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1. Introduction

Hermes Edition V.5 and its applications are mostly managed via the administration
module, simply called "Administration". This document explains in detail all the features
available within the administration module. Application allows administrators to manage
campaigns, queues, agent configurations and many other aspect of all the Hermes

related activities.

Please note, this “Administration” document is shorter compared to previous Hermes
admin documentations. This is intended as such. Specific topics and how-to guides will be
published separately, to walkthrough users in different campaign managements.

1.1 To begin with
Once the Hermes platform is installed, or you have access to a distant platform, enter

the address of the platform in your internet navigator. All navigators (IE/Chrome/Firefox)
will work with Administration.

- & http://1b250s3... O~ B X

2. The welcome screen

E & http://1b250s3... O~ B € X || @ Hermes.Net x

Welcome to Hermes.Net

e-Business &
Contacts center Solutions

DENTFICATION || I 1 OPTIONS )

-] pooomera: ] son| |¢

2 2 2 Call Center Technology

4/62
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There are four tabs in the welcome screen, two of which are already available while two
other are currently greyed out.

-IDENTIFICATION: This is where you will type in your account ID, password and
telephone station (if required).

Lzer D : | ftarrida Pazsword ; | sssssssss Station : [ 5922 Q?

-APPLICATIONS & CONFIGURATION: Greyed out at software opening. We will discuss
these tow tabs later on.

-OPTIONS: Allows you to change the time zone, the application language, the type of
network used by the platform, selecting the dark interface design rather than the default
light one, and a box to save all this info for next login.

Time Zone - | (UTC+071:00) Brussels, Copenhagen, Madrid, Paris -
Language : | English hd Save connection information in this computer
Metwork - | WAN [] Use the 'DARK' design

After entering the necessary information, the user presses the Enter key on the keyboard
or clicks the Connect button, on which the system checks the data. If the information and
password are correct, the Application Selection window appears.

7

The dark interface:

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 5/62
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Aelcome to Hermes.Net

e-Business &
Contacts center Solutions

IDENTIFICATION APPLICATIONS CONFIGURATION

Eﬁ User D : | fiarrida Password : Station :

2.1 Applications Tab

Once logged in, in this tab, the administrator can launch one of the following
applications:

-SITE: Access the platform ROOT (if ROOT admin) or the SITE.

-WORKSPACE: select an agent, disconnect him, launch the workspace.
-SUPERVISION: select a supervision context, launch the module.
-ADMINISTRATION: launch the module or one the admin wizards.

=-SCRIPTING: launch the module, or open a specific web/IVR script

-REPORTING: launch the module, the custom reports designer, or one specific report.
-AGENDA: launch the agenda management screen, or one of the plannings.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 6/62
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@5 FImETW I T

e-Business &
Contacts center Solutions

IDENTIFICATION || aPrucamions | cowriguraTion |

Site

| v5_250 |_-| SEARCH IN THIS STTE :

WORKSPACE T SUPERVISION ‘"’ ACMINISTRATION “"' SCRPTING ‘"" REPORTING T

LOGIN | AGENTS PHONE ONLINE Agents Conneacted
100 Thomas Ballac “a i

1002 Jeremy Greemsood

=

1003 = LALUNCH THE
1004 Raoy Homes

Mersion 5.0.0 - Buid 014024

2.1.1 ROOT/Master admin applications

As a ROOT or master admin, the applications tab is slightly different. You get access to:

-FULL WEB ADMIN (Root management, etc...)
-General SUPERVISION

-TAXATION reports

-CTI Monitoring tool

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 7/62
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(Gl @ hitp:/16250s3.. © ~ B & X | @ Hermes.Net x [

I Welcome to Hermes.Net

e-Business &
Contacts center Solutions

penTricaTion | appucamons | conFicuration [ OPTIONS )

Site
ROOT E]

.

S TAXATION &/ ‘

‘ @ WEB ADMIN

‘ ! SUPERVISION &8y CTI MONITORING &7 ‘

2 2 2 Call Center Technology

2.2 Buttons
In the administration module, several buttons are usable. The most important are the
following ones:

allows to see the information about the selected object (who created it, when, who
updated it, when).

allows to add a new object, as we will see later on.
allows to delete an object.

E to save.

) to undo changes.

&4 to see the important campaign information.

E to check the servers and retrieve files, etc...

E to import data from a file, such as agents for example.

E to print.
2.3 Configuration tab

This tab allows the administrator to test connections to services such as proxies,
softphones, etc...

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 8/62
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DB X @Herms.Net

e-Business &
Contacts center Solutions

| IDENTIFICATION | AFPLICATIONS CONFIGURATION || OFTIONS
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|:| Test screen sharing configuration D et SoftPhome o o s e e

Start the tests %
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2.4 The admin profiles

Installing the application requires administrator intervention with a "Master" profile
(ROOT). You must first initialize the main resources of the system before other users can
connect and use the application. This intervention is the last phase of the installation
process. It includes the creation of:

- One or more companies or site administrators
- One or more administrators with a ROOT profile
- One or more entities called "Company" or "Site"

Whereas the first step is optional, the other two are required to enable other users who
are defined in the system for future use demand.

In practice, an administrator "ROOT" manages all companies on the platform while a site
administrator belongs to a single company or a site and cannot administer its website.

Once the administrator has created the main entities (companies or sites), it can create
other administrators and supervisors/agents. They are then allocated to the selected site.

However, these accounts do not see the same menus because they were not granted the
same rights:

Copyright © 2014 VOCALCOM S.A.S. Al rights reserved. 9/62



Hermes.Net )
[

ACCESS RIGHTS TO THE HERMES MODULES

Administration
Interface
Designer
ADMINISTRATOR
Supervision (Root/Site)
Accounts
Reporting
Agent AGENT
Accounts
Admin License Agent License
24.1 Root Admins

ROOT admins have full access to the platform, meaning they can work on all
sites/companies and also manage root admin for the platform (databases, proxies, DID
numbers, etc...)

2.4.2 Site Admins

Site admins have limited access to the platform, meaning they can work only on the
site/company to which they belong.

2.5 Admin accounts

You get access to the menu in the administrators’ management window defined in the
main system. Only a root administrator access to the root (see screen print at the top left
of the window) at the request, and only a primary administrator can create other senior
administrators. With the buttons and you can create or remove administrators.

2.5.1 Adding a new admin
If you click on the |&| button, the following dialog box pops up:

Add an administrator 2

Login ||
Last name (=l

First name --

Type in the desired Login, Last name, First name and validate by pressing the “"OK"”
button. Admin Logins can be whatever you want.

2.5.2 Deleting an admin

Select the element to be deleted from the list and click on the |i| button. The following
confirmation message pops-up:

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 10/62
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Deleting X4

Dvo you want to delete this item 7

Yes

Click on the “Yes” button to confirm the deletion of this administrator account.

2.5.3 General tab
Within the general tab you can define the admin’s personal info.

GENERAL RIGHTS. H o

PERSONALDATA

Lestname [i=] Greenwood Firstrame | Jeremy

Logn [&D jeremy Passward (6] sessee

You can modify the first name, last name, login and password (anything you want) of this

account. When done, click on the = putton to save, or the %) putton to undo your
changes.

2.5.4 Rights tab
The Rights tab is used to define the admin access rights.

GENERAL RIGHTS

m
5

Seripter | Alrights + public tempizte -

CRERIERIKT

) [
o

ldldla

In the Allowed Programs area (top), you can select the applications at the disposal of
the administrator on the application selection window (Interface designer, Supervision,
Reporting, Agent).

In the Rights area (bottom), you can define the administrator’s access rights with regard
to the following menus of the administration module: Resources, Inbound and Outbound
campaigns, IVR scripts, planning, network, call status.

For each of the elements, you can specify:

- None: the administrator has no access to the menu at all

- Read: the administrator can only read information

- Modify: the administrator can make changes to the parameters

- Full rights: the administrator can add and delete elements of that type

These applications are available depending on the rights given to that particular
administrator. If only one application was made available to him, the system will
automatically launch it. If not, the user must press the button next to the application he
wants to start.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 11/62
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This document explains the Administration application; the other Hermes V5 applications
are discussed in separate documents.

Depending on the type of administrator identified (ROOT or Site), the main
Administration window displays different elements, and all of them will be explained in
further detail in this document.

3. ROOT Administration

As ROOT Admins, users have full access to the platform, and therefore can manage the
ROOT part of the platform, as well as all the sites built into it. To manage the ROOT,
users will open the Admin module by clicking on the following tab:

‘ WEE ADMIN Q? ‘

The module opens up in a pop-up, displaying the following screen:

| = http://Ib25053-634584618.eu-west-1.elb.amazonaws.com/ -

(\ HEl}'mES_]\fEt i Copyright & 2001-2013 Vocakom Software, Inc

A

Resources ;| Human resources | Incoming media ;| Outgoing media ;| Tools |

Hl

Company / site choi Companies and sites list

By .|| [0 [TvPE DESIGNATION

= B #VOCALCOM FR ] 7 #VOCALCOM FR

B9 £ vocaLcom LataM || & | Someeny #VOCALCOM LATAM

&1 £ # VOCALCOM MEA Tl |2 | Company #VOCALCOM MEA B
I -89 socaLcom span Ll | 12| Company #VOCALCOM SPAIN -

LB eRic 20 |sie ERICTEST

ﬁ | = 11| Sie In2Com 5 @
GENERAL LICENSE | coweonents | DATABASE | B o

Designation | (=l FVOCALCOM FR

Manager name | =0
Marager phonerumber |(s[/

Manager email |EE

Technician's email 1o contact in c2se of problems. "I'

[ Status: OK Company / Site: ROOT (0)  User: Frangois Tamda N

3.1 Company/Site choice

These entities allow you to create and manage agents, campaigns, queues,
administrators, etc... This will be restricted to their own entity. This restriction allows
keeping the data (reporting, supervision, scripter editor) of every site independent from
each other.

They are presented in a tree diagram in the upper right side of the screen. This view
allows easy visualization of companies and sites to which access is granted, as well as
their organization and structure.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 12/62
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Company [ site choice

=] o *
-85 # VOCALCOM FR
#-57] #voCALCOM LATAM
#-59 # vOCALCOM MEA
-5 #VOCALCOM SPAIN

[ sRicTEsT

t In2C.om -

m

A company can be composed of several sites or branches (sub-companies).

Administrators defined at company level only have access to the entities that are part of
it.

A site is the smallest unit and cannot contain other entities such as sub-sites or sub-
companies.

The name of the company or site is displayed in the status bar on the lower right side of
the screen, as shown above.

3.2 Company Management

Under “Resources”, the first menu is "Companies/Sites”. Under “"Companies and sites list”,
several tabs will allow us to modify the Company level.

