@

Vytec

Use Microsoft
Teams As A Full
Contact Centre

Interact more effectively
and efficiently with
internal & external
customers.

ContactCentre4dTeams enhances
Microsoft Teams with features and adds
additional functionality to use Microsoft
Teams as a full Contact Centre solution.
CC4Teams adds features such as cold
and warm transfer internal/external,
Odhoc/permonent call-recording, IVR,
Agent plus or pro, supervisors, operator
attendant, listen & call barge-in,
historical and real-time reporting
(integrates with Microsoft PowerBl), Seamless .Customer
wallboards, and many more. Experience

Enhances Microsoft Teams

CC4Teams enables companies to

interact more effectively and efficiently

with their internal and external Easy to use In your
customers. We do this home or office

by routing Voice, Email, Webchat and
Social Media communication from
customers to the best skilled available
employee in the company.

@ .. . .
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With our Intuitive + Easy to use in your home or office

+ Integration with CRM, ERP, WFM &
Customer, IVR and
Easy.-To-conflgure - Graphical IVR (call flow)
Admin Centre, You . speec i EEEaR T
Are Able To Achieve: - Real time & historical management

reporting (Microsoft PowerBl)

ticketing systems

- A seamless customer experience « Completely integrated in Microsoft Teams,
. Lower service costs with access in any location, any time
SIISI0/777/

Main Screen For An Agent, with The Ability To
Select, Queue And Outbound Number.

@ AAn = .
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Incoming Calls Are Presented Inside
CC4Teams With the Teams Toaster Pop-Up.

I

Y7077/

Call Pickup - calls/
Media can be offered to
agents that are busy or

unavailable, when they

forget to change their

presence state back or miss

a call, You can also enable
call pickup so the Agents

can cherry pick calls.

@ AAn P ey | .
umm www.vytec.com.au 1300 192 626 W4 info@vytec.com.au 3



On Call Features

AD HOC calll recording, secure mute, warm(assisted) and cold(blind) transfer options.
Permanent call recording is available for each queue.

QSM v aTasoms YD PR —

> 900

AR

Wrap-up  CC4Teams ~ | 00:00:20 @ After Call Wrap up

.
'8 B Agent Supervisor Call History Channel UC
e Dialpad =
| Operater Queue (2)
CCateams 2
Select outbound number Caller Time Queue skill Status Operator Agent
Pt < 0411400608 00:02:59 Reception (Operater) Parked Andrew Katzer °
&
Cateretar > 0411400608 00:02:35 Reception (Operator) Parked Andrew Katzer °
m!u( Overview [Active Media [ Waiting Media (2)
1t Caller Time Queue Skill Status Agent Actions
Anslyics 3..
D L 0411400608 00:02:53 Reception (Operator) Parked
(% 0411400608 00:02:30 Reception (Operator) Parked
Name Email Job Title Department
A A Lo
AU Admin U. LR
AN Alex Nort. Marketing Coordinator Marketing A g
AB_ Aparna B, Presales & Project Manager Support LS 4
2] AM_ Archie Mi sales Support Suppert % o

Set a timer for each queue to give agents time to finish up before receiving the next call,
use the collection drop down for quick information on each call

P ) .
=s® Www.vytec.com.au 1300 192 626 W4 info@vytec.com.au 4
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Supervisors

Supervisors can view active calls with the option to listen in/whisper or join the call.

—

1zl
A%ﬁ =i CC4Teams CCaTeams Australia About

S)
=

»* 000

-+ MIATELECOMMS PTY LIMITED ?‘(‘§ =

o

calie Dialpad

| cm=ms . Select outbound number v

;;;;;;;

Agent Supervisor Call History Channel

Queue  Channel UC - Sales

Pl Pavleen Lisu
OM@ Olivia McDonald
Ol Oliver Lamey
Nig, Nathan Leggett
MM. Matt Milne
KCy Kearsney Cross
KTe Kamilija Traskina
DV, Daniel Wharton
DEe Daniel Erasmus

BV Brad Milne
L]

