 3
lead1 NOT_TRIED -- 39278
One ATTEMPT_FAILED -- 3
One CALL DROP -- 327
One CALL_NOT_PICKED wrap.timeout 1
One COMMECTED Abrupt disconnection 5
One COMMECTED Agent volume too low 1

1-10 of 15 >

Figure: Lead Summary

Click "Extract" in this pop-up to save the Lead Summary as a CSV file on the disk. It shows the

following dialog box.
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€ Savess >
«~ - A « csv » newlead v O Search newlead 2
Organize * Mew folder EEENE (7]
I This PC & Marne a Date medified Type

- 3D Objects Mo items match your search.

I Desktop
Documents
; Downloads
J’) Music v € N
File name: | LeadSummary iy
Save as type: | Microsoft Excel Comma Separated Values File w

# Hide Folders Cancel

Figure: Lead Extraction

Select the location and provide a name to the file. Click "Save" to save the lead summary as

the file.
6.4.2.5 Assign Priority

For any lead, the Supervisor can enter the priority in numbers. Here, "1" stands for First
Priority and the lead with First Priority will be dialed first. The lead with "2" (Second) Priority

will be dialed second and so on.
6.4.2.6 Assign Weightage

For any lead, the Supervisor can enter the weightage in the numbers. It is the ratio that will

be assigned by the dialer. This will only work if the priority of the leads are same.

Use Case: If there are more than one lead with same weightage then dialer will prefer the
lead with more weightage. For example, if Lead 1 has 2 Priority with 40 weightage and Lead 2

has 2 Priority with 50 weightage, then Lead 2 will be dialed in the higher ratio.

6.4.2.7 Assign Maximum Attempts
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Here, the Supervisor can define the number of retry attempts for a customer The number will

not be retried after the provided maximum number of attempts.

6.4.2.8 Assign Filters

Supervisor can assign or unassign the filter from any lead. Click "Assign Filter" button to assign

or unassign the filter to the lead.

Enable Filters for One x
Filters Check Impact

Filter Type Status

Two Systern a» @
ereltrey System e J )]
ererer Systern a» @
ertwefsdf System > @
one System a» @

Total Dialable Numbers: 1-10of 15 *

Figure: Assign the Lead Filter

1. For the very first time, "Total Dialable Numbers" will remain blank.

2. When the Supervisor enable or disable any filter, the total dialable numbers will be
displayed. "Test" filter has been enabled to get the total dialable number in the

following screenshot.
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Enabile Filters for Defaultlead X
Filters Check Impact
Filter Type Status
Test Carnpaign [ @ @®
Test 2 Carnpaign » @®
1-2 of 2 Total Dialable Mumbers: 5

...

Figure: Total Dialable Numbers after enabling a filter

3. The count of "Total Dialable Numbers" changes whenever the Supervisor enable or
disable other filters. For example, the Total Dialable Number in our test case changes

when the Supervisor has enabled one more filter.
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Enabile Filters for Defaultlead X
Filters Check Impact
Filter Type Status
Test Carnpaign [ @ @®
Test 2 Carnpaign [ @ @®
1-2 of 2 Total Dialable Mumbers: 1

...

Figure: Total Dialable Numbers after changing status of filters

4. The Supervisor can switch to "Check Impact" tab to view the Dialable Numbers for

every filter and total dialable numbers.
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Enable Filters for SuperHero x

Filters Check Impact t

Select filters below and dlick on "Check Dialable Numbers' to view the total amount of dialable numbers. It
might take a while to calculate the information.

Filters Filtered Count Dialable Count
| SuperHero 4 0
U a3aa
/] iranman 0 ]
/] marvel 0 ]
Drishti Get Get
[: Check Dialable Numbers ::] Total Dialable Mumbers: 0

Figure: "Check Impact" tab

5. If afilter has been disabled, then its checkbox will remain blank. If a filter is enabled,
then its checkbox will remain selected (but disabled) and a "Get" link will be displayed.
For example in the above screenshot, "Test" filter is disabled whereas "Test 2" filter is

enabled.

6. The Supervisor can click the checkbox for the disabled filter such as "Test" to view the
numbers in "Filtered Count" and "Dialable Count" columns. Also, the Supervisor can

click "Get" link to get these counts.
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Enable Filters for DefaultLead x

Filters Check Impact t

Select filters below and dick on 'Check Dialable Mumbers' to view the total amount of dialable numbers. It
might take a while to calculate the information.

Filters Filtered Count Dialable Count
Test 5 5
Test 2 1 1
( check Dialable Numbers ) Total Dialable Numbers: 1

Figure: Dialable Count for every filter separately and for all filters

It shows the Dialable Count for every filter separately and total count after enabling

or disabling the filters.

7. The Supervisor can click"Check Dialable Numbers" to get the Total Dialable Number
count after enabling or disabling the filters. Whenever the status of a filter is changed,
the Supervisor has to click "Check Dialable Number" button to get the updated

dialable number count.

8. Click "Done" to save the changes and close the pop-up. Rater, click "Cancel" to close

the pop-up without making the changes.
6.4.2.9 User Mapping (Licensable)

Supervisor can click "---" link under "User Mapping" header for any lead to map the users with

the lead and the queue. Only the selected users will get calls dialed by the dialer for this lead.
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User Mapping kS
One
Available Users(1067) Search Assigned Users(T)}
L User ID User Name | User ID User Name
O Abhil0 AbRIT0 O ams AM3
O Abhi100 Abhi100
O Abhi101 Abhi101
O Abhi102 Abhi102

1

e €D

Figure: Map Users with Lead

Perform the following steps here to assign or unassign the users.

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

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

2. Click icon to add the selected users.

3. Click "Apply" to apply the settings.

i
To unassign the users, select the users in "Assigned "Users" section and click . icon. Click

"Apply" to make the changes.

6.4.2.10 Time Slots to Map the Leads

Ameyo has the feature to enable or disable the lead for a particular time slot. The Supervisor
has to navigate to "Manage" Tab of Outbound and Parallel Predictive Dialing Campaign —
"Lead Management" — "Manage Lead" to access this new option. A new column named "Time

Window" has been added here, which contains "View Configuration" link for every lead.
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= avevo Monitor ~ Manage  Workbench  Reports  Voicelogs  More « a Super v

= QAFusion > Outbound. Call Details Users Lead Management Callback Prompt Dialer Settings

Manage Lead | Manage Contacts  Manage Filters  Manage Filter Groups
T
Refresh ((Lead Summary )

Contact Lead List(4)

‘The status of the leads will show as disabled during hours outside of the defined time window.

LeadName  TimeZone LeadStatus = Time Window Priority Weightage Max Attempts Queue Mapping User Mapping
1 DefaultLead [ o] View Configuration 1 1 10 Nothing Selected Nothing Selected Assign Filters
? one © Yié Confouation 2 1 w Nothing Selected Nothing Selected Assign Filters
3w QD | Vscobwmten) |3 ! i Nothing Selected v Nothing Selected AsvlgnFiliars
4 three » View Configuration 4 1 10 Assign Filters.

Nothing Selected Nothing Selected

Figure: Time window configuration in "Manage Lead" Tab

The Supervisor can click "View Configuration" link for any lead to configure the time slot in
which this lead will be enabled. Other than the time slot configured, the lead will remain

disabled.

Specify time window for Lead: Test b

(@ Callatalltimes () Specific time window

Start Time End Time

.-.-
[ ]
L
%]
©n

23:46 g

[ ]
=
£
[ %]
(o]
[y
[ %]
]

Tuesday 18:50 19:

on
=
[+

1818 18:

on
[=4]
[+

Copy this configuration to other Leads

Select Leads

~ [ ] copytoall Leads
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Figure: Modal to specify the time slot for a lead

By default, "Call at all times" option is enabled so that the leads remain enabled to allow
continuous calling even after upgrading the package to Ameyo Application Server 4.81 GA.

The business' Supervisor has to configure the time slots as per requirement.

The Supervisor can click "Specific time window" option to define the time slots in the days.

Specify time window for Lead: Test b

() callatalltimes (@) Specific time window

Start Time End Time

Sunday 2335 W 2346 w® o
Maonday 20:32 x 2232 * (4]
Tuesday 18:50 x 19:50 x [+
Wednesday 1818 x 18:56 x o

Copy this configuration to other Leads

¥ | ] copytoall Leads

Figure: Select time period for the lead

For a day, the Supervisor has to provide the values for "Start Time" and "End Time". The

Supervisor can click "+" icon to add another time period for the same day.
Similarly, the Supervisor can configure the time slots daily.

