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1. Preface

1.1 Purpose of this document

#1.1.a This document is a generic Technical Design Document for use by “Essence Technology Automation India Pvt. Ltd.”. It
provides guidance and template material which is intended to assist the relevant management or production staff or support staff, in
producing a project specific Technical Design Document. It is also useful background reading for anyone involved in developing or
monitoring the existing smart dialer version.

1.2 Use of this document

#1.2.a This Preface is addressed to the users of this generic document and is not meant to be retained in any project specific
Technical Design Document based on it.

#1.2.b This document may be modified or overwritten directly at each occurrence and it depends of the discretion of the user.

1.3 Overview

#1.3.a This preface is for information only (in very specific term the purpose & the use).

1.4 Basis of this Document

#1.4.a It attempts to set standards and create a consistent approach to the design and development of systems across the Program.
It will enable the Program to benefit from ‘economies of scale’ and a consistency in the approach to building and deploying
systems. Important issues that need to be considered include the architecture of systems, links to legacy systems, contemporary
approaches to design (Object Oriented Program), aims for code re-use and the need to develop systems that will work on an
operational basis over many years and the associated desire to make such systems easily supportable and affordable.

#1.4.b A key point will be to build on the work already carried out in smart dialer and its predecessor programs, where a large

number of specific ‘technical’ developments were undertaken looking at, for example, standards for data exchange, such as APIs,
and the introduction of contemporary technologies and infrastructures.
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2. Client Admin
# Authentication & Dashboard View

2.1.a.1 Login Module -

Description - Login page enables the registered users to enter the Client panel in form of entering credentials like client
code, userid and password.

To perform logging via login module, the phases follows as.

Step1: Open any one of the mentioned browsers Chromium or Firefox.

Step2: Once the browser is opened, type the url http://xxx.xxx.xxxx.xxx/smart/ on search bar, which results the login page will
appear below

& SMART LOGIN

£

Remember me

Log me in =
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Step3: Now in the textboxes below, enter the credentials and then press “Log me in” button

1. | Enter your client Code \ & SMART LOGIN

1
2. | Enter your userid \
3. | Enter Password —\_\_\_\

[F] Remember me

=

admin

Log me in -

After entering valid credentials
press "Log me in" button

Step4: Finally the admin user is logged in to the home page or Dashboard page.

SMART DIAL™
A . Mode Details 1=
y ( 1 ) Auto
ko Agent Status qia
o (1) READY
I & Mode Details ) Agent Status @ 1die Status @ Wrapup Status Talk Status
= 1 1 00:00:00 00:00:00 00:00:00

L
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2.1.a.2 Dashboard View

@ SMART DIAL”

Mode Details 7 -

® SUMMARY

( 1 ) Auto
Agent Status A
( 1 ) READY
& Mode Details ) Agent Status @ e status @ Wrapup Status Talk Status
1 1 00:00:00 00:00:00 00:00:00

It depicts the brief pertaining to various activities taking place in the agents, including

1. Mode Details
2. Agent Status
3. Idle Status

4. Wrapup Status
5. Talk Status
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# System Configuration

System configuration enables users, to manually configure system settings which are significant to all mechanisms availed in the

Product.

To reach system configuration follow the steps as below :-

Step1: Consider the steps of Logging to panel via login module
Step2: Then move the cursor/mouse towards system configuration on left

SMART DIAL”

= SUMMARY

{ System Configuration
£9)
[

Mode Details

O~m
(0 ) No Login

O~m
(0 ) No Login

Agent Status

=) Agent Status @ de Status

& Wode Details

0 0 00:00:00

Move the cursor/mouse here and tap/click
on "system configuration" icon

@ wrapup Status

[8] Tak Status

00:00:00 00:00:00

Step3: After clicking on system configuration, the flow with split into child options mentioned below :

SMART DIAL™

= CLICNT DIRCCTORY

ACLRULES

nND

USER MODE MASTER

MENU MAPPING

USER STATUS COLOUR

USER MODE PERMISSION

SMS CONFIG

EMAIL CONFIG

BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

Mode Details T
1) Auto
Agent Status T
1) READY
& Mode Details =) Agent Status @® Idle Status
il 1 00:00:00
S
S

Clicking on System Configuration
will flow the following option

Now lets explore the sub-parts of system _configuration

@B Wrapup Status 21 Tak status

00:00:00 00:00:00
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To go to client directory, follow the steps as below :-

2.1.a.3 Client Directory - The client directory enables users to add information of a client with respect to phone number, name,
designation and tier corresponds to a particular campaign or without campaign.

Stepl: Left click on the client directory option of the menu system configuration.

SMART DIAL
P Mode Details -
4 ® CLIENT DIRECTORY 1 1
—_s = 1) Auto
ACL RULES
oD Agent Stus, 1a 5 Left click on the Client Directory sub menu ‘
- = (1) READY
USER MODE MASTER
1 T & Mode Details =) Agent Status @ Idie status
- — USER STATUS COLOUR
= e 1 1 00:00:00
USER MODE PERMISSION
'? SMS CONFIG
N Ee e HD || Clicking on System Configuration
Lata BLACKLIST will flow the following option

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SMART DIAL”

4 = CLIENT DIRECTORY
-y 5
ACLRULES

[C]1 8010063746 Anubhay Singh Mansager

DND

USER MODE MASTER

MENU MAPPING

USER STATUS COLOUR
USER MODE PERMISSION

e SMS CONFIG

EMAIL CONFIG

Ltk BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step2: After clicking on client directory button, the client directory page will appear as below :-
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CLIENT DIRECTORY

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

| . M i
ACLRULES
8010063746 Anubhav Singh Mansager DEMO
— DND
[ USER MODE MASTER This icon is used to refresh all data
— MENU MAPPING Ticking these checkboxes enables giteimakingipaiticdlaiupdate
- us to select a particular client's — =
(R O data to be deleted This icon facilitates deleting a | |This icon used for editing| T'hlsllmlr'] usedd. for adding
= i i i i single client directory
o USER MODE PERMISSION .pamctflar data after checkbox | |a particular information
- 5 =0 00900 is applied
(5 SMS CONFIG
EMAIL CONFIG .Thls. icon u.sed for upl.oadlnlg a hullk of data
o B — in via csv file for multiple directories to be
i BLACKLIST uploaded in single thread
EXTENSION DETAIL
USER
DISPOSITION

Lets explore each facilities of client directory:-

1. Adding a new single client.

To add a new client the steps are as follows:

Stepl:

Step2:

Step3:

Step4:

Consider the steps of going to client directory as mentioned above.

After the appearances of client directory page, Click onadd * icon.

The dialog box of adding new client will appear below.

ACLRULES
USCR MODEC MASTCR

USER STATUS COLOUR

USER MODE PERMISSION
FMAI CONFIG
EXTENSION DETAIL

DISPOSITION

ZONE DIALING MAP

LEAD SOURCE

SMART DIAL™

GLIENT DIREG1ORY

uND

MENU MAPPING

SMS CONFIC

BLAGKLIST

user

CIIAT GROUPS

SKILL MASTER

Designation®

campaign
Flease Sl

Click on plus ican for
adding single client

Now add the desired information in form of phone number, name, designation and tier with/without campaign.
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SMART DIAL”

CLIENT DIRECTORY
ACL RULES

DND

USER MODE MASTER

S ——— -
MENU MAPPING Anubhav Singh

Designation®

USER MODE PERMISSION Manager

USER STATUS COLOUR ‘I"‘-'"

‘SMS CONFIG ‘Campaign

EMAIL CONFIG

BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step5: Once done with entering the credentials above, click on save button.

Step6: Once save button is clicked, the data will be successfully saved as below.

Client Directory Create Successfully!

Step7: Now press the “Ok” button of popup dialog box, once clicked it appears to be the number have been saved in the directory
as below :-
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SMART DI

® CLIENT DIRECTORY
= 2

ACLRULES
O | s010063746 Anubhav Singh Mansager DEMO #

DND

~

USER MODE MASTER

MENU MAPPING

It

USER STATUS COLOUR

{l

USER MODE PERMISSION The newly saved details appears here

SMS CONFIG

%)

EMAIL CONFIG

s BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER T

2. Editing the data in client directory:-

Stepl: Click on the pencil like icon to open editing dialog box.

SMART DIAL”

® CLIENT DIRECTORY

| = -
s ACLRULES
5 1 8010063746 Anubhay Singh Mansager 1 DEMO #
: DND x -Emt
| e -
. USER MODE MASTER Phone Ho:
8010063746
-— MENU MAPPING Name *
-— BT — Anubhav Singh = — _
USER STATUS COLOUR 1. |Click on this icon to enable edltlng|
- = 3 Designation *
] gy Editing option available e
USER MODE PERMISSION 5B antion] -
s SMS CONFIG tier and campaign 1
Campaign
— EMAIL CONFIG DEMO <
— BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION 3.| Click on Update button

ZONE DIALING MAP

CHAT GROUPS

Update
LEAD SOURCE

Step2: After clicking on that icon, it will open up a dialog box that enables editing of data.
Step3: Now in the above dialog box editing option available on name, designation, tier and campaign.

Step4: Once done with renaming, click on the update button to save the renamed data.

Step5: Once update button is clicked, similar pop-up dialog box will occur below.
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Client Directory Update Successfully!

Step6: Now press the ok button, which will result data changes have been successful.
3. Deleting a client from client directory:-

Step1: Consider the steps of entering the client directory.

Step2: Now choose to tick a checkbox near that relates to a client number.

SMART DIAL™

CLIENT DIRECTORY

w Delete Client.
DND

O 8010063746 Anubhav Singh Manager 1 DEMO s
FELRLLES ‘ 9876543210 Aakasn " " smcasLe | -

USER MODE MASTER
MENU MAPPING

USER STATUS COLOUR 2. | Then click on "Delete" icon

USER MODE PERMISSION 1| Firstclick on checkbox to select

E

=

E T SeeeEs the particular data for deletion
EMAIL CONFIG

] S

Step3

BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

: After clicking the delete icon, a popup message asking a confirmation for delete
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Delete selected Client Directory 2.

Step4: Now click on the “Ok” button, which will result removal of that data.

4. Making bulk upload to client directory

Step1: Consider the steps of entering the client directory

Step2: On the client directory page click on upload button highlighted in the pic below

SMART DIAL™

CLIENT DIRECTORY
- (1 I P et = i i i
o ACL RULES
Ia # sot00s3745 Anuthay Singh e ' oeMo

2 [ ss7es43z10 Aakash g n SITICABLE
)
i USER MODE MASTER

MENU MAPPING

E USER MODE PERMISSION
E USER STATUS COLOUR
E SMS|CONFIC:

EMAIL CONFIG
Ea BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step3: Once upload button is clicked, a mini dialog box will appear as below

Clicking this icon to
facilitate bulk upload
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® CLIENT DIRECTORY

o ACLRULES

l
=
DND B

USER MODE MASTER

e MENU MAPPING

x -

Upload CSV File Format

Field Format(phone_nolname|designation|tierlcampaign) i

| Browse... ] Mo file selected

0%

USER MODE PERMISSION

|
USER STATUS COLOUR
e sus
EMAIL CONFIG
Latl BLACKLIST

EXTENSION DETAIL
USER
DISPOSITION
ZONE DIALING MAP
CHAT GROUPS

Upload || cancel

LEAD SOURCE

SKILL MASTER

Step4: User is supposed to create a csv file via excel sheet in same format mentioned in the dialog box :

ey B C D E
1 éhone no _Iname designation tier campaign
2 | 7654321900 Akhil CQuality 11 Demo
3 | 9889675543 Rahul Manager 1]
a

Step5: Once the csv file have been created, it is to be uploaded in via the dialog box, to do it click on the
will enable another dialog box to select the csv file

SMART DIAL™

«  CLIENT DIRECTORY

ACLRULES

DND

ool

Upload CSV Tile Mormat

I
E MENU MAPPING N

USER MODE PERMISSION .

1 Click on Browsc button
to select the csv file

Field Bl

0%
\L\\
—

=_noln ation|tier n) ol

USER MODE MASTER

} “client.csv" file selected

USER STATUS COLOUR

sme

EMAIL CONFIG

BLACKLIST

EXTENSION DETAIL When csv file selected then

click on Upload button

3

useR

DISPOSITION .
ZONE DIALING MAP S

g - - N
CHAT GROUPS iasoack

cancet

LEAD SOURCE

SKILL MASTER

Step6: Once file selected then click on upload button.

Step7: After click on upload button, a popup window will ask a confirmation message.

“Browse” button, which

Essence Technology Automation India Pvt. Ltd.
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Are you sure wantto Upload it ?

Step8: Now click on “Ok” button, once ok button is clicked, those numbers will be uploaded showing a message in green text
“File uploads done”.

SMART DIAL™

@ CLIENT DIRECTORY

ACLRULES

DND
Upload CSV File Format Field Pl

USER MODE MASTER " 5
p — " [CBrowse... ] ctient.csv 100% File upload done. ki

oooold

MENU MAPPING

USER MODE PERMISSION hiatled) il s e bt 215 Lt e
(@ e ——— 7654321900 2 o0
USER STATUS COLOUR 9889675543

SMS C

EMAIL CONFIG
«hil BLACKLIST
EXTENSION DETAIL
USER
DISPOSITION
ZONE DIALING MAP
CHAT GROUPS Upload || Cancet

LEAD SOURCE

SKILL MASTER =

Step9: Finally we can see the uploaded results below :-

SMART DIAL™

@ CLIENT DIRECTORY

- =
LIRS = 8010063746 Anubhav Singh Manaoger " pomo. -~
. LD [E]  os7esaz21o Asicash n' " sITICABLE P
o USER MODE MASTER [ [ 7654321900 A Quatity w Demo -
= MENU MAPPING = | 9889675543 Ranut Manager n -
USER MODE PERMISSION =
= USER STATUS COLOUR //
SMS CONEIC /
Terams Data uploaded through the "Upload client Directory” option
L il BLAUKLIST

EXTENSION DETAIL
user
DISPOSITION

ZONE DIALING MAP
GHAT GROUPS

LEAD SOURCE

SKILL MASTER =
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2.1.a4 DND:

the system.

Personnel/employee). Seeking not to receive calls on their number.

Stepl: Left click on the DND option of the menu system configuration.

Step2: After clicking on DND sub menu, the DND page will appear as below :-

This mechanism facilitates blocking of a particular number or a bulk of numbers, so that blocked numbers will not dial through

1. Local DND Check - This mechanism is used to check the DND numbers in local server (blocked by local

Scenario - In order for DND to take effect, it is required to enable DND URL and DNC in campaign section

@ success = Number added in DND.
© error = Any eror(database, query,etc).

EXTENSION DETAIL
USER

DISPOSITION

ZONE DIALING MAP
CHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step3: Enter Local DND URL, if DND check through the local URL
Step4: Then click on “Update Local DND URL” for set the Local DND URL

Step5: Click on “Check URL” button to check that URL is valid or not.

Number). Seeking not to receive calls on their number.

18 | Essence Technology Automation India Pvt. Ltd.

SMART DIAL™
CLIENT DIRECTORY ‘ Dnd un Add Dnd List Upload Dnd List Search Dnd List
ot ACLRULES
Wz g http://192 1681 6/smart/dnd/check_dnd php + Update Local DND URL
® ODND [E] Remote Dnd Check
V) —————————
9 USER MODE MASTER Remote DND URL + Update Rerqote DND URL
B EUEL E Parameters required —
B e « phone=value - (To check phone exist in DND.) URL -
| — USER STATUS COLOUR Return > = =
o= e = 0 = Not in DND 2 Click on this button after
= 1= Found in DND > = 1
USER MODE PERMISSION s e s q Elr:te'r(LEcal D:Dhulln, |fI DND entering local DND URL \
© 3 = Invalid phone number passed check through the local URL
SMS CONFIG © 4 = APl return some error.
= o 5 = Parameter missing " .
EMAIL CONFIG © 6 = APl not working Click on this button to
P e O SRR = (e B S || e UL e e e o e
BLACKLIST

2. Remote DND Check - This mechanism is used to check the DND numbers offered from TRAI (Retail/Citizens blocking a




Stepl: Left click on the DND option of the menu system configuration.
Step2: After clicking on DND sub menu, the DND page will appear as below :-

SMART DIAL™

CLIENT DIRECTORY

EMAIL CONFIG

BLACKLIST

EXTENSION DETAIL

Add Dnd List Upload Dnd List Search Dad List

+ Check URL

+ Check URL

Click on this button to
4- | check URL is valid or not
Click on this button after
entering Remote DND URL

s~ F= DND
http://192.168.1.6/smart/check_dnd.php + Update Local DND URL
HELlELEs [F] Remote Dnd Check 4l|click on Remote DND checkbox to enable it
Vo)
USER MODE MASTER Remote DND URL + Update Remote DND URL
j_ e Parameters required —
== - phone=value - (7o check phone exist in DND.) URL =
USER STATUS COLOUR Relnmn> Mot i DD Enter the Remote DND URL, if DND
(=] 2 0=Notin 4
D S e IS o 1 = Found in DND check through the TRAI DND database
= 2 = Database connection or query error
@ 3 = Invalid phone number passed
[ SMS CONFIG © 4 = API return some eror.

© 5 = Parameter missing
© 6 = API not working.
« addphone=value - (Phone fo add in OND.) URL -
Return >
o success = Number added in DND.
© error = Any eror(database,query,etc).

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step3: Click on “Remote DND check” checkbox to enable it.
Step4: Then Enter the Remote DND URL, if DND check through the TRAI DND database
Step5: Then click on “Update Remote DND URL” for set the Remote DND URL

Step6: Click on “Check URL” button to check that URL is valid or not

3. To Add a single number in DND follow the s given below:-
Stepl: Go to DND sub menu, of system configuration.
Step2: Then click on “Add DND List” tab, which is after the DND URL tab

SMART DIAL™

ACI RUIFS
Number/Numbers

= DND

USER MODE MASTER + AddtoDND +
N ——>-{Then click on Add to DND button

MENU MAPPING N

USER STATUS COLOUR B

USER MODE PERMISSION \\

[ Enter the numbers here to add number

SMS CONFIG a
° | in local DND database list

EMAIL CONHIG

BLACKLIST
FXTFNSION DFTAN
useR

DISPOSITION

ZONE DIALING MAP
CHAT GROUPS

LEAD SOURCE

S MASTER
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Step3: Now type a number in box and click on “Add to DND”.

Step4: After clicking on ‘Add to DND’ it shows ‘ok’ which indicates the number is added to DND.

4. To add bulk of numbers in DID follow the s:-
Stepl: Go to DND sub menu, of system configuration.

Step2: Then click on “Upload DND List” tab, which is after the *Add DND List’ tab

SMART DIAL

. LND

i “\fakepath\clientdnd._csv Uploa. © Reset
o EEE—

USFR MODF MASTFR 5 0% N,
= et par e \\ S

USER MODE PERMISSION

Uploaded files

LISFR STATLIS GOIOUR .
Click on Browse button S
| o select the csv rile

— Swmis conFIG
- 2. [Then click on Upload button
EMAIL CONFIC

Lkl BLACKLIST
EXTENSION DETAIL
USER

DISPOSITION

ZONE DIALING MAP
CHAT GROUPS

LCAD SOURCE

SKILL MASTER

Step3: User is supposed to create a csv file via excel sheet in same format mentioned in the dialog box :

1 phone
2 | 7854321900
3 | 9889675543

Step4: Once the csv file have been created, it is to be uploaded in via the dialog box, to do it click on the “Browse” button, which
will enable another dialog box to select the csv file

Step5: Once file selected then click on upload button.
Step6: After click on upload button, a popup window will ask a confirmation message.

Step7: Now click on “Ok” button, once ok button is clicked, those numbers will be uploaded with immediate effect.
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5. To search a number in local DND database:
Stepl: Go to DND sub menu, of system configuration.

Step2: Then click on “Search DND List” tab, which is after the "Upload DND List’ tab

o
‘ ST T o e ey | T
: e enm e aaneists
=

ol
B e N

S S TR 1| Enterthe number in

F———— textbox to search

USER MODE PERMISSION Click on Search button

- SimEs e 2. | for searching number

in DND dalabase

EMAIL CONFIG

Lk sLACKLS T

EXTENSION DETAIL

USER

DISPOSITION

ZONC DIALING MAP

CHAT GROLIPS.

LEAD SOURCE

SKILL MASTER

Step3: Enter/type a number in search textbox.
Step4: Click on Search Button.
Step5: If number available in local DND database then message shows as “Found in dnc list” otherwise message shows that “Not

found in dnc list”

6. To delete a number from local DND database:
Stepl: Go to DND sub menu, of system configuration.

Step2: Then click on “Search DND List” tab, which is after the "Upload DND List’ tab
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SMART DI o

L
1 GLIENT DIRECTORY \ Dnd Url | Add Dnd List | Upload Dnd List | Search Dnd List ‘
ACL RULES
e —— Search Number o Search || @ Delete
© DND
o T —
. USER MODE MASTER
o MENU MAPPING
USER STATUS COLOUR i1, || T e A= T -
(= e textbox to delete 2 Click on Delete button to delete the
alEREERERE AR | number from local DND database
e SMS CONFIG
EMAIL CONFIG
il
Ll BLACKLIST
EXTENSION DETAIL
USER
DISPOSITION

ZONE DIALING MAP
CHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step3: Enter/type a number in search textbox.
Step4: Click on Delete Button.
Step5: After clicking on Delete button, a popup window asking a confirmation message for delete

Step6: Now click on “Ok” button, once ok button is clicked, then that number will be deleted with immediate effect.
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2.1.a.5 ACL Rules:
It is used to allow and restrict login to agent from server.
Note: It is needed to tap reload button after changes have been made.

In “Extension Detail” Module — There is a checkbox titled ACL, if it is ticked then ACL rules will be applicable for that
extension/SIP else any it will enable login to agents via any PC of any IP address series.

1. The walkthrough of adding/previewing ACL is followed as :

Stepl: Go to system configuration, Hit ACL Rules sub menu.

SMART DIAL™

Modc Details I -
GLiENT LIREGTONY (o) o
_ (i
onp
Ao Srnees =
- A RIS N o
- (0) No Login
USER MODE MASTER ‘\\
A e | & wodepetais ] Agent Status @ idie Status @ Wrapup Status 81 Talk Status
USEH MODE 1EIMISSION
Sk o o 00:00:00 00:00:00 00:00:00
USER STATUS COLOUR e
SMS CONPIG \1 Lett click on "ACL Rules” sulbb menu

EMAIL CONFIG

Rl ACKIIST

EX1ENSION DETAIL

user

DISPOSITION

ZONE DIALING MAP

CHAT GROUIPS

LEAD SOURGE

Step2: Now the ACL configuration page appears as follow:

SMART DIAL™

CLIENT DIRECTORY

ekl 1 permit 10.11.39.0/255.255.255.0 <

DND

| |a

2 permit 10.11.38.0/255.255.255.0 -
USER MODE MASTER

-— MENU MAPPING

USER STATUS COLOUR

= 5 - Click on Plus "+ icon
. USER MODE PERMISSION to add new ACL Rules

-3 SMS CONFIG

I ACL Rules which created in the system that will shows on this page I
EMAIL CONFIG

Lotk BLACKLIST
EXTENSION DETAIL
USER

DISPOSITION

ZONE DIALING MAP
CHAT GROUPS.

LEAD SOURCE

SKILL MASTER

Step3: To add new IP in ACL, click on ‘+’ button in ACL Page

Step4: Then ACL mini dialog box appears as below :-
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IP*
Subnet Mask *

SAVE RESET

SMART DIAL™

CLIENT DIRECTORY

e = ACIRUITS

LND.

USER MODE MASTER

MENU MAPPING

EMAIL CONFIG

JETIE A1 AGKI ST

X1 ENSION DE 1AL
user

NISPOSITION

ZUNE DIALING MAE
CHAT GROUPS

LCAD SOURCL

SKILL MASTER

SMART DIAL™

USECR MODC MASTCR

1 permit

2 permit

Step5: Now add a valid IP address and hit/click save button

10.11.29.0/255.255.255.0

10.11.38.0/255.255.255.0

,
o @

Step6: We can see the a new record is added :-

2 permir

N

.,
3.| Click on Save button

197 168.1.0/255.255.255.0

USER STATUS CoLoUR e ez 1sa 10
USER MODE PERMISSION Subnet Mask = 255.255.255.0| g
[ Enter the I” address here
— SMS CONFIG savr || RrsrT ~~
~a Y 2_[Enter the subnet mask here |

- £1IFNT DIRFETORY
one 1 permit 10.11.39.0/255.255.255.0 <=
i SCUEtES 2 permit 10.11_38.0/ 255 255 2550 ~[a

MENU MAPPING
USLR MUODL PLRMISSION

USER STATUS COLOUR

SMS CONFIG

EMAIL CONFIG

Latal B1ACKIIST

EXTENSION DETAIL
user

DIsPOSITION

ZONE DIALING MAP

CHAT GrOUPS.

LEAD SOURCE

SKINI MASTER

2. Edit ACL Rules:
This mechanism enables modifying a saved ACL Rules.
Steps to edit ACL are as follows :-
Stepl: Go to system configuration, Hit ACL Rules sub menu

Step2: Now the ACL configuration page appears as below => Click on the edit icon, to open edit dialog box.
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CLIENT DIRECTORY

- IS 1 permit 10.11.39.0/255.255.255.0 =
. oNp 2 permit 10.11.38.0/255.255.255.0 <=
LEERMODE MASTER 3 permit 192.168.1.0/255.255.255.0 <=
- MENU MAPPING [ it |
USER STATUS COLOUR 3 ‘ /
USER MODE PERMISSION
SMS CONFIG P 192.168.1.0 . Click on pencil like icon to open

SRR eoesEs the edit ACL Rules dialog box

EMAIL CONFIG S
Lall S — SAVE || RESET
BLACKLIST =

EXTENSION DETAIL \ Change the IP address and ‘

. =
User subnet mask as required
3. | Click on save button
DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step3: Now in the dialog box, interchange the digits, click save button

Step4: Now we can notice the changes has been done

3. Delete ACL Rules:
This mechanism enables deleting a saved ACL Rules.
Steps to delete ACL are as follows :-
Stepl: Go to system configuration, Hit ACL Rules sub menu

Step2: Now the ACL configuration page appears as below => Click on the “Delete” icon

SMART DIAL™

CLIENT DIRECTORY

% | GEERELES 1 permit 10.11.39.0/255.255.255.0 il
z Bt 2 permit 10.11.38.0/255.255.255.0 2=
USER MODE MASTER 3 permit 102.168.1.0/255.255.255.0 B =
-
— MENU MAPPING //
USER STATUS COLOUR -
= F
USER MODE PERMISSION -
_——— Click on Delete Icon
= SMS CONHIG

EMAIL CONFIG

BLACKLIS |

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

Step3: After click on Delete icon, a popup window will ask a confirmation message for delete.

Step4: Now click on “Ok” button, once ok button is clicked, then that number will be deleted with immediate effect.
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4. Reload Asterisk after the changes in ACL Rules:
Stepl: Go to system configuration, Hit ACL Rules sub menu
Step2: Now the ACL configuration page appears as below => Click on the “Reload Asterisk™ icon

SMART DIAL™

L CLIENT DIRECTORY

Ees e 1 permit 10.11.39.0/255.255.255.0 [
2 B 2 permit 10.11.38.0/255.255.255.0 B 5
USER MODE MASTER 3 permit 192.168.1.0/255.255.255.0 e
— MENU MAPPING
| USER MODE PERMISSION
=

USER STATUS COLOUR = =
Click on this icon for Reload the

SMS CONFIG changes in ACL Rules

EMAIL CONFIG

BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step3: After click on “Reload Asterisk™ icon, a popup window will ask a confirmation message for reload.

Step4: Now click on “Ok” button, once ok button is clicked, then the response shows on ACL Rules page as follows:

SMART DIAL™

Reload Success on- 10.11.33.12 =] +.
CLIENT DIRECTORY

DND

&

1 permit 10.11.39.0/255.255.255.0 s

R RUtES 2 permit 10.11.38.0/255.255.255.0 <

&

USER MODE MASTER

]

3 permit 192.168.1.0/255.255.255.0 s

P MENU MAPPING
USER MODE PERMISSION

USER STATUS COLOUR

w Response shows here for Reload

EMAIL CONFIG

Lt BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER
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2.1.a.6 User Mode Master:

This module enables to customize user modes:

By default modes namely Auto, Manual, Callback, Progressive, MO, Preview, and Break which are created in the back-end.

And it also features include :-

(i) Creating additional mode in as subdivision of break mode.

(ii) Enabling/Disabling Recall permission.
(ii1) Deleting additional created modes.

1. To enable/disable callback facility in a mode, describes as :-

Stepl: Go to system configuration, Hit “User Mode Master” sub menu.

Step2: Now the User Mode Master page appears as follows:

SMART DIAL

&R Wrapup Status

00:00:00

=

Talk Status

00:00:00

SMS CONFIG

FMAI CONFIG

BLACKLIST

EXTENSION DETAIL

USCR

DISPUSIHION

FONF DIAIING MAP.

CHAT GROUPS

LEAD SOURCE

SMART DIAL™

CLIENT DIRECTORY

o ACL RULES

DND

© USER MODE MASTER

— MENU MAPPING

USER STATUS COLOUR

LJ
USER MODE PERMISSION
e SMS CONFIG

EMAIL CONFIG

BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZOMNE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

N e ow e ow o =

Modo Details —
CLIENT DIRECTORY (0) O~ma
- No I ogin
e onD
! et muLes Agent Status 0o~ 0% |
) (0) No Login
C = USFR MODF MASTFR
. - s s
I— | & vescocm 9 Agent Status & e status
USER MODE PERMISSION ~
i S \\\ o o 00:00:00
USER STATUS COLOUR =0
N

Click on User Mode Master sub menu

Callback

|| s

Mo

|

- Break

TeaBreak

Step2: Once Recall permission is ticked then, it will enable initiate callbacks via agents in that mode.

Tick/Untick the checkbox to enable/disable
the callback facility in mode
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2. Create additional modes :
Stepl: Go to system configuration, Hit “User Mode Master” sub menu.

Step2: Now the User Mode Master page appears, hit “+’ button to enable appearance of mode creation dialog box.

[ S 3 |

User Mode™

Sawe cancel

Step3: Now in the mode creation dialog box, give it any alphabetical (only eligible pattern) term.

SMART DIAL™

CLIENT DIRECTORY
ACLRULLS
DND

USER MODE MASTER

MENU MAPPING

LISFR STATLIS COI OUR

USER MODE PERMISSION

SMS CONFIC

EMAIL CONFIG

BLACKLIST

EX1ENSION DEIAIL

USFR

DISPOSITION

ZONE DIALING MAP

CI IAT GROUPS.