AK_ Andrew Katzer
Yo

uc

Status Timer

01:18:54

00:05:38

011526

00:03:56

00:08:33

01:07:24

011518

00:30:11

00:13:38

00:05:38

00:00:03

Skill

MIA Distribution - Sales

MIA Distribution - Sales

MIA Distribution - Sales

MIA Distribution - Sales

Channel UC - Sales

MIA Distribution -

Sales

Channel UC - Sales

MIA Distribution -

MIA Distribution -

MIA Distribution -

Sales

sales

Sales

Channel UC - Sales

Channel UC - Sales, MIA Distribution - Sales

8 0 0O O O

O/0|0|o|o|o

<]

iB

Supervisors can remove/add agents to queues and multiple their skilled based routing
on the fly. As well as view the customisable present states set by Agents.

usm www.vytec.com.au

Vytec e

7> 1300192 626
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Operator

(Receptionist/Switchboard) can park and
retrieve calls from the list.

Call Controls

feHE s

Status

Parked

Parked

Parked

Status

Parked

@ Available
Operator Agent
Andrew Katzer
Andrew Katzer
Andrew Katzer
Agent Actions

o

AE%‘_ «i. CC4Teams CC4Teams Australia About
Lo 0411400608 +61411400608 OPERATOR

> 000

i Agent Supervisor Call History Zoho Channel UC
Dialpad —

o= Operator Queue (3)
Ccateams
d Select outbound number e Caller Time G
Pone
0411400608 00:02:57 OPERATOR
Calendr
o 0411400608 00:02:41 OPERATOR
Edlipse UC <> 0411400608 00:02:18 OPERATOR
1h
Analytics 3. Overview [@Active Media (1) [ Waiting Media (2)
D; Caller Time Queve
AN 0411400608 00:02:36 (OPERATOR
0411400608 00:02:12 OPERATOR
0411400608 00:0051 OPERATOR
Contacts (101)
Name
A Accou..
AU Admin U..
ops AP Adrian Po..
Hep

skl

Skill

Status

Assigned

Parked

Parked

Status

Parked

Parked

Assigned

Ongoing call  00:00:52

MIA TELECOMMS PTY LIMITED ﬁ? — B

€CZreams

+ MIATELECOMMS PTY LIMITED ?‘;‘a =

Operator Agent

Andrew Katzer Andrew Katzer

Andrew Katzer

Andrew Katzer

Agent

Andrew Katzer

Q Search...

Actions

Ongoing call options include, Adhoc recording, Hold, Park, Warm & Cold transfer to

external or internal numbers.

AAn

=s® www.vytec.com.au 8 1300192 626

Vytec e
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Set Favourites for quick, Warm (Assisted) or Cold (Blind) transfers. Available for Agent
Pro, Supervisors and Operators.

Add External Webpages

into CC4Teams so you can work purely from Teams, such as CRM, ERP, ticketing systems
and more, with dynamic search and pop-up option, when a call is answered
CC4Teams will search the phone number through the URL provided, for a quick an easy
integration that provides you with the callers details from your database.

@ .. . .
=mm www.vytec.com.au 1300 192 626 info@vytec.com.au
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Webchat

Multi-layered Webchat queue with triggers on wording from the customer,
Agent or an action that has been performed, agents also have the ability to transfer to
another Agent or queue which they can provide additional notes and the history of the
conversion

Chat to us Today! v X

Welcome to Channel UC

| Please enter your full name [

s Webchat Widget

| Mobile number

that is completely customisable, including the size,
colour, shape, text and preform details where you can
let the customer choose the queue/product they would
like to enquire about.

@ AAn P ey ) .
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B
Reporting - Real Time

Integration with PowerBI

Gives you a completely customisable Real Time Dashboard with a live feed into
CC4Teams for real time statistics

Free Reporting

Agent List Number of Available Agents Abandon Rate

. Andrew Katzer Ina call 0 33
00:00:23

© Andrew Katzer Training

Demo 00:00:05
For the last 23 hour 33 min 33 sec Izl For the last 23 hour 33 min 33 sec @ For the last 23 hour 33 min 33 sec Izl
Number of Abandoned Calls Average Answer Time Average Handle Time
2 12:25 0
For the last 23 hour 33 min 33 sec EI For the last 23 hour 33 min 33 sec E] For the last 23 hour 33 min 33 sec EI
Longest Waiting Time Number of Busy Agents Number of Calling Agents
00:00:00 1 2