If the Supervisor wants to apply the same time slots for all leads, then the Supervisor can click
"Copy to all Leads" option. Once enabled, the Supervisor can select the leads in "Select Leads"

drop-down menu for enabling the same settings in other leads as well.
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() call at all time

Sunday

Monday
DefaultLead

LEAD 1

[] Lead 4
New
Sorting_Test

DefaultLead =«

Sorting_Test x

Specify time window for Lead: Test

s (@ Specific time window

Start Time End Time
23:35 ot 23:46 % o
20:32 * 22:32 X [+
X
o
.
LEAD1 x  New x | | Copytoall Leads

Figure: "Copy to all leads" option

6.4.2.11 Other Important Points

e "Get Dialable Number" under "Manage" tab will depend on the time-slot

configuration.

e The time slot configured for a specific day should not be overlapped.
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6.4.2.12

"Manage Contacts" Tab in Lead Management

Here, the Supervisor can manage the contacts in a lead. Click "Fetch Lead" button to fetch

the leads and see them here.

& amevo

Monitor  Manage ~ Workbench  Repors  Voicelogs  More v

Supervisor

= jaimatadi > Outbound

Call Details

Manage Lead | Manage Contacts | Manage Filters

Manage Contact

Churn

Users  Lead Management  Callback  Prompt  Dialer Settings

Manage Filter Groups

Fetch  Get Lead Summary

Get Dialable Number %2

Lead List(1000+)

Campaign Id Customer ID Date Modified Last Chumn Date
O 1 3 1 Fri Dec 27 16:03:31 GMT+530 2019

O :z 3 2 Fri Jan 03 18:35:07 GMT+3530 2020

o3 3 3 Thu Jan 09 16:24:52 GMT+530 2020

O 4 3 4 Fri Jan 03 18:36:28 GMT+520 2020

O s 3 5 Tue Dec 24 15:33:08 GMT+530 2018 —

O s 3 6

o 7 3 7 Tue Dec 24 15:08:45 GMT+530 2018 —

O = 3 8 Fri Jan 03 18:51:23 GMT+520 2020

-] 3 13 Tue Dec 24 200153 GMT-530 2018

Last Dialed

8447056056

9711229340

9466253021

0253757303

0992221477

0806157682

0813464659

8447056045

Last Disposition

wrapitimeout

Sale

Sale

Sale

Foreign Language

Last Status Last Churn 1
CONNECTED

ATTEMPT_FAILED  --
CONNECTED

ATTEMPT_FAILED  --

CONNECTED

CONNECTED

ATTEMPT_FAILED  --

ATTEMPT_FAILED  --

Number OF Attempts Call Type Leads
Date From D: From v v
Disposition Status Tal
v Disposition Status v ‘ | Filter

Churn Extract All

Last Churn 2 Number Al

Figure: Manage Contacts

Here, Supervisor can perform the following operations.

6.4.2.12.1 Churn the Leads

The Supervisor can churn the lead, that is, can set the status of records as "Not Tried". So,

the churned records can be redialed by dialer.

1. Click "Churn" button. It shows a pop-up.

Copyright © AMEYO 2020

Page 354




Ameyo 4.81 GA Supervisor Manual

Churn Parameters

Answering machine detected W

Atrtamnts Ben re

|:| Target Murnber Atternpts

Figure: Churn Leads

2. Now, select the target customer status (status of records which needs to be churned)

from the following drop down list.

Answering Machine Detected When a number is detected by the Answering

Machine, and then it gets disconnect.

Attempt to make a call failed: When the attempt failed due to any of the

reason, and it disconnects.

Call attempt was unsuccessful: Those numbers which do not dial from the

Ameyo or the attempt did not perform.

Call was dropped: When the call disconnects in between before the customer

could answer to it.

Customer hangup: When the customer disconnects the call without

answering it

Customer not tried till now: Those numbers which have not been tried or

they still left for the call attempt.

Customer was connected to an Agent: Those numbers which successfully

connected with the numbers.
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No answer from Customer: When the customer connects on the call with

the Agent, but there is no reply received from the Customer.

Number temporary failure: If the number is out of reach or there is a

temporary down status for the number by the network provider.

Provider failure: If the number does not connect due to provider failure.

Provider temporary failure:: If the number does not connect due to the

Provider failure but this issue remains for some time or temporary.

SIT intercept: If the number disconnected or the number of the customer has

been changed.

SIT reorder:If the number dialed has fewer digits than usual or it has

incomplete digits.
SIT No-Circuit:If all the circuits of the network are busy
SIT Vacant:If the number does not assigned to any of the queue.

User busy:If all users are busy to take the call of the customer and the

customer disconnects the call.

Wrong number:If the dialed number is wrong.

3. Specify the number of target attempts.

4. Click "Churn" to churn the numbers.

6.4.2.12.1.1 Churn Exclude Dispositions

o

Supervisor can click icon on the top right corner to exclude the dispositions from the

churning. It shows the following pop-up.

Copyright © AMEYO 2020 | Page 356



Ameyo 4.81 GA Supervisor Manual

Churn Exclude Disposition

- D schedule.callback
[] callback

l:‘ Sale
|:| Sale

D Others

I:‘ Foreign Language

1

1

- D telecom.issues
D Already hungup
[ ] Abrupt disconnection
|:| Echo
I:‘ Customer not able to hear

|:| Customer volume too low

Cancel

Figure: Dispositions List

Here, the supervisor can select the desired user disposition parameters that should be
excluded from churning. For example, if sale disposition need not be churned then it can be
marked as excluded Disposition. Now when user attempts churn process and chooses a
target Disposition code, then Ameyo will churn all dispositions except "Sale" which will be

excluded from churn.
6.4.2.12.2 Get Lead Summary

The Supervisor can fetch the lead summary of selected leads by clicking on "Get Lead

Summary" button. It shows a pop-up.

Lead Summary

Lead MName
Status

Disposition

Get Lead Summary Cancel
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Figure: Summary of Leads

Here, the Supervisor can uncheck the checkbox provided against the headers which are not
required or which the supervisor does not wants to see in lead summary (as in lead
summary only checked headers will be shown). Lead summary is displayed with the

following attributes:
o Lead Name: It shows the lead name.

o Status: It shows the current dialed status of the numbers uploaded in the respective

lead.

o Disposition: It shows the user disposition with which contacts have been disposed.

It will be visible for connected calls only.

Lead Summary X

Summary List(28)

Lead Status Disposition Count
DefaultLead ATTEMPT_FAILED - T
DefaultLead COMNMECTED Callback 1
DefaultLead COMNMECTED Sale 7
DefaultLead CONMNECTED wrap.timeout 1
DefaultLead MNOT_TRIED 2
1-10 of 28 >

Figure: Summary of Leads

Click "Extract" in this pop-up to save the Lead Summary as a CSV file on the disk. It shows

the following dialog box.
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¢ Savehs >
- v « csy » newlead v 0 Search newlead 2
Organize * Mew folder B== » (7]
A - .
g This PC Mame Date modified Type
1 3D Objects Mo items match your search.
I Desktop
Documents
‘ Downloads
Jﬁ Music oo |l <z 3
File names: | LeadSurnmmary v|
Save as type: | Microsoft Excel Comma Separated Yalues File ~ |
~ Hide Folders save | | Cancel |

Figure: Lead Extraction
Select the location and provide a name to the file. Click "Save" to save the lead summary as
the file.
6.4.2.12.3 Get Dialable Numbers

Click "Get Dialable Numbers" to view the list of dialable numbers in the fetched lead. It

shows the following pop-up.
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Campaign Dialable Mumbers X
Dialable List{11)
Lead Status Count
SuperHerc111 AMD 9
SuperHerc ATTEMPT_FAILED 1
SuperHerc111 ATTEMPT_FAILED 2
SuperHerc CALL_DROP 9
SuperHero CALL_NOT_PICKED 1
1-10cf 11 >
A\ Timezone Dialing Restr 1 are

Figure: List of Dialable Numbers

On clicking the button, it shows the status of all the numbers, which are dialed from the

lead. Select the lead first and then press the button to fetch the complete status of the lead.

You can click "Extract" to save the list of dialable numbers as CSV file on the disk. On clicking

the "Extract button", it shows the following pop-up to confirm the download of the file.
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€ Savehs >
I ; » This PC » Downloads v O Search Downloads o

Organise * Mew folder f== = o

! This PC Mame Date modified Type

B 3D Objects Mo items match your search.
I Desktop

Documents

* Downloads

J'! Music

&= Pictures

B videos

ie Local Disk (C)

- Local Disk (D:)
v o< >

File name: | DialableMumbers|

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

A~ Hide Folders [ save | cance |

Figure: CSV file for get dialable numbers

Click "Save" button to download the file. It saves the file with its default name, you can

change the file name from here.

The above download option of the file is based upon the downloading settings of the

browser. The user can change the settings of the browser from the browser's setting tab at

any time.

6.4.2.12.4 View and Filter Lead List

The top section lists the filters. The Supervisor can select any of these filters to filter the lead

list.

o Dial Date: Selectits "From" and "To" dates to list the numbers from the leads dialed

between the selected duration.
e Number of Attempts: Select the range of number of attempts.

o Call Type: Select the type of calls to be listed in the lead.

