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What is the role of an OCC administrator?
What is advanced OCC administration?
Campaigns

Navigating the OCC Administration Frontend

The OCC administration frontend is subdivided into different sections in order to allow access to the various functions in an ordered and intuitive
way

Marcia Moran

P INTERACTION
t. Online No ACD |-

o Interaction

This module will allow you to provide omnichannel service to your clients in a clear and orderly way. To learn more
about this module, read: "Navigating the Attention Interface".

oConfiguration

From this module, you will be able to carry out in a standard way all the configurations relating to:
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Likewise, you will be able to access the Reports Designer in order to make custom reports and the Outbound Engine
configuration.

oSupervisor

This module will allow you to:

= View all the conversations from multiple communication channels.
® Make modifications to the session and the status of the users.
= Execute actions on conversations.

To learn more about this module, read: “Navigating the Supervision Frontend”

o Reports

Through this module, you will have access to pre-designed reports that detail, among other things:

= Attention level
= Productivity
= Performance

Of the different channels, campaigns and agents grouped by category, and you can export them in various formats.

Read "How to access the Reports" to learn more about this module.
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oOther options

Through this module, you will have access to the rest of the options according to the workspaces
SOCIAL NETWORKS
BATCHES MANAGEMENT

HELPDESK

APPLICATIONS LAUNCHER

Users

User search

How to associate a group with a user

How to associate skills with a user

How to create a user

How to deactivate/activate a user

How to edit a user

How to overwrite permissions for a particular user
How to set a default campaign for a user

Mass import of users-Administrators

User search

Sometimes it is necessary to quickly locate a particular user, either to edit, deactivate, activate this user or simply to view associated settings.
Whatever the case, you can search for a user quickly and easily in just a few steps.

To search for a user:

1. Go to "Configuration” tab:

1

CONFIGURATION q@.

Campaigns

2. Click on "Users" section
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CONFIGURATION

Administration = Users
g¢ Campaigns ]l bearct
Users ] ;
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® Permissions ; i :
[ Custom States 2 ministrado Admin
22z Workgroups 3 adminhelpde adminhelpdek
>, Skills 4 icadmir ministrado

First Surname

Permission

Todos_los_permisos

N

Available

of the above fields and click the "search" button

User search can be done by: ID, FIRST NAME, FIRST SURNAME or PERMISSIONS. Simply enter a search string for one

You can also check the "Show Inactive” box = , so that the search is carried out among both active and inactive users. If
this box is not checked, the search will be carried out only among active users.

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to associate a group with a user

You can group users who have agent permissions in a way that suits you, depending on features they have in common. Basically, the idea of
grouping them comes from the need to be able to associate them with a particular supervisor who is to monitor these agents.

You can easily do this either when creating them or by editing them once created. For information on how to create a group, see "How to create a

group".

) For information on how to associate groups with a user who has supervisor permissions to monitor them, see "How to associate groups

with a user".

To associate a group with a user:

1. Go to the "Configuration" tab:
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2. Click on the "Users" section and then click the "Edit" button for the desired user

Victoria Pintos i CONFIGURATION
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Users IMPORT USERS =+ CREATE NEW
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s E Id First Name First Sumame Permission Available
@ Permissions 1 admin admin admin administrator I[I &
I Custom States 2 admin:strador Admin Fu Todos_loz_permisos 4] o4
222 Workgroups 3 adminfiepdek admirhelpde hedpdesh Ful Vod
® Skills 4 cadministiaior admiristrados neoncert B &

3. Go to "Workgroup Belonging" and select the group to be associated from the drop-down list:

Workgroup:

~ Nong - -
Support
TeamCris
TeamRocio
Team_Aimee

Team_Gabriela

) Users in an agent role can only belong to one group.

4. After associating the group, click the "EDIT" button to save the changes.
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5. To cancel the operation without saving any changes, click the "CANCEL" button.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to associate skills with a user

It is important to know which skills agents have, you can then create them in the system and later associate them with each of the agents. These
skills, should there be a skill-based distribution of interactions, will allow agents with the highest level of the associated skills to be those who
handle the greatest number of interactions. For information on how to define a skill in the system, see "How to define skills".

To associate skills with a user:

1. Go to the "Configuration" tab:

2. Click on the "Users" section y and then click the "Edit" button for the desired user

CONFIGURATION

Administration = Users
g Campaigns [ fear } Q[ show nactive
Users
Id First Name First Sumame
® Permissions v ddilin p— ——
I Custom States 2 administradar Admin Ful
a2z Workgroups 3 adminfietpilek #Emirhelpdek helpdesh
2 Skills 4 cadministraior admiristrador neoncert
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3. Go to "User Skills" and check the box for the relevant skill

User Skills @
Name Description Value
Conversion Conversion rate
Empathy Empathy with client
[P |
Expartise s Expertise l 2

On checking the box for the relevant skill, you must indicate the agent’s level for that skill @ . By default, the value

displayed will be the one set for the skill when it was defined. For information on how to define a skill, see "How to define a
new skill".

€3 The default value must be between 1 and 10; the higher the value, the higher the level of skill.

4. After associating the skill(s), click the "EDIT" button to save the changes for the user.
5. To cancel the operation without saving any changes, click the "CANCEL" button.
Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to create a user

To create a user, only the role to be assigned needs to have been defined. Depending on their permissions, OCC users will be able to manage
interactions, configure settings, supervise the operation of the Contact Center and access reporting. For further information, see "How to edit a
role’s permissions".

To create a user::

1. Go to the "Configuration" tab:
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CONFIGURATION

SUPERW

2. Click on the "Users" section " and then click the "New User" button

CONFIGURATION

Administration = Users
q Campaigns [ frearct
USErS |
Id
® Permissions 1 admin
I Custom States 2 administrador
222 Workgroups 3 5
*  okills 4 cadministraton

3. Enter the required data:

a. General information:

m
o
t

First Mame:

m
T
T
—
T

First Surname;

Eridias tha Frotoe
Enter the firs

St surname

Permission
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Last Name:

Enter the last name

Last Surname;

ast surname
+ Password: Password Confirm
Enter password Enter p

+ App Language:
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User ID: user’s unique identifier within the system. You must enter the user's name(s) and surname(s), as well as their
password and email.

Permissions: role assigned to the user.

The system has three predefined roles: Administrator, Agent and Supervisor. Each role has a set of associated
permissions. These permissions can be modified, as well as creating new roles according to functional requirements. For
further information, see "How to edit a role’s permissions".

Language: language in which the user will see the interface.

b. Telephony Integration:

Telephony Integration

Phone

) From the drop-down list, select the telephone extension that will be assigned to the user. This extension will have been preset
during installation.

c. Geographic, Company and Custom Information:

Geographic Information

+ Time Zome; + Country: Area

User Corporate Information

Lacation: Pasition Organization:

Enter the location Enter the pesition Enter the organization

User Custom Information @

Custom Vaiue 1 Custom Value 2: Custom Value 3:
Enter the value. .. Enter the value Enter the value
Custom Value 4: Custom Value 5
Enter the value... Enter the value
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) Fillin the fields required to configure Geographic, Company and Custom Information related to the user.

w13
User Campaigns: check the boxes for the campaigns to which the user will belong " and, if you have selected the “Agent” role,

specify the default campaign

User Campaigns @

(<]

A_test test de bot O Default Campaign

<]

L erocollege College lineas aéreas - todas las cuentas t{ J @ Default Campaign

Aerocollegel Campaiia Telefonica O Default Campaign
|:| Agenda Campafa para agenda de turnos
D Agenda_Telefonica Agenda de turnos por teléfono

4. After filling in all the fields required, click the "CREATE" button to create the user.
5. To save the new user and create another one, click the "CREATE & CONTINUE" button.
6. To cancel the operation without saving the data entered, click the "CANCEL ACCOUNT" button.

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to deactivate/activate a user

If you want to remove a particular user from the system, it is not necessary to delete the user. A user can be deactivated, and if desired,
reactivated later. The settings will be kept, avoiding the need to create the user again.

To deactivate a user:

1. Go to the "Configuration" tab:
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CONFIGURATION

! Campaigns

O

2. Click on the "Users" section @ and then click the "Deactivate" button for the desired user @ :

. Victoria Pintos NT TION CONFIGURATION

dministration = Users IMPORT LISERS
g Campaigns [ fearrt ] Q [ show nastive
Users ﬁ " " o 4
Id First Name First Sumame Permission Available

© Permissions , . — adinti - @j &
I Custom States 2 administradar Admin Ful Todos_los_permizos O &
222 Workgroups 3 adminnelpek admirheldek teipdesh Ful M &
» Skills 4 icadministiator admiristrador neoncert PG i 0] &

3. Click the "Yes" button to confirm deactivation of the user:

los_per

Do you want to deactivate User vpintos ?

ND YES

4. A message confirming successful deactivation of the user is displayed:
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Users

I@ User agentedian was successfully deactivatad.

/. Inthe event that the user has conversations assigned or is logged into the system, deactivation will not be possible.

Q
5. To reactivate the user, check the "Show Inactive" box o , click the "Search" button and then press the "Activate" button for the

desired user 9 :

Search.., x | Q Show Inactive
id First Name First Surname Permission Available
1 agente_1_ro Agent? Ro Todos_los_permisos (_'_J 59
2 agent4 agent4 agent4 agental 2 {'_} 55’
3 agente_css Agente Css Todos_los_permisas Q) 59
4 agentedian Agente Dian agent qi g:?
5 agente_diseno3 Agente Disefio Todos_los_permisos (H 59
6 agente_diseno Agente Disefio Todos_los_permisos = L] &

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
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How to edit a user

After creating a user, it can be edited. Should the user be logged into the system, it will not be possible to edit the permissions associated with
the user's role.

To edit a user:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Users" section " and then click the "Edit" button for the desired user

CONFIGURATION

Administration = Users IMPORT USZRS -+ CREATE NEW
g Campaigns ] l a Show Inackiv :
o | it a3 D oW Inactve LS
USET : X o 3
Id First Name First Sumame Permission Available

® Permissions | |

ETiemtns 1 admin admin admin administeator 0] 7 W
I Custom States 2 administrador Admin Ful Todos_los_permisos 0 o
a2z Workgroups 3 sttminhepdek admirhelpde hedpdesh fi &
¥ Skills 4 cadministraios admiristrador neoncert PG dministraion O &

£3) The User ID can not be edited.

3. After editing, click the "EDIT" button to save any changes for that user.
4. To cancel the operation without saving any changes, click the "CANCEL" button.

Related Articles

E User search
E How to set up Messenger messaging
E How to associate a YouTube account

E How to associate an application from Google Play Store
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! How to associate an application from the App Store

How to overwrite permissions for a particular user

If you need a user in your contact center to have particular permissions that are not associated with the role assigned to them or, on the other
hand, to restrict any permission associated with their assigned role, you can overwrite that user’s permissions at any time by editing the user.

To overwrite permissions for a particular user:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Users" section " and then click the "Edit" button for the desired user

CONFIGURATION

Administration = Users IMPORT USZRS -+ CREATE NEW
g Campaigns ey l a Ahow Tnsctir :
o | it a3 D oW Inactve LS
user ’ ¢ G -
Id First Name First Sumame Permission Available

® Permissions | |

ETiemtns 1 admin admin admin admin 4 0] 7 W
I Custom States 2 administrador Admin Ful Todos_los_permisos 0 lod
a2z Workgroups 3 sttminhepdek admirhelpde hedpdesh fi &
¥ Skills 4 cadministraios admiristrador neoncert PG dministraion O &

3. Goto " User Permissions" and, to overwrite the user's permissions, check the relevant box:
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User Permissions @
Settings ,:'

change Personal Settings .~ Change Avatar .~ Change Nick .~

D Administration

Applications Launcher O [k

Basico .7

By checking the box for a permission or for a set of permissions, the corresponding permissions will be enabled. On the other
hand, if the box for a permission or a set of permissions is unchecked, the corresponding permissions will be disabled.

£3 In this way, the user's permissions will be overwritten for all the campaigns to which the user has been assigned. To modify user
permissions for a particular campaign to which they are assigned, see "How to overwrite sets of permissions for a user of a
particular campaign".

4. After overwriting the permissions, click the "SAVE" button to save the changes to the permissions.

5. To cancel the operation without saving any changes, click the "CANCEL" button.

6. To remove the changes made to the permissions, press the "REMOVE OVERRIDES" button.
Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

How to set a default campaign for a user

Setting a default campaign for a user enables this campaign to be automatically selected when the user undertakes an outbound interaction.

To set a default campaign for a user:

1. Go to the "Configuration" tab:
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2. Click on the "Users" " section and then click the "Edit" button for the desired user

CONFIGURATION

Administration = Users
§ Campaigns [ foearr!
USErS
® Permissions \
J= Custom States 2
222 Workgroups 1
» Skills 4

admin

admin:strador

adminhe prlek

cad ministiaton

3. Go to the campaigns section and select the campaign that you want to be the user’s default campaign.

User Campaigns @

A_test

(<]

<]

| L @RI OCOiege

Lerocollege?
Agenda

Agenda_Telefonica
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4. Click the Update button to save the changes made.

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Mass import of users-Administrators

Sometimes it is necessary to register more than one user
To do so you must:

1. Gotothe "Configuration" tab

CONFIGURATION

2. Click on the "Users" " section and then press the "Import users" button
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. Victoria Pintos ITERACT CONFIGURATION

Users 7 -+ CREATENEW

Administration =
% Campalgns l fearch... | Q | [ shownactive
i U D id First Name First Surname Permission Available
B Partnwsions 1 admin sdmin admin administrator v ] &
I Custom States 2 acministraroe 4dmin Full Todos.los_permises v (0 &
222 Workgroups 3 acminhe pdsk adminhelpdek helpiesk Full ) &
* Skils 1 icadmimisteatar administrador Inconcart P administiziar E (U] g
From there it will be possible to import Excel spreadsheets with the list of users.
New importation b 4
== NEW IMPORTATION
Imported Users
Start End :
Id Name  Status Dats Hata Owner  Imported Failed
3b10a344-
0998-4232- 2021-06- 2027-06-
1 84c3- Vale @ Finished 15 15 EQEEH'EE-E' 0 2 @ 0]
Oaf3esdns 14:31:00 14:31.00
527
1-1 of many S
CLOSE
The Excel spreadsheet may have a set of fixed columns, some of which are mandatory and others are not:
Column R Description
Name eq
ui
red
Userld YES User identifier. The same validations will be carried out on this value as when the user is created from the interface.
Group YES lIdentifier of the group or role that you want associated with the user. The possible values here are:
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agent

administrator

supervisor

any custom role that has been created in the VCC.

Name YES User name
LASTNAME YES User last name

TIMEZONE YES TimeZone associated with the agent. The possible values are those presented in the ID column of the following Excel: Time
Zones.xlIsx

COUNTR  YES Country Code associated with the user. The possible values are those presented in the COUNTRYCODE column of the
YCODE following Excel: Country_Areas.xlsx

AREACO  YES Area Code associated with the user. The possible values are those presented in the AREACODE column of the following
DE Excel: Country_Areas.xlsx

Password NO Password that will be assigned to the user. If a value is not entered, it will be assigned the value of the column "User ID".
Mail NO Email address assigned to the user.
Language NO Language associated with the user. Possible values are:

* EN
* ES
* FR

InitialState  NO Initial state that will be associated with the user each time they enter the application. Possible values are all agent states
that exist on the VCC. The default value if a specific value is not placed is "Break".

Campaigns YE List of campaigns associated with the user. If it is more than one campaign, the list must be separated by “;". This is a
S required value as long as the selected group or role has permissions on the Interaction app.
INO

DEFAULT YE Campaign that the user will have by default. As in the previous field, this is a required value if the user has permissions on
CAMPAIGN S the app interaction.
/NO

PHONE NO Value only used for VCC with OCC integration. Corresponds to the Telephony Service associated with the agent's peer. It
SERVICE will be a value such as "TELEPHONY_192_168 24 60". The same can be obtained in the Phone field that is shown in the
user creation form.

PHONE NO Extension number associated with the agent.
PEER

PHONE NO Technology associated with the user's peer. Possible values are: "ASTERISK_SIP" or "ASTERISK_IAX"

TECHNOL
oGY

Once the import is done, the number of users that were created correctly and the number of users with errors will be displayed. The errors will be
displayed in the same interface:
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New Importation

Importation Detail

Id: Mame

9d3adchd-7920-4a3e-a63d-3639dc 144890 pruebavic

Importation Fails Detail
Id Number Line Error Type

1 vpinto01 2 Value -3:00:00 is not allowed in field TIMEZONE

CLOSE

Roles and Permissions

® How to define a new role

® How to edit a role’s permissions
® How to delete a role

® Whatis a role?

How to define a new role

You can define a new role if you want some users to have a combination of permissions that correspond to each of several of the system'’s
predefined roles. For example, you might want to have an Agent user with some Supervisor and Administrator permissions (SuperAgent).

To define a new role:

1. Go to the "Configuration" tab:

CONFIGURATION (D)

% Campaigns

Search Q
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2. Click on the "Permissions” section  and then click the "NEW ROLE" button

Victoria Pintos

CONFIGURATION

Onine Mo ACD |w

Administration == Permissions \|_ + CREATENEW
g Campaigns |r_;=.-! Q
Users
Name Deseription System Permission

R L 1 adminConsuliant Admin€ensuliant &£ m

[ Custom States 5 adminheladesk Adiistratior s Faipdesk &

a2 Workgroups 3 agenta] agente prucha L W

® Skills 4 agenteHalpdesk Agente de Helpdesk £ mw

3. Enter the required data:
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« Wame: Description:

F'.tername. : Enter description..

« Permission Template

Available Modules and Actions List

|:| Settings

D Administration

D Applications Launcher

|:| Batches Management

|:| Business Applications

D Interaction

D Outbound Engine

D Reports

D Social Networks

D Supervisor

Name: name that will identify the role in the system.

Description: description of the role.
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Permissions Template: predefined roles are listed; the role can be created based on any of these. The option to select all
of them or none is also listed.

Available Modules and Actions List: you can select each of the modules shown to add them to the new role, as well as
restrict or expand the permissions associated with each one. If one of the system roles is selected in the permissions
template, the modules corresponding to that role will be automatically marked. This section is ideal for combining the new
role’s permissions. For example, if you want to have an Agent role with some Supervisor and Administrator permissions
(SuperAgent), you must select the Agent role and assign the permissions that you require from the Supervisor and
Administration module for the new role.

4. After filling in all the required fields, click the "CREATE" button to create the role.
5. To save the new role and create another one, click the "CREATE & CONTINUE" button
6. To cancel the operation without saving the entered data, click the "CANCEL" button.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to edit a role’s permissions

After creating a role, you can edit it to restrict or expand the sets of permissions that you have defined for that role. You can continue combining
permissions corresponding to predefined roles in the same way, or even add permissions that belong to a role and had not been assigned at the
time of creation.

) The system’s predefined roles cannot be edited.

To edit a role's permissions:

1. Go to the "Configuration" tab:

Campaigns
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https://inconcert.atlassian.net/wiki/spaces/i6Docs/pages/17236227

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

2. Click on the "Permissions" section

Victoria Pintos

CONFIGURATION

“ - the roles created by the System Administrator will be displayed

Administration = Permissions
¥ Campaigns | Basrcl Q
= Users
Name Deseription
AR 1 adminConsultant AdminCensultant
[ Custam States 2 adminhalpdesk Administrador dz Helpdesk
122 Workgroups 3 agente agente prucha
® Skills 4 agenteHalpdesk Agente de Helpdesk

1. Click the "Edit" button for the role you want to edit:

Q

Kearch.
Name
1 AdminConsultant
2 adminhelpdesk
3 agentel
4 agenteHelpdesk
5 AgenteTotal

2. Make the necessary modifications::

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!
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AdminConsultant

Administracor ce Helpdesk

agenie pru eba

Agente de Helpdesk

Agente Total

System Permission

System Permission

RO D AD

+ GREATENEW
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+ Description:

AdminConsultant AdminConsultan

¢ Permission Template:

-
Available Modules and Actions List e
Settings
Change Personal Settings Change Avatar Change Nick
I Administration
Campaigns (View) > Delete Create

<]

Accounts (View) Deactivate

Deleta

8 8

Create / Modify

4]

Attention Level (View) Create / Modify

Deleta

<]

o : edit the role’s description.
9 : select one of the predefined roles from the drop-down list. The option to select all of them or none is also listed.

9 : al marcar la by checking the box for a permission or a set of permissions, you are enabling the corresponding
permissions;if the box for a permission or set of permissions is unchecked, the corresponding permissions will be disabled.

£3 The name of the role cannot be edited.

3. After editing, click the "EDIT" button to save any changes.
4. To cancel the operation without saving any changes, click the "CANCEL" button.
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Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to delete a role

Once you want to stop using a role you have created, you can easily delete it. Bear in mind that in order to delete a role, you must first
disassociate it from all the users to whom it has been assigned, otherwise you will not be able to delete it.

To delete a role:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Permissions” section " ; and then click the "Delete" button for the role you want to delete

Victoria Pintos

CONRBURACIGN
Enlinea Mo ACD |+

Administracién = Permisos + creAR NUEVD
g Campanas o | a
2 Usuarios 1o e s
Nombre Descripcion Roles de Sistema
i i 1 AdminConsuAant tedmin Consultznt 2 R
| Estados 2 adminhslpdesk Soministrador de Halpdesh -
Personalizados @
1 ent agents prueh: & o
1zz Grupos
4 agentaHzipdesk Agante de Helpdask £ M

¥ Habilidades

3. Click the "Yes" button to confirm the deletion of the role:
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tant Do you want to delete permission a-rol-02
.

NO YES

4. A message confirming successful deletion of the role is displayed:

©  Permissions

(i) arol-02 was successfully deleted.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

What is a role?

A role is the function that a user performs within the Contact Center. Depending on the role, the user will be associated with a specific group of
permissions that will allow them to fulfill various functions on the platform.

OCC has three predefined roles, as follows:
1. Administrator

The administrator role has permission to access the following platform modules:

. Settings

. Administration (except Rules)
. Interaction

Reports

. Supervision

2. Agent

Do TR

The agent role has permission to access the following platform modules:

a. Interaction (except adding words to the spellchecker and global search).
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3. Supervisor

The supervisor role has permission to access the following platform modules:

Settings

Interaction

Reports (Reports viewer only)
Supervision

Qoo

A new role can also be defined, combining privileges from each of the existing roles to set up the required level of access, thus adding control
and flexibility to user roles. To do this, you can use predefined templates and change the privileges to suit Contact Center functionality. For
information on how to define a new role, see: "How to define a new role".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Groups
® How to create a group

® How to edit a group
® What are groups for?

How to create a group

You must group users who have agent permissions to later be able to associate them with a user who has supervisor permissions and can
therefore monitor them. In order to group them, you must first create the groups you want.

To create a group:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Groups" section ¥ and then click the "NEW GROUP" button
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CONFIGURATION

Administration

g Campalgns [ Q
Users )
Name Description

G Pe”nlss':n; 1 Ahumada_fLeqgal Grupo Reprazentacion Legal Ahumada Ié m
J© Custom States 2 Aliaro advaro & M

Vorkgroups | 3 bopificaciones Bonlficaciones & ﬁn
¥ Skills 4 COMDERSaCiones EqUIpo Cé Comg unes & m

3. Enter the required data:
Mame Descripfion

‘ Name: name that will identify the group in the system.

Description: description of the group.

4. After filling in all the fields required, click the "CREATE" button to create the group.
5. To save the new group and create another one, click the "CREATE & CONTINUE" button.
6. To cancel the operation without saving the entered data, click the "CANCEL" button.

#) For information on how to associate groups with a user, see "How to associate groups with a user".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to edit a group

You can edit a group to change its description, but not its name.

To edit a group:
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1. Go to the "Configuration" tab:

2. Click on the "Groups" section “" and then click the "Edit" button for the group

Victoria Pintos

CONFIGURATION
Onine No ACD |w

Administration = Workgroups =+ CAEATEMEW
% Campalgns e Q
i s Mame Description
© Permissions 1 #humada_RLegal Gripo Reprezentanion Legal Ahumada , ped f
J© Custom States 2 Aliaro advaro & M
¢ Workgroups L 2 caciones £ m
¥ Skills 4 compensaciones Equipo de compensationes &£

£3 The group’s name cannot be edited.

3. After editing, click the "EDIT" button to save the changes to the group.
4. To cancel the operation without saving any changes, click the "CANCEL" button.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

What are groups for?

Groups are used to be able to associate a number of users who have agent permissions with a user who has supervisor permissions and can
therefore monitor them.
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This means that you can assign users with agent permissions to the group you want, and then associate this group with the user who has
supervisor permissions so that this user can monitor only those users who belong to the associated group. For information on how to create a
group, see: "How to create a Group".

Related Articles

! User search

E How to overwrite a user's attention capacity for a specific campaign
E How to delete a skill

! How to edit a skill

! How to define a new skill

Skills

® What are skills?

®* How to define a new skill
®* How to edit a skill

® How to delete a skill

What are skills?

Skills are abilities that the System Administrator can define in the Contact Center so that they can then be associated with users. Depending on
the skills, you will be able to arrange for interactions to be handled in the most efficient way, since an internal algorithm will use the value of each
skill to determine which user is the most suitable to handle an interaction. Note that to handle interactions based on users’ skills, the System
Administrator must configure the ///Distribution of Interactions as "Skill based".

For information on how to define a skill, see: "How to define a new skill".

Related Articles

! User search

E How to overwrite a user's attention capacity for a specific campaign
E How to set up Skill Dialer

! How to delete a skill

! How to edit a skill

How to define a new skill

Skills identify users’ areas of expertise. In order to associate a skill with a user, you must first define it and be clear about its level in the system,
since on this basis you must assign it a value that will be used by an internal algorithm to determine the user to whom an interaction will be
delivered.

For information on how to associate a skill with a user, see: "How to associate skills with a user".

&) To handle interactions based on users’ skills, the System Administrator must configure the ///Distribution of Interactions as “Skill based”.

To define a new skill:

1. Go to the "Configuration" tab:
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2. Click on the "Skills" section and then click the "NEW SKILL" button

Victoria Pintos

CONFIGURATION
Onine No ACD |

Administration = Skills Z § -+ CREATEMEW
Users > :
| pearch. Q
© Permissions
Name Default Value Description

J# Custom States

1 amakbilida HARTRI & @
L:2 Workgroups

2 Antigueca 1 Antiguedad en el call center & o

2 comp ensacion Capacidad de ejecucicn del plan de compensacia & o
&= Web Designer

4 Canversior 1 Promedio de conversion de vantas &

) For accounts that use the “Skill based” Distribution of Interactions algorithm, all the skills that will be used must be previously
created in this section. These skills will be associated with users at the time of their creation.

3. Enter the required data:

Name: name that will identify the skill in the system.
Description: description of the skill.

Default Value: value that indicates the level of skill in a user with agent permissions; the higher this value, the higher the
level of skill. The value assigned to the skill together with the weighting that this skill has in the campaign will be entered in
an internal algorithm that defines the user to whom an interaction will be delivered, if Distribution of Interactions has been set
as “Skill based” in the account.

[
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The default value must be between 1 and 10.

4. After completing all the fields required, click the "CREATE" button to define the new skill.
5. To save the skill and create another, click the "CREATE & CONTINUE" button.
6. To cancel the operation without saving the entered data, click the "CANCEL" button.

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to edit a skill

You can edit a skill to change its description and default value in the system, but not its name. Bear in mind that this value is used by an internal
algorithm to distribute the interactions to users when the Distribution of Interactions is "Skill based". Therefore, by modifying this value, the level

of the skill in the system will also change.

To edit a skill debes:

1. Go to the "Configuration" tab:

INTERACTION CONFIGURATION

Campaigns

2. Click on the "Skills" section and then click the "Edit" button for the skill
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Victoria Pintos

CONFIGURATION
Onine No ACD |»

Administration = Skills =+ CAEATEMEW
i Users - =
| pearch. Q
© Permissions
Name Default Value Description

J# Custom States

1 amakbilida mizhifida | & |
222 Workgroups

2 Anfiguecad 1 antiguedad en el call cenier 55‘ @

)

3 COMPEnsacion 7 Capacidad de ejecucicn del plan de compensacion 65’ @
&= Web Designer

4 Conversion 1 5}) E]

When editing a skill, you can change its Description and Default Value. Bear in mind that when making changes, these will also
apply automatically to users who are already associated with this skill. For information on how to associate skills with a user, see "
How to associate skills with a user".

3. After editing, click the "EDIT" button to save the changes to the skill.
4. To cancel the operation without saving any changes, click the "CANCEL" button.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
How to delete a skill
If you want to delete a skill from the system, you can do so. Bear in mind that you must first disassociate it from any users with whom it has been

associated, otherwise it cannot be deleted.

To delete a skill:

1. Go to the "Configuration" tab:

CONFIGURATION
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2. Click on the "Skills" section o and then click the "Delete" button for the skill 9 :

Victoria Pintos

CONFIGURACION

£n linea Mo ACD [+

L Usuarios
Bustar_ EX
© Fermisos
Nombre Valor por defecta Descripcidn
@ Estados

Personalizados
1 amanilidac 5 smahilidad ]

zz: Grupos

2 Antiquacad 1 Antiguedad en el call center V|

¥ Habilidades oy 5 1 del :
3 COMEERsacion Capacidad de ejecucion def plar de compensacion ,_:? m]
B Web Designer 4 Convarsion 10 Promedia de conversidn de ventas & M

3. Click the "Yes" button to confirm deletion of the skill:

Confirm

Do you want to delete skill Empathy ?

NO VES ill center

ton 7 Capacioad oe ejecucion del

/L Note that to delete the skill, you must first disassociate it from any users with whom it has been associated.

4. A message confirming successful deletion of the skill is displayed:

*  Skills

@ Empathy was successfully deleted.

Related Articles

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

B User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Web Designer

® What is Web Designer?
What is Web Designer?

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Tickets

® What is ticket management and how does it work?
® How to create a ticket issuer

® How to edit a ticket issuer

® How to delete a ticket issuer

What is ticket management and how does it work?

Ticket management allows an interaction to be converted into a ticket automatically or on demand.

For this, a ticket issuer must be created, designing the ticket number format using the system’s settings and associating it with an account. See "H
ow to enable an account's ticket management feature".

) Ticket management allows an interaction to be converted into a ticket automatically or on demand.

For this, a ticket issuer must be created, designing the ticket number format using the system’s settings and associating it with an account
. See "How to enable an account's ticket management feature".

To create a ticket issuer, see "How to create a ticket issuer".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to create a ticket issuer

The first step to be able to convert an interaction into a ticket, whether automatically or on demand, is to create the ticket issuer. You can define
the number format for your tickets using the system’s settings.

After creating the issuer, you will be able to enable ticket management in each of the communication channel accounts. For information on how
to enable it, see "How to enable an account's ticket management feature".

To create a ticket issuer:
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1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Tickets" section and then click the "NEW EMITTER" button:

CONFIGURATION

Administration = Ticket Emitters 2 | -+ creaEnEw
® Permissions
Q
= Custom States
Description
222 Workgroups
1 ticketentrenamienta & jm]
¥ Skills
2 enfrenamientos <
5= Wed Designer
2 sequimie & W
icke |
4 aerafags & M
& Attention Capabllity . o 6 m

3. Enter the required data:

Minimum width:

i When the minimum width entered is exceeded, the ticket number will not be reset, rather the width will increase
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a. General information:

Description: description of the ticket issuer.

Number Type: ticket number format. The options are: Auto-increment and Date with auto-increment.
Minimum Width: defines the numerical length of the ticket.

Base Number: sets the number from which ticket numbering begins.

Prefix: sets an identifier prefix for the ticket.

Suffix: sets an identifier suffix for the ticket.

© Selecting any of these settings will display a preview of an example ticket.

4. Ticket example:
« Description:
inConcert ticket

Sample ticket (Preview)

Autoincrement - ink0000000001tk
Minimum width: Base number Maximum ticket (Preview)
10 5 ink9007199254740992tk
Prefiy Suffix

ink ik

£l When the minimum widih entered is exceeded, the ticket number will not be reset, rather the width will increase

1. After filling out all the required fields, click the "CREATE" button to create the ticket issuer.
2. To save the new ticket issuer and create another one, click the "CREATE & CONTINUE" button.
3. To cancel the operation without saving the data entered, click the "CANCEL ACCOUNT" button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

How to edit a ticket issuer

When editing a ticket issuer, any of its fields can be modified. Bear in mind that when making any changes, these will automatically also be
applied to accounts already associated with that issuer.

To learn how to enable ticket management for an account, see "How to enable an account's ticket management feature".

To edit a ticket issuer:
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1. Go to the "Configuration" tab:

| CONFIGURATION gb SUPERVISOR

2. Click on the "Tickets" section and then click the "Edit" button for the issuer:

Victoria Pintos

CONFIGURATION

—

Onine No ACO v

Administration

® Permissions

Q
= Custom States
Description
222 Workgroups
1 ticketentranamiento P B
¥ Skills
2 enfrenamientos <
5= Wed Designer
2 sequimiente_venta: & W
cka
I | 4 aerofags té ]E
& Anention Capabllity . . &

For information on the ticket issuer fields, see "How to create a ticket issuer".

1. After editing, click the "EDIT" button to save the changes to the ticket issuer.
2. To cancel the operation without saving any changes, click the "CANCEL" button.

) For information on the ticket issuer fields, see "How to create a ticket issuer”.

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to delete a ticket issuer
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If you wish to delete a ticket issuer from the system, you can, but bear in mind that to do so, you must first disable it for the accounts for which it
has been enabled, otherwise it cannot be deleted. For information on how to enable/disable it, see "How to enable an account's Ticket
Management feature".

€3 Tickets for interactions that have been generated by the deleted issuer not be lost.

To delete a ticket issuer:

1. Go to the "Configuration" tab:

CONFIGURATION

Campaigns

2. Click on the “Tickets” section and then click the “Delete” button for the ticket issuer:

Victoria Pintos CONFIGURATION

—

Onine No AC0 |w

Administration

® Permissions

(5}
= Custom States
Description

222 Workgroups

1 ticketentrenamiento 7 B0
¥ Skills

2 enfrenamientos <
5= Wed Designer

3 & o

icke |

4 aerafags & M

& Atention Capabllity . e S m

3. Click the “Yes” button to confirm deletion of the issuer:
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Do you want to delete ticket emitter
inConcert ticket ?

into

NGO YES

4. A message confirming successful deletion of the ticket issuer is displayed:

Ticket Emitters

(i) inConcert ticket was successfully deieted.

Related Articles

B User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Attention Capabilities

® \What are attention capabilities?
® How to edit attention capabilities

What are attention capabilities?

You can limit the number of simultaneous interactions a user can keep active on each of the channels.

For example, you can limit the number of Twitter, Facebook or email interactions that the user can keep unfinished, specifying the
amounts that are deemed convenient for the operation of the Contact Center.

This limitation is done by editing attention capabilities. For information on how to edit attention capabilities, see "How to edit attention capabilities".

Related Articles
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Content by label

There is no content with the specified labels

How to edit attention capabilities

You can edit attention capabilities and thus limit the number of simultaneous interactions that an agent of your VCC can handle according to your
best judgment.

To edit attention capabilities:

1. Go to the "Configuration" tab:

2. Click on the "Attention Capability" section, select whether or not to limit the interactions of the communication channel that the user will
be able to handle simultaneously and, if you do limit them, set the limit:

Victoria Pintos
Onine No ACD |»

CONFIGURATION

Administration

Update Attention Capability RESTORE CONFIGURATION CANCEL m

1

Facehook

4
w

Unlimite -

Limited - 5 Limite »
T
Uniimited - Unlimitad -
Unlimited - Linfimitec -
t - imit

Lemized - ] Limitad
ftte hil

Limited 1
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) In this case, it means that the user will be able to simultaneously handle 5 Contact Form interactions.

If the user is handling 5 interactions simultaneously, they must end, transfer or re-queue at least one of the interactions to be able to take
on a new one.

1. After filling out all the fields required, click the "EDIT" button to save the changes.
2. To cancel the operation without saving the data entered, click the "RESTORE" button.

The changes made will apply to all accounts related to the type of interactions that were modified. Should you wish to apply any Attention
Capability setting to a particular account, it must be modified from the "Channels" section of the account. For information on how to do
this, see "How to edit a Channel's general setup".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Outgoing Account
® What are outgoing accounts used for?
® How to create an outgoing account

® How to edit an outgoing account
® How to delete an outgoing account

What are outgoing accounts used for?

Outgoing email accounts are used to send automatic reports, completion messages and chat transcripts.

For information on how to create an outgoing account, see "How to create an outgoing account".

Related Articles

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store
! How to associate an application from the App Store

! How to create a Call account

How to create an outgoing account

Creating an outgoing account allows you to set up an email account for automatically sending reports, completion messages and chat transcripts.

To create an outgoing account:

1. Go to the "Configuration" tab:
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2. Click on the "Outgoing Accounts" section and then click the "NEW ACCOUNT" button:

Yictoria Pintos
OnineNo ACD |+

CONFIGURATION

Outgoing Accounts " ) ;

Administration =
= Web Designer Searct Q
ickets Account Display Name
& Attention Capability 1 cuentasenvios@inconcertce.com Reportes automéficos & imj
& Oulgoing Accounts i 2 demo_incancert ¢ 1
AB. Spell Checker 3 neerice.com Feportes inconcert g m
by Signatures 4 traninguentasaliente@gmail.com T g é\ ]IH
3. Enter the required data:
a. General information:
Account Type
Generic o
Display Name Accoun

T
T
-
T
il

Account type: type of email account to set up. The options are: Gmail, Outlook, Yahoo or others. Should you select Gmail,
Outlook or Yahoo, several of the required fields below are filled out automatically.

Account: email account to configure.

Display name: account name to be shown.
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b. Server configuration for the outgoing account:

Outgoing

- User « Password;

[ Require Authentication [ require Encryption [] usesst

) The fields required to configure an outgoing mail server must be specified.

1. After filling out all the fields required, click the "CREATE" button to finish setting up the account.
2. To save the new account and configure another one, click the "CREATE & CONTINUE" button.
3. To cancel the operation without saving the entered data, click the "CANCEL" button.

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to edit an outgoing account

You can edit an outgoing account to change the account's display name or certain parameters in the outgoing account's server configuration. The
configured email account cannot be edited.

To edit an outgoing account:

1. Go to the "Configuration" tab:
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2. Click on the "Outgoing Accounts" section and then click the "Edit" button for the outgoing account:

Yictoria Pintos N - CONFIGURATION

Onine No ACD |+

Administration = Outgoing Accounts
& Web Designer Search Q
ighets Account Display Name
& Attention Capability 1 cuentasemios@inconcertee. com Reportes automaficos
Ouigoing Accounts 2 dema_inconcert 0
| .
AB. Spall Checker 3 TEpOTIES@INCONCerice.com Feportes inconcert

4 traninguentasaliente@gmail.com

¥ Signatures

) For information on the outgoing account fields, see "How to create an outgoing account".

£3 The email account cannot be edited.

1. After editing, click the "EDIT" button to save the changes to the outgoing account.
2. To cancel the operation without saving any changes, click the "CANCEL" button.

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to delete an outgoing account
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If you wish to delete an outgoing account, you can, but bear in mind that it might be in use for sending automatic reports, completion messages
and chat transcripts. You should therefore make sure that users can use another outgoing account for such purposes.

