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Introduction

The Centcom supervisor application is to be used by call center supervisors. It is installed on the
supervisor’s desktop PC and provides the supervisor the ability to accomplish:

Simple drag and drop campaign initialization

Campaign management such as: Start, Stop, Remove, Blend, Configure, etc.
Line resource allocation

Communication via agent text messaging using a simple “chat” interface
Real time monitoring of campaign information

On-the-fly campaign configuration and pacing control

The Centcom Supervisor Application allows how you to control your call center after your agents, dial files,
and campaigns have been built. Most of the campaign settings that are adjustable using the Centcom
Administrator are also adjustable here.

This application allows you to:

Determine which campaigns are running

Ascertain statistics about the different campaigns

Control the campaigns once they are running

Maintain the parameters for all of your existing campaigns.



Supervisor Window

This window will appear upon logging into the application. It is possible for more than one Supervisor
application to run at once.

Under the Campaigns Header

e On the left side is a list of all of the available campaigns.
e On the right side is a list of "active" campaigns.

Active campaigns may be stopped, paused, or running, as denoted by the red, yellow, or green light on the
right side.

You must first stop a campaign before clicking and dragging it back over to the available campaign list on
the left side.

£5 CCDS Supervisor (192.168.3.102) [DEMO] ;IEIEI

Project CCDS  Help

Campaigns [P B
& DEMO-080807 |Campaign | ID_ Duthound Per Min| Connzsts| On Hold | WithAgent| Draps| %Diop Hours| Contasts| Sucpesses SPH_ Cony Rate| Status
-

DEMOD-BZB
DEMO-BZB-ALT
DEMO-BROADCAST
DEMO-DATA SOURCE A
DEMO-DIALOUT
DEMO-DIALOUTJuly18

DEMO-Surveys

Real-Time Displays
Activity Logs

[Mo Callback |




Configuring the Centcom Supervisor Application

Supervisor Settings

e Click “Project” on Menu Bar

e Select “Settings” from drop-down

e Input settings as needed

|F‘ru:uject CCDS  Help

Setkings

Set Colars
et Warnings

Prink ]

Cauit

i CCDS Supervisor Settings

— Broadcaster Server Location
" Prompt

o Auto-Connect: |localhost

— Play Sounds
Default Sound File Directony:

N

Queue File Mame and Location:

— Write Queue Information To File —

— Security
f* Maone

i Authenticate
7 Wiew Only

SubSuyztem FIM: I““““

[~ Deny Resetting of Dial Recaords

[~ Deny Change Parameters

[~ Hide CRCz By Campaigh Panel
[~ Hide Drop Info

[T Hide Agents Menu

[T Meszenger 3000 Mode
[~ M3000 Stle CRC Reset

LCloze |




Adjusting Security

e If“None” is selected, you will be able to access the supervisor without a password.
e If “Authenticate” is selected, a Security Login screen will appear.

& Security Login x|

Login:

Pazzward:

k. | Cancel |




Changing Grid Colours

This feature allows you to change the grid colours in the Centcom supervisor application.

e Select “Set Colours” from the project menu.

e The top half of this window is for changing the colours in the “Dial File/Calls” tab of the campaigns
and agents tab. You can change both the background and the foreground (text) colours.

e The bottom half is for the lines screen, and allows you to differentiate the types of lines at glance.

| Project CCDS  Hely J¢! Change Grid Colors X

,.,-:-. — Change Callz Gnd Colors
Set Warnings Call 1D Call Start| Phore Murber | Status
213213 PW 3035552300 Alllnbound Calls
Print 4 214|214 PM 3035552231 Al Outbound Calls
Cuit 217 214 P 3035652123 All Preview Calls
215214 PM | 2055555313 Al Agent Generated
216 217 PR | 3035557660 | All Call Backs

Change Background Change Foreground

— Change Lines Grnid Colors

Line| Campaigh Change Background
T1 Line
Analog Line
Change Foreground
Cancel Ay k.




Setting Warnings

To set warnings, select “Project” from the menu bar and select “Set Warnings”. The “Warnings” window
will appear.

Setting warnings will help you keep track of the statuses under the Management and Active Agents
sections. For instance, you might want to keep track of how long a caller has been in queue, or how long an

agent has been waiting for a call.

Double click in the first warning field next to the property you want to change. Select in seconds the
amount of time you want to set for the first warning.

