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CONCERNING THIS DOCUMENT

This document provides a description of the Vocalcom Outbound Calls campaign management tool.

Our teams will be delighted to bring you their advice and expertise if you feel the need. Do not hesitate to contact us. We
will gladly guide and assist you to fulfill all your needs.

AUDIENCE
This document is aimed at people who use and set up Outbound Calls campaigns at an operational level.
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This documentation is protected by national and international copyright laws.

The name VOCALCOM®O and his logo are the registered trademarks of the VOCALCOM S.A. S. company with its head
office located at 25 rue Balzac 75008 PARIS — FRANCE. The name HERMES.NET™ is protected by the national and
international commercial using right, and, more broadly, by national and international software copyright. All other
products, names or companies are the brands or registered trademarks of their respective owners.

Reproduction of all or part of this publication in any form is strictly prohibited (art. L122-4 et L122-5 C.P.l.) without the
prior permission of the publishers.

The publishing company may not be held liable for typographical errors, image impressions, or any other means and the
consequences of misusing the present documentation.

The aim of this documentation is for education and training of individuals. That it must not in any way be interpreted as
a contract, a convention (included sui generis), an advertising space and/or promotional in any form.
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1 WHAT IS THIS DOCUMENT ?

The aim of this document is to explain how to create and install step by step an outbound call
campaign on Hermes Net, with screenshots and shorts instructions.

2 STEP BY STEP

To set up your campaign, you must go through several important steps, described below. The order
given here is generally considered the best, although it is possible to follow a different order. Once
you get familiar with the Hermes system, you’ll be able to follow the order you like best, but for
starters, we recommend that you follow the order and instructions given here.

3 WHAT TO DO IN THE INTERFACE DESIGNER MODULE

AGENT UPERVISION ADMINISTRAT :l SCRIPTER { I~:»":"..

List of scripts { List of IVRs
>_7 No scnpt v |\S No IVR -
[ ED"uszcav‘Q) E:'wz.:()

3.1 CREATE YOUR SCRIPT, CLIENT FILE, AND GLOBAL VARIABLES

Please refer to the document « Common features — Script & Client file.doc ».

NOTE: It is recommended that you create a script, a client file, and global variables, but
not mandatory. Your campaign will work nonetheless.

4 WHAT TO DO IN THE ADMINISTRATION MODULE

AGENT RVISION ADAMINISTRATION
Admerastraton \Wiaards
O} Human Resources -
t LAUNCH THE SELECTED WIZARD V
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4.1 SET UP THE CAMPAIGN’S GENERAL PARAMETERS

Now that your script is created and published; you have to create your campaign, by joining
together all the elements necessary for it to run smoothly. A campaign is nothing but a series of
vital parts linked together, that will interact with the telephony. Some elements are mandatory,
while some others are purely optional.

[ Default settings for outbound call campaigns T ::

NOTE: The "Default Settings" sub-menu Dispositon code | 25 - Gspo_code, group :
Service hours | — no service hours - -
allows you to create parameters for all your Statutory holidays | - no statutory holidays - -
Address book | — no address book — -
outbound campaigns, applied by default. Schede fo the agenda -
(L veidate J[__ Cancel ]
Outbound media | Social networks I Cg

Click on the « outbound media » menu, and select « campaigns
Calfies configuration » :

Distribution rules

Define client characteristics
Management of quota profilers
Query scheduler

Abandon rate plannings
Default settings

@ FREECALLS

B euackust Click on « Add new» to create a new campaign.

Black list management

&’ ; Hermes.\Net

Human resources | Inbound media | Outbound media ;| Social networks ..| Common settings I Tools I

Outbound call campaign list (el
(TYPE | QUEUE | STATE | & CAMPAIGN NAME =
=R Active Test_16_04_2015 A
& o sl ]
(om]
=l , | TEST_NEW_TABLE Iv| (&)
Add new campaign < 7 R
Type | Call campaign -
. . Campaign ID |&D Automatically generated 1D
It triggers the display of a popup. Enter type & name o T e =1
of the campaign, and then click on « Validate ». Language of sound fles (numbers, durations, tc) | Englieh EN) =
Copy from | — no copy - -

