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Introduction

This chapter provides an overview of the Agent module, used to run callflows both in a
live call situation, and in a testing environment.

When a call comes into a Synthesys call centre, the appropriate callflow for the incoming
call is automatically displayed on screen. This is achieved through the use of DDI
Numbers, which link your internal telephone system to the Synthesys software. From the
moment the callflow appears, until the call ends, you are presented with all the
information you need to handle the call in a knowledgeable and professional manner.

Screens of the callflow and the questions they contain are supported by text prompts at
the top of the screen. This text can be actual dialogue that should be spoken, or prompts
to help you recognise areas of a callflow that need special attention.

As each screen is completed, notebook style tabs are added to the top of the screen,
creating a summary of the call so far. A mouse click on any one of these tabs scrolls the
relevant screen back into view. This is useful when a caller decides to change an
answer given to a previous question. In this case, you can instantly return to the
appropriate area of the callflow and make the necessary changes. When moving
forward in the callflow, you are presented with the next logical question relevant to the
amended data.

Web style help pages are only a keystroke away, which can provide help at every level
of the callflow.

Synthesys Agent View 5
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STARTING THE AGENT WORKSTATION

Whether you are taking Inbound or Outbound calls, always log into your phone first,
before logging into Synthesys.

Agent Login

To open the Agent workstation:

e Double click on the Synthesys E icon located on the Windows desktop to
display the Login dialog.

e Enter your User Name and press the tab key to move to the next line.
e Enter your Password.

e |If you are taking live calls enter the Extension number assigned to your
workstation. This is to confirm that you are available to receive and take calls,
which now can be routed to your workstation.

¢ Click on Login to display the Agent Start Work screen.

Synthesys Workstation Logon

(R},
Pleaze enter the fallawing details: s
Uszer Hame: Logon I
Paszword: I"" E =it |

Estension I

If you have not received your User Name and Password, please contact
your System Administrator.

If you only wish to test or show a demonstration of a callflow, you can
open a callflow manually and there is no need to enter an extension
number. Please see the section Manually launching a call.

Synthesys Agent View 6
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AGENT START WORK SCREEN

Having logged into Synthesys, the Agent Start Work screen is displayed. The
appearance of the screen can vary, displaying different toolbar icons, questions,
branding images and background colours, reflecting access permissions assigned and
branding options selected when designing the callflow in the Campaign Editor.

The screen is divided into three main areas:

e The Toolbars at the top of the screen with icons enabling navigation through the
callflow.

e The Agent Dialogue Box with prompts, guiding you through a conversation with
a caller.

o Callflow Display Area displaying the callflow with the associated questions used
for collecting relevant information from the caller.

If you are not currently in a call, the Callflow Display Area shows the Agent Dashboard
with statistical information about the calls that you have taken.

This includes real time information, displaying the running total of inbound and outbound
calls, as well as idle, preview, talk and wrap times. The dashboard can also be
configured to include commission due to you, based on a percentage of the total
amount of sales.
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You can scroll through the pages of the dashboard using the arrow keys and use a word
search (Find/Next) to move to a particular campaign. You can also export the
dashboard information in different formats to a chosen location.

Synthesys Agent View 7



: Noetica

THE TOOLBARS

The three main toolbars at the top of the screen in the Agent Workstation are:

Take Calls Used to navigate through a callflow
Customer To access customer details
Telephony. To perform various telephony tasks

Depending on the access permissions assigned to an agent in Synthesys Personnel,
certain icons on the toolbar may be outside the scope of the agent and will therefore be

greyed out.

The functionality of the three main toolbars is described on the next couple of pages.

Synthesys Agent View
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Take Calls
The Take Calls toolbar is used for opening and navigating through Synthesys callflows.

TEO W I QE
; v \f
_ : [ End

Log  Abork all Mext FRotas  Help
Ok Tracker  Ackion

Take Calls

Description

Open. Open an existing document. This manually opens a callflow to train
with it, until users are confident enough to deal with a live caller.

Log out. Log out the workstation and return to the Synthesys main
screen.

Abort. Abort document and end the call, closing the currently displayed
callflow.

Next Question. Move forward to the next question in the callflow.
End. Go forward as far as the script will allow.

Call Tracker. Start the Call Tracker, to monitor calls that have been taken
by the call centre and assign follow up actions, such as site visits.

Next Action. Get the next action from the Call Tracker with details of the
next action to be taken.

Rotas. Display rota information used in conjunction with call actions, such
as contacting an engineer to go out on a site visit

Help. Display Web style help for the currently displayed Question. The
short cut key to open Help Pages is F1.

MO ¢gEv OF W2
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Customer

The Customer toolbar is used to access customer details and histories, providing agents
with the best possible help in dealing with a customer’s request.

z% Search A 2; Customer Hiskory
&; (=0 } Madify Details
Customer
Diekails y Aidd Make

Cuskamer

Option Description

Search. Enables the search for existing customer details.

New Customer. Is used to add a new customer.

Customer Details. Allows access to customers’ personnel details, i.e.
telephone number and address.

Customer History. Allows access to information of a customer’s
previous contact with the company.

Modify Details. Enables users to update existing customer details.

Add Note. Enables users to create notes containing information
associated with the customer selected.

LB EPe e
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Telephony
The Telephony toolbar is used for functions connected to the telephone system.

&

§5Hang up | g5 Transfer | * Break

&

‘ﬁHDId @F‘ark * ) Reschedule
Dial  Get Mexk  Call i
Customer Record Diary | &p Hnhald 8 Linipark, ¥ ) Special Reschedule
Telephony

Option Description

? "i' Dial Customer and Hang-up. Used for outbound calls. Dial Customer
o brings up a dialogue with telephone numbers associated with a customer.
Hang-up will end the call.

Get Next Record. Get information for the next Outbound Call to be made
and loads up the callflow with details of the customer to be contacted.

ﬁ Call Diary. Allow agents to view and manipulate rescheduled calls due to
them.

r 4% Hold and Unhold. Hold. The new default behaviour is to place the voice

e call On Hold, but keep the script open on the agent’s screen in the
Take Calls module. The agent state in the Live Monitor will be Talking.
Unhold will take off hold.

‘3 Transfer. Is used to consult another operator or to transfer calls. It brings
up a list of operators and enables the transfer of a caller and associated
callflow to another agent.

@ D Park and Unpark. Park will globally park a call and the associated
information, which can be retrieved again by any agent within the call
centre via the Unpark option.

- Break. Agent Busy/ on Break shows that the agent is currently not
e available to take calls.

(W Reschedule Call. Enables the rescheduling of calls where the agent was
unable to reach a customer.

[P Special Reschedule. (Not a standard control) Enables the rescheduling
of partially completed calls. When the call is re-presented to the agent all
the call information taken up to the point at which the call was
rescheduled will be displayed.

Synthesys Agent View 11
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Short Cut Keys

The following short cut keys are available:

F1 Display Web style help pages.

F2 Clear the contents of a CRM control. This is useful to clear information quickly,
before starting a new search.

F3 Open CRM Select, from which a customer record can be selected.

F5 Abort the current call and close the callflow.

Synthesys Agent View 12
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CALLFLOW DISPLAY AREA

When taking calls, ensure that you log into your phone first, before logging into
Synthesys.

¢ Having logged into Synthesys, the Agent Start Work main screen is displayed.

e When a call comes into the call centre and you answer your phone, the correct
callflow for the incoming call is automatically popped onto your PC.

Each screen in the callflow, supported by text, contains specific questions that need to
be answered before moving to the next screen.

Take Calls, Customer and Telephony Toolbars.

Question with Agent Prompt Box

ﬁ $SHang up | g3 Transfer | = Break
7 Hold @ rark hedule
® Un & Unpark

|| takecans | custom  Hewp
AW b 3 Q€ T
— & wes
Oped log Abot | MNet End | Call Next Rotas Help
out

Tracker Action
Take Calls

Call
Diary | §F Unhoid
Telephony

Good Afternoon. Welcome to our Product Order Ling. Can | take your name please?
Op Note: Enter surname and hit search. If customer pot found, click NEW to enter customer details.

Customer | q4b

Customer ID ”

Name

Title

Firsthame

Surname

Home.

Winrk

Town

PastCade

Manual Call Local Time:  1507:55  Calls: 9 Time: 0142 Toda 4

For Inbound calls, customer details will only be displayed if CLI (Caller Line
Identification) is enabled. For information about searching for, or entering customer
details, please see the section: Using CRM.

When an Outbound campaign is popped to the agent screen, the customer details
will already be displayed in the CRM control. For more information please see the
section: Making Outbound Calls.

For more information about moving through the callflow, for Inbound, as well as
Outbound calls, please also see the sections: Navigating Through A Call.
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MAKING OUTBOUND CALLS

Customers to be phoned for an outbound call will have been placed in the various
outbound call lists by your supervisor.

When making outbound calls:

e Ensure that you log into your phone first, before logging into Synthesys.

e When logging out, you must wait until Synthesys has logged you out, before you
do anything on your phone.

¢ If the PD has already dialled another call for you, you must finish this call, before
quitting the Agent module.

Please see the sections Preview Outbound Calls and Predictive Outbound Calls for
more information.

For details about taking a call, see the sections: Callflow Display Area, Using CRM and
Navigating Through A Call.

Please also see the section: Logging out of the Agent Workstation.

Synthesys Agent View 14
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Preview Outbound Calls

Customers to be phoned on outbound calls will have been placed into the relevant call
lists by the supervisor.

e Ensure that you log into your phone first, before logging into Synthesys.
e Having logged into Synthesys, the Agent Start Work main screen is displayed.
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Getting Record for next Outbound Call

If the auto-pop and auto dial functions have been enabled, the next customer record will
pop to your screen and the number will be dialled automatically.

If these functions are not enabled, you need to use the Get Next Record and Dial
Customer icons:

¥
e Click on the Get Next Record icon on the Telephony toolbar

e The CRM will pop, displaying the customer record for the next outbound call.

e Click the Dial Customer ﬁ icon on the Telephony toolbar.

For more information see the next section: Callflow Display Area, Using CRM and
Navigating Through A Call and also the next section: Predictive Outbound Calls.
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Customers to be phoned on predictive outbound calls will have been placed into the

relevant call lists by the supervisor.

e Ensure that you log into your phone first, before logging into Synthesys.

e Having logged into Synthesys, the Agent Start Work main screen is displayed.

e The predictive dialler will check if you are assigned to a predictive outbound list
and will start dialling customers from the list.

¢ When the predictive call is connected, the callflow for the campaign is presented
to you, together with the associated customer details.

:j ;ake ;us Custom Help Kimenrelosnr Sty‘;'; ;

QPG VMIE T D o ® L FE S T

Good Afternoon. Welcome to our Product Order Line. Can | take your name please?

Op Note: Enter surname and hit search. If customer not found, click NEW to enter customer details.

Customer | a0

Customer 1D ITR"U

Mame
Title

[sar

FirstName [Jon

Surname |5m,m

Hame [112 234 4444

Wark [221 234 4440

Town [eonen

PostCode [swn2 2er

Manual Call Local Time: 150612 Calls: 9 Time: 0016

Todo 4

For more information on taking calls see the sections: Callflow Display Area, Using CRM
and Navigating Through A Call and also the section: Preview Outbound Calls.

Synthesys Agent View
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The Customer Relationship Management (CRM) module allows access to customer
profiles and customer histories, providing you with the best possible help in dealing with

customers’ queries and requests.

Within the CRM screen you can search for existing customers, create new customer
records, modify customer details, add notes to a selected customer and view a

customer’s history.

- T TomR -ProductOrder - Synthesys
)
| TakeCalls | Custom  Help

pen log Abort | Nedt End | Call Nedt Rotas Help
out Tracker Action
Take Calls

Dial  GetNext Call
s || Customer Record Diary |

Telephony

N DTN eedh XEE R A0l i - ST -l -t i

& Unpark

sie - X @

Good Afternoon. Welcome to our Product Order Line. Can | take your name please?

Op Note: Enter surname and hit search. If customer notfound, click NEW to enter customer details.

Customer |

Customer ID I

Name

Title

Firsthame

surname

Home

Wark

Town

PostCode

Manual Call Local Time: 150736 Calis:

9 Time: 0u42 Todo 4 :

Depending on how the control has been configured, you will have access to a range of

options via the Customer toolbar:

Icon Used To

28

enabled in Inbound calls.

Details. Display customer details.

A

Search. Enables the search for existing customer details. Option is usually only

New. Add a new customer. Option is usually only enabled in Inbound calls.

Modify. Allows the modification of existing customer details.

Notes. View and add information related to a selected customer.

History. Access details of a customer’s previous contact with the company and
attach notes and documents associated with the selected customer.

Please see the next few pages for a detailed description of the above options.

Synthesys Agent View
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Searching for Customer Details

When making outbound calls the customer details will automatically be displayed in the
CRM control.

For Inbound calls, perform a search to bring up details for an existing customer:

e Enter any known details into the CRM fields displayed, such as a customer
reference number, a name or a telephone number, or simply the first letter of the
surname in combination with wildcards (*), i.e. W*,

e Click the Search t‘ﬁ' icon on the Customer toolbar. The customer record will
subsequently be displayed in the CRM.

P ™" Telebusiness Califlows = ElectroBuy - Synthesys | B
Take Calls | Custom  Help stle - X @
- ﬁl @ R z] (3 & searcn , isto ‘9 & @ Qtiangup | @ Tanster | = Break
b “8 anew | @ w| % Fod | @Fat | () Reschedule
Open Log Abort | Next End | Call Next Rotas Help Custome: Dial  GetNed Conl |
out Tracker Action Deta @ Notes || Customer Re Diary | €% Unh &) unpark
Take Calls Custamer Telephony
Good Morning. Can you please give me your name Operator Note: enter sumame and hit search. If the person does not appear in the database, click on New and
[follow the prompts
Intro | 4 b
Name
Title I
Surname I
Address
Linet I
Line2 I
Line3 I
Lined I
PostCode I
Telephone
Numbert [
Checkgox
Choicesiiada |
Manual Cal locaiTme: 114608 Calls: 1 Tme: 0809 Todo 4 |

If more than one customer matches the search criteria, the Select window will open.

e Select the customer from the list and click OK to display details in the CRM.

-

-
Select i

Customer ID MNoetica Name Con... MNoetica Address Contro K
Title Surname Linel Line2 Line3 Line4

ef X
ELECT 12 Dr Watson HCLEL. StJoht.. 1C St.... London

ELECT_16 Mr Wishborne 75 Ker... Wand:s... London
Records loaded

2
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Entering new Customer Records

If a caller contacts the company for the first time you can enter a new record for this
customer:

e Click the New b icon on the Customer toolbar
¢ In the New window, enter the details for the new caller into the relevant fields.

¢ Click Finish to save your entries and to store them in the database.

