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Agenda

Dashboard Training (introduction)

* concepts/terminology

« feature review

Dashboard Training (concepts & hands-on)
* ... AWalk Thru Your Production Setup...

Provisioning
Sites and Teams
Entry Points and Queues

Routing Strategy

Skills Based Routing

Reporting

Questions
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Memory: 2 GB RAM, excluding operating system
allocation. Note that some applications may require more
memory.

Operating System: Supported operating systems are
listed below. Other client operating systems can be used
at the customer’s discretion. BroadSoft will only provide
best effort support and will not work on product fixes on
unsupported operating systems

* Microsoft Windows: Windows 7, Windows 8 and Windows 10.

* Mac: OSX (when supported browsers are used)

world class service with a local touch




Dashboard — Browser Requirements

Supported Web browsers:

* Internet Explorer 11.0 and above

» Chrome version 40 to 51

 Firefox version 44 to 45

Required browser settings:

» Browser cache cleared before starting the current release for the first time
+ Cookies: Enabled

+ Security level: Medium

* Pop-up blocker: Disabled

-+ JavaScript: Enabled

Adobe Flash Player

« Adobe Flash Player 21 or later.

+ Download the latest version of flash from : https://get.adobe.com/flashplayer/

+ Identify the version of flash installed by launching : http://www.adobe.com/software/flash/about/
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Service Overview




What is CC1?

VERACITY CC-ONE CALL FLOW DIAGRAM

CC1is a virtual
ACD located in W L ¢
the network EE

CC1 provides
“mid-point” call
control

Customers

WFO - Clb

f.’ e conact cer

Omn Chann | (SMS,
e
-»
X

Chat, Email, Social Media) +

V NET\NCDI:II-K E‘:M

Telephony Ecosystem

&7 Veracity Internet
Agents 2 )

0 Calls never touch the public Internet. Veracity Networks is an end to end
’ﬂ solutions provider, delivering Data, Managed Voice and Contact Center
n solutions!
Office Staff
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What does CC1 do?

For the caller
 Auto-attendant and call queuing
« Call routing based on menu prompts and selections
For the agent
 Call management (hold, consult, conference and transfer)
» Make calls (out)
» Agent state management (available, break, etc.)
 Personal statistics
For the system administrators
« ACD administration
 Access control rights
 Agent provisioning
For the management team (including QA)
« Call Monitoring
» Call Recording
* Real-Time Reports
» Historical Reports

WERAEE

world class service with a local touch




ccim Supervisor " _
uality Assurance
Dashboard ! Dashboard ! Q y
CC1™ cci™ cci™ CcC1™
Management Information Enterprise T Hosted

l Portal

Server

Data Replica

Data Access Services
Jukebox ]
Web portals provide all user access

/CCJ_T%

Java applications provide routing, queuing, call
Application Services

Application Services

monitoring, and other call management functions
ccim N ccim
Call Control Agent Control _Ca” & Agent Control
Gateway Gateway CC1 Software provides call and agent control
----- Media Server Network Infrastructure
PSTN L Transport PSTN
i Network if
Media ~ Media
Gateway Gatewav
Enterprise Customer Contact Center CITY.
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What are the CC1 components?

(20f 2)

* Network Infrastructure
* Media gateways: provide connectivity to the public telephone network
» Media servers : provide voice prompts, music in queue and music on hold
* Network routers: provide connectivity to the internet and private networks
- Call and Agent Control
« Agent control gateway: accepts agent applet connections and data exchange

« Call control gateway: manages the flow of the call across the network elements
(above)

« Application Services

» CC1 applications that provide the ACD and call control functions and features for the
management team (including QA)

- Data Access Services
« CC1 management portal: provides access to the CC1 dashboard features
 Information servers: contain hosted call center data
» Jukebox: contains hosted call recordings
- Data replica: contains call center data for a single customer \\/ CITY.
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Inbound Call Flow — Agents Available

1 - Agent logs into CC1 through a Java
applet/Call Console and is available to
take calls. (Agent states include: Ready,

———————— o “.._Not Ready, Avaiable, Not Avaiable
s Agent Control Gateway *
2- Customer calls the contact center. :  CCl CC1 . \‘