[ Validate JJ Cancel |

Under the different tabs, you can see all the elements of your campaign.

|' GENERAL | DIALING | CUSTOMER MAMAGEMENT | CALLER ID 1 CALLBACKS 1 OPENING | CALLSTRATEGIES | CALLBACKRULES |

Under the « General » tab, you can now set up:

GENERAL L DIALING 1 CUSTOMER MANAGEMENT i CALLER ID 1 CALLBACKS 1 OPENING | CALLSTRATEGIES | CALLBACKRULES | E ]
PARAMETERS
Campaign name |i=1) camp_cutbound it
Cail file | — no call files — -
Action plan | = no action plan - -
Call Recording | &1 No recording
Language of sound files (numbers, durations. etc) | English [EN] -
Music on hold (51 receptidefaut ENwaiting wav <L)l ] &)

Defaukt country and intemational prefix | Country defined on the ACD {+33)
Retrieve failed blind transter (]
Union break (minimum ion b two calls) | d -
Duration of unionbreak | « [ » | seconds

Agents will be able to enter telephone numbers in this country’s kocal format.
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v" The on hold music you like

v’ Display to prospect : number displayed on prospect’s phone when the system calls him

v Callback deadline : the general rules that apply to agents when creating callback
reminders about this campaign

v Break inter-calls : if your country has a specific regulation

Under the « Dialing » tab, you can now set up :

GENERAL DIALING CUSTOMER MANAGEMENT CALLER ID CALLBACKS OPENING CALL STRATEGIES CALLBACK RULES ;:] ")
3
Dizling type | Predictive -
Call attempts max | ¢ 50 » Max ring count | 6 (25s) w | |_] Duration in seconds
Telecom operator | — default operator — - Audio compression | —— -
Supervision : Call attempts threshold | ¢ pi) » | Usedto display in supervision the number of usable records with stiempts < s threshold
Maximum abandonrate ¢/ 00 » % Abandon rate planning | — no planning - v
Line count ¢« -1 » /] disable Average wait between two calls ¢« 12 »
Retention message | @b receptidefauf EN\patence wav X E@@ VR Retention time | ¢ 15 »
ANSWERING MACHINE DETECTION
Detection type | ... v
Message to leave on answ. machines | &} L E@
v The call type you want
v' The number of call attempts on a given phone number
v' The maximum ring number
v' The parameters of the call type as explained during training
v' The answering machine detection strategy
v" The call strategy you want on the campaign

Under the « Customer management » tab, you can now set up :

GENERAL DIALING. CUSTOMER MANAGEMENT CALLER ID CALLBACKS CPENING CALL STRATEGIES. CALLBACK RLES H 0
(CUSTOMER MANAGEMENT
Agent script | = 5 ] CFreeurt
Duposrion code | 25 - deps_code_group = Export doca from ciient fle and statetes catabase
Customens’ calling hous | — no defined hours -

+| [ Ao 0 agents 12 sanc flos fom the computar

v' Web scripts : select the screen script you have created
v Supporting actions : if the desired workspace supports email campaigns email settings

4.2 CREATE YOUR CALL FILE AND INJECT YOUR DATA FROM YOUR SOURCE FILE

| Qutbound media ‘ Social networks | Ca

ﬁ CALL TRANSMISSION

Campaign configuration
Ceares ]  Click on the « Outbound media » menu, and select « Call files ».

Distribution rules

Define client characteristics
Management of quota profilers
Query scheduler

| Abandan rate plannings
Default settings

| {&@ FREECALLS

B BLACK LIST

Black list management
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We created the basis of our client file in the Interface Designer module, and we now have to inject

data in it from a source file (ex: Excel file, etc...). From this client file, the system will create a second
file, called the Call file, which will be used by the ACD for dialing and keeping the call status records.

When we export the data, it will be possible to merge the two files to create a unique file
containing data from both. The connection between the two files is made with the index (1st client
on the client file will be the 1st client on the call file).

