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Agent’s Interface

InConcert Agent is the software module that the different agents will use in their work for the
Contact Center. The software is compatible with Windows XP, Windows Vista and Windows 7.

The agents can have a software based phone, or a regular phone connected to the computer.

The InConcert agent module is easy to use, with a friendly interface. It allows the use of multiple
functionalities and several varieties of interactions with the client; this allows higher
performance standards and more efficiency.
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After the agent starts the Bar Agent application, the software will prompt him to login to the
system. Each agent will have a Username and Password previously assigned by the

administrator.

A

Concert

Usermame: i RDrecker Emastersaling

Password: | wens|

Log In

cance |

» Username: type the username assigned by the administrator, indicating the Virtual Call Center by

adding a ‘@’ followed by the name of the VCC.

» Password: the administrator will allocate a password for each agent.

The username field is not case sensitive, while the password field is.

To change the agent’s password please see page 11 of this manual.
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Basic Layout
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This is the basic layout of the agent’s bar.

It’s composed with three modules in the upper part:
» Active interaction list (A): located to the left, it shows a list of the active interactions of the agent. An

interaction is active as long as the agent has not completed the necessary steps to finish it.

» Interaction Tray (B): located in the lower side to the left, this tray contains the interactions that need

further processing.

» Function bar (C): this contains the buttons the agent needs in order to carry out the different

interactions with clients.

» Additional information (D): located in the lower side to the right, it will show additional information

about the agent, number of calls on hold, the amount of time the agent has been on the phone, etc.

» Interaction Information bar (E): located to the right, it contains different icons with information on

the current state of different interactions.

Note

Once logged in, the system will set the status to “Pause” by default. In order to begin the interactions process, the
agents will need to deselect the “Pause” status by clicking on it once.
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Inconcert

Main Menu

This is the icon that represents the main menu of the Agent’s bar.

By clicking this icon, the agent has access to:
Q »

the top of the screen

Minimize the bar
Keep itin a single line

Move it to the bottom or

> Set a pause
Minimize > Set a break
ITSingle Line
> Change password
Bottom
> Configure sound
Fause
preferences
Break »
Change password > Configure the
Sound service for one server or
Configuration another
Exit > Reconnect
> Exit the application
Minimize
This command will minimize the application.
The Bar Agent will be then accessible Ty ﬁ. ;‘-I- 04:08 p.m.

Agent Manual
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through anicon placed in the notifications area, next to the clock.

As shown in the picture, the icon appears next to the othericons in the notifications bar.
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Single Line

To maximize the working space, the agent can set the bar to show only the line with the buttons.
This is called single line and can be achieved by clicking on the logo button, and selecting
“Single Line”.

Bottom/Top

By checking this option on the main menu, the bar will be moved to the top of the agent’s
screen, or to the bottom. Of course, the options are mutually exclusive.

Pause

If the “Pause” line is checked, the agent is not available for interactions.in this case, when the
agentis in pause, he can perform other tasks, but not receive inbound interactions. Being in
pause means the agent is available for work, even though he will not be accepting incoming
interactions.

When on a break, of any kind, the agent is NOT available to do any sort of work.
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Break

Minimize

Single Line
Bottom

FaLse
Break
Change password
Sound

Configuration

Exit

Break

Cofes time

Agent is out for lunch
Out for a while

Perzonal

Smoking time
Toilette

Training

The agent can take several kinds
of breaks, that are set by default
in the system, or that can be
configured by the administrator
during the set-up process of the
VCC.

The different kinds of breaks are
set up by the administrator during
the creation of the VCC. It’s very
important that the agent sets the
correct break status when he is
away of the computer, since all
the data collected will appearin
the reports.

Once the agent selects one of the
break status, all the functions of
the Bar Agent are disabled.

lo
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Change Password

The agent can also change his password by clicking on the “Change Password” option. Once
clicked, the system will prompt the agent to write the old password, and the new one twice.

Once accepted, the system will be accessible for the agent only with the new password.

Please contact the administrator if you have any problem with your password and or username.

