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Introduction

The prime component of Centcom, the Agent Application, is installed on each Customer Service Representative (CSR)
desktop PC. The Agent Application:

* Manages the connection to Centcom and the Object Telephony Server components for all client applications residing
on CSR PCs

Provides a common and configurable agent interface for all desktop telephony and call handling functions

Provides configurable inbound and outbound screen pop ups

Allows the agent to initiate call recording

Allows the agent to transfer calls (both internally and externally)

Allows the agent to initiate and manage conferences

Provides call disposition and call management functions such as notes, call backs, and Do Not Call list management
Captures agent activity and work flow information

Facilitates data collection for integration to host or legacy databases

This section of the manual assumes you have correctly set up your Agent Application. The settings and configurations for the
Agent Application and the Agent Launcher are covered in the Centcom Configuration and Set-Up Manual.
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Logging On

After launching the agent application, you will be prompted to enter a Log-in Name and Password. Login Names and

Passwords are assigned using the Centcom Administrator Application. See the “Creating, Editing & Deleting Agents” section
of the Administrator User Guide for more details. In order to successfully complete the log on process, your settings must be
Configured (all the server components must be running, and you must be authorized for an active, running campaign). Refer

to the Administrator User Guide for further instructions.

Enter your Login Name and Password, click on the “Log On” button. Note that log-in names and passwords are not case
sensitive.

& CCDS Logon ¥5.5.5 Build 25 =] x|

Logit Mame:  |AgentMame

EE et

Paszword:

Exit Program Log On

FE Telephony Server Log On

LCampaign:
Secondary Campaign: I"N ane® j
Station Mo 238 [T238) Refrezh |
Shift: |1/ =l

Room: 0

Y'ou have successfully paszed the secunty log on. Mow
wou musgt log on to the Telephony Server uzing your

azzighed campaign.

E it Change Settingz Log o
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All of the active campaigns to which you have rights appear in the drop-down Campaign menu. Select the campaign you
would like to log in to, and click [Leafr]. If the campaign you want to log in to does not appear in the list, or if you get a
screen that looks like the image below, you probably logged on before the campaign was actually running. Press the Reiresh|

button to fetch the updated list from the server.

The secondary campaign allows an agent to receive overflow calls from an inbound campaign that normally wouldn’t be

caught by another agent.
Campaigr: IW :I'

Secondary Campaigh: I “Morne® j

Station Mo: 49 [T 49] Befresh |

Agent Settings

& Settings X

¥ Use Agent Server Settings

General I Dutbound EaIII Inbound EaIII Scripts I Dial I Fa:-:l Canfig I
Prospector. 1921683102 3876 | DEMS: |
Broadcaster. [192168.3102  [4040  Redur |

Statian Line IU ¥ Server Assigned Fioom Murm: IU

—+ Dial Extension Log To File

Extension: |15551 234567 | || Expiration: I12£EIEI£2EIEI? vI = s
—Auto Login Path:

[T Uze'‘wWindows login IE:"'.F'ngram Filez\CCDSAgent',

— Terminal Server
[ Bunin Terminal Server Made [ Hide Extenzion

Reqiztiy zettings have already been zaved. Changing these values now
may cause the agent application to function incarectly or cause
unexpected erorg,

Cancel | Save Settingz

The Agent Application includes a few new features including Room Number which is a reportable feature that allows a
call center to assign a room number to a particular station for reporting purposes. The intent is for telemarketing companies
to be able to track performance based on individual rooms. This room number is assigned to the station - not to the user.
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B Telephony Server LogOn =0 x|
Campaigr: [T - |
Secondary Campaigr: I“N ane* j

Station M IU Befresh |
E ztenzion: I'I BRET1 234567

Shit: |12 =

Foom: O

You have succesziully pazsed the secunity log on. Mow
you must log on ko the Telephony Server using your
azsigned campaigrn.

Exit Change Settings Logon

Once the station is assigned a number, it shows up in the campaign log in screen. In addition to the room number feature,
there is another new log in feature called Shifts. Shifts allow the agents to log in to a shift for tracking purposes. Shifts can

be assigned by a number (e.g., “17) or another distinction (e.g., “morning”). Shifts will be setup in the Administrator
Application and are available from the drop-down menu.