To delete an outgoing account:

1. Go to the "Configuration" tab:

| CONFIGURATION Ib SUPE

Campaigns

2. Click on the "Outgoing Accounts" sectionand then click the "Delete" button for the outgoing account:

Yictoria Pintos CONFIGURATION

Onine No ACD |»

Administration = Outgoing Accounts
= Web Designer Searct . Q
Tickets Account Display Name
& Attention Capability 1 cuentasemvios@inconcertce.com Report R
Oulgoing Accounts | ] 2 demao_inconcert_ 01 @cutiock.com demo_inconcedt_(1@outlook.com & |
AB. Spall Checker 3 REPOrEs inConcert & m
¥ Signatures 4 ramingcuents ail.con Training ¢ oW

3. Click the "Yes" button to confirm deletion of the outgoing account:
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Do you want to delete outgoing account

vpintos@inconcertcc.com ?

wios@il automa
oncert_| NO YES oncert_
rnCconceTICE Com REQGTTES inConct

4. A message confirming successful deletion of the outgoing account is displayed:

. Outgoing Accounts

(i) vpintos@inconcertce.com was successfully deleted.

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Spell Checker

® \What is the Spell Checker?
® How to add words to the system's spell checkers

What is the Spell Checker?

The system’s Spell Checker allows agents to correct an unknown word when handling interactions because it has been misspelled, or even
because it is a word whose meaning is company-specific

To learn how to add words to the Spell Checker, see "How to add words to the system’s spell checkers"

) The system’s Spell Checker works with 4 languages: English, French, Portuguese and Spanish.
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Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to add words to the system's spell checkers

By default, the Spell Checker has an endless number of default words to enable operators to correct the text of their messages when handling
interactions. Even so, you can add more words to the spell checker according to need and convenience.

To add words to the system's Spell Checker:

1. Go to the "Configuration" tab:

2. Click on the "Spell Checker” " section and then click the "Edit" button for the language of the spell checker to which you wish to add

words

Victoria Pintos
Online No ACT fw

CONFIGURATION

Administration Spell Checker

&= Web Designer [ oarct e
Tickets Name Description Words
A Attention Capabllity " Engliéh it eaghih angiiage d >
& Outgoing Accounts 2 French Custom french language 0 &
Spell C i 3 Portuguese Custom portuguese ienguage o &
¥ Signaturas 4 S Custom spanish language 11 &

3. Click the "NEW WORD" button™:
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A% Spell Checker English Words CANCEL |

4. Enter the word to add:

New word X

« Word:

| Enter word...

CONFIRM & CONTINUE CONFIRM CANGEL

. After typing the word, click the "CREATE" button to add it.

. To save the new word and add another one, click the "CREATE & CONTINUE" button.

. To cancel the operation without saving the word entered, click the "CANCEL" button.

. If you try to add a word that is already in the Spell Checker by default, the following error message will appear:

0o ~NOoO O

CONFIRM & CONTINUE CONFIRM CANCEL

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
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Signature

® What are signatures and when are they used?
® How to set up a new signature

® How to edit a signature

® How to delete a signature

What are signatures and when are they used?

It is very important to set up a personalized signature for emails, since within it you can include company data, contact details or any important
data that may interest the recipient.

Once the signature has been set up, it can be used in any email account that is associated with a campaign.

For information on how to set up a new signature, see "How to set up a new signature".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
How to set up a new signature

Once assigned to an email account, a signature will allow you to show data that you consider important and that may attract the attention of the
recipient.

To set up a new signature:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Signatures" sectionand then click the "NEW SIGNATURE" button:
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Victoria Pintos
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Onlina No ACL fw

Administration = Signatures , = CREATENEW
Tickets - -
el Q
& Attention Capabllity
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1 Azrolinea_soporie £ m
AB. Spall Checker
2 consultas consultas &
1 fures |
= 3 irs g Mo
Bl Routing Broups 4 entrenamiente entrenamiente L W
3. Enter the required data:
a. General information:
Name: name that will identify the signature in the system. The signature is configured in the email account associated with a
campaign through its name. For information on how to do this, see "How to associate a Mail account".
Description: description of the signature.
b. Signature:
There is a set of options in the format bar that you can use to design your signature block:
Signature
B ATt H B I U & & & = = = E X X B2 8 i = {} <«

The options include: insert images; insert links; choose font type, style, colors and size; margin layout; add subscripts and
superscripts; add indents; list; work with system variables and see your signature in HTML code. If you place the cursor over any
of the options, the relevant description appears.

1. After filling out all the fields required, click the "CREATE" button to create your signature.
2. To cancel the operation without saving the entered data, click the "CANCEL" button.
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Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to edit a signature

You can edit a signature to change any of the data it contains or to add more information that you consider important.

To edit a signature:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Signatures" sectionand then click the "Edit" button of the signature to be edited:

Victoria Pintos

COMNFIGURATION
Onlina No ACL fw

Administration = Signatures + cReATENEW
Tickets - -
& Attentlon Capability
Name Description
& Outgoing Accounts -
1 Azrolinea_soporie zoporta_zero 2 E-2 R
"
AB. Spall Checker
2 consultas consultas &
I ILITE:
| 3 < ﬁ @
¥ Routing Groups i etrenariants entrenamiente & o

) For information on a signature’s fields, see "How to set up a new signature”.
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1. After editing, click the "EDIT" button to save the changes to the signature.
2. To cancel the operation without saving any changes, click the "CANCEL" button.

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to delete a signature

If you wish to delete a signature, you can, but bear in mind that it might be in use by an email account.

To delete a signature:

1. Go to the "Configuration" tab:

2. Click on the “Signatures” section and then click the “Delete” button of the signature to be deleted:

CONFIGURATION

Administration = Signatures + cReATENEW
Tickets -
& Attentlon Capability
Name Description
& Outgoing Accounts :
1 Aarolines_soporie soporta_zero mj
AB. Spall Checker
2 consultas consultas &
I ILITE:
] 3 o ﬁ @
¥ Routing Groups i etrenariants entrenamiente & o
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3. Click the “Yes” button to confirm deletion of the signature:

Do you want to delete signature My-
signature ?

NO YES

mte 1 agente

/. If the signature is associated with an email account, it will be disassociated from it on clicking the “Yes” button.

4. A message confirming successful deletion of the signature is displayed:

~  Signatures

(i) My-signature was successfully deleted.

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Cognitive Services

What is a Cognitive Service and what is it for?
What is an intent?

What is an entity?

What is an utterance?

What are Features Phrases?

How to create a new Cognitive Service

How to edit a Cognitive Service

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

How to delete a Cognitive Service

How to define a new intent

How to edit an intent

How to delete an intent

How to define a new entity

How to use prebuilt entities

How to train an intent using utterances

How to reassign utterances to intents

How to remove utterances from an intent

How to label (mark) entities within an utterance
How to define a new Features Phrases

How to publish training and settings in the cognitive app

What is a Cognitive Service and what is it for?

What is it?

A Cognitive Service is a collection of intelligent application programming interfaces or APIs (these allow communication between two programs)
that transfer representational states, allowing systems to see, hear, speak, understand and interpret people’s requirements using natural
language.

What is it for?

It is used to add intelligent features to applications in a simple way. In other words, it is used to detect emotions and feelings, for voice and visual
recognition, to search for knowledge and to understand human languages.

Related Articles

! How to publish training and settings in the cognitive app
! How to define a new Features Phrases

! How to label (mark) entities within an utterance

! How to reassign utterances to intents

! How to use prebuilt entities
What is an intent?

An intent represents a task or action the user wishes to perform. It is a purpose or goal expressed in a user’s utterance.
In other words, intents are functions that must be run when a user types something.

Intents have a single nhame per Cognitive Service.

Example

Suppose you define the intent "Call". This intent will identify a function that must be run each time a user sends an utterance similar or equal to
the utterances we associate with our intent:

® " would like to call Carlos"
® “Call Carlos"
® "| would be interested in calling my friend Carlos"

To improve your understanding of this concept, see the following Microsoft article: Intents concepts in your LUIS app
Related Articles

E How to publish training and settings in the cognitive app
E How to define a new Features Phrases

! How to label (mark) entities within an utterance

! How to reassign utterances to intents

! How to use prebuilt entities

What is an entity?
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Entities are words or phrases in utterances that are key data in the app domain.

In other words, entities are the minimum units of information; they are the data to be extracted from the utterance.

Example:

The utterance "Call Carlos at 7 pm"

includes the time entity "7 pm". After analyzing the utterance, the Cognitive Services system will determine that the user wishes to perform an
action, i.e., an intent which is to "call Carlos" and that it must be done at a specific time, "7 pm" (entity)

To improve your understanding of this concept, see the following Microsoft article: Entity types and their purposes in LUIS.

Related Articles

! How to publish training and settings in the cognitive app
! How to define a new Features Phrases

E How to label (mark) entities within an utterance

E How to reassign utterances to intents

! How to use prebuilt entities

What is an utterance?

Utterances are user-supplied data that the application must interpret. To train LUIS to extract intents and entities from them, it is important to
capture several different example utterances for each intent. Active learning or the process of continuous training on new utterances is essential
for the machine learning intelligence that LUIS provides.

In other words, utterances are what the user must submit to activate a particular intent.

® As utterances you should use phrases that the user might type to request a particular function, that is, a particular intent.
® Type the same thing but using different words and ways of requesting a particular function.
® Add examples that don't use correct grammar or punctuation to request that function.

To improve your understanding of this concept, see the following Microsoft article: Understand which are the correct utterances for the LUIS app.

Related Articles

E How to publish training and settings in the cognitive app
! How to define a new Features Phrases

! How to label (mark) entities within an utterance

! How to reassign utterances to intents

! How to use prebuilt entities

What are Features Phrases?

Features are a list of words or phrases that are important for the app, much more so than other words in utterances. They are added to the app
domain vocabulary as an additional hint for LUIS about those words. What LUIS learns about one of them is automatically applied to the
rest. This list is not a closed list entity of exact text matches.

® Features are distinguishing traits or attributes of data that the system observes.

® They provide suggestions on how to recognize the input to be labeled.
® They help the Cognitive Service to recognize intents and entities. Features provide examples of related terms.

To improve your understanding of this concept, see the following Microsoft article: Phrase list features in the LUIS app.

Related Articles

! How to publish training and settings in the cognitive app
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E How to define a new Features Phrases
E How to label (mark) entities within an utterance
E How to reassign utterances to intents

! How to use prebuilt entities

How to create a new Cognitive Service

In the following article you will learn how to create a new Cognitive Service in inConcert Omnichannel.

To create a new Cognitive Service:

1. Go to the "Configuration" tab

CONFIGURATION

2. In the administration panel, look for the "Cognitive Services" option
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Victoria Pintos
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3. You will now be in the Cognitive Services viewer, where you can see all the Services created. In this case, click the "New Cognitive Service

" button.
Cognitive Services 'LUIS' '_

4. A window like this will appear for you to define the fields.
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Create Cognitive Service  Application Information CANCEL CONFIRM

Name: « Description
Enter name Enter descript
« Culture;
-

App ID: This is the service ID, unique to each Service and defined automatically.
Name: This is the name that will identify the Service.
Description: Brief description of the Service.

Culture: This will determine various recognition aspects, such as currencies, dates, etc.

5. Click the button to create the Cognitive Service.

CONFIRM

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to edit a Cognitive Service

In this article you will learn how to edit a Cognitive Service that you have previously created in inConcert Omnichannel.

To edit a Cognitive Service:

1. Go to the "Configuration" tab.
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| CONFIGURATION jb SUPERVISCR

Campaigns

2. In the administration panel, locate the "Cognitive Services" option.
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3. You will see the Cognitive Services viewer; locate the Service you want to modify and click its "Edit" button.
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Cognitive Services 'LUIS'
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4 BotArca

4. The following window will appear, allowing you to modify the fields you wish to.
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Edit Cognitive Service A-test > Application Information CANCEL CONFIRM

f75ac63b-308b-4883-b124-3d84128b4a2b
« Name: Descripiion

A-test Atest for ai

Spanish Mexican

App Status

Not trained yet Not published yet

Counters

Name: This is the name that will identify the Service.

Description: Brief description of the Service.

The editing panel also lets you access intents, entities, and features to create, edit or delete them.

5. After making the changes, click the "Update" button for them to take effect.

Related Articles

! How to publish training and settings in the cognitive app
! How to define a new Features Phrases

! How to label (mark) entities within an utterance

E How to reassign utterances to intents

E How to use prebuilt entities

How to delete a Cognitive Service

This article will show you how to delete a Cognitive Service previously created in inConcert Omnichannel.
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1. Go to the "Configuration" tab

CONFIGURATION

Campaigns

2. In the administration panel, locate the "Cognitive Services" option
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3. You will see the Cognitive Services viewer; locate the Service you want to remove and click the " Delete" button.
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4. The following window will appear; to confirm deletion of the Cognitive Service, click the "Yes" button.

Do you want to delete Cognitive Services
A-test ?

NO YES

liegeP o tdd4e1d2018da

Related Articles

! How to publish training and settings in the cognitive app
! How to define a new Features Phrases

E How to label (mark) entities within an utterance

E How to reassign utterances to intents

! How to use prebuilt entities

How to define a new intent

In the following article you will learn how to define a new Cognitive Service intent in inConcert Omnichannel.
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Create an intent when you consider that a user's particular intention generates an action in the Service.

Before defining your first intent, we recommend reading and understanding the following articles:

®* What is a Cognitive Service and what is it for?
® What is an intent?

® What is an entity?

® What is an utterance?

1. Go to the "Configuration" tab

CONFIGURATION

Campaigns

2. In the administration panel, locate the "Cognitive Services" option.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Victoria Pintos

Onfine No ACD |

Administration

&; Outgoing Accounts

AB. Spell Checker

¥ Signatures

¥ Routing Groups

@ Cognitive Services
? QnA Maker
- TTS/ASR Engines

®_" Process Flows

= Shared Files

AP| Users

3. You will see the Cognitive Services viewer; locate the Service for which you wish to define an intent and click its "Edit" button.
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4. In the lower left corner of your screen, locate the Cognitive Services panel, then click on the "Intents" option.

@ Cognitive Services (¥)

Application Information

[ntents

Entities

Features Phrases

Train & Publish

? (QnA Maker

RO IR

5. You will now be in the Intents viewer of the selected Cognitive Service. To define a new one, just click the "New Intent" button.
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Edit Cognitive Service A-test > Intents

Name
1 None
2 Gone

1-2 of many

£ None intent
All Cognitive Services have the prebuilt intent "None".

This intent teaches LUIS the utterances that are not important for the application domain.

< ADD INTENT

It is recommended that this intent should have between 10 and 20% of the utterances in the Cognitive Service. It is also

recommended not to leave this intent with no utterances.

Continue reading this article to learn how to define these utterances.

6. The following window will appear on the screen

CONFIRM CONFIRM & CONTINUE CAMCEL

) Name: The name of the intent represents the user's intention, that is, the action to be performed by the Service. For example, a

flight app might define the "Book Flight" intent and an agenda app might define the "Call" intent.

a. If you only wish to define one intent, after entering its name click the "Create" button.
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CONFIRM

OCC will define the intent and take you back to the Intents viewer, where you can define the utterances.

b. If you wish to define more than one intent, after entering its name click the "Create and Continue" button.

CONFIRM & CONTINUE

In this case OCC will define the intent in the same way but it will remain in the intent creation window so that you can continue to define
as many intents as you deem necessary for your Service.

) Once the intents have been defined, you will be able to define a new utterance.

Related Articles

! How to publish training and settings in the cognitive app
! How to define a new Features Phrases

! How to label (mark) entities within an utterance

! How to reassign utterances to intents

E How to use prebuilt entities

How to edit an intent

The following article will show you how to edit an intent defined previously in inConcert Omnichannel.

To edit an intent:

1. Go to the "Configuration" tab

2. In the administration panel, locate the "Cognitive Services" option.
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3. You will see the Cognitive Services viewer; locate the Service for which you wish to define an intent and click its "Edit" button.
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4. In the lower left corner of your screen, locate the Cognitive Services panel, then click on the "Intents" option.

@ Cognitive Services (¥)

Application Information

[ntents

Entities

Features Phrases

Train & Publish

? (QnA Maker

5. You will now be in the Intent viewer; choose the intent you want to modify and click its "Edit" button.
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6. The following window will appear, where you can edit the intent.

# Name:

‘ Gonge

CONFIRM CANCEL

) Name: The name of the intent will represent the user's intention, that is, the action to be taken by the Service. For example, a flight
app might define the "BookFlight" intent and an agenda app might define the "Call" intent

7. To confirm any changes made, click the "Update" button

CONFIRM

Related Articles

Content by label

There is no content with the specified labels
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How to delete an intent

This article shows you how to delete an intent previously defined in inConcert Omnichannel.

To delete an intent:

1. Go to the "Configuration" tab

CONFIGURATION

Campaigns

2. In the administration panel, locate the "Cognitive Services" option.
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3. You will see the Cognitive Services viewer; locate the Service for which you wish to define an intent and click its "Edit" button.
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Cognitive Services 'LUIS'

Search..
Name
1 A-test
2 ArcaVd
3 BotAeroCollegePRUEBA
4 BotArca

App Id

f75ac63b-3080-4883-b124-
3d34128b4aZb

71%c4a61-e8ch-4b8a-bbod-
fd9e138af1cs

a23ad5a2-c80a-4ced-91b0-
bd4eid2018da

350fafh0-1104-46a3-bf65-
93cd8adalf7

Description

Atest for ai

ArcaVd

bot de prueba para Aero College

Servicio Cognitivo para Coca Coca

4. In the lower left corner of your screen, locate the Cognitive Services panel, then click on the "Intents" option.

@ Cognitive Services (¥)

Application Information

[ntents

Entities

Features Phrases

Train & Publish

? (QnA Maker

RO IR

5. You will now be in the Intents viewer; choose the intent(s) you wish to delete and click the appropriate "Delete" button(s).
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Name
1 None
2 Gone

1-2 of many

6. The following window will appear; to confirm deletion click the "Yes" button.

Do you want to delete Intent: Gone ?

NGO YES

Related Articles

! How to publish training and settings in the cognitive app
E How to define a new Features Phrases

E How to label (mark) entities within an utterance

! How to reassign utterances to intents

! How to use prebuilt entities

How to define a new entity

In the following article you will learn how to define a new Cognitive Service entity in inConcert Omnichannel.

Entities represent a collection of similar objects (places, people, concepts, events, etc.).

/. Before defining your first entity, we recommend reading and understanding the following articles:

What is a Cognitive Service and what is it for?
What is an intent?

What is an entity?

What is an utterance?
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To create an entity:

1. Go to the "Configuration" tab.

INTERACTION CONFIGURATION

Campaigns

2. In the administration panel, locate the "Cognitive Services" option.
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3. You will see the Cognitive Services viewer; locate the Service for which you wish to define an entity and click its "Edit" button.
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Search.. Q
Name App Id Description
1 Arcava ?ch":l“;sﬁ;gffgb"‘tbaa'bmd' Arcavs &
3 BotAeroCollegePRUEBA ggﬁ:igg%-‘cﬂsd[?%ea-q 1ha- bot de prueba para Aero College &
3 BotArca ggg;%fggéhgg-daas-hfﬁ- Servicio Cognitivo para Coca Coca &
a BotArcaTest BRIt A OEL BotArcaVs &
5 BotArcaV2 e BotArcav2 &
6 BotArcaV3 CAZfRE] 25201005 S0l BotArcaVa &
4. In the lower left corner of your screen, locate the Cognitive Services panel, then click on the "Entities" option.
@ Cognitive Services (€
Application Information
Intents
Entities
Features Phrases
Train & Publish
5. You will now be in the Cognitive Service entities viewer. To define a new entity, simply click the "New Entity" button.
£ Edit Cognitive Service ArcaVd > Entities ASSIGN PREBUILT ENTITY -+ ADD ENTITY

6. The following window will appear on the screen.
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= Name Type:

Enter the name. Simple

fi & simple entity describes 2 single concept For example, i the user’s intent is GetWeather, you can use City a5 2 simple emtity to capture the city for the
wicather report.

CONFIRM & CONTINUE m CANCEL

Name: Choose a name that identifies the datum you want to extract from the utterance. For example, in a flight application
you might define the entities "Departure Location" and "DestinationLocation"

Type: Select the type of entity based on how you think they should be extracted and how they should be represented once
extracted.

Entity type Purpose
Single Contains a single concept in a word or phrase.
Composite  Grouping of entities, regardless of type.

Hierarchical Grouping of single entities.

a. If you only wish to define one entity, after typing the name and choosing its type click the "Create" button.

OCC will define the entity and take you back to the Entities viewer.
b. If you wish to define more than one entity, after typing the name and choosing its type click the "Create and Continue" button.

CONFIRM & CONTINUE

In this case, OCC will define the entity in the same way, but it will remain in the entity creation window so that you can continue
defining however many entities you deem necessary for your Service.

Related Articles

E How to publish training and settings in the cognitive app
E How to define a new Features Phrases

! How to label (mark) entities within an utterance

! How to reassign utterances to intents

! How to use prebuilt entities
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How to use prebuilt entities

In the following article you will learn how to use a prebuilt entity in a Cognitive Service in inConcert Omnichannel.

Prebuilt entities are not manually assigned to utterances; rather, the system automatically selects the words that have been assigned to them. In
other words, you do not need to add sample utterances for these entities.

Entities represent a collection of similar objects (places, people, concepts, events, etc.).

Before defining your first entity, we recommend reading and understanding the following articles:

® \What is a Cognitive Service and what is it for?
What is an intent?

What is an entity?

What is an utterance?

To use a prebuilt entity:

1. Goto the "Configuration” tab.

Campaigns

2. In the administration panel, locate the "Cognitive Services" option.
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3. You will see the Cognitive Services viewer; locate the Service in which you want to define a prebuilt entity and click its "Edit" button.
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Search.. Q
Name App Id Description
1 prcava ?ch":l“;sﬁ;gffgb"‘tbaa'bmd' Arcavi4 &
3 BotAeroCollegePRUEBA ggﬁ:igg%-‘cﬂsd[?%ea-q 1ha- bot de prueba para Aero College &
3 BotArca ggg;%fggéhgg-daas-hfﬁ- Servicio Cognitivo para Coca Coca &
a BotArcaTest BRIt A OEL BotArcaVs &
c01acadf2
5 BotArcaV2 e BotArcav2 &
6 BotArcaV3 CAZfRE] 25201005 S0l BotArcaVa &

4. In the lower left corner of your screen, locate the Cognitive Services panel, then click on the "Entities" option.

@ Cognitive Services (€

Application Information

Intents

Entities

Features Phrases

Train & Publish

5. You will now be in the Cognitive Service entities viewer. To use a prebuilt entity, click the "ASSIGN PREBUILT ENTITY" button.

Edit Cognitive Service ArcaV4 > Entities ASSIGN PREBUILT ENTITY -+ ADD ENTITY

a. The following window will appear on the screen:
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Assign Prebuilt Entities

# When you add a built-in entity, its predictions will be available to you while labeling utterances.

* Prebuilt Entity: Description: Example:

ADD & CONTINUE

Prebuilt Entities

m CANCEL

* Prebuilt entity:
~ Click here to expand...

age
dimension
email
keyPhrase
money
number
phonenumber
ordinal
percentage
url
datetimeV2
temperature

Description: depending on the prebuilt entity selected, it will show a description of it.

Example: depending on the prebuilt entity selected, it will show an example of it.

6. To add an entity, click the "ADD & CONTINUE" button; you will be able to add as many as you see fit. Should you wish to delete a
prebuilt entity from the list, click the "DELETE" button.
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Assign Prebuilt Entities

# Prebuilt Entifty: Descripticn; Example:

ADD & CONTINUE

Prebuilt Entities

dimensian |
keyPhrase |
money |

7. Click the "ASSIGN" button to assign the selected entities.

m CANCEL

8. The system will then show a screen where all the entities created so far will be listed.

Related Articles

B User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to train an intent using utterances

In the following article you will learn how to train a Cognitive Service intent using utterances in inConcert Omnichannel.

To get LUIS to extract intents and entities, it is important to capture several different example utterances for each intent.

/. Inorder to train an intent using utterances, you must first create an intent.

To train an intent using utterances:

1. Go to the "Configuration" tab
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| CONFIGURATION jb SUPERVISCR

Campaigns

2. In the administration panel, locate the "Cognitive Services" option.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Administration —

g Campaigns

% Users

® Permissions

|*@ Custom States

=22 Workgroups

¥ Skills

= Web Designer

¢ Tickets

& Attention Capability

o= Outgoing Accounts

AB. Spell Checker

¥ Signatures

¥ Routing Groups

& Cognitive Services

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

3. You will see the Cognitive Services viewer; locate the Service in which the intent you wish to train is located and click its "Edit" button.

Search.. Q
Name App Id Description
719c4a61-e8ch-4baa-bb0d- =
1 Arcavd tdoe138aT1 o5 Arcava pred
2 BotAeroCollegePRUEBA ggi:ﬁgg%;cﬂﬂd[?-sceiqibﬂ— bot de prueba para Aero College &
; 350fafb0-1104-46a3-bfns- e o
3 BotArca 93cd8adani7n Servicio Cognitivo para Coca Coca 59
4 BotArcaTest e1166361-a5ed-420-001- BatArcaVs &
& d02c01aca3f2
5 BotArcaVz 7b6500c4-631h-4622-b3dc- BotArcayva 6?
! e8e7a5e37feh
c42dfd5f-252e-4b06-3bf5-
6 BotArcaVs dTa15a02607 BotArcaVa &

4. In the lower left corner of your screen, locate the Cognitive Services panel, then click on the "Intents" option.

@ Cognitive Services (©

Apnlication information

[ntents

Features Phrases

Train & Publish

5. You will now be in the Intents viewer of the selected Cognitive Service. To define an utterance, simply click the "Utterances" button
associated with the intent you wish to train.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Edit Cognitive Service ArcaV4 > Intents 4 ADD INTENT
Name
1 None D
2 cliente_molesto ) & )
3 compra @ S m
4 Saludo 53} £ |
5 SOPORTE E 59 E
1-5 of many < 3

6. The list of utterances associated with the selected intent will then appear. To create a new one, click the "New Utterance" button.

Edit Cognitive Service ArcaV4 > Intent (cliente_molesto) / Utterances  Search Q -+ NEW UTTERANCE

Utterances Suggested Utterances BACK TO INTENTS

7. The following window will be displayed on the screen.

New Utterance

* Utterance Text:

CONFIRM CONFIRM & CONTINUE CANCEL

Utterance text: The text of the utterance must be a phrase that users might type if they have a particular intention. It is
advisable to add several utterances that mean the same thing but are constructed in different ways. For example, for the
BookFlight intent, one utterance might be "Hello, | would like to book a flight".

& Tips

® Create utterances of varying length.
® Create utterances with correct and incorrect grammar.
® Switch word positions.
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® Create utterances containing typos.
® Use synonyms. LUIS deduces synonyms intelligently from context.

a. If you only wish to define one utterance (definitely not recommended), after determining the Text of the utterance click the "Create" but
ton.

OCC will define the utterance and take you back to the Intent viewer, where you can define utterances.

b. If you wish to define more than one utterance, after determining the Text of the utterance click the "Create and Continue" button.

CONFIRM & CONTINUE

In this case, OCC will define the utterance in the same way but the utterance creation window will remain so that you can continue
defining as many utterances as you deem necessary for training.

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

How to reassign utterances to intents

The following article will show you how to reassign utterances you have defined in one particular intent to another one. This will enable more
effective learning in your Cognitive Services.

To reassign previously defined utterances to a new intent:

1. Go to the "Configuration" tab.

I CONFIGURATION 0

2. In the administration panel, locate the "Cognitive Services" option.
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3. You will see the Cognitive Services viewer; locate the Service in which the intent you wish to train is located and click its "Edit" button.
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Search.. Q
Name App Id Description
1 Arcava ?J?:f;sﬁgﬁfgb"‘tbaa'bmd' Arcavs &
2 BotAeroCollegePRUEBA 25‘?:?32%-5&9;4.:95-%@ bot de prueba para Aero College &
3 BotArca gggggggm%«iaaa-h%!} Servicio Cognitivo para Coca Coca &
a BotArcaTest BRIt A OEL BotArcaVs &
5 BotArcaV2 e BotArcav2 &
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4. In the lower left corner of your screen, locate the Cognitive Services panel, then click on the "Intents" option.

@ Cognitive Services (1)

Application information

[ntents

Featires Phrases

Train & Pubdish

5. You will now be in the Intents viewer of the selected Cognitive Service. To define an utterance, simply click the "Utterances" button
associated with the intent that contains the utterance you wish to reassign.
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Edit Cognitive Service ArcaV4 > Intents —+ ADDINTENT
Name
1 None [I]
2 cliente_molesto | GD | ;f [?.TJ
3 compra 0 & |
4 Saludo ED -é? m]
5 SOPORTE | 3 & W
1-5 of many 1

6. You will then see a list with all the utterances defined in the selected intent. To reassign one of them, click its "Reassign Intent" button.

Edit Cognitive Service ArcaV4 > Intent (None ) / Utterances Search Q -+ NEW UTTERANCE
Utterances Suggested Utterances BACK TO INTENTS
Utterances Text Suggested Intent Predicated Intent
1 quiero reservar [pumber| vuelo Mot trained e o m
1-1 of many 1

7. Next, a window will appear listing all the intents associated with the Cognitive Service. Select the intent to which you wish to reassign the
=

utterance and click the "Reassign Intent" button
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) The utterance will disappear from the current list and appear in the list of utterances for the selected intent.

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

How to remove utterances from an intent

The following article shows you how to delete the utterances that you have defined in a particular intent.
To delete utterances previously defined in an intent:

1. Go to the "Configuration" tab

CONFIGURATION

2. In the administration panel, locate the "Cognitive Services" option.
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3. You will see the Cognitive Services viewer; locate the Service in which the intent you wish to train is located and click its "Edit" button.
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Search.. Q
Name App Id Description
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4. In the lower left corner of your screen, locate the Cognitive Services panel, then click on the "Intents" option.

@ Cognitive Services (1)

Application information

[ntents

Featires Phrases

Train & Pubdish

5. You will now be in the Intents viewer of the selected Cognitive Service. To define an utterance, simply click the "Utterances" button
associated with the intent that contains the utterance you wish to reassign.
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Edit Cognitive Service ArcaV4 > Intents

Name
1 None
2 cliente_molesto
3 compra
4 Saludo
5 SOPORTE
1-5 of many

-+ ADD INTENT
o
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G £ o
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6. You will then see a list with all the utterances defined in the selected intent. To delete one of them, click the appropriate "Delete" button.

£ Edit Cognitive Service ArcaV4 > Intent (None) / Utterances  Search ..

Utterances Suggested Utterances
Utterances Text
1 quiers reservar [number| vuslo
1-1 of many

7. A confirmation window will then appear; click "Yes" to delete the utterance.

Suggested Intent

Do you want to delete Utterance: quiero
reservar un vuelo ?

NO
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Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to label (mark) entities within an utterance

The following article will show you how to label entities within a particular utterance.
In this way, LUIS will be able to obtain relevant data for the operation of the Service from the utterances.

In other words, by labeling entities within an utterance you will indicate to LUIS that after certain words it must expect certain data (entity).

To label entities within an utterance:

1. Go to the "Configuration" tab

2. In the administration panel, locate the "Cognitive Services" option.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Administration —
g Campaigns
$ Users

® Permissions

|*@ Custom States

=22 Workgroups

¥ Skills

= Web Designer

Tickets

& Attention Capability

&; Outgoing Accounts

AB. Spell Checker

¥ Signatures

¥ Routing Groups

& Cognitive Services

3. You will see the Cognitive Services viewer; locate the Service that contains the intent you wish to train and click its "Edit" button.
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4. In the lower left corner of your screen, locate the Cognitive Services panel, then click on the "Intents" option.

@ Cognitive Services (1)

Application information

[ntents

Entities

Featires Phrases

Train & Publish

5. You will now be in the Intents viewer of the selected Cognitive Service; click the "Utterances" button to see the list of utterances assigned
to a particular intent.
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Edit Cognitive Service ArcaV4 > Intents —+ ADDINTENT
Name
1 None [E
2 cliente_molesto | [:D : ;f [?.TJ
3 compra 0 & |
4 Saludo (] ped 1w
5 SOPORTE | 3 & W
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6. You will see a list with all the utterances assigned to the selected intent. Click the "Labels" button associated with the utterance in which
you will label an entity.

Edit Cognitive Service ArcaVi4 > Intent (cliente_molesto) / Utterances ~ Scarch Q - NEW UTTERANCE
Utterances Suggested Utterances BACK TO INTENTS
Utterances Text Suggested Intent Predicated Intent
1 el curso no comenzé en fecha Hot trained = S |
2 me cobraron mas de la cuenta Mot trained = |
3 esto no puede ser Mot trained = 9 D]
1-3 of many 1

7. A window will appear in which you will see the utterance separated word by word (including semicolons); click on the word or words you
want to label.
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Update Utterance Labels X

Select a word to assign entity to:

el curso no comenzd en fecha

CONFIRM CANCEL

8. A list of entities will then appear; assign the corresponding entity to the selected words and click the "Assign” button.

ASSIGN

Select a word to assign entity to:

el curso no comenzd en fecha

Search..

CONFIRM CANCEL
@ course

(O MARK_Dog

O store

3 entities.

CAMCEL ASSIGN

) You can assign as many entities in an utterance as you see fit.
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Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to define a new Features Phrases

The following article will show you how to define a new list of features.

These lists include a group of values, that is, words or phrases, that belong to the same class and that must be treated in a similar way (cities or
products, for example).

Note
Before defining your first list of features, we recommend reading and understanding the following articles:

What is a Cognitive Service and what is it for?
What is an intent?

What is an entity?

What is an utterance?

What are features phrases?

To define a list of features:

1. Go to the "Configuration" tab.

| CONFIGURATION Ib SUPE

2. In the administration panel, locate the "Cognitive Services" option.
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Administration —

g Campaigns

% Users

® Permissions

|*@ Custom States

=22 Workgroups

¥ Skills

= Web Designer

¢ Tickets

& Attention Capability

o= Outgoing Accounts

AB. Spell Checker

¥ Signatures

¥ Routing Groups

& Cognitive Services
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3. You will see the Cognitive Services viewer; locate the Service for which you wish to define an intent and click its "Edit" button.

Search.. Q

Mame

1 ArcaV4

2 BotAeroCollegePRUEBA

3 BotArca

4 BotArcaTest

5 BotArcaVz

6 BotArcaVa

App Id

719c4a61-e8ch-4b&a-bb0d-
fd9e138af1cs

328ad5aZ-cB0a-4ce5-91b0-
6d4e1d2018da

350fafb0-1104-46a3-bfas-
93cd88da0f7o

e1166361-a5ed-420f-60f1-
d02c01aca3fz

7b6500c4-631h-4622-b34c-
e8e7a5e37feb

c42dfd5f-252e-4b06-0bF3-
d7alaalao0zb

Description

Arcavd4

bot de prueba para Aero College

Servicio Cognitivo para Coca Coca

BotArcaVs

BotArcaVz

BRR R ORY D

BotArcaVa

4. In the lower left corner of your screen look for the Cognitive Services panel, then click on the option "Features".

@ Cognitive Services (¥

Application Information
Intents

Entities

Features Phrazes

Train & Publish

5. You will now be in the Features viewer of the selected Service. To define a new one, just click the "New Feature" button.

3 | Edit Cognitive Service A-test > Features Phrases

1l Mo Features Phrases found.

6. The following window will then appear.
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* Name: =

Cities of England Is Exchangeable

== ADD PHRASE

Phrase

girmingham 0]

CONFARM CONFIRM & CONTINUE CANCEL

Name: Type the features list name by which they will be identified.
Is Exchangeable: Select this check box when the features list contains synonyms or words that, when changed to another word in the

list, have the same intent and entity extraction.

If the box is unchecked, the Service will interpret that it is vocabulary specific to the application. It will interpret the features as not being
synonymous or interchangeable (a particular country’s slang, for example).

a. Click the "New Feature" button to define a new feature.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

b. Type the phrase you want to add to the list as a feature.

« Phrase:
Phrase
Birmingham m|
Liverpool i
Bristol ‘

i. If you only wish to define one feature, after typing the phrase click the "Create" button.

OCC will define the feature and will take you back to the Features viewer.

ii. If you wish to define more than one feature, after typing the phrase click the "Create and Continue" button.

CONFIRM & CONTINUE

In this case, OCC will define the feature in the same way but it will remain in the feature creation window so that you can continue
defining as many phrases as you deem necessary for your Service.

7. To set the features, click the "Create" button.

Related Articles

[® User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

How to publish training and settings in the cognitive app
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To publish training and settings in the cognitive app:

1. Go to the "Configuration" tab.

| CONFIGURATION jb SUPERVISOR

Campaigns

2. In the administration panel, locate the "Cognitive Services" option.
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Administration —
g Campaigns
$ Users

® Permissions

|*@ Custom States

=22 Workgroups

¥ Skills

= Web Designer

Tickets

& Attention Capability

&; Outgoing Accounts

AB. Spell Checker

¥ Signatures

¥ Routing Groups

& Cognitive Services

3. You will see the Cognitive Services viewer; locate the Service for which you wish to define an intent and click its "Edit" button.
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Search..
MName
1 Arcavd
2 BotAeroCollegePRUEBA
3 BotArca
4 BotArcaTest
5 BotArcavz
] BotArcaVa

App Id

719c4a61-e8chb-4bda-bbid-
fd9e138af1ch

328ad5a2-cB0a-4ce5-9100-
6dde1d2018da

350fafb0-1104-46a3-bf6s5-
93cd88da0fiD

21166361-a5ed-420f-b0f1-
d02c01aca3f2

7Tbe500c4-631h-4622-b34c-
e8eT7a5edTioh

c42dfd5f-252e-4b06-2bF3-
d7a1aala6é02h

Description

Arcavd4

bot de prugba para Aero College

Servicio Cognitivo para Coca Coca

BotArcaVs

BotArcaV2

BotArcaV3

4. In the lower left corner of your screen, locate the Cognitive Services panel, then click on the "Train & Publish" option.

@ Cognitive Services (O

Application Information
Intents
Enfifies

Features Phrases

Train & Publish

5. Next, click the "Train" button.
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Edit Cognitive Service A-test > Train & Publish

H You must train your zpp before publish it

All intents must have at least one associated utterance.

6. You will then see the following on the screen.

Edit Cognitive Service pruehaSAT > Intents

@ App pruebaSAT was successfully updated trained.

- Endpaini Key:

Publish Information @
Add Verbose Flag

Timezane:

00:00 - Casablanca -

PUBLISH APP TRAIN AGAIN

Endpoint key:

1. Subscription Key: The Demo subscription key is a key that does not generate any cost when using it but has a limited
balance per month. It should only be used for Demo environments or for the start of a client's operation until a paid
subscription is obtained.

2. Starter Key: For paid subscriptions you must enter the Azure Subscriptions data (Account ID, Resource Group and
Account Name) and the associated Subscriptions key.

These values will enable identification of each client’s traffic for subsequent charging.
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Ul Add Verbose Flag: If this function is active, certain words related to the jargon of the culture indicated in the initial configuration
will be loaded.

Time Zone: Select the Service’s time zone.

7. Once the configuration is complete, click the "Publish" button.
PUBLISH APP

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Custom States

® What are custom states?
® How to create a State

® How to edit a State

® How to delete a State

What are custom states?

Custom States are those created by the System Administrator, adjusted to be convenient for the disposition information that users need to view.
Together with the predefined states of the system, these states will allow users to manage their disposition while they are logged into the Contact
Center.

Defining Custom States enables reports to provide real information regarding the times and occupations of the users.