LEAD SOURCE

SKILL MASIER

Step4: Then click on Save button

122

Step5: After click on “Save” button, a popup window gives the message that “User Mode Created....!
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Step6: Now click on “Ok” button, once ok button is clicked, then created mode shows on User Mode Master page as follows:

CLIENT DIRECTORY

ACLRULES + Il e

DND

B E

Manual

=

Callback
® USER MODE MASTER

Progressive
- MENU MAPPING o

USER STATUS COLOUR Preview

USER MODE PERMISSION 7 Break

1
SMS CONFIG 8 n TeaBreak

EMAIL CONFIG 9

O O OooOoo

Refreshment
BLACKLIST
EXTENSION DETAIL
USER
DISPOSITION
ZONE DIALING MAP
CHAT GROUPS

LEAD SOURCE

SKILL MASTER i

3. To edit a User Mode follow the steps :-

Stepl: Go to system configuration, Hit User Mode Master sub menu

Step2: Now the User Mode master page appears => Click on the edit button near any of created modes, to enable appearance of
dialog box.

SMART DIAL™

CLIENT DIRECTORY

ACLRULES

oD 2
e A —
~  USER MODE MASTER
=
= MENU MAPPING =
USER STATUS COLOUR s =
== T —
USER MODE PERMISSION =
. = o
- sms conrie
EMAIL CONFIG s [l -
Latsk BLAGKLIST e
7
EXTENSION DETAIL g v
L SxTEMsomeREE Click on Edit icon

usra
DISPOSITION
ZONE DIALING MAP
CIIAT GROUPS

LEAD SUURCE

SKILL MASTER

Step3: Change the Refreshment into Lunch Break, and then click on update button.

Step4: Now we can see the mode has changed.

4. Deleting a created mode from User Mode Master Page:

Stepl: Go to system configuration, Hit User Mode Master sub menu
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Step2: Now the User Mode master page appears as follows:

SMART DIAL™

CLIENT DIRECTORY

2 ) i eca =
% ACLBULES © Hl
DND 2 [ wenua
) 3 Callback
= USER MODE MASTER
+ I e B
E MENU MAPPING > il - -
USER STATUS COLOUR ¢ N - ]
]
E USER MODE PERMISSION 7 - 4 Eresk ]
3 SMS CONFIG f TeaBreak ] gz
EMAIL CONFIG 9 Ul rerreshment ] =
BLACKLIST
EXTENSION DETAIL 2. | Click on Delete icon

user 1. ‘ Tick on Checkbox to select it

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

I SKILL MASTER
Step3: Now choose to tick a checkbox near created user mode.

Step4: Then click on Delete button

Step5: After clicking the delete button, a popup message asking a confirmation for delete

Delete selected User Mode 7.

Step6: Now click on the “Ok” button, which will result removal of that data.
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SMART DIAL™

CLIENT DIRECTORY

ACLRULLS

LND

USER MODE MASTER

e = MENU MAPPING -
LISFR STATLIS COI QLR =
USER MODE PERMISSION

SMS CONFIG

EMAIL CONFIG

BLACKLIST

EX1ENSION DE IAIL

USER

DISPOSITION

7ONF DIAIING MAP

CHAT GROUPS

LEAD SOURCE

SMART DIAL”

! CLIENT DIRECTORY

2.1.a.7 Menu Mapping:

Mode Details 0~

(o)

Mapping an user step demonstrates as below :-

No Login
Agent Status 0~pma
(0) No Login

& Mode Details

o

*) Agent Status @ iaie Status

o 00:00:00

Click on Menu Mapping Sub menu

Main Menu User Mapping

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

and click it

ACL RULES
DND
)
USER MODE MASTER © System Configuration 1
e = MENU MAPPING © Telephony Configuratior?
USER STATUS COLOUR . Operational
= e 3
USER MODE PERMISSION
© Mnjtoring 4
' 5 SMS CONFIG
> =
© Qualit 5
EMAIL CONFIG
[ahsl T © Analytics 6

Sub Menu User Mapping

Main Menu User Sub Menu User

| Menu Mapping Page Shows as follows

u user

@& wrapup Status

00:00:00

Mapping - The term ‘mapping’ is referred as mechanism of enabling/disabling a module or sub module for a particular user.

In the context of mapping, admin can easily map menu, sub menu and sub-sub menu to any other user except himself/herself

Stepl: Go to system configuration, hit menu mapping sub menu to enable menu mapping page to appear with immediate effect.

8] Tak status

00:00:00

Step2: Click on Operational Configuration radio button in main menu User mapping

@
Super Sub Menu User Mapping
Super Sub Menu User

Step3: While Operational Configuration is selected, move over the mouse to one of the unticked user in main menu user column
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Step4: Then do the steps as demonstrated in below picture

SMART DIAL™

;s CLIENT DIRECTORY

Main Menu User Mapping Sub Menu User Mapping

ACLRULES Main Menu User

DND

USER MODE MASTER @ System Configuration 1 [ abhinay @ Campaign Managementf
rahul
)
]

= MENU MAPPING © Telephony Configuratior2 Sanmosh @} Lead Management 2

rakesh

USER STATUS COLOUR D Other Management 3

Tick on user to map the
menu to user

&, Operational
®c

USER MODE PERMISSION

SMS CONFIG

EMAIL CONFIG

BLACKLIST

Click on radio button to
enable the sub menu user

EXTENSION DETAIL

USER Click on radio button
to enable the main

DISPOSITION menu user

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

2.1.a.8 User Mode Permission:

This module used to enable/disable extra mode to user.

SMART DIAL™

Mode Details
(0)
Agent Status

(0)

& wMoade vetais

O~m
No Login

O~

No Login

CLIENT DIRECTORY

ACL RULES

nNn

USER MODE MASTER

=) Agent status @R aie status

MENU MAPPING

«  USCRMODL PLRMISSION
= o] (0]

N

=Y

[ Click on User Mode Permission sub menu_ |

00:00:00

USER STATUS COLOUR .

SMS CONFIC

EMAIL CONFIG

BLACKLIS1

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAI GROUPS

LEAD SOURCE

Step2: Now User Mode Permission page open as follows:

O abhinav

[} santosh

@

Super Sub Menu User Mapping

Sub Menu User

rahul

rakesh

Click on radio button to | .
enable the super sub i
menu user

@B wrapup Status,

00:00:00

@ Campaign 1
i CRM Configuration 2
© Campaign Queue 5
@ Mapping 4

~ Campaign Transfer 5
" mapping

) Callback - Re schedule6

) Email Template 7
7 SMS Template 8
@ File Category 9

Music On Hold 10

User Mapping to DID 10

SMS Disp Mapping 11

=

lalk Status

00:00:00

Super Sub Menu User

[0 abhinav
rahul

[C} santosh
[ rakesh

6.

Tick on user to map
the super sub menu
to user

Step5: After that login in client panel with that user and check the menu/sub menu/super sub menu mapped or not.

Stepl: Go to system configuration, hit “User Mode Permission” sub menu to enable mapping page for the user to mode.
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SMART DIAL”

A ]
. CLIENT DIRECTORY
[ admin

ACL RULES [£] kamal

DND

USER MODE MASTER

MENU MAPPING

il

USER STATUS COLOUR

Click on Userid or Checkbox
to load the User mode

[

= USER MODE PERMISSION

SMS CONFIG

Q

EMAIL CONFIG

Latal BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

GHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step3: Click on Userid or checkbox to load the User Mode

SMART DIAL™

CLIENT DIRECTORY

admin
ACL RULES O kamal wanual
- [ Caliback

DND [ Break
o) b—————————————

USER MODE MASTER [ Progressive

[ me

— MENU MAPPING [ Preview
“a T [ TeaBreak

USER STATUS COLOUR
=) T —— : B

= USER MODE PERMISSION Tick the checkbox to give the
extra mode to user

s SMS CONFIG
2

EMAIL CONFIG
Latal BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step4: Then tick the checkbox to give the extra mode to user as shown in above picture

Step5: When user login in agent application or web panel then extra mode shown in the dialing mode selection

2.1.a.9 User Status Colour:
This module used to change the colour of agent status for Live panel.

Stepl: Go to system configuration, then hit “User Status Colour” sub menu.

33 | Essence Technology Automation India Pvt. Ltd.




@®c7A

SMART DIAL™

2 CLIENT DIRECTORY

ACLRULES

DND.

USER MODE MASTER

MENU MAPPING

© USER STATUS COLOUR
=
USER MODE PERMISSION
- SMS CONFIG
= EMAIL CONFIG
{FITTE BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

Step2: Now the User Status Colour page shown as follows:

Status Default  Color 1 Min Color 2 Min Color 3 Min Color 4 Min Color 5 Min Color 6 Min Color 7 Min Color 8 Min Color 9 Min  Color >= 10 Min

ovoms _soworr [ gsete ) _scowse | scrasen | I eoeia_ wiocns sescers

HANG UP #39C2EB

READY
RINGING
DIALING
MUTE
HOLD
MISSED
BARGE
INFO
cOACH

TL CONF
REJECTED

SKILL MASTER

SMART DIAL™

: CLIENT DIRECTORY

ACLRULES

DND

USER MODE MASTER

MENU MAPPING

= USER STATUS COLOUR

USER MODE PERMISSION

3 SMS CONFIG

EMAIL CONFIG

Latsl BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step4: Select the colour

SMART DIAL™

L CLIENT DIRECTORY

ACL RULES
DND
)
USER MODE MASTER
o MENU MAPPING
® USER STATUS COLOUR
=
USER MODE PERMISSION
SMS CONFIG
- EMAIL CONFIG
Lotk BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

AD SOURCE

SKILL MASTER

Step3: Now in this module, left click any colour code it appears as below

Color >= 10 Min

Status Default  Color1 Min Color 2 Min Color 3 Min Color 4 Min Color 5 Min Color 6 Min Color 7 Min _Color 8 Min _Color 9 Min
ON CALL #D6ADFF || #6acods | #cfuios #202a46 | R #deccT3
HANG UP #9sc2ee [He0sE6 N #3ce346 #dec614

rercy  soee —————— rowtss_ s _tosess | arssei

RINGING #5BD3AT #5BD3AT #5BD3AT #58D3AT #58D3AT #58D3AT #58D3AT

DIALING. #68D3F7 _ #58D3F7  #58D3F7  #68D3F7  #68D3F7  #58D3F7 _ #68D3FT #58D3F7 _ #58D3FT #58D3F7
MUTE #18F3A1 | #160a1 | #18F3A1 | #1BF3A1 | #18F3A1 | #18F3A1 #18F3A1_  #18F3A1 #180a1

HOLD #2516 | #osmis

MISSED #0cTa1 /) #focral

BARGE #c7ct

INFO

coacH

TL cONF

REJECTED

k on colour code to
open the colour picker

from colour picker and click on Ok button as shown in below picture

Status Default Color 1 Min Color 2 Min Color 3 Min Color 4 Min Color 5 Min Color 6 Min Color 7 Min Color 8 Min Color 9 Min  Color >= 10 Min
oo _sovorr | sesette | s | soraser | [N veseoss | dowia | i [ soooo | __vuccers
HANG UP _#9scoes |EBEEENN #40d6d6 #58d3a7

oo o | e N IO i N -+ s _toss |t

RINGING #58D3A7  #68d3aT #58D3AT #58D3AT #58D3AT | #58D3A7  #EBD3AT  #58D3AT
DIALING #6803F7  #58D3F7  #58D3FT  #68D3FT_ #58D3F7  #58D3F7  #58D3F7 #5603F7  #5803FT
MUTE #18F3A1  #18f3a1 #18F3A1  #1BF3A1 #18F3A1  #18F3A1  #18F3A1

HOLD #2555 #25f5f5 #25f5f5 #2551 #25f5f5 #25f5f5 #25f5f5
MISSED #0c741 #0cT41 #0c741 #0cT41 #0cT41 #0c741
BARGE #c7cfod #cTcfod #cicfod #cTcfad #cTcfsd

INFO —-—______
coacH I I O M i T N |
neons T W T T o W ) e B

REJECTED #f0cT41 #f0cT41 #f0c741 #0cT41 #0c741

2.3
Then click on Ok
button to apply the

Select the colour here colour code
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Step5: Now login to an agent by entering valid credentials

Step6: The effects can be visualized by going to user status on monitoring screen\

2.1.a.10 SMS Config:
This module facilitates configuration of SMS to send outbound messages to customers.

1. Add New SMS Route

Stepl: Go to system configuration menu, hit “SMS Config” sub menu to open the SMS Config page.

SMART DIAL™

 UsERSTATUSCOLOUR Mode Details O~m
 USERMODEPERMISSION Gop) No Login
e R -

i BLACKLIST & WMode Details =) Agent Status @R Idie Status @R wWrapup Status [31 Talk Status
= | oaensowoemar
= Leen \ (o] 0 00:00:00 00:00:00 00:00:00
= DISPOSITION
=  zonEDALNGMAP [Click on SMS Config sub menu |
b §  coarcrowes

LEAD SOURCE

SKILL MASTER

DEFAULT AUTO LOGIN

ACTIVITY

DATASET

DATASET CONFIG

Step2: Now the SMS Config page appears as follows:

SMART DIAL™

CLIENT DIRECTORY

" ACL RULES

DND

USER MODE MASTER
Click on + icon to add new

- MENU MAPPING SMS route for sending SMS

i

USER STATUS COLOUR

USER MODE PERMISSION

® SMS CONFIG

EMAIL CONFIG

Latsl BLACKLIST

EXTENSION DETAIL I SMS Config Page shows as follows |

USER

DISPOSITION = = | =

ZOME DIALING MAP

CHAT GROUPS.

LEAD SOURCE

SKILL MASTER

Step3: Click on + icon to add new SMS route for sending SMS

Step4: After click on ‘+’ button to enable appearance of SMS Configuration creation dialog box, which shows as follows:
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Route name * B

SMs AP ™

Note : Parameter value with open quotes like “value’ assumed as variable.

Parameter Name Parameter Value
“mobile_no"
“message”

Save Cancel

Step5: Create the new SMS configuration as shown in below picture:

SMART DIAL™

CLIENT DIRECTORY
T 2 Route name *
Testing 1. | Enter the SMS route name here
oND . \J for identification
SMS API

USER MODE MASTER hitps: //smsapi.com/
I 2. [Enter the SMS API here which
MENU MAPPING Note : Parameter value with open quotes like “value® assumed as variable. | provided by the SMS Vendor

Parameter Name Value

USER STATUS COLOUR

To “mobile_no"

USER MODE PERMISSION
_ “message”
‘SMS CONFIG

=

EMAIL CONFIG
BLACKLIST which provided by the SMs Vendor

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

F————————————————— 4. |Click on Save button
CHAT GROUPS
LEAD SOURCE

SKILL MASTER

Save Cancel

Step6: Enter the SMS configuration as follows:
For example
(1) Route name* - Enter route name for example ‘Testing’

(i) SMS API — for example “http://smsapi.com/” (provided by SMS vendor)

(iii) Parameter Name 1 — To (for Mobile number, provided by SMS vendor)
(iv) Parameter Value 1 — ‘'mobile no’ (fixed value in configuration for mobile number)

(v) Parameter Name 2 - Text (For message, provided by SMS vendor)
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(vi) Parameter Value 2 - ‘'message’ (fixed value in configuration for text message)

Step7: Then click on Save button to update the configuration

Step9: At last click on Ok button to view the home page for SMS configuration.

SMART DIAL™

a1 ACL RULES &

)
&

USER MODE MASTER i

MENU MAPPING [F1 Testing http://smsapi.com/ To Text

USER STATUS COLOUR

USER MODE PERMISSION

® SMSCONFIG

D EMAIL CONFIG
—_ BLACKLIST
5

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE E n *
SKILL MASTER

DEFAULT AUTO LOGIN

ACTIVITY

Note: SMS Route which created through SMS Config used in SMS Template/DID SMS Map/SMS Disp Mapping

2. Edit SMS Route

Stepl: Go to system configuration menu, hit “SMS Config” sub menu to open the SMS Config page.

SMART DIAL™

USER STATUS COLOUR LEEEEEED O~

USER MODE PERMISSION (1Y No Login
© SMSCONFIG Agent Status 0-ma
o | EETN ) e
BLACKUIST & Mode Detaiis #) Agentotatus @& e status @ wrapup Status B3 Taik status
i CXTCNSION DCTAIL
= (0] o] 00:00:00 00:00:00 00:00:00
=l =
3 —_—
ZONE DIALING MAP [ Click on SMS Config sub menu |
Lot S S
e 1 FAD SOURCF
SKILL MASTER
DEFAULT AUTO LOGIN
ACTIVITY

DATASET

DATASET CONFIG

Step8: After clicking on Save button, a popup window gives the message that “SMS Configuration Create Successfully!...

B
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Step2: Now the SMS Config page appears as follows:
® SMART DIAL”

ACL RULES ol s +

USER MODE MASTER e

MENU MAPPING [ Testing http: / /smsapi.com/ To Text

USER STATUS COLOUR

USER MODE PERMISSION

== ® SMSCONFIG

= EMAIL CONFIG
BLACKLIST

- EXTENSION DETAIL

USER

DISPOSITION L

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE <!

SKILL MASTER

DEFAULT AUTO LOGIN

ACTIVITY

Step3: Then Click on the pencil like icon to open editing dialog box.

SMART DIAL™

CAMPAIGN MANAGEMENT

< CAM Connguration e —— L.
2 N e e
= Mapping e
== ¢ T TR <
—_— Click on edil icon
B e 3

© Emali Tempiate

© SMS Template

© File Category

Lakal o User Mapping Lo DID.
= Music On Hold

© SMs Diep Mapping

LEAD MANAGEMENT

o import Lead

© Assign Lead
© Load Manager

< CRM Data

© Canback Assign

Step4: After clicking on that icon, it will open up a dialog box that enables editing of data.

Route Mame ~
Testing
smMs AP T

http: s/ smsapi.coms

Note : Parameter val with ocpen quotes like “value  assumed as variable.
Parameter Name Parameter Value
To “mobile_no"
Text “message”
1.

Edit option available on SMS APIL,
parameter name and Paramter
walue which is mot fixed

| Click on Update button |
2=

Update

Step5: Now in the above dialog box editing option available on SMS API, parameter name and parameter value which is not
fixed.
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Step6: Once done with renaming, click on the update button to save the renamed data.

Step7: Once update button is clicked, similar pop-up dialog box will occur below.

SMS Config Update Successfulyl

Step8: Now press the ok button, which will result data changes have been successful.

3. Delete SMS Route
This mechanism enables deleting a saved SMS Route.
Steps to delete SMS Route are as follows :-
Stepl: Go to system configuration, Hit SMS Config sub menu

Step2: Now the SMS Config page appears as below

SMART DIAL™

CLIENT DIRECTORY

e T = 7

z 5
c” S5
. USER MODE MASTER R

_ = Then click on Delete icon
- MENU MAIIING
= _ [Tick on checkbox to select it
USER STATUS COLOUR
=1 —
- LISFR MONT PrRMISSION
~ = sms conFic
=
EMAIL CONFIG
Eﬁ BLACKLISI

EXTENSION DETAIL

USCR

DISPOSITION = . =

FONF DIAIING MAP

GHAI GROUI'S

LEAD SOURCE

SKILL MASTER

Step3: First tick on checkbox to select the SMS route then click on Delete icon, a popup window will ask a confirmation message
for delete.
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Delete selected SMS Configuration 7.

Step4: Now click on “Ok” button, once ok button is clicked, then that SMS route deleted with immediate effect.

2.1.a.11 Email Config:
This part facilitates configuration of email ID to be employed to send outbound messages to customers.
Emil Configuration used to sending outbound message for campaign/service alert (as PRI Alert and Scheduler) messages.

1. To Add new configuration follow the s below:
Stepl: Go to system configuration menu, hit “Email Config” sub menu to open the Email Config page.

SMART DIAL™

Made Details ~
CLICNT DIRCCTORY o e
(0) No Login
ACLRULES
_ Agent Status =
e ]
=) _ (0) No Login
“ USCR MODC MASTCR
3 R TREERE & Modc Details =) Agent status @& icic status @ wrapup Status [51 Taik status
USER STATUS COLOUR
C .- . o o 00:00:00 00:00:00 00:00:00

USCR MODC PCRMISSION
SMS CONFIG
=  EMAIL CONFIG _

BLACKLIST -~

EX1ENSION UE 1AIL e,

SEH “| Click on Email config sub menu

DISPOSITION

ZONE DINLING MAP

CHAT GROUPS.

LCAD SOURCC

Step2: Now the Email Config page appears as follows:
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CLIENT DIRECTORY

ACL RULES

DND

Wb T LT CAMPAIGN/ALERT * DEMO ~

— MENU MAPPING SMTP HOST = Click_lun +fi_cu;|_t:1 ﬂ[:]en new
== email config dialog box
! USER STATUS COLOUR SMTP PORT = £
b USER MODE PERMISSION SMTP USER *
I » SMS CONFIG SpASSOD -
| save ]
® EMAIL CONFIG
[Iﬂ BLACKLIST

EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

Step3: Then click on + icon to open new email Config dialog box

Step4: When dialog box open then select the campaign/service alert from campaign combo box selection as shown in picture

CAMPAIGRNAALERT ~ DEMO [=]

SMTP HOST =

SMTP PORT

SITICABLE

SMTE USER = SITINETWORK
SMTP PASSWORD =~ Service Afert

Pri alert
Er==r=y

Scheduler

Select the campaign/Serwvice Alert
from combo selection

Step5: After that fill up the dialog box with appropriate data of SMTP host, Port, User and Password.

l £
CAaMPAlGHRN/MALERT = DEMO -
SMTFP HOST = smitp.gmail.com
SMTFP PORT 587
SMTFP USER = smart@gmail.com
SMTRP PASSWORD ™ -

1
2

Fill up the dialog box with
appropriate data

@icl‘( on Save buttoa

Step6: As we click on Save button, data saved and email Config page shows to the user
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SMART DIAL"

CLIENT DIRECTORY
ACL RULES

DND

USER MODE MASTER
MENU MAPPING

USER STATUS COLOUR

USER MODE PERMISSION

SMS CONFIG

%)

EMAIL CONFIG

BLACKLIST

EXTENSION DETAIL
USER

DISPOSITION

ZONE DIALING MAP
CHAT GROUPS

LEAD SOURCE

SKILL MASTER

SMART DIAL™

CI IFNT DIRFCTORY

ACL RULES

DND

USER MODE MASTER

MFNL MAPPING

USER STATUS COLOUR

= it
USER MODE PERMISSION
3 SMS CONFIG
 EMAIL CONFIG
Latal BLACKLIST

EXTENSION DETAIL
USER
DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

1

smitp.gmail.com smart@gmai.com s DEMO #

sa7 ] V

Tick on SSL/TLS/Authentication checkbox if
required in email configuration

Step7: Then tick on SSL/TLS/Authentication checkbox, if it’s required in email configuration

2. To Edit email configuration follow the s below:

Stepl: Go to system configuration menu, hit “Email Config” sub menu to open the Email Config page.

Step2: Now the Email Config page appears are as follows:

1 smtp.gmail.com smart@gmail.com s L] DEMO - ®

-

Click on editicon

: Then Click on the pencil like icon to open editing dialog box.

: After clicking on that icon, it will open up a dialog box that enables editing of data.
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SMTP HOST™ smtp.gmail. com

STMP PORT 587
SMTP USER* smart@@gmail.com
SMTPF PASSWORD™ “Sesessses

1.
Do the changes as required

2

Click on Save button

Step5: Now in the above dialog box editing option available on SMTP host, Port, User and Password.

Step6: Once done with renaming, click on the Save button to save the renamed data.

3. Delete Email Configuration
This mechanism enables deleting a saved Email Configuration.
Steps to delete email Configuration are as follows :-
Stepl: Go to system configuration, Hit Email Config sub menu
Step2: Now the Email Config page appears are as below

@ SMART DIAL™ s @ @ o

CLIENT DIRECTORY

ACL RULES

1 smtp.emailcom smart@gmail.com T 587 = m m DEMO

DND

USCR MODC MASTLR i
itk S -
-— MENU MAPPING =a
E= _— Click on Delete icon
USER S A1 US COLOUR
USER MODE PERMISSION
-3 SMS CONFIC

= EMAIL CONFIG

BLACKLIS|

EXTENSION DETAIL
USER
DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

Step3: Click on Delete icon, a popup window will ask a confirmation message for delete.
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Step4: Now click on “Ok” button, once ok button is clicked, then that email configuration deleted with immediate effect.

2.1.a.12 Blacklist

This mechanism facilitates blocking of a particular number or a bulk of numbers, so that blacklisted number calls will not come to
user.

Blacklist mechanism used for the inbound DID.

Scenario - In order for Blacklist to take effect, it is required to enable Blacklist URL.

Stepl: Left click on the Blacklist option of the menu system configuration.

SMART DIAL™

O~ A

No Login

CLIENT DIRECTORY

ACL RULES
i - @
oND . o
(0) No Login
UISFR MODF MASTFR

[ — & Mode Details =) Agent Status @ 1die Status & wrapup Talk Status
MENU MAPPING o

USLR STATUS COLOUR o) 0 00:00:00 00:00:00
USER MODE PERMISSION 00:00:00

SMS CONFIG
EMAIL CONFIG

® BLACKLIST — _
EXTENSION DETAIL —

USER Click on Blacklist sub menu

DISPOSITION

ZOME DIALING MAP

Step2: After clicking on Blacklist sub menu, the Blacklist page will appear as below:

44 | Essence Technology Automation India Pvt. Ltd.



SMART DIAL™

ACL RULLS

-_—-------- Black List URL Update Dlack List URL | Check URL
DND

Parameters required —

USEHR MODE MAS | ER - phone=value - (To check phone exiat in biackdiat.) URL -~ 2phonc=122346678908&clicnt_id=1111
- pr————————— Roturn >

- MENU MAPPING & 0 — Not in blacklict

== & 1 — Found in blackliot

£ usrsmuscoou SEE e
USER MODE PERMISSION - addphone—valuc  (Phonc fo add in blackdist) URL - ?addphone—1234567800&client_id—1111
EMAIL CONFIG
Iﬂ @ BLACKLIST

EXTENSION DETAIL
USER
DISPOSITION

ZOME DIALING MAP

CHAT GROUPS

Step3: Enter blacklist URL, if number required to check in inbound call through the blacklist URL

SMART DIAL™

L |

CLIENT DIRECTORY Black List Url Add Black List Upload Black List Search Black List Show Black List
et ACL RULES
b B http=//192.168.1_6/smart/ blacklist/blacklist.php Update Black List URL
( R Parameters required —
1)) I
USER MODE MASTER « phone=value - (To check phone exist in blgklist.) URL “- ?phone=12345678908&client_id=1111
| P — Return >
. MENU MAPPING © 0 = Not in blacklist
= o 1 = Found in blacklist
o 2 = Database connection or query eror
USER STATUS COLOUR o 3 = Invalid phone number passed.
—————————————— o 4 = Invalid parameter passed.
USER MODE PERMISSION « addphone=value - (Phone to add in blacklist) URL, -~ 2addphone=1234567800&client_id=1111
- Return >
SMS CONFIG o success = Number added in blacklist.
o error = Any error(database, query,etc).
- EMAIL CONFIG

3

2. 5
Click on this button to Click on this button to check

@ BLACKLIST
set the blacklist URL | URL is valid or not

T Enter blacklist URL here
EXTENSION DETAIL

USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

Step4: Then click on “Update Black List URL” for set the Black List URL.

Step5: Click on “Check URL” button to check that URL is valid or not.

1. To Add a single number in Blacklist, follow the steps given below:-
Stepl: Go to Blacklist sub menu, of system configuration.

Step2: Then click on “Add Black List” tab, which is after the Black List URL tab
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SMART DI

CLIENT DIRECTORY

ACL RULES
DND

USFR MODF MASTFR

MENU MAPPING

USER STATUS COLOUR

USER MODE PERMISSION

[ & SMS CONFIG
EMAIL CONFIG

@ BLACKLIST

EXTENSION DETAIL
USER
DISPOSITION

7ONF DIAI ING MAP

CHAT GROUPS

SMART DIAL™

»

CLIENT DIRECTORY

ACL RULES

DND

USER MODE MASTER

MENU MAPPING

USER STATUS COLOUR
USER MODE PERMISSION
SMS CONFIG

EMAIL CONFIG

JE

® BLACKLIST

2.

SMART DIAL™

CLILN | DIRLCIORY

ACI RUIFS

DND.

USER MODE MASTER

MLNU MAPRING
USFR STATUS COIOUR
USER MODE PERMISSION
SMS CoNFIG
EMAIL GONFIG
- ackis
EXTENSION DETAIL
user
DISPOSITION

ZONI DIALING MAP

CHAT GROUPS

Black List Url Add Black List Upload Black List Search Black List Show Black List

Number/Numbers

Add to Black List

N

Enter the numbers here to add
number in blacklist database

\\ 2

[Then click on Black List button

Step3: Now type a number in box and click on “Add to Black List” button.

‘ Black List Url Add Black List Upload Black List Search Black List Show Black List

9876543210

EULLRGY: ELYREY 9876543210=0K,

Step4: After clicking on ‘Add to Black List’ button it shows ‘ok” which indicates the number is added to DND.

To add bulk of numbers in Blacklist, follow the steps as below:-
Stepl: Go to Black List sub menu, of system configuration.

Step2: Then click on “Upload Black List List” tab, which is after the *Add Black List" tab

Add Black List u

Black List Show Black List

—
)-

EEED oramvacascc [T o

= < File max Size BOMS

S \ 2 File rows size (1000)
‘\\ .

Click on Browse button
to select the csv file
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Step3: User is supposed to create a csv file via excel sheet in same format mentioned in the dialog box :

1 phone
2 | 7854321500
3 | 9889675543

Step4: Once the csv file have been created, it is to be uploaded in via the dialog box, to do it click on the “Browse” button, which
will enable another dialog box to select the csv file

Step5: Once file selected then click on upload button.
Step6: After click on upload button, a popup window will ask a confirmation message.

