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Introduction

This guide is intended to assist 3CLogic adstratiors who are responsible for configuring
Outbound The administrator must have basic knowledge of computers, software and internet
terminologies. The 3CLogic hosted contact center solution is completely sofbaaezl and
designed to be ‘instant, edemand and anywhere'.

3CLogic has two components:

1 3CLogic Portal
1 3CLogic Client

To use 3CLogic platform you need the following:

Hardware Requirements:

A PC with Internet Connection

Headset with Microphone

1.6 GHz Pentium 3 or higher (Desktod_aptop)
1 GB RAM recommended for 2000 and XP

2 GB RAM recommended for Vista

20 MB of available hardrive space

e eegeegeee

Software Requirements:

w Microsoft Windows 2000, XRistaor Windows 7
w Internet Explorer 7.0 or Firefox 3 (or hegi
w Internet web browser

Bandwidth :
w Internet bandwidth of 45 kbps per sepér call

3CLogic Portal

3CLogic portal is a web based solution. You can access the portal using an internet web
browser. You need to complete the registration withL8@ic to get access to your unique log

in credentials All information will be sent to the email address you provided. Only registered
users can log in to 3CLogic portal by using their credentials (Username and Password).



To log in to 3CLogic Portal:

1. Enterhttp://mycallcenter.3clogic.conin the address bar of your browser.

2. Enter username and password in the window that appears. SiigkIrto view the 3CLogic
platform. Refer to Fig 1.1

f 3CLogic Inc. - Windows Intemet Explorer

e O http://mycallcenter.3clogic.com/ls/static/indexhtml < n
O -

i‘:? r,“.':\i [f} 3CLogic Inc. I_l ﬁ v v @ v E‘,’EEQE' ﬁ M 'f.:'J'TQUE' =

3C Contact Centers made simple™

Portal Login

Username: |
Password:

[F1 Remember me

Now Regisraion
Instant On Demand Anywhere

| &

Terms Of Use | Privacy Statement | About Us | Contact Us

Copyright @ 2010, 2CLogic Inc All rights reserved

Done [# € Intemet | Protected Mode: On #100% -

Figure 1.1cManagement Portal Login

After logging onto 3CLogic portal, you can cre@atbound campaigngpurchase packages,
add your agents into the system and assign packages t@&geats or Campaign¥ou ca
create as many Campaigas you want to and managéem using the system. You can also
generate reports or view current data on the dashboards provided.


http://mycallcenter.3clogic.com/

3CLogic Client

3CLogic client is a user interface which allows agents to make outbound calls & receive
incoming calls. Each agent in the call cengegiven a unique username & password to log
onto the client. While logging onto the client, agent can choose one among various service
centers / projects he is working on. The client GUI is customizable as per the end user
requirement.Refer to Fig 1.2

au1 3CLogic - Campaign: 3clogic Sales - 5|

& File View Tools Contacts Window Help _ 8 x
[ Stat _© 5 losdleads | [7] AutolosdLeads @& v [9] Allowlncoming | c|lamely |, @ ¢ @ Microphone (Conex [_J[v] )} Primary Sounamr [J[]
Forward Inbeund Call To + Forward Outbound Call Te .
I . Call: - X
EICER 2
{ittive| Scheduled Al History  Chat -
=) () (e0) (&) (=
Contacts - %
{2 support ol
4 3CLogic Support
> {3 Campaign Contacts
Click here to start dialing & TRvtESt Il
&% A
4 James z
3 L=
Phone -
Seripts X
= Best Practices Guide 1 |[Faas 1 [|Notes kS
3
D_E?f " || What is your computer model | |l| Dont forget to tell the customer about our special discount program!
-5 Thank You for callng 3CLogic =||| number? =
£ Laptop Customer care department. L N
©  How may I help you today? || What is the serial number (found at L) vi\ o))
v Tl s thanle Af ha tantan)? S o
| | e J . Cr viindow ) I [ ] = |eeam

Fgure 1.2¢ Client view



3CLogic Management Portal

3CLogic Managemen®Portal offers a usdriendly platform to create, update and manage call center
resources3CLogic automates the process of acquiring customer leads, creating campaigns @ed mana

the workflow. The agent's consoldiént) can be configured from thimodule Reporting and dashboard
features give you a real time view into your call center. You can analyze and manage the performance of
your agents and the campaigns they are hagdh builtin shopping cart enables you to buy packages so
agents do not have to use external applications. Roles can be configured so you can customize the tool to
suit your call center's size and complexity. Default roles configured are that of armadensupervisor.

You can import leads from another file or add leads manually. The Do Not Call (DNC) list is also
managed from this tool.

E 3CLogic Inc. - Windows Internet Explorer

@'\J‘ ¥ | 0 hitp://mycallcenter 3clogic.com/ls/static/chaneecenter. himl

3C Contact Centers made simple™

ViR clade=li T8 Agents  Campaigns Leads DHC  Reports Oashboard Exports Buy Packages Support  Advanced

My Contact Center

This is the defaulhome pagédhat is displayed when one logs onto the portafliies an oveview of
resources available in the account. It is divided into 3 sub sectBiatus, Buy Packages and Profile.

My Contact Center

} Buy Packages

} Profile

Status sub menu displays a window with three sections:

1 Package Inventory section displays information about the Package Name (paxkage
bought by your call center), Maximum Total Minutes (talk time available for individual



packages), Expiry Date of the package and information on packages assigned to the
Agent.

1 Agents section displays the User ID of the agent, Agent Name, Auto Rechptiga,o
Maximum Total Minutes and Packages Consumed (%) by an agent.

9 Campaignssection displays the Campaign Name and details on Individual and Shared
Packages.

I Account 5tatus

I Package Inventory
Name Max. Total Minutes Expiry Date Shared Packaged? Agent/Campaign

UnEven Rate Point 1 Packg 5 04 Dec, 2010 No Jennifer Aniston[Janiston] [
100min 100 03 Jan, 2011 Mo e Anis [=] Assign
100min 100 03 Jan, 2011 Mo Jennifer AnistenlJanisten] [
Agents
Username Name Individual Packages Shared Packages
Max. Total Minutes Consumed(%) Max. Total Minutes Consumed(%)
bobby bobby 20 0.00 0 M.A,
Janiston Jennifer Aniston 0 N4 0 N4 Manage
jroberts Julia Roberts o N.A. 0 N.A.
Campaigns
Individual Packages Shared Packages
C ign N
i I."Ia.::. Ll Consumedi*)) I."Ia._x. s Consumed(%)
Minutes Minutes
Album Sales 0 N.A. 0 N.A.
Album survey 0 M.A. 0 N.A.
Califernia Camps 0 H.A. 0 H.A.
| rreera

Buy Packagessub menthelps to purchase a package.

1. UnderBuy Packagesyou need to selethe desired package and enter the quantity. Select the

package you want to purchase by clicking the appropriate radio button.

Enter the number of packagesQuantity field.

Click Add to cart. This takes you to the shopping cart screens. Here, you edifyrthe selected

packages or check out.

4. After you check out, you will be taken to tRayPal Paymentsection. This a safe and easy way
to make payments online.

5. If you want to add quantities you can add them directly on the Payment web site. To add a
different type of package, seleCbntinue Shoppingon the web site to change your package
type. Follow the instructions online make any changes to your order.

6. Select orProceed to Checkoutand pay with your credit card. Follow the directions to complete
the transaction.

7. After the transaction is complete, you will see the packages available in two sebipns:
Contact CenterandAdvanced (Package inventory).

2.
3.



Buy Packages:

Package rates are in: US Dollars(USD)
Select Package to buy:

You will need sufficent packages to enable agents. The packages can be used accross campaigns until expiny.

30
30
30

2000Minutes/30Days
4000Minutes/300ays

6000Minutes/300ays

2000
4000
6000

99
159
179

60
60
60

Proceed to Payment

Profile sub menu has sections for Login Informatioamt&il Address, Update Profile and Call r@er

Defaults. The administrator can use this window to update a profile (Name, Address, City, State, Country,
Zip, Phone, Email Address and Password) and set a relevant time zone for the call center. While creating

the call center, the time zone selectedlisplayed unde€all Center Defaults section. To change the
time zone, click thdime Zone drop down list and select the desired time zone. @ipHate to save the
changes. CliclResetto enter the information agailt.is very important to keep prité updated with your

latest contact information as this information is used by 3CLogic Support team to contact your call center

administrator.

