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1. Audience

This document is intended for System Administrators, Managers, and Agents, and anyone requiring a
technical understanding of the Neox Dial Center (DC) operation.

Using Neox Dial Center (DC) requires a general knowledge of UNIX, networking, contact center and the
telephone interface.

1.1 Document Organization

This document is divided into the following chapters:

Chapter 1 - Introduction to Neox Dial Center provides information about Neox DC, its Components
and Neox DC Log in.

Chapter 2 - Using User Management module, administrator can manage User, User Groups, and
Parking Slots.

Chapter 3 - Using Campaign Management, administrator can create and manage different types of
Campaigns, Pause Codes, List Mix, Dynamic Prompt, Conference, and SMS API Gateway.

Chapter 4 - Using List Management, administrator can manage leads throughout the system.
Chapter 5 - Using Inbound Management, administrator can create In-groups, DID, and Call Menu.

Chapter 6 - Using Service & Feature, administrator can create Scripts for agents, DNC list, Number
Profiles, and Disposition Status.

Chapter 7 - Using Call Time Management, administrator can define call time globally and state wise
and shifts for agents.

Chapter 8 - Using ACL Management, administrator can create and manage different profiles to log in
and access system through ACL User, ACL Profile, and ACL Profile Binding.

Chapter 9 - Using Reports Management, administrator can create various reports, such as Agent,
Inbound and Outbound, Call CDR, Voice Blaster, Advance and Audit Report.

Chapter 10 - Using Bulk Operations, administrator can perform bulk operations, such as creating Bulk
Usergroup and Ingroup, Bulk Phone, and Bulk User.

Chapter 11 - Using Phones, administrator can configure Phones used by the Agents to handle calls.

Chapter 12 - Using System Management, administrator can perform various configurations, such as
Server, Third-Party, Backup Management, GUI Customization, and Change Password.

Chapter 13 - Using Dashboard, administrator can monitor Live Calls, Live Agents, Campaign, Ingroup,
KPI and Change Skin.

Chapter 14 - Using Logout, administrator can log out from the system.

Chapter 15 - Using Neox DC Login as a Manager, manager can login to DC and access the delegated
modules.

Chapter 16 - Using Neox DC Login as an Agent, agent can login to DC and manage calls.

Chapter 17 - Acronyms provides information about used in the user guide.
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1.2 Technical Support

Neox Technical Support for Neox Products is designed to meet your full range of support needs. From basic
service to mission-critical support, we are committed to ensuring your success with Neox products. We tailor
different support plans to meet your evolving business requirements.

Our entire support organization is focused on complete customer satisfaction and providing immediate
solutions to your business needs.

You can contact Neox technical support for Neox Products by calling or sending an email to our help desk
facility

e Landline: +91-79-49135778 | Toll Free: 1-800-102-4750

e Email: neox.support@sterlite.com

e You can also visit us on the Web at: www.neoxsolution.com/neox-support.htm

12
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User Guide Introduction to Neox Dial Center

2. Introduction to Neox Dial Center

Neox Dial Center (DC) is a web-based interface to configure and monitor Neox DC components, modules,
and reports. Neox DC enabled the Agents to handle the calls and perform Neox DC configuration for
Campaign, User, Inbound group, Call Time and ACL management, Service and Features to automate Call
Center processes and so on. In Neox DC, three users’ login are available by default, namely Administrator —
Access rights to all modules, Manager — Access rights to limited modules, and Agent — Access rights to
selective Campaign.

Contents:

e Neox Dial Center
e Neox DC Components

e Neox DC Login
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2.1 Neox Dial Center

Neox Dial Center Solution is a part of Contact Center solution that unites Outbound, Inbound, and Blended
voice processes. It also delivers Interactive Voice Response (IVR), Recording, Quality Management,
Comprehensive Reporting, and Administrative Capabilities. Neox Dial Center Solution helps customer service
and support operators, inside sales people, telemarketers, collections agents, and other phone based teams
to increase sales, save money, and improve customer satisfaction.

The solution automates the call center processes, enabling users to focus more on running the business and
keeping the customers completely satisfied. This powerful system includes a complete suite of business
communication applications in one appliance.

Inbound Process - Automatic Call Distribution (ACD)

ACD allows Contact Centers to answer calls as they enter the contact center, play Welcome Message, and
intelligently route them to available agents based on the Dialed Number (DNIS), Calling Party Identification
(ANI), available Agents, and Agent Selection Algorithm or customized Business Rules. Inbound Agents can
participate simultaneously in Outbound Dialing to provide blended support.

Outbound Service — Manual/Auto/Preview/Predictive Dialer

Neox Dial Center Outbound Service utilizes multiple Predictive, Preview, Progressive, and Manual dialing
options to manage pacing and compliance with regulations. Outbound Service operates a variety of
campaign and list management strategies, and ensures accurate voice, fax, and answering machine
detection. In addition, Outbound Service also provides Do Not Call List Management, Time Zone
Management, and Scheduled Call-back.

Campaign List Agent I'éb’:;:;d Comprehensive Disposition
Management Management Management Management Reporting Administration
Application Management
Outbound | | Inbound
Predictive / Auto Preview Manual Progressive Voice Blaster ACD Skill Based Most Idie
Unified Dialing

Call Routing IVR Call Recording Call Monitoring Customer CRM/ SIS

" Queue Position Integration
Communication Platform

Figure 1 Neox Dial Center Solution
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PRIE/T1
( PS@: VeI
ATy,

Business Application/CRM

/ (7 Agent

: ; ﬁ IP Phones

NIEZOX

- —
: <
|
/\( " Media Gateway (optional)
" Internet D
ey SIP Trunk

NIzOX

DIAL CENTER

Neox Dial Center with
inbuilt IP Telephony

ﬁ IP Phones

= (/ Agent
Traditional
PBX
Agent ) Agent

Analog Phones  Analog Phones

Figure 2 Neox Dial Center Deployment

© 2022-2023 Sterlite Technologies Limited

15




User Guide Introduction to Neox Dial Center

2.2 Neox DC Components

Neox DC has four major components as below:

e Server Configuration
= Interface to configure Neox Dial Center.
= Allows Reporting and Analysis.
e Agent
= Manages Agent GUI lifecycle - Login, Calling, Disposition, Call Features, and Logout.
» Provides interface to Perl engine.
= Provides interface with MySQL DB.
e DCEngine
» |Interacts with IP Telephony Engine and MySQL DB.
= Instructs IP Telephony Engine to carry out actions as requested by agents.

* Processes responses received from IP Telephony Engine and manipulates agent and call
accordingly.

e Dashboard
= Provides live monitoring of resources, such as agents and calls.
= Provision to logout an agent or disconnect a call.

Figure 3 Neox DC Architecture Diagram
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2.3 Neox DC Login as Administrator

After the successful installation of the Neox Dial Center, the Login screen appears. By default, log in screen
allows login of all three types of users, such as Administrator, Manager, and Agent. The user has to click on
their respective profile to log in and access Neox DC. For example, if you are an administrator, click Admin
Login, for Manager, click Manager Login, and for Agent, click Agent Login.

Based on the status of SSO (Single_Sign_0On) via Keycloak — enabled or disabled, login steps differ.

This section is divided into the following actions:

e login to Neox DC
e Navigating through Neox DC

17
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2.3.1 SSO is Disabled

Users will be created and authenticated in Neox applications.

2.3.1.1 Loginto Neox DC

AN

é:I Note

Recommended Browsers — Google Chrome 94, Mozilla Firefox 60 and above, and Microsoft Edge 88
and above.

To login to Neox DC, follow these steps:

1. Openthe browser, type Neox DC URL in the address bar and press Enter.

For example,

https://<IP address>:9090 (where IP address is the address of Neox

DC) .
> c e 0 4 0050 +-g)

Figure 4 Neox login through browser

2. Neox DC Log in screen appears.
3. Click Admin Login to login as admin.

Admin
LOGN

MANAGER
LOG)N

Figure 5 Neox Admin Login

4. Neox Contact Center login screen appears.
5. Enter a valid username and password.
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6. Click Go to login to the Neox Contact Center.

NIZQX

CONTACT CENTER

Login (REETI

Password

Figure 6 Neox Contact Center

7. Once credentials are validated, then the Neox DC Home screen appears.

@ NEOX

Weicome admin - Administrator

"

@

Server Time : 2019.12-31 14:19:28

Users | UserGroups |

Search for User

User ID Full Name User Group ALL
User Listing
Bulk User Creatio

Management

Number of record per page [ TS v]

Figure 7 Neox DC Home
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2.3.2 SSO is Enabled

Staff/Users will be created and authenticated on the SSO server.

2.3.2.1 Login Flow

With SSO enabled following is the Login/Session Flow:

1. User attempting the logging into the Client Application is redirected to Keycloak's login page (If not
already logged in).

2. Afterlogging in to the Keycloak, it redirects to the Client Application with details of client and realm
profiles.

3. Client Application checks the following:

a. Whether the profile as received from Keycloak for the user matches as configured in the client
application or not. If not, disallow login.

b. If the user is not available in the database, create one.

c. Ifthe useris already existing, check the associated profile, first name, and last name. If the user
information has changed, update the profile.

4. Provide the Client application's access to the user as per the associated profile.

5. With the Keycloak configuration enabled i.e., Single-Sign-On => 1, try to login by clicking on Admin or
Manager. Alternatively, following the URL http://<<ipaddress/hostname>>:<<port>>/<<application-
name>>

For example, type http://XX.XX.XX.XXX:9090/admin/admin.php in the address bar and press the Enter
key. The system will redirect to the Keycloak login page.

Z Note

For https URL use the following link: https://<<ipaddress/hostname>>:<<port>>/<<application-name>>
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2.3.2.2 Login Failure

Login fails in the following scenarios:

Invalid Username or Password

No Profile/Role Assign

Invalid Profile/Role

Multiple Profile/Role Assign

2.3.2.2.1 Invalid Username or Password

If the user enters an invalid username or password which is not already created in the Keycloak, the
following message is displayed.

LogiIn

@ Irwalid username or password

Username or email
fal

Password

2.3.2.2.2 No Role/Profile is assigned in the Keycloak

In a scenario where the user is created but the role is not assigned in the Keycloak, the login attempt fails
and the following message is displayed.

Login error, Mo role assigned to the user.
By pressing OK, you can logout from all other active sessions.

Click OK. The system redirects to the Keycloak login page.
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2.3.2.2.3 Invalid Profile/Role

In a scenario where the role is assigned to the user in the Keycloak, but the role does not exist in the
application, the login attempt fails and the following message is displayed.

Login error, Role does not exist.
By pressing OK, you can logout from all other active sessions.

OK

Click OK. The system redirects to Keycloak login page.

2.3.2.2.4 Multiple Profile/Role Assign

In a scenario where multiple roles are assigned to the user, the login attempt fails and the following message
is displayed.

Login error, User can not have multiple roles.
By pressing OK, you can logout from all other active sessions.

Click OK. The system redirects to Keycloak login page.
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2.3.3 Navigating Through Neox DC as an Administrator

The Home Screen of Neox DC provides a centralized administration tool to manage Neox DC modules.
Further, it allows the administrator to perform configuration for User, Campaign, List, Inbound, Service &
Feature, Call Time, and so on. The screen is bifurcated into: Navigation Area, Work Area, and Menu Options.

1. Navigation Area - Displays menu options available in DC provided by Neox. Administrator can access
menus and their options from the navigation area to perform various operations.

Following menus are available in Neox DC:
e User Management

e Campaign Management
e List Management

e Inbound Management
e Service & Feature

e Call Time Management
e ACL Management

e Report Management

e Bulk Operations

e Phones

e System Management

e Logout

2. Work Area - Work Area provides information that is related to the selections in navigation area. All

module wise configurations are performed in this area.

- Ldar

F usE | UsEdreEs |

[ sy

ar Ly

| EDDESnGn  DEEEmETTE

Figure 8 Neox DC Navigation Area, Work Area and Menu Options
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3.

Other Options — Displays other options:

Figure 9 Other menu options

. H Admin - Displays home screen.

° E Dashboard - Displays dashboard for analysis.

° License - Displays license information.

To apply new license:

o

(@]

Replace old license key with new license key.

Click Apply.
After the license key is applied, then license information, such as License Key Validity
Date, Number of Agents, and Number of Live Agents are displayed. Additionally, Open
Source and Third Party Licenses details are displayed.

[ e Y

License

License Detail

License Key *

APPLY CLEAR

View License Information

Validity Date 2051-11-07
Number of Agents 200
Number of Live Agents 55

Open Source and Third Party Licenses

Sterlite uses certain open source components in Neox and use of the said open source components are subject to terms and condition of the
respective open source license under which the same are made open source.

Figure 10 License details
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. E Logout - Logs out from the application.

Z Note

With SSO enabled, a confirmation message appears. Click OK to confirm the logout action. To cancel the
logout action, click the Cancel tab.

All other active sessions will be logout.
Are you sure want to logout?

Cancel

© 2022-2023 Sterlite Technologies Limited 25
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3. User Management

This chapter provides information about User Management that allows configuring User Groups, Users, and
Parking Slot. In Neox DC, User Group is created and access is given for Campaigns, Inbound Groups, and
Group Shifts, Agent Status, and Viewable groups. Users are bind with the User Group, where they get access
to the associated components. You are also allowed to create Parking Slots, where the incoming calls are
parked, when an agent is busy or could not receive the call.

Contents:

e Users
e User Groups
e Parking Slot
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3.1 Users

This section provides information on configuring and managing the Users and delegating the access rights.

3

/] Note

y

It is mandatory to create a User Group before creating a User. Create a User from User

Management>>User Groups.

There are two ways of creating users:

e Single User Creation - Provides a way to create a single user.

e Bulk Users Creation - Provides a way to create multiple users.

To manage Users, do the following steps:

e Creating Single User

e Creating Bulk Users

e Updating, Searching, and Deleting Users
e Downloading CSV

Contents:
e Creating Single User

e Creating Bulk Users
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3.1.1 Creating Single User

To create a new user:

1. Loginto Neox DC.

2. Inthe Navigation Area, click User Management, and then click Users.

ser Management P Users

Campaign Management »  User Groups

Figure 11 Users menu

3. Users screen appears. By default, only admin profile is available who has got the right to perform all
operations in Neox DC. An admin profile belongs to the “Default-ADMIN” user group.

4. The screen is bifurcated into two sections; Search for User and User Listing.
e Search for User - Provides a way to search user details using search criteria.

e User Listing - Provides a list view of existing Users created in the system, such as User Id, Full
Name, Group, Live Agent, Callback Count, Active/Inactive status, and BLOCK/UNBLOCK users.
Additionally, you can update, search, delete, activate/deactivate users, and BLOCK/UNBLOCK
users and view details of a User by clicking its USERID. You can also sort the user listing by clicking
the column header, such as USER ID, FULL NAME, LEVEL and GROUP column.

5. To create a new user, click Create.

Server Tame ; 2021-10-11 11:38:23
m | UserGroups | PardngSiot |
Search for Lsar Search Criteria
.—/’
o
Liser ID Full Name User Growp | ALL w
Status | Select Option Btk Salect Option v | Search |

Mumber of record per page | 5 v
User Listing

Eﬂ | Bulk User Creation |
USERID

E AL LIVE AGENT CALLBACK COUNT  ACTWENMACTIVE  BLOCKAUNELOCK MODIFY DELETE
. admn Adimiin Y o - =
30 Default - Agent 5 o -
1 tal L ] /] -
tal_admn tal_agmin o a =
LS00 us0M L) i] -
1 B8

Figure 12 Create User
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6. Adda New User screen appears. Enter the parameters as given in the table.

6
r User Management
Users | UserGroups |
Add a Hew User
Agent Details
UseriD* agent |
Password ® LITITT] | Strength:
Full Mame *© James |
User Group ™ Holiday - HolidayDesk
User Type ® agent ) Admin
T

Figure 13 Create User

Table 1 Create Single Use parameters

Parameters Description

Set a unique user id to allow the user’s access to Neox DC. The
User ID* minimum length of user id should be 2 characters and maximum
length should be 8 digits.

Set a password for the user’s account to allow access to Neox DC.
It is recommended to create a password with steps below.
e Allowed characters are A-Z, a-z, 0-9, dash(-), @, dot(.) and
underscore( ).

Password* e Password must start and end with A-Z, a-z, or 0-9.
e The length of the Password must be 6 to 20 characters
long.

e Password must combine uppercase and lowercase letters,
numbers, and special characters.

Enter the full name of the user.

Full Name* —
/] Note
The minimum length of the first name is 2.
User Group™ Select a user group to associate the user to that group.
Select an Agent or Admin type for the user.
User Type* e Admin - All specified rights are applicable to the Admin

staff.
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Parameters Description

e Agent - Only the specified access rights are applicable to
the agent.

7. Click Submit.
8. A confirmation message appears. Click Ok.
9. The newly created user is displayed on the User Listing.

10. You can activate/inactivate the user by clicking Active/Inactive. Here, green indicates “Active”,
whereas red indicates “Deactive” users.

il DT TRCOrD D page || o
| Create | Detete | C 5]
USER ID ELILL NAME LIVE AGENT CALLBACK COUNT | ACTIVEANACTIVE | BLOCKIUNEBLOCK MODIFY DELETE
aimin Admin [ ] o . =- -
u3om Dedautt - Agand 9 o = -
ta tal s ] o -
tal_admin tal_agmin [ ) o =
LS00 ws0i [ ] i) -
gl 2| 3 [ Hext Page | Last Page |

Figure 14 Activate/Deactivate User

z Note

With SSO enabled, you cannot create the user through the application. The user needs to be created in the
Keycloak. Clicking the Create option displays the following error message.

w ERROR! <<< Emor »>>

Unabie 10 create usor, User needs 10 be created kom SSO Pornal

N
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3.1.2 Creating Bulk Users

In addition to creating a single user, Neox DC allows bulk creation of users. To create multiple users:

1. Loginto Neox DC.
2. Inthe Navigation Area
3. To create multiple use

, click User Management, and then click Users.
rs, click Bulk User Creation.

(3

User Listing

Bulk User Creation

[] USERID FULL NAME GROUP
[ agent James Default-ADMIN
admin Admin Default-ADMIN

Figure 15 Bulk User Creation

4. Bulk User Creation screen appears. Enter the parameters as shown in the table.

O

|

:
Bulk User - Usergroup Management | Bulk User -Ingroup Management | BulkPhone Creation | Bulk User Creation
Bulk User Creation
Agent Details
Starting User ID * {1000 (digits only)
Number Of User * 2 (digits only)
M Prefix [Jsequence [JRandom
UserID
DC
M prefix [Osequence [JRandom
Password
DC
Full Name Prefix 2000
User Group * | Default-AGENT - Neox Contact Center Agent Group v
L .—‘ Click Submit ]

©

Figure 16 Creating Bulk Users

Table 2 Creating Bulk Users

Parameters

Parameters | Descrip

tion

Starting User | Enter a user id to allow the user’s access to Neox DC. This will create user ids based
ID* on the number of users count, followed by User ID (Prefix/ Sequence/Random).
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Parameters | Description
For example, Let’s say:
Starting User ID = 1000
Number of User= 2
User ID (Prefix)=DC
On saving the details, two users are created with user id as follows:
e DC1000
e DC1001
Z Note
e The minimum length of user id is 3 digits and maximum length is 20 digits.
e User ID Sequence must have 3 digits.
Define the number of users that are created during the bulk creation process.
For example, if Number of Users is "2", then 2 users are created based on the
configuration.
Number Of
User* —
“] Note
e You cannot create a number of agents more than the specified license
key.
Defines the user id used by the agent to log in to DC. You can create user id in three
ways:
e Prefix - This adds a prefix to the user id. For example, you want to create 2
users. Suppose, 1000 is the Starting User ID and “DC” is the Prefix, then DC is
User ID added as a prefix to the user ids and the user ids will be DC1000 and
DC1001.
e Sequence - This creates user id in sequence. For example, you want to
create 2 users and 1000 is the Starting User ID, then two users are created in
sequence that is 1000 and 1001.
e Random - This creates user id randomly.
Set a password for the user’s account to allow access to Neox DC. You can create
password in three ways:
Password*
e Prefix: This adds a prefix to the password.
e Sequence: This creates a password in sequence.
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Parameters

Description

e Random: This creates a password randomly.

The minimum length of password should be 2 characters and maximum length 8
digits.

It is recommended to create a password of at least 8 characters and must contain at
least 1 lowercase, UPPERCASE, and one number.

Full Name
Prefix*

Enter a prefix to add to the full name of the user.

For example, First Name Prefix is 2000 and Starting User ID is 1000 for 2 users. Now,
when 2 users are created, then their First Names are 20001000 and 20001001.

User Group*

Select a user group to associate the user to that group.

5. After entering all parameters, click Submit.
6. A confirmation message appears. Click Ok.
7. Users are created as shown in the following image.
8. By default, users are active and indicate in “Green” color. To deactivate, click the status. This will
deactivate the user and the deactivate user is indicated in “Red” color.
TGN O TRC0nd D pagr | &
| Create | Detete | C 5V]
USERID LIVE AGENT CALLBACK COUNT §  ACTNVEINACTIVE § BLOCKUNSLOCK MODIFY DELETE
dren o o =
U301 o -
ta ) -
tal_sdmin & -
5001 ] o -
(2 | 5 | Wexi Page | Last Page |
Figure 17 Activate/Deactivate users
p—
/INote

With SSO enabled, you cannot create bulk users through the application. The user needs to be created in
the Keycloak. Clicking the Bulk User Creation option displays the following error message.

‘ ! ERROR! <<< Emror >>>

Unable 10 creaie usor, User needs 10 be created kom SSO Ponal

N
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3.1.3 Updating, Searching, and Deleting Users

In addition to performing User creation, you may also update, search, and delete (single and bulk) Users.

3.1.3.1 Updating Users

To update:

1. Click Edit corresponding to the user.

2. Modify a user screen appears.

Agent
UseriD DCA000
Password " ||l (ITT] Strengih
Full Narne * [20001000 :
User Group | Dafault-AGENT - Neox Contact Center Agent Group
Actron = Enamie
User Type ® agent O Admin

Agenl Configuration
Agent Choose Ingroups ] Enanie
Agent Choose Blended B Enanile
Agent-Only Callbacks B Enable
Closer Detault Blended [ Enasie
Recording Override DISABLED ~|
Allow Permanent Login L] Enasle

Alert Datadl
Alerl Enabled ]
Allow Alerts [J Enanle

Inbound Groups

nbound Group Rank Calls

B AGENTDIRECT - AGENTDIRECT (1 ] o
M s2c -g2c 1 ~] ]
E BranchDesk - Branch Desk [1 ] o
£ Domestic - Domestic (1~ 0
B mnbernational - Inbemnational [z ~ 0
b1 sendces - Sendces (1~ o
B TechnicalGuery - Technical Query |l pd ]

© O

© 2022-2023 Sterlite Technologies Limited
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3. You can modify user details, such as Password, Full Name, User Group, Active status, and User Type.
4. You can also modify Agent Configuration, Alert Details, and Inbound Groups as given in the table.

Table 3 Modify Users Parameters

Parameters

Description

Agent Configuration

Agent Choose Ingroups

Allows the user to choose the Ingroups that they will receive calls
from, when they login to a CLOSER or INBOUND campaign.
Otherwise, the Manager needs to set this in their user detail
screen of the admin page.

Agent Choose Blended

Allows the user to choose if the agent has their campaign set to
blended or not, and if not, then the default blended setting is
used.

Agent-Only Callbacks

Allows an agent to set a call back, so that they are the only Agent
that can call the customer back. This also allows the agent to see
their call back listings and call them back any time they want to.

Closer Default Blended

Set default option of Blended on a CLOSER login screen.

Recording Override

Enabling this will override recording. If it is disabled anywhere else
and will record the Agent/Campaign's calls.

Allow Permanent Login

Allows agent to log in permanently. If this field is enabled, then
that agent cannot be logged out from the system. Such agents are
called Live Agents.

Alert Detail

Alert Enabled

Allows the agent to enable alerts of the calls on the web browser.

Allow Alerts

Allows the agent to set browser alerts, for the calls that come into
their session.

Inbound Groups - Allows receiving calls, if you have selected the CLOSER campaign. You will
also be able to set the rank, or skill level, for each of the inbound groups, as well as being able
to see the number of calls received from each inbound group for this specific agent. Also,
agent gets a rank for each inbound group. These ranks can be used for preferred call routing
when that option is selected in the in-group screen.

5. Click Submit to save the details.
6. If you want to delete the user, click Delete.
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@ Note
With SSO enabled:

e you are allowed to update only Agent Configuration parameters. The Agent Profile section is
disabled and cannot be updated. Refer to the highlighted section in the below figure. You can
update this information through Keycloak.

Modify a User
List gement
aund M Agent Detalls i
Inbound A e These fields are not editable
User ID Lo00e
Password* | sesss Strength
Full Name * 2008
User Group Default-AGENT - Neox Contact Center Agent Group v
Active Enable
anagement
User Type Agent  Admin
Agent Configuration
Agent Choose Ingroups Enable
Agent Choose Blended Enable
Agent-Only Callbacks Enable
Closer Default Blended Enable

e You cannot change the status of the user through the application. It needs to be changed in the
Keycloak. Clicking the Active/Inactive option displays the following error message.

User Listing
 Delete] Bulk User Crealion
LSER ID EULL NAME LIVE AGENT CALLBACK COUNT § ACTIWVENNACTIVE BLOCK/UNBLOCK MODIFY DELETE
asmin Admin . ] a -
3001 Default - Ageri o 0 = -
18 18 L. ] a = =
1al_admin 14_admin - ] i - -
usod1 w00 ”» a — —
gll 2[5 | oxt Page] Last Pag

v. ERROR! <<< Error >>>

Unable to update user. User needs to be updated from SSO Portal.
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3.1.3.2 Searching Users

To search using filter:

P w N e

Enter User ID/Full Name or select User Group.

Click Search.

System returns all Users details that contain the search term.

To get a list of all Users details, click Search.

3.1.3.3 Deleting Users

Neox provides two ways of deleting the Users:

e Single User deletion — Enables deleting a single user configuration.

1. Select a user.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Users deletion - Enables deleting multiple Users.
1. To delete multiple users, select the users OR to delete all users, select the header column.
2. Click Delete.
3. Click Ok to confirm.
-
/INote

With SSO enabled, you cannot delete single or multiple users through the application. Users’ needs to be
deleted in the Keycloak. Clicking the Delete option displays the following error message.

S Select O To delete Select Opaan v E=a
multigle records.
Wumiber of record perpage |5 v
Ukser Listing To delete
single record

LIBCR ID FULL NAME GROUP LIVE AGENT CALLEACK COUNT  ACTRWVEANACTIVE  BLOCKUNBLOCK ~qDIFY DELETE
agmin Agdmin Detaul-ADMIN - ] o . - -
U301 Datault - Agent Detaur-ADMIN s ] 1) -

ta ta Defaul-ADMIN [ ] il -

tal_admin tal_admin Detaus-ADMIN . ] ] -

U001 LS00t Detaul-AGENT L. ] i} -

gl 2| 2 ) Next Page | Last Page
Q ERROR! <<< Error >>>
Unable to delete user. User needs to be deleted from S50 Portal
| OK |
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3.1.4 Downloading CSV

To download CSV:
1. Click CSV.
2. Save file for future use.
3. The file contains page-wise data as displayed on the screen.
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3.2 User Groups

This section provides information on configuring and managing User Groups to delegate common privileges
such as Shift Management, Campaign, and Inbound groups to the users.

—

/| Note

The user group are assigned to the user from User Management>>Users.

To manage User Groups, do the following steps:

e (Creating User Groups

e Updating, Searching, and Deleting User Groups

Based on the status of SSO (Single-Sign-On) via Keycloak — enabled or disabled, User Creation, Update and
Delete operation process differs.
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3.2.1 Creating User Groups

To create a new User Groups:

Log in to Neox DC.
In the Navigation Area, click User Management, and then click User Groups.

User Managemeni F Users

Campaign Management F  User Groups

Figure 18 User Groups menu

3. User Groups screen appears. By default, only default admin user group “Default-ADMIN” is available
who has got the right to perform all operations in Neox DC.

4. The screen is bifurcated into two sections; Search for User Group and User Group Listing.
e Search for User Group - Provides a way to search user details using search criteria.

e User Group Listing- Provides a list view of existing User Groups created in the system with the
details such as User Group, Group Name, and Callback Account. Additionally, you can update,
search, and delete user groups and view details by clicking its USER Group.

5. To create a new User Group, click Create.

Sareer Time : FAG12-18 15401033

| sers | User Groups
| Sewrch for User Group

u:'tr Group Lateg

Usisr Growg 1D Group Mam Ea

Musmber of record per page © | 15

EZO & -
O UsER GROUP GROUP NANE CHLLBACK COUNT NODFY DELETE

Cretaul-2L080 Fgcn Contad Cener Admini s aler Group

Figure 19 Create User Groups

6. Add a New User Group screen appears. Enter the parameters as given in the table.

Usar Manageament E

Users | UserGroups |

Add a Hew User Group

User Group Detail
Group ™ |-°ugenl‘ |["D spaces or puncluation)
Description * [Heox Dial Center Agent Group ' {description of group)
e

9
Figure 20 Create User Group
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Table 4 Create User Group parameters

Parameters

Description

Group*

Enter the group name.

Description*

Enter a brief description about the group.

Click Submit.

A confirmation message appears. Click Ok.
The newly created user group is displayed on the User Listing.

Umer Group Listing

| Croato i st
O USERGCROUP

Ager

GROUP HAlE

Meas Dial Cenbar Agent Groug

CALLBACK COUNT

MODIFY

DELETE

Figure 21 User Groups Listing

—

5ﬂNote

With SSO enabled and in astguiclient.conf file configuration, if Is_Role_Create_On_Keycloak => 1, a

Role/Profile gets created in Keycloak during the run-time. If this value is 0, the Role/Profile gets created
only in the application and not in the Keycloak.
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3.2.2 Updating, Searching, and Deleting User Groups

In addition to performing User Group creation, you may also update, search, and delete (single and bulk)
User Groups.

3.2.2.1 Updating User Groups
To update:

1. Click Edit corresponding to the User Group.
2. Modify a User Group screen appears.

o

. Sarver Tima @ D025 1 230:H

Bhow aer | Wew User | Show User Group | Add Mew User Group | Parking S60 | Add New Pandng Siet | Bul User Créalon

Unar Growp Detasd
Group Dazfaubi-&GEHT
Degcnphion * Mg Dial Canter Agent Groep (DR RLnpBon of Jroue)
Shilt Enfeecaman R
Riptoridiny Cuimide DEEABLED

Ao Caimipas s

B ALLCAMPANGHS - USERS CAR VIEW MY CAMPAGN
L] 240nine - 240nline

[ HalpDaak - HulpDask

[ resanPre - NepaPiesaes

O ressSupe - MessSuppon

Figure 22 Modify User Group

3. You can modify User Group details, such as Description, Shift Enforcement, and Recording Override.

You can also modify Allowed Campaigns, Allowed Inbound Groups, Group Shifts, and Agent Status
Viewable Groups as given in the table.
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Table 5 Update User Groups Parameters

Parameters

Description

Shift Enforcement

Restrict agent login based on the shifts, such as:

e OFF — It does not enforce shifts at all.

e START - Enforce the login time, but will not affect an agent that
is running over their shift time, if they are already logged in.

e ALL- Enforce shift start time and logs out the agent after they
run over the end of their shift time.

Agent Configuration

Allowed Campaigns

A list of campaigns to which members of this user group can log in to.
The ALL-CAMPAIGNS option allows the users in this group to see and log
in to any campaign on the system.

Allowed Inbound
Groups

A list of campaigns to which members of this user group can log in to.

Group Shifts

A list of shifts that can restrict the agents login time on the system

Agent Status Viewable
Groups

A list of user groups and user functions to which members of this user
group can view the status of, as well as transfer calls to inside of the
agent screen.

e The ALL-GROUPS option allows the users in this group to see and
transfer calls to any user on the system.

e The CAMPAIGN-AGENTS option allows users in this group to see
and transfer calls to any user in the campaign that they are
logged into.

e The NOT-LOGGED-IN-AGENTS option allows all users in the
system to be displayed, even if they are not logged-in currently.

e The Default-ADMIN - Neox Dial Center Administrator Group

e The Default-AGENT - Neox Dial Center Agent Group

e The Support - suport_ippbx

5. Click Submit to save the details.
6. If you want to delete the User Group, click Delete.
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3.2.2.2 Searching User Groups

To search using filter:

Enter User Group ID/ User Group Name.

Click Search.
System returns all User Groups details that contain the search term.

To get a list of all User Groups details, click Search.

P w N e

3.2.2.3 Deleting User Groups

Neox provides two ways of deleting the User Groups:

e Single User Group deletion — Enables deleting a single User Group configuration.
1. Select a User Group.
2. Click Delete.
3. Click Ok to confirm.

e Multiple User Groups deletion - Enables deleting multiple User Groups.
1. To delete multiple User Groups, select the User Groups OR to delete all User Groups, select the
header column.

2. Click Delete.
3. Click Ok to confirm.
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LL—Q
7 Note
e With SSO enabled and in astguiclient.conf file configuration, if Is_Role_Create_On_Keycloak => 1,
you cannot delete a single or multiple User group through the application. The User group needs
to be deleted in the Keycloak. Clicking the Delete option displays the following error message.
Number of record per page: | 15 v
-
User Group Listing 7
| Create]
GROUP NAME CALLBACK COUNT MODIFY ETE
) TestGroup 0
ManualOBUserGP Manual OB User Group 0

keycloakGroup keycloakGroup_Description 0 X

Default AGENT MNeox Contact Center Agent Group 0 X

Default-ADMIN Neox Contact Center Administrator Group 0 -

1
N
Q <<< Error >>>
Unable to delete user group. User group needs 10 be deleted from S50 portal.
[ OK |

e With SSO enabled and in astguiclient.conf file configuration, if Is_Role_Create_On_Keycloak => 0,

you can delete User Profile/Role in the application. However, the same is not deleted in the
Keycloak. If the same user tries to log in to the application, the system will display an appropriate

error message.
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3.3 Parking Slot

—

/] Note

This module is deprecated.

This section provides information on configuring and managing Parking Slot that enables the agents to park
a call until the agent is available. After any agent becomes available, they can grab the call to start talking to
the customer.

For example, when a patient (customer) calls in a hospital, the receptionist (agent) receives the call. If the
patient asks for a specific doctor (third party/other agent), which is busy on some other call, the agent can
park the call in the doctor’s parking slot and receive calls from other patients.

When the doctor is available, then the doctor can grab the call and talk to the patient directly.
To manage Parking Slot, do the following steps:

e Creating Parking Slots
e Updating, Searching, and Deleting Parking Slots
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3.3.1 Creating Parking Slots

To create a new Parking Slot:

Log in to Neox DC.
In the Navigation Area, click User Management, and then click Parking Slot.

User Management Users

Campaign Management »  User Groups

List Management P  Parking Slot

Figure 23 Parking Slot menu

3. Parking Slot screen appears.
4. The screen is bifurcated into two sections; Search for Parking Slot and Parking Slot Listing.
e Search for Parking Slot - Provides a way to search Parking Slot using search criteria.

e Parking Slot Listing- Provides a list view of existing Parking Slots created in the system with the
details such as Agent name, Parking Slot Number. Additionally, you can create, update, search,
and delete parking slots and view details by clicking its Agent name.

5. To create a new Parking Slot, click Create.

Search Criteria
Eareer Tims ;| FAL0 .23 F AR

| Usws | UserGe
| Search for Parking et

l: Fariing Slot Humbar el ALL w | Search |
Create

ilzlmmlunnq
reate [l Desese g
[0 sgen PParking Elogf Humber MODFY DELETE

| Pariding 1o | |

Hufmber of rscoid péd page | 15 ~

Figure 24 Create Parking Slot

6. Add a New Parking Slot screen appears.
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7. Select a parking slot and agent, to assign the agent to the parking slot. By default, you can assign
only three parking slots to an agent.

Add a New Parking Slot

Parking Slot Detail

Parking Slot Number *

Agent”

777101 A
777102

777103

Fradl T A RN
777105

777106

777107

777108

777109

| agent-02 v]

e .

—0

Figure 25 Create Parking Slot

8. Click Submit.

9. A confirmation message appears. Click Ok.

© 2022-2023 Sterlite Technologies Limited
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3.3.2 Updating, Searching, and Deleting Parking Slot

In addition to performing Parking Slot creation, you may also update, search, and delete (single and bulk)
Parking Slot.

3.3.2.1 Updating Parking Slot

To update:
1. Click Edit corresponding to the Parking Slot.
2. Modify a Parking Slot screen appears. Modify details as required.
3. Click Submit to save the details.
4. If you want to delete the Parking Slot, click Delete.

3.3.2.2 Searching Parking Slot

To search using filter:

Enter Parking Slot Number or select Agent.
Click Search.
System returns Parking Slots details that contain the search term.

A w N e

To get a list of all Parking Slots details, click Search

3.3.2.3 Deleting Parking Slots

Neox provides two ways of deleting the Parking Slots:

e Single Parking Slot deletion — Enables deleting a single Parking Slot configuration.
1. Select a Parking Slot.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Parking Slots deletion - Enables deleting multiple Parking Slots.

1. To delete multiple Parking Slots, select the User Groups OR to delete all Parking Slots, select the
header column.

2. Click Delete.
3. Click Ok to confirm.
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4. Campaign Management

This chapter provides information about Campaign Management that is a comprehensive solution to manage
inbound and outbound calls. Campaign Management enables the administrator to create multiple campaigns
for managing the calling process at different schedules. Administrator can imply different rules on calls,
control their executive, and schedule campaign based on requirements. After every call, the administrator
can track the calls through the Call Detail Records (CDR). Through the Campaign Management, you can create
Campaign, Pause Codes to enable agent pause calls after given the reason, List Mix to manage leads, Dynamic
Prompt to ensure callers are connected through IVR, Conference to allow conference calls between agent,
customer, and another caller, and SMS API gateway to send SMS.

Contents:

e Campaigns

e Pause Codes

o [Ljst Mix

e Dynamic Prompt
e (Conference

e SMS API Gateway
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4.1 Campaigns

This section provides details about configuring Campaigns that helps in breaking down the calling
components based on the requirements. It helps in organizing calls by creating different campaigns, engaging
customers through prompt files, configuring call back on daily/global basis, call disposition, inbound group
configuration for transfer and so on. Campaign helps in organizing calls effectively to provide better customer
experience.

Contents:
e Creating Campaigns
e Campaigns List View

e Updating, Searching, and Deleting Campaigns
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4.1.1 Creating Campaigns

To create a new Campaign:

Log in to Neox DC.

In the Navigation Area, click Campaign Management, and then click Campaigns.

Campaign Management

List Management

Inbound Management

Senvice & Feature
Call Time Management

ACL Management

Campaigns

Pause Codes

List Mix

Dynamic Prompt

Conference

SMS API Gateway

Figure 26 Campaigns menu

3. Campaign screen appears.

4. The screen is bifurcated into two sections; Search for Campaign and Campaign Listing.

e Search for Campaign - Provides a way to search Campaign details using search criteria.

e Campaign Listing- Provides a list view of existing Campaign created in the system, including the
details such as Campaign ID, Name, Dial Method, Auto Alt-Dial, Callback Count, Active/Inactive,
URL Config, SMS Config, Email Config, and CRM Notify Config. camp_1 Default-Campaign
PREDICTIVE is the default campaign provided. Additionally, you can update, search, and delete
campaigns and view details of a Campaign by clicking its CAMPAIGNID.

5. To create a new Campaign, click Create.
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Figure 27 Create Campaign
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6. Add a New Campaign screen appears. Enter the parameters as given in the table.
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Figure 28 Create Campaign
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Table 6 Create Campaign Parameters

Parameters Description
Enter a short name of the campaign. It is not editable after initial
Campaign ID* submission, cannot contain spaces, and must be between 2 and 8

characters in length.

Campaign Name*

Enter a unique name of the campaign. It must be between 6 and
40 characters in length and only dash (-) is allowed in the name.

Make a Campaign Active or Inactive. If a campaign is inactive, then

Active . :

it cannot be used and the agent cannot login.

Select the Time Zone for the Campaign according to your work
Time Zone time zone. Agent after their defined time zone will not be able to

log in.

Next Agent Call

Select a mechanism to assign the call to the next available agent.
Campaign level “Neox Agent Call” is used in Predictive calling. The
options are:

e Random - Orders by the random update value in the
database.

e Round Robin — Orders by the last time an agent was sent a
call. This results in assigning the same number of calls to all
agents.

e Number of Calls — Call is distributed among the agent (until
all agents get equal number of calls) for that specific
inbound group. Least calls first.

e Most Idle — Orders by the amount of time agent has been
actively waiting for a call.

e Inbound Group Rank — Orders by the rank given to the
agent for the specific inbound group. Highest to Lowest.

Script

Select a script to display on the agent’s screen for this campaign.
Select NONE to show no script for this campaign. This script is
displayed on the Agent’s login screen under the Screen tab.

Prompt Files — Prompt file is used to play audio files in different scenarios, such as to play
welcome message for the caller, call put on hold or parked and so on.

Park Music-on-Hold File

Upload a valid prompt file to play while a call is put on hold or
parked.

Play Welcome Message

Select an option to play the defined welcome message. The
options are:

e ALWAYS — Plays welcome file very time.
e NEVER — Never plays a file.
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Parameters

Description

e |F_WAIT_ONLY - Plays a welcome message only if a call is
waiting.

Welcome Message
Filename

Upload a welcome message file that is played when the call comes
in.

MOH Message Filename

Upload a music on hold file that is played when the call is put on
hold.

Callback Configuration — Callback configuration allows the agent in configuring call back
request from the customers for fail and successful calls. When the call back configuration is
performed, then the agent is able to set time from the calendar to call back the customer.

Scheduled Callbacks

Allows the agent to schedule a call back in this campaign. When
this option is enabled, then only the agent is able to schedule a
call back on a daily basis or globally.

Maximum Callback Hops - Per Day Configuration
Set how many scheduled call back can an agent set for one day on a particular number/lead.

Maximum Callback Hops
for Fail Calls

Number of scheduled callbacks that an agent can set per day for
failed calls.

Maximum Callback Hops
for Success Calls

Number of scheduled callbacks that an agent can set per day for
successful calls.

Maximum Callback Hops - Global Configuration

It is the maximum count of callback requests an agent can register. It can be set for failed
and successful calls and can be defined either as 1 week, 1 month, and 1 year until the count
doesn't decrease to O for the logged in agent.

Maximum Callback Hops
for Fail Calls

Number of scheduled call back that an agent can set for failed
calls.

Maximum Callback Hops
for Success Calls

Number of scheduled call back that an agent can set for successful
calls.

Call Disposition Configuration- This configuration includes various reasons/statuses of call
disconnection for both incoming and outgoing calls. The Call Disposition is configured from
Service & Feature>>Disposition Statuses.

Allow Auto Disposition

All the calls that are handled by the agent are disposed
automatically on hang-up. In this case, no disposition status is
displayed on the agent’s screen and the agent is again in queue
for the next call. This is used when disposition status is necessary
to the client.
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Parameters

Description

This call disposition configuration has the highest priority. If this
configuration is enabled, all other call disposition configurations
gets disabled.

Allow Disposition for
Fail Calls

Select Enable to display Disposition statuses on the Agent’s
screen. All the calls that are handled by the agent, are disposed
for failed calls. If not selected, then Disposition Statuses are not
displayed on the Agent’s screen for failed calls.

Allow Time Bound
Disposition

Enter a timer for call disposition. This time is prompted on the
agent’s screen. If the agent disposes the call within that time, the
call gets correctly disposed, else the system auto disposes the call
after the configured number of seconds. Here, 0 means time
bound disposition is disabled.

Inbound Group Configuration for Transfer

Allow Transfer To
Inbound Group

Allows transfer of calls from one in-group to another group,
associated with the same campaign.

Minimum Hoper Level

Minimum Hoper Level

Select the number of leads that are ready to be dialed during
predictive/manual dialing.

Dial Method

Campaign Type

Defines the way about how the dialing takes place. The options
are:

e MANUAL: Auto_dial_level is locked at 0 and the agent has
to manually click dial next to dial next lead uploaded by
the admin.

e PREVIEW - User information is displayed to the agent
before the call is connected to the customer. Here, agent
can dial/skip/delete a call.

e PROGRESSIVE - User information is displayed to the agent
before the call is connected to the customer. The Agent

can choose to either dial the lead, skip or to trash the lead.

If no action is performed by the agent, then the system
automatically dials the lead.

e PREDICTIVE - As soon as the agent logs in and is available
in “Ready” status, system starts calling the leads
automatically. However, if the agent is in Pause Mode,
then the calling goes in Pause Mode.
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Parameters

Description

e INBOUND_MAN - Allows the agent to dial calls manually
from a campaign list, while being able to take inbound calls
between manual dialed calls.

e VOICE_BLASTER - All the numbers in the lead are
automatically dialed and the IVR is played. Usually, it is
used for broadcasting a message. For example,
advertisements or marketing.

= System calls and plays IVR to the customer.

o Call Menu - Select predefined call menu to play in
IVR. It is configured from Inbound
Management>>Call Menus.

o Voice Blaster Type - If “Static”, then default IVR is
played in Call Menu. If “Dynamic”, then text is
converted to speech. Configured in list.

Auto Dial Level

It is used to set the Call Rations for an agent, when Campaign Type
is selected as PREDICTIVE or VOICE BLASTER.

e “PREDICTIVE” Campaign Type

= Agent Status “All”- System calls the customer
automatically irrespective of the agent’s mode. If the
number of log in agent is 5 and Auto Dial Level is 2,
then system dials 5*2=10 calls at the same time and
maintains the live calls count 10 as well.

= Agent Status “Ready” - System calls the customer
automatically only when the Agent is in “Ready”
mode. If the number of agent in “Ready Status” 2 out
of 5 logs in, then system dials 2*2 (Auto Dial Level is 2)
=4 at the same time and maintains the live calls count
4 until any agent logs off.

e INBOUND_MAN Campaign Type — Agents dials the calls
manually.

e VOICE BLASTER Campaign Type — System calls and plays
IVR to the customer.

= Call Menu - Select predefined call menu to play in IVR.
It is configured from Inbound Management>>Call
Menus.

= Voice Blaster Type

o If “Static”, then default IVR is played in Call Menu.
o If “Dynamic”, then text is converted to speech.
Configured in list.
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Parameters Description

It is used when the Campaign Type is selected as
"PREVIEW/INVOUND MAN". Manual Preview Dial takes three
parameters:

e DISABLED - Disables this field.

e PREVIEW_AND_SKIP - Agent can view the customer
information and can decide whether to "Dial" or "Skip".

e PREVIEW_ONLY - Agent can view the Customer
information but cannot "skip".

Manual Preview Dial

- This is used when the administrator wishes to dial an alternate
Alt Number Dialing

number if the primary number is not reachable / not answered.

Call Route on Hangup

Enables the Agent to route the customers to a feedback menu
after the call ends. After the call is disconnected by the Agent,
default IVR is played.

Customer Feedback
Menu

7. Click Submit.
8. A confirmation message appears. Click Ok.
9. The newly created Campaign is displayed on the Campaign Listing.

10. You can activate/inactivate the user by clicking Active/Inactive. Here, green indicates “Active”,
whereas red indicates “Deactive” users.

Pereste] Cetete g |
Al T BACK ACTIVE ) M NOTWF
() CAMPAGH e QAL AUTOMLT  CAUBACK ACVE/  miconric smscowria e CRMNOTRY Loney  pelem
D METHOD  DWAL COUNT  INACTIVE CONFIG CONFIG
oo Dial-Centar- % o 7
OC_Cam 1 (o PREVIEW - ® URLPowo @ SMSAP @ EmaisP) @ CRMAP

Figure 29 Activate/Deactivate User
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4.1.2 Campaigns List View

After the campaign is created, it is displayed in the List View. On this screen, you can configure the following:

e URL CONFIG

e SMS CONFIG

e EMAIL CONFIG

e CRM NOTIFY CONFIG

4.1.2.1 URL CONFIG

This section provides details of Neox DC integration with third-party CRM solution. CRM integration enables
agents to open a new browser window, with the configured CRM URL in the campaign page. When this new
window is opened up, the SYSTEM parameters or LEAD Parameters from the uploaded Lead are passed as
the parameter. Also, multiple window pop ups can be configured to allow the agent to open more than 1
URL.

To configure URL, do the following steps:

e Creating URL Config
e Updating, Enabling, and Deleting URL Config

4.1.2.1.1 Creating URL Config

To create URL Config:

1. Click URL Popup in URL Config on Campaign Listing.
2. Add URL Configuration screen appears.
3. The screen is bifurcated into two sections; Add URL Configuration and Modify URL Configuration.

e Add URL Configuration - Provides a way to activate URL Popup. Before activation, make sure to
first enable URL configuration from System Management>>Server Management.

e Modify URL Configuration - Provides a list view of existing URL Config created in the system,
including the details such as Event, URL, and so on. Additionally, you can create, update, and delete
URL Configuration.
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4. To add a new URL, click Add New.

| campaigns | luqumnuruIlmilumm
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Figure 30 Add New URL Configuration

5. URL Configuration screen appears.
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Figure 31 Add URL Configuration
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Perform the configuration as given in the table below.

Table 7 URL Config Parameters

Parameters Description
URL Event Enable/Disable the particular event created.
Configure the event on which the URL will popup. The options are:

e NONE - URL popup label is displayed on the agent screen. When
the agent clicks that link, then the configured URL opens and this
configuration is not bind with any event at the agent.

o LOGIN - When an agent logs in to the system, then the login page

Event asks for the configured parameter for URL pop up. For example,

an agent can login in Neox DC, as well as CRM via URL pop-up.

e CALL - When incoming or outgoing call is allocated to the agent,
then the configured URL popup opens.

e DISPO - While disposing the call, configured URL opens.

e LOGOUT - To ping any URL, select Logout. This pop up never
remains open.

Campaign Type *

Specify to open configured URL pop up for inbound call or outbound call.
This helps in a blended campaign. This option is configurable only for Call
and Dispo type of Event.

URL *

Enter a URL that you want to open when a configured event occurs.

URL Display

Enter an alias name for the configured URL that is displayed on the
agent’s screen (Left side of the “ACTIVE CALLBACK LIST”). This will help
the agent if the pop up window is closed. In this case, agent can click this
configured name to open the URL pop up window manually.

Method

Specify the method of taking the query. There are two type of methods:

e Get-InGET method, the datais sent as URL parameters that
are usually strings of name and value pairs separated by
ampersand (&). For example,
http://www.example.com/action.php?name=john&age=24

e Post-InPOST method, the datais sent to the server as a
package in a separate communication with the processing script.
Data sent through POST method is not visible in the URL. For
example, http://www.example.com/action.php

Default method for any URL is Get. The URL popup opens with this
method.
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Parameters Description

Select how you want to display URL, such as a pop-up and IFrame. An
Web Ul IFrame (Inline Frame) is an HTML document embedded inside another
HTML document on a website.

Specify whether to close the already opened URL pop-up window at the
end of event. Auto Close works for the CALL and DISPO Event.
For example,

Auto Close e The window which is opened during CALL event is automatically
closed when the call gets disconnected.

o DISPO - URL pop-up window will close when the agent submits
the disposition status.

Select a parameters as below:
Specify the Parameter 1) Query 2) URL

e Query - In Query, the passed parameter is a key-map value.
Query or URL .
. ?key=
Parameter For example, http://www.google.co.in?key=value
e URL- In URL, the passed parameter is passed with slash (tick) at

the end. For example, http://www.google.co.in/browse/NEOX-

123
Query Parameter
Query or URL Parameter ® aquery O URL
Static Parameter
Query Parameter Map Value Add Row
Lead Parameter
Query Parameter Map Field Add Row |
Address [v] x
System Parameter
Query Parameter Map Field Label Is Password ? Add Row
NEW v [ enable
Figure 32 Query Parameter
URL Parameter
Query or URL Parameter O quey @ URL
URL Parameter
Lead/System/Dynamic/Static Map Field/Value Label Is Password ? Add Row |
LEAD  [V] Address ] .