) Custom States are limited to accept new interactions, that is, the user who chooses to select one of the Custom States will not be
available to attend new interactions; although they can manipulate interactions which are in progress and / or finished.

To create a custom state, you should read "How to create a state".

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

How to create a State

Creating a state, you can customize the disposition information that users need to view. By defining Custom States you will be able to further
detail the information that the reports will provide regarding the times and occupations of the users.

To create a State:

1. Go to the "Configuration" tab:
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2. Click on the "Custom States" " section and then click the "NEW STATE"

Victoria Pintos

CONFICURATION
Custom States 2 -+ CRE&TEHEW

g Campaigns Seaitd Q

Online No ACD |+

1]

Administration

Users

Name Description
© Permissions ! Moo Amuerzo g o
m Sta 2 coeching saching co £ 0
222 Workgroups 3 ulta_su ( £ m
¥ Skills 1 fomacienes curses_operallvos & W

3. Enter the required data:

| Enter name Enter description . Availability
Time (minutes)

D Set time limit Enter value

Name: identifier of the state in the system.
Description: description of the State in the system. This will appear in the drop-down list of states to select from.

Is Active: by checking this option, the agent will be able to use this state. If it is unchecked then it will not be a visible state
for the agents.

Limit time: checking this box will limit the stay in the state, depending on the number of minutes entered (function available
only in Allegro).

4. After completing all the required fields, click the "EDIT" button to create the custom state.
5. To cancel the operation without saving the entered data, click the "CANCEL" button.

Related Articles
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! User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to edit a State

You can edit a state to make modifications. This change will be taken by the state immediately, and users who are in that state will be notified of
the update.

Only Custom States can be edited. The predefined states of the system cannot be edited.

To edit a State:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Custom States” ' section and then click the custom state "Edit" = button:

Victoria Pintos

Enlinea Mo ACO |w»

CONFICURACION

Administracicn = Estados Personallzados <+ CREARNUEVO
g Campafias Bugea T Q
& Usuarios
Nombre Descripcion
® Parmisos 4 i Al e 2 lm
Almuarzo Almuerzo A m
|; 2 coaching coaching con sup £ w
El conzulta_sup consulias al sup & o
::: Grupos
4 fomacianes cursas_operativos &L M
¥ Habilidades

3. Make the necessary modifications:
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Description

coaching coaching con sup ‘

Time {minutes):

|:| Set time limit Enter value

Description: description of the State in the system. This will appear in the drop-down list of states to select from.
Is Active:

Limit time: checking this box will limit the stay in the state, depending on the number of minutes entered.

3 The name of the custom state cannot be edited.

4. After making the modifications, click the "EDIT" button to save the changes in the state.
5. Users who are in the state which has been modified will be notified in the interface as follows:

Custom States

@ coaching was successfully updated.

6. To cancel the operation without saving any changes, click the "CANCEL" button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to delete a State

If you don’t want users to stay in a custom state, you can delete it. It should be noted that when deleting a custom state the users who are in that
state will automatically be placed in another state.

Only Custom States can be deleted. The predefined states of the system cannot be deleted.

To delete a State:

1. Go to the "Configuration" tab:
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CONFIGURATION  §

oy

! Campaigns

O

2. Click on the "Custom States" section @ ; and then click the "Delete" button of the custom state you want to delete

CONFIGURATION

Victoria Pintos

o ACT |+

Administration = Custom States
¢ Campaigns Seatch Q,
2 Users .
Name Description
® Parmissions ; e Almuerzo ?
I Custom States @ 2 coeching coaching con sug &S W |
12z Workgroups 3 coneslta_sup Consuitas al sup e
¥ Skills 4 fomacienas cursos_operativos Fid o

3. Click the "Yes" button to confirm the deletion of the custom state:

Do you want to delete state Custom-sta ?

NO YES

sUp ConeOmasarsog

Users who are in this state will automatically be placed in another state.
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4. A message is displayed to confirm the successful deletion of the custom state :

Custom States

@ Custom-sta was successfully deleted.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

QnA Maker

What is QnA Maker and what is it for?

How to create a QnA Maker knowledge base

How to add questions and answers to the QnA Maker knowledge base
How to edit QnA Maker knowledge base questions and answers

How to delete questions and answers from the QnA Maker knowledge base
How to publish the QnA Maker knowledge base

What is QnA Maker and what is it for?

QnA Maker offers a natural language processing (NLP) service which, by making use of artificial intelligence, allows communication between the
chatbot and humans through natural languages, such as English, Spanish, or Chinese.

It offers the possibility of generating a knowledge base associated with, among other things, FAQ pages, support websites, and product manuals,
thus providing a collection of quick answers to certain situations.

Through the OCC interface, this tool can be consulted both by chatbots to generate automatic answers to certain frequently asked questions, for
example, and by agents so that, from the previously configured knowledge base and according to the context of the interaction, they can find
within it articles that are useful for the conversation.

) Learn more about this service by visiting its official website.

Related Articles

! How to publish the QnA Maker knowledge base

! How to delete questions and answers from the QnA Maker knowledge base
! How to edit QnA Maker knowledge base questions and answers

E How to add questions and answers to the QnA Maker knowledge base

E How to create a QnA Maker knowledge base

How to create a QnA Maker knowledge base

Creating a QnA Maker knowledge base makes it possible to configure certain FAQs and their answers that can be later used by chatbots to
provide automatic responses or by agents to provide quick responses in certain contexts.

Creating the knowledge base requires User-level permissions.

Follow these steps to create a QnA Maker knowledge base in OCC:

1. Go to the "QnA Maker" section located on the left-hand side of your screen.
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Administration —
OnA A dKE
2. Type a name for the knowledge base and click the "CREATE" button
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DELETE KNOWLEDGE BASE 2 CONFIRM

Knowledos base name:

anA_College

) Aiter creating the knowledge base, it is possible to enable integration with QnA Maker in each account’s settings; see How to edit an
account.

On AR ker: Ao noiBts nonise o Ts- il nsntmime i Ot Mkix

( Habilitado: -«

Related Articles

! How to publish the QnA Maker knowledge base

E How to delete questions and answers from the QnA Maker knowledge base
E How to edit QnA Maker knowledge base questions and answers

! How to add guestions and answers to the QnA Maker knowledge base

! How to create a QnA Maker knowledge base

How to add questions and answers to the QnA Maker knowledge base

After creating the QnA Maker knowledge base, it is possible to add pairs of questions and answers. These will be useful for the resolution of
frequent queries or problems, either automatically through a chatbot or manually by an agent.

Follow these steps to add questions and answers to the QnA Maker knowledge base created in OCC:

1. Go to the "QnA Maker" section located on the left-hand side of your screen.
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Administration -
OnA A dKE
2. From the "EDIT" tab , click the "ADD QNA PAIR" button "
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1
7 QnA Maker - Editing Knowledge base  Sezrch Q CANCEL -+ ADDQNA PAIR

Questions/Answers anish Settings

3. Type the question(s) and their possible answer o , then click the "ADD" button to return to the menu or the "ADD & CONTINUE"

button to add another questions-and-answer pairing 9 )

(nA Maker - Add Pairs of Questions & Answer

1

i
« [Juestions:

#l Press enter for add alternative phrasing

= Answer:

CONFIRM & CONTINUE

) All possible questions or phrases to which the answer applies are proposed, separated by "Enter".

4. After adding all the questions you deem necessary, click the "UPDATE AND TRAIN" button
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QnA Maker - Editing Knowledge base seaich

Questions/Answers Publish Settings

Question Answer

To cancel a fight, regardiess of th
enter certain information a
www.aerocollege.com/misvuelos/cancelar

cancellation
want to cancel
3 flight

How to make &
eservation?
Makea

2 eservation
Book
How canl book
a flight?

your flight through the follo
eracoliege. com/cuenta/vu

) Aiter updating and training, the pair will be assigned a valid "Question ID".

stination you have chosan, you simply
the follewing page:

CAMNGEL

Metadata
Tags

haveto

=

Question
]

After creating questions and answers, you must publish the knowledge base created so that they can be used

Related Articles

E How to publish the QnA Maker knowledge base

! How to delete questions and answers from the QnA Maker knowledge base

! How to edit QnA Maker knowledge base questions and answers

! How to add questions and answers to the QnA Maker knowledge base

! How to create a QnA Maker knowledge base

How to edit QnA Maker knowledge base questions and answers

ADD QNa PAR

Due to the potential changes that occur, it is likely that at some point it will be necessary to edit some (or all) of the question-and-answer pairs

associated with the integrated QnA Maker knowledge base.

In this way, the operation will be kept up to date and the effectiveness of the agents or chatbots that use these responses will be greater

Follow these steps to edit questions and answers in the QnA Maker knowledge base created in OCC:

1. Go to the "QnA Maker" section located on the left-hand side of your screen.
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Administration —
OnA Make
2. From the "EDIT" tab click the "Edit" button associated with the question and answer you wish to modify
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Questions/Answers bubiish Settings

Question Answer

Metadata Question
Tags Id

How can |
cancel my flight?

;D";ttf cancel To cancel z flight, regardless of the destination you have chosen, you simply have to
1 Fi?ght. enter certain infermation about it on the folfowing page: 1 f E

www.aerocollege.com/misvuelos/cancelar

cancellztion
| want to cancel
a flight

How to make a
raservation?
Make a

2 raservation
Book
How can 1 book
aflight?

Book your flight through the following page: 7 & o}
www.aerocollege.com/cuenta/vuelos/reservarvuelo/

Iwant te change
my ticket
Change my
ticket
3 Change ticket To modify the date of your trip, enter asrcollege.com with your username and password. 3 & |
Modify ticket Within your issued tickets you can modify your ticket.
Medify flight

rhanna flinht

3. Edit the question(s) and the possible answer o , then click the "UPDATE" button e )

QOnA Maker - Update Pairs of Questions & Answer

1

« Questions:
How can | cancel my flight? =
How to cancel flight? !
Flight canceliation N

§l Press enter for add alternative phrasing

« Answer:

To cancel a flight, regardless of the destination you have chosen, you simply have to enter certain
information about it on the following page: www.aerocollege.com/misvuelos/cancelar

CONFIRM
2 i
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) All possible questions or phrases to which the answer applies are proposed, separated by "Enter".

4. After editing all the question and answer pairs you deem necessary, click the "UPDATE AND TRAIN" button.

OnA Maker - Editing Knowledge base searich Q CANCEL

Questions/Answers Publish Settings

Metadata

Answer Tags

Question

52N, you simply have to

How to make &
eservation?
Makea

2 eservation
Book
How canl book
a flight?

your flight through the follo
eoliege com/cuentaivi

reservarvieln/

CONFIRM

ADDONA PARR

Question

After editing questions and answers, you must publish the knowledge base so that the published version of the database is updated.

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to delete questions and answers from the QnA Maker knowledge base

Due to potential changes that occur, it is likely that at some point it will be necessary to delete some (or all) of the question-and-answer pairs

associated with the integrated QnA Maker knowledge base.
This will keep the operation up to date.

Follow these steps to delete questions and answers from the QnA Maker knowledge base created in OCC:

1. Go to the "QnA Maker" section located on the left-hand side of your screen.
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Administration —
OnA Make
2. From the "EDIT" tab , click the "Delete" button associated with the question-and-answer pair you wish to delete
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Question

How can |
cancel my flight?
How to cancel
flight?

Flight
cancellztion

| want to cancel
a flight

How to make a
raservation?
Make a

2 raservation
Book
How can 1 book
aflight?

Iwant te change
my ticket
Change my
ticket

Change ticket
Modify ticket
Medify flight

rhanna flinht

Questions/Answers bubfish Settings

Answer

To cancel z flight, regardless of the destination you have chosen, you simply have to
enter certain infermation about it on the folfowing page:
www.aerocollege.com/misvuelos/cancelar

Book your flight through the following page:
www.aerocollege.com/cuenta/vuelos/reservarvualo/

To modify the date of your trip, enter aercoilege.com with your username and password.

Within your issued tickets you can modify your ticket.

3. The following window will appear; click the "YES" button.

rramery R Rt T

Confirm

Do you want to delete Question: How to

mavista

7

ny serv|

eclare?

cancel my f.., Answer: Go to asrocollege...

sunt hokt

NO ¥YES

nlaaca vicit Wararall

) This action cannot be undone.

Metadata
Tags

Question
Id

. After deleting any of the questions and answers, you must publish the knowledge base for the published version to be updated

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store
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! How to associate an application from the App Store

How to publish the QnA Maker knowledge base

After creating the QnA Maker knowledge base and creating question-and-answer pairs, it is possible to publish these so that they can be used
both by agents and by chatbots to provide automatic responses.

You must publish the knowledge base every time you add or edit question-and-answer pairs.

Follow these steps to publish the QnA Maker knowledge base created in OCC:

1. Go to the "QnA Maker" section located on the left-hand side of your screen.
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Administration —
OnA A dKE
2. From the "POST" tab click the "POST" button
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7 QnA Maker - Editing Knowledge base = search . Q CANCEL

QuestioﬂsMnswﬁﬂ Publish Settings

Last Publish Date 28/10/21 00:27

Publishing your knowledge base moves your QnAs from the test index to the production index.
Once you publish, the knowledge base endpoint becomes available for use in your Bot or App

The following notice will appear:

7 QnA Maker - Editing Knowledge base  Search .

@ anA_College Knowledge base was successfully published.

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Shared Files

What is the Shared Files repository?

How to add a file to the Shared Files repository

How to import a file to the Shared Files repository

How to download a file stored in the Shared Files repository
How to export a file stored in the Shared Files repository
How to edit a file stored in the Shared Files repository

How to delete a file stored in the Shared Files repository

What is the Shared Files repository?

The Shared File repository allows you to store images, audios, videos and files in a particular VCC.

These can be used by agents or process flows to respond to interactions from email accounts, WhatsApp and webchat. They can also be
imported or exported for generating or using backups, or to be edited or deleted.

Accessing this section requires user-level permissions.
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Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to add a file to the Shared Files repository

Shared files make up the repository of images, audios, videos and files that, among other things, can be used by agents and process flows to
respond to interactions on the various channels offered by the platform.

The following document describes the step-by-step procedure to add a file to the shared file repository:

1. Go to the "Configuration" tab.

2. In the admin panel, locate the "Shared Files" section
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? QnA Maker
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T Shared Files

e

AP| Users

& Applications Launcher

+ Apps Notifications

== Windows Design

£ Contacts - Addresses
Book -

3. You will now be in the Shared Files viewer; click the "NEW FILE" button

Shared Files
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- CREATENEW

Audio
Image
Video
File

From CSV

4. You will see the following interface. Determine the required file information and then drag and drop the file or select it from your computer’s
file explorer .

# Upload Fife:

Drag and drop or select one or more files
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Files Configuration

1 files have been uploaded. You can update your general settings.

‘ Unspecified hd

Languags:

Visibility @

|:| Agent |:| Account Messages |:| Process Flows

CONFIRM

Name Description Type
L= ic-site-wfm-n3-agentes-02-aplicacion-movil. png ic-site-wfm-n3-agentes-02-aplica.. Image v
Language
Spanish - Agent D Account Messages D Process Flows

Name: name of the shared file. By default, this field is filled out automatically with the name of the selected file, but you can
always change it.

. The filename can only contain letters, numbers, hyphens and periods.

Description: description of the file; this can be useful to specify what the file is about.

Type:
~ Click here to expand...
®* Image
® Audio
® Video
® File

Visible to the Agent: on checking this box the file will become visible to agents, who will then be able to use it when
responding to interactions.+

) Files to be uploaded must be less than 16MB.

5. Click the "CREATE" button to save the file and go back to the file viewer or click the "CREATE & CONTINUE" button to add the file and
stay on the add files screen.
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Articulos Relacionados

! How to add a file to the Shared Files repository

How to import a file to the Shared Files repository

Shared files make up the repository of images, audios, videos and files that, among other things, can be used by agents and process flows to
respond to interactions on the various channels offered by the platform.
This offers the possibility of enriching this repository by importing files, regardless of type, using a .json file.

Follow these steps to import a file to the Shared File repository using a .json file:

1. Go to the "Configuration" tab.

' | Bruno Tarica

J CONFIGURACION

Disponible |+

2. In the admin panel, locate the "Shared Files" section.

ADMIMISTRACION

Camparas

Usuarios

Permisos

Estados Personalizados

Grupos

Habilidades

* » F e b B

Wb Designer

O

Tickei=
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Capacidad de Atencion

D W1

Cuentas Salientes
5 Comector Orfografico
Er Fimas

gy Senvicios Cognitives

of= Flujos de Procesos

ﬁ Archivos Compartidos

2 Usuarios de API

3. You will now be in the Shared Files viewer; click the "IMPORT" button.

™
Tipe de Archive  Todos - Q J

4. The following window will pop up. Drag and drop the .json file or select it from your computer’s file explorer.

¥, importar Archivo

Drag & drop or select a file

5. Determine the information required about the file you will be importing.

[_5 Importar Archivo
Drag & drop of select a file

=

GUId-CArR-hu-vigpe-2eTopueno-CaTase pof fpon 515 KE

Rambie  Quia-para-lu-viaje-astopuern s

| Deseripeion  Guia publicada en 1a web de Aeropuerto Camason con lips para viajes
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Description: description of the file; this can be useful to specify what the file is about.
Type: file type, this is determined in the imported .json file.

Visible to the Agent: on checking this box the file will become visible to agents, who will then be able to use it when responding to interactions.

Name: name of the shared file. By default, this field is filled out automatically with the name of the selected file, but you can always
change it.

The filename can only contain letters, numbers, hyphens and periods.

Type: file type, this is determined in the imported .json file.

Visible to the Agent: on checking this box the file will become visible to agents, who will then be able to use it when responding to
interactions.

6. Lastly, click the "IMPORT" button to complete the importation.
Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to download a file stored in the Shared Files repository

Among other functions, OCC'’s Shared Files repository allows any of the stored files to be downloaded, regardless of type.
Download files, for example, to have local backup copies of them.

Follow these steps to learn how to download a file stored in the Shared File repository:

1. Go to the "Configuration" tab.

CONFIGURATION

Campaigns

2. In the admin panel, locate the "Shared Files" section.
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3. You will now be in the Shared Files viewer; click the "Download" button for the file you wish to download
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01web.inconcertcc.com_es_prod 18066_468.jpg 18066_468_1.jpg
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management_agentes.png

Espanial Espafiol

) The file will be downloaded to your computer, keeping the same name as in the repository, which in this example is Tips_viaje_avi
on.mp3

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

How to export a file stored in the Shared Files repository

Among other functions, OCC's Shared Files repository allows any of the stored files to be exported, regardless of type.
These are exported in .json format and can thus be added to a web page or imported into another shared files repository.

Follow these steps to learn how to export a file stored in the Shared File repository:

1. Goto the "Configuration” tab.

2. In the admin panel, locate the "Shared Files" section.
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3. You will now be in the Shared Files viewer; click the "Export" button for the file you wish to export.
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) A json file with the name of the exported file, which in this example is AeroCollege_around_the_world.png.json, will be downloaded to

your computer.

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

How to edit a file stored in the Shared Files repository

Given the continuous changes that can happen during the operation, it is possible to edit each of the files that are stored, regardless of type,

through the OCC Shared Files repository.
Regularly editing the repository will keep it updated and useful.

Follow these steps to learn how to update a file stored in the Shared File repository:

1. Gotothe "Configuration" tab.
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| CONFIGURATION jb SUPERVISCR

Campaigns

2. In the admin panel, locate the "Shared Files" section.
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3. You will now be in the Shared Files viewer; click the "Edit" button for the file you wish to update.
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4. You will see the following interface; you can edit the description of the file and its visibility You can also drag and drop an updated version
of it or select this from your computer’s file explorer.

* Upload File: -
: -
—_
&
Drag & drop or select a file 9 s
FA
* Description:
01web.inconcertce.com_es_productos_workforce-management_agentes.png D1web.inconcertee. com_es_productos_workforce-management_agentes.png
Language:
Image - Spanish -
Visibility @
Agent D Account Messages D Process Flows

5. Lastly, click the "UPDATE" button to apply the update.

Related Articles

® User search
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!EHOW to set up Messenger messaging
E How to associate a YouTube account
E How to associate an application from Google Play Store

! How to associate an application from the App Store

How to delete a file stored in the Shared Files repository

Given the continuous changes that can happen during the operation or the need to free up space, it is possible to delete each of the stored files
through the OCC Shared Files repository.

Follow these steps to learn how to delete a file stored in the Shared File repository:

1. Go to the "Configuration" tab.

2. In the admin panel, locate the "Shared Files" section
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3. You will now be in the Shared Files viewer; click the "Delete" button for the file you wish to delete.
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4. The following window will appear; click "YES" to confirm deletion of the file.

no sele

= Do you want to delete file
01web.inconcertcc.com_es_productos_wo
rkforce-management_sgentes.png ?

) F
. NO YES

-

/L This action cannot be undone.

Related Articles

B User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Address Book

® What is an address book?
® How to create an address book
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What is an address book?

The address book contains a list of addresses or contact numbers that can be used by an agent when making an outbound interaction.

How to create an address book

Follow the steps below to create an address book:

1. Go to the "Configuration" section:

CONFIGURATION

Campaigns
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2. In the navigation menu, go to the "Contacts - Addresses Book" section:

Victoria Pintos

Online No ACD |+

Administration

g Cognitive Services
? QnA Maker
% - TTS/ASR Engines
®_* Process Flows
= Shared Files
API Users
# Applications Launcher
+ Apps Notifications

== Windows Design

£ Contacts - Addresses
Book

3. Click on the "NEW ADDRESS" button.

Addresses Book _
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4. Fill out the necessary information and then click on "“Create" or "Create & Continue" should you want to add a new contact to the
address book.

*  Create Contact Address [ CONFIRM I CONFIRM & CONTINUE I

v Name: Description: @

Enta.’.eme ‘ Enier description

=« Address Type:

Email -

Information

Email:

Enter email..

Available channels

Mail

) Name: name by which the contact will be identified.
Description: description of the contact.

Address Type: enter the client's contact address type
=~ Available types of address

Email
Telephone
Channels: enter which contact channels you want to be available for use with the address entered.

Address Information: enter the address, depending on what type it is.

# When you generate an outbound interaction associated with the contact you have created, you will be able to view this contact:
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Mail Window

Campaign: Aerocollege (Default) Account: J} ae

Conversa.. Histarical

Aerocollege

llegeinc@gmail.com=

K
e

T0 {one address): | Enter email or contact name CC/BCC

Victoria Pintos
vpinfosi@inconcercc.com
Addrezses Book

T g T O e T T R T e T | P

Subject:

MAILER-DAEMON@mail.inconcertce.com

Victoria Pintos

i mbecerra@calicom.mo
inConcert biscermig calicarm e

inurdid@inconcertco. com

1 ol |
B & oend

) i this section is not displayed, check that the user has the necessary permissions.

OCC Process Flow

What is the inConcert Process Flow tool?
State

Activities

Class

Flows

Usage examples

What is the inConcert Process Flow tool?

Process Flow is a graphical tool that allows us to design and also maintain flows of calls, IVRs, and chatbots for different channels.

It offers the possibility of running basic flows such as issuing a welcome message and transferring to an agent, as well as complex flows that
query databases.

These flows include states, activities, and events.

The states encompass the process logic.

Activities are defined within states.

We can link states through transitions and events.
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Access to Process Flow is via the "CONFIGURATION" (1) tab in the "Process Flows" section (2). There you will be able to see the existing

flows, create new ones, edit them, or clone them, among other possibilities (3).

Constanza DOdorico

Onfing No ACD |w

Administration Process Flows

& Outgeing Accounts

arct Q
BB Snell Checker )
Mame Description
¥ Signatures
1 =, AeraColiegeBatPrishs
¥ Routing Groups
2 (_:} Atento_Colpatria_vFinal BOT Demo de Colpatria
@ Cognitive Services
3 =, AuteCityWe AutoCityWe
? OnA Maker
4 S, & _test webchat fes!
I > TTS/ASR Engines
1 =, A_test2 wabchat test
®" Process Flows
L] ._‘ Bolarica Bo! proeba ce Bromd ;)

) Tolearn how to use this tool, see: What is a state?

State

What is a state?

What is a transition?

What is an event?

How to add a state

How to delete a state from the flow

How to modify the properties of a flow state
How to add a transition between states
How to delete a transition

What is a state?

A state is the logical grouping of activities that make up the flow.
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) Itis recommended that states encapsulate the process logic as much as possible.

%

The states are displayed with the icon as in the following image:
w = Testing-flow

£ Main InicialState Stated1

-f Hewmicoming ﬂ e e ﬂ

4 InicialState Slated

& Info

See: What is a transition?

Related Articles

J® User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

What is a transition?

Transitions are represented by a line and are used to link two states. In addition, they allow the use of flow logic conditionals.

Events can be added within transitions.

B
I i
!ﬁ Hew-ircoming ﬁ Channel closed ﬂ.

r emm—————asnn Statel?

In the image above, we can see two transitions:
Transition (1) links the beginning of the flow with the "InitialState" state. This transition has the fundamental event "New Incoming", which

enables using the InitialState on receipt of the call/interaction.
Additionally we have transition (2) that links the "InitialState" state to the "State01" state. This transition includes the "Answered" event.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

) See: What is an Event?

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store
! How to associate an application from the App Store

What is an event?

An event is something that happens that is used as a transition between states. It can refer to changes in the state of a call or interaction, or a
logical condition, either of a fixed value or time-based.

The most commonly used events are listed below:

Event Description

Answered The call is answered

Channel closed The interaction channel is closed
NewlIncoming Enter a new interaction

NoEvent A transition occurs without a particular event

Below is the "New incoming" event defined in the transition between the beginning of the flow and the "InitialState" state.

i ﬂ Channet Goesd %

{ Sttt

“Event | New incoméng + ) Comiexd ez

Conditions.

o and - -

Diesariation

CANCEL n

) See: How to add a state.

How to add a state

The following guide describes the process for adding a state.

1. First, go to the tool's drawing area, where you will see a screen like the following one:
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f
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@\ Code

5 Middleware

& EJECUTION TRACE

2. Click on the "NEW STATE" button in the upper left corner of the screen.

Process flow > Testing-flow

+ NEW STATE 0 PROPERTIES B! DUPLICATE B DELETE @)@@@

3. To add a new state, simply enter a name and a description and click the "OK" button.

* Name: | ESTO01

* Description: | First state when entering the call

CANCEL
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4. The state will be added to the drawing area; it can be dragged to another position (1), if desired. In addition, a tab will be added where all
the activities included in it will be displayed (2).

2 Main EST001 E; InicialState State0i

ESTO01

g .G
/i ' Inming a Channel closed
r

Inicialstate Slatel

) See How to delete a state from the flow to learn how to delete a state from the flow.

How to delete a state from the flow

The following guide describes the process for deleting a state from the flow.

1. Within the flow, view the state you wish to delete and select it.

> Testing-flow

' Y ™ ™ e -
PROPERTIES | DUPLICATE DELETE (]
|\\ﬂ JI |.\__E' -jl |\__I JI I\%_,JI I\%_,JI Ikl;_j,fl

£ Main ESTO01 InicialState Stated1

B--0--O
ESTOO1

2. Once selected, you can either press the "Delete" key or click the "DELETE" button located at the top.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Process flow > Testing-flow

m@! PROPERTIES )@1 DUPLICATE j(' DELETE )

£2 Main ESTO01 InicialState State01

!

- -
ESTO01

3. The following window will appear; confirm that you wish to delete the state by clicking "Yes".

Confirmation

Do you want to delete states?

NO YES

How to modify the properties of a flow state

The following guide describes the process for modifying the properties of a flow state.

1. Within the flow, view the state you want to modify and select it.

Frocess flow > Testing-flow

(ﬂ PROPERTIES )@1 DUPLIGATE )CI DELETE )

“EE Main ESTOO1 InicialState Statel1

N---E---N

!

o0 -8
ESTO01

2. Once selected, click the "PROPERTIES" button.
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Process flow > Testing-flow

m‘ @ PROPERTIES \(@ DUPLICATE jll(' DELETE jl

£2 Main ESTO01 InicialState State01

!

- -
ESTO01

3. The following window will appear where you can modify the name or description, then click the "OK" button.

* Name: | EST001

* Description: | First state when entering the interaction

CANCEL n

) See How to add a transition between states.
How to add a transition between states
The following guide describes the process for adding a transition between states.
) For information on what transitions are, see: What is a transition.

1. In the drawing area, select and position the cursor on the state from which the transition will start (in this example, state EST001).

K|

-l
ESTOO1 ESTO02
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2. When you position the cursor over the state, you will see the icon , which you must left click and drag to the state you want to transition
to (in this example, state EST002).

- [t

ESTO01 ESTO0Z

3. The following window will appear; select an Event (1). You can add conditionals (2) and a description (3); to finish, click the "OK" button.

Hew transition
4
=Event | Channel closed ~ || Comtext voriahle  event={name : Chemelcloned Q
Condons:
i - > - -

Bescrpton: |

CANCEL “

4. You can see the transition between the states indicated by the arrow that links them, with the event below it.

r& Channel l:h:nﬁ-ﬂi:l"'= %

ESTO01 EST00Z

) See How to delete a transition.

How to delete a transition

The following guide describes the process for deleting a transition between states.

1. On the drawing area, select and position the cursor over the transition you wish to delete.

ESTO01 ESTO0Z

2. Once selected, you can either press the "Delete" key or click the "DELETE" button located at the top.

£3 The transition will be deleted on pressing DELETE, so you must be sure that you really do want to do this, since this step cannot
be undone.
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3. The transition will be deleted.

B B

ESTO01 ESTO02

) See: What is an activity?

Activities

What is an activity?

How to add an activity to the flow

How to add a transition between activities
Interaction-type activities

Code-type activities

Middleware-type activities

What is an activity?

An activity is an action of a certain type that is performed within an IVR state and which fulfills the function of storing information, executing
functions or processing the call/interaction in progress.

“Processing the call” refers to its passage through the IVR/chatbot process until it reaches one of the set endings.

Activities are divided into three types:

1. Interaction-type activities
2. Code-type activities
3. Middleware-type activities

They are defined within the various states (1), where we have the possibility of adding all the necessary activities to the drawing area (2) in
the required logical sequence, linking them via transitions (3).
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“rocess flow > Testing-flow

@ PROPERTIES & copy [ pasTE

£ Main ESTO0 ESTO0Z

Inicial State

1 Interaction
@ Close Conversaion
B Contact Form
E= Manage Process Data
B Send message

B Send message and wait
reply

& Transfer

I Code

2 Middleware

¥ DELETE 3 UE &,

Slate01

3.

e 4

il

Send message

) To learn how to add an activity to a flow, see How to add an activity to the flow.

How to add an activity to the flow

The following guide describes how to add an activity

to the flow.

1. Place the cursor over the state to which you wish to add activities and double click.

r Channel clo %

ESTO01 ESTO0Z

You can also do it by going to the tab for each state:
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£ Main ESTO01 ESTO02 InicialState State1

~{ Interaction
@ Code

2 Middleware

2. There you will see the type of activities available: Interaction-type activities, Code-type activities and Middleware-type activities.
Select the type of activity you wish to add and click.

£ Main ESTO01 ESTO02 InicialState Statel1

~1 Interaction

i Close Conversation

B Contact Form

Bl Manage Process Data

B Send message

B Send message and wait J’ﬁ
reply v

& Transier

@ Code

2 Middleware
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3. Depending on the type of activity, a window will be displayed where you must fill out the data required and click the "OK" button.

w

* campaign: | (§) Test ! * account: | @) Test

Contact Id: @ - Contact Name: @
Contact Addresses:
Reporting Data:
Agent Data:

Reporiing Group:

e 6 0 8

Result

Description:

CANCEL n

4. The activity will be added to the drawing area along with the others. There you can add transitions between the various activities.

£ Main Inicial State Stated1

~1 Interaction

@ Close Conversation

B Contact Form -
Esl Manage Process Data E

Contaci Form

B Send message

B Send message and wait

reply
& Transfer E
- JEESEIsREN
r Send message
B Code
2 Middleware

) See How to add a transition between activities.

How to add a transition between activities
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The following guide describes how to add a transition between activities.

1. Within the state where you want to add the transition (1), select the activity from which it will start (2).

L ESTH ESTa02 Sl

f
=1 Inleraction f

&' Close Comwasaion
B Contaci Fetm

'F Manage Process Dals
W Zend massspe

M Sond massago and wadl
ey

i s W B

H Code

& Middieware .

2. Theicon @ will be displayed; drag it to link to the next activity.

O---@---m
i ! e

Sl — IR —
Send -meés-age Contact Form

3. The following window will be displayed; here you can add conditions (or leave it empty if not required) and a description. Next, click the
“OK” button.

Mew transition

Conditione:

& | = - - i+ |- |

Description:

CANCEL oK
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4. The new transition between the two activities has now been added.

k
['__} El Test a E
/ﬁ (T T T L

4 Send message Contact Form

) For information on how to use the different types of activity, see: Interaction-type activities / Code-type activities / Middleware-type
activities.

Interaction-type activities

Send Message activity (chatbots and IVRs)

Close Interaction activity (chatbots and IVR)

Send Message and Wait activity (chatbots and IVR)
Show/Hide Typing activity (chatbots)

Transfer activity

Hold/Unhold activity (IVR only)

Answer Conversation activity (IVR only)

Start/Stop Recording activity (IVR only)

Contact Form activity

Process Data Manager activity (chatbots and IVR)

Send Message activity (chatbots and IVRS)

This type of activity sends a message — in an IVR stream it will be an audio message, while in a chatbot it will be a chat message — where the
message can be text, text with buttons, image, attachment, a gallery of items with horizontal navigation or a vertical list of items.

Implementing the Send Message activity

~ Send Message activity on chatbots

1. On entering a state, there are various activity options; select Send Message.
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£ Main ESTO01 ESTO02

~1 Interaction

i Close Conversation
B Contact Form

Erl Manage Process Data

B Send message

B send message and wait
rephy

& Transfer

B Code

2 Middleware

2. Inthe “MESSAGE”" tab you can define the type of message.

Message Configuration e
* Message type: () & Attachment ) M Gallery O = Lst
@ Helle! How are you? ©)

ADD BUTTON
ADD QLICKREPLY

CANCEL n

a. Text message.

Select the “Text” setting (1) and then enter the text that will be sent in the message (2). You can use emojis (3), if you wish.
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Message C

* Message type:

@ Hello! How are you?

ADD BUTTON

ADD MUHCKREPLY

b. Attachment message.

onfiguration

Select the “Attachment” setting (1), then enter the file type (image/audio/videoffile) (2), then enter the file source (URL/file
shared/upload file) (3), and lastly enter the data on the source you have chosen (URL, select shared file, or upload file).

Message Configuration

* Messagetype: (O = Text

“File Type:  Image

P

* Source: | Ud |~

= Uri: @

3
4

c. Gallery message.

Select the “Gallery” setting (1), then decide the gallery’s format (horizontal or square) (2), choose where the items will be
obtained from (3), click add item (4) and fill out the necessary information (title, caption and URL of the image; you can use

"{{}}" to enter variables).
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Message Configuration n
*Message type: () = Text () 47 Altachment | O M Gallery (= st
“Images aspect: | Horizontal |- p Take elements from: (Varisble (@ Fixed list B

@® Title @® Title B
{® Subtitie {® Subtitie
@ Image Ur @ Image Ur

] vk ] vk

ADD BUTTON ADD BUTTON |

ADDTTEM | 4

d. List message.

Click the “List” setting (1), then define the style (long or compact) (2), define where to take elements from (3), then to add options
click the “add items” button (4) and fill out the necessary information (5).

Message Configuration o
“Messagetype: O ST O snmmen  Omoaey TN
“Top element style: | Large | - B Take elemenis from: () Variable (@) Fixed list B
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@ Title @ Title B

{® Subtitle {® Subtitle
m Image Urd m Image Urd
O unk O unk

ADD BUTTON ADD BUTTON

ADDTEM | 4

All options allow you to add buttons by clicking on:

ADD BUTTON

The following window will be open for you to fill out the information and click “OK”.

Button type: () Web url
() State

{® Phone number
*Title: | @
* Number: @

._\, =
oK l- CANCEL |
—

3. Once the message has been configured, it will be added to the flow.

B--=3--@
Send message

« Send Message activity on IVR
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1. On entering a state, there are various activity options; select Send Message.

£ Main ESTO01 ESTO02

1 Interaction
%2 Answer Conversation
B Automatic Message
@ Close Conversation
B Contact Form
Il Hold/Unhold
Er®l Manage Process Data

5 Menu

B Send message

B Send message and wait
reply

2 SpartiStan racardinn

2. Inthe “MESSAGE” tab (1) you must choose the source; you can choose a shared file (previously uploaded to the repository) or

upload the file (1).

New: Send message

Message h’ Configuration

* Source I'_Shared file

[ SELECTAFILE

§ Shared file

| = |

3. Inthe “CONFIGURATION" tab (1), you must complete the following information:

(2) Async: to start playback and continue playing or wait until the end of the audio.
(2) Loop: plays looped audio (only available with Async mode on)
(3) Result: allows you to name the variable for storing the result (bool-type indicating success)

(4) Description: you can add a description of the activity
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Message Configuration h'

IAsyn{:: Loop: D B
Result | audioResulf | B
Description: p

End Digit: | Nothing v

4. Once the message has been configured, it will be added to the flow.

60>

B--B--8
Enviar mensaje

Close Interaction activity (chatbots and IVR)
This type of activity is used to end an interaction/call channel.

Implementing a Close Interaction activity

1. On entering a state, there are various activity options; select Close Interaction.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

i Main ESTO01 ESTO02

~{ Interaction
Xs Answer Conversation

B Automatic Message

@ Close Conversation

B Contact Form

Il Hold/Unhold

Bl Manage Process Data
£ Menu

B Send message

B Send message and wait
reply

®_ cpartiStan racardinn

2. There are two possibilities, depending on whether the interaction flow is for a chatbot or for IVR:

a.  See VR flow case.

The following window will be displayed, allowing us to direct the client to voicemail when the interaction ends (1). We can also add
a description that will appear in the flow (2).

Voicemail: D

Description: | End call B

CANGEL n

b. * See chatbot flow case.

The following window will be displayed, allowing us to send a completion message (it must be previously configured) (1). If we
wish, we can enter an email where the message will be sent (if the field is left empty, it is sent to the contact's address ) (2), and
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we can also add a description that will appear in flow (3).

New: Close Conversation
OT ACCOUTE MiSssages as auwlomaiic. b

e e R
m-wiil be sent fo confact address.

Finalization Message: 0 M

Finalization Message
é Address: @

Description; | Close conversation p

CANCEL “

3. Once configured, the activity will appear in our flow.

N"

Close conversation

Send Message and Wait activity (chatbots and IVR)

Allows the user to send a message and customize the waiting time; where the message can consist of text, text with buttons, image, attachment,
an item gallery with horizontal navigation or a vertical list of items.

It can be used for both IVR and chatbot flows.

Implementing the Send Message and Wait activity
« See implementation in IVR flows

1. On entering a state, there are various activity options; select Send message and wait reply.
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~£3 Main Inicial

~{ Interaction

o Close
Conversation

B Contact Form

EE Mianage Process
Data

B Send message

B Send message
and wait reply

B Show/hide typing

& Transfer

B Code

2. A window will open where you must first select the source of the message file to be sent; it can be a shared file from the repository
or you can upload your own file.

New: Send message and wait reply

Message Configuration

* Source: I';Shared file |« ]

Shared file

| SELECTAFILE |

« See shared file option

a.
i. Select the shared file option (1), and then click on the "SELECT A FILE" button (2).
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Message Configuration

* Source: | Shared file w* |

SELECTAFILE

ii. The following window will open; locate the audio file (1) and then click the "OK" button (2).