3.2.1 General tab
Under “General”, we can modify the following elements:

-Designation of the company
-Manager details
-IT technician email address

GENERAL LICENSE COMPONENTS DATABASE

Designation | (=1 # VOCALCOM FR

Manager name | =L
Manager phonenumber | (S0

Manzger email |=]]

Technician's email to contact in case of problems | =L

3.2.2 License tab
Under “License”, we can modify the following elements:

-Maximum lines

-Maximum campaigns and queues
-Maximum connected agents for each media

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 13/62
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GEMERAL i LICENSE | comroments | DATABASE ]

LICENSE PARAMETERS

Maximum telephony fines (4] 5 | | Min:5/Max: 138

Maximum fines for calls robots (4] 5 | | Min:3/Max: 42

Maztimum activated outhownd campaigns |4 3 | Pl Min : 3/ Max : 357

Maximum queuss |1 10 | Pl Min: 7/ Max: 278
Maximum connected agents |1 250 | Pl 747 licen=es slocsted on 230 avaisble
Mazximum connected agents on chat campaigns |4 5 | Pl 233 hcenses sllocated on 230 availshle
Maximum connected sgents on emails campaigns |1 5 | Pl 223 licenses slocsted on 230 avaisble
Maximum connected agents on fax campaigns |4 5 | )l 208 licenses allocated on 2530 avaizble
Maximum connected agents on social network campaigns |1 5 | Pl 235 icenses allocated on 230 available

Maximum connected sdministrators | 4| 5 | #| [E Nolimitation
3.2.3 Components tab

Under “"Components”, we can modify the following elements:

-ACD Server: Change the ACD server access.

GENERAL I LICENSE | comroments | DATABASE ]

AFFECTATION

Supervision Component affected in other company Reporting Compaonent affectad in other company
Mediz Server Component affectad in other company WMC Component affected in other company
Dresktop Sharing Server Component affected in other company Flzsh Server Component affected in other company
CRM Component affectad in other company
Acdsarver | ACDServerfooess hil

* If you change Acd Server sound and ivr files are not moved.

Soripter Component affected in other company
Databa=s Manager Component affected in other company

3.2.4 Database tab
Under “Database”, we can modify the following elements: Connections to databases.

GENERAL LICENSE | cowmroments | DATABASE 1

[ |
‘ ‘Component connection affected in other company

3.3 Site Management in ROOT

Rather than “"Companies/Sites”. under "Companies and sites list”, several tabs will allow
us to modify the Company level.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 14/62
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- e — .
2 hitp:/ 3-634584618.eu-west-1 .com/ - Web Administraticn - Windows Internet

Manzger name ‘I:I.I ‘

Maznager b J

Mzanzger email ‘I!I.I ‘

Technician's emsil to cantsct in case of problems 8L |

il Resources _.;l Human resources | Incoming media ;| Outgoing media ;| Tools .
Company / site choice Companies and sites list
B2 roor .| (1o [TveE DESIGNATION
e
t 18| S Site demo WebHei
&85 #VOCALCOM LATAM |= i iiadohie b O
£ # vocaLcoM MEA 22| e teteste | —
#-£5) svocaLcom sPaN
| ericTesT (el
i n2com - =
i BEMERAL 1 LICENSE || coweonents | DATABASE | TELERHONY | BACKUP [ B o
Designation | =1 sitedemo FR |

[l Status: OK ‘Company / Site: # VOCALCOM FR (17)

User: Frangois Tamida

3.3.1 General tab
Under “General”, we can modify the following elements:

-Designation of the company
-Manager details
-IT technician email address

BENERAL 1 LICENSE I COMPONENTS || DATABASE I TELEPHONY

BACKUF

INFORMATION

Designation =] ERIC TEST |

Manager name |I=I_I |
Manager phonenumbsar |I-I| |

Manager email |I=I.| |

Technican's email to contact in case of problems ||-I| |

3.3.2 License tab
Under “License”, we can modify the following elements:

-are telephony campaigns allowed on the site?
-Maximum lines

-Maximum campaigns and queues

-Maximum connected agents for each media
-Maximum connected administrators

Copyright © 2014 VOCALCOM S.A.S. All rights reserved.
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GEMERAL i LICENSE | cowmFoments | DATABASE I TELEFHONY I BACKUF |

Maximum telphany lines | 4| 10 | 4 | Min: 0/ Max : 142

Maximum lines for calls robots [4 [ o | ¥ | Min:0/Max: 43

Maximum activated outbound campaigns (4] 5 | ¥ | Min: 0/ Max: 235

Maximum queuss |1 5 | Pl Min: 1/ Max: 273
Maximum connected agents |i 250 | Pl 747 hicenzes slocsted on 230 svaizble
Maximum connected agents on chat campaigns |{ 5 | Pl 225 hicenzes slocsted on 230 svaizble
Maximum connected 2gents on emails campaigns |{ 5 | Pl 235 licensas slocated on 250 availzbls
Maztimum connected agents on fax campaigns |1 5 | >| 208 hoenses slocated on 230 availzble
Maximum connected agents on social network campaigns |1 5 | Pl 233 ioenses allocated on 230 available

Maximum connected administrators | 4 5 | 4 | No limitation
Temparary licenss for this site, valid until El @

3.3.3 Components tab
Under “"Components”, we can modify the following elements:

-All the modules, part of the Hermes platform, which have been enabled for this site.

Normally, as part of a hormal site setup, these modules shall all be made available.
| GENERAL 1 LICENSE | cowPoMEnTS | DATABASE | TELEPHONY | BACKUF ]

AFFECTATION

Supervision | Supsrvision [+] Reparting | — [+
Megiz Server | MedaSarver NT | vmMe [ — [~
Desktop Sharing Server | — |v| Flzsh Server | — |v|
CRM | CRM [+
Acd server | ACDServerhooess -l SIP Proxy | S1p Frosey DEV_MED4000 [~

CTl Preacy |80 ERIC_TEST |

* If you change Acd Server sound and ivr files are not moved.

Seripter | InterfzosDesigner [+
Datzbzze Manager | DatzBassManager -
3.3.4 Database tab

Under “Database”, we can modify the following elements:

-Available databases (on the left)
-Databases dedicated to the site (on the right). Add/delete with the arrow buttons.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 16/62
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GEMERAL | LIGENSE ||  comPonents | DATABASE 1 TELEPHONY I BACKUP
AVAILABLE CONMECTIONS

NAME SERVER | NAME SERVER
[ In2com ref250sgl. chinBpdksfpc eu-west-1.1ds amazonaws.com |

I:‘ MEA_CAMPUS_CLOUD ref250sgl. chinBpdiesfpe eu-west-1.nds amazonzws.com

[F] MEA_TATA_COM r=f250zq). chinBpdiesfpe eu-west-1.nds amazonaws.com

[F] oracLe ref2500r

D Bite Dema Fr r=f230=gl. chinBpdksfpo. eu-west-1.nds. amazonaws .com

[F] site_WebHelp ref250=sql. chinBpdicsfpc. eu-west-1.1ds amazonaws.com E‘

I:‘ Sogedes_demo ref230sgl. chinBpdksfpc. eu-west-1.nds. amazonaws . .com

[F] SGLSERVER ref250=gl chinBpdksfpc eu-west-1.1ds amazonaws.com @

[F] TELIGENT ref230=gl. chinBpdlesfpe eu-west-1.0ds. amazonzws.com

I:‘ WVCL_LATAM ref230sgl. chinBpdiesfpe eu-west-1.0ds. amazonzws.com

[ Sekectall ][ Unselect ail ] | Selectall W Unseiect all ]
3.3.5 Telephony tab

Under “Telephony”, we can modify the following elements:

-Name format for the conversation recordings
-Phone number to display for the site

-How do the agents connect into the ACD
-Predictive and progressive calling allowed or not
-Ofcom compliancy rules for such countries (ex. UK)
-Available DID numbers (on the left)

- DID numbers dedicated to the site (on the right). Add/delete with the arrow buttons.

GENERAL I LICENSE || cowronents | DATABASE | TELEFHONY

BACKUF |

MISCELLANEOUS

‘Conversations recording files [i

CAMPH{YYMMDD}(ID_AGENTID_AGENT#{YYYYMMDDsHHMMS S INDICE (Bl ]

Phonenumber to displzy to prospect |l i | Choose displayed number on each campaigns

-

DD used by agents to log into the ACD | No DID, dissbizdCption v/

Internationzl ooumryeodel Uz ACD country code -

Allow predictive calls and calls robots Allow progressive calis

e :. < o |

Ofcom compiiant ]

AVAILABLE DID

DID | COMPLETE PHONE NUMBER USED DID

COMPLETE PHONE NUMBER

USED

(]

[ Selectall ] [ Unselect =i

Selectall

J [ Unselectal

3.3.6 Backup tab
Under “Backup”, we can modify the following elements:

-designation of a backup database
-options of said backup (structure, scheduling)

Copyright © 2014 VOCALCOM S.A.S. All rights reserved.
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GENERAL I LIGENSE | coweonents | DATABASE I TELEPHONY | BACKUP

BACKLIP DATABASE

Allovwer to backup production data (czlls, sgents sctions), for performing rezsons it is strongly suggested that you create ans.

U=ad connection for backup : InZ2com
List of 2l backup detabases

Mumber of days tobe conservedinthemainbsss (4| 1 | b

Create new tables | Ewery month il

Ewvery 1 dayls), 2t 23:58:00 [ Ehsngs schedul

3.4 Top menus

At the top of the screen, this area consists of menus representing the major ROOT/site
elements and listing all sub-functionalities:

HEI}'mES.I\IE
\ ALTTNNS LA DT

Resources | Human resources .| Incoming media .| Outgoing media .| Tools .
3.4.1 Resources

This menu is only available at the ROOT level. Here, the ROOT admin is able to work on
elements which will define production sites.

—
0 4
« } COMPANIES / SITES
€y COMPONENTS

(B PROXYCTI

E CONNECTIONS

3.4.1.1 Companies/Sites
The Company/sites option gives access to managing companies and sites defined in the
system (ROOQOT level).

With the and [x] buttons you can add or delete one of the elements that belong
to the active company.

By clicking on the button, the following dialog box is displayed:

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 18/62
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| Add a new customer/group ™ il
Designation -- |
Type | Site -
Acdserver | ACDServerAcocess -

Allow predictive calls and calls robots [#]

Allow progressive calis

3.4.1.2 Components

The Components option gives access to managing companies and sites defined in the
system (ROOQOT level).

With the and buttons you can add or delete one component.

With the button you can test an existing component.

With the ACD Server Access, you also get information on your running ONNET server.