May | take your name please? o
L]
Title: | -
First Narme:
Surname:
—addr
Address
—Teleph
Telephone;
—Checks
[~ Basic
I Gold ;1
Preyvious | Finish | Cancel |

e To close the window without saving changes, click Cancel.

New customer records will only be saved to the database if they are entered into the
New window.

The CRM fields displayed when initially entering a CRM screen are only search
fields used to bring up details for existing customers.

Synthesys Agent View 19
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Modifying Customer Details
To add or update details for an existing customer:

e Click the Modify & icon on the Customer toolbar.

¢ Inthe Modify window you can make all necessary changes as required.

¢ Click Finish to save your changes, or Cancel to close the window without saving

Modify... ST B
tay | take your name please? —
=
Title: or =l
First Name
surname Whiatson
— addr
Addressfwatsan and Co
St Johns Bran
11 5t Johns Hill
London
W1 TN
il
Telephane: |1122334455
—Chack
™ Basic
~ Gold L|

Previous | Einish | cancel |

Viewing Customer Details

To view details associated with an existing customer record:

e Click the Customer Details % icon on the Customer toolbar.

e In the View Details window you can look up information about the selected

customer.

B Yiew Details ... = =1 E3
customer 1D [not null] IELECTJQ =
Marme

Title Ipr
surnarne Iwatsnn
Address
Line1 Watson And Co
Linez StJahns Bran
Line3 11 St Johns Hill
Line4 Londan _
PostCode SWi11 1T
Telephone
Numbert 1122334455 ';|
< >
! Ok |
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To access records of a customer’s previous dealings with the company:

e Click the History 2‘?‘ icon on the Customer toolbar.

ﬁ History for the customer ELECT_12 [ELECT]

:Eg

Event Event Date and...
A 1/B Call 2015-06-11 16:...  Brigitte
g

Operator Name  Event Text

Brochure

Account Name

Telebusiness C..

Campaign Name  List Name
ElectroBuy

Event

<Not Active>

Operator

<Not Active>

Event Text

Brochure

Add Note Attach...

Time Interval

Date Time

From [12/6 /2001 [14:26
To 1176 /2015 |16:09

Reset Values| Filter Events
Filters<e Close

The ‘Filters’ button opens access
to the Event, Operator ID and
Event Text fields.

To display all information, click the
Reset Values tab

The ‘Event’, ‘Operator ID’ and ‘Event Text’ fields are used together with the Filter Events button
to display selected information. To filter out calls related to a brochure request, for example, we
have entered brochure in the ‘Event Text’ field.

Viewing Details of a Customer’s History

To check the details for the selected brochure request call on 11/06/2015, you can
double click on the related Inbound Call (I/B Call 11/06/2015 - Brochure).

All call details for this call can now be viewed in the Call Tracker.

B¢ Synthesys Call Tracker = | )
File Edit View Help
S| i B 1% Q & g /7 s [
Status | Customer Time/Date Call Result Intro lRequira] BFUCTVDEI cuncmsiunl =
F Feicbusines-. [I1/06/2005 1.
customer 0| [ELECT_12
Title | [or i
Surname | [Watson
Linet | [HcL Hanne And co
Line2 | [StJonns Chambers
Line3 | [1c St Johns Hil
Line4 | [Condon -
R ) C
Action | Time | Operator | Event ‘
11/06/2015...  Brigitte Rei...  Script Run -...
Done ARCHIVE 1

Synthesys Agent View

Use tab sections to check all
details associated with this call.
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Viewing & Adding Notes

To view or write a note with information associated with the selected customer:

e Click the Add Note Q "icon on the Customer toolbar.

If auto pop notes are enabled, the notes page will open automatically if there are notes attached
to the selected customer record.

MName
Title |Dr
Surname IWatsun History Notes [ELECTELECT_12] (= fomm]
Address Date Time Operator |Note
Linet Iwatson And Co 11/06/2015 |16:19:30 |Brigitte |Requested prices for latest product
Line2 St.Johns Bran selection
Line3 IW
Lined London
PostCode ST 1TH
Telephone
Mumberd 1122334455
CheckBox
Choicestdade Gald |@

e To open the Add Note page click the Create Note button in the History Notes
window.

e Write the required comments and click the Save button to save the message.

|

To close the window without saving your entry, click the Cancel button.

Synthesys Agent View 22
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Viewing & Attaching Documents

To open and view an attached document or a note containing information associated
with the selected customer:

‘i'
e Click on the History @& icon on the Customer toolbar.

e In the History for the customer window, documents and notes attached will be
shown as ‘Event’ in customer history.

Select and double click on the associated Document or Note icon to view the
information.

Name
Title IDr
surnare I'u'\l'atson
Address
. £ History for the customer ELECT_12 [ELECT] oo B P
Line1 I'u'\n'atson And (]
Lirea Event Event Date and Time Operator Name  Event Text AccountName  CampaignName  ListName
ne. ISt Johns Bran|| | @customer vetals... 2001-06-12 14:26:00 Admin
, f91/B CallFailed  2015-03-1810:16:50 DavidW OTHER Telebusiness Ca... ElectroBuy
Line3 |11 st Johns H|| | fee ca 2015-06-11 16:07:01 Brigitta Brochura Telebusiness Ca... ElectroBuy
. B calFalled  2015-06-11 16:08:3 Brigitte OTHER Telebusiness Ca... ElectroBuy
Lina4 ILDnan Briote 2015-06-11 16:19:30 Brigitte Requested price...
& Document 2015-06-11 16:22:58 1004 Sea View. PG
PostCode ISW‘] 11TM 2015-06-11 16:25:53 1004 Price List. docx
Telephong ————
Numbert (1122334455 | | g
CheckBox
IAddNntE ‘ [Attach ‘ Filters>> ‘ Close ‘

Chaicestade IGold

To attach a new document to the selected customer record:

e Click the Attach button to open the Open File dialogue

¢ Inthe Open File dialogue, select and double click on the document to be attached

The document that you wish to attach must be accessible on a Network
Shared Directory.
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NAVIGATING THROUGH A CALLFLOW

Moving between Fields in a Question

Many of the ActiveX Controls used within questions are made up of a number of fields.
Fields in the Name control may, for example include: Title, Initials and Surname.

Title: I Initizls: I Surname: I

To move forward between these fields press the Tab key on your keyboard. To move
backwards through these fields, press Shift + Tab.

Moving between Questions and Screens:

To move between questions and from one screen to another

¢ Click on the Next Question icon D located on the Take Calls toolbar at the top of
the Agents main screen or alternatively press

e Enter or Ctrl + Enter if Enter is used to move from one field of the current control
to another, as for example in the name or text box controls.

Moving forward as far as the script will allow:

To move forward as far as possible in the callflow to the last screen completed, click on
the End icon W
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Agent Dialogue Prompts

Each screen in a callflow contains specific questions that need to be answered before
moving on to the next screen.

The screens are supported by text prompts in the agent’s dialogue box.
The text prompts can be the actual dialogue that should be spoken, or prompts to help

you recognise areas of the callflow that need special attention. To highlight the
difference, different colours and font sizes are typically used.

|Which product would you like to order?

Operator Note: Press F1 to open Help page for different models available

Iterm Frice Gty Sub Tatal
£0.00 £0.00

et Total |£D.DD

Fost Charges |£D.DD
Browse Products | Invoice Total |£D.DD

Screens and prompts skilfully guide you through a call and ensure that you ask all
relevant questions and that the information is collected and entered in a consistent
format.
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Notebook Style Tabs

As each screen is completed, notebook style tabs are added to the top of the screen,
creating a summary of the call so far.

Which type of brochure are you interested in

Intro | Require | Broctype |

Select =
Combo Fridge-Freezers
Freezers

Clicking on any one of these tabs instantly returns you to that part of the callflow, so
information collected from a caller can be changed, if required.

A caller for example may decide to place an order instead of requesting a brochure, or a
caller draws attention to the fact that the agent has entered his or her name incorrectly.

Any changes made are reflected in subsequent screens of the callflow. No data once

collected is lost and if the callflow has been properly designed, you never have to input
the same information twice.
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Help Pages

Help pages can provide additional information regarding a company, its products and
services.

Copies of newspaper articles, magazines and other publicity materials can be scanned
into a Web page, you can attach a video clip of a TV advertisement to a campaign or
link Help pages to the Internet.

This enables you to check specific information, for example the make of a car or the

product number and price of a product, and to respond quickly and in a knowledgeable
way to customers’ enquiries.

Accessing Web Style Help

To open the Help Page

e Press F1 on the keyboard

¢ Alternatively, you can click on the Help % icon on the Take Calls toolbar.

Many web pages will contain links to another part within a page or to other pages. These
are called hypertext links and are indicated by underlined coloured text.

e To access the information, click on the underlined text with your left mouse button.
e To move back to the previous pages click on .

i Web Help Picker - \\Armadaqlig\Synthesys\web\default.htm [local] H=1E3
Back | Lloze |
URL: I\\ArmadaqI'\g\Synthesys\web\default.htm
=l
Product Information
Software
Hardware
Support
&

e To close the Help Page, click on in the Web Help Picker page.
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Holding and Parking Calls
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The Hold and Park function could be used, for example, if a caller doesn’t have relevant
credit card details at hand and decides to call back with the information.

Access the Hold and Park options, using the following icons on your Telephony toolbar:

‘F Hold. The new default behaviour is to place the voice call On Hold, but keep the
Il script open on the agent’s screen in the Take Calls module. The agent state in the
Live Monitor will be Talking.

Note: Customers that wish to place the voice call On Hold and clear the script from
the agent’s screen, saving the call data collected up to this point (with agent state in
the Live Monitor Previewing) should contact the Noetica helpdesk

Unhold. To retrieve calls, which are on hold on your local workstation.

6 Park. To park the call, saving the call data collected up to this point, and to allow
other agents within the call centre to unpark and access the information of the call.

_}j Unpark. To retrieve parked calls.

When you retrieve a call the following window will be displayed:

Parked calls x|
Account | Campaign | Customer | Parked since Parked By Comment
Ties are s 10:59 - 1640442002 Ms Brigitte Fieimer  will phone back with credit card
Preview script
Call Class: Mg
Comment: will phone back with credit card details
| M

0K

Cancel

Select Preview Script, to view the content of
a parked or held call.

Click OK to retrieve the call.

The content of a call on hold or a parked call can be previewed before retrieving it,
clicking the Tab headings at the top of the screen.

L BR Report - Ties are Us

{CHM | Enquind | Media | Name |

x|

detail :I
Customer BRTIES_7 |
ID
Title [Mr ]
FirstName ferner |
Surname fwvest ]
Telephone [aa4 zz2 ]
Linel [ ]
Line2 B Piccadilly ]
;I

The retrieved call will open at the point at which it was parked or put on hold, still
containing the previously collected call information.
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Going on a Break

If you wish to take a break from taking calls:

-
e Click the Break ~— icon on the Telephony toolbar to display the On a break
window.

e Click on Return to work button, to tell the dialler that you are available again to
receive calls.

On a break.

Feturn to work,

On Break Reasons

If the On Break Reason function is enabled:

-
e Click the Break — icon on the Telephony toolbar to display the Break Reason
window.

e Select the reason for going on a break, before clicking OK to open the On a break
window, as shown above.

Select Break Reaszon

Lunch
Toilet
On Mohile

e Click the Return to work button the On a break window, to tell the dialler that you
are available again to receive calls.
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Call Transfers

The Transfer option enables you to make a transfer or to dial a consultation call at any
stage during a call. Using the Transfer option you can transfer a customer together with
the callflow information to another agent or call centre supervisor to ask their advice or
for them to take over and finish the call.

The Transfer dialog also contains a Conference option. This allows you to make a
warm transfer, adding a third participant to the call, without having to put the customer
on hold, with all parties (customer, agent and third participant) on the phone. Using the
Conference option you can, for example, introduce the customer to the third participant,
before transferring the call.

To transfer a call:
e Click on the Transfer ﬁ icon on the Telephony toolbar.

e All users currently logged into the Synthesys system are displayed under the
Synthesys Teams directory in the Transfer window.

¢ You can select and transfer the call to any user who is not currently in a Synthesys

call.
WS L ) To transfer the caller without the callflow data to persons not
Dial connected to Synthesys, enter a telephone number into the Dial
field.
Operators
=@, Synthesys Teams
T &R Bigsal To place a voice and data consultation/ transfer call, select the
T g; Gieneral Test relevant person in the Operators window.
[t W M one Mone Adn
@-T PD Execisers
e m 3
I Transfer I I Conference |
Dial Put the original caller on hold and dial the number displayed.
Hangup Hang up the call, for example, if the dialled number is not answered. This will

get the original caller back on line.
Transfer Transfer the caller to the number displayed.

Conference Dial a conference call/ (warm transfer) to add a third participant to a call, without
having to put the customer on hold.

Cancel Close the Transfer window, without taking any action.
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Viewing a Consultation or Transferred Call

The forthcoming transfer is announced on the target workstation, giving the name of the
transferring agent.

Incoming transfer from Mizz Zog Merchant, a member of teams
george. b arketing.new.

Simultaneously, a screen displaying the account and campaign name, together
with the callflow data, will open.

To assist you with your queries, the supervisor will use the Screen Tab headings
to view the information gathered up to the point of transfer.

£ DemonstrationandTrainingScripts - Loanapplication
Miss Zog Merchant
flntrg | time: I previousl insulancel reviewl existingl bram I bankersl
]
Address
Linel [7-11 St.Johns Hill |
Line2 [Clapham Junction |
Line3 [Battersea |
Lined [London |
Line5 | |
Line6 | |
PostCode [BWI111TN |
Name
=

¢ Click Hangup, when the consultation is completed to continue handling the call.
Press Enter on the keyboard, to move to the next screen.

e Click Transfer, to transfer the customer and call information to the supervisor, if
the supervisor wishes to take over and finish the call.
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Finishing a Call

To finish a call you must go through the conclusion window.

If the Conclusion Text box is enabled, you could add notes to the campaign designer,
giving feed back on any aspects of the callflow. In this way you can be involved in the
callflow design, putting forward suggestions on how the efficiency of a callflow can be
improved.

e Click OK to finish the call and to save all information collected during the call to
the database, ready to be used for reporting.

Conclusion Text checking B

Thank you for caling, Goodiye.

Test Call | Cancel |
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Aborting Inbound Calls

Every call taken in Synthesys has a conclusion and no call is ever lost, even if the call
needs to be ended without going through the conclusion in the callflow.

To end a call, possibly because an incorrect number was dialled or because of a fault in
the line:

e Click F5 on the keyboard or use the Abort icon @ on the Take Calls toolbar.

¢ Inthe Abort Call dialog, select the reason for ending the call from the drop down
list displayed.

Abort call E3 |

Reazon far abort:

OTHER =]

ABORTED ORDER CC/CHQ ORDERS OMLY
CHILDREM O LIME

DISCOMMECTION

DIVERT TEST CaLL

GEMERAL EMOUIRY

LINE DEAL

OTHER

RUDE/OBSCENE CALLER
TRAIMING

WROMNG NUMEBER

A report can be produced on every call completed, including aborted calls, outlining the
reasons for terminating each call.

