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Enterprise Contact Center
Quick Start Guide

This Quick Start Guide aims to assist you in getting started swiftly by providing step-by-step instructions
for the basic setup process and introducing you to the impressive range of features and functionalities
offered by our platform. This guide will serve as your go-to resource, ensuring that you make the most out
of our services.
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Introduction

Welcome to the CloudAgent Enterprise Contact Center Quick Start Guide!

Our aim is to assist you in getting started swiftly by providing step-by-step instructions for the basic setup
process and introducing you to the impressive range of features and functionalities offered by our
platform. This guide will serve as your go-to resource, ensuring that you make the most out of our
services.

Within this guide, you will find comprehensive coverage of vital aspects, including Settings configuration,
creating phone numbers, adding agents, and much more. We have left no stone unturned to equip you
with the knowledge and skills necessary for a successful setup.

In addition to this guide, we are delighted to offer dedicated training sessions facilitated by our transition
team. These sessions are specifically designed to provide you with further support during the setup
process, enabling you to optimize your utilization of our platform.

So, let's embark on this exciting journey together and make the most of what we have to offer!

Prerequisites

Please ensure that your work environment has the necessary infrastructure to get started. Adhering to
these guidelines will facilitate a seamless and productive setup process for your contact center operations

e Agents should have a system with the Chrome browser installed.
e Ensure a stable internet connection with 0% packet loss to our application.

e For optimal performance, we recommend a minimum internet speed of 128kbps per agent
specifically for CloudAgent traffic.

o If you utilize additional software such as CRM, it is advisable to consult your IT team to
determine the required bandwidth for those applications.

o Use a LAN connection instead of relying on WiFi or hotspot connections, as the latter may be
prone to fluctuations in performance.

¢ Having a PSTN number (mobile or landline) for agents is optional.

o Agents may have the option to log in using SSL VPN for PSTN markets, and for VOIP
markets, Webrtc functionality operates over the internet
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Login to Cloud Agent

e To access your CloudAgent account, simply click on the URL provided in the account activation
email sent to you. This will redirect you to the login page.

Login

Agent Admin/Manager/TL

Account ID

Enter Account ID

User Name

Enter User Name

Password

Enter Password

Forgot password Forgot password?
or
B sign in with Microsoft & Sioninwith Apple

e Tologin as an Admin
o Click on the Admin/Manager/TL tab
o Enter the credentials provided in the account activation email & click on Login

o Upon successful authentication, you will gain access to the Admin account & redirected
to the home page

e As an admin, you will have administrative privileges, enabling you to manage and configure
various settings within the system.
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Now that you have successfully accessed your Cloud Agent account, let's move forward with the essential

configurations for your account.
Here's a quick video that talks about the configurations required to get started.
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Add Agent(s)

When you add an agent to the system, you are essentially creating a personalized user account for them
with special permissions and abilities.

Follow the below steps to add an agent to the CloudAgent account:
1. Select 'Admin > People > Agents' on the left navigation menu
2. Click on the 'Add Agent' button on the top right corner

People

= Agents " Bulk Import Agents Add Agent
a0
Dashboa
0Users Selected | Status Export lwledit Add To Group  Clear All
List of Agents )
Locked Agent ID Full Name Email Status
ﬂﬂ aozs 10025 Active
3. Input the required information for agent creation. Refer to the below table for details on each of
the field(s)
Add Agent
Role: Agent
AgentID * Agent Name *
Email * Fleasze Select Agem Modes *
Auto answer SIP calls Agent Data
[J oncall [] Screen Recording
Skills
Priarity Agent’s skills
<] Another level

Field Description

Agent ID (required) The name by which the Agent is to be mapped on the portal
Password .
. Password can be any alphanumeric character
(required)
AgenF Name It can be the same as the Agent ID if required
(required)
Email Email ID of the agent.
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Field Description

Agent Data Additional Information on the Agent

Select the appropriate modes for the agent

- Inbound: Allows the agent to handle Inbound calls only

- Manual: With the manual mode, the agent can make outbound calls
manually.

- Preview: In the preview mode, agents can make outbound calls with the
option to preview customer numbers before dialing.

- Progressive: In progressive mode, outbound calls are automatically dialed
by the system in a sequential manner.

- Blended: Agents in the blended mode have the ability to handle both
inbound and outbound calls.

- Digital: In the digital mode, agents can handle various texting channels
such as web chat, SMS, WhatsApp, etc.

Agent Modes
(required)

This option allows you to set for each agent whether they should auto-
answer calls. The options are:

- None — which means all calls have to be manually answered.