GENERAL ONNET
INFORMATION
Designation =0 ACDServerAccess
Component type =D ACD server access
Description | =1 ACDServerAccess

Component Ud | =D hitp://intemal-LB-P RIVATE-25056-243940662 eu-west-1 elb amazonaws.com/hemes_net_v5/ACD ServerAccess/
Component public Ud |E0 http://LB25056-248901434 eu-west-1.elb amazonaws .com/hemes_net_w5/ACD ServerAccess)’

Implantation site of this component.
N =] — |
[netwark) -‘-\.

GUID |=p

3.4.1.3 Proxy CTI

The Proxy CTI menu gives access to proxies being run on the platform.

With the and buttons you can add or delete one proxy.

GENERAL
INFORMATION
Name |=0 CADIF
Site | CADIF -
Private IP address |=0 10.0.0.189 Fort |4 9443 3
Public IP address | =0 54 76 157 155 Port | 4 9443 b
3.4.1.4 Connections

The Connections menu gives access to the SQL and Oracle databases created on the
server.
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With the and buttons you can add or delete one database.

Designation | =0 CADIF
Servertype |=D SQLSERVER
Description | =1 CADIF
Server name |=:[.l ref 250=ql chin8pdlcsfpc eu-west-1.rds amazonaws.com
Base |=0 CADIF_POC
User |=0 sacadif
Password |E=L =

3.4.2 Human Resources
See section 2.5 for more information on administrators and account creation.

§ ADMINISTRATORS |

3.4.3 Incoming Media

This screen allows creating the DID (Direct Inward dialling) used in defining a site’s
telephony parameters. Once assigned to a specific site, a DID appears with the Yes sign
in the Affected column of the DID List.

B CREATE. DELETE DID |
With the and buttons DID can be added or deleted.

ADDING A DID: With the and buttons DID can be added or deleted.

Enter the values for the start range and end range. Enter the same value for start and
end range for a DID composed of a single number. (this value is proposed as default).
The list Assign to allows selecting the site that will be reserved for this DID. This means
that future creation of an inbound campaign into this specific site will propose only this
reserved DID. Click on to create the element, or on to close the window and cancel the
creation.

DELETING A DID: Select the element to be deleted from the list on the right and click
on the button to display the following dialog box:

The values for “start range” and “end range” are displayed here to make sure it is this
range you wish to remove.

Click on the button to confirm deletion.

3.4.4 Outgoing Media

Here, the root admin can setup a blacklist for the sites, and import telephone numbers in
it, for example from a CSV/Excel file. With that functionality on, black listed numbers
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appearing in call files won’t be ringed again and will be automatically qualified as 101 -
do not call back (blacklisted).

BLACK LIST

Information
Import phone numbers
Apply to califles

3.4.5 Tools

At the Root level, TOOLS allows the admin to check server activity, using a wizard not too
dissimilar from Windows Task management, and also get a quick peak on what licenses
are active on the platform.

. SERVERS MONITORING

o ABOUT

Server Monitoring:

F

WIN-9T4TVODDJME

Memory Used Network

Processor Activity
r‘: 4789 %

*

Free Space Disks
C I 5.585 Go D

iz 7s GEll E Mo Disk F Mo Disk

1 Processor

Machine

1 Metwork Interface

INTEL{R} XEON{R} CPLU E5-2550 0 &
2.00GHE

MICROSOFT WINDOWS SERVER 2008 R2
DATACENTER

| LOCAL AREA COMMECTION

Description : Intelé4 Family & Model 45
Stepping 7
MNb Cares : 1

DMNS Host Name :

Domain :
Time Zone
Owner :
Usger :

Total RAM :

WIN-
JT4TVODDJME

WORKGROUF

Description :
Type :
Bandwidth :

Citrix PV Ethemet Adapter
Ethemet 802 3
1000 Mbs5S

=21 DHCP :
Gateway :
DNS Suffix

Amazon
Mot Found
3531768 Go

True

10011
Eu-West-1.Ec2-

Ltilties amazonaws com
Ec2 Intemal

Iln Cod 1 CAF

*

L11)

56 Process Running

138 Services Running

= PROCESS NAME

& THREAD |. MEMORY

= SERWVICE NAME

[% mope [* sTat ]

-~

OMMASTERSRW EXE
HERMESMETFILESSYNC.EXE
W3IWP.EXE

EXFLORER.EXE

28
28
35
20

766 804 K
155 104 K
81 412K
83343 K

BASE FILTERIMNG ENGINE

SERVICE

MCDTICI™ ATE DOWSD A S AT

APPLICATION HOST HELPER SERVICE A

BACKGROUMD INTELLIGENT TRANEFER

A
M

Y]
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About :
About

C

Version

License owner
Your contact
Expiration date

License information :

Maxdimum lines for telephomy

Inbound campaigns

Outbound campaigns

Email campaigns

Web campaigns

The Link campaigns

Calls robot configuration

Cloud Call Recorder {Secured archiving service)
Planning management

Maximum number of connected administrators

Max. connected agents

Max. connected agents (Emails campaigns)

Max. connected agents (Web campaigns)

Max¢. connected agents (Fax campaigns)

Max. connected agents (Social network campaigns)
Maximum CTI proxys

4. SITE Administration

Hermes.Net
¢

7 ER

e-Business &

Contacts center Solutions

:5.0.0 - Build 074051

: VOCALCOM

: VOCALCOM (zupport @vocalcom.com)
: Never expired

:375

: enabled
: enabled
: enabled
: enabled
: enabled
: enabled {max. lines : 100}
: enabled
: enabled

5D fused : 2)
: 250 fused : 2)
: 250 jused : 0)
: 250 fused : 0)
: 250 fused : 0}
: 250 fjused : 0)
50 fused : 13)

Site Administration focuses entirely on production aspects of a working site — therefore in
here we will create agents and salesmen, increment our inbound and outbound

campaigns, etc...

e
——.

Site
V5_250 -
——

Administration Wizards
ZK Human Resources

({5}
m
i

LAUMCH THE SELECTED WIZARD W

TAXATION W
REPORTS

LAUNCH QE;;}
ADMINISTRATION

4.1 Difference with the Root Admin account
A Site Admin can only work on his site, and aspects of his site,

global view of the Hermes platform.
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(’ mq:mbzsns;msm 18 eu west

Human resources

8.eu-west-1.elb

| Incoming media | Outgoing media -

Social networks -

Comman settings .| Tools |

Company / site choice

ER(DT

{2 # vocaLcom R

]

ﬁ Site demo WebHzlp
B e

5 5] #VOCALCOM LaTAM
£ # vocaLcom MEA,

Inbound campaigns list

.| [# DD

DESCRIPTION

[ 2 Demo Inbound Fr (0524 57 82 08)

=

GENERAL

| customeR manacEmenT |

OPENING [

COVERFLOW I SHILLS ] [ =

Phane number of the campaign |51 0524378208

Desoription 81 Dema Inbound Fr (0524 57 52 05)

Queue [ 500- Cueuet

Autorecords [8]) No recarding

VR script =]

Lines [4]

Language | Frangais (French) [FR]

Dispiay to prospect | Thereal

Use Release Link Transfer (RLT)

Priorityinqueve (4] 0 |

I
Caliback deadiine Dthmmlﬂmllt&E masimum | 4 [ | ¥ | days after the call
Allow to record callacks unti "ao®|

Granutarity used for the sekection of callbacks bours [ 10 | = | minutes

Braskintercals | disabied

Minimum brezk inter-calisduration |4 | o | b | seconds

Fa) Status - OK

Company | Site : sita demo FR (18)  User: Frangois Tamida

4.2 Top menus

At the top of the screen, this area consists of menus representing the major site
elements and listing all sub-functionalities — notice that the "Resources” menu from
ROOT is absent, and other menus have been added:

| s Hermes_Net
N

Human resources

IS LN
| Incoming media _:

Outgoing media .| Social networks ..

Common settings .

Tools .

4.3 Human Resources

In this section, administrators are able to manage the site’s Human Resources.
Obviously, at the ROOT level, the menu will only display Administrator accounts
management. At the site level, the full menu is available, as pictured below:

Copyright © 2014 VOCALCOM S.A.S. All rights reserved.
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| @ ADMINISTRATORS

g SUPERVISORS

Supervisor management

| Supervision groups
g AGENTS

Agents management

Agent skills
s SALESMEN

Plannings management

Salesmen configuraton
Plannings assignment

5 $ CONTACTS

. HUMAN RESOURCES WIZARD

439 ACD EXTENSIONS

WORKSTATIONS

4.3.1 Administrators
See section 2.5 for more information on administrators and account creation.

4.3.2 Supervisors
In this menu, we will create Supervisor accounts and supervision groups.

-Supervisors: team leaders charged with managing the agents, they are able to use the
Supervision, Reporting and Agent module, if allowed to do so.

-General: general information on the account.

-Programs: Agent workspace used if needed, reporting access or not.
-Rights: Telephony and supervisor rights in Supervision.

-Supervision groups: groups added to account. See next topic.

With the and buttons DID can be added or deleted. Save changes with the
= button.

GENERAL PROGRAMS RIGHTS SUPERVISION GROUPS H o

PEASONAL DATA

-Supervision groups: These are filters we can add to supervisor accounts, to allow
them to quickly see what agents and campaigns they need to focus on. There is a
“Default” group, in which all agents and all campaigns are available.

With the and buttons DID can be added or deleted. Save changes with the
= button.
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GENERAL AGENTS OUTBOUND CAMP. QUELES

H »®
' not editabie. It contains agents, campaig = that are not assigned to any other group

D DESCRIFTION 1) DESCRIFTION

@] samer, ban = 0 w00

7] 1006 Mike, Adoiphy [ 1002

[ 1008 | Chen, Da [ 1004

[0 1008 Erwan, DREAN [F] 1005

[&] Evic. Pepilier 2 [ 2000

]

W2 | Frangois, Tarida [ ss99

PLEASE NOTE - Creating groups gradually depletes what's visible in the default
group, so use groups appropriately.

4.3.3 Agents
In this menu, we will create Supervisor accounts and agent skills.

-Agents: Agents are in charge of running the campaigns, they are able to use the Agent
module, and we can “bump” them to Supervisor level. Remember, Agents and
Supervisors use the same kind of license.

-General: general information and global rights of the account.
-Skills: skillsets added to agent account, what is his level.
-Programs: Agent workspace used if needed, reporting access or not.
-Rights: Telephony and supervisor rights (if Supervisor).
-Supervision groups: groups added to account (if Supervisor).

With the and buttons DID can be added or deleted. Save changes with the
= button.