If, for example, a number of calls were stopped because of interference on the line, this
can be identified and the problem fixed.
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Aborting Outbound Calls

To abort an Outbound call, possibly because you are unable to contact the customer
specified:

e Click the Abort @ icon on the Take Calls toolbar

¢ Inthe Abort Call dialog, select the reason for ending the call from the drop down
list displayed.

Abort Call |

Feazon for abort;

RESCHEDULE |

ENSWERPHONE
BUSY

FAXTONE
NEVERCALL

NO ANSWER
[0THER,

[UMOBTAINAELE
WRONG NUMBER
I

LT I COrTCET I

Explanation of Aborted Type Options

Answerphone. Sleep status for 4 hours and then put it back into the live queue.

Busy. Sleep status for 30 minutes and then put it back into the live queue.

No Answer. Sleep status for 1 %2 hours and then put it back into the live queue.
Reschedule. A callback that has been arranged for a specific time.

Never Call. The customer does not wish to be contacted again.

Unobtainable. The number is currently out of service.

Wrong Number. The customer can’t be reached under this number.

Faxtone. Abort the call with an unobtainable number call result.

Attention. To inform the Call Centre Supervisor that the customer to be called has

not been reached.

Please see next page for information about Rescheduling calls.
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Rescheduling Calls

To abort and arrange a callback:

"yt

e Click on the Reschedule icon on the Telephony toolbar.

The Reschedule To dialog, depending on the set-up, either simply displays the last
number dialled or allows you to select or enter a number for the callback.

B - TomR - ProductOrder - Synthesys || %
=/ rakecans | cutom  Hew shie - X @
=) N @ D i @ z] Q % & searcn &y History ‘9 & ﬁ §%Hangup | g3 Transfer | = Break
3 ZModty | O Qrod | @Pok | O Reschedule
0 log Abott | Net End | Call Net Rotas Help | | Customer Dial i | 70
out Tracker Action Details | @ Notes || Customer R Diary | 3 =
Take Cals Customer Telephony
Good Afternoon. Welcome to our Product Order Line. Can | take your name please?
Op Note: Enter surname and hit search. If customer not found, click NEW to enter customer details.
Customer | 4>
Customer ID [TR_29
REmE Abort Call =2
Wiz Mrs
Reason for abort
Firsth fama |
fretiame Tanja RESCHEDULE =
Surname [6race
Home 113 3431001 Reschedule To: (2]
v 221 343 0110 ‘When can e cal themback? i [5] Jun 2015 [
Te ’7
o London Tine? 154415
PostCode Swig
Mumber? 113 3431001 v
Speciyaine  ©
Speciy Time Period ==
[ lowiTme 154414 Calls: 1 Tme: 002 Todo 4 |

Selecting Date and Time for the Callback
To reschedule the call for a specific date and time:

e Select the date for the callback from a diary page using the drop down menu, and
then specify a time or

e Click the Specify Time Period option to select time and day for the callback.

-
Reschedule To: [d:?-,l
‘when can we call them back? Thu 11 Jun 2015 [ERd
Time? 15:4415

Mumber? 113 3431001 -
Specify a time
Specify Time Period @) [ 0K ] Cancel
Time Period? -
Days
AryDay Monday Friday
‘weekDays Tuezday Saturday
‘weekend ‘wednesday Sunday
Thursday

Synthesys Agent View 35



: Noetica

Special Reschedule Call

%

Using the Special Reschedule icon calls can be rescheduled with the call
data taken.

The call is queued in the Outbound Manager in the same way as a normal
rescheduled call, displaying a yellow alarm clock and the date/ time for the
callback.

When the call is presented to the agent again, the callflow will open at the point
at which it was rescheduled, displaying all the details collected in the previous
call. The agent can now finish the partially completed call, without having to re-
enter information.

Information from specially rescheduled calls is stored in the Special Reschedule folder in
the TRANSACTION FILE. The information is NOT stored in the database and CAN'T be
reported on, until the agent has completed the call.

The Special Reschedule control is not a standard feature.
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LOGGING OUT OF THE AGENT WORKSTATION

When logging out, you must wait until Synthesys has logged you out, before you do

anything on your phone.

If the PD has already dialled another call for you, you must finish this call, before

quitting the Agent module.

Predictive calls will automatically hang up as soon as you click OK in the conclusion

window of the callflow.

To log out quickly, for example to go on a short break or at the end of your session,

inform the PD at the beginning of an Outbound call not to present any more calls to your
workstation:

e Click the Log Out m icon on the Take Calls toolbar

Or

Click the Break ——

-
icon on the Telephony toolbar

—-_\F ¥
e
=/ ke cans

:”m@ ol O v 3 €

" log Abort | Net End
out

TomR - ProductOrder - Synthesys R

Custom  Help Style -

& search g @ History G ﬁ & Hangup | §8 Transfer | = Break
& New & Modity g 0 Hold @rark

Gl Net Rotas Help Customer Dial J= T

e tion Details | ‘@ Notes || Customer ey old | @ unpa

Take Calls Customer Telepheny

Customer |

Good Afternoon. Welcoms to our Product Order Line. Can | take your name please?

Op Note: Enter surname and hit search. If customer not found, click NEW to enter customer details.

4 b

Customer 1D

Mame

[rru1

Title
Firstiame
Surname

Home

Wark.

Tawn

PostCode

[uar

[achn

[smith

[112234 2444
[z21 234 4a4a

[London

[swnz 2er

Manual Call

Local Time: 150612 Calls: 9 Tme: 0046 Todo 4 _:

The call that you are currently on will remain open.

Finished the call in the normal way, before you will be logged out.
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MANUALLY LAUNCHING A CALL

To familiarize yourself with a callflow before dealing with a live call, you can launch a
callflow manually, without receiving a call first, providing that you hold the permission
Allow Open Script in Syntheys Personnel.
¢ Double click on the Synthesys icon on your PC to start the Agent workstation.
e Enter your user name and password, but no Turret number.

e Atthe Agent Start Work main screen, click on the open @ icon on the Take Calls
toolbar to open the Select a Callflow window.

The Select a Callflow screen graphically represents the customer accounts and callflows
that have been created for each campaign your Call Centre is managing.

Select Callflow

. DH AN Test Centre . .
A fl|lng cabinet represents a customer account.
Areato BCA

BR July09 The group of arrows represents a campaign for
which a callflow has been created.

IIIE

Brigitte Septemberlls
Brigitte8
Brigitte09

BrigitteJan07

EEEEE :

BrigitteOct j

Open Callflow Cancel
_ Coeel_|

e Use the vertical scroll bar to move up and down the structure of accounts until the
required customer account is displayed

Or
e Pressthe first letter of the required customer account to move to that screen of the
directory structure.

When the desired customer account is displayed click the plus icon [# next to the
account’s filing cabinet. Select your campaign and click =21 to open the callflow.

Users with permission to design callflows will be presented with the Synthesys main
screen. To manually launch a call, click on Start Work under the Agent heading in
the Synthesys main screen.
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Open with Call Data
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If you hold the permission Screen Pop with Data you are able to use the Open with

call data feature in the Agent — Start Work module.

The Open with call data option enables you to manually search for and open a record by
entering DDI (Direct Dial In), CLI (Caller Line Identification) or Customer ID details,

rather than the record being presented by the dialler.

e Select the Open with call data feature to search for and open a customer record
by entering DDI (Direct Dial In), CLI (Caller Line Identification) or Customer ID
details.

e Absence of the Screen Pop with Data permission will disable the Open with call
data feature.

G i [ e :;}
iy oeen q ,J _.r ,‘aﬁ - d} ‘__ F a:*,g ﬂi :;J :; : t:lu
POVB— = Cuntnmer Rectod tasey | 4T o 8-
_-____;J,.

G =T x| . -~
= I:’“ e DOLDMIS E-H-”-H
! e s CLIAAMI = L E
P——— T E5
——— =] gacis Customes ID [TEREP_1
l | : of

s X

-------

farmamcemn

Synthesys Agent View

39



: Noetica

Synthesys Agent View 40



: Noetica

Call Diary

- Urtitled - ScheduledCalls - | X
e i
) Harne: Stle - = g
KROXL &£ &
Call  Reschedule Remove Reassign Filter Refresh | Details History
Mext
Call Lisk Wig
Dlue Account Campaign 0B Campaign Custormer Scheduled On
2003-03-2915:10 Telebusiness Callflows  ElectroCB CBout ELECT_E 2009-03-2914:40:58
2009-09-29 15:10 Telebuziness Calflows  ElectroCB CBout ELECT 7 2009-09-249 14:40:58
2l INFS strationandT rar... | Product Order Praduct Order ERORD 1 2 974 40:07
Call Mext
Rescheduls
Remove
Reassign
Deetails
Hiskary
Pane 1
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THE CALL DIARY

1] 1o o 18 ]ox 1o o F USSP 43
Starting the Call Diary.........coooeeuiiiiii e 44
Call Diary TOOIDAIS ....uvuii i 45
(O 1|1 SRR 46
ResChedule ... 47
REIMOVE ... e e ettt eaeeeaeees 48
Y= T= 11 [0 | o USSR 49
T T 50
DBLAIIS .o 50
[ 115 (o] VPP UUSRPPPPINS 52

Synthesys Agent View 42



: Noetica

Introduction

This feature is aimed at providing Synthesys users with the ability to view future
scheduled calls (including related CRM information) and the option to manipulate these
calls. This functionality is sometimes required in outbound calling operations.

The Call Diary displays a list of all calls that are scheduled to the agent currently logged
into the workstation and the agent can view details of the rescheduled calls, including:

The Date the call is due
Account, Campaign and Outbound list name,
Customer prefix

Date the call was scheduled.

Additional permissions can be assigned to allow agents to:
Reschedule calls to a later date and time
Remove calls from the outbound call list
Reassign calls to another agent

View customer details and history events associated with the selected call
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Starting the Call Diary

To start the Call Diary:

¢ Inthe Agent Start Work screen, select the Call Diary ﬁ icon from the Telephony
toolbar to open the Call Diary.

Call Toolbar List Toolbar View Toolbar

== Urtithd - SchsdulsdCals e x
)
\_'_/ Horme Style ~ @ 0
KRPOAIL &= &
Call  Refchedule Remove Reassign Filer ReF_r;sh Details |History
Mexk
Call List Wi
[ue Account Campaign OB Campaign Customner Scheduled On
2003-09-29 15:10 Telebusziness Callflows | ElectroCB CBout ELECT_E 2009-09-29 14:40:58
2003-09-29 15:10 Telebuziness Callflows  ElectroCB CBout ELECT_7 2009-09-29 14:40:58
2005-09. 28R DiemoonstrationandTral.. | Product Order Froduct Order BRORD 1 200 4:400:07
Call Mext
Reschedule
Remaove
Reassign
Details
Hiskory
| Pane | Panez
Rescheduled calls due for agent Option menu for manipulating rescheduled calls

Please see next pages for a description of the Call Diary toolbar and the options
available for manipulating rescheduled calls.
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Call Diary Toolbars

The Call Diary has three main toolbars:

e Call Toolbar
e List Toolbar

e View Toolbar

G OIE &° &

Zal  Reschedule Remove Reassign Fiker Refresh | Details History
[k

Zall Lisk Wigw

Icon Description

Call Next. Pick up the selected call to be taken immediately.

Reschedule. Schedule the selected call to be taken at another
date and time.
Remove. Remove the call from the Outbound list.

Reassign. Assign the call to be taken by another agent.
Filter. Set a filter to display selected rescheduled calls only.
Refresh. Display the updated list of rescheduled calls.

Details. Display customer details associated with the selected
call.

History. Display the history events associated with the selected
call.

R OO OR

Synthesys Agent View 45



: Noetica

Call Next

To pick up and handle a reschedule call immediately:

e Click the Call Next @® icon

Or
e Right click on the rescheduled call and select Call Next from the drop down menu.

0N\ Untitled - ScheduledCals -=Xx
LG z
) Home: Style - ® @
fROAAL & &
Cal  Reschedule Remove Reassian | Fiker Refresh | Details History
Call List View
Due Account Campaign 0B Campaign Customer Scheduled On
200303231510 Telebusiness Calllows  ElectioCB CBout ELECT_& 20030829 14:40:58
2003.03-2315:10 Telebusiness Calllows  ElectioCB CBout ELECT 7
B A . lionand] rai BRURC 1
Call Next:
Reschedule
Remove
Reassign
Details
History
Pane 1 Pane 2

The rescheduled call will open at your screen, ready for you to handle.

A4 Telebusiness Calflows - ElectrocB - Synthesys -

Toke Cals | Custom  Help

- El @ D M \',; z] & search B customer History p g ﬁ §&Hanaup | @ Transfer | =
Modify Details g Hald park |
i

&b Mew
Open Log Abort Mext End all Mext  Rotas Custamer Didl  cetNext  Call
Out Tracker Action Detals | @ AddNate Customer Record Diary | §% Unheld | @ Unpark | @)
Take Cals Customer Telephany

Good Morning Miss Longbody. | am calling from Electroware. Can | confirm your name. please?

Operator Note: Press CTRL and ENTER to begin the call.

Intro | =
Harme
Title [wiss
surnare |ngbudy
Address
Linet [Flat 3
LineZ2 [overstrand mansions
LineZ [prince of wales brive
Lined [London
PostCode [swnt ane
Telephone
Number1 |
checkBox
Choicastiads |

Calls: 1 Tme: 00:08 Todo 5
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Reschedule

To reschedule selected calls to be taken at a later date and time:

e Click the Reschedule @ icon

Or

e
il

Noetica

e Right click on the rescheduled call and select Reschedule from the drop down

menu.

Foeo
Haome

- Style ~ @ e
KROIL & B &
] Call  Reschedule Remove Reassign Filter Ref-n-ash Details Hiskory
Next
al List: Wiew
Due Account Campaign OB Campaign Customer Scheduled On
2003-09-29 16:26 Telebusiness Callflows  ElectoCB CBout ELECT 2 2003-09-23 15:57:19
°| 2009-09-29 16:26 Telebusiness Calflowss  ElectralCB CBout ELECT_4 2009-09-29 15:57:19
2003-09-29 16:26 = ' d ' I - - — =] ELECT_7 2003-09-23 15:57:19
| 20030923 162 ELECT 8 2008.0923 165719
°| 2003-09-29 15:31 BRORD_1 2003-09-23 15:02:53
Select a time to schedule the call for
=7 =
| 2909/2009 =] [16244 =
Select the latest time the call can be made
= = =
29/03/2009 | EE=
KN September 2009 D .
Ion Tue ‘Wed Thu Eancel
11 2 3 4 5 B
78 9 10 11 12 13
14 15 16 17 18 13 20
222 23 24 25 28 7
2 w1z 34
5 B 7 &8 3 10 M
[_1Today: 29/09/2009
Pane 1

In the Reschedule dialog subsequently displayed:

e Select the date and time to reschedule the call.

iPane2iil

e Select the latest date and time in which the call should be taken.