Login Information
Old Password :
MNew Password :

Confirm Mew Password:

{Minimum of & characters)
E-mail Address
Email Address :
Update Profile
Full Mame:
Address:
City:
State:
Country:
Fin or Zip:
Phone:
Call Center Defaults
Timezone :
Language :

Currency

support@3ciogic.com

Tom Cruise

Hollywood

Californis

United States

{GMT-8) Pacific Standard Time

English [i=]
US Dollars

[~]

3CLogic portal displays alertsfor newly created call centers, in ordey notify your call center
adminidrator about the mandatory pending iterieu can ¢ick on the alert displayed to complete the

mandatory pending items.



AGENTS

Agents tab allows you to do the following:

Add an Agent

Delete an Agent
Unlock an Agent
Manage Agent profiles

N\

Current Filters : Hone Show Filter Options
[Add | [ Delete | [ uniock |
SELECT-ALL, MOME Userld Username Hame Autocharge Packages Used|(%) Package Expiry
r UCC127RUZTZ bobby & bobby ] MoA LA
r XCCAZTEG2T3 Janiston /2 Jennifer Aniston ] LA A I
- UCC127SD276 | jroberts {24 Julia Roberts L] N.A. N.A.
r RCC127IW275 Kjones /| Katherine Jones [ NLA. N.A. !

Show| 10 [+]rows on a page. [First| |Previous | [Mext|[Last

*The agentpresences indicatelby t he i con und e greeh imdicates khat the dgenti® durcently
logged onto the client

Adding an Agent

1. Cl i ck on 6Add Agent sé > Enter Name, User name
Generated.

Add an Agent:Step 1

Mame * |Jennifer Aniston

User Mame *  |Janisten Check Availability

Auto Generated: [

<<Back

Add an Agent:Step 1

Mame * |Jennifer Aniston

UserMame *  KCCiZ7wnzs Check Availability

QYCILII' UserMame is - KCC127VN28
Auto Generated: [

<Back

2. Click orEndMdextemat|l & password > click on O0Add



Add an Step 2

Email{optional):  jennifer.aniston@uyz.c

s Min 8, Max 32 characters

Password* |s
Confirm Password*,  (ssssssss
|s Auto Recharge: [~ w
Secondary |d(optional):

[<<Back | |AddAgent| [Add & Assign To Existing Projects

You can also choose o assign the agent to

t
to Existing Projects©o.

Currrent Filters : None

Available Projects
| Project Hame Project Type Role
- Album Sales Campaign AGENT =]
[ Album survey Campaign AGEMT =]
- California Camps Campaign AGENT =]
[ Insurance Sales Campaign AGEMT =]
- Mew York Survey Campaign AGENT =]
[ MY Sales Campaign AGEMT =]
Assign selected projects [Euk A==an]
Previous Next
Projects assigned to agent
r Project Name Project Type Role
Mo projects are assigned.

Select the campaigns> Select ®&sBolgadéf or each

Available Projects

— Project Hame Project Type Role

I Album Sales Campaign AGENT [=]
I Album survey Campaign e

| California Camps Campaign AGENT =1
| Insurance Sales Campaign AGENT =1
I~ MNew York Survey Campaign AGENT =]
1= MY Sales Campaign AGENT =1

Assign selected projects [Bulk f==ign]
FPrevious Mext

Projects assigned to agent

| Project Name Project Type Role

Mo projects are assigned

c

h €

a



The assigned campaigns appear under O0Projects a

| Currrent Filters : None show Filter Options

Available Projects

‘ r Project Name Project Type Role
r California Camps Campaign AGENT [=]
I~ Insurance Sales Campaign AGENT [=]

Assign selected projects e

Projects assigned to agent

N Project Name Project Type Role
N Album Sales Campaign SUPERVISOR
N Album survey Campaign AGENT

N MNew York Survey Campaign AGENT

N MNY Sales Campaign AGENT

Release selected projects |2

Agent usernames are created via Agentsatadh are primarily used fdogging onto the 3CLogic
client. It is also used to perform tf@lowing tasks:

1 An agent or supgisor can use it to log onto the 3CLogic Client and dial the leads.

1 A supervisor/admin can use it to log onto the 3CLogic Client and Barge/Coach/Whisper into
agents calls.

1 Same sernamesan be used by the agents/supervidortog onto the Managementnpal (with
minimum accessibility controlled by Roles)d perform various tasks like uploading leads &
DNC lists, generating reports etc. Portal access depends on the Role with which the member is
assigned to the Campaig@®dmin can create various rolaad configure each role differently
thus restrictig the portal and client access).

Delete an Agent
In order to delete an Agent

1. Select the Agent using the check box

Current Filters : None Show Filter Options
[Add | [ Delete | [ Unlock |
SELECT-ALL. HOME Userld Username Hame Autocharge Packages Used(%) Package Expiry
UCCI2TRU27Z bobby /7 bobby = NA. NA. Manags
™ KCCA2TEGZT3 Janiston =4 Jennifer Aniston u hLAL M.A. E
~ UCCi278D276 | jroberts {24 Julia Roberts ] A, H.A.
™ RCC1ZTIWZTS Kiones -\ Katherine Jones | | hLAL M.A.

Show | 10 [+ rows on a page. |First| | Previous | |Hext| |Last



z

2. /fA01 2y Ww5S8tS8GS 138SyiaqQ 9 O2yFANY (KS RSt SiGAz

Current Filters : None Show Filter Options
Add || Delete || Unlock Delete Agents I:kages
SELECT-ALL, MONE Userld Username
v UCC1z7RUZTZ bobby You have selected to delete following agents: |anage]
r XCC12TEG2T3 Janiston
+ UCC127RUZ72 ( bobby )
r UCC12750276 jroberts
r RCC12TIWZTS Kjones Once agents are deleted, you have to add them again to undo changes.
This process is irreversible. Please take care while deleting the agents. .
ast

*Agent deletion is an irreversiblerpcess. All the associated reports will however be available but without
any name.

Unlock an Agent

Agents usually get locked when the 3CLogic client is improperly shut dbfwrs. giving an error (that
the agent is already logged in from another machimehile attempting to log onto the client. In such
cases, please unlock the agents which allows them to log back into the client.

1. Select the agent who is getting the error

‘ Current Filters : Hone Show Filter Options
[ Add | | Delete || Unlock Buy Packages
SELECT-ALL, MORE Userld Username Name Autocharge Packages Used(%) Package Expiry

v UCC127RUZTZ bobby & vobby ] N.A. NA.

r KCC12TEG2T3 Janiston 4 Jennifer Aniston = NLA. NA.

I UCC127SD276  jroberts {4 Julia Roberts (] NA. NA.

- RCCI2TIWZTS Kienes {4 Katherine Jones = NLA, N.A.

Show| 10 [+] rows on a page. E Last

2./ A0l 2y Wl yt201 '3SyiaQ IyR O2yFANXO

Current Filters : Hone Showr Filter Options
Add || Delete || Unlock Unlock Agents I:kages
SELECTALL, MOME Userld Username
cd UCCAZTRUZTZ bobby You have selected to unlock following agents: |znage]
l_ KCC1ZTEG2T3 Janiston
+ UCC127RUZ72 ( bobby )
l_ UCC127SD27E jroberts
- RCCAZTINVITS Kjones Before unlocking agents please make sure that the agents are logged off.
Last

FLT GKS | RYAYK &ddzySINGXO AR NI Vi GHIBLEG 86 K22 calke the dNahtitdS NX &  f 2
forcibly shutdown Sobe careful while unlocking an agent, as it might interrupt their dialing.



Manage Agent Profile s
¢KS WYIlLylI3SQ odzilizy ySEG dawigt OK | 3Syid ft26a @& 2dz

| Current Filters : None Show Filter Options
[Add | [ Delete | [ uniock |
SELECT-ALL, HONE Userld Username Name Autocharge Packages Used(%) Package Expiry
" UCC127RUZT2 bobby & booby ] N.A. NA,.
r KCCAZTEGZTS Janiston /= Jennifer Anistan ] WA, LA,
r UCC12750276 jroberts {4 Julia Reberts ] A LA,
r RCCAZTI2TS Kiones /= Katherine Jones [ NA. A

Show 10 [&]rows on apage. |First| |Previous | [Next | [Last

It gives the following options:

bobby

» Details

¥ Campaigns/Service Centers
F Assign Packages

W MNotify

1. Edit the agentPetailslike name, email & password. (usernaidixed anctannot edited)
CKS AYTFT2NXYIFGA2Y dzyRSNJ WOYIlI At / NBRSyGAlfaQ Aa
client. The agenenters his actual email id anghssword here and theorresponding email
ASNIDSNI aSGdAyIa | NB >OWH MT dzNBRvakerasaa wil poR 91 vy O S R
through the actual email id.