- Call Control  Application .** :
CC1 : Contact Center

. Gateway Server ¢ . :
. Information Server: .
' Origination E 900 0000OCOCOOOOOIOOOOONONONONONONONTOIDS : DeStInatlon
. Grnnnnnn L L E -
' 3 ccl !" : \‘
- Management Portal =

---------------------------------------------------------- \d

3- Call lands on a media
gateway in the network POP

Contact Center

L 1

Contact Center

», % 5- CC1 Call Control Gateway requests call
*, Randling instructions from the CC1 Application
0% Server via CCXML, and the

% Call Control Gateway instructs the
. % Media Gateway where to route
the call

4 - Media gateway signals
CC1 Call Control Gateway
via SIP that a call has arrived
% & needs handling instructions

Client Enterprise
6 - Management control and
operation (e.g. routing, reporting
and call monitoring) are accessed
by the enterprise via a web
browser

Media Gateway Media Server
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Inbound Call Flow — No Agents Available

Agent Control Gateway
cc1 Cc1 ¢
= Call Control

‘0
Application ’."

Server . «*
Origination

\I\\—w—/
: : Contact Center
. Informat|on Server .
E 900 0000OCOCOOOOOIOOOOONONONONONONONTOIDS DeStInatlon
&Net&rk : wm
o : EEEEEE !Al““ o

|}

Contact Center

- ....................M?!’J?.Q?.’P.‘?D!.E’.Q[E?! ................

, s, CC1 Call Control Gateway requests
Y call handling instructions from the CC1

s, Appllcatlon Server via CCXML

‘ ‘

‘

When the agent becomes

available the parked call is

routed to the agent.
Client Enterprise

Contact Center

Media Gateway

In this case, the call is instructed to be parked on
the Media Server for queuing. Music or

announcements are played. The media files used
are specified by the CC1 Application Server

Media Server
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Inbound Call Flow — Call Monitoring

G$ S EEE NN NN EEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEEE,
.

CC1
Agent Control Gateway

.
o
.

CC1 CC1 o

*

Call Control Application .o"
Gateway Server ,+*
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=
Contact Center

sSEsmssEEmmEREns®

Destination

Origination

4‘-...

gSEEEEEEEEEEEEEEEEEEEEEEENg
. .

0
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.
.

Contact Center

Enterprise supervisors have
visibility and real-time control over
. C2Il monitoring

-
<

Client Enterprise

Contact Center

Media Gateway Media Server
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Dashboard Training
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CC1 Provisi

loning Framework

Call Routing Resources

Queue Strategies

ol

Entry Point Strategies™

<>|| Control Scripts

; Wave Files
------------- !Wave Files

!Wave Files

Call Handling Resources

Agent Profiles
CEP
S =Y

Address Books
el

J Skill Profiles

LB

IHIIH

SITE X

“’M*Team 1 iQM Team 2

Aqe% Aqe% Aqeﬁs Aqe%

TivkdalTeam 3

Aqe'/s Aqents Aents
Y 8 3
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Entry Point. The initial landing place for customer calls on the CC1 system. One or
more toll-free or direct dial numbers can be associated with a given entry point. IVR
call treatment is performed while a call is in the entry point. Calls are moved from the
entry point into a queue and are subsequently distributed to agents.

Queue. A holding place for calls while they await handling by an agent. Calls are

moved from the entry point into a queue and are subsequently distributed to agent team(s).

Site. A call center location under the control of the enterprise. For example,
an enterprise named Acme might have sites in Chicago, Manila, and Bangalore.

Team. The logical grouping of agents. Teams handle calls for one or more queues.
Agents can belong to more than one team, but agent can only log into one team at a time.

. A person who answers customer calls; also referred to as a customer service
representative.

. A group of permissions and Agent Desktop behaviors that can be
assigned to specific agents. Each agent profile specifies permission levels relating to
queue transfers, agent consults and transfers (“buddy teams”), wrap-up and idle codes,
wrap-up time-out values, and agent auto-available.