2inConcert

Sound

Enables or disables notification sounds. For example, if there is an incoming call the agent will
hear a notification if the sound is enabled.
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Configuration

| inConcert Allegro Agent Connect

Enter server addrezs to connect to; 0k I

|10.0.2107 |

Cancel |

This option enables a prompt that lets the agent choose a server to work in. The servers are
identified by their IP address.

Reconnect

In case the agent loses connection with the server, clicking on this button starts the
reconnection process. In this case, the system will not prompt the user for the Username and
Password again. It’s important to notice that this reconnection will be with the same server that
was configured for the interactions. If the agent needs to connect with other server, then he has
to configure that in the “Configuration” menu.

Exit- Log Out

Exits the application and the bar agent is closed. Also the agent is logged out. If the agent has
active interactions in the moment of exit, the system will not complete the logout process until
the agent finishes the interactions.
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Buttons

Make a call

This button enables the agent to make a call to a given number. Once clicked, the
@ system will prompt the agent with a contact list.

The contact list was imported by the administrator during the set-up of the Contact

Center.

Each campaign can have its own contact list.

@ Address Book

Fernando Muslera
John Steves

K.arl Duke

Lizette B ouwvier
Luiz Suarez

M arkuz Marting

Campaigr I SelingT ype ;I
Phone |

— Contacts
Find I.fl'-.ntcunin Facheco

Contactz 1 af ¥ ...

Cial

Cancel

Agent Manual
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To make a call the agent simply has to select the contact he wants to reach, and click on the dial

button.

Once the communication has been established, the buttons in the Button Bar will change, giving

the agent a number of options to process the call.

Open a Chat Session

_ This button enables the agent to open a chat session with another agent. Once
ﬁ clicked, the system will prompt the agent to choose from a list of other agents

which one will be the recipient of his chat messages.

This tool is useful for agents who need to consult another agent during the time
they are answering a call. In order to be operational, this function needs special authorization
from the administrator, who needs to check “Allow chat between agents” while configuring the

campaign.
. 8
Available Agents =
— Agents:
M arne I zernarme Role
Lafavette Reyno... LReynolds agent
Select LCancel
LY Agent Manual



Interaction Information Bar

ta! Qo Qo 0 Qo @po o R |IB

Calls at ACD :1
Interaction time - 00:00:43

In the interaction information bar the agent is able to track the status of the different interactions
he participates in.

The image shows the Interaction Information Bar on top, and the “Additional information tray”.

In the “Interaction Information Bar” we can see several icons representing the different status for
the agent of all the possible interactions.

The buttons in the “Interaction information bar” group the different items present in the
Interaction Tray. The interactions are sorted here by type.

Number of ACD CALLS

It’s the number of calls waiting on the ACD (these are queued calls) for the agent
~ to answer.While the agent is active (not on pause), he will be able to answer the
'O 1 calls on hold. If for example, there are 20 agents and 50 incoming calls at a given
time, then the ACD number will be 30, because the available agents will answer
20 calls, while 30 remain on hold.

Incoming Calls

Shows a list of all the queued incoming calls outside the ACD. These calls will be
answered when the agents click on the “Take First” button, appearing in the

"% U “Function bar”.

Agent Manual 15l



Outgoing Calls
Shows a list of the scheduled outgoing calls the agent has to perform.

3 When this button is pressed, the agent is prompted with a window that lists all
% - the scheduled calls he has to make.

This list has four fields: Client, Type, State and Time.
The agent can then sort the calls by any of the fields in the list.

Type

Irfoline
InfoLne

Irfeline

In “Client” the agent can visualize the origin of the call, this is the telephone number from which
the call was made. In this case, the numberis 1010; but it could be, for example, 01297 555

645.

In “Type” the system indicates to which campaign the call belongs. In this case the
corresponding campaign is “InfoLine”.

The “State” of each call indicates if there’s a call scheduled for that client or not. In this case,
the calls have been scheduled, so in the list the word “Queued” appears.