Select a file

& UPLOAD FILE

fi Mo fitex found

Vil exlansions Ay Filg sz Uit 18 ME

CANCEL

ii. Go tothe "CONFIGURATION" tab (1).

(2) validation: allows you to use variables (such as the message variable to check whether the message received is valid).
(3) Number of Retries: allows you to enter the number of attempts to send the message in case of no response.

(4) Timeout: determines the waiting time for the client's response after sending the message.

(5) Max. Digits: determines the maximum number of digits to be entered by the user.

(6) End Digit: determines the digit for ending the capture.

(7) Result: allows you to save the result of the message in a variable.

(8) Description: allows you to enter a description of the result.

(9) Error Message: enabling this option allows an error message to be sent to the client (you must select from the
repository or upload a new one).

New: Send message and wait reply
Message Conf[gurationh .

Validation: e

L |

Example: return messag

wessage" variable fo check received message is

Result | vResultGetinput p

Deseription: | vResultGetinput

e G
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iv. Once the activity has been configured, it will be added to the IVR flow.

o=@
H—n

Send message and waif reply

b. * See Upload File option

i. Select the Upload File option (1), and then click on the "Drag & Drop or select a file" button (2) to upload the file (you can
also drag it into the same box).

New: Send message and wait reply

Message Configuration

* Source: | Shared file v

CANCEL oK
Select a file
& UPLOAD FILE
£ too fites found
Ve eafensamms W Fi e 16 ME

CANGEL ﬂ

* Upload Fite: E

Drag and drop or select one or more files
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ii. A window will open where you must select the file and click "Open".

¢

« “ 4 I s ThisPC » Desktop v | 0 Search Desktop
Organize - Mew folder = ™ @
Proyecto Screen ™ Mame Date modified Type
& Onelrive CONI 10/22/2021 412 PM  File folde
—— Estudios Médicos 2021 7/24/2021 3:55 PM File folde
This PC Friends Reunion 5/27/202110:04 PM File folde
- 3D Objects Hamilton Disney 7/4/20201213PM  File folde
I Desktop MILAMI 9/30/2021 3:21 PM  File folde
|if'| Docurnents Photoshop C56 Portable en Espaficl 9/6/202012:03 AM  Filefolde
; Downloads Proyecto Screenshots IMNC 10/5/2021 12:49 PM  File folde
J’ Musi RETAZOS CON DIBUIOS 1/11/2021 1212 PM File folde
usic
. @ audio_bienvenida 10/26/2021 1:46 PM WAV File
= Pictures
B videos
o Windows (C)
v £ >
File name: v| Wave Sound ~
[ Open Cancel

iii. Go to the "SETTINGS" tab (1).

(2) validation: allows you to use variables (such as the message variable to check whether the message received is valid).
(3) Number of Retries: allows you to enter the number of attempts to send the message in case of no response.

(4) Timeout: determines the waiting time for the client's response after sending the message.

(5) Max. Digits: determines the maximum number of digits to be entered by the user.

(6) End Digit: determines the digit for ending the capture.

(7) Result: allows you to save the result of the message in a variable.

(8) Description: allows you to enter a description of the result.

(9) Error Message: enabling this option allows an error message to be sent to the client (you must select from the
repository or upload a new one).
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New: Send message and wait reply

Message Configuration n

Validation:
il e

4

© Uses "message" variable to check received message is valid. Return true or false. Example: return message.text == "fest”

IResuiI: {

Iﬂesm’plion:

o

9
&

O sent when client enter an invatid option or timeout expired.

|-

I * Number of retries: @ 1 ! B [ * Timeout (seconds): @ 10
I Max Digits: | @ ; B I End Digit Nothing

Min voice durafion (ms): 100 ! Max voice duration (ms) 30000

SHence duration (ms). | ‘lﬂl]ﬂ

Partial Recognitions:

© Use Partial Recognitions to detect specific type of entities.

iv. Once the activity has been configured, it will be added to the IVR flow.

oo
Tepc'
B - --

Send message and waif reply

« See implementation in chatbots
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1. On entering a state, there are various activity options; select Send message and wait reply.

2 Main Inicial

~{ Interaction

o Close
Conversation

B Contact Form

E®l Manage Process
Data

B Send message

B Send message
and wait reply

& Show/hide typing

& Transfer

B Code

2. Inthe "MESSAGE" tab you can define the type of message.

New: Send message and wait reply

Message i’ Configuration
* Message type: m () & Attachment ) M Gallery O = List p

@® Hello! How are you? @

ADD BUTTON
ADD QUICKREPLY

a. ~ See Text Message
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Select the "Text" setting (1) and then enter the text that will be sent in the message (2). You can use emojis (3), if you
wish.

New: Send message and wait reply

Message Configuration n

* Message type: () & Attachment

(® Hello! Haw are you?

ADD QUHCKHREPLY

pb. =~ See Attachment Message

Select the "Attachment” setting (1), then enter the file’s type (image/audio/videof/file) (2), then enter the file source (URL
/shared file/upload file) (3), and lastly, enter the data of the source you have chosen (URL, select shared file, or upload file)

New: Send message and wait reply

Message Configuration n

*Message type: (O = Text 0 & Attachment ) M Gallery () = List
“File Type:  Image | = B * Source: Url |- D
ur: B B

ADD QUICKREPLY

c. ~ See Gallery Message

Select the "Gallery" setting (1), then decide the gallery’s format (horizontal or square) (2), choose where the elements
will be obtained from (3), click “add item” (4) and fill out the necessary information (title, subtitle and URL of the image;
you can use " {{}} " to enter variables).
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New: Send message and wait reply

Message Configuration 1
*Message type: () = Text () & Attachment O M Gallery O = List
*Images aspect | Horizontal |- B Take elements from: (Variable  (@Fixed list B

@ Title
@) subtitie
@ Image Ur

[ wuink

L ADD BUTTON

@

d. = View List Message
Click the "List" setting (1), then define the style (long

@ Title
@) subtitie
@ Image Ur

[ wuink

ADD BUTTON

or compact) (2), define where to take elements from (3), then to

add options click the "add items" button (4) and fill out the necessary information (5).
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New: Send message and wait reply

Message Configuration

*Message type: () = Text

¥ Top element style: | Large

P

MENSAJE CONFIGURACIONES

*Tipode mensaje: () = Texto O & Adjunto

* Estilo del elemento La%o [=]

Take elements from: () Variable (@ Fixed list B

IbenéleEe{ﬁenins de: (ﬁéble @'L'is't'aFEA ]

superior,
v; 7 ° % 3 )
@ Tiub @ Tiulo @ Tiio
@ Subtitulo @ Subtitulo @ Subtitulo
@ Url de Imagen @”Ur] de Imagen @ Url de .1r.nagen
[ Link [ Link [ Link
AGREGAR BOTON AGREGAR BOTON AGREGAR BOTON

b

I AGREGARITEM 4

3. All options allow you to add buttons by clicking on:

ADD BUTTON

The following window will be open for you to fill out the information and click “OK”.

Buiton type: () Web url
() State

{® Phone number

* Title: {B

* Number: (D

Lo o | CANCEL |
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4. Once the message has been configured, it will be added to the flow.

O--@--3
Send message and wait reply

Show/Hide Typing activity (chatbots)

This activity allows the chatbot typing action to be shown or hidden. It is only available for chatbot flows (not available for IVR).

Implementing the Send Message activity

1. On entering a state, there are various activity options; select Send Message.

3 Main Inicial

1 Interaction

@ Close
Conversation

B Contact Form

Exl Manage Process
Data

P Send message

B send message
and wait rephy

E Show/hide typing

s Transfer

@ Code v
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2. The following window will be displayed. You must select whether you want typing monitoring to start or stop; you can add a description if

you wish.
New: Show/hide typing

() Hide typing

Typing. (@ Show typing

Description: | Show typing
CANCEL n

3. The activity will be incorporated in the flow.

oo o
B B oo
Show typing

Transfer activity

This activity allows you to transfer the conversation to a Contact Center, agent, campaign, or campaign and agent. This option is normally used
when the chatbot or voice assistant is unlikely to have an adequate response to the user's query.

Transfer activity implementation

« See Transfer activity in IVR flows
1. On opening a state tab, there are various activity options; select Transfer.
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=2 Main ESTO01

SIS UNVSTSETON
B Automatic Message
@ Close Conversation
B Contact Form

Il Hold/Unhold

E® Manage Process Data
& Menu

B Send message

B Send message and wait
rephy

+ Stari/Stop recording

& Transfer

2. The following window will open. First select the destination (Contact Center/Agent/Campaign/Campaign and Agent/Number).

* Destination: | Contact Center | F’ Send inferaction to current campaign comtact center.

Attention Level: | @)
Preferred Agents: @ Forbidden Agents: @
Priority: @ 0 * Action priority: | Overwrite value -
ACD Wait Threshold: [
Result

Description:

CANCEL “

a. * Contact Center

(1) Select the Contact Center destination.

(2) Attention level: sets the level of attention with which the call will be transferred to the contact center.

(3) Preferred Agents: allows you to make arrangements with certain agents to prioritize them for sending them the call.
(4) Forbidden Agents: allows you to make an arrangement with agents who are to be excluded when transferring the call.
(5) ACD wait threshold: sets how many seconds to wait for an agent.

(6) ///IQueue on timeout: if this option is enabled, it allows the call to be sent to the queue if it is not answered by the agent
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(timeout).
(7) Result: allows you to state the name of a variable for storing the result.
(8) Description: allows you to enter a description of the activity.

P

G * Destination: | Contact Center |- |0 Send mferaction to ciurrent campaign comtoct center: |
IAﬂentinn Level: @ 1 D
I Preferred Agents: @-cdndoriw -- B I Forbidden Agents: @ b
Priority: @ 1 * Action priority: | Overwrite value | -
| ACD Wait Threshold: B =Time (sect: (@
| * Achon on fimeout: | Take Account Conﬁg | B
| Result | transferResult D
| Description: - B =

CANCEL n

b. = Agent

(1) Destination: Enter the Agent option.

(2) Agent: enter the ID of the agent to whom the call will be transferred.

(3) Attention level: sets the level of attention with which the call will be transferred to the contact center.
(4) ACD wait threshold: sets how many seconds to wait for an agent.

(5) Result: allows you to state the name of a variable for storing the result.

(6) Description: allows you to enter a description of the activity.

q # Destination: | Agent |- Io Serud interaction to a spevific agent.
| * Agent: @ cdodorico = B | Attention Level: @ 1 B
Priority: @ 1 * Action priority: | Overwrite value |-
| ACD Wait Threshold: n *Time (sec;: | @
* Action on fimeout: | Take Account Config | =1

| Result | transferResult

©0

| Description:

CANCEL n

¢. ~ Campaign
(1) Destination: select the Campaign option.
(2) Campaign: enter the ID of the campaign to which the call will be transferred.
(3) Account: enter the ID of the telephony account associated with the campaign.
(4) Attention level: sets the level of attention with which the call will be transferred to the contact center.
(5) Preferred agents: allows you to make arrangements with certain agents to prioritize them for sending them the call.
(6) Forbidden agents: allows you to make an arrangement with agents who are to be excluded when transferring the call.
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(7) Skip flow: if this option is enabled, it allows you to skip the flow of the target campaign and go directly to the contact center.
(8) Result: allows you to state the name of a variable for storing the result.
(9) Description: allows you to enter a description of the activity.

“ ¥ Destination: Campaign | = |o Semd mtferaction to another campaign.
| * Campaign; @ TelephonySuccess D | * Account: @ Telephony_success B
Attention Level: @1 B

| Preferred Agents: @ cdodarico B | Forbidden Agents: @

Result  transferResult B

| Description:

CANCEL n

d. = Campaign and Agent

(1) Destination: select the Campaign and Agent option.

(2) Campaign: enter the ID of the campaign to which the call will be transferred.

(3) Account: enter the ID of the telephony account associated with the campaign.

(4) Agent: enter the ID of the agent to whom the call will be transferred.

(5) Attention level: sets the level of attention with which the call will be transferred to the contact center.

(6) Skip flow: if this option is enabled, it allows you to skip the flow of the target campaign and go directly to the contact center.
(7) Result: allows you to state the name of a variable for storing the result.

(8) Description: allows you to enter a description of the activity.

a * Destination. | Campaign and Agent |~ |0 Send inferaction o o
| * Campaign: @ TelephonySuccess B | * Account: @ Telephony_success B

| * Agent @.Eai;i_(;i-coi -B | Atiention Level: @ 1 B

Result | transferResult . -B
| 8]

| Description;

fic agent in another compaign.

CANCEL n

e.  Number

(1) Destination: select the Number option.

(2) Country: select the country to which the number applies or the Global option.

(3) Area: select the area to which the number applies or None.

(4) Number: indicates the number to which the call will be transferred. If no country or area is stated, the number must begin
with "+" plus the prefix.
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(5) Result: allows you to state the name of a variable for storing the result.

(6) Description: allows you to enter a description of the activity.

New: Transfer
d * Destination: | Number | - -Io Send imferaction to a sperific phone mimber,
Country: | Global | = B Area: | Nothing
q *Number- | @) 459893563111 .Io Global mumbers st start with +.

Result | transferResult

Description:

o0

3. Once the transfer type is configured, the activity will be added to the IVR flow

.il ®

Transfer

« See Transfer activity in chatbots

1. On opening a state tab, there are various activity options; select Transfer.

£ Main Inicial State Stated1

~{ Interaction
@ Close Conversation
B Contact Form
E® Manage Process Data
B Send message

B send message and wait
rephy

& Transfer

B Code

2 Middleware
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2. The following window will open. First select the destination (Contact Center/Agent/Campaign/Campaign and Agent)

New: Transfer

* Dectination: | Contact Center | F’ Send inferaction to current campaign contact center.

Attention Level: | @)
Preferred Agents: @ Forbidden Agents: @
Priority: @ 0 * Action priority: | Overwrite value -
ACD Wait Threshold: [_]
Result

Description:

CANCEL “

a. * Contact Center

(1) Select the Contact Center destination

(2) Attention level: sets the level of attention with which the call will be transferred to the contact center.

(3) Preferred Agents: allows you to make arrangements with certain agents to prioritize them for sending them the call.
(4) Forbidden Agents: allows you to make an arrangement with agents who are to be excluded when transferring the call.
(5) ACD wait threshold: sets how many seconds to wait for an agent.

(6) Queue on timeout: if this option is enabled, it allows the call to be sent to the queue if it is not answered by the agent
(timeout).

(7) Result: allows you to state the name of a variable for storing the result.

(8) Description: allows you to enter a description of the activity.

P

a * Destination: | Contact Center |- |0 Send mferaction to current campaign confact center
|Attentinn Level: @ 1 D
I Preferred Agents: @ cdodorico -- B I Forbidden Agents: @ D
Priority: @ i * Action priority: | Overwrite value | =
| ACD Wait Threshold: B =Time (sect: (@
| * Action on timeout: | Take Account Config | = B
Result | transferResult b
| Description: . B

CANCEL n

b. = Agent

(1) Destination: Enter the Agent option.

(2) Agent: enter the ID of the agent to whom the call will be transferred.

(3) Attention level: sets the level of attention with which the call will be transferred to the contact center.
(4) ACD wait threshold: sets how many seconds to wait for an agent.

(5) Result: allows you to state the name of a variable for storing the result.
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(6) Description: allows you to enter a description of the activity.

ﬂ # Destination: | Agent |- |0 Send mferaction to a specific agent.
| * Agent: @ cdodorico = D | Attention Level: @ 1 B
Priority: @ 1 * Action priority: | Overwrite value |-
| ACD Wait Threshold: D *Time (sec;: | @
* Action on fimeout: | Take Account Config |+

| Result | transferResult

©0

| Description:

CANCEL “

¢c. = Campaign
(1) Destination: select the Campaign option.
(2) Campaign: enter the ID of the campaign to which the call will be transferred.
(3) Account: enter the ID of the telephony account associated with the campaign.
(4) Attention level: sets the level of attention with which the call will be transferred to the contact center.
(5) Preferred agents: allows you to make arrangements with certain agents to prioritize them for sending them the call.
(6) Forbidden agents: allows you to make an arrangement with agents who are to be excluded when transferring the call.
(7) Skip flow: if this option is enabled, it allows you to skip the flow of the target campaign and go directly to the contact center.
(8) Result: allows you to state the name of a variable for storing the result.
(9) Description: allows you to enter a description of the activity.

“ ¥ Destination: Campaign | = |0 Send mferaction to another campaign.
* Campaign; @ TelephonySuccess D * Account: @ Telephony_success B
Attention Level: @1 B
| Preferred Agents: @ cdodarico B | Forbidden Agents: @

7
| Result  transferResult B

| Description:

CANCEL “

d. =~ Campaign and Agent

(1) Destination: select the Campaign and Agent option.

(2) Campaign: enter the ID of the campaign to which the call will be transferred.

(3) Account: enter the ID of the telephony account associated with the campaign.

(4) Agent: enter the ID of the agent to whom the call will be transferred.

(5) Attention level: sets the level of attention with which the call will be transferred to the contact center.

(6) Skip flow: if this option is enabled, it allows you to skip the flow of the target campaign and go directly to the contact center.
(7) Result: allows you to state the name of a variable for storing the result.
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(8) Description: allows you to enter a description of the activity.

q * Destination: | Campaign and Agent |- : |0 Send inferaction to a specific agent in another compaign.

| * Campaign: @ TelephonySuccess B | * Account: @ Telephony_success B
* Agent @ cdodorico b | Atiention Level: @ 1

=N 5
Result transfgifx;esﬁ.l.t - B

Description;

CANCEL n

3. Once the transfer type is configured, the activity will be added to the IVR flow.

—
e

Transfer

Hold/Unhold activity (IVR only)

The activity allows the call to be set to Hold or Unhold within an IVR flow.

Implementation of Hold/Unhold activity

1. When entering a state, you will see activity options; select Hold/Unhold.
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£ Main ESTO01

1 Interaction
%2 Answer Conversation
B Automatic Message
@ Close Conversation

B Contact Form

Il Hold/Unhold

Erl Manage Process Data
i Menu
B Send message

B Send message and wait
rephy

2 StatiStan recordinn

2. The following window will open. Define whether you want to set a hold or unhold (1); you can add a description (2), if you wish.

HoldiUnhold: @ Hold () Unhold b

Description: D

CANCEL

3. The activity will have now been added to the IVR flow.

HoldWUnhold

Answer Conversation activity (IVR only)

This activity allows incoming calls to be answered. It is recommended not to do anything else in the same state in which it is used, with the
exception of stating the initial variables.

Implementing the Answer Conversation activity

1. On entering a state, there are various activity options; select Answer Conversation.
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=3 Main ESTO01

~% Interaction

X Answer Conversation

B Automatic Message
@ Close Conversation
B Contact Form

Il Hold/Unhold

E® Manage Process Data
& Menu

B Send message

B Send message and wait
rephy

2 StartiStan recnrdinn

2. The following window will open where you can add a description, if you wish.

New: Answer Conversation

Description.  Answer conversation

CANCEL |“

3. Once configured, the activity will be added to the IVR flow.

- - .. .
Anzwer conversation

Start/Stop Recording activity (IVR only)
Implementing the Start/Stop Recording activity

1. On entering a state, there are various activity options; select Start/Stop Recording.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

-2 Main ESTO01

XS Answer Conversation -
B Automatic Message

@ Close Conversation

B Contact Form

Il Held/Unhold

E¥ Mianage Process Data

i Menu

B Send message

B Send message and wait
reply

e Start/Stop recording

& Transfer .

2. The following window will appear for you to set whether to start or stop recording the call (1). In addition, if you wish, you can add a
description (2) and then click the “OK” button (3).

Naw: Stari/Stop recording

Start/Stop recording: (@ Start recording () Stop recording n

Description: B

3
CANCEL

3. Once configured, the activity will be added to the IVR flow.

m--@-m
A . @
—> —
" REC |
: - -
Anzwer conversalion StarifStop recording

Contact Form activity
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This activity allows you to initiate a contact form interaction.

Implementing a Contact Form activity

1. On entering a state, several activity options are shown. Select Contact Form.
£ Main ESTO01

“’I Interaction

%J Answer Conversation
B Automatic Message
@ Close Conversation
B Contact Form

Il Hold/Unhold

Manage Process Data

Menu
B Send message

B Send message and wait
reply

-
2 S4arkiCtan rarardinn

2. The following window will open; fill out the information required.

(1) Campaign: interaction campaign ID.

(2) Account: contact's external ID.

(3) Contact ID: ID or name of the account to which to send the interaction.

(4) Contact Name: name of the contact.

(5) Contact Addresses: an array of the contact's addresses (example: {{type = "MAIL"}})

(6) Reporting Data: an array of data to be used in reports (example: {{name = "my_item"}})

(7) Agent data: an array of data to be used by the agent (example: {{name = "visible_item"}})

(8) Reporting group: name of the reporting group. If you do not wish to use the information in reports, leave this field empty.
(9) Result: Allows you to set the name for the variable that holds the result.

(10) Description: Allows you to add a description of the activity.
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-

* Campaign: @ Aerocollege n *pAccount: | @ chat_Aerocollege

Contact 1d: @

Contact Name: @

Contact Addresses:

Reporting Data:

Agent Data:

0|0 e|e

Reporiing Group:

Result

Description:

B0 UO0 gy

CANCEL “

3. The activity will be added to the flow.

O---oO---@

B

B -- 5 - -8
Contact Form

Process Data Manager activity (chatbots and IVR)

The activity allows adding to or updating information to be used for reporting.

Implementing the Process Data Manager activity

1. When entering a state, there are various activity options; select Manage Process Data.
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3 Main ESTO001

-1 Interaction
X% Answer Conversation
B Automatic Message
@ Close Conversation
B Contact Form

Il Hold/Unhold

E®l Manage Process Data

EEf Menu
B Send message

B Send message and wait
reply

B ciartiCtan racardinn

2. The following window will open; fill out the information required.

(1) Grupo de Reportes: ingresa el nombre del grupo de reportes. En caso de que no se desee usar la informacién en reportes el campo
debe ir vacio.

@

« View more...
Application: allows you to select from the available applications.

Name: allows you to enter the name.

Value: allows you to enter a variable or an utterance.
Report:

Agent:

Hidden:
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(3) Description: allows you to enter a description of the activity.

New: Manage Process Data

Reporiing Group; @ custom_report _ n

Fields:
Application: Name: Value: D | Tl |— |
@ ! Report  Agent Hidden S 1, S—

|~

Fields just for reporting do not require an application

Description:

CANCEL “

3. The activity will be added to the flow.

oO--O--3
Manage Process Dafa

Code-type activities

® Declare Variables activity
® Logger activity
® Code Block activity

Declare Variables activity

Component for declaring global variables; it means that variables can be reused throughout the flow.
It allows you to define the name of the variable (1), it indicates the type (utterance/object/array) (2), it establishes the initial value of the variable (3)
, it allows you to add more o or remove e variables (4). Optionally you can add a description (5).

Vallables n a e
[.{. | Expraszion - "@ | |;||_|

I Description: |

CAMCEL n

Usage example (object-type variable)

The following example shows the use of variables to set the country-specific prefix for an interaction/call:
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(1) We state the variable name, in this case code.

(2) We indicate the variable type as an object since it is similar to a string.

(3) We list the variable’s keys

(4) We set the values for the various keys

(5) We save the variable by clicking the "OK" button.

Now: Dectare variables

Variables n

(2]

(4]

3]

|'i' code I |Gb]er:1 |-| % colombia @ 5 'E i [ | i
& | peru @‘451" ::. -
| ecuadar @"+5§“ :-:'
4 chile @ +56 ' :
elsalvador Q@ 5 =
3 | guatemala @ +502 :_T_:
Deccription

5

Usage example (array-type variable)

The following example shows the use of array variables to store typical phrases from a chat interaction.

(1) We state the variable name, in this case "welcome array" since the utterances will be those corresponding to the beginning of the interaction.
(2) We state the variable type as an array.

(3) We set the possible values that the variable can take.

(4) We save the variable by clicking the "OK" button.

Vanables: o e Q

|<;. WelzomaAsray ”Array = % @ how are you?” : i‘_i|__|

& @ "s00d moming
@ 9908 atemoor”
& (@ "how are we?”
+ @ e

& (@ "helie”

[ R I S i

Description:

4

CANCEL m

Logger activity

This type of activity is used to log an utterance or variable.

Implementing the Logger activity
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1. On entering a state, there are various activity options; select Close Interaction.

£ Main Inicial State State01

=% Interaction

@ Code
Code Block

B Declare variables

e Logger

2 Middleware

2. Complete the following information:

(1) Level: set the level at which the variable is to be logged.
(2) Utterance: define the utterance to be logged; it can be a string, number or object.
(3) Description: you can add a description, if you wish.

“Level | DEBUG = b
* Expression: @vRe-su!tGeﬂnput B

Description:

CANCEL n

3. Once configured, the activity will appear in our flow.

_"’I

Logger

Usage example: Logger in an IVR system

The following example illustrates the use of a logger to log a variable previously obtained via automatic audio in an IVR flow:
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asm
4;—}- *
J’f 1

vResultGetinput Logger

1. First the message is sent, its result defined by the name "vResultadoGetInput".

New: Menu
Message Configuration
* Number of refries: @ 1 *Timeout (seconds): @ 10

Result | vResultGetinput

Description: vﬁesultGetInpul

Error message: D

@ Sent when client enter an invalid

ption or timeout expired.

CANCEL n

2. The log is defined at the debug level with the previously defined variable.

New: Logger

*Level | DEBUG |~

* Expression: @ vResultGetinput

Description:

CANCEL n

Code Block activity

This is an editable space that allows you to create programming algorithms using the Lua language, in order to help in advanced situations. You
can connect to web services, DBs, and generate reusable algorithms, among other things.

Lua is a fast, powerful programming language that is easy to learn, designed as an embeddable scripting language.

It is the programming language that is compatible with the process flows of this platform. This programming language is used by Classes or with
the "Code Block" activity.
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Lua code using classes

See How to use classes within the flow.

Lua code using the Code Block activity
1. On entering a state, there are various activity options; select Ul Code Block to start generating Lua code.
=3 Main ESTO01

1 Interaction

B Code

£ Code Block

B Declare variables

&= Logger [ 11} =
& ——Hi -
vResuRGetinput Logger
& Middleware

2. The Lua code editor will open. In this example:
(1) We state variables that obtain properties from the date and time functions.

(2) Once the date and time have been captured, we condition them using the “if”, “elseif” and “else” statements according to the time to
display a message.

(3) This is the name of the variable where the final message (result) will be saved.

(4) This is a description of the activity that will be shown in the diagram.

New: Code Block

local dt = require ("os")

= locel time = dt.date
Classes )

¥
&'~ 1F time.hour < 12 then
return "buenos dias."

5
1]
T elseif time.hour > 12 and time.hour < 19 then
g

return "buenas tardes.™ B
9

18 else
11 return "buenss noches.”
12  end

Result: | vSchedule B

Description: ' Schedule process b

| »
5]

a
Middleware-type activities

® Execute LUIS API activity (chatbots and IVR)
® QnA Maker activity (chatbots and IVR)
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® SQL activity (chatbots and IVR)
® Execute Allegro State activity (chatbots and IVR)

Execute LUIS API activity (chatbots and IVR)

This activity allows you to run the LUIS API to perform NLU queries in applications previously created and trained in LUIS.

Implementing the LUIS API activity

1. On entering a state, there are various activity options; select “ Execute LUIS API".

L2 Main Inicial State Stated1

~1 Interaction
@ Code

2 Middleware

Al Execute allegro state

@ Execute MLU API

57 BExecute OnA Maker AFI
& Executes HelpDesk AP

& soL

2. The following window will appear for you to complete the necessary data.

(1) Cognitive Services App: select the previously created Cognitive Services app.

(2) Message: enter the name of the variable containing the message to be sent to the LUIS API. It must be previously stored with a
message activity.

(3) Result: you can save the result of the LUIS APl in a variable by entering its name.

(4) Description: you can enter a description for the activity.

New: Execute NLU API

*NLU LUIS App: | BotOreka/2 |-

* Message: @ obj_welcome event message text

Result | obt LUIS

Description: | LUIS

DO0O®

CANCEL n
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3. Once configured, the activity will appear in our flow.

B @

Send message LUILS

QnA Maker activity (chatbots and IVR)

This activity allows queries to be run on the QnA Maker knowledge base.

Implementing the QnA Maker activity

1. When entering a state, there are various activity options; select “ Execute QnA Maker API”.
£ Main Inicial State State01

1 Interaction
@ Code

2 Middleware

Al Execute allegro state
@ Execute MLU API

&1 Execute GQnA Maker API
8 Executes HelpDesk API

& soL

2. The following window will open for you to fill out the data.
(1) Messages: represents the variable that contains the message to be sent to the QnA Maker API.
(2) Metadata Filter: allows you to filter by the metadata previously configured in QnA Maker.
(3) Ul Filter with OR: if this option is checked, it allows the strict operation of the filter with OR, in case no function with AND is found.
(4) Result: enables saving the QnA Maker API response in an object-type variable.
(5) Description: allows you to enter a description of the activity.
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New: Execute QnA Maker API

* Message: @ obj_answer b e

Metadata Filter:

Name: Veles

i 3

Result  obj_gnamaker

Description:

00

CANCEL “

3. Once configured, the activity will appear in our flow.

— 539

Execute OnA Maker API

SQL activity (chatbots and IVR)

This activity enables querying of the SQL database.
Implementing the SQL activity

1. On entering a state, there are various activity options; select “Execute LUIS API”.
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=£2 Main Inicial State Stated1

~1 Interaction
@ Code

£ Middleware
Al Execute allegro state
& Execute NLU AFI
&1 Execute GnA Maker API

& Executes HelpDesk API

& soL

2. The following window will open for you to fill out the data.

(1) Data Source: you must select the base where the query will be made (it must be previously configured).

(2) Enter the query to perform on the SQL base. This example performs an insert of the value of a variable saved in an activity prior to the
SQL activity.

(3) Click the "OK" button.

Fe

* Datasource: | SQL Server - COLLEGE [ = b

) S Iy T B oet 5y Ubername: Hsraerm), Dalahaee: Oast. Dﬂ?t@?b’ﬂ.‘

1 Insert into BOT_flow(Campaign, InteractionID, TmStmp, Intento, Canal)
2 Values ('{{objGlobal.campaign}}’', '{{objGlobal.interactionID}}"', GETDATE(),
3 {{objGlobal.intento}}, * WEBCHAT') l

I

Result

Description:

-

3

CAMCEL
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3. The activity will be added to the flow.

n-a-o
=
—> —a !
e ! :
O--@--o
Solicitud Documento S0QL

Execute Allegro State activity (chatbots and IVR)

The activity allows you to run a state in an Allegro process.

Implementing the Execute Allegro State activity.

1. On entering a state, there are various activity options; select Execute Allegro State.

=3 Wain Inicial State State01

L

1 Interaction
@ Code
=

Middleware

Al Execute allegro state
@ Execute MLU APl

7 Execute QnA Maker APl
& Executes HelpDesk AP

& soL

2. The following window will open for you to fill out the data.

(1) IP: enter the Allegro web handler IP or domain.

(2) Port: enter the Allegro web handler port.

(3) SSL: check this box if the web handler uses SSL.

(4) VCC: enter the name of the VCC within Allegro.

(5) State: enter the name of the Allegro state.

(6) Data: enter the name of the variable that contains the data to send to the state (it must be an object).
(7) Result: allows you to save the result in a variable.

(8) Description: allows you to enter a description of the activity.
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New: Execute allegro state

®1p: @'

*Port: | (@) 8082 |

ss [] E’

sveo | (@

“state: | (@
pata @)

Resulk:

Description:

ooo0o0o OP®

CANCEL ﬂ

3. The activity will be added to the flow.

Al

-—-@--@
Execute allegro state

Class

® What is a class?
® How to create or edit classes using the class IDE
® How to use classes within the flow

What is a class?

A class is a grouping of data (variables or fields) and functions (methods) that operate on those data. These data and functions belonging to a cl
ass are called variables and methods or functions.

In Process Flow we can define classes with variables and functions using the Lua programming language that can later be used in Code-type
activities.

Classes are defined using attributes and methods:

Attributes: Attributes are a property or characteristic that can be assigned to an object (element). By using attributes, specific values can be
assigned to particular elements.

Methods: Methods are blocks of Lua code that contain a series of instructions.

) Tolearn how to create a class, see How to create a new class.

How to create or edit classes using the class IDE

The following guide describes the process to be able to add a class in a process flow.
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1. Within Configuration, go to the "Process Flows" section.

Constanza DOdorico

Onfine No ACD |»

Administration

= AL e dprdauinnmny =

& Outgoing Accounts

AB. Spell Checker

¥ Signatures

¥ Routing Groups

B Cognitive Services

? QnA Maker

- TTS/ASR Engines

*_¥ Process Flows

2. Inside Process Flow, click the "CLASSES IDE" button.

CLASSES IDE DATASOURCES <+ CREATE NEW
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3. There you will have the possibility of creating new classes (1) or editing existing ones (2).

Classes IDE >

{4 allegro I
{} Bancoatlas

{} belcorpPE

{} ConsumoWs

{} Davivienda
{} Demo

{} Dian

{} Helper

{} helpers

{4 nttp

i i e P s

a. =~ Editaclass

o >
Is

Classes with the icon cannot be modified

i. Click on the class you want to edit (1); the option to add new attributes (2) or new methods (3) will be displayed.
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{} Helper

{3 nttp

) Attributes: Attributes are a property or characteristic that can be assigned to an object (element). By using attributes,
specific values can be assigned to particular elements.

Methods: Methods are blocks of Lua code that contain a series of instructions.

1. ~ Add attribute

a. On clicking Add attribute, the following window will be displayed; enter a name for the attribute.

*Name: | gel

CANCEL n

b. The IDE will be displayed; enter the value of the attribute (1) . You can enter a description, if you wish. Then clic
k the "Save" button (2).

NAME | o EXPORT "||/-r!. IMPORT -\\I (x CLOSE M\
LS >l A
Value -
local myDatasource = mySql.da!asourceb
Description
Data source SQL
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c. The attribute will be saved and will be available to use in flows.

{} Helper

{ } helpers local myDatasource = mySql datasource
Frra / Description

= et
Add anribula
Methods
S mEw
a4 CONSUME_Ws
Add melhod

2.~ Add method

Value

Data gource SQL

Examples
L |

a. On clicking Add method, the following window will be displayed; enter a name for the method.

* Nama: -_ExecWé-

b. You can add new parameters; to do so, click on the

lastly, click the button (3).

Parameters

self server p

Code

1 |

CANCEL n

button (1), then enter the name of the parameter (2), and

c. After adding the necessary parameters, you can add the Lua code and a description.
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b.

Code
1 local socket = require("socket™)
2  loczl http=reguire("socket.http”)
3
4 local complete_url = string.format{[[http://%s:¥s/]], server, port)..url
5 leocal response_body = {}
[
7 - locsl headers = {
8 ['Content-Type'] = 'text/html"
9 1}
18~ local b, ¢, h = socket.http.request{l
11 url = complete_url,
12 method = "GET",
13 headers = headers,
14 sink = 1tnl2.sink.table(response_body),
15 - create=function()
16 local req_sock = socket.tcp()
17 reg_sock:settimeout(l28, "t")
13 return req_sock
19 end
20
Description

Execute webservice

d. Lastly, click "SAVE" to save the method in the class you've created.

B savE 2 EXPORT )(Ef. IMPORT ) O( CLOSE )

« Create a new class

i. On entering the classes IDE, click on the "NEW CLASS" button.

Classes IDE >

4+ nEwcCiass § )]

ii. The following window will be displayed; enter a name for the class.

New Class

*Name: | consumptionW§|
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iii. The class will be added and you can add new attributes and methods.

Add attribute

Methods:
S new
Add method

1. ~ Add attribute

a. On clicking Add attribute, the following window will be displayed; enter a name for the attribute.

*Name: | gel

CANCEL n

b. The IDE will be displayed; enter the value of the attribute (1). You can enter a description, if you wish. Then clic
k the "Save" button (2).

e

2 EXPORT }Lﬁ. IMPORT ) ()( CLOSE ;,\‘

Value -

local myDat ce = mySql.dat 2 D

Description

Data source SQL
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c. The attribute will be saved and will be available to use in flows.

{ I HE'DEI Value
{} helpers local myDatasource = mySql datasource
Altributes: / Description
= Data source 301,
Afd atiribule
i Examples
e i

Add melhod

2.~ Add method

a. On clicking Add method, the following window will be displayed; enter a name for the method.

* Nama: -_ExecWé-

CANCEL ﬂ

b. You can add new parameters; to do so, click on the button (1), then enter the name of the parameter (2), a

button (3).

nd lastly, click the

Parameters

38 |
w =B ][
Code
i |

c. After adding the necessary parameters, you can add the Lua code and a description.
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Code
1 local socket = require("socket™)
2  loczl http=reguire("socket.http”)
3
4 local complete_url = string.format{[[http://%¥s:¥s/]], server, port)..url
5 leocal response_body = {}
[
7 - locsl headers = {
8 ['Content-Type'] = 'text/html"
9 1}
18 - local b, ¢, h = socket.http.request{
11 url = complete_url,
12 method = "GET",
13 headers = headers,
14 sink = 1tnl2.sink.table(response_bodyl,
15 - create=function()
16 local reg_sock = socket.tcp()
17 reg_sock:settimeout(l2e, 't")
18 return req_sock
19 end
20 K

Description

Execute webservice

d. Lastly, click "SAVE" to save the method in the class you've created.

SAVE

Y4 ™| ™
£
2 EXPORT jll_\%r_. IMPORT __;"I Ikh)( CLOSE __,-'I

4. Once you have added/edited the classes you need, click the "SAVE" button to confirm the changes made.

H

B savE

Y
E EXPORT [ o
A

™ g ™
IMPORT | | | CLOSE )
iy kx "y

How to use classes within the flow

Classes can be used in the flows contained in a Code-type activity. Follow the steps below to learn how to do this.

1. You must first enable the classes you want to use. To do so, go to the flow in which you will use the classes and click on the "{ }

CLASSES" button.

P2
3( 2 EXPORT )( & CONFIG

,

.'_ '.\.Il/
[ B DATASOURCES |{ & PRINT

i 1} cLASSES j

v i w,
y ik X CLOSE )

2. The following window will open; select the classes you want to use within the flow (1), and then click the "OK" button (2).
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Process Flow Classes

Classes: D Demo Dian Helper -

|:| helpers
D metodos

hitp (System) interaction (System)

Metodos_Genericos nlu (System)

oo/s0OBad
OO0O0omeO0O

|:| oasis gnahaker (System) recoleccion

repository (Sysfem) sql (System) Test

D transformText TSystem Ues

utils (System) WSCalier =

2

CANCEL

3. Go to the code-type activity in which you will be using classes.

4. Within the code editor, place the cursor on the line where you want to add the class (1), then search for the class you want to add in the

list of classes (2) and click the button (3)

Edit: Code Block

1  1local json - require ("json")
2 1locel resultado = vresultadoluis.topScoringIntent
Classes 3 local intencion = resultado.intent
4 local entigades = resultado.ertities
p - = &
- Bancoeatlas @@ I 7 logTrace("DEBUG®, "E1 topScoringlntent en Bisnvenida es: "..Jjson.encode{resultado))
= g 3 return resultado
Attributes:
e @@
Methods:
- <
All_trim @@
craronec @® -
CleanText Q:;](E)
~ = Description:
CleanToSql Q
@@ i

CANCEL n
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5. The class has now been added.