Real Time Dashboard with a live feed into CC4Teams for real time statistics, each
Supervisor will need to create their own dashboard by selecting which indicator’s they
wish to see

oj “as www.vytec.com.au ‘7 1300 192 626

y V4 info@vytec.com.au 9
Vytec s 2 ey



B
Reporting - Historical

Historical Reports Edit Report

Report Type ‘ Call History v ‘ Report Name Call History Report
Call History
Parameters Agent History
Call Trace
Range Public O

Agent Trace

Voice Mail History
Start Date End Date 16/03/2021
Database Step

Outbound History

Start Time Mail History End Time 23:00
Mail Trace
Chat History Merge O
Elements Chatilrace Display by Period
Social Media History S -
on 04
Social Media Trace I
- Day of Month
[Oshow deleted items Day of Week
O  Alex Norton - 3 “
ueue 4
O  Andrew Katzer P, -
gen v
O Andrew Katzer Demo
skill 8
O Aparna Bala
4 »
Queue
Column TOTAL  AVERAGE MINIMUM MAXIMUM PERCENT  SERVICE LEVEL
Handling Time
inging Time H H H
Historical reporting can be
Waiting Time
generated immediately or
#Calls Handled
scheduled to be emailed
#Requeue
daily, monthly, quarterly or
#Transferred
yearly — choose the report
#Calls Waiting . .
type, indicators, agents
1 1 '
#Parked .
gueues and the date/time
#Personal Queue In
S RO range that you want to see.
Queue Overflow
Closed Queue
Joined Agent Count
Transfer Attempts
Transfer Time

@ AAwn ™ oy ) .
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Power Bl Reporting Historical

Occon |2 %

OutboundCallQueue 6.69% =\

SUPPORT 8.58% —

OPERATOR 10.04% ——

Full Name Total Handled Abadonned Parked Transfered Interflow Outbound
Total Calls & Handled Calls & Abandoned Calls by Month calls  calls Calls Calls Calls Calls Calls ngmg
.To(al Calls @Handled Calls @ Abandonned Calls 0 0 0 00 7
Andrew Katzer 1
Sion W s s
Nathan Leggett a7 4 1 2 10 Waiting
Aparna Bala 6 2 3 0 0004 1
Brad Milne 5 2 1 2
C Daniel Wharton 4 2 1 2 ng + Wait
Sammy Tajjour 7 2 3 3 00:00:49
Kearsney Cross 2 1 1 ’ :
0 Andrew Katzer Demo 20 1 1 ;
NOT ANSWERED 282 239 Honde“ng
Calls by Queue 00:24:16
% Total 718 116 329 21 8 32 g 5
HH

—— SALES 56.07%

(Blank) 16.95% —

Total Handled Abandoned Parked Transfered Waited Interflow Voicemail Outbound
471 116 329 (Blank) 8 80 32

Provides a detailed report of all calls/media and interactions with customers and
agents. with filters for all reports to measure by Agent, Queue, Date, Morning, Afternoon
& Evening or by the hour.

.3 .ﬁ\‘
CC4ALL

V2.0

Total  Handled  Abandoned | Parked
calls  calls calls calls 0%'”[)96“637
sip: +61411400608 ’ -

sip: +61735588277 J
sips +611621595039 o) 2 5 19

Waiting
00:00:41

Ring + Wait
00:00:49
Handeling
00:24:16

sip: +611882680708 ) ' 14 9,
sipmnathan@miadistribution.com.au 10 4
sip:andrew.k@miadistribution.com.au
sip: +611625025624 .)

sip: +61209384808 ./

S]p: +61427080001 J

sip: +61282036891 J

sip: +61435932332 J

~
w ou s o

sip:simon@miadistribution.com.au

sipipatrick kappen@emea.ccacloud.com

9
8
7
6
5
5
5
4
sip: +611882680710 J 3
3
3
3
3
2
2
2
2

w oW ow s

sip: +61290638688 J
sip:ccdallsupport@emea.cc4cloud.com

sipssammy@miadistribution.com.au

504 500mm>

sip:sfbtest] @emea.ccacloud.com
sip:brad@miadistribution.com.au

sip:daniel@miadistribution.com.au

sipmathieuvanheijs@emea.cc4cloud.com 2

‘ NEW ZTALAND sip:patknetest1@emea.ccdcloud.com 2

b ind ©2021 Microsoft Corporation Terms T' an 116 329 21 v

Total Handled Abandoned Parked Transfered Waited Interflow Voicemail Outbound
471 116 329 (Blank) 8 80 32