- Inbound — which means only Inbound calls are auto answered but for
outbound calls (dialer calls) agents will have to click and answer.

- Outbound — which means all dialer calls will be in auto answer while the
Agent will have to click and answer the Inbound calls.

- All — All types of calls will be in auto-answer mode.

Auto answer SIP
calls

4. Click on the 'Save' button to add an agent to the CloudAgent account

The next step is to add phone numbers corresponding to the agent(s) in the CloudAgent account.
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Adding a phone number

To enable agents to handle incoming and outgoing customer calls, you have the option to create a
dedicated phone number. Depending on your specific requirements, you can choose between creating a
Phone number or a SIP number.

Note: Agents must use the phone number or SIP number to log in to CloudAgent.
Follow the below steps to add a phone number to the CloudAgent account:

1. Navigate to 'Admin > Configurations > Manage Numbers' and select 'Phone Numbers' from the
left menu.

2. Click on the 'New Number' icon on the top right corner and choose the 'Agent Phone Number'
option.

3. On the Manage Numbers page, click on the 'New Number" icon, located at the top right corner of
the page, and choose the 'Agent Phone Number' option.

4. Provide the phone number (or SIP number) & the corresponding agent name to whom it will be
associated.

i. The format of the phone number can include the country code with '+' or just the number.
ii. In case of SIP number creation, select the 'SIP' checkbox without fail.

5. Click 'Save' to add the new phone number for an agent.

Add Agent Phone Number

Mame *

Cancel

While the agents are set up, it's time to create skills in the system.
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Create a skill

Skills provide administrators with a means to classify agents based on their expertise and capabilities
within the contact center system. Calls and digital communication can be efficiently routed and prioritized
through proper skill assignments.

Below are important points to note regarding skill(s):

1.

Categorization: Skills can be used to categorize agents based on their proficiency in specific
areas. Examples include language proficiency (e.g., English, Spanish), specific roles (e.g., sales,
support), technical expertise, etc.

Call Routing: Incoming calls or digital communication can be routed to the most suitable agent
through proper skill assignment

Prioritization: Skills can be prioritized to determine the order of call redirection, allowing agents
with higher expertise to receive relevant calls first

Follow the below steps to add a skill to the CloudAgent account:

1.

Navigate to 'Admin > Configurations > Skills' on the left navigation and click on the 'Add Skill'
button.

Input the required information for skill creation. Refer to the below table for details on each of the
field(s)

Field Description

Skill name (required)

The selected skill group will be greyed out. Inbound Calls cannot come
to the skill group unless the customer IVR is configured for the same.
Agents and phone numbers must be predefined before adding a skill

group.
Skill Location Locations need to be predefined from the Locations page. This gets
(required) linked to a dropdown on the Skills page.

Skill Details Additional details on the skill can be added.

Record (required)

Either full or conversation must be selected. Full means recording the
entire call from the time the customer enters the IVR. Conversation
means only recording the conversation after Agent has picked up the

call.
Assign Phone Numbers Phone numbers are assigned for offline use when Agents are not
for Hunting (Offline)* available to receive calls.

Queue Size (required) means no timeout. If a timeout is selected, a fallback rule needs to be

Time that the customer stays in the queue; 0 minutes and 0 seconds

defined.

Agents skill. Priority 1 agents are the highest priority and will be offered calls

Agents can be grouped into different priorities for handling calls in the

first and Priority 9 will be the lowest.
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Description

Defines what should be the fallback rule for the customer once the

Fallback Rule (required) Queue timeout expires. Select from the dropdown list.

3. Click on the 'Save' button to add a skill to the CloudAgent account.

The next step is to create a campaign in the system for efficient handling of interactions.
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Create a Campaign

Campaigns are an efficient way to track a specific set of customer interactions or activities within a
contact center.

CloudAgent offers versatile campaign creation options to cater to your unique business requirements.
Listed below for reference.

e Inbound campaigns

e Outbound campaign

o Digital campaigns

e Email campaign

e Missed call campaigns
e Send SMS campaigns
e Push data campaigns

While the details of each campaign type are explained in the user guides (refer to the 'Conclusion'
section), we will focus on setting up an inbound campaign to get started.

Inbound Campaigns
Follow the below steps to create an inbound campaign in the CloudAgent account:

1. Navigate to the "Campaigns" option on the left navigation and click the "Create Campaign”
button on the top right corner.