-

| Username: bobby
Name: |bobby
Email:
Pagsword: ssssssss
Confirm Password: |ssssssss
Is Auto Recharge: r o
Secondary Wi{optional):
Email Credentials
User Name:

Password:

Update | | Cancel




2. AssignReleasegents toCampaigns/Service Centers

Currrent Filters : None

Previous

Projects assigned to agent

Available Projects
- Project Hame Project Type
[T Album surey Campaign
[ California Camps Campaign
[ Insurance Sales Campaign
[ New York Survey Campaign
[ NYSales Campaign

Assign selected projects

- Project Hame Project Type
[T Album Sales Campaign
Release selected projects (2l Reesse]
Previous

Role
AGENT
AGENT
AGENT
AGENT

AGENT

Role
SUPERVISOR

ENNER JEWNEN

Show Filter Options

hesig Select a Role and Clic!

=
!

ASSHD)

Next

Next

on Assign.

remove the agent from
the campaign/Project

3. Assign Packagdse the agents

Assign Packages

Packages assigned to agent
lame Maximum Total Minutes Consumed(%) Expiry Date Shared Package
Amn 2 00 05 Dec, 2010 lo
Previous
Packages available
lame Maximum Total Minutes Consumed() ~ ExpiryDate  Shared PackageV
UnEven Rate Paint 1 Packy 3 0.0 040ec, 2010 Mo
100min 10 00 Bl 011 o
100min 10 00 Bl 011 o
Previous

Next

minutes from the agent




4. Notify agents by sending them a message

‘ Notify Agents
Contact mode : |Notify  [w]

“ou can Notify online 3CLogic agent and give him the fellowing instructions.

Message: 211 Sales group agents are reqguested to

The notified message
assemble in conf room 555. H

will pep up on the

- Andy Norton agents client

Lhocounting Dept

Update Configuration to latest

Send notification if you want to update the configuration changes to 3CLogic agent

“All the configuration

Send Notification changes will be applied

to Client remotely
.




Campaigns

Campaigns tab allows you to do the following tasks

1. Add a Campaign
2. Delete a Campaign
3. Manage a Campaign

Currrent Filters : None Show Filter Options
i Congin
SELECT-ALL, NONE Campaign Name Auto Recharge
r Album Sales~Ed : (=
r Album survey  Edit ] [Manzge|

Add a Campaign
1. / tA01 2y YHbRIBRNameY LI} A3IyQ

Add a Campaign:step 1

Name:*: Album Saleq

|s Auto Recharge: [
Do you want to use settings of a existing Campaign #: @ [~

2. Do you want to use settings of an existing campaigaiion allows you taopy the settings
from an existing campaignlt allows you to choose a campaign for replicating the settings. You
can also customize the replication by specifyingdesettings



I Add a Campaign:step 1

Mame:*: Album survey-2

|s Auto Recharge: [
Do you want to use settings of a existing Campaign 7; @ v

Choose Campaign: | ~Choose Froject— |
—Choose Project—

Flease specify all or some settings- 4 |bum Sales

Dial Plan
California Camps
Result Codes/Recycling Palicy |Insurancs Ssles
New ok Survey
Scripts [wv Sales

Call Policy v

Broadcast v
Advanced Settings v

General Policy

Email Configuration v
Call Custom fields v
Lead Custom fields v
Contacts [+

Priorities [+

AMD Profile [v
Campaign DNC v

e | |
3./ tA01 2y WIRRQ & ! O2y3aN) GdZ iA2ya 6AYR244
been added. You cariosell KS G Ay R2 g | y RgoOdckitdthe campaighs. hbn@2| Q

page that displays all the campaigns.

Delete a Campaign

1.
2.

ClickCampignsin the main menu.

To delete the desired campaign, select the checkbox adjacent to the Campaign Name and click
the Delete Campaigtab.

Confirm deletion byClickng onDeleteand thenClose

g At
2



i Currrent Filters : None

Show Filter Options

| Add Campaign | | Delete Campaign |

SELECT-ALL,MOME
v Album Sales

Album survey

You have selected to delete following campaigns:

« Album Sales
California Cam

Insurance Saled yndo this later.
MNew York Surve

Delete Campaign

The associations with agents forthese campaigns will be deleted. You will not be able to

[ I A AR A

NY Sales Edit []

Manage a Campaign

/It

A 01

manage thedollowing options

2y Wal yI 3Ir8nbrdgt  Ehéngdiitd comfiguatioly. Lidlalloviss you to

I

} Agent Groups

} Leads

} Call History

} Dial Plan

} Result Codes

} Leads Recycling Palicy
b Seripts

} Call Palicy

} Campaign DNC

} AMD Profile

} General Policy

} Email Templates
} Email Config

} Call Fields

} Lead Fields

} Assign Packages
} Contacts

} Priority

b Notify

} Advanced

} Broadcast

I Hame Username Email

r bobby bobby

r Katherine Jones Kjones kjones@syz.com

Assign selected members as AcenT [] [Bulk Assign]
Previous
Members assigned to project

r Hame Username Email
[T Jennifer Aniston Janiston jennifer.aniston@xyz.com
[T JuliaRobers jroberts

Release selected members

Previous

Role

Next

Role
Supemnvisor
Agent [Releass]
Next

1. Agent AssignmentAssigning /releasing agents from the campaign
2. Agent Groups: Creating groups




3. Leads

4. Call History
5. Dial Plan

6. Result Codes
7. Lead Recycling Policy
8. Scipts

9. Call Policy

10. Campaign DNC

11. AMD Profile

12. General Policy

13. Email Templates

14. Email Config

15. Call Fields

16. Lead Fields

17. Assign Packages

18. Contacts

19. Priority

20. Notify

21. Advanced

22. Broadcast

Agent Assignment

Agent assignment allows the agent to access the campaign andhdidleads that belong to the
campaign Agents can be added individually or gsoup. Agents can be assigned to campaign with
various roles based on their job duties

To assign agentssupervisorsto a campaign:

ClickCampaignsn the main menu.

Selecthe Campaign Naméy using the check box adjacent to it.

ClickManagenext to the campaign name.

Agent Assignmensection appears. This is the default sub menu. The screen displays the

Available membersandMembers assigned to campaign

Select an aailable member by clicking on the checkbox adjacent toNbenefield.

6. ClickAssignand the assigned membeis displayed in th&lembers assigned to campaign
section.

7. UseBulk Assigrio while assigning more than one agent to the campaign with the same Rol

b

o



Agent Assignment

Available members

r Hame
I bobby
r Katherine Jones

Members assigned to project

r Hame
[~ Jennifer Aniston
[T Julia Roberts

dzt |

l aaA3yYSyid v

Username
bobby

Kjones

Email

kjones@xyz.com
Assign selected members as szent

Username Email

Janiston jennifer.aniston@xyz.com
jroberts

Release selected members [2uk =

{St SO0 GKS

Select a Role &
Click on Assign

Role
AGENT Assig

AGENT [=]

ext

“‘l"e Click on 'Release’ to
Supenvisor unassign agent from
Agent the campaign
b3Syidas ast 80

I Agent Assignment

I Available members

v

Hame

Username Email
v bobby bobby
I° Katherine Jones Kjones kjones @z com
Assign selected members as acenT
Previous

Members assigned to project

r Name

r Jennifer Aniston

[T JuliaRobers

Username

Email

Janiston jennifer.aniston@yz.com
jroberts

Release selected members |Bulk Releass

Role
AGENT

AGENT

Role

Supenvisor

Agent

iKS

Supervisors handle teams of agents. The Supervisor role is configured from the portal. The system
enables the supervisor to mentor, coach, whisper, bamgemake reports and view dashboardthe
Supervisors have access only to the Campaigns to which they are assigned to as Supervisors

Releasing Agents from Campaigns:

If you want to release the agent from the campaign, select the desired membemfiembers assigned
to campaignsection and clicRelease The record moves into th&vailable memberdist and the agent
is ready for a different assignment.



Agent Groups
Admin can create an agent group and assign required agents to each gxgapt groupgan be used

in the following ways

1) Scripts : you can assign a specific script to a particular agent group. Such scripts are not

F@FrAflrofS F2NJ NBad 2F GKS |3Syiao ¢KAa Oy

scripts tab.

Readout edit

== Back To Scripts

[[stylel [=] [Font] [=]rsizel[=]
B J USE==—Zi2EEFEAQEGGOY o o
Hello SfirstName

m

How may [ help vou today?