Step7: Now click on “Ok” button, once ok button is clicked, those numbers will be uploaded with immediate effect.

a0
A
i CLIENT DIRECTORY ‘ Black List Url Add Black List Upload Black List Search Black List Show Black List
Foss ACL RULES « Only csv file.
A Catekepatniclackist.co oo R
DND « File max size (20MB)
) _— Importing done. + File rows size (1000)
. USER MODE MASTER
-— MENU MAPPING
- USER STATUS COLOUR
- USER MODE PERMISSION
- SMS CONFIG
[
EMAIL CONFIG
Latsl @ BLACKLIST

3. To search a number in blacklist database:
Stepl: Go to Blacklist sub menu, of system configuration.

Step2: Then click on “Search Black List” tab, which is after the ‘Upload Black List" tab
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SMART DIAL™

Act RUITS
Search Number o Search @ Delete
e

- uND

() i
LseR MoDE MASTER \
- MENU MAPPING & .
USER STATUS COLOUR B (EEET A T Ty
Ltextbox Lo search

USER MODE PERMISSION

Click on Search bulton
2. | for searching number

SMS CONFIG

in DND database

EMAIL CONFIG

Latal A1ACKHIST

EX1ENSION DETAIL

user

PISPOSITION

ZUNE DIALING MAP

CHAT GROUPS.

LCAD SOURCC

SKILL MASTER

Step3: Enter/type a number in search textbox.

Step4: Click on Search Button.

20
A
g CLIENT DIRECTORY ‘ Black List Url | Add Black List | Upload Black List | Search Black List Show Black List
ACL RULES
DND
)
i USER MODE MASTER -
Response shows here
-— MENU MAPPING 1 2.
5 Then click on Search button
USER STATUS COLOUR Enter the number here
- USER MODE PERMISSION
g’ SMS CONFIG
— EMAIL CONFIG
Iﬂ ® BLACKLIST

Step5: If number available in blacklist database then message shows as “Found in black list” otherwise message shows that “Not
in black list”

4. To delete a number from blacklist database:
Stepl: Go to Blacklist sub menu, of system configuration.

Step2: Then click on “Search Black List” tab, which is after the ‘Upload Black List" tab
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SMART DIAL™

Add Black List

CLIENT DIRECTORY | Black List Url Upload Black List Search Black List Show Black List

Enter the number here Click on Delete button to delete the

number from blacklist database

ACL RULES
7654321900
DND

USER MODE MASTER

MENU MAPPING

USER STATUS COLOUR

USER MODE PERMISSION

Step4
Step5

Step6

Stepl

Step2

f,/ SMS CONFIG
EMAIL CONFIG
Iﬂ ® BLACKLIST
Step3: Enter/type a number in search textbox.

: Then click on Delete Button.

: After click on Delete button, a popup window will ask a confirmation message for delete.

: Now click on “Ok” button, once ok button is clicked, then that number will be deleted with immediate effect.
5. To show the blacklist number:

: Go to Blacklist sub menu, of system configuration.

: Then click on “Show Black List” tab, which is after the "Search Black List tab

SMART DIAL”

CLIENT DIRECTORY ‘ Black List Url Add Black List Upload Black List Search Black List Show Black List

ACL RULES

DND
1

Click on Show Black List tab

USER MODE MASTER 2

Then click on Show List button
to view the blacklist number

MENU MAPPING

USER STATUS COLOUR

USER MODE PERMISSION

SMS CONFIG

EMAIL COi

@ BLACKLIST

Step3: First click on “Show Black List” tab

Step4: After that click on “Show List” button to view the blacklist number on blacklist page as it’s shown in picture

| Black List Url Add Black List Upload Black List Search Black List Show Black List

9876543210

%||9889675543 b
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2.1.a.13 Extension Detail:
Extension used for agent management like accessing and restricting an agent.

Instructions to use extension detail are as follows :-

Stepl: Go to system configuration, left click on extension detail sub menu to enable appearance of extension details page.

SMART DIAL™

a Mode Details. l — =
- CLICNT DIRCCTORY o o
e e B ( ) No Login
= ACL RULES
—_— Agent Status -
e o O~pm
c " ( ) No Login
USTR MODF MASTIR
b & Mode Dotuils - Agent Status @B 1die Status & Wispup ] Tuk Status
_— MENU MAPPING Status
USER STATUS COLOUR SETFE -00-
I p memm—_—m— o o] 00:00:00 y ) 00:00:00
—— USLR MODL PLRMISSION 00:00:00
- SMS CONFIG
EMAIL CONFIG
Latal sLACKLIST
< EXTENSIONDETAIL
USER s
e | Click on Extension Detail sub menu
ZOME DIALING MAP

Step2: Extension Detail page view the allotted extension/SIP to client.

Search extension...! L]

1 60011 Web Agent 60011 rfc2833 L il # @
2 60012 Smart Agent 60012 rfc2833 FC:7AI91:97:C0:75 F s @
3 60013 Smart Agent 60013 rfc2833 L F @
4 60014 Web Agent 60014 rfc2833 z Cd T
5 60015 Web Agent 60015 rfc2833 Z (L] @

1. Set the IP Address for Smart Agent
IP Address used for the Smart Agent SIP type.

When user login through the Smart Agent then agent application check that IP/MAC Address allotted to that PC or not. If not
then it’s sent the request to server for the login.

Stepl: Consider the steps of going to Extension sub menu as mentioned above.

Step2: When extension page appears then click on IP Address textbox
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Search extension...!

1 60011 Web Agent 60011 rfc2833

=1 =l o
2 60012 Smart Agent 60012 rfc2833 FC:7A91:97:C0:75 = @
3 60013 Smart Agent 60013 rfc2833 192.168.1.9 z = @
4 60014 Web Agent 60014 rfc2833 z ] @
5 60015 Web Agent 60015 rfc2833 =] ] @

Set the IP Address for Smart Agent
by clicking on Enter button

Step3: Set the IP Address for Smart Agent by clicking on Enter button
Step4: After clicking on enter button, popup message shows as “Updated successfully”

Step5: Then click on Ok button to save the changes.

2. Set the MAC Address for Smart Agent
MAC Address used for the Smart Agent SIP type.

When user login through the Smart Agent then agent application check that IP/MAC Address allotted to that PC or not. If not
then it’s sent the request (MAC Address) to server for the login.

Step1: Consider the steps of going to Extension sub menu as mentioned above.
Step2: When Extension page view to user then select the MAC Address from Set MAC combo box
Or

Step2: Enter the MAC Address in MAC Address textbox and click on Enter button

Search extension...!

1 60011 Web Agent 60011 rfc2833 z =1 o
2 60012 Smart Agent 60012 rfc2833 FC:FA:91:97:C0:75 =l @
3 60013 Smart Agent 60013 rfc2833 & o
e 60014 Web Agent 60014 rfc2833 =l @
5 60015 Web Agent 60015 rfc2833 =l o

Set the MAC Address by just enter the
MAC in textbox and click on enter button OR Select the MAC Address from
'Set MAC" combo box
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Step3: After clicking on enter button, popup message shows as “Updated successfully”

Step4: Then click on Ok button to save the changes.

3. ACL for the extension

There is a checkbox titled ACL in Extension, if it is ticked then ACL rules will be applicable for that extension/SIP else any it
will enable login to agents via any PC of any IP address series.

Search extension...! (i} @
p—
1 60011  Web Agent 60011 rfc2833 |T E] s T
2 60012 Smart Agent 60012 rfc2833 7C:7A:91:97:C0:75 ¥ s T
3 60013 Smart Agent 60013 rfc2833 |T [ s T
4 60014 Web Agent 60014 rfc2833 |. 1]} & T
5 60015 Web Agent 60015 rfc2833 E = # 1)
e

4. Edit Extension setting
Stepl: Consider the steps of going to Extension sub menu as mentioned above.

Step2: When Extension page view to user then click on the pencil like icon associated with one of the records, to enable edit
dialog box to appear.

SMART DIAL™

= Search extension...! Writing to asterisk 1
CLIENT DIRECTORY

it ACL RULES
4 1 60011 Web Agent Name 60013 @
DND
€ USCR MODE MASTCR 2 60012 Smart Agent SIpAiype; SMART AGCNT @
— MENU MAPPING 3 60013  Smart Agent e 60013 @
— o NTMFmode rfe7R33 -
USER SIAIUS CULOUR 2 00013 web Agaan Edit
H USER MODE PERMISSION SoISialow; Slav
NS 5 60015 Weh Agent &=
2 IP Address 192.168.1.9
-3 SMS CONFIC
EMAIL CONFIG NACIAOSES)
[akxl At B Save 3 3
= EXTENSION DETAIL \ Click en edit icon
s
USER 2.

DISPOSITION Click on Save button Now in the dialog box do the |

changes as required

ZUNE DIALING MAP

CHAT GROUPS

Step3: Now in the dialog box do the changes as required then click on Save button
5. Delete IP/MAC Address data through Delete Action

Delete icon used for deleting IP/MAC Address record.
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Stepl: Consider the steps of going to Extension sub menu as mentioned above.

Step2: When Extension page views to user then click on the delete icon associated with one of the records.

SMART DIAL™

C1IENT DIRFETORY

ACL RULES

_— 1 60011 wen Agene 60011 rre>maa = = =
oMD
L MO A e 2 60012  SmartAsenl 60012 112833 7C:7A:91:97:C0:75
— MENU MAPPING 3 60013 SmorrAgenr 60013 rrermaa =
SR STATUS GOt R
4 60014  Web Ament 60014 rfezada =
USER MODE PERMISSION
T CONES 5 60015  web Agent 60015 rrezsss =
Fman conEia
BLACKLIST | Slick on Delete icon

~ EXTENSION DETAIL

T

DISPOSITION

FONE DIALING MAP

ClIAT GROUPS

Step3: After clicking the delete icon, a popup message asking for confirmation of data delete

Step4: Now click on the “Ok” button, which will result removal of IP/MAC Address data.

2.1.a.14 User:

The facilities includes refresh, change properties, add new user, edit user, delete user and add bulk of users.
Instructions follows as :-
1. Add User

Stepl: Go to system configuration menu, Click User sub menu to enable appearance of user page

SMART DIAL™

o [yr—— 1 ~ ETEs
i CHINE DIRI CTORY 1 el
- 1) Manual
ACL RULES
Agent Status 1 =
oD 1
- —-— 1) R ADY
USER MODE MASTER
Mode Details =) Agent Status @R Idle Status @R Wirapy, Talk Status
MENU MAPPING & i T
USTR STATUS COIOUR - - =
o 1 1 00:00:00 . . 00:00:00
USER MODE PERMISSION 00:00:00

- SMS CONFIG

EMAIL CONFIG

e BEACKLISY _ | Glick on User sub menu

LXILNSIUN DL IAIL =
- USFR e

DISPOSITION

ZONE DIALING MAP

Step2: Now click on ‘+’ button among the couple of buttons, to let add user dialog box appear

This section enables creation of user and customization (Permission/Restriction) of facilities pertaining to particular user.
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SMART DIAL® ® ©@

CLIENT DIRECTORY

DND

ACL RULES 0006 admin demn XXXXXXXXXX — a300de’bdSffebac x (]

USER MODE MASTER ~

= 0097 kamal XXXXX 18c44c7804392a53 x
= MENDIMAREING All form flelds are required. .

USCR MODC PCRMISSION

User ID*

LISFR STATLIS COI OUR Click on + icon for adding new user

SMS CONFIG Name

EMAIL CONFIG

— Password*
{ET BLACKLIST

W,

EXTENSION DETAIL Agant Mobila
R Mote: IT have mobile agent permission.
DISPOSITION -

7ONF DIAI ING MAP save Cancel

CHAT GROUPS

Step3: Now in the above dialog box add details of the mentioned fields.

L xJ

All form fields are required.

User ID*
rahul

Hame
Rahul Singh

1

Password*

Agent Mobile
Hote: If have mobile agent permission.

Save Cancel

Step4: After clicking on save button, message shows as “User Save Successfully”

Step5: Now we can see the record added in the system

0130 rahul Rahul Singh

[«

2. To add bulk of users

Step1: Click on Upload user = icon, to let uploading dialog box appear.

Step2: Once upload button is clicked, a mini dialog box will appear as below
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Upload CSW File Format

Field Format{user_id|name | password | mobile_no)

|| Browse... | Mo file selected.

0%

A B C D
1 user_id name password |[mobile no
2 rahul Rahul Singh |rahull
3 |sohan Sohan sohanl

Upload

Cancel

Step3: User is supposed to create a csv file via excel sheet in same format mentioned in the dialog box :

Step4: Once the csv file have been created, it is to be uploaded in via the dialog box, to do it click on the “Browse” button, which
will enable another dialog box to select the csv file

=]

Upload CSV File Format

Field Format{user_id|name |password | mobile_no}

user_upload.csw

0%

Click on Browse button
to select the csv file

| "user__upload.csv" file selected |

WWhen csv file selected then
click on Upload button

Step5: Once file selected then click on upload button.

Upload

Step6: After click on upload button, a popup window will ask a confirmation message.

Cancel
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Are you sure wantto Upload it 7

Step8: Now click on “Ok” button, once ok button is clicked, those numbers will be uploaded showing a message in green text

“File uploads done”.

Upload (CSV) file. | |

Upload CSVv File Format Field Format{user_id|name|password | mobile_no)

[[Browse... | user_upload.cswv ] 100% File upload done.

Pemseory Ficia (@it [rina v-or 10
2 o

rahul

sohan

Upload Cancel

3. Edit User

Step1: Click on the pencil like “ icon to open editing dialog box.

UseriD*
rahul

User Name
Rahul Singh

Extension Pin

Agent Mobile  MNote: If have mobile agent permission.

Edit option available on User Name,
Extension Pin, Agent Mobile

Update
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Step2: Now in the above dialog box editing option available on User name, Extension Pin and Agent Mobile.
Step3: Once done with renaming, click on the update button to save the renamed data.
Step4: Once update button clicked, then a popup message shows as “User Update Successfully!..”.

Step5: At last click on Ok button to close the open dialog box.

4. Delete User

Stepl: Go to system configuration menu, Click User sub menu to enable appearance of user page

SMART DIAL™

USER MODE MASTER

MENU MAPPING

= = USER S1AIUS COLOUR

i KKK
5 USER MODE PERMISSION 0006 admin damo
(2 p T Fonﬁrmatlon message
SMS CONFIG for asking user delete
_for asking user delete |

p /M O =
-— = = ~ 3.
= EMAIL CONFIG 71 0097 kamal ~2 Delete selected user 7 KIHCKHHKKH =

BLACKLIST
EXTENSION DETAIL 1 0130 rahul Cancch

- user

i il DISPOSITION 1. 0132 rahul1 Rahul Singh 2 (=]
i e =

7ONF DIAIING MAP \\\ Then click on Delete icon

S ~
CHAT GROUPS e

LCAD SOURCLC Tick on checkbox to select the user

SKIl | MASTFR

Step2: Tick on checkbox to select the user
Step3: Then click on Delete icon
Step4: After clicking the delete icon, a popup message asking a confirmation for delete

Step5: Now click on the “Ok” button, which will result removal of that data.

5. Change Password

Stepl: Go to system configuration menu, Click User sub menu to enable appearance of user page
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SMART DIAL™

USER MODE MASTER

MENU MAPPING

RS USSR S1ATUS CO1OUR

USER MODE PERMISSION OO = i demo

SMS CONFIG

= 0097 kamal kamal

il

EMAIL CONFIG

BLACKLIST

1

Ol 0120 rahut Rahul singh
111 NSION DI LA

%)

- USER

DISPOSITION

=

ZUNE DIALING MAI?

CI11AT GROUPS

LEAD SOURCE

SKILL MASTER

6. Change Properties of User

(1) Change properties for Single User

1. @i ck on change button
|Enter the password | >
Change

Step6: At last click on Ok button to close the open dialog box.

This mechanism facilitates to provide/remove permission from User’s.

9350158587

2811419546

Step2: Click on “change password” icon to open change password dialog box

h71520b3c53177a5 = 1)

18c44c7804392a52 = =

e
Click on "change password” icon ‘

Step3: Now in the above dialog box editing option available on Change password textbox.
Step4: Once done with renaming, click on the “Change” button to save the renamed data.

Step5: Once Change button clicked, then a popup message shows as “Change Password Successfully!...”.

Stepl: Go to system configuration menu, Click User sub menu to enable appearance of user page

i
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SMART DIA

Y

DND

EMAIL CONFIG

CLIENT DIRECTORY

ACL RULES

() T —
USER MODE MASTER

= MENU MAPPING
USER MODE PERMISSION

- USER STATUS COLOUR

- SMS CONFIG

0006 admin demo
[l 0097 kamal kamal
O 0129 rahul Rahul

BLACKLIST

Click on User ID to open the properties for user‘

® USER

EXTENSION DETAIL

b | & USER
DISPOSITION

Ll S
ZONE DIALING MAP
CHAT GROUPS

EXTENSION DETAIL

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

0
SMART DIAL

r USER MODE MASTER

a
b venumaeeing

USER STATUS COLOUR
T USER MODE PERMISSION
L suscowme

= EMAIL CONFIG
[ | suckust

2.
Untick on checkbox to remove
the permission from user

(i) Change Properties for bulk User

CENEEE

=]
=
=
=
=
=
=

Dial

Internal Transfer
External Transfer
Internal Conference
External Conference

Number Mask
Call Log

User Log

Auto In Manual
Mobile Agent
Callback Auto
Download
Listen

Call Forward

Auto Answer

le3ba5ffebec x

c7804392a53 x

2. | Tick on checkbox to provide
the extra permission to user

Step2: Then click on User ID to open the “Change Properties™ for user as shown in above picture
Step3: When “Change Properties” dialog box open then tick on checkbox to provide the extra permission to user

Step4: Untick on checkbox in change properties to remove the permission from user.

Stepl: Go to system configuration menu, Click User sub menu to enable appearance of user page

- + i

|| 0
0006 admin demo XXKHXKXKKX b71520b3c33177a5 x
2 |0
0097 kamal kamal XXXKKKXXXX 18c44c7804392253 %
0120 rahul Rahul Singh ’ |
1 Click on this icon to open "Change Properties” dialog box 3
Tick the checkboxes to

select the multiple users

Step2: When user page appears, tick the checkboxes to select the multiple users

Step3: After that click on “Change Properties” icon to open dialog box as shown below:
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Auto Answer

Dia

Internal Transfer
External Transfer
Internal Conference
External Conference
Hangup

Pute

Call Hold

Barge

Call Coach

Ccall Imfo

Sms

Chat Admin

Chat User

Mo Panel

Lead

Email

mrer Mask

ﬁm—\
User Log

Auto In Manual

Mobile Agent

Callback Auto

Download

Listen

Call Fornward

|

If yvou want to remove the permission from all
the selected user then first tick the checkbox
and then untick it

)

-~

|

0 {
o

7. Agent CRM Mapping

MENU MAPPING

USER STATUS COLOUR

USER MODE PERMISSION

‘SMS CONFIG

EMAIL CONFIG

BLACKLIST

EXTENSION DETAIL

® USER

DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

0006 admin

= 0097 kamal

0130 rahul

Tick on checkbox to give the
Permission to all the selected
user in once

This mechanism is used to map the CRM fields to selected user.

Stepl: Go to system configuration menu, Click User sub menu to enable appearance of user page

@ o Y + F

demo FOORKXKKHHNK b71520b3c53177a5 =

= o
kamal JOOKKRK 18c44c7804392a53  x

L] L ]
Rahul Singh

Click on this icon to open "Agent
CRM Mapping" dialog box

Step4: When change properties dialog box open, tick on checkboxes to give the permission to all the selected user in once

Step5: If you want to remove the permission from all the selected user then first tick the checkboxes of properties and then
uncheck it

(&) SMART DIAL™ curderts @ @ o
USER MODE MASTER y -

P

i

Step2: Click on “Agent CRM Mapping” icon to open the Agent CRM Mapping dialog box as shown in above picture
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[

Note: Mouse over on CRM Field Parent will be display
Campaign
O SITINETWORK
SITICABLE
& DEMO

Click on radio button to open
the crm fields for selected
campaign in CRM box

CRM

CRM fields shows here after
the campaign selection

Step3: When dialog box open then click on radio button to open the crm fields for selected campaign as shown in picture

[

3 |

Note: Mouse over on CTRM Field Parent will be display
Campaign

SITINETWORK

SITICABLE

@ DEMO

CELELEEE

Mame
Address
Gender

Last Payment
Plan
Storename
Location
State

DoOB

Tick on checkbox to select the crm
fields for selected campaign

8. Active/Inactive User

This mechanism is used to Inactive/Active user for login in smart agent.

Step4: When user login through the agent application then mapped crm fields shows in CRM tab.

Stepl: Go to system configuration menu, Click User sub menu to enable appearance of user page
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SMART DIAL”

USER MODE MASTER

N

MENU MAPPING

USER STATUS COLOUR
0006 admi d
o USER MODE PERMISSION = b
SMS CONFIG
T EEE— O 0097 kamal kamal
= EMAIL CONFIG
= BLACKLIST
- O 0130 rahul Rahul Singh
EXTENSION DETAIL
0
DISPOSITION

ZONE DIALING MAP

CHAT GROUPS

or

Step2: Tick on Checkbox to active user for login in smart agent.

Step2: Untick on checkbox to inactive user for login in smart agent.

XKOOKKXX  b71520b3c53177a5  *
XXXXXXXXXX 18c44c7804392a53  x

Untick checkbox to Inactive User |

i
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2.1.a.15 Disposition
This mechanism facilitates to create/edit/delete disposition and sub disposition.
1. Create New Disposition with sub disposition

Stepl: Go to system configuration menu, Click Disposition sub menu to enable appearance of disposition page

SMART DIAL™

-~ Modc Details. _
' CLIENT DIRECTORY 1
- 1) Auto
ACL RULES
Agent Status. T

N
e 1) READY
USER MODE MASTER

& Mode Details =) Agent Status &R Idle Status &8 Wrapup Talk Status
Status

= USER STATUS COLOUR 1 1 18:58:00 00:00:00
- USER MODE PERMISSION 00:00:00

- SMS CONFIE

MENU MAPPING

EMAIL CONFIG
BLACKLIST

EXTEMSION DETAIL /4 Click on Disposition sub menu
e

USER e
e DISPOSIHHION =

ZONE DIALING MAP

Step2: Disposition Page shows to user with Disposition details which already created in the system

SMART DIAL™ et @ (@D

CLIENT DIRECTORY

ACL RULCS

Busy

DND caLLRACK

USER MODE MASTER Hansup

No Answer

MENU MAPPING

30000

[RIERERIKRIK]
444 e e

USER STATUS COLOUR
= Click on + icon to create

USCR MODE PCRMISSION new disposition

SMS CONFIG.

FMAI CONFIG

Lalal sLackLIST

EX 1 ENSION DE | AIL

USER Disposition Home Page

= DISPOSITION
7ONF DIALING MAP

CHAT GROUPS

Step3: Click on + icon to add new disposition

Step4: After clicking on + icon, "Create New Disposition" dialog box open

| =])

All farm fields are required.

Name®

Description

Save Cancel
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Step5: Then Enter the disposition name in "Name" field (Mandatory)

{ x|

AllL form fields are required.

MName*
Interested
1.
Description Enter the name
customer Interested for disposition
2.
Enter description
for the disposition,
Click on Save button | 5 not mandatory
to save the data \

Save Cancel

Step6: and Enter the details for disposition in "Description" field (Optional)

Step7: At last click on Save button to Save the disposition

()] SMART DIAL verts @ @
k. o
1 CLILN | DIRLCIORY
o ACH RULFS
R - =
ey ] cALLBACK e -
) yoe
c USER MODE MASTER = o >
= MLNU MARPING = - d
= = - =
: USFR STATUS GOI OUR oo , z
USER MODE PERMISSION
e SMS CONFIG 1l -
oA EE R Created disposition shows here = =
Click on this icon to open
Lakal BLACKLIS| “Sub Disposition” dialog box

EXTENSION DETAIL

USER

= DISPOSITION

ZUONI DIALING MAR

CHAT GROUPS

Step8: When data saved then created disposition shows on the disposition page

Step9: Then click on this ¥ jcon to open sub disposition dialog box

SMART DIAL™

CLILNI DIRLGIORY

o ACI RUIFS
Busy

caLLDACK

DND

USER MODE MASTER

Intarsstad customer Intarsstad

MLNU MAPPING

No Answer

ﬁ
OI000

TR

ol

LSFR STATUS COI OUR o

USER MODE PERMISSION
1

 Sapeorlr® - 2.

CvAIL SONFIC Created disposition shows here . =
Click on this icon to open

“Sub Disposition” dialog box

e SMS CONFIG

Lot BLACKLIST
EXTENSION DETAIL
User

~  DISPOSITION

0N 1AL

s MAR

CHAT GROUPS

Step10: “Sub disposition” dialog box appears as follows:
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Disposition Name* Interested

Sub Dispositions List* E| X

Sub Disposition Name

Add Sub Disposition

Step11: Then Enter the sub disposition name in “Sub Disposition Name" textbox

x
Disposition Name* Interested
Sub Dispositions List* E| X
Sub Disposition Name High
1. Then click on Add Sub

Disposition button

Enter the sub disposition
name here 2.

Add Sub Disposition

Step12: After that click on Add Sub Disposition button to save it

Step13: As we click on that button created sub disposition name shows in *Sub Disposition List’ combo box

2. Delete Sub Disposition
Stepl: Consider the steps as above for sub disposition creation
Step2: Then select the sub disposition from “Sub Disposition List” combo box

Step3: At last click on 'x" icon to delete the selected disposition
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Disposition Name* e
Sub Dispositions List  Tigh
Sub DISpOSItIOn MName High
1.

Select the sub disposition

from Sub Disposition List

combo box

3. Del

SMART DIAL™

o Moac Detas
CLIENT DIRECTORY

1)
ACL RULES
_— Agent Status
LMD (1)

USER MODE MAS T ER

e — MENU MAPPING

USER STATUS COLOUR

USFR MODNE PERMISSION

-3 SMS CONFIG
EMAIl CONFIG

BLACKLIST

CXTCNSION DETAIL
uscr .
= DISPOSITION -

ZONE DIALING MAP

SMART DIAL™

LSFR STATUS COIOUR

& Mode Details

= «

2.

Click on X icon to delete the
selected sub disposition

Add Sub Disposition

ete Disposition

1 -~ A

Auto

1 -
READY

=) Agent Status @R Idle Status

1 18:58:00

_ | Click on Disposition sub menu

Stepl: Go to system configuration menu, Click Disposition sub menu to enable appearance of disposition page

Wrapup 3] Tak Status

Stalus

00:00:00
00:00:00

Step2: Disposition Page shows to user with Disposition details which already created in the system

SMS CONFIG

I MAIL CON 1 ==

caLLEACK

BLACKLIST

EXTENSION DETAIL

USER

= DISPOSITION

0OEOEI13

ZONE DIALING MAP

O

Y

CHAT GROUPS. Tick on

to sclect the

| 11 AD SOURCT
ksl
SKILL MASTER
ULIAULI AU IO LOGIN
ACTIVITY
DATASET
DATASET CONFIG

MAP MOBILE DEVICE

Step3: Now choose to tick a checkbox near the disposition.

customer Intarested

[4 [4 4 « 4 «

Click on "Delete" icon

Step4: After clicking the delete icon, a popup message asking a confirmation for delete
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Delste selsctea alsposiion 2.

Cancel

Step5: Now click on the “Ok” button, which will result removal of that data.

4. Unique Code for the FXS Disposition
This mechanism is used for FXS agent.
Unique code of digits used to give the feedback of call.

Stepl: Go to system configuration menu, Click Disposition sub menu to enable appearance of disposition page

SMART DIAL™

e —— .
cuEnT DiRecTORY 1 -~ s
1) At
s
[rne F
= =
1) READY
SRR raenET
Mode Details =)  Agent Status Idle Status Wrapu 81 Tak Status
MENU MAPPING = St =) = aslalus‘: = =
User sTATUS CoLoUR ea 60
el e N 1 1 18:58:00 00:00:00

00:00:00

USFR MODF PERMISSION
SMS conFIn

EMAII CONFIC
BLACKLIST

CXTENSION DETAIL ___ | click on Disposition sub menu

uscr e
= DISPOSITION -

ZONE DIALING MAP

CLICNT DIRCCTORY

gt AGH RS

DND.

0

USER MODE MASTER
customer Intarestad
MENU MAPPING

z

=g e
Uscr MoDE PEAMISSION
EiL conris

>
sl BLAGKLIST i

EXTENSION DETAIL e

- N If FXS based agent, then select the digit from
ustr combo box for give the feedback of call
- mseasioN
ZONE DIALING MAR
CHAT cROUPS

Step3: Select the digit from “Unique Code for FXS Disposition” column against the disposition as shown in above picture.

4 e

OOCO000

o
23
s
. -
s
“
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2.1.a.16 Zone Dialing Map
This mechanism is used for International calling.
1. 'TimeZone Based® Dialing
TimeZone Based dialing works on the basis of Country, Zone Name, Zone time, State Name, State Character code and State time.

Add New Zone (TimeZone Based)

Stepl: Go to system configuration menu, Click on “Zone Dialing Map” sub menu to enable appearance of Zone dialing Map page

Step2: Zone Dialing page appears as follows:

SMART DIAL™

USER STATUS COLOUR

4
A Country =
SMS CONTIG B \\\
= =
E o EMAIL CONFIG B
RI ACKI IST e
s ~ . - .
| . e 2. 7[Then click on this icon to display the
et 1. data for selected country
—_— UsER Select the country from combo box
= T
5 DISPOSITION
“ ZONE DIALING MAP
. CHAT GROLIPS
(«Hal]

LEAD SOURCE

SKILL MAS 1ER
DEFAULT AUTO LOCIN
ACTIVITY

NATASFT

DATASET CONFIG

MAB MOBILE DEVICE

Step3: Select the country from country combo box, and then click on this' = icon to display the data for selected country.

SMART DIAL™

USER STATUS COLOUR

= - usa
SMS CONFIC El

| MAIL CONI I
BLACKLIST o ol aticon ~et for (11S4) v

EXTENSION DETAIL

Click on "TimcZone Based” button to add
useR

new zone for the selected country

DISPUSHHON

= ZONE DIALING MAP

- CHAT GROUPS

LEAD SOURCE

If data for the country then shows here

SKI MASTR

DEFAULT AUTO LOGIN
ACTIVITY
DATASET

DAIASL | CONI IG

MAP MOBILE DEVICE

Step4: If data available for the selected country then data shows on Zone dialing map page otherwise message shows as “No
configuration set for (XXX)

Step5: After click on “TimeZone Based” button, Create New Zone dialog box appears as follows:
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All Form fields are required._

Time Zone
[+~00:00] - Default

Zone MName

Start Time
10:=22

End Time
10:=22

Sane

Cancel

Step6: Then fill up the appropriate data in Time Zone, Zone Name, Start Time and End Time as shown in below picture

All form fields are required.