View all the numbers that are calling in and the total calls they have made, including
how many times their call was handled, abandoned, parked or transferred

O) AAn P o .
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Power Bl Reporting Historical Heatmap

Heatmap Mon Tue Wed Thu Fri Treemap of Calls per Hour fal Calls Handled Abandoned Parked Transferred  Interflow  Outbound Ringing
Call Cals Calls Calls Calis & v
00:00 - 1:00 00 - 9 01:00- 200 |03:00- 400 00:00:06

02:00 - 3:00
00:00 - 1:00
01:00 - 2:00
03:00 - 400

2

01:00 - 2:00
02:00 - 3:00
03:00 - 4:00
04:00 - 5:00
05:00 - 6:00
06:00 - 7:00
07:00 - 8:00
08:00 - 9:00
09:00 - 10:00
10:00 - 11:00
11:00 - 12:00
12:00 - 13:00

Waiting
00:00:12

04:00 - 5:00 1 10
05:00 - €:00
06:00 - 7:00
07:00 - 8:00
08:00 - 9:00
09:00 - 10:00
10:00 - 11:00

Ring + Wait
00:00:19

Handeling

02:06:56

Calls per hour by month 11:00 - 12:00 16 3 13

13:00 - 14:00 Houro... @01:00-2:00 @0200-300 P 12:00 - 13:00 8 5 3 1
14:00 - 15:00 13:00 - 14:00 2 2
15:00 - 16:00 14:00 - 1500 3 3 3
21:00 - 22:00 20 15:00 - 1600 2 2
23:00 - 24:00 21:00 - 22:00 1 1
23:00 - 24:00 3 4 1 5
10 Total 284 63 207 2 6 28
0 L -
May 2021
Total Handled Abandoned Parked Transfered Waited Interflow Voicemail Outbound
284 63 207 ; (Blank) / 6 14 28

V2.0

Per hour calls, total, handled, abandoned, parked, transferred, interflow and outbound.

@CC“ALL - —————._.

Full Name Available Rlnglng

@ Become Available @ Become DND @ Become Busy @ Become Offline

Sammy Tajjour 97:57:29 52:49:12 07:48:34 00:18:50 00:00:06
Daniel Wharton 7935:01 80:06:11 02:58:41 00:09:49
Simon Latif 67:22:03 26:11:59 15:02:32 15:03:28 Waiting
Brad Milne 66:59:20 83:31:46 05:07:45 87:31:10
u s Kearsney Cross 60:48:31 40:33:24 09:42:09 74:08:44 0 0 . 0 0 : 3 8
Andrew Katzer 58:06:22 96:09:56 81:07:35 51:35:56
- Matt Milne 4557:06 s57:27:21 49:36:58 Ring + Wait
Nathan Leggett 45:22:19 17:05:09 04:20:34 89:07:37 0 0 . 0 0 :4 5
- i Andrew Katzer Demo 233354 00:35:39 00:37:04 00:00:00
Apamna Bala 09:14:11 05:34:56 13:52:22 56:54:14 Handeling
Alex Norton 0:00 0:0:0 000 00:0
Archie Miranda 0:0:0 0:0:0 0:0:0 0:0:0 0 1 093 1
Daniel Erasmus 0:00 0:0:0 0:00 00:0
00:00 03:00 06:00 09:00 12:00 15:00 18:00 21:00 Frank Wong 0:00 0:0:0 0:0:0 00:0
Kamilija Traskina 0:0:0 0:0:0 0:0:0 0:0:0
E Do Not Disturb N— May Ann Joy Odefia 0:0:0 0:0:0 0:0:0 0:0:0
Eating Tac ‘ Ringing Melvin 0:0:0 0:0:0 00:0 0:0:0
e Wrap- “ MIA MIA 0:0:0 0:0:0 0:00 00:0
Oliver Lamey 0:0:0 0:0:0 0:00 00:0
Olivia McDonald 0:0:0 0:0:0 0:0:0 0:0:0
Pauleen Lieu 0:0:0 0:0:0 000 00:0
hnac Tania Vermeulen 0:0:0 0:0:0 00:0 0:0:0
Available test test 0:0:0 0:0:0 0:0:0 0:0:0
Unavailable Xavier Cui 0:0:0 0:0:0 0:00 00:0
Total Handled Abandoned Parked Transfered Waited Interflow Voicemail Outbound
519 134 365 (Blank) 8 85 37
V2.0

Report on users Microsoft presence state and CC4Teams customisable presence
state, with the amount of time they have spent on each state.