Update Cancel

Change access setting of this co ¥
Note: Only eight Scripts are allo i

Advance Setting

) Enable for all Agent assignments on campaign

@ Enable for chosen Agent Groups/agent Assignments

Assign To Agent Group

Available Groups Assigned Groups

Morming shift Evening Shift

Assign To Agent
Assigned Agents

Available Agents
bobby
Jennifer Aniston
Katherine Jones III

Julis Roberts

[ Back | | update Setting | | Cancel |

2) Contacts : Ywcan also assign contacts to a specific agent group so it will be restricted for other

0S

I 3Syia ¢K2 R2yQi o6St2y3a G2 aaAdySR INRdLIP ¢ KA

aStiiuAy3aQ dzyRSNJ SI OK O2ydl Ot o

3) Result Codes : Any result code can be assignedtcdS OA FA O | ISy (i 3INR dzLIZ
access to themOnly the assigned agents would be able to view these result codes on the client.

az



Add an agent group

1. /tA01 2y WIRR !'3Syid 3aANRdAzZIQ YR yIYS (KS 3INERdzLI

| Add Agent Group

Mame*: |Evening Shift
Description:

Do you want to assign agents to this group
now 7

2. Now assign selé¢ed agents to the group as shown below.

Assign to Group

Group Name :Evening Shift « Back to Agent Groups List

| Available Agents Assigned Agents
bobby
Jennifer Aniston
][]

Julia Roberts

You can select multiple Click c.m rightwards arrows

agents at a time to assign the selected

agents to the group

Leads

A lead is a customer who is called by the agent to provifterhation and servicesThe administrator
needs to assign leads to campaigns before the agents can start calling theAdadd.can be manugll
entered into the systenone at a timeor leads data can be imported from extefn@SV (comma
RSt AYAGSRUO FAfSa @Al GKS W[ SIRaQ GFro Ay YIAY YSydz



s —————

AgentLeads || RescheduledLeads || ProcessedLeads || Archived Leads
Add To List [=] |Export| [Remove fram DNC | | Add to DHC |
Release Release from Agent — Select Agent — El Assign to Agent Finalize Lead Scrub Duplicate Leads
Suppress Un-suppress
Please specify a filter (Optional) Change filters
sowrce: (any =] Createdater [ | Definefilter 5
-
Show Leads: [--all--  [] i— GuID Add —
it |bestleads-8/11/2010-
DOB Add |5
Debt Add
Select Al 10 Leads Credit Add
[ First Last T — - i Callable for bank Add
Name Name Phone Phone ar one source  HIMEZONE ¢ licenter? ! MName Add
" 'Robin Hood 12404546347 Import | GMT-8 o Pook  Phone Add ~
& FT ST
) 2010-11-08
[~ Robert Woodward 12402525882 Import | GMT-8 + Pooled |- Immediatety 0 [\8] 51:38:15.0
[~ charlie Angle 12402003000/ Import | GMT-8 o Pooled | — Immediatety 0 & ;3_13?5:_1115: UUB

AgentLeads || RescheduledLeads | Processedleads || Archived Leads  First Name s
Add To List [=] Expc M Last Name I
Release Release from Agent - Select Agsnt—El Assign to Agent Fi

m

W Mobile Phone
Suppress Un-suppress
I3 Home Phone
Please specify a filter {Optional)
W work Phone

Source: Createdmrer [ ] o [Tp
Show Leads: [--al--  [S] ragList ™ Timezone

I prefix

I Email
Select All10 Leads Showing 1+ |—— hd
P ks s Tmssos SR s s S 08 Coel o Aonne
[~  Robin Hood 12404546347 Import | GMT-8 T8 Pooled |— Immediately 0 & ;3130;11;;%3
[~ Robert Woodward 12402525882 Import | GMT-8 + Pooled — Immediately 0 & ;313?;11;008

CampaigrLeadsLeads assigned to the campaign and that are waiting to be dialed. These leads can be
fresh leads or recycled lead$heseleads can be assigned to a specific agent. Unassigned leads will be
automatically distributed among online agents.



| Leads

AgentLeads || RescheduledLeads || ProcessedLeads || Archived Leads

Add To List [=] [Export | [Remove fromDNC | | Add to DNC |
I Release Release from Agent - Eele:{;l.;e"l--lzl Assign to Agent Finalize Lead Scrub Duplicate Leads
Suppress Un-suppress
Please specify a filter (Optional) Change filters
Source: [Any [+ CreatedAfer [ CreatedBefore: [ |

Showleads:[--all-  [4] ST e
it |testleads-8/11/2010- . |bobby

TagList Agent. Jennifer Aniston

Katherine Jones

Select All 10 Leads Showing 1 to 10 of 10 =
First Last Mobile Home i Callable for Earliest  Dial Callable for Assignment
I Name Hame Phone Phone oLl L ln s e D U el Callcenter? SlEREl et Call Time Count Campaign? Time

2010-11-08

™ | Robin Hood 12404546347 Import GNMT-2 =4 Pooled |— Immediatehy 0 S 2139150
. 2010-11-08

[ Robert Woodward 12402525882 Import GNT-2 + Pooled | — Immediatety 0 &) 21:38:15.0
2010-11-08

[ Charlie Angle 12402003000 Import GNT-2 o Pooled |— Immediatehy 0 & 2139150
) ] . 2010-11-08

[ | christopher Wills 14025000000 Import GNT-2 + Pooled | — Immediatety 0 &) 2139150
2010-11-08

[~ Barbara Montogo 16104500000 Import GNT-2 X Pooled |— Immediatety 0O &%) 2139150

Editing Lead infa At any time, you can click on any lead row , in order to edit the lead information.

Quppress LeadsL ¥ @2dz R2y QG gl yid G2 RAFE | asSi 2F €SI Ra
YR &dzLJLINBaa (GKSY® t NEOSRdAzNBY {StSOG GKS S|
tAY]l B Of A0l 2y WeniizhihINEsMEU/das indhe pod NG windol * ofick ok

Un-suppress LeadsSuppressed leads can be-suppressed at any time. Procedure: Select the leads by
dzaAy3 GKS OKSO|l o62E ySEG (2 fAUHARBEINBHEDESE SOG | ¢

Releasdeads: you can release the leads from the campaign at any time. Procedure: Select the leads
GKFG @2dz ¢glyd G2 NBY2@S FTNBY (KS OFYLHF ATy B Of A 0]

Export LeadsExport option allows you to create a report with the selected leads. Procedetect$he
f SIFRa o6& dzaAy3d GKS OKSO|l o62E ySEG G2 fSIFRa&a 2N was
AY WOELRNIA (106Q 0o

Assigning Leads to Agentseeads can be assignéadl a specific agent. Procedur&elect the leads by
usingthechet 06 2E ySEG (2 fSFRa 2N wasStsSoOd Ittt [-SI R&AQ
selectAgen¥ B Of AO1 2y Wl aaiidady G2 !3ISyiQo

Release from Agents Leads that are assigned to agents can be unassigned from the agent. Procedure :

Selectthe leads bgiza Ay 3 (KS OKSO1l o62E ySEG G2 fSIFRa 2N wast
1 3Sy i Qo



Finalize Leads:At any time, a result codes can be assigned to leads and can be finalized from portal.
Procedure : Select the leads by using the check boxiext f S R4 2NJ wasSt SOodG Fftf
WCAYFtATS [SFRQ B aStSOG I NBadzZ G O2RS FNBY RNERLJ

AgentLeads Once the agent logs onto the client, a chunk of Campaign Leads are pulled from the server

and assigned to the agent forating. These chunk of leads that are in the agent client currently - (real
GAYSO FLIWSEN Ay W 3Syid [SFIRaQ GlFro 2y GKS LER2NIIf o
from the portal, either toredirect themto a different agent or to relistribute among other agents.

Rescheduled Leaddeads that have been rescheduled to be called at a later time appear in the
rescheduled tab.

Processed Leads The leads that have been finalized by the agents from the client appear in the
processed leads tablThese leads are already dialed by the agent and will not be dialed again. If a
recycling policy is applied, already dialed leads will go back to campaign leads instead of processed
leads. Processed leads can also be manually recycled, by using reciare opt

=,
Campaign Leads || AgentLeads || Rescheduled Leads Archived Leads

Add To List [=] |Export| [ Remove fram DHC | | Add to DNC |
| Recycle
Please specify a filter (Optional) Change filters
Source: [Any [=] Created After: Created Before:

--All--
. -8/11/ -1
Tag List testleads-8/11/2010-]

=

First Last Mobile Home Work Source Timezone Callable for status Reported System Agent Dial Callable for Assignment
Name HName Phone Phone Phone Callcenter? Status Disposition Disposition Count Campaign? Time

No lead exists for selected fiters.