05 Campaigns

Inbound Outbound Marketing Restore

List of Campaigns 4 & Y

2. Select the "Inbound Campaign" option from the pop-up list and click 'Continue'.

3. Input the required information for inbound campaign creation based on the requirement. Refer to
the below table for details on each of the field(s).

Field Description

Campaign Name

(required) The name of the Inbound Campaign

Telephony number mapped to the Inbound Campaign. This is the number that

DID (required) the customers dial for this Campaign

IVR Flows Select the IVR flow needed for the campaign from the dropdown.

1. Client-side: If this is configured, the

Hit ScreenPop CallerNumber/CampaignName/SkillName is passed to the Agent browser side
URIAt so that the data appears as an iFrame.

2. Server Side: If this is configured, the caller details are passed to the CRM
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Field Description

Server. The data is captured in CRM Access logs. This is typically used by
Agents/clients who are not logged into the browser but can still access CRM
data. (Generally used in Offline Campaigns that allow the data to be accessed
by CRM during the call).

3. Client side on Busy: This is similar to #1, but, CLOUDAGENT sends the
ScreenPop only when Agent becomes BUSY. (i.e., only when he is ON CALL).
So, the IFrame on Agent Screen is opened only when the Agent is on Call. i.e.,
the Client is BUSY.

4. Client and Server: CLOUDAGENT hits the ScreenPop URL to both the
Client Side and server side of CRM. IFrame is also opened and Access logs of
CRM will get the data in the backend, #1 & #2.

5. Plugin: This is used for the integration of the CRMs. Example: ZOHO.

URL to Push This URL is to send callback details
This is the URL provided by the CRM vendor to fetch the data from the CRM
ScreenPopURL system and show it as an IFrame on the Agent screen. IFrame is the pop-up
window that appears in the lower half of the Agent screen.
Call Prefix Caller IDs prefix code (Ex: +91, 0, ..)
Dlqusmons Select the dispositions from the list available for this Campaign.
(required)
These options refer to different ways that a disposition, or outcome, can be
assigned to a call.
Disposition Tvoe 1. None: If the option is selected no disposition is tagged to the call.
P . yp 2. API: This option means that the disposition will be assigned through an
(required) o L
application programming interface (API).
3. Toolbar: This option is widely used. If this option is selected a pop-up will
be opened to fill the call summary.
Wrap-up Time This is the time in seconds available to the Agent for after-call work. Value
(required) 0(zero) means an infinite time for the Agent.

Block Number

A "Blocked Number" option in a campaign refers to a feature that allows you to
prevent certain phone numbers from being called. If the "Block Number"
option is selected, the system will check the list of blocked numbers before
making a call. If the number being called is on the blocked list, the call will not
be made. This can be useful for preventing calls to numbers that have
previously requested not to be called, or to numbers that have been flagged
as spam or fraud.

Block Number
Group

This group can be created and managed by the user or administrator. The
"Block Number Group" is a named list of phone numbers that have been
designated as blocked numbers. Once a group is created, it can be easily
referenced by name when setting up a campaign. This feature allows for
greater flexibility and ease of management when it comes to blocking
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Field Description

numbers.
ACW for Check this box if you want the Agent to wrap up Un-Answered calls. With this
UnAnswered box checked, Agents will go to ACW State even for unanswered calls. By
Calls default, this box is unchecked.
Skills (required) Add the list of Skills available to the Agent for this Campaign.
Script Add a description of the campaign.

5. Click on the "Save" to create the inbound campaign.
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Add a disposition

Disposition captures the outcome of a call, including call nature, customer feedback, and next steps,
providing valuable insights for analyzing call trends and improving customer service.

Follow the below steps to add a disposition to the CloudAgent account:

1. Navigate to ‘Admin > Configurations > Dispositions’ and click on the 'New Reason' button on
the top right corner.

Configurations

Disposiions
List of Dispositions Total 43 Q| &

Reasons

Test_CA_Inbound__Manual

Test_CA__Outbound__Automation

Test__CA__Outbound__Manual

Il Test DA Inbound Aitomation

2. Input the reason as the new disposition option based on the requirement and click 'Save'.

Add Disposition

Reason *

Configuring an IVR flow

IVR is an automated telephony system that uses voice prompts for user interaction and task execution. It
is mainly used to improve the efficiency of the contact center operations.

This is an optional configuration and a decision needs to be taken on use-case basis.
To create a basic IVR flow in your Cloud Agent account, refer to the Administration guide.

Note: This completes the setup process (as an Admin) to facilitate the contact center operations including
calls and digital conversations.
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Call handling

Now that the admin configurations are in place, let's explore how to handle incoming calls using the agent

toolbar.