Figure 33 URL Parameter
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Parameters Description

Static Parameter

Enter the token passed into the URL popup. (For example, first

uery Parameter . .
Query name=Adam, here first name is query parameter).

Enter the map value to send the data for the query parameter to the URL

Map Value
pop up.

Specify which lead parameter does the administrator wants to pass as a
query parameter in the configured URL. Administrator can configure all
lead fields from attached list to this campaign.

e Query Parameter - Token passed to the URL (For example,
username=abc, where username is Query parameter).

e Map Field - Token Map value that gets its value from the

Lead Parameter uploaded lead (For example, Phone Number, Phone Code,
Country Code and so on).
If the URL has the same Username and Password as the Dial
Center Agent, then the same User Login and Password fields can
be used.

e Click Add Row to add the Query parameter and Map Field.

e Click on X (cross) to delete that row.

This field is required, if the administrator wants to configure different
login credentials for the URL. Whatever configuration is performed here,
will appear on the agent login screen.

System Parameter gets the dynamic value at the Agent login time.

e Query Parameter - This parameter is the logical name of the field
used in the URL that is to be opened. For example, os_username
is the logical name of User Name textbox in the CRM Login page.

System Parameter e Map Field - NEW specifies adding the new parameter and other
options are the ones if we want to reuse the previous configured
Event Parameter.

e Label - Displays name that appears on the Agent Login Screen.

e |s Password - Enabling this intakes credentials from the agent in
encrypted format.

e Click Add Row to add the Query parameter and Map Field and
Label.

e Click X (cross) to delete that row.

6. Click Submit.

7. The green color indicates the configuration is done successfully.
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4.1.2.1.2 Updating, Enabling, and Deleting URL Configuration

4.1.2.1.2.1 Updating URL Configuration

To update:

1. Click Modify URL Configuration corresponding to the URL Configuration on Modify URL
Configuration.
Modify details as required.
Click Submit.

4.1.2.1.2.2 Enabling URL Configuration
To enable URL Popup:

1. Select URL Popup.
2. Click Submit.
3. This will enable the URL popup.

>

/| Note

-

URL setting must be enabled in the System Management>>Server Management.

4.1.2.1.2.3 Deleting URL Configurations

Neox provides two ways of deleting the URL Configurations:

e Single URL Configuration deletion — Enables deleting a single URL Configuration.
1. Select a URL Configuration.
2. Click Delete.
3. Click Ok to confirm.

e Multiple URL Configurations deletion - Enables deleting multiple URL Configurations.

1. To delete multiple URL Configurations, select the URL Configurations OR to delete all URL
Configurations, select the header column.

Click Delete.
Click Ok to confirm.
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4.1.2.2 SMS CONFIG

This section provides details of Neox DC integration with third-party SMS solution. SMS Config feature in
Neox DC allows you to perform configuration where you can send SMS notification to the operator and
customer. The recipients of the SMS notification can be customer number (from CDR, only one per CDR),
external numbers (configuration at SMS page - multiple) or BOTH. BOTH option helps in sending SMS to both
operator and customer.

To configure SMS, do the following steps:

e Creating SMS Config
e Updating, Enabling, and Deleting SMS Config
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4.1.2.2.1 Creating SMS Config

To create SMS Config:

1. Click SMS API in SMS Config on Campaign Listing.
2. SMS Configuration screen appears.
3. The screen is bifurcated into two sections; SMS Configuration and Modify SMS Configuration.

e SMS Configuration - Provides a way to activate SMS Configuration. Before activation, make sure
to first enable SMS configuration from System Management>>Server Management.

e Modify SMS Configuration - Provides a list view of existing SMS Config created in the system,
including the details such as Status, Receiver Type, and so on. Additionally, you can create,
update, and delete SMS Configuration.

4. To configure SMS, click Create.

Sairver T PO0L01 08 15:14:08

M|w+-|mnwu | Conlewrance | SWS AF1 Galeway

BN Contagurston Moy Vos Bisir Campasgn
I, O susenacee  JEEIDA
1
Create ‘ Purmizer of record ped page ;[ 15 ~
Lo
O STATS RECEIVER TVFE ACTHEANACTIVE MODIFY DELETE

Figure 34 Create SMS Configuration

5. Add SMS Configuration screen appears.

SMS Event M Enabvie

Status A ~]

Receiver Type CUSTOMER NUMBER |+ |
Add Customer & Message

Select API" | SELECT SMSAPI ||

Address - 5ize(25) %3] NSERT
Message to Customer
Preview
| SUE-AT gl CANCEL

Figure 35 Add SMS Configuration
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Perform the configuration as given in the table below.

Table 8 SMS Config Parameters

Parameters Description
SMS Event Enable/Disable the particular event created.
Status Select Disposition status so that the agent can send sms to the number

disconnected with the same status.

Receiver Type

Select the message receiver type. There are three possible values.

e CUSTOMER NUMBER - Sends the message to the customer’s
number available in the CDR. You can send SMS to any number
of the customers.

e ANOTHER PHONE NUMBER - Sends the message to the other
numbers. You can send SMS to any number of phone numbers.

e BOTH - Sends the message to the customers, as well as other
numbers, as required.

Add Customer & Message - Available when Receiver Type is Customer Number or Both.

Select API* Select API through which SMS is sent.
This textbox contains the structure of the SMS sent to the customer.
1. To create this, first select Message Value.
2. Click Insert.
3. All selected values are displayed in the given textbox.
4. You can preview the SMS structure by clicking Preview
Message.
Add Customer & Message
Message to Selet API" | SELECT SMS API [< @
Customer [ Add Ne'w | ’
) . . '
Address - size(25) | [ SER!
Message to Customer :::2:::1::)“1’:3” ® |
> | Previw Message |
| suBmiT Jii CANCEL |

Figure 36 Add Customer & Message

Message Preview screen appears. You can view the Configured and
Actual Message.
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Parameters Description
Configured Message Actual Message
<<Alternate Number <<Alternate Number
<<Address>>1>><<Area>> ec_cf Addressi>>ec cf Are

a

Figure 37 Message Preview

Add Phone number & Message - Available when Receiver Type is another Phone number or
Both.

Select API* Select API through which SMS is sent.

This textbox contains the structure of the SMS sent to the extension.

To create this, first select Message to Phone Number.
Click Insert.
All selected values are displayed in the given textbox.

You can preview the SMS structure by clicking Preview
Message.

PwNE

Add Phone Number & Message

Select ARI® | test w
Phone Number
Phone Number™ Message to Phone Number® Add New
Address - size(25) v

1234567891 | [<address== bt

Preview Message

Figure 38 Add Customer & Message

Message Preview screen appears. You can view the Configured and
Actual Message.
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Parameters Description
Configured Message Actual Message
<<Alternate Number <<Alternate Number
<<Address>>1>><<Area>> ec_cf Addressi>>ec cf Are

a

Figure 39 Message Preview

5. Click Submit.
4.1.2.2.2 Updating, Enabling, and Deleting SMS Configuration

4.1.2.2.2.1 Updating SMS Configuration

To update:

1. Click Modify SMS Configuration corresponding to the SMS Configuration on Modify SMS
Configuration.
Modify details as required.

Click Submit.

4.1.2.2.2.2 Enabling SMS Configuration

To enable SMS configuration:

1. Select SMS Enable.
2. Click Submit.
3. This will enable the SMS Configuration.

—

/] Note

SMS setting must be enabled in the System Management>>Server Management.
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4.1.2.2.2.3 Deleting SMS Configurations
Neox provides two ways of deleting the SMS Configuration:

e Single SMS Configuration deletion — Enables deleting a single SMS Configuration.
1. Select a SMS Configuration.
2. Click Delete.
3. Click Ok to confirm.

e Multiple SMS Configurations deletion - Enables deleting multiple SMS Configurations.

1. To delete multiple SMS Configurations, select the SMS Configurations OR to delete all SMS
Configurations, select the header column.

Click Delete.
Click Ok to confirm.
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4.1.2.3 EMAIL CONFIG

This section provides details of Neox DC integration with third-party Email solution. Email Configuration
feature in Neox DC allows you to perform configuration where you can send Email notification to the
customers.

To configure Email, do the following steps:

e (Creating Email Configuration
e Updating, Enabling, and Deleting Email Configuration

71



User Guide Campaign Management

4.1.2.3.1 Creating Email Configuration

To create Email Configuration:

1. Click Email API in Email Config on Campaign Listing.

2. Add Email Configuration screen appears.
3. The screen is bifurcated into two sections; Add Email Configuration and Modify Email Configuration.

Add Email Configuration - Provides a way to activate Email Notification. Before activation, make
sure to first enable Email configuration from System Management>>Server Management.

Modify Email Configuration - Provides a list view of existing Email Configuration created in the
system, including the details such as Disposition Status, Sender Name and so on. Additionally, you

can create, update, and delete Email Configuration.

4. To configure Email, click Add New.

0 O O

‘ Server Time : 0 20.01.08 163553
|
Campaigns | PauseCodes | Listlia I| Dpnamic Promgt | Confesence | GMS AP Galeway

g Ermail Confrgar ity Woc By ampasge

[ Emssi. Hosicabon Erable  [IEIEIIH
Create :| = °
Woddy Fmad Contegursbon

 Deciete

[ eS80 STaTus

METWEANACTIVE MODIFY DELETE

Figure 40 Create Email Configuration

5. Add Email Configuration screen appears.

Q

EMAIL API CJenable

Status [a vl

From® I

Ernail to Customer [ enabie

doiccoii

To: ~ 1 :

Boay” Address il insen |
iB r u ||z i= EFIEEEER
[T~ - Syie * | Fomat 5
! Fort » | Sire

alt

Aftachments Maximum limit of attachment size should be 2MB

Browse... | Mo file selected,

-3

Figure 41 Add SMS Configuration
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Perform the configuration as given in the table below.

Table 9 SMS Config Parameters

Parameters Description
EMAIL API Enable/Disable the particular EMAIL API.
This field sets the disposition status on which the Email has to be
Status sent. A list of all the disposition status allowed for the campaign
appears here.
From Enter the sender’s email address.

Email to Customer

If this field is enabled, then the uploaded list must contain an
Email ID field. The email ID of the customer is extracted from the
list and the email is sent to that ID.

If a new lead is dialed, the agent can enter the email ID of the
customer in the CRM form. This ID is passed to Neox and an Email
is sent to that ID.

Add recipients email address in the given field. You may enter the

Recipient recipient email in the “To” field, send a copy of the email through
“CC” and “BCC” option.
Define the subject line of the email by selecting the values from

Subject* the given drop-down options (lead parameter and call log
parameter). After selecting the option, click Insert.
Enter the content of the email body in this section by selecting the

Body values from the drop-down options (lead parameter and call log
parameter). After selecting the option, click Insert.

Attachments Upload any §upporting attachments by clicking Browse. You may
upload multiple attachments.

6. Click Submit.
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4.1.2.3.2 Updating, Enabling, and Deleting Email Configuration

4.1.2.3.2.1 Updating Email Configuration
To update:

1. Click Modify corresponding to the Email Configuration on Modify Email Configuration.
2. Modify details as required.
3. Click Submit.

4.1.2.3.2.2 Enabling Email Configuration

To enable Email configuration:

Select Email Notification Enable.
Click Submit.
3. This will enable the Email Notification Configuration.

Z Note

Email setting must be enabled in the System Management>>Server Management.

4.1.2.3.2.3 Deleting Email Configurations
Neox provides two ways of deleting the Email Configurations:

e Single Email Configuration deletion — Enables deleting a single Email Configuration.
1. Select an Email Configuration.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Email Configurations deletion - Enables deleting multiple Email Configurations.

1. To delete multiple Email Configurations, select the Email Configurations OR to delete all Email
Configurations, select the header column.

Click Delete.
Click Ok to confirm.
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4.1.2.4 CRM NOTIFY CONFIG

This section helps in understanding the integration of Customer Relationship Management (CRM) with Neox
based on configured configuration when any call gets Disconnected or Disposed with particular status or
when any incoming call arrived in the system. CRM configuration can be done in Campaign, In-group and DID
number.

To configure CRM Notification, do the following steps:

e Creating CRM Notify Configuration
e Updating, Enabling, and Deleting CRM Notify Configuration
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4.1.2.4.1 Creating CRM Notify Configuration

To create CRM, Notify Configuration:

Click CRM API in CRM Notify Config on Campaign Listing.
Add CRM Notify Configuration screen appears.

3. The screen is bifurcated into two sections; Add CRM Notify Configuration and Modify CRM Notify
Configuration.

e Add CRM Notify Configuration - Provides a way to activate CRM Notify Configuration. Before
activation, make sure to first enable CRM configuration from System Management>>Server
Management.

e Modify CRM Notify Configuration - Provides a list view of existing CRM Notify Configuration
created in the system, including the details such as Event, URL, Method, and so on. Additionally,
you can create, update, and delete CRM Notify Configuration.

4. To configure CRM Notify, click Add New.

(3

ae Codes | Lutl.hl | Comaméc Prompl | Corference | SU8 AP Qalewsy
l#cullluhﬂf.mhgnun Modfy Veoliiphr Campasgn

Server Tomee | 202007000 170006

S [Z:RUmmrms. ETE

Mgdity CRM Rotly Configuraion

[0 EveNT URL METHOD ACTIWEINACTIVE MODHFY DELETE

Figure 42 Create SMS Configuration
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5. Add CRM Notify Configuration screen appears.

54

CRM Motify Event
Enable Retry Cn Failure
Event

Call Type ™

Method *
Authentication

CRM Motification URL *

[l Enable

® ves ) Mo

| CALL_IMITIATED w |
H Inbound Outbound

® Json O URL
() Secret Key ) Access Token (O Auth Token 4P| ® Mone

CRM Motification URL Header

Static KeyNValue For Lead Parameter

& Mz

Lead Parameter

CQuery Parameter Map Field

[ Address -

Figure 43 Add CRM Notify Configuration

Perform the configuration as given in the table below.

After performing the configurations, click Submit.
Table 10 CRM Notify Config Parameters

Parameters Description
CRM Notif
otty Enable/Disable the particular event created.
Event
Select the event type when you want to send the data to the CRM. The options are:
e CALL_INITIATED
Event e CALL _CONNECTED
e CALL HANGUP
e CALL HISTORY
e CDR_UPDATE
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Parameters Description
Z Note
e The CDR_UPDATE applies only to Campaigns.
e This event is functional only when an administrator updates the Call CDR
Report (Report Management = Call CDR Report). For example, updates values
in Agent Rank, Custom Fields, etc.
Call Type * Select the type of call “Inbound” or “Outbound” to send the data to the CRM.
Method * Select the type of method “JSON” or “URL” supported by the CRM to send the data.

Authentication

Select the type of authentication to send the data to the CRM. For this, enter the
Secret Key/Access Token/Auth Token API provided by the CRM to allow sending
data.

e Secret Key
= Send Secret Key in URL or Header.

e Access Token

= Enter Access Token URL, Access Token Parameter, and Access Token
Header to send data to the CRM.

e Auth Token API

= Select Auth Token API, Token as Header or Request Body and enter the
Token Key.

Send Recording
File

For the Call_HISTORY event, you can add configuration for sending the recording file
name or recording file name along with the actual file to CRM notification. To do so,
follow the below steps:

8. Select “No” option to not send any recording file or file name.

9. Select "REC_FILE_NAME" option for sending only recording file name. We
need to provide a key in "Recording File Name Key" parameter.

Send Recerding File ND ® REC FILE_NANME REC_FILE

Recording File Mame Key * file name

For example, Recording File Name Key: file_name
Neox will send Notification as "file_name" : "<Actual Recording File
Name>.wav"
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Parameters

Description

10. Select the “REC_FILE” option to send the recording file name with actual
file. We need to provide key in "Recording File Name Key" parameter and
"Recording File Data Key" parameter.

Send Recarding File ) NO O REC_FILE_NAME ® REC_FILE
Recording File Mame Key * |fi|e_ﬂame |
Recording File Data Key * |fi|e_data |

For example, Recording File Name Key: file_name and Recording File Data
Key: file_data

Neox will send Notification as "file_name" : "<Actual Recording File
Name>.wav" and "file_data" : "<Actual Recording File Data>"

CRM Notification
URL Header

Enter the URL header through which you need to send data to CRM. For example,
Content-Type: application/x-www-form-urlencoded

Static Key/Value
For Lead
Parameter

Enter any static key or value for lead parameter while sending the data.

Lead Parameter

This is applicable for CALL_INITATTED, CALL_CONNECTED, and CALL_HANGUP type
of event. Lead Parameter allows you to map the system and CRM (third-party)
fields.

Query Enter the third-party defined parameter (query parameter) to map with the Neox
Parameter DC defined parameters.
Select the Neox DC defined parameters (map fields) to map with the third-party
defined parameters.
Manb Fields For example, phone number is indicated as “pnumber” by third-party and
P “phonenumber” by Neox DC, then enter following:
e Query Parameter = pnumber
e Map Field = phonenumber
Configure This is applicable for CALL_HISTORY event. This parameter allows the CRM to get
Parameter For | the details based on Disposition Status. System checks the data in Leads, Call Logs
Status (CDR) or both, based on the configuration.
Status Select a disposition status to retrieve data of a specific Disposition Status.
Select the parameter type from where you want to retrieve the data of the
Parameter Type Disposition Status. The options are:

e Lead Data — Retrieves data from leads.
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Parameters

Description

e Call Logs (CDR) — Retrieves the data from CDR.
e Both —Retrieves the data from both leads and CDR.

You may configure more parameters to retrieve the data from other disposition
statuses.

Lead Parameter

Here, you map CRM defined fields (Query Parameter) with the Neox DC defined
fields (Map Field).

For example, CRM wants first name and phone number details of the leads having
Disposition Status “B” and only phone number details of the leads having
Disposition Status “784” from Lead Data.

In this case, perform the configuration as shown in the following figure.

Click Add Row to configure more parameters.

Configure Parameter For Status

Status Parameter Type
B v LEAD_DATA [v|
Lead Parameter
Query Parameter Map Field
FName First Name (] X
Number Phone Number |
784 v\ LEAD_DATA |
Lead Parameter
Query Parameter Map Field
Number Phone Number v X

Figure 44 Configure Parameters for Status

Call Log
Parameter

Using this option, you can map CRM defined fields (Query Parameter) with the
custom fields. The custom fields are created in the List Management-> List
Customer Fields=> Use in CDR-Y.

Configure Parameter For Status

Status Parameter Type Add Row
A e GALL_LOG W
Call Log Parameter
Query Paramater Map Field
MNumber ec_ci_fesi e

Click Add Row to configure more parameters.

Both Parameters

Selecting the Both parameter type displays both Lead Parameter and Call Log
Parameter.
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Parameters Description

Configure Parameter For Status

Status Parameter Type
A o EOTH v
Query Parameter Map Field
FMame First Hame A
Call Log Parameter
Query Parameter Map Field
Number ec_cf_tesi v

Clicking Add Row adds the Lead Parameter by default.

4.1.2.4.2 Updating, Enabling, and Deleting CRM Notify Configuration

4.1.2.4.2.1 Updating CRM Notify Configuration
To update:

1. Click Modify corresponding to the CRM Notify Configuration on Modify CRM Notify Configuration.
2. Modify details as required.
3. Click Submit.

4.1.2.4.2.2 Enabling CRM Notify Configuration

To enable CRM, Notify configuration:

1. Select CRM Notify Enable.
2. Click Submit.
3. This will enable the CRM Notify Configuration.

>

/| Note

1

CRM Notify setting must be enabled in the System Management>>Server Management.
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4.1.2.4.2.3 Deleting CRM Notify Configurations
Neox provides two ways of deleting the CRM Notify Configuration:

e Single CRM Notify Configuration deletion — Enables deleting a single CRM Notify Configuration.
1. Select a CRM Notify Configuration.
2. Click Delete.
3. Click Ok to confirm.

e Multiple CRM Notify Configurations deletion - Enables deleting multiple CRM Notify Configurations.

1. To delete multiple CRM Notify Configurations, select the CRM Notify Configurations OR to delete
all CRM Notify Configurations, select the header column.

Click Delete.
Click Ok to confirm.
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4.1.3 Updating, Searching, and Deleting Campaigns

In addition to performing Campaigns creation, you may also update, search, and delete (single and bulk)
Campaigns.

4.1.3.1 Updating Campaigns

When you UPDATE a campaign, additional configurations related to the campaign appear. To update:

1. Click Edit corresponding to the Campaign.
2. Modify a Campaign screen appears.
3. Modify the Campaign details as given in the table.

[ ]
Campaigns | PawseCodes | ListMix | Dynamic Prompt | Conference | SMSAPI Gateway
Maodify a Campaign
Campaign Detail
Campaign ID c
Campaign Mame * campagni
Active Enabie
Mext Agent Ca Mast ldle bl
Seript . w
Tirme Zome 24hours - default 24 hours calling w

Campaign CaledD

Campaign Resonding ONDEMAND ~ + |
Call Reconging File Name Tagging Enable
Prompt Files

Choose File | Mo file chosen
Park Mugic-or-Hald File

Flay Welcome Message MEVER ~
Choose File | Mo file chosen
Welcome I.-IE'EEE’;IE' Fllename
(Fiease upload file with wav or mg3 extension)

Choose File |No file chosen
WOH Message Filenams

(Flease upload file with wav or .mg3 extension)

Figure 45 Modify Campaign
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Table 11 Modify Campaign Parameters

Parameters

Description

Campaign Caller
ID

Displays the number to the customer. If no number is available, then the
pilot number is displayed.

Campaign
Recording

Allows recording calls. The options are:

e NONE- Not allowing call recording.

e ONDEMAND-Allows only when call recording is required.

e ALLCALLS — Allows recording all calls, however agent can disable
recording.

e ALLFORCE - It applies recording to all calls.

Call Recording
File Name

Tagging

Enable the Call Recording File Name Tagging option to rename the
recording file with a given tag. The tag is used as a prefix for recording file
name.

Currently, this feature only works with API, where the Disposition API will
supply the recording tag.

If you have not get a recording tag from Disposition API, then the recording
file name stays as it is.

Configuration for Transfer

Allow Transfer
To External
Number

Select Enable to transfer calls to the external number.

Predefine Call
Transfer Profile

Select a profile where you want to transfer the call. This profile is created
from Service & Feature>>Number Profile.

System auto dials the leads/data based on the status selected in this

Dial Status )
section.
. Select Campaign Statuses. So, when an agent selects disposition status at
Campaign : '
Statuses the end of the call, then more options are displayed for better

understanding. System also displays default statuses for selection.

Lead Filter Option

Enable lead filter

Allows filtering the lead uploaded in the campaign. For example, If the lead
has a column state, in which different states are specified, then the lead
can be filtered by specifying the state name, (For example, Gujarat).

Hopper and List Configuration

Minimum
Hopper Level

Select the number of leads that are ready to be called during predictive
dialing.
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Parameters Description
Select an active List Mix to bind the list mix to the campaign. For list mix to
work, make sure that the hopper level of campaign is 100, as the list mix
algorithm (EVENT MIX, ORDERED MIX and RANDOM MIX) is designed

List Mix accordingly.

When the agent clicks Dial Next, then the system dials the next lead from
this list according to the selected algorithm defined while creating List Mix.

Outbound Lead
Priority

Enables call from the agent to land to the customer based on the priority
given to the customer. In outbound call, the priority can be set in three
ways:

e FIFO (First in First Out) - The lead first entered in the list is dialed
first and the lead entered the last is dialed at the last.

e Highest to Lowest - Lead with highest priority is dialed first and lead
with the least priority is dialed at the last. For example, 100 being
the highest and 1 being the Lowest.

e Lowest to Highest - Lead with lowest priority is dialed first and lead
with the highest priority is dialed at the last. For example, 100 being
the highest and 1 being the Lowest).

Alt Number
Dialing

Allows the agent to dial alternate number if the customer does not pick the
call on the primary number.

Agent GUI Configuration

Agent Lead
Search

Allows the agent to search the leads from the system.

Agent Pause
Codes Active

If Enabled, then agent Allows the agent to select Pause Code. The Pause
Code is configured from Campaign Management>>Pause Code.

The options are:
e Y —Enable select Pause Code.
e N —Disable Pause Code.

e FORCE — Agent must select the Pause Code while he do pause on
GUI.

Agent Login
without Leads

If Enabled, then allow the agent to log in without leads.

Manual Dial Method

Manual Dial
Override

Allows the agent to dial a number manually. However, number should be
registered in the system irrespective it is uploaded in the system or not.
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Parameters Description

Allows the agent to dial a number manually. The options are:

e DNC_ONLY - Allows filtering the leads from DO NOT CALL List only.
e CAMPLISTS_ONLY - Allows filtering the leads from CAMPAIGN LIST

Manual Dial
Filter only.
e DNC_AND_CAMPLISTS: Allows filtering the leads from DNC and
Campaign.

e NONE — This will not allow filtering the leads.

Manual Call Time | If this field is enabled, then whenever the agent dials manually, the call
Check time is checked of lead, as specified in the time zone.

Other Configuration

Enter the time after which the call is disconnected if the call is not

Dial Timeout
answered.

Enter the prefix that is attached to the dialed number. By default, prefix Is
attached to the dialed number. If a prefix is already given, then no prefix is

Dial Prefi
tal Fretix added to the number. For example, for number such as 91NXXNXXXXXX,
the prefix will be “9”, whereas for no dial prefix, use X.
This field allows you to leave out the phone_code field while dialing within
Omit Phone the Neox dialer.
Code . . . ) . .
For instance, If you are in India and dialing a phone number in India, then
you need to dial only the given phone number without a prefix, such as 91.
Drop Call It is the number of seconds after which the call is dropped if the call is not
P answered by the agent. To comply with the regulations, it is recommended
Seconds .
that you set this to 5 seconds at most.
The number of seconds to force/allow an agent to fill the form before
Wrap U allowing them to receive or dial another call. The timer begins as soon as
SecoF;dsp an agent hangs up on their customer - or in the case of alternate number
dialing, when the agent finishes the lead. Once the timer is ended then the
call is automatically disposed irrespective of agent action.
Use DNC The lead whose call status is DNC (Do Not Call) is not dialed, if the value is
set to Y, and if the value is set to N, then the lead is dialed.
URL Configuration
If this Field is enabled, then URL configuration is active, and if it is Disabled,
URL Popup .. .
then URL is inactive.
SMS Configuration
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Parameters Description

If this Field is enabled, then SMS configuration is active and if not, then it’s
SMS API inactive. This is configured from System Management>>Server
Management >> Enable SMS Preprocessing

Email Configuration

If this field is enabled, then email configuration is active. If it is disabled,

Email API . .
then it is inactive.

CRM Notify Configuration

CRM Notify API

Lists Within This | Displays a list of leads attached in the specific campaign. When the agent
Campaign logs in into the portal, then this list appears.

4. Click Submit to save the details.

4.1.3.2 Searching Campaigns

To search using filter:

Enter Campaign ID, Name or select Dial Method.
Click Search.
System returns all Campaigns details that contain the search term.

P w N e

To get a list of all Campaigns details, click Search.

4.1.3.3 Deleting Campaigns

Neox provides two ways of deleting the Campaigns:

e Single Campaign deletion — Enables deleting a single Campaign configuration.
1. Select a Campaign.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Campaigns deletion - Enables deleting multiple Campaigns.

1. To delete multiple Campaigns, select the Campaigns OR to delete all Campaigns, select the header
column.

Click Delete.
Click Ok to confirm.
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4.2 Pause Codes

This section provides details about Pause Codes that are used by the agents, when they want to pause due
to any reason, such as meeting, tea break, training, dinner and so on. Administrator can create Pause Codes
for any reason and associate with the campaign. An agent associated with that campaign can select the Pause
Code when they want to take a break. The Pause Codes are displayed on the agent’s portal. This data is then
stored in the Neox Dial Center agent log.

Pause Codes helps the administrator in tracking the pause time and reason for pause through Pause Codes.
Pause Codes can be defined for any campaign and customized according to the needs. To use this pause
code, the administrator has to first activate the Pause Codes. All agents associated with the campaign are
able to use the Pause Codes. You can see statistics on Agent pause code time in the Agent Performance Detail
report.

If the Agent Pause Codes Active field is set to active, then the agents are able to select from these pause
codes when they click on the PAUSE button on their screens. This data is then stored in the Neox Dial Center
agent log. The Pause code must contain only letters and numbers and be less than 7 characters long. The
pause code name can be no longer than 30 characters. You can see statistics on Agent pause code time in
the Agent Performance Detail report.

To manage Pause Codes, do the following steps:

e (Creating Pause Codes
e Updating, Searching, and Deleting Pause Codes
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4.2.1 Creating Pause Codes

To create a Pause Code:

1.
2.

Log in to Neox DC.
In the Navigation Area, click Campaign Management, and then click Pause Codes.

Campaign Management Campaigns

List Management Pause Codes
List Mix

Senice & Featura Dynamic Prompt

Call Time Management Conference

ACL Management SM3 APl Gateway

Figure 46 Pause Codes menu

3.
4.

Pause Code screen appears.
The screen is bifurcated into two sections; Search for Campaign Agent Pause Code and Campaign
Agent Pause Code Listing.
Search for Campaign Agent Pause Code - Provides a way to search Pause Code details using search
criteria.
Campaign Agent Pause Code Listing - Provides a list view of existing Pause Codes created in the

system, including the details such as Campaign ID, Campaign Name, and Pause Codes. Additionally,
you can update, search, and delete Pause Code and view details of a Pause Code by clicking its

Campaign ID.

To modify a new Pause Code, click Modify Pause Codes.
Sorver Time : 391230 16-02:0)

Search Criteria
ﬂampnlgll
WManagament

Search for Campaign A

Create Campagn ID Carmpaign Name: Ea |

Mumiser of mcoid par pags - | 5

Carmpaign Agant Pawse Code Listing - — |

Campaign I} Cameaign Hams Pause Codes Moddy
UAETech LAETec ke argaign View+ F-‘GUF\‘!'AUE-E CODES
TS TCSCamp Woaws MODIFY PAUSE CODES
SYNTEL SYNTEL-PROCESS Views MODIFY PALSE CODES
Saecamp Seracascampagn Wit MODIFY PALSE CODES
RCHOMAIR RCHOMNAIRCampaign L MODIFY PALISE CODES
gl 2]3] 215 Hext Page | Last Page

Figure 47 Modify Pause Code
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Pause Code screen appears in edit mode. This displays a list of existing Pause Codes, if available.

7. To create a new Pause Code, Enter Pause Code and Pause Code name in the given fields. “Pause
Code” is not editable once it it created.

8. Click Add.

Server Time : 2019.12.20 16:08:

Campaigns |  Poause Codes | List Mix Dyeamic Promgt | Condeence | 535 AP Galewsy
Agent Pausa Codes for This Campaign : LWAETech

PALSE CODES PAUSE CODE NAME MODIFY DELETE
a [CALL BACK F (€]
L [omER . n
Lo [LUNCH BREAK (]
L [wisc p (]
~ [weETNG ] (¢}
L] Create [TEA BREAK . (%

Add o e Pause Code to This Camgags ®

Pause Cods: | TR ¥ Pauss Code Hame: | TRAINING I

Figure 48 Create Pause Code

9. A confirmation message appears. Click Ok.
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4.2.2 Updating, Searching, and Deleting Pause Codes

4.2.2.1 Updating Pause Code

To update:

1. Click Modify Pause Code corresponding to the Campaign ID on Campaign Agent Pause Code Listing.
2. Enter a new Pause Code Name. “Pause Code” not editable once it is created.

3. Click Edit.
PAUSE CODES PAUSE CODE mw*i DELETE

o CALL BACK

Figure 49 Edit Pause Code

4.2.2.2 Searching Pause Codes

To search using filter:

Enter Campaign ID/Campaign Name.

Click Search.

System returns all Pause Codes details that contain the search term.
To get a list of all Pause Codes details, click Search.

P wnN PR

4.2.2.3 Deleting Pause Codes

To delete:

1. Click Modify Pause Code corresponding to the Campaign ID on Campaign Agent Pause Code Listing.

2. Click Delete.
PAUSE CODES PAUSE CODE NAME MODEY LETE
o CALL BACK

Figure 50 Edit Pause Code
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4.3 List Mix

This section provides information about List Mix to allow dialing the customer’s contact number from the list
based on the priority and configuration. A List contains details of customer’s contact numbers and attached
with a campaign. In List Mix, you can create algorithm by selecting the method and priority of the list, to
define which lead is next called by the agent. List Mix offers flexibility in calling leads to provide better
customer experience.

List Mix is used for:

Calling leads from multiple lists based on the applied algorithm, such as Even Mix, In Order, and
Random.

Create Reports of a specific list to determine the sales made, leads quality and so on.
Enable or Disable calling in specific lists.

Steps to configure List Mix:

Create a Campaign, let’s say, Group_A.

Create multiple Lists, let’s say List A, List B, and List C, that contains the customer’s details in .csv
format and bind with the Campaign, Group A. To know how to create a List, refer to List
Management>>Load a New Load. Make sure all lists contain the same number of fields with the
same name and type.

Check all lists (List A, List B, and List 3) are bind with the campaign, Group_A. To know how to check,
refer to Campaign Management>>Campaign.

When you bind Lists with Campaign, then a List Mix is created with the Campaign name, let’s say,
Group_A is created with all three Lists (List A, List B, and List 3). To access, refer to Campaign
Management>>List Mix.

Apply algorithm on the List Mix and activate the List Mix.

As you activate the List Mix, it is available for the campaign. Modify campaign, Group_A and enable
the List Mix, let’s say Group_A-list_mix.
List Mix is activated.

To configure List Mix, do the following:

Modifying a List Mix
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4.3.1 Modifying a List Mix

To modify List Mix:

Log in to Neox DC.
In the Navigation Area, click Campaign Management, and then click List Mix.

Campaign Management

List Management Pause Codes

Inbound Management List Mix

Senvice & Feature Dynamic Prompt

Call Time Management Conference

ACL Management SMS APl Gateway
Figure 51 List Mix menu

3. Campaign List Mix Listings screen appears.
The screen has a section; Campaign List Mix Listings.
e Campaign List Mix Listings — Provides a list view of all list mixes created by binding lists with the

campaign. You can view details such as Campaign name, Name, Number of Lists, List Mix, and
Activate/Deactivate the List Mix. You have to modify List Mix to apply the algorithm.

5. To modify a new List Mix, click Modify List Mix.

© L5

L Server Time : F030-01-10 15:32
Campaigns | Pawse Coces | [JEIER 1 owamic | Conference | SMS APIGatewsy Modify
Camgaign List Mix Listings vIodITy
CAMPARGH HAME HUMBER OF LISTS LIST X AETWEAACTIVE LoDy kT [TiEd DELETE LiST L
Gioug-& Groug-A-Avalonmed] T Giowg-4,_isl_mrix = LICOIFY ST Mo
Gromip-B Group-B-3ME puri) . . LIODHFY LIST W

Figure 52 Modify List Mix

6. List Mix for This Campaign screen appears. Enter the parameters as given in the table.

[ E Server Tene : 2020-01.10 1544237
Managament

Campaipns | PauseCodes | ListMix | DynamicPromgt | Conference | SMS APY Gateway

List Mix for Thes Campaige : Group-A

Hots: For proper working of kait mix It is required that sl Ests attached to campang will contam same namber of liedds with same name and same type.
List id Detadl for List Bix with States

Nethod | EVEN_hax

usTo PRICRITY % X STATUSES ADDDELETE STATUSES FOR LIST MIX
Lst 1111 CIEIDY 1 v 100 - NEW - - Salect A Statys - Sl 400 B Mo

Diflarence % 0 | sussi |

Add a New List id for List Mix with States
List | 1111 - GroupA | ADO ENTRY | DROP WRORO NEW | CHANGE: [N Setedt A Status [ADO i e OVE |

Figure 53 List Mix for the Campaign
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Table 12 Modify a List Mix Parameters

Parameters

Description

List Id Detail for List Mix with Status

Select any one method to define the calling pattern of the leads from the
multiple lists available. The options are:

e Even_Mix — In this method, first lead from all lists are dialed, then
second lead from all lists and so on.

For example,

List A has Leads 1, 2, 3

List B has Leads 1, 2, 3

List Chas Leads 1, 2, 3

Then A-1, 2, 3 is called first, followed by List B- 1, 2, 3 and then

Method
List C-1, 2, 3 respectively.
e In_Order —In this method, all leads from the first list are dialed
first, followed by the second list and so on.
For example, Leads of List A -1, List B -1, List C- 1 are dialed first,
followed by List A -2, List B -2, List C -2 and then List A -2, List B -2,
List C -2 respectively.
e Random — In this method, leads are dialed randomly from all the
lists. In this case, no algorithm is applied.
LIST ID Displays the id of the list attached to the campaign.
Set the priority of the list to define the sequence based on which system
Priority dials the leads from the list, applicable only for Even_Mix and In_Order
methods.
% Mix Defines the percentage of leads are called from each list for the
° Even_Mix method. Make sure that the total should be equal to 100%.
Statuses You can add your required status for the dialing method.

Add/Delete Statuses
For List Mix

Select a status for List Mix.

Difference

This must be equal to zero.

Add a New List Id for List Mix with Status

Displays all lists available. Select a list to configure List Mix. Click Add

Li
Ist Entry. The list is added in the above section.
Select a status to apply on the list. If you want to keep the same status
Change . .
for all lists, then click All.
Status Add status to the list added by selecting a status and clicking Add. The

status is added in the previous field, “Change”

7. Once done, click Submit.
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4.4 Dynamic Prompt

This section provides the details about Dynamic Prompt that enables in developing prompts during run time
using the predefined Prompt Data based on its type. For example, prompting a phone number of the
customer, billing amount and so on. This means, for Voice Blaster Campaign (such as promotional events),
preconfigured IVR prompt file is played that guides the customer through the right resource and solves their
queries. This improves the customers experience by providing quick support.

To manage Dynamic Prompt, do the following steps:

e (Creating Dynamic Prompt

e Updating, Searching, and Deleting Dynamic Prompt
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4.4.1 Creating Dynamic Prompt

To create a Dynamic Prompt:
1. Loginto Neox DC.
2. In the Navigation Area, click Campaign Management, and then click Dynamic Prompt.
Campaign Ll.n.agr:n'u-:ﬂ.rlt | C.arnpaign - ]
List Management Pause Codes
Inbound Management List Mix
Senvice & Feature Dynamic Prompt

Call Time Management Conference

ACL Management SMS API Gateway

Figure 54 Dynamic Prompt menu

3. Add a New Dynamic Prompt screen appears.
4. The screen is bifurcated into sections.

e Search for Dynamic Prompt - Provides a way to search Dynamic Prompt details using search
criteria.

e Dynamic Prompt Listing - Provides a list view of existing Dynamic Prompts created in the system,
including the details such as Prompt Name, Prompt Data, and Prompt Type. Additionally, you can
create, update, search, and delete Dynamic Prompt and view details of a Dynamic Prompt by
clicking its Name.

5. To create a new Dynamic Prompt, click Create.

6-- 0 O

* Sarvar Teme ; POA1S-12-30 164N

| Confience | SMS AP Gabeway

Create | Pompt Hams PrompiData | ALL w| PromplTipe AL NIl Geanch |

| MussSa of ieiond ped page” |15 ~

[0  Enxelbams Eramel Ceats Promed Tvas WOOIFY DELETE

Figure 55 Create Dynamic Prompt
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6. Add a New Dynamic Prompt screen appears. Enter the parameters as given in the table.

Campaign
Management

Add a New Dynamic Prompt

Dynamic Prompt Details

Name *

Pre Prompt Filename

Post Prompt Filename

Prompt Type *

Prompt Data *

Campaigns | PauseCodes | ListMix | DynamicPrompt | Conference | SMS APIGateway

| SUBMIT g

O

Postpaid_Offer_1

Browse... No file selected.
(Please upload file with wav or mp3 extension)

Browse... No file selected.
(Please upload file with wav or mp3 extension)

| Number

P'honerlidm'bAer

@

Figure 56 Create Dynamic Prompt

Table 13 Create Dynamic Prompt Parameters

Parameters Description
Name* Enter the name of the dynamic prompt
Pre Prompt .
Filename Click Browse to play IVR before the prompt.
Post Prompt .
Filename Click Browse to play IVR after the prompt.
Select the type of prompt file. The types are:
e Number — Plays customer’s phone number in the prompt.
For example, a VCB Campaign is created to inform the customer about
the available balance. If the “Number” type prompt is selected, then it
fetches customer’s number respectively and play the prompt message.
Prompt Type e Date - Plays the “Date” as afnd when requm?d in the prompt message.
For example, a VCB Campaign is created to inform customers about
the special offers that ends on 22-10-2017. If Date is selected in
Prompt Type, each customer gets a prompt like “Celebrate Diwali with
100% Cashback on Recharge of 299 before 14™ November 2020".
e Date & Time - Plays the “Date and Time” as and when required in the
prompt message.
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Parameters

Description

For example, a VCB Campaign is created to inform customers regarding
the last Date and Time to avail discount offers like "Dear customer
shop up to 50% discount. The offer ends on 22nd January 2020 at
12.00.00HH: MM”.

e Text to Speech - Lead comment data is sent to the Text to Speech
server to generate the IVR files, received on demand and played during
the call.

e Filename — Filename is prompted in the dynamic prompt in IVR.

Prompt Data

Select the custom field for the Prompt Type selected, to play field data in
dynamic prompt. The list of custom fields can be configured from List
Management>>List>>Custom Fields.

7. Click Submit.

8. A confirmation message appears. Click Ok.
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4.4.2 Updating, Searching, and Deleting Dynamic
Prompt

4.4.2.1 Updating Dynamic Prompt

To update:

1. Click Edit corresponding to the Dynamic Prompt on Dynamic Prompt Listing.
2. Modify details as required.
3. Click Submit.

4.4.2.2 Searching Dynamic Prompt

To search using filter:

Enter Prompt Name or select Prompt Data/Prompt Type.
Click Search.
System returns all Dynamic Prompt details that contain the search term.

P wnN e

To get a list of all Dynamic Prompt details, click Search.

4.4.2.3 Deleting Dynamic Prompt

Neox provides two ways of deleting the Dynamic Prompt:

e Single Dynamic Prompt deletion — Enables deleting a single Dynamic Prompt configuration.
1. Select a Dynamic Prompt.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Dynamic Prompts deletion - Enables deleting multiple Dynamic Prompts.

1. To delete multiple Dynamic Prompts, select the Dynamic Prompts OR to delete all Dynamic
Prompts, select the header column.

Click Delete.
Click Ok to confirm.
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4.5 Conference

This section provides details about Conference that enables in binding Campaign with the available
Conference Room to allow conference calls between agent, manager, and customer. Neox DC provides a list
of system default Conference Rooms. Using this configuration process, administrator can bind a Conference
Room with a Campaign. This enables the agent of the specific Campaign to connect the parked call with the
manager using the available conference room. Conference Room is created by the system to address the
demand of multi-party conference calls.

To manage Conference, do the following steps:

e Creating Conference

e Updating, Searching, and Deleting Conference
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4.5.1 Creating Conference

To create a Conference:

Log in to Neox DC.
In the Navigation Area, click Campaign Management, and then click Conference.

Campaign Management Campaigns

List Management Pause Codes
Inbound Management List Mix

Service & Feature Dynamic Prompt

Call Time Management Conference

ACL Management SMS API Gateway

Figure 57 Conference menu

3. Conference screen appears.
The screen is bifurcated into sections.
e Search for Conference - Provides a way to search Conference details using search criteria.

e Conference Listing - Provides a list view of existing Conferences created in the system, including
the details such as Campaign, Conference Number, and In Use. Additionally, you can create,
update, search, and delete Conferences.

5. To create a new Conference, click Create.

mrem

Saarch 1o7 Conterimss

Create Canfenence Humbes Campsign | ALL = [aerch ]

| Mumber of record gar page - [15 |

—

Server Time - HS-12-30 171400

Confgrence Listing

[ ]
[Create | Deieie]

Figure 58 Create Conference

6. Add a New Conference screen appears. Enter the parameters as given in the table.

Campaign Q
Management

Campaigns | PauseCodes | ListMix | DynamicPrompt | Conference | SMS APl Galeway

Add a New Conference

Conference Detail
Conference Number * (77777901 v
Campaign * | CBT - CBT-Support-Desk v

| SUBMIT S

©

Figure 59 Create Conference
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Table 14 Create Dynamic Prompt parameters

Parameters Description

Select a number from the predefined list through which agent enters into
conference with the customer and a third-party.

Conference
Number* 7 Note

By default, system provides 100 conference rooms
Campaign Select a campaign to bind the conference room.

7. Click Submit.
8. A confirmation message appears. Click Ok.
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4.5.2 Searching and Deleting Conference

4.5.2.1 Searching Conference

To search using filter:

Search using Conference Number/Campaign.
Click Search.
System returns Conference Room details that contain the search term.

P w N e

To get a list of all Conference Room, click Search.

4.5.2.2 Deleting Conference

Neox provides two ways of deleting the Conference:

e Single Conference deletion — Enables deleting a single Conference configuration.
1. Select a Conference.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Conference Rooms deletion - Enables deleting multiple Conference Rooms.

1. To delete multiple Conference Rooms, select the Conference Rooms OR to delete all Conference
Rooms, select the header column.

Click Delete.
Click Ok to confirm.
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4.6 SMS APl Gateway

This section provides details about SMS APl Gateway that enables you to integrate Dial Center with third-
party SMS API Gateway. You need to specify the SMS API configuration in Dial Center and provide with the
details such as customer contact number and message to the third-party APl to send the sms to the customer.

To configure SMS API Gateway, do the following step:

e Configuring SMS API Gateway
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4.6.1 Configuring SMS API Gateway

To configure a SMS API Gateway:

1. Loginto Neox DC.

2. In the Navigation Area, click Inbound Management, and then click SMS APl Gateway.

Campaign Management

List Management

Senvice & Feature
Call Time Management

ACL Management

Campaigns
Pause Codes
List Mix

Dynamic Prompt
Conference

SMS AP Gateway

Figure 60 SMS API Gateway menu

3. SMS API Gateway screen appears.
4. The screen is bifurcated into two sections; Search for SMS APl and SMS API Listing.

e Search for SMS API - Provides a way to search SMS API details using search criteria.

SMS API Listing - Provides a list view of existing SMS APIs created in the system, including the
details such as SMS API Name, SMS URL, SMS URL Method and Activating/Deactivating the
configuration. Additionally, you can create, update, search, and delete SMS API and view details

of an SMS API by clicking its name.
5. To configure a new SMS API, click Create.

Search criteria /——o ?

ampaign

Server Time : 2022-03-21 16:10:10

Management

Campaigns, | Pause Codes | ListMix | Oynamic Prompt | Conference | SMS API Gateway

Search for SMS API

Create

SMS5 AP Listing

Create
SIS API NAME

test
testik
testliksms

testpost

SMS API Name SMS URL METHOD BOTH »
SMS URL SMS URL METHOD
http4/10.121.21.229:9080/admin GET
hittp£/10.121.21.229:9090/admin GET
GET

hittp//10.121.21.228:9090/admin/admin. php?ADD=1121

hitp£i10.121.21.228:9090/admin/admin php?ADD=1121 POST

Figure 61 Create SMS API using SMS API gateway filter

Number of record per page : | 15 v
ACTIVE/DEACTIVE MODIFY DELETE
- A
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6. SMS API Configuration screen appears.

SMS API Configuration

SMS APl Name”*
SMS APIURL *

SMS URL Method

SMS Static keyivalue pair *

SMS API key for receiver *

SMS API key for Message *

SMS APl Message max length *

Enable SMS API

IDCSMS |

[http://123.XX.XX.XX/bla]

®ceTr OpPosST

username=xyz
password=xyz

\dest_mobileno |

]méssage ‘

O Enable

Figure 62 SMS API Configuration

To configure a new SMS API, enter the parameters as given in the table.

For example, SMS URL can

be as following:

http://123.XX.XX.XX/blank/sms/user/urlsms.php?username=xyz&pass=xyz&senderid=xyz&dest_mo

bileno=XXXXXXXXX&messa

Table 15 Configure SMS API

ge=ABCxyz&response=Y

Parameters

Description

SMS API Configuration

SMS APl Name*

Enter a name to give to the SMS API.

SMS API URL *

Enter an API URL, through which the SMS is sent. This URL is
provided by the third-party SMS API Gateway application. For

example,
http://123.XX.XX.XX/blank/sms/user/urlsms.php?

SMS URL Method

Enter the method through which the SMS is sent.
GET is used to view the data without changing it, whereas POST is
used for changing the data.

For example, a search page should use GET to get data, while a form
that changes a password, should use POST. Essentially GET is used to

106



User Guide Campaign Management

Parameters Description

retrieve remote data, and POST is used to insert/update remote
data.

Enter the static key/value pair to send in the sms. For example, here
username=xyz, password=xyz and senderid=xyz.

SMS Static key/value ) Note:

pair * Enter one key/value per line
For example,

key=value
login=abc@gmail.com

SMS API key for Enter the value, which is the API key for the receiver.
receiver * For example, dest mobileno.

Enter the message to send to the phone number. This field has the
value, which is the APl key for message. Here, APl key is = message
For example, FREEDM, 1234567890 (value of API key for receiver)

SMS API key for
Message *

SMS APl Message max |Enter the maximum length of message in characters (Different SMS
length * Gateway support different message length).

Enable SMS API Activate this SMS API by selecting this option.

Once you activate SMP AP| Gateway, then select this SMS APl in Campaign. To enable, refer Campaign
Management>>Campaign>>SMS Configuration.

7. Click Submit.
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4.6.2 Updating, Searching, and Deleting SMS API

Gateway

4.6.2.1 Updating SMS APl Gateway

To update:

1. Click Edit corresponding to the SMS APl Name on SMS API Listing.
2. Modify details as required. a new Pause Code Name.

3. Click Submit.
| SIES AP HAME SUS AL S URL METHOD ACTIVEDEACTHVE MDY DELETE
O opcsus WA 23000000 anrsmakis eiwlsms phy? GET -

Figure 63 Edit SMS APl Gateway

4.6.2.2 Searching SMS APl Gateway

To search using filter:

Enter SMS API Name / SMS Url Method.

Click Search.
System returns SMS AP| Gateways details that contain the search term.
To get a list of all SMS API Gateway details, click Search.

P wn e

4.6.2.3 Deleting SMS APl Gateways

To delete:

1. Click Delete corresponding to the SMS APl Name on SMS API Listing.
2. Click Delete.

O SHES AP HAME SUS URL SMS URL METHOD

:| DCEusS ilp AT 000 000 D0l anify maiug wiwlsms php? GET

ACTIWVEDEACTIVE MODIFY EEL‘UF_

Figure 64 Edit Pause Code
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5. List Management

This chapter provides information about List Management that manages the leads comprehensively through
a single place. Lead Management is important to business and hence it is important to create new and
manage existing in an organization. List Management in Neox DC enables the administrator to create List for
Campaign, bulk upload Leads, add custom Leads List fields, Lead Rechurn, manage Callback, and configure
CRM Database.

Contents:

o [jst

e Lload a New Load

e List Custom Fields

e Copy Custom Fields

e lead Rechurn

e Callback Management

e CRM Database Configuration
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5.1 List

This section provides information about List creation process that facilitates in creating List for managing
Leads contact information. After you create a List, it is bind with the Campaign. An Agent who logs in its
Campaign gets access to this List to process calls to the prospective leads. List helps in organizing Leads and
tracking calls.