-
¢ Click the Refresh - icon to display the changes.

The Outbound call list will be updated automatically, displaying the new date and time

for the callback.

Synthesys Agent View

47



: Noetica

Remove

To remove selected calls from the outbound call list:

e Click the Remove @ icon

Or
e Right click on the rescheduled call and select Remove from the drop down menu.

Untitled - ScheduledCalls -

A Lone Ste - = @

ROXE &- B

Call  Reschedule Remaove Reassign Fiter Refresh | Details Histary

Mext
all List. View
Due Account Campaign OB Campaign Custamer Scheduled On
2009-03-2315:10 Telebusiness Callflows  ElectroCB CEout ELECT_E 20030929 14:40:68
2003-09-2915:10 Telebusiness Callflows  ElectralCB CBout ELECT_7 20101 1:58
200509201500 Liecoonstiationsndl ral .| Product Order Product Order ERORD 1

Call Hext

Reschedule

Remove

Reassign

Details

History

| Pane1 REDSRE]

A message will ask if you really want to remove the selected call(s) from the outbound
list.

e Click Yes to delete the calls from the outbound call list.
¢ Click No to abandon the action, without removing the selected call(s).

-
e Click the Refresh - icon to display the changes.

ScheduledCalls E3

' 'E Are you sure to delete this(these) call(s)
L]

il

The Outbound call list will be updated automatically, with the removed call(s) no longer
showing as a queued item.
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Reassign

To reassign a rescheduled call to another agent:

e Click the Reassign “Q icon

Or
¢ Right click on the rescheduled call and select Reassign from the drop down menu.
;_aj S style ~ @ @
Vdd &~ &
f O 2 |
Cal  Rescheduls Remove Reassign Filter Refresh | Detalls History
Call List Wiew

Due Account Campaign OB Campaign Cuustamer Scheduled On
2009-10-07 16:43 Telebusiness Callflows  ElectraCE CBout ELECT_4 2009-09-2916:1352
2003-03-30 16:30 Telehusiness Calflows  ElectraCB CBout ELECT_3 2003-09-29 16:00:52
20090329 16:27 Dismorsirationand ] PP Ee—— ider BRORD_1 2008-09-23 15 5346

Please selact an operator

'

Pane 1 | Pane? i

In the Assign Call To An Operator dialog now displayed:

e Select the Name of the agent to whom you wish to assign the call.

Click OK to confirm the action or Cancel if you do not wish to reassign the call.

-
e Click the Refresh - icon to display the changes.

The Outbound call list will be updated automatically, displaying the Agent ID and the
Agent Name of the agent that you have selected.
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Filter

If you wish to view selected rescheduled calls only, use the Filter option to specify the
date and time, account, campaign and Outbound list that you wish to display.

o Click the Filter é icon, to open the Filter dialog.

e Click your left mouse button on the arrow of the Between: and And: fields to select
the date period for your filter from the diary page.

o Enter the time for your filter.

e Select the Account, Campaign and Outbound list that you wish to display.

)| E
\_'_/l Haome Style * @ 9
w ¥ e
Cal  Reschedule Remove Reassign Filter Refresh | Details Histary
ext
Call Lisk Wigw
Due Account Campaign OB Campaign Customer Scheduled On
2003-10-07 16:43 Telebusiness Calllows  ElectoCB CBout ELECT_4 2003-08-29 16:13:52
2008-10-02 11:02 DremonstrationandT rai Product Order Product Order BRORD_Z2 2009-10-01 10:32.16
2009-09-3016:30 Telebusiness Calllows | ElectraCE CBout ELECT_S 2009-09-29 16:00:52
2009-09-2916:27 DemonstrationandTrai..  Product Order Product Order BRORD_1 2009-09-2915:59:46
Between; [ogmerzons 7] [ooionion =
And: Joyyrojzoos x| [ioiszaz =
Account: IDEmnr|stratiDnandTrainingS(r\pts j
Carnpaign: IProduct Order j
OB Campaign:

™ Permanent Filter

Apply Cancel |

Pane 1 Pane2 .
[T e

e Click Apply to display the filtered rescheduled calls only.
e Click Cancel to close the Filter dialog without saving the changes.

Place a tick into the Permanent Filter box, if you want to display your filtered
selection only, when opening the Call Diary next.

To view all rescheduled calls due to you when opening the Call Diary, remove the
tick from the Permanent Filter box.

Details

To view customer details of a selected call:
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e Click the Details % icon
Or
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¢ Right click on the rescheduled call and select Details from the drop down menu.

ROIAL & &

Call  Reschedule Remaove Reassign Fiter Refresh | Details Histary

Untitled - ScheduledCalls -

Mext
all List. View
Due Account Campaign OB Campaign Custamer Scheduled On
2009-03-2315:10 Telebusiness Callflows  ElectroCB CEout ELECT_E 20030929 14:40:68
2003-09-2915:10 Telebusiness Callflows  ElectralCB CBout ELECT_7 2009-09-29 14:40:58
Z005-09.204 5 0 Deroonshationandl al . | Product Order Praduct Drdsr 2 24007

Call Hext

Reschedule
Remove
Reassign
Details
History
Pane 1 BaR

In the View Details dialog now displayed you can view the customer details associated

with the selected call.

Yiew Details ... M= B3
Cusztomer [0 [nat null] IELEET_?
M ame
Title: IMiss
Sumarne ILongbod}l
Address
Linel IFIat 3
Line2 IDverstrand Mansions
Line3 IPrince Of wiales Drive
Lined ILondon
PastCade ISW"I‘I 4HA
Telephone
MNumberl I
CheckBox
Choicest ade I
[1]8 |
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History

To view history events of selected rescheduled calls:

e Click the History 1\1“ icon
Or

e
il

Noetica

¢ Right click on the rescheduled call and select History from the drop down menu.

-_ Untitled - ScheduledCalls - =X

) Home Stle - = @
ROL &= &

Call Reschedule Remove Reassign Filker Refresh | Details History

Call List Vigw
Due Accaunt Campaign 0B Campaign Customer Scheduled On
20030329 15:10 Telsbusiness Calfiows  ElsctioCB CHout 2003-09-29 14:40:58
2 31510 Telebusingss Calllows  ElechioC8 CHout
A Sarsgtionand! ai.. | Froduc Crder Eroduct Cider

Call Mexk

Reschedule

Remove

Reassign

Details

Histary
Pane 1 (PRI

In the History for the customer dialog now displayed you can view history events

associated with the selected call.

| £ History for the customer ELECT_7 [ELECT] [_To]x]
Event | Event Date and Time | Event Text | operator Name [ account Name | campaign Name
(Bl Customer Det... 12/06£2001 14:25:00 Admin
1B Call Failed  12/08/2009 16:25:24 OTHER Brigitte Telebusiness cal... ElectroBuy
@ call slept 12/08/2009 16:47:42 Call 13 slept Brigitte
f2ore call 13/08/2009 12:20:24 Nointer Darroll Telebusiness Cal... ElectroCB
B 0/E Call Failed  03/09/200% 11:20:41 Mo Answer Darroll Telebusiness Cal... ElectroCE
©callscheduled 290972009 14:40:47 call 13 scheduled Brigitte
 Operator Assi... 29/09£2009 14:40:58 Operator assigned to call 13 Brigitte
4] | |

Add Note Attach... Eilters>> Close
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THE CALL TRACKER
Synthesys Workflow

i Synthesys Call Tra |
File Edit View Help i
- I
S B XS 02Q %R BT s H |
Status I Customer I Time/Date | Call Result | « | Customer | Status-l Ufﬁcel Conclusion -
@ KIM - TESTP... 28/05/2014 ... Moorland C...
@KIM - TestPOP 12/06/2014 ...  Daytime Co.., Customer ID | [somest 23 |
?BrigittEFEb... 10/07/2014 ... Finish ] E
@Brigitte Feb..  10/07/2014 ...  Sumames Fistame | [chris |
@jaros - pop..  21/07/2014 .. Finish Surname | [Brunnel |
@jaros - pop..  20/08/2014 ...  Finish
@Fahad - crm... 12/09/2014 ... Finish Telephone | 1125858774 |
@ Fahad - crm.. 16/09/2014 ... Finish
Postcod
@BR AugSept .. 17/09/2014 .. Rotas osteode | [E3 |
@EBR AugSept ... 17/00/2014 ... MNewRota E WeekNum | [21 |
@ Fahad - digitest 07/10/2014 ... Finish
@ FahadTest-.. 13/10/2014 .. Finish e
@FahadTest- .. 1471072004 ... Finish L N P————T JO——— | r
i B L
tl:za:ajTest ;gﬁgégi: Elms: Action | Time I Operator I Event I
@rahad - crm... 05/12/2014 ... Finis 13/01/20151...  brigitte reimer  Script Run - L.
@ 5oeTest- C.. 19/12/2014 Finish
e o o $%13/01/20151...  brigitte reimer  Local: Contac...
@ EES lo" 'Jl’lr n| o §$%l3/01/20151...  brigitte reimer  Local: Contac...
gL ¥ #%13/01/20151...  brigitte reimer  Local: Contac...
ugsept ... 13701/ - [CallCut € #%13/01/20151...  brigitte reimer  Local: Contac...
@ER AugSept ... 13/01/2015...  CallOut
@ER AugSept ... 13/01/2015... CallOut W
Done | |ACTIVE | | B
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Introduction

Calls taken on Synthesys fall into two categories: Finalized calls, i.e. Archived calls
that just need reports processed about them and Follow-up calls (TA), i.e. Active calls
that require further actions, for example, paging an engineer or contacting a doctor in an
emergency.

The Call Tracker can be set up to provide you with intelligent advice regarding the next
appropriate actions to handle each situation effectively. Each stage in the sequence of
events is under the control of Synthesys, prompting you at the appropriate time with the
next course of action and a choice of alternatives.

Using the Teams Augmented Call Tracker (TACT), active calls can be filtered
according to teams so that agents only handle calls from campaigns assigned to their
team or it can be used to pass a callflow together with all call details for processing to
different departments.

The Call Tracker main screen can be used to access details of any call that is stored
within the Synthesys system. The five available call states include:

Active: Calls that require action in the Call Tracker before the call can be
cleared.
Inactive: Calls that have been completed (i.e. all relevant actions have been

taken). They are no longer active, yet the call has not been archived.

Archived: Calls that have been taken and need no further actions.
Testing: Calls that have been completed as test calls.
Discarded: Calls that are marked as discarded (deleted) in the database.

Call tracking allows existing data in the database to be retrieved, viewed and amended if
and when necessary and the Call Tracker can be used to follow up and monitor calls
that have been taken.
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THE CALL TRACKER MAIN SCREEN

The Call Tracker is an extension of the Agent Workstation and as such can only be
accessed from within the Agent Start Work screen. The Call Tracker starts
automatically when a TA call is completed.

e To start the Call Tracker manually, click on the Call Tracker "} icon on the Take
Calls toolbar.

Viewing Call Details

g Synthesys Call Trd.cker * [-:" = ﬂ
File Edit View Help
S mE B XS5 20 F@ W7 s
Status | Customer | Time/Date | Call Result | » | Customer l Status] Ofﬂcel Conclusion [~ Tab buttons to check
@K - TESTP..  28/05/2014 ... Moorland C.. [ H
@M - TestPOP 12 Daytime Co.. customer D | [SQrTest_23 | Call details
@ Brigitte Feb.. Finish ] E
@ Erigitte Feb... Surname5 Firstame | |Ch”5 |
@jaros - pop.. Finish Surname | [Brunnel | .
@jaros - pop.. Finish Call Details Area
@ Fahad - crm... Finish Telephone | |112 555 6774 |
| @ Fahad - crm... Finish
i @ EBR AugSept ... Rotas S | |
| @ EBR AugSept .. NewRota £ WeekNum | 21 |
@ Fahad - digitest 07, Finish
@rFahadTest- .. 13 .. Finish o
@rFahadTest - .. 14 4.. Finish ] L A— I v Z
@rahadTest - . :1'5_ F!n!fh Action | Time Operator Event |’§
Q'EahaT":““:‘"' e E!”!j: 13/01/20151...  brigitte reimer  Script Run - L. §
| \'?'EDETE'J ) C"' 331122004 F!n!-‘h o #%13/01/2015 ...  brigitte reimer  Local: Contac... ﬁ
| ot 12/2014 "
| E E' ' ' n| o #%13/01/20151...  brigitte reimer  Local: Contac... ||
g_ ¥ #%13/01/20151...  brigitte reimer  Locak Contac.
AugSept .. 13/01/2015 ... i
?‘BF: "EE‘ZEt 13‘ - C:IIOEI ¥ £%13/01/20151...  brigitte reimer  Local: Contac. The Call History
@EBR AugSept .. 13/01/2015... CallOut i |
Done ~ [ACTIVE R

The Call Listing Area. Coloured icons show the priority level of the callout: Green=Normal,
Blue=Priority, Amber=Urgent, Red=Panic

Call Listing Area Displays a list and summary of all Active calls. Calls are
automatically sorted in date and time order, with the most
recent calls shown at the bottom of the list. To sort a call by
Customer, Date and Time or Call Result, click the appropriate
column heading.

Call Details Area.  Shows details of the call handled, with notebook style tabs
being displayed for each screen of the callflow. Click on a tab
to display that screen of information. Use the scroll bars to
display information not currently visible.

Call History Area  Displays a summary of actions that have been taken and by
whom.

To view further details attached to a call action, double click on the required action to
display a dialogue box showing relevant details. Click OK to close the dialogue box.
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Explanation of Icons

Used To

Print: Print the details of the currently selected call.
Add Action: Add an action to the currently selected call.

File/Archive a Call: Quick way of Archiving a call. Active calls can be archived
immediately, without having inactive status first.

Add a Note: Add a note to the call history of the currently selected call. Notes can
be added to any call, regardless of status.

Reactivate: Reactivate the currently selected inactive call and add an action to the
call’s history.

Clear Call: Clear the call from the Call Tracker and store it as an Inactive call.
Inactive calls can be reactivated again if required.

Archive an Inactive Call: Quick way of Archiving an Inactive call.

Edit Call: Re enter the callflow and edit the details recorded for the currently
selected call.

Linked Flow: Display another callflow, linked to the current callflow.

Search: Display the Search window, from which you can retrieve calls that match
certain selection criteria.

Active Calls: Display all Active calls that are stored on the system.

Rotas: Display Rota information, used in conjunction with call actions, such as
contacting an engineer to go out on a site visit.

Help Page: Display Web Browser style help for the currently selected call.

HE BE B s B@ |x B B ¢ B |¢

About Call Tracker: Display information about the version of Call Tracker you are
running.

M5 Unified Messaging Service: Send a message to several recipients via fax, email,
SMS or pager.