Copyright © AMEYO 2020 | Page 361



Ameyo 4.81 GA Supervisor Manual

» Auto Dial

= Auto Preview Dial

= (Call Back Dial

= C(lick to Call Dial

* Inbound Dial

* Inbound Dial Customer

= Manual Dial

» Manual Preview Dial

» Pick Call Dial

» Transferred to Campaign Dial
Leads: Select the leads to list their numbers.
Customer Status: Select the status of the call for the customer.

Disposition Status: Select the type of the disposition for which you want to filter the

lead.

Table Filters: Select the table filters. It contains all the filters which are configured.

However, the supervisor can create a new table filter as well. Know more...

After applying any of these filters, click "Fetch" to list the numbers of the leads on the screen.

O oo oojlojoo @

Churn Extract All

B Rowsselected: 1 Select All Rows that match the criteria

Serial No. ‘Campaign Id Customer ID Date Modified Last Churn Date Last Dialed Last Disposition Last Status Last Churn 1 Last Churn 2

1 3 1 Fri Dec 27 16:03:31 GMT+520 2019 = 8447036056 wrap.timeout CONNECTED - - 23
2 3 2 Fri Jan 03 18:35:07 GMT+530 2020 - 9711229340 - ATTEMPT_FAILED - - 3
3 3 3 Thu Jan 09 16:24:52 GMT+530 2020 -~ 0466253021 Sale CONNECTED - - n
4 3 4 Fri Jan 03 18:36:38 GMT+530 2020 - 9253757303 - ATTEMPT_FAILED - - 4
5 3 5 Tue Dec 24 15:33:08 GMT+530 2019 - 9992221477 Sale CONNECTED - - 3
6 3 6 0
7 3 7 Tue Dec 24 15:08:46 GMT=530 2019 - 9896137682 Sale CONNECTED - -- 2
3 3 3 Fri Jan 03 18:51:33 GMT+530 2020 - 9813464638 Foreign Language ATTEMPT_FAILED  -- - 7
£l 3 13 Tue Dec 24 20:01:53 GMT+530 2019 5447036043 -~ ATTEMPT_FAILED - - 1

Figure: List of Contacts from Lead
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Once the lead is fetched, then the supervisor either can Churn or Extract All the numbers of

lead in a CSV file on the system.
The fetched list of contacts contains the following columns
1. Serial No.: It shows the serial number of the fetched contacts.

2. Campaign Id: It shows the id of the campaign from which the number has been tried

for the call.
3. Customer ID: It shows the Id of the customer from the lead.

4. Date Modified: It shows the date and time of the last modification the call which has

been applied.

5. Last Churn Date: It shows the last churn date and time of the contact, if the contact

is churned before.

6. Last Dialed: It shows the number of the customer which is dialed last time. It is used
in cases when the alternative number of the customer is dialed, in that case, it shows

that alternative number for that customer.

7. Last Disposition: It shows the disposition used through which the call has been

disposed last time.
8. Last Status: It shows the status of the call which is collected at the last time.

9. Last Churn 1: If the number has already been churned before, then it shows the

status used to churn that number.

10. Last Churn 2: If the number has already been churned two or more than two times

before, then it shows the last status used to churn that number.

11. Number Attempts: It shows the total number of attempts which is tried to connect

with the customer over call.
12. Phones: It shows the number of the customer, which is used and stored in the lead.
13. Time Zone: It shows the time zone of the customer, if it is selected to call.

14. Call Type: It shows the type of the call which is used to dial the number of the

customer.
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Delete Customers: You can delete the customers from here as well. Select the customer

and then click the delete icon to remove the customers.
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6.4.2.13 "Manage Filter" Tab in Lead Management

Here, the Supervisor can define the filters to filter the leads. Only the filtered numbers will be

dialed and the exclusions will not be dialed.

The System-level and Campaign-level filters can now be assigned or unassigned at the
selected lead lists. The Supervisor can enable one filter on one lead and another filter on

another lead.

The lead-level and queue-level filters are the licensable features. Contact your administrator
for further information.

Here, the filters created at System-level by the Administrator are denoted as "System" in filter
type. The Supervisor cannot enable, disable, or delete these system-level filters. The

supervisor can perform the operations on his created filters only.

= jeimatadi > Outbound .. Call Details  Users  Lead Management  Callback Prompt  Dialer Settings

Manage Lead  Manage Contacts

P

SuperHera

Filters(5) T

il
Superk

System

System
conpiTIons

ironman System st
ATTEMPTS =3

marvel System Clause 0

886806

Drishti Campaign

Total Dialable Numbers: - 1-5of 5 o

Figure: Filter Leads

6.4.2.13.1  Add Filter

Perform the following steps to add a filter.

1. Click "Create New Filter" to create a new filter.
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Table Filter x

campaign

- N T
CONDITIONS | Delete J( Add )
\ ANl

Figure: Create a Filter

2. Filter Name: Provide a name of the filter.
3. Filter Type: By default, it will be campaign.
4. Description: Enter the description regarding the filter.

5. Click "Add" to add a clause. Each clause has a condition to filter the table. It adds a

Clause in the left side and add a new row on the right side.
6. Perform the following steps to add a condition in a newly added clause.

A. In a row, you can select "Attribute" in the drop-down menu. It contains the

following options.
e ATTEMPTS
e customerid
e DISPOSITION
e email
o facebook
e IS_CALLBACK_SCHEDULED
e |S_EXCLUDED_DISPOSED

o LAST_CALL_TYPE

Copyright © AMEYO 2020 | Page 366



Ameyo 4.81 GA Supervisor Manual

e LAST_CHURN_1

e LAST_CHURN_2

e LAST_DIALED_NUMBER

e LAST_DIALED_NUMBER_1
e LAST_DIALED_NUMBER_2
e LAST_DIALED_NUMBER_3
e LAST_DIALED_NUMBER_4
e LAST_DIALED_TIME

e LAST_USER_ID

e LEAD_ID

e name

e NUMBER_STATUS

e phonel

e phone2

e phone3

e phoned

e phone5

e timezone

e twitter

B. Provide a value for the selected "Attribute" in the cell under "SQL Criteria"

column.

C. You canclick "+" icon on the right side of a row to add a new condition.

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

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

the condition rows in it.
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You can click the clause names in the box located on bottom left side to navigate

between the clauses.

8. 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
Filter Name Filter Typ
Test campaign
Description
Description here
I N
CONDITIONS |_Delete J( Add )
Clause 0 Attribute SQL Criteria
phanel v 456456465 +
Attribute SQL Criteria
AND  artemers v 1 x

Figure: Creating Filter

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

6.4.2.13.2 Filters

=
The supervisor can click the icon to filter the created filter.
Filter Type Assignment Enabled Filter
|:| System |:| Assigned |:| Enabled
[] campaign [] unassigned [ ] Disabled

Clear | Cancel Apply

Figure: Filtration

It contains the following filters.
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1. Filter Types: The supervisor can select for the filter types created for the system level

or at the campaign level.

2. Assignments: The supervisor can filter for those created filter which are either

assigned to any campaign or are not assigned to any campaign.

3. Enabled Filter: It allows the supervisor to filter for the enabled or disabled created

filters.

Supervisor can select the filters according to his choice and need. Even he is allowed

to select any one or multiple filters at same time.

6.4.2.13.3 Search

If there is a large list of filters, the Supervisor can use the search box located on the top of left

pane to search for the particular filters.

6.4.2.13.4 Dialable Numbers

e "Total Dialable Numbers" text is displayed by default in the bottom right corner of the
left section that shows the filters. A new button "Check Impact" is also added at the

top right corner in the tab.

ManageLead  Manage Contacts | Manage Filters } Manage Filter Groups |

(o

N
uuuuuuuuuu Delete ) ( Add )

name v ilike Hashwani®% +

Total Dialable Numbers: -

Figure: "Manage Filters" Tab displays "Total Dialable Number" and "Check Impact

button
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e For the very first time, "Total Dialable Numbers" will remain blank.

e When the Supervisor enable or disable any filter, the total dialable numbers will be
displayed. "Test" filter has been enabled to get the total dialable number in the

following screenshot.

Filter Type All Leads Actions
Test Campaign [ @ [ ]
Test 2 Campaign » [ ]
1-2 of 2 Total Dialable Mumbers: 5

Figure: "Total Dialable Numbers" after enabling a filter

e Whenever the Supervisor enable or disable a filter in the left panel, the count of "Total

Dialable Number" changes.

o Click "Check Impact" button to show "Check Impact" pop-up.
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Check Impact x

Select filters below and click on "Check Dialable Numbers® to view the total amount of dialable numbers. It might
take a while to calculate the information.

Filters Filtered Count Dialable Count
Test Get Get
D Test 2
(m} Total Dialable Numbers:

Figure: "Check Impact" Pop-up

o If afilter has been disabled, then its checkbox will remain blank. If a filter is enabled,
then its checkbox will remain selected (but disabled) and a "Get" link will be displayed.
For example in the above screenshot, "Test" filter is disabled whereas "Test 2" filter is

enabled.

e The Supervisor can click the checkbox for the disabled filter such as "Test" to view the
numbers in "Filtered Count" and "Dialable Count" columns. Also, the Supervisor can

click "Get" link to get these counts.