[Proiect o5 rok - [T x|

Ll Froperty 1zt W arning| 1zt Calor| 2nd “Warning| 2nd Colar | &

Et CD":'r OB_Perinute_Ower a a

2et Warnings 0B_PerMinute_Under o TN - e

Brint . |E_Perbdinute_Ower 0 - 0 -
|E_Pertinute_Lndsr o I  mm

ik Percent_Drop 0 - 0 -
In_Glueue 0 - 0 -
Auvg_[ueue 0 e 0 e
M am_[ueue 0 - 0 -
Shandoned o 0 ]
Amant Aun Tall N I N _ll

Cancel | Spply |




Running Campaigns

After you have correctly set all of the parameters for your campaign, it is time to run the campaign. In order
for a campaign to run and make calls, you need to have dial records in the dial file, all of the Centcom
components running, the telephony system running and connected to phone lines. Depending on the type of
campaign, agents are ready to log on.

e To run a campaign, you need to first drag it from the column where it resides to the grid on the
right. There are two ways that campaigns can be active on the right. They can be either a parent
campaign or a child campaign. Child campaigns allow agents to log in to one campaign and still
receive calls from more than one campaign.

e To create a parent/child campaign structure, drag and drop the parent campaign to the right side;
then, drag and drop its child campaigns on top of it. When you run a parent campaign, all of its child
campaigns run automatically. Any agent that is logged into a parent campaign will receive calls
from the children.

Example: Single child Campaign

££ DS Supervisor (192.168.3.102) [DEMO]

Project CCDS  Help

DEMO-080807 |_Campaign | ID_Duthound Fer bin| Connects| On Hold| WithAgent| Diops| %D 1op| Hours| Contaots| Suscesses) SPH | Conv Rate| Status
BEHS'EEEALT = DEMO-PARENT 33 0O 0.0 0 0 0 0 0x 00 2 0

DEMOD-BROADCAST
DEMO-DATA SOURCE A

0.0 0.00%

DEMO-MPORTIULY
DEMO-MPORTIJUNE

DEMO-Surveys

00:00 00:00 o N/A N/A  N/A  $0.00

Real-Time Displays
Activity Logs

[No Callback |
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Example: Parent and child Campaigns

LCCDS Supervisor {19216 102) [DEMO]

Project CCDS  Help

Campaigns

DEMO-080807
DEMO-BZE
DEMO-B2B-ALT
DEMO-BROADCAST
DEMO-DIALOUT
DEMO-DIALOUTJuly18
DEMO-MPORTIULY
DEMOMPORTIUME
DEMO-LEADS3E0
DEMO-Martgage
DEMO-RFR
DEMO-Surveys

oo o
| Do D _Oubund Per i

= DEMO-PARENT 39 0 0.0
DEMO-DATASOUR BO

2 [1]

0 [1] [I/ 0.0 0.0 0.00%

Status

Campaign
= DEMO-PARENT 39
DEMO-DATASOUR 60

Real-Time Displays
Activity Logs

Inbaund| Per Min| InQueue | Avglueue| Maxlueue Abandon| Quata| Achived

00:00 00:00 0 N/A  N/A  N/A  $0.00

[No Callback |

Example: Multiple parent and child Campaigns

CCDS Supervisor (192.168.3.102) [DEMOD]

Project CCDS  Help
5 [ n

Campaigns
DEMO-0B80807
= DEMOD-PARENT
DEMO-DATA SOUR
1 DEMO-Mortgage
=l DEMO-Surveys

39

DEMO IMPDRTJULY
DEMOMPORTIUME

IEI

0. IJI]/

Status

Campaign
= DEMO-PARENT
DEMO-DATA SOUR
1 DEMD-Mortgage
= DEMO-Surveys

Real-Time Displays
Activity Logs

00:00
U]
00:00
00:00

00:00
00:00
00:00
00:00

[No Callback |




Status Indicators for Campaigns

A coloured square will indicate the campaign status. Here are the possible variations:

Green: the parent and the child are active

°
e Yellow: the campaign is paused
e Red: the campaign is stopped

Carmpaign ID | Outbound| Per Min| Connects| On Hald | Withdagent| Dropzs| %0rop| Status
= DEMO-PARENT

DEMO-DATA SOUR B0 1] 0o 1] 1] 1] 1] 0%
] DEMO-Mortgage 44 1] 0.0 0 0 0 1] (14 1
= DEMO-Surveys 43 0 0.0 0 0 0 0 0 [ |

Starting, stopping and pausing a campaign

Highlight a campaign, and press the start, stop or pause button to achieve the desired effect.

Campaigns

After stopping a campaign, you may drag it back to the column on the left-hand side. However, this step is
not required, as the dialer will not place any calls in either position.



Setting Campaign Parameters

To adjust the parameters for a specific campaign, right-click on the desired campaign and select
“Parameters”. This screen gives you the basic information about the campaign: Campaign ID, Name,
Description, Created, Modified & Last Import Dates and Times.