\V4
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Create/edit call handling resources
- Sites
* Teams
* Agents
« Agent profiles
« Skill definitions
« Skill profiles
* Address books

Create/edit call management resources

 Create entry points and queues
 Create routing strategies

\'4

world clas
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CC1 Dashboard: Reporting Features

* Real-Time and Historical Reporting
* Real-time call statistics
« 30 minute interval reports since midnight
* Historical (13 months) reports and trend analysis
- Call detall reports

- Agent Statistics
* Report by site, team, or agent
* Real-time agent state visibility
* Historical statistics
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CC1 Dashboard: Call Monitoring and
Routing

» Call monitoring
« Silent call monitoring
 Mid-call monitoring
« Monitor by v-team, site, and/or team
« Monitor from any location

- Call Routing

* View call distribution strategies
 Create routing schedules

« Perform changes to routing logic
* Create new call flows

\'4
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Entry Points and Queues: Typical Call Flow

Toll free number is mapped to an entry point

Entry point IVR treatment

Call is routed to a specific queue

Call in queue is distributed to one or more teams of agents

e

> Queue

Entry Point > Queue
>{ Team 2 >

g Queue




20

Production Setup Walk-thru

Dashboard Training




Launching the Dashboard
5 o s x Dashboard URL: https://portal.ccone.net s

& [¢2Eh) ‘ @ Secure | https://cas.ccone.net/cas/login?service=https%3A%2F%2 Fportal.ccone.net®2Fportal%2Fcallback%3 Felient_name%3DportalClient Lol *‘ Qo e DX 00 6w

w broadsoft

Username:

Password:

Forgot Your Password?

For security reasons, please log out and exit your web browser when you are done accessing services that require authentication!

Copyright © 2017 BroadSofl Inc.All Rights Reserved
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https://portal.ccone.net/

Provisioning Module on Dashboard

¥ CC-One Portal | Tenant X - b
C 1Y | & Secure | https://portal.ccone.net/portal/customer-nav?__tid=1000029 Qe @ O @ 0 X [ 4] @® w
p—
A Y broadsoft — ¥ [ VeracityGOLD | Local Time @ Allen Sproul ~
= VeracityGOLD Dashboard
@ Provisioning v
IN IVR IN QUEUE CONNECTED AVAILABLE AGENTS
0 f\n 0 ! 0 @ 0
Call Snapshot Report Call Interval Report
0= 10 =
o o
LR g
T4 74
LE] 5
LE No records available 54 Mo records available
2 .
ER i
24 24
14 14
0 . 0
Agent Snapshot Report Historical Report
104
o
5
a4
54 Mo recards avallabie
Ne records available o
QA r 5+
2
= Analyzer D .
0
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CC1 Provisioning - Overview

* Create/edit call handling resources
- Sites
* Teams
* Agents
 Auxiliary Codes for agent profiles
« Agent Profiles

* Create/edit call management resources
 Create Entry Points and Queues
« Manage DN to Entry Point mapping
 Create routing strategies

\'4
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CC1 Provisioning - Agents

* Agents
« Agents are associated with a site
« Team(s) are assigned to the agent
* Agents are assigned to team(s)
* Agent Profiles are assigned to the agent

* Agent Profiles Consist of:

 Collaboration settings to enable conference, transfer for selected
queues and “Buddy Team” agent targets

 Available Idle / Wrap-Up Codes




CC1 Provisioning - Teams

- Call Distribution
* Calls in queues are distributed to teams
« Agents are assigned to teams
« Calls in a specific queue can be routed to one or more teams

* Queue routing strategy determines which the grouping, order, and
timing of team distribution

« Calls can be distributed to agents in a team based on longest available,
skills, etc.

\\/ CITY.

NETWORKS
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CC1 Provisioning — Team Types

- Agent-Based
* most commonly used type of team
« composed of agents who select that team when logging in to the applet

« when an agent is selected, a call is placed to the phone number he or
she entered at the log in

* an agent can only log into one team at a time
- Capacity-Based
- a different type of team
 each capacity-based team has an associated phone number

* when a capacity-based team is selected, a call is placed to that phone
number

» calls in excess of the specified capacity for the team will be queued

\\/ CITY.