PN T ;
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Power Bl Reporting Historical Webchat,
Social Media and Email

C\ iz -: : & 7 15 @ 3/31/2021 8/16/2021 ﬁ
9CC4ALL 2 | & . B

Full Name Queue Name Average Chat ChatsL1 RS
8 8 1 0 1 1 2 8 2 % Andrew Katzer CCATeams WEBCHAT 62 14
Andrew Katzer Demo CCATeams WEBCHAT 11 9 e
Total Chats Handled Chats  Abandoned Chats Chat handled  Andrew Katzer Demo Teams Direct Routing 9 0 aiting
WEBCHAT 00:00:37
Chat Service Level 1 Total chats by queue IR TEEMEDICE Ry 5 8
WEBCHAT
CC4Teams WEBCHAT 6 0 Ring + Wait
Simon Latif CCATeams WEBCHAT 4 2 00:00:44
Apama Bala CCATeams WEBCHAT 1 8
Nathan Leggett CCATeams WEBCHAT 1 0 Handeling
et Sammy Tajjour CCATeams WEBCHAT 1 0 01:06:15
= I c
H1 | ‘ | CC4Teams WE.
(Blank)

Total Handled Abandoned Parked Transfered Waited Interflow Voicemail Outbound
545 141 378 (Blank) 9 89 38
V2.0

View Total Chats, Handled Chats Abandoned Chats and a conversion percentage of all
mMessaging communications made by your Agents, with individual counts and average
answer times and the ability to filter by queues, date, time or hour of the day.

View all the numbers that are
calling in, how long they have

n =3 s Queoe ipped ones
2 10 St CharelLC SALES
- 2083 12032021 40606 Semcn it CharmelUC SALES on n ceowm

- °92 928 beenwaiting handling time,
ﬂi“.;;;: o . - 688 982 nNumbertheyhave called from,
-““ m——— = - o - 600666 e theAgentthat handled the

e = e e 99999 S caland quick overview with
- 099998 agreentickforit happened
S oo 882828 andaredhyphen foritdidn't
o o 2888282 happen, toseeifthe call was
i s = == 2328 8%e handled, parked, transferred,
erkivnmimesbonteriinbont o 8888298 directedtoan Agentor was
e A At A = oo wen_oon @ B O & O O

abandoned by the Agent.

Available on all channels including, Voice, Social Media, Webchat & Email queues.

@ AAn P rary "
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Admin Centre
Graphical IVR Call Flow

Includes:

o Database - Integrate your database to send information back and forth.

o Comparison - True or False options regarding the database search.

o EDR - monitor calls waiting, call times and available agents and set thresholds to
be redirected.

o Tone (DTMF) — Auto Attendant with Speech recognition.

o Branch — Identify and direct calls to the required location using several different
methods.

o Announcements, Events & Voicemail.

o Queue - with extra options
2 Timeout — set a timer for customers, till they are provided a different option
On Abandon — when an Agent abandons the call before its answered
On Close — when no Agent is online or available, direct to another option
On Handled — when the Agent hangs up on a call, direct to a call survey
Dial Out — enable tone dial out for extra options

o Data Injector — Skilled based routing.

@ AAwn ™ oy ) .
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Schedules

..
- - Realtime

Reports

g Historical

Reports

Call Center v

Queues
Schedules
Skills

Flow

Media Library
Users

External Tabs

—-—
== Tables

D Companies

Schedules

Name

Monday

Tuesday

Wednesday

Thursday

Friday

Saturday

Sunday

v

Edit Schedule

SALES

O All day 06:30- 07:30 08:30- 12:00 13:00- 19:00
O Allday 08:30- 12:00 13:00- 17:00