Time Zone
[-02:00] - America/Bahia

Zone Mame
Bahia

Start Time
10:32

End Time
20:32

Sawve Cancel

ﬁ Select the Time Zone |

'2_\| Enter the Zone Mame |

Select the Start Time
and End Time

11 Click on Save button

Step7: As we click on Save button, data saved

Edit Zone (TimeZone Based)

SMART DIAL™

USER MODE PERMISSION

County usa

cont s

and Zone Name shows on Zone Dialing map page

Stepl: When zone name shows on zone dialing map page then click on Edit label as shown in picture

=

EMAIL CONFIG

BLACKLIST Baltia TimeZone Baved

06:17 AM. 17:35 PM. 1-03:00] State

Edi |

EXTENSION DETAIL Pranama Area Code

LR

DISPOSITION

ZONE DIALING MAP

ClIAI BROUPS

LEAD SDURCE

SKILL MASTER

DEFAULT AUTO LOGIN

ACIIVITY

DATASET

DATASET CONFIG

u3:an AM 12530 A Posioul  sooe— Lait | stato
-

Click on edit label to
open the edit diaog box

Step2: Edit Zone dialing box appears as follows:
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AL form fields are reguired.

Time Zone
[-02:00] - AmericasBahia -~ |

Fone Mame
Bahia

\1 Select the Time Zone

Start Time
o:=17
— ]

End Time
20:=35

>| Select the Start and End time

Click on Sawve button to
update the changes

Drelaete Sanwe Cancel

Step3: Edit option available on Time Zone, Start and End time

Step4: When edition done then click on Save button to update the changes.

Delete Zone (TimeZone Based)

Step1: When zone name shows on zone dialing map page then click on Edit label as shown in picture

SMART DIAL™ - ()]
SER MODE PERMISSION
SMS CONFIG Rt s el | -
EMAIL CONFIG a
131 ACKI 151 Bahia TimeZone Based 06:17 AM 17:35 PM AmericasBahia [-03:00] _Edit | Stats. =1
EXTENSION DETAIL Parama Areea Corles 07245 AM 17:30 PM o e [0%00) XK P T =

USER

DISPOSITION
Chck on bel to
 ZONE DIALING MAP open lhe edil dizog box

CHAT GROUPS

LEAD SOURCE

EQ{H"

SKILL MAS LR

DEFAULT AUTO LOGIN

ACTIVITY

DATASET

DAIASET CONFIC

Step2: Edit Zone dialing box appears as follows:

<
ALl form fields are required.
Time Fone
[-032:00] - AmericasBahia -

Zone Hame
Bahia

Start Time
o9: 17

End Time
20:35

Click on Delete button

Drelete Sanwe Cancel
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Step3: After clicking the delete button, a popup message asking for confirmation of delete

Step4: Now click on the “Ok” button, which will result removal of that data.

Add New State (TimeZone Based)

LSER STAIUS COFOUR

Stepl: When zone name shows on zone dialing map page then click on State label as shown in picture

SMART DIAL™

11 AD SOURC

SKILL MASTER

DEFAULT AUTO LOGIN

ACTIVITY

DATASET

NATASIT CONTIG

MAP MOBILE DEVICE

2
4 e il ven B -
- EMAIL CONFIG =
P BLACKLIST At e 071 AM 1732 PM AwmeriarRan r-03:001 it g Spare

i EXTENSION DETAIL ///
= usrr iy
= DISPOSITION e ////

oo e e e e

- CHAT CROUPS

Step2: Create New State dialog appears as follows:

State Char Code
CA

State Name

California

[Tl code State Name

x
[-03:00] - America/Bahia
Start Time
10:32 T4 _| Selectthe starttime and end
time between the zone time
End Time
20:32

,/{ Enter the character code for State ‘

[ ,“ Enter the State Name ‘

Start Time End Time Action

/‘ Click on Save button

Save Cancel

Step3: Then fill up the appropriate data in Start Time, End Time, State Character Code and State Name as shown in above picture
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Step4: As we click on Save button, data saved and State Name shows as follows:

[-02:00] - America/Bahia

Start Time
10:32

End Time
20:32

State Char Code
CA

State Mame
California

Code State Name Start Time

End Time Action
CA California

07:32 AM 1732 PM @ | x

Save Cancel

Edit State (TimeZone Based)

Stepl: Consider the steps as above for opening dialog box of Add State

Step2: When State name shows as below in picture

[-03:00] - America/Bahia

Start Time
0%:17

End Time
20:35

State Char Code
State Mame

| Code State Name Start Time End Time
I cAa California

Action

07:32 AM 17:32 PM | %

Click on this icon to edit State |

Save Cancel

Step3: Then we click on edit @ icon, a popup dialog box open for confirmation message
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Edit state (CA) 2

Gancel

Step4: Click on Ok button to open the edit dialog box

[-03:00] - America/Bahia

Start Time
10:32

End Time
20:32

State Char Code
CA

State Mame

California

Click on Update button to sawve the data

Update Cancel

Step5: Edition option available on Start time, End time and State Name

Step6: When edition done then click on Update button

Delete State (TimeZone Based)

Stepl: Consider the steps as above for opening dialog box of Add State

Step2: When State name shows as below in picture
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[-03:00] - America/Bahia

Start Time
10:32

End Time
20:32

State Char Code
CA

State Mame

California

Code State Name Start Time End Time  Action
cA California 0732 AM 1732 PM @ | x

Click on this icon to delete

Sawve Cancel

Step3: After clicking the delete * icon, a popup message asking a confirmation for delete

Step4: Now click on the “Ok” button, which will result removal of that data.

2. Add New Zone with the help of "Area Code’ button
Area Code dialing works on the basis of Country, Zone Name, Zone time, State Name, State Character code and State time.

Stepl: Go to system configuration menu, Click on “Zone Dialing Map” sub menu to enable appearance of zone dialing map page
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SMART DIAL’
IR AT O O

SMS CONFIG

Country

EMAIL CONHIG

BLACKLIST

CXTENSION DCTAIL

USER

MISPOSITION

ZONE DIALING MAR

CHAT CROUPS

LCAD SOURCC

SKILL MASTER

DEFAULT AUTO LOGIN

ACTIVITY

DATASET

DATASLT CONTIG

MAP MOBILE DEVICE

SMART DIAL™

USER STATUS COLOUR
USER MODE PERMISSION

SMS CONFIG

EMAIL CONFIC

B ACKE ST

EXTENSION DETAIL

UsER

DISPOSITION

ZONL DIALING MAP

CHAT GROUPS

LEAD SOURCE

SKILL MASTER

DEFAULT AUTO LOGIN

ACTIVITY

DATASET

: Select the country from country combo box, and then click on this

e ™
2. 7| Then click on this icon to display the
data for selected country

Select the country from combo box

icon to display the data for selected country.

country

[ — 07-37 An 17:37 Pan A vl B £-03:00] Eulit | State

v
Click on "Area Code” button to add new
zone for area code based dialing

Step3: If data available for the selected country then data shows on Zone dialing map page otherwise message shows as “No

configuration set for (XXX)

Step4: After click on “Area Code” button, Create New Zone dialog box appears as follows:

All form fields are required.

Time Zone
[+00:00] - Default

Zone Mame

Start Time
18:45

End Time
18:=45

Dialing Mumber Identification

Hote:
oo {(=Zone searching state code)}
s (=MNone searching state code)

Save Cancel
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Step6: Then fill up the appropriate data in Time Zone, Zone Name, Start Time, End Time and Dialing Number Identification as



shown in below picture

All form fields are required.

Time Zone

[-05:00] - America/Panama |'+1—\
\| Select the Time Zone |
Zone Mame
Panama
f—
H‘ Enter the Zone Name |
Start Time
08:45
End Time >‘ Select the Start Time and End Time ‘
17:45 L
Dialing Mumber Identification
A
Mo _ Enter the Dialing Number Pattern
HXX (=Zone searching state code) as XXX _if dialing pattern
e (=None searching state code) check for starting 3 digit

Save Cancel

Step7: As we click on Save button, data saved and Zone Name shows on Zone Dialing map page

SMART DIAL™"

USFR MODF PERMISAION

. T — Country usa -
sus conrie =] e

EMAIL CONFIG

BLACKLIST o 0647 A 17:3m PM t-030m it | Stater  E1
EXTENSION DETAIL Arca Codo Usan AM 120 m Lo o Lot stare
DISPASITION

i “  ZONE DIALING MAP

-

= CHAT GROUPS When we mouse over this then
D it snows the dialing is Inrange |~

WAL —————————————————

SKILL MASILR

DETAUIT ALITO | OGIN

ACTIVITY

DATASET

DATASET CONFIG

MAP MOBILE DEVICE

Add New State for the Zone (Area Code)

Stepl: When zone name shows on zone dialing map page then click on State label as shown in picture
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USER MODE PERMISSION

i s
. e - o =
SMS CONFIG L

LA GO s

BLACKLIST Dania TimezZone Dasd 0617 Am 17:05 P Ame ricarBania t-o2:001 ot i state @
EXTENSION DETAIL Fanama Area coce @345 e 12:50 Americasmanama romoo oot sare | seane =)
= user v
LiIsELSH oM =
= =
= ZONEDIALING MAP Click on State label to open the
dialog box for create new state
-3 CHAT GROUPS

LEAD SOURCE

SKILL MAS LR

DEFAULT AUTO LOGIN

ACTIVITY

nATASET

DATASCT CONrIG

MAP MOBILE DEVICE

Step2: Create New State dialog appears as follows:

[l | =3 End Time Action
1.
Select the Start and End time
3.
2 [Enter the state numeric
Enter the State Name - | code in digits

| Click on Sawve button
a

Save Cancel

Step3: Then fill up the appropriate data in Start Time, End Time, State Numeric Code and State Name as shown in above picture

Step4: As we click on Save button, data saved and State Name shows as follows:

f =]

Start Time |

[¥] Code State Name Start Time End Time Action
= S07 Colon 03-45 AM 12:30 PM @ | =
Save Cancel

Edit State for the Zone (Area Code)

Step1: Consider the steps as above for opening dialog box of Add State

Step2: When State name shows as below in picture
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[-05:00]1 - ArericarPanama

Start Time
oB:45

End Time
1730
State Mumeric Codc

so7

State Mame
Colon

¥ Code sState Name  Start Time  End Time  Action
= sor  colon o= as A 120 em @ ix |

Click on this icon to edit State |

Sano Canccl

_

Step3: Then we click on edit @ icon, a popup dialog box open for confirmation message

Step4: Click on Ok button to open the edit dialog box

[ : =)

1.
| Edit the Start and End time
2
Edit the State Mame

Click on Update button |

= —

Update Cancel

Step5: Edition option available on Start time, End time and State Name

Step6: When edition done then click on Update button

Delete State for the Zone (TimeZone Based)

Step1: Consider the steps as above for opening dialog box of Add State

Step2: When State name shows as below in picture
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¥ Code State NMame Start Time End Time Action
= so7 Solon oz as Aana 12230 P @@ | = |
—
——

| Slick on Delete icon |

Sane Cancct

Step3: After clicking the delete * icon, a popup message asking a confirmation for delete

Step4: Now click on the “Ok” button, which will result removal of that data.

Edit Zone (Area Code)

Stepl: When zone name shows on zone dialing map page then click on Edit label as shown in picture

SMART DIAL™
e e ey

SMS GONFIG

EMAN CONFIG

BLACKLIS e

SKILL MAS 1 ER

DEFAULT AUTO LOGIN

ACTVITY

DALASET

DATASET CONFIG

MAP MOBILE DEVICE

Step2: Edit Zone dialing box appears as follows:

A Larrzony =
E EXTENSION DETAIL Panama r-05:001 SO nnnas =
== USFR
DISPOSHIION ez

= Click on Edit label to open

~  ZONE DIALING MAP the edi dialod box
- GHAT GROURS
3 LeAp sourcs

11
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All form fields are required.

Time Zone )
[-05:00] - Americas/Panama =l_|

Zone Mame
Panama Select the Time Zone

Start Time
08:a5

End Time
1730 "

>| Select the Start and End Time |

Chaling NMumber Identification

e Enter the dialing number
Pr—— identification
IR (=Zone searching state code)
****** (=MNone searching state code)

Click on Sawve button

Delete Sawe Cancel

Step3: Edit option available on Time Zone, dialing number identification, Start and End time

Step4: When edition done then click on Save button to update the changes.

Delete Zone (Area Code)

Step1: When zone name shows on zone dialing map page then click on Edit label as shown in picture

SMART DIAL™
et SRR MR PR RIS oo oo
i SMS CONFIG A s E - A Asws Cumler
P = s EMAIL CONFIG
: A1 AGKE ST = d0u17 A 17iss e AmericarBaria rosio0n [
L CXTCNSION DETAIL ) nnnmn are am vewn v Amencneanama e peme 1 nenee =
=  usem e
NISPOSITION e
— Click on Edil label (o open
- zomC ClALING MaF I sl caratong b

- CliAl GROUPS
LEAD SOURCE

SKH1 MASTER
LLIAULL AUIO LOGIN
ACTIVITY

PATASET

DAILASLI CONIIG

MAP MOBILE DEVICE

Step2: Edit Zone dialing box appears as follows:
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Al form fields are reguired.

Time Zone
[-05:00] - AmericasPanama
Zone Mame

Pamnama

Start Time
08: 45

End Time
1F:==20

CHalime Mumber Identification
e ey

Mote:
proere (=Zone searching state code)
e (=plone searching state code)

Click on Delete button

Dralete Sawe Cancel

Step3: After clicking the delete button, a popup message asking confirmation for delete

Step4: Now click on the “Ok” button, which will result removal of that data.

3. Active/Inactive Zone

Stepl: When zone name shows on zone dialing map page then click on Edit label as shown in picture

@ SMART DIAL™ Ale ()

USER MODE PERMISSION

R ... usa =
SMS CONFIG |—‘

EMAIL CONFIC

o LBLACKLISI Bahia TimeZone Based 06:17 AM 17:35 P America/Bahia [-03:00] Edit | State =
c EXTENSION DETAIL ot o 0345 AM 12:30 P e PP [0500) e Edit | Stare 5
= user o
= DISPOSITION g o
| e o mannG mae T P g ——
- CHAT GROUPS

LEAD SOURCE

E

FE
SKILL MASTER

DLIAULI AUIO LOGIN
ACTIVITY
DATASET

DATASET CONFIG

MAI’ MUBILE DEVICE

Step2: Tick checkbox to active the zone for dialing

Or

Step2: Untick on checkbox to Inactive the zone for dialing.

81 | Essence Technology Automation India Pvt. Ltd.



2.1.a.17 Chat Groups

This mechanism is used to create chat group and map that group to users

Chat functionality are as follows:

(i) Text chat option only available

(il) Agent in the same campaign can chat with TL if and only if they had the permission for Chat Admin (from User sub menu)
through Client panel.

(ii1) Agent can also chat with other user of the same campaign, if and only if he has the permission for Chat User & Chat Admin
(from User sub menu) through Client panel.

(iv) Agent with the Mo Panel permission will be treated as TL, and he can chat with the agents and other TL's in same campaign,
if he has the permission for Chat Admin.

(v) There is no need to allow chat user, if you had permission for mo panel.

(vi) One to One chat and Group Chat available

1. Create Chat Group

Stepl: Go to system configuration menu, Click on “Chat Group” sub menu to enable appearance of Chat Group page

SMART DIAL™

USER MODE PERMISSION

~ USER MODE PERMISSION Mode Detatis | O~
=iz cortc o I <o B

Eo 1 MAIL GONI IG

Age s O~
o SLAGKLIST « No Login
EXTENSION DETAIL
& Modc Details =) Agent Status @R idic Status &R wrapup lalk Status
= USER Status
= IsPOSH 0N o o 00:00:00 56-60-00 00:00:00
i ZONE DIALING MAP B
= | < cunrcroues —
| — LEAD SOURGE D
Latal S s ~{ Siick on Ghat Groups sub menu
DEFAULT AUTO LOGIN
ACTIVITY
DATASET
DAIASL I CONI IG

Step2: Chat Group page appears as follows:

SMART DIAL™

USER MODE PERMISSION

HME CONI IS ==

EMAIL CONFIG - 7

BLACKLIST Vs

g EXTENSION DETAIL

s B __——"" Click on + icon to add new chat group
usknR
NISPOSITION

ZONE DIALING MAP

Here shows lhe crealed Chal Group Here shows lhe userid for agernl aller group selecled

- = CHAT GROUPS

LLAD SOURCGL

SKILL MASTER

DEFAULT AUTO LOGIN

ACTIVITY

DATASET

Step3: After click on * icon, a dialog box “Create New Group” appears as follows
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[ Create New Group R
All form fields are required.

Group
support

1. | Enter the Group name here

Click on Save button

z.\

Save Cancel

Step4: Enter the Group Name in Group textbox, then click on Save button

Step5: After click on Save button then a popup message shows as “Added Successfully”

Added Successfully

Step6: At last click on Ok button to view the chat group page

2. Group (Chat) mapped to User

Step1: Consider the steps of entering the chat page as above

Step2: Then click on radio button to load the agent on Agent Column
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When user mapped with the group

e e ot 3| Mapped Successtuly. +

SMS CONFIG

g e =
£ EMAIL CONFIG @ ot + [ admin (demn) =
e = [ kamal (kamal)
-

BLACKLIST N | ankur (ankur)
(. A [F] test (test)

EXTENSION DETAIL Click on radio button of the group to = raw(lﬂtﬁkﬁaﬂh::ﬂa:;-ﬂ
- T — cnablc user on agent section =
— USCR

DISPOSITION [ achich {achish)

ZONL DIALING MAP

- N on checkbox to map the
Lo ©  CIIAT GROUPS e wilh selecled group

LEAD SOURCE

SKILL MASTER

DEFAULT AUTO LOGIN
ACTIVITY
DAIASEL = =
DATASET CONFIG

MAP MOBILE DEVICE

Step3: Tick on userid checkbox to map with the Group as it shown in above picture

Step4: When user mapped with the group then message shows as “Mapped Successfully”

3. Group (Chat) unmapped with User
Step1: Consider the steps of entering the chat page as above

Step2: Then click on radio button to load the agent on Agent Column

SMART DIAL™

USER STATUS COLOUR

user unmapped then

PP jz\ — | mapping removea successtuily +

SMS CONFIG.

-
EMAIL CONFIG ) admin
1 ACKI 1551
EXTENSION DETAIL
-— USER Click on radio button to cnablc uscrid
—_— DISPOSITION
— 2.
ZONE DIALING MAP Untick on checkbox to unmap
————— the user with sclected group
- = CHAT GROUPS

LEAD SOURCE

e
SKILL MASILR

DEFAULT AUTO LOGIN
ACTIVITY

DATASET = =

Step3: Untick on userid checkbox to remove the mapping with the Group

Step4: When user unmapped with the group then message shows as “Mapped Removed Successfully”

2.1.a.18 Lead Source
Lead Source mechanism facilitates to create two types of data storage, which are as follows:

1. Callback

2. Lead
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1. Callback - In this facility it enable to create policy that allows to store data in recall table and after that it assign to agent
according to assign policy.

Add Lead Source (Callback)

Stepl: Go to system configuration menu, Click on “Lead Source” sub menu to enable appearance of Lead Source page

USER STATUS COLOUR

SMS CONTIG

EMAIL CONHIG

2 DLACKLIST
e
EX 1 ENSION DETAIL
E= USLR
DISPOSHHION
=]
ZONE DIALING MAP
-3 CHAT GROUPS
= LEAD SOURCE =~
etk SN e

SKILL MASTER

DEFAULT AUTO LOGIN

ACTIVITY.

DATASET

DATASET CONFIG

SMART DIAL™"
ey e
sws conFie
EvaiL conFic

BLACKLIST

EXTENSION DETAIL

DISPOSITION
i ZONE DIALING MAP
- CHAT GROUPS

= LEAD SOURCE

SKILL MAS1EIR

DAL AUIO | OGIN

ACTIVITY

DATASET

DATASET CONFIG

MAP MOBILE DEVICE

SMART DIAL™

Modc Details

(0)

O~ A

No Login
Agent Status. 0=
(0) Na I agin
& Mode Details =) Agent Status &R Idle Status
0 o 00:00:00

- _
 Click on Lead Source sub menu

Step2: Lead source page appears as follows:

| ead Source Home 1’age

Step3: Click on + icon to open “Add Lead Source” dialog box

&R Wrapup Talk Status
Status,
00:00:00
00:00:00

Click on + icon to "Add
Lead Source wizard
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Campaign: S No. DID Priority I
DEMO -
1 01171600800 Default -
Lead Stores in: (&)
~Lead @ Callback 1| Select the campaign
Source Type - - -
. 2 | Click on Callback radio button to select it |
Missed On IVR ‘\
3 Select source type as APIVEmaillMissed on
Assign Policy | WR or ACD/Callback scheduled by Agent
Manual
“\le&alect the assign policy as Manual/Automatic/\View |
Dialing Preference
Auto
‘\5| Select the dialing preference as Auto/Double CIi::I(|
Priority
1
m Select the Priority |
7 _|Click on Save button =
Save Cancel
Step4: Then fill up the appropriate data as shown in above picture
Step5: After that click on Save button to save the data
Edit Lead Source (Callback)
Stepl: Consider the steps as above for opening Lead Source page
Step2: Lead source page appears as follows:
SMART DIAL™ @ @
Rl ACKIIST = I : -
= = = - |
o | e e -
-3 C11AT GROUPS T
i - cuosouees pieing preterence _ P 7
SKILL MASTER = Load Diorea Souree type. Asiom oy,
DEFAULT AUTO LOGIN ""'D”'Y = dialing prefcrence and priority
DATASET ‘ Click on Save button to update the changes ‘

Step3: Then change the appropriate data as shown in above picture
Step4: After that click on Save button to update the changes

Delete Lead Source (Callback)

Step1: Consider the steps as above for opening Lead Source page
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@®c7A

Step2: When Lead source page appears, Click on Delete icon to delete the lead source

Step3: After clicking the delete icon, a popup message asking a confirmation for delete

Step4: Now click on the “Ok” button, which will result removal of that lead source policy.

2. Lead — In this facility it enables to create policy that allows automatic lead creation based on sources like data/call received
on

API, Missed calls on IVR/ACD and details received via email.

Once policy is created, it will automatically create a lead to dial the numbers which have been abandoned or missed. The patterns
can be configured day wise, weekly and monthly.

Add Lead Source (Lead

Step1: Go to system configuration menu, Click on “Lead Source” sub menu to enable appearance of Lead Source page

SMS CONFIC

EMAIL CONFIG

BLACKLIST

EXTENSION DETAIL
&  Mode Details =)  Agent Status @B idie Status @R  Wrapup E)  Taik Status
User Status

msPasITIon o o 00:-00:00 00:00:00
ZONF DIALING MAD 00:00:00

CHAI GROUPS
LCAD SOURCE

SKILL MASTER S

“{ ©Gnek ont cad Seurce sub menu

DEFAULI AUI O LOGIN

ACTIVITY

DATASET

DATASCT CONMIG

Step2: Lead source page appears as follows:
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SMS CONFIG

EMAIL CONFIC

DIsFOSITION
ZONE DIALING MAP
- cHAT CrouRS
= Lcap sourct
SKILL MASTER
DEFAULT AUTO LOGIN

Ac

v
Lead Source | lome Page
DALASE L

DATASET CONFIC

MAP MOBILE DEVICE

Step3: Click on + icon to open “Add Lead Source” dialog box

[[ =]
Campaign: S_No. DD o
DEMO - 1 01171600800
2 01171600801

Lead Stores in: @ Lead @ Callback 1. Select the campaign
piaing Mode \2‘1 Click on Lead radio button to select it

Auto
\3_}Selecl dialing mode as AulofProgressivefPreview|

Retry Type:  © No Retry © Manual @ Automatic. Click on No Retrvid AL i
ick on No Retry/Manual omatic
Source Type \4' radio button to select it i

Missed On ACD -
\5_‘ Select the Source type as API/Email/Missed

on VR or ACD

Dialing Algorithm.  © LIFO @ FIFO
- \E| Click on LIFO/FIFO radio button to select it |
Priority Time: © On Time & Off Time °
\7; Click on On/Off Time radio button to select it |

Lead MName Generation = @ Daily @ Weekly @ Monthly £ -
Click on Daily"Weekly/Monthly radio |

. v
Click on Next button button to select it

9.

Next Cancel

Step4: Fill up the appropriate data as shown in above picture then click on “Next” button

Step5: After clicking on Next button page appears as follows:

( =]
No. of Days Start Time End Time Per Day Max Disp iti Retry Type
1 Day(s) - 2 Time - 10 Max Attempt Mo Retry Attempt Type -

1.

Select the number of :
days from 1 to 10 ‘ Eﬁg"%rﬂ;‘s Start and 5.
Select the retry type as

3 1. Dialer Disposition
2 Agent Disposition

Select the per day
attempt 2 to 10
4 4. Dialer & Agent Disposition

3. Agent Sub Disposition
5 Dialer & Agent Sub disposition

Select the maximum
attempt 2 to 30

Auto Retry Page for set the configuration

Save Retry Configuration Cancel

»  Select the number of days from 1 to 10

» Select the Start and End time
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»  Select the per day attempt
»  Select the maximum attempt

»  Select the Disposition retry type
Step5: Fill up the appropriate data as shown in above picture

Step6: After selecting the disposition retry type then page appears as follows:

_ <_£j
No. of Days Start Time End Time Per Day Max i ition Retry Type
10 Day(s) ~ pe:30 1830 3 Time ~ 10 Max Attempt ~  Dialer Disposition -
1 AGENT BUSY - MAXIMUM WAIT TIME Select Attempt - Select Minute -
2 ANSWERING MACHINE Select Attempt - Select Minute -
3 CUSTOMER BUSY 2 Attempt - 5 Minutes -
4 CUSTOMER HANGUP IN QUEUE Select Attempt - Select Minute -
5  MNETWORK COMNGESTION Select Attempt - Select Minute -
6  REJECTED BY SWITCH 2 Attempt - 15 Minutes -
7 RINGING - NO ANSWER 3 Attempt ~ 10 Minutes
6. 7.
Select number of attempt to set thﬂ Select the minutes to set
respective disposition for retry retry time for respective
disposition
| Click on this button to save the configuration | 8.
Save Retry Configuration Cancel

»  Select number of attempt to set the respective disposition of retry

»  Select the minutes to set retry time for respective disposition
Step7: Set the number of attempts and retry time as above

Step8: After click on “Save Retry Configuration” button then a popup message shows as “Want to save auto retry configuration!”
with Ok and Cancel button.

Want to save aute retry configuration.!

[ ox ][ cancel
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Step9: As we click on Ok button then a popup message shows as follows:

Step10: After that as we click on Ok button, then message shows as “Saved Successfully”.

Saved Successfully.

Step11: At last click on Ok button to close the Retry configuration page and view the home page for lead source as follows:

SMART DIAL™

SMS CONFIG

EMAIL GONFIG
1 DEMO MISSED ON IVRR CALLBACK CALLBACK AUTOMATIC AUTO
131 AGKI 151

ETENSION DETAIL 2 bpcmo MISSED ONACD  AUTO LcAD riro orrTimc DAILY
user

DISPOSITION

£ONE DIALING MAP
ClIAT GROUPS

LEAD SOURCE

SKILL MASTER
DEFAULT AUTO LOGIN
ACTIVITY

DAIASLI

DATASIT CONTIG

MAP MOBILE DEVICE

Edit Lead Source (Lead)
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SMART DIAL™

()

USEI? MODE DEIMISSION

USER STATUS COLOUR

SMS CONFIR

EMAIL CUNFIG
BLACKLIST
FXTFNSION DETAN

usEn

DISPOSITION

ZONF DIAI ING MAP.

ESNCIE IR

GHAI GROUIS

~ LEAD SOURCE
SKIII MASTFR
DEFAULI AUTO LOGIN
AcTivITY

DATASFT

DAIASE! GUNFIG

CALLBACK

LCAD riro

orrmmMe

Step3: Edit lead source page appears as follows:

DAILY

Step1: Consider the steps as above for opening Lead Source page

AUTOMATIC AUTO

Step2: When Lead source page appears, then click on edit icon to open the edit lead source page

1 ADMIN

ADMIN

Click on this icon to edit the lead source

22 npr, 2020 -

23 Apr. 2020 =

[

Campaign:
DEMO

Lead Stores in© @ Lead
Dialing Mode
Auto

Retry Type:
Source Type
Missed On ACD

@ No Retry

Dialing Algorithm: @ LIFO @
Priority Time:

Lead Name Generation . @ Daily

© Manual

@ Callback

FIFO

On Time @ Off Time

© Weekly

@ Automatic.

© Monthly

Click on Next button

Next

S MNo. DID
1 01171600800
2 01171600801

Edit option not available
on this section

» Edit option not available in this page

Step4: After clicking on Next button, edit lead source page appears as follows:

Cancel

o
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Edit Lead Source ®
No. of Days Start Time End Time Per Day A F Max A F Disposition Retry Type
| 10 Day(s) v| |09:30 |18:30 |I 3 Time v| | 10 Max Attempt v| | Dialer Disposition v|

1 AGENT BUSY - MAXIMUM WAIT TIME Select Attempt - Select Minute -

2 ANSWERING MACHINE [ setect Attempt -] [ setect minute -]
3 CUSTOMER BUSY [ 2 Attempt -] [ 5 minutes -]
4 CUSTOMER HANGUP IN QUEUE [ setect attempt -] [ setect minute -]
5 NETWORK CONGESTION [ setect Attempt -] [ setect minute -]
6 REJECTED BY SWITCH [z Attempt -] [ 15 Minutes -]
7 RINGING - NO ANSWER: [ 3 Attempt -] [ 10 Minutes -]

Click on Reset button to gives the
option for edit retry setting

Reset Cancel

Step5: Click on “Reset” button to gives the option for edition

Step6: After click on Reset button, a popup dialog box open as "Want to reset lead auto retry setting.!” With the option Ok and
Cancel button

Wantto reset lead auto retry settings !

Step7: Then click on Ok button

92 | Essence Technology Automation India Pvt. Ltd.



@®c7A

—_xi

No. of Days Start Time End Time Per Day Attempt Max Attempt Disposition Retry Type
10 Day(s) ~ o9:z0  418:30 3 Time - 10 Max Attempt »~  Dialer Disposition -
1 AGENT BUSY - MAXIMUM WAIT TIME Select Attempt - Select Minute -
2 ANSWERING MACHINE Select Attempt - Select Minute -
3 CUSTOMER BUSY 2 Attempt - 5 Minutes -
4 CUSTOMER HANGUP IN QUEUE Select Attempt - Select Minute -
5 NETWORK CONGESTION Select Attempt - Select Minute -
6 REJECTED BY SWITCH 2 Attempt - 15 Minutes -
7 RINGING - MO ANSWER 3 Attempt - 10 Minutes -

| Edit the setting for auto retry as required

| Click on Save Retry Configuration for updation

Save Retry Configuration Cancel

Step8: Now change the setting as required, then click on “Save Retry Configuration” button

Step9: After click on “Save Retry Configuration” button then a popup message shows as “Want to save auto retry configuration!”
with Ok and Cancel button.

