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AGENT VIEW
The Call Tracker — Synthesys Workflow

i Synthesys Call Tra
File Edit View Help

(
S mB | B XS5 B2 Ta W T s
Status I Customer | Time/Date I Call Result I =+ | Customer | Status-l Ofﬁcel Conclusion -
@I - TESTP.., 28/05/2014 ... Moorland C...
@KW - TestPOP 12/06/2014 ... Daytime Co.., Custemer ID | |5Q|-|-,-_._5t_23 |
() Brigitte Feb...  10/07/2014 ...  Finish =
@ Brigitte Feb...  10/07/2014 .. Sumames b= Hcme | [cnris |

@jaros - pop...  21/07/2014 ... Finish
@ijaros - pop..  20/08/2014 .. Finish
@ Fahad - crm... 12/09/2014 ... Finish Telephone | [11z 5556774 |
tlFahad -crm...  16/09/2014 ...  Finish

Surname | |Erunnel |

@BR AugSept .. 17/09/2014 .. Rotas Postcode | E2 |
@6BR AugSept ... 17/09/2014 ... MNewRota E Weekhum | [21 |

@ Fahad - digitest 07/10/2014 ...  Finish

@FahadTest - .. 13/10/2014 .. Finish -
@FahadTest - .. 14/10/2014 .. Finish L P o —— r

@ FahadTest - ... 15/10/2014 ... Fin?sh Action | Time I Operator Event I
@rahad - crm... 05/12/2014 ... Finish 13/01/20151...  brigitte reimer _ Script Run - L.

2§DE1EH : E ;g’g;’ggﬂ Elms: o $%l3/01/20151...  brigitte reimer  Local Contac..
oe Jest- L. [22/17) el Lo o $%l3/01/20151...  brigitte reimer  Local: Contac...

< = s .
L :{BR AugSept ._]13/01/2015 . |CallOut L ¥ $%13/01/20151...  brigitte reimer  Local: Contac...

I
SEE:UQEEPE Eﬁiégi; Ea::gu: x %13;’01;’2015 1.. brigitte reimer  Locak Contac...
ugSept ... 13/01; allOu

@EBR AugSept ... 13/01/2015.. CallOut -

Done | |ACTIVE | I B 4
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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.

Synthesys Taking Calls — The Call Tracker 3
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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

id Synthesys Call Trd.cker L-:" “'@'ﬂ Tab buttonS to ]
Fle Edit View Help check Call details
S B (S XS A R W7 s
Status | Customer | Time/Date | Call Result | | Customer l Status] Ofﬂcgl Conclusion =

@K - TESTP..  28/05/2014 .. Moorland C... |
@ KIM - TestPOP 4.. Daytime Co.. Customer ID ‘ |SQITest_23 |
P i -
(0 Brigitte Feb... 4 .. Finish ] E Ca” Deta”s AreO
@ Erigitte Feb... 4 .. SurnameS FirstName | [cnrs |
@ijaros - pop.. 4. Finish Surname | [Brunnel |
@ijaros - pop... 4 .. Finish
@ Fehad - crm.. . Finish Telephone | [11z 5556774 |
@ Fahad - crm... 4 .. Finish
@ EBR AugSept ... 4.. Rotas R | 2 |
@ER AugSept ... 17, 4.. MNewRota E WeekNum | [21 |
@ Fahad - digitest 07, 4.. Finish
@FahadTest- ... 4 .. Finish o
@ FahadTest - .., 4.. Finish < L1} | L Z
@FahadTest -, — F!n!fh Action | Time Operator Event |’§
Q'Faha" _ <M., F »e_{Finish 13/01/20151...  brigitte reimer  Script Run - L. §
@ 50e Test - C... 4 .. Finish 3/01,2015 1 b Local: C I

oot C . Finich o FRl3/01/ - brigittereimer  Local: Contac... |

OE ' - CaII o #%13/01/20151...  brigitte reimer  Local: Contac...

:.ugepl _ ¥ $%13/01/20151...  brigittereimer  Local: Contac... || .
Lpugsept . allout ¥ §713/01/20151...  brigittereimer  Local: Contac. The Call HlStOFV

@ BR pugsept ... CallOut
@ BR pugsept ... CallOut b

Call Listing Area

==

Icons for priority level of callout: Green=Normal, Blue=Priority, Yellow=Urgent, Red=Panic

Call Listing Area

Call Details Area.

Call History 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.

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.

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.

Synthesys Taking Calls — The Call Tracker
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Explanation of Icons

Button 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.

0 ¢ BE

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.

B & = @

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.