Campaigh
= DEMO-PARENT 39

Parameters

Reset Dial
Resek Skaks
Flash Buffer

General Info Tab

“General Info” displays the campaign name and description. It also shows the date on which the
campaign was created and last modified. Lastly, it shows the date on which the last batch of data was
imported.

&' Campaign Parameters EI

Hecnrdsl Hecallsl Linelnitl Line.-’-'-.u:liustl
General Info | T_l,lpel F'an:ingl Timersl
Campaign 1D: 33

Hame: DEMO-PAREMT
D escription:

Created: 14/03/2006 5:57:13 PM
Modified: 161072007 11:45:07 PM
Last Import: 1/1/2000 -

Cloze | Ay | ak. I
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Type Tab

“Type” determines how the dialer will behave.

“Predictive” tells the dialer to predict when an agent will become available so that the dialer will
dial numbers even if all of the agents are busy.

“Non-Predictive” disables this feature so that the dialer only starts dialing when an agent is free.
This type is useful for small groups of agents or when it is important to minimize the number of
dropped calls.

An “IVR” campaign does not depend on agents. Instead, the dialer dials when a line is free and
routes connected calls to the Centcom Call Control application for IVR handling (playing messages,
prompting for digits, etc.).

A “Bridge” is a special type of [IVR campaign used to connect two calls. An IVR routine will add a
dialing record to the bridge campaign, and upon connection, will connect the original call to the
bridged call.

“Preview” sends un-dialed numbers to agents. The agent will receive a pop-up screen that allows
the agent to view customer information while counting down the selected time until it dials the
number.

':ﬁ' Campaign Paramekters EI

HE.'I:I:III:IEI Recalls Linelnitl Line .-i'-.cliustl

General [nfo T._!rIPE F'an:ingl Timersl

" Predictive; Predict when an agent is free
% Mon-Predictive: Dial when agents are free
i ¥R [Mo Agent Interaction)

" Bridge: Facilitate: connecting calls

™ Preview: Send undialed numbers to agent

f* People ¢ PeoplefdnsMach ¢ Eventhing | L

Lloze | Apply ak
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Pacing Tab

When you adjust the pacing, you modify the algorithm used to predict the availability of agents. This should

normally be left at normal speed and will only affect predictive campaigns.

e If you are dropping a lot of calls, you can set the pacing below normal in order to increase the delay

before the system dials each number.

e Ifagents are waiting for calls, you can set the pacing above normal in order to decrease the delay

before each number is dialed.

':ﬁ' Campaign Paramekters

—Pacing
Mormal zpeed. Auto
I|||||||||=~..|||||||||I I'3 ;‘.._;
_
ALR

— Posititye Answer Machine Detection
 0ff & On ¢ Dialogic Pazs-Thiu

Lloze | Apply

ak.
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Timers Tab

To use timers, select the timer that you wish to use. A campaign can automatically start and stop with no
supervisor interaction, based on the specified date and time. Timers can also be used to dial alternate
numbers on campaigns.

Please note: Campaigns that are not in the active campaign field will not be auto started. The system will
only stop (not remove) campaigns and the child campaigns will also stop.

':ii:f Campaign Paramekters EI

Flecnrdsl Flecallsl Linelnitl Lire Adjust

General Infa I Type I Pacing : Timer3§|

—Automatic Timers
[ Auto Start/Shutdown
Time: | 9:008M =< -] 9:00 M =

[T Usze Alternate Numbers
Time: {'5.00PM == - | 5:00 PM =

[retarls... | -
Cloze | Ay | ak.




Records Tab

This panel controls how many records will be sent to the queue for fetching. When the campaign is first
started, the system will fetch records until it has two times the fetch amount, and then every time the
amount that has been sent falls below that number, it will send another batch of the fetch amount.

e Allows you to set your Child campaign’s behavior.
e Quotas also allow you to set the number of records to be fetched from each campaign daily, for the

life of the campaign and for a decreasing number throughout the campaign.

':ﬁ' Campaign Paramekters EI

Eenerallnfnl Typel F'an:ingl Timersl

Fecords | Recalls] Line Init] Line adust |
—Dial Record Fetches 1T Quotas —

Fetches Per Minute |15 Tules I-m

~ Child Behavior £ Daily
Mired - Mix Recards from all || ¢ Lifetine
children
Queued - Dial all recards in IF Decrease
each child before continuing [EACH -

Lloze | Apply ak




Recalls Tab

The system can automatically reset certain types of calls after a specified interval. The system will start a
timer for each of these types of calls and call back in exactly X minutes, it will add that record to the fetch
queue after X minutes, so that the next time it sends records to the dialer, that record will be sent with it.