Wantto save auto retry configuration !

[ ok | [ cancel

Step10: As we click on Ok button then a popup message shows as follows:
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Configuration saved. Retry changes works for the new lead. For the current lead reset retry works from crm_data sub menu.

Step11: After that as we click on Ok button, then message shows as “Saved Successfully”.

SMART DIAL™

USTR MODE B1RMISSION

SMS3 CONFIG

EMAIL CONFIG

1 DEMO MISSED ON VR CALLBACK CALLBACK
BLACKLIST
2 DEMO MISSED OM ACD  AUTO LEAD FIFO OFFTIME DALY
EXTENSION DETAIL

USER

DISPOST 0N
==, e
ZONE DIALING MAP
"f CHAT GROUPS.
= LEAD SOURGE
[

SKILL MAS1EIR

NEFAUIT ALITO | QGIN

ACTIVITY

DATASET

DATASET CONFIG

MAP MOBILE DEVICE

Delete Lead Source (Lead)

Step1: Consider the steps as above for opening Lead Source page

Step2: When Lead source page appears, Click on Delete icon to delete the lead source
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Step12: At last click on Ok button to close the Retry configuration page and view the home page for lead source as follows:




Do you really want to delete the policy™

Step3: After clicking the delete icon, a popup message asking a confirmation for delete

Step4: Now click on the “Ok” button, which will result removal of that lead source policy.

2.1.a.19 Skill Master

This mechanism is used to create and delete skill.

Further this skill is map to campaign and user through the Mapping sub-sub menu.
Add New Skill:

Step1: Go to system configuration menu, Click on “Skill Master” sub menu to enable appearance of Skill Master page

SMS CONFIG

EMAIL CONFIG

BLAGKLIST

FXTTNSION DETAI

USER

DISPOSITION

ZONI DIATING MAP

CHAT GROUPS

LEAD SOURCE

= SKILL MASTER

ACTIVITY

DATASET

DATASET GONFIC

SMART DIAL™

DULAULT ALLO TOGIN

Mode Details.

(0)

No Login
Agent Status O ~pa
(0) No 1 agin

& Mode Details =) Agent Status
o o

| ciick on skit Master sub menu

@R Idie Status @ wrapup B Talk Status

Status
00:00:00 00-00-00 00:00:00

Step2: When Skill Master page shows then click on + icon to open “Create New Skill” dialog box
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SMART DI @ (o))

USFR MODF PERMISSION

SMS CONFIG

EMAIL CONFIG [SE— 2

= BLACKLIST i
e
EXTENSION DEIAIL -
Click on 1 160N to open "Crente New SKill® dialog box
= e
DisPOSITION
ZONE DIALING MAP
- GHAT CrOUPS
11 An souR
| Lanl
~ sl masTER

DEFAULT AUTO LOGIN

ACTIVITY

DATASET

DAIASE | CONFIG

MAP MORI ™ DIVICT

Step3: Create New Skill dialog box shows as follows:

\ x}

All form fields are required.

Mame

Save Cancel

Step4: Enter the skill name in name textbox then click on save button

l %]

All form fields are required.

Mame

English

1. | Enter the skill name

2 | Click on Save button

I

Save Cancel

Step5: After click on save button then created skill shows on skill page
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SMART DIAL™

R MODE PERMISSIO

SMS CONFIG

| AN CONIG = tngtan
: BLACKLIST
c?)
ki EXTENSION DETAIL
= USER
NISPOSITION
=)
i ZONE DIALING MAP
) ClIAI GROUPS
LEAD SOURCE
)

=  SKILL MASTER

DEFAULT AUTO LOGIN

ACTIVITY

DATASET

DATASET CONFIG

MAP MO T 11 VG

Delete Skill:

Stepl: Consider the steps as above for opening skill page

Step2: When skill page appears, tick on checkbox to select it

SMART DIAL™

USER MODE PERMISSIO

SMS CONFIG

<% | MAIL CONIIG [=] crsian /
BLACKLIST o

o 2

*)) —es 5
C il S
b EXTENSION DETAIL HicEonichecREoeio=cIochil Click on Dcletc icon
= USER
NISPOSITION
=i
- ZONE DIALING MAP
3 Cl1AI GROUPS
LEAD SOURCE
11l

=  SKILL MASTER

DEFAULT AUTO LOGIN

ACTIVITY

DATASET

DATASET CONFIG

MAP MO T 11 VG

Step3: Then click on Delete icon to delete the selected skill

Step4: After clicking the delete icon, a popup message asking a confirmation for delete

Palere selacan skils =

Step5: Now click on the “Ok” button, which will result removal of that data.
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2.1.a.20 Default Auto Login

application.

Provide Auto Login permission to User

page

SMART DIAL™

= User sTATUS coLou Mada Dietails o~
USER MODE PERMISSION o) No Login
SMS CONFIG Agent Status (@) —

€2 FMAIL CONTIG ey No Login

—m BLAGKLIST & mode Detais +) Agent Status

5 EXTENSION DETAIL

= o o o
DISPOSITION

-3

ZONE DIALING MAP
CHAT GROUPS
| TAD SOURCE
SKILL MASTER

~ DEFAULT AUTO LOGIN -

ACTIVITY | Click on Defaull Auto Login sub menu

DATASET

DATASLT CONTIG

SMART DIAL™

USER 51A1US COLOUR

USER MODE PERMISSION

SMS CONFIG

EMAIL CONFIG

BLACKLIST

CXTCNSION DETAIL

user a

{l

DISPOSITION Click on radio button of userid to enable ‘
-  —— the mapped campaign for user
ZUNE DIALING MAI>
CHAT GROUPS.
| FAD SOURCE
SKILL MAS | E12
~ DEFAULT AUTO LOGIN
ACTIVITY
DATASET

DATASET CONFIG

MAP MOBILE DEVICE

as XXXXX for XXXXX?

This mechanism is used to map the user to campaign and dialing mode for auto login after entering userid and password in agent

Stepl: Go to system configuration menu, Click on “Default Auto Login” sub menu to enable appearance of Default Auto Login

@R uie Stalus @ Wiapup Slalus L8] Tulk Status

00:00:00 00:00:00 00:00:00

Step2: When Default auto login page appears, click on radio button of userid to enable the mapped campaign for user

® DFMo

> =

Click on radio button to select

Glick on radio button of campaign < on =
the dialing mode for aulo login

= |

Step3: After that click on radio button of campaign to enable the mode
Step4: Then click on radio button of any mode which you want to mapped with the user

Step5: When mode mapped then a popup message appears as “Do you want to map the default campaign as XXXXX and mode
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SMART DIAL™

USER STATUS COLOUR
USCR MODE PLRMISSION
SMIS CONFIG

FMAIL CONFIG
BLAGKLIS 1

EXTENSION DETAIL
usen

DisPOSITION

ZONF DIAIING MAP
GHAT GrOUPS

LEAD SOURCE

SKILL MAS 1 E1L
DEFAULT AUTO LOGIN
ACTIVITY

DATASET

DATASET CONFIG

MAI® MOBILE DEVICE

Lo vou wantto map the derault campaian as DEMO and Mode as AU for ranuls

Step6: As we click on Ok button, a new popup message shows as “Default Campaign & Mode updated for XXXX (userid)”

Letaurt Gampaign & Moge updated tor ranut

: After clicking on Ok button, Default Auto Login page appears as follows:

® LEMO

Remove Auto Login permission from User

page

Stepl: Go to system configuration menu, Click on “Default Auto Login” sub menu to enable appearance of Default Auto Login
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SMART DIAL™

USER SIAIUS COLOUR SEmEEEE O -
USER MODE PERMISSION L6 [Blosliocyn
SMS CONrIG ArsisEes o~
ML conris oD No Login
Rl ACKI IST & Mode Details =) Agent Status. @R Icle Status @R Wrapup Status 51 Tak Status
EX1ENSION DE IAIL
e o o 00:00:00 00:00:00 00:00:00
DISPOSITION

ZONE DIALING MAP.

cl1AT GROUPS

LEAD SOURCE

SKIIL MASTFR

= DEFAULI AUIOLOGIN  —

ACTWVITY =

" ~{ Glick on Default Auto 1 ogin sub men

DATASET

DATASET CONFIG

SMART DIAL™

USER MODE PERMISSION :
© Demo (admin) @ DCMO = Remove Mapping

USER STATUS COLOUR
SMS CONTIG

EMAIL CONFIG

K (ubhisher) o
) review

=
=
BLACKLIST

FXTENSION DFTAN

usen

_— g Chck on radio bitton af campaign
DISPOSITION Click on radio button of uscrid to cnablc 10 enable lhe mode.
the mapped campaign for user

ZONE DIALING MAP

[—
=
L e

—_— the defaull aulo login permission flom user
LEAD SOURCE

SKILL MASTER
= DEFAULT AUTO LOGIN
ACHVITY
OATASET

DATASET CONFIG.

MAP MODII F DFVICT

Step3: After that click on radio button of campaign to enable the mode

Step4: Then click on radio button of “Remove Mapping” to remove the permission from user

Cancel button.

P you want fo ramove the mAapping for rahl?.

Step2: When Default auto login page appears, click on radio button of userid to enable the mapped campaign for user

Step5: After mode unmapped, a pop up message shows as “Do you want to remove the mapping for XXXX?” with Ok and

Step6: As we click on Ok button, a new popup message shows as “Default Campaign & Mode updated for XXXX (userid)”
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Lstault Campaign & Mods upaated for ranul

Step7: After clicking on Ok button, Default Auto Login permission removed from the user and page appears as follows:

SMART DIAL™

USER STATUS COLOUR _campaign
® LEMO

LISFR MONT PFRMISSION

SME CONFIG

EMAIL CONFIG

BLACKLIST

CXTCNSION DETAIL

user

DISPOSITION

ZONT DIAIING MAP

GHAI GROUIS

LEAD SOURCE

SKILL MASTER

RITALIT ALITO | OGIN

ACTIVITY

DATASET

NATASFT CONFIG

MAI® MUBILE DEVIGE

e ARAAAY

2.1.a.21 Activity
This mechanism is used to create and delete activity.

Further this activity is map to campaign and user through Mapping sub menu.

Add New Activity:

Stepl: Go to system configuration menu, Click on “Activity” sub menu to enable appearance of Activity page
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SMART DIAL™

USER STATUS COLOUR .
Mode Delails

SMS CONFIG (0)

EMAIL GONFIG =
Agent Status o~

Rl ACKI ST (0)
EXTENSION DETAIL

No Login

- 4 WMode Details =) Agent Status @B 1dle Status & wrapup Talk Status
USER Statue.

| mEFEmOn 0 (o] 00:00:00 : : 00:00:00
ZONE DIALING MAP 00:00:00

= CHAT GROUPS

LEAD SOURCE

=

SKILL MASTER

e e ___—{ Click on "Activity” sub menu

- ACTIVITY =

DATASET

DATASET CONFIC

Step2: When Activity page appears then click on + icon to open “Create New Activity” dialog box

SMART DIAL™ e @

USER STATUS COLOUR

SMS CONFIG

LhAIL Cont s EaTa 7

Bl ACKI IST ya

EXTENSION DETAIL

user Click on + icon to open "Create New Activity” dialog box

DISPOSITION

ZONI DIALING MAP

3 ﬂ\ !

CHAT GROUPS
LEAD SOURCE
Letul
SKILL MASTER
DEFAULT AUTO LOGIN
- ACIVIIY
NATASIT

DATASET CONFIG

MAP MOBILE DEVICE

Step3: Create New Activity dialog box shows as follows:

All form fields are required.

Mame

Email

NS

Enter the Activity name |

| Click on Save button
2.

Save Cancel

Step4: Enter the Activity name in name textbox then click on save button

Step5: After click on save button then created activity shows on activity page
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USER STATUS COLOUR @ [ e [ =

USER MODE PERMISSION

SMS CONMG

C EMAIL CONFIG
BLACKLIST
FXTFNSION DFTAN

)
- usER
DISPOSITION
1

‘ ZONE DIALING MAP

QAT GROLPS

LEAU SOURCE
SKILL MASTER
DEFAULT AUTO LOGIN
- AGIVIY
DATASET
DATASET CONFIS
MAP MODII F RFVICT

Delete Activity:

Step1: Consider the steps as above for opening Activity page

Step2: When Activity page appears, tick on checkbox to select it

SMART DIAL™
i

OLOUR

SMS CONFIG

EMAIL CONFIG Ematt
BLACKLIST
2

X 11 NSION DI 1A

_ - Click on Delete icon
== usER 1

DISPOSITION Tick on checkbox to select the activity

ZONE DIALING MAP

ClAL BROUPS

LEAD SOURCE

SKILL MASTER

DEFAULT AUTO LOGIN

-  ACTIVITY

nalam 1

DATASET CONFIG

MAP MOBILE DEVICE

Step3: Then click on Delete icon to delete the selected activity

Step4: After clicking the delete icon, a popup message asking a confirmation for delete:

Delste selactea actvty?

Step5: Now click on the “Ok” button, which will result removal of that data from the system.
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2.1.a.22 Dataset

This mechanism is used to create and delete a dataset.

Dataset which created from the Dataset page that will use in Dataset Config, Campaign and CRM configuration sub menu.
Dataset will be usable where same records required in multiple campaigns.

Add New Dataset:

Stepl: Go to system configuration menu, Click on “Dataset” sub menu to enable appearance of Dataset page

SMART DIAL™

- ~ UsermoDE PERMISSION Musles Dot O~
" usrRsTaTuscolouR €O No Login
 smscomnne Agent Status 0 -
(e  emaLconre (0) No Login
 biackust &  wodc vetaiis ) Agent status. @& ac status @ wrapup staws 53 o stats
-  exrensionpETAL
= een o o 00:00:00 00:00:00 00:00:00

DISPOSH 10N

4]

ZONE DIALING MAP

Laal ClIAT GROUPS

LEAD SOURGE
SKILL MASTER
DEFAULT AUTO LOGIN ___| Ciick on Dataset sub menu
ACTIVITY e

= DATASFT =

DAIASE] CONFIG

Step2: When Dataset page appears then click on + icon to open “Create New Dataset” dialog box

@ SMART DIAL o ()
USER MODE PERMISSION /‘.“
USER STATUS COLOUR 4
s conrie

€ EMBILEIREIS Click on 1 icon to open "Greate New Dataset” dialog box

BLACKLIST
CXTCNSION DETAIL
— usER

DISPOSITION

ZONE DIALING MAI*
CHAT GROUPS
1FAD SOURGE
SKILL MASTEI
DEFAULT AUTO LOGIN Datasct home Page
AcTvITY

= DATASET
DATASET CONFIG

MAP MOBILE DEVICE .

Step3: Create New Dataset dialog box shows as follows:
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MName
“odafone

1

| Enter the dataset name

Stepl:

Step2:

Delete Dataset:

SMART DIAL™

SMIS CONFIG

I ACKI IST

user

CHAT GROUPS

ACTVITY

DATASET CONFIG

Click on Save button

USER MODE PERMISSION

USER STATUS COLOUR
EMAIL CONFIG
EX1ENSION DE IAIL

RISPOSITION

ZONE DIALING MAE
| FAD SOURCT
SKILL MASTER

DEFAULT AUTO LOGIN

= DATASET

MAP MOEILE DEVICE

2.

Save Cancel

Step4: Enter the dataset name in name textbox then click on save button

Step5: After click on save button then created dataset shows on dataset page

Consider the steps as above for opening Dataset page

When Dataset page appears, click on delete icon to delete the dataset

vosafone

Click on Delele icon o delele lhe dalasel

Step3: After clicking the delete icon, a popup message asking a confirmation for delete
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2.1.a.23 Dataset Config

Configuration sub-sub menu.

Add field to the Dataset:

SMART DIAL™

DisPOSITION
LONE DIALING MAI*
GHAT GROUPS

LEAD SOURCE

SKILL MASTER
DEFAULT AUTO LOGIN
ACTIVITY

RATASIT

UAIASE] CUNHG

dataset

Do you want to delete the Dataset

Step4: Now click on the “Ok” button, which will result removal of that data from the system.

This mechanism is used to create the field for dataset.

Dataset field which created from this page will be used for mapping the dataset fields to dataset campaign through the CRM

Stepl: Go to system configuration menu, Click on “Dataset Config” sub menu to enable appearance of Dataset Config page

User STATUS CoLoUR Maorie Details
- UsrR MODT PrAMIGHION 1) Auto
. Ss CoNmG Aaont St 1
> SmalL conFie il RCADY
£l ACKI IST & Modc Dctails =)  Agcnt Status &B Idic Status &R Wrapup Status 31 Tak Status
. EX1ENSION DETAIL
o 1 1 00:10:49 00:00:00 00:00:05

Click on Dataset Config sub menu

Step2: When Dataset Config page appears then select the dataset name and click on view icon to display the created fields for
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LISPUSH UM
-3 i
ZOME DIALING MAP
I atal CIIAT GROUPS

SMART DIAL™

user sTATUS coLour e voparone - -]
USER MODE PERMISSION / S
sms conFis ‘ &
B e >
EMAIL CONFIE 1. = <
- T . [ click on View icon (o shows the datasel field
Seledt he datasel
BLACKLIST

EXTENSION DETAIL

usrr

Click on + icon to open “"Create New Field Caption” dialog box

Lenu souRcE
SKILL MASTER
DEFAUIT AUTO 1 0GIN
AcTVITY

DATASET

= DATASCT CONFIG

MAP MOBILE GEVIGE

Step3: After that click on ‘+’ icon to open the “Create New Field Caption” dialog box as follows:

3

All form fields are reguired.

Mame
Type
Text -
Parent
Select -
Text Description————

Text Length
20

Save Cancel

Step4: Fill the appropriate data as shown in below picture

107

Essence Technology Automation India Pvt. Ltd.




@®c7A

aJ

All form fields are required. /‘ Enter the field name in Name textbox ‘
Name F_Name =+
Type /| Select the type from combo box Selecﬁon|
Text ul
Parent Select the field from parent
Select v+ combo box, if required
Text Description
Text Length
50 Enter the length of text as required
for the field
/ Click on Save button
Save Cancel

Step5: At last click on Save button to save the dataset fields.

Delete field from the Dataset:

Stepl: Consider the steps as above for opening Dataset Config page

Step2: When Dataset Config page appears then select the dataset name and click on view icon to display the created fields for
dataset

SMART DIAL™

USFR STATUS COILOUR Pataset voArONE ~|[ - [E==]
USER MODE PERMISSION
SMs conFic

2 TMANI CONMIG

BLACKLIST
EXTENSION DETAIL
== user
DisPOSITION
ZOMNE DIALING MAR
latal CHAI GROUI'S
LEAD SOURCE
SKil | MASTFR
DEFAULI AU10 LOGIN
acTiviTy
NATASIT
= DAIASE! CONFIG

MAP MOBILE DEVICE

Step3: When Dataset page appears, click on cross “X” icon for dataset field deletion as shown in picture
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SMART DIAL™

USER STATUS COLOUR

USER MODE PERMISSION

SMS CONFIG

EMAIL CONFIG

BLACKLIS|

EXTENSION DETAIL

USER

NISPOSITION

ZONE DIALING MAP

Dataset VODAFONE v - [+]

‘ Click on cross "x" icon to delete the dataset field

CHAT GROUPS
LEAD SOURCE

SKILL MASTER
DLTAULT AUTO LOGIN
ACTIVITY

DATASET

'» DATASET CONFIG

MAP MOBILE DEVICE

Step4: After clicking the delete icon, a popup message asking a confirmation for delete

Delete caption?
Note: Deleting Parent will delete its corresponding children also.

Step5: Now click on the “Ok” button, which will result removal of that field from the dataset.

# Telephony Configuration

This module facilitates settings and modifications pertaining to telephony.

Sub modules are DID Management, IVR Design, Voice File, DID SMS Map and Holiday.

2.1.a.24 DID Management

This mechanism facilitates settings and modifications of assigning DID with campaigns, agent, and so on.
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Schedule DID

Stepl: Go to Telephony configuration menu, Click on “DID Management” sub menu to enable appearance of DID Management
page

SMART DIAL™

Mode Details s

= DID MANAGEMENT
1)

Auto
R DESIGN
S Agent Status 5
1) READY
DID SMS MAP
- o A &  Wode Details +) agent Status @ e stans & Wrapup Status 81 Tk sratus
1 1 02:01:26 00:00:00 00:00:06

| Glick on DIN Management sub menu |

Step2: Select the VOIP from Communication label, then click on View button as shown in below picture

SMART DIAL™

1 Communication: vorr ~ View

= DID MANAGEMENT e
IVR DESIGN \\
WOICE FILE . 2

Then click on View button

DID SMS MAP Select the VOIP from Communication label

(it shows according to client type)

HULIDAY

Step3: After clicking on View button, DID shows on DID Management Page

SMART DIAL™

1 c tion: B
=  DID MANAGEMENT ommunication vor View

IVR DESIGN

1 wvodafone 10.229.9.236 01171600800 DEMO ~ = SCHEDULE
VOICEFILE 2. vodafone 10.229.9.236 01171600801 DEMO ~ (] SCHEDULE
DID SMS MAP 3 wvodafone 10.229.9.236 01171600802 DEMOLOCAL ~ = SCHEDULE
HOLIDAY
2
= i Then click on Schedule label to
b Select the campaign name for open "VOIP Forward" dialog box

mapping DID to campaign
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Step4: Then map the DID to campaign and click on Schedule label

Step5: After clicking on Schedule label, a dialog box named "VOIP FORWARD" will appear

%
DID Number* 01171600802 Schedule* 24X7 -
Type * Campaign -
Prompt Please Select v\
Campaign* DEMO _ |Se|ectthe option as 24x7
Queue Max time* 300 Select the type as campaign or
Forward Type* Hangup  + other options as required
== Select the voice file from prompt option |
Select the campaign name from campaign option ‘
Click on Save button to save the configuration ‘ Enter the maximum type of call in queue |

] Select the forward type

Step6: Fill up the appropriate setting for the DID as shown in above picture
Step7: After clicking on Save button, a popup dialog box shows the success message

Step8: Click on Ok button to save the setting.

2.1.a.25 IVR Design

This mechanism enables end users to create and modify IVR that is used in DID Management for the ‘Optional IVR’ type.

The functionalities only follow GUI methodology makes easier to access.

2.1.a.26 Voice File
This mechanism facilitates uploading of audio file that is applicable in DID Management and IVR Design.

The illustration of usage of voice file are:

Add Voice File:

Stepl: Go to Telephony configuration menu, Click on “Voice File” sub menu to enable appearance of Voice File page
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SMART DIAL™

Mode Details 1 ~m
LI MANAGEMEN | 1 K
= 1)

Manual

7~

Ivn DESICN

Aacnt Status

- voice e S0 (1) -
LD S AL 5
T & Mude Details - Agent Stalus @R ldle Status @ Wiapup Status [E] Talk Status
HoLioaY
\\\ 1 1 00:31:44 00:00:00 00:00:00
= S
S
~
Click an Voice File sub menu
Losl

Step2: First tick the checkbox and click on OK button to select the campaign.

SMART DIAL™

DID MANAGEMENT e

- Select Al S
i vesicn 0
= L PEuo o
- w e =t
e e i et et Click on View icon to show the data for selected campaign
LI S B IPRUAD
= HOLIDAY SImICADLE
= SITINETWORK
= 1 oKk Gancel
Tick on checkbox S
=
Las Click on Ok button

Step3: After clicking on View icon, Voice file shows as follows:

SMART DIAL™

- campaign riame oeno ~ 1] - .
DID MANAGEMENT \
= (o pmsis 1. DEMO 11112amanda.wav 00:00:31 Downloag
- vocEriLE
2 _—— .
LB S AR L

Houpny

Chck on 1 1con to upload the voice file

Step4: Then click on + icon to open the “New Voice File” dialog box as follows:

112 Essence Technology Automation India Pvt. Ltd.



@®c7A

Voice file: Browse... | Mo file selected.

File Description:

Cancel|| Upload

Step5: Select the voice file then enter the file description as shown in below picture

[ x]
— .
Voice file: Browse] Sleop.wav Select the voice file
File Description: test
Cancel|| Upload 2'E\ter the file descripti@
\
Uploading....! (] 3.
Uploading done...! (= Eli[:k on Upload buﬂoﬂ

12

Step7: As we click on upload button, then it gives the response as “Uploading done...!” in dialog box

Step8: The recently uploaded file shown as follows:

DID MANAGIMENT

o Duwnload

= e
~ voio=rie - | oemo e —— - _ bt |

PN 25 AR

HOLIDAY

Delete Voice File:

Step1: Consider the steps as above for opening the voice file page
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@®c7A

Step2: When voice file shows then click on Delete icon to delete the voice file

o
Click on Dalcle icon lo delele The voice e,

e ialiats

Step3: After clicking the delete icon, a popup message asking a confirmation for delete

Step4: Now click on the “Ok” button, which will result removal of that data.

2.1.a.27 DID SMS Map

This mechanism facilitates user to send the SMS if call abandon on DID.

Stepl: Go to Telephony configuration menu, Click on “DID SMS Map” sub menu to enable appearance of DID SMS Map page

SMARI DIAL™

o] o 00:00:00 00:00:00 00:00:00

[ Ciiek on DID M Map sub menu_ |

E
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A B

it

TeL

Step2: DID SMS Map page appears as follows:

SMART DIAL™

6. //

Sclcct the SMS Route
for sending SMS

Selecl lhe SMS Templale

1 Selecl lhe lype as Abandon

Cnter the DID in DID textbox

4.
Enter the resend duration in hours

S
[ select the event us WROFFIVRON/Campaian |

Click on Savc button
to save the data

Step3: Then fill up the appropriate data as shown in picture

SMART DIAL™

DID MANAGEMENT 01171800803 ABANDOM ~  mvRoRF - 2 TEST - Testms -
IVR DESIGN
volcE FiLE

~ DIDsMSMAP

11oLIDAY

Step4: At last click on Save button to Map the DID with SMS template, type and event.

2.1.a.28 Holiday

This mechanism facilitates user to upload the holiday voice prompt and lists.
When day comes for holiday then holiday voice file play on all the incoming DID.
If any customer attempts to negotiate on holidays, the call will get hanged up by playing the audio file which uploaded.

Add New Holiday List

Stepl: Go to Telephony configuration menu, Click on “Holiday” sub menu to enable appearance of holiday page

SMART DIAL™

Chick on 1ohday $ub menu

Step2: When Holiday page appears, then click on New Holiday List icon as shown in picture
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SMART DIAL ™

PIN MANAGEMENT

IV DESIGH Defaull 2020-03-27 14:00:10 111 1hope_corw 00:00:30
3 MEIGEIT #2 2020-03-27 Corona Heliday 2020-03-27 13:00:29 ©000-00-00 00:00:00 1111hope corol 00:00:30
> DID SMS MAP
= = toooar
=
= Click on this icon to add new holiday list
-

Step3: New Holiday List page appears as follows:

Holiday Date 2020-04-27

Holiday Mame Independence Day

Select the date

Enter the Holiday name |

SAVE RESET

|Click on Save button

Step4: Select the date from Holiday Date calendar option and enter the name in Holiday Name as it shown in above picture
Step5: At last click on Save button to save the data.

Add Voice file for holiday list

Step1: Consider the steps as above for opening holiday page, then click on “upload voice file” icon

DID MANAGEMENT
(ELsEc e i Default 2020 03 27 14:00:10 00:00:30 ®
2 jYDICEELE #2 2020-03-27 Corena Holiday 2020-03-27 13:00:29 2020-04-27 10:57:57 00:00:30 s
pRSHENA #3 2020-04-27 Independence Day 2020-04-27 13:28:58 0000-00-00 00:00:00 1111hope_corona.wa 00:00:30 <=
—— = Houpay
= -
Click on this icon to upload the
e voice file for Holiday list
Latal

Step2: “Holiday list Voice File” dialog box appears as follows:
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Holiday List: Default -
Woice File: Mo file selected.
Cancel Upload

Step3: Select the Holiday list and Voice file as shown in picture

[ =]
Holiday List: 2020-04-27(Independen__ -
Voice File: Browse... | Sleep.wav \
Cancel|[ Upload | Select the Holiday list
2.
Select the voice file by clicking 3.
on Browse button Click on Upload button to
save the selected data

Step4: At last click on Upload button to save the selected data.

Import holiday list

Stepl: Consider the steps as above for opening holiday page, then click on “Import holiday list” icon

SMART DIAL™

. DID MANAGFMENT

s s o 1. Default 2020-03-27 14:00:10 00:00:30
5 NINSETRLE. #2. 2020-03-27 Corona Holiday 2020-03-27 13:00:29 2020-04-27 10:57:57 00:00:30

« RO #3. , vay 7 13:28:08 CEECTELT 1111sleepivav CEEGIRG

— |- iouoav

fm—

- Click on this icon to import the holiday list

Latal

Step2: Import holiday list page shows as follows:
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First Column heading is : "Date’ (Format iz "™y v-MM-DD° such as 2017-03-15)

Second Column heading is : "Hame"

Browse. .. | holiday.csv

Huoliday List (CSWY Only):

Reset Upload

Click on Browse button to

select the holiday list file Click on Upload button

to import the holiday list

Step3: Click on Browse button to select the holiday list file

Step4: Then click on Upload button to import the holiday list in system

Edit holiday list

Step1: Consider the steps as above for opening holiday page, then click on “Edit” icon

SMART DIAL™

DID MANACEMENT

IVR DESIGN = Pefaul

2 wvoicE FiLE w2 2020-02-27 Corona Hotiday
DID SMS MAP I pay

o2 e v
= - s i ~
e
S oo wi a
— |- touoar
=
Click on edit icon

Step2: Edit holiday list dialog box appears as follows:

Huoliday Date 2020-03-27

Holiday Mame Corona Holiday

Do the changes
as required

SAVE RESET

Click on Save button to
update the changes
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Step3: Do the changes as shown in above picture
Step4: At last click on Save button to update the changes.

Delete holiday list

Step1: Consider the steps as above for opening holiday page, then click on “Delete” icon as shown in picture

SMARI DIAL™

A
Click on lhis icon delele he holiday list

Step2: After clicking the delete icon, a popup message asking a confirmation for delete

¥ou sure wantto delete it

Step3: Now click on the “Ok” button, which will result removal of that data.