1 local json = require ("json™)
2 local resultado = vresultadoluis.topScoringIntent
3 local intencion = resultado.intent
4 local entidades = resultado.entities
5 local myObject = classHelpers.Bancoatlas.new()
b
7 logTrace("DEBUG", "El topScoringIntent en Bienvenida es: "..json.encode{resultado))
8 return resultado
Flows
® How to create a new flow
® How to import a flow
® How to edit a flow
® How to clone a flow
® How to delete a flow
® How to print a flow
°

How to modify the name and description of a flow
How to create a new flow

To create a process flow:

1. Go to the CONFIGURATION section (1), then to the Process Flows section (2) and click on the "NEW FLOW" button (3).

Constanza DOdorico

Online Mo ACD |+

Administration Process Flows CLASSES IDE DATASOURCES =+ CREATENEW

& Outgoing Accounts

Search Q
AB. Spell Checker
) Name Description
# Signatures
1 2y AeroCollegeBotPrueba Chat bot prueba
¥ Routing Groups
2 E} Atento_Colpatria_vFinal BOT Demo de Colpatria
& Cognitive Services
3 2y AutoCitywe AutoCityWe
? QnA Maker
¢ By A_test webchat test
Iz TTS/ASR Engines
5 By A_tast? webchat test
"_® Process Flows @
6 o, Botarica Bot prueba de Bruno )

2. The following window will be displayed. Fill out the necessary information (1) and then click the "Open" button. (2).
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New Workfiow X

D Import flow

= Wama:

Enter name..

* Description:

Enter description...

Type:

Weh Chat Bot -

CONFIRM CANCEL

) Name: enter a name to identify the flow.

Description: enter a description of what the flow does

Type: select the type of bot. The available options are: Chat, Facebook, Twitter, Email, SMS and WhatsApp.

How to import a flow

To import a flow:

1. Go to the CONFIGURATION section (1), then to the Process Flows section (2) and click on the "NEW FLOW" button (3).
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Constanza DOdorico

Administration

i&; Outgoing Accounts
RB. Spell Checker

¥ Signatures

. Routing Groups
B Cognitive Services
? QnA Maker

Iz TTS/ASR Engines

=" Process Flows B

L]
L

B

Process Flows

Search..

g

@

@

| conricuraTion (8

CLASSES IDE

Name

AeroCollegeBotPrueba

Atento_Colpatria_vFinal

AutaCitywc

A_test

A_test?

Botarica

DATASOURCES

Description

Chat bot prugba

BOT Demo de Colpatria
AutoCityWC

webchat test

wehchat test

Bot prueba de Bruno :)

2. The following window will be displayed. Import the flow, fill out the necessary information (2) and then click the "OPEN" button (3).

Import flow

@ UPLODAD FILE

* File uploaded:
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« Iame:

ChatBot

« Description:

Chatbot flow customer support

Type:

Weh Chat Bot -

#) Name: enter a name to identify the flow.

Description: enter a description of what the flow does

Type: select the type of bot. The available options are: Chat, Facebook, Twitter, Email, SMS and WhatsApp.

How to edit a flow
To edit a flow:

1. Go to the CONFIGURATION section (1), then to the Process Flows section (2).
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I CONFIGURATION @

Administration = Process Flows CLASSES IDE DATASOURCES =+ CREATENEW

i Outgoing Accounts

Search {1
A8 Spell Checker
Name Description
¥ Signatures
1 2, AeroCollegeBotPrueba Chat bot prueba
¥ Routing Groups
2 ;E} Atento_Colpatria_vFinal BOT Demo de Colpatria
& Cognitive Services
3 &y AutoCityWe AutoCityW
? QnA Maker
4 8, A_test webchat test
I : TTS/ASR Engines
5 e, A_test2 webchat test

" Process Flows

& ._‘ Botarica Bot prueba de Bruno ) E

2. View the process you want to edit and click on its "Edit" button.

Process Flows CLASSES IDE DATASOURCES - CREATENEW
ca Q
Name Description
1 &, AeraCollegeBatPrueha Chat bat prueba O & P |

3. Make the necessary changes and click on the "SAVE" button.

| % ExPORT )| @ conFie )| {} cLasses )| B DATASOURCES | ® PRINT ) | | X CLOSE
N, N N

AN, AN

How to clone a flow

To clone a flow:

1. Go to the CONFIGURATION section (1), then to the Process Flows section (2).
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Administration = Process Flows CLASSES IDE DATASOURCES =+ CREATENEW

i Outgoing Accounts

Search {1
A8 Spell Checker
Name Description
¥ Signatures
1 2, AeroCollegeBotPrueba Chat bot prueba
¥ Routing Groups
2 E} Atento_Colpatria_vFinal BOT Demo de Colpatria
& Cognitive Services
3 &y AutoCityWe AutoCityW
? QnA Maker
4 8, A_test webchat test
I : TTS/ASR Engines
5 e, A_test2 webchat test

" Process Flows
& ._‘ Botarica Bot prueba ce Brunc ;) a

-

2. View the flow you want to clone and click on the "Clone" button.

Process Flows CLASSES IDE DATASOURCES <+ CREATENEW

testing x||lQ
Name Description
1 [_\_.J Testing-flow Testing-flow - [}- 59 [ﬁ]
1-1 of 1 5 1
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3. The following window will appear; enter a name for the flow and then click on "CLONE".

Cione process flow X

« Name:

Testing-flow 2

CONFIRM CANCEL

How to delete a flow

To delete a flow:

1. Go to the CONFIGURATION section (1), then to the Process Flows section (2).

CONFIGURATION

Administration = “." Process Flows CLASSESIDE | DATASOURCES + CREATENEW

& Outgoing Accounts

Search Q
A8 Spell Checker
Name Description
¥ Signatures
1 2y AeroCollegeBotPrueba Chat bot prueba
¥ Routing Groups
2 @ Atento_Colpatria_vFinal BOT Demo de Colpatria
@ Cognitive Services
3 2, AutoCityWe AutoCityWe
? QnA Maker
4 o, A_test webchat test
> TTS/ASR Engines
5 =, A_test? webchat test
"' Process Flows B
[ », Botarica Bot prueba de Brunc ;)

-

2. View the process you want to delete and click on the "Delete" button.
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Process Flows CLASSES IDE DATASOURCES -+ CREATENEW

testing x| | &
MName Description
1 [_':.J Testing-flow Testing-flow [} 59 [ﬁ] -
1-10f 1 1

How to print a flow

To print a flow:

1. Go to the CONFIGURATION section (1), then to the Process Flows section (2).

I CONFIGURATION a

Administration = Process Flows CLASSES IDE DATASOURCES <+ CREATENEW

&= Outgoing Accounts

Search Q
A8, Spell Checker
Name Description
¥ Signatures
1 2, AeroColleneBotPrueba Chat bot prueba
. Routing Groups
2 ;_"H:} Atento_Colpatria_vFinal BOT Demo de Colpatria
& Cognitive Services
3 &, AutoCityWe AutoCityW
? QnA Maker
s B A_test webchat test
= - TTS/ASR Engines
5 iy A_test2 webchat test
"' Process Flows
6 ._‘ Botarica Bot prueba ce Brunc ;)

2. View the process you want to print and click on the "Edit" button.
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Process Flows CLASSES IDE DATASOURCES = CREATE NEW
Searc! Q
Name Description
1 =, AeroCollegeBotPrueha Chat bot prueba [ER Ll o
3. Then click the "PRINT" button.
# W . w W A b Iz'_ '\I ~
| = EXPORT )| @& CONFIG ) {} CcLASSES | B DATASOURCES J ' PRINT ) | M CLOSE
b AN A, AN AR A b

How to modify the name and description of a flow

To change the name and description of a flow:

1. Go tothe CONFIGURATION section (1), then to the Process Flows section (2).

I CONFIGURATION @

Administration

Process Flows CLASSES IDE DATASOURCES -~ CREATENEW

i=; Outgoing Accounts

Search {1
A8, Spell Checker
Name Description
¥ Signatures
1 2, AeroCollegeBotPrueba Chat bot prueba
¥ Routing Groups
2 ) Atento_Colpatria_vFinal BOT Demo de Colpatria
& Cognitive Services
3 8, AutoCityWe AutoCityw
? QnA Maker
¢ By A_test webchat test
> TTS/ASR Engines
5 My A_test? webchat test
*a Process Flows
6 o, Botarica Bot prueha de Bruno ;) a
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2. View the process you want to print and click on the "Edit" button.

“." Process Flows CLASSES IDE DATASOURCES -+ CREATENEW

testing x Q

Name Description

(]
b
A
=]

1 @ Testing-flow Testing-flow

1-10f1

3. Click the "CONFIG" button.

e

.- 28 =) ————
({5:- CONFIZ );i}CLﬁ.ESES ;‘niE DATASOURCES /‘n’:ﬁ' PRINT ju i ™ CLOSE 3

: r_:’r: EXPORT )

o

4. Edit the name and description and then click on the "OK" button.

*Name: | Testing-flow-2

* Description: | Test 2

CANCEL n

Usage examples

® Usage example: implement a solution (without Cognitive Services)
® Usage example: implementing a solution with Cognitive Services

Usage example: implement a solution (without Cognitive Services)

Description

In this example, we will initially show a welcome message, then the chatbot will ask the user how it can help. The user will then ask a question,
the chatbot will determine whether the user asked something about their options and will show a message; if not, the chatbot will transfer the user
to an agent to handle their inquiry. All the basic activities of a conversation will be used.

Implementation

1. = Creating the first state.

a. We create the first state called "Welcome"
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* Name: Wélcome

* Description: | Welcome flow

CANCEL n

b. We then add a transition between the start of the process and the state we created.

£----[8%

Welcome

c. In the transition window, we add the event "New incoming" to indicate that it is a new entry.

New transition
* Event | New incoming i=1 wineomng,
Condifions:
& |- - =)\ g |; [=1]

Description

CAMCEL oK
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d. Within the "Welcome" state we add a Code Block activity.

= Main Welcome

~1 Interaction

@ Code

fd Code Block

B Declare variables

w | ogger

2 Middleware

e. Within the editor, we add the Lua code that will allow us to check at what time of day the client wrote to us. In addition, we save the
result of this activity as "message_result" for use later in the flow.

Edit: Code Block

1 local dt = reguire {“oz"}
F o 2 local time = dt.datef"+t")
Classes ) 3 )

gy

4x Lf time.hour < 12 then

5 return "Hello good morning, how can T help youl"
&

7 €lseif time.hour » 12 and time.hour < 19 then

8 returns "Gocd afternoon, how cen I help youl™
g

e else

11 return "Good evening, how can T help you?"
12 erd

13

Result: | message. result

tims

Descriti

g

L4

CANCEL n

]
f. We link the beginning of the state with the activity we created.

-]

validate message time
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g. Then we add an Interaction- type activity; choose "Send Message and Wait".

~£; Main Welcome

1 Interaction
@ Close Conversation
B Contact Form
E¥ Manage Process Data

B Send message

B Send message and wait
rephy

& Transfer

B Code

2 Middleware

-

h. We select the message type "Text" and enter the name of the variable created in the code block. This will send a message to the
client based on the time of day they wrote (which was detected and saved using the code block we created earlier).

New: Send message and wait reply

Message Configuration

Owimion | Ol

@ limessage_result data))

(©)

In the "SETTINGS" tab, we activate the option to show typing for 1 second. In addition, we add 1 retry in case of no response from
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the client, and a timeout of 60 seconds. We save the result in a variable called "user_response".

Message Configuration
Validation:
|
O Uszc "message” varibls to check received message &= valid. Return frue or false. Example: return mossage.toct — "ozt

Resul | user_response

Description: | Consult the usar

* Number of refries: @ 1 * Timeout {seconds): | @ G0

CANCEL n

i. We link the last activity created with that of the code block.

validate message time Consult the user

j. We add another code block to create the local variable "response”, to capture what the user wrote that is hosted in the variable "us
er_response.event.message.text" and we return the result that will end up being saved in the field at the bottom, "return_respon

se"
New: Code Block
I local resp = user_re:zp text
o 2 return response |
" . |
Classes )
HResult: | retum_response
Description: | Return response
. -
< I ————. 4
CANCEL n
]
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k. We link the last code block with the "Consult user" activity.

@8

validate message time Consuttthe user

Return response

I. In the transition window, we indicate that the variable "user_response.eventname" is equal to "NewChatMessage" to identify
that it is a response from the user.

Edit transition

Condmons:

& v uBer_response sventname == |« | MewChaMsasags | - |_-||_|

Dizzcriphon

CAMCEL n

m. We select a new Send Message activity; this new message will be sent when the user is timed out.

In the "MESSAGE - Text" setting, we add a text string indicating that the timeout has been exceeded.

New: Send message
Message Configuration
* Message type: () & Attachment () Template
@ I'm somy, waiting time timad out. @

In the "CONFIGURATION" tab, we check "Show typing" and add a description to the "Notification of Closure" activity.
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Message Configuration

Resull

Deccription: | Closure notica
CANCEL

n. We link the "Consult user" and "Notification of closure" activities.

1
1
Ii _ _
> <> :
validate message time Consult fhe user

D

Return response

o. In the transition window we set the event for the variable in the previous activity to " Timeout" to signal when the timeout has been

exceeded
Congitions:
3 - - | User_Fesponss eveninams = |~ 'TIrr_&eFL!r' 5 |_| _|
Descrpton:

CAMCEL “

p. We add a new activity, "Close Interaction”, to end this state.
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New: Close Conversation

Finalization Message: D 0 Must be configured on gooount messages a5 aufomaric.

Description: | Closure

CANCEL “

g. Lastly, we link the "Consult user" and "Close" activities.

Closurg*notice:

. Atz C Iiiiiese, o fiiiieee |

validate meszage time Consult gthe user Closure

D

Return-response
r. In both transitions we set the event for the variable in the previous activity to "ChannelClosed" to signal that the user closed the
chat

Edit transition

Copddions:

& | = = |} usar_rasponse.aventname = |~ | ChannelClosad [=1 + |

Diescrption

CANCEL n
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s. The design of the “Welcome” state will then be as follows:

Frocess flow > Testing-flow

@ PROPERTIES # copyY

£ Main Welcome

] Interaction
@ Close Conversation
B Contact Form
= Manage Process Data
B Send message

B Send message and wait
reply

& Transfar

i@ Code

2 Middleware

2. = Creating the second state

W DELETE @ (6 @(@@

C!osuanntioe
Ji’ﬁ _ > a > -

validate message time Consult fhe user Closure

D

Return response

a. We create the second state with the name "Options" and description "Options flow"

*Name: | Options

* Description: | Options flow

CANCEL n

b. We link the "Welcome" and "Options" states to generate the sequence of the conversation.

v Mew incoming

Welcome

c. In the transition options we set the event to "No event".
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|. IG Contetvarmbly  cvent - { name : NoErent

| *Event | No event

Condrions:

S - -

Description:

d. We go to the "Options" state and add a new "Declare variables" activity.

£ Main Options Welcoms

~1 Interaction

@ Code

£ Code Block

B Declare variables

v Logger
2 Middleware

e. We add an array that contains phrases referring to different ways of asking about options.

Vanablea:
% | sayOptions Auray [ % (@ mau &I =0E] ‘
& (@ osfians :;
4 (@ what options are there? (=

Descriction.  Initialize
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f. We link the "process start" with the "Initialize" activity.

H- -

Initialize

g. We create a class to be able to remove accents.

> Class Helper - Method RemoverAcento

(@ vurucare (W veiere ) # rename ) |
>
{} Demo Parameters
{} Dian self  +
{} Helper Gods. - B
I 1 lext = strine.lower({text) |
Add aftribute ?  local newTewt = string.gsub(string.gounitext, "s”, mge gy
3 newText = {stri 1)
4 newText - {= PRt
Mathods: 5 newText - (= £ 3 or
6 newText = cgsub{string.gsub(text, "d", "u"), ™47, "u")
A new i
e B return tostring{newText)

| % RemaverAcenta

o4 transformText
‘s ValidateOptions
Add methed

h. We create another method named "ValidateOptions" (1)

(2) We add the "text" parameter
(3) We create a "myObject" variable that instantiates the class containing the "RemoveAccent" method

(4) We remove any accents contained in the phrase entered as a parameter using the "RemoveAccent" method
(5) We state a local variable that is initially false

(6) In a "for" structure we do a search matching the phrase entered as a parameter with the array we created; if found, it returns
the status “true”
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(7) Otherwise, it returns “false”

Classes |IDE = Class Helper - Method ValidateOptions

m(ﬂ DUPLICATE )(‘ DELETE )Cf RENAME )

{} Demo - o .
arameters a
{} Dian =
self | text @ # +
{} Helper
Code
Add attribute
1 | Tocal myObject - classhelpers.feloers.new() el
= 2
Methods: 3 | text = myObject:RemoverAcento(text) B
4
a new 5 [lucal status = FalseB
&
* RemoverAcento 7+ for i, message in ipesirs{arrayOptions) do
8 if string.lower({message) == text then
g 9 status = trus
4, fransformText 18 return status B
11 end
12 | end
Add method 15 {

i. We add a new code block.

-

local user_message - return_response.dsta
local myObject = classHelpers.Helpers.new()
local status - myObject:ValidateDpticons (mescage user)

Classes )

(T SRR VU VR

return status|

Resuft  status_resuk

Descripfion.  Validate Options

GANCEL oK

j. We link the "Initialize" and "Validate Options" activities.

£ @ -0

Initialize Validate Cplions
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k. We add a new "Send Message" activity.

New: Send message

Message Configuration

¥ Message type: O & Attachment () Template

@ Thanks for vour attention. soon we will be
in contact.

I. We link the "Validate Options" and “Send Message" activities.

@ 0 B

Initialize Validate Cptions Send message
We add a transition.
Edit transition
Condifions:
& | w « | stafis resuft_data = |« |ftue . T| - | [

Descophon | Show options

m. We add a new "Close Interaction" activity to end the "Options" state.

Finalizafion Message: D 0 Must be configured on aocount messages as aufomatic.

Description: | Closure
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n. We link the "Send Message" and "Close" activities.

4 @8 —]==8 —a

Initialize

Validate Options Send message Closure

0. We add a new "Send Message" activity which will be shown when the result of the "status_result" variable is "false".

Message Configuration

* Message type: ) # Attachment () Template

(® !'m somy, | couldn’t understand vou. | will
transfer you with an agent holdon a
moment...

®

p. We link the "Validate Options" and "Send Message" activities.

¥ —@8 —]==8—a

Initialize

Validate|Cptions Send message Closure

Send message

g. We add a new "Transfer" activity for communications between the user and an agent.
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MNew: Transfer

* Destination: | Contact Center |~ | @) Send muterdction fo current campaign confuct center
Attention Level: | ()
Preferred Agents: | () Forbidden Agents: | @)
Priority: @ 0 * Action priority: | Overwrite value b4
ACD Wait Threshoid: []
Result: | transfer

Description: | Agent

CANCEL n

r. Link the "Send Message" and "Agent" activities

4 —@8 —O==8—a

Inifialize Validate|Cplions Send message Closure
)
Send message Agent

3. = Seeresults

@ Chat with us ¢ | R Chat with us @ Chat with us
- T I TR WO o A o) <F
Heliol ’
' Menu
" Good evening, ow.can |
| hetp oL Menu
Consianza - 1138
Menu . =
. Bend a message . Send a message : Send a message
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@ Chat with us - % | #® Chat with us - % | #® Chatwiih us
s oA i) o 2 B A4 o B oA ) o
Good evening Hella, good evening, | need 1o see my account
how can | help you? slatus, please
Hello, onod evening,
how can | help you? | need 10 see my account I'm soimy, bot | can'

stalus, please understand you | /will
transter vou with-an
agent Hold on'a

I nged 10 58 my account moment, pease:
sialus, please

@ Bend a massage e Eand & message @ Send a message

Usage example: implementing a solution with Cognitive Services

Description

In this example, initially we will display a welcome message; next, the chatbot will ask the user what help they need. The user will have to ask a
question, which will then be sent to the LUIS Cognitive Service, which will return values based on confidence level. Chatbot response messages
are based on providing information about the Azure cloud, which will be categorized by entities, i.e., the chatbot will know when the user needs
information about: free Azure account, student account, Azure pricing or any general information. It will also know how to respond to greetings

and thanks.

Implementation

1.  Creating the first state.

a. First we create the flow.
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New Workfiow b 4

|:| Import flow

* Mame:

Solution_with_cognitive

« Description:

Solution with cognitive chatbot

Type:

Web Chat Bot -

CONFIRM CAMCEL

b. We create a state with the name "Welcome" and the description "Welcome flow"

*Mame: | Welcome

_-—
* Description: | Welcome flow

CANCEL “

c. We link the process start with the "Welcome" state.

d. In the transition window we indicate that it will be the "New incoming" option to notify it that it is a new entry.
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| *Event | New incoming - |ﬁ Confo perabi  ovent = | namme : Neusneomng

Conddinns:

& - £ = -

Descriplion
CANCEL n

e. Within the state that has been created, we add a Code Block activity.

« See code...
We state variables that obtain properties from the date and time functions.

Once the date and time have been captured, we set the conditions using “if”, “elseif” and “else” statements to display a
welcome message according to the time of day.

The result field is the name of the variable in which the final message will be saved, (message_result). It is important to bear
this variable in mind for the next interaction.

The Description field is a description of the activity that will be displayed in the diagram.
local dt = require ("os")
local tinme = dt.date("*t")

if time.hour < 12 then
return "Hol a buenos dias. Conmp | e puedo ayudar?"

elseif tine.hour >= 12 and tine. hour < 19 then
return "Hol a buenas tardes. En que |e puedo ayudar?"

el se

return "Hol a buenas noches. Conp | e puedo ayudar ?"
end

f. We add a transition between the code block and the process start.
- —_
o

f%--- I

Validate message

g. We add a "Send message and wait reply" activity. The activity’s options will be shown. In the MESSAGE — Text option, we add the
message that the previous “Code Block” activity returned with the “message_result” variable, adding “.data” enclosed in double
brackets. {{message_result.data}}
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New: Send message and wait reply
Message Configuration
* Message type: (O & Attachment O M Gallery QO =wust
| @ Umessage resultdatal} @

ADD BUTTON

ADD QUICKREPLY

In the following "CONFIGURATION" tab, we indicate whether we want the chat “typing” icon to be shown, the number of retries,
and timeout. The user's response will be saved in the “Result” field.

Mew: Send message and wait reply

Message Configuration

7
Show Typing * Typing Seconds: @ 3 N

Yalidation:

1|

O 225 "messege” variable to che: civred message iz velid. Return true or false. Eonmple: refurn message.text — "test”

Result | response_user

Dizccription” | consul user ) v

h. We add a transition between the code block and the Send Message activity.

J‘i—r—--- .

Validate message consult user
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i. We create the "response" local variable to capture what the user wrote that is stored in the "response_user.event.message.text"
variable and we return the result that will be saved in the field at the bottom, "return_response".

1 local resp = resp > _user.event .Text
Z return responsel

Classes )

Resull  [eturn_response

Description: F.lelum responss

L

CANCEL n

j. We add a transition between the "Consult user" and "Return answer" activities

02

Validate message consult user

Return response

In the transition window we indicate that the "response_user.eventname" variable is equal to "NewChatMessage" to identify
that it is a response from the user.

Conditiona:

N | = | = ]respcmse_usete\nenmame | = |« I‘New(‘.helﬂn‘essagé' | i |__ |_|

Descripinn

k. We add a new Send Message activity. This new message will be sent when the user is timed out.
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Message Configuration
* Message type: (O # Attachment O M Gallery QO =ust
(® 'm sormy. fimeout has been ran out. @

ADD BUTTON

ADD QUICKREPLY

In the settings tab we add:

Message Configuration
Show Typing: * Typing Seconds: @ 3
Result

Description: | Closure notice
I. We link the "Consult user" and "Notification of closure" activities.

=l

{flusu ﬂ notice

1

1
€ — (] —F
Validate message consuft user

>

Return response

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

In the transition window we set the event for the variable in the previous activity as "Timeout", to determine when the timeout is

exceeded.
Conditions:
& v T |respanse_usere-\|eniname |== . |"Trmenut" | |- : :
Descripfion:

e, [

m. We add a new activity, "Close Interaction”, to end this state.

New: Close Conversation

Finalization Message: D 0 Must be configured on account messages as aufomatic.

@ 0 75 not sef then will be sent fo contart address,

Description: | Closure

CANCEL n

n. Lastly, we link the"Consult user”, "Notification of closure"and "Closure"activities.

ciamTuﬁoe
gy JSIEY m IS — | o

Validale message consuft user Closure

D

Relurn response

In the transition window we indicate that the event for the variable in the previous activity is "ChannelClosed" to signal that the
user closed the chat.
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Conditions:

& | = | = | response_ussreventname |:¥

“ChannziClosed” | - - =

Deescripfion

CAMCEL n

0. The design of the Welcome state will be then be as follows:

)

Closurg notice

e

el
L damand 1 0

Validale message consujt user Closure:

L
ﬂ

e o ———

D

Relurn response

2. = Creation of the cognitive model in LUIS

a. We will create a new cognitive service with the name "Azure Information" and the description "Information on Azure" and "Spa
nish" for the culture.

CONHGURATIO

. Constanza DOdorico

Administration = & Create Cognitive Service  Application Information CANCEL CONFIRM

ckets

Attention Capability

4 Outgoing Accounts + Mame: Descrtion
Azuralnfoimation Azure (nformation

Spell Checker
= Cuftuse:

English -

Signatures

houting Groups

@ Coonitive Services (@)

Apphcat
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b. Four intents were created: "Greet", "Thank", "MeetAzure" and the default one, "None"

. Eousiaves Btintecy N CONFIGURATION
Onine No ACD |=
Administration = Edit Cognitive Service Azurainformation = Intants +  ADD INTENT
Mame
1 Hong (3]
2 Grest 1] & o
fing Groly 3 ToThark o & m
L] Meetd rure . (] £ o
. 1-40f4 1
tert
c. Phrases for the "Greet" intent.
Utterances Suggested Utterancas BACK TO INTENTS
Utterances Text Suggested Intent Predicated Intent
1 hetlo , someone ? Mot trained = E) Eﬂ
2 gocd evening Mot trained e 93 |
3 gocd moming Not trained = S 2 7|
[ helio Mot Lrained = @ ]j_T_[
5 ki Mot trained = @ [?_T.[
B hello how are you 7 Mot trained = b ]m

1-bof & 1

d. Phrase for the "Thank” intent
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|tterances Suggested Utterances BACK TO INTENTS
Utterances Text Suggested Intent Predicated Intent
1 thanks for everything Nottrained =2 o m
2 thanks for the support Not trained = E} @
3 you helped ma Not trained — b E]
4 very thankful Nottrained 2 o o
5 thanks for the infermation Not trzined = O m]
[ very kind Nottrained = o jm|
7 thank you so much Nottrained = S o

e. Phrase for the "MeetAzure" intent.

|tierances Suggestad Utterances BACK TO INTENTS
Utterances Text Suggested Intent Predicated Intent
1 azue services Wot trained =2 b E
1 azure Info Not trained =4 o (0]
3 price Not trained = 93 o
] i want information on azure prices Not trained = S W
5 what is tha price of azure ? Nod trained = 9 o
b what are the prices of azwe ? Not trained =4 < o]
7 what is the price ? ot trained = 93 0]
f. Entities
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Administration = £ Edit Cognitive Service Azureinformation > Eniifies ASSIGN PREBUILT ENTITY 4+ AanpenTiTY
iy Outgoing Accounts
Name Type
Checker
1 price Himple & ]
# Signatures
2 student Simple & o
Reuting Groups
3 free_account Simple & ]
® Cognitive Services (3)
13072 < 1

Apalication mtoTmaton

3. = Creating the second state

a. We will create a new state named " GetIntent" and link it to the Welcome state.

s ¥ { Sp

———

Welcome Getlntent

We set the event to "No event"

I *Event Mo event

Condiions:

Diescription

b. Go to the "Getlntent" state and add a new "Execute LUIS API" activity to integrate the solution with the Cognitive Service.

Cognitive Services App: We select "Azurelnformation" as our cognitive model.

Message: This is the variable that contains the user's query configured in the previous state, “Welcome”, in the “Return
response” activity.

Result: This is the name of the variable in which the result returned from the Cognitive Service will be stored.
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Mew: Execute NLU API

*NLU LUIS App: | Bot 4 72 |-

*Message: @ return_response.data
Result | intent luis

Description: | evaluate intent

CANCEL n

c. Link the process start with the "Execute LUIS API" activity

jf"'Iéb

evaluate intent

d. We add a new “Code Block” activity to capture the intents returned by the Cognitive Service.

In the Lua code editor: We state a "score" local variable to capture the intent's confidence score provided by the Cognitive Service
based on the user’s inquiry.

Then we set the condition that the confidence level is equal to or greater than 50%. This is part of the recommendations, to set a
conditional acceptance limit in order not to combine certain phrases that have some minor similarity with an intent. This improves
cognitive model training and the appropriateness of the inputs for it.

If the level of confidence complies with the 50% acceptance limit, we return the intent provided by the Cognitive Service; if not, we
consider that it does not understand or that the intent is "None". The result will be stored in the "luis_intent" Result field at the
bottom of the Lua code editor.

Hew: Code Block
1 1lpcal score = intent_luls. topScorlngintent.ccore
"l el 2
Classes P 3+ if score 3= 8.5 then
5 return intent_iuis.topScoringIntent. intent_Luis
5. else
& return "None™
7 end |

Result | luis_intent

Description: | retum intent
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e. We link the last two activities.

¢ o

evaluate intent return intent

f. We add a new "Code Block" activity to capture the entities returned by the Cognitive Service. Remember that chatbot responses
will depend on the entities that are captured in the user's inquiries

In the Lua code editor, we add the "my_entity" variable to capture the entities returned by the Cognitive Service that are hosted in
"intent_luis.entities". Lastly, we return the entities with the "luis_entity" Result field.

New: Code Biock

1 1local my_entity = intent_luic.entities
2

Classes 4 3 return mpentity

Resull | luls snlity

Descrpfion: | retum entities

CANGEL n

g. We link the last two activities.

....
4 —®
r | [ ]

o--0O0--o
evaluate intent return intent refurn entities

4. - Creating the third state

a. We create a new state called “Generallntents” where we will manage the “Greet” and “Thank” intents.
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b. We link the "Obtaininformation” and "Generalintents" states.

A s My v ¥y - - - | ¥

Welcome Getlntent Generallntenis

c. In the transition window, we set the intent returned by the Cognitive Service to "Greet" or "Thank".

New transition
® Event | Mo event 3
Condifions:
2 | = | = | luis_intentdata = =\ | A= i |
®for |~ |~ | luia_intent data = = (“ToTnank | SIS
Descrphion

d. We go to the “Generalintents” state and add a new “Code Block” activity in order to distribute the responses according to the intent.

In a local variable we capture the intent and condition response messages accordingly, returning the message with the "response_
intent" Result field at the bottom of the Lua code editor

1scal lntent = lule lntent.data

1 |
Classes (4) = P
fegtonzinic- e 3= if intent — "Grest” then

4 return “Hello, how can I help you?”
3 else

& return "I om here to help you"

7 end!

Resuf  response_intent

Descriptaen: | Select answer

w0

e. We add a new "Send Message and Wait" activity to show the response to the user and to wait for it.

In the "MESSAGE - Text" option we add the message saved in the "response_intent" field together with ".data”
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New: Send message and wait reply
Message Configuration
* Message type: O () & Attachment O M Gallery O = List
@ {iresponse_intent datal} @

ADD BUTTON

ADD QUICKREPLY

In the "CONFIGURATION" option, we check "Show typing" and add a 60-second timeout to the result that the user has to provide.
This will be stored in the "moreHelp" field

New: Send message and wait reply

Message Configuration
Shaw Typing: *Typing Seconds | @ 3
Validation:
>= 4
O tses message’ variable to check recetred message i5 valid, Rearrn tris or fakse. Example: TOUTR Messagetid == "Test
-
Fesult | mareHelp
Descriphion: | Show message =

= -

f. We add a new “Code Block” activity to capture and return the user's response.

In the Lua code editor, in the “resp” local variable we capture the user's response and return the “return_response” Result field.
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1 local resp = moreHslp.event mescage. text
N Fa 1. return respl
Classes g

Resolt  rstum_response

Descnpien: | Return response

= -

g. We link the "Show message" and "Return response" activities.

4w &

Select answer Show nlessage

Return response

We also set the event of the "moreHelp" variable in the "Show Message" activity as "NewChatMessage" to indicate that it is a
message from the user

S = |=  moreHelp eventname == |= |"NewChaiMessage” |

Daccrigion: | user responce

caniceL n

h. We add a new "Send Message" activity to show a message to the user notifying them that they have been timed out.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Message Configuration

) M Gallery QO =ust

@ Lm somy vaiting tme hasbesnan ot (@)

ADD BUTTON

ADD QUICKREPLY

In the "CONFIGURATION" option we add a description that will be shown in the diagram.

Message Configuration
Show Typing: * Typing Seconds: | (@ 3

Result

Deccription:  closure nofice

CANCEL n

i. We link the two activities, "Show Message" and "Notification of Closure".

closurd notice
|
|
£ — (] — B
rd (L]
Select answer Show message

USET regponse

D

Return response
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In the transition window we set the event for the "MoreHelp" variable as " Timeout".

Condilions:

3 - - | moreHelp eventiname = |= | TTimeou" - || =

Descnpbon;

GANCEL n

j. We add a new “Close Interaction” activity to end the conversation when the timeout is exceeded or the user closes the chat.

closurg' notice Closure

€ (o) -
7 ﬁ _ha
Select answer Show message

User regponse

D

Return response

k. We link the "Show Message" and "Close" activities to end when the user closes the chat.

49— -8

Selac! ansvner Show massage

USET FeppOnse

D

Return responss

In the transition window we set the type of event for the "moreHelp" variable as "ChannelClosed"
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Edit transition

Condiions:

& - = | moreHelp.eventname == | = | "ChannelClosed” - |_!|_|

DEsCnpon
CANCEL n

I. The "Generalintents" state will end up looking like this:

Mme
=
t:tacsurTnuctice Closure
/f —— —_— %__,

Select answer Sho SSA0E

USEr regponse

D

Return response

m. We inversely link the "Generallntents" and "GetIntent" states because the "Generallntents" state returns an inquiry from the user.
This we then send to the LUIS Cognitive Service for assessment and for it to give us a new intent as a result.

ke

- w--0--0
- G.enenﬁ.inmnls

r

-
New incoming He event %ﬂ

Welcome Getlntent

In the transition window we set the Event field to "No event".
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*Event:  No event

Gonaflona:

o - -

Dies.cription:

« Creating the fourth state
a. We add a new state called "MeetAzure"; here we will handle the information from the Azure cloud.

b. We link the "GetIntent" and "MeetAzure" states.

%

Generallntents

jg Mew incoming IQ Mo event lﬁ

Welcome Getlntent

We set the event to "No event" and the name of the intent returned is "MeetAzure".

New transition

“Event | Noevent | = () Contest varabic
Condfions:

e - « | luis_intent dats == |« 'Meethzure"

Description

c. Inthe “MeetAzure” state, we add a new “Code Block” activity to handle the responses.

In the Lua code block:
[ ]

We add a "number_entity" local variable to obtain the number of entities returned by the LUIS Cognitive Service.
L]

First we determine whether there are any entities and then classify responses according to the type of entity. There are various

answers which depend on the user’s inquiry; if there are no entities, we display the general information about the Azure cloud.
® \We store the message in the "result_entity" and add the description "Validate Entities"

Remember that entities allow you to capture those important words and change the context of the conversation.
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1 Iocel numper_entity - Sluis_entity.cotn
Alarent (d) S
Classes %S 3 i number_entity > @ then
5
5 Tocal type_sntity = luis_entity deta[1].type
&
i If type_entity == "student™ then
8 return "Start cresting the future with ature for students. link: *
:3
18 elseif typs entity == "price” then
b | return “ConFigure the progucts and colculate their casts. Iink: =
12
13 else
18 return “Create your free account today. Linki “
15 end
16
17 elze
18 return "Turn your idess into results. For mare information go to:
18 end

Rezult | result entity

Descripbon. | vaddate enkities|

d. We add a new "Send Message" activity
In the option "MESSAGE - Text", we add the variable "result_entity" that stores the message to be displayed.

Message Configuration
* Message type: (O & Attachment ) M Gallery O =ust
@® {result_enity.datal} @®

ADD BUTTON
ADD QUICKREPLY

e. We add a new "Close Interaction" activity to end the conversation once the answer is shown to the user.
f. The “MeetAzure” state will end up looking like this:

N"
’ﬁ — KD e
7
validate enfities Send message Closure

5.  Creating the fifth state
a. We add a new state called "DoesNotUnderstand" to handle the "None" intent which refers to the fact that the Cognitive Service
could not identify an intent conditioned by an acceptance limit of at least 50%.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

b. We link the "GetlIntent" and "IDoNotUnderstand" states.

Generallntents

No gvent

W L
P JSEIRmSS , WERRRERLY, W
v MNew incoming Moevent | =~
B--E--E =
Welcome Getintent .

Mo event = ‘a

- MeetAzure

%

DentUnderstand

We set the event to "No event" and the intent of the "luis_intent" variable to "None".

New transition
| *Event | Mo event - lo Covideef purfoble  event = nome : NuFLent |
Condiions:
. | | = [fluis_intert dats = [+ None 0 |_ |_|
Descrption

c. We go to the "IDoNotUnderstand" state and add a new "Send Message" activity.

We add a message stating that the chatbot does not understand and that it will transfer the customer to an agent.

Mew: Send message

Message Configuration

* Message type: () ¢ sttachment ) M Gallery QO =wust

@ Im sermy. | couldnt comprehend. Imgoing (@)
to transfer you with an agent. hold on a
moment please...

ADD BUTTON

ADD QUICKREPLY

d. We add a new “Transfer” activity to connect with an agent.
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¥ Destination: | Contact Center | 'r 0 Send inferaction to crrrenf campaign confact center.
Attention Level: @
Preferred Agenis: @ Forbidden Agents: @
Priority: @ 0 * Action priority: | Overwrite value -
ACD Wait Threshold: [_]
Result  transfer

Description: | Agent

CANCEL “

e. The state will look as follows::

i x@i
r —_— —_—
7 ad

Send message Agent

f. Our design for the entire solution will look like this:

%

Generallntenis

Mo gvent

IR , WSS , 5 J g
v New incoming a Hoevent a Ho avent a
Welcome Getlntent Meettzure

Mo gwent

%

DontUnderstand

6. * Results
Chat captures:
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@ Chat with us w | @@ Chat with us

§ 0 La conversacion ha terminado.

How do | get an azure -
student account?

Hello, good moming

Helio, how ean | help

you? Start creating the future
e with Azure for Students.
U dflsa - 3 L“_IK:
nips fiazure. microsof.c
- omies-esires/students -

@ ISend a message Send a message

@ Chat with us 1 @® Chat with us

a8 49 & a5 U &

0 La conversacion ha terminado. 0 La conversacion ha terminado.

F

What is the price of azure? - | want information on
Azure, please.

Configure Azure

products and calculate Let your inner inventor

your costs. Link: tum your ideas into

hitps:/lazure microsoft.c results: For more

om/es- information, you can

es/pricing/calculator - enter the following link: b
Send a message Send a message

Administration of the Outbound Engine

What is the Outbound Engine?