&' Campaign Parameters EI

— Dutbound Choices
v Recall Dropped 1 Days
[v Recal Mo Answers 3 Hourz |
v Recall Busy Signal ] ting ¥
v Recall &ns Mach 45 ting ¥
v Recall lrvalid/Mo CPa |0 Minz ™| -

Lloze | Apply ak




Line Initialization Tab

If you choose to start a campaign with a specific number of lines, it will reserve those lines and assign them
to this campaign until either all are assigned, or no more lines are available to assign. If you assign using a
range, the campaign will attempt to re-assign the lines within that range.

e Choose “Over-ride lines in use,” to over-ride any lines that are within that range, whether that
means taking away all of the lines for a certain campaign or not.

e Choose “Can replace my lines with other campaigns,” to make the campaign “Step-able.” In this
mode, when another campaign wants another line and all available lines have been taken, this
campaign will clear out so that the new campaign can take over.

e “Replace me when line is free,” means that if a line was taken away from this campaign, it will
automatically be reassigned to the old campaign when it becomes free again.

However, if you choose to Over-ride lines in use, it will assume all of the lines within that range.

e “When shutdown, replace line with ” will replace a campaign that is working
with another campaign, when the original campaign is shut down.

':ﬁ' Campaign Paramekters EI

Line Initialization
¥ Start Campaign with this many lines; 0

{~ Aszsign using a range:; ||:|
[T Owerride lines in use

[ Can replace my lines with ather campaigns
[ Feplace me when line iz free

When shutdown, replace ling with I-::nu:nne}- j n

Lloze | Apply | ak
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Line Adjust Tab

Automatic line adjustment is a feature that significantly cuts down on system management. The industry
standard ratio of lines to agent is 2:1.

There are two ways to set “Line Adjust”™:

e “Re-calc lines on Agent login/logoff”: The system will recalculate how many lines should be in use
each time an agent logs on or off based on to the ratio set by the slider bar.

The system does not recalculate the number of lines when you change the setting, an agent must either log
on or log off before the system will adjust the lines to fit the new ratio.

e “Direct ratio increase/decrease”: Each time an agent logs on or off, it will adjust the lines for that
campaign according to the ratio set with the slider bar. This setting makes it possible for lines to be
assigned with no agents.

If all lines are assigned, there may be more agents than there are lines

Options from the “Line Adjust” tab:

e Adjust lines automatically or manually depending on your needs
e Use slide bar to manually assign a desired percentage

&' Campaign Parameters EI

—v Campaign lines adjust automatically —
Hecalc mode
* Recale ines on Agent logindogoff
™ Direct ratio increase/decrease

Adjustment ratig [linesz:agentz]
)
a0 32 21 k2 31 T2 4 n

1:4 1:2 1

Cloze | Ay ak.
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Rebuilding the Campaign

To rebuild your campaign, right-click on the desired campaign and select “Reset Dial.”

This option is useful if you choose not to have the system automatically reset them after a certain amount of
minutes. This is the manual way to reset calls that could have connected but did not, and is most often used
to reset dropped calls.

In certain instances, you may also want to reset other types of call results that normally would have been
connected, or that you want to ignore; this is where you can reset people, operator intercepts, fax/modems,
invalids, or skipped.

By clicking on the CRC’s tab within the “Update Dial File Window”, you will be able to reset any of the
CRC’s you created for this specific campaign.

Campaigh & Update Dial File x|

= DEMO-PARENT 39 Campaign: 339 - DEMO-PARENT

Parameters

— Heszet in Dhal File

Connection | EHESI

Reset Staks
Flash Buffer

[T Reset Mo d&nswer Calls
[~ Reset Busy Calls

[~ Reset Dropped Calls
[T Reset Answer Machines

[ Reset Invalidz
[T Reset Skipped

[ Reset NoCPa Check Al |

[T Reset People

[T Reset Operator Intercepts
[T Reset Fax/Madems

[T Dveride Max. Attempts

Cancel |

21



Resetting Statistics

The “Reset Stats” option may be accessed by right-clicking on the campaign. This option simply resets all
of the stats back to zero in the dialer window. This is good if you have, for instance, just sped up the pacing
in the parameters or made any changes that would affect the agent’s statistics. Know that you will not see
anything visibly happen until you look at the agent's screen.

Carnpaigh
= DEMO-PARENT 39

Paramekters
Feset Dial

Resek Skaks

Flash Buffer

Flashing the dialing buffer

Selecting “Flash buffer” gets rid of all calls in the buffer and prevents more records from being retrieved.
You know this has taken effect when there is an “X” in the Status box on the dialer screen.

Select this option again to undo the “Flash buffer” and continue dialing.