O All day 08:30- 12:00 13:00- 17:00

O Allday 08:30- 12:00 13:00- 17:00

O All day 08:30- 12:00 13:00- 17:00

All day

All day

Multiple schedules and times can be configured into the call flow

Events

Events

Show 10 v entries

NAME

EASTER

Chris

Events

Show 10 v

92

Vytec

tmas Leave

entries

NAME

EASTER

Christmas Leave

AAn

ACTIVATE NOW RECURRING EVENT START DATE
(AD HOC EVENT)

Apr 02 2021
false false 00:00

Dec 212021
false false 00:00

Add recurring events, once off events, or
activate an ADHOC event for automatic
closure of the call centre when there is an
emergency

20:00- 22:00

END DATE

Apr 05 2021

23:59

Jan 09 2022
23:59

=s www.ytec.comau 73 1300192626  J¥4 info@vytec.com.au




Recordings

" Announcements | Recordings | Dynamic  VoiceMai
.+ Reaktime
Reports
Recordings
Historica
Reports Start Date End Date Search
Start Date End Date
Cacenter v
Media Type Record Type Visible
Queues Inbound&Outbound&Webchats v ManualAuto v
Schedules
Skills
Flow
Media Library Recordings
Users

External Tabs
Display 10 ¥ records per page

VisIBLE 0 oATE A DURATION CALER Queue SKILLS AGENTS SUPERVISORS TAGS MUTED
= tables v

” " Sa0ersac SIS ST 17I0S021 013538 000008 5261411400608 J@emea ccicloud comusersphone SALES  MASKLLSEngish  Andrew Katzer
s

Mail Templates 170052021 013452  00:00:08 ip: 461411400608 o @emes.cedcloud.comuser=phone SAES  MIASKLLSEngish  AndrewKater
WebChat
Pre-Defined Chat 14/05/202106:17:44  00:02:11 ClientlP:115.70.230.23;RegionAustralia/Sydney WESCHAT ~ MIASKILLSEngish  Andrew Katzer
Message
361fdc00-4dee 46€5-2186-bf5" 13/05/2021 052505 00:00:53 5ip:+61411400608 o @emea.cccloud.com;user=phone SALES MIASKILLSEnglish  Andrew Katzer,Brad Milne
Allowed Domains
7e-£771-4005-b062-#c503961ba 12/05/2021 053805 002234 ClientlP:27.32.174.246 Region Australia/Sydney WESCHAT  MIASKILLSEngish  Andrew Katzer
B companies 12/05/2021 053548 00:0201 5ip:+61435932332 ) @emes. ccdcloud.com;user=phone SALES MIASKILLSEnglish  Andrew Katzer
11/05/2021 083723 000133 ClientiP:27.32.174.246 Region-Australie/Sydney WEBCHAT  MIASKILLSEngish  Andrew Katzer
10/05/2021 062326 005810 ClientiP:115.70.230.23 Region-Australie/Sydney WEBCHAT ~ MIASKILLSEngish  Andrew Katzer
100512021 062043 000041 e e — SALES  MASKUSEgh  Andrewketser
TS0 4265 8400 5012503050 1005201 050653 000247 SipE61411400608 ) @emes.ccdcoud comuser=phone SAES. MASKUSEgh  KearsneyGross AndrewNathan
— = e Ml 5 R[S i

Download transcripts for Webchat, Social Media or Email queues, or WMA files for call
recordings, with a simple search function for name, date, time, tags, phone numbers,
gueues, inbound or outbound.

Queue Configuration General

Name | saes [ Endpoints
o
ALLS. 1374580 )
[=} ’ I
o
Integration
B conpune e [,
Schedule
%
R — N s ten s o .
R ; = J—— .
Timers

Ringing TimeoutiCC4skype only) Unsmswered Resson | Unaaaie

Choose the queue type, enable or disable, call pick up, offer calls to Agent who are busy
or away, set a priority of the queue, enter an executable or URL to launch your database
on a call with {CALLERPHONE} search/popup, close the queue if no one is online and

activate a customisable present state to switch a user to unavailable if they miss a call.

@ AAwn ™ oy ) .
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Queue Configuration
= m = m

sssss

8 8 8 8 8 O O

,,,,,,
s ]

Queue Configuration Skills Queue Configuration Supervisor
Give your skilled based routing different Add your Supervisors to the queue and
weights for each queue and customise enable or disable there ability to Active
skills to work different for each queue. Call Monitor
Display [10 ] records perp |

Acess ights

Display 10 | records per page seach ]

s
3

Queue Configuration Members
Add your agents to the queue and choose their access rights, whether they can toggle
on/off ADHOC call recording, join or leave the queue or view their own Realtime reports.