GEMERAL SKILLS FROGRAMS RIGHTE SUFERVIZION GROUFS

[¥] Avtomaticaty resdy wrapuptme (4] 5 |
[F] Hangup sterca

-Agent Skills: We can create skillsets, which allows the system to root or select a
specific profile of agent for a given type of call, for example language proficiency, area
codes, etc... Skills can be used inbound with an IVR scenario, or outbound with
distribution rules. If autodecrease is on, the software will look for the next best level
available if your best agent is not available. Levels rank from 0(none) to 9 (best).

= v
Desription [i=]] Languages
D SHORT CODE AUTO DECREASE DESCRIPTION
2| EN Engish =
3| GER Ger

s|m

5| D3

zlzlzlzlz |z

HEd

Example of skillset added to an agent:
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GENERAL SKILLS l FROGRAMS [ RIGHTS [ SUPERVISION GROUPS
Addgroup | CAR Type hd @
Englich (4| 9 » French (4| 0 3 German (4| 0 »
Itzhizn |4 | o ¥ Products (4| o 3 Spanish (4| ¢ 3
4.3.4 Salesmen

In this menu, we will create Salesmen accounts, appointment schedules for them, and
set up area rules. This is directly linked to the “agenda” object in script design.

AGENDA module
“ﬂ\. Scipr edimor 885 ipns calendar 0 7
~,_ D the campaign script
'\_H
ol
Web Scripter module
calendar
_--"object
| :_.
Agenr adds/modifies If 21
AROCINITNS in e cakndar I|."
D 1 during calis handling | B e i et
calendar page
- — |
scripk page edition
Agent workstation / calendar script is linked to calendar 1D 1
— =] ___.__..--I01
| L
=k =g
|
==

With the and [x] buttons DID can be added or deleted. Save changes with the
= button

-Plannings list: Here we create appointment plannings for our salesmen.
-General: standard week and available time slots.
-Appointment type: if needed, timeframes for various appointments.

-Appointment place: if needed, specific locations for various appointments.
-Agent Rights: rights of campaign agents on appointments.
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GENERAL APPOINTMENT TYPE | APPOINTMENT PLACE AGENTS RIGHTS.

Description =) bmayhew pianning

Saturday [F]
Sunday [0]

Helidays pian | — no hoidays pian — -

-Salesmen Configuration: Here we setup the salesmen accounts.

-General: creating the account, color code them, set them as active or not.

-Assignment and areas: assign planning, setup an area (which needs to be specified on
the Agenda object in script as well).

GENERAL ASSIGNMENT AND AREAS

m
5

== and agents can schedule appointments for him.

Contractstan o

e 5

-Plannings assignment: Same as the second tab in “"Salesmen configuration”.

NOTE: Salesmen and appointments will be explained in full detail in a future
document.

4.3.5 Contacts/Human Resources Wizard

In this menu, we will create Contacts lists, which we can then add to the agent’s

workspaces, allowing them to call/email those contacts without having to type the
numbers or email addresses all the time.

With the and buttons DID can be added or deleted. Save changes with the
= putton.

INFORMATION INTERNAL CONTACT
Sales Acoount Manager
M

ke Adoiphy, MD UK & Ere

No
No
No
No

For the "Human Resources Wizard”, please check Chapter 5 of this document.

4.3.6 ACD Extensions/Workstations

ACD extensions are the abbreviated phone numbers used on the Hermes platform.
These extensions are generally used when agents are connected to a PABX or else. Every
phone station must be declared in the system in order to be used. By default, Hermes
platforms use a free sitting configuration.
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ACD extensions can be built on:

Free number: allows creating a station using a fix or mobile phone number
SIP station: is used in case of a soft phone application
IP Address: no phone, only a pc IP address (compared to “"SKYPE")

Trunktype |4 0 | ¥ ][] used Defaut Trunk type

Description |l Hicham

Workstations allow the admins to create fixed workstations, meaning an IP address
equals a specific ACD extension.

Cannecton type | 1-ACD Extension
ACD number |8 -

4.4 Incoming media

In this menu, administrators are able to manage all incoming media campaigns, meaning
inbound calls, fax, emails and web campaigns (chat). Obviously, it all depends on the
options available on the platform. If web campaign licenses have not been bought, the
option should be greyed out.

E] INBOUND CALLS

Default settings
| Campaigns configuraton

Wowe mad messages
[¥] mBoUND Fax

Default zettings
Campaigns conhguraton

INCOMING E-MAILS

Default settings
Campaigns conhguraton
Distmbution rules
Emais black kst

[ wEeB camPaIGNS

Defaul settings
Campaigns configuration
Web campaigns wizard
Distribution rules

Chat black kst

Please note that each campaign can be quickly checked using the “Campaign summary

button” @
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| & [Case & |
I ‘ Queve : 508 - TELIGENT Inbound ‘@ The queus has no agents assocated.

1 ]

E VOICE SCRIFT
< ] ‘ Mo IVR script assocated to this campaign.
; | & ouauricamon
‘ Giroup : 12- 1TV

Description : TELIGENT {do not delete - Guenadi)
‘Campaign |d for DIDY : 01860

DatzBase : SOLSERVER <j ‘ Web script : ITV_DEMO_SCRIPT

Vaicemails table : V1_0180
r Service hours : [TV
Holidays plan : UK Holidays 2013/4

I = )

® Thequeus has no agents associated.
® Mo [WR script associated to this campaign.

Call file name : Test_Sogedes
Chent file : 30LSERVER - S0GEDES

¥

E SELECTED CAMPAIGN

Thi=s campaign has no agents associated.

Description : Test Sogedes
Campaign 14 {or DID) : A413538424244384 LWT
C3ll type : predictive disling ‘ Web script : SOT

O Puannin

- Service hours : Monday 13:00 - 18:00
Holidays plan : UK Holidays 20134

® This campaign has no agents associated.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 29/62



Hermes.Net
e

The campaign summary allows the admin to quickly check critical elements for the
campaign.

O indicates the element is valid.

Oindicates a warning. The element should be added/corrected, although the campaign
will still be valid.

a’indicates a critical error/missing critical element. The campaign won’t be valid , for
example missing call file for outbound or missing queue for inbound.

Underneath, the list of warnings and errors is shown.
Once changes have been made, the color codes correct themselves automatically.

4.4.1 Inbound calls
In this menu, we will create and manage inbound call campaigns.

Basically, customers will ring the DID number associated to the campaign (and setup in
the ROQT), go through the IVR scenario (if used), and end up in a campaign queue:

100%
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Entry points for incoming calls are entities called campaigns. Campaigns (or IVR
scenarios linked to them) select the queue in which the call will be put. The queue
choice is trivial when not using an IVR scenario: the queue field is taken from the
campaign definition. When using an IVR, this default value can be changed and any
queue can be chosen dynamically according to IVR-dependant conditions.

Agents can take calls from queues if they have been assigned with skills on that queue.
When several agents are available, the agent with most appropriate level is
chosen.

The delay parameter is also taken into account when selecting the agent. For example,
the picture on the left shows a call being queued. Two agents are logged on that queue.
Agent A has 100% level and a 30 seconds delay. Agent B has 10% level and no delay. If
both agents are ready, B will take the call, as he has no delay. If the delay is removed,
agent A would take the call as he has a better level than B.

If both agents are ready when a call enters the queue, B will take the call as there is 0
sec delay. In the same situation without any delay, A would take the call.

I? 100%
Mﬁ 30 Sec

-Default settings: default settings that can be added to any new inbound campaign, if
needed.
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Default settings for inbound calls campaigns X4
Voicemails datsbase | ORACLE il
Quslification | — no qualification — hl
Service howrs | — no servics hours — il
Holidzys plan | — no holidays plan — hl
Address book | — no address book — il
Agenda planning i
| oK || Cancel

-Database: SQL or Oracle site database used.

-Qualifications: basic qualification group.

-Service hours/holidays plan: basic agent schedule and bank holidays list
-Address book/agenda planning: basic Hermes CRM and appointment agenda.

-Campaigns configuration: here campaigns are created and managed.

-General: general rules of the campaign.
-Customer management: web script used, the qualifications, etc.
-Messages: .WAV messages being played in the campaign.

When a call is queued, a sequence of wav file messages is used. This section describes
the order of the messages in this sequence. If a particular message is not defined in the
system, it is ignored and the sequence goes to the next message.

The first message played is the Welcome message. It is played just before entering the
queue. It is not considered as part of the loop as it is played only once.

The following messages are considered as part of the

loop: Expected wait message. It is followed by the Interactive Menu message or IVR
scenario. In last position, the Wait message is played.

The Wait duration parameter specifies how long the Wait message must be played. When
this time is elapsed, the system goes to the next loop.

The system loops a number of times corresponding to the Wait loops parameter. When
the number of loops has been reached, the system goes to overflow mode.
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-Opening: plannings and holiday plans used, normal/abnormal closing messages.
-Overflow: overflow strategy used in the campaign.
-Skills: minimum skillsets than are required in the campaign.
GENERAL CUSTOMER MANAGEMENT MESSAGES. OPENING OVERFLOW [ SKILLS H o

Phone number of the campaign | =0 11214370160

Description |]) TELIGENT (do not defste - Guenad)

Queue | 508 - TELIGENT Inbound

Auto recoras 811 R

VR scrpt i1

Language [EngishfEN) |+

Dispiay to prospect | A specific ph ber - Phonenumber todisplay | (=[] 41684268406843

[] use Reease Link Transter (RLT)
Calback desdine || Allow Io record callbacks maximum | 4 0 b | daysafter thecal

7] Allow to recard calbacks untd |1 =

-Voicemail messages: voicemail message archive, consultable here and in Supervision.
Voicemails are automatically routed to agents when they are available, pretty much like a
personal callback.

LU T

e
Found files
= wav [#

4]

FILE NAME FILE DATE FILE DURATION | FILE SIZE

-

With the and [xJ buttons campaigns can be added or deleted. Save changes with
the = button.
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NOTE: Inbound call campaigns will be explained in full detail in a future
document.

4.4.2 Inbound fax
In this menu, we will create and manage inbound fax campaigns.

-Default settings: default settings that can be added to any new inbound campaign, if
needed.

Default setings for inbound fax campaigns X4

Dat=Base | ORACLE hd

Ouzlification | — no qualification — i

Service hours | — mo service howrs — i

Holidzys plan | — no holidays plan — r

Address book | — no sddress book - i

Agenda planning M
| oK || Cancel

-Database: SQL or Oracle site database used.

-Qualifications: basic qualification group.

-Service hours/holidays plan: basic agent schedule and bank holidays list
-Address book/agenda planning: basic Hermes CRM and appointment agenda.

-Campaigns configuration: here campaigns are created and managed.

-General: general rules of the campaign.

-Customer management: web script used, the qualifications, etc.
-Opening: plannings and holiday plans used.

-Skills: minimum skillsets than are required in the campaign.