3|

Discarding Call: Move the discarded call into the Discarded folder.

Pass to Team: Select a team and to pass the call to the selected team.

e
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ESCALATION PROCEDURES

To add an action to a call that has a Follow-Up Procedure assigned:

e Click the Next Action ﬁ icon on the toolbar

The Suggested Action window will open, showing the next logical action that should be
taken for the call in question:

Suggested Action x|
Caontact E.L.Ewator, Priority 1123 123- pager - Mow to [ndefinitely, valid 00:00-23:59 Pager Service 1 ; hold ;I
for 10 minutes 3
Contact 1 |F'riorily 1123 123- pager - Now ta Indefinitely, valid 00:00-23:59 Pager Service 1

Contact 2 IF'rinrin 2 -234 234 - office - Now to Indefinitely. walid 00:00-23:53

Contact 3 IF'riDrily 3-1313 2424 - mobile - Now to Indefinitely, walid 00:00-23:53

Other Tt of Time' Contacts

Cancel |

Each suggested action is taken from the Follow-Up Procedure assigned to the call, for
example to call a site engineer, with the contact numbers displayed.
e To carry out the suggested action, click OK.

e To leave the Suggested Action window without adding an action to the call, click
Cancel.

e To choose your own action, click on . to display the Select Action window and
select the required action.

r '
Select Action &J

The Priority field

Clear P Hald Til !ndicates the _
Discard Cal importance assigned
E mail Fiule Fie-un Date |06 Febway 2015 w|  Indefinitely to the action
: :
Inbound E mail Time | 12:00:24 =
Inbourd Ermnail Handled Select the relevant
Laop ;
Meszzage Collection Priority |Nnrma| j Npte Type, i.e. called
Miscellaneous client, from drop down
Outbound call - Freephone i
Outbound call - Internatior Note Type |Genera| j list.
Outbound call - Local . - - -
Outbound call - Mabile - Maotes: Ennt_ac:t will be av_allable at 12:00prm, The Notes box can be
S [ I Call is on hold until then

used to record any
¥ Want Ta Hald ? Resut  [Complete = relevant commends

associated with the

Eancel action or note type.
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Automated Dialling

¢ Click OK, to contact the person displayed in the Suggested Action window.

Suggested Aclion
Contact TIMNA TUPP, 5555 5585 - PIZZ4 HOUSE Tel Mo - Mow to Indefinitely, walid 00:00-23:59 =
£
I
Contact 1 I 5555 5555 - PIZ=A HOUSE Tel Mo - Now ta Indefinitely. valid 00:00-23:53
Contact 2 | MAR3 - PIZZ4 HOUSE pager - Mow to Indefinitely, walid 00:00-23:59

Contact 3 | BEE - dskjhdksjh - Mow to Indefinitely, walid 00:00-23:53

Other 'Out of Time' Contacts

[ [

Cancel |

e The Telephoning window will open with the number to be dialled displayed.
e Click the Dial button to dial the number shown.
¢ If the person to be contacted answers the phone, click the Answered button.

¢ If not, select one of the available options, as appropriate: Busy/Engaged, No
Reply, Unobtainable.

Telephoning <] Telephoning <]
i Gl i BIED
TELEPHONE NUMBER: AEIE/ERED | TELEPHONE NUMBER ANSWERED |
E555 5555 BIEV/ENGAGED | [FF= BUST/ENGAGED |
M EEE I MO REFLY I
HEETAINABIE | UNOBTAINABLE |
Cancel I Cancel I

The contact details will now be displayed in the event section of the Call Tracker screen.

¢ Move your mouse pointer over the action to check details,

g Synthesys Call TEFI‘{E[ .

File Edit View I;I-elp
S wi XS 2 98 WP o[
Status ‘ Customer | Time/Date ‘ Call Result | | Customer 1 smusl D'ﬂcel Conclusion I -~
@ - TESTP... Moorland C.. |
@1 Tewor Daytime Co.. coomern | fatestzz ]| || Green tick: action completed
MNgIite reo. Inisi =
@ Erigitte Feb... Surnames Fetirs | [cnis SUCCESSfU"y
Qo - pop o suname | [Brume ~Il Red tick: action was
%‘?:“l"’”“" Freh Telphone | [172 565 61774 unsuccessful and further
Fahad - crm.. H‘H._ ostcode ,—‘ . .
@R Augsept .. Rotas =5 (3 actions are required.
@ ER AugSept .. NewRota S WeekNum | 21 Blue arrow: message haS
@ Fahad - digite Finish .
@rahedTest - Finish S "Il been sent to pager service
@ FahadTest Finish L PSS T ——| D .
@ FahadTest Finish Action | Time [ Operator [ Event |§ pI’OVIder
@Fahad - crm.. 0 Finish __glammmn e |
.3 ~ B _ rigitte reimer  Script Run - L., %
@) 50e Test - C... 1941, .. Finish 4 D amama mmae L . P £ I
@ 5oe Tej Coritact TINA TUPP, 5555 5555 - PIZZ4 HOUSE Tel Mo - Now to Indefinitely, valid 00:00-23:59 - Answered H
ST 1| o, e . [ o Pl Tina Tupp has
et Cllout X R0 L. bigeremer Lot Cone.. || DEEN CONtacted and answered
| @BR AugSept .. 13/01/20 CallOut - the call.
bane e R T e SR,

Coloured icons show the priority level of the callout: Green=Normal, Blue=Priority,
Amber=Urgent, Red=Panic

Synthesys Agent View 59



: Noetica

Paging

Another action available is contact by pager. Click OK to activate the action.

Suggested Action | x|

Contact E.L.Evator, Priority 1123 123- pager - Now to Indefinitely, valid 00:00-23:59 Pager Service 1 : hald ;I
for 10 minutes (o,

I

Contact 1 IF'rlonty 1123123 pager - Mow ta Indefinitely, valid 00:00-23:59 Pager Service 1

Contact 2 IF'rlonty 2-234 234 - office - Now to Indefinitely, walid 00:00-23:59

Contact 3 |Prionty 3 - 1313 2424 - mobile - Mow to Indefinitely, valid 00:00-23:59

Other 'Out of Time' Contacts

Cancel

The Paging window will be displayed containing the pager number and service.

Paging Dialog B x|
Pager Mumber | 1227120 Service Provider DefaultPager [~
Message Cortact office urgently

e Type in a short note, then press the Page button to send the message to the Pager
Service provider, who will pass it on to the specified pager.

In the event section of the Call Tracker screen you can check the details of any action
taken by moving your mouse pointer over the action.
e The blue arrow indicates that paging is in progress.

e A green tick shows that the paging process has been completed and that the
Pager Service provider has received the message.

- 1

B Synthesys Call Tracker FEFEn

File Edit View Help

SlmB B XS 120 %8 @P M

Status | Customer | Time/Date | Call Resut | » | Customer ]Slalusl Ofﬁcel Conclusion I [=
@KIM - TESTP... 28/05/2014 .. Moorland C... |
@KIM - TestPOP 12/06/2014 ... Daytime Co... Customer | [samestzz ]
@ Brigitte Feb... . Finish E
@ Brigitte Feb... . SurnameS Firstame | [enris
@jaros - pop..  21/07/2014 ... Finish e | ,Brurmel—‘ B .
@jaros - pop..  20/08/2014 ..  Finish The coloured icons show the
@Fahad - crm... 12/00/2014 ... Finish Telephone | [112 5856774 P I | of th Il .
?lFahatl-trm... 16/09/2014 ...  Finish Postcods | ,E:’-—‘ p”or'ty evel o t e cal OUt
@6R AugSept .. 17/09/2014 .. Rotas i Green=Normal, Blue=Priority,
@BR AugSept ... 17/09/2014 .. NewRota = WeekNum | 21 .
@ Fahad - digitest 07/10/2014 ... Finish Amber=Urgent, Red=Panic
@FahadTest - ... 13/10/2014 .. Finish -
@FahadTest - ... 14/10/2014 ..  Finish s Wl b
@FahadTest - .. 15/10/2014 .. Finish e Operator e I
\,@:‘Z“h“’;' Ny S;Emlj E!”!E: 13/01/2005 1., brigitte remer  Script Run - L. %
?SZZT::{— c"‘ 22:_.12: . F:z:h + $13/01/2015 1... br?g?tta reimer  Local: Contac... %

el . o $%13/01/20151...  brigitte reimer  Locak: Contac...
BR”QSEF' m IRV Do, [[EHIEG | % $%13/01/20151..  brigitte reimer  Local: Contac..
?SE:UQ?P:" Egiigi: Ea::guz 9 §R13/01/2015 1. brigitte reimer  Local: Contac..
L AugSept ... 01/ allOu
@BR AugSept ... 13/01/2015., CallQut - :
geer IF‘age - Message "Contack office urgently " on 123 123 - In Pru:ugress|
Done AL IIVE 23 ﬂ
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Pass to Team

As part of the escalation procedure, calls can be passed to agents belonging to a
specific team using the Pass to Team action.

e Click the Pass to Teams Fy icon on the Call Tracker toolbar.

e The Pass to Team window will open, containing a list of all the Teams that have
been created in the Synthesys Team Manager

e Select the required team and use the < > arrows to move the team from Available
to Selected

¢ Click OK to pass the call to the selected team.

Pass To Team

Are you sure you want to pass this call to team?

—Teams
Available Selected

Sales Marketing
Ties Sales
Woucher MT

P

>
[

<<

OK | Cancel |

If you are not a member of this team, you will no longer see the call.
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Different Types Of Action

When an action has been assigned to a call, it is displayed in the Call History Area.

Outbound Call Actions

Outbound Call Actions indicate that an external call has been made. This may have
been a follow up call to the customer, or to an engineer to arrange a site visit. Outbound
actions include:

5% Mobile Message.

Freephone.

Local.

National.
International.

Mobile.

Pass to Team

Web Help

O @ R & RS &

Restart TA Script

Page Call Actions

A Page Call Action shows that an Agent has tried to contact a third party, such as an
engineer and include:

ﬁ“ Message Pager

ﬂ Message Beep.

Status Actions

A Status Action can be used to show the status of a call while it is Active. For example:

x Clear.
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Miscellaneous Action

The Miscellaneous Action can be used to add notes to the call history, which are not
directly associated with any other action.

#%  Miscellaneous.

Message Collection Action

The Message Collection Action can be used to record a response to a message, for
example an engineer responding to a page call.

ﬁfi\: Message Collection.

Script Run Action

The Script Run Actions show that a Callflow has been run to collect information from a
caller. An Action for an Inbound Call is always shown as the first action stored against a
call, because of the caller contacting the call centre. The script run actions include:

3 Inbound Call.

.Jﬁg IVR Recorded Call.

Data Entry.

Reactivate Actions

The Reactivate Action can be used to modify the status of a selected call. It changes an
Inactive call so that it becomes Active again.

Reactivate.

Reprioritize Actions

The Reactivate Action can be used to modify the Priority of a selected call.
1‘!], Reprioritise.

The Search Facility

A search facility is used to identify calls in the Call Tracker main screen with specific
criteria. For example to display Active calls with a particular call result.
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e To open the search window, click the icon on the toolbar:

Search criteria can be A free text search, to search for a specific reference
selected using the pull down lists.  number or customer ID.

x|
Frge Test Search
IAC“VB \ j IIIB £8l o earc
et i Date Fi Time F .
Elgnécamtpaﬁn| 3 k o |1asj05[:;uu2 =l |g;euur;: = A datef time range for the
eport - Help Dkl \ e ;00 =
: = search can be entered here.
Search: Far: Date to Time To
hd | |15/05/2002 x| f1z1oa =
Dperator Rresult Friarity Date/time range search
IBrigitte Reimer j IF‘assEng j |<AII> j criteria
can be entered here
| Ok I Cancel |

e Click on the [ button to select the required criteria from the drown menu.

Searchable Fields

Searchable fields are defined as part of the callflow design to allow the search for
entries made into specific fields within a callflow for example a caller's surname or a
postcode.

e To perform a search based on a Searchable field, use Search pull down list:

Search:

[Postcode | Only the searchable fields associated with the currently selected campaign
are available for selection.

Sumarme

¢ When a selection has been made, enter the required criteria into the For field.

In the example we search for a specific postcode in the Postcode field to retrieve calls with a
postcode of B98 7BP.

For:

IBSS 7BP
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Hidden Fields

When assigning access permissions in Synthesys Personnel, certain database
information may be hidden from view when call details are displayed in the Call Tracker.

In our example, the credit card number is hidden from view.

Prefix I Orcler Pay |Cn:nnn::|usin:-n|

Paymentiethod | [visa |

Cardhumber | |==tmm |

It is also possible, to display or hide the database column name and script property
name of selected ActiveX controls from view.

Pay Payment CardNumber .- x| Pay Payment CardNumber .- .. x|
mmxxxm1 ﬂ r— d
= [

Database Colurnn:

|BF|.J 03 _KMain Pay_Payrent_CardMumber

Script Property:
|BF|J 03.FPap. Papment. Cardh umber

Database column name and Database column name and
Script Property name displayed Script Property name not displayed
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Changing Rotas & Contact Details

Noetica

e
il

Synthesys uses the theatre metaphor for the Call Tracker.

Rota:

Actor:

Role:

Theatre:

Company employee work roster.

The different individual employee’s within a firm/company.

The positions of employment held by certain individuals within
a company. Every actor must be assigned a role.

A branch/area. A Company may have several of these, all of
which need to be incorporated into the Callflow. Every branch
will have different rotas, actors and roles.

In the following example you will change the work rotas for the two engineers Mr.
Andown and Mr. Evator and add a new engineer M. Franke and contact details.

e At the Call Tracker main screen click on the Rota Q icon.

¢ In the Select Which Rota window select the 3-letter prefix TLR for the Tuck Lift
Repair account.

In the Rota Details window now displayed:

e Select Add Actor and add the name of M. Franke and click OK.

e To assign M. Franke the role of engineer, select M. Franke in the Actors window
and Engineer in the Roles window and click Assign.

¢ Inthe New Rota Details window displayed, enter appropriate rota details, i.e. from
today 08:00 to Wednesday 18:00. Click OK to return to the Rota Details window.

Rota Details

i Theatre [area or branch)

I Default = I

Add Theatre | Edit Theatrs |

Delete Theatre |

[ Actor

E.L. Evator

S. Tuck
LLP. Andown

Fiol

Add Actor I
Edit Actor |
Contacts |

Delete Aclorl

Add Fale |

Delete Role

Feminder : To

— Fota

(5 Tuckis

Aszign

E e
Manager

==

Edit

Remove

actor, select a
role for that
actor, and click
the ‘Azsign’
button.

Synthesys Agent View

The information ‘M. Franke is
Engineer from Today 08:00 to
Wednesday 18:00’ has been entered
in the ‘Rotas’ section.
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e Assign the other two engineers new work rotas for the week ensuring that one of
them is always on duty.

e Click OK to close the Rota Details window.