Campaign [
= DEMO-PABRENT 39
Parameters
Resek Dial

Reset Staks
Flash Buffer

Campaigr

D | Outbound| Per Min| Connects| On Haold| Withdgent| Drops| Z0rop| Status

= DEMO-PARENT 39

22



Line Management

To view or adjust lines, click on the [l&[{==button on the left side of the screen. This allows you to see
which lines are being used for which campaigns, as well as which line each agent is using.

Line| Campaigh Line| Campaigh Line| Campaigh

L N |

11
12

You can assign a previously blank line to a campaign, clear or change the campaign in use by double-
clicking on that line and selecting the new desired setting.

Note: You cannot set agent lines to be used for a campaign and you cannot set campaign lines to be used
for agents.

When you change the setting for or clear a line, either “[pending]” or “[in use]” will appear in that space.

This means that the system is waiting for the application to set the line, but it will eventually revert to the
setting you chose.

23



If the agent is forced down and you are using dynamic line assignment, you can block a line from being
used by agents as they log back on.

e You know if you need to do this if agents receive a “Group not found” or “Local dial failed” error
message when they try to log in.

e You can block the line to which the system is assigning the agent by double clicking on that line and
selecting “[ XX BLOCKED XX]”.

24



Obtaining Campaign Information

When a campaign is running, it will start generating statistics and other information that you will need to
access in order to keep it running as smoothly as possible. To access this information, click on the
Management tab at the top of the window.

Dial Table

The “Dial Table” option allows you to view the number of call records per campaign, number of dial
records that have not been called, number of dials waiting in the queue, number of dials that have been
called, and the call-back information for that campaign.

If you do not see the campaign you are looking for, it probably means the campaign does not contain any
records. Select “Centcom” from the menu bar and unselect “Hide Zero Call Records” to show all
campaigns.

. '
Carmnpaign Eligble | Mot Called | Calling Called CEB Today | CB Bepond Last Irport
DEMO-020807 040 00 1] 00 040 040 1412000
DEMO-BZE B0 0 1] 132 1] 1] 9415,/2008 11:22:00 Ak
DEMO-B2B-ALT 15340 15340 1] 00 00 00 104342006 1:07:00 P
DEMO-BROADCAST 1170 1140 1] 00 00 0:0 FARS2007 1004540 Ak
DEMO-DATA SOURL 00 00 1] 00 00 00 1412000
DEMO-DIALOUT July 15 15 1] 0 1] 1] 74182007 6 26:51 PM
DEMO-IMPORTIULY a:0 80 1] 00 00 00 FA1202007 6:05:44 P
DEMO-IMPORTJUME 2.0 g/ 1] 0 040 040 BA26/2007 12:25:26 PM
DEMO-LEADS3EN 0:0 00 1] 00 00 0:0 1412000
DEMO-tortgage 2040 2040 1] 17240 040 040 9M15/2006 11:35:00 Ak
DEMO-RFR 149/0 149/0 1] 00 00 0:0 11642007 1:44:45 P
DEMO-Surveys 2840 2840 1] 00 040 040 M 5/2006 11:36:00 Ak

Active Calls

“Active Calls” lists all the active calls. Different types of calls appear in different colours.

Call ID| Line| Call 5tart| Phone Mumber | Statuz
2095 7 4026 F 7ER1234569  Talking to frank




History

Clicking on the History button gives you a list of all of the campaigns and their calls since midnight. In
order to associate the information with the correct campaign, you must know the campaign's name.

Campaign

Total | Inbound| Person| Modns | Busy | Operator] Drop | AnsMach] MoTone| Fas| Invalid| Skip| Mo CPA

DEMO-B2E

2 1] 1 1] 1] 1] 1 1] 1] 1] 1] 1] 1]

26



Active Agents

Clicking on the “Active Agents” button will give you a list of campaigns currently running and their stats
and active and inactive agents and their statistics for today. This allows you to get an overall idea of how
the agents have been spending their time, how many calls they’ve taken, how they compare to each other,
etc.

Acti\re Acrents*

DEMO-PARENT I] I]I] 00:20 00:00:00 00:00:00 0.0 0.0%

Agent Name Time |n StatuslStatu& |Eampaign |Sessiu:un Start |Eall3|3u:untt|iu|:|:| B | COB | " | AG | CB |E IN|E

frank. frank 00:00:45%  Talking DEMO-PARENT 4:14:5%fPH 1 1 0 0 1 0 0 0 0

The headings and descriptions under “Active Agents” are:

Agent Name: Agent name

Time in Status: How long the agent has been in current status (talking, ready, not ready, etc.)
Status: Talking, ready, not ready, wrapping up, break, at meal, other
Campaign: Campaign from which agent is dialing records

Session Start: The time of agent's first log-in for that day

Calls: # of calls (inbound and outbound) for that agent

Contacts: # of dials that reached intended person; determined by CRC'’s.
Succ: Successes - # of successful calls, determined by CRC’s.