GENERAL CUSTOMER MANAGEMENT| OPENING SKILLS. H o

With the and buttons campaigns can be added or deleted. Save changes with
the = putton.

NOTE: Inbound fax campaigns will be explained in full detail in a future
document.

4.4.3 Incoming emails
In this menu, we will create and manage inbound email campaigns.
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-Default settings: default settings that can be added to any new email campaign, if
needed.

Crefault settings for inbound emails campaigns ™ 3

DatzBaze | ORACLE hd

Oualification | — no gualification — hl

Service howrs | — no service hours — il

Holidzys plan | — no holidays plan — hl

Address book | — no address book — il

Agenda planning -
I_ OK ] I_ Cancel ]

-Database: SQL or Oracle site database used.

-Qualifications: basic qualification group.

-Service hours/holidays plan: basic agent schedule and bank holidays list
-Address book/agenda planning: basic Hermes CRM and appointment agenda.

-Campaigns configuration: here campaigns are created and managed.

-General: general rules of the campaign.

-Customer management: web script used, the qualifications, etc.
-Account: email account linked to the campaign (IMAP, etc...)
-Answers: predefined answers used in the campaign.

-Opening: plannings and holiday plans used.

-Skills: minimum skillsets than are required in the campaign.

GENERAL CUSTCMER MANAGEMENT| ACCOUNT ANSWERS CPENING SKILLS

m

Description [ EMAIL_GRACLE

Quese [ 503 QUEUE_EMAIL | [ Proritynqueve [« 100[ #
Distriution rues | — po cacuiation of profie — -
@isokist | —nobiack st - -

Delete &-mail assignment ton agent i not proccessed after (4| 4 | » | haffdays

Calbackdsadine [ Aow toresond calbasks maximum [ 4| 0| ¥ | days sher the amsi reseption date

Granuiarity used for the seieotion of callbacks bowrs | 5 | minutes

-Distribution rules: Allows the use of skillsets in the campaign. Typically, the skill will
be linked to a specific element (object of email, word, email address, etc...)

Name [i=) iz

NAME DESCRIPTION

I -
TEY

-Email blacklist: Allows the blacklisting of words, content, adresses in the campaign.
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Name &) blackist | Analyze emails received and not treated after editing the blackiist
FORBIDDEN TEXTS IN EMAILS RECEIVED WHOLE WORD ONLY IN ADDRESS IN SUBJECT INBODY Actions on black list

With the and buttons campaigns can be added or deleted. Save changes with
the = putton.

NOTE: Inbound email campaigns will be explained in full detail in a future
document.

4.4.4 Web campaigns
In this menu, we will create and manage inbound web campaigns.

-Default settings: default settings that can be added to any new email campaign, if
needed.

Crefault settings for Web campaigns £3

DatzBase | ORACLE hd

Cuslification | 1-TEST250 il

Service howrs | — no servics hours — il

Holidzys plan | — no holidays plan — -

Address book | — no address book — il

Agenda planning v
r

| oK || Cancel

-Database: SQL or Oracle site database used.

-Qualifications: basic qualification group.

-Service hours/holidays plan: basic agent schedule and bank holidays list
-Address book/agenda planning: basic Hermes CRM and appointment agenda.

-Campaigns configuration: here campaigns are created and managed.

-General: general rules of the campaign.

-Pages URL: pages management on which the campaign is active.
-Skills: minimum skillsets than are required in the campaign.
-Messages: predefined messages used in the campaign.
-Proactive chat: rules for proactive chat in campaign.

-Autocalls: rules for autocalls.
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GENERAL [ PAGES URL [ SKILLS | wessaces | ProACTIVES CHAT® | AUTO. CALLS B o

e
Description 1= TEST250 Queve [ 501-QUEUE_WEBCHAT -
Service hours | —no service hours — = Priontyinqueus |4 [ 100 | » Oussemax capzety [ 4] 0 | b ] (p=asane)
Hoiidays pian | = na haidays pian— o Chatstmts [ 1-TEST250 -
Distriuten riss | - na caiculstion of prafie - - Ao reoond video [y o
et LT
Exoort data from cient fie and statites datsbase
- Used 1 disiay the histary of
LAE) O
Agenda pianning | _ o pianning — 5

-Web campaign wizard: For the "Web campaign Wizard”, please check Chapter 5 of
this document.

-Distribution rules: Allows the use of skillsets in the campaign. Typically, the skill will
be linked to a specific element (object of chat, word, question, etc...).

N =

Name [i=]) nz2

NAME DESCRIPFTION

~
-Chat blacklist: Allows the blacklisting of words, content in the campaign.
S
===
Name |=f) blackist [C] Anstyze emsils recsived and nct trested sfter diting the bisckist
‘SOL connection
Table name | &) 81 _|
FORBIDDEN TEXTS IN EMAILS RECEIVED 'WHOLE WORD ONLY IN ADDRESS IN SUBJECT INBODY Actions on black list
[ I —

With the and [xJ buttons campaigns can be added or deleted. Save changes with
the = button.

NOTE: Inbound web campaigns will be explained in full detail in a future
document.

4.5 Outgoing media

In this menu, administrators are able to manage all incoming media campaigns, meaning
inbound calls, fax, emails and web campaigns (chat). Obviously, it all depends on the
options available on the platform. If web campaign licenses have not been bought, the
option should be greyed out.
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OUTBOUND CALLS
Defaul sethings
Campaigns configuration
Czallz fles
DCistnbution rules
Chents caractenshcs
Configuration of quota proflers
Cuery scheduler

£@ MANUAL CALLS OPTIONS

ﬂ BLACK LIST

Information
Import phone numbers
Apply to califles

Please note that each campaign can be quickly checked using the “Campaign summary

button” @

Client file : SOLSERVER - SOGEDES LS =L = L ST S STl

3

[ 9 SELECTED CAMPAIGN

‘ Call file name : Test_Sogedes

[ 9 QUALIFICATION

v ‘ Group : &- Day

Description : Test Sogedes
Campaign Id {or DID) : A412320424244204 . [ &) WEBSCRIPT
Call type : predictive disling & 1 ‘ Veb zcript : SOT

[QPLMMNG

- | Service hours : Monday 13:00 - 18:00
\"—J Holidays plan : UK Holidays 20134

® This campaign has no agents associated.

The campaign summary allows the admin to quickly check critical elements for the
campaign.

O indicates the element is valid.

oindicates a warning. The element should be added/corrected, although the campaign
will still be valid.
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a'indicates a critical error/missing critical element. The campaign won’t be valid , for
example missing call file for outbound or missing queue for inbound.

Underneath, the list of warnings and errors is shown.

Once changes have been made, the color codes correct themselves automatically.

4.5.1 Outbound calls
In this menu, we will create and manage inbound call campaigns.

-Default settings: default settings that can be added to any new outbound campaign, if

needed.

Default settings for cutbound calls campaigns

Dualification

Service hours

Holidzays plan

Address book
Agenda planning

& -WOCALODOMUK Cutbound

— mo service hours —

— mo holidays plan —

— mo address book —

Cancel

-Qualifications: basic qualification group.
-Service hours/holidays plan: basic agent schedule and bank holidays list
-Address book/agenda planning: basic Hermes CRM and appointment agenda.

-Campaigns configuration: here campaigns are created and managed.

-General: general rules of the campaign.
-Dialing: dialing rules of the campaign.

4 dialing modes are available, 1 is automated, 3 involve agents:

PREVIEW (agent preview script before call):

Dial

Talk

PROGRESSIVE (automated, record by record):

Copyright © 2014 VOCALCOM S.
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o~

v na
Agent Active Agent Inactive

—
Agent Active

PREDICTIVE (automated, more calls than agent resources available, following abandon

rate):

p.

r

AgentActive Aihcie  AgenfActive

-Customer management: web script used, the qualifications, etc.
-Opening: plannings and holiday plans used, normal/abnormal closing messages.

-Call Strategies: strategies used in call file.

-Callback rules: if no call strategies used, basic callback rules used in campaign.

GENERAL 1L DIALING I ‘CUSTOMER MANAGEMENT 1 GPENING || CALLSTRATEGIES | CALLBACKRULES | )
Description | =1 lest Scpedes
I crevcrees |
Callfie [Test_Sogedes ~1d
E===v -
Astarecords [=
Onhodmusie W10 * LA)e)
Display to prospect \ -
] Asow | 15| v daysafterthecall
(3] Asow o recor catbacis 2015
Granuiarty used for the ssisct kshous [5 || minutes
-Callfiles: callfiles management and imports/exports of data.
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Company / site choice Call files list

e USED | CALL FILE NAME LINKED CAMPAIGN

B roor

I;E £3 #vocaLcom FR

Fl

[ # VOCALCOM LATAM 3 v |AMm ) E‘
QE#VOCALCOM MEA. |i V" | bmayhew_demoall Bmayhew testing campaign for DemoAll Script @
B DnDEMO_HE; W | CALLFILE_INET VOC SATSURV
|§: EWOCALCOM ey W | CALLFILE_OUT_DEMO DEMO_OUTECUND_BE
E e . W | CALLFILE_SNCE Tototest - :
GENERAL I FILTERS ] I B o
m Client file management
Dessrpron |15 ] [Cimpon ][ Expon ][ Deere ]
Connection | = SLSERVER | (W=
Servertype |8l SOLSERVER Actions on calls file
Serverneme =0 ref250=ql.chingptksfpe.ev-west-1.is.amezonzws.
gase [80C
L= }
: ‘\LE;HVERVC TESTMA
Linkxl:::: ﬁ‘:;HMAﬂDN_M—A_-_. |
Distribution ruies: | —no calculation of profie — [+] Time zores
Call files are linked to the client file created in the web script.
Outbound
i ~ 1| AcD
Campaign
T ) T i:x
~— Add vaneil EOIE #
Clients records
FILE '
~ Customer
Access
Import
Text
Call file linked ta client file
-Distribution rules: Allows the use of skillsets in the campaign. Typically, the skill will
be linked to a specific column of the client file(address, zip code, answer, etc...).
ame (b
NAME DESCRIPTION
Y
-Client characteristics/Quota profilers: Allows the use of quotas in campaigns, via
the call qualifications.
[ B »
Mame (=] Fresaies hors Pans [ports =[]
] raaien -lel
1% [ Faneton v | eguisto v || Fresses ud @
(T

=
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-Query scheduler: Allows the automatization of actions on callfiles, as created in call file
management.

GENERAL TASKS EH o

GUENT FREUSED

Connection name [i=11

Used tatie [

b

With the and buttons campaigns can be added or deleted. Save changes with
the = putton.

NOTE: Outbound call campaigns will be explained in full detail in a future
document.

4.5.2 Manual call options
Here campaigns are created and managed.

-General: general rules of the campaign.
-Dialing: dialing rules of the campaign.
-Customer management: web script used, the qualifications, etc.