To manage Lists, do the following:
e (reating Lists
e Configuring CRM Data
e Updating, Searching, and Deleting Lists
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5.1.1 Creating Lists

To create a new List:

1. Loginto Neox DC.

2. Inthe Navigation Area, click List Management, and then click List.
List Management List
Inbound Management Load New Leads

Senvice & Feature List Custom Fields

Call Time Management Copy Custom Fields

ACL Management Lead Rechum
Report Management Callback Management

Bulk Operations CRM Database Configuration

Figure 65 List Management menu

3. List screen appears.
The screen is bifurcated into two sections; Search for List and List Listing.
e Search for List - Provides a way to search List details using search criteria.

e List Listing- Provides a list view of existing List created in the system with the details such as List
ID, List Name, Leads Count, Lead Expire Days, Campaign, and Callback Count and downloading

Leads Info. Additionally, you can create, update, search, and delete Lists and view details by
clicking its List ID.

5. To create a new List, click Create.

Search Criteria —o

Lzt Managemant Server Timss : J000L01-13 143757

| LisiCusiomFiekds | | CopyCustom Felds | Lead Redwm | CalbaccManagement | CRU Databass ConSparaion

Seprch b Lisl

[ o] Liat Mama Campaign  ALL - Lesd Count = |- m
Create
Mumbél of record per page | 15 -
Lis Lsnmag
L
[ _aie Bl it
— LEADS LEAL CALLEACH ACTIVE! CRE T8 DORHLORD TRIUNCATE BeLEtE
LETD LIST HALE COUNT E@iﬂ CANBNGH COUNT IACTIVE CONRIG LIST g LIST

Figure 66 Create List
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6. Add a New List screen appears. Enter the parameters as given in the table.

5

:
Lists | LoadANewlead | LUstCustomFields | CopyCustomFields | LeadRechum | Callback Manag n | CRMDatab Confige
Add a New List
List Detad
ListiD* 1001 (digits only)
ListName * Sales »
Active £ Enable
Select Campaign
Campaign VocBlstr - VOICEBLASTER
Lead Detail
Lead Expire Aer Number of Days 20 (cigits only Note : i 0 means no lead expire, Else lead expire alter number of days lead uploaded)
Enable Live CRM Lead Data Details
Enadle Live CRM Data ™ Enabte
°

Figure 67 Create List

@

Table 16 Create List parameters

Parameters Description
List Detail
Enter the numerical name of the List. This number is not editable after initial
List ID * submission. It must be between 3 and 8 characters in length and greater
than 100.
List Name * Enter a name that you want to give to the List.
Active Activate this List to allow dialing leads from this list.

Select Campaign

Select a Campaign to bind this List. When an Agent logs in to its Campaign,

Campaign then the list bind with the Campaign is only accessible to the Agent for
dialing leads.

Lead Detail

Lead Expire Enter the number of days up to which the leads remain active. Leads get

After Number |inactive, after a defined number of days. If 0 is given, then lead never

of Days expires.

Click Submit.

A confirmation message appears. Click Ok.
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5.1.2 Configuring CRM Data

Data comes from CRM Database Configuration. After the list is created, then you configure CRM Data. CRM

DATA is displayed in two ways:

Red color indicates CRM data is not activated in the List, whereas Green color indicates, CRM is activated in

the List.

To configure CRM Data:

1. Click Live CRM Data corresponding to the List on List Listing.

'] vocBlst & = & Live CRE Data Mo Lead
20 eoBlsk a & @ Lk CR Daty Mo Lead

Figure 68 Live CRM Data

2. CRM Field Map Configuration screen appears.

3. Enter the configuration as given in the table.

Table 17 Configuring CRM Data

Parameters

Description

CRM Lead Data Enable

You can view this option is already selected, if CRM is activated
while creating List. However, if CRM is deactivated, then select
this option and click Submit to activate CRM.

CRM Database Property Detail

Live CRM Database
Name*

Select database name of CRM that is configured from List
Management>>CRM Database Configuration.

Source To Destination Field Map Details

CRM Table Name*

Enter the CRM Table Name.

Lead Duplicate

Allow to store CRM Lead into Neox.

CRM Field Update

Allow to update customer details in CRM.

CRM & Neox Field Parameters — Map CRM fields with Neox.

CRM Field Name

Enter the CRM Field Name to map with the Neox Field Name,
selected in the next field.

Neox Field Name

Select the field name to map with the CRM field.
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Parameters

Description

Unique Parameter

Select Static or Dynamic to apply the value to the CRM and Neox

Apply Value field.
CRM Field Enter value for CRM field.
Neox Field Enter value for Static and select a value for Dynamic.
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5.1.3 Downloading Lead Info

You may also download leads info. For this:

1.

vk wnN

Click Lead Info in List Listing.

LEAD
LEADS
] LISTID LIST NAME COUNT EXPIRE
DAYS
| 11 Senices 147 Lead Infg 0

Figure 69 Lead Info

Use the search criteria to download leads information.
Click CSV to download Lead info.

Download Lead Information screen appears.

You can download in three ways:

e Extended Data (Default + Custom + System (DC)) - Provides additional information about the
leads, such as lead id, entry date, modify date, user id, status, called count, called since last reset,
new lead on incoming call, and customer dispo status, and so on.

e Lead Data (Default + Custom) - Provides information about the leads that are displayed on the
screen.

e Lead Traverse Data — Provides information about the leads dialed per campaign in this report.
The report includes number of times a lead is dialed in fifteen attempts by the agent. The report
may include first fifteen attempts or last fifteen attempts, based on configuration.

Extended Data O LeadData O Lead Traverse Data @

EHEOE EEE

Figure 70 Download Lead Information
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5.1.4 Updating, Searching, and Deleting Lists

In addition to performing List creation, you may also update, search, and delete (single and bulk) Lists.

5.1.4.1 Updating Lists

To update:

Click Edit corresponding to the List.

2. Modify a List screen appears.
3. Modify details as required. You cannot modify List ID.
4. When you modify a List, then you may also view and perform other configuration as given in the

table.

Table 18 Modify List

Parameters Description
Lead Reset Detail
This resets all leads in this list to N for "not called since last
reset" and means that any lead can now be called if it is the right
Reset Lead-Called-Status . . Y . &
for this list status as defined in the campaign screen. After you call through a
list once, you need to reset the list before those leads can be
called again.
Enter a time to allow the system reset the List. The format is
HHMM and time must be in 24-hour format.
Reset Times . .
For example, if you wanted the system to reset the list at 5:00 am
and 5:00 pm every day, then enter the time in 24 hours
formatted, separated by a dash -, like 0500-17:00.
List Date
List Change Date Displays the last time that the settings for this list were modified.
List Last Call Date Displays the last time that a lead was dialed from this list.

5. Click Submit to save the details.
6. If you want to delete the List, click Delete.

116



User Guide List Management

5.1.4.2 Searching List

To search using filter:

Enter ListID/List Name or you may select Campaign or use Lead Count.
Click Search.

System returns Lists details that contain the search term.

To get a list of all List details, click Search.

P w N e

5.1.4.3 Deleting Lists

Neox provides two ways of deleting the Lists:

e Single List deletion — Enables deleting a single List.
1. Select a List.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Lists deletion - Enables deleting multiple Lists.
1. To delete multiple Lists, select the Lists OR to delete all Lists, select the header column.

2. Click Delete.
3. Click Ok to confirm.
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5.2 Load a New Lead

This section provides information about bulk importing leads than entering them manually. You may
import a new Lead or update existing Leads in the same List. The Leads are uploaded in the CSV format and
may contain the information in any structure. When new Leads are uploaded in a List in different structure,
then existing Leads display blank values for the fields added in the new Leads. While uploading List, you
may either upload the Leads in a standardized format or customized format to meet the requirements.

To load a new Lead, do the following steps:

e Loading new Leads
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5.2.1 Loading New Leads

To load a new Lead:

1. Loginto Neox DC.

2. Inthe Navigation Area, click List Management, and then click Load New Leads.

List Management
Inbound Management
Service & Feature

Call Time Management
ACL Management
Report Management

Bulk Operations

List

Load New Leads
List Custom Fields
Copy Custom Fields

Lead Rechurn

Callback Management

CRM Database Configuration

Figure 71 Load New Leads menu

3. Load New Leads screen appears.

4. To load a new Lead, enter the parameters as given in the table.

List Management

(54

Lists | | ListCustomFields | CopyCustomFields | LeadRechumn | Calloack Management
®

Load New Leads

Do you want to upload master file O

Load leads from this file *

List ID Override
Phone Code Override
File layout to use
Lead Duplicate Check

Lead Time Zone Lookup

Figure 72 Load New Leads

For Download sample file of Standard Format Click hear

| Choose File | No file chosen

(Recommendations : During operation hours upload limit should not exceed 10,000 records,
while in off hours it can be 50.000 records. Maximum file size should not exceed 10MB)

| v |(numbers only or leave blank for values in the file)
| (numbers only or leave blank for values in the file)

@® standard Format O Custom layout

| Allow Duplicate List v |
| COUNTRY CODE AND AREACODE ONLY v I

Eﬂ%ﬂﬂ RELOAD PAGE

(5
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Table 19 Load New Leads Parameters

Parameters

Description

Load leads from this
file

Browse and upload a Lead file in CSV format to load the leads in the
system. It is recommended to upload leads not exceeding 10,000
records during operation hours and up to 50,000 in off hour. Maximum
file size should not exceed 10 MB.

List ID Override

You may select a List ID from the given options, if you want to upload
the new Leads in an existing List.

—

7] Note
Leaves blank for values in the file.

ALY

Phone Code
Override

Enter a phone code to append to the Leads phone number in the List.

File layout to use

You may select file layout option to upload Leads.

e Standard Format — Select this option, if you are using standard
field format. The standard format must have data stored
horizontally and then vertically. In this case, system first
considers the data in rows and then column.

e Custom Layout — Select this option, if you want to map the
fields before importing the leads. This means, while uploaded
Leads, system asks to map the fields given in the List with the
system defined format.

e When you select this option, then a screen appears, wherein
you need to map the system fields in ECDIAL column with that
of the Field data.

e Doing so, click OK to Process to complete mapping process.

Processing CSV file...

LIST ID OVERRIDE FOR THIS FILE: 444

ECDIAL Column File data
PHONE NUMBER: | "Phone Number" v]
PHONE CODE: ["Phone Code” v]
COUNTRY CODE: | "Country Code" v]

ALTERNATE NUMBER 1: [ "Alternate Number 1" v |

ALTERNATE NUMBER 2: I"Alternate Number 2" v ‘

AGENT ID: [ "First Name" v]
CONTACT PERSON: [ "Contact Person" v
ENTRY DATE: ["Entry Date” v

LAST DATE: [ "Last Date" v]

OUTBOUND LEAD PRIORITY: [ "Outbound Lead Priority" v |
INBOUND LEAD PRIORITY: [ "Inbound Lead Priority" |

RELOAD PAGE |

Figure 73 Map fields
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Parameters Description

e Wait for the file upload process to get completed.

Checks for the duplication of the Leads in the List. Following actions
can be performed on Lead Duplicate Check:

o Allow Duplicate List - Allows adding duplicate leads in the
current list.

e Avoid Duplicate List — Does not allow adding duplicate leads in
the list. On selecting this, two options are displayed.

* Including Phone Number - Checks for duplicate entry
including the phone number in the list.
= Excluding Phone Number - Checks for duplicate entry

Lead Duplicate excluding the phone number in the list.

Check
e Override Duplicate List - Allows overriding duplicate leads in

the list. This gives two options:

* Including Phone Number - Checks for duplicate entry
including the phone number in the list.

= Excluding Phone Number - Checks for duplicate entry
excluding the phone number in the list.

The custom layout is accessible through List Management>>List
Custom Fields>>Modify Custom Fields.

Enabling this field offers more accurate time zone coding of lead file.
For instance, A list 1001 is created, consisting of leads and their zip
Lead Time Zone codes. Now, enabling "POSTAL CODE FIRST" can facilitate to lookup for
Lookup the lead faster compared to zip codes. This helps in more accurate
time zone coding of the lead file, than just using area code and country
code to determine time zone otherwise.

Do you want to

. Check the checkbox to upload the master CSV file
upload master file

—

4 Note

Reload page resets all parameters.

5. Once done, click Submit.

6. A confirmation message appears. Click Ok.
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5.3 List Custom Fields

This section provides information about List Custom Fields that is used to create customer details form to fill
in customer details at the time of the call. These details are stored in Neox and pops up, when the same
customer calls again. The fields of the form can be customized by the company using List Custom Fields, as
per their requirement. Additionally, system also displays default fields (grey color) that cannot be modified.
The position of these fields can be changed as required. The form fields displayed on this screen are also
displayed in List Management>>Leads Info.

To manage List Custom Fields configuration, do the following:

e Modifying List Custom Field
e C(Creating List Custom Field
e Selecting Shift Mode

e Searching List Custom Field

To configure List Custom Fields, do the following:

1. Add a Tab in List Custom Field from List Management>>List Custom Fields. For example, Office
Address.

Add a new Custom Field for the tab.

Modify or create a List, let’s say 3333, and bind with the Campaign, let’s say AOH, from List
Management>>List.

4. Bind Agent User Group’s, let’s say AOH with the same Campaign AOH from User Management>>User
Group.

5. Bind Agent, let’s say agent01 with the same User Group, AOH from User Management>>Users.

Now, Agent can log in to its account and can view the new custom fields as following:

Welcome agent-01

Customer Info | Script

ENTER A PAUSE CODE

Tab1

| | help-
Enter the Office Address of the customer.

Office Address

Log History - Number of Log History Decided : 10

# Call Date Status User Phone Number
1 2020-01-16 14:40:20 INVA agent-01 12345
2 2020-01-16 14:39:54 A agent-01 12345
"""" 3 2020-01-16 13:22:47 TBDFC agent-01 12345
Phone Number:
4 2020-01-09 15:39:53 ADSC agent 12345

12245

Dial Now

Figure 74 Custom Field Tab
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5.3.1 Modifying List Custom Field

To modify List Custom Fields:

Log in to Neox DC.

In the Navigation Area, click List Management, and then click List Custom Fields.
List Management List

Inbound Management Load New Leads

Service & Feature List Custom Fields

Call Time Management Copy Custom Fields

ACL Management Lead Rechurn

Report Management Callback Management

Bulk Operations CRM Database Configuration

Figure 75 List Custom Fields menu

3. List Custom Fields screen appears.

The screen is bifurcated into two sections; Search for List With Custom Field Count and List Listing
With Custom Field Count.

e Search for List with Custom Field Count - Provides a way to search custom field details.

e List Listing with Custom Field Count - Provides a list view of existing Custom Fields Lists created
in the system with the details such as List ID, List Name, Active Status, and Campaign, Custom
Fields Count. Additionally, you can modify and create Custom Fields Layout and view details by
clicking its List ID.

5. To modify a new List, click Modify Custom Field corresponding to the List.

Lists | Load A New Lead
Search for Ligt With Custem Feld Count

Samaer Tima : 20200115 14:42:21

Lisd Cusshorn Fislds

Copy Cushom Feshs | LeadRecrsitn | Calback Managemént | CRM Database Configurabion

Listiey Lest Harme Campaign ALL - Custome Fisld Counl | <8 EE=a

Humier of recond per page : | 15

Lint Linting Vith Custom Field Counll o

LIST iy LIST HARE ACTVE CRPMGH CLESTOM FIELDS B MODIFY
m Serdces L Sercamp 0 Moty Cusiom Fisld
T Gaoupk, ¥ Group-A 1% Maodfy Custom Fresd

Figure 76 List Custom Fields
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6. Modify Custom Field screen appears. On this screen, you can modify and add new custom field. Enter
the parameters as given in the table.

Sorr T 001 5 4
Usts | LossANewlesd | ListCustomFields | CopyCustomPics | LesdRechum | CalibackManagement | CRM Datadase Configurasion
Modifty Custorn Flekd List 10 199

Select ShiftMode: @ Swap Ovemaal O Heazostsl

A2a 2 Mew Castam Fiokd
Custom Field Listing : List ID = 111
Phone Number AGENCY NAME Add Add Ase
| Phone Code Aod Agd Add A3
Country Code Aod Add Add A
| ABernate Numbec 1 o A Ad oo
| Atternate Numser 2 hoa Age Add Ad

Figure 77 List Custom Fields Parameters
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5.3.2 Creating List Custom Field

You can create List Custom fields for the existing Tab or new tab.
If you want to create List Custom fields for existing Tab, then:

1. Click Tab1l.
2. You can find default system field appears. These fields are not editable.

Sorvor Time : 2020.01.15 14:46:31

Sedect ShiftMode: @ seap Ovemcar O Hoazonaut

Custom Fleid Listing : List ID = 111

Pnone Humber AGENCY NAME Age Add As3
Phone Code Aga Ase Ada Ass
Courfry Code Ada Ade Add As3
Afternate Number 1 Agd Add Add As3
Altecnate Numbec 2 Ada Ada Add Asd

Figure 78 Add New Custom Fields

3. If you want to add a new Custom Field for the form, then click Add.
4. Add a new custom field for this List. Enter the parameters as given in the table.

FieldLabel*  [Office Address ] Field Name * |office Address |
Figld Hame M 1 I
Position | LEFT ~| Option Position [HORIZONTAL ~|

[this is the custcmer's
Figld Descriplion |office address. Field Type TEXT ~

L

Encer customer's office address.
Figld Help

Field Options

Field Size -50 Fiald Max |50 Use as Search Filter| N

UseinCOR [N ~|  Editadle[N ~ AgentView[Y |
Field Default  [NULL Field Required[NO ~| Is Duplicate Check|[N ~|

e

©

Figure 79 Add a new custom field for this List
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Table 20 Add New Custom Field Parameters

Parameters Description

Field label* Enter the label to give to this custom field. This is stored in the system
database.

Field Name* Enter the name to give to this custom field. This is displayed on the Agent’s

portal and Report.

Field Name Position

Select the position where you want to display the custom field. The options
available are:

o Left
e Top

Option Position

Select position to display the Options on the Agent’s portal. Options are
displayed as:

e Horizontally — Displays the field in horizontal position.
e Vertically — Displays the field in vertical position.

Field Description

Enter the description of the field. This is stored in the system.

Field Type

Select the type of field you wanted to create. The available options are:

o Text —Select Text and enter “Field Size” to provide text field to the

agent.
For example, if Field Type of “Text” and Field Size is 20, then the field
looks like:

Office Address help+

e Area — Defines the area to enter the text in this field. You can define
the area breath in “Field Size” and length in “Field Max”.

For example, suppose Field Size 20 and Field Max 10, then area looks
like:

Office Address

help+

e Select — Allows creating a drop-down list. For this, enter the “Field
Options” as:
= option_1, value_1
= option_2, value_2
For example, suppose Field Options are given as:
®  Primary_1, Primary
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Parameters

Description

= Secondary_ 2, Secondary

The result looks like this:

Office Address

< Primary

Secondary

Multi — Allows an Agent to select multiple options from the given list.
For this, enter the “Field Options” as:

= option_1, value_1

= option_2, value_2

For example, suppose Field Options are given as:
=  Primary_1, Primary

= Secondary_2, Secondary

The result looks like this:

Radio — Allows an Agent to select option from the radio button. For
this, enter the “Field Options” as:

= option_1, value_1

= option_2, value_2

For example, suppose Field Options are given as:
=  Primary_1, Primary

= Secondary 2, Secondary

® Primary O Secondary

Checkbox — Allows an Agent to select the checkbox.
For this, enter the “Field Options” as:

= option_1, value_1

= option_2, value_2

For example, suppose Field Options are given as:

=  Primary_1, Primary
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Parameters Description

= Secondary_ 2, Secondary

L] Primary [ Secondary

o Date — Allows an Agent to select Date. For this, Agent has to enter the
date in YYYY-MM-DD format. By default, displays current date.

2020-01-16

e Time - Allows an Agent to select Time. For this, Agent has to enter the
date in HH:MM format. By default, displays current time.

e Display — Allows in displaying any information in simple text.

e Script — Allow you to enter the script in “Field Options” and display on
the Agent’s screen as follows:

Please provide your address.

¢ Image — Allows an Agent to upload an image by clicking Browse. The
result looks like this:

Browse... Mo file selected.

Enter any help text to provide additional information to the Agent. This is
displayed as “help+” on the Agent’s screen:

Office Address

Field Help
help+
When Agent clicks on help+, then the following help text appears. To close,
click help-.
Browse... | Mo file selected. help-
Upload Office Address proof of the customer.
. . Provides a text area where you enter the options for Select, Multi, Radio,
Field Options i
Checkbox, and Script types.
. . Enter the width of the field area. This option is applicable for Text, Area,
Field Size )
Select, and Multi.
. Enter the length of the field area. This option is applicable for Text, Area,
Field Max

Select, and Multi.
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Parameters Description
Use a Search Filter If you want to add this custom fields as a search filter, then select “Y”.
Use In CDR Select this option to display custom field in CDR reports. Make sure to filter
CDR report by Campaign to view this custom field. Default value is “N”.
. Makes this field editable, so you can later modify it in CDR, as required.
Editable -
Default value is “N”.
Select this option to display the custom field on the Agent’s portal. Default
Agent View ) ,,I .\ PH Ispay ! I & P !
value is “Y”.
) Enter a value that is the default value of the custom field. By default, 0 is the
Field Default , . .
Field Default value. This is applicable for Text.
Field Required Select this option to make this custom field mandatory.

Is Duplicate Check
P Select this option to check if the custom field is duplicate or not.

Once done, click Submit.

If you want to add an additional Tab, then click +, wherein you can add detailed information of the
customer, during a call. In such cases, there wouldn't be time to create a new layout for the same.
Hence, adding a new tab makes it easy to start filling the customer information.

+O

7. Add a New Tab screen appears.
8. Enter the Tab name and click Submit.

e |

Tab Name * Iofﬁce Address ]
O
| Submit |

Figure 81 Add a New Tab

Figure 80 Add Tab

9. The form preview can be viewed below.
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5.3.3 Selecting Shift Mode

You can move the position of the custom fields in a form in three ways:

e Swap — Allows swapping the field names.

e Vertical — Allows changing the position of the custom field vertically.

e Horizontal — Allows changing the position of the custom field horizontally.

List Management

Server Time : 2020-01-15 14:49:31

Modify Custom Field: List ID 111

Phone Number

Phone Code

Country Code

Alternate Number 1

Alternate Number 2

Lists | LoadANewlead | ListCustomFields | CopyCustomFields | LeadRechurn | Callback

| CRMD

Select Shift Mode: ~ @swap Overtical O Horizontal

Add

Add

Add

Add

Custom Field Listing : List ID = 111
AGENCY NAME Add

Add

Add

Add

Add

Add

Add

Add

Add

Add

Add

Add

Add

Figure 82 Shift Mode

5.3.4 Searching List Custom Field

To search using filter:

Click Search.

wnN e

To get a list of all Custom Field Count details, click Search.

5.4 Copy Custom Fields

This section provides information about copying custom fields from an existing list to the new list.

To copy Custom Fields, do the following step:

e Copying Custom Fields

Enter ListID/List Name or you may select Campaign or use Custom Field Count.

System returns Custom Field Count details that contain the search term.
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5.4.1 Copying Custom Fields

To copy Custom Fields:

1. Loginto Neox DC.
2. Inthe Navigation Area, click List Management, and then click Copy Custom Fields.
List Management List
Inbound Management Load New Leads
Senvice & Feature List Custom Fields
Call Time Management Copy Custom Fields

ACL Management Lead Rechurn

Report Management Callback Management

Bulk Operations CRM Database Configuration

Figure 83 Copy Custom Fields menu

3. Copy Custom Field screen appears. To copy a Custom Field, enter the parameters as given in the

table.

Copy Custom Field
List 1D to Copy Fields From 3333 - AOH
List1D to Copy Flelds 1o * {4000 List 1D 4000 Is not avallable in the system
Campaign AOH - Group-AOH

T

&

Figure 84 Copy Custom Field

Table 21 Copy Custom Field Parameters

Parameters Description
List ID to Copy Fields Select a List ID from which the custom fields are to be copied to
From the new list.

List ID to Copy Fields to | Enter a unique List ID to copy the custom fields to. Make sure that
* the entered List ID is not available in the system.

Campaign Select a Campaign to bind the newly created list.

4. Once done, click Submit.
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5. This creates a new Custom Field copying only the existing Custom Fields.

5.5 Lead Rechurn

This section provides information about Lead Rechurn, which enables the administrator to re-churn the
leads from one campaign list to another campaign list. This enables the agent to dial already dialed leads.
This list is bind to the agent, wherein the agent can dial the leads again.

To configure Lead Rechurn, do the following step:

e Configuring Lead Rechurn
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5.5.1 Configuring Lead Rechurn

To configure Lead Rechurn:

Log in to Neox DC.

In the Navigation Area, click List Management, and then click Lead Rechurn.

List Management List
Inbound Management
Service & Feature

Call Time Management
ACL Management
Report Management

Bulk Operations

Figure 85 Lead Rechurn menu

Load New Leads
List Custom Fields
Copy Custom Fields

Lead Rechurn

Callback Management

CRM Database Configuration

3. Lead Rechurn screen appears.

To configure Lead Rechurn, enter the parameters as given in the table.

Disposition Statuses *

Date Time

Max Called Count

User

—

I
Lead Rechurn s
List Detail
Source List* | 112-Services 2-(NONE) v]
Target List " |1414-1414-(Lupin1) v§
O setect Al ~

[ pisPo-improperly Disposed
] DROP-Agent Not Available
[J INCALL-Lead Being Called
m AM Alablubosvo aba o

From [120-01-01 19:22:12| 8 To2020-01-16 19:22::]

= V[ ]

v

[J pc1o1-0c2 o
4 agent-James

o

Figure 86 Lead Rechurn
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Table 22 Lead Rechurn Parameters

Parameters Description

Select the List ID from which you want to take the leads for re-
Source List churn. You can move only those Leads from one list to another list
(should have same Custom Fields in both lists).

Select the List ID to which all the leads are moved from the Source

T Li
arget List list.

Select Disposition statuses, which need to be re-churned. The

Di .
Isposition Statuses statuses displayed here are from Target List of Campaign.

Select the Date range and Time from the “From” and “To” field to
Date Time transfer leads. This date is the last modified date or last called
date of the leads.

Apply condition to filter the leads from the List. For example, if

Max Called Count .
agent has called a lead four times, then enter 4.

User Select particular user’s leads to be called.

4. Once done, click Submit.
5. This creates a new List.
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5.6 Callback Management

This section provides information about Callback Management that enables the administrator to transfer
the customer’s callback request from one agent to another agent of the same campaign. When a
customer’s callback request is scheduled by an agent, then the same appears on Callback Management.
Administrator can then use the search criteria given to filter the callback requests and transfer them from
one agent to another, if an agent is not available.

To transfer Callback request, do the following steps:
e Searching Callback Requests
e Transferring Callback Requests
e Updating and Deleting Callback Requests
e Exporting Callback Requests to CSV
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5.6.1 Searching Callback Requests

To transfer Callback Requests:

Log in to Neox DC.
In the Navigation Area, click List Management, and then click Callback Management.

List Management List

Inbound Management

Load New Leads
Service & Feature List Custom Fields
Call Time Management Copy Custom Fields
ACL Management Lead Rechurn
Report Management Callback Management

Bulk Operations CRM Database Configuration

Figure 87 Callback Management menu

Callback Management screen appears.
The screen is bifurcated into two sections; Search for Callback and Callbacks Listing.
e Search for Callback - Provides a way to search Callback details using search criteria.

e Callback Listing- Provides a list view of existing Callback requests created in the system with the
details such as List ID, Campaign, User Group, User, Entry Date, Callback Time, Status, Recipient
Name. Additionally, you can transfer, update, search, and delete Callback requests and view
details by clicking its List ID.

© o

Search Criteria

Lists | Lm.lHnLnd.l Lust Custorn Fisids f\‘mwﬁnnnﬁuw | Lead Rechum | Caltoact Maragament | SR Database Confguraion
Search for Calltack
L
From Callback 00 [« |hi | 00 [{] mm -
Tims ity c| Camnpaign  ALL w | Ligt ALL -
C 23[w|bh | 48 [{] mm
To Callback Time a] Laer T = T s = | Search |
2020-01-14 g
Feogien]  ALL " Slalus  ALL w
Heanibid of fecond pad page - | 15 ~
Caibacis Listing
TN = H2001AT ) 00 |+ Ihh | 00 |+ | mm UISEROMLY | Updale &1 |
O LISTID CAMPAGH WUSERGROUP LSER ENTRY DATE CALLBSCH TIME SIS BECIMEMT HWODFY DELETE
a 4000 DM L ] anl-0% H20-00-18 vReda0T F020-01-18 184800 INACTIVE  USERONLY
|| 4000 ROH ROH apani-01 0I0-00-18 1941 3= J020-011-18 19 4500 INACTINE  USERONLY

Figure 88 Callback Request

Search the Callback Requests by using the search criteria, such as From Callback Time, To Callback
Time, Campaign, User Group, Recipient, List, User and Status.

Click Search.
System returns Callback Requests details that contain the search term.
To get a list of all Callback Requests details, click Search.
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5.6.2 Transferring the Callback Requests

To Transfer the Callback Requests:

Apply the search filter.

Select an agent to which you want to transfer the Callback Requests. For example, suppose you want
to transfer the callback request from agent 01 to agent 02, then select agent_02 of the same
campaign.

3. Select the schedule of callback requests to transfer.

You can transfer Callback Requests any one of the following:
e USERONLY — When agent has assigned the callback to itself.

e ANYONE — When the callback request is transferred from agent to another agent in the same
campaign.
5. Click Update All.

@

&

Calibacks Listing

ooo

a0mIn
USTID CAMPAGH USERGROUP USER

4000 AOH AOH agent-01
4000  AOM AOH agent-01

@

l

20200117 B 00w 00 &

ENTRY DATE CALLBACK TIME
2020-01-16 19.44:07  2020-01-18 104500
20200116 194138 20200115 104500

mm

STarug
INACTIVE
INACTIVE

useRory ILL|

RECIPIENT
USERONLY
USERONLY

MODIFY DELETE

Figure 89 Callbacks Listing
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5.6.3 Updating, Searching, and Deleting Callback
Requests

5.6.3.1 Updating Callback Requests

To update:

1. Click Edit corresponding to the Callback Requests on Callback Requests Listing.
2. Modify details as required.
3. Click Submit.

5.6.4 Deleting Callback Requests

Neox provides two ways of deleting the Callback Requests:

e Single Callback Request deletion — Enables deleting a single Callback Request configuration.
1. Select a Callback Request.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Callback Requests deletion - Enables deleting multiple Callback Requests.

1. To delete multiple Callback Requests, select the Callback Requests OR to delete all Callback
Requests, select the header column.

2. Click Delete.
3. Click Ok to confirm.

5.6.5 Exporting Callback Requests to CSV

To export Callback Requests to CSV:
1. Click Export to CSV.
2. Save file for future use.

The file contains page-wise data as displayed on the screen.
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5.7 CRM Database Configuration

This section provides information about CRM Database Configuration that enables in configuring CRM
Database Properties to configure CRM Database.

To configure CRM Database, do the following:

e Configuring CRM Database
e Updating, Searching, and Deleting CRM Database
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5.7.1 Configuring CRM Database

To configure Lead Rechurn:

Log in to Neox DC.

In the Navigation Area, click List Management, and then click CRM Database Configuration.
List Management List
Inbound Management Load New Leads

Sernvice & Feature List Custom Fields

Call Time Management Copy Custom Fields

ACL Management Lead Rechurn
Report Management Callback Management

Bulk Operations CRM Database Configuration

Figure 90 CRM Database Configuration menu

3. CRM Database Configuration screen appears.
4. The screen is bifurcated into two sections; Search for CRM Database and CRM Database Listing.
e Search for CRM Database - Provides a way to search CRM Database details using search criteria.

e CRM Database Listing- Provides a list view of existing CRM Database created in the system,
including the details such as CRM Name, Database Type, and IP Address/Domain Name.
Additionally, you can create, update, search, and delete CRM Database Configuration and view

details of a CRM Database by clicking its CRM.
5. To create a new CRM, click Create.

Search Criteria —o e

Saneer Teme [ 20200196 714024
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|
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|
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]
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MasrrEar of eecond pis pageE . 15 =

WOOFEY OELETE

Figure 91 Create CRM Database Configuration
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6. Add a New CRM Data Configuration screen appears. Enter the parameters as given in the table.

o

|
1

Add a New CRM Data Configuration &
CRM Database Configuration Details
CRM Name* Sales
Database Type' ORACLE v
IP Address/Domain Name" 11.111.11.111
Usemame” :sales_admm
Password essee O
Database Name* iSales
e ——

Figure 92 Create CRM Database Configuration

Table 23 Create CRM Database Configuration Parameters

Parameters Description
CRM Name* Enter the name of the CRM.
Database Type* Select Database Type, such as MYSQL, MSSQL or ORACLE.

IP Address/Domain Enter the IP Address or Domain Name to establish the connection.

Name

Username* Enter the username to connect to the database.
Password Enter the password to connect to the database.
Database Name* Enter the database name.

7. Once done, click Submit.
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5.7.2 Updating, Searching, and Deleting CRM Database

5.7.2.1 Updating CRM Database Configuration

To update:

Click Edit corresponding to the CRM Database Configuration.
Modify CRM Database Configuration screen appears.

Modify details as required. You cannot modify the CRM Name.
Click Submit to save the details.

vk W

If you want to delete the CRM Database Configuration, click Delete.

5.7.2.2 Searching CRM Database Configuration

To search using filter:

Enter CRM Name or select Database Type or enter IP Address/Domain Name.
Click Search.

System returns CRM Database Configuration details that contain the search term.
To get a list of all CRM Database Configuration details, click Search.

P w N e

5.7.2.3 Deleting CRM Database Configurations

Neox provides two ways of deleting the CRM Database Configurations:

e Single CRM Database Configuration deletion — Enables deleting a single CRM Database Configuration.
1. Select a CRM Database Configuration.
2. Click Delete.
3. Click Ok to confirm.

e Multiple CRM Database Configurations deletion - Enables deleting multiple CRM Database
Configurations.

1. To delete multiple CRM Database Configurations, select the CRM Database Configurations OR to
delete all CRM Database Configurations, select the header column.

Click Delete.
Click Ok to confirm.
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6. Inbound Management

This chapter provides information of Inbound Management that enables the administrator to control the
inbound calls received by the customer to the agent, configure DID number to receive inbound calls, and
customized IVR to provide quick resolution and better customer experience. It is a logical entity in which
users can login and make themselves available to receive inbound calls pertaining to that in-groups. When a
customer calls, then an IVR is played to the customer seeking an input. After the customer gives an input,
the call is routed to the destination.

Contents:

e In-groups
e DIDs
e Call Menus
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6.1 In-groups

This section provides details about In-groups configuration that provides flexibility to the administrator to
manage inbound calls using various configurations. The inbound calls come when a customer is seeking
support, inbound sales, customer service and so on. In In-group, you can configure how the call is distributed
among agents, play prompt files for the inbound calls, and do various configurations while call is on wait,
play advertisement and so on. In-group helps in accommodating the inbound calls for better customer
experience. The In-group created here in bind with Campaign, User Group, and User.

To manage In-groups, do the following steps:

e (reating In-groups
e Updating In-groups
e Updating, Searching, and Deleting In-groups
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6.1.1 Creating In-groups

To create an In-group:

Log in to Neox DC.

In the Navigation Area, click Inbound Management, and then click In-groups.

Inbound Management In-groups

Senvice & Feature » DIDs

Call Time Management » Call Menus

Figure 93 In-groups menu

3. In-groups screen appears.
The screen is bifurcated into two sections; Search for Inbound Group and Inbound Group Listing.
e Search for Inbound Group - Provides a way to search Inbound Group details using search criteria.

e Inbound Group Listing - Provides a list view of existing Inbound Groups created in the system,

including the details such as In-group, Name, Time, Color, and Active/Inactive status, URL Config,

SMS Config, Email Config and CRM Notify Config. Additionally, you can create, update, search,

and delete Inbound Group and view details of an Inbound Group by clicking its In-group name.
5. To create a new Inbound Group, click Create.

o Search Criteria —o e
'.. | * Sarwer Time : 20200107 14:11:13
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EDD EmM
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DELETE
CONFIG

Figure 94 Create Inbound Group
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To create a new Inbound Group, enter the parameters as given in the table.

6. Add a New Inbound Group screen appears.
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Figure 95 Create Inbound Group
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Table 24 Create Inbound parameters

Parameters Description
Group Detail
Enter a unique id or short name of the inbound group, it is not
editable after initial submission.
Group ID * —
4 Note

Do not use special characters in in-group id.

Group Name *

Enter a description of the group.

Z Note

e |t must be between 2 and 30 characters in length.
e Do not use special characters in group name.

Group Color

This is the color that displays in the Neox Dial Center client app
when a call comes in on this group. The default value is FFO000.

Z Note

It must be between 2 and 7 characters long. If this is a hex color
definition, you must remember to put a # at the beginning of
the string.

Active

Activate this in-group to display in the in the selection box of the
agent’s portal.

Sticky Agent

You can allow an agent to be a sticky agent by enabling this
inbound group. This feature binds an agent with a customer. So,
when the same customer calls again, then the system
automatically directs the call to the agent with whom the
customer has interacted before.

If that agent is busy on another call or not logged in, then the call
is assigned to the other agent from the same in-group based on
the algorithm. In this case, the customer’s call is bind with the
current agent. So, next time, when the same customer calls, then
the call is directed to the current agent on availability and so on.

Next Agent Call

This determines which agent receives the next call that is
available. The options available are:

e Random - Orders by the random agent value in the
database.

e Round Robin — Orders by the last time an agent was sent a
call. This results in agents receiving the same number of
calls.

e Number of Calls — Orders by the number of calls received by
an agent for that specific inbound group. Least calls first.
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Parameters Description
e Most Idle — Orders by the amount of time agent has been
actively waiting for a call.
e Inbound Group Rank — Orders by the rank given to the agent
for the specific inbound group. Highest to Lowest.
Allows to select a script that appears on the agent’s screen for this
Script campaign while dialing a call. Select NONE to show no script for
this campaign.
List D Select a List ID to allow only the specified leads incoming call to

this Inbound group.

Force Transfer To
Ingroup

Allows transferring the inbound call to the Inbound group and
getting for the next call. If this option is not selected, then the
Agent will not get free for the next call until the agent is not
assigned from transferred in-group.

Call Route on Hangup

Customer Feedback
Menu

If you want to redirect an inbound call to the feedback menu, then
select a Customer Feedback Menu Option, which is configured
from Call Menu>>Customer Feedback.

Prompt Files

Play Welcome Message

Allows playing a welcome message to the caller. The options are:

e ALWAYS — Always plays a welcome message for the inbound
call.

e NEVER - Never plays welcome message for the inbound call.

o |F_WAIT_ONLY - Plays welcome message only when the
inbound call is kept on waiting or call cannot be connected
to the agent.

Welcome Message
Filename

Upload a prompt file (.wav or .mp3) to play when an inbound call
comes in.

MOH Message Filename

Upload a prompt file (.wav or .mp3) to play when an inbound call
is kept on hold or wait.

Wait Option

Continuous Play

Select this option to play the prompt file continuously until the
Drop Timer reaches is configured value, when an inbound call is
kept on hold or wait.
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Parameters Description
If you want to provide additional options while the call is on wait,
Wait Enable then enable this option. Enabling this option also enabled “Wait

Timer 1 Action”.

Wait Time Option
Seconds

Enter time in seconds, after which the customer can have option as
per action configured.

Wait Timer 1 Action

This field is enabled when the “Wait Enable” field is selected.
Enabling this field allows configuring additional options for the calls
on wait after the specified “Wait Time Option Seconds”. The
options are:

e HANGUP_WITH_MESSAGE — Hang up the call and a message
is played.

e HANGUP — Hang up the call when the timer is triggered.

e MESSAGE — Upload a prompt file to play, after the wait time
is over.

e EXTENSION — Enter an extension number to route the call to
that number, after the wait time is over.

e |IN_GROUP - Select an In-Group to transfer the call on wait,
after the wait time is over.

e CALLMENU - Select a Call Menu to transfer the call on wait,
after the wait time is over. Call Menu is configured from
Inbound Management>>Call Menus.

e VOICEMAIL —Send the call to the defined voicemail box,
after the wait time is over.

Wait2 Enable

This option is enabled only when the Continuous Play option is
disabled. Selecting this option allows you to perform the
configuration for the call on wait, after the Wait Enable condition is
fulfilled.

Wait2 Time Option
Seconds

Same as Wait Time Option Seconds

Wait Timer 2 Action

Same as Wait Timer 1 Action

Advertise Detail

Adv Prompt Interval

Allows playing advertisement prompt when the call is not
connected to an Agent or the call is on hold. Advertisement prompt
is played after every "configurable seconds" as mentioned in this
field.

Adv1/Ad2/Ad3 Enable

Enabling and disabling the advertisement prompt.
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Parameters

Description

Adv1/Ad2/Ad3 Prompt
Filename

Upload advertisement prompt to be played in a sequence.

Ring Time Out

Agent Ring Timeout
Value

Enter the number of the seconds till the time agent phone rings,
after that ring is timed out.

Agent Ring Timeout
Action

This is used when the agent is not using the Neox Dial Center.
Define the action after the ring is timed out and agent has not
performed any action. The options are:

e Logout — Agent is logged out from the system.

e Pause — Agent goes in Pause mode.
You can allow the agent to log in permanently through User
Management>>Users>> Modify a user>>Agent Configuration>>
Allow Permanent Login.

Use DNC Option

Use DNC

The lead whose call status is DNC (Do Not Call) is not dialed, if the
value is set to Y, and if the value is set to N, then the lead is dialed.

7. Once done, click Submit.

8. A confirmation message appears. Click Ok.

Z Note

It is recommended to configure the features in the given sequence.

1
2
3.
4

After Hours Action

Max Calls - Per Caller Per Day

Queue Overflow
No Agents No Queueing
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6.1.2 Updating In-groups
To update:

Click Edit corresponding to the In-group.

N

Modify an Inbound Group screen appears.

w

Modify details as required.

B

When you modify inbound groups, then you can perform additional configuration, as given in the
table.
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Figure 96 Modify In-group

Table 25 Modify In-group parameters

Parameters

Description

Group Detail

Override

In-Group Recording

Overrides recording settings, if disabled. Enabling this option
allows recording In-group and Campaign calls. The options are:

e Disabled

e Never

e On Demand
e AllCalls
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Parameters

Description

All Force

Queue Priority

Define priority of the inbound call in queue.

Call Route Option

Drop Call Seconds

Enter the number of seconds after which the customer’s call in a
gueue is automatically disconnected.

For example, if Drop Call Seconds is 40 and a customer’s call isin a

queue for more than 40 seconds, then the call is dropped
automatically by the system.

Drop Action

Select an action that defines what happens to a call when it has
been waiting for longer than the set time in “Drop Call Seconds”

field.

The options are:

HANGUP_WITH_MESSAGE - Hangs up the call and plays an
IVR that is uploaded as a Drop Message in .wav or .mp3
format.

HANGUP - Hangs up the call.

EXTENSION - Routes the calls to the specified extension.
IN_GROUP - Routes the call to the Inbound Group.

CALL MENU - Routes the call to the Call Menu.

VOICEMAIL - Sends the call to the voicemail box.

Call Time

Select a call to allow incoming calls only at the specified time.

After Hours Action

Define action to be performed when the call has been waiting for

longer than the set Drop Call Seconds. The options are:

HANGUP_WITH_MESSAGE - Hangs up the call and plays an
IVR that is uploaded as a Drop Message in .wav or .mp3
format.

HANGUP - Hangs up the call.

EXTENSION - Routes the calls to the specified extension.
IN_GROUP - Routes the call to the Inbound Group.

CALL MENU - Routes the call to the Call Menu.

VOICEMAIL - Sends the call to the voicemail box.

No Agents No Queueing

When an agent is not logged-in ingroup, then a specific action can
be performed. The action is described in the next field.

No Agent No Queue
Action

Select action to be performed when an agent is not available to
received inbound call.
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Parameters

Description

Play Place And Play
Wait In Line

Allows configuring actions while the customer’s call is in queue. The
options are:

e Play Place in Line — Plays the position of the customer in
queue while waiting for the call to be answered by the
agent.

e Play Wait in Line — Plays an approximate waiting time to the
customer while waiting for the call to be answered by the
agent.

e Both — Plays both the position of the customer in queue and
an approximate waiting time for the call to be answered by
the agent.

e None — Disables this functionality.

Max Calls — Per Caller Per Day

Max Calls - Per Caller Per Day

Enable
Calls To Consider

Max Calls

Action On Limit Exceed

O allCall ® Connected With Agent

% |

| Select Limit Exceed Action |

Enable

Select the checkbox to enable the Max Calls limit feature.

Calls to Consider

This functionality specifies when to increment the call counter of
the caller. It has two options:

e All Calls — Increments caller’s call count irrespective of its
communication with the agent.

e Connected With Agent — Increments caller’s call count only
if the caller speaks with the agent, thereby giving a fair
chance to the caller. This option is selected by default.

Max Calls

e Define the maximum number of calls from a particular
contact number.

e The range of maximum calls should be between 1 to 99.
Adding 0 or 100 and above disables the Action on Limit
Exceed option.

Action on Limit Exceed

If the caller’s call limit exceeds, this feature supports the following
call routing options:

e HANGUP WITH MESSAGE
e HANGUP
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Parameters Description
e EXTENSION
e |IN_GROUP
e CALL MENU
e VOICE MAIL

1. HANG UP WITH MESSAGE

e This option sends an audio message to the caller. After the
end of this message, the call is disconnected.

e C(lick the Choose File option and upload the audio message
file. Only .wav and .mp3 files are supported.

2. HANGUP

e This option disconnects the call.

3. EXTENSION

e The call is routed to the extension number provided in the
configuration.

4. IN_GROUP

e All calls are redirected to another In-Group queue.

e If you select the existing In-Group, then the call gets
disconnected. Select a different In-Group from the available
options.

5. CALL MENU

e On Hang-up, all calls are sent to the selected IVR.

e |f you have not created Call Menus, then the selection list
will be empty.

6. VOICE MAIL

e Selecting this option allows a caller to drop a voice
mail/message that gets recorded.
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Parameters Description

e The call is routed to the Voice mail room number provided
in the configuration.

If any call gets disconnected due to Max Call limit status, then the disposition status will be
LMTEXD (Call Limit Exceeded).

Queue Overflow

Queue Overflow

Enable

Overflow Indicator

Max Waiting Calls [0 J
Overflow Action [HANGUP_WITH_MESSAGE v|
Audio File

| Choose File | No file chosen

Enable Select the checkbox to enable the Queue configuration.

e Define the maximum number of waiting calls for a particular

Overflow Indicator - queue.

Max Waiting Calls e The range of waiting calls should be between 1 to 999. Adding 0

or 1000 and above will disable the Overflow action.

This feature supports following call routing options:

e HANGUP WITH MESSAGE

e HANGUP
e CALL MENU
e IN_GROUP

1. HANG UP WITH MESSAGE

e This option sends an audio message to the caller. After the

Overflow Indicator — end of this message, the call is disconnected.

Overflow Action
e Click the Choose File option and upload the audio message

file. Only .way and .mp3 files are supported.

2. HANGUP

e All waiting calls that cannot stay in the queue are
disconnected.

3. IN_GROUP
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Parameters

Description

e All waiting calls that cannot stay in the queue are redirected
to another in-group queue.

e |f you select the existing in-group, then the waiting call gets
disconnected. Select a different in-group from the available
options.

4. CALL MENU

e On Hang-up, all waiting calls that cannot stay in the queue
are sent to the selected IVR.

e If you have not created Call Menus, then the selection list
will be empty.

be QOVRFL.

If any call gets disconnected due to Queue Overflow status, then the disposition status will

queue.

Play Place In Line - Play place and wait time enables administrator to notify the customers
whose calls are in queue, their position in the queue, and the time they have to wait in the

This feature ensures that the customers stay in the queue and do not disconnect.

Play Place in Line

Define the interval after which the position prompt should be

Interval repeated followed by MOH.

e Active - Activates an action.

e Play Place/Wait In Line Min Place — Allows playing the
position/waiting time of the customer in queue when the

Min call reaches the defined minimum place/waiting time.

e Play Place/Wait In Line Min Place Action - Defines an action
to be performed when the call reaches the defined
minimum place/waiting time.

e Active - Activates an action.

e Play Place/Wait In Line Max Place - Allows playing the
position of the customer/waiting time in queue when the

Max call reaches the maximum place/waiting time.

e Play Place/Wait In Line Max Place Action - Define an action
to be performed when the call reaches the maximum
place/waiting time.

Play Place/Wait In
Between Place Action

Allows playing the position/waiting time of the customer in
between the Min and Max value. This field has three actions:

e None - No action is configured.
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Parameters Description

e Call Menu —Select a call menu to play. For example, if the
user has reached the max position, then the call can be
redirected to the call menu where the promotional offers
can be played.

Play Place/Wait in Line  [Upload a prompt file to play before the position/waiting time of the
Pre-prompt customer in queue is played.

Play Place/Wait in Line [Upload a prompt file to play after the position/waiting time of the

Post-prompt customer in queue is played.

Both

Set Priority Sets priority to play “Position” or “Waiting time” first to the
customer followed by next value.

Play Place and Waitin  |[Defines the interval after which the position/waiting time prompt

Line Interval should be repeated followed by MOH.

URL Popup Provides notification of a URL.

SMS API Allows configuring SMS API.

Email API Allows configuring Email API.

CRM Notify API Allows configuring CRM Notification API.

5. Once done, click Submit.
6. To delete, click Delete.
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6.1.3 Searching, and Deleting In-groups

6.1.3.1 Searching In-groups

To search using filter:

Enter In-group/Name/Time.
Click Search.
System returns In-groups that contain the search term.

P w N e

To get a list of all In-groups details, click Search.

6.1.3.2 Deleting In-groups
Neox provides two ways of deleting the In-groups:

e Single In-group deletion — Enables deleting a single In-group.
1. Select an In-group.
2. Click Delete or Delete icon.
3. Click Ok to confirm.

e Multiple In-groups deletion - Enables deleting multiple In-groups.

1. To delete multiple In-groups, select the In-groups OR to delete all In-groups, select the header
column.

2. Click Delete.
3. Click Ok to confirm.
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6.2 DID

This section provides details about DID that enables the administrator to map the phone numbers provided
by a PSTN carrier (For example, BSNL) to the multi-level IVR or in-groups for customers. DID helps in landing
customer’s calls in DC.

To manage DID, do the following steps:

e (reating DID
e Updating, Searching, and Deleting DID
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6.2.1 Creating DID

To create a DID:

Create

Log in to Neox DC.
In the Navigation Area, click Inbound Management, and then click DIDs.

Inbound Management In-groups

Senvice & Feature » DIDs

Call Time Management » Call Menus

Figure 97 DID menu

DID screen appears.
The screen is bifurcated into two sections; Search for Inbound DID and Inbound DID Listing.

e Search for Inbound DID - Provides a way to search Inbound DID details using search criteria.

e Inbound DID Listing - Provides a list view of existing Inbound DIDs created in the system, including
the details such as DID Pattern, Pattern, Route Value, Welcome File, various configurations and
so on. Additionally, you can create, update, search, and delete Inbound DID and view details of
an Inbound DID by clicking it’s DID Pattern.

To create a new Inbound DID, click Create.

L Sereer Time @ PI-01-08 1R55:18

:| DI Pamin) Beute HOHE - ==

Search Criteria

Mumbes of recond per page - | 15

| b [0 LS

L ]
g e J e
— . CRM HOTFT
L D0 PETTERH BOUTE BLITE Yal UE WELDOUWE PLE ACTHWE NS CONFIG ENML CONFIG CONRG MODIFY DELETE

Figure 98 Create an Inbound DID
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6. Add a New DID screen appears.
To create a new DID enter the parameters as given in the table.