Client file Call file

-Client data » -Dialling
-Script choices -Call statuses
Telephone data mining

Database Used by the ACD

Click on « Add new » to create a call file:

S Hermes.\et

Human resources | Inbound media | Outbound media _:| Social networks | Common settings I Tools I

| List of call files
[USED | CALLFILE NAME [ ASSOCIATED CAMPAIGN (nde)
v A_AB video training
a_campfiche camp test fiche
v A CERES RDV | PROTOSELL v| ]
A GENERAL . FILTERS | B o
Desciption [ | |z] Management of client file
Connection [ FR_TEST_V5_FRANCE =] (L inpes I.l Expot_]|Deles_|
 ARAT =" Actions on call file
Server type |l ORACLE Add records
Callfile table |0 C20_A_CAMPFICHE
Clientfle =) FR_TEST_V5_FRANCE - C_FORM_V5 [ : T ]
Associated campaign | camp test fiche e
Distribution rule [ 10 distribution rule — o [ Restri ] [ Recyce ]
Quota profier |~ no quota profiler ~ = [ snite ][ A ]
[V Use black List Quotas

Type the call file name, and select the correct database & client file, as created in the script designer.

Adding 2 i e X < Adding a call fie R 52
| Cal file name =D call_file_outbound_rlt |
Call file database | FR_TEST_V5_FRANCE - Creation successful
| Client file . C_RENAN M |
Valcais Cancel

NOTE: It is important to give your file a name that you will easily recognize later,
especially if you need to have several running campaigns in the future.

Under the « General » tab, select under « Associated campaign » the name of the campaign you
have created, and click on the Disk button to save.
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Hernmes.\Net
M, AU S A

CANAESEA|

VOCALCOM

Human resources | Inbound media | Outbound media | Social networks | Common settings | Tools I
Listof call files B
[USED | CALL FILE NAME | ASSOCIATED CAMPAIGN ]
| Call_file_1 Compaign test Al
call_file_out \ L)
%2 | FA | Emmanuel Campagne Test — ‘,V‘[E
GENERAL * ] FILTERS ] ! = '!)
INFORMATION — Management of client file
Description |=h

Connection @) FR_TEST_V5_FRANCE
Server type @l ORACLE
Callfile table |®D C20_CALL_FILE_OUT
Client file | @D FR_TEST_V5_FRANCE - C_RENAN

Associated campaign | - no linked campaigns -

et

TEsT_anmea
Kevin1
Kevin2
test_manual_rit

Distribution rule
Quota profiler

[[] camp_outbound_rk

AUTOMATE_APPEL

B o |

Management of client file
E=N

Actions on call file
Add records

(_incusion ] Exchusion ]
(__Restction ][ Recyde ]
[__Shife ][ Assgoment ]

IMPORTING TO A CLIENT FILE
N N EEEE B .

s Henmes.Net
-“’ WrZards %

(imeort.J (L Export. ] (.Delcte. )
Actions on call file

l Indlusion I[ Exdlusion ]
- ) (LBeade.. ]
(e Shuie.. ] ( J

Under « Client file management », click on « Import » to trigger the wizard.

In « Data source type », select the file format of your source file, and then
search for your file. When you get the overview, click on « NEXT » to go to
the next stage. The wizard page « IMPORTING TO A CLIENT FILE » opens.

Call file : call_file_out

SELECT A DATA SOURCE TO IMPORT

Supplier | Excel 5.0 (" xisx) file - I File | source.xisx ‘T I
DATA SOURCE PARAMETERS
s -

%‘\%? Sheet | Feuill - First line contains column names ]
OVERVIEW OF THE SOURCE NUMBER OF RECORDS TO BE MPORTED : 52 (7))
NAME TELEPHONE cITY =
adam 123456789 Paris
bob 1234567389 Lyon
patrick 123456789 Brest -

@ Data source selection

D

You can create a filter on the data source. When you’re done or if it’s not necessary, click on « NEXT ».