At any time, supervisor can use the filter options, to filter out a specific leaal lmunch of leads for
exporting orrecyclingg [ S Ra OFy o6S FAE{GSNBR ol aSR 2y WwWwSadz

Archived Leads

Processed leads are archived for 30days.



e ——————————————————

Campaign Leads | Agentleads | RescheduledLeads | ProcessedLeads
Processed Leads will be archived till last 30 days
I Export
Recycle
Please specify a filter {Optional) Change filters
Source: [Any [« CreatedAfer [ | CreatedBefore: [ |
--All--
TagList testleads-8/11/2010-
First | | Prewvious | | Next | [ Last z
First Last Mobile Home Work . Callable for Reported System Agent Dial Callable for Assignment!
So T Stat
Name MHame Phone Phone Phone urce| fimezone Callcenter? us Status Disposition Disposition Count Campaign? Time
No lead exists for selected fiters.
Call History

The selected fields will appear on the client as a part of lead call history.
f Custom Fields : selectt?éB lj dzZA NER FASt Ra FyR Of AO1] 2y W!aaaid

Call History

BTN LA [ Cdr Fields
Available Fields

SELECT-ALL, MOME Name

r MNotes

Save selected fields

Saved Fields

SELECT-ALL, MOME Name

No Custem field is saved to thiz campaign so far.

Release selected fields

T CaFASftRa Y aStSO0 GKS NBIldANBR FAStR&A yR OfAO



| Call History
Custom Fields

Available Fields

SELECT-ALL, MOME Name
| I call_duration
r hold_duration
- ring_duration
r finalization_duration
r preview_duration
- systemresult

Saved Fields

SELECT-ALL, MOME Name

Mo CDR field is saved to this campaign so far.

Release selected fields |[Buk Releas=

Dial Plan

Each lead might have meithan one contact numberDial plandefines which number to be dialed on
whichdays andat whattimes. You can create, edit or remove a dial plan at any time. Dial plan is useful
if you are trying to contact customers on their cell phones during the week dagl home phone on
weekends and can increase the probability of live cont&etch dial plan can have multiple rules.

Create dial Plan
1) Go to Campaigns Bial Plan tab
2) Click on create dial plaand Name the dial plan

=« View dial plan

Dial plan name: Weskend plan

Add rules



3) Select the phone numbers that yauant to dial and arrange them in order of dialinging drag
n drop.
4/ fA01 2y W{OKSRdzZ S wdz SaQ

Phone number will be dialed in the following order (top to bottom)

¥ Home Phone ¥

I¥ mobile Phone *

v 1
*Drsg & field to change itz order
To zupprezs calling for the field, dezelect it
Schedule rules

A 7oA z

5 / K22aS adGFNI RIFIGS g GAYS® 6 /2y FAIdz2NE WwSLISIH G
the leads periodically)
6) / A0l 2y W{IlI @SQ

=zView dial plan

Start date: 2010-11-15
Starting from 2010-11-15

Start time: © [s:00 am [w]to[s:00 pm [+] for all the day, weekly on Sat Sun
@ Al day

Repeats: [weakdy  [+]

Repeats every: [1[o] week
Repeats on: I Mon I Tue I wed I Thu I Fri ¥ sat ™ sSun

Ends @ rMever O Until
Back Save
Add a Rule

1) ClickotW+ A $6Q y SE and2hodsddd RRA Y2 NBt INfizt SQ

View dial plan

Dial plan name: Weekend plan Edit

Dial Humber order Schedule Action

Starting from 2010-11-15 for all the day weekly on Sat
3un

Home Phone, Mobile Phone Edit Remove



2) Select the phone numbers that you want to dial and arrange them in order of diajinging
drag n drop procedure.
3/t A0l 2y W{OKSRdzZ S wdz SaQ

‘Jiew dial plan

«View dial plan
Phone number will be dialed in the following order (top to bottorm)
¥ mobile Phone *
¥ Home Phone ¥
| ¥ wWork Phone ®

*Drag & field to change it's order
To suppress calling for the field, deselect it

4 | K22&aS &adGFNI RIFGS g oy Bybu want toapply the sisNdSplandiarS LIS |- G
the leads periodically)
5) / £t A01 2y W{l @#SQ

‘U’ie.w dial plan

View dial plan

Start date: 2010-11-185
@ Starting from 2010-11-15
Startime: (200 []to[s:00 PM_[o] at 03:00 PM to D5:00 PM,
) Al day

| Repeats: Daoesn't repeat |« |

Back Save

Edit Dial Plan
1) Go to Campaigns > Dial Plan tab
2) / tA0l 2y WxAS6Q ySEG G2 GKS 5ALt tfly
3y b2g Of A0l 2y WIORAUGUQ dzy RSNJ 6 KS W!I QlAz2yaqQ O2f dzvy
4) | £ A01 ange yd{ale @oelmaking changes

| Dial Plan
Create dial plan
Enabled Name Action

@ DEFAULT =
®© Weekend plan Delete
5] thanksgiving day Delete

Showing 1to 3 of 3 |First | | Prewious | |Mext | | Last



Remove Dial PlanRule
1) Go to Campaigns > Dial Plan tab
2) /1 tA0l 2y W+xAS6Q ySEG G2 GKS 5ALt tfly
3y b2g Oft AO0] 2y WwSY20SQ dzy RSNJ 6 KS WwW! OQliaAz2zyaqQ O2fd
4) A message will be displayed that theelas been removed.

View dial plan

Dial plan name: Weekend plan Edit Add more rule
Dial Humber order Schedule Action

Starting from 2010-11-15 for all the day weekly on Sat
Sun

Home Phone, Mobile Phone EditfRemaove

Mobile Phone, Home Phone, Work Phone Starting from 2010-11-15 at 03:00 PM to 05:00 PM Edit%Remoave

Delete a Dial Plan
1) Go to Campaigns > Dial Plan tab
2) /1 tA01 2y W5St S %8 RSNS HIIK Si 201 (OGS 25740 O 2tf fdEYy 06 K¢
deletion)
3) A message will be displayed that the rule has been removed.

| Dial Plan
Create dial plan

Enabled Name Action
@ DEFAULT View,
Weekend plan View ¥ Delete
thanksgiving day View §Delete

Showing 1to 3 of 3

Result Codes
A code which identifies the result of a call made by the agent is knowReaslt Codgalso called

termination or disposition code. Result codage entered by the agent aftethe end of the call
Supervisor can configure different set of result codesefach campaignEvery campaign comes with a

set of default result codedf the result codes available are not sufficient to meet your needs, you can
create your own customized result codeResult codes are divided into Business and System Result
codes. Business result codes pertain to the customer business or the campaign they are running.
System result codeare result codes that the system can set automatically. The Agent however can
override these before finalizing a caee the system result ced definitions below.



Result Code

Description

This is the result code set by the system when a call goes

SUCCESS progress.
This result code is set when a call is in Alerting or Ringing
ABANDONED state and the Agent decides to disconnect the call.

ABANDONED_BY_CUSTON

Only set in Case of DPD : This result code is set when the
agent is busy and the system attempts to transfer this call
some other available agent. Before the system can do this
the remote party disconnects the call.

ADD_TO DG

Only can be set by IVR: If the IVR has been set with a opti
that allows a lead to be added to DNC, this result code will
set by the system if the lead chooses that option.

ANSWERING_MACHINE

This is set by the system when the oBelyx clients internal
algorithm determines that the remote party is not a human
but an answering machine has been setup.

This result code is set when the remote party being called

BUSY busy on another call.
This result code is set when there is some error whil#inia
The most common reason being some setting of the line is
FAILED not correct and the call cannot be placed.

NETWORK_ERROR

This result code is set when the service provider returns el
codes like service not available.

NO_ANSWER

This result code is sethgn the remote party does not pick u
the call.

OTHER

This result code is set when the system cannot determine
other appropraite result code.

RESCHEDULE

This result code is set when an Agent decides to use the
Reschdule Window to schedule a lead frtira client. As soor
as the lead is rescheduled the system sets the result code
"RESCHEDULE"

TIMEOUT

This result code is set when the call is placed but there is 1
response from the service provider. Once a timeout has bg
reached waiting for the pndader response, the system sets
the code as "TIMEOUT"

TRANSFERRED

This result code is set when an agent manually transfers a
or the system transfers the call (DPD)

WRONG_PARTY

This result code is set when the provider tells us that the
number beingattempted is a bad number or malformed
number and cannot be dialled.