# Operational Configuration
This module consists of creation, modification, setting pertaining to campaign and lead.
It is further divided into three sub modules:

1. Campaign Management — Consists of settings used to create, edit, delete and manage other features pertaining to
campaign

2. Lead Management - Consists of settings used to create, edit, delete and manage other features pertaining to lead

3. Other Management — Used for Free Agent and Inbox mail assigning to agent

Now let’s begin with the sub-modules of campaign management:
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2.1.a.29 Campaign
This section facilitates creation of new campaign, editing existing campaign, deleting and so on.
Now let’s explore the features beyond:

Create a New Campaign

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “Campaign”
sub-sub menu to enable appearance of campaign page

SMART DIAL™

- | i ) Mode Details | O~Em

SRR 0) No Loamn

Aaent stats B

" 0) No Login
» & Mode Detsils =+ Agent Status @@ ule Status @@ Wiapup Status B Tulk Status
Ny o o 00:00:00 00:00:00 00:00:00

N
‘ Cilick on Gampaign sub-sub ment

Step2: When Campaign page appears, click on ~ icon to open a campaign dialog box

= O (296) 1PRUAD PRU AD A© M@0 O =} = o=
¥ =) (402) pEmMOLOCAL Dutnu Luca Type Chasmet Ao)sm(10) o = = = o= -
= 1 (439) SITNETWORK Sttt metwork A im0 B = = = o= -

— 1 (524) SITICABLE NA A© M@0 = = = o=

- ] (s94) DEMO Amme cam paign A7) M) = <

Click on + icon to open "Create New Campaign” dialog box

OTIIER MANAGEMENT
o Free Aget

Step3: Create New Campaign dialog box appears as follows:
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All form fields are required.

Enter the campaign name |

Campaign Name*

; s Enter the Campaign description |
Campaign Description //|

Campaign Type* | Select the campaign type as OB/IB/BL/AB/SB/SD/SR |
Outbound

J

OB Campaign Timeout*(in secondsﬂ If campaign type is OB/BL then enter the time for campaign queue timeout|
45
Channel Type* | Select the channel type as SIP for the VOIP Client

Please Select

J

Group Type® | Select the Group type, if it's PRI Client

Please Select

/

Auto Dial Channels

manual Dial Channels | If group type selected then set the Auto and manual channels|
strategy®
Please Select |Select the strategy|————|~|
Dataset Select the dataset name, if same dataset required in multiple campaign
Please Select )\B |

Save Cancel

Step4: Fill up the appropriate data as follows:

All form fields are required.

Campaign Mame®
test

Campaign Description
testing

Campaign Type*
Outbound E|

0B Campaign Timeout*(in seconds)
45

m

Channel Type*

sIP E|

#  VOIP Server  Priofity  Prefix Auto(%)  Auto(DID) Manual(%) Manual(DID)
01171600800 * 01171600800 *

vodafone 1 E| 0 E| 01171600801 0 E| 01171600801
01171600802 [0 01171600802 [

Strategy®

rrmemaory E|

Dataset

Please Select E|

4

Save Cancel
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Edit Campaign

SMART DIAL™

()]

= CAMPAIGN MANAGEMENT

< Campaign

© CrM Connguration

© Campaign Queus

< Mapping

o~ Campalgn Transrer mapping

k - Re schedule

© Emait Tempiate

B 333373

o Sms Tempiate
© File Category
- User Mapping t© DID

=
=
-
Latal

© Music On Hold

© SMS Dicp Mapping

Step2: Then click on *

Step3:

Step5: At last click on Save button to save the data.

IPRU AR

(?96) IPRUIAD
(407) DEMOI OCAI
(439) SITINFTWORK Siti Network

(774) SITICARI E Na

(994) DEMO

Edit the campaign setting as required

P o a Typee Channel

e campai

Stepl: Consider the steps as above for opening Campaign page

A (D) 7 M (10)
A (D) 7 M (10)
A (D) 7 M (10)

A (D) 7 M (10)

B 31131131

ign A7) 7 M (3)

0331373
0080

the campaign setting

X

Campaign Name*
Campaign Description
Campaign Type*

OB Campaign Timeout*(in seconds)

Channel Type*

# VOIP Server Priority

' [l

vodafone

Strategy”
rrordered

Prefix

Auto(%)  Auto(DID)

01171600800

70 01171600801

01171600802

DEMO

demo campaign

Blended
45
siP
Manual(®%) Manual{DID)
e 01171600800 =

30E|

01171600802

01171600801

Dataset

I Edit the campaign setting as required

Script Path

Prefix

Schedule a Campaign

for.

&

Dynamic{DID)

0 Digit E|
(=)

Click on Update button )\

Step4: Then click on Update button to update the changes.

Stepl: Consider the steps as above for opening Campaign page

Update

o

m

fal |

(edit) icon to open the “Campaign Edit” dialog box as shown in above picture

This mechanism enables to activate a campaign as per desired day/time, the campaign is valid only on the day/time it is selected
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.

CAMPAIGN MANAGEMENT
© Campaign

© CRM Configuration

) o Campaign Queue [7]  (296) IPRUAB 1PRU AB A(0)/ M(10) =] B ofe|c|»r|
el [T]  (402) DEMOLOCAL Demo Loca Type Channel A/ m(10) [ B B 73] olm >

= © Campaign Transfer mapping
——————— (439) SITINETWORK Siti Network A(0)/ m(10) [0 ] olm|eo|r|~
© Callback - Re schedule D {829 @ 10 o D o

== . B
o Email Template 7] (524) SITICABLE NA A(0)/ M(10) B B el@|c|»s
o SMS Tem .

(5 i [7] (994) DEMO demo campaign A(7) 1 M(3) v B ™ ol ® NE
o File Category

© User Mapping to DID

© Music On Hold

Click on this icon to openthe
©o SMS Disp Mapping scheduler dialog box

Step2: Then click on “ (scheduler) icon to open the scheduler dialog box as shown in above picture

| =l
Start Time End Time . o T o o Thursday Friday Saturday Sunday
00:00 23:59 I =] = = = = = )
1 2
Set the campaign Start Tick on checkboxes to select the |C“Ck on Schedule button
and End Time working day for the campaign 3
Schedule

Step3: Set the campaign start and end time

Step4: Then tick on checkboxes to select the working days for the campaign

Step5: After clicking on Scheduler button, a popup asking a confirmation for schedule with Ok and Cancel button
Step6: As we click on Ok button then a message dialog box shows as “Schedule Update Successfully...!”

Step7: Then click on Ok button to close the message dialog box.

Set the Hotdials for the Campaign

This mechanism facilitates merging single digit ranging from (1-5) to a 10 digit telephone number to give a quick one digit dial
via agent application.

Stepl: Consider the steps as above for opening Campaign page

SMART DIAL™

=  CAMPAICN MANAGEMENT

(296) IeRUAD IPRU AD A (0) 4 M (10)

i

o]

(a02) LEMOLOCAL Demo Loca Type Channot A (V) £ M (10)

(439) SITINETWORK Stet NeTwor A () £ M (10)

0i10a

01

(524) SITICABLE [N A (0) # M (10)

[ s R i
03100

L LINEIREANE
it

K
K

(994) LMO demo campaign A s M)

el fo] o e

this icon Lo open
als dialog box|

| FAD MANAGFMENT

Step2: Then click on = (Hotdials) icon to open the Hotdials dialog box
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Step3: Hotdials dialog box appears as follows:

| >

Enter the number in textibox i

Hotdial 1.

Hotdial =.

Hotdial =.

Hotdizal .

I

Hotdial S.

| click on save button | | sawve

Step4: Enter the number in Hotdiall to Hotdial5 textboxes then click on Save button
Step5: As we click on Save button then a popup message shows as “Hotdial number saved...!”
Step6: Click on Ok button to close the message box.

External Web CRM for the Campaign

This mechanism facilitates users to enable web CRM and set web CRM path as follows for :

Stepl: Consider the steps as above for opening Campaign page

Step2: Then in campaign page, there is an web CRM icon located as shown in picture

SMART DIAL™

e[ & ][ =
= CAMPAIGN MANAGEMENT
o o Campaign
b = CRM Connguration
= 1 (296) IPRUAB IPRU AB A smpo B = =l = o @[ =]
- = Campaign Quoue
= mapping 1 (402) EMOLOCAL Demo Loca |ype Channet AW smpa B = = o|@| = |~
= = Campaign Transfer mapping
— = =" 1 (439) SITINCTWORK Siti Network A s mpo) B = = = o|m|[=]| »|~
< Callback - Re schedule
—1 = Email Tempiate M1 (%74) SITICABI E Na A (D) 7 M (10) Lal (] = ™ o|m|e| -] -
— B 51 (994) DEMO derno campaign A7) 1M (D) =) = = 122 o m|=] =)~
e  Fite Category -
Lt = User Mapping to DID =
= Music On Hola Click on this icon to open
e the webcrm dialog box
~ SMS Disp Mapping

Step3: After clicking on "Web CRM" icon a dialog box open as "Web CRM for <campaign name>"

Web Crm B /* Tick on checkbox to enable web CRM ‘

Web Crm Path

\fEnterthe external web CRM path |
Alternate Path 1

Alternate Path 2 > Enter the alternate path I
Click on Save button \ —
Save

m
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Step4: In the dialog box, enable web crm checkbox and enter the Web CRM Path as follows:
http://XXX.XXX.XXX.XXX/crm.php

Step5: At last click on "Save" button to update the data

Step6: As we click on Save button, message shows as "Updation done"

Step7: Then click on "Ok" button and click on "Close" icon to close the dialog box for "Web CRM for <campaign name>"

Campaign Configuration

Campaign configuration enables us to set timings for various events including call wrapup time, call time difference, call
originate time, call dialing ratio, auto dispose duration and so on

Stepl: Consider the steps as above for opening Campaign page

SMART DIAL™

= CAMPAIGN MANAGCMENT

= Campaign

- crm connguration

- 1 (296) 1IPRUAD 1PRU AR A rmay " = 2] efm] =] ]~

= o Campaign Queus

= Mapping 1 (402) DEMOLOCAL B e e S P A s m(10) O = = = o @[ =] =)~
== paign Transter mapping
= 17l (439) SITINETWORK Sttt Network A@ Moy 2 = = = o)==~
— E1 (521) SITICABLE A A@ /Mo © = =] = o] =]~
- E (994) Mo demo campaign A LM = = o= =]~

.

Latal o User Mapping to DID. Y

Mt O Hold Click on campaign namc to open the

e campaign configuration dialog box

Step2: Then in campaign page, click on name of any campaign to let campaign configuration dialog box appear.

| —— |

Call Wrapup Time: (Max 650 Sec.) -
Call Time Difference: (Max 650 Sec.) -
Call Originate Time: (Max 60 Sec.} -
Call Dialing Ratio: (Max 5) -
Auto Dispose Duration: -
AcceptReject Timeout: (Max 60 Sec.) -
Retry Time:(Max 15 Sec.) -
Callback Pre Motification:(Max 60 Min.» -
Auto Logout After ldie Duration:(Masx 150 Min.} -

Step3: Here in the campaign configuration dialog box adjust the seek bars as per desired timings

Step4: Then click on * ' button to save the setting, once the settings have been saved then hit “X” button to quit the Campaign
Configuration.
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Delete Campaign

Step1: Consider the steps as above for opening Campaign page

Step2: Then in campaign page, tick on checkbox of campaign to select it.

SMART DIAL™

Tick on checkbox to salect tha campaian

Step3: After clicking the delete icon, a popup message asking a confirmation for delete

Step4: Now click on the “Ok” button, which will result removal of that data.

Callback Setting in Campaign

If checkbox button is ticked then it will enable functionality of callbacks in the agent with respect to the campaign else callback
not allowed in agent.

DNC Setting in Campaign

If the checkbox button is ticked then it will enable functionality of DNC module.
User able to add number in DNC through the agent application.

When admin user upload the number through lead management then its check the DNC number through the DNC database.

AMD Setting in Campaign

If this checkbox is ticked then it will enable activation of AMD else AMD won’t be activated.

Mobile Agent Setting in Campaign

If this checkbox is ticked, then it enables mobile number act as negotiation interface other than agent while logged in as agent.
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2.1.a.30 CRM Configuration

This mechanism is used to create the CRM fields for campaign.

Type of CRM fields are text, Number, Date, Radio, checkbox, Combo and List.

Before creating new CRM and assigning parents, kindly note the conditions: Only Text, Number, combo and list can be set as

child.

Creation Of CRM Fields:

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “CRM
Configuration” sub-sub menu to enable appearance of CRM Configuration page

SMART DIAL™

S ——— e @[~ vrewzrm-. =

o Campaign e S

b~ = CRM Connguration == e
” Selectihc campaonino o | Click on "View CRM" button to show the CRM fisids
e campaign combo box

SMART DIAL™

DEss . Ciick on 1 icon to open dialog box | —
= CAMPAIGN MANAGIMINT Emrny gy = E et o o for "Create New Caption Field" e

© Campaign
o CRM connguration

o Fite Category
< User Mapping to DID.

P © Campaign Queus = =] = =] =
< Mapping 250 = = (=] =
= = Campaign Transrer mapping Male,Fomale, Trans = [=]
& o necnmia &l = (&l =
== < Email Template [l ™ [ [
= o sms Tomprate = L] = B |=
- = =] [=] =
= =] =] =]
= = =] =

LEAD MANAGEMENT
o import Leaa
o Assign Lead

© Lead Manager

- Crm Data

o Caliback Assign

Step3: “Create New Caption Field” dialog box appears as follows:
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All form fields are required. /fEmer the Name for CRM field

MName || Select the type of field

Type Text —T | |from selectiion

Parent Select i S

T | —|Select the parent field,

ext Length 20 if required
| Enter the text length |
Click on Save button
Save Cancel

Step4: Fill up the appropriate data as shown in picture

All form fields are required.

Mame Country

Type Text -
Parent Select -
Text Length 100

Click on Save button |

Save Cancel

Step5: Then click on Save button save the selected and entered data.

Deletion Of CRM Fields:

Stepl: Consider the steps as above for opening the CRM fields

Step2: When CRM fields shows then click on cross (x) icon to delete the crm field as shown in picture
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SMART DIAL™

133333553
Jj@@@@oa |53
i
Jj@oooao (g3

| FAD MANAGFMENT £
= Import Lead | Click on x icon to delete the crm fields

© Assign Lead

= Leaa mManager
< CRM Data

= Callback Assign

; I

: After clicking the cross (X) icon, a popup message asking a confirmation for delete

2
ote: Deleting Parent will delete its corresponding children also

Step4: Now click on the “Ok” button, which will result removal of that data.

Description of checkboxes :

Checkbox 1 - Required - If this button is ticked, then entering this detail will be mandatory

Checkbox 2 - Read Only - If this button is ticked, then this slot won’t be editable, especially applied to seal the crm details
received from lead.

Checkbox3 - History - If a crm detail is marked for history checkbox, then this detail will show in the history section after
clicking on ‘History’ button in CRM.

Checkbox4 - Is Disposition - If this checkbox is ticked, then this detail will be shown in the disposition report.
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2.1.a.31 Campaign Queue

Campaign queue transfers occur when an agent transfers a call to another campaign queue after informing customer that we are
transferring your call to right department.

Campaign Queue creation

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “Campaign
Queue” sub-sub menu to enable appearance of Campaign Queue page

SMART DIAL™

~ CAMPAIGN MAMNAGEMENT
= Campai

Click on this Icon ta create new quene

Step2: When campaign queue page appears then click on + icon to open “Create New Queue” dialog box

Step3: “Create New Queue” dialog box appears as follows:

Campaign Mame™ //| Select the campaign name |
Flease Select E—{/'/
Queue Name* ,_,4| Enter the queus name |
]

Queue DID * _{H| Enter the DID number |

Click on Sawve button

Sawve Cancel

Step4: First select the campaign from "campaign name" textbox
StepS: Then enter the "queue name” for DID

Step6: After that enter the "Queue DID' in Digits.

130 Essence Technology Automation India Pvt. Ltd.



Campaign Hames™
DEMO - |

Queuwese Hame*
support

Queus DID *
117160084

Sawe Cancel

Step7: At last click on Save button to save the data.
2Q Mappin

Step8: Then click on Q2Q Mapping icon as shown in below figure

@ SMART DIAL™ A -3 @ -
o =[] ~
= CAMPAIGN MAMNAGEMENT s
%
-
L} nEMo. e o 0117140085
7 w11/16008
= poo e

Z
Click on this icon fo open "Q2>Q Mapping” page

= Flle Category.

& Music On Hold

© User Mapping to DID

© SMS Disp Mapping

Step9: “Q2Q Mapping” page open with queue to queue mapping details.

[>) SMART DIAL™ -
-~ ~ Back )=~
©  CAMPAIGN MANAGIMINT
< Campoian
- R connguration

© Campaign Queue

= mapping

o Campaign Transfer mapping

o e R el Click on + icon to open "Mapping New Queus" dialog box

© Eman Tempiate

Step10: Then click on Plus (+) icon to open “Mapping New Queue” dialog box as shown in below figure
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[ x]
From Campaign® —F’"/_‘\ Select the campaign |
Please Select |:
From Queue*
Select the queue name
Please Select |:4//| for selected campaign ‘
To Campaign®
et E‘|\| Select the transferring campaign |

To Queus*

Please Select B\{
Queue Priority Select the transferrng Queue name |
Please Select |:
Select the queue priority as Normal/High |

Click on Save button |

Sawe Cancel

Step11: First select the transferor campaign “From Campaign” combo box

Step12: “From Queue” name shows on the basis of campaign selection in “From Campaign”.
Step13: Then select the queue name from “From Queue” combo box

Step14: After that select the transferee campaign from “To Campaign” combo box

Step15: “To Queue” shows on the basis of campaign selection in “To Campaign”.

Step16: Then select the queue name from “To Queue” combo box

Step17: After that select the “Queue priority” as Normal or High.

[ >

From Campaign®

DEMC el |
From CQusuwe™

sales - |
To Campaign™

DEMOLOC AL ~ |
To Cuewue™

account bt |
Queue Priority

Mo rmal - |

Sawe Cancel

Step18: At last click on Save button to save the data.

Step19: After clicking on Save button data shows as follows in Queue to Queue page.
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SMART DIAL™

©  GAMPAIGN MANAGEMENT
= campalan

+ Back

& CRM Connguration 1= Mo PEMOI OCAl T Hormat

= Campaign Queue

Delete Q2Q Mapping data

Stepl: When mapping data shows on Queue to Queue page, first tick on checkbox to select the data

SMART DIAL™

=  CAMPAIGN MANAGCMCNT

N
Tick on checkbox to select it

© SMS Disp Mapping

: Then click on Delete icon to delete the selected data

. After clicking the delete icon, a popup message asking a confirmation for delete

Step4: Now click on the “Ok” button, which will result removal of that data.

Delete Campaign Queue data

Stepl: When campaign queue data shows on Campaign Queue page, first tick on checkbox to select the data

SMART DIAL™

= CAMPAIGN MANAGEMEN
= campalgn

support

Click on Delele icon

Tick on checkbox to select it

© SMS DIsp Mapping

Step2: Then click on Delete icon to delete the selected data
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Step3: After clicking the delete icon, a popup message asking a confirmation for delete

Step4: Now click on the “Ok” button, which will result removal of that data.

2.1.a.32 Mapping
This mechanism is used for providing the feature enabling/disabling to Campaign/User.
Features are:

e User Mode Mapping to Campaign

e  User Mapping to Campaign

e Disposition Mapping to Campaign and User

e  Skill Mapping to Campaign and User

e  Activity mapping to Campaign and User

e TL Mapping to User

View Mapping data of a campaign

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “Mapping” sub-
sub menu to enable appearance of mapping page

SMART DIAL™

Click on view 1con to show the
mapping for selecled carmpaign

Selecl lhe campaian

Step2: Select the campaign name from campaign combo box then click on view icon to show the mapping data as follows:
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SMART DIAL™

Campaign  DEMO ~ [ -

= CAMPAIGN ™
o Campaign

= ©RM Connguration
Il Ema

121 Australia ] Auto
)  Campaign Queus [ Canada Manual
e @) India Callback
Uk ] Break
(IEVN Progiessive

y
[

|

> Campaign Transtor mapping

1
|

71 Interested

- Callback - Re schedute

= .

© Email Tempiate T1ck on Gountry Tick on Disposition <heckbox to
fheckbox o ?

- sws Tom rriap disposilion witls Carmpain

-3 —== map country

= ey with campaign

3 © A On ook
Latsl

= User Mapping t© DID.

OO e

-~ SMS Disp Mapping

| A03IE0000033088R

LEAD MANAGEMENT 3 i
o tpart Lemd Tieklon Users checkbax to | [Fick on CRIM Rodial chookbox (o
trrp user's with campaion || provide redial permission to User

IS

DEMO -~ -
= CAMPAIGN ™
o Campai crm I
paign
= CRM Connguration
1] Hot Lead 11 abhishek

= o Campaign Queus Cold Lead

= Mapping

0
CAllBACK
Interostod

Ciick on disposiiion 13bal 1o anabla tha sub.

= < Email Template [ Retreshment
= disposition. dispocition mappad to usar data

o SMS Tompiate

= File Category Tick on sub dispositions checkbox to I

= n
et Stk [ niti
Last = Music On Hold map the sub disposition with campaign rahul
b ravi
= User Mapping 1o DID 1 san
o SMS Disp Mapping . [ shashank
_— Tick on checkbox to map selected Iy test
LEAD MANAGEMENT disposition with the user [£] usert
I vikarant

o import Lead

-

OO00EE300608

)
1m
id

[ shashank
I test

[ usert

I vikarant

0310000000 IE0EER

EEEE3

© Assign Lead

= Lead manager

Map Country with campaign

Step1: Consider the steps as above to show mapping data of campaign

Step2: Then tick on Country checkbox to map the country with selected campaign

O] Awustralia
[ Canada

Tick on Country
checkbox to
map country
with campaign

Map User Mode with campaign

Step1l: Consider the steps as above to show mapping data of campaign

Step2: Then tick on User mode checkbox to map the user mode with campaign as it shown in picture
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[ Mwustralia
[ Canada

Auto
Manual

= India Callback
[ UK Break
[ SA Progressive
= Mo
Preview
TeaBreak

Refreshment

Tick on User mode checkbox to
map mode with campaign

Map User’s with campaign & Provide Redial Permission to User

Step1: Consider the steps as above to show mapping data of campaign
Step2: Then tick on User’s checkbox to map the user with the campaign

Step3: After that tick on CRM Redial checkbox to provide the redial permission for selected user as it shown in picture

Campaign DEMO - -
CRM Skill f
Users pedial Priority | o1
M Auto admin Mormal -~
% gqathl;lal k kamal Mormal -
allbac
7] Break rahul Mormal -~
¥ Progressive [[]sohan =1 Mormal -
= Mo [l rahul? Mormal -~
% Preview abhishek [ Normal -
TeaBreak ]
] Refreshment (] ashish =
ankur = -
test = Mormal -
kahuja = Mormal -~
deepak = Mormal -~
shashank \ Mormal -
Tick on users checkbox to Tick on checkbox to provide the
map the user with campaign redial permission to selected user

Map Disposition and Sub Disposition with campaign

Stepl: Consider the steps as above to show mapping data of campaign
Step2: Then tick on disposition checkbox to map the disposition with campaign

Step3: After that click on disposition label to enable sub disposition in sub disposition column

Step4: At last tick on sub disposition to map sub disposition with campaign as shown in picture
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Campaign

Australia
Canada
India
Uk
usa

DEMO

Auto
Manual
Callback
Break
Progressive
Ma

Preview
TeaBreak
Refreshment

sohan
rahul1
abhishek

ankur
Vtest
kahuja

V| deepak
shashank

OOO0O0O0OOO0OO0O0ER

ICIick on disposition label to enable sub dispositions I

Mormal -
Mormal -
MNormal -

-

-
Mormal -
Mormal -
Mormal -
Mormal -
Mormal -
MNormal -
MNormal -

TL Mapping

1.

Tick on disposition
checkbox to map
disposition with
campaign

Sale
+] Mo Answer
| Busy

¥ Hangup

CALLBACK
Interested

SIS

Hot Lead
Cold Lead

3.

Tick on sub dlSpOSI{IOI'I to map
sub disposition with campaign

Map Activity with campaign & User

Step1: Consider the steps as above to show mapping data of campaign

Step2: Then tick on activity checkbox to map the activity with campaign

Step3: At last tick on “Activity mapped to User” checkbox to map user with selected activity as shown in picture

7] Auto

7] Manual

7] Callback

7] Break

7] Progressive
T Mo

7] Preview

7] TeaBreak

7 Refreshment

Campaign DEMO -

[7] admin
[¥] kamal
[#] rahul

sohan
[l rahult
[¥] abhishek

ashish

ankur

test

kahuja

deepak
shashank

Mormal =
Mormal

Mormal -
Mormal  +
Mormal -
Mormal

Mormal -

Mormal -

TL Mapping

Mormal -

Mormal  +

CALLBACK
Interested

Hot Lead
Cold Lead

abhishek
admin
akash
angelo

kahuja
kamal

nitin

userl
vikarant

Email abhishek
admin
L akash

= angelo
Tick on Activity ankur

checkbox to map| —
activity with ashish

campaign bipin
deepak
himanshu
kahuja
kamal

nitin
rahul

ravi
2. san

Tick on checkbox| shashank
to map user with test
activity userl

vikarant

Map TL with User

Step1: Consider the steps as above to show mapping data of campaign

Step2: Then Click on TL user label to enable the user’s in TL mapping section

Step3: At last tick on “TL Mapping” checkbox to map the user with TL as it shown in picture.
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SAustralia
Canada
India

(] .
LIS

Progressive
Mo

TeaBreak
Refreshment

=1
Prewview
=
=1

1

[ Users

admin
M sohan
Tl rahul1
abhishelk
ashish
ankur
[+ test
o] kahuja
deepak

shashank
rahul

Click on TL user label to enable
the users in TL mapping column

ODOD0OO0O00E

CRM Skill f
Redial Priority

rMormal

Maormal
rMormal
Mormal
Mormal
Mormal
Mormal
Maormal

rMormal

|

{

(RE R KRR R AR AR RN

ROODEOEED

adrmin
kamal
abhishek
ashish
ankur
test
kahuja
deepak
shashank

Tick on "TL Mapping” checkbox
to map the user | with TL

2.1.a.33 Campaign Transfer Mapping

Add data for campaign transfer mapping

@

SMART DIAL™"

GAMPAIGN MANAGEMENT

= campalgn

o CRM Configuration

= Campaign Queue

= mapping

o Campaign Transfer mapping

= Callback - Re schedule

o Emali Tempiate

= Sms Temprate
 Fite Categary

= User Mapping 1o DID

~ Music on Hola

Step2:

Step3:

= SMS Disp Mapping

click on + icon to add

After that click on Plus (+) icon to add data in “Campaign Transfer Mapping” option

Campaign transfer occurs when an agent transfers a call to another campaign after informing customer that we are transferring
your call to right department.

Step1: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “Campaign
Transfer mapping” sub-sub menu to enable appearance of Campaign transfer mapping page

“Campaign Transfer Mapping” Dialog Box open for mapping the campaign from one to another
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From Campaign®
“\ Select the 1st campaign through

Please Select
"From Campaign” combo box

To Campaign®
Please Select E\
Select the other campaign through

"To Campaign" combo box

Click on Save button

Save Cancel

Step4: Then select the 1% campaign through “From Campaign” combo box

Step5: After that select the other campaign through “To Campaign” combo box

x|
From Campaign®
DEMO E|
To Campaign®
DEMOLOCAL [~
Cancel

Sawve

Step6: At last click on Save button to save the data
Step7: After click on Save button “Campaign Transfer Mapping” page open with campaign transferring details as follows:
e

e[ =

SMART DIAL™

@

g
¥ = CAMPAIGN MANAGIMINT
=

Delete data for campaign transfer mapping
Stepl: When campaign transfer mapping data shows on Campaign transfer mapping page, first tick on checkbox to select the data
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SMART DIAL™

= CAMPAIGN MANAGEMENT
© Campaign
© crM connguration

© CampaignQuese 4 = oo susport

S

Tick on checkbox to select it

Chck on Delete icon

© SMS Disp Mapping

Then click on Delete icon to delete the selected data

After clicking the delete icon, a popup message asking a confirmation for delete

Step4: Now click on the “Ok” button, which will result removal of that data.

2.1.a.34 Callback Re Schedule

This mechanism enables to reschedule existing callbacks created earlier.

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “Callback - Re
schedule” sub-sub menu to enable appearance of "Callback Re schedule® Page

SMART DIAL™

Callback Type
Please Select -

Created Oy
=  GAMIZAIGN MANAGEMEN |
= campalgn

& CRM Connguration

= Campaign Queue

o Email Tempiate
o SMS Template

= File Category

& User Mapping 1o DID

Step2:
Step3:
Step4:

Step5:

Select the Single/Multiple campaign, date range and other search criteria option
After that click on "View" icon to display the data on panel

Select the respective data by clicking on checkbox icon

As we click on "Assign"

icon then a small dialog box open as "Want to reassign?" with ‘Ok" and "Cancel’ button

Step6: When we click on "Ok" button then new dialog box open as "Set Assign To Details" with "Assign To" and "Callback Date"
change option
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Step7: Select option as ‘Campaign’ or "userid” from "Assign To" combo-box for Assigning change.

Step8: After that click on "Callback Date" text box to open the calendar for callback date-time selection
Step9: When date-time selection done then click on "Save" button for data saving.

Step10: As we click on Save button then message dialog box open as "Save Successfully..!" with "Ok" button

Step11: At last click on "Ok" button for closing the message dialog box.

2.1.a.35 Email Template

This mechanism enables to create new email template, which used in agent application for sending the email to customer.

Add Email Template

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “Email
Template” sub-sub menu to enable appearance of "Email Template' Page

SMART DIAL™

Click on plus "+ icon to add new template

Step2: Click on Plus ™ ' icon to open “Add Email Template” dialog box as shown in picture

{ x]

Campaign/Alert* | DEMO E“

\l Select the campaign or Service Alert

Template I
Name*

\| Enter the Template name |

Subject* [ el

|| Enter the subject for email |

HDO| B 7 Styles - Format ~ FontFamily ~ Font Size -

X G2 @B = F = £F ¢ | | L Y@ D

= | | | — 2| % x |2 H = | & | v1 1

= RN BT EE= SR

Message®
T [ Enter the message
Path: p
Click on Sawve button |‘\\ Erg | Reset |

Step3: Fill up the appropriate data as shown in above picture
Step4: First select the campaign or service alert
Step5: Then Enter the Template name, Subject and message

Step6: At last click on Save button to save the data
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Step7: Then click on Refresh button to show the data on Email Template page as follows:

§ +
1 DEMO Testing Welcome Welcome Message &
Edit Email Template

Stepl: When email template page shows as follows, then click on edit icon

2] +

1 DEMO Testing ‘Welcome ‘Welcome Message

Click on edit icon to open "Edit
Email Template" dialog box

Step2: After clicking on edit icon, “Edit Email Template” dialog box open as follows:

Campaign/Alert™ | DEMO EI

Template Name* |Testmg

Subject* |We\come

HO|® 75 U= = - Format ~ FontFamily ~ FontSize -

o U3 0 0 Eh | 4 % | | LE @ | FHO B A-w-
™ | [4% 3. = |7 s | |*Q|xz | OH= |G || 3=

b b [4 | BT RS =R

Welcome Message

Message*

Path: p Words:2 Y

Ciick on Save bution |2 —=Save | _Reset |

1
| Edit the fields as required |

Step3: Edit option available on all the field (campaign or service alert, template name, subject and message)

Step4: Edit the setting as required, and then click on Save button.