. Settings x|

[+ Use Agent Server Sethings

]

— Configuration
[T Hide Toolbar [~ Hide Hald [T Hide =fer To VR

[T Hide Set Motes [T Hide Transfer [T Hide Yiew Menu
[T Hide Set Callback [~ Hide Connect [T Hide Revenue
[T Hide Set DKC [T Hide Conference [~ Hide CB Mo Call
[T Hide Set CRC [T HideRecording [ Hide Redial

[~ Hide Hanglp [T Hide &gents [~ Hide Print

[~ Hide Ready [T Hide Change MEr

[T Auto-Ready [T Hide Change Call Info
[T Hide Dial Ot [T Hide fer to fgent

[T Hide Callnfo [+ Hide ¥fer Ta Campaign

Registry sethings hawe already been zaved. Changing these values now
rmay cause the agent application to function incormectly or cauze
unexpected ermars.

Cancel | Save Sethings

Another new feature available in the Agent Application is Agent Security. In the Agent Application set-up, you can select the

“Config” tab. The picture above illustrates the available options that can be hidden. Some of the settings (such as
“Hide Hold”) apply to the Agent Application, while others (such as “Hide Set DNC”) apply to the disposition screen.

“Auto-Ready” is another new feature that forces agents to go directly to “Pull Next Call” upon logging in or hanging up a call.

6
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Agent Screen
As soon as a call is routed to the CSR, the Agent window will display the current call information in the upper left portion of

the screen. Any active calls will be displayed on the right side of the screen. The bottom of the screen is reserved for the call
scripts. Note that if the agent application is minimized when a call is routed, the agent screen will steal the windows focus.

=10 x|

# CCDS Agent
Campaign  Wiew [obt Beady HangUp Call Help Menu Bar

Blo|olt=|n| 5[] N (ST FTTT 1] 8| 8]~ Toor par)

—LCall Info__.
Jeremiah Smith [— Phaone Mum Start Time In Status
rrrrny 4:43:54 PM 00: 00: 36

\ﬁ Call Infnrmation} Active Call Window
Kl _*|_I

Mortoaze Script Mortoaze Application Form

BORROWER INFO \[Call Script Window]

['would be happy to help you. We have many loans to choose from. Sowhat | need to do is get
some basic information about your situation and then Il be able to tell what | can do for you

TODAY. (DO MOT PAUSE)

3 [CIND

1. LAST NAME |Smith

Records in the Buffer (Eﬂ
Calls in Queue () Network
Status Bar Agents Ready (AR) Activity

Fecording... File: Z777777777 111117 _1b4355 0 |D|:|ne B:19 00 AR:0

2. FIRST MAME

3. MIDDLE IMITIAL

b ke s
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Menu Bar and Tool Bar

The menu bar and tool bar have similar functions that you can use either with a mouse or the keyboard. To use the
keyboard, use the alt or control key, along with the “hot key” (the underlined letter within the word) and the arrow keys.

=

Campaign  Wiew [of Beady HanglUp Call Help

Log OFF Mates, .. [y Hamag U@ (g
Log O zall Backs, .. izall Infm
ReCall Me ] [ Chamnge MNumber. ., (i
Dial Cuk, .. Ckrl+D ZRC,., Change Calllmfa, .. e |n Status
Zreate Emaill  Chrl+E callL - Brimt: kel P
Send Fax (ZErlH-F altog... e Prink Prewiem . . (ZErlH-
Agents. .. Chrl+A
Restore Form Agent Stats. ., Hald Zhrl+H
" s Scripks Off CErl4+D Retreve ZErl R
Qul e Refresh Browser Transfer, ., CERHT
| g 0 ek
Zommesk
Conference ﬂ
Mortzage Script Mortea  End Gonference J
Skatt Recarding -
BORROWER INFO stop Recordiii
Force Stop Recording
['would be happy to help you. We have many loans to I is get
some basic information about your situation and then, =Post Cal 10 you
TODAY. (DO MNOT PAUSE)
1. LAST MAME Smith
2. FIRST MAME John
3. MIDOLE IMITIAL
Cim osemn moaerm tRie mramarhe B wmnree A 16D j
Recording... File: 7777777777_111117_164355 v/OX Done [B1300ARD | @
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The “Campaign”, “View”, and “Call” menus offer a variety of functions, many of which are also in the tool bar. The
“‘Ready/Not Ready” and “Hang Up” menus act as buttons; clicking on them will yield the appropriate function rather than a
drop down menu. The “Help” menu allows the user to acquire the latest version of Centcom and view the product
information, as shown here in the About screen..

ol

‘a Call Center Development Services Agent

%
Frozpector Werzion 5.6.4 Build 162, Agentdpp Yersion 5.025

Thiz application i specifically designed as the primarny applcation call
center representatives use to receive, transfer, and dizposition calls
pazzed to them through the TouchStan/CCOS zuite of call center
products.