NETWORKS
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Routing Strategies
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Entry Points and Queues

« Team — generic term for both entry points and queues
« Typically the call flow proceeds from entry point to queue
* Itis also possible to proceed from entry point to entry point

 Callers typically press keys to make selections in an entry point
routing strategy

* Itis also possible for the caller to press keys in a queue routing
strategy

Entry Point

g Queue

Entry Point

g Queue

\\\/E RACITY.
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Routing Strategies

- Both entry points and queues require routing strategies

- Routing strategies specify the system behavior

* Entry Point
IVR functionality
Screen pop
* Queue
Music/messaging in queue and on hold
Routing type
Longest available agent

Load balance
Etc.

Call distribution (to agent teams)

« A single entry point or qgueue may have more than one routing

strate and typically does
ay ( ypically ) v ey

NETWORKS
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Control Scripts

« Control behavior of entry points and queues

* Created by CC1 customer success manager or
professional services

» Created under Call Flow Builder (CFB)

* Once uploaded/created, may be used in
multiple routing strategies

* Note: custom (PS-generated) control scripts
may require additional configuration in order to
function correctly

Y = 2ACITY.
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Entry Point Example

/ ®® Routing Strategies %
v

=TI = B

&« C 0 | & Secure | https://portal.ccone.net/cdsui/rs/find/AWEfP1CVsKikdQdhvy Dv/AWItLKdRRRzGhnC7 1x1Z/UPDATE?

a%®@ee0ox

Call Routing ~  Team Capacity

ripts  Resources  Queue Precedence

00 e w :

@ Allen Sproul ~

Overwrite Routing Strategy

% Routing Strategies > Edit

General Seitings

Name Open M-F 0000-24000 Enterprise Name VeracityGOLD
Status m Entry Point  Entry Point-1
Time Settings
Start Date B 15Mar201s Start Time @ | 0000
End Date B | o1-Jan-2030 End Time @ 2400
Day of Week Weekdays v { 5;. \ @ e @ ° ° ( s_a‘ \
Advanced Settings
Music on Hold defaultmusic_on_hold. wav v
call Control -

Control Script

Greeting

Agent_Queue

Copyright @ 2018 BroadSoft Inc. All rights reserved

Greet_o_Queue

defaultmusic_on_hold.wav

Queue-1

:

(mediaFile, A valid media file.)

x v

. (vteam, A valid VTeam.)

=D =D

Varcinn 10 0 1072

RACITY.
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Routing Strategies

- Default routing strategies cannot overlap with one
another

* Non-default routing strategies can overlap with default
* Non-default take precedence

* Non-default routing strategies cannot overlap with other
non-default

Non-Default
Default ‘

world class service with a local touch



Routing Strategies (cont.)

Right
[ esedan [ opn | cosearw |

default

Wrong

T T
e () ee () coman |

NNNNNNNN

|||||||||||||||||||||||||||||||

default

default




Routing Strategies (cont.)

- Two routing strategy types:

» Default
* Non-default

 Specified at time routing strategy is created

Advanced Settings

Music on Hold Select an option

Flag as Default Routing Strategy n]

* Two “levels”

\\/ CITY.
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Current Routing Strategies

‘ broadsoft Call Routing +  TeamCapacity ~ Control Scripts ~ Resources  Queue Precedence @ Allen Sproul +

Ca” ROUTiﬂg SUBTEQY List View B Calendar View > 3= List View > [ Deleted Strategies

Select Entry Point/Queue © Entry Point-1

+ New Strategy Search

Name (1] Status Default Repelition Start Dale Start Time End Time End Date

Current-Open M-F 0000-24000 AWItLM7KRRZGhnC71x1a Current No Weekly 15-Mar-2018 0000 2400 15-Mar-2018
Closed 55 0000-2400 AWItMAKgOqf2Z8R0d_ri Active Yes Weekly 15-Mar-2018 0000 2400 01-Jan-2030
Open M-F 0000-24000 AWItLKdRRRZGhnCT1x1Z Active No Weekly 15-Mar-2018 0000 2400 01-Jan-2030
Open Mon-Fri 0800-1700 AWGfnjXh0gf2Z8ROdIIW Active Yfes Weekly 16-Feb-2018 0000 2400 16-Feb-2028

The current routing strategy is the active routing strategy

It is a working copy, created by the system, based on attributes such as status,
default, start date, start time, etc

In order for changes to a routing strategy to take effect, you may need to delete
the current copy

A new current routing strategy will be created automatically, assuming an
active routing strategy for that time period exists

The current routing strategy will be regenerated periodicall
g gy g P y V CITV.
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Current Routing Strategies (cont.)