IMPORTING TO A CLIENT FILE
L 2 3 - ¥ - ¥ ° |

SHeErnmes.Nec
“, \ ar

Call file - call_file_out

Wz Gliie Q

CREATE A FILTER
N No filter currently defined. Add a fiker |3
OVERVIEW OF THE SOURCE NUMBER OF RECORDS TO BE MPORTED : 52 @
NAME TELEPHONE cmY -
adam 123456789 Paris
bob 123456789 Lyon
sean 123456739 Caen =
E] @] Add a filter to the data to be imported I [E]

At this stage, you map your source file with your client file. The « Automatic match » button helps
you by doing an automatic mapping when possible. You can also remove duplicates, and for
telephones, specify a format, its length, and add a 0 if needed. When you’re done, click on « NEXT ».
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IMPORTING TO A CLIENT FILE Hermes.\Net Call file : call_file_out
. N P . . WrZdEtS Q
B L LRIl %
Unaffected values Destination _ Source Remove duplicates Format
INDICE | - auto-incremented value - |v| & | Numericvalue v
—); - =
ary [ = GUID_CONTACT_ID [ - not completed - <) [0 [-noverfication- =
— T rE—D = TG
TELEPHONE 123 [ - not completed - ] O [-noverfication- |~
- 456 | - not completed - [v] [ |[-noverification- -
- 789 | - not completed - [+] O [-noverfication- -
abc | - not completed - |»] [ |-noverication - -
OVERVIEW OF THE SOURCE NUMBER OF RECORDS TO BE IMPORTED : 52 Q
NAME TELEPHONE CITY &
bob 123456789 Lyon
chris 123456759 Bordeaux
mark 123456759 Pau -
= (@ D e~ B |
IMPORTING TO A CLIENT FILE m MesS.Net " caifie: call_fie_out
1§ 2 B3N 4+ § 5 | (WEZdEUS Q
SELECTION OF FIELDS TO IMPORT.
| Unaffected values | Destination ~ Source Remove duplicates Format
v INDICE | - auto-r dvalue- || W | Numencvalue -
I (2] GUID_CONTACT_ID [ - not completed - [+] O [-noverification- -
= oot D [t
g S » ECE—
456 | - not completed - »| [ [-noveriication -
= 789 | - not completed - [+] [ [-noverification -
'mosnﬁ.smnce NUMBER OF RECORDS TO BE MPORTED : 52 @
NAME TELEPHONE cimy &
bob 123456789 Lyon
chris 1234567389 Bordeaux
mark 123456789 Pau -
. @ e B |
IMPORTING TO A CLIENT FILE . Hermes.Net cufie: cl fie out
T B T B S (UEZAEL S Q
Unaffected values [ ‘ D Source Remove duplicates Format 1
INDICE | - autoincrementedvalue - |v| W | Numeric value -
i | m‘ GUID_CONTACT_ID [ ot completed - <) [0 [-noverhcaton- v
TEST [ NAME [+] [0 [-noverification- v
123 [ TELEPHONE v [ [-noverfication- v
[ srmrraan e s
‘ 789 | - not completed - | [O |-noverification- -
OVERVIEW OF THE SOURCE NUMBER OF RECORDS TO BE IMPORTED : 52 QW
NAME TELEPHONE  CITY B
bodb 123456789 Lyon
chris 123456789 Bordeaux I_ﬂ
mark 122456789 Pau =
_(w (@ Lh B |
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IMPORTING TO A CLIENT FILE ﬂmes -Net Call file : call_file_out
[ 1 N 2 Jes3eay 4 N S5 | E \\[zGluE 19

[ SELECTION OF FIELDS TOMPORT. £ | Automatic match l
Unaffected values | Destination  Source Remove duplicates Format |

INDICE | - auto-ir d value - v © |Numericvalue ~

(2] GUID_CONTACT_ID [ - not completed - ~] O [-no verification - -

TEST [NAME ~) O [roversion- |-

123 TELEPWONE “) O [Croverhesion- |-

486 [ CITY v| [] [-noverfication- |+

T 0 = EmCETE—

OVERVIEW OF THE SOURCE /" NUMBER OF RECORDS TO BE MPORTED : 52 (D

NAME TELEPHONE CITY a

bob 123456739 Lyon

chris 123456789 Bordeaux |—]
123456739 Pau

® @ Dota mapping | lEleI

IMPORTING TO A CLIENT FILE — ﬂmes' Net Call file - call_file_out
| o § > § 5 § 4 § 5 | - VWiZdEHOS Q
SUMMARY OF DATA TO BE IMPORTED \

All records are valid and will be imported.