New Rota Details |
Fiota Assignment : Bary Harries is Engineer]
Cancel |
— Erom —Until
|2002-01-26 000 |2002-02-01 20:00
" Mow ™ | ndefinitely
& Today [Monday)  Today Monday)
€ Tomorrow [Tussday) " Tomarow [Tuesday)
" Wednesday " Saturday " wWednesday Saturday
e Thurzday [ Sunday [ Thursday e Sunday
 Friday  Monday % Friday  Monday

Allocating the contact numbers for M. Franke.
e Select the engineer M Franke and click the Contacts button to open the Contacts
dialogue box. Click New.

¢ Inthe Contact detail box select Priority 1 and from the Type of contact pull down
list select Outbound call — Mobile.

¢ Add a hypothetical telephone number and enter Mobile in the description box and
click OK to return to the Contacts dialogue box.

Contact Details U.P. Andown x|
Bricrity
~ Mone & 2 3 |
Tupe of contact IDutbound call - Mobile j
Paging Service I j
MHumber |22z 2222
Description (2.0, [Mobile .
hame number] _I

alid Fram From Mow to Indefinitely Change... |
0K ta call from : . . .
e O (IR B PR =

ok I Cancel |

e Add a second telephone number, select Priority 2 and click OK.

e Close the Rota Details window to complete the exercise.
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NOETICA ACTIVE X

STANDARD

ACTIVE X CONTROLS
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NOETICA ACTIVE X CONTROLS
AGUIESS .. 72
Application LaunChEr............uiiii e 72
2] (o Tod 141 o TR USRS 74
(O3 01T o 140 ) QO TR 75
(0] 141 oo TN L TSR 76
CRM PrOPEIY ...t e e e 77
Date Of Bilrth ..o 77
Date TimME PICKE ... eeieieeeeeee et e e e e s e e e e e e e enenes 79
NOELICA DAta VIBWET ......eeeeeiiiiee e eee ettt s s s e e e e e e et ea s e e e eeeeenene 80
Database CoOmMbO DOX........uuuuiiiiiiiiiieecee e e e 83
] = T = ] [ USSP 84
DB Relational Table.........ouuuuiiiiiieiei e e e e e e eaeees 86
3£ o011 | | USRS 87
[ To 3 A\ o | S - 1| USRS 88
B 89
Editable CalCulation............ooooeieeie i 90
Formatted Edit............ooooeiiiieeeeeee 91
FOIOW-UD ...t e e e e e et e e e e e e e eeanees 92
1= T] {0 TP PO PPTP P UUPPPPTRUPPPIN 94
MEAIA ..o 95
[T 0 o T PP TP PP TUPPPPTRUPPPIN 95
MONthlY PayMENL........cooiiiiiiiii e e e e e e e e e eaenes 96
N E= 10 TP UUPPPPTRUPPPIN 98
L o =T 99
SPECIAI OFUEK ...ttt eennnenes 101
Payment CONLIOl..........oooii i 103
PiICtUIE CONMIOL.. . e e e e e e e e e e e eeaenes 103
P e 105
POP WaAICH ... 106
POSEWALCH ... e 108
Pl OMIPT. . 109
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]

Noetica Active X Controls continued..

RAIO ... 110
SUNVEY RAAIO ... ..o e 110
Reference NUMDET ..., 112
Reschedule CoNntrol ..., 113
SYMDBOl TabBIE ... 114
TEIEPNONE ... e 115
TOXE BOX ettt e 116
N BTTY e 117
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Address

The Noetica Address control is used to collect the caller’s postal address including the
postcode. To enter Address details into the control:

¢ Move your mouse pointer into the first line of the address control and then click the
left mouse button.

o Next, type the caller’s full address in the same way, as you would do completing a
form.

If additional addressing software is used, the address can be automatically completed
on entering the postcode.

|M-IZI')I' | inke ywour posicode pleaga?
Address |

Achdress |:-\.\'|rl 11%n

‘—

o Enter the caller’s postcode into the first line of the address control and press Enter
to display the caller’'s address.

e Select the apartment number or house name from the list displayed, to place it into
the first line of the address control.

¥ariant Details x|

EUROMEDIA SALES AMD MARKETIMG. 7 11 -
LaT s 13

Address ||

ISt Johns Hill
ILONDON

ol

FOTOSTOR EXPRESS LTD. 13

HC L HAMME &ND CO, 5T JOHWS CHAMBERS, 1C
JUNCTION BOx NEWSAGENT. UNIT 2,7 11

K AND M CAFE AND RESTAURANT, 17

KEB&B FEAST, 14

MANNS TAILORIMG AMD MEMSWEAR, UNIT 1,7 11
PETIT DELICE PLC. 19

QUICKSILVER LTD. 1

SAVE OUR RaILwaYS, 15

~
)
2
n
a
jul
]
)
n
7
"
=T

IW 11TH 0K I Cancel

e To quickly clear an address so that you can add a new address, press the F2
Function key at the top of your keyboard.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.

Application Launcher

The Noetica Application Launcher control is used to link Synthesys to other applications
by launching target applications at strategic points in the Callflow.
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To open afile in the target application:

e Click on the button displayed. The name of the button will reflect the type of
application that y¢u are about to open.

[Pt ams chck s Spovviaeer Laation By opsen e Sgevade saern o

| Wb Expences |

Expenses

In our example an Expense claim sheet is opened.

e View details, add new entries or make changes, as required.
¢ When exiting the target application, you will return to the Synthesys callflow.

nnnnnnnnnnnnn

nnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnnn

AAAAAA

Click the Next Question icon to move to the next screen of the callflow, or use Enter or
Control (CTRL) and Enter on your keyboard.
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Blocking

The Noetica Blocking control is an invisible control used in conjunction with calculations
that will stop agents advancing in a callflow, if they do not enter the required information.

In our example, the Sort Code must be added, if account details have been entered.

and your sort code?

Cp Naote: You raust take the Sort Code, if an account number has been enterad.

Custnmer|Enquiry Account Valida1i0n|

Account Mumber :
|1 212121212

Sort Code

If you ignore the prompt and carry on in the callflow without entering the Sort Code, the
Blocking control will stop you from moving further, until you enter the Sort Code.

An error message will be displayed, informing you what you need to do:

"You must take the Sort Code, as an Account number has been entered."

|Op Note: Flease go back fo the Account section and enter the Sort Code

Cuslumcrl Enquiryl Account Validation |
i

e Wou musk take the Sort Code, as anAccount number has been entered.

When you have entered the required information:

Click the Next Question icon to move to the next screen of the callflow, or use Enter or
Control (CTRL) and Enter on your keyboard.
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Checkbox

The Noetica Checkbox control displays a row of choice boxes. You can select as many
options as is required.

e To make a selection, click the left mouse button into a box.

e A black tick will confirm the selection, i.e. ‘Visa, MasterCard, Store Cards....’

I
[Muyl nsk which credit cards you currenthy hold?

CreditCards I

CraditCards

¥ Wiza
¥ Mastercand
[T &merican Express

You can also use the arrow keys on your keyboard to move between the available
options and make the selection using the space bar.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Combo List

The Noetica Combo List control contains a list of items displayed via a drop down menu.

In our example we display a list of bank names.

|r5.: which bank do you hold your current account?

Barks LLoyds j

Bank of Scotland -
Barclays

Clyesdale

Co-operative

First Direct

Halifae
L Loryids:
Midlands
Matiarrwvide

Matuest

Sainshury =
Tesco W7

To select the required item:

¢ Move your mouse pointer on the arrow of the ‘Banks’ box.

e Click your left mouse button to open the drop down menu with a selection of
different banks.

e Select the required bank name from the list by clicking your left mouse button on
the bank name.

You can use your mouse pointer and the vertical scroll bar to move up and down the screen, or
you can use the arrow keys to the right of your keyboard

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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CRM Property

The Noetica CRM Property control can be positioned at strategic points anywhere within
the callflow to enable the modification of selected customer details.

On reaching the CRM Property control, details associated with the selected customer
are displayed. In our example they include the customer’s telephone number and
address detalils.

To modify and update the information:
e Click your left mouse button into the relevant fields and replace the existing

information with the new details, as required.

¢ If you want to clear the existing information first, before updating the details, press
F2.

e If a Save button is displayed, you need to press the Save button to commit the
changes to the database and to update the customer record.

|I\-'1ay | take vour new Telephone number and Address, please

C_F{M ChangeAddress

|»

Customer Details
Telephane

1234 5673
MNoetica Addresz Control
Address |1 2 West Way

IPutney

ILondon

-
1| | »

If the control has a Save button, you must click it to save the changes and to
commit the updated customer record to the database.

If no Save button is displayed, the changes will be save automatically.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.

Date of Birth

The Noetica Date of Birth control is used to enter the caller's day, month and year of
birth.
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|C|:|ul|:.| vou give mea yvour date of birth please?
DoBirth |

To enter a caller’s date of birth:

e Click the left mouse button into the Day field.
o Enter the caller's day of birth.

o Use the Tab key ¢ » [0 move into the Month field and enter the month in which
the caller was born.

e Move into the Year field and enter the year of birth.

Pressing Shift!l and Tab on your keyboard will enable you to move back to the previous
field again.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Date Time Picker

The Noetica Date Time Picker control is used to select any date in the present, past
and future and depending on the configuration also a time.

To select a date:

¢ Click on the arrow of the Please select a date field, to open the diary page.

Date Time Picker - When di e event take place?

Picture | AppLauncher | Account | Blocking | DateTime |

Pleasze select a date 22  January 2010 =

Frieleny January 2010

a s
11 12 13 14 15 16 17

18 19 zo =1 BN 2z za

25 26 27 28 29 30 a1

[ |Today: 2Z2/01/2010

e Locate and select the required date. A tick will automatically be placed into the
Please select a date box.

e If the time option is displayed, place a tick into the Please select a time box and
select the time, as required.

Date Time Picker - When did the event take place?

Picture | AppLauncher | Account | Blocking | DateTime |

Please select a date 22 January 2010 v
Friday

Please select a time | (2.00 ~

e If the Confirm button is displayed, click the button to confirm the date and time
selected.

e To change the date and time that you have entered, click the Amend button and
select the appropriate date and time, repeating the above steps.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Noetica Data Viewer

The Noetica Data Viewer control displays information from a data table or view in a grid
format and allows you to select existing records and to add new records.

[In; | ShopMarn | Street |Town | Postcode | Manager | Retail_ID |Teleph0n|
1 Quick 5to | 35 Forest Horsham  HR1 HZ  Joe Blogg: 1001 12345675
E[E Willage 5t & Long 5t Pembroke PO 22 Sarah Gra 1002 12323232
[ 3 East Stree 21 East 51 London LE3 L3 Lana Knig 1003 12345454
4 >
[cor J oo |
| lIn | Shophlarn | Street |Town | Postcode | hhanager | Retail_ID |Teleph0n|
Clear button to clear records
displayed
Search button to enable the
3 % search for a specific record
l Newy row l [ Deselect l
Selection Area Buttons to add or deselect (remove) rows from the

selection area.
Button to add records to the Selection Area

Searching for a specific Record

Providing that no other records are displayed in the Data Viewer control, you can
search for a specific record. If existing records are displayed:

¢ Click the Clear button first, to remove the records, before typing the search criteria
into the relevant field, i.e. a customer name into the name field.

¢ Click the Search button to bring up the associated record.

n} ShopName Street Town Postcode | Manager | Retail_ID | Tele
< .|| If all available fields
, must be completed
[_ceer J [sern |
before you can move on,
| 1D | ShopMame Street Town Postcode | thanager | Retail_ID | Teley a message W|” Inform
you.
< >
Rew row l ’ Deselect
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Adding Records to the Selection Area

To add a record to the selection area of the Data Viewer control

e
il

Noetica

e Select arecord as required and click the Add to Selection button.

Adding new Rows

o] ShopMam | Street Town Postefide | Manager | Retail Il Telephom
Quick 5to [ 35 Forest | Horsham [ 1001

2 Willage Str &6 Long 5t Pepafiroke PO 22 Sarah Gra 1002 12323232

3 East Stree 21 East > London LE3 L3 Lana Knig | 1003 12345454
< 4
&dd to seleu:tin [ Clear ] [ Search ]

] ‘ ShopMame | Street |T0wn ‘ Postcode | tManager | Retail D ‘Telephc

1 Quick Stop 35 Forest |Horsham HR1 H2Z | Joe Blogg: | 1001 1234587
< >

Mewy row ] [ Deselect

Selection Area

e Click the Add new row button, to add a new row to the selection area of the Data

Viewer control.

¢ Double click your left mouse button into the first field, to enter information into the

fields available.

e Use the tab keys on the keyboard to move to the next fields and back again.

1D | ShopMarm | Street |T0wn | Postcode | tanager | Retail_ID |Teleph0n|

1 Quick Sto | 35 Forest | Horsham |(HR1 H2 | Joe Blogg: 1001 12345678
[z Willage Stc 6 Long St Pembroke PO 22 Sarah Gra 1002 12323232
3 East Stree 21 East 51 London LE3 L3 Lana Knig 1003 12345454
< >
Add to selection l Clear l l Search l

1D ShopMarne Street Town Posteode | Manager | Retail ID | Teleph

>
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Deselecting Rows

To deselect and remove a specific record only from the selection area:

e Select the record that you wish to remove, before clicking the Deselect rows
button.

e JJ_seor |

1D ShopName ‘ Street |T0wn ‘ Postcode | banager ‘ Retail_ID |Telephc

2 Willage Store | 6 Long St Pemnbroke PO 22 Sarah Gra 1002 123232
21 East 51 Lana Knig 1234541

< | b
[ Mew rowy ] [ Deselect ]

To deselect and remove all records from the selection area:

o Click the Deselect rows button, without first highlighting a specific record.

DataYiewer x|

Remove all rows From current selection?

Mo Zancel |

¢ Click Yes to remove all or the rows that you have selected from the selection area.

¢ If you do not wish to remove any rows, click No.
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Database Combo box

The Noetica DB Combo box contains a list items that are displayed via a drop down
menu, in our example a list of job titles. New items can be added to the existing list.

To select the required item:

e Locate, in our example the job title, in the drop down list.
e Click your left mouse button on the chosen option, to select it.
o If the Job Title that you are looking for is not displayed, you can type it into the Job

Title field.
‘2 JohTitile
LN s ing Director j
IT Manager -
Managing Director

Marketing Diractor

Office Manager

Project Manager

Software Developer

Technical Directar | A
Training Manager -

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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DB Table

The Noetica DBTable control is typically used to maintain lists of clients and sites. It
allows agents to carry out searches and updates of client information. If the Rota option
has been configured, the DB Table can be used to bring up details of call-out
procedures for different area offices.

In our example, the DB Table control is used to bring up details of a customer’s bank
account.

e Enter the caller’'s account number into the Account Number field of the control and
click Search to displays the associated details.

e To remove the information displayed, press the Clear button.