IB: # of inbound calls

OB: # of outbound calls

PV: # of preview calls

AG: Agent generated - # of manually dialed numbers

CB: Call back - # of scheduled callbacks completed

Conv Rate: Conversion rate — percentage of successful calls versus contacts
Log on time: How long an agent has been logged in, excluding breaks

Talk time: Amount of talk time

Avg talk: Average talk time

Wrap time: Wrap-up time. The time in which an Agent chooses a call disposition
Avg wrap time: Average wrap-up time.

Wait time: Amount of spent by agent in ready mode, waiting for the next call
Avg wait time: Average wait time

Dead time: Amount of time not spent in ready mode

Avg dead time: Average dead time

Hold time: Hold time

Break time: When an agent is logged out for a break, meal, meeting, etc.
Preview time: Amount of time spent previewing calls before dialing

Avg preview: Average preview time
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Hiding Agents and Their Statistics

Click on “CCDS” in the menu bar, and then choose “Hide Agents” to hide the agents and statistics you do

not want to see.

£5: CCDS Superyisor {192.168.3.102
Project | CCD5  Help

tan:  Add Temp Dial Record
add Do Mot Call

Hide Agents

v Hide Zero Hiskory

“-l » Hide Zero Call Records
v Hide Zero CRCs

- Refresh IYRs

Refresh Connection
Restore Grid Colurnns

28



The window will look like this:

Agent Window Yiew x|

—Hide Agents In Campaign— [ Hide Agent Statz — [ Hide Agentz In Boom —
[IEC E b O-020207F ] Tirne [n Status ;l
[1DEMOD-B2B [] Statuz
[JDEMO-BZB-ALT [] Campaign
[JDEMO-BROADCAST [] Seszion Start
[ DEMO-DATA SOURCE A [ Callz
[ DEMO-DIALDOUT [ Conte
[ DEMO-DIALOUT July1a [ Succs
[ DEMO-IMPORTJULY e
[ DEMO-IMPORTJUME 0B
[ DEMO-LEADS3ED [P
[]DEMO-Mortgage e []AlG
[ DEMO-PAREMNT [1CB
[ ] DEMO-RFR hd []E IM hd

Apply | Q.

e On the left side of the screen under “Hide Agents in Campaign” is a list of all the currently active
campaigns.
e On the right side of the screen under “Hide Agent Stats” is a list of all the agent statistics.

In this example, the “DEMO-080807” campaign is selected in the Hide Agents in the Campaign section. In
the Hide Agent Stats section, “Time In Status” has been selected. Click on “Apply” to hide all the
campaigns and statistics selected.

Monitoring Campaign Activity

Clicking on the “Activity Log” icon, then the System Activity icon will give you all of the messages that it
is sending to the Centcom broadcaster application. This tab is most useful when it comes to resolving
system issues but can also be used as a method for watching the results of every call and the system
progress.

System Activity Log Auto Seroll

171736 CallStatusChanged. CamplD: 39 CallD: 16 Line: ¥ Status: T AgentExt: 1049 £ 0 Child D 43 Phone: 7551234568 Result: Transfering
17:17:40 Call Dropped. CamplD: 29 Line: 8 CallD: 17 PhoneMun: 7551 234560
17:17:43 CallStatusChanged. CamplD: 39 CallD: 18 Line: 7 Status: T AgentExt: 1049 £ 0 ChildD: 48 Phone: 7551244568 Result: Transfering
171748 Call Dropped. CamplD: 39 Line: 8 CalllD: 19 PhoneMum; 7557 254565

17:17:53 CallStatuzChanged. CamplD: 39 CallD: 20 Line: 7 Statuz: T AgentExt: 1049 £ 0 Child D 48 Phone: 7A51254564 Result: Tranzfering
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Monitoring Agent Instant Messages

All of the messages that the agents type to one another using the agent application's chat feature are
displayed here. Both the “System Activity” and the “Agent Instant Msgs” sections, display the messages
that have been sent since you opened your copy of the Supervisor application.

Fixing Callbacks

The |'3' Callback  icon in the bottom left-hand corner of the Supervisor Application indicates a broken
“Call Back.” Callbacks break according to the following rules:

1. If the agent schedules a “Private” callback, and he/she is not logged in at the time for which he/she

scheduled it, it becomes broken.

2. If'the agent schedules a “Public” callback, and the campaign for which he/she scheduled it is not
running at the scheduled time, it becomes broken.