" NUMBER OF RECORDS TO BE MPORTED :52 (0) |

nathan 123456789 La Rochelle
@ @ Summary before importing »

-
chris 123456788 Bordeaux ﬂ

| IMPORTING TO A CLENT FILE ﬂme S.N€T " caifie: call_fie_out
| o+ § > N : N 4+ N 5 | :

WU EZdEHS Q

IMPORT RESULTS

All records were successfully imported.

SUMMARY OF SELECTED MAPPING N
Destination : Source
@ TEST: NAME
123: TELEPHONE
456: CITY
OVERVIEW OF THE SOURCE " NUMBER OF RECORDS TO BE IMPORTED - 52 @
NAME TELEPHONE ciTY -
bob 123456789 Lyon
chris 123456789 Bordeaux ‘W
nathan 123456789 La Rochelle

5 - (2]

Client file is now full. You will now export the telephone data into the call file. Click on « NEXT » to
import into call file. The wizard page « IMPORTING TO A CALL FILE » opens. At this stage, if you want
to, you can create afilter on the call file. When you’re done or if it’s not necessary, click on « NEXT ».
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%

IMPORTING TO A CALL FILE
8 - B - N < B -]}

CREATE A FILTER

_ Add a filter
OVERVIEW OF THE SOURCE NUMBER OF RECORDS TO BE MPORTED :52 (T)
NAME TELEPHONE ciTY a
bob 123456789 Lyon
chris 123456739 Bordeaux H
tim 123456789 Amiens -
| | Add a filter to the data to be imported

At this stage, you map your client file and your call file. This step is similar to the one done for the
client file. When you’re done, click on « NEXT ».

-‘ H“et"!mes.l\let
- WEZA LS

IMPORTING TO A CALL FILE
| | 1 Bas2eal 3 N 4 § 5 |

Call file : call_file_out

SELECTION OF TELEPHONE NUMBERS /
| Unaffected values | Destination  Source Remove duplicates Format
Customer time zone | - detect from teleph bers v - no verification - B
(e1n ¢ A
NAME @ C SRR DA - not completed - [ vn National telephone number v .
Teleph ber 2 [-notn pleted - v| [ | Telephone number -
TELEPHONE ™
@ Teleph ber 3 | - not completed - v| [0 | Telephone number -
Imported national numbers are from: | France (+33) - * Mandatory field
m““ﬁmr\\ ~'/f NUMBER OF RECORDS TO BE MPORTED : 52 o
NAME TELEPHONE ciITYy -
bob 123456789 Lyon B
chris 123456789 Bordeaux
earl 123456789 Marseille |-
@ — ]
S - S
| IMPORTING TOA CALL FILE Hermes.Net

- e

Call file - call_file_out

g

AWz G e

| SELECTION OF OTHER FIELDS TO BE IMPORTED N\
| Unaffected values [

“ Automatic match .|‘

Destination  Source Remove duplicates Format
CITY (& PLE - auto-incremented value - - Numeric value - '
NAME Memo (part 1) [ - not completed - v - no verification - -
Memo (part 2) | - not completed - v - no verification - v
Memo (part 3) | - not completed - v - no verification - -

Memo separator [0 | (space’ character by defaulf)
[[] Schedule a callback for new imported records
[[] Exclude the new imported records

| OVERVIEW OF THE SOURCE N

A NUMBER OF RECORDS TO BE MPORTED : 52 @w

NAME TELEPHONE cITY -

bob 123456789 Lyon

chris 123456789 Bordeaux

jo 1234567389 Dijon -
m (@ D w—

TN

You can also import extra data in the call file as memo. When you’re done, click on « NEXT ».
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_ﬂmesﬂet /o Cali oz call e ont