GENERAL DIALING CUSTCMER MANAGEMENT H o

Description |11 VOCALCOMUK_Manual_Calls

I

A
or

Dispiay 10 prospest | The resl phonenumber

4.5.3 Black list

Here, the admin can use the blacklist setup at the ROOT level, and import telephone
numbers in it, for example from a CSV/Excel file. With that functionality on, black listed
numbers appearing in call files won’t be ringed again and will be automatically qualified
as 101 - do not call back (blacklisted).

4.6 Social networks

In Hermes V5, social networks campaigns are introduced. Facebook and Twitter are
supported, and are optional components of the platform.

Ki - FACEBOOK i TWITTER |

Default sstting=

Campaigns configuration |
Distnbution rules

Social network black Est

Please note that each campaign can be quickly checked using the “Campaign summary

button” @
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!,Q http://1b250s3-634584618.eu-west-1.elb.amazonaws.com/ - Campaign Graphic View - Wi... E‘ﬂlﬂ
_ e—
(@ aueue | @ acenTis)
0 T -
R e \d Thiz campzign has no queus sssocizted.
|
[ @ SELECTED CAMPAIGN
| [ £ QUALIFICATION
| g s T
Description : HermesNatDey \ | | Group : 3 - VOCALCOMUK_ Facebook Twitter |
‘Campaign |d {or DD : BAZ3ASEITEIATTEA [ 8 TR l
L Al | This campaign has no web scrpt associated. |
Us=d table : 51_000003 \q —
[ £ PLANNING
x Sarvice hours : — no service hours —
\q. - Holidays plan : — no holidays plan —
ERRORS :
® This campaign has no gueue associated. ® Noservice hours associated to this campaign.

* No holidays plan 3ssocisted to this campsign.

The campaign summary allows the admin to quickly check critical elements for the
campaign.

O‘ indicates the element is valid.

Oindicates a warning. The element should be added/corrected, although the campaign
will still be valid.

a'indicates a critical error/missing critical element. The campaign won’t be valid , for
example missing call file for outbound or missing queue for inbound.

Underneath, the list of warnings and errors is shown.
Once changes have been made, the color codes correct themselves automatically.

4.6.1 Facebook/Twitter
In this menu, we will create and manage inbound our social network campaigns.

-Default settings: default settings that can be added to any new social network
campaign, if needed.
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¥ Default settings for social network campaigns “=z_Facsbook £ |
:l_ e
DataBase | DRACLE bl
Qualification | 3-VOCALCOMUE_ FacebookTwitter -
Service hours | — no sarvice hours — hl
| Holidzys plan | — im0 holidays plan — -
Address book | — no 2ddress book — -
Agenda planning -
!
;
( 0K | Cancsl | i
r

-Database: SQL or Oracle site database used.

-Qualifications: basic qualification group.

-Service hours/holidays plan: basic agent schedule and bank holidays list
-Address book/agenda planning: basic Hermes CRM and appointment agenda.

-Campaigns configuration: here campaigns are created and managed.

-General: general setup of the campaign.

-Inbound: configuration of queue and rules associated to it.

-Customer management: web script used, address book, email links.

-Skills: skillset used in the campaign.

-Send a message: on Facebook campaigns, send a message to Facebook account’s
friends and contacts.

GENERAL | INBOUND. | CUSTOMER MANAGEMENT| SKILLS | SENDAwMEssagE B o

Deseription [=]] HermesNetDev

Export piateform | PiatsfomPubicaton &4

FACEBOOKAPPUICATION CONFIGURATION

App /AP Key [ 223437547T88682 [ i — ]

Appiication z=aret | =1 [ Shaw the last logged user ]

Aoosss Token =1 to1o [ Shaw man=ged pages =t ]

L it my._page
CanvasuRL [EH sriharms et v e SEATEAT

Page to dispizy sfter the acosptance of the [

=

-Distribution rules: Allows the use of skillsets in the campaign. Typically, the skill will
be linked to a specific element (object of chat, word, question, etc...).

N =

NAME DESCRIPFTION

-Social network blacklist: Allows the blacklisting of words, content in the campaign.
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[T Aratyze emaits received 2nd not trested sfter o4 he black
FORBIDDEN TEXTS IN EMAILS RECEIVED WHOLE WORD ONLY IN ADDRESS IN SUBJECT INBODY Actions on black list
Export biaohisted texds
Deiet=ail

With the and buttons campaigns can be added or deleted. Save changes with
the = putton.

NOTE: Social network campaigns will be explained in full detail in a future
document.

4.7 Common settings

In this menu, we can configure elements that will be common to all the campaigns
manageable on this site, such as qualifications or pause codes.

@ QUEUES

GUEUE management

Queues wizard
l::J PLAMNINGS & HOLIDAYS PLAN

Service hours

Hobdays plan
% ANSWERS & MESSAGES

Content to share

E-mai templates

| ') ADDRESS BOOKS

JU PAUSE CODE

CUALIFICATION

4.7.1 Queues

The queues are a mandatory component of the inbound campaign because in the
Vocalcom system, agents are actually linked to queues and not to campaigns,

This window allows you to manage the different QUEUES, used in inbound, email, or chat
campaigns. All required queues must be defined here.

Use the and buttons on the right side of the screen to create new Queues.
By creating a queue, the administrator defines the skills corresponding with the level of
agents.

The top side of the window shows the list of queues defined on the system. It contains a
unique numeric ID composed of 3 characters (beginning with value 500) and the name
repeated under Description.
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Copyright © 2001-2013 Vocalcom Software, Inc,
[;lg_!}mes,met i 2
- _ A TTARN NS o ol A K T B/
Human resources | Incoming media ‘ Qutgoing media | Social netwarks ‘ Common settings | Toaols |
Queues list
D DESCRIPTION
501 QUEUE_WEEBCHAT ‘E
502 QUEUE_FACEBOOK
503 GUEUE_EMAIL
504 QUEUE_TWITTER
505 QUEUE_PRESALES_FR 5
=
Description | =1 @UEUE_TELEFHONE ] Manage chat and mails received last the first [7]
[ Set the campaigns on this queue J
ID Status : OK Compary / Ste : V5_250 (1)  User : Frangois Tarrida

Description: indicates a text to identify the queue. This description also appears during
agent configuration.

The information part at the bottom of the screen shows all campaigns to which a certain
queue is attached to. Clicking on the queue in the “information part”, will bring you to
the campaign to which this queue is linked.

By default, older contacts are treated first, but by clicking the "“Manage chat and mails
received last the first”, the rule can be amended.

4.7.2 Plannings & Holidays plan
This section describes how to create and configure service hours and holiday plans.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 46/62



Hermes.Net )
24

% http://1b250s3-634584618.eu-west-1.elb.amazonaws.com/ - Web Admini
P :

)l:lEl]mEg_NEt Copyright © 2001-2013 Vocakom Software, Inc

ST LT

I

Human resources | Incoming media .| Outgoing media ,.| Sodal networks .| Common settings .;| Tools ..

Company / site choice Service hours list i
E o DESCRIPTION

B f ] # VOCALCOM FR

T e
B stedemowebiap L

it ﬁ totosite
&1 £5 # VOCALCOM LATAM
#£7) #vocALCOM MEA  ~

| »

m

Description |1 poto2

OPENINGHOURS

] Mardzy
[T Tussday
[l Wednesday
[ Thursgay
[ Friday

[ saturday

[T sundzy

F S=tus : OK ‘Company/ Site . site demo FR (18)  User: Frangois Tamda

SERVICE HOURS: The service hours let you define the call center’s opening hours. A
service hour schedule is identified by a Description.

With the and [x] buttons on the right side, you can add or delete service hours.

When creating a new service hours schedule, you can use the data of a schedule already
defined by selecting its ID in the Copy from list.

The Description value gives the schedule a nhame.

The window displays checkboxes for each day of the week. Checking one or more of
these boxes indicates that the campaign will run on those specific days.

For each day, 2 time intervals can be selected. The service is considered as ‘open’ when

a call arrives on a day that has been checked in the service hours schedule and on an
hour that falls between the intervals indicated.
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] Coovroht @ 2001-2013 Vocslcom Softwane. Inc.

{\\ HEI}'[‘I’IES.NEIZ SR e T [
Human resources | Incoming media | Outgoing media | Social netwaorks ‘ Commaon settings | Toaols |

Company / site choice List of holiday plans groups
B oot .|| | DESCRIPTION
o r
E-{Za] # VOCALCOM FR

™

) stedemowsthey |

L wose
&1 £5 # VOCALCOM LATAM =
#£7) #vocALCOM MEA  ~ =

=
Description | ] osl
DATE REASON
-
(]
] [0 J v
Type | Recurring - Date [®125.12 =
Reason |81 Mot Message [B0 * | (]
Begin hour [ 4 [ 00 - 00 [ ¥ Endhour [4[23 :59 [»

F S=tus : OK ‘Company/ Site . site demo FR (18)  User: Frangois Tamda

HOLIDAYS PLAN: In this window you can define the campaign’s business hours.
The calendar is thus assigned to a campaign. A calendar is identified by a Description.

With the and [x] buttons on the right side you can add or delete calendars.
When creating a new holiday plan, you can use the data of a schedule already defined by
selecting its ID in the Copy from list. The Description value gives the holiday plan a
name. The Closing days field shows the days defined as days during which the service is
closed. If the Date field does not contain a year, the event is repeated annually on the
same date.

Dates can be added or deleted with the 2] and L] buttons. To modify a date in the
list, simply complete the fields below it:

Type: indicates if the event is unique (once) or recurring.

Date (ddmmyyyy): to choose a date by entering it directly or selecting it from the
calendar window, accessible through the button.

Reason: to describe the event.

Message: to link a specific audio file to the date. By clicking on the button you can
select a message from the list of audio (.wav) files on the ACD server.

Begin/end hour: allows specifying begin and end time of the closing period (example: a
closed afternoon will begin at "12:00” and end at "23:59").

4.7.3 Answers & messages

This menu allows admins to create predefined content for chat and mails, and load
documents to be sent as attachments.

-Content to share: This screen is used to define content that can be used in the Agent
Mail or Chat interface.
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Sentences are grouped into category, and categories are grouped into set. The set is
afterwards assigned to the campaign.

Predefined answers significantly shorten response time as agents do not have to
manually type information. Furthermore, this enhances consistency and prevents typing
errors. Variables are also included as usable features of your contents.