Tagk: th coollor for then 200000 PUEWS S Smbar th LFvE 8 inha tha Actourd N o fisld
ard dick lhed SEARCH Luibon

|
EankDe |

Eank
#rcrunt Hef
Sal [exle

By

Entering a star (*) into any of the fields and pressing Search will open a list displaying all
available customer details.

If more than one customer is listed under the same information, the appropriate caller
needs to be selected from the list displayed.

Please see next page for information about entering a new record.
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Creating a New Customer Record

Provided that permission has been granted when the control was configured, you will be
able to add new customer details to the DBTable control.

If no customers are found, following a search, the No Records window will open.

horecords USSR

Create Mew Record

e Click the Create New Record button.
e Enter details for the new customer into the each of the available fields in Add New
Record window.

|

Customer Eank Account Mo | Sork Code | Branch

e Click OK to display the customer details entered.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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DB Relational Table

The Noetica DB RelTable control displays a Search Data and Result field and a Search
and Clear button. The search criteria to be entered are determined by the search
criteria specified when the control was configured.

In our example the search criteria is based on the postcode for an area office. To display
details of the required area office:

e Enter the postcode in the Search Data field. The postcode must be entered with
a space, i.e. gu30 7rh.

e Click the Search button to bring up a record in the Result fields, displaying the
address of the area office.

|May | take the postcode, please

Newsagent I

Search Data:
{30 7

Clear |

ID 3 5

Resul:

ShopName [MR A F GARD
Add1 [PASSFIELD POST OFFICE
Add2 [PASSFIELD COMMON
Add3 [PASSFIELD
Add4 [1 IPHOOK

PC [GU30 7RH =
| [»

e Click the Clear button, if you wish to clear the information displayed in the Result
fields.

If there is more than one search field match in the reference table, an ambiguity list will
be displayed, from which the agent can select the required record.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Discount

The Noetica Discount control is used to display the final amount due, i.e. the Discounted
Price after a specified discount has been deducted.

The exact appearance of the control is determined when the control is configured.

The control may show the Discounted Price field, as well as the Initial Price and
Discount Percentage fields:

Initial Price : £250.00

Digcount Percentage: |10

bl

Dizcounted Price : £225.00|

The control may only show the Discounted Price field:

Dizcourted Price |£225.EIE|

The initial price is either entered by the agent or brought forward automatically via a
calculation.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Do Not Call

The Noetica Do Not Call control is used to remove a customer from an outbound call
list if the customer phones in, before the callback is due.

No action is required when you reach the control.

e Simply press Enter on the keyboard, to move to the next screen and click OK in
the Conclusion window to finish the call.

Op Hode: 1he cuslomor will be romoved SBom tho Dulhound geses auiomohicel by
Flensn click ENTER nnd then linik the call

Gustomer | GAMPrap | Enguiny | Modis | Prodect| Peyment | Reteronce Cancel00Ca |

| T
b ]
)

Customes Remmynd From Quibsund Gasus [P RE
T |

When the call has been completed, the outbound call list will be updated.

A chequered flag will be displayed next to the customer record in the Outbound
Manager, showing a completed call with an event text of Removed From Queue.
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Edit

The Noetica Edit control can be configured to allow numerical or text input only or to
accommodate alphanumeric input.

To enter text into the Edit control:

¢ Move the mouse pointer into the first line of the control.
¢ Click the left mouse button and enter your text or numbers, as required.

e Usethe Tabkeys “—— to move to the next line down.

Edit Cantral:
fI
|

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Editable Calculation

The Noetica Editable Calculation control works like a text control, but the initial Input
Value can be set to a calculation. You can then edit this field, and the edited value will
be saved to the database.

¢ When you reach the Noetica Editable Calculation control, a predefined text, as set
up in the calculation, will be automatically displayed.

e You can now add additional information, overwrite the information altogether, if
required, or leave the text already displayed unchanged, as required.

EditCalc |
]

i[his iz @ calculated message

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Formatted Edit

The Noetica Formatted Edit control uses Regular expressions, to stop you from
advancing in a callflow, if the entry does not match the criteria specified, i.e. 10
numbers, or an @ sign for an email address.

In our example, the account number field needs to contain 10 numbers.

e If you enter any other characters, or if the account number entered is longer or too
short, an error message will be displayed prompting you with the action to take.

In our example the message reads: You must enter 10 numbers for the account.

Custumerl Enquiry Account

A ccount;

I 1 Regular Expression Check . ﬂ

@ Wou must enter 10 numbers for the account

e Enter the 10 numbers, as required.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Follow-up

Noetica

The Noetica Follow-up control is used to handle calls that are a follow-up of a previous
call. For example, an engineer may phone the Engineer Callback line to request

further information regarding a repair or to pass on details about the solution of a
problem, as reported in a Repair Line campaign.

ambiguity window and click OK.

LogNumber FollowUp |

PO0 215 0939, Mr
PO03 215 0934, Mrs
POO31215 0931, Mr
POO31215 0929... Mr

Rypder
Fry
Sands
Tully

111 5995 Shafd
1213332 S
3332222 517
111 5555 Shaid

Sequence |0 | Titlel Surhame | Telephone | FostCode |Detals__'

doors b
lift ddors

Light in ¢
braken li

4 records loaded

Cancel

fea

Displaying a customer record based on a Log Number

If more than one customer record is displayed, select the relevant record from an

Usually Search Terms, for example a Log Number, are specified when configuring the
Follow-up control, to filter out a specific customer record.

You will enter this log number or ID as part of the callflow. On reaching the Follow-up

control the associated customer record will be displayed, showing details for the

particular repair request.

You must select the record displayed and click OK to generate a Link.

e Check that the now linked call is displayed in red.

LogMumber Details I

Seguence_|ID | Customer...
20037 2. HEPAIH 2

S|

=

Cancel |

1 records loaded

Synthesys Agent View

Move to the next section using Control and Enter on the keyboard.
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Follow up Control in the Call Tracker

In the Call Tracker you can view details of the ‘Engineer Callback’ and ‘Repair Line’
calls, using the Link icon on the Call Tracker toolbar.

e Locate and select your ‘Engineer Callback’ call.

e Click the Link * icon on the Call Tracker toolbar. Now both, the ‘Engineer
Callback’ and the related ‘Repair Line’ call will be displayed.

e Click on each call in turn, to view the associated call details.

_‘ synthesys Call Tracker =1a] x|

File Edit Wew Help

{t‘% Active Calls 131215 035850

Status lustomer [ Timejpate [ Call Resule [ cust |m| Loghium | Conclusion | L

57122565 e
15/12/2003 ... EngCallback Customer D I !WI
Thle | r—
Frstidame | ooy |
Surname | iLlﬂds—l
Telphone | Fmazzz |
Lined | !—l
Linez | [Trersley street | &
IS i | Ll_l
Action | Time | Operator [ Event |
15/12f2003.,,  Brigitte Reimer  Script Run -...

" @ 15/12/2003.,, Erigitte Reimer  Contact Da...
«ﬁls!lszﬂDS... Brigitte Reimer  Miscellaneous
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Macro

The Noetica Macro control allows you to invoke macros, to simplify tasks, for example
the transfer of selected data to a target application.

To run the Macro, for example to transfer selected information to a target application:

¢ Click on the button displayed. The name of the button will reflect the task in hand.

The data transferred could, for example, be a specific CustomerID, used to bring up a
customer’s insurance details from within the target application.

OP Note: Please click the button to start the macro

_ICustomer (_y StartMacro |

Click for Macro

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Media

The Noetica Media control is used to display a media source and associated
information.

e Use the mouse to select a relevant Media Code, Media Source or Category from
the drop down menu.

¢ If the Comments field is enabled, enter any comments, as required.

You can use the arrow keys on the keyboard to scroll through the information provided. The Tab
keys will move you from one field to the next.

|C|1uf|i wou please give me the mferonce codo for the offer

e If more than one media code is associated with the source, the Please confirm
Code/Date.. window will open.

Please confirm Code/Date for Times | x|
[ Media Code | Start Date [ End Date | Description |
A1 29/09/1999 29/03/2000 Bargain Flights to Scotland
22/03/2000 29/03/2000 Bargain Flights to Spain
A12 22/03/2000 29/03/2000 Bargain Flights ta Ikaly

e Select the required media code and click OK to display it in the Media control.

[Could you please give me the relarence code o the oMer.

Media |

Mg Soarce |-,-.|ﬂ

L) L]

Medacode  ias

Deeriphion [ B, Fighiz 1o Scotsnd
Comments |

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.

Memo

The Noetica Memo control allows the entry of large amounts of text, using a memo field
in the database, rather than a text field.

Synthesys Agent View 95



: Noetica

Information in the Memao control can be displayed:

e Intextorin HTML format.

¢ As a Read only page or allow agents to enter text.

The Memo control in our example displays a summary of information taken during the
call. This information can be used to email a confirmation letter to the customer.

If editing is enabled, you can add any relevant information, as required.

\Summar}/ Infarmation

Status | Sulutiunl SulDelaiIl ClieniComment Duraliunl Chargel ChargeType Summaw| 1 I >I
1

23/10/2003

Iir Friars

123123

Problem with D ata Export

Calculations

Created correct calculation for Object Index

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.

Monthly Payment

Using the Noetica Monthly Payment control, repayment details over a period of time can
be calculated, displaying the number of subsequent instalments and the amount due for
each instalment.

e Click on the drop down menu, to select a customer's preferred repayment period
from the drop down menu.
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The amount of the first and subsequent instalments will be amended accordingly.

Total Cost: £336.40

Taotal Repayment Time: v mariths

First Inztalment: £100.00

9 Further Instalments of: £48.48

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Name

The Noetica Name control is used to collect a caller’s title, initials, first and surname. In
addition it can be configured to allow the capture of the first name and honours.

e To select the title, click your left mouse button on the arrow of the Title box and
select the title from the drop down menu.

e You can use your mouse pointer and the vertical scroll bar to move up and down
the screen or you can use the arrow keys to the right of your keyboard

Title: | j
Initials: hAF (=

hArs
First Mame: |paiss —
tAiddle Mame: his

[ = T
Honours: =

e Use the Tab keys—p 0n your keyboard to move forward to the Initials, First
Name, Surname and Honours fields and enter the details as required.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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The Noetica Order control allows the taking of orders including products and prices;
discount schemes, postage and packing costs and other features.

If the caller knows the correct product code:

e Type the product code into the Product column to display the product and all
relevant details, including a description and the price.

e Tochange the quantity of items, click on the Qty cell and enter the required number
of items. Sub Totals and Invoice Total will be adjusted automatically.

e To delete a selected product, click into the left-hand square to highlight the
complete row and then press Delete on your keyboard.

Order |
Product Code Descrigtion k=m Price VAT | Gty | Price Match

Chgir 01 Wiooden chair £78.00 17 5% 1 u] £
Table 01 Wiaoden table £150.00 095 1 §la] £
E £000 il =] £
1 »

et Tetal [£225.00

AT |£1 313
Post Charges IEEI fulu]
Browese Products | Iy oice Tatal Igzga 13

If the caller does not know the product code:

Synthesys Agent View

Click the Browse Product button to open the Product Search window.

The Find, Category and Manufacturer fields, if enabled, help with the product
search.

Select the required items from the list and click the Buy button, to add the selected
product to the order form, including the product code, description and item price
and to update the Invoice Total.

Product Search

Find. |B|

Categary I

Manufacturer I

Product(s] [Baryol 50
BaryaPalar
Bluntkitd
BluntkitFBI
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Price Match

If the Discount and Price Match options are enabled and a customer asks for a
reduction, as he or she has seen the product at a lower price at another store:

¢ Click either into the Discount or Price Match field for the relevant product to open
the Discount or Price Match window.

e Enter the discount (maximum % discount available should be part of the agent
dialogue) or selling price of a single product at the other store and click OK.

Description

ltemn Price Discount Sale Price Price Match

Haow much did you see this on zale far ?

£ |24.DEI

Clear | Cancel | ok I
Brovwese Prndudsl Invoice Total |£1 00,00

¢ If the price or discount entered is acceptable, window Figl will open, confirming
that the product will be sold to the customer at the reduced price.

o If the price or discount requested is not acceptable, window Fig2 will open,
informing the caller that a price check has to be carried out, before the item can be

reduced.
Operator - please read this and confirm Check Price Match
: 2 I'm afraid zomebody will have to check this price.
Thank wou for Iet_tmg uz know that our product iz an the market at a lower I et s s faaetiam, e il
price. | can confirm that you can purchasze the item from us at the lower
it call pou back.
Shop/Store ||

Location

Cancel | LCancel | K I
Figl Fig2

When a discount or price reduction is confirmed, the amount in the order control
will adjust accordingly and display the lower price as the amount due.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Special Order
To process an order:
e Click the Browse Products button to open the Browse Product/ Edit Order

window, to show a list of available products.

e Use the Find, Category and Manufacturer fields, if enabled, to help with the
product search.

¢ Double click on the product that the customer wishes to purchase and click OK in
the Product Detail window, to add the item to the order form.

The selected products will be displayed in the Order section, including the product code,
description and item price. The Invoice Total will be updated accordingly.

What would you like to order today, Mr Smith?

_“Jcustomer | | Request <5 AnOrder |

Froduct | Itern Price | Cluantity | Code | FPandF | Sub Total | In=t |
i Browse Product /Edit Order =i
Find |
Categary | <Al =1
M anufacturer |<AII> ;I
Artistlﬂueen ;I
Farmat [ <2l |

Flatinun

Edit Order | [ Platinum Collection x|
Platinurn Collection  Price £19.93 - K
Format : CD
Browse Products | ICPM Mo : 0724352988327

Ower 40 tracks from one of the most inspirational bands from the late 70s. All theLI

Praducts |Live at‘w/embley DWD [1

Cloze

Cancel | Process Order

Order

Product [ Item Price | Quantity [ Code [ PandP [ Sub Total [ Inst |
Live at Wembley DWD (1] £16.99 1 QUEND... £295 £19.94 No

Gift Bags £1.95 1 BAGR £1.95 Mo
Special Offer Discount [FREEBAG]  £-1.95 1 FREEBAG £-1.95

< >

e To close the product details window without adding the selected item to the order
form, click the Close button.

e To cancel the action, without adding any of the selected products to the order, click
the Cancel button.

e To process your order and to return to the Order control main screen, click the
Process Order button.
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Editing an Existing Order
All selected ordered items are displayed in the Order control. To edit an order:

e Click the Edit Order button to access the Browse Product/ Edit Order window.

e Tochange the quantity of items selected, click on the Quantity cell and enter the
required number of items. Sub Totals and Invoice Total will be adjusted
automatically.

e To delete a selected product, click into the Quantity field for that product, type
in cero (0), and then click Enter on your keyboard.

What would you like to order today, Mr Smith?