» Select multiple Entry Points or Queues.
* Display current routing strategies for each.

‘ broadsoft Call Routing ~  Team Capacity  Control Scripts ~ Resources  Queue Precedence

* Routing Strategies

Filter %» Global Routing Strategies S’[F&tE‘QIES

Entry Point A
Entry Point .
Entry Point Name
n:! . *
Entry Point-1 Current-Open M-F 0000-24000

<G Apply

\\/ YACITY.
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Global Routing Strategies

- Takes precedence over routing strategies defined “locally” at the entry point or queue
level

+ A single global routing strategy can be applied to multiple entry points or multiple
queues

* Non-default global routing strategy takes precedence over default global routing
strategy

* When active, global routing strategy shows up as “current” routing strategy for entry
point or queue

‘ broadsoft Call Routing ~  Team Capacity  Control Scripts  Resources  Queue Precedence

% Routing Strategies

Global Routing St

% Current Routing Strategies

Routing Type Queus CC-One ACD ﬂ:

Global Routing Strateqgy List

= New Strategy

\\/ CITY.

NETWORKS

world class service with a local touch

37




Routing Strategies Example

M Inbox (21) - cdonato@b: X ' EM BroadSaft - Calendar - v X | “® Contact Center | Dashbc: X / % Call Routing Strategy - 1 '\ “® Provisioning - https://dz. X ) aEE@s  — X
& = | 8 Secure | https://dashboard-bec.transerainc.net/cdsui/rs/list/2483 | @ o H
Apps ) Broadsoft- My Appl B Lucidchart Calendar - ®% DEMO Contact Centc "% Birch PROD Contact© [} Agent Desktop Laun: @ SwaggerUl- hitpsy// @& Sharedwithme & Shared withme - Go $8 CC-OneCustomen B Login|Smartsheet - N Knowledge Base - ki #% ANALYZER »
broadso Routing p o p R Q Preced p do degeP ol | Mo g
Call Routlng Strategy List £ CalendarView - iE ListView - B Deleted Strategies
Select Entry Point/Queue O EP_Angies List v
New Strategy Search
Name "] Status Default Repetition Start Date Start Time End Time End Date

H Current -Mon-Fri Open 0700-1900 114789 Current Yes Weekly 18-0ct-2017 0700 1900 18-0ct-2017

i Mon- Fri Closed 1200-2400 111438 Active fes Weekly 11-0ct-2017 1300 2400 11-0ct-2057

i Mon-Fri Closed 0000-0700 111444 Active Yes Weekly 10-0ct-2017 0000 0700 10-0ct-2057

i Mon-Fri Open 0700-1900 111483 Active Yes Weekly 11-0ct-2017 0700 1900 11-0ct-2057

H Sat Closed 0000-0700 111451 Active Yes Weekly 11-0ct-2017 0000 0700 11-0ct-2057

i Sat Closed 1600-2400 111457 Active fes Weekly 11-0ct-2017 1600 2400 11-0ct-2057

i Sat-Open 0700-1600 111475 Active Yes Weekly 11-0ct-2017 0700 1600 11-0ct-2057

i Sunday Closed 109762 Active Yes Weekly 07-0ct-2017 0000 2400 07-0ct-2057

Showing 1 to 8 of 8 entries

First

Previous - Next Last

Routing Strategy - Vteam Mapping Details

Number Destination Type Routing Strategies
1 asa Q AngiesList Queue Mon-Fri Open 0700-1900,Sat-Open 0700-1600
2 sss Q_InsideSalesvM Queue Man- Fri Closed 1900-2400,Mon-Fri Closed 0000-0700,5at Closed 0000-0700,5at Closed 1600-2400,5unday Closed

Showing 1to 2 of 2 entries

Entities displayed in the Routing Strategy - Vteam Mapping Detaiis table are based on user access.