Inbound Management

In-Groups | DIDs | CallMenus 6
Add a New DID
DID Detail
DID Extension * &34267_ _J (no spaces or dashes)
Active & Enable
DID Route |EXTEN v
Extension (3001 |
Prompt File

Browse...  No file selected.

Prompt Welcome File 1 ¢
(Please upload file with wav or . mp3 extension)

| Browse... | No file selected.

P e (Please upload file with wav or mp3 extension)
PRI NG (Hm;;oamm::ve: mp3 extension)
s (Pim;oa::lj 'v::hw:e; mp3 exdension)
In-Group Detail
In-Group Call Handle Method | Callerld Search In DID List |
In-Group ListID * [ 111-Services v
In-Group Campaign ID | Group-B - Group-8-SME v)
Incoming Lead Search
Lead Search | Phone Number v
Alternate Number [J Enable
Use DNC Option
Use DNC N v
Timing Option

[0 use Time Option

mm—e

Figure 99 Create DID
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Table 26 Create DID parameters

Parameters Description
DID Detail
DID Enter the DID Extension number that is used for inbound calls. Callers dials this
Extension®* |DID extension to connect to an agent.
Active Activate DID Extension by selecting Enable.
DID Route  [Select an option to route the inbound call. Any inbound call on the DID Extension
can be routed to:
e Extension — Enter the extension number where the inbound call lands.
For example, if 3001 is the Extension, and 1234567 is the DID Extension,
then a call made on 1234567 lands on 3001 extension.
e In_group — Sends the inbound call to the selected in-group.
e Call Menu —Sends the inbound call to the selected Call Menu.
e VOICE_MESSAGE — When the caller calls on this DID, the voice message
feature gets invoked. The default value for a voice message is 120
seconds, the minimum value is 20 seconds, and the maximum value is
600 seconds.
Prompt File
Prompt Upload a prompt file to play when an inbound call comes in.
Welcome
File 1/File
2/File 3
Prompt MOH |Upload Music on Hold file to play when the customer’s call is placed on hold.
File
In-Group Detail
In-Group Call [This option allows configuring routing of DID calls to the in-groups. Three types
Handle of in-groups options are available:
Method o
e Callerld Search In System - Search phone number by the caller id in the
entire system.
e Callerld Search In DID List - Search phone number by the caller id in the
specified list.
e Callerld Search In Campaign - Search phone number by the caller id in all
of the lists that belong to a specified campaign.
In-Group List |Select the List ID from where the leads are searched through and that leads are
ID * inserted into, if required. This option is applicable if the call handle method is
“CallerID Search DID List”.
In-Group Select the Campaign ID that leads may be searched for in, if the call handle
Campaign ID |method is "Callerld Search InCampaign".
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Parameters Description

Incoming Lead Search

Lead Search |Select a way to search the leads, either using the Reference ID or Phone Number.

Alternate Select this option to search the leads using their phone number.
Number

Use DNC Option

Use DNC Select DNC to search the leads from the DNC list.

Timing Option

Use Time [You can select this option to decide how the inbound calls can be dealt with after
Option the call is received outside the specific time period.

If you receive a call outside the specified time period, then you can route the call
to the Call Menu, InGroup, DID, Enterprise Extension or Hangup the call.

When you select a Route Option, then specify the required Route Value for each
of the Route Option as follows:

e Call Menu/InGroup/DID — Select a specific Call Menu/InGroup/DID from
the list of options under Route Value.

e Enterprise Extension — Enter an extension number where the call is
routed, if received outside the specified time.

e Hangup — Upload a hang up .wav or .mp3 file to play while hanging up

the call.
Timing Option

Use Time Option

Clear All

O Day SRCHS T Prompt Fil Route Option Route Val

i Hour Minute Hour Minute il e o

O Default |09 || 00 v\721 v || 00 ~|| Browse... | No file selected. v]

O Sunday | v| v \ v||~| Browse... ' No file selected. | v}

O Monday | v| | v] v|| v| Browse...  Nofile selected. v v]

O Tuesdsy [ ~|[  v|[  v][ ] Browse.. | No file selected. ' v]

[0 Wednesday | | VJ || VJ Browse... | No file selected. ' v|

[0  Thursday | vl vll» v||  ~| Browse.. ' Nofile selected. | V‘

O Friday v|| v] vl VJ Browse... | No file selected. [ v'\

[0 saturday | ] ¥ v 1 Browse... | No file selected. Vi

IEEN

Figure 100 Timing Option

7. Once done, click Submit.
8. A confirmation message appears. Click Ok.
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6.2.2 Updating, Searching, and Deleting DIDs

6.2.2.1 Updating DID

To update:

Click Edit corresponding to the DID on Inbound DID Listing.
Modify a DID screen appears.

Modify details as required.

Click Submit.

You may delete a DID by clicking Delete.

vk W

6.2.2.2 Searching DID

To search using filter:

Enter DID Pattern and/or select Route option.
Click Search.
System returns DID numbers that contain the search term.

P w N e

To get a list of all DID numbers, click Search.

6.2.2.3 Deleting DIDs

Neox provides two ways of deleting the DIDs:

e Single DID deletion — Enables deleting a single DID.
1. SelectaDID.
2. Click Delete.
3. Click Ok to confirm.

e Multiple DIDs deletion - Enables deleting multiple DIDs.
1. To delete multiple DIDs, select the DIDs OR to delete all DIDs, select the header column.
2. Click Delete.
3. Click Ok to confirm.

165



User Guide Inbound Management

6.3 Call Menu

This section provides details about Call Menu that enables the administrator in configuring customized IVR
to route the call to the destination. Call Menu includes designing call flows by uploading Prompt files, and
creating Call Menus to route the calls based on the customer’s action.

To manage Call Menu, do the following steps:

e Creating Call Menu
e Updating, Searching, and Deleting Call Menu
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6.3.1 Creating Call Menus

To create a Call Menu:

1. Loginto Neox DC.
2. Inthe Navigation Area, click Inbound Management, and then click Call Menus.

inbound Management In-groups

Senvice & Feature » DIDs

Call Time Management » Call Menus

Figure 101 Call Menus menu

3. Call Menus screen appears.
4. The screen is bifurcated into two sections; Search for Call Menu and Call Menu Listing.
e Search for Call Menu - Provides a way to search Call Menu details using search criteria.

e Call Menus Listing - Provides a list view of existing Call Menus created in the system, including the
details such as Menu Id, Name, Feedback Menu, Prompt, Time out and Options. Additionally, you
can create, update, search, and delete Call Menus and view details of a Call Menus by clicking its
Menu ID.

5. To create a new Call Menu, click Create.

o Search Criteria o

=t :

Ssmrch for Call Menu

I. Wanu 0 Hama Prompd
| - :| T T Oplian v Er
Lreate

| Tl Rberes L isting

PErm e
O MENU D [RAME Faadback Nany EROMPT TNECUT OFTIONS MODIFY DELETE

Humbes of recond per page - | 15

Figure 102 Create a Call Menu

6. Add a New Call Menu screen appears.
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To create a new Call Menu enter the parameters as given in the table.

n-Groups | DiDe | Call Menus *
Addd a Hew Call Meny

Menu Delads
Mherwy 1D * waHCome_mand (N0 SPACeS OF Specisl charechers)
Mera M * Weliome Menu
Mane Fromet rAeE....  wlcorne.mgd
Pleaie uphoad Ble wilth wiy o M) Elension)
M Rapaat i
Cusiomer Feadbact Menu O Enatis
Menu Timsoat Opton
Mberan Timeoud 10

Browss..  Ho e selected

Merw Timeaut Prarpd
Please upload file wilh waw or mp3 exliension )

brrwabed Manu

Browss...  Ho il selected

Marwy bvvald Proempl
" Please upkoad file with waw or mp3 sdansion

Ll Wany Ophon

Coaget Cption Dagcngion Rty Qption Footy valug
i
1 Route 1o exdenson nomb | EXTENRSION « | | SO0
2
1
4
L
7
a
7
']
Tirssszit
Wit gt

@

Figure 103 Create Call Menu

Table 27 Create Call Menu parameters

Parameters Description

Menu Details

Enter a unique menu id for this call menu. This will also show up as

Menu ID * . . . .
the context that is used in the dial plan for this call menu.

Menu Name * Enter a name of the call menu.

Upload a prompt file in .wav or .mp3 format that contains the

M P t
enu Fromp audio prompt to play at the beginning of this menu.
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Parameters

Description

Menu Repeat

menu for 3 times.

Enter the count that defines the number of times, the particular
Call Menu is repeated until the caller has not entered any input.
For example, if menu repeat is "3" for call menu and caller has not
entered any input, then the IVR plays the prompt file of the call

Customer Feedback
Menu

about the product or service.
Steps to configure Feedback Call Menu:

Feature>>Disposition Status.
to enable the customer feedback.

Feedback Menu”.
4. Configure Call Menu Option:

e Select Customer Contact Disposition.

e Select Call Menu option to route the call.
e Give Route Value based on Route Option.

Enable this option to route the customer to the feedback menu
after the call ends. This enables the customer to give feedback

1. Enable “Customer Contact” in the Status detail section of
Disposition Status. For this, Refer Service &

2. Bind this disposition with the Campaign for which you want

3. Create a Call Menu for feedback. For this, select “Customer

Medify a Call Menu

Menu Details
FeedbackMenu
FeedbackMenu

Browse... | Mo file selected.

feedbackNeox1.wav X
(Please upload file with .wav or .mp3 extension)

Enable

Menu ID

Menu Name

Menu Prompt

Menu Repeat
Customer Feedback Menu
Menu Timeout Option

Browse...

Menu Timeout

No file selected.
Menu Timeout Prompt
(Please uplead file with .wav or .mp3 extension)

Invalid Menu

Browse... | No file selected.

Menu Invalid Prompt
(Please upload file with .wav or .mp3 extension}

Exizting Call Menu Options

Digit Customer Contact Dizposition Route Option
1 [CSAT - very Satisified | [HANGUP ~ || Browse_
2 [SAT - satisfied | [HANGUP || Browse...
3 [DSAT - Dissatisfied | [HANGUP || Browse...

Mo file selected.
No file selected.
Mo file selected.

Route Value

Figure 104 Feedback menu

Menu Timeout Option

Menu Timeout

is no wait time after the prompt is played.

Enter the timeout in seconds that the menu waits for the caller to
enter in a DTMF choice. Setting this field to zero 0 means that there
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Parameters

Description

Menu Timeout Prompt

Upload a prompt file to play when the timeout is reached.

Invalid Menu

Menu Invalid Prompt

Upload a prompt file to play when a customer inputs an invalid

option.

Call Menu Option - This section allows you to create a Call Menu flow from this section. The
flow includes routing calls based on the input provided by the Caller. The routing allows in
routing the call to another call menu, ingroup, extension, continue, callback, hangup,
voicemail, ask for extension, wait for operator, enterprise extension, and director.

Digit

This field is where you define the menu option, possible choices
are: 0,1,2,3,4,5,6,7,8,9,* #, Timeout, and Multi Digit (used in case
multi digit input from the customer is required, such as Customer

D).

Option Description &
Route Value

Displays a list of routing options available to route the call after a
Digit is selected by the callers.

CALLMENU - Routes the call to another Call Menu already
created in the system.

INGROUP - Routes the call to another Ingroup already
created in the system.

EXTENSION — Enter the extension number on which the call
is routed.

CONTINUE - The process is continued.

HANGUP — The Route Value can be the name of an audio file
to play before hanging up the call.

CALLBACK — Allows the customer to request for callback.
HANGUP — Hangs up the customer’s call. You can also
upload a prompt file to play while hanging up the call.
VOICEMAIL — Route the call to a voicemail. Enter the
voicemail box number in the “Route Value”. This records
the message for future operation.

ASKFOREXTENSION — IVR message is played to ask the
customer to enter the extension number, where the call is
routed.

WAITFOROPERATOR — Customer has to wait until the call is
routed to the agent.

ENTERPRISE EXTENSION — Enter an extension where the
customer’s call is routed automatically.

DIRECTOR - Call is routed to C5 director from Neox DC.\
VOICEMESSAGE — It allows configuring Voice Message
functionality. When the caller inputs a digit bind with this
feature, the feature gets invoked.
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Parameters Description

» The default value for a voice message is 120 seconds,
the minimum value is 20 seconds, and the maximum
value is 600 seconds.

* The administrator can listen to the voice messages from
the Call CDR report and take appropriate action

= The disposition status for voice message is IVRMSG.

5. Once done, click Submit.

6. A confirmation message appears. Click Ok.
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6.3.2 Updating, Searching, and Deleting Call Menus

6.3.2.1 Updating Call Menu

To update:
1. Click Edit corresponding to the Call Menu.
2. Modify a Call Menu screen appears.
3. Modify details as required.
4. Click Submit.

6.3.2.2 Searching Call Menu

To search using filter:

You can search the call menu using the filters, such as Menu ID, Name, Prompt, Timeout, and Option.
Click Search.
System returns Call Menus that contain the search term.

P wnN e

To get a list of all Call Menus, click Search.

6.3.2.3 Deleting Call Menu

Neox provides two ways of deleting the DIDs:

e Single Call Menu deletion — Enables deleting a single Call Menu.
1. Select a Call Menu.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Call Menus deletion - Enables deleting multiple Call Menus.

1. To delete multiple Call Menus, select the Call Menus OR to delete all Call Menus, select the header
column.

Click Delete.
Click Ok to confirm.

After creating the Call Menu, you can attach this Call Menu to the DID. So, when a customer calls the DID,
then the Call Menu is played.
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7. Service & Feature

This chapter provides information of various Neox DC Services and Features. This module helps in configuring
Scripts, DNC Number, Number Profile, Disposition Statuses, and Auth Token API.

Contents:

e Scripts

e DNC Number

e Number Profile

e Disposition Status
e Auth Token API
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7.1 Scripts

This section provides details about Scripts that enables the administrator to create a script that is displayed
on the Agent’s screen. This script helps the Agent in handing a call, greeting a customer or initiating a call.
Script contains the most used points while having conversation with the customer. The script is accessible to
the agent and displayed on the screen.

For example,

Customer calls a DID number 2002002 and call lands on agent’s extension number 1001. On receiving the
call, agent clicks the script option on the screen. A well-written greeting and follow- up questions are written
to guide the agent.

To manage Scripts, do the following steps:

e C(Creating Scripts
e Updating, Searching, and Deleting Scripts
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7.1.1 Creating Scripts

To create a Script:

1. Loginto Neox DC.
2. Inthe Navigation Area, click Service & Feature, and then click Scripts.

Semvice & Feature Scripis

Call Time Management DNC Mumber

ACL Management Number Profile
Report Management Dizposition Siatuses
Bulk Operations Auth Token API

1 BIARAC

Figure 105 Script menu

3. Script screen appears.
4. The screen is bifurcated into two sections; Search for Script and Script Listing.
e Search for Script - Provides a way to search Script details using search criteria.

e Script Listing - Provides a list view of existing Scripts created in the system, including the details
such as Script ID, Script Name, and Active/Inactive. Additionally, you can create, update, search,
and delete Script and view details of a Script by clicking its Script ID.

5. To create a new Script, click Create.

o

VWU TCOITTTT SRCITTHIIT - FUCTITITTSTT STO
l Server Time : 2020-12-11 11:44:56
Local DMC List | WNumiser Profile | Disposition Staluses | Auth Token 4P|
DNC Mame ALL kil Campaign ALL b
Ingroup ALL = DD ALL =| | Search |
Number of recodd per page . | 15 ¥
DRC Listing .
| {-reate | Delote |
DNC Mame DNC CAMPAIGHN DHC INGROUP DNC DID ACTIWEDEACTIVE DOWMLOAD MODIFY DELETE

Figure 106 Create Script

6. Add a New Script screen appears.
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7. To create a new script enter the parameters as given in the table.

M
Scripis | GlobalDNC List | LocalDNCList |

Mumber Profile | Disposition Staluses
Add a New Script

Script Detail

Scriptip * |_Wel:ume (no spaces or punctuation)

Script Name * |Welcnme script (title of the script)

Active B4 Enable
Script Text

Create
last_name w
Hellg--A-—-1£ irst_nm- =Bm=—=f=-=-188 r._name =B

Welcome to Sterlice Technologies.

Figure 107 Create Script

© 2022-2023 Sterlite Technologies Limited

Service & Feature
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Table 28 Script parameters

Parameters Description
Script Detail
Enter a unique Script ID.
i/ Note
H *
Script ID e Do not use Space or Punctuation
e |f the special characters are used while creating a Script,
the Script will be created but not displayed in Script
Listing.
Enter a name of the Script.
Script Name * 4 Note
A Script Name should have at least 2 characters and
maximum 50 characters.
Active Select this option to activate the script. An active script is only
displayed on the agent’s screen.

Script Text — This is the content of the script that is visible to the agent on the screen. To
create a script, select field names and click Insert. As you click insert, all values are displayed
in the section below. You may also enter your text to create a script.

8. Once done, click Submit.
9. A confirmation message appears. Click Ok.

10. The script created in this section is configured from Campaign Management>>Campaign>>Campaign
Detail>>Script.

177



User Guide Service & Feature

7.1.2 Updating, Searching, and Deleting Scripts

7.1.2.1 Updating Scripts

To update:

Click Edit corresponding to the Script ID on Script Listing.
Modify a Script screen appears.

Modify Script Name, Active Status, and Script text, as required.
Click Submit.

You may delete script by clicking Delete.

vk W

7.1.2.2 Searching Scripts

To search using filter:

Enter Script ID/ Script Name.
Click Search.
System returns all Scripts details that contain the search term.

P w N e

To get a list of all Scripts details, click Search.

7.1.2.3 Deleting Scripts

Neox provides two ways of deleting the Scripts:

e Single Script deletion — Enables deleting a single script.
1. Select a Script.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Scripts deletion - Enables deleting multiple scripts.
1. To delete multiple Scripts, select the Scripts OR to delete all Scripts, select the header column.
2. Click Delete.
3. Click Ok to confirm.
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7.2 DNC Number

This section provides details about the DNC (Do Not Call) Number list registration that allows the
administrator in creating DNC lists; System wide and Agent wide. This enables the administrator to create a
list of phone numbers that are not called. Any call made to the DNC number is blocked, thus preventing the
customers from getting promotional or spam calls.

You can configure DNC Numbers in two ways:

e Global DNC List — This list includes numbers of all leads who have registered for the DNC service. Call
cannot be made on this list throughout the system.

e Local DNC List - This list includes numbers of all leads who have registered for the DNC service. Call
cannot be made on this list through the specific campaign.

To configure DNC number, do the following steps:

e Global DNC List
e Local DNC List
e Updating, Searching, and Deleting DNC List
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7.2.1 Global DNC List

To configure Global DNC List, do the following steps:

e Creating Global DNC List
e Downloading Global DNC List
e Deleting Global DNC List

7.2.1.1 Creating Global DNC List

To create a DNC Number:
Log in to Neox DC.
In the Navigation Area, click Service & Feature, click DNC Number, and then click Global DNC List.
Senice & Feature Scripts
Call Time Management DMC Number Global DNC List

ACL Management Mumber Profila Local DMC List

Report Management Disposition Statuses

Figure 108 Global DNC List menu

3. Add or Delete Numbers From DNC List screen appears.

You can create a list of Global DNC either by uploading a CSV or manually creating a list. Additionally,
you may also delete the Global DNC number from this section.

5. To create a Global DNC number, select Add.

©0

Scripts | Global DNC List Local DNC List | Mumber Profile | Disposition Staluses

Add or Delete Numbers From DNC List

& '

Add or Delete ® add O Delete

Phone NumberAs @ upload csv O Manually

Phone Number Browse... Mo file selected.
{one phone number per line only)
SUBMIT

Figure 109 Create Global DNC number
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6. To create bulk DNC numbers, you need to upload a CSV file. Create a CSV file with the phone_number
details, as shown in the following image.
phone_number
1234567890 i——o
1234567891
1234567892
1234567893
Figure 110 Phone numbers
7. Now upload this CSV file by clicking Browse.
Click Submit.

A confirmation message appears.

©

4 - phone number successfully added to DNC List.
Add or Delete Numbers From DNC List

Download DNC List
Add or Delete ® Add O Delete
Phone NumberAs @ Upload CSV O Manually

Phone Number* Browse... No file selected.

(one phone number per line only)

00

Figure 111 Upload CSV file

10. On the other hand, if you want to add the number manually, select Manually.
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11. Phone Number section is enabled. Add all numbers one below the other to create the DNC list.

Add or Delete ® add O Delete
Phone NumberAs (O upload CSV ® Manually ._4®
Phone Number* 1234567899

3333333333

|

{one phone number per line only) @

Figure 112 Create DNC manually

12. Click Submit.
13. A confirmation message appears.
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7.2.1.2 Downloading Global DNC Numbers

To download:

1. Click Download DNC List.
2. System prompts to save the file.
3. Save the file to your disk drive.

Opening SYSTEM_DNC_2019-12-24-20_00_02.txt

Add or Delete ©® ada O Delete You have chosen to open:
Phone NumberAs @ Upload CSV O Manuall 5 SYSTEM_DNC_2019-12-24-20_00_02.txt
Phone Number” Browse... No file seled which is: Microsoft Excel 97-2003 Worksheet
(one phone number per lin¢ from: http://10.121.25.239:9090
| SUBMIT |

What should Firefox do with this file?
(O Qpen with  Microsoft Excel (default)

(@) Save File

[[] Do this gutomatically for files like this from now on.

Cancel

Figure 113 Downloading DNC List

© 2022-2023 Sterlite Technologies Limited
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7.2.1.3 Deleting Global DNC Numbers

To delete:

Select Delete.

Phone Number section gets enabled. Here, you need to enter the phone numbers that you want to
remove from the Global DNC List. Enter the number one below the other.

3. Click Submit.

Add or Delete Opdd ®pelete g |

Phone Mumber As Upload CSV  Manually

Phone Number® 1234567890

2592999399
—

ione phone number per line nnrr}
EEN *

Figure 114 Delete Global DNC list

4. A confirmation message appears.
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7.2.2 Local DNC List

To configure Local DNC List, do the following steps:

e Creating Local DNC List
e Downloading Local DNC List
e Deleting Local DNC List
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7.2.2.1 Creating Local DNC List

To create a Local DNC List:

Log in to Neox DC.
In the Navigation Area, click Service & Feature, click DNC Number, and then click Local DNC List.
Service & Feature Scripts

Call Time Management DNC Humbe Global DMC List

ACL Management Mumber Profile Local DMC List

Report Management Disposition Statuses

Figure 115 Local DNC List menu

3. Local DNC List screen appears.
4. The screen is bifurcated into two sections; Search for DNC List and DNC Listing.
o Search for DNC List - Provides a way to search DNC List details using search criteria.

o DNC Listing - Provides a list view of existing Local DNC List created in the system, including the
details such as DNC Name, DNC Campaign, DNC Ingroup, DNC DID, and Activate and Inactivate
DNC List. Additionally, you can create, update, search, and delete the DNC List and view details
of a Local DNC Listing by clicking its DNC Name.

5. To create a new DNC List, click Create.

Server Time : 2020-12-11 11:44:56

Search for DNC List
Create

DRC Name ALL - Campaign ALL |

Ingroup ALL - oD ALL =| | Search |

Mumber of record per page - 15 ~
DWC Listing @
[ ] -
[ Create § Delote |
DNC Mame DNC CAMPAIGN DNC INGROUP DNC DID ACTIWE/IDEACTIVE DOWHLOAD MODIFY DELETE

Figure 116 Local DNC List

6. Add New DNC List screen appears.
7. Enter the parameters as given in the table.
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Table 29 DNC List Parameters

Parameters Description
DNC Name Enter the name of the Local DNC List.
Active Select this option to activate the Local DNC List.

Select where you want to allow the DNC List. The options are:

e Campaign

Allow DNC In * In-Group
e DID

Based on the selection, Campaign, In-Group or DID is listed in the
system and call cannot be made by Campaigns/In-Group/DID.

8. To create bulk DNC numbers, upload a CSV file. Create a CSV file with the phone_number details, as
shown in the following image.

phone_number
1234567890 o——o
1234567891
1234567892
12345675893

Figure 117 Phone numbers

9. Now upload this CSV file by clicking Browse.
10. Click Submit.
11. A confirmation message appears.
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Add New DNC List

SUBMIT

Phone NumberAs @ uUpload csv O Manually

Phone Number* Browse... DNC.csv X

(oho pthé number per line only)
Enter Areacode with * Like :098*

DNC List Detail ’_o
DNC Name * |Local_DNC_List1 }
Active & Enable
Allow DNC in Clcampaign  Oin-Group oD

10

Figure 118 Upload CSV file

12. On the other hand, if you want to add only numbers manually, select Manually.

13. Phone Number section is enabled. Add all numbers one below the other to create the DNC list.

Fhone Mumber 45 O Upload CSV ® Manualhg__

Phone Mumber®  [1234567239
3332333334

-lﬂl'ﬂ‘ phone namber per ine onty)

1@

D

[ SUBIIT

Figure 119 Create DNC manually

14. Click Submit.
15. A confirmation message appears.

© 2022-2023 Sterlite Technologies Limited
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7.2.2.2 Downloading Local DNC List

To download:

1. Click Download corresponding to the Local DNC List.

 Oelote]
O SNCHams DNC CANPAIGN DNC NGROP DNC DID ACTWEOEACTIVE
] Local DNC_Listt VAN wen aew

!\'1010 MOOFY DELETE

Figure 120 Downloading DNC List

2. System prompts to save the file.
3. Save the file to your disk drive.
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7.2.3 Updating, Searching, and Deleting DNC List

7.2.3.1 Updating DNC List

To update:

Click Edit corresponding to the Local DNC List on the DNC Listing.
Modify DNC List screen appears.

w N e

Modify details as required.
Click Submit.

B

7.2.3.2 Searching DNC List

To search using filter:

Select DNC Name/Campaign/Ingroup/DID.

Click Search.

System returns the DNC List details that contain the search term.
To get a list of all DNC List, click Search.

P wnN e

7.2.3.3 Deleting DNC List

Neox provides two ways of deleting the DNC List:

e Single DNC List deletion — Enables deleting a single DNC List.
1. Select a DNC List.
2. Click Delete.
3. Click Ok to confirm.

e Multiple DNC Lists deletion - Enables deleting multiple DNC Lists.

1. To delete multiple DNC Lists, select the DNC Lists OR to delete all DNC Lists, select the header
column.

2. Click Delete.
3. Click Ok to confirm.
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7.3 Number Profile

This section provides the details about Number Profile, which is a list of predefined phone numbers where
the calls can be transferred or conference calls can be conducted. Sometimes, customers request an agent
to talk to their manager or transfer of call is required, then Number Profile is defined in the system. In
Number Profile, all phone numbers are defined, where an agent can transfer the call.

In Neox DC, administrator can create Number Profiles through a manual or bulk creation process. It is then
bind to a campaign that is displayed on the agent’s screen. Agent can select a number from the Number
Profile to transfer the call.

To manage Number Profile, do the following steps:

e Creating Number Profile
e Updating, Searching, and Deleting Number Profile

191



User Guide Service & Feature

7.3.1 Creating Number Profile

To create a Number Profile:

1. Loginto Neox DC.

2. Inthe Navigation Area, click Service & Feature, and then click Number Profile.

ce & Feature Scripts

Call Time Management DHC Number
ACL Management Mumber Profile

Report Management Dispositic

Figure 121 Number Profile menu

3. Number Profile screen appears.
4. The screen is bifurcated into two sections; Search for Profile and Profile Listing.
e Search for Profile - Provides a way to search Number Profile details using search criteria.

e Profile Listing - Provides a list view of existing Number Profile created in the system, including the
details such as Profile name. Additionally, you can create, update, search, and delete Number
Profile and view details of a Pause Code by clicking its Name.

5. To create a new Number Profile, click Create.

Server Time : 2020-12-11 11:47:49

1
| Scrips |

| Search for Profile

Create

Profile Name EEER
| Numier of record per page 15 v
Profile Listing # - -
[ eate | Delete]
| PROFILE NAME ACTIVENNACTIVE MODIFY DELETE

Figure 122 Create Number Profile

6. Add a New Predefine Transfer Number Profile screen appears.
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7. Enter the parameters as given in the table.

i
Service & Feature

Scripts | Global DNCList | Local DNCList | Numbet Profle Disposi$on Statuses | Auth Token AP1

‘Welcome admin - Admindstrator

Add a New Predefine Transfer Number Profile

Protile Detail
Profile Name * test Name Shousd Be Unigue)

Acttive & Enabie

Predefine Number Detail
Predefne Numbers As © upioad CSV ' Manually
Pradefine Numbers
Browse. No File selected.

alidation String Detail

‘alidaton Strings

Table 30 Create Number Profile parameters

Parameters Description

Profile Detail

Profile Name * Enter a name of the Number Profile.

Select this option to activate the Number Profile. Only activated Number

Active . .
Profiles are displayed on the agent’s screen.

Predefine Number Detail

You can create Number Profile through bulk upload or manually.

o Upload CSV - Create a CSV file with the phone_number details.
Predefine Numbers Now upload this CSV file by clicking Browse.

As e Manually — To add numbers manually, select Manually. Enter the
phone number with name in a line.

For example, 1234567890,ABC

Enter the validation strings that you wanted to allow dialing by the
agent. For example, enter 079* to allow the agent dial numbers starting
with 079.

Validation String
Detail

8. Click Submit.
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7.3.2 Updating, Searching, and Deleting Number Profile

7.3.2.1 Updating Number Profile

To update:

1. Click Edit corresponding to the Number Profile on Profile Listing.
2. Modify details as required.
3. Click Submit.

7.3.2.2 Searching Number Profile

To search using filter:

Enter Profile Name.
Click Search.
System returns Number Profile details that contain the search term.

P w N e

To get a list of all Number Profiles, click Search.

7.3.2.3 Deleting Number Profiles

Neox provides two ways of deleting the Number Profiles:

e Single Number Profile deletion — Enables deleting a single Number Profile.
1. Select a Number Profile.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Number Profiles deletion - Enables deleting multiple Number Profiles.

1. To delete multiple Number Profiles, select the Number Profiles OR to delete all Number Profiles,
select the header column.

2. Click Delete.
3. Click Ok to confirm.
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7.4 Disposition Status

This section provides information about Disposition Status that tells the outcome of the call. When a call
ends, then the agent is facilitated to select a disposition status. This helps the manager in understanding the
customer experience, reason for the ended call, default system behavior and so on. The disposition status is
bind with the campaign to make it available for its associated agent.

To manage Disposition Status, do the following steps:

e (reating Disposition Status
e Updating, Searching, and Deleting Disposition Status
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7.4.1 Creating Disposition Status

To create a Disposition Status:

Log in to Neox DC.

In the Navigation Area, click Service & Feature, and then click Disposition Statuses.
Service & Feature Scripis

Call Time Management DMNC Mumber

ACL Management Humber Profile

Report Management Disposifion Staluses

Bulk Operations Auth Token API

Figure 123 Disposition Status menu

3. Disposition Status screen appears.
The screen is bifurcated into two sections; Search for Disposition Status and Disposition Status
Listing.

e Search for Disposition Status - Provides a way to search Disposition Status details using search
criteria.

e Disposition Status Listing - Provides a list view of existing Disposition Statuses created in the
system, including the details such as Status and Status Name. Additionally, you can create,
update, search, and delete Disposition Status.

5. To create a new Disposition Status, click Create.

T TCATIIT YL I A T S

Server Time : 2020-12-11 11:48:54

Scripts | Global DNCList| | LocalDNCList | NumberProfie | [EETE Ll il | Auth Token API

| Status Status Name Status Category | Al B Search |

Number of record ped page : | 15 v

Disposition Status Listing g .
|

| Delete |
STATUS TATUS NAM MODIFY DELETE
XFERFL Call Transier Falled
XFER Call Transsemed
XDROP Agent Mot Available IN
R WMCNT ‘oice Mail Connected
I . lua Unknown Auto

Figure 124 Create Disposition Status

6. Add a New Disposition Status screen appears.
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7. Enter the parameters as given in the table and select Category and bind with the Campaign.

B Welcome admin - Administrator
Service & Feature

Scripts | Global DNC List | Local DNC List | MNumber Profile | Disposition Statuses | Auth Token AP

Add New Disposition Status

Status Detail
Status ID * Status Name *
Active Available to All Campaign
— Parent Category -
Human Answer Sale DNC Callback
Customer Contact Not Interested Unworkable
Select Campaign

— Campaign In System

All o
camp_1 - Defauli-Campaign INBMan - INEMan Manual - ManualDialing

Predict - PredictCamp PriCamp - PriCamp Progress - Progressivecamp

Table 31 Create Disposition Status parameters

Parameters Description

Status Detail

Status ID * Enter a unique id of the Disposition Status.

Status Name* Enter a name of the Disposition Status.

Active Select this option to activate the Disposition Status.
Available to All

. Select this option to bind this Disposition Status with all Campaigns.
Campaign

Select a category to which the disposition belongs to.

Z Note
All Human Answer calls will be displayed in the Answered calls in
Reports
Select a Campaign to bind the Disposition Status with it.

Parent Category

Select Campaign

8. Click Submit.
Neox DC provides a list of default Disposition Statuses on which no CRUD operations can be performed.
Additionally, following Disposition Statuses are already available in the system:
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Table 32 Disposition Status

Status | Status Name Description

A Answering Machine Agent-defined Answering Machine.
AA Answering Machine Auto System-defined Answering Machine.
AB Busy Auto Dialer defines user busy

) Note

PRI provider has to propogate Busy signal.

Table 33 Disposition Status

Status Status Name
ADC Disconnected Number Auto
Z Note

Based on proper signalling provided by PRI provider.

Table 34 Disposition Status

Status Status Name Description
AFAX Fax Machine Auto
AETHRS | After Hours Inbound f';\fter hours drop means an inbound call has landed after
the working hours of the agent were over.
AGTCNT | Agent Connected Age.nt Connected.to the call, normaII.y used in Hybr.id and Phone
Login/Logout environment, where Dial Center GUI is not used.
AM Answering Machine It goes on the customer’s answering machine.
Sent to Message
AL Answering Machine A message is played by the answering machine after no answer
Message Played g¢ IS played by g '
Neox Server Down Agent is connected and the Neox PBX server goes down, while the
ATCTND . . .
Agent Connect Dial Center is running.
B Busy Carrier-received busy signal or agent-defined busy, if allowed.
BRWSRX | Browser Close O_ngomg active call, agent closes the browser and the call gets
disconnected.
CALLBK | Call back Call back or scheduled call back.
CBHOLD | Call Back Hold When the campaign doesn't have configuration for call back and still

the agent needs to make a call back. It is a system status.
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Status Status Name Description
CNE Call Not Exist Call available in Dial Center, but not in Neox PBX.
) Note

This is an abrupt condition and should not arise.

Table 35 Disposition Status

Status Status Name Description
Deleted from .
DBX Dashboard Displays lead deleted from dashboard.
DC Disconnected Number | Displays when the number is disconnected.
Di f
DCDB isconnected from Displays the calls disconnected from the dashboard.
Dashboard
DEC Declined Sale Agent-defined status.
Agent calls the customer, the customer does not answer the call for
DIALTO | Dial Timeout more than configured value (seconds), and then the call gets
disconnected. Mainly used in outbound call.
. Used by Agent to dispose the call manually. This condition arises
DISP | ly D .
SPO mproperly Disposed when Agent GUI loses connectivity with the Dial Center.
DNC DO NOT CALL Customer requested for Do Not Call.
DROP Agent Not Available Call was dropped, while the customer was waiting for an agent.
Neox Server Down, Call gets disconnected due to PBX server down, while the call is not
DROPND .
Agent Not Available. allocated to Agent.
Dialer R Ti
DRPTO Oljter esponse Timed Displays when Neox DC is not responding during the live call.
External Number Dial Center informs whether the call was connected to the external
EXTCNT
Connected number or not.
INCALL Lead Being Called Agent is talking to the lead.
INVA Invalid Number Auto Number invalid identified by the system.
IVRDRO | Disconnected On IVR Call terminates at IVR, do not enter any queue.
N No Answer Agent-defined status.
Any outbound call that does not receive an Answer signal (or other
NA No Answer Auto signal) from the carrier. This can include ring-no-answer,
disconnected, carrier congestion, and other errors.
4 Note

Based on proper signalling provided by PRI provider.
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Table 36 Disposition Status

Status Status Name Description
NANQUE Inbound No Agent No Queue Any inbound call that has no agent available or no queue
Drop and the call is dropped on no answer.

NEW New Lead Lead has not been called, or cannot be called.

NI Not Interested Agent-defined status.

NP No Pitch No Price Agent-defined status.
Used when the Dial Centre configuration is off. So, if

NRPT N R Ti ’

© eox Response Timed Out request goes to the Dial Center, it gets timed out.

PE Message Parsing Failed Internal Communication failure between PBX and Dial
Center.

| Note

This is an abrupt condition and should not arise.

Table 37 Disposition Status

Status Status Name Description

QUEUE Lead To Be Called Lead is about to be sent to an agent.
RA Reject Auto Customer rejected the call.

Z Note

Based on proper signalling provided by PRI provider.
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Table 38 Disposition Status

Status Status Name Description

SALE Sale Made Agent-defined status

SKIP Lead Skipped Lead skipped by the agent and the next lead is dialed.

TIMEOT Inbound Queue Timeout Drop Used I.f the call is dropped on agent hold and the calls
doesn't get answered by any agent.
If the number is wrong/ customer comments say the

TRASH Lead Trashed customer is not interested, the agent can delete or trash
the lead and dial the next lead available.

UA Unknown Auto Call gets terminated due to some other unknown reason.

Z Note

Based on proper signalling provided by PRI provider.

Status Status Name Description

VMCNT Voice Mail Connected The status of the voicemail is connected or not.

XFER Call Transferred Call has been sent from an agent to a closer agent.
XFERFL Call Transfer Failed Agent failed to transfers the call from the Dial Center GUI.
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7.4.2 Updating, Searching, and Deleting Disposition
Status

7.4.2.1 Updating Disposition Status

To update:

1. Click Edit corresponding to the Disposition Status on Disposition Status Listing.
2. Modify details as required.
3. Click Submit.

7.4.2.2 Searching Disposition Status

To search using filter:

Enter Status/Status Name or select Status Category.
Click Search.
System returns Number Profile details that contain the search term.

P wnN e

To get a list of all Disposition Statuses, click Search.

7.4.2.3 Deleting Disposition Statuses

Neox provides two ways of deleting the Disposition Statuses:

e Single Disposition Status deletion — Enables deleting a single Disposition Status.
1. Select a Disposition Status.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Disposition Statuses deletion - Enables deleting multiple Disposition Statuses.

1. To delete multiple Disposition Statuses, select the Disposition Statuses OR to delete all Disposition
Statuses, select the header column.

Click Delete.
Click Ok to confirm.

>

/| Note

,

Default system status cannot be modified or deleted.
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7.5 Auth Token API

This section provides details about the Auth Token API feature. This feature enhances security in API
communication by introducing a mechanism of token-based authentication with token expiration. Each API
communication requires a valid token, which is fetched from the APl server and is used until deemed expired
by the API server.

This feature allows fetching security tokens as per configuration when firing CRM Notification APIs for
exchanging information. The application sends the token as a header/body in the next request for
authentication purposes.

Z Note

Auth Token API can be attached in the CRM notification configuration of Campaign, In-group, and DID level.

The following section describes steps to:

e Add Auth Token API
e Modify, Search and Delete Auth Token API

7.5.1 Add Auth Token API

To add an Auth Token API:

1. Loginto Neox DC.
2. Inthe Navigation Area, click Service & Feature, and then click Auth Token API.
Service & Feature Scripts

Call Time Management DMC Number
ACL Management Mumber Profile

Report Management Disposition Statuses
Bulk Operations Auth Token API

3. Auth Token API screen appears.
4. The screen is bifurcated into two sections; Search for Auth Token APl and Auth Token API listing.
a. Search option provides a way to search Auth Token API using the Name criteria.

b. Auth Token API listing provides a list view of existing Auth Token API including the details such as
Name, URL. and Status. Additionally, you can create, update, search, and delete Auth Token API.
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5. To add a new Auth Token API Status, click Add.

IALTQH.M APl

ﬁll.'EEE

HAME URL

_o

WWETCTITTE ACHTIN = AT Ao

?

Server Time : 2020-12-11 12:29:41

Ps | GlobalDNCList | LotalDNCList | MumberProfile | Dispositon Stases |
areh for Auth Tolken AP

1esting-noken

Auth Token AP Name

hRpil0.121.21. 207:9090Me0x_ContaciCenter_AP1

testing nmpifl0.121 21 207:9090/Mecx_ContactCenter_APIL

6. Add Auth Token API screen appears.

Add Auth Token API

Auth Token API Detail

Enable *

Get Token On Each Request ™

Mame *

URL™

Request Header Parameters

Request Body Parameters

®ves O No
®ves O No
| testing-token

[ Pttp:/XX. XXX XX XXX:9090/Neox_ContactCenter |

Content-Type:application/json

Ex : Content-Type: applicatondson

login=abc@gmail. com

®

Maote: pne keyivalue per line Example : key=value |ike login=abci@gmail com

Response Parameters
Token Key *
Response Code Key ©

| responseQObject token |

|respunseCude |

Token Expiration Date Key

Success Response Code

| responseQObject expiryDate |

Mote: In Response, Token Expiration Date Must be in ™YY

[0

BT
-MM-L

Token Expiry Response Code ™ |4{l1

© 2022-2023 Sterlite Technologies Limited

Mumber of record per page ;| 15 v

ACTIVEMNACTIVE MODIFY DELETE

- x
- x
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7. Enter the parameters as given in the table.

Parameters Description

Click Yes to enable the Auth Token API. No option is selected
by default.
Click Yes to get a token on each request. No option is

Enable

Get Token On Each Request *
selected by default.

Name * Type the name of the Auth Token APl configuration.

URL * Type the URL to get the token.

It refers to the format in which the request is send. For
example, JSON, text, HTML, etc.

It refers to the parameters based on which the token is
created. For example, ipAddress=10.121.21.206

It refers to the Token Key in the APl response. For example,

Request Header Parameters

Request Body Parameters

Token Key * )
responseObject.token
Response Code It refers to key based on which the Response Code is
Response Key * received. For example, responseCode

Parameters | Token Expiration | It refers to expiry date token key in the APl response. For
Date Key example, responseObject.expiryDate

Success Response | It refers to the format of the success response code. For
Code * example, 200

Token Exoirv R Code * It refers to the format of the token expiry response code. For
oken Expiry Response Code

example, 401

8. Click Submit.

9. A confirmation message is displayed. Click OK. The application returns to

<==< Success ===

testing-token Auth Token API Added Successiully.
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7.5.2 Updating and Deleting Auth Token API

In addition to adding Auth Token API, you may also update and delete tokens.

7.5.2.1 Update Auth Token API

To update:

1. Click Edit corresponding to the Campaign.

At Token &Pty

[ Add | Delete]
HAME URL ACTWVEAHACTIVE MOTIFY DEY
I 0 N 0 300K S090/Mecu_ContachCenier_API -

2. Modify Auth Token APl screen appears. Make the necessary changes.

Modify Auth Token API 0—0

Auth Token API Detail

Enable * Oves ® No

Get Token On Each Request ™ Oves ® No

| testing-tokeni

| b A X0 X X0 9090/ Neox_ContactCenter

Mame *

URL ™

Content-Type:application/json

Request Header Parameters

login=gbc@gmail.com

Request Body Parameters

Responze Parameters
Token Key *
Response Code Key ©

Token Expiration Date Key

Success Response Code ™

[responseObject token

[responseCode

| responseChject expiryDate

Token Expiry Response Code ™ | 401

abo@gmail.co

3. Click Submit.

4. A confirmation message is displayed. Click OK. The application returns to the Auth Token APl home

screen.

==<< Success ==>

testing-token Auth Token APl Updated Successfully.
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7.5.2.2 Search Auth Token API

To search using filter:

1. Type the token name.
2. Click Search.

|
Auth Token AP Mame [tokend] * |

3. Application returns the matched token.

Auth Token API Name

Auth Token AFEs

| Add | Delete |
] HAME URL ACTIVEANA
festing-loken? hitp 10121 21 207 S090/Meax_ContactCentsr AP =

4. To get a list of all Campaigns details, click Search.
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7.5.2.3 Delete Auth Token API

Neox provides two ways of deleting the Auth Token API

1. To delete a single token, follow the below steps:

a. Select the corresponding checkbox and click Delete.

Auth Token APIs

| Add | | Delete

[ HAME

testing-foken
(] festing-token2

URL
hittp10.121.21.207:4
hittp10.121.21.207:4

b. Alternatively, click X button.

c. A message is displayed to confirm the action. Click OK.

EEEEE——
|

Seusen for Ao Token AP

10.121.21. 2065090 says

Bi Token A1 hame

it it
HAWE [}
teabeg-Kiu Tl 20 20 20T S b, ContaciCenie_SP1
g toienl HeigAM 121 21 T0T MO K, CantactCanier_AR11

q

Serwer Time - HG-A1.30 13548

Hursber o seand pir page 15 v

ACTIVEAMACTIE  MACEEFY ﬁ

2. To delete multiple tokens, follow the below steps:

a. Select the checkbox of tokens to be deleted and click Delete.

b. To delete all tokens, select the header checkbox and click Delete.

c. A message is displayed to confirm the action. Click Ok.

P———

Search for Auth Tolen AF1

Auth Tohen Ay

gt Token AP Mame

o) ]
HAME WRL
testing-token hisp e T Sl Necr_ContaciCeanter AR
lesing-tokenZ i ST SO0 Neco_ContaciCenter_APT1
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3. The token(s) is deleted and a confirmation message is displayed.

=<<< Success >>>

Auth Token API Deleted Successiully.

7.5.3 New Registries

Following is the list of the new Registries:
1. Configuration to check token expiry before time:

Token_Expiry_Before_Time =>5 (Default =5, min = 1, Max = 60)

This configuration checks the token 5 minutes before the expiry time if this token is already fetched.
2. Configuration of the retry count for Auth Token APIs:

Token_Fetch_Retry_Count => 1 (Default = 1, min = 1, Max = 10)

This configuration allows setting the maximum number of retries the DC performs when it fails to get
the token as configured.

3. Configuration for setting connection timeout and response timeout for APl communication with Server.
All configuration values are in seconds.

API_Connection_Timeout => 5 (Default = 5, min = 1, Max = 10)
API_Response_Timeout => 30 (Default = 30, min = 1, Max = 60)

This configuration specifies the amount of time the application waits for the requested operation to be
performed by the remote server.
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8. Call Time Management

This chapter provides information about Call Time Management that enables to restrict the time and days,
customers can be called on or calls can be received by the customers. These are currently definable by days
of the week down to hours and minutes. You can also create special rules to override these call times
definitions by State (province). Moreover, you can create the schedule for your team to work on different
shifts.

Contents:

e Call Times
e State Call Times
e  Shifts
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8.1 Call Times

This section provides details about Call Times that enables the administrator to define the call times for the
Campaign or in-Groups. This enables the agent to call the customers or receive calls from the customers

within the defined time.
To manage Call Times, do the following steps:

e Creating Call Times
e Updating, Searching, and Deleting Call Times
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8.1.1 Creating Call Times

To create a Call Time:

1. Loginto Neox DC.
2. Inthe Navigation Area, click Call Time Management, and then click Call Times.

Call Time Management Call Times

ACL Management b State Call Times

Report Management » Shifts

Figure 125 Call Times menu

3. Call Times screen appears.
4. The screen is bifurcated into two sections; Search for Call Time and Call Time Listing.
e Search for Call Time- Provides a way to search Call Time details using search criteria.
e Call Time Listing - Provides a list view of existing Call Times created in the system, including the
details such as Call Time ID, Call Time Name, and Default Start and Stop time. Additionally, you

can create, update, search, and delete Call Time and view details of a Call Time by clicking its Call
Time ID.

5. To create a new Call Time, click Create.

Search criteria —-—-—‘o

Call Time Manage ment

| | State Call Tmes | Shifs

Search for Call Time

Server Time : 2022-03-21 16:02:40

\
\

\

Create Call Time: ID Call Time Name DefatStat [HHw| [MMw| DeultSp |[HHv| [Mnmv| [EEEE

A

\
\
A\
\ Number of record per page : [ 15 v
\

A Cal Time Listing

\ L)

P
| CALLTIMEID CALLTIME NAME DEFAULT START DEFAULT STOR MCDIFY DELETE
| testka testika 0004 03:00 X
] testall testcall 07:00 20:00
] test2 test2 0300 200
T testt testt 09:00 2100
| Sam-Spm default %am to Spm caling 0900 17:00
7| Spm-Gpm default Som to 9pm calling 17:00 2100
| 24hours default 24 hours caling 0008 24:00
] 12pm-Som defautt 12pm to Jpm calling 12:00 000

| 12pm-5pm default 12pm to Spm caling 12:00 17:00

Figure 126 Create Call Time using Call Times filter

6. Add a New Call Time screen appears.
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7. To create a new Call Time enter the parameters as given in the table.

o

:
CallTimes | State CallTimes | Shifls
Add a New Call Time
Call Time Detail
Call Time ID * _.4AI'-'I-3AM :{nc spaces or punctuation)
Call Time Name * \4F~M-8AM | (short description of the call time)
Start - Stop Time
Start Time End Time
Hour Minute Haur Minute
Default (04 | [00 ]| [08 v| [00 v]
Sunday v@ | | ~ | ~|
Monday |~ " u? [ «
Tuesday [ vj vl | v: =
Wednesday [ ] v ~| v
Thursday [ vi w w| v
Frce g
Saturday | v " : VE v:
[ SUPMIT
Figure 127 Create Call Time
Table 39 Script parameters
Parameters Description

Call Time Detail

Call Time ID *

Enter a unique Call Time ID.

—

7] Note
Do not use space or punctuation.

ALY

Call Time Name *

Enter a name of the Call Time.

Start-Stop Time

Default

Set the Start and Stop time from the timer to allow call in
campaigns and ingroups. This is the default time when the calling

213



User Guide

Call Time Management

Parameters

Description

is allowed to be started or stopped, if the day-of-the-week start
time is not defined.

e 0is midnight.

e To prevent calling completely set this field to 2400 and set
the Default Stop time to 2400.

e To allow calling 24 hours a day, set the start time to 0 and
the stop time to 2400.

Sunday-Saturday

If you want to set different call times during the week, then set
the start and end time throughout the week.

8. Once done, click Submit.

9. A confirmation message appears. Click Ok.
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8.1.2 Updating, Searching, and Deleting Call Times

8.1.2.1 Updating Call Times

To update:
1. Click Edit corresponding to the Call Time on Call Time Listing.
2. Modify a Call Time screen appears.
3. Modify Call Time details, as required. Call Time ID cannot be modified.
4. You can apply State Call Time Rule on the call time as per your requirement.
5. Click Submit.
6. You may delete Call Time by clicking Delete.

8.1.2.2 Searching Call Time

To search using filter:

Enter Call Time ID/Call Time Name/Default Start Time/Default Stop Time.
Click Search.
System returns Call Time details that contain the search term.

P wnN e

To get a list of all Call Time details, click Search.

8.1.2.3 Deleting Call Times

Neox provides two ways of deleting the Call Times:

e Single Call Time deletion — Enables deleting a single Call Time.
1. Select a Call Time.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Call Times deletion - Enables deleting multiple Call Times.

1. To delete multiple Call Times, select the Call Times OR to delete all Call Times, select the header
column.

Click Delete.
Click Ok to confirm.
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8.2 State Call Times

This section provides details about State Call Times that enables the administrator to define calling time for
the state to override any other call time settings defined in the system. This allows the agent to call a
customer of the state only on the configured call time. The facility of State Call Time is defined so that agent
can reach the customer seamlessly at the specified time. After the time period expires, the agent cannot

place the call.