WrZdEHS Q

g —— |

IMPORTING TOA CALL FILE
| 1+ B 2 Neadeal 4 N 5 |
SELECTION OF OTHER FIELDS TO BE IMPORTED \

VOCALCOM

| Unaffected values Destination  Source Remove duplicates Format
Callindex | - auto-incremented value - v ™ | Numeric value -
=) Memo (part 1) | NAME v - no verification - -
Memo (part 2) [ CITY v - no verification - -
USRI - not completed - - - no verification - v.
m Memo separator =) | (space’ character by default).
[[] Schedule a callback for new imported records
[[] Exclude the new imported records
mwmm\ // NUMBER OF RECORDS TO BE MPORTED : 52 0
NAME TELEPHONE CiTY -
bob 123456789 Lyon
chris 123456789 Bordeaux
jo 123456789 Dijon -
@ Data mapping
. —
IMPORTING TO A CALL FILE\ H

_ BaErMes.Net - e con fie ont
ﬂA WrZdEUS %

| SUMMARY OF DATA TO BE IMPORTED

| E All records are valid and will be imported.
SUMMARY OF SELECTED MAPPING

Destination : Source
Telephone number 1: TELEPHONE
Memo field : NAME + " "+ CITY

OVERVIEW OF THE SOURCE

NUMBER OF RECORDS TO BE MPORTED -52 (D) |
NAME TELEPHONE cITY -
bob 123456789 Lyon
chris 123456789 Bordeaux
oliver 123456789 Poitiers -
[« St y before importing

Your call file is nearly done. Click on « NEXT » to finish the export of data.

| IMPORTING TOA CALL FILE

_ rmes.Net " cuge: cl fle out
i\t EZdEUS "l

—-

'mmts
A=
mwmm\

Destination : Source
Telephone number 1: TELEPHONE
Memo field

| : NAME +° "+ CITY |
OVERVIEW OF THE SOURCE NUMBER OF RECORDS TO BE MPORTED : 52 Ql
NAME TELEPHONE ciTYy o
bob 123456739 Lyon
chris 123456789 Bordeaux
oliver 123456789 Poitiers -
I Report 1 J

Both the client file and the call file are full. You can close the window and using the loop button, you'll

be able to see how many files have been imported:

N i
AT NS LAt L4 £ 1]

Copyright ® Vocalcom

Human resources | Inbound media I Outbound media | Social | C ing: ] Tools |
List of call files
USED | CALL FILE NAME [ ASSOCIATED CAMPAIGN E
Call_file_1 Compaign test ~ 3]
call_file_out camp_outbound_rit
v |FA Emmanuel Campagne Test v
GENERAL L FILTERS ] -~
_ i Manag of client file
o =B ] [Limeot ] [_Ewot ][ Delete ]
Connection |@]) FR_TEST_V5_FRANCE | m Actions on call file
Server type @ ORACLE | Add records
Cat e f 20 CAL FLE U7 | o ——
Client file [ FR_TEST_V5_FRANCE - C_RENAN ] o (__incusion ][ Exclusion ]
o [owp oboind A - (_Resion_J [__Recye
Distribution rule | . no jon rule - v — I - )
Quota profiler | . no quota profiler — v|
7] Use biack List o ]
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Call file inf ion =%
- < y.
[Aire | swezones | ciewre ) Call o e p— 8
oC EIRSHED) ( CALLFILE [ TmEzoNes | |
Not processed : 52 Excluded: 0 Table name : C_RENAN
To call back (global) : 0 Completed : 0 Connection name : FR_TEST_V5_FRANCE
To call back (personal) : 0 Unreachable - 0 Base type : ORACLE
To be redialed : 0 do not call (callback rules) : 0 client file database : orcl
System callbacks : 0 Wrong numbers : 0 User: FR_TEST_V5_FRANCE
Calling : 0 In black list: 0 Server :
Total- 52 | Number of records : 53

Save, go back to your campaign, and under the « General » tab, select your newly created call file:

Human resources ! Inbound media | Outbound media | Social networks l Common settings ] Tools I
Outbound call campaign list (2l
TYPE QUEUE | STATE 5’ CAMPAIGN NAME @
& ewwwws ___________________________________________________} =
= | | | Campagne prédictive
a_ S v| (F]
'GENERAL® | DIALING [ CUSTOMERMANAGEMENT |  CAUERID |  CALLBACKS OPENING | _cavstrateces | causackrues [ [