Copyright ©2017 BroadSoft Inc. All rights reserved.

Version 2.1.0
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Routing Strategies Example - EP

/9 Call Routing Strategy - b X \ ) . — X
&« c ‘ & Secure \ https://dashboard-bcc.transerainc.net/cdsui/rs/list/2433 A4 | O L7 o H
[ AgentDesktop Laun: @ Swagger Ul- https// & Shared withme @ Sharedwithme- Go. 88 CC-OneCustomerE: 4 Loglin|Smartsheet- N Knowledge Base - Kk "% ANALYZER »

Apps @ Broadsoft - My App E Lucidchart fE] Calendar - *% DEMO Contact Cent=  *% Birch PROD Contact
Help cdonato | EdgePestControl | Mountain Daylight Time

TeamCapacity ~ ControlScripts  Resources  Queue Precedence

broadsoft Call Routing ~
B calendarView List View -~ W Deleted Strategies

Call Routing Strategy

Select Entry Point/Queue O EP_Chicago -
New Strategy Search
Name ] status Default Start Date Start Time End Time End Date

i Current-Open 24X7 113609 Current Ves 18-Oct-2017 0000 2400 18-0ct-2017

i Open 24X7 109574 Active Yes Daily 20-Sep-2017 0000 2400 20-Sep-2057
Showing 110 2of 2 entries First Previous . Next Last
Routing Strategy - Vteam Mapping Details

Number 15 pestination Type Routing Strategies

Entry Point Open 24X7

1 O EP_MainMenu

Showing 1o 1of 1 entries

Entities displayed in the Routing Strategy - Vteam Mapping Details table are based on user access

Version 2.1.0

Copyright © 2017 Broadsoft Inc. All rights reserved.
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Routing Strategies Example - Queue

¥ Routing Strategies - http X | ) @EEE. — x
J
<« (& ‘ & Secure \ https://dashboard-bcc.transerainc.net/cdsui/rs/find/2319/114418/update? Q {7| O (%] o H

w broadsoft

Overwrite Routing Strategy

Apps @ Broadsoft - My App E Lucidchart fE] Calendar - *% DEMO Contact Cent=  *% Birch PROD Contact

TeamCapacity  ControlScripts  Resources

[ Agent Desktop Laun:

@ Swagger Ul - https/

& Shared withme & Shared with me - Go

88 CC-OneCustomer: B " Logln|Smartsheet- M Knowledge Base - Kn "% ANALYZER »

Help

mirol | Mountsin Daylight Tim

P Routing Strategjes - Edit

Genersl Settings

Name Mon-Fri Open D700-1900

-

Routing Type Longest Availsble Agent
Time Settings

Start Date B | 17-0ct2017

End Date B | 17-0ct2057

DayofWesk Weeldays
Advanced Settings

Music on Hold defaultmusic_on_hold.wav

Retries within the Team 3

Call Contrel

Control Seript QueueCall

Mgz hold_for_sgent wav

call Distribution

Add Group

ol-1-1-1-1-15

.

(mediaFile, A valid media file.]

EnterpriseName  EdgePestControl

Queve  Q_CustomerService

Start Tima © | oo
End Time © 1500
Maximum Time In Queus 1800

Groupt

Teams

Team Name

Customer Care

Site Name

Status

In Service

Team Type
Agant Based

Hr:g/i;‘
NETWORKS
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Resources Library — Music & Messaging

/9 List All Resources - https X\

callRouting ~  Team Capacity

) Gl x
c ‘ & Secure \ https://dashboard-bcc.transerainc.net/cdsui/re/list.html| A4 | O L7 o H
Apps @ Broadsoft- My Appl [ Lucidchart FE] Calendar- *® DEMO ContactCent= *%® Birch PROD Contact - [Y Agent Desktop Laun: @ Swagger Ul- https// & Shared withme & Shared with me - Go. 88 CC-OneCustomer - 4 LogIn|Smartsheet- ¥ Knowledge Base- Kn "% ANALYZER »

ControlSeripts ~ Resources  Queue Precedence Help cdonato | EdgePestControl | Mountain Daylight Time

List All Resources

4P Resources -~ View

Showing 1to 19 of 19 entries

Resource Name

Welcome_with_may_be_recorded.wav

TierlGrestingwav

TestOneOneEntered.wav

TestOneEntered.wav

TestEnterOnewav

Silentwav

ResidentialMenu.wav

MainMenu.wav

hold_for_agentwav

ExtensionDialing.wav

EdgeGenericGreeting.way

defaultmusic_on_hold.wav

CommericallnsideSales.wav

Copyright © 2017 Broadsoft Inc. All rights reserved.