In the “Time” column, the system indicates the amount of hours, minutes and seconds
(hh:mm:ss) that have elapsed since the client made the call and reached the system.

Mail

6 Agent Manual



This button shows the queued mail interactions for each agent.

- 0 When clicked, the system displays a list of the emails the agent has received,
showing the fields of “Client”, “Type”, “State” and “Time”.

All the fields in this case are exactly the same as in Outgoing Calls, with the
exception of “client”, which in this case shows the client’s email.

Voice Mail

This button shows the number of voice mail messages the agent has to listen.
Voicemails are configured by the administrator at the time of the creation of the

'/a 3 campaigns. There is an option that allows clients to leave a voicemail after a
certain amount of time has elapsed since the system accepted the call.

The list of voicemails is divided in the same fields as the Outgoing Calls list.

In “Client” the agent can visualize the origin of the call, this is the telephone number from which
the call was made. In this case, the numberis 1010; but it could be, for example, 01297 555
645.

In “Type” the system indicates to which campaign the call belongs. In this case the
corresponding campaign is “InfoLine”.

The “State” of each call indicates if there’s a call scheduled for that client or not. In this case,
the calls have been scheduled, so in the list the word “Queued” appears.

Agent Manual 171



In the “Time” column, the system indicates the amount of hours, minutes and seconds
(hh:mm:ss) that have elapsed since the client made the call and reached the system.

Chat

The chat button opens a window with a list of all the chat interactions for the

% 0 agent.

The button also shows how many chat interactions need the agent’s intervention.

Fax
Is the number of fax interactions the agent has to carry out. It refers to the
il amount of faxes the campaign has received.
Abandoned
This button shows the number of callers who hung up while on hold.
E‘i 2 These callers are people who hung up because the answering process is too slow

forthem. The aim is to minimize the number of abandonments, since each
abandonment represents a potentially unsatisfied customer.

The button activates a window with a list of all the abandoned calls.

I8 Agent Manual



The list of abandoned calls is divided in the same fields as the Outgoing Calls list.

In “Client” the agent can visualize the origin of the call, this is the telephone number from which
the call was made. In this case, the numberis 1010; but it could be, for example, 01297 555
645.

In “Type” the system indicates to which campaign the call belongs. In this case the
corresponding campaign is “InfoLine”.

The “State” of each call indicates if there’s a call scheduled for that client or not.

In the “Time” column, the system indicates the amount of hours, minutes and seconds
(hh:mm:ss) that have elapsed since the client made the call and reached the system.

Agent Manual 191



My Dialer Scheduled Calls

This button displays a list of scheduled calls for the agent by the automatic dialer.

The system will display a list of scheduled calls for the agent.

Client | ¥ Include rescheduled calls

Client | Mext Cal | Last Result | status | Last Call
Celeste D, Sawyer | 2010-08-04 13:48:34  Link Down Scheduled 2010-08-04 13:42,23
Raphael T. Pugh 2010-08-04 13:49:58  Link Down ‘Scheduled  2010-08-04 13:44:46
Leo L. Zimmerman 2010-09-04 13:51:31  Link Down Scheduled  2010-08-04 13146120
Cedric M. Bowers 2010-08-04 13:51:92  Link Down Scheduled | 2010-08-04 13:46:31
Sandra W. Berger 2010-08-04 13:51:54  Link Down Scheduled  Z010-03-D4 13:46:44

Bo
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Interaction Tray

R Degee 1 100
] Qg 1040
‘i Brges: 10D
{ill Drgen 1 1010
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The interaction tray, located in the lower left quadrant of the Bar Agent application shows a list
of all the interactions the agent has to do, this is a list of the pending interactions for the agent.

The list is a simple time oriented one, with the items sorted in order of occurrence.

Agent Manual
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Additional information tray

Logged asRaymond Dracker - Ready
Calls at ACD :0

In the additional information tray, located in the bottom right quadrant of the Bar Agent
application, there’s information about the login status of the agent and the number of ACD calls
that need answering.