_1Customer | _ | Request | _ ] AnOrder =3 AnsOrder |

Froduct | Itern Price | Gluantity | Code | FandF | Sub Total | Irnst. |

Live at Wembley DD (1] £16.93 1 QUEMD... £13.94 Mo

Gift Bags £1.95 1 BAGH £1.95 Mo

Special Offer Discount [FREEBAG]  £-1.95 1 FREEEAG £1.95

Platinurm Collection [3] £19.99 1 QUEMCD  £3.50 £2349 Mo

Gift Bags ¥ ppe = i e =

Special Offer Discount (FREEBAG) | ¢ MGl B

As you have bought the Pink Floyd Live at Wembly' CD, we can offer you their CD Echoes' ak a bargain price of £14.00. That's

a saving of £5.00. ShallT add the CD ta your order?

Edit Order | Met Tatal [£36.98 Discount [0 Met Total [Discounted) [£36.58
| Postage ISS.ED
Browse Products
Invoice Total |£4U.48

A message will allert you about any up sell products and special offers connected to
a selected product. If the customer wishes to buy any of these:

e Tick the corresponding Purchase check box to add the up sell product to the order
form. Sub Totals and Invoice Total will be adjusted automatically.

Browse Product /Edit Order =]
Find [
Categorny [ <Al =1
Manufacturer [ <All> ~
Aurtist [ <All> -1
Pt [
e I
Bowie Live  Price £24.99 == _
D avid Bowie, Live at the Empire
Changes Special Offer Frice £14.95 ~] I Purchase
Great CO by David Bowie. If pou buy the David Bowie Live CO. we can offer
you ‘Changes at a bargain price of £14.99
Fock Collection  Price £25 00 ~| I Puchase
Best Rock tracks from the last 4 decades. Special Offer. e can offer you this
CD for orly £14.00
o | Close
< S|

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Payment Control

The Noetica Payment control is used to collect information on various methods of
payment and their related details, such as card number, expiry date etc.

e Tick into the circle next to the credit card that the caller wishes to use, to activate
the fields that need to be completed.

ayment Method——
((i A :: Wisa Card Numberl
Maztercard ACCEES
{ CheguePostal Order § Switch Sz Datel ,rl
Expiry Datel .I’I
lzzue Numberl Date OF Elir‘thl .I’I .I’I

Matme on Cardl

Security Mumber I L |

e Move your mouse pointer into
the Card Number window and enter the number for the selected card.

e Press Enter on the keyboard or use the Tab keys *%o move to the next field.
Shift 1 and Tab enables you to move back through the fields in case you need to
make any changes.

e When you have entered all information the Verify button will be activated.

e Check the details entered with the caller and then click Verify to confirm the
method of payment.

ayment Method———

&+ American Express (T Wisa Card Number [123456789111]
" Mastercard " Mccess

{ CheguePostal Order & Switch St Datel J'I

Expiry Date |1 2 p0e

lzsue Mumber |1 2 |Date Of Elir‘thl .l'l .l'l

MName on Card IJ.EIIDggS

Security Mumber |1 k] Yerify |

If the card has been cleared, the red cross will change to a green tick.

If the card details have not been accepted an error message will be displayed:

¢ You will have to check the card details with the caller again.

e |If the card can'’t be verified, they have to ask the caller for another credit card or
another method of payment altogether.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.

Picture Control

Using the Noetica PictureX control, JPEG, GIF, or PNG pictures can be displayed in a
screen of your callflow.
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If auto-skip has been enabled the picture will be displayed together with another
control.

¢ If the auto-skip has not been enabled, you will initially only see the picture.

e The next control will be displayed, as soon as you press Enter on the keyboard.

|Whit:h of the tollowing properties would you be interested in?

Picture I

I~ Fiet

r House - semi detached
I© House - detached

I Cottage

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Pin
Noetica PIN Control is used for entry of personal identification numbers or the control
can be configured to link to a particular campaign to filter out and display only details for

a selected campaign in the Call Tracker.

For example, you may work on a campaign where a doctors or engineer phone in to
collect messages.

When you reach the section with the Pin control:

e Take the doctors or engineers Pin Number.

|May|tﬁkeyuuﬁdenﬁﬁcaﬁunnumberpbﬂse?

ﬁnan

o

e Continue the call, moving through the rest of the callflow, following the dialogue
prompts.

When the call is completed the Call Tracker will open, displaying the active calls
containing messages for the doctor or engineer.

e Pass the messages on, as required.
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Pop Watch

The Pop Watch control enables incoming emails to be inserted into the Call Tracker as a
new call, based on the callflow that contains the Pop Watch control.

Incoming emails will be displayed in the Call Tracker as active calls, requiring action. An
automatic reply regarding the receipt of the email can be sent out to the customer via a
report.

e Open the Synthesys Call Tracker by clicking on the Call Tracker ‘& icon on the
Take Calls toolbar.

e Selected a call, to display the relevant details in the right side of the window.

T Synthesys Call Tracker =]

File Edit Wiew Help
S wE 5 X OB Qg T o

Active Inactive | Archive ‘ esting ‘ |
Status | Customer [ Time/Date | call Result [<1[ Emai ic“gmmerl Liftho ] Conclusian ] -
@ Mark - MSZ 12:5208/1... Finish
@ JamesD - Pop 14:47 08/1... Finish S e i [IJﬁRepai- |
L JamesD - Pop 1447 08/1... Finish
& JamesD - Pop 1447 08/1... Finish FromAddressText i “Brigitte Reimer" <Brigitte Fei
@ JzmesD-Pop 14147 08/1...  Finish
@ JamesD-Pop 14:4808/1...  Finish DateTineTest | [Thu, 8 Nov 2001 15:34:55 -0
& JamesD - Pop 14148 08/1... Fimish MessageﬁeviawTexti |Mr Harry Jones attached a Ii:{
@ 1amen - Fop 1448 08/1... Finish
Y JamesD-Pop  14:4808/1...  Finish SubjectText | [Repairs required |
JamesD - Pop 14:483 08/1... Finish
JarnesD - Pop 14143 08/1... Firish
JamesD - Pop 1448 08/1... Finish =
SBrigitte Trai... 10004 09)1... Finish Fl LI_I
2rigitte Trai,., 10:04 0901, Finish
r Brigitte Trai...  10:0408(1...  Finish Action | Time | operator | Event I
.r JamesD - Pop 1004 09/1... Finish
@ JamesD - Pop 1004 09/1... Finish
& Brigitte Tral... 1mizo91... Finish
# JamesD - Pop 11z 09/1... Finish =
T | e e e E| ]

ams have been set up, only 50 incoming emails will be displayed as active
at any one time.

Additional emails will initially have a queue status but will become active as soon
as a space has been cleared via processing some of the actively displayed
emails.

Please see next page for more information about dealing with an Email.
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To access and deal with an Email:

e Click the Edit call H icon to open the callflow.

The Pop Watch control will be displayed, containing all relevant information about the
email received.

|F"|I'.-.'I-'.I'.- chack tha datals of e a-mai réecanad

Email | Lindo | Click the Reply button to send
FromAdmers [[Evipie Pt SENiE ResnenEnaeta tire — an answer to the sender
T Aukirass |LitFiepar
Suiyeol |Repoirz recure .
et [Five, B o 2007 15 3455 000 _ Click the_Open button to open
o L oeation [ vy TR B A0 | 1R 5 you email and attachments
Erniwrenls Igﬂ.a-nl;.l. :I Opan

Medbage Freaew |br by Jonss shischesd s st of repses requred as
ertanty} S o DUF T Festhing Tusssolty, S Mowenies D00 St
16 e hon Bor veCr b S ekt I o . £ et 0o e

To open the email and attachments:

e Click the Open button of the ‘Attachment’ field.

¢ Using the drop down menu, either open your full email application and attachments
or view the email in html or text format.

attachments [FulEmai.omi =] open |

email hitml

FLIEmail eml
Systems Maintenance doc

e To send areply to the sender, click the REPLY button.

Move through the callflow, clicking the Next Question icon, or using Enter or Control
(CTRL) and Enter on your keyboard.

The callflow will guide the agents through the relevant sections and branches, allowing
them to enter data about the email content.

Synthesys Agent View 107



: Noetica

Post Watch

The Post Watch control is designed to integrate the processing of incoming post and
faxes as part of the agents' workflow, generating personalized replies as required.

Post is initially scanned in using an external scanning system and then is placed as a
workflow item in the Call Tracker, where it is queued and routed to the correct team,
department or individual, ready to be processed.

To deal with an item of post:

oy
e Open the Synthesys Call Tracker by clicking on the Call Tracker \& icon on the
Take Calls toolbar.

e Selected an Email, to display the relevant details in the right side of the window.
To access and deal with the item of post:

e Click the Edit call 4 icon to open the callflow.

e Click the Cancel button in the Conclusion Text window and select the Post Watch
section, displaying the scanned in mail for you to read.

PostWalch

Directory | VECHA Gyl sy PosrOTS DTS 2005031764 2060
Dicwcumant 10 oila o
Scan Dale | 02072005

Ireagas s chan Jog .v' I. ierws Imnga
[ iates =

el A [§f RS  HMEE I BER

-
Guardlan 257 Tuly 2002 ___

A round-up of new weh services, software offers hlaendl '\‘\1!1s|h.\.

= § ruting his o <o ool
. - ﬁ-—uhmﬂm
: : - ..|.__.-.' Montica
In brief §=-. - : el
s o -’ % E . whany s
Sk 1o g T
" i ryres X
- e e &

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.

The callflow will guide you through the relevant sections and branches, allowing you to
enter data about the email content.
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Prompt

The Noetica Prompt control is a none-data capture control, used to prompt agent
dialogue during a call.

When you reach the prompt control, no data needs to be captured. Simply take a look
at the text, as it will include:

e The questions that you have to ask the caller or person called

¢ Information that you need to pass on to the caller or person called

¢ Prompts for you, containing, for example, instructions about the actions that you
need to follow

Remember that by using the Vouchers you can purchase the newspaper at the lower cost of £1.70 per
week. The normal price would be £3.90 per week. | am sure that you will agree that this is excellent value
for Britain's biggest selling quality daily.

Customer | Enguiry | Sale ‘ 4k

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Radio

The Noetica Radio control allows you to make one selection from a number of choices
available.

In our example, the caller can place an Order, request a brochure or phones in because
of a general enquiry.

To make the required selection:
¢ Move your mouse pointer to the circle next to your caller’s choice.

e Click the left mouse button.

A black dot will confirm the selection, i.e. Order.

How can | help you?

Customer | Enquiry |

i Erochure

" Enguiry

If a black dot is already displayed in the control, you can use the arrow keys on your
keyboard to move up and down the choice buttons.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.

Survey Radio

The Noetica Survey Radio control is typically used to design survey questionnaires.
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The control displays a range of survey questions and associated responses.

e In response to the caller's answers provided, select one option per question by
clicking into the available Radio buttons.

How did you rate the following about our staff

_ | Customer ‘5 Survey |

Wery Good  Good Average Bad Very Bad
Hnowy shout our services
Give good advice
Give youl 100% of their attention
Enjoy dealing with you

8 I8 I8 NS NS
8 I8 I8 NS NS
o e e Ne N
o e e Na le
8 I8 I8 NS NS

Are zmart and professional

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Reference Number

The Reference Number control automatically allocates a system-wide unique reference
number.

When you reach the Reference Number control, the entry will automatically display the
correct information and no action is required.

RefNumber |

Reference Mumber |Ref00003

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Reschedule Control

The Noetica Reschedule control allows calls to be scheduled for outbound calls.
Depending on how the control has been configured, the call will be rescheduled with a
specified default time or you can select the date and time from a diary page.

To reschedule the call with a default time:

e Click OK in the Reschedule Request dialog.
e Click Enter to move to the next page and finish the call.

OP Note: Please click the reschedule control to arrange a callback.

Customer ‘ Enquiry ‘ Sale ‘ Callback ‘ 4 b

RESCHE~2 Ed

' 'j Reschedule Requested
L

Call Rescheduled

To reschedule the call using the Diary Page:

e Open the drop down menu and select the required date from the diary page.

e Next, select the time for the callback.

If the Telephone option is enabled:
e Selectthetelephonetype, i.e. work or mobile and then enter the number on which
to call the customer back.
¢ If the Active Times button is enabled, check the active time settings.

e Click the OK button to reschedule the call.

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Symbol Table

The Noetica Symbol Table control allows for data captured in a main callflow, i.e. callers
name details and postcode, to be used within a pop flow. The Symbol table control itself
is ‘invisible’ and does not display any information.

e Take a call as normal, collecting all relevant information.

e Skip the ‘invisible’ Symbol Table control pressing Enter on the keyboard.

The Pop flow will open automatically and again, you skip the Symbol Table control
clicking Enter on the keyboard.

IOp Note: Please press ENTER on the keyboard o skip this control
Customer SymbolTable |

On reaching the next screen, in our example PersDetails, the customer First Name,
Surname and Postcode collected in the main Callflow, are displayed automatically in the
relevant controls.

e In our example, all you would have to enter is the Title.

|OP Note: Please select aTitle from the drop down menu

SymbolTb PersDetail |

Title: I j First Mame: ITrever SUrname: IElricks

Postoode:
|9w1 7

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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Telephone

The Noetica Telephone control allows the capture of two telephone numbers.

Telephone

| Home : I otk I

The control can be configured to show a drop down menu, from which you can select a
reason for not entering one or both of the numbers.

To select a reason:

e Click your left mouse button on the arrow of the box.

]C-vnuld | take your telephone number pleaze?

felcph one ]

Ex Direchory

Rt O P
Mumbar Refused

You can use your mouse pointer to move up and down the screen or you can use the
arrow keys to the right of your keyboard.

e Use the Tab key * , {0 move to the next field to enter the caller's second
telephone number.

e Press Shift l and Tab to move back to the previous field again.

When you have entered the caller’s telephone number(s) click the Next Question icon,
or use Enter or Control (CTRL) and Enter on your keyboard, to move to the next screen.
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Noetica

The Noetica Text Box control is used to enter of free format text, for example details of

an enquiry or a query, or the reason for a call.
To enter the required text:

e Click the left mouse button into the Text control.

e Enter the required text or information.

|Cl:|u|d you please tell me the reason for calling?

TextBox |

Matdre of Endguiry ;

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)

and Enter on your keyboard.
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Verify

The Noetica Verify control will stop you from progressing through a certain path in the
callflow, until a supervisor enters a User name and Password into the verification
control after confirming details, for example, of a sale.

After a valid user name and password have been entered:

e Click the Verify button, to continue and finish the call.

o If the user name and password entered for the Verify control are accepted, a
message is displayed: ‘Verification successful’.

e If the user name and password entered are incorrect a message is displayed:
‘Verification failed! Please check you username and password’.

Leads | Enquiry Yerify |

Uzername:  brigitte
Passweorc: |

Verif',-'l

To move to the next screen click the Next Question icon, or use Enter or Control (CTRL)
and Enter on your keyboard.
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NOTES
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