How to access the Outbound Engine
Outbound Processes

Importations

Importation Formats
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¢ Contacts
® Exportations
® Exportations layouts

What is the Outbound Engine?

The Outbound Engine service is responsible for establishing interactions with contacts.

The administrator has the option to configure lists of contacts to obtain a segmentation. The service chooses the required lists of contacts
according to the previously established directives, and communicates with contacts using a specific service.

Related Articles

! How to layout an Exportation

E How to create an Importation

E How to set up dialing by percentage of batch
E How to recycle Batches of Contacts

E How to create Contacting Rules

How to access the Outbound Engine

1. Go to the Configuration section of the OCC.

| CONFIGURATION Ib SUPERVISOR

Campaigns

2. On the menu from the side bar, select 'Outbound Engine'.

Constanza DOdorico

Online Mo ACD |-

Administration

Outbound Engine

Reports Designer
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3. Once in the section, we will see a new sidebar with its menu.

Ouribound Engine M Processus soitaniy 4 cmant nem

R IMgonasn

fame Slatus Campaign Actien fuls Active Contacts Losdes
= Impoilatisnt Format ; ® sk A a £ |
B Contacts i 28 ® " F— o £ a
£ Expoetgtioes i e (=) [ Lo LU b & B
. Exportatioes Lapout & ar (0] i Lk =3 - |
§ 3 = & B
" | (=) It e & B

Related Articles

! How to layout an Exportation

! How to create an Importation

! How to set up dialing by percentage of batch
! How to recycle Batches of Contacts

! How to create Contacting Rules

Outbound Processes

How to create an Outbound Process

How to create Contacting Rules

How to create Batches of Contacts

How to recycle Batches of Contacts

How to set up dialing by percentage of batch

How to create an Outbound Process

Once the Importation of Contacts to the platform has been carried out, it is possible to generate an Outbound Process (automatic dialer).

To generate an Outbound Process, follow these steps:

1. Access the Outbound Engine
2. Go to the section Outbound Processes
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Outbound Engine = Processus sortants 4 CREATENEW
B Processus sorfants | et Q
A& Importatons Name Status Campaign Active Rule Active Contacts Loaded
—« Importations Format i 5 @ ag fonica 21 0 & o
& Contacts 3 29 ® . oficina O £ M
£ Exportations 3 aileadey ® atiand 7 A [> & m
2 Exportations Layout 4 CIC_asro ® Nane WA (B3 P

3. Click the 'New Process' button to display the following screen:

New Outbound Processes CANCEL

Name: * Engine Service + Engine Type:
- -
+ Max Retries Per Day: Max Retries Per Contact Contact Window Minutes:
5 12 12
Contacting Rules @ <4~ ADDRULE
il No rules found

Automatic outbound process

To configure an Automatic Outbound Process, it is necessary to fill in these fields:
Name: indicates the name that will identify the process.
Engine Service: here the administrator will choose the service from which the outbound process can be executed.

Engine Type: In this field, the administrator will indicate what engine type the process will use. It could be a Phone Call
Engine, a Mail Engine, or an SMS Engine.

Max Retries per day: indicates the maximum number of calls that the system is allowed to make each day.
Max Retries per contact: indicates the maximum number of calls that the system is allowed to make to a specific contact.

Time window: the number of minutes that the system stores the contact you are calling in its cache. For example, if the
system is dialing at a rate of 5,000 calls per hour, and the call window is 30 minutes, the system will have 2,500 contacts in
memory.

) Aifter completing these fields, the administrator must choose a Contacting Rule from the list below.
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3

b

" Contacting rules

b

L

a. You must create contacting rules for each outbound process.
b. The rules created will appear in a list.

Contacting Rules @

Priority Schedule Description

1 ColiegedCo

€3 In order to change rules priority you can drag and drop the rows.

= ADDRULE
g m
& m

4. Click the 'Create’ button to enable the management of Batches of Contacts.

Lots de contact

# No Batches found.

) The batch created will appear in the list as follows:

Lots de contact

Valid Valid

Name Fram Until Contacts
1 @ 2010 2020-10-20 20210430 2
2 @ E‘“C-PO 2000-01-01 2020-01-01 a

5. Click the 'Update' button to save the process.

Related Articles

! How to layout an Exportation

! How to create an Importation

! How to set up dialing by percentage of batch
E How to recycle Batches of Contacts

E How to create Contacting Rules

How to create Contacting Rules

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!

Remaining

== ADD MANAGEMENT

<= ADD MANAGEMENT

%
Percentage



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

A Contacting Rule is a set of procedures that the system will carry out to contact clients.

To create a Contacting Rule for an Outbound Process:

1. Click the 'New Rule' button.

New Outbound Processes CANCEL m

- Name: Engine Service: + Engine Type:
v -
* Max Retries Per Day: + Max Retries Per Contact ~ Contact Window Minutes:
5 12 12
Contacting Rules @ =i~ ADDRULE
H Mo rules found

2. Enter the schedule and description of the new rule.

+ Schedule: Description:

Schedule: the administrator can create a new schedule for calls or use a previously created schedule.

£3 In any case, there must be an assigned schedule for each process.

How to add a new schedule

To create a new schedule, follow these steps:

a. Click the button located on the right of the dropdown.
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- Schedulz Name:

* Moy Daye * From: & T
v [ setall day 30170 0000 +
Sunday: |}
Monday: 0]
Tuesday: |} ==

CANCEL COMFIRM

|
Rule scheduler
Schedule name: represents the name that will identify the rule.
Schedule global settings: Represents the operating schedule of the outbound dialing
campaign.
Spacial Days List @ 4+ ADDSPECIAL DA
#Action Type
Add day range -
* Desciipiton: Date: * Tima fram * Time to:
Erter desciinlion 011015 @ [ setalicay o000 20.00
COMFIRM CONFIRM & CONTINUE CANCEL

£ No Special Oays Found

Non-standard days

Non-standard days are days that overwrite global settings.

Add day range: Used to indicate the date/time that the process will be active.

Override configuration of day: If we use this option, the chosen dates will have a special
working schedule that may not coincide with the normal working hours of the outbound
engine.

Day exclusion: Here you can configure the days when the outbound process will not be
running, and you can clarify the reason for this (public holidays for example)

b. After completing the configuration of the schedule, click the 'Create' button, or 'Create & Continue' to
generate another.

Description: enter a brief description of the call schedule. For example: "Only Wednesday", etc.
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3. Select the contact destinations that the process will use to communicate with the client, the order and maximum retries per destination

Destinations Drag and drop the rows in the order you prefer to have them arranged

D Destination Name Max Retries

1 FAX 3
2 HOME 3
3 CELLULAR 3
4 OFFICE 3

In order to change rules priority you can drag and drop the rows.

4. Configure specific actions to take when the process encounters various situations.

Actions @ - NEW ACTION

Current Actions

1 When the interaction returns PREVIEW_CAMNCELED, call SAME_ADDRESS in 120 Minutes. 59 m
2 When the interaction returns Link Down, call SAME_ADDRESS in 30 Minutes. ed [
3 When the interaction returns Abandoned, call SAME_ADDRESS in 5 Minutes. & 0]
4 When the interaction returns Number in Black List, cancel interaction. Address will be invalidated: & D]
5 When the interaction returns No Answer, call NEXT_OM_LIST in 120 Minutes 59 m
Actions
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Here it is possible to configure new actions, once configured click the 'New Action' button to add it to the current ones.

S<C ~0W=0TO0533 _X_—._."Q wDOOTD

Do T

Action:

New Action

- If Returns: - If Confacting:

| | -
Action
Cancel »

D Invalidate Address D Retries are Affected

D Change Contact Priority D Execute Process
* By: Process: Arguments:
I
~ Si retorna
. Abandoned
. Answering machine
. Busy

. Call Rejected

. Call Rejected by Endpoint
. Can't Route to Endpoint

. Config error

. Congestion

. Connected

Fax

. Handshaking failed
. In Progress

. Indirect contact

. Invalid use network

Dropped connection
Network Error
No Answer

. Normal Call End

. Blacklisted number
. Protocol Error

. The contact died

. Number Changed
. Cause Unknown

~ Contactando

Home
Fax

. Cellular
. Office
. Any Destination.

Represents the action to take if it is fulfilled: returns x contacting y.

5. Once the actions have been configured / selected, click the 'Add rule’ button.
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Related Articles

! How to delete a rule

! How to edit a rule

E How to define a new rule

E What are the rules for?

! What are notifications and what are they for?

How to create Batches of Contacts

Batches of Contacts are groups of contacts that share common characteristics.

Ejemplo
If the campaign should focus on people from country "X" who own a cellular phone, the administrator will create filters that will serve the data

base.

These batches are usually used to create an Outbound Process.
To generate a new Batch of Contacts, follow these steps:

1. Go to the article How to create an Outbound Process and complete it up to point No. 5
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2. The batch administration window looks like this

_, _' v Baved Filters: @

Filters

11 No Filters found

ADD NEW

Contacted Date

D Exclude Already Contacted Starting Date

Contacts

il No Gontacts found
[] Exclude Duplicates

Contacts with conditions applied above

Actions for matched contacts:

Data Source

Here you must choose the source of the contacts to be used, the contacts must have been imported previously.

~ Origen de datos
Contacts from the database: the source of the contacts is the group of contacts imported into the data base.

) Use this option if you want to create a new batch of contacts.

Current Process Batches: to work on a batch of contacts created previously.

Saved Filters
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a. If afilter has previously been created, it can be used by selecting it from the "Saved Filters" list.

b. If not, then a filter can be generated from scratch. For this, it is necessary to generate the conditions that the contacts
must meet to be part of the batch.
i. The first condition must be entered without any operator at the beginning. That is, the first field on the left must be
left blank.

ii. The rest of the conditions must be entered according to the batch requirements.

) 'fitis necessary for the contacts to meet more than one condition, the following conditions must
start with the "AND" operator. If, on the other hand, it is necessary that the contacts comply with ONE or

ANOTHER
condition, the second condition must begin with the operator "OR".

iii. Click the "Add" button to append the condition to the filter..

Filtars
Logical Operator Pareninesss: Flakil Nae: Operaio Fiekd Value Pareniheses
- - -
CREATE CREATE & CONTINUE CLOSE
0 FItars Toars

iv. Once all the conditions have been configured, click the ‘Retrieve' button for the system to identify the contacts that
comply with the filter and complete the list with these contacts

Filters
Cperator ( Field Condition Value )
1 kecount Officer equal £ m
ADD NEW SAVE
= =
Contacts
Identifier Name Campaign Provider Last Import
1 E039332CC07847519A801 EDAFDOSEB0A Cliente 1 salisnteparacollege
1-1 of many 1

3. Configure a specific process for the data obtained.
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Contacts with conditions applied above

Actions for matched contacts

Create New Batch -

+ Batch Name: Batch Priority

Lote_verano 1

Start Date: End Date

2021-10-18 2021-10-19

+ Contact Base Priority; Contact Top

op;

I:l Custom Dialing Order

Action: In this case the administrator can choose to create a new batch of contacts.

) f you want to recycle a batch of contacts, see the following article: How to recycle Batches of Contacts

Batch Name: The name that will identify the new batch of contacts.

Batch Priority: Indicates the importance of a batch in relation to the other batches.

Ejemplo
If we wanted to call clients with higher debt levels first, we should create a batch with them, to which we would assign a
higher level of priority.

Start Date: Since each batch can be valid for a period of time, there must be an indication of when the validity period begins.
End Date: Indicates when the validity period will end.

Base Contact Priority: The basic priority for the contacts that make up the batch.

) The contacts with the highest priority are called first.

Custom Dialing Order: If this option is activated, the system will not randomly call the contacts, but will make the calls in a
certain order.

Order By Field: Indicates which field the system will order the contacts by.

The Base Contact Priority is the place the contact occupies in the outbound call list. This field is related to the "Order by
Field" function.

Call Smaller First: If this option is activated, the system will call the contacts in ascending order.

Ejemplo
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If the field chosen to order the contacts is "Number of transactions in the last month”, the system will call the clients with
zero transactions first.

4. Once the batch is configured, click the "Save" button to save the changes made.

Related Articles

E How to layout an Exportation

! How to create an Importation

! How to set up dialing by percentage of batch
! How to recycle Batches of Contacts

! How to create Contacting Rules

How to recycle Batches of Contacts
In this article you will learn how to recycle Batches of Contacts.

Before you can recycle contacts you must create Batches of Contacts.
So, to recycle Batches of Contacts:

1. Go to the Batches administration panel.

2. In the "Data source" section, select the option "Current Process Batches".

Data Source Saved Filters:

Current Process Batchs v

3. Set the filter to "Retrieve" the contacts you want to recycle.

Contacts
Identifier Name Campaign Provider Last Import
1 ED39332CCD7847519A201ED4FDO6E20A Cliente 1 salienteparacollage
1-1 of many 1
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4. Select "Recycle contacts” in the option "Action to apply to matched contacts".

Contacts with conditions applied above
o T e i

Recycle Contacts w

£ 1f you want to recycle the contacts so that they are redialed, just click the 'Execute’ button, since the 'Reset Retries' box will be
checked by default.

Schedule Activation: If this option is checked, it will be possible to choose an activation date.
Activation Date: Schedule activation date, contacts will resume automatically on that date.
Assign agent: If this option is checked, it will be possible to assign those contacts to a specific agent.

Agents: Enter the first name of the agent to whom you want to assign the contacts.

Reset Retries: It will reset to "0" those retry counters for each contact.

5. Click the 'Update' button to apply the changes.

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to set up dialing by percentage of batch

The administration of percentage per batch allows the system to specify from which batches your contacts should be taken for dialing and what
percentage of each batch.

The Outbound Engine will take contacts from these batches, maintaining that proportion during the operation.

Some contacts do not apply for this collection criterion, such as contacts that have a reserved agent, or with a later rescheduling date, since you
have configured specific behaviors for them.

For example, if you have three batches configured as follows:

1. Batch A: 50 contacts - at 50%
2. Batch B: 150 contacts - at 50%
3. Batch C: 200 contacts - at 0%

And the Dial Engine needs to call 150 contacts; the first batch cannot cover the 75 contacts it must raise (50% of the 150 contacts), so it will take

the 50 contacts from batch A, 75 contacts from batch B and the remaining 25 contacts from batch B and C, that is, from whichever batch it can
get contacts to complete the 150 contacts required.

The 0% of batch C is because it does not have a %, but it is enabled for contacts to be taken from it if they cannot be fulfilled from the
other batches.
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The percentage that is assigned to each batch does not represent the percentage of each batch individually (for example, 50% of the 50 contacts
in Batch A), but rather the percentage of how many calls the outbound engine makes should take contacts from each batch (50% of the calls are
made with contacts from Batch A and another 50% with contacts from Batch B).

To assign participation percentage to a batch:

1. Click the 'Edit' button in the corresponding batch row:

Lots de contact == ADD MANAGEMENT
Name g?;:_: E;Itl:ii Contacts Remaining ;'Ge rcentage
1 @ 2010 e e 2 0 s mj
e | BOmOm o o m[p]| o
» @ | B om om : p s ®

2. Indicate the percentage value to assign for that batch:

Enzia Change Perind

g From = Wik L
2021-10:18 =] 2021-10-18 =

[] Enatie tnzreane vains Enalsie Peicentige Yake
NCIRRER W ELE Fescomniage Value

Erder the vahue

]

ik
i

CLOFE COMTINLUE

3. Click the “Update” button to save the data.

The possible values for the percentage (point 2) are the following:

® -1: Used to disable the batch. If the value of the batch is -1, it is not used to provide contacts to the Dial Engine.

® 0: Indicates that contacts are to be taken from that batch but without a specific percentage. If all the batches have a value of 0,
contacts are taken from them without considering any particular percentage.

® Percentage: Indicates that the stated percentage of calls made should be taken from that batch.

/. Note
No more than 100% can be allocated to the distribution of the batches.

Related Articles
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! User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Importations

® How to create an Importation
® How to perform Field Mapping

How to create an Importation

It is necessary to generate a .csv file with the data to be imported
This file must contain the data to be entered (Contact name, phone number, etc.) separated by commas.

To make it easier to distinguish between columns, we recommend using a spreadsheet application (e.g. Excel) to enter the data.

To generate a .csv file for an importation:

1. Enter the data separated by commas

Example:

A B C D E F
|Name,Office_Phone,Mobile,Plan
|Fernando Lopez,094554875,094552124, 80 Megas
|José Gonzalez, 093844123, 095345768,80 Megas
|Raul Blanco,094473123,093345567,80 Megas
|Maria Delgado,095551236,094658849,80 Megas

[ T O IR S S I U T

2. Save the file in .csv format

Once you have your .csv file loaded with the data to be imported, follow these steps to create an Importation:
1. Access the Outbound Engine
2. Enter Importations.

3. Click the 'New importation' button
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Constanza DOdorico

COMFIGURATION

Onéne Mo ACD |w

Outbound Engine

Importations <+ CREATE NEW

=P Processus sortants Bearct

Mame Status Data Provider

= Importations Format

> S 1110 @) nConcert

4p IMPORT CSV

4. Enter Name, Data Provider and File to import. Then, click the button to load the file.
Name: _ Data Provider ‘
Enter name

Enter pravider

File to Import:

Bookl.csy

5. Select or create Field Mapping.

Field Mapping:
FormEjeld - 59 + D Do Not Call These Contacts |:| These Contacts Are Clients

Check For Duplicates: On Duplicate Found:

b4
6. Fill out the data required to complete the new importation.
Field Mapping:
FormEjed - 59 -+ D Do Not Call These Cantacts |:| These Contacts Are Clients
Check For Duplicates: 0On Duplicate Found:
-
‘ ‘ Duplicate check
|
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Check for duplicate contacts from past imports.
~ Phone
It will search for duplicates in the phone field.

~ Phone and name
It will consider a phone to be duplicated only if the phone and name fields are identical.

= Contact ID
It will search for duplicates in the Contact ID field.

If there is duplicates

Actions to be taken if duplicate contacts are found.

~ Replace with new information
Replace the old record with the information from the new importation.

~ Keep old record of contact
Keep the old record containing the information from the previous importation

~ Add new info to old records of contact
When the system finds two contacts with the same ID, it keeps the current information as the main record
and adds the information from the new importation, without deleting any repeated information

~ Add new information to old contact
When the system finds two contacts with the same ID, it saves the new information as the main record
and adds the information from previous importations without deleting any repeated information.

Do Not Call These Contacts: If this option is enabled, the dialer will never call the imported contacts (blacklist).

These Contacts Are Clients: Enable this option if the imported contacts are clients.

7. Once the data is completed, click the "Start" button to start importing contacts.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to perform Field Mapping

To generate an import/mapping of fields, it is necessary to generate a .csv file with the data to be imported
To generate an importation / mapping of fields it is necessary to generate a .csv file with the data to be imported. This file must contain

the data to be entered (Contact name, phone number, etc.) separated by commas.

To make it easier to distinguish between columns, we recommend using a spreadsheet application (e.g. Excel) to enter the data.
To generate a .csv file for an importation:

1. Enter the data separated by commas.

Ejemplo:
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A B C D E F
Mame,Office_Phone,Mobile,Plan
Fernando Lopez,094554879,094552124, 80 Megas
José Gonzdlez, 093844123, 095345768,80 Megas
Raul Blanco,094473123,093345567,80 Megas
Maria Delgado,095551236,094658849,80 Megas

[ T o RO S ' B L B

2. Save the file in .csv format

The Field Mapping tells the platform how it should read the contact database that we want to import. To perform the

Field Mapping, follow these steps:

1. Within the Administration of Dial Engines, enter Importations.
2. Click the 'New importation' button

Constanza DOdorico

CONFIGURATION
Online No ACD |+

Outbound Engine Importations

1

=M Processus sortants

kearch.. | Q

Impaortations _
Name Status Data Provider

" Importations Format
- e » 1 1110 @) inConcert

{ IMPORT CSV

3. Enter Name, Data Provider and File to import. Then click the button to upload the file.
Name: _ Data Provider
Entername Enter provider
File to Import
.
Bookl.cav
4. Field Mapping will be enabled; click the button to create a new Field Mapping.
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- Field Mapping:

v &9 4 D Do Not Call These Contacts |:| These Contacts Are Clients

Check For Duplicates: On Duplicate Found:

5. Enter the required data

- Mame: « Description

Enter name Enter the description.-

|:| Multiple Rows Detection

Mapping Fields List == ADD FIELD

£l No-Mapped Fields found. Please add field.

CANCEL CREATE

Informacién del mapeo de campos.

Name: Name that will be assigned to the Field Mapping.

Description: Its description.

Multiple Rows Detection: Enable when the mapping has multiple rows.

Informacion del campo

Field Type: We select the type of data that corresponds to the column (of the .csv file) that we want to assign.

/. The essential data are always: name and a phone number to be able to identify and call the contact.

) The contact database can be configured according to the client's needs, therefore, the Field Type: "Name Value",
allows you to add all the field values that do not appear by default in inConcert Allegro.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

| Use Column: We select from which column (of the .csv file) we want to obtain that information.

6. Enter the Field Type and the Column to use for each of the columns of the .csv file and then click the "Add" button
Field Mapping
Mapping Fields List -+ ADDFIELD
« Field Type: D
Name v

v Use Column: D

CONFIRM CONFIRM & CONTINUE CANCEL

£ No Mapped Fizids found. Please add field

/.. Repeat this procedure for each of the columns of the .csv file that contains the data to be imported.

7. Once all the fields have been mapped. Click the "Create" button.

€ The mappings can be reused as long as the lists of contacts ( .csv files) have the same structure.

Related Articles

B User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Importation Formats

Search

® How to view the Importation Formats
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How to view the Importation Formats

The importation formats are created from the Field Mappings.

To view the Importation Formats, follow these steps:

1. In Outbound Dialing Administration, go to "Importation Formats"

Constanza DOdorico

Online Mo ACD |-

Outbound Engine

2 Importations

— Importations Format

= Contacis

2. You will then see a screen like this.

Import Formats

kearch. Q
MName Description
b 1 1010 1010
» 2 atlasdev atlasdey
| 3 3 bancolombia bancolombia
| 4 4 basstest test
» 5 BlendingMayo BlendingMayo
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»
a. Clicking the button in a specific format, you will see all its fields.
Q,
Mams Descripiion
- 1
Type Mame Mapped Feeld
1 fiamr
r ata 3
¥ 2 ite Wilaide
L] 1 I i i
b. Likewise, you can delete the Importation Format by clicking the "Delete" button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Contacts

® How to view the list of contacts
How to view the list of contacts

This article will explain how to view the list of contacts imported into the data base of an OCC server.

To view the list of contacts, it is first necessary to import contacts to the server.

So if you want to view the list of contacts, follow these steps:

1. Access the Outbound Engine.
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2. Go to "Contacts"

Constanza DOdorico

Online No ACD |»

Outbound Engine

=P Processus sortants

& Importations

— Importations Format

£ Contacts

# Exportations

3. You will see in this list all the contacts in the server's data base or the contacts that meet the conditions of the filter applied.

Contacts
Search Q
Name Id Last Update VIP Client
1 Laura Libretti 00000100 PruebaTSYS
2 Pablo Diaz 00000101 PruebaTsYs
3 Erika Diaz 00000102 PruebaTSYs
4 Valentina Lopez 00000103 PruebaTsys
5 Alberto Mendoza 00000104 PruebaTSYS

Related Articles

E User search
! How to set up Messenger messaging
! How to associate a YouTube account

! How to associate an application from Google Play Store
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! How to associate an application from the App Store

Exportations

® How to create an Exportation
How to create an Exportation

An exportation is a set of fields and values that the system makes available for further analysis. The system will export a CSV file with a set of

fields defined by the administrator.
The steps to create a new Exportation are:

1. Access the Outbound Engine

2. Go to "Exportations" and then click the "New Exportation" button.

) The Exportations screen displays a list of all saved exportations that the outbound engine uses to export data.
You will be able to edit, filter or delete the different Exportations.

Constanza DOdorico CONFIGURATION
Oonline I+
Outbound Engine = Exportations + CREATENEW
=B Processus sortants Bearcl Q
% Importations i i
2 Name Status Usat Date Contacts Rows £l F'.ba
Id Name Size
=" Importations Format Exporta martin ) 278
! zien @ iiz’lt:fm 5 Sytes & @
& Contacts
1-1 of many 1
x Exportations

%4 Exportations Layout

3. The new exportation screen includes different fields that you must define:
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Nueva Exportacion CANCEL CONFIRM

v Mame: Time Zone:
Enter name hd
« Export Layout: Layout Preview:

I:I Repeat Contact Data @

Data Source

Campaign:

Importation

i If you have selected a date range on the filter, the (Layout) must include the cofumn (Contact Attempts) fo obiain result on the exportation

Exportacién

Name [: Indicates the name of the exported data.

Origen de datos

These fields are optional. If the administrator does not enter anything, the system will export all the contacts
without any filter.

Campaign: indicates which campaign the contacts we want to obtain belong to (that is, they have been
contacted by that campaign).

Batch: indicates the name of the batch of contacts contacted.

Importation: indicates the name of the importation of contacts to be exported (only those of the importation
that are referenced).

Start Date and End Date: Indicates the period of days in which the users we want to obtain were contacted.

Format Time Zone |: Select the one appropriate to your geographical location

Disefio de la Exportacion

Layout I: Indicates the column display in the exported CSV document, that is, what is put in each column.
Choose a layout from the section ‘Layout of exportations'.

Layout preview: Provides a preview of the selected layout.

Repeat contact data: Repeat contact custom data on each contact line.
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4. Once the exportation is configured, click the “Start” button to start to export the data.

Related Articles

! Guia para la resolucién de incidencias Dialer OCC
! Cémo crear una Exportacion

! Como realizar el disefio de una Exportacion

! Como visualizar los Formatos de Importacion

! Co6mo configurar Skill Dialer

Exportations layouts

® How to layout an Exportation
How to layout an Exportation

The exportation layout is basically the column display in the exported CSV document. That is, what is put in each column.

1. Access the Outbound Engine.

2. Go to the "Exportations layouts" section and then click the "New Layout" button.

) The Exportations Layouts screen displays a list of all saved layouts that the outbound engine uses to export data.
You will be able to edit, filter or delete the different layouts.

Constanza DOdorico N ol CONFIGURATION

Onfine No ACD |+

Outbound Engine Exportations Layout ‘

=P Processus sorfants | s Q

& Imporiations =
Hame Description
- Importations Fermat
bR » 1 CollageDCC CollegenGl & m
& Contacts b : vic £ m

# Exportations :
I

-2 of many

Exportations Lavoul R
= CAPOTLGLOnS Layoul el

3. The New Layout screen includes different data that you must define:
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+ | New Layout CANCEL m COMFIRM & CONTINUE

* Name: « Description:
|
Add Layout Fields
= Basic Data
[ setectan
[ mutti Row [] name [ LastUpuate [] category
[ Batcns incluged [] campaign [ account officer [] Account Group

=3
4

D Is Client D Is Vip D Last Management Result

+ Attempts Number

+ Custom Fields (Name Value)
+ Contact Skills

+ Phone Data

+ Batch Data

+ Coniact Attempts

Design

Name |: This field will identify the layout.

Description I: This field gives a brief description of the data included.

Design camps

~ Basic data

) Use this block when you want to export some of a contact's basic information.
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= Easic Data

[ seecian

D Multi R D nName D asf Update D TAlegoly

D Harehs included D -amoaign D Accaunt OFicer D Arrount oup
D |5 Cliert D e¥ip D Last Managemen: Raguit

Multi Row: select if you want the exportation to have multiple rows.

Name: Name of the contact.

Last update: Date of the last update for each contact.

Category: If the contacts are divided into different categories, this column will show which
category each contact belongs to.

Batches included: Include the batch names in the exportation file. Campaign: Names of
the different campaigns to which the contacts belong. Account Officer: The name of the
account link for the client in the company.

Account group: The account group is the name or number of the client's account. For
example, if there is a group of agents who work with a specific product, they will be grouped
into an Account Group.

Is Client: If the contact is a client, this will be indicated in this column of the CSV document.

Is VIP: Indicates if the contact belongs to the VIP group.

~ NUmero de intentos

@) Use this block to export the number of attempts, separating them into different categories.

In this block you can choose to view the information on interactions with other contacts, more precisely the
number of communication attempts with each contact.
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o Altempis Number

|:| Select All

] Total Atiempts [] Abarconed - [ oiackiisted Number
[ E [ reerten [[] retecreary Enapeint [[] cant Rowe ta Engpoint
|:| Cause Unknown Canfig Eror D Congeston D Cennected

D Doad Contact D Fax D Handshekng Failed D in Frogress

Total Attempts: Number of attempts to communicate with a contact.

Abandoned: Number of calls to contact abandoned.

Answering Machine: Number of times the system tried to communicate with the contact
and was answered by an answering machine.

Blacklisted number: The number is blacklisted ("Do Not Call" list).

Busy: Number of times the system tried to reach the contact and found the line busy.

Rejected: Number of times the system tried to communicate with the contact but was
rejected.

Rejected by Endpoint: Number of times the system tried to communicate with the contact
but was rejected by the endpoint.

Unable to enter endpoint: Number of times the system tried to communicate with the
contact and was unable to connect the call to its destination.

Cause Unknown Number of times the system was unable to communicate with the user for
unknown reasons.

Connected: Number of times the system called the contact and the contact responded.

Congestion: Number of times the system tried to reach the contact and found the line busy.

Dead Contact: The contact died.
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Fax: When the system contacted the contact, a fax tone was activated.

Handshaking Failed: Number of times the system received an error because it could not
negotiate the call with the carrier.

In progress: number of times that the result of the call was “in progress” (dialing).

Indirect Contact: Number of times the system called the contact and found another person
on the phone.

Invalid use Network: Number of times the system tried to contact the telephony network
and got “Error”.

Link Down: Number of times the system tried to communicate with the contact and the
trunk was down.

Network Error: Number of times the system tried to contact the telephony network and got "
Error".

No Answer: when the system tried to communicate with the contact, the pre-set answer
time elapsed without receiving a response.

Normal Call End: The call ended normally.

Number Changed: The number of the contact the system is trying to call has changed.

Protocol Error: Number of times the system tried to communicate with the contact and got
a telephony protocol error.

~ Personalizad camps (Name-Value)

&) Enter the names of the custom fields you want to add to the exportation here. Click the "Add more
Fields" button to add as many fields as you want.

- Cusiom Fizlds [Name Value)

Field Name Column Name

O

El
—
~ Contact skills

&) Enter the names and skill values you want to add to the exportation here. Click the "Add more
Fields" button to add as many fields as you want.
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- Contact Skilis

Skill Nama Skill value

O

O

+ aDDFELDS

~ Phone Data
This block exports the different phone numbers of each contact.

€) Click the "Add more Fields" button to add as many fields as you want.

= Phone Dzeta
Imporiation Fier Column Name:
@) All Columns () specify one
[ sesctan
D FUll Nurm e D Couptry D Extengion
[Country], [Area], INumbes] [Extension]
[ teea [] Destinatier [ Mumber [ status

ADD PHONE NUMBER

Full Name: Displays the full phone number of the contact, including country, area, number,
and extension.

Country: Country code for phone numbers. Area: Area code for phone numbers. Number:
The phone number itself.

Internal: If applicable, the internal extension number.
Destination: Indicates the phone type, for example: home phone, work phone.

State: Indicates if the phone is enabled or disabled.

~ Batch Data

) Use this block when you need to export contact data for a certain batch of contacts.
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This block will contain the data of the calls to each contact in the batch, the time of the call, the result, etc

= Batch Data

D Select All

D Batch [d |:| Last interaction EI Campaign D Last Results

D Dulbowd Process D Last Success Contact Date D Channel Type D Next Conlacl Allempt Date
D Priority D Maxt Destination D Hezerved Agent D Haxt Addrazs

D Last Gontact Attempt Cate

|:| Batch Cause

Batch Name: Indicates the Batch Name to be exported and the name of the column to
which it will be exported.

Campaign: Indicates the name of the campaign to be exported and the name of the column
to which it will be exported.

Outbound process: Indicates which outbound process the batch is linked to. The
exportation will contain the name of the outbound process.

Channel Type: It will export the class of outbound channel that was used to contact the
client (e.g. SMS, Fax).

Priority: Indicates the priority of the contact in the batch in question.

Reserved Agent: If there is an agent assigned to the contact, this field will export the name
of that agent in the CSV document. If the field is empty, then there is no reserved agent for
that contact.

Last contact attempt date: indicates the date on which the system last tried to
communicate with the contact, within this same batch.

Last Destination: Exports the last destination where there was interaction with the contact.
Home, office, cellular phone, etc.

Last address: Exports the last number where there was interaction with the contact.

Last interaction: Indicates when the last interaction for this batch occurred.

Last Results: exports the last result of a communication attempt with this contact.

Eg: Busy.
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Last successful contact date: Indicates the last date the system was able to successfully
communicate with the contact.

Next Contact Attempt Date: Indicates the date when the system will try to
communicate with the contact again.

Next Destination: Exports the next destination to try to communicate with the contact.

For example: Home, Office, etc.

Next address: exports the next number to try to find the contact.

Batch Status Batch Cause

~ Contact Attempts

€} Use this block to export the history of communication attempts with each contact.

= Contact Attempis

[ seecta

D Interaction D Transfer To Agznt Time D Destination D Convessetion Time
[ Addrese ] waet Time ] ate

[ oesting Time [ mesuite ] Hoid Tine

D Test Results D Siatus Change |:| Agent D et Attempt

Interaction: Indicates the Identifier of the interactions that were attempted with the
contact.

Destination: Indicates to which destination the call was made (home, office, etc.).

Address: Indicates which number the system called.

Date: Indicates the date of the different communication attempts.

Dialing Time: Indicates the amount of time the dialing took.

Results Test Results

Agent: Indicates the ID of the agent who participated in the interaction.
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Duration Time: Indicates the total duration of the call, including wait time, transfer time,
etc.

Control Agent Time: Indicates the amount of time that elapsed between when the
system communicated with the user and when an agent took the interaction.

Transfer time: indicates how much time elapsed during transfers of the call from one
agent to another.

Ringing Time: Period between the moment the system communicates with a phone
and the call is answered.

Transfer To Agent Time: The time elapsed between when the system established a

connection with the contact and transferred the call to the agent.

Conversation Time: Number of minutes the agent spoke with the contact.

Wait Time: Total time spent waiting (including wait time, transfer time, etc).

Wrapup Time: Amount of time between when the call ended and the agent performs
call completion tasks.

Desertion Time: Indicates how much time elapses from when the system
communicates with a contact and the contact answers the call, until the contact hangs
up due to the system not assigning the call to an agent.

Hold Time: Amount of time the contact spends with the call on hold.

Status Change

Next Attempt: Date and time of the next attempt scheduled.

Answer Time

IVR Time: duration of the IVR processes for each call (if there are IVR processes config
ured).

Requeued Time: Indicates how long the call spends as a re-queued call.

Ring Back Time

Click the “Add” button to add fields to the layout.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

4. Drag and drop the fields to put them in the order that you think is most effective when exporting.

Added Layout DELETERIL
Group Field Name Column Name Phone Filter
1 Basic Multi Row Multi Row |m]
2 Basic Mame Contact Name @
3 Basic Category Category 0}
4 Basic Campaign Campaign o
5 Basic Account Officer Account Officer m

5. To save the Exportation Layout generated, click the “Create” button.

Related Articles

! How to layout an Exportation

! How to create an Importation

E How to set up dialing by percentage of batch
E How to recycle Batches of Contacts

! How to create Contacting Rules

Skill Dialer

® How to set up Skill Dialer
® How to create an import format with Skill Dialer
® How to create an export format with Skill Dialer

How to set up Skill Dialer

Configuring the dialling engine using "Skill Dialer" will allow you to assign contacts to agents depending on the associated skills of each one; that
is, after creating the skills and assigning them to the agents and the campaign, you can create import formats by associating these skills with the

contacts that are going to be called.

The priority for assigning the called contact will be for agents who have the associated skill(s); in this way, you will be assigned to an agent who
meets the required skill, if available; otherwise it will be on hold until at least one agent who meets the required skill is released.

To set up Skill Dialer you must create an import including the skills. To do this:
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1. Within the Outbound Dial Engine settings, go to Imports:
2. Set up a new import:

« Data Provider:

) IMPORT CSV

Name: name of the import.

Data provider: name of the company or person providing the contact information.

4> IMPORT CSV

File to import: by clicking the button, the administrator will be able to browse the files on

your PC, and choose the correct CSV file for import.

The CSV file to be imported should be a list of contacts, for example, with information such as identifier, name, phone, etc.
Additionally, in order to configure the "Skill Dialer", you must have information relating to the weighting of the skills for each
contact, which will be taken into account to assign the contacts to the agents. An example of a base in excel is as follows:

IDContact MName Phone SkilllSpanish  Skill2English  Skill3Empathy Skilld4Resolution
1 contactl 4145750946 1
2 contact2 4145750947
3 contact3 4145750948 1
4 contactd 4145750945

In this case, the priority to assign the contact "contactl", is to get an available agent that has the skill "SkillLEspanol”
associated with it; as well as the priority to assign the contact "contact2”, is to get an available agent that has associated the
skill "Skill2Ingles”, and so on. In the case of not finding available agents with the specified skill, it will be on hold until at least
one agent that meets the required skill is released.

To learn how to assign skills to agents and campaign, continue reading: "How to associate skills with a user" and "How to
create a Campaign".

3. Once the file has been uploaded, you must select from the drop-down list the field mapping (import format) to use:

Hame: Drata Provider.

File to Import

incollege_test.csv

Field Mapping:
MapeoEje3Nov19 - ﬁ + D Do Mot Call These Contacts D These Contacts Are Clients
Check For Dupticates: On Duplicate Found:
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4. Indicate what actions to take in case of duplicate contacts, and other additional actions:

5 Lail
Inbbege 1edl] 2y

MapeoEjeahovis - &+ [ o tet 0o These Contact (] These Contacts aze

Duplicate check: check if the imported CSV file contains contact records that have already been included in the database
through previous imports. The options with the following:

- By contact id: it will search for duplicates by the "contact id" field.

- By contact phone: it will search for duplicates by the "phone" field.

- By phone and name: a record will be considered duplicate only if the "name" and "phone" fields are identical.
If there are duplicates: actions to take in the case of finding duplicate records. The options are as follows:

- Replace with new one: replaces the old record with the information of the new import.

- Keep current contact: this keeps the old record containing the information from the previous import.

- Append new to current: when the system finds two contacts with the same ID, it keeps the current information as the main
record and adds the information from the new import, without deleting any repeated information.

- Append current to new: when the system finds two contacts with the same ID, it saves the new information as the main
record and adds the information from previous imports (without deleting any repeated information).

Do not dial these contacts: if this box is checked, the system will add the selected contact group to the "Do Not Call" list.

These contacts are customers: if this box is checked, it means that the contacts are already customers of the company. In
such a case, if the contact is on a "Do Not Call" list, they will be called anyway.

5. Click the "Start" button to start with importing the contacts.
6. If you want to cancel the import, click the "Cancel" button.

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
How to create an import format with Skill Dialer
The import process, by adding skills to the contact upload, differs in some ways from a normal import.

First, in order to perform an import with skills in the upload, the skills must have been previously created from the admin interface.