™ yury s
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Queue Configuration Playlist

Add multiple Events Announcements, On Hold Music or Waiting queue music, with

extra options for Waiting queue music to be able to enable tones for Dial Out option or
Dynamic Announcements to let the caller know how many people are in the queue and

the expected wait time.

Queues Edit Queue / SALES
Z  Realtime kil flembs Playl p-Up
Reports

Events
[ Historica
Reports 0 Add
O Call Center Show 10 v entries

EVENT ANNOUNCEMENT
Queues
Schedules
No data availabl bl

Skills

Flow

Media Library Showing 0 t0 0 of 0 entries

Users
External Tabs
O Tebles © On Hold Playlist
Wrap-up code
Mail Templates
WebChat Show 10 Vv entries
pre-Defined Chat
Message ANNOUNCEMENT
Allowed Domains

MOH

Showing 110 1 of 1 entries

Waiting queue playlist

0 Add
search] ] Show 10 v entries search ]
ANNOUNCEMENT ORDER A DYNAMIC ANNOUNCEMENT DIAL OUT
#Dynamic - Waiting Calls 1 "1_Call', "2_Minutes a
MOH

(m]

i m

Queue Configuration Reasons
Customise Present States for Do Not Disturbb and Busy, that are relevant for each queue.

Q Edit Queue / SALES
[ Realtim kil Memb P
eport
Dnd Reason
; [ onaa)
O CaliCenter 0 Show 10 v entries
REASON
Queues
Schedules
Training
Skills
Flow Wrap-up
Media Library
Users

Showing 110 2 of 2 entries

External Tabs
Tables

Wrap-up code
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Queue Configuration
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Send Voicemails to Agents,
Supervisors or External
Emails (Also available

to view/listen in the
CC4Teams App within MS
Teams).
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Agent Plus vs. Agent Pro

Agent Features

Agent interface

Additional DND statuses

Additional Busy statuses

Consulted (warm) transfer to external numbers
Call History

Selective call pick-up (cherry picking)

Immediate (cold) transfer

Immediate (cold) transfer to external numbers
Extended Company Directory and contact list
Real time statistics dashboard

Possibility to join or leave a queue

Join multiple queues and/or multiple media channels
Automatically disabled when not answering the call
Wrap-up codes

Information about caller

Instant search in address book (for transfer calls)
Outbound dialling with number selection

External tab(s)

Waiting calls

Pick a call from the waiting queue

Click-To-Call

System Reporting

Real time reporting on all channels
Historical reporting on all channels
In- and outbound call reporting
Service level reports

Reports related to abandoned calls

Status reports including do not disturb information and
wrap up time

Queue statistics for agent and supervisor
Export to MS Excel
Scheduled Reporting via Email

Power Bl Integration

@
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Agent Plus vs. Agent Pro

System Features Agent Plus Agent Pro
Native integration Teams . .
Native Teams client application ' ' .
Cloud Architecture . . ' .
Multi-Tenant . . ' .
High Availability ' . ' .
Channels: Voice/Email/Web Chat/Social Media (Whatsapp) . ' .
(Multi) skill Based ACD Telephony ' . ' .
Integration with CRM / ERP / WFM (via dynamic URL) ' ' .
Automatic Client Updater ' . ' .
Active Monitoring ' . ' .
Ad hoc call recording ' | .
Automatic and permanent call recordings - . . .
Social Media integration - ' .
Outbound Campaign dialer - ' .
Email integration via EWS (Exchange Web Services) - ' .
Queue Settings Agent Plus Agent Pro
Membership management . .
Supervisor(s) ' . ' .
Skills ' . ' .
Emergency routing ' . ' .
Additional DND statuses ' ' .
Additional Busy statuses . ' .
Welcome Announcements ' . ' .
Music on Hold and waiting messages ' . ' .
Overflow ' . ' .
Automatic Recording ' . ' .
Ad-hoc Recording ' | .
Wrap up codes - ' .
Queue voicemail - . ' .
Database script step - . ' .
Ability to configure multiple endpoints/numbers in a queue - . ' .