L - Copyright € 2001-2013 Vocalcom Software, Inc,
pyright &
S e SNt S
L & > AT AR ANSS Al LA ]
Human resources | Incoming media ;| Outgoing media .| Sodial networks .| Common settings .| Tools ..
Groups of contents to share
NAME DESCRIPTION
VocalcomUK Demo Chat Answers Categories
WOCALCOMUK_Chat_FAQ's Categories : 3/ ktems : 12
MEA CHAT Categories : 1/ kems : 3 |
VocalcomUK Demo Email Answers Categories : 1/ tems : 4
TEST DEV Categories : 2/ tems 1 3 L
WCSUPPORT Categories : 1/ tems : 0 -
NET
Name | =1 VocalcomUK Demo Chat Answers l
CATEGORY TYPE DESIGNATION FOR AGENT CONTENT
Cl Me es - Predefined text “I'm somy, I'm unable to help you with this. Could you please contact customer |98
st s Tedmessage  Unablato help! services Monday-Fiday between 09.00-17.00 on 020 8888 8111 or F you prefer]
Useful attachments please give me your contact details and a good time to call and | will arange for
Hi. | hope we have answered your enquiry today... However if you need to get
iled meseade Nom1 Cloes back in contact then please call or email 085553333 / vehdemoS@gmail com
I 3 Status : OK Compary / Stte : V5_250 (1)  User : Frangois Tarrida

With the and [xJ buttons on the right side, you can add or delete content.

E-mail templates : This screen is used to design automatic email answers that will be
sent to the recipient in case of normal/abnormal closing, during holidays, or for every
inbound mail.

Example: the automatic answer named “Answer template” will be used to reply every
inbound mail and ensure customer that his request will be treated shortly.

Email templates significantly shorten response time as agents do not have to manually

type information. Furthermore, this enhances consistency and prevents typing errors.
Variables are also included as usable features of your templates.
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Jeprieier) =
Human resources | Incoming media .| Outgoing media ,:| Social networks .| Common settings .| Tools ..

E-mail templates list f
NAME SUBJECT |
VocalcomUK Dema Chat reply template |~ Capture of the web chat session with Vocalcom Agent
Bmayhew _testing R: @5UBJECT@

WocalcomUK Demao Sales Template “Your enquiry. [E
VocalcomUK Demo Email Auto reply @SUBJECT@
Indonisian Welcome R: @5UBJECT@
-
=
Name [=[1 MocalcomUIK Demo Chat reply template
Retum address EIJ chdemo5@gmail.com [E]
Subject | =1 Capture of the web chat session with Vocalcom Agert | (&)
= e =
|}§___|LJ}B L8 A|[F|[A)[)E E] = = = | = = [ | [ Received emal subject v.|3:,|
Thanks for your interest in Vocalcom - As requested here is a copy of the chat session for your perusal
ID Status : OK Compary / Ste : V5_250 (1)  User : Frangois Tarrida

With the and [x] buttons on the right side, you can add or delete templates.

4.7.4 Address books

The Address Book is database table used for taking appointments as well as for the
registering new customers in the Hermes native CRM (Customer relationship
management) found on Inbound or outbound campaigns.

Every inbound or outbound campaign can use a different "Address book”.

Use the and E buttons to add or delete an “Address book”. This address book is

then linked to a campaign (inbound or outbound) and will be visible in the agent’s
workspace when the CRM is in use.
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Human resources _.;| Incoming media ;| Outgoing media ;| Social networks ;| Comman settings ..;| Tools ,.;|

Company / site choice Address books list
E Sy NAME DESCRIPTION

= £ # VOCALCOM FR

i totosite
3] # VOCALCOM LATAM
# £ # vocALCOM MEA

Name =] P32

|
Description [i8]) PSz |
Servertype |I=I.| Sql Server ‘
|
|

Connection [l Site Demo Fr

Table prefix [®) R18_FSA

Launch contact mansgement sppicaton | (3 |
Launch contact import application l&?l

‘Company/ Site : site demo FR (18)  User: Frangois Tamda

4.7.5 Pause code

This section describes how to create and configure pause groups that can be added to
the agent workspaces.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 51/62



Hermes.Net )
£

i@ http://1b250s3-634584618. eu-west-1.elb.amazonaws.com/

HEl’mES NEt Copyright & 2001-2013 Vocakom Software, Inc
m j T AT S A G LT o =
Human resources | Incoming media .| Outgoing media ,.| Sodal networks .| Common settings .;| Tools ..
Company / site choice Pause groups list |
EJ' o » || | GROUP DESCRIPTION PAUSE CODES COUNT
& £ # vocaLcom Fa
e A [ :
B stedemowebap L )
) e
& £ # VOCALCOM LATAM
w7 #vocaLCOMMEA  ~ (S
=
Group description S]] Pause entrant
D PAUSE CODE DESCRIFTION MAX PAUSE DURATION (HH:MM) MOSKILLS
e e (S (7
Déjeunar Uniimited pause duration Falsz
) Status : OK

Company/ Sit=: site demo FR (18] User: Frangois Tamds

A new code can be added or deleted with the ey and ] buttons. Just enter an ID
and a description. These pauses will be proposed to the agent when a call is completed.

No skills: check this box to suppress the agent skills during this pause. At this moment
the ACD will consider that the agent is no longer connected and the supervisors won't see
him anymore in the default agent’s supervision window.

Max pause duration: this option allows setting up a time limit to a Pause code.

4.7.6 Qualifications

This section describes how to create and configure qualification groups that can be added
to the media campaigns, and thus used to create statistics.

When used by agents during call handling, these call statuses are registered in the
database server and will be displayed in real-time supervision as well as historical

reporting. Reporting and Supervision are separated modules which are explained in other
documentations.
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i@ http://1b250s3-634584618.eu-west-1.elb.amazonaws.com/ - Web Administratic =t
HEl’mES NEt Capyright @ 2001-2013 Vocaloam So
W j TS I 0T L
Human resources | Incoming media | Outgoing media ,;| Sodial networks .| Commaon settings ;| Tools ..
Company / site choice Qualification groups list i
B2 roor .| | humBER DESCRIPTION
&-£5] # VoCALCOM FR
| i = Eneert -E
B stedemowebap L i == |
L wose
3] # VOCALCOM LATAM =
#£7) #vocALCOM MEA -
BENERAL [ cuauFicaTion | | B o
Wanning: If you jon used by ign, you wil h inth io
F S=tus : OK ‘Company/ Site : site demo FR (18)  User: Frangois Tamda

Call status sets can be added or deleted with the Y and L buttons.

Number: Each call status set (or group) is identified by a uniqgue humber between 0 and
99.

The 0 value is reserved for a call status set that can be used in all campaigns.
Description: the administrator can enter a brief description of the call status set in this
field.

The tabs below the list allow you to configure the call status groups.

GENERAL TAB:

Description: the administrator can enter a brief description of the current call status set
in this field.

Currency: allows assigning a currency that can be used later to do traffic cost
estimations.
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Human resources | Incoming media ‘ Qutgoing media | Social netwarks ‘ Common settings | Tools |

Qualification groups list
NUMBER DESCRIPTION

Inbound test qualification
VOCALCOMUK_ Facebook/Twitter
VOCALCOMUK_Email
VOCALCOMUK_Webchat
WVOCALCOMUK_OQutbound

|| QUALIFIcATION

Description |EIJ [TEST250
Currency (=0 €

VWaming: If you remove a gualification used by a campaign, you will have emors in the statistics of production of this campaign

Company / Stte : VB_250 (1)  User: Frangois Tarrida

QUALIFICATION TAB :
Here the admin can create and add qualifications to the group.
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81 -faus numéro Mot argued 0E L}
§2 -ahsent Mot argued 0E (|
53 - répandeur Not srgued o€ ]
94 - rappel parsonnel Mot argued 0E O
85 -relance Not argued 0E B
96 - indisponible Not argued 0E O
7 - transfart Mot argued o€ B
-
- J [0 Add 3 qualf. ] [-:} Add geta ]

[l Status: OK ‘Company/ Site . site demo FR (18)  User: Frangois Tamida
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As with previous versions, it is possible to use personal qualifications, system
qualifications, and to create qualifications with details. Also, three categories of call
qualifications are present (Positive, Argued, Not Argued), in order to calculate the Hit
Rate of the agents in Supervision and Reporting.

4.8 Tools

In this menu, we can work on all other technical aspects of the site, or common
parameters such as servers monitoring.

#ii S0L COMSOLE, QUERY EDITOR

"I':" RECORDED CONVERSATIONS

Define fle name format
Listen to recorded conversations

Show recorded videos

&Ji' SOUND FILES MANAGEMENT

. SERVERS MONITORING

0 ABOUT

4.8.1 SQL console

This menu is used to create and run queries (Select, Update, Delete, Insert) on any table
of the database server. Working on databases can be very sensitive; therefore this
window is only to be used by people who were trained accordingly.

The user doesn’t need to access the database remotely because the query editor is
integrated in the administration module.

Hermes.Net I v| Tabless v 1) RequestType:/Sec v [ (p

Clllgny Siilcls 7] Fiker Hermes et system tables

Q‘
=

SQL Pane

Ok

Diagram Pane -

Grid Pane -

|»

Result Pane -

STEP 1 - Select connection and table to be used for querying.

First a request type must be chosen according to the action intended. Select a
“connection” (database) where you want the query to be run. Then select the “table”
and press on the button to add the table to the query builder pane.
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HEFI'I'IES.NEt Connection : [n2oom v  Tables: ©ODCalls 2013 11 |~ _-“:) Request Type : |Updatz ~ @ >

ST =L AT [ ] Filter Hermes.Net system tables

STEP 2 - Build a query based on the chosen “"Request type”.

The window is divided in 4 areas:

- SQL pane: shows the SQL query in SQL syntax. You can also type directly your request
in this pane without using the other tools.

- Diagram pane: allows choosing the columns used to filter the request.

- Grid pane: allows creating the criteria.

- Result pane: displays the result of the query once it's been run using the button (top
of the screen)

| Hermes.Net Connection : D=0 F v Tables s[ESTIG0R |v| [} Remwest Type:[ot |~ (9] (3 S8
Cllizipy Sililels [F] Fiter Hermes.Net system tables
SQL Pane -
[SELECT [TEST IGOR].[INDICE], [TEST IGOR)[CheckBo8], [TEST IGOR] [List2] j
FROM [TEST 1GOR]
-1
Diagram Pane -
TEST IGOR = =
[F] ChackBosB_VAL :l‘
@) =2 a2
[7] ust2_vaL |
Grid Pane .-
p— oice . @ B L I I I |t
rest 1608 CheckBos ] [ v M Il Il Il J
—— ez . B ~ B I I I |2
Result Pane .-
1 <NULL> <MULLs
2 <NULL> <MULL=
& <NULL> <MULL=
4 <NULL> <NULL>
|
4.8.2 Recorded Conversations

Here we can define a name format for all the phone recordings made on the site. The
default name can be amended in order for users to find those in an easier way.
Remember, the path to a recorded conversation is always: CAMPAIGN\DATE\AGENT

Define file name format =2

Campaign Id {or DIDY - @

Ex: 1080001303200 100001 00201303208 1 020408 100, waw

( Ok ]l cancel |

In the same menu, we can thus listen to all recorded conversations, or view the
recorded videos.