Remote party disconnected the call. The more elaborate
definition would be remote party disconnected the call when
the call has not gone iprogress and system results such as
AlYR2YSRI b2 !'yagSNI SO R?2
case. Foreg. WhenaP2P callismadg A. £ 6S R2
policy to set Abandoned or No Answer once B rejects the cg
S aSi Al woOw9/ ¢95 FTNRBY ! Q2
CDR. Where thens policy to set Abandoned and No Answer
€2dzQf f FAYR I "REONBILANA"LoGaS NI 2
Rejected" are when call has not even gone on the network.
Once its on the network "Local Hangup" and "Remote Hang
REJECTED come into play.

REMOTE_HANGUP Call disonnected by Remote party

This result code is set when an Agent decides to use the
Reschdule Window to schedule a lead from the client. As sG
as the lead is rescheduled the system sets the result code t

RESCHEDULE "RESCHEDULE"
Error projeted by Dialer due to SIP could not initialized and
SYSTEM_ERROR could not be placed

ToAdda resut code

1) Go to Campaigns tab

2) ClickManagenext to a campaign

3) ClickResult Codes the left side campaigmenu.

4) UnderResult Codesd ONB Sy sAddcbde® | 2y W

5) Enter the result code name and internal code.

6) Choose the Report and Call Attributes.

7) Choose the Actions that need to be performied that particular result code.
8 /tAO01l 2y W! RRQ

To delete a result code :

1) Go to Campaigns tab

2) ClickManagenextto a campaign

3) ClickResult Coden the left side campaigmenu.

4) select the result codeusing the check box

5) Clickon Delete Codébutton.

6) / 2y FANYXY (GKS RStSGAz2y o0& OfAOlAy3a 2y wWesSaqQo



[ [Fommese R

< Add Code H Delete Code

SELECT-ALL. HONE Code Category Actions
I - Abandoned BUSINESS
r " AddtoDNC BUSINESS Add To DNC
r " Answering Machine BUSINESS
. r - Busy BUSINESS
r - Connect BUSINESS
r - Failed BUSINESS
r - Fax BUSINESS
Dizplay:

{Only slphanumeric and underscores)
Internal Code:

Category: BUSINESS

i Il Abandon r Contact r Success r Failure I Answering Machine r Fax
Report Attributes:

™ Reschedule I DNC

call attributes: [ success I Refusal [ camback [ Exclusion

Reschedule

Add To DNC

Transfer

Email

[ I e R

Dial Next Contact

Leads Recycling Policy
This section helps to set up, modify anthnage Result Code, Processed Leads, Immediate Recycling
Leads, Maximum Recycles and Delay.

Toconfigure leads recycling policy

ClickCampaignsn the main menu.
Select theCampaign Nameéy using the check box adjacent to it.
ClickManageadjacent tothe campaign name.
SelectLeads Recycling Policy
1 Result CodeThe outcome of the call made to leads is determined either by the system
or the agent.

PN PE



1 Mark Leads as Processed®ased on the result code, the lead record for the campaign
can be marked aprocessed by selecting S & 6 & kafletl aggir® dr byos&lecting
b 2 AT GKS t£SFR Kla G2 OFtftSR F3AlLAyo®
f Immediately Recycle Leads®:KS f SI R OFl'y 6S OFff SR AYYSRAL
1 Maximum RecyclesThe number of times the leads will dialedaay for same result
O2RS Ay &4S1jdz2SyOS LINPGARSR (KS ydzYoSNJ 2F (A"
wSOe Of Sa 2y (2L 2F¥ G4KS LI 3So
1 Delay (in minutes)if lead is recycled the delay is time dialer will wait before calling the
same leads again.
I RedialContact and Wait Next availabledad contacwill be dialed after the wait time.
1 Add to List (Optional)To manage the leads based on result code you can add the lead
to leads list.
1 Remove fromList (Optional): To manage the leadsabed on result codeoy can
remove the lead from &ads list.

5. ClickSubmitafter making changes to recycle policy.
6. To undo the changes, clifleset

: System
Result Code :ﬂsark LEmiz gz;n;ldeiately Maximum Del_a‘,r Re-dial :u’:flal Add_to List Ftem.ove from List
Processed? Leads? Recycles (mins) Contact? i:-:nutes] (Optional) [Optional)

Abandoned [=] [=] [=]
Add to DNG =] [+] [~]
Wacnine [=] =L : =l [=] [=]
Busy =] [=] [=]
Connect [=] [=] [=]
Failed [=] [+] [+]
Fax (=] [=] [~]
Reschedule [=] [=] 5 0 [=] [=] [=]
Wrong Party [=] [=] [=]
Other [=] [=] [=]
Transferred [=] [=] [=]
Mo Answer [=] [=] [=]
Timeout =] =] =]
Metwark Error =] No [ 5 0 No [ =] =]
Customer (" [=] B =

Recycling policy can be applied to both system and business result codes.



Scripts
Script is a pralefined message thathe supervisor/administrator has written for the agents to refer
while on call with leads.

To create campaign scripts:

1. ClickCampaignsn the main menu.
2. ClickManageadijacent to the campaign name.
3. ClickScriptsin the Sub menu. The administrator can @nscripts under three sections:
1 Readout:The script the agent will read when a lead picks up the call.
1 FAQsThe frequently asked questions and answers about the campaign.
1 Notes:You can enter notes that will help to improve the quality of the calpioyiding
additional information about the campaign.

oo  ——— ————————

[ Add Script | | Delete |

SELECT-ALL, MOME Script Name Preview
I Readout
I Fags
I MNotes

Note: Only eight Scripts are allowed per project

4. To add a new script window, clidkdd Script. Enter the desired title name (Example: Hold
Script) and cliclsave

5. To remove the new script sectioselect the script by using check box afidkDelete.

6. To edit the title name of the script sections, clatit adjacent to the title of Readout, Fags or
Notes. Enter the desired title name (Examp@all Opening Scripinstead ofReadou). Click
Update.

7. Enter the details and clickubmit This scripis visible to the agenwho works with the client.

o o

== Back To Scripts

| [5tyle] [=] [Fent] [=] [Size1[=]
B I U E EiE A D@ [EaOYE o o

n—= -
— i= i £

»

Hi Sfirstname,

m

[How may I help vou today?

Change access setting of this contact Advance Sefting



You can also assign a specific script to a particular agent group. Such scripts are not available for
NEad 2F GKS | 3Syiaod ¢KAa OFy 0S O2yFAIdzZNBR o8&

Readout edit

== Back To Scripts

[[Style] [«]Font] [«]size][«]
B 7 U=E==—iZi2¢&EEFEAD2@EHBOY oo
Hello SfirstName

m

[How may [ help you today?

Update Cancel
Change access setting of this co "y
Note: Only eight Scripts are allo i
Advance Setting

Enable for all Agent assignments on campaign

@ Enable for chosen Agent Groupsi/dgent Assignments

Assign To Agent Group
Available Groups Assigned Groups
Morming shift Evening Shift
Assign To Agent
Available Agents Assigned Agents
bobby
peta =]

Julia Roberts

| Back| | Update Setting | | Cancel |

Famatting the Scripts:

Scripts(Readout, Fags and Notes) enable the administrator to use different text formatting styles. You
can specify how you want the text to appear by selecting options from the drop down list (default is Bloc
style). You can quicklnd easily format the entire script to give it a professional and modern look by
applying a document theme. A document theme is a set of formatting choices that can include a font
scheme (a set of heading and body text fonts).

1 Bloc StyleThis is the defult font style.



9 ParagraphThis style enables the administrator to enter text in different paragraphs. Whenever
you hitEnter key the text will automatically start as a new paragraph leaving a blank line prior

to it.

1 Title: Use this style to display éhtext as the headline.

Call Policy
AutoRA £t SNJ Y2RSa Ol y

68 RSTAYSR Ay W/ ¢t

t 2t A0 Qd ¢

and Predictive. These modes are distinguished by parameters such as speed, pacing ratio, answering

machine déection, auto finalization of call

ClickCampaignsn the main menu.

PwbdPRE

ClickCall Policyn the Sub menu.

etc.

Select theCampaign Nameéy using the check box adjacent to it.
ClickManageadjacent to the campaign name.

o

Dialer & parameters

Dialer Mode:

(what kind of swtomatic disler you want to use)

Preview Time:

Calling Rules
Time To Call:

I Your Caller ID:

Apply DMNC List:

Music on Hold:

s
LR )

Auto- Dialer modes

Preview Dialer: Preview Dialerautomatically dials the numhlie. Agents have to dispose all calls

Preview =]
Seconds

Start End
12:004M 12:004M
e [=]

r

manually before the system dials the next call.

[ Customize Dialer Settings

Dizsble: v

Progressive Dialer: : Progressive is power dialesith the capability to screen out any ranswers, busy
signals, answering machines and disconnected numbder3.Sy U a

system disposing all other calls.