In this tray there’s also information on particular situations by adding a “Warning” sign inside a
small prompt that indicates an abandoned call, an indication that the total interaction time has
been reached, etc.

Calls at ACD :0
Ready A |

This tray shows a small and easy to glimpse summary of the overall status of the agent at one
given moment.
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Interactions

The different interactions an agent can make have unique characteristics, and need to be
assessed one by one. We have already assessed the possibilities to make a call, establish a chat
session with another agent and take the first scheduled or ACD call.

We will now move on to the rest of the interactions an agent can perform with the Bar Agent
application.

Answering calls

When a call enters the system and is assigned to an agent, the buttons bar will change, showing
a different set of buttons than the one we see when we open the Bar Agent application (as can
be seen on page 4.

Qe o

This is the first button change that occurs when an income call enters the system and is

allocated to a particular agent. The “Make a call” button is replaced with a green button used to
answer the call.

Once the agent clicks this new button the layout changes again to show an array of new
functions associated to the answered call.

OO 9@ U

We will go through this buttons one by one.

Hang up

e This button will allow the agent to terminate the call and perform the required tasks
in order to properly finish the interaction.

Hold




By clicking this button the agent can put the call on hold.

Transfer

@ This button allows the agent to transfer the call to another agent. Once clicked, the
system will open a window in which the agent can select to whom he will transfer
the call. The agent can transfer the call to someone else in the contact list, to

another campaign and to another agents.
The call can also be transferred to a queue list of calls, immediately putting the client on hold.

‘Transfer X

@ Transter

Phone |

" Address Book ™ Queus " Agents  Campaign

— Contacts
Find | |

Antonio Pacheco
Fernando Muszlera
John Steves

K.arl Duke

Lizette Bouwvier
Luiz Suarez

Row faf ¥ ..

Dial Canicel
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Conference Call

=3 This button enables the agent to “invite” people to join the conversation, to put it
in colloquial terms.

When the agent clicks on this button, a list of contacts appears on the screen so that they can be
“added to the conversation”.

This is an important tool, since it gives the agent a chance to require the help of other colleagues
to sort out particular situations in the case they invite other agents. The agent can also add any
contact in the contact list to the call.

ko6 Agent Manual



Phaone |

" Address Book " Agents
— Contacts
Find | |

Antonio Pacheco
Fernando Muszlera
John Steves

k.arl Duke

Lizette B ouwvier
Luis Suarez

Row fof ¥ ..

Dhal Cancel
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Send Digits

This button allows the agent to send a set of digits. Typically, in cases when the
agent needs to send numbers for verification, this is the tool he will use.

Once clicked, the agent will be prompted with a small window in which he will be able to either
click on the digit he wants to send, or type them in the dialog box with the keyboard.

Send Digits X
123456 Send |
1-2-3-4-5-6-

123456
1 2 a
4 5 =
! B =
5 0 #

LE] Agent Manual



Schedule Callback

This button allows the agent to schedule a call for the client.

Once clicked, the system will prompt the agent to choose the date and time of the

call he will have to make.

Callback =

{# Manual Callback

— &dditional phone number:

|1n1n

v Schedule

| #3/07/2010 11:44 j

| Accept I LCancel |
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Make Chat

ﬁ This button enables the agent to open a chat session with another agent. Once
clicked, the system will prompt the agent to choose from a list of other agents

which one will be the recipient of his chat messages.

This tool is useful for agents who need to consult another agent during the time they are
answering a call. In order to be operational, this function needs special authorization from the
administrator, who needs to check “Allow chat between agents” while configuring the campaign.

Available Agents <
— Agents:
M ame I zemame Faole
Lafayette Reyno... LReynold: agent

Select

LCancel

Record

. This button enables the agent to record the audio of the call, in order to keep proof
of what is being said. For example, this is useful when a client needs to give
consent for some action, like upgrading an account, etc. In this case, the recording

Bo
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acts like a written signature.

After the button is pressed, the agent can stop the recording at any time by clicking on it again.

Agent Manual
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Once the call has been ended, either because the agent hung up or because the client did, the
buttons on the button bar change once more giving the agent a different set of actions to perform
after the call.