Broken callbacks will stay broken until they are fixed. Double-click on the flashing icon to bring up the

window.

Steps for fixing a broken Call Back:

1. Highlight desired callback.

2. Indicate if it is a Private or Public
Callback.

3. Assign to Agent for another time or

4. Assign to a Campaign for callback
based on desired time.

5. The callback can be deleted or retried at
a later time.

*._ Fix Call Backs

Callbacks:

£~ Change agent:

Call D ata:

Benjamin Smith

45 5th Avenue
MNew York, NY 67853

ki

— Private Callback Fixes

T PR TS

=]

A~ Postpore calback

% Feschedule call inl 15 j mitLkes.

{" Bezchedule call datetime: IEIF".-"D'I A2008 j I 4:28 PM

—
[l

{~ Change to Public  Campaign: IDEMD-BEB
" Delete callback

Fefrezh |

[

Retry |

[Cloge

|CE was assigned to frank, set for 07070 /2008 4:22:10 P,
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Adding a Temporary Dial Record

If you need to add a dialing record to a campaign, you can do so by selecting “Add Temp Dial Record”
from the Centcom menu. Enter the phone number you wish to add and the campaign name to which you
wish to add it. The call will then be sent to the system with the next fetch, and it will be handled like a
normal call for that campaign.

#dd Temp Dial Record el
add Do Mok Call
Hide Agents Phorne Mumber; (5551234567
v Hide Zero History
v Hide Zero Call Records Campaign: |DEMO-PAREMT j
v Hide Zero CRCs
Refresh INRs Lall Data: fhrs Jones ;I
Refresh Connection
Restore Grid Colurnns j
Cancel k.




Adding a Phone Number to the Do Not Call List

Access the “Add to Do Not Call” menu from the supervisor application.

| D5 Help

add Temp Dial Record
add Do Mok Call

Hide Agents
v Hide Zero Hiskory
v Hide Zero Call Records
v Hide Zero CRCs
Refresh IVRs
Refresh Connection
Resktore Grid Columns

This is similar to the window that appears in the agent application.
Enter the phone number with no spaces, dashes, or other formatting.
Enter the type of do not call from the drop-down menu.

Finally, enter the reason for the do not call in the space provided.

X |Add Do Mok Call

Phione Mumber:

Type:
Heazan:

X

MeverE verCall

[

Cloze
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Generating Reports

The reports can be accessed from the 'Project' menu.

|F‘r|:|ject CCDS  Help

Settings
oot olors DEMO-0230807
ek Warnings DEMO-EE
Project Skats
; Dial File
Quit Zalls
Hiskaory

Ackive Sgents
Svyskem Msgs
Agent Msgs

IR Routines
_R.C Bw Zampaign
CR.C By &genk

Here is a brief description of some of the reports available:

Project Stats

This report will generate a summary of the campaigns status, as seen in the “Management” section.

ProjectStats
Report Date: January 9, 2008 1:54 PM
Campaign | 1D |Dut|:u:uunu:||F'er MirlEDnnectaan H|:|I|:||With&qentlDeralZDmpl Hu:uurslEDntactslSucceaaesl SPH ||:|:|m-' Flatel
=] DEMO-PARENT ) ] 0o ] ] ] ] oz 00 ] ] 0o 11174
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Dial File

This report will generate a summary of the campaign records, as seen in the “Dial Table” section.

Dial File
Report Date: January 9, 2008 1:56 PM
Campaign Eligible | Mot Called| Calling Caled | CE Today| CE Beyond |_ast Inpar!
DEMDO-030207 040 04 n L] L] 04 1.1.2000
DEMO-BZE A9 s 1] 133 1] 1] 006 11:28;
DEMO-BZB-ALT 1494 14340 1] 434 L] 04 00E 1:07L
DEMO-BROADCAST 1141 1140 1] L] L] 04 07 1045
DEMO-DATA SOURCE A 040 04 1] A4 04 04 142000
DEMO-DIALOUT-July18 15 15 1] B4 1] 1] 07 6:26:F
DEMO-IMPORTJULY a4 a4 n L] L] 04 007 B05:¢
DEMO-IMPORTJUME a4 a4 1] L] L] 04 Q07 1225
DEMO-LEADS3ED 040 04 1] 1040 04 04 142000
DEMO -kartgage 1841 184 1] 17241 14 140 006 11:35:
DEMO-RFA 14341 14341 n L] IE] 040 MWO7 1:44:¢
DEMO-Surveys 2641 264 1] ER.A 4 040 00E 1136
Calls

This report will generate a list of all calls placed by the dialer.