Application conceived, designed, and programmed by Nicholas 5.
Carpenter. Powered by TouchStar for Call Center Development
Services.

Copyright © 1338 - 2010 TouchStar Software Corporation

YWarning: This computer program is LD Uil e

protected by copyright law and international A'-:I_E“t ID:
treatiez. Unauthonized reproduction ar Station No:
distribution of this pragram, or any partion of | Campaign:
it, may result in 2evere civil and criminal

. ; 5 dary:
penalties, and will be prozecuted to the ;-::un :Iw' q
masiriurn extent possible under lawl oom o

Shift: MN/4

Pulling a Call

To pull a call, you can either click “Ready” in the menu bar, or on the “Next Call” icon in the tool bar. This will change
your status from “Not Ready” to “Ready,” and the system will begin transferring calls to you. Menu selections and tool bar
buttons will toggle to active or inactive as appropriate. For example, the “Next Call” icon will turn gray and the “Hang Up” icon
will activate.
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Hanging Up

[arge]
When you are finished with a call, click on the “Hang Up” icon or choose “Hang Up” from the menu bar. You can also
right click on the call and select Hang Up from the menu that appears. When you hang-up, the following window will appear:

=101 %]

il Call Results
— Call Rezult Code [CRC]

— Call Back Later

o [16:10/2007 ~| | 3:08 P =
" DSC - Deceased
 DNC - Da Mot Cal f* Frivate € Public
= Ma - Mo &nswer IDEMD-MDrtgage j
£ M&Y - Nat Available
 NOCLL - Mot Called 1 Add to Do Not Call List
Ml - Mat Interested OHC Type: INE'-.ferE werCall j
= SALE - Sale
—Motes

—Talk Time
Start Time; 16/10/2007 2:08: 30 P
End 16410/2007 2:08:32 P
Length: O0:00:02Time Out; 00:00

—1 Dal Alternate
I —LCall Data

Jeremy Smith il
— Revenue
3 ID— 45 Bth Avenue ;I

Bedial | Pull Hext Call |«

Any information you entered during the call will be carried over, but this is a good time to double-check that information. Also,
if you did not have time to enter something during the call, this gives you a second chance to do so.

10
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Selecting a CRC

For most calls, select the appropriate CRC from the menu. Your supervisor defines the options based on the campaign.
After you have selected the CRC, if you do not need to set a call back, click on the “OK” button to receive the next call.
This is all you will need to do. However, you can also set a call back, add the number to the “Do Not Call” list, write notes,
and view the call data prior to clicking on the “OK” button. Most of what you see in this window is the same information you
would see during a live call. In this screen you will also see the “Talk Time” and the call duration.

Dial

To manually enter a phone number, click either the Ql icon or Dial Out in the Campaign menu, then type the phone number
in the phone number box, and click to call.

=
—I The paste utility quickly
Dial  Edit fillz in the phone number
Prefie:  Phone Mumber; fnz:d frqm t:ﬁ Ctﬁnard
y uzing this on
-
p | |5551 234567 E|
Far long phone lists, begin v % Dial
typing the contact here and i - .
the list will automatically J\DEMD-PﬁHENT =
search for the nearest matu:hJ\‘\-.,
:-_— —Phonebook
Select an entry in the phane L Eind: | QI ~ Addl, modiy or delste
baoak and the dial data will be I.[:i!r_'!ﬁf.!?.f..'['ﬁ.l] phonebook entries
automatically populated using this button
e
-

Check the "lgnore Time

The function keys (F1-F100
allowy for instant dialing
to dial & record that i= not

Lane Rules" if you need
T

inthe current time zone Ignore Time Zone Fiules

Cancel | Dial

In addition to manual dialing, the Dial pop up window also includes a phone book interface

Dialing Phone Numbers from the Phone Book

« Select the entry and the phone number from the phone book list, and X-Dial will fill in the stored contact information.

» Double-click the entry in the phone book, and the application will fill in the information and dial the phone number for
you.

« If an entry has a shortcut key, press it anytime and the application will fill in the information and dial the phone
number.

& Private Phone Book Manager x|
Dizplay Mame | Phone Murnber |><-Dial Campaign | 5-Cut | Ermnail Address |
Test contact ER53214568 DEMO-PARENT  F3

1
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Modifying an Entry

» Double-click the field to be edited or
» Single-click the field and hit “F2” or
» Single-click the field and start typing keys.