Check Impact

Select filters below and click on "Check Dialable Numbers' to view the total amount of dialable numbers. It might
take a while to calculate the information.

Filters Filtered Count Dialable Count
Test 5 5
Test 2 1 1
'i Check Dialable Numbers :1 Total Dialable Numbers: 1

Figure: Dialable Count for every filter separately and for all filters
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It shows the Dialable Count for every filter separately and total count after enabling

or disabling the filters.

e The Supervisor can click"Check Dialable Numbers" to get the Total Dialable Number
count after enabling or disabling the filters. Whenever the status of a filter is changed,
the Supervisor has to click "Check Dialable Number" button to get the updated

dialable number count.
e Click "Cancel" or "Done" to close the pop-up.

6.4.2.13.5 Enable / Disable Filter

Supervisor can enable or disable the filter at any time. Click icon to enable the filter.

Click icon to enable the filter.

After enabling the filter, switch the tab to the "Manage Lead" in the supervisor "Lead

Management" menu to assign these filters to the leads. Know more....

After enabling or disabling the filter, a notification will be displayed to all the supervisors

assigned to the same campaign.

0 Lead Filter Disabled

Filter rsese has been disabled for Lead preview in Campaign
outbound_campaign.

0 Lead Filter Enabled

Filter rsese has been enabled for Lead preview in Campaign
outbound_campaign.

Q Lead Filter Deleted

Filter gghhghg has been deleted in outbound_campaign
Campaign.

Figure: Notifications related to Filter
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6.4.2.13.6  Edit Filter

Select the filter which you want to edit from the list present in the left side of the page.

= jeimatadi > Outbound .. Call Details  Users  Lead Management  Callback  Prompt  Dialer Settings

Managelead ~ Manage Contacts | Manage Filters | Manage Filter Groups

Filters(5}

Superters System

System
coNDITIONS

[J  ironman System Attribute i
ATTEMPTS =3

Clause 0
marvel System

Beeed

Drishti Campaign

Total Dialable Numbers: - t5ets o

Figure: Editing Filter

Enter the detail which you want to change it in the filter information. After changing the

information, click "Apply" button present at the right bottom of the page.

In the edit option, you can change any information even the filter name as well.

6.4.2.13.7 Delete Fllter

Supervisor can delete the filter at any time. Click [ icon to delete the filter. After clicking the

delete icon, a pop-comes up to confirm the deletion of the filter.

Delete X

Are you sure you want to delete this filter? This

cannot be undone
v €

Figure: Delete Filter

Click "Yes" button if you are sure to delete the filter, else click "NO" button.
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After deleting the filter makes it to delete permanently from the Ameyo. Once it will be

deleted, it can not be retrieved in any manner.
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6.4.2.14 Manage Filter Groups (Licensable)

Go to "Manage Filter Groups" Tab of any Outbound, Parallel Predictive Dialing, and Voice

Blast Campaign and switch the tab to "Lead Management" to access the same.

Call Details

Callback  Prompt Dialer Settings

= jaimatadi > Outbound Users  Lead Management

Manage Lead

Manage Contacts

Manage Filters | Manage Filter Groups

Filter Groups

Type

Total Dialable Numbers: -

©System level Group Filters cannot be edited at campaign level

~  SuperheroGroup System » 1,
v lranManl System (o ] 3
Available filters(3) Assigned filters(1)
v zzmrmir System (o ] A
H it Assigned to W Fi Assigned to
O  sasa  zzzezezm 6] O SuperH SuperheroGroup, zzzzzzzzzz 6]
0 ironman IronMan’, zzzzzzzzzz @
O manel P @

Figure: "Manage Filter Groups" Tab in Supervisor Console

Filter Groups created by the Administrator at System-level are designated as "System" type,

whereas, the Filter Groups created by the Supervisor here are designated as "Campaign"
type.
The filter groups created by the administrator cannot be deleted in any case from the

supervisor console. The Supervisor can perform the following tasks here.

6.4.2.14.1 Create New Filter Group

Perform the following steps to create the filter group.

1. Click "Create New" button to create a new Filter Group. A pop-up comes up in which

you have to enter the following information.
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Table Filter X

Qutbound Voice Campaign

Available filters(4) Assigned filters(1)

Filter Assigned to | Filter Assigned to

SuperHero SuperheroGroup, zzzzzzzzzz

O ronman IronMan, zzzzzzzzzz @
aaaa zzzzzzrIzz

marvel 2I2777IIIT

O o o o
e e o e

Drishti

Figure: Create Filter Groups

2. Provide the following information on the opened pop-up.
A. Filter Group Name: Provide the Name of the "Filter Group".
B. Description: Provide the description of the Filter group.

C. Campaign Type: The campaign type is selected automatically. The campaign
which you selected at the time of the Filter group creation is the selected

campaign here. You can not change the campaign name.

D. Available Filters: All the filters which are created in the "Manage Filters" tab

of Lead Management are shown here. Select the filter and then click

icon to assign the filter in the group.

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

E. Assigned Filters: It shows the list of the filters which are assigned in the

group. You can click icon to unassign any filter from the list.

3. Click Save" button to save the created filter group.
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Table Filter X

Filter Group Name

Qutbound Voice Campaign

Available filters(4) Assigned filters(1)

| Filter Assigned to | Filter Assigned to

O SuperHero SuperheroGroup, zzzzzzzzzz @ ] ronman IronMan, zzzzzzzzzz @
O azaa zzzzzzrIzz (0]

O marvel zII7IIIIIZ (0]

O  Drishti 0}

Figure: Sample Created Filter Groups

6.4.2.14.2 View the Details of the Group

In the left pane, click @ icon to view the list of the assigned filters to the created groups.

Filter Groups Type All Leads
~  Test Campaign > o
campaignleve @
et @
v  TestFilter Campaign o e

Figure: View Filter Groups

Hover the mouse on "i" icon in front of any of the assigned filter of the opened list of the

filter group to see the description of the filter.

Filter Groups Type All Leads
A Test Campaign o e
camosignizve DESCRIPTION CLALISES:
android_unique_jid ="2'
test @

Figure: View Filter Groups
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6.4.2.14.3 Enable or Disable Filter Groups

The Supervisor cannot enable or disable the Filter Groups, which are created at the System-

level by the Administrator. However, the Supervisor can enable or disable the filters created

by itself. Click switch to disable a rule and click switch to enable a disabled rule.

6.4.2.14.4 Change Priority of Filter Groups

Click @ icon to prioritize the filter groups. Click up arrow (1) icon to move a Filter Group
up, and click down arrow () to move a Filter Group down. The Filter Group, which is located

on top, will be applied first.

6.4.2.14.5 Check Impact

e "Total Dialable Numbers" text is displayed by default in the bottom right corner of
the left section that shows the filter groups. A new button "Check Impact" is also

added at the top right corner in the tab.

*
Check Impact
Select filters below and dick on "Check Dialable Numbers' to view the total amount of dialable numbers. It might
take a while to calculate the information.
Filter Groups Filtered Count Dialable Count
/| SuperheroGroup 300209 2
/| IronMan 0 0
/| ZIIFTITIIT 0 0
./. .\.
| Check Dialable Numbers ] Total Dialable Numbers: 2
.f. .\'.
| Done )
L A

Figure: Checking Impact of Filter Group
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e For the very first time, "Total Dialable Numbers" will remain blank.

e When the Supervisor enable or disable any filter group, the total dialable numbers

will be displayed. "New Group" has been disabled to get the total dialable number in

the following screenshot.

Filter Groups Type All Leads
¥  Mew Group Campaign » J
~  Group 2 Campaign [ @ S
~  Group 3 mix Campaign [ @ A~

Total Dialable Numbers: 20

Figure: "Total Dialable Numbers" after disabling a filter group

e Whenever the Supervisor enable or disable a filter group in the left panel, the count

of "Total Dialable Number" changes.

¢ Click "Check Impact" button to show "Check Impact" pop-up.
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Check Impact

Select filters below and click on ‘Check Dialable Numbers' to view the total amount of dialable numbers. It might
take a while to calculate the information,

Filter Groups Filtered Count Dialable Count
D New Group
Group 2

Group 3 mix

o oy
|,_Check Dialable Numbers ] Total Dialable Numbers:

I N
| Done )
\. S

Figure: "Check Impact" Pop-up

o If a filter group has been disabled, then its checkbox will remain blank. If a filter is
enabled, then its checkbox will remain selected (but disabled) and a "Get" link will be
displayed. For example in the above screenshot, "New Group" is disabled whereas

"Group 2" and "Group 3 mix" filter groups are enabled.

e The Supervisor can click the checkbox for the disabled filter such as "New Group" to
view the numbers in "Filtered Count" and "Dialable Count" columns. Also, the

Supervisor can click "Get" link for enabled filter groups to get these counts.