To manage State Call Times, do the following steps:

e Creating State Call Times
e Updating, Searching, and Deleting State Call Times
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8.2.1 Creating State Call Times

To create a State Call Time:

1. Loginto Neox DC.

2. Inthe Navigation Area, click Call Time Management, and then click State Call Times.

Call Time Management Call Times

ACL Management

Report Management P Shifts

P State Call Times ®

Figure 128 State Call Times menu

3. State Call Times screen appears.

4. The screen is bifurcated into two sections; Search for Call Time and Call Time Listing.
e Search for Call Time- Provides a way to search Call Time details using search criteria.

e Call Time Listing - Provides a list view of existing Call Times created in the system, including the
details such as Call Time ID, Call Time Name, and Default Start and Stop time. Additionally, you can
create, update, search, and delete Call Time and view details of a Call Time by clicking its Call Time

ID.

5. To create a new Call Time, click Create.

Call Time Managemen

earch criteria /o 9

Server Time : 2022-03-21 16:20:23

Call imes | State Call Times | Shifts

Search for State Call Time

State Call Time ID

Default Start [HH v | [MM ~|

tate Call Time Listing

| Create | Delete]

Call Time State

Default Stop

[HH | [MM~

Figure 129 Create State Call Time using State Call Times filter

State Call Time Name

Number of record per page ;[ 15 v
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6. Add a New State Call Time screen appears.
To create a new Call Time, enter the parameters as given in the table.

tau Time Managemenl *
CallTimes | Stale Call Times | Shifts
Add a New State Call Time
State Call Detail
State Call Time 1D * ilndla (no spaces or punchualion)
State Call Time: State ™ iIII (no spaces or punchualion)
State Call Time Mame * :Indla 8 am-8 pm (short descriplion of the call time)
Start - Stop Time
Stant Time End Time
Hour Minute Howur Minute
Defaut [o8 ~| [00 ~]| [20 ~] [00 +]
Sunday [ ~] v | - -
Monday [ ~] | w v
Tuesday : ~.r| v : v v
Wednesday [ ~] v v v
Thursday [ ~] w| w >
Friday [ ,_,l - ' - "
Saturday [~ [~ - v
m—

Figure 130 Create State Call Time

Table 40 State Call Time paramete

rs

Parameters

Description

State Time Detail

Enter a unique State Call Time ID.

State Call Time ID*

2

7] Note
Do not use space or punctuation.

AN

State Call Time State*

Enter a code of the State.

State Call Time Name*

Enter a name of the State.
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Parameters

Description

Start-Stop Time

Default

This is the default time when the calling is allowed to be started or
stopped if the day-of-the-week start time is not defined.

e 0is midnight.

e To prevent calling completely set this field to 2400 and set
the Default Stop time to 2400.

e To allow calling 24 hours a day, set the start time to 0 and
the stop time to 2400.

Sunday-Saturday

If you want to set different call times during the week, then set
the start and end time throughout the week.

7. Once done, click Submit.

8. A confirmation message appears. Click Ok.
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8.2.2 Updating, Searching, and Deleting State Call Times

8.2.2.1 Updating State Call Times

To update:
1. Click Edit corresponding to the State Call Time on State Call Time Listing.
2. Modify a State Call Time screen appears.
3. Modify State Time details, as required. Call Time ID cannot be modified.
4. Click Submit.
5. You may delete State Call Time by clicking Delete.

8.2.2.2 Searching State Call Time

To search using filter:

1. Youcan search State Call Time using State Call Time ID, Call Time State, State Call Time Name, Default
Start and Default Stop.

Click Search.
System returns State Call Time details that contain the search term.
4. To get a list of all State Call Time details, click Search.

8.2.2.3 Deleting State Call Times

Neox provides two ways of deleting the State Call Times:

e Single State Call Time deletion — Enables deleting a single State Call Time.
1. Select a State Call Time.
2. Click Delete.
3. Click Ok to confirm.

e Multiple State Call Times deletion - Enables deleting multiple State Call Times.

1. To delete multiple State Call Times, select the State Call Times OR to delete all State Call Times,
select the header column.

Click Delete.
Click Ok to confirm.
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8.3 Shifts

This section provides details about configuring work shifts of the agents. This allows the organizations in
handling multiple work shifts of their employees, helping in understanding their responsibilities, such as shift
or reporting timing in work. You can schedule the shift considering the organization’s working hours every
day. The shifts can be scheduled in 24 hours’ format.

To manage Shifts, do the following steps:

e C(Creating Shifts
e Updating, Searching, and Deleting Shifts
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8.3.1 Creating Shifts

To create a Shift:

Log in to Neox DC.
In the Navigation Area, click Call Time Management, and then click Shifts.
Call Time Management Call Times

ACL Management P State Call Times

Report Management » Shits ) _e

Figure 131 Shifts menu

3. Shifts screen appears.
4. The screen is bifurcated into two sections; Search for Shifts and Shift Listing.
e Search for Shifts - Provides a way to search Shifts details using search criteria.

e Shift Listing - Provides a list view of existing Shifts created in the system, including the details
such as Shift ID, Shift Name, Shifts Start time, Shift Length, and Weekdays. Additionally, you can
create, update, search, and delete Shifts and view details of a Shift by clicking its Shift ID.

5. To create a new Shift, click Create.

o

Search Criteria

s * Sereer Time © 0102 135554
Search for Shes
- Sall I Sihill Maree Shilt Star
Create
Ehil Lengih Wasidas Sunidy ~ | Search |
Weoredas
Tissday w
L] Humnbed ol rwcord par page [ 15 -
hift Liating
&m ==

Figure 132 Create Shift

222



User Guide

Call Time Management

6. Add a New Shift screen appears.
To create a new Shift enter the parameters as given in the table.

©

|

Call Time Management

&

CallTimes | State CaliTimes | Shifts

Add a New Shift

Shift Detail
ShitiD * Morning (no spaces or punctuation)
Shift Name * Morning 4am-13pm (short description of the shift)
Shift Weekdays
Shift Start Time Shift End Time
Hour |04 Minute |00 v | Hour| 13 v | Minute |00 ~
[J'sunaay
Muonday
M Tuesday
Shift Weekdays £ weanesday
M Thursday
Friday
[ saturday
| SUBMIT IS
Figure 133 Create Shift
Table 41 Create Shift parameters
Parameters Description
Shift Detail
Enter a unique Shift ID.
Shift ID*

\o

 Note

Do not use space or punctuation.

State Call Time Name*

Enter a name of the Shift.

Shift Weekdays

Shift Weekdays

To set call times during the week, set the shift start and end time.
Based on the time, select the weekdays. The time selected is
applicable on all selected weekdays.

7. Once done, click Submit.

8. A confirmation message appears. Click Ok.
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8.3.2 Updating, Searching, and Deleting Shift

8.3.2.1 Updating State Call Times

To update:

Click Edit corresponding to the Shift on Shift Listing.

Modify a Shift screen appears.

Modify Shift Name and Time details, as required. Shift ID cannot be modified.
Click Submit.

You may delete Shift by clicking Delete.

vk W

8.3.2.2 Searching State Call Time

To search using filter:

You can search Shift using State Shift ID, Shift Name, Shift Start, Shift Length and Weekdays.
Click Search.

System returns Shift details that contain the search term.

To get a list of all Shift details, click Search.

P w N e

8.3.2.3 Deleting Shifts

Neox provides two ways of deleting the Shifts:

e Single Shift deletion — Enables deleting a single Shift.
1. Select a Shift.
2. Click Delete.
3. Click Ok to confirm.

e Multiple Shifts deletion - Enables deleting multiple Shifts.

1. To delete multiple Shifts, select the Shifts OR to delete all Shifts, select the header column.

2. Click Delete.
3. Click Ok to confirm.
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9. ACL Management

This chapter provides information about ACL (Access Control List) Management that enables the
administrator to create access rules for the system users of various profiles, such as Super Admin, User
Groups, and Campaign. The rule allows the users to control the Campaign, Ingroup, and User Group. By
specifying the access to the system users, you can control the actions on the modules.

For example, organizations with a large number of teams have a Manager to lead the team. In such case, you
can create a User, Manager Profile, and bind the user to the Manager’s Profile. The Manager can perform
the actions, such as Create, Update, Delete, and View on based on the delegated rights of the Manager’s
profile.

For ACL Management, do the following:

Create an ACL User Profile. For example, Project Manager. Refer to ACL Profile>>Creating ACL Profile.
Modify ACL User Profile and delegate modules and functionality access.
Create an ACL User, let’s say agent_01. Refer to ACL User>>an Creating ACL User.

P w N e

Bind the ACL user with the ACL User Profile. Let’s say, bind agent_03 with Project_Manager profile.
Perform the additional configuration based on the profile selected.

5. Now, Project Manager can login using valid credentials.

Based on the above configuration, Project Manager can login to its account and access only the
assigned modules/functionalities.

Contents:

e ACL User
o ACL Profile
e ACL User Profile Binding
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9.1 ACL User

This section provides details about ACL User creation that enables in creating system user’s profiles to log in
and access the system.

—

/| Note

Before creating an ACL user, make sure to have an ACL Profile. To create an ACL Profile, refer to Creating
ACL Profile.

To manage ACL User, do the following steps:

e (Creating ACL User
e Adding a New User Profile Binding
e Updating, Searching, and Deleting ACL User

226



User Guide ACL Management

9.1.1 Creating ACL User

To create an ACL User:

1. Loginto Neox DC.
2. Inthe Navigation Area, click ACL Management, and then click ACL User.

ACL Management ACL User ; e

Report Management P ACL Profile

Bulk Operations » ACL User Profile Binding

Figure 134 ACL User menu

3. ACL User screen appears.
4. The screen is bifurcated into two sections; Search for ACL User and ACL User Listing.
e Search for ACL User - Provides a way to search ACL User details using search criteria.

e ACL User Listing - Provides a list view of existing ACL User created in the system, including the
details such as User ID, Full Name, Activating/Deactivation, and BLOCK/UNBLOCK user.
Additionally, you can create, update, search, and delete ACL User and view details of an ACL User
by clicking its User ID.

5. To create a new ACL User, click Create.

ACL Management Server Time : 2021-10-11 11:50:27
ACL User | ACLPrmfie | ACLUser Profie Binging
Search for ACL User Search Criteria
User 1D Ful Name Stalus | Select Option » | Block  Select Opton + | [
Numoer of recond perpage : | & v

ACL User Listing
| Delete |

LESERID FULL BAME ACTIWVEANACTIVE  BLOCKUNBLOCK MODIFY DELETE

userE uSErE = =

users users -

userd useard -

usard usard =

user2 user? -

'8

Figure 135 Create ACL User
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6. Add a New ACL User screen appears.

To create a new ACL User, enter the parameters as given in the table.

ACL Management

ACLUser | ACL Profile

Add a New ACL User

ACL User Detail
User Name *
Password *
Full Name
Phone Number
Mobile Number
Email

Active

©

1

@

ACL User Profile Binding

|agent_01_

glames Adams

13000

19876543210

[ g
|James@gmail.com

£ Enable

EUF.EI

©

Figure 136 Create ACL User

Table 42 Create ACL User parameters

Parameters

Description

ACL User Detail

Enter a unique username or a unique user id for the user to be
created.

User Name*
4 Note
Do not use space or punctuation.
Enter a password to set for the user’s login account.
Set a password for the user’s account to allow access to Neox DC.
Password* It is recommended to create a password with steps below.

e Allowed characters are A-Z, a-z, 0-9, dash(-), @, dot(.) and
underscore( ).
e Password must start and end with A-Z, a-z, or 0-9.
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Parameters Description

e The length of the Password must be 6 to 20 characters
long.

e Password must combine uppercase and lowercase letters,
numbers, and special characters.

Full Name Enter a name of the user.

Phone Number Enter a phone number of the user.
Mobile Number Enter a mobile number of the user.
Email Enter an email of the user.

7. Once done, click Submit.

gNote

With SSO enabled, you cannot create the ACL user through the application. The ACL user needs to be
created in the Keycloak. Clicking the Create option displays the following error message.

Q- ERROR! <<< Ermor >>>

Unable to create user. User needs 10 be created from SSO Portal

| OK |

8. After you create the User, bind the user with the User Profile. Based on the selected Profile, select
its associated User Group/Campaign options. Doing so, the user is bind with the selected User
Group/Campaign or respective profile accordingly and can have access to that module only.

229



User Guide

ACL Management

B Masigemenl

* Sarver Timse : 2020.01.00 145223
ACLUser | ACLProfle | ACL User Proble Binding
Bk o N Wy Profie Rinding -
Salwct ACL Ligar | agene_on ~]
Select 401 Protie | Meanager v
User Group [ s wbouna outssung
] Meco Dial Center Agent Group
Campagn
aer
] Globs-ofshoes-Desk Staet Time | a3 End Tima { B
I EnTELPROCESS S8 Time ' <] Ena Tims
EE

Figure 137 Add a New User Profile Binding

© 2022-2023 Sterlite Technologies Limited
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9.1.2 Adding a New User Profile Binding

To bind a user with the profile, enter the parameters as given in the table.

ACL Management Server Time : 2020-01-03 14:52:23

ACLUser | ACLProfle | ACL UserProfile Binding

Add a New User Profile Binding

Select ACL User agent_01 v
Select ACL Profile ‘Manager v
User Group [ ABG Inbound Outbound

Neox Dial Center Agent Group

Campaign
Agent

Global-Offshore-Desk Start Time [ E End Time P
SYNTEL-PROCESS Start Time < EndTime a
| suBmIT |

Table 43 Create ACL User parameters

Parameters Description

Select ACL User Select an ACL User to bind with the profile.

Select an ACL Profile to bind user with the profile.

Based on the profile selected, select its associated User
Group/Campaign. The user is allowed to log in to only the
Select ACL Profile selected campaign.
When you select a campaign, then define Start Time and End
Time. Doing so allows the Agent to log in to the campaign only at
the defined time.

1. Once done, click Submit.

After creating an ACL user and binding with the profile, the user can login using the respective credentials.
To know the login process, refer Log in to Neox DC in Introduction to Neox Dial Center>>Neox DC Login.
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9.1.3 Updating, Searching, and Deleting ACL User

9.1.3.1 Updating ACL User

To update:
1. Click Edit corresponding to the ACL User on ACL User Listing.
2. Modify an ACL User screen appears.
3. Modify ACL User details, as required.
4. Click Submit.
5. You may delete the ACL User by clicking Delete.

Z Note
With SSO enabled:

e You cannot modify the ACL user through the application. The ACL user needs to be updated in the
Keycloak. Clicking the User ID or Modify option displays the following error message.

Q ERROR! <<< Emmor >>>
Unabie o update user, User needs %0 be updated from SSO Portal

| OK |

e You cannot change the status of the ACL user through the application. It needs to be changed in
the Keycloak. Clicking the Active/Inactive option displays the following error message.

Q <<< Error >>>
Unable to update user. User needs to be updated from S50 Portal

9.1.3.2 Searching ACL User

To search using filter:

Enter User ID/Full Name.

Click Search.

System returns ACL Users that contain the search term.
To get a list of all ACL Users, click Search.

N e
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9.1.3.3 Deleting ACL Users

Neox provides two ways of deleting the ACL Users:

e Single ACL User deletion — Enables deleting a single ACL User.
1. Select an ACL User.
2. Click Delete.
3. Click Ok to confirm.

e Multiple ACL Users deletion - Enables deleting multiple ACL Users.

1. To delete multiple ACL Users, select the ACL Users OR to delete all ACL Users, select the header
column.

Click Delete.
Click Ok to confirm.

iZNote

With SSO enabled, you cannot delete single or multiple users through the application. Users’ needs to be
deleted in the Keycloak. Clicking the Delete option displays the following error message.

Liser ID Ful Name Status | SelectOption v | Block Selec: Opton v BN
To delete
multivle records.

humber of recond parpage - | 5 v

To delete
ACL User Listing sinele record
| Create |

LSERTD EULL HAME ACTNWEANACTIVE  BLOCKAUNSLOCK MODIFY DELETE
usert usert: - -

UsErS Users
userd userd

[E7 0 ] userd

user? user

Q ERROR! <<< Eror 55>

Unable to delete user. User needs to be deleted from S50 Portal.
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9.2 ACL Profile

This section provides details about ACL Profile creation that enables in creating system users’ profiles for the
system users to log in and access the system. ACL Profiles includes configuration to allow access to the system
modules and functionalities. After creating the ACL Profile, modify it to define features and functionalities
access to the profile. When the ACL Profile is created, then it is assigned to the ACL Users to define how the
users can access the system.

Neox DC allows creating three types of Access Profile as following:

e Super_Admin - The user with Super_Admin profile has all the rights to create or change anything in
existing fields/modules.

e User_Groups -The user with User_Groups profile has limited rights, where the user has right only on
their respective user group and Campaign which is bind with the user group.

e Campaign -The user with Campaign profile has limited rights only on their Campaign.
To manage ACL Profile, do the following steps:

e Creating ACL Profile
e Updating, Searching, and Deleting ACL Profile
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9.2.1 Creating ACL Profile

To create an ACL Profile:
1. Loginto Neox DC.
2. Inthe Navigation Area, click ACL Management, and then click ACL Profile.
ACL Management ACL User

Report Management » ACL Profile

Bulk Operations » ACL User Profile Binding

Figure 138 ACL Profile menu

3. ACL Profile screen appears.
4. The screen is bifurcated into two sections; Search for ACL Profile and ACL Profile Listing.
e Search for ACL Profile - Provides a way to search ACL Profile details using search criteria.

e ACL Profile Listing - Provides a list view of existing ACL Profile created in the system, including the
details such as Profile Name, Profile Type, and Activating/Deactivation Profile. Additionally, you
can create, update, search, and delete ACL Profile and view details of an ACL Profile by clicking
its Profile Name.

5. To create a new ACL Profile, click Create.

o Search Criteria
'_ Sarver Tuma - P00 -04 1150:34

ALL Uswr uLI'- m- |~:l.llnrmlum
Bearsh bor ALL Profie

- :| Frofie Hame Prollle Tipe Mone w EIE3
Create

| ACL Profie Listing .

e o

Humiber of record per page - |15 -

Figure 139 Create ACL Profile
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6. Add a New ACL Profile screen appears.

To create a new ACL User Profile, enter the parameters as given in the table.

o
ACL Management

Add a New ACL Profile

ACL User | ACLProfile | ACLUserProfile Binding

=

ACL Profile Detail
Profile Name * !Administraturl
Profile Type * ESuperﬁdmin ]
Status ® active O inactive

®

Figure 140 Create ACL Profile

Table 44 Create ACL Profile parameters

Parameters

Description

ACL Profile Detail

Profile Name*

Enter a unique profile name to be created.

—

x
z

AN

Note
Do not use space or punctuation.

Profile Type*

Select any one profile type from the list:

e Super_Admin
e User_Groups
e Campaign

Status

Select Active to activate the user profile.

7. Once done, click Submit.

8. After creating the ACL profile, modify it to give access to the features and functionalities.
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5zNote

With SSO enabled, and in astguiclient.conf file configuration, if Is_Role_Create_On_Keycloak => 1, a
Role/Profile gets created in Keycloak during the run-time. If the value is 0, the Role/Profile gets created
only in the application and not in the Keycloak. Also, the Status option is disabled.

Add a New ACL Profile

ACL Profile Detail
Profile Name *
Profile Type * Super_Admin RS
Status Active Inactive
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9.2.2 Updating, Searching, and Deleting ACL Profiles
9.2.2.1 Updating ACL Profile

To update:

1. Click Edit corresponding to the ACL Profile on ACL Profile Listing.
2. Modify a Profile screen appears.

3. On this screen, you can modify ACL Profile Details and perform Configuration to allow access to the
modules and functionality. You can modify ACL Profile details, as required. However, you cannot
modify Profile Type.

4. On the other hand, you can allow access to the system modules and functionalities.

Meodity a Profile . ‘o
ACL Profile Detail
Prafile Mame " Administrator .__o
Profile Type Super_Admin
Status ® active O inactive
Configuration ._‘o
[ “Add Modules | Add Functionality |

Check AN Uncheck AN

1 : Number Hiding On Admin
Chech ARIBE incheck AN

rﬂ Wiew

2: Number Hiding On Dashboard
Check Al ii‘_za"'"-! i Al

M Wiew

| SUBMIT Ji§ DELETE |

9.2.2.1.1 Adding Modules

To allow adding modules to the ACL Profile:

1. Click Add Modules.

2. Alist of all modules appears. In this section, you can define the actions for the modules that can be
performed by the ACL Profile.
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3. Select actions, such as View/Modify/Add/Delete for each module, as required or select all actions by
clicking Check All. Based on the actions selected in this section, the user associated with this User
Profile is able to perform actions on the modules.

° o

- heck AR
1: Baar_Gr ]
i neck AN Unc heck A8
| View =T B naa 2 Detese
1:C ]
[Linchack AN
View B masaity E asd E Detete
::u—ma—E
Wiew B moany 2 naa B2 Detese

Figure 141 Add Modules

9.2.2.1.2 Adding Functionalities

In addition to modules, you can provide access to the system functionalities as follows:

1. Click Add Functionality.

2. Select the approperiate option

3. Click Submit.

4. You may delete an ACL Profile by clicking Delete.
iZNote

With SSO enabled, you can update only Configuration section. The ACL Profile Detail section is disabled
and cannot be updated. Refer to the highlighted section in the below figure. You can update this
information through Keycloak.

= @ * B
Weicome tal - Administrator

ACL Management Server Time : 2020-11-23 09:26:30

ACLUser | ACLProfile | ACL User Profile Binding
Modity a Profile

ACL Profike Detail

Prote Name * ACLUGProfile
Profile Type User_Groups

Siatus Ative Inctive

Configuration
(A cid Modues I Add Funciionaity |

j_heck ARG Uncheck All

1: Usar Groups
=l""=I ! 'lﬁ "‘"i ! 1
View Modity Delate
2 : Cam
view B modiy Add Dt

3: Inbound Groups
K ba-L Al nmrmraw
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9.2.2.2 Searching ACL Profile

To search using filter:

Enter Profile Name or select Profile Type.

Click Search.

System returns ACL Profiles that contain the search term.
To get a list of all ACL Profiles, click Search.

P w N e

9.2.2.3 Deleting ACL Profiles

Neox provides two ways of deleting the ACL Profiles:

e Single ACL Profile deletion — Enables deleting a single ACL Profile.
1. Select an ACL Profile.
2. Click Delete.
3. Click Ok to confirm.

e Multiple ACL Profiles deletion - Enables deleting multiple ACL Profiles.
1. To delete multiple ACL Profiles, select the ACL Profiles OR to delete all ACL Profiles, select the
header column.

Click Delete.
Click Ok to confirm.
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““INote
e With SSO enabled, and in astguiclient.conf file configuration, if Is_Role_Create_On_Keycloak => 1,
you cannot delete a single or multiple ACL Profiles through the application. The ACL Profile needs
to be deleted in the Keycloak. Clicking the Delete option displays the following error message.
User ID Full Name Status | Select Option v Block | Select Option v | [[EELE
To delets
multipde records.
Todelete umncer of record perpage - |5 v
ACL User Listing sinele record
(Croato il Deicte
VSERID NAME ACTIVEINACTIVE  BLOCKIUNBLOCK  MODIFY RELETE
et usert - -
umars usars -
serd userd -
[F) userd -
[F.0 user2 -
)l 2 ) it poge [ Last Page
ERROR! <<< Error >>>
Unablie to delete profile, Profiie needs to be deleted from SSO portal
[ ]

With SSO enabled and in astguiclient.conf file configuration, if Is_Role_Create_On_Keycloak => 0,
you can delete User Profile/Role in the application. However, the same is not deleted in the

Keycloak. If the same user tries to log in to the application, the system will display an appropriate
error message.
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9.2.3 ACL User Profile Binding

This section provides details about ACL User Profile Binding that enables the administrator to bind the ACL
User with the ACL Profile. Doing so, ACL User is able to log in to the system and perform the designated
operations on the assigned modules, as defined in their profile.

To manage ACL User Profile Binding, do the following steps:

e Creating ACL User Profile Binding
e Updating, Searching, and Deleting ACL User Profile Binding
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9.2.4 Creating ACL User Profile Binding

To create an ACL User Profile Binding:
1. Loginto Neox DC.
2. Inthe Navigation Area, click ACL Management, and then click ACL Profile.
ACL Management ACL User

Report Management » ACL Profile

Bulk Operations » ACL User Profile Binding e

Figure 142 ACL User Profile Binding menu

3. ACL Profile screen appears.
4. The screen is bifurcated into two sections; Search for User Profile Binding and User Profile Binding
Listing.
e Search for User Profile Binding - Provides a way to search User Profile Binding details using search
criteria.

e User Profile Binding Listing - Provides a list view of existing User Profile Binding created in the
system, including the details such as ACL User and ACL Profile. Additionally, you can create, update,
search, and delete User Profile Binding and view details of an ACL User by clicking its Name.

5. To create a new ACL User Profile Binding, click Create.

5

Search Criteria

Sarver Teme | 0200704 13524:

tearch bz Uaar Pralie Brding

Create :| MOl Use  Wona . MCL Profile  Mone v EIEa

Mumbes of record per page © | 15 -

| Usnaw Profile Beding Listing .
!

Ferm o

Figure 143 Create ACL User Profile Binding
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6. Add a New User Profile Binding screen appears.

To create a new User Profile Binding, enter the parameters as given in the table.

O

o
ACL Management

ACLUser | ACLProfle | ACL UserProfile Binding

Add a New User Profile Binding

Select ACL User agent_01
Select ACL Profile Administrator
E#e

@

Figure 144 Create User Profile Binding

Table 45 Create User Profile Binding parameters

Parameters Description

Select ACL User

Select an ACL User to bind it with the ACL Profile. This list contains the

ACL Users created from ACL Management>>ACL User.

Select ACL
Profile

Select any one profile from the list. This list contains the ACL Profiles
created from ACL Management>>ACL Profile. After selecting an ACL

Profile, all its associated User Groups are displayed.

ACL User | ACLProfile | ACL UserProfile Binding
Add a Hew User Profile Binding
Select ACL User | manager_01 V|
Select ACL Profile | Manager V|
User Group [] ABG Inbound Outbound
L] Neox Dial Center Agent Group
L aoH
[] B2BGoogleAD
[ B2c
1 -

Figure 145 ACL User Profile Binding

7. Once done, click Submit.
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@ Note

With SSO enabled, you cannot create the ACL Profile binding. It needs to be created in the Keycloak.
Clicking the Create option displays the following error message.

Q ERROR! <<< Eror >>>

Unable to update user. User needs to be updated from SSO Portal

| OK |
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9.2.5 Updating, Searching, and Deleting User Profile
Binding

9.2.5.1 Updating User Profile Binding

To update:
1. Click Edit corresponding to the User Profile Binding on User Profile Binding Listing.
2. Modify a User Profile Binding screen appears.

3. Modify details as required.
4. Once done, click Submit.

éZNote

With SSO enabled, you cannot modify the ACL Profile binding. It needs to be updated in the Keycloak.
Clicking the ACL User or Modify option displays the following error message.

Q ERROR! S

Unable to update user. User needs to be updated rom SSO Portal

| OK |

9.2.5.2 Searching User Profile Binding

To search using filter:

Select ACL User/ACL Profile.
Click Search.

System returns User Profile Binding details that contain the search term.

Eal A

To get a list of all User Profile Binding, click Search.

9.2.5.3 Deleting User Profile Binding

Neox provides two ways of deleting the User Profile Binding:

e Single User Profile Binding deletion — Enables deleting a single User Profile Binding.
1. Select a User Profile Binding.
2. Click Delete.
3. Click Ok to confirm.

246



User Guide

ACL Management

e Multiple User Profile Binding deletion - Enables deleting multiple User Profile Binding.
1. Todelete multiple User Profile Binding, select the User Profile Binding OR to delete all User Profile

Binding, select the header column.
Click Delete.

Click Ok to confirm.

@ Note

With SSO enabled, you cannot delete a single or Multiple ACL User Profile binding. It needs to be deleted

in the Keycloak. Clicking the Delete option displays the following error message.

User Profile Binding Listing

il
kalpeshd
gunjan

For multiple delete

ACLPROFILE
ACLRepois
ACLcampaignlG
DummyRole

Number of record per page
For single delete

MODIFY

15+

ERROR!

<<< Error >>>

Unable to update user. User needs 0 be updated from SSO Portal

| OK |
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10. Reports Management

This chapter provides information of various Reports, where you can get view reports of Agents, let’s say to
determine the performance, Inbound and Outbound reports, Call Details Reports (CDR) and Voice Blaster
CDR Reports to analyze calls, and other Advanced and Audit Reports. You can download reports, schedule
reports, and play and download call records.

Z Note

It is important to note that the total time in calls can be different from the total time an agent is logged
in.

Contents:

e Agents Reports

e Inbound Reports

e Qutbound Reports

e Call CDR Report

e Voice Blaster CDR Report
e Advance Reports

e Audit Report
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10.1 Agent Reports

This section provides information about Agent Reports that enables you to view the details of the Agent’s
Performance, Activity, Call Summary, and Break Bifurcation through the various types of reports. The Reports
are available to view the agent’s details for the selected time period, campaigns, and user groups and so on.

You can download reports in CSV, PDF, and Excel format.

Following Agent Reports are available:

Agent Performance Report
Agent Activity Report

Agent Call Summary Report
Agent Break Bifurcation Report
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10.1.1 Agent Performance Report

This section provides information about Agent Performance Report that offers a detailed summary of an
Agent's Activity. You can view the report for the selective time period that contains information of Calls, Log
in and Log out, Pause Codes, Disposition, Average Rank and Human and Non-Human Answered Calls. You
can also view reports of the selective Campaigns and User Groups Agent.

Along with the talk time, this gives a full breakdown of all Agents' time on the campaign for that shift. Filters
are provided based on Date (Start date to End date) and Time (From Time and To Time), Campaigns — The
Agent belongs to, User Groups of the Agent, and the Shifts — In which Agents work to make the reports more
explicit and distinctive. Additionally, you can schedule a report and download when required.

To view the Agent Performance Report, do the following:

e Viewing Agent Performance Report
e Scheduling Agent Performance Report
e Downloading Agent Performance Report
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10.1.1.1 Viewing Agent Performance Report

Set the search criteria to view the report for the selective time period, campaign, and user group. This report
is generated only after the agent finishes a call.

To view Agent Performance Report:

1. Loginto Neox DC.

2. In the Navigation Area, click Report Management, click Agent Reports, and then click Agent
Performance Report.
Report Management » Agent Reports Agent Performance Report

Bulk Operations » Inbound Reports Agent Activity Report

Phones Outbound Reports Agent Call Summary Report

System Management Call CDR Report Agent Break Bifurcation Report

Figure 146 Agent Performance Report menu

3. Billing Record screen appears.

4. The screen is bifurcated into three sections; Agent Performance Report Filter, Email Report
Configuration Details, and Agent Performance Detail.

e Agent Performance Report Filter - Provides a way to search Agent Performance using search
criteria, such as Time, Campaigns, and User Group.

e Email Report Configuration Details — Provides a way to schedule email to get report and a list view
of all scheduled reports.
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e Agent Performance Detail List — Provides a list view of Agent Performance report, in addition to
downloading CSV, PDF, and Excel formats of report.

<8 s © *x |
Welcome admin istrator
: Server Time : 2020-12-07 10:11:47

Report Management 6
Agent Performance Report 3 Number of recold pet page 15 v

Campaigns User Groups:
a ~ AL CAMPAIGNS — | - ALL USER GROUPS -
FromTime - |00 o{hh 00 «f mm 2020-12-07 BBt A

ToTimg: 23 «fbh 50 «fmm 20201207 |8 oo

Predict

SUBN

Emad Report Configuration Detads ©

No Email Report Schedule Found

TME =
IOIAL PAUSE HRST ILAST LAST
R ABANDONI 14
o 5B s ‘"?:LE" P E» LOGGEDIN LOGH L Loam LOGIN LOGOUT T“R"m msemus»mwmwmmnmwoospomaa”&
IME +OISPO  TME IME  IIME

+TALK
No data found' 1

Figure 147 Agent Performance Report

5. Use the search filters, such as select date and time to view the report of the selected duration,
campaign and user group.

6. Click Submit.
7. Agent Performance Report is generated using the search criteria.

a. The column headers with underline formatting indicate that they are clickable, and clicking them
displays the report in ascending and descending order of the values in that particular column. To
do so, click on the column header. For example, USERNAME.

b. Clicking on the USERNAME displays the report based on the ascending order of usernames.

Sened g e
TIME =
TOTAL PAUSE  FIRST LAST LAST o TERMITTEN
o| USEB c»u.s'WS::ML"E et BC‘ACCL'EDWW +WAIT LOGIN LOGIN LOGOUT LOGWMTTMETPAUSE PAUSAVG WAIT WAIT
NAME TIME SOUNT 1500 IME TIME IIME
+TALK

Lagenn ! 0 0 0 00220 1 00220 2020:11-302020-11-30 20201130 5506400 00220 00:0000 00:00:00 00X
: 093825 093825 094045

2 aid001: 30 28 2 250255 16 72130 2020-11092020-11-18 2020-1118 00 4104 0816 | 00013 40946 008
. 21:1548 115153 235947

sald002: 21 15 6 23927 22 23635 2020-11102020-11-102020-11-10 ) 10868 | 0:03:17  0:17:00 000
- 115122 153151 153240

4 sa003* 7 7 0 41503 9 41429 20201110202011102020-1110 o003 50204 | 00021 32216 028
- 153442 195105 200548
S ugoo1 ‘a2 a2 83032 40 42228 2020111120201207 20201207 1605 29936 | 00310 10451 001
8 182947 101554 10:1631
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C.

Report Management

Clicking the USERNAME again displays the report based on the descending order of usernames.

— —
T S B N
TIME =
TOTAL PAUSE  EIRST LAST LAST
USER ANSWERED ABANDONED LOGIN INTERMITTENT
2 NAME CALLS CALL CALL mmm *WAIT  LOGIN LOGIN  LOGOUT LOGOUT TIME PAUSE PAUSAVG WAIT WAN
IME +DISPO  TIME IME IME
+TALK
ooz & 7 0 7 04655 28 oagso 202011132020-11132020-0113 o000 04057 00151 03134 004
. 151010 160103 160327
2 2020-11-11 2020-12-07 2020-12-07
U900l + 44 2 a2 83032 40 42228 607:16:12 211936 0:03:10 10451 001
1822947 101554 101631
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57

7] Note

AN

Clicking on the column headers with underline formatting in the Report section displays the report based
on the ascending/descending values in that particular column. This functionality remains the same for
all reports in the Report Management module.

@

\

Server Tine  JEIO-E3-06 100

el
et Petirvarioe Rapirt \
‘ Eacral A e
a <ML DRGNS« - mL98% -
foxTme: 0 im0l e s
L B I I s a
v
Tt Rt Cartpspton Dotace
. o R Toe e ACTVERACTVE e
W Zras Anpirt Krmdon Piund
Aguet Pertcrvance e 3] (23 (201
s MINENIT  AMANDOND o 1005  TRECEUN SAAT TSNTIO0N LASTIOON \ASTIQOOUT  WTERAMTTENT
. [ ) AR BUSAS WAT AATAS TR TANAS DISO DSRMG
T oz AL GEEINTER LT eDEmek o3 B b 1000t Tar
E
Bl ' . ? D . S oue e worsd . 0N XM WHW WX LN WWWW WA WX
: IO EROA MO " ve ”
s .- " s ma  » (L] ons oot g ine IME SMI ITUM AW SUW 0N OBM OmN
GONTET M 6 ' LTI e - - - [ ET ARK LIM LD AR ENE SN GRu mn

N e e e 18

=
e
*_.;

CAGI M ALK TROKC A § WA TROFT LA
° L ¢ 002 ' ?
13

Figure 148 Agent Performance Report
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Table 46 Agent Performance Report Parameters

Parameters Description
User Name Agent name who has logged in the system and handled the calls.
Calls Number of calls the agent has received. These calls are a

summation of answered + abandoned calls.

Answered Calls

Number of calls answered by the agent.

Abandoned calls

Number of calls the agent left unanswered (unattended).

Total Logged in time

The time duration when the agent has logged in. This includes
pause + wait + dispo + talk + call connection time.

Login count

Number of times the agent has logged in the filtered time period.

Time
(Pause+wait+dispo+talk)

Time in which the agent was in pause state + wait state + dispo
state + talk state.

First login time

The time and date when the agent has first logged in.

Last login time

The time and date when the agent has last logged in.

Last logout time

The time and date when the agent has last logged out.

Intermittent logout time

The total time duration between two logins of the agents.

Pause The total time when the agent was in pause state.
Pause Avg The average time when the agent was in pause state. This is done
by dividing the pause time with the total number of calls.
Wait Total time when the agent was in wait state.
. The average time when the agent was in wait state. This is done
Wait Avg L o .
by dividing the wait time with the total number of calls.
Talk Total time when the agent was in talk state.
The average time when the agent was in talk state. This is done by
Talk Avg - . .
dividing the talk time with the number of answered calls.
Dispo Total time when the agent was in disposition state.
. Average time when the agent was in disposition state. This is done
Dispo Avg sy . .. . .
by dividing the disposition time with the total number of calls.
Displays the average ranks of the agent as received by the
administrator based on the customer’s experience through call
recording.
AVG Rank & .
For example, if ranks for calls are as following:
call1=2
call2=3
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Parameters

Description

The average rank will be 2.5 (rank of call 1 + rank of call 2)/total
number of ranked calls.

Additionally, the total of all ranks are displayed when multiple
agents are available.

This rank is also displayed on the agent’s home screen.

Human Answered

This field is further divided into disposition status like NI (Not
Interested), XFER (Transfer), and DNC (Do Not Call), SALE. The
number of answered calls are divided among this disposition
status which was selected during the call.

Non-Human Answered

This field is further divided into disposition status like DROP, SKIP
DISPO, NA (Not Available), UA (Unanswered) and so on. The
number of answered calls are divided among this disposition
status which was selected during the call.

10.1.1.2 Scheduling Agent Performance Report

You can also schedule the report to get it Daily, Weekly or Monthly.

To schedule report:

1. Select the search criteria.

2. Click Email Scheduling in Email Report Configuration Details.

3. Add Email Configuration screen appears. Enter the parameters as given in the table.
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Filter Details

Campaign

User
Group

Configuration Details
From"®
Recpient”

Subject”

Bogy"

Frequncy Type*
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Figure 149 Configure Report

Table 47 Agent Performance Report

Parameters

Description

Filter Details

Filters

Displays the filters applied to view the report.

Configuration Details

From* Enter the sender’s email address.
Recipient* Enter the email id of the recipient to whom you want to send the email. If
P you want to send the email to multiple recipients, then click Add Row.
Cc Beck e Cc: If you want to send a copy of the email to a recipient and want
’ everyone to see it, then enter a recipient email id in this field.

© 2022-2023 Sterlite Technologies Limited
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Parameters

Description

e Bcc: If you want to send a copy of the email to a recipient and do
not want anyone to see it, then enter a recipient email id in this
field.

Subject*

Enter a brief subject line to provide information about the email to its
recipient.

Body*

Enter all supporting information in this section.

Frequency Type*

Select a frequency type to receive the email.

1. Daily Report

In Daily Report email configuration, you can configure email to get the
report every day, after a specific time, and it contains data only from
the start time and stop time.

For example, if the start time is 12:00 and the stop time is 23:00, then
the report contains data collected between the configured times, say
12:00 and 23:00, and the system generates and emails report after
23:00.

Select Email Time to get the report in the selected time.

2. Weekly Report

In Weekly Report email configuration, you can configure email to get
the report at every week, after a specific time, and it contains data
only from the previous week.

For example, email is configured on Monday at 13:00, then the report
contains data collected from the previous week, and the system
generates and emails after 13:00, on every Monday.

Select Email Time to get the report in the selected time.

3. Monthly Report

In the Monthly Report email configuration, you can configure email to
get the report every month, after a specific date and time, and it
contains data only from the previous month.

For example, email is configured on the 1%t of the month at 13:00,
then the report contains data collected from the previous month, and
system generates and emails report after 13:00 on every 15 of the
month.

Select Email Time to get the report in the selected time.

4. Click Submit to schedule report.

5. You can activate/deactivtate the scheduled report, by clicking in Active/Inactive.
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6. You can also modify the report by clicking Edit and delete the report by clicking Delete.

] Feom Fregurey Trpe Emai Tims ACTHVERACTIVE MODEY LETE
1 Jamesgigmai com WEEHKLY 18:00 L .

Ernail R port Confguration Detsis

Figure 150 Email Report Configuration Details

10.1.1.3 Downloading Agent Performance Report

To download Agent Performance Report:

1. Click CSV to download in CSV format.
2. Click PDF to download in PDF format.
3. Click Excel to download in Excel format.
In all cases, save the report in your local disk drive.

000

Agent Performance Detail | PDF |

Figure 151 Download Report
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10.1.2 Agent Activity Report

This section provides information about Agent Activity Report that provides you the information of Agent
Talk Time and Status, and other activities of the Agent. The report comprises of the details such as: Agent's
name, extension, Campaign Name, User Group Name, Date and Logged in Duration. You can also view
Transition details for a specific logged in duration. This report gives more clarity on how an agent's time is
being spent as compared to other agents.

To view the Agent Activity Report, do the following:

e Viewing Agent Activity Report
e Accessing Transition Details

259



User Guide Reports Management

10.1.2.1 Viewing Agent Activity Report

Set the search criteria to view the report for the selective time period and agent. This report is generated
only after a call is finished by the agent.

To view Agent Activity Report:

1.
2.

3.
4.

Log in to Neox DC.

In the Navigation Area, click Report Management, click Agent Reports, and then click Agent Activity
Report.

Report Management » AgentReports Agent Performance Report

Bulk Operations » Inbound Reports » Agent Activity Report

Phones Outbound Reports » Agent Call Summary Report

System Management Call CDR Report Agent Break Bifurcation Report

Figure 152 Agent Activity Report menu

Agent Activity Report screen appears.

The screen is bifurcated into three sections; Agent Activity Report Filter, Email Report Configuration
Details, and Agent Talk Time and Status.

e Agent Activity Report Filter - Provides a way to search Activity Report using search criteria, such
as Time and User name.

e Email Report Configuration Details — Provides a way to schedule email to get the report and a list
view of all scheduled reports.

e Agent Talk Time and Status — Provides a graphical representation of agent’s talk time through the
Pie Chart for the agent’s talk time with each call statuses and total count of talk time.

o Agent Activity For This Time Period - Provides a list view of Agent Performance report and
transition details, in addition to downloading CSV and Excel formats of report.
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Figure 153 Agent Activity Report

5. Use the search filters, such as select date and time to generate the report of the selected duration
and user.

Click Submit.
7. Agent Activity Report is generated based on the search criteria.
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Ageet Acwvny For This Time Perion [
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Figure 154 Agent Performance Report
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Agent Talk Time and Statuses

1. You can view the agent’s talk time and its statuses through the pie chart. The Pie Chart gives an
insight into the talk time and status.

Agent Talk Time and Status

9

Figure 155 Agent Talk Time and Status

2. When you click the Pie Chart, you get detailed information of all talk time with the status. The talk
time statuses include Disposition status such as Answering Machine, Call Back and Time Based
Disposition Fail Calls status with their count and total count of all talk time types.

3. Click on the pie chart again to close the pie chart.
Agent Talk Time and Status

119

M Answering Machine - 2
I Call Back - 2
" Time Based Dispo Fail Calls - 6

Figure 156 Detailed information

4. Additionally, you can schedule and download reports.
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10.1.2.2 Accessing Transition Details

After the report is generated, transition detail of each user is provided by the system

1. To view Transition Details of the user for specific time duration.
2. Click on Transition Details column.
3. You will get transition details of the specific user from the log in time to the log out time.

@ 2

Ageet Activity For This Time Pericd [0 [E10 | ‘

LOGGED IN TRANGTION
" USER EXTENSION CAMPAIGN USER GROUP DATE
. DURATION DETALS
1 aoent-01 - John 100 ADH - Group-AOH ADH - AOH 20200110 194035 15052 a
Transmon Detad for This Logged in Duration
PAUSE ks PREVEW WAT DIALNG TALX DISPO

B DATETM VENT FSE CODE STATUS

St s il DURATION  DURATION  DURATION  DURAION  DURATION  DURATION b
1 20200116 194035 LOGIN
2 19:4035 PAUSE :
3 20200116 1940 48 OwLmG 000:13

116 10.40.48

wWa» 20051 CALLEX
] 116194139
14 16 10:4251 CALL BACK 00112
8 1m4e2s57 000:06
9 194257
10 20, 194407 0110 CALLEX
" 20200116 19.4407
12 CALL BACK 0.00:19
32 0.00:19
1 2:10
'v WSRO . - . . . 00117 TBOFC
1”7 1-16 19:46.13 RESUNE -
18 20200416 195707 PAUSE 01054
1" 116 205438 PAUSE 0T
20 2020-01-16 214027 LOGOUT 00756 - -
{in HRAMES S) 00834 o010 10058 000000 00.0000 0318
Figure 157 Transition Time
Table 48 Agent Activity Report Parameters
Parameters Description
DATE/TIME The date and time of the event action done by the agent.

The events like login, pause, resume, dialing, in call, and on. “Dialing” is
EVENT the common event use for Inbound Calling (Agent phone Ring) and
Outbound calling (Customer phone Ring).

PAUSE CODE Name of the Pause Code selected by the agent while clicking pause.

PAUSE DURATION | The time duration when agent is paused.

PREVIEW

The time duration taken by the agent to preview the lead.
DURATION

WAIT DURATION The time duration when the agent is ready but not on call.

DIALLING The time duration when the agent initiated the call, but not connected to
DURATION the customer.
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Parameters Description

TALK DURATION The time duration when the agent is in call with a customer.

DISPOSITION
DURATION The time duration taken by the agent to dispose a call.
STATUS The disposition status of the call. If blank, then the call is auto disposed.
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10.1.3Agent Call Summary Report

This section provides information about Agent Call Summary Report that provides a quick summary of
agent’s details such as name, total number inbound and outbound calls and average minimum and maximum
talking time. This helps you in understanding the hotlines when you are getting most calls or make calls as
required, or which agent is handling more calls and so on.

To view the Agent Call Summary Report, do the following:

e Viewing Agent Call Summary Report
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10.1.3.1 Viewing Agent Call Summary Report

Set the search criteria to view the report for the selective time period and user group. This report is generated
only after the agent finishes a call.

To view the Agent Call Summary Report:

Log in to Neox DC.

In the Navigation Area, click Report Management, click Agent Reports, and then click Agent Call
Summary Report.

Report Management » Agent Reports Agent Performance Report

Bulk Operations » Inbound Reports P Agent Activity Report

Phones Outbound Reports » Agent Call Summary Rep@rt 2 ;

System Management Call CDR Report Agent Break Bifurcation Report

Figure 158 Agent Call Summary Report menu

3. Agent Call Summary Report screen appears.

The screen is trifurcated into three sections; Agent Call Summary Report Filter, Email Report
Configuration Details, and Agent Call Summary Details.

e Agent Call Summary Report - Provides a way to search Agent Call Summary Report using search
criteria, such as Time and User Group.

e Email Report Configuration Details — Provides a way to schedule email to get the report and a list
view of all scheduled reports.

e Agent Call Summary Details - Provides a list view of inbound and outbound calls handled by the
agent with the average call time, in addition to downloading CSV, PDF, and Excel formats of report.
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@ = o

Report Management

o Fer\rer Time : 2022.08.25 13:35:40

® | |

User Management Report Management

Campaign Management Agent Call Summary RBDOF.—

List Management User Group b
: 00w hh 00 v mm 2022-08-23 C] —=ALL-— a
Inbound Management

y G Default-ADMIN - Neox Contact Center Administrator Group
Service & Feature | 25 Sl S8 S ) 2022-03.25 Default-AGENT - Neox Contact Center Agent Group -

Call Time Management
Email Report Configuration Details
ACL Management

Report Management

Bulk Operations # From Frequncy Type Email Time ACTIVEINACTIVE MODIFY DELETE
Phones

System Management No Email Report Schedule Found
Logout

Number of record per page: | 15 v

1 EE ET0 Number of Records : 13

Common Field Inbound ACD Qutbound
# AgentD Agent Name Total Inbound Avg/Max Talk Hour Total Quibound Aug/Max Talk Hour
1 U3001 Default - Agent 0 00:00:00 0 00:00:00
00:00:00 00:00:00 )

Figure 159 Agent Call Summary Report

5. Use the search filters, such as select date and time and user group to view report.
6. Click Submit.
7. Agent Call Summary Report is generated using the search criteria.

Welcome admin - Administrator
Report Management Server Time : 2022-06-24 12:47:57
Report Management
# Agent ID Agent Name Total Inbound Avg/Max Talk Hour Total Qutbound Avg/Max Talk Hour
00:00:00 00:00:00
1 u3001 Default - Agent 0 0
00:00:00 00:00:00
00:00:00 00:00:00
2 testkafka testkafka 0 0
00:00:00 00:00:00
00:00:00 00:00:00
3 tal tal 0 0
00:00:00 00:00:00
00:00:00 00:00:00
4 stl stl 0 0
00:00:00 00:00:00
X 00:00:00 00:00:00
5 sai sai 0 0
00:00:00 00:00:00
: _ 00:00:00 00:00:00
] kafka_admin kafka_admin_22 0 0
00:00:00 00:00:00
00:00:00 00:00:00
7 kafka_01 kafka_1 0 0
00:00:00 00:00:00
00:00:00 00:00:00
8 kafka224 kafka224 0 0
00:00:00 00:00:00
00:00:00 00:00:00
9 kafka223 kafka223 0 0
00:00:00 00:00:00
00:00:00 00:00:00
10 kafka222 kafka222 0 0
00:00:00 00:00:00
00:00:00 00:00:00
1 demo556 556 0 0
00:00:00 00:00:00 v

Figure 160 Agent Call Summary Report
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Table 49 Agent Call Summary Report

Parameters Description

Agent ID ID of the agent who has logged in the system and handled the calls.
Full Name of the agent who has logged in the system and handled

Agent Name

the calls.

Total inbound

Total number of inbound calls received by the agent.

Avg/Max Talk Hour

Top field specifies the average talk duration in hours and bottom
field specifies the maximum talk duration of the agent (in hours) for
inbound calls.

Total outbound

Total number of outbound calls made by the agent.

Avg/Max Talk Hour

Top field specifies the average talk duration in hours and bottom
field specifies the maximum talk duration of the agent in hours for
the outbound calls.

268



User Guide Reports Management

10.1.4 Agent Break Bifurcation Report

This section provides information about Agent Break Bifurcation Report that enables you to check the time
spent by the agents on calls, breaks, and discussion and so on. On this basis of this report, you can assess the
performance of your agent and decide the way of how you can improve or award your team. Filters are
provided based on Date (Start date to End date) and Time (From Time and To Time), User Group and
Campaigns — The Agent belongs to, and the Agent to make the reports more explicit and distinctive.
Additionally, you can download when required.

To view the Agent Break Bifurcation Report, do the following:

e Viewing Agent Break Bifurcation Report
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10.1.4.1 Viewing Agent Break Bifurcation Report

Set the search criteria to view the report for the selective time period, user group, campaign, and agent. This
report is generated only after a pause code is selected by the agent.

To view the Agent Break Bifurcation Report:

1. Loginto Neox DC.
2. In the Navigation Area, click Report Management, click Agent Reports, and then click Agent Break
Bifurcation Report.