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

] [E]

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

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

£ &l

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

Synthesys Taking Calls — The Call Tracker 5
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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.

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

the required action.

il 1
Select Action w

Clear -~ Hald Till
Dizcard Call
Email Fule Fre-un Date |06 Febuaw 2015 ~|  Indefinitely
Hold =
Inbound E mai Time  |12:00:24 -
Inbound Email Handled
Loap
Message Collection Pricrity Marrmal
Mizcelaneous | ﬂ
Outbound call - Freephaone
Dutbound call - Internatior Note Type |GE”E"3I ﬂ
Outbound call - Local - -
i . M otes: Contact will be available at 12:00pm.
Outbound call - Moble Callis on hold unti ther]

¥ ‘wiant Ta Haold ? Result: |E0mplete ﬂ

Cancel

b =

Synthesys Taking Calls — The Call Tracker

The Priority field
indicates the importance
assigned to the action.

Select the relevant Note
Type, i.e. called client,
from drop down list.

The Notes box can be
used to record any
relevant commends
associated with the
action or note type.



Automated Dialling

: Noetica

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

Suggested Aclion

Contact TINA TUPP, 5555 5566 - PIZZ4 HOUSE Tel Mo - Mow to Indefinitely, «alid 00:00-23:53

B[
53
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 =]

i Gl i
AHEWERED |

TELEPHONE NUMBER!

EaEEkEESE]

BUEVENGEGED I
MEIHERLT I
IHEETAINARIE I

Cancel I

Telephoning <]

TELEFPHONE MUMEBER

BIED
AMNSWERED I

[F555 5555

BUST/ENGAGED I
MO REFLY I
UNOETAINAELE 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,

BB Synthesys Call Tracker l-:“ H= ﬂ h

File Edit View Help

S mB Ho XS B FE WP s

Status | Customer | Time/Date ‘ Call Result | | Customer 1 smusl oiﬁcel Cenclusion 1 =
@KIM - TESTP...  28/05/2014 .. Moorland C... |
?‘EE.;‘I?:ET - potime Lo e : SQest 23 |l Green tick: action completed
@ Erigitte Feb... w Surnames Fele= Chris Successfu”y.
e'j:am: - pop.. S Fm?:h Surname | Brunnel — . .
@jaros - pop.. 2014... Finish Red tick: action was unsuccessful
@ Fahad - crm... 2014 ...  Finish Telephone | [112 5556774 . .
@Fahad - crm.. 014.. Finish e — and further actions are required.
@ BR AugSept ... 014.. FRotas HIEETD | = I . h b
TERAugSept w170 014 .. MewRota £ WeskNum | 24 B ue arrow: message as been
@ Fahad - digitest 07/10/2014 ... Finish H H
@FahadTest- .. D11 TFinich . sent to pager service prOVIder.
@ FahadTest - . . Finish < I, ] F
@fFahadTest - Fm!fh Action | Time Operator Event |)E
\,@:‘Eaha_;' _om- 1 E‘”!-‘: 13/01/2015 1., brigitte reimer  Seript Run -1 %
_'SoeTest- C... . inis . . X I .
el ¢ Bimis Jpsmmst e e || In our example Tina Tupp has
§_ 9 #R13/01/2005 1., brigitte reimer  Local: Contac., AHSWE'Edln contacted and answered the
@ BR AugSept .. 2015.. CallOut I
@R 4 Jc i callo 3 §%13/01/20151...  brigitte reimer  Local: Contac...
?Epgt:gc:i: 13/ c:uo:: - call.

T | = | y

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

Red=Panic

Synthesys Taking Calls — The Call Tracker
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: Noetica

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

Suggested Action

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

=l
I<]

x|

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 i o]
Pager Nurber  [123 123 Service Provider  [DiefauPaaer T
Message Contact office wigently

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.

- M
B Synthesys Call Tracker == ﬂ

File Edit View Help

S mB Ho XS B2 FdE WP s

Status | Custorner | Time/Date | Call Result | = | Customer 1 Stalusl Ofﬁcel Conclusion 1 =
@ KM - TESTP...  28/05/2014 .. Moorland C. |
@ KM - TestPOP 12/06/2014 ... Daytime Co... Customer ID | [famestzsa |
[ Brigitte Feb...  10/07/2014 ...  Finish =
@bBrigitte Feb,.  10/07/2014 ... SurnameS FirsthName | [enris
@jaros - pop...  21/07/2014 ...  Finish Surmname | ,Brunne\—| E
@jaros - pop...  20/08/2014 ...  Finish
@Fahad - crm... 12/09/2014 ... Finish Telephone | [112 5856774
@Fahad - crm... 16/09/2014 ... Finish