Add attachment for email template
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Stepl: When email template page shows as follows, then click on attachment icon

1 DEMO Testing ‘Weicome ‘Welcome Message @ &

Click on attachment icon
to add attachment file

Step2: After clicking on attachment icon, “Attachment” dialog box shows as follows:

[ =]

&

i
| ! I

| Click on Add button

Step3: Then click on add attachment icon, to open the file selection window

[ E3|

Attachment File Mo file selected.

Click on Browse button
to select the file

| Click on Save button |

Save Cancel

Step4: After that select the file by clicking on Browse button

Step5: The click on save button to upload the attachment file

2.1.a.36 SMS Template

This mechanism enables to create new SMS template, which used for sending SMS to customer.

Add SMS Template

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “SMS Template”
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sub-sub menu to enable appearance of 'SMS Template® Page

SMART DIAL™

= CAMPAIGN MANAGEMENT

= Campaign 53
1 rese % test message <=

= ©RM Connguration .

© Campaign Queus S

= Mapping Click on + icon o open "New Termplale” dialog box
~ Campaign Transter mapping

Step2: Click on Plus ™ icon to open “New Template” dialog box as shown in picture

x

Template Mame* Test
Enter the template name |
Test message

SMS Text =
Enter the message |

SAVE RESET

\‘ Clhck on Save button |

Step3: Fill up the appropriate data as shown in above picture
Step4: First enter the Template name and message

Step5: Then click on Save button to save the data

Edit SMS Template

Stepl: When SMS template page shows as follows, then click on edit icon

(5] +

&

1 test1 test #

Click on edit icon

Step2: After clicking on edit icon, “Edit SMS Template” dialog box open as follows:
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Template Mame* testl
test > Edit the template name and
text message as required

SMS Text™

SAVE RESET

| Click on Save button

Step3: Edit option available on template name and message

Step4: Edit the setting as required, and then click on Save button.

Delete SMS Template

Stepl: When SMS template page shows as follows, then click on Delete icon

e+
1 testt test sl @

Click on delete icon

Step2: After clicking the delete icon, a popup message asking a confirmation for delete

Are you sure want to delete it!

Cancel

Step3: Now click on the “Ok” button, which will result removal of that data.
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2.1.a.37 File Category
This module enables adding of audio files that are to be used in Agent Assisted IVR (AAIVR) feature for agent application.

Add New Category

>

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “File Category’
sub-sub menu to enable appearance of 'File Category” Page

SMART DIAL™

A campaign : Flease selact - o | categery :
“  GAMIAIGN MANAGEMENI ==
= campaian e
; D
= , Click on View Cateogry icon to show the.
| Select the campaign ‘ data for selected camapaian

Flaasa selact -~

=

] o

W]

Step2: First Select the campaign, then click on View category icon to show the category

Campaign : DEMO = [~ Category : Please Select - +

Click on +icon to open "Mew Category" dialog box ‘

Step3: When category page shows as above, then click on + icon to open “New Category” dialog box as follows:

Campaign™ DEMO
Category™ sales
\‘ Enter the category

Click on Save button |

Step4: Enter the category name in category text box, then click on Save button
Step5: After clicking on Save button, created category shows on category page

Step6: Then click on cross “X” button to close the “New Category” dialog box

146 Essence Technology Automation India Pvt. Ltd.



Add New File for Category

Stepl: When “File Category” page appears, select the campaign name from campaign combo box

SMART DIAL™

campaign Pluwse Swluct - = | category : Plowse Select -
= CAMPAIGN MANAGEMENT

2.
Then select the category Chck on 1 ieon to open
“New File" dialog box

T

Seledl lhe carmpaign

Step2: Then select the category name from category combo box

Step3: After that click on ¥ ' icon to appear “New File” dialog box

SMART DIAL™

= UAMBPAIGN MANAGEMENT

- campalan

T

1
|

¥

Then selecl he file

LEAD MANAGEMENT
aa

Click on Save button |-~

Step4: Fill up the appropriate data as shown in above picture
StepS: Enter the caption name in caption textbox
Step6: Then select the file through “choose file” option as it shown in picture

Step7: After that click on save button to upload the file

Delete File for Category

Stepl: When “File Category” page appears, select the campaign name from campaign combo box

Campaign : DEMO - [~ Category : sales - + "]

! - 3

EEE LT SEEL LB ELEIL Click on "View File" icon to show

the file for selected category

Step2: Then select the category name from category combo box
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Step3: After that click on “View File” icon to show the file for selected category

Campaign : DEMO - [~ Category : sales - + o

Campaign Category Caption Welcome file Action

1. DEMO sales welcome

=l

Click on Delete icon

Step4: When category file show on “File Category” page then click on “Delete” icon
StepS: After clicking the delete icon, a popup message asking a confirmation for delete

Step6: Now click on the “Ok” button, which will result removal of that data.

Delete Category

Stepl: When “File Category” page appears, select the campaign name from campaign combo box

Campaign :  DEMO v ) Category : Please Select A + 0O

Select the campaign Click on "View Category" icon to show the category

Step2: After that click on “View Category” icon to show the category for selected campaign

Campaign :  DEMO - [~ Category : Please Select - + [k}

1. DEMO sales

=]}

Click on Delete icon

Step3: When category show on “File Category” page then click on “Delete” icon

Step4: After clicking the delete icon, a popup message asking a confirmation for delete

Step5: Now click on the “Ok” button, which will result removal of that data.
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2.1.a.38 User Mapping To DID
This module used to map DID with the agent and that DID will be further used in Sticky DID campaign.

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “User Mapping
To DID” sub-sub menu to enable appearance of "User Mapping To DID" Page

Step2: Now in the page choose a desired DID by clicking on it

Step3: Then click on + button for assigning user to a sticky DID based campaign
Step4: Select a desired sticky DID campaign in ‘Campaign Name’

StepS: Then select the concerned agent in ‘Agent Name’

Step6: At last click on save button to save the data.

Note:

1. Only one user can be mapped under a particular DID under a campaign, on attempt to other on the same did then it would
reject as ‘already mapped’.

2.1.2.39 Music On Hold
This module used to set the music on hold file for campaign.

"Music On hold" file will be played on customer phone.

Add Customize Music On Hold File for the Campaign

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “Music On Hold”
sub-sub menu to enable appearance of ‘Music On Hold" Page

SMART DIAL™

At last click on "Reload Asterisk™
icon for changes updale in server

R

e Tl 1

Alller file upload il shows here

Click on "Choose File" option Then click on Upload button to
to sclcct the voice file upload the voice file

Step2: Now in the page, click on “Choose File” option to select the voice file
Step3: Upload a voice file (PCM uncompressed 8000HZ, 16 bits mono) by clicking on Upload button

Step4: When uploaded file shows in File column as shown in picture

Step5: Then click on “Reload Asterisk” button to upload the changes on Server.
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Remove Customize Music On Hold File for the Campaign

Stepl: When uploaded file shows in File column as shown in picture

SMART DIAL™

= CAMPAIGN MANAGEMENT

o Campaign
2

< CRM Connguration =
Click on "Rcload Asterisk™ icon to
Server

- © Campaign Queue

Update the changes on Sel

LEAD MANAGEMENI
< 1mport Leaa

o Assign Leaa

Step2: Then click on delete “x” icon to delete the voice file
Step3: After clicking the delete icon, a popup message asking a confirmation for delete with Ok and Cancel button
Step4: Now click on the “Ok” button, which will result removal of the customize voice file

Step5: Then click on “Reload Asterisk” button to upload the changes on Server.

2.1.2.40 SMS Disp Mapping

This module used to map the sms template with campaign and agent/dialer/No disposition.

View Disposition Mapping with SMS Template:

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “SMS Disp
Mapping” sub-sub menu to enable appearance of "SMS Disp Mapping’ Page

SMART DIAL™

e

= =l — loct vize
«  CAMPAIGN MANAGEMENT .

%

Select he campaign

P
Select the disposiion type |

Click on View icon lo

show the: data =

Step2: First select the campaign from Campaign combo box
Step3: Then select the Agent/Dialer Disposition from disposition type

Step4: At last click on View icon to display the data on SMS Disp Mapping page
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Add Disposition Ma

ing with SMS Template:

Step1: First select the Campaign from campaign combo box

Step2: Then select the Agent/Dialer Disposition from disposition type
Step3: After that click on Plus icon to open the “Template Route Mapping” dialog box

Step4: When you select the Agent Disposition then two case arise

Casel => Map Route with Agent Disposition and SMS template

£ |

Disposition Please Select

SMS Route Please Select

SMS Template Please Select

| Click on Save button | 4.

Sawve

[=
I: 1] Select the Agent Disposition |
[=

Select the SMS Route |

>
“\3[ Select the SMS Template |

Cancel

Step4.1: Select the Agent Disposition

Case2 => Map Route with SMS Template

Disposition Please select

SMS Route Please Select

SMS Template Please Select

| Click on Sawve button | 3.

Save

El\tf Select the SMS Route |
“\2] Select the SMS Template |

Cancel

Step4: When you select the Dialer Disposition then only one case arise

Casel => Map Route with Dialer Disposition and template
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x® |

Disposition Please Select |:
SMS Rout Please Select E 17 Select the Dialer Disposition |
oute

Select the SMS Route |

SMS Template Please Select |:

Select the SMS Template |

3.

Click on Save button ‘ 4.

Save Cancel

Delete Disposition Mapping with SMS Template:

Stepl: Go to “Operational Configuration” menu => Go to “Campaign Management” sub menu => Then click on “SMS Disp
Mapping” sub-sub menu to enable appearance of "SMS Disp Mapping' Page

SMART DIAL™

CAMPAIGN MANAGCMENT

%

Select he campaign

P
Select the disposiion type |

Click on View icon lo

show the: data =

Step2: First select the campaign from Campaign combo box
Step3: Then select the Agent/Dialer Disposition from disposition type

Step4: At last click on View icon to display the data on SMS Disp Mapping page

Campaign DEMO E| Disposition Type Age”tDiSPUB > Il +
|:| DEMD Busy test1 Testing
Tick on checkbox to select the data Click on Delete icon

Step5: After that select the data which you want to delete
Step6: Then click on Delete icon which is before the add icon
Step7: After clicking on delete icon message shows " Delete selected SMS Route ?.”

Step8: At last click on Ok button to delete it.
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## Lead Management

Lead Management used to import lead, activate/deactivate lead, rechurn lead, assign data to agent, and assign callback to agent and
SO on.

Lead Management divided into following modules:
e Import Lead
e Assign Lead
e Lead Manager
e CRM Data

e Callback Assign

2.1.a.41 Import Lead
This module used to import data into standard lead fields.

Step1: Go to “Operational Configuration” menu => Go to “Lead Management” sub menu => Then click on “Import Lead” sub-sub
menu to enable appearance of ‘Import Lead” Page

SMART DIAL™

Click on + icon to upload lcad

Step2: First click on + icon to open the “Upload file” dialog box

Step3: “Upload File” dialog box appear as follows:

[ =]
MNote: Only crm field with first col heading (ph ). I—ISelect the campaign

Choose File File Name Campaign 1 Dialing Mode Zone Dialing Pattern
File Name | DEMO \EI |AutD |Z| | Plain Mode EI
@ Mew 0%
© Existing [— ( | o
Select Plain mode 5.
Data Set - Mo 5™ Click on Browse button 3_| Enter the lead name ISeIect the dialing mode I for normal dialing
to select the csv file for selected file

CRM csv format:

Bl prone | Mame | Address | Gender | Last Payment| Plan | Storename | Location | State | DOB
oo oo oo oo oo woor | o o0 o | oo
B oo so0¢ 000 000 000 oo | o0 so0¢ oo | o0

B o o oo [ oo [ = i [
= e ] v

I Click on Upload button I
6.

Upload Cancel

Step4: First select the campaign then user is supposed to create a csv file via excel sheet in same format according to campaign
CRM mentioned in the dialog box
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Step5: Once the csv file have been created, it is to be uploaded in via the dialog box, to do it click on the “Browse” button, which
will enable another dialog box to select the csv file

Step6: Once file selected then enter the lead name for csv file as it shown in picture

Step7: After that select the dialing mode and zone dialing pattern, then click on upload button

[ =]

Mote: Only crm field with first column heading (phone).

Choose File File Hame Campaign Dialing Mode Zone Dialing Pattern

Cr\fakepathiclient.csv | DEMO EI |Aum EI | Plain Mode EI

@ Mew
) Existing testl |

0% |

Data Set: Mo

CRM csv format:

[fa s e o e JFle Im Jx Julklicim ulelrlalrlsT ulvwlx
. phone Name Address | Gender| Last Payment |Plan | Storename | Location | State | DOB

o o |or e | oo | oo o [zoox oo
B o o= o oo oo oo | oo o[ |oo

B o oo oo o soox [ oox oo oo oo

Upload Cancel

Step8: After click on upload button, a popup window will ask a confirmation message.

Step9: Once ok button is clicked, then percentage progress bar shows as 100%

SMART DIAL™

Dialina Mods:

= [aee I
g e |
o

ross button to close the dialog box

Step10: Then click on Cancel or Cross ' * button to close the dialog box

Step11: Now in the import lead page, it is evident that the lead is uploaded. Now to be proceed with importing of the uploaded lead

@ +

DEMO testi (Buto) Plain Mode! ™

Click on this icon to import lead |
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Step12: Click on tick ¥ ' icon to open import lead dialog box
Step13: “Import Lead” dialog box appear as follows:
( |

Lead mode Auto _ .
B\‘ Change the lead mode, if reqwred|

Retry Type Manual

Total rows: 2 Change the retry type, iIf required |

Duplicate check fram lead \l quantity of rows shows in lead |

Duplicate check from . . _ _ _
master If ticked | it enables prevention of importing
duplicated number present in the lead

Transfer to main !

Dnd Check If ticked, it enables prevention of importing of duplicated
Activate/Deactivate data present in server for respective campaign.
If ticked, it enables prevention of importing DMND number for dialing

If ticked, then lead activated for dialing |

Click on Import button hf— Import Close

Step14: Select the field as shown in above picture

Step15: At last click on Import button

Step16: After click on Import button, a popup window will ask a confirmation message.
Step17: Then click on Ok button
Step18: After click on ok button acknowledgement show as follows:

[ |

Click on Close button

Close

|
|
| Lead mode Auto F|
1
| Retry Type Manual El
|
| Total rows: 2 Import{2) done
| Duplicate check from lead [¥] Duplicate lead(0).
|
Duplicate check from
| master [¥] Duplicate master{0).
|
| Transfer to main'! Transfer done(2).
| DndCheck =1
| Activate/Deactivate =1
1
1
|
|
|

Step19: At last click on Close button to close the Import dialog box
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2.1.a.42 Assign Lead

Assign lead mechanism facilitate admin user to assign newly/old lead data to agent.
It has enhanced feature of filtering lead in form of each and every details ranging from name to other crm fields.

Stepl: Go to “Operational Configuration” menu => Go to “Lead Management” sub menu => Then click on “Assign Lead” sub-sub
menu to enable appearance of Assign Lead’ Page

Campaign® Select Campaign Name - 1B [NpErE PR

Step2: Now select the desired campaign and other search criteria

SMART DIAL™

Tick on checkbox to select, if required
o AsSIgN that fype of data fo agent

a

[ Stercan Show icon 1o vicw the dotn |

T [ Tien he checrbox 1o seiecr e aata | [Seiect the anertia asmian ]

Step4: First tick the checkbox to select the data
Step5: Then select the agent from “Assign to Agent” combo box
Step6: Finally click on “Assign” button to assign the selected data

Step7: After clicking on assign button, a popup message shows as “Are you sure want to Assign it!”
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Step8: At last click on Ok button to assign the data and close the popup message.

2.1.a.43 Lead Manager

This module enables manual alteration of mode, activate/deactivate, refresh and deleting of existing active leads.

Step1: Go to “Operational Configuration” menu => Go to “Lead Management” sub menu => Then click on “Lead Manager” sub-
sub menu to enable appearance of 'Lead Manager' Page

Campaign - A

E—

Select the campaign Click on this icon to show the
lead data for selected campaign

Step2: First select the campaign from campaign combo box

Step3: Then click on search icon to show the lead data for selected campaign

Campaign  DEMO v <!
testt Auto - Plain Mode 2 - E E [} @ N
test_again Auto - Plain Mode 3 - - - Ll @ - | @

Alteration of mode for existing Lead:

Step4: Select the dialing mode from drop down

Campaign DEMO - pal
missecia 994 20200504 Auto - Plain Mode 1 1 L] 1 5 1

E test1 Auto Plain Mode z - - - (] @ s @
test_again Progressive Plain Mode 3 - = = ] S = &

| Select the dialing mode from drop down
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Step5: After selecting the mode it will pop up a message as “Change mode?”, then click on Ok button

Change mode 7

Step6: After clicking OK button the mode will be altered to progressive.

Campaign DEMO hd -
PP ltmon  Toumatow  [amereoe | towser | omewrwe | o | Toom | shedecwe | s Jaor S
Campaign Name = demo
missedq_994_20200504 |m - | Plain Mode 1 1 o 1 & 1
B o : ; :
test_again Auto - Plain Mode 3 ] [}

Note: If active checkbox is ticked then the dialing mode alteration section to be sealed.

Activate Lead:

Step4: To activate lead, tick on checkbox of Activate/Deactivate tuple

Campaign DEMO

- =
[P loie — [owimrose [ gorerese | tewte | vnoTaie | owc | Toow | Acwvesie | cmsn [awer |8

Campaign Name - dema

- missedq_$94_20200504 == -] Plain Mode 1 1 L] 1 & 1
oot Progresie = R — 2 B -
n cest_again Auta - Plain Mode z 5 @

I Tick on checkbox to activate lead I

Delete Lead:

Step4: To delete lead, click on Delete icon as shown in picture

Campaign DEMO

2
T L T S R e I T e e S -

Campaign Name :- demo

-

- mizsecq 994 20200504 Aute - Pisin Mode 1 1 0 1 & 1
! testl Progressive - Plain Mode 2 F ] @
n test_azain Aute - Plsin Mode 3 F ] @

Click on Delete icon

Step5: After clicking the delete icon, a popup message asking a confirmation for delete
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Delete (test1 }lead ID 2.

Cancel

Step6: Now click on the “Ok” button, which will result removal of that data.

2.1.a.44 CRM Data

This module facilitates reloading the leads based on agent/dialer dispositions for outbound calls.

Addition features are:
=> CRM data export
=> Delete CRM data with lead

Step1: Go to “Operational Configuration” menu => Go to “Lead Management” sub menu => Then click on “CRM Data” sub-sub
menu to enable appearance of ‘'Lead Manager' Page

SMART DIAL™

Campaian | Select campaign

Click on this icon to show the crm
data for selected campaign

Select the campaian

Campaign | DEMO - | =

Click on setting icon to reset
the auto retry configuration

missedq_994_20200504 May 4, 2020 22:09 1 Plain Mode Autometic - C L
testl May 4, 2020 08:10 2 Plain Mode Manual ||~ . ]
test_20 May 2, 2020 15:24 ra Plain Mode Manual - ~ ] L
test_again Apr 26, 2020 19:21 3 Plain Mode Manual ||~ 2] L]
test_cepl Apr 26, 2020 17:59 4 Plain Mode Manual s ~ [
test_2020 Apr 26, 2020 12:01 1 Plain Mode Manual ' ~ o [

Click on this icon to reload ‘/

S ! Click on this icon to reload
the agent disposition the dialer disposition
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Reload Agent Disposition
Stepl: When lead views on the CRM data page as it shown in above picture

Step2: Then click on this ' © ' icon to open the “Reload agent disposition” dialog box

Agent Hangup
Customer Hangup

tick on checkbox to select the
1. disposition/sub-disposition

Reloading 7
Delete duplicate
Activate ? tickiuntick checkbox as required

| Dnd Check ? >

Click on Reload button to reload the
selected disposition/sub-disposition

3.

Reload Cancel

Step3: First tick on checkboxes to select the disposition/sub-disposition

Step4: Then click on “Reload” button to reload the selected disposition/sub-disposition

StepS: After clicking on reload button, then a pop message asking a confirmation as “Reload lead ?”” with Ok and Cancel button
Step6: Then click on “Ok” button to give the confirmation

Step7: After clicking on Ok button, response shows for the data reload on “Reload agent disposition” dialog box

Reload Dialer Disposition

Stepl: When lead views on the CRM data page as it shown in above picture

Step2: Then click on this * ' icon to open the “Reload dialer disposition” dialog box

AGENT BUSY - MAXIPUPM WVAIT TIRE
[ |MOT ATTEND 1
Hangup 1
] |sale 1
ﬂANSWERED BY AGENT
Hangup [1

| Tick on checkbox to select the dialer disposition | —

Reloading 7

Drelete duplicate
Activate ? tickfuntic k checkbox as required

Dnd Check 7

Chck on Reload button to reload
the selected dialer disposition

Reload Cancel
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Step3: First tick on checkboxes to select the dialer disposition

Step4: Then click on “Reload” button to reload the selected dialer disposition

StepS: After clicking on reload button, then a pop message asking a confirmation as “Reload lead ?”” with Ok and Cancel button
Step6: Then click on “Ok” button to give the confirmation

Step7: After clicking on Ok button, response shows for the data reload on “Reload agent disposition” dialog box

Export CRM Data

Stepl: When lead views on the CRM data page as it shown in picture

Step2: Then click on this '~ icon to export the full data of lead

Campaign | DEMO - || =2

missedq_994_20200504 May 4, 2020 22:09 1 Plain mode Autometic o @

testi May 4, 2020 08:10 2 Plain mode Manual 3 / @

Click on this icon to export
the full data for lead

Step3: After clicking on export icon, a pop message asking a confirmation as “Export Lead (xxxxx)” with Ok and Cancel button
Step4: Then click on “Ok” button

Step5: After clicking on Ok button, it gives the option to open/save the csv fle

Delete CRM Data

Stepl: When lead views on the CRM data page as it shown in above picture

Step2: Then click on delete icon to delete the crm data with lead

Zampaign DEMO - B

missedq_$94_20200504 May 4, 2020 22:09 1 Plain Mode Autometic L 3 @

testl May 4, Z0Z0 08:10 z plain Mode manual w | [~ 3 || @

Delete crm data (test1).
Click on Delete icon
Mo crm report will be available after deletion.

Click on Ok button

Step3: After clicking on delete icon, a pop message asking a confirmation as “Delete CRM Data (xxxxx)” with Ok and Cancel
button

Step4: Then click on “Ok” button

Step5: After clicking on Ok button, lead and it’s data remove from the system.
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2.1.a.45 Callback Assign

This mechanism enables assigning/viewing of scheduled callbacks which are scheduled by agent, received via email, missed on
IVR/ACD and APIL

Note: If Lead source created for a campaign and that lead stores in selected as callback then only data shows in Callback Assign
page.

To open callback assign sub-sub menu:

Stepl: Go to “Operational Configuration” menu => Go to “Lead Management” sub menu => Then click on “Callback Assign” sub-
sub menu to enable appearance of “Callback Assign' Page

= Assign Tab — This part facilitates admin user to manually assign callbacks to agent.

If lead source created for source type (API/Email/Missed On [VR/Missed On ACD/Callback scheduled by Agent) and
fields are selected as follows:

Lead stores in — Callback
Assign Policy - Manual
If data comes for any source, then that data shows in that source type of Assign Tab.

Step1: Consider the steps as above to open the callback assign page.
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Missed on VR Call Back Schedule By Agent Missed on ACD AP Email SMS

Select the date range
Assign Preview Wiews 2
Campaign Created By Call Type Date Type From date To date
DEMO - - - Assigned Date |z| 2020-04-01 00 2020-05-06 00
1. "

Click on View icon to show the data

Select the campaign 3
Show 10 =~ entries =

Campaign Call Type Created By Callback Date & time Created Date & time

] 7998121121 DEMO admin 17-Apr-2020 10:55:00 AM 17-Apr-2020 10:57:48 AM

< | I D

Shuwl}&* of 1 entries Previous | 1 ‘ exct
as 5

Tick on checkbox

to select the data Click on "Assign" button to

open the Assign dialog box

Step2: First select the campaign and other search criteria option
Step3: Then click on View icon to show the data on panel
Step4: When data view then tick on checkboxes to select it

Step 5: After that click on Assign button to open the “Assign Agent” dialog box

Assign Agent

=2 oo

[ Slick on Save button | |Select the option as campaigrn/agent |

Step6: Select the option as campaign/agent, then click on Save button

Assign Agent

Ranul Singh (rahul) IE'

Save Cancel

Step7: After clicking on “Save” button that data move from assign tab to preview tab.

Preview Tab - This part facilitates admin user to preview assigned callback.

If lead source created for Source Type (API/Email/Missed On IVR/Missed On ACD/Callback scheduled by Agent) and

fields are selected as follows:
Lead stores in — Callback
Assign Policy - Automatic

If data comes for any source, then that data shows in that source type of Preview Tab.
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Data which assigned (scheduled) from “Assign” tab also shows in preview tab.

Step1l: Consider the steps as above to open the callback assign page.

Missed on MR Call Back Schedule By Agent Missed on ACD AP Email SMS

Assign Preview View Select the campaign
Campaign 1.~ Created By Call Type Assigned By Assigned To Date Type
DEMO - - - - - Assigned Date E‘
From date To date
2020-05-07 00 2020-05-07 23 Click on View button @
. y 57| Select the Date range
Show 10 ~ entries S E .

Campaign Call type Created By Callback Date & time Created Date & time

= 7998121121 17-Apr-2020 10:55:00 AM 16-Apr-2020 07:57:48 P admin
< I ] r
Showing 1 to 1 of 1 entries Previous ‘ 1 | Next
4.
Data shows here

Step2: First select the campaign and other search criteria option

Step3: Then click on View icon to show the data on panel

= View Tab - This part facilitates admin user to view the callback in View tab.
Same data view to the entire user in callback tab for agent application.
Users see the data and dial that data by double clicking.

If lead source created for Source Type (API/Email/Missed On IVR/Missed On ACD/Callback scheduled by Agent) and
fields are selected as follows:

Lead stores in — Callback
Assign Policy - View
If data comes for any source, then that data shows in that source type of View Tab.

Stepl: Consider the steps as above to open the callback assign page.

Missed on WR Call Back Schedule By Agent Missed on ACD APL Email SMS
Select the date range
assign Freview View >
Campsign Crestea By CanType Date Type From date o gate
DEMO - - Assigned Date B 2020-04-01 00 2020-05-07 00

Click on View button 3 P

Nothing to show right now.

1

Select the campaign

4.
If data available then data sows here
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Step2: First select the campaign and other search criteria option

Step3: Then click on View icon to show the data on panel

## Other Management

This module consists of Free Agent and Email Inbox.

2.1.a.46 Free Agent

This sub module used to free agent, if any user stuck while login in application.

When we login to agent using user id named ‘rahul’ , but intermittently the agent gets hangs/Not responding , then we close the
agent application and attempt to relogin using same credentials, on attempt to do so it blocks the access to agent by showing
message "Already login from "XXX. XXX . XXX.XXX" with SIP ID "XXXXX". Please contact Admin...!"

To fix up this issue the mechanism of free agent is followed as:

Step1: Go to Other management of Operational Configuration => Click free Agent sub-sub menu.
Step2: Now in the free agent page it shows the details of the stuck agent

Step3: Then click on ‘free’ button, it will opt to free the campaign.

Step4: Click on “OK” button

Step5: After clicking on ok button then that user can easily login in agent application.

2.1.a.47 Email Inbox

This mechanism facilitates viewing and assigning of incoming mails received from customers to an agent.

Stepl: Go to "Operational Configuration" menu => Then click on "Other Management" sub menu => At last click on "Email
Inbox" sub-sub menu

Step2: Email Inbox Page shows as follows:

Step3: Then search the data and assign that to agent as follows:

Step4: Select the campaign from campaign drop down selection

Step5: After that search the data according to date range or click on Inbox count link to view the data

Step6: Then click on Assign Label to assign the data to agent
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Step7:After clicking on Assign page, a pop-up window open for the data assigning to agent

Step8: Then select the Agent and click on Save button to assign the data to selected agent

# Monitoring

This module consists of User Status and Customer Queue.

2.1.a.48 User Status
This sub module used for monitoring the agent through Client Panel.

Addition features are:
(1) Change Mode of User

(i1) Logout User

Stepl: Go to "Monitoring" menu => Then click on "User Status" sub menu

Step2: User Status Page shows as follows:

SMART DIAL™

P DEMO - Single Windows - 14 Selected - 9 all selectedl ~ 13 all selecredl -~
- = USLCR STATUS
= o e
eaLdABR o
o @ e XOOOEOOCOD: | @ [Bael L 00:0a:20 | HANGUE | S000000GO00K 01176543210 | 0018022 o o o o
@ SHORIRIOERIK 03:30:15  NRERSYIN 50:00:00 5 o o o
—
K.~
Latak
Change Mode of User
Stepl: When user shows on User Status page as follows:
DEMO -~ Single Windowrs -~ 14 Selected - 9 all selected! -~ 13 all selected!
|| |®kamal JO0OU00OOOK @ |Manual ol 00:04:20 | HANGUP  O0O0CO000COC 01176543210 00:16:22 o o o

@ nikhil SOOTBOOTONH T 03:30:113

Glick on agent mode label to open
the "Change Mode" dialog box

Click on this icon to open the
"Change Mode" dialog box

Step2: Then click on “Agent Mode” label or “Change Mode” icon to open the change mode dialog box
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Step3: “Change Mode” dialog box appears as follows:

[ 3|

] nixhit
.

1.

Tick on checkbox |

to select the user

| Select the mode |
2.

Select Mode T

Click on Change button |

Change

Step4: First tick on Checkboxes to select the users, then select the mode from drop down option
StepS: Click on change button, then it will opt for changing, then click Ok
Step6: After clicking on ‘OK’ button the mode will be altered.