I NB 3IAPGSYy 2yfe

Predictive Dialer : Predictive dialer uses algthms to automatically diabutbound calls and once the
call gets connected toiveQ  LJStheEcallygets passed to the nextalable agent in the campaign

Wt A ¢



There will be concurrent calling to improve the talk time of agent based on the previous calling history
of the agent.

Customize Dialer Settirgg
The administrator can customize the dialer settings by using the following options:

1. Call Ring Timeout: It is a minimum tinie call wil ring beforethe call is disconnected.
1 To set the call ring time out, enter the time in second€&ll Ring Time Out text box
2. Ignae AMD: Answering Machine Detection will be ignored.
1 Toignore Answering Machine Detection, select the check box beside it.
3. Preview Time: Time for previewing lead before dialing the number.
1 To set the preview time, enter the time in seconds in PreviemeText box.
9 To disable this option, select the disable check box beside Preview Time.
4. Maximum pending finalization before Dialer stops dialing:
9 Dialer will stop dialing if these many leads or more are waiting for finalization.
1 Dialing resumes when enor more of these leads are finalized, either manually or
automatically.
9 Disabling this field will cause the dialer to continue dialing regardless of number of leads
pending finalization.

To set the preview time, enter the time in seconds in PrevieweText box.

5. Waiting time before dialer starts dialingext call in progressive mode:
9 Time in seconds a dialer waits before dialing next call, after the previous call has ended.
1 Setting this value to O will cause the dialer to start the next call imatelyi after the
previous call has ended.
6. To set the wait time, enter the time in seconds in Waitdibefore dialer starts dialing:
1 To disable this option, select the disable check box beside 'Wait time before dialer
starts dialing'.
7. Maximum allowed fialization time in progressive Mode for ndiuman calls:
9 Time in seconds a dialer waits after the end of a call, before auto finalizes the lead.
9 This time gives a window to the agents to manually finalize the lead.
9 Setting this value to 0, will auto fitize the lead immediately after the end of call,
without giving agent a chance to finalize manually.
9 Disabling this field will cause the diate never auto finalize leads .
8. To set the wait time, enter the time in seconds in Maximum allowed finalizaiioe in
Progressive Mode.
9. To disable this option, select the disable check box beside 'Maximum allowed finalizae in
Progressive Mode.



Abandonment Limit The maximum percentage of calls that can be abandoned for the campaign.

Lead Quality IndexThe options available are Low, Moderate or High. If the lead quality is low then
3CLogic client will dial more leads in parallel and if lead quality index is high 3CLogic client will dial less
number of leads in parallel.

Maximum Pacing RatioThe maximm pacing ratio allowed bglient is the maximum number of calls
that can be dialed in parallel by the 3CLogic client.

Maximum Handoff TimeTime limit to hand over the call to an agent before abandoning the call.

Auto Hangup Abandoned Calbetting thigo true will automatically disconnect abandoned calls.

Calling Rules

Time to CallThe timings during which the dialer will call the lead based on the time zone of the lead.
Any leads not in these time zones will not be diddgdhe 3CLogic client. Rredure:Enter the Start and

End time in the respective boxes.

Your Caller IDThe caller ID that will be displayed on the lead phone when the call is made for the
campaign.Procedurein the Your Caller ID text box, enter your caller ID number.

Apply DNC Listif you set this to true the leads in DNC list will not be dialed. The DNC lists are provided
by government and please follow the guidelines. 3CLogic is not responsible for 3CLogic client dialing to
leads in DNC list.

9 DNC Lists are list of phonembers which the agent is not supposed to call.
1 Once uploaded, the system will ensure that leads with any of these phone numbers are not
distributed to agents for calling.

Music on Hold Play music while the call is on hol8elect the check boand uplad your hold fileto
play the music on hold.

Campaign DNC

DNC (Do Not Call List) is a list of phone numbers which the agent is not supposed to call. Once
uploaded, the system will ensure that leads with any of these phone numbers are not distributed to
agents for calling. The leads which are imported to DNC list cannot be &lledgic system allows you

to upload separate DNC lists for each campaign.

You can either specify tHeNCnhumbers separated by commas or you can upload a .cahéitecontairs
the list of numbers DNC numbers can be filtered, exported and deleted at any time.

Apart from the campaign DNC, there is main menu DNC option that applies to all campaigns.



pecify DNC Mumbers (comma separate OR DMNCfile location Browse...

Delete Export
[ Delete |

Please specify a fiter (Optional)

Start date End date |2010-11-08
Phone Clea
Select All Clear All First | | Previous | |Next | | Last
- Phone Time

Mo record found

Show |10 []rows on apage. |First||Previous ||Next||Last

AMD Profile

9@SNE OF YLI A3IYy KIFa | W5STIodihalér calls. NMulile ANIBzful&s canfée G | LJILJ
created based on different lead attributeany ! a5 NXzf S OFy 068 Woayyltod SRQ 2 NJ U
AMD rules aredonotapptizy f Saa GKS !'a5 RSGSOGA2Yy Aa GdzZNYySR hb

Add AMD Rule Delete AMD Rule

SELEGT-ALL. HOME Name Lead Attribute Regex Enabled
- Default Yes Manage

I Add AMD Rule

=« Back To AMD Rules
Mame: AM Rule
Lead Attribute; | workphane E|
Regex

AMD(Answering Machine Detection): |Enstizd [«

Settings: | Conservative | ¢ Moderate

Max Analysis Time -

milliseconds

Mzxgimum time AMD algorithm uses to anahyze incoming voice stream for presence of an answering machine. |f an answering machine could not be detected within this peried, the called part is

assumed to be human,

Initial Silence Time =
milliseconds

The period of silence betwsen call connection and appearance of voice signal in incoming stream. 1f no voice signal is received within this pericd, the called party is detected 3= an answering

machine. Increasing this value has the effect of making AMD algorithm more conservative is detecting answering machines.

Max Silence After Greeting —
milliseconds

The period of zilerce 3 human would wait for an answer after the initizl gresting. Decrazsing thiz value has the ffect of making AMD slgorithm more aggressive in detecting humans, and

therefore more conservative in detecting answering machines.

Max Words To Analyze =




Max Analysis TimeMaxmum time AMD algorithm uses to analyze incoming voice stream for presence
of an answering machine. If an answering machine could not be detected within this period, the called
part is assumed to be human. Decreasing this value has the effect of makingaiystidhm more
aggressive in detecting answering machines.

Initial Silence Time The period of silence between call connection and appearance of voice signal in
incoming stream. If no voice signal is received within this period, the called party is atbtestan
answering machine. Increasing this value has the effect of making AMD algorithm more conservative is
detecting answering machines.

Max Silence after GreetingThe period of silence a human would wait for an answer after the initial
greeting. Deaasing this value has the effect of making AMD algorithm more aggressive in detecting
humans, and therefore more conservative in detecting answering machines.

Max Words To AnalyzeMaximum number of words to detect in an answering machine greeting.
Increasing this value has the effect of making AMD algorithm more aggressive in detecting answering
machines.

General Policy

CRM URLs and Call recording options are configured in general policy. The CRM URL is displayed on the
client interface in the CRM viewRecording configurations allow the customer to Records all calls,

Record on Demand, Record only manual calls, Record only auto dialer calls or Record a % of calls.

/] dzZaG2YSNJ I f a2 Kla (GKS FTtSEAOAfAGE ( 2ecatding ServisirSA NJ 2 4
{ SGdzLd Ay a (i NBahaskcally, guCcantsatyi and manage CRM Configuration, Recording
Configuration, and Campaign Configuration from this section.

I CRM Configuration

CRM URL: +| Add more URLs
CRM Initial URL

CRM Event. | Alerting E|

JSICES Code:

Recording Configuration
Recording Configuration: | Mc Call Recerding [=]

Recording SEI’\J‘_EI'»“;CI_(?[E_E‘:E‘; 192.168.3.14 Reset to default Recording server

Campaign Configuration:

Auto Recharge: [



To configure:

1) ClickCampaignsn the main menu.

2) Select theCampaign Naméy wsing the check box adjacent to it.
3) ClickManageadijacent to the campaign name.

4) SeleciGeneral Policy

CRM Configuration

3CLogic can be integrated with your current CRM solution to dynamically display the leads information
on a different browser whilehe call to the lead is being dialed, ringing or connected by entering the
information below. You can generate dynamic CRM URL that includes lead information. To include
dynamic data about the leads, precede the column name with dollar sign ($). For ex#nyple want

to search for lead's name on Google as soon as lead gets connected, you can set CRM URL as
http://www.google.com/search?q=%firstname. The CRM Event options are Alerting, Dialing or
Connected. Clickdd more URLdink to add a text box whereoy can enter another CRM URL. To
remove the new text box, cliakelete.