When importing contacts with skills, it is understood that for each particular contact, one or a series of associated skills will be taken into

consideration, for example, an English-only contact should be associated with a skill representing the use of English, so that the Dialling Engine

and ACD can jointly connect their call with an agent who has that ability, as long as it is available.
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After starting an import as detailed in "How to configure Skill Dialer" and after assigning a name and a data provider to the import and the file that
has the data:

1. Within the new import, create a new field mapping:

= Mame: - Data Provider:
Enter name.., Enter provider..
+ File to Impart:

incollege_testl.csv

- Field Mapping:

v 69 -+ D Do Not Call These Contacts I:I These Contacts Are Clients

Check For Duplicates: On Duplicate Found:

2. Fill in the name and description of the new format, and add the basic fields that apply, such as ID, name, and at least one phone number:

Field Mapping
- Name: « Description:
Calls_december Calls december

L—_l Multiple Rows Detection

Mapping Fields List = ADD FIELD

fl Mo Mapped Frelds found. Please add field.

CANCEL CREATE
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3. Adds a new Skill field. The system requires at least two fields:

Mapping Fields List

Field Type
Skil i
Skill Calumn Reguired to load column:
Ingles - Skill2English - -
CONFIRM CONFIRM & CONTINUE CANCEL

Skill Type: selects the system skill associated with this column.

Skill Column: selects the column from which the value will be obtained for the skill selected in Skill type.

Required to load column: indicates whether the contact's ability should be loaded into memory to be called or not. For a
column to be considered under this criterion, it must have a registered value greater than zero.

4. Repeat step 3 as many times as necessary to cover all of the Skills that apply to the case.

NOTE

The Global Skill column should NOT be assigned as “Upload Required Column”, as this skill is used for assigning overflow agents
when the connected contact cannot assign an agent with the Skill with which it was loaded.

5. Click the “Save” button to save the import format:

How to create an export format with Skill Dialer

Export formats allow you to predefine specific column series to obtain data from the import base and dump them into a CSV file automatically and
without having to directly query the import base.

1. Go to the "Export Design" section in the side menu and click the "New Design" button:
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Constanza DOdorico

CONFIGURATION
Onfine Mo ACD |+
Outbound Engine = Exportations Layout 4 CREATENEW
=P Processus sortants earch ‘ Q
Importations
" ? Name Descripti
= Importations Format .
» 1 CollegeCe CollegeDCl
= Contacts > 3 i o
# Exportations
1-2 of many

Exportations Layout

2. Complete the name and description fields as appropriate.

3. Select the corresponding fields from the Basic Data, Number of Attempts and Custom Fields sections:

Add Layout Fields

= Basic Data

[] setectan

D Muiti Row lame Last Update D Categery
Contact Name Last Update

|:| Batchs Included Campaign D Account Officer D Account Group
Campaign

[ 1s client O 1svie Last Management Result

Management Result

4. In the Contact Skills section, you can select to add Skill columns that have been imported to your Export layout. Check the box to enable
aggregation of a field and define:
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= Contact Skills
Skill Name skill Value
Language Language
University University
-~ ADD FIELDS

Skill Name: the exact name of the Skill column as it was imported.
Skill Value: name you want the column to have in your export. It can be the same as the original column or a different one.

Repeat the process as many times as necessary for the number of columns you need.

5. Select the rest of the corresponding fields with the following categories as indicated in step 4.

6. Click the "Add" button to add all the selected fields to the export format. The system will display them in the table below.

Skill Hame Skill value
Language Language
University University

-+ ADDFELDS

+ Phene Data
+ Batch Data

+ Contact Attempts

-y
| i

ADD LAYOUT
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7. Click the "Create" button to save the new Export Format:

New Layout CANCEL CONFIRM & CONTINUE

Added Layout [Il] DELETE ALL
Group Field Name Column Name Phone Filter ]

1 Basic Name Contact Name [E[

2 Basic Campaign Campaign IEI

3 Basic Last Management Result Management Result @

4 Basic Last Update Last Update [

5 Ski Language Language Eﬂ

The new format will be available for any data export instance that is performed.

What is the role of an OCC administrator?

The role of an OCC administrator is to manage a series of basic resources that allow the operation of one or more campaigns to begin.

Key among these basic resources are:

Accounts
Channels
Users
Campaigns
Groups

) Once you have created your first campaign, with your accounts and channels enabled and users assigned, access the Getting Started Tu
torial in Attending to Interactions , to learn how to handle the different interactions that you can send through the accounts you have set
up.

What is advanced OCC administration?

Advanced OCC administration consists of configuring a series of elements and parameters that allow the operation to be optimized.

The following elements stand out:

Custom States: Allows new agent activity states to be added and managed.

Skills: Improves productivity based on the distribution of calls by skill.

Disposition Codes: Allows the classification of the cases that the agents handle with the clients in the contact center
Attention Capability: Allows the configuration of the maximum number of interactions allowed on each channel.
Attention Levels: Allows an order to be maintained in the management.

Tickets: Managing tickets allows you to attend requests and claims in a practical, orderly and efficient way.
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Campaigns

What is a Campaign

How to create a Campaign
How to edit a Campaign
How to delete a Campaign
User Settings

Schedules

CC integration

Disposition Codes

Labels

Notifications

Attention Levels

Canned Messages

Rules

Accounts/Channels

What is a Campaign

Conceptually, a campaign is a set of actions and resources that are applied to achieve a certain business objective. Thus, a contact center may
have campaigns associated with telemarketing, lead capture, support, customer service, recovery, promotions, etc.

According to the business criteria, each campaign will process interactions from different channels (email, Facebook, Twitter, phone, web forms,
webchat).

You can have "omnichannel" campaigns, telephone-only campaigns, campaigns which will only attend digital channels, and campaigns that need
to provide attention to some but not all possible channels.

The channels that will be made available and the accounts of each channel type that will be associated with each campaign will depend mainly
on the defined business strategy.

When we refer to campaign resources, we are mainly talking about the agents who will be designated, by their profile and skills, to attend to each
campaign, attention levels and also the users who will carry out administration, monitoring, implementation tasks, etc. to meet the defined
campaign objective.

Each campaign will have defined its own service levels and thresholds, schedules and days of operation, disposition codes, labels, templates and
canned messages.

To start defining your campaign, read: "How to create a Campaign".

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to create a Campaign

To start the operation of your Contact Center, you must first create the campaigns to which you will associate the communication channels. For
this you must have the basic information, such as name, description and time zone.

To create a campaign:

1. Go to the "Configuration” tab:

CONFIGURATION

Campaigns
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2. Click on the "Campaigns" section @ and then click the button "Create New"

CONFIGLIRATION

. Constanza DOdorico

Campaigns i 4 CHEATE MEW

I

Administration

3. Enter the required data:

vame LesCrEpT

me D0fe.

Name: unique name that will identify the campaign in the system.
Description: description of the campaign.

Time zone: in addition to being an information field, the "Time zone" field is important for schedule data reflected in reports,
historical data and recordings. It is important to specify it correctly for each campaign.

4. After completing all the required fields, click the "Confirm" button to continue.
5. To cancel the operation without saving the changes, press the "CANCEL" button.

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to edit a Campaign

After creating a campaign it is possible to edit it to make modifications or adjustments to it. These modifications will have an immediate effect on
the configuration of the campaign.
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To edit a campaign:

1. Goto the "Configuration" tab:

Search Q

CONFIGURKTION

Administration = Campaigns ~+  CREATE NEW
| | | Q
& Useds
Mame Descripthon
® Permissio =
Permissions 1 e il 3 .n'i_ o

CONFIGURATION
Update campaign Aerocollege > Basic Information CANGEL
Description
Aerocollege College lineas aéreas - todas las cuenias
Time Zane
«03:00 - Montevideo d

£3 The identifying name of the campaign is the only data that cannot be edited.

Related Articles

B User search
! How to set up Messenger messaging
! How to associate a YouTube account

E How to associate an application from Google Play Store
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! How to associate an application from the App Store

How to delete a Campaign
You can easily delete a campaign in just a few steps. It is important to note that when deleting a campaign, all associated settings will be lost, so
you must be very sure of the impact it will have on your operations.

To delete a campaign:

1. Goto the "Configuration" tab:

.

conFIGURaTION ()

Campaigns

) You do not need to disassociate users, accounts, etc., from the campaign in order to delete it.

2. Click on the "Campaigns" section o and then click the "Delete" button of the campaign you want to delete 9 :

- - en I COMFIGURATION
Administration = Campaigns 4 CREATE NEW
—
o< comace: ) a
= .
£ Users
= MHame Description

3. Click the "Yes" button to confirm you want to delete the campaign.
Confirm

Da you want to delete campaign
Aerocoliege ?

=
-

NO YES
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4. A message confirming successful deletion of the campaign is displayed:

Related articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

User Settings

® How to assign groups to a user

® How to assign users to a campaign

® How to overwrite a user's attention capacity for a specific campaign

® How to overwrite permission groups for a user on a specific campaign

How to assign groups to a user

You can associate groups to a user that has supervison permissions in order to enable it to follow up and monitor the agents that belong to such
groups. You have the possibility to make it in a simple way from the campaign edition panel. It is important to point out that the users with
supervision permission that do not have associated groups will be able to monitor all the campaign's users.

To assign groups to a user you have to:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click in the "Campaign" section “ and then press the "Edit" button of the campaign to which the user belongs

Constanza DOdorico

CONRGURATION

Online No ACD |»

Administration

1]

£ Users _
Name Description

® Permissions

3. Click the campaign's "Users" section:
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Constanza DOdorico

Online No ACD |+

Administration

Campaigns

4. Press the "Groups" button of the user you want to associate the group(s) to:

O
adminhelpdek
administrador

agent]

O

Name

Cesar Ramadn

adminhelpdek
helpdesk

Admin Full

Agente ALeqgal
Ahumada

Q

Permission £ Capability

administrator

Full

Todos_los_permiso
5

agenteHelpdesk

In this section you can assign groups to all the users with Supervisor permissions.

To learn how to assign Agents to groups read: [INSERT THE LINK HERE]

5. Check the box that applies to the group that you wish to associate the user to:
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T e R remlal
VIOTKGIOURS [ SUPETVISO FOIE )

|:| Ahumada_Rlega

CANCEL CONFIRM

You can associate as many groups as needed.

When selecting at least one group, the user with supervision permissions will only be able to monitor the users that belong to such
group; in case no group is selected, it will be able to monitor all the campaign's agents.

6. After assigning the group(s) press the "Update" button to continue.
7. To cancel the process without saving the changes press the "Cancel" button.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store
How to assign users to a campaign

After creating the campaign you must assign the users that will operate in it. Such users will have specific tasks and permissions depending on
their role. It is important to point out that a user can be assigned to more than one campaign simultaneously.

To assign users to a campaign you have to:

1. Go to the “Configuration” tab1:
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2. Click on the "Campaigns" section *" and then press the "Edit" button of the campaign to which you will assign the users

Constanza DOdorico

CONRGURATION

Online No ACD |»

Administration

1]

£ Users _
Name Description

® permissions

3. Click on the campaign's “Users” section:

Constanza DOdorico

Online No ACD |+

Il

Administration

Campaigns ©

4. Check the user(s) box(es) which you want to assign to the campaign * and press the "Update" button
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CONFIGURATION

Update campaign Aerocollege > Members CANCEL

Q
D Id Name Permission 2 Capability Workgroups
? I adminesp Cesar Ramaon administrator P & s
adminhelpdek ﬁg,?;;fpd'ﬂ:k Full L 8 ¥
administrador Admin Full !odos_los_aermiso {,3 = E2
agent] :EEEE;LEgal agenteHelpdesk b~

O

) To cancel the operation without saving the changes press the "CANCEL" button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to overwrite a user's attention capacity for a specific campaign

The campaign's attention capacity allows to limit the amount of simultaneous interactions a user can keep active for each one of the channels;
yet, it is possible to set a specific value for a specific campaign, without affecting the others which handle the same communication channels.

To overwrite a user's attention capacity for a specific campaign you have to:

1. Go to the "Configuration” tab
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2. Click on the "Campaigns" section " and press the "Edit" button of the campaign to which the user belongs to

Constanza DOdorico

Online No ACD |»

CONRGURATION

Administration

1]

£ Users _
Name Description

® permissions

3. Click on the campaign's "Users" section:
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Constanza DOdorico

Online No ACD |+

Administration

Campaigns ©

4. Press the user's "Capacity" button, to overwrite the attention capacities:

D Id Name Permission A2 Capability Workgroups
adminesp Cesar Raman administrator {;3 *a
adminhelpdek ?2.';';91? pdek Full b5 178
administrader Admin Full Iodos_los_germsc— ,:_Q 2a
agent1 iEEE:ER;Lean agenteHelpdesk ]
O

5. Check the "Activate overwrite" checkbox and the accounts associated to that user will be activated, after which, select if you will

limit or not the simultaneous interactions the user will handle for the communication channel

interaction limit, enter it
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Search Q

Override Member Capability @

Facehook

- Limited b | T

v Unlimited -

6. After completing all the required fields, press the "SAVE" button to continue.
7. To cancel the operation without saving the entered data, press the "CANCEL" button.

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to overwrite permission groups for a user on a specific campaign

It is possible to overwrite the permission groups for a user on a specific campaign, only if the user has not been assigned to one of the system
default roles, that is: Administrator, Agent or Supervisor.

Therefore, you will be able to overwrite the group permissions only if the user has a role that has been defined by the system Administrator.

To overwrite permission groups for a user on a specific campaign you have to:

1. Go to the "Configuration" tab
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2. Click on the "Campaign" section “" and then press the "Edit" button of the campaign to which the user belongs to

Constanza DOdorico

CONRGURATION

Online No ACD |»

Administration

1]

£ Users _
Name Description

® permissions

3. Click the campaign's "Users" section:

Constanza DOdorico

Online No ACD |+

Il

Administration

Campaigns ©

4. Press the "Permissions" button of the user of which you want to overwrite the permission groups
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D Id Name Permission A Capability Workgroups
adminesp Cesar Ramén administrator P B8 %
adminhelpdek ﬁg;-g?elilpmk Full 2 & e
administrador Admin Full godos_losgermisc- 2 8 %
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a

) It'simportant to point out that the users that have been assigned default system roles, will only be able to see the permission

groups . If you wish to modify a user's permission with a default system role, read: "How to overwrite the permissions of a
particular user".

5. Overwrite the permission group(s), checking/unchecking the boxes as it applies:
Search Q
Override Member Permissions: "adminhelpdek helpdesk”
Administration

Campaigns (View) > Delste

Accounts (View) Deactivate
Delete
[ create / Modify 2
D Attention Level (View) = D Create / Modify 2
[ Dpelete £
Canned Messages (View) Create / Modify

When checking a permission's or a group of permissions checkbox, you are enabling the corresponding permissions. On the
contrary, if the checkbox is unchecked you will be disabling the corresponding permissions.

€3 By doing so, you will only be overwriting the user permissions for that specific campaign. If you want to modify the user's
permissions for all the campaigns to which it is assigned, read: "How to overwrite permissions for a particular user.

6. After overwriting the permissions, press the "SAVE" button to save the changes.
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7. To cancel the operation without saving the changes, press the "CANCEL" button.
8. To reestablish the overwritten options, press the "REMOVE OVERWRITES" button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Schedules

® How to define a campaign's activity and inactivity schedule
® What are Campaign time schedules?
How to define a campaign's activity and inactivity schedule

When setting up the campaign schedule, you will be setting up the beggining and end of the workday for the operators. You can define the
schedule according to the time intervals that the operation requires, as well as defining a whole operation day for the campaign if necessary.

) When creating the campaign, the defined schedule for it will be 24/7 by default.

To define the activity and inactivity schedule of a campaign you have to:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Campaigns"” section " and press the "Edit" button of the campaign to which you will define the schedule

Constanza DOdorico NT CONRGURATION

Online No ACD |»

1]

Administration

£ Users _
Name Description

® Permissions

1 Aerocollege

3. Click on the campaign's "Schedule" section:
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Administration

Il

Campaigns @

4. Enter the required information:

m
m
=}

Days of the week: select the days of the week when your campaign will be active.
All day: if checked, the campaign will be active during throughout the whole selected day.
From: campaign start time.

To: campaign end time.

) Once the day(s) of the week with their time intervals are defined, press the "ADD INTERVAL" button.

£) The"From" and "To" have to be entered in 24 hour HH:MM format.

5. The added intervals will be seen as follows:
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Sunday: Allday X
Monday: Allday X
Tuesday: Allday X
Wednesday: Allday X
Thursday: Allday X
Friday: Allday X
Saturday: Aliday X

& To remove a day from the campaign's schedule, press the "Delete intervals" button of the day that applies.

6. After completing all the required fields, press the "SAVE" button to save the changes.
7. To cancel the operation without saving the changes, press the "CANCEL" button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

What are Campaign time schedules?

Campaign time schedules will indicate the days and time intervals in which a campaign will be active or inactive.

To define a campaign's schedule, read: How to define a campaign's activity and inactivity schedule.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

CC integration

® What is CC Integration?
® What are the possible integration types?
What is CC Integration?

From the administration of each campaign, it is possible to specify the data for integration with the business application.
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When attending to an interaction through any of the enabled channels, it is possible to show additional contact data or relevant business
information, through the on-screen display of the web CRM that your organization already uses, or an application developed with i6 Web
Designer especially for the campaign.

To learn about the possible integration types, read: What are the possible integration types?

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

What are the possible integration types?

In i6 there are two possible integration types:

1. Integration of the campaign with a Web Designer application. For information on how to do this, see How to integrate the campaign with a
Web Designer application.

2. Integration of the campaign with an external web application. For information on how to do this, see How to integrate the campaign with an
external web application.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
How to integrate the campaign with a Web Designer application

Integration with a management application can be performed to attend to Campaign interactions.

To integrate the campaign with a Web Designer application:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the section "Campaigns" “"" and then click the "Edit" button of the campaign where the integration will take place
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3. Click on the "CC Integration" section of the campaign ¥ and then check the box "Integration”

Constanza DOdorico INTERACTION CONFIGURATION

Onfine No ACD |+

Update campaign Aerocollege > CC Integration

Administration

Campaigns ® @ s integration

unts . HelpDesk Integration

LR . Integration N8

4. Enter the required data:

. Integration

—|

e
=
m
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Type: select the integration type inConcert Web Application from the drop-down list.

Window mode: mode of the window. The options are: Maximized and Normal.

5. After selecting the integration type inConcert Web Application, enter the following:

a. Application Data:

I

Typ

inConcert Omnichannel Web Application -

Application name:

- [ override action *Finish Interaction’ @
Application name: Web Designer application to use.
Override finish action: Checking this box will override the finalization action.
b. Parameters:
Parameters == ADD PARAMETER

Name Value

After clicking the "NEW PARAMETER" button, you need to enter the following data.

Parameters
Name
Enter name I @ Fixed Parameter -::} Contextualized Parameter
() Use System Value
Valua
CONFIRM CONFIRM & CONTINUE CANCEL

Name: name of the parameter.
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Type: indicate if the parameter is Custom or System.

Value: value of the parameter.

) If the Parameter Type selected is Custom, the value of the parameter must be entered manually.

If the Parameter Type selected is System, a drop-down list will be enabled with the available
system parameter values.

After completing all the required fields, click the "CREATE" button to create the new parameter, "CREATE & CONTINUE"
to save the parameter and continue creating another, or "CANCEL" to cancel the operation without saving the entered
data.

6. After completing all the required fields, click the "SAVE" button to continue.
7. To cancel the operation without saving the entered data, click the "CANCEL" button.

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to integrate the campaign with an external web application

Integration with a management application can be performed to attend to campaign interactions.

To integrate the campaign with an external web application:

1. Go to the "Configuration" tab:

2. Click on the section "Campaigns" *" and then click the "Edit" button of the campaign where the integration will take place
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3. Click on the "CC Integration" section of the campaign ¥ and then check the box "Integration”

Constanza DOdorico INTERACTION CONFIGURATION

Onfine No ACD |+

Update campaign Aerocollege > CC Integration

Administration

Campaigns ® @ s integration

unts . HelpDesk Integration

LR . Integration N8

4. Enter the required data:

. Integration

—|

e
=
m
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Type: select the integration type Web Application from the drop-down list.

Window mode: mode of the window. The options are: Maximized and Normal.

5. After selecting the integration type inConcert Web Application, enter the following:
a. Application Data:
* Type:
Web Application v

Application name * URL

Method Type: @

- |:| Override action “Finish Interaction” @

Application name: application name.
URI: URL to access the application.
Method type: method by which the parameters will be sent. The options are: Get and Post.

Override finish action: Checking this box will override the finalization action.

b. Parameters:

Parameters == ADD PARAMETER

Name Value

After clicking the "NEW PARAMETER" button, you need to enter the following data:
Parameters
Name:
Enter name @) Fixed Parameter () contertualized Parameter
() use System Value
Value.
CONFIRM CONFIRM & CONTINUE CANCEL
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Name: name of the parameter.

Value: value of the parameter.

After completing all the required fields, click the "CREATE" button to create the new parameter, "CREATE & CONTINUE"
to save the parameter and continue creating another, or "CANCEL" to cancel the operation without saving the entered
data.

6. After completing all the required fields, click the "SAVE" button to continue
7. To cancel the operation without saving the entered data, click the "CANCEL" button.

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
How to integrate the campaign with HelpDesk

It is possible to carry out integration with the HelpDesk application

To integrate the campaign with a HelpDesk application:

1. Go to the "Configuration" tab:

| CONFIGURATION Ib SUPERVISOR

2. Click on the "Campaigns" section “" and then click the "Edit" button of the campaign where the integration will take place

Constanza DOdorico NT CONFIGURACION

Enlinea No ACD |w

Administracion

1

Campafias ] — Q

Usuarios A
Mombre Descripcion

® Permisos

1 Aerocnliege College lineas séreas - fodas Izs cuentas 2 W ]
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3. Click on the "CC Integration" section of the campaign *" and then check the box " HelpDesk Integration”

Constanza DOdorico NTERACCION CONFIGURACION SUPERVIS

En linea No ACD |+

Editar campaiia Aerocollege > Integracion CC

Il

Administracién
Campaiias © @ s integracian
. HelpDesk Integraciin §

Integracion

4. Click save to finish.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

How to integrate the campaign with Marketing & Sales

It is possible to carry out integration with the Marketing & Sales application.

To integrate the campaign with an external web application:

1. Go to the "Configuration" tab:
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2. Click on the "Campaigns" section " and then click the "Edit" button of the campaign where the integration will take place

Constanza DOdorico

CONRGURATION

Online No ACD |»

Administration

1]

| Q
£ Users _
Name Description
© Ppermissions 1 Ae éreas - todas las cuentas é’. 0]
3. Click on the "CC Integration" section of the campaign “" and then check the box "M&S Integration”
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Constanza DQOdorico

INTERACTION CONFIGURATION
Online Mo ACD |+

Administration Update campaign Aerocollege > CC Integration

. HelpDesk Integration

Integration

4. Click save to finish.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Disposition Codes

® What are the Disposition Codes?
® How to define Categories and Disposition Codes

What are the Disposition Codes?

The Disposition Codes are the possible management results of the campaign's interactions, being able, through a CRM, to associate interactions
with business results. The disposition codes enable you to classify the interactions management.

Through CRM integration, the disposition codes ease interactions management and follow up, being able to make decisions automatically
according to the results.A través de una integracién CRM, los codigos de disposicion facilitan la gestién y seguimiento de las interacciones,
pudiéndose tomar acciones de forma automatica dependiendo de los resultados.

) The disposition codes are classified in categories.

To define categories and disposition codes, read: "How to define Categories and Disposition Codes".
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Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to define Categories and Disposition Codes

When defining categories and disposition codes you must understand clearly that they will be used by the operators to be assigned to
interactions, through the CRM, thus being able to categorize their outcome.

To define categories and disposition codes you have to:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Campaigns" section ¥ and press the "Edit" button of the campaign where you will define categories and disposition codes

Constanza DOdorico T CONFGLRATION

Cnline No ACD |+

1]

Administration

£ Users _
Name Description

® Permissions

3. Click on the campaign's "Disposition Codes" section " and press the "ADD RESULT" button *  to create a main category for

disposition codes:
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Constanza DOdorico

CONFIGURATION

ACD |w

Administration % Update campaign Aerocollege > Dispositions CANCEL m |- aoDRESULT

- (2

§ Campaians @®

-+ - Pasajes L

Basic information '
Ancounts + . Equ.pa?e ﬁ
Channels + - Merd z

Membears .
TR Comentario_rzdes N

Permissions -
+ codigo_ppal 8

Schedulz :
e Resultado_ppal s

CC Integration -
....... configuracion 2

/L The disposition codes are organized in tree heirarchy.

4. Enter the required data:

Add Resuit X
* Mame: » Code
Enter name... Enter the code
D |s campaign goal @ I:I Is a final state @ I:I Is useful @
D Weeds Rescheduling @ I:I Cannot be reopened automatically @

Dialer Connection Code

CONFIRM CONFIRM & CONTINUE CANCEL

Name: unique name which will identify the new result in the system.

Is Goal: if checked, it indicates that this is a campaign objective.

Code: unique code assigned to the result in the system.

Needs Reschedule: if checked, it indicates that the interaction needs to be rescheduled.

Is UseFul: if checked, it indicates that the result is useful.
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Dialer Connection Code: if checked, you must indicate which contact result should be recorded in an automatic dialed call.

Press "CREATE" to create the result, or "CREATE AND CONTINUE" to add the result and keep adding more in the same

level.
To cancel the process without saving changes, press the "CANCEL" button.

5. To create a disposition code in a previously defined category, press the add button "+" of the defined category:

B Pasajes & W -+
+ Equipaje & W +
=+ Menii & W 4
6. Set up the new result as indicated in step 3.
The disposition code tree will be show as follows:

+ cediga_ppa ¢ W +

Resultadn_ppal g? '_'lI| +

configuracion é" E +

7. After completing all the required fields, press the "SAVE" button to continue.
8. To cancel the operation without saving changes, press the "CANCEL" button.

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

Labels

® \What are the Labels and what are they for?
® How to define a new Label

® How to edit a Label

® How to delete a Label

What are the Labels and what are they for?

Labels are tags that are defined to classify and filter interactions. Once the labels have been defined, they can be assigned to interactions and
then used to filter the interactions as required.

To define a Label, read "How to define a new Label".

Related Articles

® User search
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!!How to set up Messenger messaging
! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to define a new Label

Labels are used to filter interactions, and can be assign y pueden ser asignadas a las interacciones al momento de su atencion; deben ser
creadas previamente por el Administrador y asi estar disponibles para los operadores.

To define a new label:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the section "Campaigns" “" and then click the "Edit" button for the campaign for which the label will be defined

Constanza DOdorico

CONRGURATION

Online No ACD |»

Administration
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Name Description
® permissions ” 3 &1aas - todas Ias cuentas é’. 0]
3. Click on the "Labels" section of the campaign “" and then click the button "NEW LABEL”
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4. Enter the required data:

D Is System @

Name: name that will identify the label in the system.

Is System: if you check this box, the label will be considered to be from the system, and cannot be assigned by the agents
to the interactions.

5. After completing all the required fields, click the "CREATE" button to define the new label.
6. To cancel the operation without saving the entered data, click the “CLOSE” button.

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to edit a Label
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You can edit a label after creating it, and check/uncheck the box that indicates that it is a system label. If you want to know how to define a label,

keep reading: "How to define a new Label".

To edit a label:

1. Go to the "Configuration" tab:

2. Click on the section "Campaigns"

Constanza DOdorico

CONRGURATION

Online No ACD |»

and then click the "Edit" button for the campaign for which the label will be defined

Administration Campaigns

1]

i Users
MName

® permissions

3. Click on the "Labels" section of the campaign

Administration — Update campaign Aeracollege > Labals

Campaigns (O]

Name

Comentario_rades

Curso

Malstes
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£3 The identifying name of the label cannot be edited.

4. After making the modifications, click the "UPDATE" button to save the changes made to the label.
5. To cancel the operation without saving the modifications, click the "CLOSE" button.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store
How to delete a Label

You can delete a label anytime you want but you must bear in mind that when you delete it, it can no longer be assigned by the operators to any
interaction; however, the interactions that already had this label assigned before it was eliminated will not lose it.

To delete a label:

1. Go to the "Configuration" tab:

2. Click on the section "Campaigns" and then click the "Edit" button for the campaign for which the label will be defined

Constanza DOdorico CONFGLRATION
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Administration
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3. Click on the "Labels" section of the campaign " and then click the "Delete” button of the label
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4. Click the "Yes" button to confirm deletion of the label:
Confirm
Do you want to delete |abel A-Test ?
MO YES
5. A message confirming successful deletion from the campaign is displayed:

Name System Label

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
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Notifications

® What are notifications and what are they for?
® How to configure interaction notifications
® Structure of Notification Messages

What are notifications and what are they for?
Interaction notifications are used to configure the sending of naotifications to third-party applications through an http request, that is, a URL.

Read the following article to learn more about interaction notifications: How to configure interaction notifications.
Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to configure interaction notifications

Notifications are used to send notifications to third-party applications when certain interaction events occur.

= Notifications must be activated at the VCC configuration level in provisioning.
® They require permissions at the user level.

Follow these steps to configure Notifications:

1. Go to the "Configuration" tab located at the top of the screen in the work environment in OCC.

CONFIGURATION

2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab “" | then click the "Edit" button
associated with the campaign in which you want to activate notifications.

Constanza DOdorico N CONAGURATION
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Administration

£ Users _
Name Description

® permissions 1 o
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3. Alist of sections related to the administration of the campaign will be displayed, click on the "Notifications" section:

Administration ==
Ldllpgdigiss L1y Y
Motifications
-
4. First, activate the notifications for the campaign * , just click the check box. Then, enter the url == to which OCC will send the

notifications of the events that you will configure in the next step.
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Update campaign Aeracollege > Nofifications CANCEL CONFIRM

Available apps to be notified

Motifications must be activated at the vec configuration level in Provisioning. They require permissions at the user level.

MAS MAS (Url: hitps;/idemosmas.inconcertce.com;/ public/occ/process)
. MarketingAndSales Marketing and Sales app notifications (Url: hips:/demosmas.inconcertce_com/ public/occ/process)

ncancertdesk com/HelpdeskDemey/ notifications)

HelpDesk HeipDesk app notifications {Url: hitps://college

) In the case of a test environment, the following url is available to receive notifications: http://DOMINIO/inconcert /api
/test_notifications/.

5. Alist of notifications will be enabled, these will be sent to the url entered when the selected event(s) take place. To activate a notification,
just click the checkbox corresponding to the event you want to notify.

Nueva estrante: B ) Cuande ina muein interaorisn sntrantees cre
Nueva saliente: L1 o
Nueve Mensaje Enlrante: [ ) Cusnds 5= recibe i nuey
Muevo Mensaie Salierte: ! i &
Tomada: O @ Comdow
Encolada: 0 cuon
Transferda: 1 ) cu
Removida: 0l @) Cuando wna mterascién == remomida de un agente, Ejemplo: exede el tiempe de rex
Wrapup: =1 &
Cerrada: ) Comdo i
Cancelada: [ @ Cusndo une s
Reahieta: | §) Cuonds una inferecas

6. To finish, click the "SAVE" button if you wish to or click the "CANCEL" button

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store
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Structure of Notification Messages

The messages sent in the notifications have a group of elements that are present in all messages and a group of elements that vary according to

the channel or event being notified.

Generic elements of all channels/events:

Data_base

clusterlD
de |l a pl ataf or na.

id
i nteracci on.

type
FACEBOCK, etc).

vce

canpai gn
atiende | a interaccion.

account

confi gurada por
attention_| evel
por |la que se asigna |la interacciodn.

page
| nst agr am
ti mestanp
evento en formato fecha
subt ype

I nst agram( " Menti onPost ",
" Pagel nboxNewVessage")

(" FanPageNewrFeed", " NewPost Conment ",

"I nboxNewessage", "FanPageNewFeed",
(" MENTI ON', "TWEET _REPLY", "QUOTED",
" SEARCH")

ti mest anpDoubl e
en formato EPCC
contactld
cont act Nane
agent
atiende |l a interaccion

® Incoming Notification:
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Newlncoming

® Outgoing Noatification:

NewOutgoing

® Incoming Message Notification

NewlncomingMessage

® utgoing Message Notification

NewOutgoingMessage

® Notification of Queued Interaction:

Queued

® Notification of Attended Interaction

Taken

® Notification of Interaction in WrapUp

WrapUp

® Notification of Closed Interaction:

Closed

® Notification of Transferred Interaction

Transferred

® Notification of Canceled Interaction:
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Canceled

® Notification of Reopened Interaction

Reopen

® |Interaction Deleted Notification

Removed

Attention Levels
®* What are Attention Levels?
® How to define an Attention Level

® How to edit the users assigned to an Attention Level
® How to delete an Attention Level

What are Attention Levels?

Attention levels can be defined as groups of attending to the interactions, that is, depending on the operation of the Contact Center, the
interactions can be assigned according to the attention levels that are defined in the campaign.

£} The Attention Levels can be shaped by the users according to their skills. Read about "How to define skills".

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
How to define an Attention Level

Attention levels can be used when an interaction is received that requires attention from a particular group of agents, that is, if you want the new
interactions of an account to be attended by users belonging to a specific Attention Level, after creating it, you can associate it with the account.

) The attention levels are configured by campaigns.

To define an Attention Level:

1. Go to the "Configuration" tab:
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CONFIGURATION

2. Click on the section "Campaigns" and then click the "Edit" button of the campaign where the attention level will be defined

Constanza DOdorico

Online No ACD |»

CONRGURATION

Administration

1]

Campaigns ~+ (CREATE NEW

Users .
Name Description

® permissions

3. Click on the "Attention Levels" section of the campaign and then click the "NEW ATTENTION LEVEL" button

Constanza DOdorico

INTERACTION CONFIGURATICN
Online No ACD |+

Administration = Update campaign  Aerocallege > Attention Levels 78 = ADD ATTENTION LEVEL
e Name Description Members Accounts
a a 2 Ne assigned
h Avanzado Avanzado 2 Mo assigned
...... Comercial Comercial Mo szlected Mo assigned
Curso Curso 4 Mo assigned
7 entrenamiento entrenamiento 2 Ne assigned
Influencer nfluencer 3 Ne assigned
i i ¥ Mail nivel para ma 2 No assigned
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4. Enter the required data:

a. General information:

* Name: « Description:

Enter name... Enter description...

Name: unique name that will identify the attention level in the system.

Description: description of the attention level.

b. Users:
Assign users to the attention level by clicking the "UPDATE" button:

Select members who will receive conversations

- ADD MEMBER

# Mo members added.

c. The users associated with the campaign are displayed:

Attention Level Members X

Selected Members Total: 1 of 69 (available members)

Id Name
|:| adminheipdek adminhelpdek helpdesk
administrador Admin Full p
|:| agentl Agente RLegal Ahumada

CONFIRM CANCEL p

: search for the user to be assigned to the attention level.

9 : check the box of the desired user.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!
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On assigning the user(s), the following is displayed:

Select members who will receive conversations #Al 4 ADDMEMBER

Id Name

administrador Admin Full il m

: assigned users.

" : click to continue assigning users to the attention level.

: click to remove the associated user.

5. After completing all the required fields, click the "CREATE" button to create the attention level.
6. To cancel the operation without saving the entered data, click the “CLOSE” button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to edit the users assigned to an Attention Level

At any time you can edit the users assigned to an attention level, and in this way remove them or even assign more users if required. If a user
who is attending to an interaction associated with the attention level is removed, they will be able to finish the interaction without inconvenience.

To edit the users assigned to an attention level:

1. Go to the "Configuration" tab:

CONFIGURATION

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!
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2. Click on the section "Campaigns" “" and then click the "Edit" button of the campaign where the attention level is defined

LR ILLALTEL CONFGURATION

Online No ACD |»

Administration

1]

: | Q
i Users _
Name Description
® Ppermissions ” i das las cuentas é’. ]
3. Click on the "Attention Levels" section of the campaign “"" and then click the "Edit" button of the attention level

Constanza DOdorico

CONFIGLRATION

Oniine Mo ATD |+

Administration = Update campaign  Aerocollege > Aftention Levels ADD ATTENTION LEVEL
Nama Description Members Accoumnts
a a 2 No assignad . '_. ol |
avanzado Avanzado : No assigned & o
Comesicia Comerciel Mo s=lectzd No assigned e |
Curzo Curse 4 Ne assigned £ 0w
entrerzmiento enfrenamiznio 2 No assignad & m
stincalinng Influence nffencer 3 NG assigned £ mo
S Mail nivel para ma 2 Ne assigned £ W
4. The users assigned to the attention level are displayed , click the "UPDATE" button to edit them & or the "Delete" button to

remove them from the attention level
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» Mame; + Description:
a a
Select members who will receive conversations q - ADD MEMBER
Id Name
agente_1_ro agente_1_ro @
rmartinez.agente rmartinez.agente ]ﬁ[

5. If you click the "UPDATE" button in the previous step, you will be able to assign more users to the attention level or remove one that is

already assigned:

Attention Level Members X

Selected Members Total: 2 of 69 (available members)

QJ

O Id Name

D adminhelpdek adminhelpdek helpdesk
D 9 administrador Admin Full

D agent] Agente RLegal Ahumada

CONFIRM CANCEL Ip

o : search for the user to be assigned/removed
e : check the corresponding box to assign/remove users.

e : click the "UPDATE" button to save the changes or "CLOSE" to cancel without saving the changes.

6. After making the modifications, click the "UPDATE" button to save the changes made to the attention level
7. To cancel the operation without saving any changes, click the "CANCEL" button.

Related Articles
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E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to delete an Attention Level

You can delete an attention level at any time you want, but you must first disassociate it from the accounts to which it has been assigned. To
learn how to disassociate it, read: "How to associate Attention Levels to an Account".

To delete an attention level:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the section "Campaigns" “" and then click the "Edit" button of the campaign where the attention level will be deleted

Constanza DOdorico

CONRGURATION

Online No ACD |»

Administration

1]

B | Q
£ Users _
Name Description
© permissions 1 iz #12as - todas las cuentas é’. w
3. Click on the "Attention Levels" section of the campaign “" | check that the attention level is not assigned to any account = and

then click the "Delete" button for the attention level in question
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CONFIGURATION

. Constanza DOdorico

Administration = % lpdate campaig llege > ian Levels
Ar i m
Channels .
Name Description
Membare
1A-Tast
3 ES
BVANZATD Avanzaco
CC Intzration
Comercial Comercial
Cispoaitions
Lapais Curso Curso
Netireations

entrenamiento entrenamienic

inftuancer Infiuzncer

4. Click the "Yes" button to confirm the deletion of the attention level:

Do you want to delete attention level 1A-

Test 7

NO YES

5. A message confirming successful deletion of the attention level is displayed:

(1) Attentlon levels have been deleted successfully.

Name Description Members

Related Articles

! User search
! How to set up Messenger messaging

® How to associate a YouTube account
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-+ ADD ATTENTION LEVEL

Members Accounts

Mo selected 2 F<al |
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3 No assigned 59 @

x

Accounts
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!!How to associate an application from Google Play Store

! How to associate an application from the App Store

Canned Messages

What is a Canned Message and when is it used?
How to create a Canned Message

How to edit a Canned Message

How to delete a Canned Message

How to create a Canned Message Group

How to edit a Canned Message Group

What is a Canned Message and when is it used?

A canned message is a predefined message that the Administrator can configure, to standardize criteria in the replies that are given to clients
while attending to interactions.

) Predefined messages can be used to enable agents to handle various common situations in a homogeneous way.

&) For example, welcome, waiting and goodbye messages, as well as auto-replies, can be configured.

To create a canned message, read about "How to create a Canned Message".

Related Articles

B User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

How to create a Canned Message

Predefined messages can be employed so that users deal with frequent situations in a standard way. These messages are canned messages
previously created by the System Administrator.