Check Impact *

Select filters below and click on "Check Dialable Numbers' to view the total amount of dialable numbers. It might
take a while to calculate the information.

Filter Groups Filtered Count Dialable Count
New Group 5 5
Group 2 1 1
Group 3 mix 1 1
I:: Check Dialable Numbers :l Total Dialable Mumbers: 5

./. .\.
| Done )
L r
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Figure: Dialable Count for every filter group separately and for all filter groups

It shows the Dialable Count for every filter group separately and total count after

enabling or disabling the filter groups.

o The Supervisor can click"Check Dialable Numbers" to get the Total Dialable Number
count after enabling or disabling the filter groups. Whenever the status of a filter
group is changed, the Supervisor has to click "Check Dialable Number" button to get

the updated dialable number count.

e Click "Cancel" or "Done" to close the pop-up.
6.4.2.14.6 Modify a Filter Group

Select a Filter Group to view its details in the right pane.

= jeimatadi > Outbound Call Details  Users  Lead Management  Callback  Prompt  Dialer Settings

Manage Lead  Manage Contacts ~ Manage Filters | Manage Filter Groups

Filter Groups Type All Leads

~  SuperheroGroup System » 1
~  ronMani System (o ] R
Available filters(3) Assigned filters(T)
v zzzmzzz: System o J +
M Filter Assigned to M Filter Assigned to
O aaaz 222z 6] O SuperHero SuperheroGroup, zzzzzzzzz ®
0 ironman IronMan’, zzzzzzzzzz 6]

Total Dialable Numbers: - ©System level Group Filters cannot be edited at campaign level o

Figure: Modify Filter Group

On the opened page, you can change the name, description and assign or unassign the

filters to the Filter Group.

After changing the information, click "Apply" button to save the made changes.

6.4.2.14.7 Delete a Filter Group
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Select the filter group from the left pane and click "Delete" button present at the bottom of

the page in the right pane of the details page.

Confirmation

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

Figure: Delete Filter Group

After clicking the "Delete" button, a confirmation pop-up comes up. Click "Yes" to continue

the deletion, else click "No" button.

You can use only one tab either "Manage Filters" or "Manage Filter Groups". Both features

cannot be used simultaneously.

If the license for the "Filter Group" is activated then the "Manage Filter" tab remains

unaccessible or it does not show on the page.
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6.4.3 Dialer Settings

Through this tab, Supervisor can configure Dialer Settings for outbound campaigns. This
includes dialing algorithm type, enable AMD and types of AMD etc. In order to undo the
required changes before saving, Supervisor can click on "Refresh" button while to save the

required changes, Supervisor has to click on "Apply" button.

= amevo Monitor ~ Manage ~ Workbench  Reports  Voicelogs  More v

= woice_regression > Voice_outb... Call Details  Users Lead Management Callback Prompt Dialer Settings

Dialer Details Refresh ) @ 0] it

DIALER SETTINGS

Dialer Setting Algorithm Preview v

Pesk CC Max (Max 100} [] Lead User Dialing Enabled
20

- N
Dial Time ( Add )

Time Zone Time From Time To

fthe leads by particular users. The Lead to

Default Time e 1

© 000 x O 2350 X

Y
Custom Dial Time Restriction (add )

Attribute Operand Criteria Time From Time Ta

System Disposition Retry Time Configuration

System Disposition Retry Time Assign

<]

AMD [o2 Joo oo |

ATTEMPT_FAILED [02 ‘ 00 ‘ 00 |

<]

BUSY [m ‘ 10 ‘ 00 |

< |

CALL_DROP [m ‘ 30 ‘ 00 |

< |

CALL HANGUP [24 ‘ 00 ‘ 00 |

<]

1-100F19 >

Figure: Dialer Settings

At the right side of the dialer settings page, some of the commonly asked questions about

settings are defined. You can refer to those definitions.

6.4.3.1 Algorithms
The Supervisor can select the following algorithms for outbound dialing.
6.4.3.1.1 Progressive Dialer

It works in a similar manner as the Predictive mode, except that dialing only begins once an
agent becomes available. Number of calls dialed are equal to the number of available agents.

Progressive dialing factors include peak CC.

Copyright © AMEYO 2020 | Page 383



Ameyo 4.81 GA

=& amevo

Monitor

= P1 > Outbound ..

Dialer Details

Manage

‘Workbench

Reports

Voicelogs

More w

Call Details

Supervisor Manual

s1 v

Users  Lead Management  Callback Prompt  Dialer Settings

DIALER SETTINGS

Dialer Setting

Algorithm

Progressive

v

In progrs joritnm, the dialing only begins once an
AMD Peak CC Max (Max 100) gent be

DEFAULT v 20

mbsr of calls dislsd are equal to the

[] Enable aMD

Dial Time

Time Zone

oase 1@

Default Time

s N
‘Custom Dial Time Restriction _Add )

Attribute Operand Criteria Time From Time To

System Disposition Retry Time Configuration

System Dispasition

Retry Time Assign

AMD [02 ‘on ‘m |

ATTEMPT_FAILED [02 ‘ 00 ‘ 00 |

Figure: Progressive Dialer Settings

If the dialer algorithm changes, the FAQs will also be changed.

e AMD: If Supervisor wants to disable Answering Machine detection (AMD) in auto

dialing then the supervisor can select "None".

e Peak Call Count: Supervisor can specify the maximum number of simultaneous calls
which should be dialed by the dialer for particular campaign. The maximum number
of peak call count which can be defined by supervisor depends upon the number of
the peak call count defined at the campaign level by administrator. The supervisor can

not define this count greater than the defined number by administrator.

The maximum number (here 100) shows here in braces is depends upon the number

of the peak call count defined by the administrator at campaign level and hence is

customized.

6.4.3.1.2 Fixed/Paced Progressive

In this dialing algorithm, a fixed number of calls are enqueued and passed to available agents.
The deciding factor in fixed-pacing dialing is max pacing ratio and peak CC. The total number
of calls enqueued is equal to the max pacing ratio multiplied by the available agents. For eg.,
let's say we have defined max pacing ratio as 2.5 and the available agents are 2, then the total
number of calls to be dialed will be 5 but if peak CC is less than 5 then the number of calls to

be dialed will be equal to peak CC.
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Dialer Setring Algorithm Fixed/Paced Progressive

Enable AMD DEFAULT v 20 2

Figure: Fixed Pacing Dialer Settings

e AMD: If Supervisor wants to disable Answering Machine detection (AMD) in auto

dialing then the supervisor can select "None".

e Peak Call Count Max (Max 100): Supervisor can specify the maximum number of
simultaneous calls which should be dialed by the dialer for a particular campaign. The
maximum number of peak call count which can be defined by supervisor depends
upon the number of the peak call count defined at the campaign level by
administrator. The supervisor can not define this count greater than the defined

number by administrator.

e Max Pacing Ratio: This parameter controls the ratio of dialing calls to free agents. A

higher value implies an increase in the number of dialing calls.
6.4.3.1.3 Predictive Dialing

It is most productive dialing algorithm for agents. Predictive dialers use historical statistics
and intelligence to calculate agent availability. Thus, based on past trends, the solution will
know exactly how many dialing attempts and how much time is required to reach a live
contact. A call is transferred to an agent only when it becomes live, thus avoiding the call drop
and answering machine detection. Predictive algorithm depends on a number of factors,

including peak CC, max pacing ratio, variance factor, agent wait time and call drop ratio.

Dialer Setting Algorithm Predictive ~

Enable AMD DEFAULT v 2

Variance Factor Call Drop Ratio =
100 5 5

Figure: Predictive Dialer Settings

e AMD: If Supervisor wants to disable Answering Machine detection (AMD) in auto

dialing then the supervisor can select "None"
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Peak Call Count Max (Max 100): Supervisor can specify the maximum number of
simultaneous calls which should be dialed by the dialer for a particular campaign. The
maximum number of peak call count which can be defined by supervisor depends
upon the number of the peak call count defined at the campaign level by
administrator. The supervisor can not define this count greater than the defined

number by administrator.

Max Pacing Ratio: This parameter controls the ratio of dialing calls to the free agents.

A higher value implies an increase in the number of dialing calls.

Variance Factor: It defines how effectively the settings of Maximum Pacing Ratio /

Call Drop Ratio / Agent Wait Time can be followed.

Call Drop Rate: This parameter allows the number of customers to be on hold if all

the executives are busy.

Agent Wait Time (sec): This parameter allows to define the minimum wait time

between 2 autodialed calls.

6.4.3.1.4 Preview Dialing

During auto outbound preview dialing, the system gives a preview popup to the available

agent. An agent can preview the account and choose to dial or reject to move to the next

account. Preview dialing factors include peak CC.

Dialer Setting

Enable AMD DEFAULT v 20

Algorithm Preview v

Figure: Preview Dialer Settings

AMD: If Supervisor wants to disable Answering Machine detection (AMD) in auto

dialing then the supervisor can select "None".