Search

If  vLast Uupdated
09-0ct-17
05-Sep-17
13-0ct-17
13-0ct-17
13-0ct-17
25-5ep-17
03-0ct-17
03-0ct-17
06-0ct-17
22-5ep-17
21-Sep-17
05-5ep-17

22-5ep-17

First Previous - Next Last

Version 2.1.0
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Audio/Music on Hold

When a call is queued on the CC1 network, an audio file continues to play
until the call is distributed to a team with available capacity.

If the call is queued for longer than the length of the audio content, the
audio file loops back and restarts from the beginning.

CC1 recommends the audio file include a brief delay message followed by
music.

The message should announce the name of the associated queue or dept
the caller has reached, instruct the caller to hold for the next available
agent, and “may” if applicable - include a warning that calls may be
monitored.

You can record one audio file for each strategy, so the message can vary
by time of day, day of week, holiday schedule, and other factors.
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Creating Audio-on-Hold Files

If you don’t have a source that can professionally record and provide audio music and
messaging files, CC1 recommends using the Goldwave Digital Audio Editor to create and
manipulate .wav files to use for audio on hold.

This editor can be downloaded from: http://www.goldwave.com/release.php

You can splice the voice prompt content to the front of the music file using the Goldwave
application by copying the entire voice waveform and pasting it into the beginning of the
music file. Because the file will loop back to the beginning, make sure that the length of

the music is sufficiently long to avoid annoying repetition.

You can also use the Goldwave application to convert music from MP3 or other formats.
Be sure to comply with copyright laws for any music you use.

Use the following file format and settings:
wav: u-Law, 8.000 kHz. 64 Kbps, mono

Give the audio-on-hold file a name that does not exceed 23 characters, including
the extension.
Otherwise, you “may” not be able to upload the file to the CC1 system.
VERAGITY
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Media Files (cont.)

Implementing Audio on Hold

44

To implement audio on hold:

1. Upload audio files as described in Uploading a Resource File.

2. Create a routing strategy that uses the audio file (see Creating a
Routing Strategy).

3. Make a test call to ensure that the appropriate audio file is played
when your call is queued.




Call Flow Builder (CFB) — Control Scripts Library

Welcome Ben | MissDig | Eastern Standard Time

Call Routing
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Control Scripts
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Oct 25, 2016
Oct 25, 2016
Oct 25, 2016
Cct 25, 2016
Now 15, 2016
Oct 19, 2016
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CFB — Call Flow Builder
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Skills-Based Routing
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Skills-Based Routing

- Skills-based routing (SBR) is an optional CC1 feature
that enables you to assign skill requirements, such as
language fluency or service/product expertise, to

Incoming calls so they can be distributed to agents with a
matching set of skills

\\/ I 4
NETWORKS
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EPs, Queues, and Team/Agent Skills

« Entry Point

* An entry point is the initial landing place for customer calls on the CC1 system
* One or more toll-free or direct dial numbers can be associated with a single entry point
* IVR treatment is performed while a call is in the entry point

* IVR treatment can simply greet caller and pass to queue or greet, present a menu of options
and route to the appropriate queue based on the selected option

« With SBR, the entry point assigns skill requirements to the call based TFN or IVR
selected option

* Queue
* A queue is where calls are held while they await handling by an agent

 Calls are moved from the entry point into a queue and are subsequently distributed to
assigned teams to available agents for call handling

* With SBR, relax or remove skills to handle inbound calls based on the skill
requirement assigned in entry point

- Skill to Team/Agent Provisioning

* Provisioning is used to select a skill profile for a team or an agent. If skill profiles are
assigned to both a team and to an agent, the agent skill profile will take nrecedence nver a

team skill profile V CITY.
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Skills-Based Routing — Call Flow
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Skills-based routing begins with the creation of skills
definitions. Skill definitions under the provisioning
module allows administrators to create, view and edit
skills that can be assigned to calls and to skill profiles,
which can then be assigned to teams or individual
agents.