Recording Configuration
The calls made to leads can be recorded by changing the Recording Configuration setting. The options
available are:

No Call Recording

Record only AutdialerCalls

Record all calls

Record only manual calls

Record on demand

Record on X% of calldhis option allows the call center manager to record certain percentage
of calls. The percentage of calls can be set in the Percentage text box.

=A =4 =4 =4 -8 4

Recording ServeAddress: The recordings can be stored on recording server or on a local server. To
store the recording on a local server, specify the addredReicording Server Addresmnd follow the
instructions inRecording Server Setup Instructions

Campaign Configation: Auto Recharge option can be activated oralgivated under this option.

Email Templates

The administrator can create email templates for the agents for different purposes based on their
requirement. The agentsan use these predefined templates $end emails to their customers from the
client using the email icorFor each campaign the administrator can add an Email template accordingly.



Email Template

[ Add Template | [ Delete Template |

SELECT-ALL. MOME Template Name From

r Discount offer -1 andy@xyz.com Edit

Email Template

Template Name: Discount offer -1 Edit

From:  |andy@oyz.com v Modify campaign settings

TO:  |Zemail ¥ Modify campaign settings

CC: - Modify campaign settings

BCC: - Modify campaign seftings

Reply To! | andy@syz.com ¥ Modify campaign settings

Subject: | Album Discount ¥ Modify campaign settings
Message: |Iiopie] [« ] [Fant] [ ] [sizel[=]

B 7 UE = E —ZEZEEAQEBOY o o

Hi SfirstName,

[Please use the following discount code while purchasing the albim.

m

To add an email template, follow the steps given below:

1) In the main menu, click on Campaigns tab

2) dick Manae beside the required Campaign

3) Click on Email templates in the left side sub menu

4) Click Add Template.

5) Inthe Template Name text box, enter a name.

6) Select the Modify campaign settings check box beside the from text box.

7) Inthe from text box, enter thérom email id.

8) Select the Modify campaign settings check box beside the to text box.

9) Inthe4bQext box, enter the recipient email id.

10) To add another recipient, enter the recipient's id in the CC text box.

11) To add still one more recipient, enter tinecipient's id in the BCC text box.

12) Select the Modify campaign settings check box beside the Reply To text box and enter the reply
id.

13) Select the Modify campaign settings check box beside the subject text box and enter subject.

14) To select the text stylelick the Style drop down list and select the required style.

15) To select the font, click the Font drop down list and select the required font.

16) To select the font size, click the Size drop down list and select the required size.

17) Enter the text in the tetxbox.

18) To save, click Update.

19) To cancel, click Cancel.



To delete an email template, follow the steps given below:

1) Inthemain menu, click on Campaign

2) click Manage bside the required campaign

3) click Email templates in the left side sub menu.

4) Selecthe email template ancClickPelete Templat@

5) Click yes in the opened Delete Template dialogue box.

To edit an email template, follow the steps given below:

1) Inthemain menu, click on Campaign

2) click Manage b&ide the required campaign

3) click Emaitemplates in the left side sub menu.

4) Click Edit next to email template

5) Make the changes you would like to do and click Update.

Email Config
The administrator can configure the email settings by allocating the from & to addresses to the
email.
g
From®:
TO:
cC:
BCC:
Reply-to*:
Subject:

** while adding multiple email addressed for above fields, please use comma () or semicolon () as seperator.

Save

To Cafigure an email, follow the steps given below:
1. Inthe main menu, click Campaigns.

N

In the table, click Manage beside the required campaign.
3. In the sub menu more, click Email Config.

4. In the from text box, enter from address.
5

In the to text box, enterd address. If an email has to reach to more than one
person at once, the administrator can enter multiple email addresses separated
with commas in any of the address fields, including the CC and BCC field.

6. Inthe Rephto text box, enter reply address.

7. Inthe subject tekbox, enter subject and click on Save



Call Fields
Oneoftheddf dzf G OF €t Odzad2yY FAStR&a | GFLAflo6fS by o/ [ 23X
added via Advanced> MoréZall Custom Fields tab.

fomrons ————

Available Assigned

HNotes

To assign aallcustom fieldto a campaign:
1. Inthe main menu, click Campaigns.

2. Beside the required campaign name, click Manage.

3. dickon CallFieldsin the left side menu

4. Dragthe custom fieldinthél! @l Af 6t SQ tAadG 02E YR RNRLI A
5. To add more, repeat #habove two steps

6. To change the ordeR NJ 3 GKS FASEtR Ay (GKS Wl aairdaySRQ

the list.
7. To update the changes, clidkne.

Lead Fields

Any specific fields that are not present in the 3Clogic default fields list, can be agdkeeads > Custom

fields tab. These custom fields can be used either while upload the leads list ( for mapping lead file
headers to system headers) or they can be simply added to campaign, so the agent can take specific
information from the customer wie on the call.

loowirioss ——————— |

Available As=igned
age Debt

bank Credit

DoB



To assign &eadcustom field to a campaign:
1. Inthe main menu, click Campaigns.

Beside the required campaign name, click Manage.

Aickon Leadrieldsin the left side menu

Drag the custom fieldintha?! @I A€ | 6 f SQ Af(A &ly o4 Ea &-Ay3R/ SFRNP LfJ A ¢
To add more, repeat the above two steps

To change the ordeR NJ- 3 GKS FASEtR Ay (KS Wl aaAx3dySRQ
the list.

o o~ w D

7. To update the changes, clidkne.

Assign Packages
1) Inthemain menu, click on Campaign
2) click Manage bside the required campaign
3) Ot A0l W!aaiady tIFO1lF3SaqQ A
4) The screendisplaysthét I O1 F 3Sa | aaAiray
5 /ftA01 2y W laaixday tlFOll Q

y GKS STl aiARS &adwo
R G2 LINR2SOGQFYR Wt

~
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Packages assigned to project

Name Maximum Total Minutes Consumed(¥) Expiry Date Shared Package?V
100min 100 0.00 08 Jan, 2011 Ne
Packages available
Hame Maximum Total Minutes Consumed(%) Expiry Date Shared Package?'W
UnEven Rate Point 1 Packg 5 0.00 04 Dec, 2010 No

100min 100 0.00 03 Jan, 2011 No

Packages can be assigned to either agents or Campaign. Minutes packages assigned to the campaign are
shared by all the agents in the campaign.

Contacts
There are two types of contacts : P2P contacts with P2P ID and external coBtakctgic username

used to log onto thelient is called P2P ID. So all the agents who have 3CLogic client login are called P2P
contacts. Contacts can also be added from the client. Contacts added via portal appear under the
contacts list in the client fathe all agents who are assigned to that campaign.

1) Inthemain menu, click on Campaign
2) click Manage b&ide the required campaign
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[oomes ————————————————————————

[ Add Contact | [ Delete Contact | [ Add Callcenter Agents |
SELECT-ALL, NONE Name Phone Number/URI
- TPV - Austin 637839793
- TPV California 673994809
r Client 798903092
r bobby UCC127RUZ72
Previous Next

The call centeagents added in the contact list are highlighted in yellow. These contacts added by the
administrator in 3CLogic portal are visible to the agents in the Contacts Window of 3CLogic client. The
agents can call or chat with these contact® add the currentampaign agents in the contacts list, click
Add Caltenter Agents select the checkbox adjacent to the agé&lamefield and clickAdd to Contact

List

« Back to Contacts List

SELECT-ALL, MOME Name Phone HumberiURl
v Jennifer Aniston KCC12TEG273
r Julia Roberts UCC1278D276
| Kathering Jones RCC127IW275
Previous Hext

Contacts assigned to specific agent or agent group are not accessible to other agents or agent group

foome ———————— ]

Mame*: |TPWV - Austin
Phone Mumber/URF: |@27s39792
Is P2P Contact? [

Description:

Change access setting of this coﬁc‘t Advance Setting :
Advance Setting

=) Enable for all Agent assignments on campaign

@ Enable for chosen Agent Groups/agent Assignments

Assign To Agent Group

Available Groups Assigned Groups
Evening Shift Maorning shift
=]
Assign To Agent
Available Agents Assigned Agents
bobby Julia Roberts
Katnenne Jones =

Back | [ Save Setting | | Cancel




Priority
Priority can be assigned to a specific leads list or a specific lead based on the lead fields. To setup the
priority, select the column typeLeads list or Lead Fields.

Leads list option allows you to specify the order of dialing tredlable lists.

Lead Fields option allows you to select a Lead field and choose Ascending or descending order in which
the leads need to be dialed.



















