¢ O &

Call Back —Redial

This button enables the agent to contact the caller once again by calling him back.
In order to actually be able to call the client, the campaign needs to be configured
for outbound calls and allowed callback.

Schedule Callback
g This button allows the agent to schedule a call for the client.

Once clicked, the system will prompt the agent to choose the date and time of the
call he will have to make.

=,

Callback 2y

* Manual Calback

— &dditional phone number:

1ma

v Schedule

| 23/07/2010 11:44 j

| Accept I Cancel |
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Wrap Up

ﬁ This button is the button the agent has to press after he has finished all the actions
necessary for the proper completion of the call. If for example the agent needs to
check new data in a database for each call, he will have to click on this button after

he has done so.

Clicking on this button allows the agent to receive new calls.

Agent Manual
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Chat

L Q

When an agent receives a chat interaction, the buttons in the button bar change to suit the needs
of the chat interaction.

Unlike the other interactions we’ve seen so far, the chat interaction opens a window for a chat
session with the client.

By
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.= User AGENT4 talking to: ...

17:20 Eric Northman has entered
the conwversation.

| AGENT4 |

17:21 Hello Sir, how can I be of
azzistance?

" Eric Northman |
17:21 I need to know the price of

49 Send URL

| | Send |

The send URL option, allows the agent to type in or copy-paste an internet address.

The chat window is rather simple in its workings. The agent can type the words he needs to
communicate to the client and by pressing “Enter” the message is delivered to the client.

Stop Chat

This button stops the chat session, and allows the agent to finish the processes
needed to complete the interaction.

Agent Manual 35l



Transfer Chat

% This button enables the agent to transfer the chat session to another available agent.

Forinformation on the Chat and WrapUp buttons, please see pages 30 and 33.

k6 Agent Manual



Mails

When the agent receives a mail interaction, the “Take” button appears again in the buttons bar,
flashing.

THoe i

By clicking on that button, the system will open the predetermined e-mail client for that
computer, thereby opening the message and allowing the agent to answer it, store it, etc.

For information on the Chat and WrapUp buttons, please see pages 30 and 33.
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Voicemails

168y 0203:8
|03:57:08
0336238

This is the window that opens when the agent clicks on the “Voicemail” button in the
Interactions Information Bar.

When the agent selects a voicemail from the list, the Buttons Bar displays a new button with a
green arrow pointing down. This button takes the voice mail and starts playing it on the agent’s
computer.

Tlee Q

Once the agent clicks on the “Take” button, another set of buttons is displayed in the Buttons
Bar.

RIR )
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Once again we will go over the interaction button by button.

Stop Voicemail

oty
This button stops the voicemail interaction, and allows the agent to finish it.
Play Voicemail

D-Eu This button plays the voicemail from the beginning every time it’s clicked.

It opens the file on a media player, so that the agent can listen to it, pause it, etc.

[ Playing audio file E] m| @

"
o

F

oo

Transfer Voicemail

u..ﬂu This button enables the agent to transfer the voicemail to another agent, by
opening a list of all the available agents at any given time.

Forinformation on the Chat and WrapUp buttons, please see pages 30 and 33.
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Exit, 6, 10

Fax, 16
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Hold, 21

Hung up, 21
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Interaction Information bar, 5
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Interactions, 21, 32

Log Out, 10

Login, 4

Mail, 14, 15

Mails, 31

Main Menu, 6
Make a call, 11, 21
Make Chat, 12, 26

Outgoing Calls, 14, 15, 17

Password, 4, 9
Pause, 5,7

Play Voicemail, 33

Reconnect, 6, 10

Record, 26

Schedule Callback, 25, 27
Send Digits, 24

Single Line, 7

Sound, 9

Stop Chat, 30

Stop Voicemail, 33

Transfer, 22, 33
Transfer Chat, 30

Transfer Voicemail, 33

Username, 4

Voice Mail, 15

Voicemails, 15, 32

Wrap Up, 28
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