@ .. . |
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Agent Plus vs. Agent Pro

Power Bl Reporting Agent Plus Agent Pro

Real time reporting available in Power Bl voice e

Historical reporting available in Power Bl on all channels with '

following templates: voee ‘
1. Call Agent Overview with SLA . . ' .
2. Caller Overview on map ' . ' .
3. Hour Overview with heatmap . . ' .
4. Agent Status Overview . . ' .
5. Chat, Social Media and Email overview . ' .
6. Detailed insights on telephony, chat, Social Media and . . ' .
Emaiil

7. Agent drilldown view . . | .
Administration Agent Plus Agent Pro
Web based administration interface (Admin Centre) - . ' .
Easy and intuitive handling - . ' .
IVR - Interactive Voice Response - . ' .
Graphical call flow editor - . ' .
Dynamic IVR* - . ' .
Administration Tools - . . .
(Multi-) skill Based Routing - . ' .
Roles and rights per member of a queue - . ' .
Access [ synchronization to Active Directory - . - .
Employee from AD can easily be transformed to an agent - . - .
Integration of an agent in other branches or home office - . - .
Calendar and time-based routing ' . ‘ .

Dynamic IVR* - When there are a number of calls waiting or waiting time is longer than set, the system
will take another route

Email Channel Details Agent Plus Agent Pro
Define priority between all channels .
Ignore E-mail / send back to the waiting queue ' ' .
Wrap-Up codes ' ' .

P ) .
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Agent Plus vs. Agent Pro

Web Chat Channel Details

Web Chat channel interface integrated in the CC4ALL client
Define priority between all channels

Ignore Chat message / send back to the waiting queue
Auto-Reply on incoming chat based on Chat Rules

Chat Rules per queue: Accept/Closed by agent, on mes-
sage content, time since last message, ...

System based Chat Rules: Visitor City/Country/IP@/Page
URL, Waiting time, Time on page, Hour of the day, ...

Actions triggered on individual Chat Rules: Send a message
to the visitor and/or the agent.

Pre-Defined Chat Answer Templates
Ignore Web Chat / send back to the waiting queue

Chat Widget styling (size, color, position) from the Web Ad-
ministration Interface

Easy copy & paste Widget Script

Information on incoming Chat: IP@, Queue name, Customer
region, Waiting duration, page URL, OS

Transfer an ongoing Chat to another CC4ALL agent

Social Media & Other Channels

Social Media channel interface integrated in the CC4ALL
client

Support for Twitter, LinkedIn, Facebook, Messenger, Google+,
Instagram, Whatsapp

Native WhatsApp integration

Native CC4Teams integration with Salesforce

Native Dynamics integration

Define priority between all channels

Ignore Chat message / send back to the waiting queue
360 degree customer view

Switch to a private message

Assign an ongoing Social Media conversation to another
CC4Teams agent

Make notes on the customer

*Native CC4Teams integration with Salesforce [ Native Dynamics integration - Avcilable ot exira cost
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Supervisor

Features Supervisor

Agent Pro Licence Included

Supervisor interface/ Client or Web interface

Key performance indicators for real time reporting

Historical reporting regarding handled and abandoned calls

Real time and historical overview regarding waiting times
per queue

High Availability

Monitor the Waiting Queue and Active Call List
Monitor the agent status and timer

Native Change the agent status integration Teams

Send automated alerts to active and inactive agents, in-
and outside the contact center (and per email)

Active Monitoring

Wall display functions

Reporting available in Excel and PDF
Report Scheduler available for all reports
Online reporting interface

Active Call Options: Listen, and barge-in
Possibility to join or leave a queue

Change the agents skill based routing score from within the
Teams interface

—x
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Operator

System Features Operator

Operator interface

Operator status

Call On-Hold & retrieve

Call Park & retrieve

Consulted (warm) transfer

Consulted (warm) transfer to external numbers
Immediate (cold) transfer

Immediate (cold) transfer to external numbers
Waiting queue

Quick transfer - search name -> press enter -> transfer
complete

Sending originating call ID to the destination with a call
transfer

Possibility to add entries in directory

Ad hoc call(Queue) recording

Automatic and permanent call recordings
Create own address list (VIP)

Sign In / Out of Operator group

Pick a call from the waiting queue

92
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