Peak Call Count: Supervisor can specify the maximum number of simultaneous calls
which should be dialed by the dialer for a particular campaign. The maximum number

of peak call count which can be defined by supervisor depends upon the number of
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the peak call count defined at the campaign level by administrator. The supervisor can

not define this count greater than the defined number by administrator.
6.4.3.2 Manage Time Zone in "Dial Time"

Supervisor can define the time zone in which dialing needs to be restricted for specific country

timezone by clicking on "Add" button.

o I N
Dial Time [ Add )
Time Zone Time From Time To

Default Time 00:00:00 23:59:59

Africa/Abidjan - hh:mm:ss hh:mm:ss x

Figure: Time Zone Settings

By default, a Default Time Zone is defined. The Supervisor can specify the default time range

that the dialer would refer to.

e Select the timezone from the drop-down and specify the time range (Time from and

Time To in hh:mm:ss format).
e Anyrecord can be deleted by clicking the "X" icon.
6.4.3.3 Custom Dial Time Restriction

This feature is used for limiting the auto-dialing based on several attributes like phone, name

and timezone. Custom dial time restriction can be added by clicking on the "Add" button.

Custom Dial Time Restriction ([ Add )
Attribute Operand Criteria Time From Time To

phonel 4 Isequalto(=) v Criteria hh:mm:ss hh:mm:ss x

Figure: Custom Dial Time Restriction

You can click "X" icon in the end of the row of a custom time zone to delete it.

6.4.3.4 Retry Time Settings

Retry Time is the time duration after which the dialer will retry for those numbers, which do

not get connected in the first attempt.
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6.4.3.4.1 System Disposition Retry Time Configuration

Supervisor can configure the retry time for different system dispositions. The Supervisor can
also assign the system dispositions to the respective campaign. If the system disposition is

not assigned in this tab then the retry time defined for that system disposition will not work.

System Disposition Retry Time Configuration

AMD [ ‘ 59 ‘ 59 |
Hours Minu: Second:
ATTEMPT FAILED | 222233 [20 [0 \
Hi Minu Seconds
BUSY [0 E [0 |
Hi Minut Seconds
CALLDROP |00 ‘ 0 ‘ a0 |
Hi Minut Seconds
CALL_HANGUP [24 [o0 o0 |
1-100f19 >

Figure: System Disposition Retry Time Settings

System dispositions will be assigned by checking the assign checkbox of that particular system

disposition.

Copyright © AMEYO 2020 | Page 388



Ameyo 4.81 GA Supervisor Manual

6.5 Manage Parallel Predictive Campaign

Supervisor can manage the Parallel Predictive campaigns in which it has been assigned.

= NewProcess > ParallelCa... Call Details Queues Users Lead Management Callback Prompt Dialer Settings

Y
( )
[_Download )

Call Details(0) h

N

Customer Details Date Added Phone No Call Type ‘Customer Status Disposition Customer Talk Time Hold Time Call Result IVR Time

The filter applied has no result. Please try a different criteria.

Figure: Manage Parallel Predictive Campaign

It contains the following tabs.

e Call Details: Here, the Supervisor can view the call details. This tab has already been

discussed in Inbound Campaign. Know more...

e Queue: Here, the Supervisor can add, edit, and delete the queues in the Interaction

Campaign. This tab has already been discussed in Chat Campaign. Know more...

e Users: Here, the Supervisor can assign or unassign the users in this campaign. The
Supervisor can also manage the skills of the users. This tab has already been discussed

in Chat Campaign. Know more...

e Lead Management: Here, the Supervisor can enable or disable the lead, map a lead

to any queue, and view the lead summary. This tab has already been discussed in

Outbound Campaign. Know more...

o Callback: Here, the Supervisor can add and manage the callbacks. This tab has already

been discussed in Inbound Campaign. Know more...

o Prompt: Here, the Supervisor can manage the Prompts. This tab has already been

discussed in Inbound Campaign. Know more...
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o Dialer Settings: Here, the Supervisor can configure the dialer settings here. Know

more...
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6.5.1 Dialer Settings

Through this tab, Supervisor can configure Dialer Settings for parallel-predictive campaigns.
This includes dialing algorithm type, enable AMD and types of AMD etc. In order to undo the
required changes before saving, Supervisor can click on "Refresh" button while to save the

required changes, Supervisor has to click on "Apply" button.

= P1> Paraliel Pre.. Call Details Queues Users Lead Management Callback Prompt Dialer Settings

. " FAC
Dialer Details Refresh @

DIALER SETTINGS

Dialer Setting Algorithm Parallel-Predictive ~

AMD Peslc CC Max (Max 100) Max Pacing Ratio
[7] Enable avD DEFAULT ~ 20 2

Variance Factor €all Drop Rate: Agent Wait Time (sec)
100 5 5

Time Zane Time From TimeTo

Default Time @ o000 % O s «

Custom Dial Time Restriction

Avtribute Operand Griteria Time From TimeTo rcentage of cll crops sllowed for total

& non-avalabilty of agents.

System Disposition Retry Time Configuration

amp [z Joo [oo ]

<]

ATTEMPT_FAILED [o2 [oo [o0 ]

<]

BUSY [0 [10 [o0 ]

CALLDROP (o0 [30 [o0 ]

<]

<]

CALL HANGUP B Joo [0 ]

100f1e >

Figure: Dialer Settings

At the right side of the Parallel-Predictive dialer settings page, some of the commonly asked

questions about settings are defined. You can refer to those definitions.

6.5.1.1 Algorithms
The Supervisor can select the following algorithms for parallel-predictive dialing.
6.5.1.1.1 Parallel-Predictive Dialing

It is most productive dialing algorithm for agents. Parallel-Predictive dialers use historical
statistics and intelligence to calculate agent availability. Thus, based on past trends, the
solution will know exactly how many dialing attempts and how much time is required to

reach a live contact. A call is transferred to an agent only when it becomes live, thus avoiding
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the call drop and answering machine detection. Parallel-Predictive algorithm depends on a
number of factors, including peak CC, max pacing ratio, variance factor, agent wait time and

call drop ratio.

Dialer Setting gorithm  Parallel-Predictive ~

AMD Peak CC Max (Max 100) Max Pacing Ratio
[] Enable AMD DEFAULT ~ 20 2

100 5 5

Figure: Parallel-Predictive Dialer Settings

AMD: If Supervisor wants to disable Answering Machine detection (AMD) in auto

dialing then the supervisor can select "None"

Peak Call Count Max (Max 100): Supervisor can specify the maximum number of
simultaneous calls which should be dialed by the dialer for a particular campaign.
The maximum number of peak call count which can be defined by supervisor
depends upon the number of the peak call count defined at the campaign level by
administrator. The supervisor can not define this count greater than the defined

number by administrator.

The maximum number (here 100) shows here in braces is depends upon the number

of the peak call count defined by the administrator at campaign level and hence is

customized.

Max Pacing Ratio: This parameter controls the ratio of dialing calls to the free agents.

A higher value implies an increase in the number of dialing calls.

Variance Factor: It defines how effectively the settings of Maximum Pacing Ratio /

Call Drop Ratio / Agent Wait Time can be followed.

Call Drop Rate: This parameter allows the number of customers to be on hold if all

the executives are busy.

Agent Wait Time (sec): This parameter allows to define the minimum wait time

between 2 autodialed calls.

6.5.1.2 Manage Time Zone in "Dial Time"
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Supervisor can define the time zone in which dialing needs to be restricted for specific

country timezone by clicking on "Add" button.

Dial Time

Time Zone Time From Time To

Default Time 00:00:00 23:58:58

Africa/Abidjan ~ hh:mm:ss hh:mm:ss x

Figure: Time Zone Settings

By default, a Default Time Zone is defined. The Supervisor can specify the default time range

that the dialer would refer to.

e Select the timezone from the drop-down and specify the time range (Time from and

Time To in hh:mm:ss format).
e Any record can be deleted by clicking the "X" icon.

6.5.1.3 Custom Dial Time Restriction

This feature is used for limiting the auto-dialing based on several attributes like phone,

name and timezone. Custom dial time restriction can be added by clicking on the "Add"

button.

Custom Dial Time Restriction
Attribute Operand Criteria Time From Time Ta

phonel 4 Isequalto(=) v Criteria hh:mm:ss hh:mm:ss x

Figure: Custom Dial Time Restriction

You can click "X" icon in the end of the row of a custom time zone to delete it.

6.5.1.4 Retry Time Settings

Retry Time is the time duration after which the dialer will retry for those numbers, which do

not get connected in the first attempt.

6.5.1.4.1 System Disposition Retry Time Configuration
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Supervisor can configure the retry time for different system dispositions. The Supervisor can
also assign the system dispositions to the respective campaign. If the system disposition is

not assigned in this tab then the retry time defined for that system disposition will not work.