Adding a New Entry

Double-click the Display Name field on the last line of the grid.

Enter the text you want displayed in the phone book list.

Double-click or tab over to the next field and enter the phone number to be dialed.
Double-click or tab over to the next field and select the X-Dial campaign, if required.
Double-click or tab over to the next field and select a shortcut key if desired.

Deleting an Entry

» Select the row in the grid on which the entry exists.
* Press the “Delete” key.

You can select multiple rows using the shift or control keys.

Call Log

Centcom keeps track of all of the calls you make. You can see these calls in the Call Log under View on the menu bar. If you
need to copy a phone number to the clipboard, click on the call and then on the Copy ta Cliphoard| button.

=101 %]

Call Tirne | Phone Mumn | Call Information |
#1001 P [755125-4564 "Joshua Smith™" 45 Bth Avenue™Mew York, WY 578537551 254564
10:05 P [755]128-4562 “Jeremiah Smith™"45 Gth Avenue"Mew York, MY B78537 755128456
#1010 P [755]129-4560 “Ewe Smith™"45 Bth Avenue™Mew York, MY BF853" 7551294560

Copy to Clipboard

12
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Agent Statistics

Agent Stats is another feature in the View menu. Statistics are displayed as shown below.

% Agent Stats: frank

Logged On at: 53214.14

— Revenue
$0.00

—Callz
[nbound  Outbound Prewiew  Agent Gen Callbacks Connects Contact: Success
0 3 0 0 0 3 3 0
—Log On Stats —Log OFf Stats
Total Time Ave. Per Call Total Time
Talk Time: 00:00:04 00:00: 01 Break Time: 000000
Heold Time: 00:00:00 0:00:00 Meal Time: 00:00:00
Wrap Time: 000007 00:00:02 Meeting Time: 00:00:00
Wait Time: 000000 00:00:00 Other Time: 000000
Mot Rdy Time: 00:04:34 00:01:31 Total Time:  00:00:00
Total Time: 00:04:45 00:071:35

Active Call Functions

There are several different things you can do with a call once you have received a call from the server. The most common
function is to complete the call script and hang up. However, you can also:

* Transfer a call

e Connect multiple calls
» Conference calls

« Record a call

All of these functions are available through both the menu bar and the tool bar. Many of the functions are also available by
right clicking on the call in your Active Calls window. The tool bar is the easiest way to access all of the functions. The agent
application will apply the function to the call currently selected in the Active Call List window.

13
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DNC

Select the DNC buttongl to open the Do Not Call box. Then, select the DNC type and type in the reason for the call. (This
will select the DNC check box on the “Call Results” box, and the notes will also transfer to this box. You can also select the

DNC check box and the Call Results pop-up box for the same results.)

() Do Mot Call

Cancel (]

Hold Call

Click hl or go to the Call menu to place a call on hold.

Retrieve Call

Click & | or go to the Call menu to retrieve either a call on hold or a call transferred to you.

Transfer Call

Click 2' or go to the Call menu to transfer a call. You can transfer it directly to another agent, to a campaign so that the
next available agent in that campaign will pull it, or to an IVR routine, if your call center utilizes that feature. If the agent,
campaign, or IVR routine to which you want to transfer does not appear in the appropriate drop-down menu, click “Refresh”
to regenerate the lists. Before you click transfer, make sure that you have selected the appropriate radio button.

#): Transfer _ |

* To Agent:

) T Cammpaigh:
[T Change Campaigh Skill;ID
= To YR Boutine:

! =l

Cancel | Befresh | Tranzfer

14
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Connect Calls
If you have two actjve calls on hold selected (to select, use the shift or control key and click on each call), you can connect
them using thei‘ icon or by going to the Call menu. This will make it so that the people you have on the other end of the

lines can talk to each other, but not to you. Once you click this button, you have no way of joining either call. They will be able
to talk to each other and hang-up when the conversation is finished.

Conference Call

If you have two active calls on hold, you can connect all three parties using the il icon or by going to the Call menu. This
will create a three-way call. There is no way to separate the calls again after you click this button.

Record Call

Click the Ll icon or go to the Call menu to begin recording a call. This will record both sides of the conversation to a sound
file that resides on the telephony server.

A supervisor will be able to retrieve that sound file later should it be needed.

Stop Recording

When you are finished recording, press the ll icon or go to the Call menu.