Report Management Agent Reports Agent Performance Report
Bulk Operations Inbound Reports Agent Activity Report

Phones Outbound Reports Agent Call Summary Report

System Management Call CDR Report Agent Break Bifurcation Report ¢ e

Figure 161 Agent Break Bifurcation Report menu

3. Agent Break Bifurcation Report screen appears.

The screen is bifurcated into two sections; Agent Break Bifurcation Report Filter and Agent Break
Bifurcation details.

e Agent Break Bifurcation Report Filter - Provides a way to search Agent Break Bifurcation Report
using search criteria, such as Date/Time, User Group, Campaign, and Agent.

e Agent Break Bifurcation Details - Provides a list view of agent’s break including details such User
Name, Start Date, End Date, Campaign, Pause Codes Duration, and Total break time, in addition
to downloading CSV, PDF, and Excel formats of report.

= ® o ©

Repor Management L

Agent Break Bifureation Repon
-
Wrser Group Agent
From Time : 00 =|hh | B0 =f mm2020-12-07 O seiec Uses Group - Piease Select User Group

— - TT Campaign [ SUEMIT |
To Time 23 »|hh | 59 +| mm 2020-12-07 a Please Seloct User Group +f

Server Time ; 2020-12-07 10:20:29

Mumbier of record pes page s | 15 v
D LsE LEE g

* UISER NAME START DATE END DATE CAMPAIGN

Figure 162 Agent Activity Report

Table 50 Agent Break Bifurcation Report

Parameters Description

From and To time Calendar option is available to select the start and end time for the report.

This is a mandatory filter. Based on the selection of user group, campaign

User Grou
P filter is available.
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Parameters Description
Campaien This is a mandatory filter. Based on the campaign selected, user filter is
palg available. Only one campaign can be selected to view break report.
All agents mapped to the selected campaign and user group are listed for
User user selection. Single or multiple users can be selected from the list. If no

agent is selected, break details of all users are displayed in the report
mapped to the selected campaign and user group.

5. Use the search filters, such as select date and time and user group to generate report.
6. Click Submit.
7. Agent Break Bifurcation Report is generated using the search criteria.

ﬁ?:‘ Number of recoed pet page 15 v
i O

2 o Pause Codes Duration
’ USER NAME START DATE ENO DATE CAMPAION IOTAL

Lunch Toa
1 U002 2017-12-01 000000 2020-12.07 235950 camp_1 0:00:1¢ ) 00.086 Y0022

0:00:16 Y0008 00022

Figure 163 Agent Break Bifurcation Report

Table 51 Agent Break Bifurcation Report Details

Parameters Description
Pause Codes Duration Displays all pause codes with durations that are used by the agent.
Total Total time of pause code used by the agent.
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10.2 Inbound Reports

This section provides information about various Inbound Reports that enables you to view the details of all
calls coming in the system. Neox provides four Inbound Reports, namely Inbound Report — Details of all
incoming calls, Inbound CDR Report — Summary of all incoming calls, Inbound Call Distribution Summary
Report — Shows different metrics for inbound calls, and Inbound Activity Report — Details of all inbound
activity report based on inbound group. The Reports are available to view the agent’s details for the selected
time period, campaigns, and user groups and so on. You can download reports in CSV, PDF, and Excel format.

These reports help you in measuring the call center performance and how the agents are handling the calls.
With these reports, you can improve your contact center service by focusing on all operational details.

Following Inbound Reports are available:

e Inbound Report
e Inbound CDR Report
e Inbound Call Distribution Summary Report

e Inbound Activity Report
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10.2.1 Inbound Report

This section provides information about Inbound Report that enables you to view the details of all incoming
calls coming in the system and are filtered based on the different ingroups created by the admin. All the
reports are in the graphical format.

To view the Inbound Report, do the following:

e Viewing Inbound Report
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10.2.1.1 Viewing Inbound Report

Set the search criteria to view the report for the selective time period and inbound group. This report is
generated only after the agent finishes a call.

To view the Inbound Report:

Log in to Neox DC.

In the Navigation Area, click Report Management, click Inbound Reports, and then click Inbound
Report.

Report Management Agent Reports
Bulk Operations Inbound Reports Inbound Report

Phones Outbound Reports Inbound COR Report

System Management Call COR Report Inbound Call Distribution Summary
Report

Logout Voice Blaster COR Report

Inbound Activity Report

Figure 164 Inbound CDR Report menu

3. Inbound Reports screen appears.

Use the search filters, such as select date and time, and Inbound Groups to view report of the
inbound calls and its various status.

5. Click Submit.
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6.

Inbound Report is generated using the search criteria.

famtme 00 [t 00<]mem 20000101 B UG5 & -
s e DI L nm 00010 a Wg‘gﬂm
BINGHGAD) - BIBGI0AD v
Teme range: 2530 0101 000040 4o J000 4% 18 734090
mz.-.«:»uw Inbound Hangup Reason Stats Inbound Status Stats \nhenand Ageet Call S
S =
-
gty 001 —
o B
’ 33 . ~ -
ol et
Inbound Call Hold/Drop/Arswer Time Breakdown in Seconds
(.-’ - Tots
W Ovep
Count ' 1 W Ay
Hi: 3
ll () l! 2.
oLl dde AMJ Hed s0c ss0 sce soc sss o9¢ 900 083 998 339 339
0 5 W W ¥ B N B & 6 W B W W 0
Time Jecends]
Inbound Call Answered Time Breakdown In Seconds
"
n
o
0
20
1%
184
”
"
19
"
'"’ ' BN
10
9
b
’
3
S
-
)
1
)
0% 10 1% M 23 W OB 4 & N B N S N OB 0 B W W o
Vime (Sezomd:)
Custom Inacate Cale  Pescentage Calt Sats Cas Pertentage
Raso(Dreppedinsmmed) . . Answet Caty 3 en
ANS A ed (23] SeIONIE NS W] ) 100% Dvop Cams $ 0N
Avwered (11-67) SecondiArtwerss 0 -~ Totw n 0
SeONUAEweIES
e - e e
A ed (170 BeCoNINA Aere? o "™ Po ot That g o
Average QUEUE Lengt %r 90008 cale 780 seconds
Avtage QUBUE Largh across &9 cate 4B pecondn

Figure 165 Inbound Report
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7. Inbound Answer/Abandoned Calls — Provides the details of the inbound calls unanswered by the
agent or automatic disposed by the system and answered calls. Also the average talk duration,
average call length, average queue time for answered calls, and average time the customer was on
hold for abandoned calls are listed on top.

To view details, click the pie chart.

Inbound Answer/Abandoned Calls 1|

Inbound Reports

From Time: |
To Time:
Inbound Answer/Abandoned
Calls

Figure 166 Inbound Answer/Abandoned Calls

8. Inbound Hangup Reason Stats — Displays a pie-chart representation of the reasons, why the call was
ended. These can be CALLER (customer ended the call), AGENT (Agent ended the call), ABANDON
(the call was not answered by the agent), AFTERHOURS (the call came after the working hours),
NOAGENT (there was no agent logged in), WAITTIMER (the call was ended by customer as he was in
gueue), and so on.

Inbound Hangup Reason Stats

I CALLER -6
| AGENT -2

Figure 167 Inbound Hangup Reason Stats
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9. Inbound Status Stats — Displays a pie-chart representation of the disposition status selected for the
inbound calls. The various widely used disposition status are Answering machine, Do Not Call,
declined sales, Sale Made, No Answer, Not Interested, Busy, and so on.

Inbound Status Stats

I Agent Not Available - 5
B Notinterested - 3

Figure 168 Inbound Status Stats
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10. Inbound Agent Call Stat — Provides a graphical representation of the number of calls attended by
each agent. The horizontal axis represents the agent name and the vertical axis represents the
number of calls the agent attended.

Inbound Agent Call Stat

4 4
4.0+
3.5+
3.0+
2.5
Call
Count
2.0
1.5+
1 1 1 1
1.0+
cl- | |
0.0 T T = - = =

ATUL DECDE  jahid ansari LUKMAN SHAIKWAayuresh Hulkar Pratik Satam  Rahul Dabvi  Sagar Walanju
Agents

i

Figure 169 Inbound Agent Call Stat

11. Inbound Call Hold/Drop/Answer Time Breakdown in Seconds — Provides details of the total number
of inbound calls kept on hold, dropped calls, and answered calls in the given time. The horizontal axis
represents the time duration in seconds and the vertical axis represents the call count for that time
duration.

Inbound Call Hold/Drop/Answer Time Breakdown in Seconds

Call
Count

»

H3 3

1 T8 1 1 1
o L IIO L IOLOOO 000 0 00 0 00 000 000 0 00 0 00 0 00 000 000
0 5 10 15 20

25 30 35 40 45 50 55 &0 90 99+
Time (Seconds)

Figure 170 Inbound Call Hold/Drop/Answer Time Breakdown in Seconds
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12. Inbound Call Answered Time Breakdown in Seconds — Provides the details of the inbound calls
answered at the specific time. The vertical axis represents the hour of the day and the horizontal axis
represents the time duration of the calls. The number written on the graph represents the call count.

Inbound Call Answered Time Breakdown In Seconds
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Figure 171 Inbound Call Answered Time Breakdown in Seconds

13. Provides the details of the calls answered every 30 seconds.

Custom Indicator Calls Percentage Call Stats Calls Percentage
Ratio(Dropped/Answered) - 167% Answer Calls 3 38%
Answered (0-30) seconds/Answered 3 100% Drop Calls 5 63%
Answered (31-60) seconds/Answered 0 0% Total 8 101%
Answered (61-90) seconds/Answered 0 0%
Queue Stats Value
Answered (91-120) seconds/Answered 0 0%
Total Calls That entered Queue 5 63%
Answered (120+) seconds/Answered 0 0%
Average QUEUE Length for queue calls 7.80 seconds
Average QUEUE Length across all calls 4.88 seconds
Figure 172 Answered Call Details
Table 52 Answered Call Details
Parameters Description

e Answered/Total calls taken into this In-group - Provides the
percentage of answered calls from the total inbound calls.

e Dropper/Answered - Provides the details of the dropped calls
divided by the answered calls.
For example, Dropped calls = 5 and Answered calls = 3
(5/3) *100 = 167%

e Answered within 20 seconds/Answered: Provides the percentage of
Answered within 20 seconds divided by Answered calls.

Custom Indicator
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Parameters

Description

For example, Answered within 20 seconds = 226 and Answered calls
=152
(3/3) *100 =100%

¢ Answered within 30 seconds/Answered: Provides the percentage of
Answered within 30 seconds divided by Answered calls.
For example, Answered within 30 seconds = 226 and Answered calls
=163
(163/152) *100 =107%

Queue Stats

e Total calls that entered Queue: Provides the number and the
percentage of that where in queue.

For example, Calls in queue = 516 and Total calls = 550
(516/550) *100 = 94%

e Answered QUEUE length for queue calls - Provides the average
length of queue calls in seconds calculated for queue calls only.
For example, Sum of the time duration in queue of Queue calls =
27353 and No. of Queue calls =516
(27353/516) = 53.01 seconds

e Answered QUEUE length across queue calls - Provides the average
length of queue calls in seconds calculated for all calls.

For example, Sum of the time duration in queue of Queue calls =
27353 and No. of calls = 550 (27353/550) = 49.73 seconds
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10.2.2Inbound CDR Report

This section provides information about Inbound CDR Report that helps you to access the various calls details,
which includes incoming calls of the callers.

To view the Inbound CDR Report, do the following:

e Viewing Inbound CDR Report

10.2.2.1 Viewing Inbound CDR Report

Set the search criteria to view the incoming call details report.
To view the Inbound CDR Report:
Log in to Neox DC.
2. Inthe Navigation Area, click Report Management, and click Inbound CDR Report.

Report Management P Agent Reports
Bulk Operations » Inbound Reports Inbound Report

Phones Outbound Reports Inbound COR Repont

System Management Call CDR Report Inbound Call Distribution Summary
Report

Logout Voice Blaster COR Report

Inbound Activity Repont
Figure 173 Inbound CDR Report menu

3. Inbound CDR Reports screen appears.

4. The screen is bifurcated into three sections; Inbound CDR Report Filter, Email Report Configuration
Details, and Inbound CDR Reports Detail.

e Inbound CDR Report Filter - Provides a way to search Inbound CDR Report using search criteria,
such as Date and Time, Inbound Group, Campaign, Call Category, Agent, Duration, and Phone
Number.

e Email Report Configuration Details — Provides a way to schedule email to get the report and a list
view of all scheduled reports.

e Inbound CDR Reports List— Provides a list view of Inbound CDR report, in addition to downloading
CSV and Excel formats of report.
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Figure 174 Inbound CDR Report

5. Use the search filters, such as select date and time, user group, campaign, and agent to view the
report.

Click Submit.
Inbound Report is generated using the search criteria.
You can play or download CDR by clicking Play/Download.

Call Customer

# ﬂ m Campaign Inbound Group  Call Date User  Extension Ehone Type of Call M_’ m m g&l_m %pgitiun Status Dispo lem - Customer UniquelD PIﬂyIDDw_nlnad
List Line MHumber Duration Duration Durafion Duration N Reason Time Recording
Duration Status
1 00y 7qy CMEMan sales-sdes- ZOZOTIZ o gy 3330001 Answered 000055 0.0134 00122 00006 000010 pcent DI 6s7631000457 | Play/Dovioad
C/NBman  Group  18:3344 Swered |0 | BRsE & e Interested 18:33:44 yibovmos
2 2001 CINBman sales-sales 20220713 \oh0 9001 3330001 Abandoned 00:0037 00126 00105 0:0009 000505 Busy acenT PEUTIS oo s7716954364076 | Play/Dovmioad
C-INBman Group 18:25:56 18:25:54
3 2001 pyy|CNBman- sales-sales- Z02207-14 ) go01 3330001 Answered |00:00:35 00120 000000 00:00:00 000011 Mot acent DO esrrrassnats Play/Download
C-INBman Group 11:49:49 Interested 11:49:49
4 200y 7y CNEMAN, sales-sales. Z22O0T3 L on 7001 3330000 Anwersd 000030 00128 00050 00040 0000:44 acent V203 eeri17a6197  PlayDoviioad
CINBman  Group 18:32:41 Swered | BHTRSD) LELes | T o Interested 18:32:41 yibavmioa
Ceman. AEENTOREET or 0713 2022.07-13
5 2001 omant - 7 usp02 9001 3330001  Answered 00:00:26 0:0155 0:0058 0:0145 00:02:17 Sale Made AGENT ™ DP1657717431245411  Play/Dowmload
C-INBman 18:33:52 18:33:51
AGENTDIRECT
6 2001 7yy CNBman- sales-sales- J0P20T12 00 g1 3330001 Answersd 00:00:24 00127 00102 00018 000025 O acent D02 eerear100114  PlayiDownioad
C-INBman Group 17:25:54 Interested 17:29:54
7 2001 777 CNBman- sdles-sales- 2022071200 g001 3330001 Answered 00:00:23 00057 00037 0:00:14 000026 O AGENT 2OPOTIZ o eea631257433  PlayiDovmioad
C-INBman Group 18:37:17 Interested 18:37:17
Figure 175 Inbound CDR Report
gl
Parameters Description
7
DID list DID numbers on customer’s calls landed.
Inbound Group The agent is logged in and handled the calls in this In-group name.
Call Date The date and time when the customer has called.
, . N
U The agent’s User name, which he has used to, logged into systems.
ser
Sometimes it could be VDCL for inbound abounded calls.
Extension The extension number used by the agent.
Phone Number The customer number from which the call has come.
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Parameters

Description

Type of Call

Identify the type of call like an Answered call or abandoned call.

Hold Duration

This is the total time duration for which the customer is on hold
during the call.

Total Duration

Talk time + queue time of the customer during the call.

Talk Duration

The total time duration of the customer with the agent.

Queue Duration

This is the time duration, the customer was waiting for an agent.
This can be more than the talk duration when the call is transferred
to the agent. In this case, the queue time for connecting both the
agent and customer are taken into consideration.

Call Disposition Duration

This is the total time duration between disconnecting the call and
submitting the disposition.

Status

The disposition status selected by the agent for the call. Some calls
might be auto disposed by the system and status is entered by the
system.

Customer Dispo Status

Feedback from the customer given in case the call is diverted to the
feedback menu by the agent.

Term Reason

The call ended by the Agent or Customer.

Customer Time

The date and time of the customer base on its location/country.

Unique ID

The unique ID generated by Neox for each call.

Play/Download
Recording

Contains the call recording file, which can be played or downloaded
by clicking the Play/Download recording as below.

Recording File Configuration

Call Recording File

0:00

Figure 176 Recording File
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10.2.3 Inbound Call Distribution Summary Report

This section provides the details of the Inbound Call Distribution Summary Report that enables the
administrator to view inbound call details through different inbound metrics. The metrics include the Call
Answered Time and Drop Time breakdown in seconds based on the set filter.

To view the Inbound Call Distribution Summary Report, do the following:

e Viewing Inbound Call Distribution Summary Report

284



User Guide

Reports Management

10.2.3.1 Viewing Inbound Call Distribution Summary Report

To view the Inbound Call Distribution Summary Report:

Log in to Neox DC.

In the Navigation Area, click Report Management, and click Inbound Call Distribution Summary

Report.

Report Management
Bulk Operations
Phones

System Management

Logout

Agent Reports

Inbound Reports

Outbound Reports

Call CDR Report

Voice Blaster COR Report

Inbound Report

Inbound COR Report

Inbound Call Distribution Summary
Report X

Inbound Activity Report

Figure 177 Inbound Call Distribution Summary Report menu

3. Inbound Call Distribution Summary Report screen appears.

The screen is bifurcated into three sections; Inbound Call Distribution Summary Report Filter, Email
Report Configuration Details, and Inbound Call Distribution Summary Reports Detail.

e Inbound Call Distribution Summary Report Filter - Provides a way to search Inbound Call
Distribution Summary Report using search criteria, such as Date and Time and Inbound Group.

e Email Report Configuration Details — Provides a way to schedule email to get the report and a list

view of all scheduled reports.

e Inbound Call Distribution Summary Report List — Provides a list view of Inbound Call Distribution
Summary report, in addition to downloading CSV, PDF, and Excel formats of report.
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Figure 178 Inbound Call Distribution Summary Report

285



User Guide Reports Management

5. Use the search filters, such as select date and time inbound groups to view the report.
6. Click Submit.
7. Inbound Call Distribution Summary Report is generated using the search criteria.

The call is distributed as follows:

e Call Answer Time and Drop Time Percentage Breakdown in Seconds

e Call Answered Time and Percentage Breakdown in Seconds

e Call Drop Time and Percentage Breakdown in Seconds

Report Management
~
| PDF Jl Excel]
CALL ANSWER TIME AND DROP TIME PERCENTAGE BREAKDOWN IN SECONDS
Inbound Group Call Type TOTAL 0-30 31-60 61-90 91-120 +120
Answer 0 0 0% 0 0% 0 0% 0 0% 0 0%
ALL Drop 0 0 0% 0 0% 0 0% 0 0% 0 0%
TOTAL 0 0 0% 0 0% 0 0% 0 0% 0 0%
CALL ANSWERED TIME AND PERCENTAGE BREAKDOWN IN SECONDS
SrNo Inbound Group TOTAL 0-30 31-60 61-90 91-120 +120
1 AGENTDIRECT 0 0 0% 0 0% 0 0% 0 0% 0 0%
2 AOHDesk 0 0 0% 0 0% 0 0% 0 0% 0 0%
TOTAL 0 0 0% 0 0% 0 0% 0 0% 0 0%
CALL DROP TIME AND PERCENTAGE BREAKDOWN IN SECONDS
SrNo Inbound Group TOTAL 0-30 31-60 61-90 91-120 +120
1 AGENTDIRECT 0 0 0% 0 0% 0 0% 0 0% 0 0%
2 AOHDesk 0 0 0% 0 0% 0 0% 0 0% 0 0%
TOTAL 0 0 0% 0 0% 0 0% 0 0% 0 0% Y

Figure 179 Inbound Call Distribution Summary Report

e Inbound Call Distribution Summary Report shows percentage breakdown in seconds for different
inbound metrics, like Answered calls and dropped calls. The call distribution for different inbound
groups can be filtered.

e Answered calls percentage breakdown shows as to how long it took the agent to answer the call of
the customer.

e Drop calls percentage breakdown shows as to how long the customer was on hold before the call was
disconnected.

e So summary of all inbound groups during specified time interval is displayed with the percentage
breakdown in seconds for Answered and Dropped Calls. 0 means call was answered in 0 secs, 1- 30
indicates call was answered between 1 to 15 secs and so on. Likewise, in call drop, +120 indicates
caller waited for more than 120 seconds and then dropped.

\o

Note

You can change the time seconds slab to change the time frame in this report from System
Management>>Server Management.
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10.2.4 Inbound Activity Report

This section provides the details of the Inbound Activity Report that enables the administrator to view
inbound calls activity report for each inbound group on an hourly basis. The report helps you in
understanding the total number of incoming calls, and bifurcation of the calls based on human answered
and non-human answered calls, including the details of call handled time and talk duration.

To view the Inbound Activity Report, do the following:

e Viewing Inbound Activity Report
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10.2.4.1 Viewing Inbound Activity Report

To view the Inbound Activity Report:

1. Loginto Neox DC.

2. Inthe Navigation Area, click Report Management, click Inbound Reports, and click Inbound Activity
Report.

Report Management Agent Reports

Bulk Operations Inbound Reports Inbound Report
Phones Outbound Reports Inbound COR Report
System Management Call COR Report Inbound Call Distribution Summary

Report
Logout Voice Blaster COR Report

Inbound Activity Repon

Figure 180 Inbound Activity Report menu

3. Inbound Activity Report screen appears.
4. The screen is bifurcated into three sections; Inbound Activity Report Filter, Email Report
Configuration Details, and Inbound Activity Report Detail.
e Inbound Activity Filter - Provides a way to search Inbound Activity Summary Report using search
criteria, such as Date and Time and Inbound Group.
e Email Report Configuration Details — Provides a way to schedule email to get report and a list view
of all scheduled reports.

e Hourly Inbound Activity Report Per Inbound Group — Provides a list view of Inbound Activity report
for each inbound group, in addition to downloading CSV, PDF, and Excel formats of report.
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)
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| Email Scheduing |
® From Frequncy Trpe Emaill Time ACTIVEANACTIVE MOOIFY DELETE
o W0 Emad Repon Schedute Founa
() summary Rapont g o
Rourty Inbound Actaity Report Per inboend Group
Total Calls 1esman Answered Non Memas Answered oo
* Inhnend (enen Trdal  den Cwane Mas Ossenn Tebsl Hheman A Mandia  Mar Handie Mo Taiw My Tale  Totsl Nanbduman ke Tima fn Mar Tims v >

Figure 181 Hourly Inbound Activity Report
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Use the search filters, such as select date and time and inbound groups to view the report.

Click Submit.

Hourly Inbound Activity Report Per Inbound Group is generated using the search criteria.

Click the Hourly details to view details of Total Calls, Human Answered and Non Human Answered

calls.

You can also download the report in CSV and Excel format. If you want to download only a summary
report, then select Summary Report that is downloadable also in PDF format.

Cals

3-4 0 00:00:00
4.5 0 00:00.00

-6 0 00.00:00

Report Management '
e |
- |
Total Calis Human Answered Non Human Answered bJo .
lmu !
# I AgQuese MaxQueue TomlHuman AvgHandie MaxHande Aok Maclak  RalbonHuman AgTmen MaTmen 4
Group i
Calls Iime Answered Leogih Lengh Ruration Durason Answered &bandon Abandon |
lmingrp- &
. P ] 00:00:00 00:00.00 0 00:00.00 00:00:00 000000 00:0000 00.00:00 00.00.00 a9
imingrp
Total Calis Human Answered Non Human Answered
Hours Total  Avg Queue  Max Quoue Total Human Avg Handlo Max Handle Avg Talk Max Talk Total Non-Human Avg Time 1© Max Time o

Answered Answered

0

0
0
0
0
0
0

000000
000000
000000

000000 00:00.00

Figure 182 Hourly Inbound Activity Report Per Inbound Group

Parameters

Description

Inbound Group

Displays the name of the In-group name for which you have
generated the report.

Total calls

Total number of inbound calls received by the agent.

Avg Queue time

The average time of customer that remains in queue for a particular
in-group.

Max Queue time

Displays the maximum time customers remained in queue for a
particular in-group.

Total human answered

Total number of calls answered by the agents for a particular in-
group.

Avg handled length

The average time taken by the agent to talk and dispose the call of
the customer.

Max handled length

Maximum time taken by the agent to talk and dispose the call of the
customer.

Avg talk duration

Average time taken by the agent to talk to the customerin a
particular in-group.

Max talk duration

Maximum time taken by the agent to talk to the customerin a
particular In-group.
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Parameters

Description

Total Non-human
answered

Total number of calls not answered by the agent or disconnected on
IVR.

Avg time to abandon

Average time duration customer waited before disconnecting the
call for a particular in-group.

Max time to abandon

Maximum time duration customer waited before disconnecting the
call for a particular in-group.

Hourly details

Gives an hourly report of the calls handled in a particular in-group.
Click on the yellow highlighted data to view hourly detail of the in-
group.

For example, in the report given above, between 7-8 AM, 2 inbound
calls came and 2 were answered. The time duration for each field is
specified in that particular hour.
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10.3 Outbound Reports

This section provides information about various Outbound Reports that enables you to view the details of all
outgoing calls made by the agent. The agent makes these calls due to any reasons, such as promotion, call
back request and so on. Neox provides three Outbound Reports, namely Outbound Reports — Details of
outbound calls per Campaign, Outbound CDR Report — Details of all Outgoing Calls, and Outbound Activity
Report - Details of all outbound activity report based on campaign. The Reports are available to view the
agent’s details for the selected time period, campaigns, and user groups and so on. You can download reports
in CSV, PDF, and Excel format.

These reports help you in measuring the agent’s performance and effectiveness in outbound skills, as also it
measures how the agents are handling the calls. With these reports, you can improve your contact center
service by focusing on all operational details.

Following Outbound Reports are available:

e Qutbound Report
e Qutbound CDR Report
e QOutbound Activity Report
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10.3.1 Outbound Report

This section provides information about Outbound Report that enables you to view the details of all outgoing
based on the selective campaign. The report is displayed in a graphical format.

To view the Outbound Report, do the following:

e Viewing Outbound Report
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10.3.1.1 Viewing

Outbound Report

Set the search criteria to view the report for the selective time period and campaign. This report is generated

only after the agent finishes a
To view the Inbound Report:

1. Loginto Neox DC.
2.
Report.
Report Management
Bulk Operations
Phones
System Management

Logout

call.

In the Navigation Area, click Report Management, click Outbound Reports, and then click Outbound

Agent Reports

Inbound Reports
Outbound Reports Outbound Report
Call COR Report Outbound COR Report

Voice Blaster COR Report Jutbound Activity Report

Figure 183 Outbound menu

such as select date and time, and Campaign to view report of the outgoing

3. Outbound Report screen appears.
Use the search filters,
calls and its various status.

5. Click Submit.

O © o

Server Time : 2020.01.20 11:14:25

Report Management
Outhound Repoet

\
o
Camgaigny \
gFE ALL CANPRNGHNS — - o]
FromTime. 00 v bh 00 v mm 2020-0%-20 GE294BPE - Molzay [ St |
ToTime. 23 wibh 5 [v]mm 20200120 @ 7¥-A0G

ABINGON - AzancaneoCal
AOH - Growp-ADH

Please Seloct & Campaign snd Dete Above and Clek Sobmat

Figure 184 Inbound Report
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6. Outbound Report is generated using the search criteria.

Foom Tivw - (60 ot (00 mes 20170201 @
TBTme 25 8 oem 000 B

Tows range 2217122100009 4 O L2722 W
Outbound Hangup Stat Outbound Status Stat

Outbound Agent Call Stat Outbound List ID Stat
15
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A ‘ L2 H oo
A8 2 00020 000000
& 2 00033 L
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CONFRL 3 o008t 000000
EXTONT Extma NearCmr Cotmn () T 0cs04
A N0 Anzame Aum 1 o002 000000
~ Nit rareswe 15 00347 ooLoe
e Lead Sapped . €00000 000000
TRASH Lead Trasted ! 000000 000000
uA Ueaconn At 3 CE oo
ToTALS B sar2 oaxie

Figure 185 Outbound Report

© 2022-2023 Sterlite Technologies Limited 294



User Guide Reports Management

7. Outbound Call Stat — Click the pie chart to view outbound call status. This pie chart includes the
summary of outbound calls in the campaign for time range selected in the filter criteria. The details
included in the the pie chart are No. of Human Answered Calls, No. of Dropped Calls, and No. of Calls
not Answered from Total No. of Calls made . It also shows the granularity of the call, that is Avg Call
Length for all Calls, Avg Call length for HA (Human Answered) Calls, Avg Talk Duration for HA Calls,
Avg Call Length for Drop Calls and Avg Call Length for NA (No Answered)Calls.

QOutbound Call Stat

Avg Call Length for HA Calls  39.58 sec

#wg Call Length for Drop Calls  20.29 sec

B Human Answer - 57
M Drop -7
| Mo Answer - 14

Orop Calls 7
Mo Answered Calls 14

T R

Abandoned Calls

Figure 186 Outbound Call Status
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8. Outbound Hangup Stat - Click the pie chart to view outbound hangup status. This pie chart includes
the summary of outbound calls hanged up by the customer and agent.

Outbound Hangup Stat

I CUSTOMER - 35
0| AGENT - 55

Figure 187 Outbound Hangup Stat

9. Outbound Status Stat - Click the pie chart to view outbound status. This pie chart includes the
summary of outbound calls disposition status. The status are displayed based on the Disposition
Status selected by the agent while ending the outgoing call. The statuses are Answered Machine,
Busy Auto, Busy, Call Back and so on.

Outbound Status Stat

B Answering Machine =1
M Busy Auto - 1
M Busy - 1
M Call Back - 2
M Call Back Hold - 8
M Disconnected Number - 1
Ml Declined Sale - 1
M Dial Timeout - 2
| DO NOT CALL - 1
M Agent Mot Available - 7
M Mo Answer - 4
Ml No Answer Auto - 7
Mot Interested - 32
Neo Pitch No Price - 2
M Sale Made - 4
M Unknown Auto - 16 -

Figure 188 Outbound Status Stat
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10. Outbound Agent Call Stat — Click the pie chart to view the outbound agent call status. The status
displays the agent’s name with the number of calls made.
Outbound Agent Call Stat

3.5

3.04

2.5

2.04

Call Count

1.54

1.04

0.5

0.0

James John
Agents

Figure 189 Outbound Agent Call Stat

11. Outbound List ID Stat - Click the pie chart to view the outbound list id status. The status the dipslays
the lists used by the agents to make the outgoing calls.

Outbound List ID Stat

I 4000 - 5
1 B2BGoogleAD - 3

Figure 190 Outbound List ID Stat
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12. Outbound Call Status Stats - Provides the details of the outgoing calls’ disposition statuses such as
Disposition Status, Description, Calls, Total Time, and Talk Duration. A statistic of the number of calls
disposed under that particular status along with the talk time and total time (talk time + disposition
time) is given in this section.

Outbound Call Status Stats
Status Description Calls Total Time Talk Duration
A Answering Machine 4 0:00:31 0:00:29
AB Busy Auto 2 0:00:20 00:00:00
B Busy 2 0:00:13 0:00:11
CONFDC Conference Disconnec 4 0:36:33 0:36:33
CONFFL Conference Failed 3 0:00:51 00:00:00
EXTCNT External Number Conn ] 0:05:04 0:05:04
NA No Answer Auto 1 0:00:42 00:00:00
NI Mot Interested 15 0:03:47 0:01:02
SKIP Lead Skipped 4 00:00:00 00:00:00
TRASH Lead Trashed 1 00:00:00 00:00:00
uA Unknown Auto 3 0:00:11 00:00:00
TOTALS 45 0:48:12 0:43:19

Figure 191 Outbound Call Status Stats
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10.3.2 Outbound CDR Report

This section provides information about Outbound CDR Reports that helps you to access the various calls
details of the outbound calls using the search filters.

To view the Outbound CDR Report, do the following:

e Viewing Outbound CDR Report
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10.3.2.1 Viewing Outbound CDR Reports
Set the search criteria to view the outbound call details report.
To view the Outbound CDR Report:

1. Loginto Neox DC.
2. In the Navigation Area, click Report Management, and click Outbound CDR Reports.

Report Management Agent Reporis

Bulk Operations Inbound Reports
Iser Craation

Phones Outbound Reports Outbound Report

System Management Call COR Report Qutbound COR Report

Logout Voice Biaster COR Report Outbound Activity Report

Figure 192 Outbound CDR Report menu

3. Outbound CDR Reports screen appears.

The screen is bifurcated into three sections; Outbound CDR Report Filter, Email Report Configuration
Details, and Outbound CDR Reports Detail.

e Qutbound CDR Report Filter - Provides a way to search Outbound CDR Report using search criteria,

such as Date and Time, Agent, Campaign, Call Category, Agent, Duration, and Phone Number, and
so on.

e Email Report Configuration Details — Provides a way to schedule email to get the report and a list
view of all scheduled reports.
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downloading CSV and Excel formats of report.

Report Management

Outbound CDR Reports List — Provides a list view of Outbound CDR report, in addition to

Server Time : 2022-08-12 12:05:45

Report Management

Outbound CDR Report
FromTime: 00 v hh 00 v | mm 2022-01-01 C] Campaign Call Category m
ToTime: |23 v|hh |59 v|mm 2022-0812 & AL~ v Al v
Status
ALL— Agent | -Select Agent— v | Duration —Select Duration— v - Phone Number
A - Answering Machine :
ALZ-test Agent Dialed Type ALL v
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Email Scheduling
# From Frequncy Type Email Time ACTIVE/INACTIVE MODIFY DELETE
Mo Email Report Schedule Found
Mumber of record per page : | 15 + |
m m Number of Records : 1254
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1 2001 U9001 7001 3330001 Abandoned 00:02:24 0:03:09 0:02:51 00:00:08 AGENT HYBDORG1657715266931453  Play/Download
17:67:46 Close 17:57:46
C-INBman
C-INB
AN 2022-07-14 2022-07-14
2 2001 11:29:26 U800l 9001 3330001 Abandoned 00:01:27 0:04:40 0:04:25 00:00:28 Busy CALLER 112926 HYBEDORG1657778366455001  Play/Download
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Figure 193 Outbound CDR Report

Use the search filters, such as select date and time, campaign, and agent,

Click Submit.

Outbound Report is generated using the search criteria.
You can be downloaded in two formats:

Export to CSV

b. Export to Excel
Table 53 Outbound CDR Report parameters

a.

and so on to view report.

Parameters Description
List Displays the List numbers used to dial the customers for the selected
Campaign.
Displays the Campaign name in which the agent has logged in and
Campaign _p y paig g g8
dialed the calls.
Call Date Displays the date and time the customer has called the agent.

301



User Guide

Reports Management

Parameters Description

User Displays the user name used by the agent to log in to the system.
Sometimes it could be VDAD for outbound abounded calls.

Extension Displays the extension number used by the agent.

Phone Number

Displays the customer number through which the call is dialed by
the Agent or System.

Type of Call

Identify the type of call like Answered call or abandoned call.

Hold Duration

This is the total time duration for which the customer is on hold
during the call.

Total Duration

Displays the total duration (Talk time + Ringing time) of the
customer’s call.

Talk Duration

Displays the total duration, the customer had talked with the agent.

Queue Duration

Displays the duration, the customer is in queue to talk to the agent.

Call Disposition Duration

This is the total time duration between disconnecting the call and
submitting the disposition.

Status

Displays the disposition status selected by the agent for the call.
Some calls might be auto disposed by the system, where the status
is entered by the system.

For example, if campaign is configure for Auto Disposition, then two
statuses are available, namely “Auto Dispo Success Calls “ for
success calls and “Auto Dispo Fail Calls “for fail calls.

Customer Dispo Status

Displays the feedback from the customer gives in case the call is
diverted to the feedback menu by the agent.

Term Reason

Displays the reason of the call ended by the Agent or Customer.

Customer Time

Displays the date and time of the customer d on his
location/country.

Unique ID

Displays the unique ID generated by Neox for each call.

Play/Download
Recording

Allows playing/downloading call recording file by clicking on the
Play/Download.
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10.3.3 Outbound Activity Report

This section provides the details of the Outbound Activity Report that enables the administrator to view
outbound calls activity report for each campaign. The report helps you in understanding the total number of
outgoing calls, and bifurcation of the calls based on human answered and non-human answered calls,
including the details of call handled time and talk duration.

To view the Outbound Activity Report, do the following:

e Viewing Outbound Activity Report
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10.3.3.1 Viewing Outbound Activity Report
To view the Outbound Activity Report:

Log in to Neox DC.

In the Navigation Area, click Report Management, and click Outbound Activity Report.
Report Management Agent Reports

Bulk Operations Inbound Reports

Phones Outbound Reports Outbound Report

System Management Call COR Report Outbound COR Report

Logout Voice Blaster COR Report

Qutbound Activity Report
Figure 194 Outbound Activity Report menu

3. Outbound Activity Report screen appears.

4. The screen is bifurcated into three sections; Outbound Activity Report Filter, Email Report
Configuration Details, and Outbound Activity Report Detail.

e QOutbound Activity Filter - Provides a way to search Outbound Activity Summary Report using

search criteria, such as Date and Time and Campaign.

e Email Report Configuration Details — Provides a way to schedule email to get the report and a list

view of all scheduled reports.
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e Outbound Activity Report Per Campaign — Provides a list view of Outbound Activity report for each
campaign, in addition to downloading CSV, PDF, and Excel formats of report.
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No Emad Report Schedule Found
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Figure 195 Outbound Activity Report Per Campaign

Use the search filters, such as select date and time and campaign inbound groups to view report.
Click Submit.
Outbound Activity Report Per Campaign is generated using the search criteria.

O N o w;m

You can also download the report in CSV, PDF, and Excel format.

Table 54 Outbound CDR Report parameters

Parameters Description
Campaign Displays the campaign name for which you have generated the report.
Total calls Displays the total number of outbound calls made by the agent.

Displays the average call length (talk duration + disposition) for a particular
campaign.

Displays the maximum call length (talk duration + disposition) for a
particular campaign.

Avg call length

Max call length
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Parameters

Description

Avg talk duration

Displays the average talk time between the agent and customer in a
particular campaign.

Max talk duration

Displays the maximum talk duration between the agent and customer in a
particular campaign.

Total human
answered

Displays the total number of calls answered by the customer.

Avg call length

Displays the average call length (talk duration + disposition) for a particular
campaign.

Max call length

Displays the maximum call length (talk duration + disposition) for a
particular campaign.

Avg talk duration

Displays the average time the agent talks to the customer in a particular
campaign.

Max talk duration

Displays the maximum time the agent talks to the customer in a particular
campaign.

Total non-human

Displays the total number of calls not answered by the customer.

answered

Avg time to Displays the average time the agent waited before disconnecting the call for
abandon a particular campaign.

Max time to Displays the maximum time the agent waited before disconnecting the call
abandon for a particular campaign.
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10.4 Call CDR Report

This section provides Call Details Report (CDR) that contains the detailed information about the calls. CDR
helps administrator to access the various calls details, which includes both incoming and outgoing calls of
the callers. Further, the report can be downloaded in CSV and Excel format.

To view the CDR Report, do the following:

e Viewing CDR Report
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10.4.1 Viewing CDR Report

Set the search criteria to view the report for the selective time period and campaign and so on. This report
is generated only after the agent finishes a call.

To view the CDR Report:

Log in to Neox DC.

In the Navigation Area, click Report Management, click Call CDR Report.

Report Management
Bulk Operations

Phones

System Management

Logout

Agent Reports

Inbound Reports
Outbound Reports

Call COR Report

Voice Blaster COR Report
Advance Reports

Audit Report

Figure 196 Call CDR Report menu

Call CDR Report screen appears.

Use the search filters, such as select date and time, and Campaign and so on to view the report of

the calls.
5. Click Submit.
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Figure 197 Call CDR Report
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6. Call CDR Report is generated using the search criteria.
7. Play/download recording as shown below.

call Customer
. Db o oound . Phone o Hod Towl Tk . Term  Customer Abandoned X o | PEYIDoUTIcRT
#  List Ccam) n CallDate  User Extension e of Cal Dis iion Status HSpo UniquelD Comments Call Ranl
SE e SEIEIL g = Number| P Duration Duration Duration — o === Reason  Time Time K Recording
Duration Status
C-INBman- 2022-07-13 Browser 2022-07-13 | 5af
1 2001 - 7001 | 3330001 Abandoned 00:02:24 00:03:00 00:0251 00:00:08 AGENT HYBEDORG1657715266931453 | Not Ranked |v | Play/Dounioad
C-INBman 17:57:46 Close 175746
C-INEman- 2022-07-14 2022-07-14
2 2001 8001 | 3330001 Abandoned 00:01:27 00:04:40 00:04:25 000026 Busy CALLER HYBDORG1657778366455001 | Not Ranked V|P\ayFDDwnluadE
CAINBman 11:29:26 11:28:26
C-Progrs- 2022-07-13 mot 2022.07-13 | saf
3 2003 8001 3330001 Answersd 00:01:12 00:0141 00:01:33 00:00:17 AGENT HYBDORG1657694544445850 | Not Ranked ~ | Play/ownload
C-Progrs 12:12:24 Interested 12:12:24
C-INBman- 2022-07-14 Leaved 2022-07-14 | 5a)
4 2001 0001 3330001 Angwersd O0:0L06 O00:0261 00:0018 00:00:07 AGENT HYBDORG1E57770207537164 | Mot Ranked s | Play/Downioad
C-INBman 11°84:57 Conference 114457
CINBman- 20220713 call 20220713 | saf
5 2001 7001 3330001 | Answered 00000055 000123 00:00:45 00°06:19 AGENT HYBDORG1657714T45712704 |NUI Ranked w | Play/Download
C-INBman 17:49:05 Transfermred 17:48:05
ales-
C-INBman- 2022-07-12 Not 2022-07-12 | 5af
6 2001 777 sales- 0001 3330001 Answered  00:00'S5 | 00:01:34 | 00:01:22 00:00:10 AGENT CI1657631024497 | Not Ranked + | Play/Downioad
-INBM: Imerested 183344

Figure 198 Call CDR Report

Table 55 Call CDR Report Parameters

Parameters

Description

DID line

The DID number the customer calls land on.

Campaign

The campaign the agent belongs to.

Inbound Group

The In-group the agent is logged in.

Call Date

The date and time the customer called on or Dialed on.

The agent’s User name which is used to login to the system. Some time you

User can see system user VDCL or VDAD. VDCL use for inbound abounded calls
and VDAD use for outbound abounded calls.
Extension The extension number used by the agent for handle the calls.

Phone Number

The customer number from which the call came or dialed on.

Type of Call

Identify the type of call like Answered or abandoned call.

Hold Duration

This is the total time duration for which the customer is on hold during the
call.

Total Duration

The talk time + queue or talk time+ Ringing time of the customer.

Talk Duration

The time duration that customer was on call with the agent.

Call Disposition
Duration

This is the total time duration between disconnecting the call and
submitting the disposition.

Status

The disposition status the agent selects for the call.
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Parameters Description

Customer Dispo Specifies the feedback the customer gives in case the call is diverted to the
Status feedback menu by the agent.

Term Reason The call ended by Agent or Customer.

Customer Time The date and time the customer called on.

Abandon Time The time duration the call was in queue before it was disconnected.
Unique ID The unique ID generated by Neox for each call.

Comments Displays comments received by the customer during the call.

Allows ranking the agent’s performance based on the customer’s
experience through call recording. You can give rank for each call by
selecting a value between 0 and 5. Click Save to save the rank. You can
leave this field blank if do not want to rank the agent. The ranking is done
based on the call recording with the customer. The rank mentioned here is
also displayed while downloading the report and the average of the rank is

Call Rank displayed in Agent Performance Report.
For example, if ranks for calls are as following:
call1=2
call2=3
The average rank will be 2.5 (rank of call 1 + rank of call 2)/total number of
ranked calls.
Play/Download Contains the call recording file which can be played or downloaded by
Recording clicking on the Play/download recording.
Custom Fields Displays all custom fields.

CDR Report looks like the following:

-6 06 FEEHE0

User Evension | Nember | Type of Call [Hold Diration Total Duration Talk Duraticn | Diras ] st
¥ Uso01 2001 V001 | Abamdomed | 000024 | OOO0MS | 000035
=01 =001 L0001 | Abandomed | 00003 | OOOGMAD | (040D

=001 2001 G001 | Abamdomed | 000021 | 00003 | 000078

mlEE e
BR R R G (RS
o o s [

35 . 3004 133630 i
=001 2001 G001 | Abamdomed | 000002 | OOOO5E | 00004 : [ -0l 123054 HYED

Figure 199 CDR Report
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10.5 Voice Blaster CDR Report

This section provides Voice Blaster CDR Report that contains the detailed information about the calls initiated
by Neox as part of the Voice Blaster Campaign. A record contains detailed information about a call, such as
List, Campaign, Call Date, Phone number, Total Duration, Talk Duration, Status, Term Reason, and Customer
and so on. Further, the report can be downloaded in CSV and Excel format.

To view the Voice Blaster CDR Report, do the following:

e Viewing Voice Blaster CDR Report
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10.5.1 Viewing Voice Blaster CDR Report

Set the search criteria to view the report for the selective time period and campaign and so on. This report

is generated only after a call is finished by the system.
To view the Voice Blaster CDR Report:

Log in to Neox DC.

In the Navigation Area, click Report Management, click Voice Blaster CDR Report.

Report Management Agent Reports

Bulk Operations Inbound Reports

Phones Outbound Reports

System Management Call COR Report

Logout Voice Blaster COR Report
Advance Reports

Audit Report

Figure 200 Voice Blaster CDR Report menu

3. Voice Blaster CDR Report screen appears.

Use the search filters, such as select date and time, and Campaign and so on to view the report of

the calls.
5. Click Submit.
Voice Blaster COR Report ‘ It

FromTime 00 w!hh 00 /v]mm 20200117 B Campaign
ToTime: 23 /v|hh 50 || mm 20200120 K3 —NONE- v

Agerit Duraton

Cal Menu  —Select Calimenu—

~-Seled Agent—- « —Select Duraton— (v |-

Call Category
All v

Fhone Number

Figure 201 Voice Blaster CDR Report
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6.

Voice Blaster CDR Report is generated using the search criteria.

7. You can play or download the Voice Blaster CDR call recorded by clicking Play/Download.

List ~ Campaign

kafkavoi -

02| o 2022-08-01
Kalka- 15:05:42
voiceblaster
1002 kei:::::" 2022-08-01
150535
voiceblaster
kafkavoi -
002 13:::' 2022-08-01
) ) 15:05:27
voiceblaster
002 kfk::@" 2022-08-01
Kalka- 15:05:19
voiceblaster
002 ka;k::m" 2022.08-01
ala 15:05:11

voiceblaster

Call Date User Extension

Customer

Phone Total Talk Term Customer Play/Download

_ i Call Menu  Digit  Description
Number Type of Cal Duration Duration Status Dispo Reason Time g ! Recording
Status

9898989898 Abandoned 0:00:07 00:00:00 Unknown AGENT 2022-08-01 Play/Download

andone : X Auto 15:05:42 ay/Downloa
Unknown 2022-08-01

9893989898 Abandoned 0:00:06 00:00:00 AGENT e Play/Download
AUt 15:05:35
Unknown 2022-08-01

9898989898 Abandoned 0:00:06 00:00:00 AGENT Play/Download
Auto 15:05:27
Unknown 2022-08-01

9898989898 Abandoned 0:00:06 00:00:00 AGENT Play/Download
Auto 15:05:19
Unknown 2022-08-01

9858989898 Abandoned 0:00:07 00:00:00 AGENT Play/Download
Auto 15:05:11

Figure 202 Voice Blaster CDR Report

Table 56 Voice Blaster CDR Report Parameters

Parameters Description
Campaign Displays the campaign selected for voice blaster.
Call Date Displays the date and time the customer called on.
User Displays the agent’s name as “VDAD” as no agent is needed for voice
blaster.
. Displays the dummy extension number used in case of voice blaster or to be
Extension

directed to an agent.

Phone Number

Displays the customer number on which the call is made.

Type of Call

Identify the type of call like answered call or abandoned call.

Total Duration

Displays the total duration (Talk Time + Dialing/Ringing time) of the call.

Talk Duration

Displays the time duration the customer was on the voice blaster call.

Status

Displays the status of the call like disconnected on IVR, customer not
available, Busy Auto and so on.

Term Reason

Displays the reason of the call ended by System or Customer.

Customer Time

Displays the date and time when the customer is called.

Call menu

Displays the call menu on which call is routed to.

Digit

Displays the digits (inputs) pressed by the customer.
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Parameters Description

Description Displays the description of the digits pressed.

Play/Download You can play or download the Voice Blaster CDR call recorded by clicking
Recording Play/Download.

10.6 Advance Reports

This section provides details about the Advance Reports that contains the detailed information about the
various types of reports, such as Rejected and Not Answer Call CDR, Inbound Transition, External Extension
CDR, Callback Report, and Call CDR with Transfer.

To view the Advance Reports, do the following:

e Viewing Advance Reports

314



User Guide Reports Management

10.6.1 Viewing Advance Report

You can search details of the report from the displayed list.
To view the Advance Report

1. Loginto Neox DC.
2. In the Navigation Area, click Report Management, click Advance Reports.
Report Management Agent Reporis

Bulk Operations Inbound Reports

2 Outbound Reports

System Management Call COR Report
Logout Voice Blaster COR Report
Advance Reporis

Audit Report

Figure 203 Advance Reports menu

3. Advance Reports Report screen appears.
4. The screen is bifurcated into twp sections; Search for Custom Report and Custom Report Listing.

e Search for Custom Report Listing- Provides a way to search Custom Report using search criteria,
such as Report Name.

e Custom Report Listing — Provides a list view of Custom Reports with the details, such as Report
Name, Creation Date, and Last Modification Date. In addition, you can view details of the report
by clicking View.

Cuss Hupan |

Seavoh for Cuninm Repd |

Fapan Hams E=

Hasmber ol recond pes page | 15 -
Cuntorn Beaer Listieg B

BEPCRT MAME CREANICH DATE LAST WODIFRCATEON DATE VIEW REPCAT
Reied and Kol deawer Call COR T16-08-34 00r 2304 J01E-0E-24 DI04 e
izoena Trarsmen 2018-08-24 0 210 H1E-0E-24 DO 2304 ViEn
Extamal Evefriesn CDR 2018-00-24 00 I 10824 003104 rw
i i e Pl 2070030 Ol £330 Py R EEr e B g Yigw
Caltack Repot 2016-08-34 00 7304 JONE-08-24 DO 304 YHN
Gall COR wifh Transler 201E-08-10 00530 019089 0929 N

Figure 204 Agent Performance Report
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5. The detailed information displays as follows.

Custom Report
Rejected and Not Answer Call CDR
DID Inbound_Group Call_Date User Phone_Number Queue_Second Status
1 98569 TestiINM 2019-12-26 19:48:30 TestM 9377224505 9.00 AB
2 71200905 AOHDesk 2019-11-17 02:54:37 atuld 919819735599 25.00 UA
3 71200900 TechnicalQuery 2019-11-17 00:29:04 rahuld 9830567492 6.00 NA
4 71200910 B2C 2019-11-16 22:45:58 rahuld 2249097800 6.00 NA
S 71200910 B2C 2019-11-16 22:12:44 AmeyM 2249097800 4.00 NA
6 71200902 BranchDesk 2019-11-16 21:34:24 Minrajb 919688887711 25.00 UA
7 171200902 BranchDesk 2019-11-16 20:53:03 Minrajb 9619258189 25.00 UA
8 71200910 B2C 2019-11-16 20:51:23 sunitgade 2249097800 25.00 UA
9 71200900 International 2019-11-16 20:46:18 ajinkya 919480759492 5.00 NA
10 71200900 Domestic 2019-11-16 19:47:14 prakashg 1942478993 8.00 NA
11 71200905 AOHDesk 2019-11-16 19:26:14 917506100127 1.00 UA
12 171200910 B2C 2019-11-16 19:25:50 2249097800 1.00 UA
13 /71200900 Domestic 2019-11-16 19:24:39 ajinkya 917006493343 25.00 UA
14 71200910 B2C 2019-11-16 19:25:24 2249097800 1.00 UA
15 [71200910 B2C 2019-11-16 19:05:59 2249097800 1.00 UA
< >
Page |1 ‘of 667 15 v View 1 - 15 of 10 000

Figure 205 Custom Report

10.6.1.1Reports Types

Following types of reports are supported in Neox DC. To view the reports, click View.