System Disposition Retry Time Configuration

4]

AMD |2 [so B |

4]

ATTEMPT_FAILED 222233 [20 [0 |

BUSY [ 0 B |20 |

4]

4]

CALL_DROP 00 | 20 ‘ o0 |

4]

CALL_HANGUP | 24 | 00 ‘ 00 ‘

110010 >

Figure: System Disposition Retry Time Settings

System dispositions will be assigned by checking the assign checkbox of that particular

system disposition.
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6.6 Manage Voice Blast Campaign

Supervisor can manage the Voice Blast campaigns in which it has been assigned.

OutboundCamp... ¥

= NewProcess > Voice Call Details  Lead Management Prompt  Dialer Settings

N
( )
(_Download )

Customer Details Date Added Phone No Call Type Customer Status Disposition ‘Customer Talk Time Hold Time Call Result

The filter applied has no result. Please try a different criteria.

Figure: Manage Voice Blast Campaign

It contains the following tabs.

e Call Details: Here, the Supervisor can view the call details. This tab has already been

discussed in Inbound Campaign. Know more...

e Lead Management: Here, the Supervisor can enable or disable the lead, map a lead
to any queue, and view the lead summary. This tab has already been discussed in

Outbound Campaign. Know more...

e Prompt: Here, the Supervisor can manage the Prompts. This tab has already been

discussed in Inbound Campaign. Know more...

o Dialer Settings: Here, the Supervisor can configure the dialer settings here. This tab

has already been discussed in Outbound Campaign Know more...
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6.6.1 Dialer Settings

Through this tab, Supervisor can configure Dialer Settings for voice blast campaigns. This
includes dialing algorithm type, enable AMD and types of AMD etc. In order to undo the
required changes before saving, Supervisor can click on "Refresh" button while to save the

required changes, Supervisor has to click on "Apply" button.

= NewProcess > Voice Call Details  Lead Management  Prompt  Dialer Settings

Dialer Details e Refresh m

Dialer Setting Algorithm  Constant-Channels v

AMD Peak CC Max (Max 100)
[] Enable AMD DEFAULT R

Dial Time (Add )

Time Zone Time From Time To

Default Time 0000 X 2359 x

Custom Dial Time Restriction (Add )

Attribute Operand Criteria Time From Time To

System Disposition Retry Time Configuration

System Disposition

AMD ‘ 02 | 00 ‘ o0 |
Hi Ming S v

ATTEMPT_FAILED (o2 [o0 [o0 |
[ in o

BUSY ‘ 00 | 10 ‘on |
- win Secona

CALL DROP ‘ 00 | 30 ‘ o0 |
- win Secona

CALL_HANGUP [2 [0 ) |

1-10ef 10 >

Figure: Dialer Settings

6.6.1.1 Auto Dial

Toggle the Auto Dial button to enable the auto dialing of the calls through voice blast
campaign. It provides the privilege to dial all the calls from the voice blast campaign

automatically.

You can disable the auto dialing of the call at any time by toggling the same button again.
6.6.1.2 Algorithms
The Supervisor can select the following algorithms for voice-blast dialing.

6.6.1.2.1 Constant-Channels
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In this dialer, constant dialing is done based on the number of channels provided. The

deciding factor in this algorithm is the total number of channels.

For Example: If we provide total number of channels as 4, then the number of calls enqueued

to be dialed at any instant of time is 4.

Dialer Setting Algorithm Constant-Channels v

AMD Peak CC Max (Max 100]
[] Enable AMD DEFAULT v 20

Figure: Voice Blast Dialer Settings

e AMD: If Supervisor wants to disable Answering Machine detection (AMD) in auto

dialing then the supervisor can select "None"

e Peak Call Count Max (Max 100): Supervisor can specify the maximum number of
simultaneous calls which should be dialed by the dialer for a particular campaign.The
maximum number of peak call count which can be defined by supervisor depends
upon the number of the peak call count defined at the campaign level by
administrator. The supervisor can not define this count greater than the defined

number by administrator.

The maximum number (here 100) shows here in braces is depends upon the number

of the peak call count defined by the administrator at campaign level and hence is

customized.

6.6.1.3 Manage Time Zone in "Dial Time"

Supervisor can define the time zone in which dialing needs to be restricted for specific country

timezone by clicking on "Add" button.

- N
ial Ti (
Dial Time \ Add )
Time Zone Time From Time To

Default Time 00:00:00 23:58:58

Africa/Abidjan hd hh:mm:ss hh:mm:ss X

Figure: Time Zone Settings
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By default, a Default Time Zone is defined. The Supervisor can specify the default time range

that the dialer would refer to.

e Select the timezone from the drop-down and specify the time range (Time from and

Time To in hh:mm:ss format).
e Anyrecord can be deleted by clicking the "X" icon.
6.6.1.4 Custom Dial Time Restriction

This feature is used for limiting the auto-dialing based on several attributes like phone, name

and timezone. Custom dial time restriction can be added by clicking on the "Add" button.

I )
Custom Dial Time Restriction [ _Add )

Attribute Operand Criteria Time From Time To

phonel ~ s equal to (=) v Criteria hh:mmiss hh:mm:ss X

Figure: Custom Dial Time Restriction

You can click "X" icon in the end of the row of a custom time zone to delete it.

6.6.1.4.1 System Disposition Retry Time Configuration

Supervisor can configure the retry time for different system dispositions. The Supervisor can
also assign the system dispositions to the respective campaign. If the system disposition is

not assigned in this tab then the retry time defined for that system disposition will not work.

System Disposition Retry Time Configuration

AMD [ 23 ‘ 59 ‘ 59 |
Hours Minut Second:
ATTEMPT_FALED (222233 [20 [0 \
H Mins Second:
BUSY |08 E E) |
H Minut Second:
CALL DROP |00 E [0 |
Hours Minut Second:
CALL HANGUP [2s [0 [0 |
>

Figure: System Disposition Retry Time Settings

System dispositions will be assigned by checking the assign checkbox of that particular system

disposition.
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7 Workbench

Supervisor can click "Workbench" to login as a user to the Email, Chat, and Voice Campaigns.

Perform the following steps to login to the campaigns.

1. Click "Workbench". "Campaign Selection" pop-up is displayed on the screen.

Campaign Selection

Ticker Campaign Voice Campaign || Blended  chat Campaign

Select Ticket Campaign  ~  Select Voice Compaign  ~  Select Chat Campaign v

Figure: Select the Campaign

2. Here, the Supervisor has to select any or multiple of the following campaign types in
which it wants to login. The list will contain only those campaigns in which the

Supervisor has been assigned by the Administrator.
e Ticket/Email (Interaction) Campaign
e Voice Campaign
* Inbound Voice Campaign
» Outbound Voice Campaign
» Parallel Predictive Voice Campaign
e Chat Campaign

Supervisor can login to these three types of campaigns collectively.
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If Administrator have configured the default working for the Supervisor in any
campaign, then the Supervisor will be logged on directly to that campaign.
Supervisor can be set to logon to multiple Chat Campaigns, multiple Voice
Campaigns, and multiple Interaction Campaigns collectively, to which it has been

been assigned.

3. Selection of Campaign: The supervisor can select either voice campaign or

interaction campaign but the supervisor who are assigned in both type of campaigns
can select both campaigns at a time and can work in either campaign. Following are

the cases for campaign selection for the supervisor.

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

blended campaign for voice, which allow an supervisor with Executive Role
to logon to more than one voice campaigns (such as in both Inbound and
Outbound campaigns) simultaneously. If this option is configured, a

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

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

Administrator.

Campaign Selection

Interaction Campaign Chat Campaign Vaice Campaign [] Blended Video Chat Campaign

Select Interaction Campaign v Select Chat Campaign S O e s et Select Video Chat Campaign v

[ Inbound

(] Outbound

Figure: Voice Campaign Selection

When "Blended Campaign" option is checked, the voice campaign drop-down

menu shows only blended campaigns, in which the supervisor is assigned.
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‘Campaign Selection

Intaraction Campaign Chat Campaign Voice Campaign Blended Vides Chat Campaign

Select Interaction Campaign v Select Chat Campaign v Select Video Chat Campaign v

- [ Select Voice Campaign

[ Inbound Campaign
Outbound Campaign m

[ Parallel Predictive

Figure: Selecting Blended Campaigns

A supervisor can select multiple non-Blended Campaigns. However, Blended

Campaigns are preferred because it gives important to the inbound calls that

helps in reducing the call drops.

B. Interaction Campaign: The supervisor can select the interaction campaign in
which the supervisor is assigned. In interaction campaign both interaction
and chat campaigns are included. The supervisor can select any one from
interaction campaign or chat campaign or if the supervisor is assigned in

both campaigns then, the supervisor can select both interaction and chat

campaigns at a time.

Campaign Selection

Ticket Campaign Voice Campaign O Blended Chat Campaign Video Chat Campaign

Select Ticket Campaign ~ Select Voice Campaign ~  Select Chat Campaign ~ Select Video Chat Campaign ~

Select Ticket Campaign Select Chat Campaign

i | Chat Campaign

Figure: Select Interaction Campaigns

The supervisor can select only one interaction campaign and chat campaign.