4.8.3 Sound files management

This option is used to manage (find/upload/delete) the sound files saved on the server.
Please note that all sound files should be in the .WAV format (8bit, 8k, mono,
CCIT, Alaw or Ulaw).
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Found files =
*wav "f FILE NAME FILE DATE FILE DURATICON | FILE SIZE
# |, Outbound campaigns files
4.8.4 Servers monitoring
This window gives a view on server usage and processes currently running.
| = httpy/1b250s3-6345846
WIN-3TATVODDJME
Processor Activity Disk Access Memory Used HNetwork
- e
1 [s 1
Free Space Disks
E ] 187 Ga ] ST G E Na Dk [ EE [
1 Processor Machine 2 Network Interface
[ NTELR) ¥EON(R) CPU ES5855 @ 240GHZ | ‘ MICROSOFT WINDOWS SERVER 2008 R2 [ LOCAL AREA CONNECTION
Description : IntelS4 Family § Modal 43 IS Description : Citrix PV Ethemet Adzpter
Stepping 2 DNS Host Mame : WIN- T ] 023
ey ST4TVODDUME Hpe . Ethemet A
' Domzin: WORKGROUP o
[ DHCF : True
. Amazon Gateway :
DiMS Surffioe :
<
51 Process Running 138 Services Running
= PROCESS NAME 2 THREAD | _MEMORY = SERVICE NAME S MoDE [* =TaAT
524 SB0 K [(AFPLICATION HOST HELPER SERVICE n
531 8K (APPLICATION INFORMATION [ ]
IWPPLICATION MANAGEMENT [ ]
B BASE FILTERING ENGINE L]
SI1T2ZK BEACKGROUND INTELLKGENT TRANSFER SERVICE [ ]
| (I
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4.8.5 About

This window gives access to the server licenses information, and how many are currently

being used in the platform.

=_______________________________________&]

= = Wi = |
™ VWS

a_B |

e-Business &
Contacts center El:lll.ltiDI'IS;
|
|
- 5.0.0 - Buld 014031 |

{ VOCALCOM |

: : VOCALCOM {suppor@vocsioom.com)
I : Mever expired
{ License information :
i Mzximum Enes for t=iaphony :375
| Inbound campzigns  enzbi=d
1 [Emad campaigns ; enabled
] Web campaigns - enabled
'i The Link campaigns : enabled
‘Cafi=s robot configuration : enabled (max. fnes : 100)
Cioud Call Recorder {Sacured anchiving sarvics) : enabled
Planning management : enabled
|
| Mzzamum numbsr of connected administrators 150 {used : 2)
| Max. connected agents | 250 {us=d : 8)
| Max. connected agents (Emails campaigns} - 250 used : 1) |
'| Max. connected agents (Web campaigns) 1 250 {used : 1)
Max. connected agents (Fax campaigns) : 250 {used : 1)
| Max. connect=d agants (Social network campaigns) - 250 {used : 1)
| Maximum CT| prosoys 1 50 {used : 11)

5. Wizards

New to Hermes V5, user wizards have been added as a quick management, to allow

admins to setup items in a centralized screen. Wizards can be reached from the general

Hermes menu, or in Administration, at the site’s level, and open in a popup screen.

If -‘- fj/ -~ I
penTFicaTIoN | appucaTions || conFiGuRaTion ||

Site |

V5_250 v
L

WORKSPAC \"f SUPERVISION \"/ ADMINISTRATION \"z CRIFTING \"z
Administration Wizards
@ Human Resources IE]

Clueues Management

TAMXA"
REPC

Web Campaigns
[ Queues Management b—

Workspaces Management
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New wizards will be added with future upgrades; right now the following wizards are
usable:

5.1 Human Resources
Create and manage your Human resources quickly via the HR wizard.

On the left, all the different topics that can be managed in the wizard. In the center, the
different accounts and items managed via the wizard. You can either add new, import

from a file, or manage existing accounts. The wizard is navigated via the H and E| at
the bottom of the popup.

[3 1b250s3-634584618.eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/Wizard_Admin/HUMAN_RESSOURCES.aspx?SESSION=22huvurlwno4jrudf3gkcadfau

CREATE / MODIFY HUMAN RESSOURCES o -l:l‘lf_‘l;mES.NEt =

» 1-HUMAN RESSOURCES SUMMARY HUMAN RESSOURCES SUMMARY

2-IMFORT

ADD>
14 ADMINISTRATOR(s) IMPCRT *
MANAGE> |

IMPORT =

40 AGENT(s) AND 5 INACTIVE MANAGE >

ADD>
26 SUPERVISOR(s) IMPORT =
MANAGE =

ADD>

| » £ a0 @ @@ @

SALESMEN(s) IMFORT >

MANAGE =
8 OTHER CONTACT(s) . I;:)ili:
2 SUPERVISION GROUP(s) MANAGE »
2 PLANNING(s) MANAGE =

5.2 Queues Management
Create and manage your inbound queues quickly via the Queues wizard.

On the left, all the different medias that can be managed in the wizard. In the center, the
different queues already created. Press to add a new queue, and to delete an
existing one. You can see quickly which medias are being run in a queue. The wizard is

navigated via the and E| at the bottom of the popup.
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| [ Wizard creation/upda

[ Ib250s3-634584618.eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/Wizard_Admin/QU EUE_MANAGEMENT.aspx?SESSION=22huvurlwno4jrudf3qgkcadfé

! CREATION AND UPDATE OF THE QUEUES - Hér'IITIESiNEt No qusue selectsd B i
T I T IO S Em l&\_ EEQEtS Hemmes,Net Vs, Cooynght © 2010-2013 Vocaicom Software. Inc,
I » 1-QUEUE SELECTION QUEUE SELECTION I
J Queues list available : Search: [=0 "R
O e e 3§ &
| QUEUE_TELEPHONE 1 0 0 0 0O |
| QUEUE_WEBCHAT 0 0 3 0 o =5
| QUEUE_FACEBOOK o 0 0o 0 1 E
| QUEUE_EMAIL 0 2 0o 0 0 &
| QUEUE_TWITTER 0 0 0 0 o &5
| QUEUE_PRESALES_FR 0 0 0 0 o =5
| TheWavePresales FRt o 0 0o o0 o &
| MEAMAIL o 0 0o 0o o0&
| Queue Presales FR 0 1 2 o il |
| TELIGENT Inbound 1 0 0o o o &
| Sogedes_Twitter 0 1 1 1 a |
| ALIFLIE emthalink A an a an n F@E T
Create a new queue
Queue name'fE:ﬁSaisir un nom de file d'attente.

— - bl
= = [ N o (Wil . =l oy b

5.3 Web Campaigns

Create and manage your web campaigns quickly via the web campaigns wizard, rather
than going through Administration.

On the left, all the different parts of the campaign that will need to be added in the
wizard. In the center, the different campaigns already created. Press to add a new

= 4
campaign, and to delete an existing one. The wizard is navigated via the and

at the bottom of the popup.
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D Wizard creation/update Web campaigns - Google Chrome

[ 1b25053-634584618.eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/Wizard_Ad min/CAMPAIGN_WEB.aspx?SESSION=22huvurlwno4jrudf3gkcadfé&Cultun

T T
CREATE / MODIFY WEB CAMPAIGGN wyl nes.Net =
il 2 B 2 B 4 N 5§ & | v 4 Wizards i i
>  1-WEE CAMPAIGN WEE CAMPAIGN
1.1- Minimum agent skills A
1.2- URL management & Web campaign availables Search \EPCEmpalgn. site, url l@
1.3- Agent pseudo for chat oo =
MEA_CHAT
NMES
OYSTER
SogedesDemo
TEST250

TEST_FILESYNC
TheWavePresales_FR

Vocalcom EN

PORERERDAER

VocalcomUK_Webchat

Create a new web campaign or a new queue.

Campaign name : EIJNewWebcampa\gn
Web site URL : | &0 http:/f
Queue name : EIJ New Queus

R 0w

5.4 Workspaces Management:

Create and manage your workspaces via the workspaces wizard. Compared to Hermes
V4, workspaces are NOT created in the Interface Designer module, but in the Workspaces
management wizard. As well, agent groups have been removed, and workspaces replace
them in term of team management. It is the workspace that now defines what the agent
can be working on, etc...

On the left, all the different parts of the workspace that will need to be added in the

wizard. In the center, the different workspaces already created, and how many users are
already using them. You can see quickly which agents are using the workspace. Press

to add a new workspace, and [l to delete an existing one. The wizard is

navigated via the H and E| at the bottom of the popup.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 61/62



Hermes.Net
e

|| Wizard creation/update

NAGEMENT.aspx?SESSION=22k

[ Ib250s3-634584618.eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/Wizard_Adm ORKSPACE_ wno4jrudf3gk

CREATION AND MODIFICATION OF WORKSPACE AGENTS fi\\\H'ETITIES.NEt None workspace agent selectsd =)
a2 § B o § S B ¢ B 7 § : §B o § o B 1]
>  1-AGENT WORKSPACE AGENTWORKSPACE
- - A -
&/ List of the agent workspaces available Search : ED
ADDC_WS 8B Bogm
AgentWorkspace - Oakam g gﬁ &lZ ==
All Media WS 8 R m==
B-INTOUCH O - L. e
bmayhewWS 8 B
| CCEXPO 8 BH:m=
Chen Warkspace 82 35 &la ==
DEMO W
DEMO OUT 8 B oz
Create a new workspace.
Workspace name : I!I.'INewwcrkspaca

Error
ao:0n  * aftPhone @ Walting
Line 2 & Canne

¥a=| Voice Mails 3 B @ emaii: @
—a—| 3 |- SEEON (1) GoNS0T ) (FolD S R

S ot
PHONE : 0155373050  INDICE : 1589 MEMO : ASSOCIATE Data =

Hotline VOCALCOM

Bonjour, je suis xxxx, comment puis je vous aider ?

[ Etataui | {[infermatiens ar I=gpel |
Votre appel concernc quel produit *

Mom  Tarnida prenam  Frangois

|| Hermes Met
|| Hermes Pro

Adresse 7 rLe de Tilsitt
|| acoct
| ] Autr=

cP 75017 vile Paris

Metire & jour le cortacts

| FZ: Redial | F3 nd an email | F7 ; Extersion | F8 : Consult | F9 : Hold | F10 : HAngup | F11 : Transfert | FL2 : Status

guit & | System
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