10.6.1.1.1 Rejected and Not Answer Call CDR

The Rejected and Not Answer Call CDR Report contains the calls, which are either rejected by the agent or
which are not answered by the agent. Whenever the incoming call is landing to the agent and if the agent
clicks on the hang-up button then it is displayed in this report. Also, if the agent does not answer the call
and the ring timeout has reached then it is reflected in the report.

Table 57 Rejected and Not Answer Call CDR

Parameters Descriptions
DID Displays the DID number dialed by the customer.
Inbound . . .
Displays the Inbound Group in which the call has landed.
Group
Call Date Displays the date and timing of the call.
User Displays the user name of the agent to whom the call has landed.
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Parameters Descriptions

Phone Number | Displays the Phone number of the customer who has dialed the DID.

Queue . .

Seconds Displays the queue duration of the call.

Status Displays the status of the call, either it is UA (Unknown auto) or RA (Reject Auto).
Unique ID Displays the Unique ID of the call. Every call has a unique id.

Server Time : 2020-01-27 17:
Custom Report
Rejected and Not Answer Call CDR
DID Inbound_Group Call_Date User Phone_Number Queue_Second Status
1 (71 AOHDesk 2019-10-13 01:16:19 91 25.00 UA
2ai71 AOHDesk 2019-10-12 22:42:46 91 25.00 UA
Sl 71 AOHDesk 2019-09-21 22:17:06 91 25.00 UA
4 7 AOHDesk 2019-09-21 21:36:50 88 25.00 UA
Sl 71 AOHDesk 2019-09-20 23:35:06 91 25.00 UA
6 |71 AOHDesk 2019-09-20 22:56:12 91 25.00 UA
7 N AOHDesk 2019-09-20 22:24:00 77 25.00 UA
8 [N AOHDesk 2019-09-20 20:31:53 96 25.00 UA
9 7N AOHDesk 2019-09-20 20:14:04 96 25.00 UA
10 {71 AOHDesk 2019-09-20 00:50:03 88 25.00 UA
1 (7 AOHDesk 2019-09-19 23:41:44 18 25.00 UA
12 71 AOHDesk 2019-09-19 23:20:47 91 25.00 UA
13 (71 AOHDesk 2019-09-19 22:20:58 91 25.00 UA
14 (71 AOHDesk 2019-09-19 21:15:16 85 25.00 UA
15 |71 AOHDesk 2019-09-19 21:11:37 91 25.00 UA
< >
L OB 8 Page[1 |of 667 » View 1 - 15 of 10 000

Figure 206 Rejected and Not Answer Call CDR
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10.6.1.1.2Inbound Transition

The Inbound Transition Report describes the inbound call flow of the call with its transition. The transition
includes the call menu including the IVR flow, digit pressed by the customer, call transferred to the agent,
and then the live call. The whole call flow is displayed in the report.

| Report Management Server Time : 2020-01-27 18:1

Custom Report
Inbound Transition
Uniqueid Entry_Date Digit_Pressed Option_Description Stage Call_Type Call_Data
1 Cl1579624577872 2020-01-21 22:06:20 1 IVR CALLMENU Welcome_Menu
2 Cl1579624577872 2020-01-21 22:06:17 IVR CALLMENU Welcome_Menu
3 Cl1579624566261 2020-01-21 22:06:07 1 IVR CALLMENU Welcome_Menu
4 Cl1579624566261 2020-01-21 22:06:06 IVR CALLMENU Welcome_Menu
5 Cl1579624547879 2020-01-21 22:05:51 2 IVR CALLMENU Welcome_Menu
6 Cl1579624547879 2020-01-21 22:05:47 IVR CALLMENU Welcome_Menu
7 CI1579624535709 2020-01-21 22:05:37 1 IVR CALLMENU Welcome_Menu
8 Cl1579624535709 2020-01-21 22:05:35 IVR CALLMENU Welcome_Menu
9 Cl1579624496974 2020-01-21 22:04:58 1 IVR CALLMENU Welcome_Menu
10 Cl1579624496974 2020-01-21 22:04:56 IVR CALLMENU Welcome_Menu
11 Cl1579624484743 2020-01-21 22:04:45 1 IVR CALLMENU Welcome_Menu
12 Cl1579624484743 2020-01-21 22:04:44 IVR CALLMENU Welcome_Menu
13 Cl1579624445748 2020-01-21 22:04:09 1 IVR CALLMENU Welcome_Menu
14 |Cl1579624445748 2020-01-21 22:04:05 IVR CALLMENU Welcome_Menu
15 Cl11579624436680 2020-01-21 22:03:57 1 IVR CALLMENU Welcome_Menu
< >
) @ Page[1 |of667 » »i[15 v| View 1 - 15 of 10 000

Figure 207 Inbound Transition

Table 58 Inbound Transition

Parameters Descriptions
Unique ID Displays the unique id of the call
Displays the date and time of the event of the call. Example at what time the call
Entry Date . . . .
is in IVR, time at which the customer pressed the digit etc.
Digit pressed Displays the digit pressed by the customer in call menu

Option Description Displays the description of the option which is specified while creating the call

menu
Stage Displays the stage of the call i.e. IVR, LIVE, AGENTRSVD etc.
Displays the type of the call, either it will be a call menu, DID etc. depending on
Call Type .
the route of the call defined.
Call Data Displays the name of the call menu specified in the call type.
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10.6.1.1.3 External Extension CDR

The External Extension CDR Report contains the data of the calls, which are having the Perl only setup or
having the permanent Agent login in which no GUI is used, that is the status having the AGTCNT is displayed
in this report.

Table 59 External Extension CDR

Parameters Descriptions
List ID Displays the ID of the list.

Displays the Campaign ID of the campaign through which the external number was
Campaign ID play palg palg 8

connected.
Call Time Displays the call time and date at which the external number was connected.
User Displays the name of user which has initiated the call of external number.
External . . .

. Displays the external extension number which was connected by the agent.

Extension
Customer

Displays the customer number in the report.
Number play P

Call Duration Displays the duration of the call.

Status Displays the status the call i.e. agent connected.

Term Reason Displays who disconnected the call either caller or agent.

%uns]t;omer Displays who disconnected the call either caller or agent.
Unique ID Displays the unique ID of the call. Every call has a unique id which is generated by the

system.
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10.6.1.1.4 Callback Report

The Call back Report displays data of all the callbacks scheduled by the agent with their status as either Active
or Inactive. Whenever the agent clicks the disposition callback, and enters the time, date and comments for
callback, then the admin is able to monitor from the callback report in custom reports. The report will also
contain the custom fields inserted by the agent for that particular call.

Callback Report
Call_Date Callback_Date List_ID Cam paign Callback_Status Status Phone_Number
1 /2020-01-16 19:41:38 2020-01-17 00:00:00 4000 AOH LIVE NI 123456
2 2020-01-16 19:44:07 2020-01-17 00:00:00 4000 AOH LIVE NI 123456
3 2020-01-22 19:42:15 2020-01-22 19:40:00 112 66294895 LIVE CALLBK 123456
4 2020-01-22 19:43:08 2020-01-22 19:45:00 4000 AOH INACTIVE CALLBK 12345
< >
PageDofl @ View 1 -4 of 4

Figure 208 Callback Report

Table 60 Callback Report Parameters

Parameters Descriptions

Call Date Displays the call date and time.

Callback Date Displays the scheduled Callback date and time requested by the customer.

List ID Displays the list id which is bind to the campaign in which agent is logged in.

Campaign Displays the name of the campaign.

Displays the status of the call back. If the call back is having future time, then it will

Call back status be ACTIVE and for all the past call-backs it will be INACTIVE.

Status Displays the status the call that is last dialed.

Phone Number | Displays the customer phone number.

User Display the Agent name who has set the callback.

First Name

Last Name . - .
Display the data as per the uploaded lead in list or entered by the Agent during the

Address call.

Area
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Parameters

Descriptions

City

Region

Email Address

Reference ID

Comment

Contact Person

Entry Date

Last Date
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10.6.1.1.5 Call CDR with Transfer

The Call CDR with Transfer Report displays the information of the calls transferred from one agent
(transferor) to another (transferee) in the CDR Report.

The CDR Reports displays the following:

o XferType — Displays the Transfer Type of the call transferred to the Agent or DID.
o xfer_To — Displays the name of the Agent, External Number or Ingroup.

e xfer_from - Transferor name.

Call CDR with Transfer
 Custom | B T w:r,rrwrr ™
TermReason CustomerTime UniquelD RootlD XferType xferTo xferFrom

CALLER 2020-02-12 10:42:35 Cl1581484355340 Cl1581484355340
CALLER 2020-02-12 10:23:31 Cl1581483231576 Cl1381483231576
CALLER 2020-02-12 10:08:08 DP1581482289471520 CH581482248254 AGENT payal
AGENT 2020-02-12 10:07:28 CH521482242254 CH5214282242204 nikunj
AGENT 2020-02-12 10:02:12 HYBOORG1581481532818455
AGENT 2020-02-11 19:07:59 CI581428279358 Cl581428279358
AGENT 2020-02-11 18:53:37 HYBDORG1581427417418428
AGENT 2020-02-11 18:53:24 DP1581427404569035 CH581427365242 AGENT mihir
CALLER 2020-02-11 18:53:23 Cl1581427403935 Cl581427403935
AGENT 2020-02-11 18:52:45 C581427365242 CI581427365242 amit
AGENT 2020-02-11 18:34:41 HYBDORG1581426281432551
AGENT 2020-02-11 18:34:14 HYBDORG15814262542280087
CALLER 2020-02-11 18:33:00 HYBOORG1581425180067812
CALLER 2020-02-11 18:32:16 HYBDORG1581426136417447
CALLER 2020-02-11 18:31:27 CH531428087725 CH581428087725

£ >

2 o0 & 4 < Pagel:lufﬁﬁ? = >| View 46 - 60 of 10 000

Figure 209 Call CDR with Transfer
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10.7 Audit Report

This section provides details about the Audit Report that contains the detailed information about the various
actions, such as View performed in different reports. Further, the report can be downloaded in CSV and Excel

format.
To view the Audit Report, do the following:

e Viewing Audit Report
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10.7.1 Viewing Audit Report

Set the search criteria to view the report for the selective time period, username, so on. This report is
generated only after the agent performs an activity.

To view the Audit Report:

Log in to Neox DC.
In the Navigation Area, click Report Management, click Audit Reports.

Report Management Agent Reports

Bulk Operations Inbound Reports

Phones Outbound Reports

System Management Call COR Report

Logout Voice Biaster COR Report
Advance Reporis

Audit Report

Figure 210 Audit Report menu

3. Audit Report screen appears.

Use the search filters, such as select date and time, and username and so on to view report of the
agent’s activity.
5. Click Submit.

O ©

Report Management . Server Tume = 2020-01.20 152

Report Management
Auvdit Report
e
FromTime: 00 - hh 00 » me 2020-01-20 a UserName Remote ¥
ToTime: 23 wihh 50 v|mm 2020-01-20 &
Modde Adion
- -
ACL Profie VIEW
ACL User v CREATE v
Nomber of recoed per page - | 15 ~
IEZITETN  wumber of Records 1 37
B UssName Remos IP Accags Time Moduds Acton Reguest Parameters
1 a2amin 10.121.42 254 2020-0-20 153535 Audet Repont VIEW ('ADD =»'912114,)
2 admin 1012142254 20200120 153349 Cuslom Repost VIEW ('ADD = 92933 report_id = 3 )
3 aomn 10121 42254 2020-01-20 152801 Custom Repon VIEW (ADD = 92911)
4 admn 10.921.42254 2020-01-20 1524.04 Custom Repon VIEW ('ADD = 9293 report_id =>4, )
L admin 1092142254 2020-0%:20 152558 Custom Repont VIEW ('ADD = 92933, eport_id = %', )
6 admin 10,121 42254 2020-09-20 152544 Custom Repon VIEW ('ADD == 92911.)
7 oM 10.921 42254 2020-0%-20 152527 Cutbound Repeat VIEW (‘agent_hours' =>* DB =>* ‘cutiound
kS admin 10.121 42254 2020.01:20 152519 Outbound Repont VIEW (ADD = 90503 )
9 0mn 1012142254 2020-01-20 152443 Outmouna Aoty Regon VIEW ('ADD == '919112.)
10 20mn 10,121 42254 2020-0%-20 1524 90 Custom Repont VIEW (‘ADD == 92911,)
1" admin 10.921422%4 20200920 152410 Cuslom Repont VIEW ('ADD = 92911)

Figure 211 Audit Report
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Table 61 Audit Report

Parameters Description

User Name Displays the user name who performed the activity.

Report IP Displays the report IP from where the activity is performed.

Access Time Displays the date and time of the activity.

Module Displays the module name on which the activity is performed.
Action Displays the action type performed on module by the user.

Request Parameter | Displays the full request parameter which is executed by the system.
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11. Bulk Operations

This chapter provides information about Bulk Operations that helps you in managing User Group, In-Group,
Phones and Users at once. This enables you in performing bulk operation, such as moving agents from one
User Group or In-Group to another from a single screen. Moreover, you can create Phone Numbers and
Users in a customized pattern by defining the configurations according to your requirements. Bulk
Operations make management of data easy that are available in larger quantities in your organization.

Contents:

e Bulk User - Usergroup Management
e Bulk User - Ingroup Management
e Bulk Phone Creation

e Bulk User Creation
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11.1 Bulk User — User Group Management

This section provides details about Bulk User — User Group Management that allow you to change the User
Group of agents.

To change the User Group, do the following step:

e Changing the User Group
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11.1.1 Changing the User Group

To change User Group:

1. Loginto Neox DC.
2. Inthe Navigation Area, click Bulk Operations, and then click User — Usergroup Management.

Bulk Operations User - Usergroup Management

Phones User - Ingroup Management

System Management P Bulk Phone Creation

Logout Bulk User Creation

Figure 212 User — Usergroup Management menu

3. Bulk User - Usergroup Management screen appears.
4. The screen provides a consolidated view of all Users and User Groups created.
5. To change the User Group of a user, click the User Group corresponding to the User.

0-— 0 ©

| |
Bulk Operations |
| BulkUser-Ingroup Management | BulkPhone Creation | BulkUser Creation

Bul& User - Usergroup Management |

|
|
‘ . CBT Global
SupportOffshore B2C Groups HolidayDiesk
Desk Desk
woup'
Smin ® 04Ol O OO O] O
agent @) @ O O O O O O

Figure 213 Bulk User - User Group Management
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@ Note

With SSO enabled, you cannot access Bulk Operations = User Group Management menu. Clicking this

option displays the following error message.

User ID Full Name User

Click on menu

Operations
Phones User
System Management Bulk Ph

Logout Bulk User Creation

Default-ADMIN

U9008 Detault-AGENT

admin Admin Defaul- ADMIN
agentl agentl keycloakGroup
agent2 agen2 keycloakGroup
U3001 Default Agent Detavll-AGENT
user2 ManualOB8Userl ManualOBUserGP

‘! ERROR! <<< Emor>>>

Unable to update user. User needs 10 be updated from SSO Portal
| OK |
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11.2 Bulk User - Ingroup Management

This section provides details about Bulk User — In-Group Management that allow you to change the In Group
of Agents.

To change the In-Group, do the following step:

e Changing the In-Group
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11.2.1 Changing the In-Group
To change the In-Group:

1. Loginto Neox DC.
2. Inthe Navigation Area, click Bulk Operations, and then click User — Ingroup Management.

Bulk Operations User - Usergroup Management

Phones User - Ingroup Management

System Management » Bulk Phone Creation

Logout Bulk User Creation

Figure 214 User — Ingroup Management menu

3. Bulk User - Ingroup Management screen appears.
The screen provides a consolidated view of all Users ID and In-Groups created.

To change the In-Group of a User, select the In-Group corresponding to the User ID. However, you
can select only those in-groups that are allowed to the user based on the selected user group.

For example, DC1001 user is associated only with the In-Groups; AGENTDIRECT and SME, then you
can select In-Groups only from the given options.

O 10 ©

Bblk User- Usergrioup Manag&ment | Bulk User - Ingroup Management | BulkPhone Creation |

1
Bulk User - Ingroup Management

‘ ) Other Technical Branch
: DomesticAGENTDIRECT International Senices SME Railways B2C UAE
Users ID Products Query Desk
® |
admin x
agent 4
DC1000 M M M Cl | O
DC1001 M M

Figure 215 Bulk User - User Group Management
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11.3 Bulk Phone Creation

This section provides information about Bulk Phone Creation that allows you to create phone numbers in
bulk. For this, you need to provide the configuration details to the system, to generate the phone numbers.
After providing the phone number details, such as number of phone numbers, starting of the phone number
and so on, system generates the phone numbers.

To create bulk phone numbers, do the following:

e Creating Bulk Phone Numbers
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11.3.1 Creating Bulk Phone Numbers

To create bulk phone numbers:

1. Loginto Neox DC.

2. In the Navigation Area, click Bulk Operations, and then click Bulk Phone Creation.

Bulk Operations
Phones
System Management

Logout

User - Usergroup Management

User - Ingroup Management
Bulk Phone Creation

Bulk User Creation

Figure 216 Bulk Phone Creation menu

3. Bulk Phone Creation screen appears.

Enter the parameters as given in the table to create the phone numbers. The phone numbers created

here are displayed in Phones.

Bml: Operations l

Bulk User - Usergroup Management | Bulk User - Ingroup Management | | Bulk User Creation
Bulk Phone Creation

Phone Detail
Stariing Phone Number * 100 . (digits only)
Number Of Phone * 2 | taigits oniy)
_ £ Prefix [Jsequence [JRandom

Agent Screen Login v -

|DC

ClPrefix Elsequence [JRandom
Login Password r

100 |

Active Account B4 Enable
Local GMT 5.50 v | (Do NOT Adjust for DST)

ELEI—

@

Figure 217 Bulk Phone Creation
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Table 62 Bulk Phone Creation parameters

Parameters Description

Enter at least three-digit phone number. System increments this
phone number by 1, to create bulk phone numbers.

H *
Starting Phone Number For example, if you enter 100 and Number of Phone is 3, then three
phone numbers are created, such as 100, 101, and 102 respectively.
The phone number can be accessed from Phones.

Enter the number of phone numbers to create.
Number Of Phone * For example, if you enter 3 and Starting Phone Number is 100, then
total three phone numbers are created, such as 100, 101, 102

Define how you want to create the Phone Log in of the phone
number. Select this option and enter at least three digits. The options
are:

e Prefix — Add prefix to the Phone Log in of the phone number.
For example, if Prefix is DC and Phone number is 100, then
the Phone Log in of the phone number is DC100.

e Sequence — Increments the Phone Log in of the phone
number by 1. Enter at least three digits to create the Phone

Agent Screen Login Log in.

For example, if Sequence is 100, then Phone Log in will be
100, 101 and so on.
e Random — Sets the Phone Log in randomly.

The Phone Log in created here is used by the agent to log in on
Agent’s portal.

—

/] Note
You can select either Prefix and Sequence or Random at a time.

Define the login password of the phone number. The password

Login Password i .
g created here is used by the agent to log in on Agent’s portal.

Active Account Activate this phone number by enabling this option.

Local GMT Select time zone for this phone number.

4. Once done, click Submit.
5. Based on the phone number and user configuration, agent is able to log in to the portal.

e Here, Phone Login and Phone Password is created from Phones or Bulk Operations>>Bulk Phone
Creation.

e User Login and User Password is created from User Management>>User.
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NIzQX

CONTACT CENTER

Click Here To Change Password

Phone Login

Phone Password XSG
User Login EEE NG
User Password XX

(o=T1ile =1l [0 66294895 - Holiday v

GO

Figure 218 Agent Log in Screen
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11.4 Bulk User Creation

This section provides information about Bulk User Creation that allows you to create agents in bulk. For this,
you need to provide the configuration details to the system, to generate the agents. After providing the user
details, such as number of user id patterns, user id, number of users to be created and so on, system

generates the agents.
To create bulk users, do the following:

e Creating Bulk Users
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11.4.1 Creating Bulk Users

To create bulk users:

1. Loginto Neox DC.

2. In the Navigation Area, click Bulk Operations, and then click Bulk User Creation.

Bulk Operations User - Usergroup Management

Phones User - Ingroup Management

System Management P BulkPhone Creation

Logout Bulk User Creation e

Figure 219 Bulk User Creation menu

3. Bulk Users Creation screen appears.

Enter the parameters as given in the table to create the users. The users created here are displayed

in User Management>>Users.

©

Bulk Operations |

Bulk User - Usergroup Management |  Bulk User - Ingroup Management |  Bulk Phone Creation |
Bulk User Creation
Agent Details
Starting User 1D * 1001 | (digits only)
Number Of User * 3 (digits only)
4 Prefix M sequence [JRandom
UseriD .
DC | |000
Cprefix Msequence [JRandom
Password el _
100 |
Full Name Prefix 'oc
User Group * | Default-AGENT - Neox Contact Center Agent Group v]
[ SUBMIT | *—

@

Figure 220 Bulk Phone Creation
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Table 63 Bulk Phone Creation parameters

Parameters

Description

Starting User ID *

Enter at least three-digit user id. System increments this user id by 1, to
create bulk users.

For example, if you enter 100 and Number of User is 3, then three users
are created, such as 100, 101, and 102 respectively. The phone number can
be accessed from Phones.

Number Of User *

Enter the number of users to create.
For example, if you enter 3 and Starting Phone Number is 100, then total
three phone numbers are created, such as 100, 101, 102

Define how you want to create the user id of the user. Select this option
and enter at least three digits. The options are:

e Prefix — Add prefix to the username of the phone number.
For example, if Prefix is DC and Phone number is 100, then the
username of the phone number is DC100.

e Sequence —Increments the username of the phone number by 1.
Enter at least three digits to create the username.

UserID For example, if Sequence is 100, then username will be 100, 101
and so on.
e Random — Sets the username randomly.
The username created here is used by the agent to log in on Agent’s portal.
4 Note
You can select either Prefix and Sequence or Random at a time.
Define the login password of the user. The password created here is used
Password

by the agent to log in on Agent’s portal.

Full Name Prefix

Enter the prefix to add to the user’s name

User Group*

Select a user group to associate this user with the user group.

4. Once done, click Submit.
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5. The users are created in User Management>>User and are displayed as following:

[J USERID FULL NAME GROUP

[ Dbc102 DC3 Default-ADMIN
[0 Dc101 DC2 Default-ADMIN
[ | Dbc100 DC001 Default-ADMIN

Figure 221 Bulk Users

6. Based on the user configuration, agent is able to log in to the portal.

e Here, Phone Login and Phone Password is created from Phones or Bulk Operations>>Bulk Phone
Creation.

e User Login and User Password is created from User Management>>User.

NIZQX

CONTACT CENTER

Click Here To Change Password

Phone Login

Phone Password XSG
User Login EE NI
User Password R

(0=, "= 1 il 66294895 - Holiday +

GO

Figure 222 Agent Log in Screen

L—s
iﬁNote

With SSO enabled, you cannot create Bulk Users. Clicking this option displays the following error message.

Bulk Operations User - Usergroup Management
Phones User - Ingroup Management
System Management Bulk Phone Creation

Logout Bulk User Creation

<<< Error >>>

Unable to create user. User needs to be created from S50 Portal
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12. Phones

This chapter provides information about the Phone Numbers creation process. You can create either a single
phone number or bulk phone numbers based on your requirements. If you want to create bulk phone
numbers, then you can use the Bulk Phone Number Creation process. Using these phone number
configurations, an agent can log in to their portal. Anytime, you can deactivate the phone number that is not

required by anyone.
To manage Phone Numbers, do the following:

e Creating Phone Numbers
e Updating, Searching, and Deleting Phone Numbers
e Downloading CSV

340



User Guide Phones

12.1 Creating Phone Numbers

This section provides information about creating Phone Numbers.
There are two ways of creating Phone Numbers:

1. Single Phone Number Creation - Provides a way to create a single Phone Number.
2. Bulk Phone Numbers Creation - Provides a way to create multiple Phone Numbers.
The steps involved in creating Phone Numbers are mentioned below:

e Creating Single Phone Number

e Creating Bulk Phone Numbers

12.1.1 Creating Single Phone Number

To create singe phone number:

1. Loginto Neox DC.
2. Inthe Navigation Area, click Phones.

Report Management
Bulk Operations

Phones

System Management

Logout

Figure 223 Phones menu

3. Phones screen appears.
4. The screen is bifurcated into two sections; Search for Phone and Phone Listing.
e Search for Phones - Provides a way to search Phone Number details using search criteria.

e Phone Listing - Provides a list view of existing Phone Number created in the system, including the
details such as Extension number and Activating/Deactivating phone numbers. Additionally, you
can create, update, search, and delete Phone Numbers and download CSV file containing all phone
numbers. Also, you can view details of the phone number by clicking its Extension number.
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5. To create a new Phone Number, click Create.

e Search Criteria —o
|

I, i Server Time : 2020-01-19 155790
1
| =
Sibaiih Tor P
|
1
Create Exen Ex
1
[
| ¥ 1
II ® Hurmbsr of second pi page - | 15 -
P‘uuLm:u
 Croate | Desate | 5]
O EdIEd ACTWEAMACTIVE  WODIFY  DELETE

Figure 224 Create Single Phone Number

6. Add a New Phone Number screen appears.

To create a new Phone Number, enter the parameters as given in the table.

Phone *

Agant Screen Login ©
Login Fasswond *
Active Account

Local GMT

1100 | (aigits onty)

|agent_01

|..‘-’-

B Enanie

[s.50 ~| (Do NOT Adustfor DST)
EXn *

@

Figure 225 Create Single Phone Number

Table 64 Create Single Phone Number parameters

Parameters

Description

Phone

Enter the extension number.

Agent Screen Login*

Enter the username for the agent, using which the agent login to
the portal.

© 2022-2023 Sterlite Technologies Limited
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Parameters Description

Login Password* Enter the password, using which the agent login to the portal
Active Account Activate this phone number to allow login.

Local GMT Select the time zone.

7. Once done, click Submit.

12.1.2 Creating Bulk Phone Numbers

To create singe phone number:

Log in to Neox DC.
In the Navigation Area, click Phones.
Phones screen appears.

Click Bulk Phone Creation. To know about the bulk phone number creation process, refer to Bulk
Operations>>Bulk Phone Creation.

P w N e
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12.2 Updating, Searching, and Deleting Phone
Numbers

12.2.1 Updating Phone Numbers

To update:
1. Click Edit corresponding to the Phone Number on Phone Listing.
2. Modify a Phone Record screen appears.
3. Modify details as required.
4. Once done, click Submit.

12.2.2 Searching User Profile Binding

To search using filter:

Enter extension number.
Click Search.
System returns Phone Numbers details that contain the search term.

P w N e

To get a list of all Phone Numbers, click Search.

12.2.3 Deleting Phone Numbers

Neox provides two ways of deleting the Phone Numbers:

e Single Phone Number deletion — Enables deleting a single Phone Number.
1. Select a Phone Number.

2. Click Delete.

3. Click Ok to confirm.

e Multiple Phone Numbers deletion - Enables deleting multiple Phone Numbers.

1. To delete multiple Phone Numbers, select the Phone Numbers OR to delete all Phone Numbers,

select the header column.
2. Click Delete.
Click Ok to confirm.
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12.3 Downloading CSV

To download CSV:
1. Click CSV.
2. Save file for future use.
The file contains page-wise data as displayed on the screen.
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13. System Management

This chapter provides information about Dial Center System Management that allows centralized
management of Server to configure Neox IP-PBX IP, Third-Party Authentication, Backup, Customized GUI,
and Password. This helps in improving the performance of the system.

Contents:

e Servers

e Third-Party Authentication
e Backup Management

e Customized GUI

e Change Password
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13.1 Server Management

This section provides details about Server Management that allows you to perform Neox IP-PBX Server IP

and System Configuration. You will be able to perform configuration over the system at a global level.

Server Management helps in managing server and performing configuration addressing the requirements.

To manage Server:
1. Loginto Neox DC.

2. In the Navigation Area, click System Management, and then click Server Management.

System Management Server Management

Logout Third Party Auth

Backup Management
Customize GUI

Change Password

Figure 226 Server Management menu

3. Modify a Server Record screen appears. Enter the parameters as given in the table.

_—

Modity a Server Record

Server Confguration

Neox Secver @ 10 12121229

Neox Server Port 5038

Local GMIT 5 fO‘ v | (Do NOT Aqust fr DST)
Server Logs Ywv

System Comguration

Recrect Proegt Fie

Redrect Repeat Court

Nedx Recorsing Resource URL

Componest

Customer Pronehiumber HIong

Choose Fie | No fie chosen

!W
M|WMIMMW|MWIMW

(Flease upicad fie with wav or mp extensson)

Agent \ew Log History 0 W (0 mesns No Log History, Else Number of Recent Log History
Timeciock Eng Of Day 00 w | 00 w jrron)
iew and Update all COR Eratie
few and Update improperly Disposed COR Enstie
‘ew and Update Auto Dsposes COR Enabie
Preactive Dialng G Srstee
SMS Preprocessing Enabie
EMAIL Preprocessing Enabie
CRM Notty Pregrocessing Enstie

hep 10,121 21.206:2000/acmnile_DrowseNecoroings
(Exa htp 10908 5 21%. or heps i 3 213

Super User Agent Dashboerd
Phone number configuration
NEnimum Leng® 7 Range between 1. 100
Maomum Leags 18 Range between 1 - 100
Report Management Configuration
Time(second) Slab 30 v | (Teme slabOuraton for inbound call handle report (Answered and Dropped))

Figure 227 Server Management
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Table 65 Server Management parameters

Parameters

Description

Server Configuration

Neox Server IP *

Enter the Network IP Address of the server on which the Neox Server
is installed.

Neox Server Port *

Enter the JMX Port on which the Neox server is running.

Local GMT

Select the difference in hours from GMT time. This time is not
adjusted for Daylight-Savings-Time of the server.

Server Logs

e Selecting Y enables logging of all related scripts to their text
log files.

e Selecting N stops writing logs to files for these processes, also
the screen logging of Neox Dial Center is disabled, if this is set
to N, when Neox Dial Center is started.

System Configuration

Redirect Prompt File

Upload a prompt file to play for all campaigns whenever an agent
transfers the call or when the customer is waiting for agent allocation
after the transfer.

Redirect Repeat Count

Set this option to 1 to play the Redirect Repeat Count. If the field is
left blank, then no file is played.

Agent View Log History

Enter the number of recent history that an agent can view.

For example, if you enter 5, then agent can view 5 log recent history,
or if 0 is entered, then no log history is displayed.

Timeclock End Of Day

Set the time required by the Dial Center to update all its tables
internally. You can specify a non-working duration.

View and Update all CDR

Allows updating an existing disposition status of the current day.

View and Update
Improperly Disposed CDR

Allows updating an existing improper disposition status of the fail
calls for current day.

View and Update Auto
Disposed CDR

Allows updating an existing auto disposition status of the current
day.

Predictive Dialing

Allows using Predictive as one of the Campaign types and makes
calling using the uploaded Lead.

SMS Preprocessing

Allows in enabling SMS setting.
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Parameters

Description

EMAIL Preprocessing

Allows in enabling Email setting.

CRM Notify Preprocessing

Allows in enabling CRM Notify setting.

Neox Recording Resource
URL

Enter the base path/URL of Neox, so third-party can access the
recording.

Customer Phone Number
Hiding

Used for hiding customer numbers for Agent, Dashboard, and Admin.

Phone number configurati

on

Minimum Length

Enter the minimum length to support for the lead’s phone number
(applicable for phone number, alternate number 1 and alternate
number 2). It should be between 1 and 100. Default minimum length
is 7.

Maximum Length

Enter the maximum length to support for the lead’s phone number
(applicable for phone number, alternate number 1 and alternate
number 2). It should be between 1 and 100. Default maximum length
is 18.

Report Management Configuration

Time(second) Slab

Displays information in the given time slabs.

4. Once done, click Submit.
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13.2 Third Party Auth

This section provides details about Third Party Authentication that enables the administrator in creating
secret key for authentication purpose, for the third-party application. Using this secret key, CRM
application is able to access the features of Neox DC via API.

To manage Secret Key, do the following steps:
e (reating Secret Key
e Updating, Searching, and Deleting Secret Keys
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13.2.1 Creating Secret Key

To create Secret Key:

1. Loginto Neox DC.
2. In the Navigation Area, click System Management, and then click Third Party Auth.

System Management Server Management

Logout Third Party Auth

Backup Management

Customize GUI

Change Password

Figure 228 Third Party Auth menu

3. Third Party Auth screen appears.
4. The screen is bifurcated into two sections; Add Secret Key Configuration and Secret Key Listing.
e Add Secret Key Configuration - Provides a way to create Secret Key Configuration details.

e Secret Key Listing - Provides a list view of existing Secret Keys created in the system, including the
details such as CRM Name, Secret Name, View IP Address, and View API. Additionally, you can
modify and delete Secret Key. Also, you can view details of Secret Key by clicking its CRM Name.

5. To create a new Secret Key, click Add New.

Sarver Time : 2020.01.24 161019

[t wow | scraca |
Numder of record per page | 1S
Secret Koy Listng
[ Deiets
[0 CBMNAME '!CRIY KEY VIEW IP Address VIEW APL MOOFY DELETE

Figure 229 Third Party Auth
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6. Add a Secret Key Configuration screen appears.

Enter the parameters as given in the table.

CRM Name*

IP Address®

| Backup Management | CustomizeGUI | Change Password

Application Emor response Error in 200 OK

encapsulation Eiror in standand HTTP Erffor Responsa

Contact Center AP | CHECK ALL | UNCHECK AL
Agent Login Agent Dial Call Agent Hold
Agent Pause Resume Agent Record Agent Call Transher
Agent Change Password Single Lead Upload Agent Hangup
Agent Logout Agent Conference Agent Dial Next
Agent Dispo Call Create User Update User
Delete User Read User Click To Dial

LT PN T T

Figure 230 Create Secret Key

Table 66 Create Secret Key parameters

iE

P

Parameters Description
CRM Name Enter the CRM Name to establish the connection.
P Address* Enter the IP Address of the CRM from where the request is

received for accessing the API.

Application Error
Response Encapsulation

There are two types of error response formats — Error in 200 OK
and Error in standard HTTP Error Response. Click the
corresponding button to select the required format.

Contact Center API*

Select the APIs to allow their access to the third-party CRM.

7. Once done, click Submit.
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8. Post submitting the details, Secret Key is created. CRM application uses this secret key to access
Neox DC application.

Number of record per page : | 15 v

Secret Key Listing

[ Delete]
CRMNAME SECRETKEY

clickzdial ViBe, B ow 1017

VIEW IP Address VIEW API MODIFY DELETE
3 view bt

agent_login,agent_dial_call,agent_hold,agent_
pause_resume,agent_record agent_call_transfe
ragent_change pass,single lead upload,agen
t_hangup,agent_logout,agent_conference,age

nt_dial_next,agent_dispo_call,create_userupd

: ate userdelete userread userclick to dial

Figure 231 Secret Key Listing
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13.2.2 Updating, Searching, and Deleting Secret Key

13.2.2.1 Updating Secret Key Configuration

Configuration

To update:

P wnN

13.2.2.2 Searching Secret Key Configuration

Click Edit corresponding to the Third Party Auth.
Modify a Secret Key Configuration screen appears.
Modify details as required.

Click Submit.
CRM Name Click2Dial
Add Row
IP Address* TOUKH O KK
."1.]'.||'||If!ﬂ.1|-!'.ll'| Emar response Emar in 200 QK
{"I'IE._"ID’SHH_‘I[II’_II"I

! Emar in standard HTTP Emar FFF:EFI-CII'IF\.E

| CHECK ALL | UNCHECK ALL |

s Agent Dial Call

Contact Center AP|*

C| Agent Login
L Agent Pause Resume v Agent Record

C| Agent Change Password s Single Lead Upload

L Agent Logout v Agent Conference
C| Agent Dispo Call ¥ Create User
¥ Delete User ¥ Read User

C) Agent Hold

v Agent Call Transfer
C) Agent Hangup

v Agent Dial Next

+ Update User

# Click To Dial

Figure 232 Secret Key Configuration

To search using filter:

vk e

Click Search.
Enter CRM Name/IP Addressor select Contact Center API.
Click Search.

System returns Secret Key Configurations that contain the search term.

To get a list of all Secret Key Configurations, click Search.
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13.2.2.3 Deleting Secret Key Configurations

Neox provides two ways of deleting the Secret Key Configurations:

e Single Secret Key Configuration deletion — Enables deleting a single Secret Key Configuration.

1. Select a Secret Key Configuration.
2. Click Delete.

3. Click Ok to confirm.

Multiple Secret Key Configurations deletion - Enables deleting multiple Secret Key Configurations.
1.

To delete multiple Secret Key Configurations, select the Secret Key Configurations OR to delete all
Secret Key Configurations, select the header column.

Click Delete.
Click Ok to confirm.
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13.3 Backup Management

—

/] Note

This module is deprecated. Currently, Backup and restore are managed via manual process.

This section provides information about Backup Management that allows the administrator to take a backup
of their system configuration and logs when required. Taking backup is recommended in case of any upgrade
or emergency. The process of backing up, refers to the copying and archiving of the Neox Configuration so it
may be used to restore the original after a data loss event. The primary purpose is to recover data after loss,
be it by data deletion or corruption. On backup, the backup file is generated which can be downloaded on
the system and saved for future use.

To configure backup, do the following step:

e Configuring Backup
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13.3.1 Configuring Backup

To customize the GUI:

1. Loginto Neox DC.
2. Inthe Navigation Area, click System Management, and then click Backup Management.

System Management Server Management

Logout Third Party Auth

Backup Management
Customize GUI

Change Password

Figure 233 Backup Management menu

Backup Management screen appears.

Enter the Backup Name to give to the back up file and mention any comment, if required.
You can take backup of configuration and log file, based on your selection.

Once done, click Submit.

No v e w

Backup process gets started. Wait till the process is completed. After backup is completed, the file
appears in the Backup List.

8. You can download and save the file by clicking Download or delete by clicking Delete.

6 0 o

Sarven T | JO20-00-11 1730007
Gefefs | ThEd-Paysum | Braciud Management 1 DIWIHGLI | Chisgs Passwoid
BazEup Managsmen
]
| Btackup Mama - 0C_01 Commant | Coniig - [ Legs : £
[ty Bairap Lisel Baciug Srpe Lgmennty Dpeeaon
1-0% 20184207 anchke Conkg | Y | Daka ¥ | LogE Y Crowrlodd | Calale

Figure 234 Backup Management
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13.4 Customized GUI

This section provides details about Customized GUI Neox Dial Centre that allows you to customize Neox DC
Login screen and Agent’s Login screen.

To customize the GUI, do the following:

e Customizing GUI
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13.4.1 Customizing GUI

To customize the GUI:

1. Loginto Neox DC.
2. In the Navigation Area, click System Management, and then click Customize GUI.

System Management Server Management

Logout Third Party Auth

Backup Management
Customize GUI

Change Password

Figure 235 Customize GUI menu

3. Customize GUI screen appears.
Enter the text that you wish to display on the Neox DC Log in Screen and Agent’s Login screen. You

can modify the text using the various formatting tools available.

5. Once done, click Submit.

System Management

Servers | Third-Party Auth | Backup Management | Customize GUI | Change Password

Customize GUI

Agent Upper Middie Text Agent Upper Middie Area, Near Welcome Username text

| [E] Source (= BTN h 8 :

o« A EoIBF cRFER QW

B usxSlEE|FRus(Esasigas
RO = &%=

i Style « Format Nomnal v Fort v Size -

. Ts- -1 03206
()

Figure 236 Customize GUI
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6. Neox Dial Center Login screen looks like following:

Sterlite Technologies

Admin

LOG|N

MANAGER AGENT
LOG|N LOG|N

Figure 237 Neox DC Login screen

7. Agent Login screen looks like following:

Sterlite Technologies

NIzQX

o el Click Here To Change Password
CONTACT CENTER

Phone Login
Phone Password
User Login

User Password

Campaign @

GO

Figure 238 Agent Login screen
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13.5 Change Password

This section provides steps to change the password of Neox DC. Change Password feature facilitates in
updating the password of the administrators'/managers’ account. Password defined by the administrator
is stored in the database. However, old password can be changed as and when required.

To change password, do the following:

e Changing Profile Password
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13.5.1 Changing Profile Password

To change the password:

1. Loginto Neox DC.
2. In the Navigation Area, click System Management, and then click Change Password.

System Management Server Management

Logout Third Party Auth

Backup Management
Customize GUI

Change Password

Figure 239 Change Password menu

3. Change Password screen appears.
4. In the Change Password Details section, enter the Old Password that you want to change.

© 0

System Management l
Severs | Third-PayAuth | BackupManagement | Customize GUI |
Change Password
Change Password Details
| ]
OldPassword®  |admin | EshowPassword @ 0
Mew Password” :"ul :D Show Password
confirm r 1 . o
SITEE hehahei §|:|5hcm Password
MR, @

5. Enter a "New Password" and confirm the same in "Confirm Password" field.
6. You may also select Show Password to view the entered password.
7. Click Submit to change the password.
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@ Note

With SSO enabled, you cannot change the profile password. Clicking this option displays the following
error message.

Bulk Operations ACL Profile Listing
Phones - -
Om click of change password display error message on screen.

EROFILETYPE

Super_Admin
User_Groups
Super_Admin

System Managemsant
LEIl:lI:Il_ll_

Campalgn
v Super_Admin
kcDummyRole Super_Admin
Dulﬂmjﬂm@ super_.m:lmm

L N T —_G - FT € ¥

ERROR! e

Unabie 1o change password. Password needs to be changed from SSO portal
| OK |
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14. Dashboard

This chapter provides information about Dashboard that displays a graphical presentation of the live status
of the Calls, Agents, Campaigns, Ingroup, and KPI. Having known the current status of the calls, you will be
able to address any challenges faced by your contact center.

Neox Dial Center, provides an easy to read, single page, real-time user interface, showing a graphical
presentation of the current status, to enable instantaneous and informed decisions to be made by the
administrator at a glance. Dashboard displays Total System Call Status — agents talking and calls in queue,
Outbound Call Status, Inbound Call Status, Agent summary like No of Agents logged in, in the system, No of
Agents in Calls, No of Agents waiting, No of Agents in pause mode, Agents in disposition state and so on.

You will be able to view the following live details in the dashboard:

Live Calls

Live Agents
Campaign Details
Ingroup Details
KPI Details
Auto-Move
Change Skin

8. Refresh Rate

All these tabs have their individual page. So it becomes easy for the administrator to monitor the activities
going on even though there are large number of campaigns, in-groups and agents.

No bk wnN e

Contents:

e Accessing Dashboard
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14.1 Accessing Dashboard

To access Dashboard

1. Loginto Neox DC.
2. In the Other Options, click Dashboard in the top-right corner of the screen.

Figure 240 Dashboard options

3. Dashboard screen appears.
By default, the dashboard is set to Auto-Move (sixth menu from left), which means you will get a

view of all menus one by one automatically.
5. The default value of the refresh rate is set to 30 seconds. To change the refresh rate, type the value

in the refresh Rate field and click on Go.

Outbound Call Stat

Unad e | and | dagmst

Desl canect and L ogout

Figure 241 Dashboard
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14.1.1 Live Calls

Live Calls displays a list of all Live Calls.

1. Click Live Calls to get a list of all Live Calls.

N Live Caln

Canpaige. Al Carvoann

System Total Call Stat

Inbound Call Stat

Eaaconnect and (ogoet

Desconnect and L ogout

Figure 242 Live Calls
Live Call displays the following details:

1. Outbound Call Stat - The number of live calls made by the agents to the customers, which are in
talking mode are displayed in green. The number of live calls made by the agents to the customers
which are in queue (getting connected, customer busy, and so on) are displayed in red.

2. System Total Call Stat - The total number of live calls (Inbound + Outbound), which are in talking
mode are displayed in green. The total number of live calls (Inbound + Outbound), which are in queue
(getting connected, customer busy, and so on) are displayed in red.

3. Inbound Call Stat - The number of live calls made by the customers to the agents, which are in talking
mode are displayed in green. The number of live calls made by the customers to the agents, which
are in queue are displayed in red.

System Total Call Stat

Outbound Call Stat  Inbound Call Stat

Figure 243 Call Status
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4. Live Calls section displays a list of all live calls with the details such as, Customer Number, Status of
call, Agent name, Duration of User, In Group of agent, Queue Position of any call.

5. You can also disconnect the call and the agent can be logged out from the screen by clicking
“Disconnect and Logout”.

Ocarmect snd | ogot

DNSCOnmect 264 | opout

Figure 244 Live Calls details

6. The live calls can be filtered on the bases of campaign, agent, duration, call type and ingroup.

Campaign: —All Campaign— Agent: —All Agent— v Duration: —None— v - Call Type: —ALL— v Inbound Group: —All Ingroup—

Figure 245 Search Call Status

14.1.2 Live Agents

Live Agents displays a list of Live Agents currently using the system.

1. Click Live Agents.

Figure 246 Live Agents
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e Agents Logged in - Total number of Agents logged in to Neox Dial Center (Agent in Call + Agent
Waiting + Agent Pause) is displayed in blue.
e Agentsin Calls - Total number of agents who are in talking state and are displayed in green.

e Agents Waiting - Total number of agents who have logged into Neox Dial Center, but are not talking
to anyone come and are displayed in red.

e Agentsin Paused - Total number of agents who have paused themselves and are displayed in yellow.

e Agents in Dispos - Total number of agents who are filling the disposition status of the call and are
displayed in pink.

e Agents in Lagged — Displays the agent details that are not synched with Neox DC due to the network
issue.

e Agents in Dead Calls - Total number of calls that are not connected with agent or customer are
displayed here.

Agents in Paused

2

Figure 247 Various Statuses of Agents

14.1.3 Campaign Details

Campaign Details displays the details of campaigns of all agents. The campaign details can be filtered on
campaign base. All the campaigns along with agent details in that campaign like agents logged in, agents in
call, agents in paused, agents in dispo, agents in waiting, and other campaign details like total number of
leads, total number of dialled leads, calls in queue, active calls and total calls are listed here.

& vive canis & vLive Agents & campaign Details & ingroup Details & e Details Change Skin

Campaign: —All Campaign— v  Agent —All Agent— v  Durafion: —None— v - Call Type: —ALL— v Inbound Group: —All Ingroup—

Campaign Specific Details

Active Call Agents Agents Agents in Total Lead Dial Lead
Campaign
Call in Queue in Calls in Paused Dead Calls Count Count

NeoxSupport 0 0 0 2 0 4

Figure 248 Campaign Details
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14.1.4 Ingroup Details

Ingroups Details displays the details of ingroup of all agents. The Ingroup details can be filtered on the bases
of Ingroup, agent, duration, and call type. All the Ingroups along with agent details in that Ingroup like agents
logged in, agents in call, agents in paused, agents in dispo, agents in waiting, and other Ingroup details calls
in queue, active calls and total calls are listed here.

& Live calis & Live Agents & campaign Details & ingroup Details & kP Details Change Skin Refresh Rate: 30 sec [l

Campaign: —All Campaign— v Agent —All Agent— v  Duration: —None— v - Call Type: —ALL— v Inbound Group: —All Ingroup—

Ingroup Specific Details

Active Agents Agents in
Call in Calls i in Paused Dead Calls
0 0 0 0

Ingroup

Figure 249 Ingroups
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14.1.5 KPI Details

KPI is used to check the performance of different Ingroups and campaigns. The refresh rate of KPI is set to
30 minutes by default. The refresh rate of KPl is set to 30 minutes by default. The KPI tab in Neox Dial Center
Dashboard is divided into further two tabs:

& Live cans & vLive Agents & campaign Details [ ingroup Details & KkPi Details Auto-Move Change Skin

Campaign: —All Campaign— v  Agent: —All Agent— v  Duration: —None— v - Call Type: —ALL— v Inbound Group: —All Ingroup—
— i

KP1 Related Details KP1 Details Refresh Rate:30 Minute

O ingroup kP1 & campaign kP1 Service Level: 20

Ingroup Specific KPI Details Last 1 Hour Inbound Calls Detail

Abandoned Dispo Call Ans Call Ans Call Ans Service
Calls Avg Within 30 Sec Within 60 Sec After 60 Sec Level
) 0 0 0 O o%
00:00:01 100%
00:00:00 O o%
00:00:00 O o%
00:00:00 O o%
00:00:00 O o%
00:00:00 O 0%
) O o%
00:00:00 O %
00:00:00 O 0%
00:00:00 O %
) O o

Ingroup

Figure 250 KPI Details
KPI details are bifurcated into two tabs:
Ingroup KPI

Ingroup - List names of the ingroups.

Total Calls -Specifies the number of calls (Answered + abandoned).

Answer Calls - Specifies the number of calls answered by the agent.

Abandoned Calls - Specifies the number of calls abandoned by the agent.

Talk Avg - Specifies the average talk time of the agent.

Queue Avg - Specifies the average time the customer is in queue.

Dispo Avg - Specifies the average time the agent spends in disposing the call.

Calls Answered within 30 secs - Specifies the call answered by the agent within 30 seconds.

© X NV e LR

Call answered within 60 secs - Specifies the call answered by the agent within 60 seconds.
10. Call answered after 60 secs - Specifies the call answered by the agent after 60 seconds.
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11. Service Level — Following is the formula for Service Level.

Service Level Formula
Service Level= {[(AN + AB) - (An + Ab)] / (AN + AB}}* 100 %

AN is total answered calls
AB is total abandoned calls

An is answered calls after threshold
Ab is abandoned calls after threshold

Figure 251 Service Level
Campaign KPI

This tab displays the top three disposition-status used by the agents in the campaign. The most used status
is displayed in top status 1, the second most used status is displayed in top status 2 and the third most used
status is displayed in top status 3. NOTE: Service level and threshold have no role in campaign KPI details.

& Live cans & Live Agents & campaign Details & ingroup Details & ki Details Auto-Move Change Skin Refresh Rate: 20

Campaign: —Al Campaign— Agent: —Al Agent— Duration: —None— 9§ - CallType: —ALL— Inbound Group; —Al Ingroup— [etear]

KPI Related Details KPI Details Refresh Rate:30 Minute

Duration

& ingroup kP1 O campaign kP1 service Level: 20 Threshold: 50 @ Start Time (HH:MM) O Hours

|| .7 01

Campaign Specific KPI Details Last 1 Hour Outbound Calls Detail

Answer Abandoned Dispo Top
Call Call Avg Status 2
NeoxSupport 4 3 1 00:00:01 1-INCALL

Campaign

Figure 252 Campaign KPI
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Dashboard

14.1.6 Change Skin

Change Skin allows you to change the skin of the dashboard into any of the given options.

O vive cans O Live Agents O campaign Details O ingroup Details O kPl Details Change Skin

Campaign: —All Campaign— v  Agent —All Agent— v  Duration: —None— v - Call Type: —ALL— v Inbound Group: —All Ingroup—

Change Template Skin
ampaign Specific Details

) Active jents in Total Lead
Campaign
Call ad Calls Count

NeoxSupport 0 0 4

Figure 253 Chance Skin

© 2022-2023 Sterlite Technologies Limited
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15.Logout

To log out:

12. In the Navigation Menu, click Logout.

System Management

Logout

Figure 254 Logout

Or,

Click Log out from the top-right of the screen.