If the supervisor is assigned in multiple interaction campaigns, even then,

supervisor is cannot select multiple campaigns.

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

assigned in both voice and interaction campaigns can select both at a time.
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Campaign Selection
Ticket Campaign Voice Campaign | Blended Chat Campaign Video Chat Campaign
Select Ticket Campaign v Select Chat Campaign v Select Video Chat Campaign -
[] Select Voice Campaign
[]' Inbound Campaign
Select Ticket Campaign e —— Select Chat Campaign
i [ Parallel Predictive | Chat Campaign

Figure: Voice and Interaction Campaign Selection

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

campaign in which the supervisor is assigned into.

Campaign Selection

Interaction Campaign Chat Campaign Waice Campaign [ Blended Video Chat Campaign

Select Interaction Campaign hd Select Chat Campaign v Select Voice Campaign v [[] Select Video Chat Campaign

[] Video_MVP4

Figure: Video Chat Campaign Selection

3. The supervisor can also select the video chat campaign with voice and

interaction campaign to work simultaneously with those campaigns.

4. Click "Next" to proceed. The Supervisor will be logged on to the campaigns.

ZAMEYO  Monitor  Manage  Workbench  Reports  Voicelogs  More v InteactionCa..+3 ¥ a - = Just Logged .. ¥

Dashboard Customers Create Ticket JAN

Lo 7 Filter Search a [
[l All Media ~ | Al Tickets v Date From x Date To x Date Modified, Desc - 1-3v of3 Closea Tiekets

al NEW Low InteactionCampaign Todsy

z [amng]
O = new mail — Quevet 1328
Resolution Modified
W nteactionCampaign Ye

0 = al NEW = e Low InteactionCampig esterday

o test Queust 1826

Resolution Modified

a2 NEw o =) Low InteactionCampaign 04Jan. 2020

| e Help us protect you: Security advice from Google = | Queuet 12:20

First Response Modiied

Figure: Home Screen

Here, Supervisor can perform the all the same operations that an agent can perform in its

workbench. to know the functionality of Agent and Supervisor in Workbench.

The key differences between the working of the Agent and the Supervisor are mentioned

hereinbelow.
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1. The Supervisor can view all the tickets present in the campaign, whereas the Agent
can view only tickets present in that queue.

2. The Supervisor can pick as well as assign the tickets to other agent, whereas the Agent
can only pick the tickets present in the queue.

3. The Supervisor has no Call Details tab in Workbench, however these tab are present

on other tabs.

After logging on to campaigns in the Workbench, if Supervisor is browsing other tabs in its
Console, following pop-up will come on the screen whenever an incoming call or chat comes

to Supervisor.

Switch to Workbench

You have an incoming call/chat. We recommend switching to workbench, to take further actions.

Switch Later (cancel) Switch Now (Accept)

Figure: Switch to Workbench
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8 Supervisor Account Menu

To access the Supervisor Menu, click on the Supervisor name icon at the top-right of the

screen.

5]

#Change Extension

#Chang e Campaign
ac hange Password

- Keyboard Shortout
#Manage Acronyms
B send Error Logs

wL:ug:uut

Last Login: Jul 10 2

Figure: Supervisor Account Menu

The Supervisor can perform the following operations from the Menu tab:

1. Change Extension: This option allows the Supervisor to change his Extension on
which he was working previously. To change the Extension, click on the "Change
Extension" button and the pop-up to change the Extension will come then, select

the Extension which you want to select.

Extension Selection x

Select Extension hd

Cancel

Figure: Change Extension Pop-up
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2. Change Campaign: Through this option, the Supervisor is able to change the
Campaign. To change the campaign, click on the "Change Campaign" button and
then select the campaign which you want to select from the pop-up. It also allows

you to select multiple campaigns at the same time.

Campaign Selection

IC v InBound hd Select Chat Campaign hd

IC i InBound

Figure: Change Campaign Pop-up

3. Change Password: : This option allows the Supervisor 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

[ anfirms Dacc
Lonmirm Fasswiord

Figure: Change PasswordPop-up

4. Keyboard Shortcuts: This feature allows the Ameyo agent to see the list of keyboard

shortcuts, through which the work of the agent can be reduced. Click “Keyboard

Shortcuts” option from the list. The following modal is displayed.
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Keyboard Shortcuts(17) Search X
Hold/Unhcld phone Alt+ H

Confer Alt+ C

Transfer Alt+T
Mute/Unmute phone Alt+ M

End Call Alt + E

Dispose Alt+D

Auto-Call status toggle Alt+ 1

Auto-Ticket status toggle Alt+ 2

Cpen Menu Alt+7

Barge Alt+ B

Snoop Alt+ 5

Whisper Alt =W

Confer Alt+F

Force Logout Alt+ Q

Accept Call Alt+ A4

Reject Call Alt+ R

Workbench and Monitor toggle Alt =+ .

Enable Shortcut @D [Alt = 7] to view menu again

Figure: Keyboard Shortcut Modal

Following are the actions for which the shortcuts are listed in this modal:
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e Hold/Unhold Phone: Press the “Alt” key and “H” key together to access this

shortcut.
e Confer: Press the “"Alt” key and “C" key together to confer any call.
e Transfer: Press “Alt” and “T" key together to transfer any call.

e Mute/Unmute Phone: Press “Alt” and “M” key together to mute or unmute

any ongoing call.
e End Call: Press “Alt” and “E” key together to end the call.
o Dispose: Press “Alt” and “D” key together to dispose of any call.

o Auto-Call Status Toggle: Press “Alt” and “1” key together to change the status

of the auto-call.

e Auto-Ticket Status Toggle: Press “Alt” and “2" key together to change the

status of the auto-ticket assignment.

e Open Menu: Press “Alt” and “?” keys together to open the keyboard shortcut

modal.
e Barge: Press “Alt” and “B” keys together to barge the call.
e Snoop: Press “Alt” and “S” keys together to snoop the call.
e Whisper: Press “Alt” and “W" keys together to whisper the call.
e Force Logout: Press “Alt” and “Q" keys together to force logout any agent.

e Accept Call: Press “Alt” and “A” keys together to accept any incoming call and

answer to it.
¢ Reject Call: Press “Alt” and “R” keys together to reject any incoming call.

o Worbench and Monitor Toggle: Press “Alt” and “.” keys together to switch

between workbench and monitoring screen of supervisor.
Click switch to disable the Keyboard Shortcuts.

Click switch to enable the Keyboard Shortcuts. By default, they are enabled for

every user.
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The above shortcuts can not be customized, they are fixed. The supervisor can use

the search box to search for any specific shortcut key.

5. Manage Acronyms: : This option allows the Supervisor to see the list of the campaign

Acronyms which was created at the campaign levels. Know more...

Acronyms x

Create New

Short Term Full Term

Write Acronym Write Acronym

Self Acronyms
Short Term Full Term Action
gm Good Morning | |

Campaign Acronyms

Campaign Name Short Term Full Term

C SYN Hope to see you soon!

Figure: Acronyms

On this page, the supervisor can create its own acronyms which are only visible to

the supervisor, and the Supervisor can use them only.
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Perform the following steps to create the Self-Acronyms.

A. Enter the short term in the "Short Term" textarea.

B. Provide the full name corresponding to the short term in the "Full Term"

textarea.
C. Click "Create" button.

Supervisor can delete his created acronyms but he does not have the option to edit

them.

Select an acronym and click & icon to delete it. A confirmation pop-up comes up.

Confirmation X

Are you sure you want to delete Acronym 7

Figure: Delete Acronyms

Click "Yes" to confirm the deletion process else click "No".

The campaign level acronyms cannot be deleted from here. They can only be created

from the Manage tab of the supervisor screen.

5. Send Error Logs: It is a feature provided by the Ameyo to send the errors which
occurred at the time of work. Click on the "Send Error Logs" button and the pop-up
with the screenshot will arrive. Provide a description of that screenshot and enable
"Include Screenshot" (optional) to attach the Screenshot with the error. After then
click on the Send button to send that screenshot to the server. This will help the

Administrator to resolve the error.
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Send error logs @ <

szue description

Enter the description of the Error,

Include screenshot

-

Figure: Send Error Logs

6. Logout: Click "Logout" to logout from the Ameyo. Once you click logout, all the

services will stop, and supervisor redirects again to the login page.

Logout option will be disabled when the user is either on the call or having the

conversation with customer over the chat. Logout option will only be available after

the conversation will be terminated and call or chat will be disposed successfully.

7. Last Login: It shows the last date and time of the supervisor when the account has

been logged in by supervisor.
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9 Logout from Ameyo

The supervisor is supposed to logout from the Ameyo application after the work or shift is

over. The supervisor can to click on its name (top right corner) to access the account menu..

5]

#Change Extension

*Chang e Campaign
ac hange Password

- Keyboard Shortout
#Manage Acronyms
B send Error Logs

wL:ug:uut

Last Login: Jul 10 = 11:21

Figure: Account Menu

Click "Logout" command to logout from Ameyo AppServer.
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