Call Notes

To access call notes for your current, active call, either click the ﬁl icon or select Notes from the View menu. This
database will hold up to 255 characters. The call notes will be seen when the call is stored as a callback or transferred to

another agent or campaign.

Call notes do not span across campaigns or duplicate entries in the same campaign.

[l call Notes =]

15
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Call Backs
Click on the 2| icon or select Call Backs from the View menu to schedule a call back.

This can be used to call a customer at a specific time. When you schedule the call back, decide whether it should be Private
or Public.

« Aprivate call back will reach the agent that is setting the call back, no matter what campaign they’re working on, as

long as they’re logged in at the time of the call back.
» Apublic call back will be assigned to a specific campaign and will be transferred to the first available agent in that

campaign at the date and time you specify.

Note: When setting the time keep in mind the time you are setting is eastern standard time, which is not always the

time of the person to be called.
x

Callback DatedTirne:
[1610/2007 x| | 54748 PM =

i I;gl:ulin:d
|DEMO-PARENT =]

Cancel | ok

Call Info

Click £ |or go to the Call menu to get detailed information about the current call.

Change Number

An agent can change the number of a record during a live call. Click on “Call” in the menu bar and select “Change Number”.
The “Change Number” box will appear with instructions.

-f—;- Change Mumber EI

Change Mumber Inztructions
|1z this form when you need to change the primary ands/or
alternate phone number due to wrong number, changes in area
code, etz |t will be updated in the Centeom databasze to be
uzed the nesxt time it needs to place a call

Prirmary Number: |Fceap T

Cancel | kK

16
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Receiving Call Backs

Once you have scheduled a private call back and the designated time arrives, the window below will appear. On the left are
all of the currently scheduled callbacks that you have.

If you click on one of the phone numbers, the call data for that call back will appear on the right hand side. On the bottom
half of the screen are ways that you can deal with the selected call back. If you want to complete the call back, you can do so
by selecting a campaign in the “Dial Callback Using” menu.

Select either the campaign that your supervisor has told you to use for dialing out, or the campaign from which the call
originated. You can also change a call back to public by selecting “Change to Public for:” and selecting the appropriate
campaign. (Usually the same campaign as the one it originated from)

You can also postpone or delete the callback. Once you are finished, click or continue with other callbacks. To
bring this window up without having a scheduled callback, select “Call Backs” from the View menu.

™., Call Backs - 0] x|

Callbacks: Call Data:;

David Smith =

45 5th Avenue x[ Customer infn:urmatiu::nJ
York, NY 67853

ﬁ Lizt of all callbacks _ILI
F

Frefie: Phone Mumber: =]

[ [Fee1254565 I \ﬁf J
Ay notes from call

— Callback Actions L

i« Dial callback using:
[DEMO-PERENT =]

" Postpone callback

% Watify me again in I 15 ::I minukes.
€ Notity me on this date/time: [ 16/10/2007 7] 5 :04:58 PM =

i~ Change to Public
" Delete calback Refresh I Dial |

This button changes according
to the selected callback action
\tDial, hake, Public, Postpone or

Delete)

|Orig DatedTime: October 16, 2007 4:24:53 Pp

17
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Active Agents

Click the !l icon or select Agents from the View menu to bring up a list of active agents. This will allow you to send text
messages, monitor, coach, and record other agents, provided you have the required privileges. Press the circular target
button to refresh the list. The Active Agents function can be useful if your supervisor is signed in and you need help with an
irate or difficult customer, or if someone who normally handles the customer with whom you are speaking is logged on and
you have a question for them.

E Active Agents X
Bckion

= 3%o pl=] 8

| Mame |
All Agents
O DEMO-PARENT

Chatting

Click the EI button to type messages to a selected agent. Type what you want to say in the bottom portion, and then click
the button or press enter. You will know you have a message, when you see the flashing yellow envelope at the bottom
of your main agent screen.

Monitor, Coach, and Stop
Listen J’ | (Monitor) allows you to monitor both sides of a conversation without being heard on either side. Coach ‘E
allows you to listen in on both sides of the conversation, and have the agent hear you for prompting and training purposes,

without the customer knowing you're there. Remember to use a whisper voice when coaching because the customer may
hear loud voices. The stop button @lwill end the coaching or monitoring session.

Record and Stop

The Lland ll buttons work the same way as in the main window, except they allow for recording of the selected agent’s
conversation instead of your own.

Note: It is very important to use the stop button when you are finished Coaching, Monitoring, or Recording sessions. (Do not
close-out the Active Agents window without clicking the stop button)

18
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