Calls

Report Date: January 9, 2008 1:57 PM

|:a|| ID | Line| Call Star| Phone Humber | Status

_all ID | Line| Call Star| Phone Humber | Status
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History

This report will generate a breakdown of all the call results for each campaign.

History

Report Date: January 9, 2008 1:539 PM

|Eam|:|ai|:|n |T|:|tal Inbound [Perzor| Modns | Bugy |Operaton] Drop [Sngkdach| MoTore| Fax Invalid| Skip Mo I:F'f-‘-.|

Active Agents

This report will generate a list of the active campaigns and agents currently logged in to a campaign, along
with their statistics, as seen in the “Active Agents” section.

Active Agents
Report Date: January 9, 2008 2:00 PM
Campaign Hueue|dgents | Ready | T alking | wiapping| MotReady | AwvgTalk | Awgwait Maxtw'at | SPH |ConvRate
DEMO-FARENT 1} 1} 1} 1} 1} 1] 00:00:00  OFOKO0 OkXDkOD 00 00
|.6.qentName |Time |n Statu:| Status Campaign Seszion Start | Zalls|Zonbliuce| IB | OB | Pv | AG | CB | EIN|E OUT|F&x| SPH | ConvRate| Log On Tin| Talk Time |

System Messages

This report will generate a list of all the errors and notifications generated by the dialer, as see in the
“System Errors” section.

System Messages

Report Date: January 9, 2008 2:01 PM
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Agent Messages

This report will generate a list of all the text messages sent to and from the agents on the system, as seen in
the “Agent Instant Messages™ section.

Agent Messages

Report Date: January 9, 2008 2:01 PM

IVR Routines

This report will generate a list of the existing IVR routines and the number of times they've been used so
far, as seen in the “IVR Routines” section.

IVRRoutines

Report Date: January 9, 2008 2:03 PM

Enunt|

(¥R Routine

CRC by Campaign

This report will generate a breakdown of all the dispositions used by the agents and detected by the dialer
for each campaign, as seen in the “CRC's by Campaign” section.

CRCs By Campaign
Report Date: January 9, 2008 2:04 PM
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CRC by Agent

This report will generate a breakdown of all the dispositions used by the agents, as seen in the “CRC's by
Agent” section.

CRCs By Agent

Report Date: January 9, 2008 2:05 PM
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Generating Graphs

Graphs can be generated in several contexts.

Agents

The following statistics are available from the “Active Agents” section:

Agent Mame Time In Statuz Campaign
: ' Mot Ready | DEMO-PARENT1| 2

LogOff
Lang2im
Force Agent Down

Aigent vs CallsiTimes (Pie/Bar)

Agent Activity Time Sorted (Bar)
DEMO-PARENT

#: Agent Calls and Times 10| =|

2D Pe =

]

EnntactsfSuccessesé! Call T_-,lpesl Time |k .-’-\-.ctivit_l,ll Ayerage Timesl

frank, frank Al Agents In DEMO-PARERNT

SuccessiContacthon-Contact SuccessiContacthlon-Contact

B Succeszes
[ Cortacts
. on-Contact

B Succeszes
[ Cortacts
. ton-Contact
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Agent Mame Tirne [n Statuz

Logoff
Wl ]
Force Agent Down

iaraphs

DEMO-PAREMNT

Statuz Campaigh

Mot Ready | DEMO-PAREN

Agent vws CallsiTirmes (Pie/Bar)
Agent Activity Tirme Sorted (Bar)

£2 Agent Times

Talk Time | ‘wirap Time | ‘Wit Time | Mot Ready Time|

Ay Talk Time

. frank, frank
[ DEMO-PARENT Agents

Al Agerts In DEMO-PARERNT

Talk Time

B frank, frank
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Dial Records

The following statistics are available from the “Dial Table” section:

Fefresh

Fefresh 4l
Feset Dial
Time £one

#2 Dial Records o ] 4
DEMO-RFR
140 140
120 120
Records
100 100
- -~ B Undizled B Undizled
[ Dialing [ Dialing
Il Cisled Il Cisled
G0 B0 B Today B Today
. B Beyond . CB Beyond
40 40
20 20
0 - 0
Records
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History

The following statistics are available from the “History” section:

Carnpaigh

|0l =|
DEMO-B2B
30 30
Histary
B Ferzon &ns Mach
25 A 25 [ Mo &nsw B ro Tone
I Eusy B Faxtiodem
B Ferzon Operatar B Inealict
20 - 20 I MNo&nsw B crop B =kipped
B Bu=y
Operator
15 15 M Drop
Anz Mach
B o Tone Inkound ve. Cuthound
10 J 10 I FaxModem
B sl
Skipped
. wRe . Inkround
iy 0.5 [ Quthound
0.0 0.0
History
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