Postcods
@ BR AugSept .. 17/09/2014 .. Rotas Hets | [
@BR AugSept .. 17/09 . NewRota = WeekNum | 21
@ Fahad - digitest 07/10 . Finish
@ FahadTest - ... 13710/ .. Finish -
@FahadTest - ... 14/10/2014 ...  Finish 4 a L
el:za:a(:Te:t o ég;gggii :?m:: Action | Time Operator Event |“§
Q‘; “’_; i “”‘c‘"‘ Ao F‘”!‘h 13/01/2015 1., brigitte reimer  Script Run - L. §
ﬂes“:-t' IR F‘”!-h o $RI3/01/20151...  brigitte reimer  Local: Contac... ||
§E E-' et o o #%13/01/20151...  brigitte reimer  Local: Contac... ||
wsSept . 1301/2015 .. | Y INAMANSL. pégite s

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

@ BR AugSept .. 13/01/2015 ...

@ BR AugSept .. 13/01/2015... CallDut -
Done ACTIVE 23

Synthesys Taking Calls — The Call Tracker
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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.

Synthesys Taking Calls — The Call Tracker 9
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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:

Pass to Team

Web Help

5% Mobile Message.
sf:  Freephone.

#% Local.

#  National.

s International.

g Mobile.

&

@

S

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:

ﬂ“ Message Pager

8 Message Beep.

Status Actions

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

_K Clear.

Synthesys Taking Calls — The Call Tracker 10
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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.

ﬁ%} 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:

4 Inbound Call.
A IVRRecorded 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.

Synthesys Taking Calls — The Call Tracker 11
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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.

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.

B
Status
Frée Test Search
IActive I l
Cligrt-Carmpaigh \ Date From Time Fram
[BR: Report - Help Dsk DR R EEE [ A date/ time range for the
Search: For: i
ke il Dale to Time To search can be entered here.
T | 1552002 = iz =
Operator Result Pricrity
IBrigitte Reimer j IF'assEng j |<AII> j
| 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:
I':'°S‘°°°"3 = Only the searchable fields associated with the currently selected campaign are
Er— available for selection.

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

For: In the example we search for a specific postcode in the Postcode field to retrieve

IBSS 7EP calls with a postcode of B98 7BP.

Synthesys Taking Calls — The Call Tracker 12
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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 CardMumber ﬂ Pay Payment CardMumber il
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

Synthesys Taking Calls — The Call Tracker 13
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Changing Rotas & Contact Details
Synthesys uses the theatre metaphor for the Call Tracker.

Rota: Company employee work roster.

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

Role: The positions of employment held by certain individuals within

a company. Every actor must be assigned a role.
Theatre: 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 \3 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.

¢ In the 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.
— Theatre [area or branch]
IDefauIt 'I Add Theatre | Edit Theatre | Delete Theatre |
Raol
add Actor |
t anager
E dit Actor | Supervisor
Contacts |
The information ‘M. Franke is Engineer
Delate Actor | Agdd Fle | Delete Aole | '
S from Today 08:00 to Wednesday 18:00
eminder : 1o
BT ER has been entered in the ‘Rotas’ section.

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

Assign Edit Remave
Close I

Synthesys Taking Calls — The Call Tracker 14
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Assign the other two engineers new work rotas for the week ensuring that one of
them is always on duty.

Click OK to close the Rota Details window.

New Rota Details |
Fiota Assignment : Bary Harries is Engineer]
Cancel |

— Erom

Uil

|2002-01-26 000

 How

& Today [Monday)

€ Tomomow [Tuesday]
 wiednesday ¢ Saturday
 Thursday = Sunday
 Friday  Monday

|2002-02-01 20:00

™ | ndefinitely

 Today Monday)

© Tamarrow [Tuesday]

" wWednesday Saturday
™ Thurgday € Sunday
% Friday  Monday

Allocating the contact numbers for M. Franke.

Select the engineer M Franke and click the Contacts button to open the
Contacts dialogue box. Click New.

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

Add a hypothetical telephone humber 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 L |
Tupe of contact IDutbound call - Mobile j
Paging Service I j
MHumber |22z 2222
Drescription (.. [ obil
hame number] e ;I
“alid Fram From Mow ta Indefinitely Change... |
0K ta call from : ID_ . ID_ @ IE . IE
[24 Hr Clock] : :

0K I Cancel |

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

Close the Rota Details window to complete the exercise.

Synthesys Taking Calls — The Call Tracker
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