Call Recording A_maif16022015

A TABLE ADMIN
call_file_out |
Language of sound files (numbers. durations, etc) 5

Musicon bod | test5 =)&)

Default country and intemational prefix | Country defined on the ACD (+33) w | Agents will be able to enter telephone numbers in this country’s local format.
Retrieve failed blind transfer []
Union break (minimum duration between two calls) | deactivated -

Duration of unionbreak | « 0 » | seconds

5 REQUIRED COMMON FEATURES

5.1 CREATE DISPOSITION CODES

Please refer to the document « Common features — Disposition codes.doc ».

5.2 CREATE AGENTS ACCOUNTS

Please refer to the document « Common features — Agents Account.doc ».

5.3 CREATE AGENT WORKSPACE

Please refer to the document « Common features — Agent workspace.doc ».

6 RECOMMENDED COMMON FEATURES

6.1 CREATE YOUR ADDRESS BOOK

Please refer to the document « Common features — Address book.doc ».

6.2 CREATE CALLBACK RULES
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Please refer to the document « Common features — Callback rules.doc ».

6.3 CREATE SERVICE HOURS & HOLIDAYS PLAN

Please refer to the document « Common features — Service hours & Holidays plan.doc ».

7 OPTIONAL COMMON FEATURES

7.1 ADD SKILLS

Please refer to the document « Common features — Skills.doc ».

7.2 ADD A SURVEY

Please refer to the document « Survey manager.doc ».

8 CHECK THE SUMMARY OF YOUR CAMPAIGN

Your campaign should be complete at this stage. Open the campaign, and with the Campaign
Summary, check that the vital elements are all in place:

(Bowee 5 (B89 &
[ Queve : 506 test ot | l 1034 - First_nome Last_rame ’
<«

] . (. oxsPosmon cooes =)
&) SELECTED CAMPAIGN kﬁ'\“ | Gruwe  1-Acc0RD |
Covpricnrama ool € screen screT |
Campaign id (or DID) - 15942574B6E48616 ! | This campaign has o scrit assigned |
Dotabase - FR_TEST_VS_FRANCE € SCHEDULE &)
Tetlomeed 520 5003 Sercebours Horares tutcnel
\4_' Sttutory holidays * Fends

@ A green dot means the element is set up correctly.

@ An orange dot means that alerts have been detected. The campaign could be started, but
maybe won’t work correctly.

@ A red dot means that alerts have been detected. The campaign won’t work at all.

All indicators are green, your campaign is now fully set-up.
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9 TEST AS AN AGENT

The agent logs onto a station (here, station #1001 — SIP external softphone).

ToE AGEs P

que | smen il £ Q) pumsioniene | o | oy | @ | O |

Incoming call X
- _ |
0176240127
172.16.1.12
To: 011001@137.74.96.145

User-Agent: VocalcomOnnet 5.0.347.5P46.1 -
HMP3.0.360

The system calls the agent . The agent clicks on the « Answer » button.

The agent is now connected, Hermes starts dialing the first number in the call file. When the client
picks up the phone call, Hermes connects him with the agent, whose status turns to « Online ».

1595773726243684

2 Outbound

X Yoo RN RN Vo W

When the client hangs up the phone, the agent’s status turns to « After call ».
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PbLFgSOC
hnet-pub02.vocalcom.ovh

1595773726243684

2 Outbound

_o raquestsupevichoe |2 | o | @ | Y| B;N-/

A\ Current media must be qualified. T
Please select the status in the lists
Rlbelow.
| EEE—
i .Test_OK
; ~ Test KO |
| = S .
=
répondeur
= :lp:re\(lepeml ¥
EoO—
i |
The agent qualifies the call, so that Hermes can close the client’s record. =

The client’s record closes, the agent is now ready to receive the next call (2™ client in the call file).

Waiting for call

Waiting on queues._. g1 1 outbound

Quit System _ ,_o Requast Supenvisr help |u:. lfiil [ I.O I 15:05
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