Figure 255 Log out

Z Note

With SSO enabled, a confirmation message appears. Click OK to confirm the logout action. To cancel the
logout action, click the Cancel tab.

All other active sessions will be logout.
Are you sure want to logout?

Cancel
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16.Neox DC Login as Manager

This section provides the details about the Manager’s log in, in the Neox Dial Center. In Neox DC, three types
of user’s profile can login. One such is Manager Log in, where Neox DC Manager can log in from the same log
in screen, using the credentials provided by the administrator. Manager is able to access only those modules
that are delegated by the administrator.

The Manager profile is created by Neox DC Administrator from ACL Management.

Based on the status of SSO (Single_Sign_0On) via Keycloak — enabled or disabled, login steps differ.

Contents:

e login to Neox DC as Manager
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16.1.1 SSO is Disabled

Users will be created and authenticated in Neox applications.

16.1.1.1 Log in to Neox DC as Manager

To login to the Neox DC, follow these steps:

>

i/ Note

.

Recommended Browsers — Google Chrome 94, Mozilla Firefox 60 and above, and Microsoft Edge 88
and above..

1. Openthe browser, type Neox DC URL in the address bar and press Enter.
For example,

https://<IP address>:9090 (where IP address is the address of the

Neox DC) .
MNEOX COMTACT CENTER x
« = C o

Figure 256 Neox login through browser

2. Neox DC Log in screen appears.
3. Click Manager Login to login as Manager.

Admin

LOGYN

MANAGER AGENT
LOGAN LOGAN o

Figure 257 Manager Login

4. Neox Contact Center login screen appears.
5. Enter a valid username and password.
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6. Click Go to login to the Neox Contact Center to log in to the Manager’s profile.

NIZQX

CONTACT CENTER

PO 2 manager o2 |

Password : 7 eececee

Figure 258 Neox Contact Center for Manager’s Profile

7. Once credentials are validated, then the Neox DC Manager’s Home screen appears. The screen
displays only those modules that are delegated to the Manager profile.

;. e

Users | User Groups |

Search for User
User ID Full Mame User Group  ALL v
Status  Select Option Block Select Option «
Numiber of record per page : | 15 ~
User Listing

[0 USERID FULL NAME GROUP LIVE AGENT CALLBACK COUNT ACTIVEAMACTIVE  BLOCK/UNBLOCK MODIFY DELETE
_ admin Admin Default-ADMIN . ] 0 - -

O waoo Default Agent Default-AGENT [ ] 0 = -

O |« tal Defaull-ADMIN [ ] 0 = -

[0 tal_admin tal_admin Default-ADMIN [ ] 0 - -

O u6oo1 us001 KeycloakGroup [ ] 0 - -

0 ool Ug001 Default-AGENT [ ] 2 - -

Figure 259 Neox DC Manager’s home
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16.1.2 SSO is Enabled

Users will be created and authenticated on the SSO server.

16.1.2.1 Login Flow

With SSO enabled following is the Login/Session Flow:

1. User attempting the logging into the Client Application is redirected to Keycloak's login page (If not
already logged in).

2. After logging in to the Keycloak, it redirects to the Client Application with details of client and realm
profiles.

3. Client Application checks the following:

a. Whether the profile as received from Keycloak for the user matches as configured in the client
application or not. If not, disallow login.

b. If the user is not available in the database, create one.

c. If the user already exists, check the associated profile, first name, and last name. If the user
information has changed, update the profile.

4. Provide the Client application's access to the user as per the associated profile.

5. With the Keycloak configuration enabled i.e., Single-Sign-On => 1, try to login by clicking on Admin or
Manager. Alternatively, following the URL http://<<ipaddress/hostname>>:<<port>>/<<application-
name>>
For example, type http://XX.XX.XX.XXX:9090/admin/admin.php in the address bar and press the Enter
key. The system will redirect to the Keycloak login page.

5zNote

For https URL use the following link: https://<<ipaddress/hostname>>:<<port>>/<<application-name>>
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17. Neox DC Login as an Agent

This section provides the details about Agent’s log in, in the Neox Dial Center. In Neox DC, Agent can log in
from the same log in screen, as that of Administrator and Manager, using the credentials provided by the
administrator. Agents can receive calls from the customers, make outgoing calls for promotions and perform
other operations, such as hang up a call, pause to take a break, dial leads, and call back the customers and
so on.

The Agent profile is created by Neox DC Administrator from User Management.

Based on the status of SSO (Single_Sign_0On) via Keycloak — enabled or disabled, login steps differ.

Contents:

e login to Neox DC as an Agent
e Navigating through Neox DC as an Agent
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17.1.1 SSO is Disabled

Users will be created and authenticated in Neox applications.

17.1.1.1 Log in to Neox DC as an Agent

To login to the Neox DC, follow these steps:

>

i/ Note

.

Recommended Browsers — Google Chrome 94, Mozilla Firefox 60 and above, and Microsoft Edge 88
and above.

1. Openthe browser, type Neox DC URL in the address bar and press Enter.
For example,

https://<IP address>:9090 (where IP address is the address of the Neox

DC) .
€3 C @ 0 & 000 1)

Figure 260 Neox login through browser

2. Neox DC Log in screen appears.
3. Click Agent Login to login as Agent.

Figure 261 Agent Login

4. Neox Contact Center login screen appears.
5. Enter the valid Phone Login and Password.
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&

Note

e The Phone Login and Password are configured from Neox DC Admin Profile>>Navigation
Area>>Phones.

e User Login and User Password are configured from Neox DC Admin Profile>>User
Management>>Users.

e |tis mandatory that hardphone or softphone should be registered in Neox. Make sure to enter the
correct phone number of the extension in Agent’s screen during login that is registered in Neox DC.
If a phone is not registered in Neox DC, then you will not be able to log in, in Agent’s screen.

6. Click Go to login to the Neox Contact Center.

NIZQX

CONYACY CENTER

Click Here To Change Password

Phone Login g2
Phone Password LI

User Password LI

(el ET N AOH - Group-AOH - (1)

GO”

Figure 262 Neox Contact Center

7. Once credentials are validated, then the Neox DC Agent’s Home screen appears. On this home
screen, you can view the agent name with the average rank for the current day given by the
administrator. This average rank helps in determining the customer experience from the call.

8. By default, agent logs in “PAUSED” status. In this status, agent can make outgoing calls, however,
cannot receive incoming calls.
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9. You need to change the status from PAUSED to RESUME, to start receiving incoming calls. However,
you cannot make outgoing calls in RESUME status.

leame USDDE Vour Rank is - 1.4

Customer Inko |
Scri

S

ST oM Time
Date & Time 2020-03-04 15:3T-48

5 IR Cugue:

ar U
UnbguelD : No Active Call

Phore w002
Campaign camp 1

Figure 263 Neox DC Home

10. Agent’s availability status is changed to Ready. Now, an incoming call can be received by the agent.

Talk
Time m

Calls Today: 6
| Connected | Abandoned

GROUPS Agents View +

Customer Time

Date & Time 2020-03-04 15:37:48

Calls in Queue: 0
UniquelD : No Active Call

Logged In Details
User U9002
Phone 9002
Campaign camp 1

Figure 264 Agent’s Ready status
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17.1.2 SSO is Enabled

Users will be created and authenticated on the SSO server.

17.1.2.1 Login Flow

With SSO enabled following is the Login/Session Flow:

1. User attempting the logging into the Client Application is redirected to Keycloak's login page (If not
already logged in).

2. After logging in to the Keycloak, it redirects to the Client Application with details of client and realm
profiles.

3. Client Application checks the following:

a. Whether the profile as received from Keycloak for the user matches as configured in the client
application or not. If not, disallow login.

b. If the user is not available in the database, create one.

c. Ifthe user is already existing, check the associated profile, first name, and last name. If the user
information has changed, update the profile.

4. Provide the Client application's access to the user as per the associated profile.

5. With the Keycloak configuration enabled i.e., Single-Sign-On => 1, try to login by clicking on Agent.
Alternatively, following the URL http://<<ipaddress/hostname>>:<<port>>/<<application-name>>
For example, type http://XX.XX.XX.XXX:9090/agent/ecdial.php in the address bar and press the Enter
key. The system will redirect to the Keycloak login page.

iZNote

For https URL use the following link: https://<<ipaddress/hostname>>:<<port>>/<<application-name>>

6. Enter the Username and Password created in the Keycloak. Click Log In.

Keycloak authenticates the username and password. After a successful login, the user lands on the
DC agent page.

a. If user login is successful, then system checks in the application database, i.e. ecdial_users.
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b. If the user is not found in the application database, then its information is added in the

application database.

c. If the user is already available in the application but its information (e.g. full name or profile)
does not match, then it is updated by the system in the application database.

iz Note

Here, the Password is same as the Username as Keycloak does not provide the password in the user
information.

7. After successful authentication, the system redirects user to the Agent’s detail page.

Click Here To Logout

Phone Login I
Phone Password [

campaisr ()

GO

o Fill in details —=Phone Login, Phone Password, and Campaign.
o Click Go.
If the details are valid, then the system redirects user to the Agent home page.
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17.2 Navigating through Neox DC as Agent

The Home Screen of Agent portal allows the agents to manage calls from a centralized platform. The screen
is divided into the following sections: Call Features, Work Area, and Customer and Agent details.

1. Call Features - Displays calling features that allows the agent to handle the calls, such as hanging up
call, pausing call, resuming call, dialing next call, placing call on hold, transfering call, conference,
recording call, and dialing phone number.

Following calling features are available in Agent portal:

Hangup

Pause (Pause Code)
Resume

Dial Next

Call Hold/Unhold
Transfer

Dialing Phone Number
Conference Call
Callback

@)
@)
@)
@)
@)
@)
@)
@)
@)

2. Work Area - Work Area provides customer information. All configurations are performed in this
area, such as lead search, call parking, update disposition, call grap and so on. Agent can also access
predefined script from this area.

Welezene UBDID Four Rank

Customer ko |

Status PAUSED
| T |e- Timer: 00:03:45

Calls Today: &

Connscied | Abandsned
Inbcund ]
Dutbourd 2 F
| Fotal 3

GROUPS Ageaty View +

U m-er T
Date & Time 2020-03.04 15:37-48

| !!l“!ll'lEu!-Jt !

UribguelD @ No Active Call

[T
Phone a002

|Campakgn camp 1

Figure 265 Neox DC Navigation Area, Work Area and Menu Options

3. Customer and Agent details — Provides the details of Talk Time, Inbound and Outbound Calls,
Customer such as Customer Date and Time, Agent login and other details.

384



User Guide Neox DC Login as an Agent

17.2.1 Call Features

The call features enable the agent to make outgoing calls and receive incoming calls from the customers. The
outgoing calls take place based on the types of Campaign selected for the particular user group. The
configuration of the Campaign Type is done at Administrator >>Campaign Management>>Campaign.

Use Case

To make an outgoing call.

Pre requisite

1.

Create a Campaign, let’'s say “NMNAUL” with a Campaign Type “MANUAL” from
Administrator>>Campaign Management>>Campaign.

Create a List, let’s say 7001 and attach Campaign Type. In this case, attach “MANUAL"” Campaign
Type with List Id “7001” from Administrator>>List Management>>List.

Upload leads to the List “7001” from Administrator>>List Management>>Load New Leads.

Create a User Group “NUGM” and allow the Campaign “NMNAU". If you want to allow the agent to
receive incoming calls, then select Inbound Groups.

Create a User “NUM1” and attach it with the User Group “NUGM”.

Steps to make outgoing calls:

Now, agent is required to login using the phone id and password, username and password and select the
campaign as selected in Pre requisite to make outgoing calls.

The outgoing calls can be from any of the following Campaign Types:

MANUAL - Auto_dial_level is locked at 0 and the agent has to manually click Dial Next to dial next
lead uploaded by the admin.

PREVIEW - User information is displayed to the agent before the call is connected to the customer.
Here, agent can dial/skip/delete a call.

I. LIVE CALL

—~ =D

ﬂlllﬂl.l'l‘ AL HEXT
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e PROGRESSIVE - User information is displayed to the agent before the call is connected to the
customer. The Agent can choose to either dial the lead, skip or trash the lead. If the agent performs
no action, then the system automatically dials the lead.

e PREDICTIVE - As soon as the agent logs in and is available in “READY” status, the system starts calling
the leads automatically. However, if the agent is in “PAUSE” mode, then the calling goes in Pause
Mode.

e INBOUND_MAN - Allows the agent to dial calls manually from a campaign list, while being able to
take inbound calls between manual dialed calls.

e VOICE_BLASTER - All the numbers in the lead are automatically dialed and the IVR is played. Usually,
it is used for broadcasting a message. For example, advertisements or marketing.
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17.2.1.1 Phone Number
This feature is used to manually dial a phone number. It is applicable for INBOUND_MAN type of Campaign.

Prerequisite

e Modify Campaign from Campaign Management in Neox DC.
e Set Parameter Name - Manual Dial Override to “ALLOW_ALL".

To make a call:

1. Enter the Phone Number in the dial box.
2. Dial Dial Now. System starts making the call.

Iﬂ LIVE CALL

Call Hokd

&
RECO®RD

Phone Mumber:

5878543210

Dial Now

Figure 266 Enter phone number

3. After the call is completed, click Finish and Disposition Call, only if disposition is enabled.
|

|
Disposition Timer: 58 |

Agent has hung up: 222
Status: Unknown Auto
Finish and Disposition Call |

— 000 |
Figure 267 Dispose Call
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4. Select a disposition type from the given list of options.
5. Click Submit.

Disposition Timer: 52

DISPOSITION CALL : 9876543210
CALL DISPOSITION

A - Answering Machine AC - Accounts
Agent - New Lead Agent B - Busy

Bus - Bus CALLBK - Call Back *
Cancel - Cancellation Car -Car

DC - Disconnected Number DEC - Declined Sale
DNC - DO NOT CALL Dom - Domestic
FareQu - Fare Quotation HOLI - Holidays

Hotel - Hotel Imagic - Imagica

INTL - International Issu - Issuance

LB - LUNCH BREAK N - No Answer

NI - Not Interested NP - No Pitch No Price
OP - Other Products Pranam - Pranaam

QueTic - Queue Ticketing  Rail - Railway

Reissu - Reissuance SALE - Sale Made
SimCa - Sim Card SSRin - SSRAnfant
TB - TEA BREAK Tech - Technical

W PAUSE AGENT DIALING
CLEAR FORM| SUBMIT |

Figure 268 Disposition Types

6. If no option is selected, then the call is automatically disposed from the system, if time based
disposition is enabled in Neox DC Admin Profile Campaign Management>>Campaign>>Call
Disposition. You can select “Pause Agent dialing” with disposation selection if agent wants to PAUSE
after this disposition. This is used mainly in Predictive dialing.
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17.2.1.2 Dial Next

Agent can initiate a new call through the Dial Next option. System starts looking for the next lead and dials
the lead. If no lead is available, then an alert message appears.

To auto dial the next lead:

1. Click Dial Next.

MO LIVE CALL

—~ =

AL BIAL KEXT

tll ?¢

Call Hokd TRARSFER

Figure 269 Dial Next

2. System starts calling the phone numbers (leads) available in the lists.
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17.2.1.3 Hangup

To hang up the call:

Click Hangup.
Disposition Timer (If configured) is displayed. Dispose the call in the given time period or system
automatically disposes the call.

3. Click Finish and Disposition Call.

Customed Wl | Sompn

[LeAD SLARCH | ﬂ’iI!-Pl?ll'lil?l'l Timer: 55

ENTER AFSLSE COOE

| 2
D on s '-
| Calla Today: 19

Prone Mumser [reven Customer has hung Connected | Abandomed
P Cinde l". W — g ndl ] i

Status: Disconnected JWiound 4 &
Commiry Code Finigh and Qisposition Call Tota) 7 3
ASeEam Huaa 1 GROUPS Agena Wiew +
ihamate ijumser §
Pyl W ustomer Time

Lust s |Dite & Time  2020.03.04 L6:03:21

L2t

[T]1]
L 007
Campalgn camp_1

o

Figure 270 Hangup Call

4. Disposition Call Statuses appears.
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5. Select a status and click Submit.

Disposition Timer: 47

DISPOSITION CALL : 12345
CALL DISPOSITION

A - Answering Machine AC - Accounts
Agent - New Lead Agent B - Busy

Bus - Bus CALLEK - Call Back *

Cancel - Cancellation Car-Car

DC - Disconnected Number  DEC - Declined Sale “o
DNC - DO NOT CALL Dom - Domestic

FareQu - Fare Quotation HOU - Holidays

Hotel - Hotel Imagic - Imagica
INTL - International Issu - Issuance

LB - LUNCH BREAK N - No Answer

NI - Not Interested NP . No Pitch No Price
OP - Other Products Pranam - Pranaam
QueTic - Queue Ticketing  Rail - Railway
Reissu - Reissuance SALE - Sale Made
SimCa - Sim Card SSRin - SSR/Anfant
TB - TEA BREAK Tech - Technical

B PAUSE AGENT DIALING o
CLEARFORM|SuBMIT| —

Figure 271 Select Disposition Status

6. After the call is disposed, agent status is changed to “Ready”, meaning that now the agent is ready
to take the next call.

7. To make an outgoing call, click Pause.
8. Select Pause code and dial next call.
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17.2.1.4 Pause

Pause allows the agent to make an outgoing call when the agent cannot receive an incoming call. In any of
the cases, the agent has to select the Pause Code (if configured). This helps the administrator in tracking the
pause time of the agent through Agent Reports, such as Agent Performance Report, Agent Activity Report,
and Agent Break Bifurcation Report.

Prerequisites
To enable Pause Code while clicking Pause:

1. Loginto Neox DC as administrator.
2. Go to Campaign Management>>Campaign>>Create/Modify Campaign.

To pause a call:

1. Click Pause to manually dial a new lead.

NG LIVE CALL

~ Il )

®
LT

Figure 272 Pause Call

2. Based on the Agent Pause Codes Active settings in Campaign Management, there are three
different scenarios to change the status to Pause.

Campaign
Management

Campaigns | Pause Codes | ListMix | Dynamic Prompt

Customer Feedback Menu Mo Customer Feedback

Agent GUI Configuration

Agent Lead Search DISABLED ~
Agent Pause Codes Active M hd

FORCE
Y
N

Agent Login without Leads

Agent Talk Duration Threshold
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a. Agent Pause Codes Active is set to N — In this case, the Pause Code selection window is not
displayed.

b. Agent Pause Codes Active is set to Y — In this case, the Pause Code selection window is
displayed. Selection of the Pause code is not mandatory. Click Submit.

Customer Info | Script

None(Not Manda... x «

None(Not
Mandatory)

Lunch-Lunch Break

[SUBmIT] | CANCEL ]

orcoap

Phone Number

Dial Now

c. Agent Pause Codes Active is set to FORCE - In this case, the Pause code selection window is
displayed. It is mandatory to select the Pause code. Select the Pause code and click Submit.

| [Semir. | cANce:

Phone Number:

Dial Now

3. Agent’s status changes to PAUSED.

Status:PAUSED
Timer: 00:02:45

Calls Today: &

Connected | Abandoned

Inbound 1 1
Outbound 2 2
Total 3 3

Figure 273 Pause Status
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17.2.1.4.1 For Manual and Preview Dial Method

If the Pause Code is activated in the Campaign by the Administrator, then the application displays the
Pause button on the agent screen. To set the pause code, click on the Pause button and select the
required pause code from the drop-down list.
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17.2.1.5 Resume

Resume allows the agent to receive incoming calls. Doing so, status is changed to “Ready”. This means, now
the agent is ready to receive incoming calls.

To receive incoming call:

1. Click Resume.

— |l

"4

Call Hold

Figure 274 Resume

2. Agent’s status is changed to READY.

Status:PAUSED
Timer: 00:02:45

Calls Today: &

Connected | Abandoned

Inbound 1 1
Outbound 2 2
Total 3 3
GROUPS Agents View +

Customer Time

Customer Time
Date & Time 2020-03-04 15:37:48

Calls in Queue: 0
UnigquelD : No Active Call

Logged In Details

User uson2
Phone 9002
Campaign camp 1

Figure 275 Agent Status changed to Ready
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17.2.1.6 Call Hold

Agent can place an incoming or outgoing call on hold.

To put a call on hold:

1. Click Call Hold.

Customer Info | Script

LIVE CALL ENTER A PAUSE CODE

Phone Number
Alternate Number 1

Alternate Number 2

Comment

Recorn
Phone Number:

Dial Now

City
Phone Code
Country Code

Address

NO ACTIVE CALLBACKS

URL Popup +
Time On Park: 0:23

<

LTI Park [Grab |

[Refresh Jif Agent +|

LEAD SEARCH

Customer ID
Organization
Contact Person

Company Name

Log History - Number of Log History Decided : 10

Talk Time

A Calls Today: 6
Connected | Abandoned
Inbound 1 1
Outbound 2 2
Total 3 3
GROUPS Agents View +
Customer Time JAN 21 3:03:50 PM
Date & Time 2020-01-21 15:03:50

Calls in Queue: 0
UniquelD : HYBDORG15795991854

Customer: &= =+
Logged In Details
User
v Phone 2925
> Campaign NeoxSupp

Figure 276 Call Hold/Unhold

2. Music on hold file is played (configured in Administrator>>Campaign Management>>Campaign).
3. Click Call Unhold to unhold the call.
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17.2.1.7 Transfer

Agent is allowed to transfer a call in four ways as follows:

Transferring the call to any other in-group.
Transferring the call to an agent.
Transferring the call to an external number (not in the system).

PwnN e

Transferring the call to predefined profile (external numbers).

Prerequisite

1. AGENTDIRECT Ingroup must be created and assigned to the agent.

2. Call Transfer must be enabled in Campaign.

To transfer an incoming/outgoing call:

1. Click Transfer.

Figure 277 Transfer

2. Call Transfer pop up appears.

3. You can transfer the call in any of the following ways:
e Select a group to transfer the call and click Group Transfer.
e Select a number to transfer the call and click Transfer.

e Enter External Number to call and click Transfer.
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e To transfer call to an agent, click Agents.

Call Transfer Close[X]

Select group for Transter -
AGENTOIRECT - AGENTDIRECT

(KEETRETETE  AGENTS

Select Number for Transfer

Sony Alex v

| Transfer ]

External Number to Call :
0

f

Figure 278 Transfer Call

4. Available Agents Transfer screen appears. You can see the list of available agents, such as agent that
is ready, in-call or paused. Select a ready status agent to transfer the call.

Available Agents Transfer

Close Window
-READY | -INCALL -PAUSED
Agent Status Details
W ——
——
- Se——
—-— -
A ——
— ———

Close Window

Figure 279 Transfer call to agent
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17.2.1.8 Record

Pre requisite

1. Enable Campaign Recording from Administrator>>Campaign Management>>Campaign.
2. Campaign based configuration.

To record a call:

1. Click Record.

{1 .N'

Call Hold TRAREFER

’

RECORD

Figure 280 Call Recording

2. The recording is available in CDR to play/download to the administrator.
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17.2.1.9 Conference

This feature allows the agent to communicate with the customer and other participant (supervisor) through
a conference call.

Prerequisite

1. Administrator has to create a Conference Room and bind with a Campaign.

2. Call Routing should be available to route conference call. It is configured from Neox EMS>>Call
Processing>>Call Routing. Refer to Neox EMS user guide.

Steps to do Conference Call:

1. Let’s say, Agentis A, Customer is C, and Supervisor is S.
2. AcallsC.

Cwuieimdd Wl | Lorige ."'""mm m m

ENTER 4 PaaE 0% [,

—_—
ar
. Calls Today: &
P . Cumioman il = : y: 6B
S — Connecied | Abandoned
Afemate MumBer 1 Crganzsfion InBaund 1 1
ifgrmie Mgz D Costact Peron Dutbaund 2 2
Total 3 3
Camrgst Compans hame ——
OROUPT M-
= Custpmer Time SAN 21 2R E PN
. Dair & Toma ARE0-0 031 VR
e a0

Covurtry Code

Callg on Uweas §
Uniquell : HYBDORGESTHSIR1A54
M- Customer: 8778 @0

Loy Hewimry - Barbar ol Log Heory Dacsdesd : 6 Uner
Phone Fi

- Campasgn NesxBugp

Figure 281 A calls C

3. After the call is connected, now A can have a conference call with Cand S.
To add S, first place C’s call on hold by clicking Call Hold. C’s call gets on hold.

Figure 282 Call hold
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5. Now, A can add participant S by clicking Add into the Conference.

LIVE CALL

L Y |
L

->

ANG

"ESOMD

Phone Number

Dial Now

Figure 283 Add into the Conference

6. On clicking, agent gets two options to add S:
e Add in group, where the agent can select an existing ingroup. Click Group Conference.
Or,

e Add an external number, where the agent can enter a number to add in conference. Click
Conference.

Conference

Select Agent for Conference :
[ —-Select Agent For Conference- I

Group Conference

External Number to Call :
S |

Conference

|
Figure 284 Select In group agent or enter external number
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7. After adding S, unhold C by clicking Call Unhold.

LIVE CALL

-~ |l
LTES

->

Figure 285 Unhold Call C

8. Click Start Conference to start conference call.

Figure 286 Start Conference

9. Conference call is established and now A, C, and S can communicate with each other.
10. Now, agent can perform any of the following:

*® &

Roemove from Leave Disconaoct
Conference Conderence Conference

Figure 287 Other actions

o If agent A wants to remove S from the conference and wants to continue conversation with
C, then click Remove from Conference.

o If agent A wants to leave the conference, however wants C and S to be connected, then click
Leave Conference.

o If agent A wants to disconnect the conference, then click Disconnect Conference.
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17.2.1.10 Call back

Call back allows the agent to call the customer at the scheduled time when a customer is busy, does not
answer the call, or request a callback.

An agent can get callback requests in the following ways:

e My Callback Only — The callback gets assigned to the same agent who raised the callback request. To
view, select the “My Callback Only” option.

e Anyone —The callback request gets transferred to any agent in the same campaign. This functionality
notifies the agent that the system has ANYONE-type callbacks along with the count.

17.2.1.10.1 My Callback Only

Steps to schedule call back:

1. While disposing a call, select Call Back.

DISPOSITION CALL : 123456
CALL DISPOSITION

784 - Interested In Product A - Answering Machine

AC - Accounts Agent - New Lead Agent
B - Busy Bus - Bus
CALLBK - Call Back * Cancel - Cancellation

Figure 288 Call Back Disposition Status

Click Submit.

Select a Callback Date screen appears.

Select a date from the calendar and time (12 hours) to schedule the call back request. Enter
comments, if required.
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5. Click Submit.

2020-01-16 Hour: [07 v| Minutes: [45 ]
[ my caliback Only
Callback Comments: I I

January 2020 February 2020 March 2020 April 2020
Sun|Mon |Tue |Wed|Thu|Fri|Sat Sun|Mon |Tue [Wed|Thu|Fri[Sat Sun|Mon|Tue |Wed|Thu|Fri|Sat Sun|Mon |Tue (Wed|Thu|Fri[Sat
1 (2 [3]4 1 12|34 |5](6]7 1 [2]3]4
0] B ) O Y o 2|3 |45 [6[7]8 g8 [ 9 [10[11 [1213[14 56 [7[8 |9 [10[11
12 |13 |14 [15 [16]]17]18 9 (10 [11]12 |13 [14[15 15 |16 (1718 [19 [20(21 1213 [14 |15 |16 (17|18
19 120 [21]22 |23 [24]25 16|17 |18 ] 19 |20 [21|22 22 |23 |24 |25 (26 |27 )28 19|20 |21] 22 |23 |24[25

26 [27 [28]29 |30 [31 23 |24 |25 26 |27 |28]29 29 |30 [31 26 |27 |28 |29 |30

May 2020 June 2020 July 2020 August 2020
Sun|Mon |Tue |Wed|Thu|Fri|Sat Sun|Mon |Tue |Wed|Thu|Fri|Sat Sun|Mon |Tue |Wed|Thu|Fri|Sat Sun|Mon |Tue |Wed|Thu|Fri|Sat
1[2 1 [2[3[a][5]6 12 (3[4 1
3[4 [5([6 7 [8]9 7 [ 8 [9[10[11[12[13 56 |78 |9 [10[11 2 (3 [4[5[6[7]8
10 [11 [12[13 [14 [15[16 14 (15 [16[17 |18 [19[20 12 [13 [14[15 [16 [17[18 9 [10 [11[12[13[14[15
17 [18 [19[20 [21 [22]23 2122 (2324 [25(26[27 19 [20 (2122 [23[24(25 16 (17 [18[ 19 [20[21]22
24 (25 [26[27 [28 [29]30 28 (29 [30 26 (27 [28[29 |30 [31 23 (24 [25[26 |27 [28]29

31 30 [ 31
September 2020 October 2020 November 2020 December 2020

Sun|Mon |Tue |Wed|Thu|Fri|Sat Sun|Mon |Tue |Wed|Thu|Fri|Sat Sun|Mon |Tue |Wed|Thu|Fri|Sat Sun|Mon |Tue |Wed|Thu|Fri|Sat
12 [3]4a]5 1]2]3 1|2 [3]4]5]6]7 12 [3[4]5
67 89 [10[11[12 4[5 [6]7 [8|9][10 8 |9 [10[11 [12[13[14 6|7 |89 [10[11[12
13 [14 [15[16 [17 [18[19 11 [12 [13[14 [15[16[17 15 [16 (17|18 [19 [20[21 1314 [15[16 |17 [18[19
20 [21 [22[23 [24 [25(26 18 [19 (2021 [22]23]24 22 [23 [24[25 |26 [27]28 20 [21 [22]23 |24 [25(26

27 [28 (2930 2526 (2728 [29 (3031 29 (30 27 [28 2930 [31

Figure 289 Schedule Callback

6. You will get a notification of the scheduled callback at the defined time.

7. If you want to call the customer before the scheduled time, then click PAUSE and then click the
notification “ACTIVE CALLBACKS”.

Phone Mumber:

1234568

Dial Now

1 ACTIVE CALLBA

Figure 290 Active Callback Notification
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8. Callback for Agents screen appears. Callback details appear. Scroll right to find the Dial button. Click
Dial. Click Refresh to refresh this list.

CallBack Lead Calback N Last Call Calback Lead = Phone  Phone Country
I I Datemme SAMS CAMPAN poomime Comment Staws  FeoPRM USET nuher Code Code COMMent DIAL
1 22 | 36 | 20200304, crye camg 1 20200304 CALLBK USERONLY US002 N DIAL

16:15:00 16:12:12

Talk Status:PAUSED
Time Timer: 00:00:09

Calls Today: 12

Connected | Abandoned
1

Inbound 4

Outbound 5 2

Total 9 3
GROUPS Agents View +

Customer Time
Customer Time
Date & Time 2020-03-04 16:12:26

| Refresh S Go Back|

Calls in Queue: 0
UniquelD : No Active Call
Calling: S »

Logged In Details
User U9002
Phone 9002
Campaign camp 1

Figure 291 Notification screen

Or,
9. Agent gets an alert at the callback scheduled time.

One of your call from callback list has reach its time.
[J Allow dialogs from to take you to their tab

Figure 292 Alert from callback request

At the same time, color of notification also changed to Yellow.

Phone Mumber:

Dial Now

Alertis OFF

1 ACTIVE CALLBACKS

Figure 293 Active Callback

10. Click PAUSE and then click the notification. Following screen appears.
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11. Click Dial to dial the number.

Alternate Alternate Inbound . Outbound
Number Organization Number Comment " City Lead FTon ol Lead Area o Region Address Recipient User DIAL
Person Name . Code Address _ =~ Date Code
1 Priority Priority
0000-00-00 0000-00-00
Paras 00:00:00 0 0 USERONLY | DIAL
< >
[Refresh|
Figure 294 Dial Callback Request
12. As you click Dial, agent home screen appears. Click any one of the following options:
o Dial Lead — Allows dialing the lead.
o Skip Lead — Allows skipping the lead.
o Trash Lead — Allows sending the lead to trash.
@ NI JX Welcome agent-01 = B
Customer Info | Script
NO LIVE CALL ENTER A PAUSE CODE PREVIOUS CALLBACK m Status:PAUSED
0 Timer: 00:00:21
o~ | -
-> Phone Number Inbound 4 1
e Outbound 5 2
Phone Code =2 Totalou 9 3
Country Code -
Alternate Number 1 GROUPS Agents View +
Alternate Number 2 CHEtAmBRTIE
First Name Date & Time 2020-01-16 19:44:47
LastName | — | -
atus
Calls in Queue: 0
UniquelD : No Active Call
Address Calling: (123)456-
Preview the Lead then
Dial Now
Logged In Details
User agent-01
Area Phone 100
Campaign AOH
Ll City | Previous Callback Information close
- —— Last Call: 2020-01-16 19:44:07
< CallBack: 2020-01-16 19:45:00 Comments:
Agent: agent-01
Figure 295 Dial/Skip/Trash Lead
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17.2.1.10.2 Callback Assigned to Anyone

Follow the below steps to assign the callback to any agent in the same campaign.

1. While disposing a call, select Call Back.

DISPOSITION CALL : 123456
CALL DISPOSITION

784 - Interested In Product A - Answering Machine

AC - Accounts
B - Busy Bus - Bus

CALLBK - Call Back*

Agent - New Lead Agent

Cancel - Cancellation

Figure 296 Call Back Disposition Status

2. Click Submit.
3. Select a Callback Date screen appears.

Select a Date Below Hour: 05w Minutes: 05 v PM v
y Callback Only
Callback Comments
December 2020 January 2021 February 2021 March 2021
[Sun|Mon [Tue|Wed[ThuFrilSat SunMon [Tue|Wed|ThaFrilSat Sun[Mon|TueWed [ThulFri[Sat Sun|Mon [Tue|Wed |ThulFri|Sat
1 2 3|45 112 1 2 3 4 |5]6 1 2 3 4 |S5|6
6 7 |8]|9 |10]11]12 3 |4 |5]|¢86 7 |89 7 |8 |9 J10|11]12]13 7 |8 |9 |10 111213
13 [14 (15|16 [17 [18]19 10 |11 [12]13 [14 15|16 14 [15 [16 [17 [18]19]20 14 [15 1617 |18 [19]20
2021 ]22]23 24 [25]26 17 [18 (18] 20 |21 ]22]23 21 |22 [23]24 |25 [26]27 2122|2324 |25 |26]27
27 |28 |29 30 |31 24 [25 [26] 27 |28 [29]30 28 28 |29 [30]31
31
April 2021 May 2021 June 2021 July 2021
[Sun Mon Tue Wed Thu Fri Sat SunMon |Tue 'Wed Thu |Fri Sat Sun(Mon |Tue Wed [Thu Fri|Sat Sun Mon Tue Wed Thu Fri Sat
1 [2]3 1 1|2 [3]a]s 1 [2]3
45|67 |8 |9]10 2|3 |a|5]|6|7]8 6 |7 |89 [10]11]12 alsle]7]e]o]10
11 (12 [13]14 [15 1617 9 (10111213 n1efns 13 [14 [15[16 [17 [18]19 1112 1314 [15 [16[17
18 [ 19 [20] 21 [22 [23]24 16 [17 [18] 10 |20 |21]22 20 |21 |22 |23 |24 [25]26 18 [19 [20] 21 |22 [23]22
25|26 |27 28 |29 [30 23 |24 |25 | 26 |27 28|28 27 |28 |29 |30 25|26 [27]28 [29 [30]31
30 |31
August 2021 September 2021 October 2021 November 2021
[SunMon [Tue Wed [ThulFri[Sat SunMon [Tue (Wed Thu [Fri|Sat Sun|Mon|Tue Wed [Thu FrifSat Sun|Mon [Tue (Wed Thu [Fri[Sat
1 |2 |3]a]s5[e]7 1 [2 (3]s 1|2 1 |23 [a[s]e
8 |9 (1011 |12 ]13]14 5|6 (7|8 |9 |10)11 3|4 |5]|6 7/8]9 7|8 |9 |10 |11 12|13
15 |16 |17 |18 |19 [20]21 12 |13 (1415 [16 1718 10 |11 J12 13 J1a]15]16 14 |15 |16 17 |18 [19]20
D 3-909%0/acent/ecdial. oho# 21128 10 20 121 22 22 1241268 17 18 10 20 21 1221213 21 22 22 124 28 1281271
4. Select a date from the calendar and time (12 hours) to schedule the call back request.
5. Type Callback Comments, if required.
6. Clear the My Callback Only checkbox.
7. Click Submit.
© 2022-2023 Sterlite Technologies Limited
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8. The active callback notification is displayed in Black color on the Dial button of all the agents in the
same campaign.

NO LIVE CALL

— Il )

AUz HESUNE

k)

DIAL NEXT

‘ll

CaltHold TRAKsFER

9. Once the status changes to Live (when the set callback time is reached), the notification color

changes from Black to Orange. Click the Pause button followed by the Dial button to place the
callback.

NOLIVE CALL

on

The callback information appears in the bottom right-hand corner of the screen.

Customer Info | Script

PREVIOUS CALLBACK

Talk
Time

31

AL Calls Today: 7
Connected| Abandoned
2

Inbound 3

Outbound 1 1
Total 4 3
Area ‘
GROUPS Agents View +

City Customer Time DEC 01 06:41:10 AM
Date & Time  2020-12-01 17:11:10

Region

Email Address

Calls in Queue: 0
UniquelD : No Active Call
Reference ID .
ererenes calling: (444)000-1

Logged In Details

Commenpnt User 5215002
Phone 5002
| Campaign INBMan
Contact Person
. ) 2880000 00 Previous Callback .
l—l\{l} Date 0 00 |"‘°""at|°n closel
Last Date 0000-00-0¢ 00:C Last Call: 2020-12-01 17:09:35

CaliBack: 2020-12-01 17:10:00 Comments:|
Agent: 5ai5007
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2
4 Note
e Before clicking the Dial Next button to place the outbound call/callback, click the Pause button.
Else, the following message is displayed.
Custom Form Output
Tabl
N Agent Alert!
Phor
Couny
Altort YOU MUST BE PAUSED TO MANUAL DIAL ANEW LEAD
s & IN INBOUND-MANUAL MODE
Frst
ast OK
Addry
Area
e You can make a callback only when the callback notification status is live (notification color changes
to Orange). If you click the Dial Next button during the Active status, the application doesn't let you
place the callback and displays the following message.
Custom Form Qutput
Tabl
- Agent Alert!
Phor
Cioaun
Altars Ho more leads in the hopper for campaign: INEMan
Al &
First
ast | OK
Addry
e Once the callback is successful or the same customer calls back before the set callback time, then

the callback notification disappears from the Dial Next button.
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17.2.2 URL Popup

URL Popup enables the agent to access or track all URL Popups. For this, click the URL popup to view the
details.

——
Dial How

NONE - K.B. Wordpress

HONE - AMC
HONE - Neox Details
HONE - Projection
URL Popup - Delivery

HONE - Shift Roster

NONE - JIRA

Figure 297 URL Popup

17.2.3 Agent Alert

Agent Alert displays the alert to the agent, enabled by the administrator for the incoming call.

Figure 298 Agent Alert
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17.2.4 Work Area

17.2.4.1 Call Park

AN

EI Note

This module is deprecated.

Call Park allows the agent to park an incoming call. The incoming call is parked in the agent’s parking slot.
The parking slot can be of an agent, getting an incoming call or other agent’s parking slot.

For example, Agent A has Parking Slot 777107 and other available agents are B and C.

Call Park can be done in two ways:

e A can park the call in its parking slot “7777101". Doing so, only the A can grab the call and not the

other agents, B and C.

e Acan parkthe callin other agent’s parking slot, B or C. Doing so, only the agent (B or C) of that parking

slot can grab the call.

[EETY] Park [ Grab | Refresh)

Customer Info | Script

ENTER A PAUSE CODE

LEAD SEARCHINN |

Figure 299 Call Park
Prerequisite

Parking Slot should be available.

Steps to do Call Parking

On getting an incoming call:

1. Click Park. Call is parked. Music on hold file is played (configured by Administrator).

G [rore. Crov I netrosn I faeet

Customer info | Script

ENTER A PAUSE CODE

[LEADSEARCH NN |

Figure 300 Call Parking
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Or,

To park the call other agent’s parking slot, then click Agent and select an agent.

ZERI Park | Grab Jf Refresn ] Agent | ETEY Y
tenoseARcR il

Figure 301 Park call on other agent's parking slot

LEERTF] Park [ Grab |

Figure 302 Call Parking

2. At the time of parking the call, enter the comments. Click Ok.

Please enter comments

|Please pick this call | |

- Cancel

Figure 303 Enter comments

3. When the call is parked, then the parking slot turns Red to indicate the a call is parked.

Cusiomer Wl | Seripl

ENTER A PRLISE CODE

Figure 304 Call Parked

4. Any comments mentioned while parking the call can be seen on mouse hovering on the parking slot.
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EERXT] Park [Grab |l refresn [l Agent +|
Phone Number : 9712900509 —

Name:
Comments : Please pick this call.

Figure 305 Comments

5. Now, when the agent wants to grab the call, click Pause.
6. Click Grab to receive the parked call. The call is attended by the agent.
7. Click Refresh to see if any call is parked.

17.2.4.2 Lead search

Lead Search allows you to search the lead information.
To search a lead:

1. Click Lead Search on agent’s portal. To get this option, enable Lead Search from
Administrator>>Campaign Management>>Campaign.

2. Enter the search criteria and click Submit to get a list of leads matching the search criteria.

Phone Number [1234578900
Phone Code

Country Code

Alternate Number 1

|
|
|
|
Alternate Number 2 |

|

|

|
Outbound Lead ‘:]

[ ]

Priority
Inbound Lead Priority

HEN [ESE

Figure 306 Lead Search
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Following is the result of lead search.

Cust Alti It Al It Contact  C Inbound FPh Cutbound Count LEAD
# Phone Number ~ o omer AlEMAE o nization oo -omach Lompany o inbound Fhone - Lubound LU g istig DIAL
D Mumber 1 Mumber2  Person Mame Lead Priority Code  Lead Priority Code OVERRIDE
Hite st
QT T - 0 0 ADSC TTTTT - DIAL
2 granpanTaa e Sterite 0 0 IVRDRO 77777 . DIAL

Tech

Figure 307 Lead Search details

17.2.4.3 Update Dispo

Update Dispo allows you to update an existing disposition status of the current day. You can update the
disposition status only if any of the following options are enabled by administrator from Neox DC>>System
Management>>Server Management.

e View and Update all CDR
e View and Update Improperly Disposed CDR
e View and Update Auto Disposed CDR

To update disposition status:
1. Click Update Dispo.

Customerinfo | Script  \QUAAIE Park [Grab | [Agent +|
ENTER APAUSE CRREVIOUS CALLBACK LEAD SEARCH NN |

Figure 308 Update Dispo

2. Update Dispo screen appears.
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3. Select a Dispo Status according to your requirement.

#  CallDate Lne

20200421
153004

20200121
1652748

20200021
152825
20200921
151702
20200121
151420
20200421
151350

20200121
150305

e B )

Login Agest  Customer
10 Edension  Number

LAl B

LAl

LA B

LA

® A COR | improperty Dispesed COR | Auto Disposed COR

Cas  Ougong
Receds  Cal
Time  Time

Talx
Time
153004 00012 mibw NeaxSupp

152748 00040 muhe NeoxSupp

152625 00027 maw NeoxSupp

151702 00:0000 mitw NeaxSupp
151420 00:0000 mibw NeoaxSupp

151350 00:00:00 mihe NecxSupp

150305 00326 miw NeoxSupp

User Campagn  Desgos@on

Acts Despo
Success
Cass
Auto Despo
Success
Cals
Acte Crspo
Success
Cats
Agent Not
kaat3adie
Cafl Back
Hosd
Call Back
Hosa
Auto Drspo
Success
Cats
Ak Despo

Dispostion

Tme

00005

o030

00028

0.00:04

00016

0002

000:01

Speedio
Answer
me Catl

000000

000000

000000

00.0000

000000

000000

000000

Adandoned
I Update Status

[ cALBK-Catl Back -
~ Please Select Status ~ v/
« Please Select Statug ~ v/

00001 - Please Select Status ~ v |
- Please Select Status - v/
~ Please Select Status ~ v |
= Please Select Status - v |

Figure 309 Update Dispo

© 2022-2023 Sterlite Technologies Limited

415



User Guide Neox DC Login as an Agent

4. A confirmation message appears. Click OK.

Your call has been properly disposed

Figure 310 Confirmation message

17.2.4.4 Script

Script facilitates the agent to view the script created, by default, to assist the agent while having conversation
with the customer.

Prerequisite

1. Scripts should be configured in Neox DC>>Service & Feature>>Scripts.
2. Script should be bind with the Campaign.

To access Script:

1. Click Script tab.

Customer Info | Script

ENTER A PAUSE CODE LEAD SEARCH

Figure 311 Script

2. Script appears. Agent can use this script while talking with the customer.

Incoming Call Script
Thank you for calling NEOX Support ®

How may | Assist you ?

First, | just need some basic information to better serve you today. May | have
your name please?

In case we get disconnected, can | have the phone number to reach you at?
Do you have any query or question for me?

Ok, thanks for calling NEOX Support, have a wonderful day’

Figure 312 Script
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17.2.4.5 Customer Information
Customer Info facilitates the agent to view the customer information.
To access Customer Info:

1. Click Customer Info tab.

Customer Info | Script

ENTER APAUSE CODE

Figure 313 Customer Info

17.2.5 Customer and Agent details

The right panel provides the following options:

1. Agent’s Status — Displays the current status of agent, such as READY and PAUSE with the total time
of current status.

Talk Time — Displays the call duration of the agent with the customer.

Calls Today — Diplays the total count of inbound and outbound calls in a day. Here, Connected calls
displays the number of calls successfully connected, whereas Abandoned displays number of failed
calls due to any reason such as call not answered and so on.

Customer Time/ Date and Time - Displays the current system date and time.

5. Status - Displays details of the call like Call in Queue, Call Unique Id, Incoming Number, if Inbound,
then Ingroup Name and so on.

6. Logged in Details - Displays the agent details, such as User — Agent Username, Phone — Agent Phone
Number, and Campaign in which Agent has logged in.

7. Agents View + - Click to view the status of the logged in agent.

Talk Status:PAUSED ,
Time Timer: 00:02:45

Calls Today: 6

Connected | Abandoned

Inbound 1 1
Outbound 2 2 ] 0
Total 3 3 —
GROUPS Agents View + 0*'70

Customer Time
Customer Time i

Date & Time 2020-03-04 15:37:48

Calls in Queue: 0
UniquelD : No Active Call ‘,;o
Logged In Details
User Us002
Phone 9002 1

Campaign camp 1

Figure 314 Right Panel Options
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17.2.6 View CDR and Statistics on Agent Screen

The right panel provides the following options:

1. To view CDR and agent statistics on agent screen must enable View CDR and Statistics on Agent
Screen.

IE===3 | 7ofsyAsn | BackupMansgerent | Cusiomze GUI | Change Password
Maodify a Server Record

Server Configuration

Neox Server P [10.121.21.228

Neox Server Port” |5038

Locsl GMT [5.50 W | (Do NOT Adjust for DST
Server Logs LY V:

System Configuration

Choose File | No file chosen
Rediract Frompt File
Flesse upiced fle with wev or mp3 edension
Redirect Fepest Count 1
Agent View Log History 0+ (110 means No Log Histary. Else Number of Recent Log History
0w [00 v freeam

=]

View CDR and Statistics on Agent Screen Enable
View and Updste sl COR Ensble
View and Updste Improperty Disposed COR Ensole
View and Updste Auto Disposed COR Ensble
Pradictive Disling 8 eratie
SMS Fregrocessng 8 zracie
EMAIL Preprocessing Enasbie

CRM Netify Preprocessing

H10.121.21.229 5080/admin/file_browse/recordings

Neox Recording Rescurce URL = = =
Exac hitpo/i10.108.1.2127. or hitpsc/10.908.1.213.. )

Component
Customer ProneMumber Hidin =
# Tenetiumosr Hidng Super User Agant Dashboard
Phone number configuration
Minimum Langth 7 Range between 1- 100
Maodmum Length 18 | (Range cetween 1- 100
Report Management Configuration
Time{second) Sisb 30 v | (Time sistDuration for inbound cail hendie report (Answered and Dropped

E=

Figure 315: Enable View CDR and Statistics on Agent Screen
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2. After enabling View CDR and Statistics on Agent Screen configuration, we can see the link shown

NO LIVE CALL

~ Il )

-
PAUZE

2

Call Hold

#

RECO®D:

Phone Number:

Dial Now

NO ACTIVE CALLBACKS

VIEW CAlLL CDR

AGENT STATISTICS

Figure 316: Right Panel to View CDR and Statistics on Agent Screen

below in the agent screen.
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3. Clicking on the VIEW CALL CDR link will launch the CDR pop-up, which will open as shown below.

-

Inbound Group

From Time : |00 v |hi | 00 + | mm 20220501 <] —EMPTY— - Campaign ["suBMIT |
To Time 23w |nh [ v mmzozosa0 @ AL "“‘LDL‘E" hd =
: = ——c : AGENTDIRECT - AGENTDIRECT hd
Call Category | All + | Phone Number

Numiber of record per page -

Number of Records : 5

Customer
DID Phy Total Talk T Cust Abandoned call
# List Campaign Group  Call Date  Extension oo Cal Type  _© @ Sfalus  Dispo em ustomer - Apandoned o velD i
Line Number Duration Duration Reason Time Time Rank
Status
2022-05-11 2022-05-11
11001 777 1 ingre 5001 | 3010001 Abandomed O0D:DI:S1  00:00:20 | No Answer AGENT 000051 Cl652270585365 -1
17:33:05 17:33:08
21001 77 ot inget M oon a010001 | Answersd 000057 000027 O agenT | 20ZEEN CHB5227043779 | -1
ST = ST S : S Interested 17:3037
3001 777 o ngpt ST coot | 3010001 Abandoned 0000F2 000022 Bus cater | M onss cresosasseass -1
P yrogne | - ! 17:04:06 .
41001 77 o inget PPN ooyt 2010001 | Answersd 000141 000040 O sgenT | 202EE Cl652267977836 -1
b P panay | nswers ot ] Interested 16:40:37 .
g0 777 o napt PP oont | 3010001 | Answered | 000128 000057 agent | 0EIEM Cl652267327185 -1
RESIET Y B T Interested 16:38:47 .
1
4 »

Figure 317: View CDR Screen

4. Clicking on the AGENT STATISTICS link will launch the agent statistics pop-up, which will openas
shown below.

o e e

FromTime: |00 v [hh 00 v mm2022:07:01 3 To Time : 23 v bh 59 v mm20220730 O E

Total Calls : 235 Event Event Duration Break Break Duration
Connected Abandoned [ Total Talk 1:13:28 No Data Found |
| Inbound S 2 7 Pause 11:20:47 - '
;Oulbound 124 104 228 wait 19:15:23
| Total 129 106 235 Dispo 2:43:34
Hold 0:20:50

Logged Time 68:16:31

I
Figure 318: AGENT STATISTICS

Note: While an Agent is INCALL, then that agent will not be able to see the link in order to view its own
activity statistics and Call CDR.
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18. Acronyms

This appendix displays common abbreviations used across the user guide.

18.1 Acronyms in user guide

Table 18-1 Acronyms

Acronyms Description

ANI Automatic number identification
ACL Access lists

API Application Program Interface
ACD Automatic Call Distribution

BCC Blind Carbon Copy

CcC Carbon Copy

CDR Call Detail Record

CRM Customer Relationship Management
Ccsv Comma Separated Values

DC Dial Center

DNIS Dialed Number

DID Direct Inward Dialing

DNC Do Not Call

FIFO First In First Out

GUI Graphical User Interface

ID Identification

IP Internet Protocol

IVR Interactive Voice Response
MyYsQL Structured Query Language

PDF Portable Document Format

SMS Short Message Service

UNIX UNiplexed Information And Computing System
URL Uniform Resource Locator
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