The maximum number of active skills are defined by
parameters set in the tenant settings. Up to 200 skills
definitions can be created on a tenant.

Once created, skill definitions cannot be deleted from the
system.

world class service with a local touch



Skill name — enter name of skKill
Skill description — optionally, enter a description of skKill

Service threshold — # of seconds a customer call can be In
gueue for this skill before flagged as outside of service level

Skill status — active or not active
Skill type:

* Proficiency — range from O to 10
* Boolean — value of true or false
» Text — a free form text skill (route by value)

 Enum — a named set of predefined values, example a product line
can include a list of stationary, electronics or office furniture

\\/ CITY.
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Skill Profile

A skill profile is a set of skills, each with an assigned value that can
be assigned to an agent-based team or to an individual agent.

« For example, a skill of English might be assigned a high level of
proficiency in one skill profile while set to a lower level in another

; Skl Profile List
open &l | close al Skill Profile List
(Test Drived woflevit
[-EgUSA Denver CO Profile Hame Deseription
ng USA Plano Tx O AdvEndlish &P oduct Hichly proficiert english speakers wha can hande sl products
- AgentProfiles
AdvSpanizhAIPraduct Hicghly proficiert Spanish speakers who can handle &l praducts
-] addressBook 0 e P ’ P
. oo i =k : . .
..Q 2kill Definitions O Ennlizh-Spanish-Elec Enulizth and Spanish agents focuzed on Blectronics
e kill Profiles O Enalish3AlIProducts Basic English with abilty to handle sl product lines
amn AlIProductline () EnafishBilingTrus
~ans Spanish3upport () GpanishlProducts Basic Spanish with abilty to handle sl product lines
AR BUperyisor ‘ +| dd H ,| Edit |
0 Support
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For this skill type

Do this to specify the skill value

proficiency Crag the slider to a number between 0 and 10 to indicate how
praficient the agent = in this skill.

boolean Click one of the radio button: to specify whether the agent
has this skill {true} or does not have the skill (false).

text Enter a maximum of 20 characters (including spaces).

enunm Select the check box next to each list value that represents a

skill the agent has.

VERAGITY
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Assigning Skill Profile

* You can optionally select a skill profile for a team or an agent

« |If skill profiles are assigned to both a team and to an agent, the agent
profile will take precedence over a team skill profile.

* You cannot assign a skill profile to a capacity-based team
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Reporting Framework
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Real-Time Reports

Volume, Resources,
Caller “behavior” Agent “behavior”
Call tracking Agent Performance

Call Reports Agent Reports

Right Now Today Right Now Today
Snapshots Interval Snapshots Interval
“Personal” “Personal” “Personal” “Personal”
Custom Customized Custom Customized
Snapshots Intervals Snapshots Intervals
| | | |
Report By Report By Report By Report By
Entry Point Entry Point Site Agent
Queue/Site/Team Site Team Site
Queue Multiple teams Team
Team V C I TYM
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Historical Reports

Volume,
Caller “behavior”
Call “tracking”

Agent call “dispositions”™
Agent Idle Reasons

Resources,
Agent “behavior”
Agent Performance

Call Reports Agent Reports Auxiliary Reports

Date/Time
Agent call “dispositions™

Date/Time

. . gent Idle Reasons
Date/Time Date/Time

Wrap-up Reports | | Idle Reports
| |

“Personal”
“Personal” Custom
Custom Agent Reports
Call Reports | “Personal” “Personal”
Report B
| ﬁH Custom Custom
Report By Team Wrap-up Reports Idle Reports
Entry Point Agent | |
Site Report By Report By
Queue Site Site
Team Team Team

Agent \\/‘gem CITY.
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Questions?
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Thank You!

Allen Sproul

Customer Experience Director
801-709-2102 (desk)
801-358-5270 (mobile)
allen.sproul@veracitynetworks.com
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