Logout User

Stepl: When user shows on User Status page as follows:

DEMO - Single Windows 14 Selected - 9 all selected! 13 all selected! =

ACTIVE LEAD 2 DIAL NUMBER 0 [
| ®kamal X00000000KK | @ Memual U0 00:04:20 | HANGUP  XXXOOOOOO(X(K| 01176543210 | 01622 | 0 | 0
| ®@nikhil HOOOOOOOOK 03:30:13  [[UREABY 00:00:00 0.~ | o o

Click on logout icon to open
the "Logout Users" dialog box

Step2: Then click on “logout” icon to open the "Logout Users' dialog box

Step3: “Logout Users” dialog box appears as follows:
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Tick on checkbox to select the user

Click on Logout button

Losowut

Step4: First tick on Checkboxes to select the users
StepS: Then click on “Logout” button, then it will opt for logout, then click Ok

Step6: After clicking on ‘OK’ button user logout from the application.

2.1.a.49 Customer Queue

This module facilitates, tracking the progress of inbound and outbound calls corresponding with a customer.
Stepl: Go to "Monitoring" menu => Then click on "Customer Queue" sub menu

Step2: Customer Queue Page appears as follows:

SMART DIAL™

Step3: Thereafter select desired campaigns to trace the inbound or outbound calls

# Quality

This module used for search recording, download recording and export searched data in excel sheet.

168 Essence Technology Automation India Pvt. Ltd.



Sub module are as follows:
(i) Search Recording
(i1) Transfer Logs
(iii) Conference Logs
(iv) Download Logs
(v) TL Recording
(vi) CF Recording

2.1.a.50 Search Recording
This mechanism enables to "View/Download/Export’ the recording data through “Search Recording” sub menu.

Stepl: Go to "Quality" menu => Then click on "Search Recording" sub menu

Step2: “Search Recording” page appears as follows:

SMART DIAL™

Campaign Disposition User From Date To Date Number
« SEARCH RECORDING ~ ~ ~  2020.05-07 00 2020-05-07 23

- - )
TENEREE LSS 10;Hows, i~ Hangup By ~ | minburation(in sec) " max Duration(in sec)

Page Size: ANa

CONFCRCNCE LOGS.

DOWNLOAD LOGS

P TI RFCORDING Sclcct the campaign

GF REGORDING Sclect the date range

Step3: Select the campaign, date range and other search criteria option

Step4: After that click on view .~ icon to show the recording data

Campaign Disposition User From Date To Date Number
DEMO - - hd 2020-05-03 19 2020-05-03 19
10R ionfi " conti =
Page Size: OWS - Hangup By -~ Min Duration(in sec) Max Duration({in sec)
CALLBACK 2020, May 03 07:53:48 PM 00:00:20 33 KB 2005031953485009350158582 Lister|
CALLBACK 2020, May 03 07:49:03 PM 00:00:25 40 KB 2005031949037609350158582 Lister]
CALLBACK 2020, May 03 07:36:42 PM 00:00:12 20 KB 2005031936425959350158582 Lister|

Download Single Recording

StepS: As we click on “RID” label then it provide the option for Open/Save the recording

Download ZIP Recording

StepS: Tick on checkbox to select the recording file, then click on ZIP icon
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Campaign Disposition User From Date To Date Number

DEMO - - ~  2020-05-03 19 2020-05-03 19
- B
e =) 10 Rows -~ Hangup By ~ | Min Duration(in sec) Max Duration (in sec)
2o select the recording
DEMO admin (00&) demo e
DEMO admin (00s&) demo HCVVOVOHK
DEMO admin (00&) demo HIORHIKHKK SHekon i o0
DEMO admin (008) demo AOOCOVOK MC
DEMO admin (006) demo HAEEEES RIS MC
DEMO admin (006) demo PEEEEETEILI MC
DEMO admin (006) demo SRREIEERELL McC =
DEMO admin (00&) demo LEREREE Y MC
DEMO admin (00s) demo HIIOVORK Mmc
DEMO admin (00&) demo HHHCHIHIHNRK M
Total Record Found : 12 1[2] [next |

Step6: After clicking on ZIP icon, a dialog box appears as follows:

Zip File Hame
May 7 _Z0Z0_181143

! \ Change the file name,

if required

Click on ZIP Recording button

2.
| Zip Recording

Step7: Enter the ZIP file name, then click on “ZIP Recording” button

Step8: After clicking on “ZIP Recording” button then its gives the option as follows:

Opening May_7_2020_181143.zip e S|

You have chosen to open:
|4, May_7_2020_181143.zip

which is: Compressed (zipped) Folder
from: http://118.185.181.194

What should Firefox do with this file?

) Open with [ Windows Explorer (default) v]

Save File

il Do this automatically for files like this from now on.

[ ok || cenca |

R ——

Step9: Select the Save file option and click on Ok button to save the ZIP file in system.

Export Search Recording data

Stepl: When recording data view on search recording page, then click on Export icon
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Campaign Disposition User From Date To Date Number
DEMO - - - 2020-05-03 00 2020-05-03 19
- — — - o
bage Size: 10 Rows Hangup By - Min Duration (in sec) Max Duration(in sec)
CALLBACK 2020, May 03 07:53:48 PM 00:00:20 33 KB 2005031953485009350158582 Lister|
CALLBACK 2020, May 03 07:49:03 PM 00:00:25 40 KB 2005031949037609350158582 Lister|
CALLBACK 2020, May 03 07:36:42 PM 00:00:12 20 KB 2005031936425959350158582 Lister,
Click on this icon to export
the data in excel

Step2: After clicking on export icon, it gives the option to open/save the file in excel sheet

2.1.a.51 Transfer Logs
This mechanism enables to ‘View/Download/Export" the transfer recording data through “Transfer Logs” sub menu.
Step1: Go to "Quality" menu => Then click on "Transfer Logs" sub menu

Step2: “Transfer Logs” page appears as follows:

Campaign From Date To Date Number Page Size
hd 2020-05-07 00 2020-05-07 23 - - 10 Rows ~
1 2 5

Select the campaign Select the date range Click on this icon to show ‘

the transfer recording

Step3: Select the campaign and date range

Step4: After that click on view " icon to show the transfer log data

Download Single Recording

StepS: As we click on “RID” label then it provide the option for Open/Save the recording

Download ZIP Recording

Step5: Tick on checkbox to select the recording file, then click on ZIP icon

Step6: After clicking on ZIP icon, a dialog box appears as follows:
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I Zip File Hame
May_F_Z0Z0_181143

i \ Change the file name,

- - if required
| Click on ZIP Recording button
2.
| Zip Recording

Step7: Enter the ZIP file name, then click on “ZIP Recording” button

Step8: After clicking on “ZIP Recording” button then its gives the option as follows:

Opening May_7_2020_181143.zip e S|

You have chosen to open:
|4, May_7_2020_181143.zip

which is: Compressed (zipped) Folder
from: http://118.185.181.194

What should Firefox do with this file?

() Open with [ Windows Explorer (default) v]

@ Save File

il Do this automatically for files like this from now on.

[ ok || cenca |

R ——

Step9: Select the Save file option and click on Ok button to save the ZIP file in system.

Export Transfer Logs data

Step1: When recording data view on transfer logs page, then click on Export icon

Step2: After clicking on export icon, it gives the option to open/save the file in excel sheet

2.1.a.52 Conference Logs
This mechanism enables to "View/Download/Export’ the conference recording data through “Conference Logs” sub menu.
Stepl: Go to "Quality" menu => Then click on "Conference Logs" sub menu

Step2: “Conference Logs” page appears as follows:
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Campaign From Date To Date Number Page Size
- 2020-05-07 00 2020-05-07 23 - - 10 Rows ~
2.
& E
Select the campaign Select the date range E o Ren D = (D C el

the conference logs data

Step3: Select the campaign and date range

Step4: After that click on view .~ icon to show the Conference log data

Download Single Recording

StepS: As we click on “RID” label then it provide the option for Open/Save the recording

Download ZIP Recording

StepS: Tick on checkbox to select the recording file, then click on ZIP icon

Step6: After clicking on ZIP icon, a dialog box appears as follows:

Zip File Hame
May_F_Z0Z0_181143

\ Change the file name,

| - - if required
| Click on ZIP Recording button
2.
| Zip Recording

Step7: Enter the ZIP file name, then click on “ZIP Recording” button

Step8: After clicking on “ZIP Recording” button then its gives the option as follows:

" ™
Opening May_7_2020_181143.zip =S|

You have chosen to ocpen:
|1, May_7_2020_181143.zip

which is: Compressed (zipped) Folder
from: hittp://118185.181.194

What should Firefox do with this file?

() Open with [ Windows Explorer (default) v]

'Ti_:liéave File

[T] Do this automatically for files like this from now on.

[ ok || canca |

R ——

Step9: Select the Save file option and click on Ok button to save the ZIP file in system.
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Export Conference Logs data

Stepl: When recording data view on Conference logs page, then click on Export icon

Step2: After clicking on export icon, it gives the option to open/save the file in excel sheet

2.1.a.53 Download Logs
This mechanism enables to "View/Export™ the logs of download recording through “Download Logs” sub menu.
Stepl: Go to "Quality" menu => Then click on "Download Logs" sub menu

Step2: “Download Logs” page appears as follows:

Campaign Agent User From Date To Date Number
- - - 2020-05-07 00 2020-05-07 23
Page Size 10 Rows - 2 o >
Step3: Select the campaign, date range and other search criteria option
. . > B
Step4: After that click on view .~ icon to show the Download log data
Campaign Agent User From Date To Date Number
DEMO v v - 2020-05-07 00 2020-05-07 23
Page Size 10 Rows - o »
admin OO0 admin (1.38.244.171) 2005031953485009350158582 Download 2020, May 07 06:06:44 PM
admin HOCOOCOOK admin (1.38.244.171) 2005031953485009350158582 Download 2020, May 07 06:06:43 PM
Export Download Logs data
Step1l: When recording data view on Download Logs page, then click on Export icon
Campaign Agent User From Date To Date Number
DEMO - - - 2020-05-07 00 2020-05-07 23
Page Size 10 Rows - Click on this icon to export data |’“\—x“ [E] >
admin XXHOOKHKK admin (1.38.244.171) 2005031953485009350158582  Download 2020, May 07 06:06:44 PN
admin HHHOUONHKK admin (1.38.244.171) 2005031953485009350158582  Download 2020, May 07 06:06:43 PM

Step2: After clicking on export icon, it gives the option to open/save the file in excel sheet
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2.1.a.54 TL Recording
This mechanism enables to "View/Download/Export’ the TL conversation recording data through “TL Recording” sub menu.
Stepl: Go to "Quality" menu => Then click on "TL Recording" sub menu

Step2: “TL Recording” page appears as follows:

Campaign From Date To Date
hdl 2020-05-07 00 2020-05-07 23 Page Size 10 Rows - [ [n] >
1
Select the campaign = 2
Select the date range Click on this icon

Step3: Select the campaign and date range

Step4: After that click on view .~ icon to show the TL Recording data

Download Single Recording

Step5: As we click on “RID” label then it provide the option for Open/Save the recording

Download ZIP Recording

StepS: Tick on checkbox to select the recording file, then click on ZIP icon

Step6: After clicking on ZIP icon, a dialog box appears as follows:

[ =]

Zip File Hame
May_ F_Z0Z0_181143

K Change the file name,

| - - if required
L Chek on ZIF Recording button
2.
| Fip Recording

Step7: Enter the ZIP file name, then click on “ZIP Recording” button

Step8: After clicking on “ZIP Recording” button then its gives the option as follows:
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-
Opening May_7_2020_181143.zip -

Wou have chosen to oper:
L4 May 7 _2020_181143.zip

which is: Compressed (zipped) Folder
from: http://1158.185.181.194

What should Firefox do with this file?

) Open with | Windows Explorer (default) ~|

@) :Sawe File

[] Do this automatically for files like this from now on.

[ oK | [ cancea |

Step9: Select the Save file option and click on Ok button to save the ZIP file in system.

Export TL Recording data

Stepl: When recording data view on TL Recording page, then click on Export icon

Step2: After clicking on export icon, it gives the option to open/save the file in excel sheet

2.1.a.55 CF Recording
This mechanism enables to ‘View/Download/Export" the call forward recording data through “CF Recording” sub menu.
Step1: Go to "Quality" menu => Then click on "CF Recording" sub menu

Step2: “CF Recording” page appears as follows:

Campaign From Date To Date Number Page Size
¥  2020-05-07 00 2020-05-07 23 10 Rows - > o

2

Select the Date range

Select the Campaign

Click on this ican
to show the data

Step3: Select the campaign, date range

Step4: After that click on view .~ icon to show the CF Recording data on panel

Download Single Recording

Stepl: When recording data view on CF Recording page,

Step2: Then click on “Download” label, it provide the option for Open/Save the recording
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Export CF Recording data in excel

Stepl: When recording data view on CF Recording page, then click on Export icon

Step2: After clicking on export icon, it gives the option to open/save the file in excel sheet

# Analytics

This module used to view and download the report through admin panel.

2.1.a.56 User Session Report
This mechanism enables to "View/Export' the user’s log data through “User Session” sub menu.
Stepl: Go to "Analytics" menu => Then click on "User Session" sub menu

Step2: “User Session” page appears as follows:

Campaign User From Date To Date Logout Option Report Type
v v 2020-05-08 00 2020-05-08 23 Logout Time *  Consolidate - > ]

! 5.

. 2. 3
- 4.
Select the Campaign Select the user Select the Date range ST Click on View icon

to show the data

Step3: Then select the campaign, user, report type and date range

Step4: After that click on view . " icon to show the user’s log data on panel as follows:

Campaign User From Date To Date Logout Option Report Type
DEMO ¥ kamal ¥ 2020-05-06 00 2020-05-06 23 Logout Time ~ +  Consolidate el D
kamal (097) kamal DEMO fth May 2020 07:05:13 PM  6th May 2020 07:05:47 P 00:00:34 00:00:34
Total 00:00:34 00:00:34

Step5: When data shows on user session page, click on export ™ icon

Step6: After clicking on export icon, it gives the option to open/save the data in excel sheet
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2.1.a.57 CDR Report
This mechanism enables to "View/Export™ the cdr log data through “CDR Report” sub menu.
Stepl: Go to "Analytics" menu => Then click on "CDR Report" sub menu

Step2: “CDR Report” page appears as follows:

Campaign Lead From Date To Date Page Size:
- hd 2020-05-08 00 2020-05-08 23 10 Rows - > o A +
1. 2 4.
Select the Campaign Select the Date range Click on view icon to
show the data on panel

Step3: Then select the campaign, date range and add more filter option through *  icon

Step4: After that click on view . " icon to show the cdr log data on panel as follows:

Campaign Lead From Date To Date Fage Size-
DEMO - -~ 2020-05-05 00 2020-05-08 00 10 Ruowves - - =) =) +

OF-Aay-20 13:37:42 IANAL (OST) 1am

me DO-Aay-20 10:50:47 ML C1 4T e
PO . De-may-20 10:50:01 ML 1T e
I e Ub-Mmay-20 16:n5zaw RARUL(TSU0) ran
MMM e DE-MAN-70 16:00:15 RAHIN (130) Ran
IARLAL (OB rcam
ARAAL (OB el

ADRINOCG) bEN

ADRINOCG) DN

ADRMITNOO6) DEN

Total Record Eomnd © 19 a

Step5: When data shows on CDR Report page, click on export ™ ' icon

Step6: After clicking on export icon, it gives the option to open/save the data in excel sheet

2.1.a.58 Queue Details
This mechanism enables to "View/Export' the queue log data through “Queue Details” sub menu.
Stepl: Go to "Analytics" menu => Then click on "Queue Details" sub menu

Step2: “Queue Details” page appears as follows:

Campaign Date
- 2020-05-08 -
1. > 3.
| Select the campaign | Select the date Click on view icon
to show the data

Step3: Then select the campaign and date
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Step4: After that click on view . " icon to show the queue log data on panel as follows:

Campaign Date

DEMO - 2020-05-03 - -

12ZAM 1AM 2AM  3AM  4AM  5AM  6AM F7AM 8AM 9AM  10AM 11AM  12PM 1PM  2PM  3PM  4PM  5PM  6PM  7PM 8PM  9PM  10PM

Offered Calls : 7

o ] o o o o o o a o o o o o o o £ o i z o o o
Answered Calls : 7 Answered Rate : 100.00 Hangup By Customer [6] Hangup By Agent [1] Transfer Call [0]

] ] ] a o ] ] ] a ] ] ] ] ] ] a 4 ] a 2 o a ]
Abandoned : 0 Abandon Rate : 0.00

o ] o o a o o o a o o o o o o o o o o o a o o
Manual Call : 38 Hangup By Customer [7] Hangup By Agent [8]

o o o a 2 o o o a o o o 1 RER z a 9 o 3 11 a a o
Transfer Call : 0

o o o o a o o o o o o o o o o o o o o o a o o
Conference Call : 0

(1] (1] o ] ] o o o a o o o o o o o o o o o o o o

Step5: When data shows on Queue Details page, click on export ™ ' icon

Step6: After clicking on export icon, it gives the option to open/save the data in excel sheet

Detailed Information

Stepl: When queue data shows on Queue Details page

Step2: Then click on count label of offered/Answered/Abandoned/Manual/Transfer/Conference calls to get the detail information
as follows:

I =
|
| l:l demo 3rd May 20, 04:11:19 PM KHHHHKHKHKK Hangup By Customer
I:l demo 3rd May 20, 04:12:27 PM KOO0 Hangup By Customer
| I:l demo 3rd May 20, 04:15:36 PM KIGOOOOOON Hangup By Customer
I:l demo 3rd May 20, 04:16:56 PM HOHRHIHKHKIHK Hangup By Customer
| I:l demo 3rd May 20, 06:33:56 PM 2000000000 Hangup By Agent
D demo 3rd May 20, 07:00:05 PM HORHHHHHHKK Hangup By Customer
|:| demo 3rd May 20, 07:09:24 PM HIHCCHHCHHK Hangup By Customer

|| Total Record Found: 7

| Click on Export button [

Step3: After clicking on export button, it gives the option to open/save the data in excel sheet

2.1.a.59 Disposition Report
This mechanism enables to "View/Export™ the disposition log data through “Disposition Report” sub menu.
Stepl: Go to "Analytics" menu => Then click on "Disposition Report" sub menu

Step2: “Disposition Report” page appears as follows:

179 Essence Technology Automation India Pvt. Ltd.



@®c7A

Campaign Disposition User From Date To Date Page Size: Report Style

hd / w  2020-05-08 00 2020-05-08 00 10 Rows - Single Sheet | =

Select the campaign Select the disposition ‘ Select the user| | Select the date range |

Click on view icon
to show the data

Click on + icon to add
maore filter option

Step4: After that click on view . " icon to show the disposition log data on panel as follows:

Step3: Then select the campaign, disposition, user, date range, report style and add more filter option through ' * ' icon

Step5: When data shows on Disposition Report page, click on export  “ ' icon

Step6: After clicking on export icon, it gives the option to open/save the data in excel sheet

2.1.2.60 User Session Graph
This mechanism enables to "View' the summary of users in form of graphical interface.
Stepl: Go to "Analytics" menu => Then click on "User Session Graph" sub menu

Step2: “User Session Graph” page appears as follows:

Campaign From Date To Date Display Type

- 2020-05-08 00 2020-05-08 23 -Select Display Type- - -

Horizontal Axis (1st Level) Horizontal Axis (2nd Level)

“Select / —elect Horizontal Axis Leve ~  ~Seled: Horizontal Axis Leve - I
;

1 2 3
4 | Select the campaign | [select the date range Select the display type 5
- as Bar/Line/Pie

Count/AHT/Talk time/ldie the graphical data on panel

Select the building type a5| | Click on View icon to show

Step3: Then select the campaign, date range, display type, building type and add other search criteria options

Campaign Disposition User From Date To Date Page Size: Report Style
DEMO -~ -~ ~ | 2020-05-03 00 2020-05-08 22 10 Rows Single Sheet | ~ f
DEMO DEMO_MANUAL kamal (037) kamal HAHKHK 99997
DEMO DEMO_MANUAL nikhil (147) Mikhil OO0 97163
DEMO DEMO _MANUAL nikhil {147) Mikhil OO0 97163
DEMO DEMO_MAMNUAL rahul {130) Rahul Singh 2O 93133
DEMO DEMO_MANUAL rahul (130} Rahul Singh LEEEEE BOT&T
DEMO DEMO_MANUAL kamal (097) kamal OO0 98114
DEMO DEMO_MANUAL kamal (097) kamal OO0 92666 =
DEMO missedq_994 20200426 admin (006) demo HHHHK 93130
DEMO test_6 admin (006) demo FOCOOK 79981
DEMO test & admin (00&) demo 2000 79981
<[ i | "
Total Record Found : 67 12| [E] 2] [E] 5] [7][next]
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Step4: After that click on view . " icon to show the data in graphical interface

Here it consists of three types of displays

A. Line Graph

B. Bar Graph

C. Pie Graph

2.1.a.61 Disposition Summary

This mechanism enables to "View/Export™ the summary of disposition through “Disposition Summary” sub menu.

Stepl: Go to "Analytics" menu => Then click on "Disposition Summary" sub menu

Step2: “Disposition Summary” page appears as follows:

Campaign From Date To Date
/V 2020-05-08 2020-05-08 - B o] +

1. 2. 4. 3

Select the campaign Select the date range Click on view icon Click on + icon to add
to show the data mare filter option

Step3: Then select the campaign, date range and add + icon to add more filter option
Step4: After that click on view .~ icon to show the data on panel

Step5: When data shows on Disposition Summary page, click on export = icon

Step6: After clicking on export icon, it gives the option to open/save the data in excel sheet

2.1.2.62 CRM Report
This mechanism enables to 'View/Export' the unique CRM data of customer through “CRM Report” sub menu.
Stepl: Go to "Analytics" menu => Then click on "CRM Report" sub menu

Step2: “CRM Report” page appears as follows:

Campaign Lead From Date To Date Page Size: Report Style
- - 2020-05-08 00 2020-05-08 23 10 Rows - Single Sheet | ~ - o
2. 3 s
Select lead from lead combo box |
1. | Select Date range Select report style 5
Select the campaign Click on view icon to show
the data on panel

Step3: Then select the campaign, lead, date range and report style
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Step4: After that click on view .~ icon to show the data on panel

Step5: When data shows on CRM Report page, click on export  “ ' icon

Step6: After clicking on export icon, it gives the option to open/save the data in excel sheet

2.1.2.63 CRM Log Report

Stepl: Go to "Analytics" menu => Then click on "CRM Log Report" sub menu

Step2: “CRM Log Report” page appears as follows:

This mechanism enables to "View/Export® the CRM data log of customer through “CRM Log Report” sub menu.

Campaign Le=d From Date To Date Page Size: Report Style
bemo -~ ~ 2020-05-03 00 2020-05-07 23 10 Rows ~ Single Sheet | ~ - ][ =
pEMO mikni ¢147) Nkt mc 20:
pEMO ranut (130) Ranut singh mc 201
pEMO ranu (130) Ranut singh mc 201
pEMO Kamat (©97) S mc 201
pEMO Kamal (©97) Kama mc 20:
pEMO Kamal (©97) Kamal mc 20:
pEMO admin (006) aemo mc 20:
pEMO Kcamal (©97) ramal Re 20:
pEMO admin (©008) aema Re 20:
itz 201
o v
Total Recora Found : 15 1

Campaian Lead From Date To Date Page Size:
(=] 2020-05-08 00 2020-05-08 23 [ = ] 10 Rows -

2 4

. 5 )
Select lead from
1 lead combo box Select Date range | Click on view icon to show the data
Select the campaign

Step3: Then select the campaign, lead and date range

Step4: After that click on view .~ icon to show the data on panel

Campaign Lead From Date To Date Page Size.

DEMO [~] [=] 2020-05-05 00 2020-05-08 00 [ - 1 = ] 10 Rows ~
DEMO Kamal (097) Kamal mc 2020-05-07 13:37:42 DEMO_mANUAL
DEMO niknil (147) Mkt mc 2020-05-06 10:50:47 DEMO_MANUAL
DEMO niknhil (147) Mkt mc 2020-05-06 10:50:01 DEMO_MANUAL
DEMO kamal (097) kamal mc 2020-05-05 15:10:52 DEMO_MANUAL
DEMO kamal (097) kamal mc 2020-05-05 15:08:44 DEMO_MANUAL
DEMO admin (006) demo RC 2020-05-05 10:15:11 test_s
DEMO admin (006) demo mc 2020-05-05 10:10:37 test_s
DEMO admin (006) cemo RC 2020-05-05 10:01:32 test_s
DEMO admin (006) gemo mc 2020-05-05 10:01:23 test_s
DEMO admin (006) demo mc 2020-05-05 10:00:46 test_s

o ]

e R T :
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Step5: When data shows on CRM Log Report page, click on export  “ ' icon

Step6: After clicking on export icon, it gives the option to open/save the data in excel sheet

2.1.a.64 Callback Log

This mechanism enables to "View/Export™ the Callback data through “Callback Log” sub menu.

This part facilitates the calls disposed and initiated as callbacks.

Stepl: Go to "Analytics" menu => Then click on "Callback Log" sub menu

Step2: “Callback Log” page appears as follows:

Campaign Type Source From To Dial Status Page Size
- - ~ | 2020-05-08 00 2020-05-08 23 ~  10Rows ~ L ]
1 2 3. 4
i Select the as API/Email/Missed on -
‘ Select the campaign | ‘ Yo 'Eyr?r?ACDIC lIback by Agent | Select the Date range | Click on view icon
to display the data

Step3: Then select the campaign, type and date range as shown in picture

Step4: After that click on view .~ icon to show the data on panel

Campaign Type Source From To Dial Status Page Size
DEMO - 6 all selected! - w  2020-05-03 00 2020-05-08 23 hd 10 Rows = > (]
1 KHOKHKHHKHHKKK DEMO ADMIN ADMIM 05/05/2020 10:01 Admin Callback Scheduled By Agent MC
2 KO000XKKXX  DEMO ADMIN  ADMIN 05/05/2020 09:56  Admin Callback Scheduled By Agent RC
3 HHHKKHKXKKK DEMO ADMIN ADMIM 05/05/2020 09:53 Admin Callback Scheduled By Agent RC
4 20000000k DEMO ADMIN ADMIMN 03/05/2020 19:09 Admin Callback Scheduled By Agent 1B
Total Record Found : 4

Step5: When data shows on Callback Log page, click on export = ' icon

Step6: After clicking on export icon, it gives the option to open/save the data in excel sheet

2.1.2.65 Email Log

This mechanism enables to "View/Export™ the log for email which sent through the agent.
Stepl: Go to "Analytics" menu => Then click on "Email Log" sub menu

Step2: “Email Log” page appears as follows:
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Campaign Email From Email ID From Date To Date
> select email 2020-05-08 00 2020-05-08 23 > 10 Rows -

% 4.
1
Select the email from as g Click on view icon to show

Select the campaign Sent/Pending Email Select the Date range the data on panel

Step3: Then select the campaign, email from and date range as shown in picture

Step4: After that click on view .~ icon to show the data on panel
Step5: When data shows on Email Log page, click on export button through email log page

Step6: After clicking on export button, it gives the option to open/save the data in excel sheet

2.1.a.66 SMS Log
This mechanism enables to "View/Export" the log for SMS which sent through the agent.
Stepl: Go to "Analytics" menu => Then click on "SMS Log" sub menu

Step2: “SMS Log” page appears as follows:

[Campaign SMS From Number From Date To Date
- Select SMS FrE| 2020-05-09 00 2020-05-09 23 » (] 10 Rows -
2.
1. Select the SMS fi > cl k47 iew i h
Select the Campaign EEELIE: JTIES ick on view icon to show
paig Sent/Pending SMS Select Date range the data on panel

Step3: Then select the campaign, SMS from and date range as shown in picture
Step4: After that click on view .~ icon to show the data on panel

Step5: When data shows on SMS Log page, click on export ™ icon

Step6: After clicking on export icon, it gives the option to open/save the data in excel sheet

2.1.2.67 Channel Utilization
This mechanism enables to "View/Export' the usage of channel utilization against service provider.
Stepl: Go to "Analytics" menu => Then click on "Channel Utilization" sub menu

Step2: “Channel Utilization” page appears as follows:
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From Date To Date Service Time Resolution
2020-05-09 00 2020-05-09 23 vodafone r 5 Mintues A (D

A
1 2 ]

: - - Click on view icon to
Select the Date range Select the service provider Select the slot show the data on panel

Step3: Then select the date range, service provider and slot as shown in picture

Step4: After that click on view .~ icon to show the data on panel

From Date To Date Service Time Resolution

2020-05-03 00 2020-05-09 23 vodafone - Day - L (]
03 May, 2020 00:00 6 44 50 2 0 0.03
04 May, 2020 00-:00 1 1 2 1 0 0.00
05 May, 2020 00:00 0 16 16 1 0 0.1
06 May. 2020 00:00 0 2 2 2 0 0.00
07 May, 2020 00-:00 0 1 1 1 0 0.00
08 May, 2020 00:00 0 0 0 ] 0 0.00
09 May, 2020 00:00 0 0 0 0 0 0.00

Step5: When data shows on “Channel Utilization” page, click on export = ' icon

Step6: After clicking on export icon, it gives the option to open/save the data in excel sheet

2.1.2.68 CDR Summary
This mechanism enables to "View/Export’ the summary of CDR. through “CDR Summary” sub menu.
Stepl: Go to "Analytics" menu => Then click on "CDR Summary" sub menu

Step2: “CDR Summary” page appears as follows:

Campaign From Date To Date
- 2020-05-09 2020-05-09 > o ] +
1- 2_ 4 3.
Click on + icon to add
: Select Date range Click on View icon to show ]
Select the campaign g the data on panel more filter option

Step3: Then select the campaign, date range and click on + icon to add more filter option as shown in picture

Step4: After that click on view .~ icon to show the data on panel
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Campaign From Date To Date

DEMO hd 2020-05-03 2020-05-03 > o @ i

[call Type ~ 4 all selected! - + x
Hourly = 8 all selected! hd + =

demo OB 18 4 00:01:20

demo M 18 2 00:00:00

demo M 16 9 00:01:20

DEMO 13 16 4 00:03:21

demo M 20 1 00:00:00

demo M 19 11 00:00:58

demo M 1z 1 00:00:00

DEMO l:3 18 1 00:00:37

demo M 13 11 00:01:40

demo RC 17 2 00:00:29

DEMO [1:3 19 1 00:00:37

demo MC 14 L 00:00:15

Total 50 00:10:37

Step5: When data shows on “Channel Utilization” page, click on export ™ ' icon

Step6: After clicking on export icon, it gives the option to open/save the data in excel sheet
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