Follow the below steps:

1. Log in to the Agent toolbar with the provided credentials.

Login

Agent Admin

Account |D

Enter Account ID

Agent ID

Enter Agent ID

Phone Number

Enter Phone Mumber

Password

Enter Password

2. Input the required information:

i.  Account ID: The account username is provided in the account activation email.

i.  AgentID: Input the agent ID that was created under ‘Configuration > Agents’ in the
admin login.

iii. Phone Number: Input the phone number created under ‘Configuration > Phone

Numbers’ corresponding to the agent in the admin login.

iv. Pin: Enter the password assigned by the admin for your agent ID.

3. Click on the 'Login’ button to access the agent toolbar.

i You are now ready to take calls.
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4. Upon logging in, the status of the Agent will be in the ‘NotReady’ state. Click on the highlighted
buttons to move to the ‘Ready’ state.

© o
/N
%ﬁ‘ My CRM #\

[\
Manual  Progressive  Preview Digita Blended / %
g}

/ R
My CRM

Click here to get to
Ready state

No calls are present at the moment to display

5. An available agent in the 'Ready' state can accept incoming calls on the assigned Direct Inward
Dialing (DID) number, ensuring that calls are directed to agents who are prepared and accessible
to handle them.

6. In addition, the following are some additional details to understand the agent toolbar layout.

Ready 00:01:41 | [ O sm
—~
@f 1L My CRM 7
bou Manual  Progressive  Preview Digital Blendad /,// .’,1/
&
oy | e S Agent actions which
Various modes an agent gt ca.n doar.wtime
can choose. Current durlng IOgm
mode is highlightedin
Blue

No calls are present at the moment to display
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7. Agents in Inbound mode receive an incoming call notification on their screen and can simply click

the answer button to connect with the customer.

&

My CRM

Busy 00:01:03 | [J L (sm

&‘ E = ® B co My CRM X Dashboard

nbound Manual Progressive Preview Digital Blended

< Q¥ inBound

This area shows the following details

Caller ID

This area shows the call controls

P ye— . :
™ Campaign: Inbound 918040246064 OOH0 Campaign name
Pp— . Durationsince its ringing
Agent ID: sul
AgentNumber: 88
Skill Name: General
e & e This area shows the Call details
Monitor UCID: E3l 304
Campaign: Inbound_91 4 i
A = V4

Agent(s) can end the call using the "hang up" button. Other call controls include mute, hold,
transfer, and conference. Refer to the user guides for further details (in the 'Conclusion' section).

¥ £ = ® B co My CRM X Dashboard
Inbound Manual Progressive Preview Digital Blended

Busy 00:01:44 | [<J L [ sm

< Q¥ inBound

Call details v
Agent ID: surya_M
Agent Number: 8897944070
Skill Name: General
uciD: 31104794564394788
Monitor UCID: 31104794537874604
Campaign: Inbound_918040245064
X = V4
[ L]
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9. After each call, agents must select a relevant disposition from the provided codes and save it by

clicking "Save Disposition".

‘ @  coll Ended Successfully X ‘
Q:l,‘ HH i ® 5] co My CRM X Dashboard
Inbound Manual Progressive Preview Digital Blended
&
My CRM
oo Call ended Wrap up time: 00:00:00
Lll_l
ad
Dashboard g ikakrRRR
Campaign: Inbound_918040246064
Skill: General
=]
Performance

&

ACW 00:00:05 | [ L sm

Disposition Code

Callback Timezone

Asia/Czalcutta

Call back date and time

Comments

|:| Pause after disposition

This completes the call-handling process in CloudAgent.

Page 17 of 18

Disposition =~ 00:00 ot

0455-0384 Rev A



Conclusion

Congratulations on completing this guide!

You have acquired valuable knowledge on setting up a fundamental flow for your Cloud Agent account.
By following the steps and grasping the different configurations, you are now ready to effectively manage
a contact center and deliver exceptional customer service.

Don't forget to explore additional functionalities and features to further enhance your contact center
operations.

Best of luck in your journey with Cloud Agent!

Refer to our user guides for detailed information and additional functionalities in CloudAgent.

Page 18 of 18 0455-0384 Rev A



	Introduction
	Prerequisites
	Login to Cloud Agent
	Add Agent(s)
	Adding a phone number
	Create a skill
	Create a Campaign
	Add a disposition
	Configuring an IVR flow
	Call handling
	Conclusion