To create a canned message:

1. Go to the "Configuration" tab:

| CONFIGURATION !b SUPER

2. Click on the section "Campaigns" “"" and then click the "Edit" button of the campaign where the canned message will be created
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LR ILLALTEL CONFGURATION

Online No ACD |»

Administration = Campaigns ~+ CREATE NEW
¥ |- a Q
£ Users )
Name Description

® Permissions

3. Click on the "Canned Messages" section of the campaign “" and then click the button "NEW MESSAGE”

Constanza DOdorico
Oniing Mo ACD |=

IGURATION

Administration = Update campaig lege > Canned g PPl -+ newwessace

Group. ext

Bienvenica - Enter the text

Bienvenida Format HTML ~ Bienvenida £ m

Buen din, [INTERACTION_CONTACT _NAME}! Grac
Nombre completobiimero ce documentoPais de resigenciabimero de veelcFechs de

ama, envianos lo siguientes datos

T Bienvenida Format HTML  Bienvenida - fin de semana S m
Buen dia {INTERACTION_CONTACT_NAME), Espero que tu fin de semans esié sisndo muy agradable
Bienvenida Format HTML ~ Peso maletas & w
{INTERACTIDN_COMTACT_MAME .':||:'E’.-':' QCEFIEjJ por nuzsira aerolines para laz maletas es de 23 LE:.:EIB gfagpacho y |-f:‘ para cabma
Saludos,
Bienvenida  Text Plain  Saludo inicial £ m

omao te puede ayudar hoy?

4. Enter the required data:

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!
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New canned message

* Name: Group:

Enter name... Bienvenida

Add in format:

Format HTML

Message

X X

(=4
th
&
4
"
i
hih
1]}

@ £ ATtH B I

CONFIRM CONFIRM E CONTINUE CANCEL

Group: Select a group previously created or create a new group by clicking the button.

Name: Unigque name that will identify the canned message in the system.

~ Add format
HTML format: select this option if you want to add html code to the canned message.

€3 The option is valid only for use in the web chat channel.

Plain text: Select this option to write the canned message using plain text.

Message: To compose the message you can use the basic tools of a text editor and the variables available.

5. After completing all the required fields, click the "CREATE" button to create the canned message
6. To save the new canned message and continue creating another, click the "CREATE & CONTINUE" button.
7. To cancel the operation without saving the entered data, click the "CLOSE" button

Related Articles

! User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
How to edit a Canned Message

After creating a canned message, you can edit it; either to change the name or make an adjustment to the text of the message.

To edit a canned message:
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1. Go to the "Configuration" tab:

CONFIGURATION SUPERW

2. Click on the section "Campaigns" * and then click the "Edit" button of the campaign for which the canned message will be edited

Constanza DOdorico

CONRGURATION

= N I*

1]

Administration

Ca |, 3 Q
£ Users _
Name Description
© permissions ” toda o| @
3. Click on the "Canned Messages" section of the 5 filter by group or by canned message text = and then campaign and click the

"Edit" button of the canned message

Constanza DOdorico

COMFICURATION
Onlina Mo ACD |+

Administration = Update campaign Aerocallege > Canned Messages - NEWMESSAGE
Group Tait
Elenvenida - Entar the text
Bienvenida Format HTML  Bienvenida & m
Buen {INTERACTION_CONTACT_NAME} G
Nombire completoNimero de cocumentoPai
Bienvenida Format HTML  Bienvenida - fin de semana 2o W
Bu=n dia INTERACTION _CONTACT_NAMEY, Espeio que tu fin de semana este siendo muy agradahle
Bienvenida  FormatHTML Peso maletas & m
it [INTERACTION_CONTACT_NAME), E| peso acepiado por ruestia aeroinea para las maletas es para despeche v 10 kg, pare cabing
Saludos,
Afte
Bienvenida Text Plain  Saludo inicial & m
I Hola, 5oy [AGENTMAMEL, scomo te puedo ayudar hoy?

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

4. After making the modifications, click the "UPDATE" button to save the changes made to the canned message.
5. To cancel the operation without saving the modifications, click the "CLOSE" button.

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
How to delete a Canned Message

If you want to remove a canned message, either because it will be replaced by another or simply because it will no longer be used, you must
delete it; and thus the operators will not be able to make use of it.

To delete a canned message:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the section "Campaigns" * and then click the "Edit" button of the campaign from which the canned message will be deleted

CONRGURATION

1]

Administration

| Q
i Users _
Name Description
® Ppermissions ” das las cuentas é’. 0]
3. Click on the "Canned Messages" section of the | , filter by group or by canned message text == and then campaign and click the

"Delete" button of the canned message
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CONFIGURATION

- Constanza DOdorico

Administration = W Update campaig liege > Canned g =+ NEW MESSAGE
Channaic - a
Membarg Group: Taxt:
Elenvenica - Enterthe teut Q &
Fermissions
Bienvenida  FormatHTML 1A-Test &
Hello 3
CC inteqretion
Bienvenida FormatHTML Bienvenida £ m

Buen dia, {INTERACTION_CONTACT_NAMEY Gracizs por conlaciarte con Asrocollege. Pare svaluar tu reclamo, emianos lo siguiertes detos,

Hombie compistohiimern de documento®a’s de residenciablomern de veeloFecha de vueloGracias demcoliege

Bienvenida Format HTML  Bienvenida - fin de semana £ m

Nofifations

Buen dia {INTERACTION_CONTACT_NAMEL, Espero qua tu fin de semana eslé siando muy agradable

Bienvenida Format HTML  Peso maletas £ m
[INTERACTION_CONTACT_NAME}, £l peso aceptado por nuesiia aerolinea para ias malstas es de 23 by, pars despacho y 10 kg, para cabina n
Saludos,

4. Click the "Yes" button to confirm the deletion of the canned message:

Confirm

Do you want to delete message id 1A-Test

?

NO YES

5. A message is displayed to confirm the successful deletion of the canned message:

@ Canned messages have bean deletad successfully. x
Groug: Text:
Bienvenida - Entarthe faxt «._
Bienvenida Format HTML  Bienvenida L m

Buen dia, {INTERACTION_CONTACT_NAME} Gracias por contactarte con Aerocellege. Pera evaluar turectamo, envianos lo siguientas datos: Nembre complefoNOmero
de documentoPais de residenciaNimero de vueloFecha de vueloGracias Aerocollege

Related Articles

E User search
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! How to set up Messenger messaging
! How to associate a YouTube account
! How to associate an application from Google Play Store

E How to associate an application from the App Store

How to create a Canned Message Group

If you want to group the canned messages, given the relationship between them, you can create groups. The messages that have been created
for analogous situations can then be grouped. For example, if you want to group the Welcome messages.

To create a canned message group:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the section "Campaigns" “" and then click the "Edit" button of the campaign where the canned message group will be created

CONFIGURATION

Constanza DOdorico

ol b

Administration = Campaigns 4 CREATENEW
fi= | a
3 Users -
Name Description
© permissions 3 s o . _6? @
3. Click on the "Canned Messages" section of the campaign “"" and then click the button "NEW MESSAGE”
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LURATION

= MNEW MESSAGE

Administration = Update campaig liege > Canned 9

Group. ext

Bienvenica - Enter the text

Bienvenida Format HTML ~ Bienvenida £ m

T Bienvenida Format HTML  Bienvenida - fin de semana S m
Buen dia {INTERACTION_CONTACT_NAME), Espero que tu fin de semans esié sisndo muy agradable
Bienvenida Format HTML ~ Peso maletas & w

{INTERACTION_COMTACT_NAME], El peso aceptada por nuastra aerclines para iaz maletas es de 23 kg. para dazpacho y 10 kg. para cabns

Bienvenida Text Plain  Saludo inicial &

Hola, soy [AGENTHAMEL ;coma te puedo ayudar hoy?

4. Click the "New" button:

Name Group:

Enter name Bienvenida b 59 +
Add in format:

Format HTML v

5. Enter the name of the group “" and click the "Save" button

{ame: Group:

Bienvenida @

) To exit without saving, click the "Cancel" button

Once the group is created, the canned message can be created and thus associated with it, as follows:
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New canned message X

« Name: Group:

Buenos dias Bienvenida - ﬁ +

Add in format:

Format HTML »

Message

@ g ATH BI US 4 &

X X

S = = [} <«

Buenos dias, muchas gracias por su contacto .

CONFIRM CONFIRM & CONTINUE CANCEL

) Click the "UPDATE" button to save the changes or "CLOSE" to cancel without saving the changes.

The canned message associated with the group would look like this:

Bienvenida Format HTML  Bienvenida - fin de semana

Buen dia {INTERACTION_CONTACT_WAME}, Espero gue tu fin de semana esté siendo muy agradable.

Bienvenida FormatHTML  Buenos dias

Buenos dias, muchas gracias por su contacto

Bienvenida Format HTML Peso maletas

{INTERACTION_CONTACT_NAME}, El peso aceptado por nuestra aerclinea para las maletas es de 23 kg. para despacho y 10 kg. para cabina. Saludos,

Canned Messages can also continue to be associated with the created group, as follows:
a. Click the "Edit" button of the canned message that you want to associate with a group:
Bienvenida Format HTML  Bienvenida - fin de semana g m

Buen dia INTERACTION_CONTACT_NAME}, Ezpero que tu fin de samana esté siando muy agradabla

Bienvenida Format HTML  Buenos dias E o

Buenos dias, muchas gracias por su contacio

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!
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b. Select the desired group from the drop-down list:
Update canned message

- Name:

Buenos dias

Add in format:

Format HTML
Message

@4 ATTH BI U-<S ¢4 &

Buenos dias, muchas gracias por su contacto

Growp:

Bienvenida

X

Xl

) Click the "UPDATE" button to save the changes or "CLOSE" to cancel without saving the changes

{3

<>

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to edit a Canned Message Group

After creating a canned message group, you can edit it to change the name.

To edit a canned message group:

1. Go to the "Configuration" tab:

% Campaigns
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2. Click on the "Campaigns" section" “" and then click the "NEW MESSAGE" button of the campaign where the canned message group

will be edited

Constanza DOdorico

Online No ACD |»

CONRGURATION

Administration = Campaigns
Can s § e Q
£ Users )
Name Description

® Permissions

3. Click on the "Canned Messages" section of the campaign “"" and then click the button "NEW MESSAGE”

Constanza DOdorico

CONFIGURATION
Oniing No ACD |~

Administration = Update campaig llege > Canned g
Group Text
Bienvenida - Enter the text

Bienvenida Format HTML  Bienvenida

Buen ¢in, {INTERACTION_CONTACT_NAME}! Crac
Nombre completoNimere de documentoPais de res

AR Bienvenida Format HTML  Bienvenida - fin de semana

Buen dia {INTERACTION_CONTACT_NAME), Espero que tu fin de semans esié sisndo muy agradable

Bienvenida Format HTML ~ Peso maletas

{INTERACTION_COMTACT_NAMEL E|l peco QCEFIEjJ por nuzsira aerolines para laz maletas es de 23 LE:.:EIB dazpachoy 10k

Saludos,

Bienvenida Text Plain  Saludo inicial

Hola, soy [AGENTHAMEL ;coma te puedo ayudar hoy?

4. Select the group to edit from the drop-down list:

MName: Group:

Bienvenida

Add in format:

Format HTML -

5. Click the "Edit" button:
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Name: Group:
Erli e Bienvenida b 15? +

Add in fo

Format HTML v

6. After making the modifications, click the "Save" button to save the changes in the canned message group.
7. To cancel the operation without saving the modifications, click the "Cancel" button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

Rules

What are the rules for?

How to define a new rule

How to edit a rule

How to delete a rule

How to change the priority of a rule

What are the rules for?

The rules are used to apply certain conditions (filters), previously defined by the administrator, to the new inbound or outbound interactions in the
communication channels and accounts that are associated with your campaigns. These filters allow the system to automatically perform various
actions on the interactions, such as ending them, escalating them or changing their priority.

Once these automatic actions have been performed on the desired interactions, they can also be tagged, depending on the tags defined for your
campaign.

To define a rule, see "How to define a new rule".
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U

05 - Qué son las etiguetas y cémo las creo.mp4

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
How to define a new rule

Before defining a new rule, you must be clear about its scope, that is, know to which of your campaign accounts and communication channels
you will apply the rule. Bear in mind that it will be applied to all interactions meeting the conditions you set when you define it.

When defining a rule, by default it will be the one with the lowest priority with regard to those already created; in other words, it will be the
last rule to be applied. For information on how to change rule priority, see "How to change the priority of a rule”.

To define a new rule:

1. Go to the "Configuration" tab:
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2. Click on the "Campaigns" section *" and then click the "Edit" button for the campaign for which the rule will be defined

Victoria Pintos

Ondineg Mo ACD |w

CONFIGURATION

Administration =
Campaigns L3 " earel 1 a
Users
HName Description
@ Permissions =
! 1 herocoiiage Collzge lineas aéreas - todas las cuentas 2 4 i}
e .
| Custom States 2 Aeroccllege? Campaiia Telefonica & o

3. Click on the "Rules" section of the campaign and then click the "NEW RULE" button
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4. Enter the required data:

Update campaign

Name

Mall_nat

Wewkie

Regia

Maleta

a. ldentification and scope of the rule:

Aeroccllege = Rules

Description

Mivel de atencid

pars

Regla para newhiss

Regiaetiqueta

maleta

Mame
Enter name.
Description:

Channel

izl Mat

Facebook

nstagram

Wal

FaceDook

tizecion Wai

Apply ruke to:

Channel:

All

Account

All accounts

Direction:

All directions

SORT RULES:

R T T T

%

NEW RULE

Name: name that will identify the rule in the system.

Description: description of the rule.

Address: from the drop-down list, select whether the rule will apply to all inbound and outbound interactions.

Account: from the drop-down list, select the account associated with the communication channel selected in the
previous step, to which the rule will be applied.

Channel: from the drop-down list, select the communication channel to which you will apply the rule. The options are:
All, Call, Contact Form, Web Chat, Facebook, Email and Twitter. If you select the Facebook or Twitter channel, you must
then indicate the type of interaction and the page (Facebook) to which the rule will apply.
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b. Conditions of the rule:

Rule Conditions

Basic Filters

@ Match all filters (AND) (_) Match any filters (OR)
Contact id contains: Contact name contains:
Enter the value Enter the value
Related post aftributes: Related batch attributes:
Enter the value Enter the value

Assign Rule limitations based on conversations number and states

Lavel State Greater or agual than

- All (open) Enter the value = 4

il It will be calculated for same channel conversations. Current conversation doesnt count

£3 You must check the relevant box to indicate whether the condition for applying the rule is that the interactions comply with all
the filters defined without exception (All filters (and)), or whether it should be applied when the interactions comply with at least
one defined filter (Any filter (or)).

Depending on the communication channel to which the rule should apply, you can enter various filters:

~ Filter for call
Contact ID contains: the contact identifier is a full or partial match to the one entered.

Contact Name contains: the contact name is a full or partial match to the one entered.

~ Filter for contact forms
Contact ID contains: the contact identifier is a full or partial match to the one entered.

Contact Name contains: the contact name is a full or partial match to the one entered.

Addresses: the address provided by the contact matches one of the addresses entered. Multiple addresses must be
separated by ";".

Pre-existing controls: information obtained via pre-existing controls on your site matches the conditions set. These
controls are set up when creating the Contact Form account.

Captured fields: the names of the controls in the Web Designer application match the conditions set.

~ Filters for Web Chat

Contact ID contains: the contact identifier is a full or partial match to the one entered.

Nombre de contacto contiene: el nombre de contacto coincide de forma parcial o total con el ingresado.
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Addresses: the address provided by the contact matches one of the addresses entered. Multiple addresses must be
separated by ";".

Was transferred: when checking this box, you must indicate the campaign and account from which the interaction
was transferred to apply the rule.

Pre-existing controls: information obtained via pre-existing controls on your site matches the conditions set. These
controls are set up when creating the Web Chat account.

Captured fields: the names of the controls in the Web Designer application match the conditions set.

~ Filters for Facebook
Contact ID contains: the contact identifier is a full or partial match to the one entered.

Contact Name contains: the contact name is a full or partial match to the one entered.

From: the username of the source Facebook account matches one of those entered. Multiple usernames must be
separated by ";".

Hashtag: the Facebook message contains a certain hashtag that matches the one entered. Remember that the
hashtag must be written as a single word, i.e., without any spaces.

Contains text: the text of the Facebook message is a full or partial match to the one entered. The search is
performed on the content and sender of the message.

Not contains text: the text of the Facebook message is neither a full nor a partial match to the one entered. The
search is performed on the content and sender of the message.

ensaje.

~ Filters for Mail
Contact ID contains: the contact identifier is a full or partial match to the one entered.

Contact Name contains: the contact name is a full or partial match to the one entered.
From: the source email account matches one of those entered. Multiple email accounts must be separated by ";".

To (includes CC and CCO): the destination email account matches one of those entered. Multiple email accounts
must be separated by ";".

Subject contains: the subject of the email is a full or partial match to the one entered.

Contains text: the text of the email is a full or partial match to the one entered. The search is performed on the email
subject, message and addresses.

Not contains text: the text of the email is neither a full nor a partial match with the one entered. The search is
performed on the email subject, message and addresses.

Has attachment: checking this box will apply the rule to emails with attachments.

~ Filters for Twitter
Contact ID contains: the contact identifier is a full or partial match to the one entered.

Contact Name contains: the contact name is a full or partial match to the one entered.

From: the username of the source Twitter account matches one of those entered. Multiple usernames must be
separated by ";".

Hashtag: the Twitter message contains a certain hashtag that matches the one entered. Remember that the
hashtag must be written as a single word, i.e., without any spaces.

Countries: the country selected in the contact's Twitter account settings matches one of those entered. Multiple
countries must be separated by ";".

Languages: the language selected in the contact's Twitter account settings matches one of those entered. You must
enter the first two letters of the language, for example for English, enter "en". Multiple languages must be separated
by ";".

Contains text: the text of the Twitter message is a full or partial match to the one entered. The search is performed
on the message’s content and participants.

Not contains text: the text in the Twitter message is neither a full nor a partial match to the one entered. The search
is performed on the message’s content and participants.

c. Rule actions:
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Rule Actions

|:| Stop processing rules with next matching rule

Actions over Conversations Workfiow state:

Apply Labels to matched conversations

Name System Label

Comentario_redes
cotizacion

Curso

Maletas

OO0o000a0

Reservas

Do not process any more rules: by checking this box, no other rules with a lower priority will be applied to interactions
that meet the conditions of this rule. For information on how to change rule priority, see "How to change the priority of a
rule”.

Actions: from the drop-down list, select the action to be carried out with interactions meeting the conditions of this rule.

Apply Labels: check the box(es) for the tag(s) to be applied to interactions meeting the conditions of this rule.

5. After filling in all the fields required, click the "CREATE" button to create the rule.
6. To cancel the operation without saving the entered data, click the “CANCEL” button.

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to edit arule
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After defining a rule, you can edit it whenever you like to make changes or adjustments to it, such as redefining the scope, changing the
conditions (filters) for applying the rule, changing the action to be carried out for interactions that comply with the rule or applying/removing

applied labels.

To edit a rule:

1. Go to the "Configuration" tab:

Campaigns

2. Click on the "Campaigns" section and then click the "Edit" button for the campaign for which the rule will be edited

CONFIGURACION

Administracion = Editar campaiia
mpa ®
Nombre
Mail_rat
Newhie
Regla

Malzta

Sorlec

3. Click on the campaign’s "Rules" section
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Victoria Pintos

CONFIGURATION
o |

Administration = Update campaign Aerocollege > Rules SORT AULES NEW AULE
mipaigr @ =
Name Description Channel
Mallnal Hival de atencidn pars mal Ml & | m
Hentie Regla para newhiss Facebook & o]
Regia Reglactiqueta ntagram L m
i Maleta maleta Mal £
Sartze Sorten Facebook £ mw
Cotizecion Regla para pedidos de cotizecion Wai 5? E
Tesi Tesl Facehook & ﬁ_‘
A = ) & m

) For information on a rule’s fields, see "How to define a new rule".

£3 The name of the rule is the only field that cannot be edited.

4. After editing, click the "UPDATE" button to save the changes to the rule.
5. To cancel the operation without saving the modifications, click the "CLOSE" button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store

How to delete arule

Should you want to delete a rule, you can do so, bearing in mind that the actions defined in it will no longer be applied to any interactions that
meet its conditions. Deleting a rule cannot be undone.

To delete a rule:

1. Go to the "Configuration" tab:
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2. Click on the "Campaigns" section " and then click the "Edit" button for the campaign for which the rule will be deleted

Victoria Pintos

Ondineg Mo ACD |w

CONFIGURATION

Administration =
Campaigns f e =}
Users
HName Description
® Permissions 1 Aerocoliags Collzga lineas aéreas - todas las cuentas 2 g im|
I Custam States 2 Aerocollegs2 Campaiiz Telefonica & jm|
3. Click on the campaign’s "Rules" section and then click the "Delete" button for the rule
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Victoria Pintos

CONFIGURATION

Online Mo ACD |»

Administration = % Update campaign Aeroccliege > Rules SORT RULES + mEwsULE
g Campaigns W 5

Beaiz Intomation

MName Description Channel
Aceounls

Mall_nat Mivel de atencidn parz mall Mail ]
Ch

Newbie Regla para newbies Facebook 1y £ m
lembiars

Regial Reglaetiguata Inztagram () L m
e Maleta mleta Mail 0] £
CO Integtation Sorteg Sorteo Facebook ) & ]
i Lotizecion Regla para pedidos de cotizecion Mail &) & m
Labalz _

Tesi Tesl Farehnok (0] £ m
Kofifications

Reg Pr F: (0] & m
Altention Level

Canrod Mestages

Rufas D

4. Click the "Yes" button to confirm deletion of the rule:

R

Do you want to delete rule New-Rule ?
il
5 NO YES

Reaia para pedidos de cotizacion

5. A message confirming successful deletion of the rule is displayed:

¥ Update campaign Aerocollege > Rules

@ Rules have been deleted successfully.
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Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store
How to change the priority of a rule

When defining a new rule, by default it will be the one with the lowest priority in relation to those already created, i.e., it will be the last rule to be
applied. However, if you want a particular rule to be applied before another one, you can give it higher priority over the others in just a few steps.

To change the priority of a rule:

1. Go to the "Configuration" tab:

2. Click on the "Campaigns" section “"and then click the "Edit" button for the campaign for which the rule’s priority is to be changed

Victoria Pintos CTICN CONFIGURATION

Ondineg Mo ACD |w

Administration

Campaigns L earch 1 a
Users HName Description
® Permissions i A College lineas aéraas -todas (22 cuentas 2 F- g |
= Custom States 5 Acrocallege? Campia Teleforica & o
3. Click on the "Rules" section of the campaign and then click the "SORT RULES" button
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Victoria Pintos

CONFIGURA

Administration = Update campaign Aeroccliege > Rules y HEW FULE
® -
: Name Description Channel
Mallnal = mal Mail & m
Mewbie Regla para newhize Facebook & m
Regial Reglactiqueta Rtagram £ m
i Maleta maleta Mal £
eqrafinn Sartso Sorteo Facebook 1 £ mw
s Regla para pedidos Wai & m
) Test Tesl & E‘
S ] 0 S m
4. Highlight the rule and then drag and drop it into the desired position:
Rules Drag and drop the rows in the arder you prefer to have them arranged
Mame Description Channel
Mail_nat Nivel de atencion para ma Mail
Newbie Reqgla para newhles Facebook
Reglal Reglaetigusta Instagram
IMaleta maleta Mail
Sorteg Sorteo Facebook
Cofizacion Reqla para pedidos de cotizacidn Mail
Test Test Facebook O
Promo (H
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5. After adjusting rule priorities, click the "SAVE" button to save the changes.
6. To cancel the operation without saving any settings, click the "CANCEL" button.

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

Accounts/Channels

What are channels?

What is an Account?

How to create an SMS account
How to create a Contact Form account
Webchat Configuration
WhatsApp channel configuration
Email Configuration
Configuration of Social Networks
App Store Configuration
Manage accounts

How to create Call acounts

What are channels?

Channels are the media by which the contact communicates with the company or the company with the contact.

From OCC, each campaign can serve multiple accounts, from multiple channels and the interactions that come from each of them will be
managed by the agents in a unified way.

Each channel will be enabled for a campaign when the first account of its type is created. That is, if a campaign will attend to the interactions
coming from a certain Facebook fanpage, on adding and associating that account to the campaign, the Facebook channel is automatically
enabled. as a means of contact management for that campaign.

The available channels in OCC are:

w Mail
Several existing mail accounts can be associated with the campaign, set to receive and send messages. Agents will be able to view the
complete email threads associated with an interaction and apply fully configurable canned message replies and signatures to standardize
communications.

~ Facebook

Multiple Facebook accounts and fanpages can be associated with the same campaign. OCC receives all the comments to the posts,
comments on the wall, replies and private messages made by the contacts on those pages, and they are distributed to the agents like any
other interaction coming from any other channel type.

= Instagram
Multiple Instagram accounts can be associated with the same campaign. OCC will allow you to manage all the interactions associated with
your own post, direct mentions and mentions about comments.

«= YouTube
Multiple YouTube accounts can be associated with the same campaign. OCC will allow you to manage all the interactions associated with
published videos and live videos.

« Google Play Store
Multiple applications from the Google Play Store can be associated with the same campaign. OCC will allow you to manage all the
interactions associated with the reviews of the associated applications.

=~ App Store
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Multiple App Store applications can be associated with the same campaign. OCC will allow you to manage all the interactions associated
with the reviews of the associated applications

= Twitter

Several Twitter accounts can be associated with the same campaign. All the mentions, retweets and direct messages made by these
contacts to these accounts will be distributed to the agents for management.

=~ Web Form

OCC allows you to manage contacts that complete a Web form which can be on the company website, a landing page or a service desk
application, for example. This contact, together with all the information entered in the form, will be distributed to the campaign agents so that
it can be managed

~ Telephone

Inbound as well as outbound call campaigns can be handled though OCC and be taken unifiedly with interactions generated through digital
channels.

~ Whatsapp

OCC allows you to associate several WhatsApp accounts with the same campaign. Associating an account will allow OCC to manage both
incoming and outgoing messages for that account, as well as allowing messages to be sent in bulk to a defined batch of contacts.

w SMS

Associating an SMS account will allow the client to contact the contact center through text messages and for agents to respond or initiate a
conversation through the same channel.

Additionally, it is possible to configure the bulk sending of SMS through a campaign without the need for agents to participate in the sending
process.

Once you have a defined account for a specific channel type, the channel will appear in Configuration/Campaign/Channels and you will be able
to edit the general characteristics related to it as required.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store

What is an Account?

Each of your campaigns, depending on the channels you make available, they will have several accounts associated with them.

For example, if your campaign must manage the emails that reach support@your-company.com, that account must be configured in OCC,
specifying 1/O server, user, password, etc., so that the emails can be downloaded from the tool and agents can send emails from that account.

The same happens with Facebook, Twitter, YouTube, and Instagram accounts.

Regarding to webchat and web forms, they will not be external accounts that are associated but they will be accounts that you set up right there
by associating a chat or a specific form.

Regarding the applications of Google Play Store and App Store, they will not be associated accounts but specific applications published on these
platforms.

The configuration of the telephony accounts specifies whether inbound calls or outbound calls will be managed and all the necessary parameters
for their correct processing.

Related Articles

Content by label

There is no content with the specified labels
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How to create an SMS account

An SMS account will allow the client to contact the contact center through text messages and for agents to respond or initiate a conversation

through the same channel.
Additionally, it is possible to configure the bulk sending of SMS through a campaign without the need for agents to participate in the sending

process.

To create an SMS account in a campaign:

1. Go to the "Configuration" tab.

CONFIGURATION

Campaigns

2. Click on the section "Campaigns" and then click the "Edit" button of the campaign where the account will be created

Constanza DOdorico T CONFGLRATION

Online No ACD |» = . 2 n 0o =
+ CREATE NEW

Campaigns

1]

Administration

Users .
Name Description

© Ppermissions " d

1. Click on the "Accounts" section of the campaign and then click the button "Add Account"
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Administration

-

Update campaign Aerocollege? > Accounts q <~ ADD ACCOUNT

%¢ Campaigns ©

fi No accounts found

Ba

c Information

| Azcounts D

5

2. Select the account type "SMS™":

-+ ADD ACCOUNT

¢" Call

®, Web Chat

Mail

 SMS

(0 Whatsapp

3. Enter the required data:

Mame/Description: * Qutgeing URL: @

Enter name/description

* Distribution: gE: Priority (0-99)

- Ente

Client window display

Normal - |:| Enable automatic queries bazed of QnA Maker knowledge

Name/Description: name that will identify the account in the system.

Distribution: criteria by which the chats that come from this account will be distributed to the operators.
» Click here to expand...

Circular: assigns interactions to the operator who has been in the Available state for the longest time.

Queued: send new interactions to the campaign queue; to be taken or assigned manually.
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Skill: the interactions will be assigned to the operators who have the highest ratings in terms of the skills required for
each campaign; the "Circular" algorithm is applied to select between operators who receive the same skill score. If you
select this, you must indicate the agent skills that you want to consider in the distribution

Priority: defines the priority of the chats of this account with respect to the communications that come from others; the
higher the number that is entered, the higher the priority. Optional.

Language: language that the operator's spell checker will use when typing in the chat window.
Outgoing URL: Server URL that will be used to manage the sending/receiving of SMS messages. This is necessary since it

is the server which receives the SMS messages from the public telephony network and also receives them from OCC and
sends them to the network. Communication is not handled in a P2P manner with the client, but through this server.

4. Attention Level: You will be able to select from among the Attention Levels previously created, the one most appropriate for the operation
of this account

5. Ticket manager: You can enable Tickets Management to manually or automatically assign tickets to the interactions associated with this
account, and you can also select a previously configured ticket issuer.

Enable Ticket Assignment

- Assion automatically

{ To add an Tickst Emitter, please go to-the Tickets Administration Page

Assign tickets: if you check this box, you will be enabling the option to assign tickets to the interactions belonging to this
account.

Automatic: if this box is checked, the tickets will be assigned automatically.

* Ticket issuer:
~ Click here to expand...
You will need to select a previously configured ticket issuer, see How to create a ticket issuer.

6. Contact management:

Enable Contact Management inside system

Add automaftically Incoming |—| Add automatically O

] Crrtant
LOntact L LOomnact

« Merge Critena

nacle auiomatic merge -

Contact management: if you check this box, you will be enabling the option to create a new contact with each interaction.

Auto Add Contact: if you check this box, the system will automatically create a new contact for each interaction. If it is not
checked, contacts will be created manually.
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Automatic unification: after checking this box, you must define the criteria for saving the contact data. You can either keep
the contact data already stored, or update the data in each new interaction.

7. Flow management:

Flow Management

Incoming: Out of Schedule

smsBot - an Minutes

Process Flows available for agents to fransfer

LUring mteraction:

End Interaction @ (@) Send back to Agent @

ADDFLOWS

Allows you to assign an SMS automatic process to the account to automatically reply to messages from a flow.

8. Thresholds:

This information is not specific to the account but will be common to all accounts in the channel. Editing from here will only be

possible if the account being defined is the first of its type, otherwise they will be read-only fields. To edit the channel thresholds,
read: "How to edit a Channel's general setup".

Thresholds

Enable ACD Wait Threshold

BTt
« Akl T

Action on timeoit:
Finalize Conversation

Campaign Account:

ACD wait threshold: specifies the maximum time that the conversation is expected to spend in the distribution queue.

Service Level: maximum answer time for the communication to be considered to have been attended within the desired
service level.
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9. After completing all the required fields, click the "SAVE ACCOUNT" button to continue.
10. To cancel the operation without saving the data entered, click the "CANCEL ACCOUNT" button.

#» Web Hooks - Account URLs
By providing a URL (Outgoing URL), the system will make available two URLs for different purposes:

Web Hooks Incomming New Messages URI

\Wab Hooks Incomming
Mew hessages URL

b Hooks Incomming

Message LRI

These refer to:

® Web Hooks Incoming - New Messages URL: Details the URL to which the system will be listening and receiving the new SMS

messages.
® Web Hooks Incoming - Status Message URL: Details the URL that the external SMS server should use to notify i6 of the delivery

status of messages.

Related Articles

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store
! How to associate an application from the App Store

! How to create a Call account
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How to create a Contact Form account

Businesses often require that a contact form be available on the company's website, a support site or a landing page and it is desirable that the
contacts that enter through this route can be distributed to the operators and managed in the same way as those that enter through any other
communication channel.

From the Web Designer tool included with i6, it is possible to create any type of form that can then be embedded within a web page.

In order to enable the use of a contact form as a "channel" in a campaign, it is necessary to create an account of this type.

) Several contact form accounts can be associated with the same campaign, depending exclusively on the operation of the Contact Center.

To create a Contact Form account in a campaign:

1. Go to the "Configuration" tab:

2. Click on the "Campaigns” section  and press the "Edit" button of the campaign to which you will associate the account

Constanza DOdorico CONFGLRATION

1]

Administration

' | Q
£ Users _
Name Description
® Ppermissions ” ndas é’. 0]
3. Click the campaign's "Accounts" section " and then click the button "NEW ACCOUNT"
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Administration = % Update campaign Aerocollege? > Accounts

]

L L CEI‘I‘IDEigﬂS @ fi No accounts found.

Basic Information

Azcounts n

4. Select the account type "Contact form":

-~ ADD ACCOUNT

¢* Call o
®, Web Chat

= Mail

2 SMS

< Whatsapp

Ed Facebook

@ Instagram

B Twitter

B2 Youtube

B Contact Form

5. Enter the required data:
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Contact Form Config

Mame/Description

Name/Description: name that will identify the account in the system.

Distribution: criteria by which the forms that come from this account will be distributed to the operators.

The possibilities are:
Circular: assigns interactions to the operator who has been in the Available state for the longest time.

a. Queued: send new interactions to the campaign queue; to be taken or assigned manually.

b. Skill: the interactions will be assigned to the operators who have the highest ratings in terms of the skills required for
each campaign; the "Circular" algorithm is applied to select between operators who receive the same skill score. If you

select this, you must indicate the agent skills that you want to consider in the distribution

. Priority: defines the priority of the forms of this account with respect to the communications that come from others; the
higher the number that is entered, the higher the priority.

. Front End Setup:

Iways enabled (even with inactive campaigns)

o 2dd a Cantact Form, please go to the Web Designer Page

Contact form: here you can select the front-end of the form that you want to use for this account. This is the interface that
will be displayed embedded in the website or that will open when clicking a certain button or link on a page.

You can leave the form that comes as default or, from the drop-down list, you can select a front-end previously designed
from WebDesigner.

Language: operators have a spell checker that is enabled when they are responding to an interaction. If the system cannot
automatically identify the language of the interaction, it takes the one which has been set in this field.

. Snippet Code:
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Start Button 1d: @

Snippet Code

<script type=text/javaseript’=
(function() {
var prote = document. location protocol || ‘hitp:;
var node = document createElement!'script);

f Copy & paste the Snippet Cude above in the <header- tag on the web page where you went to enabie the contact form.

Start Button Id: ID of the button that will allow the user to access the form through tthe web site.

Snippet Code: Javascript code generated automatically by the system which has to be inserted in the webpage where the

contact form must be enabled.

8. Outbound accounts:

Select Outbound Accounts allowed to reply incoming interactions

If more than one Outbound Account selected, please select the one that will be the default account to reply incoming interactions activating the control placed on the Default

Column.

Account
1N
£ | Aerocollege
O £ Aerainconcert
n VolarCollege
Aerocollege_IG
O | @  voarcolege

Default

@)

2,

You must select the campaign's outbound accounts through where you will be able to reply to the contact form account interactions @ ,

indicating at the same time which will be the default account to reply @ .

9. Preexisting Integration Controls:

Pre-existent forms Control Integration

Control Id

Type Display Mame

=~ ADD PARAMETER

) These are widely used if your clients must previously log into the web to fill out a form; in this way you will be able to obtain certain
required parameters and thus not request them again while attending to the client. For this, you configure them with their
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corresponding type, and, when generating the interaction, the system recognizes that the ID "name", for example, is as a field and
it is sent.

By clicking the "NEW PARAMETER" button, you will be able to define if you want to capture values that refer to controls that exist where
you have the Contact Form service enabled:

Pre-existent forms Control Integration

¥pe Dizplay Name

CONFIRM CONFIRM & CONTINUE CANCEL

Control ID: unique identifier of the field on the web where you have enabled the Contact Form service.

Type: refers to the type of field associated with the Control ID entered. The options are: ID, Name, Phone number, Email
and Custom.

Click the "CREATE" button to save the control defined or "CREATE & CONTINUE" to save and continue creating controls. If
you want to discard the changes, click the "CANCEL" button.

10. Attention Levels: You will be able to select from among the Attention Levels previously created, the one most appropriate for the
operation of this account.

Select Attention Levels available for conversations

If more than one Attention Level selected, please select one of them as the receiver of incoming conversations activating the control placed on the Distribution column.

Name Description Distribution Priority (0-99)

(<]
@®

e
Avanzado Avanzado O

(<

Comercial Comercial O

(<]

Curso Curso

O

11. Ticket manager: You can enable Tickets Management to manually or automatically assign tickets to the interactions associated with this
account, and you can also select a previously configured ticket issuer.
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Enable Ticket Assignment

- Ticket Emitter:

- | | Assign automatically

[L To add an Ticke: Emittes, please go o the Tickets Adminisiration Page

Assign tickets: if you check this box, you will be enabling the option to assign tickets to the interactions belonging to this
account.

Automatic: if this box is checked, the tickets will be assigned automatically.

* Ticket issuer:

You will need to select a previously configured ticket issuer, see How to create an issuer.

12. Contact management:

Enable Contact Management inside system

Add automatically Incomnying Add automatically Outgoing
bl Contact : < o

. Merge Criteria

Enable automatic merge -

Contact management: if you check this box, you will be enabling the option to create a new contact with each interaction.

Auto Add Contact: if you check these boxes, the system will automatically create a new contact for each inbound and/or
outbound interaction. If it is not checked, contacts will be created manually.

Automatic unification: after checking this box, you must define the criteria for saving the contact data. You can either keep
the contact data already stored, or update the data in each new interaction.

13. Thresholds:
This information is not specific to the account but will be common to all accounts in the channel. Editing from here will only be

possible if the account being defined is the first of its type, otherwise they will be read-only fields. To edit the channel thresholds,
read on: "How to edit the general Channel settings".
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Thresholds

Service level time (minutes)

|:| Enable ACD Wait Thresheld

Action on fimeott

______

Thresholds: the time thresholds are specified here for different operative and attention actions.

Service Level: maximum response time to consider a communication to be attenden within the desired Service Level.

14. After completing all the required fields, press the "SAVE ACCOUNT" button to continue.
15. To cancel the operation without saving the changes, press the "CANCEL ACCOUNT" button.

Related Articles

E Como asociar una cuenta de Correo

E Coémo crear una cuenta de Llamadas

! Como crear una cuenta de Formulario de contacto

! Como crear una cuenta de Llamadas (con Telefonia Nativa)

! Como crear una cuenta de Telefonia.

Webchat Configuration

How to create a Web Chat account

How to create a Web Chat account with Video Call

How to define a welcome message in a Web Chat account
How to define a waiting message in a Web Chat account

How to define a finalization mail in a Web Chat account

How to announce the agent assigned to a Web Chat interaction

How to create a Web Chat account

A web chat or live chat is a chat that is placed on a website and allows users to dialogue in real time with a contact center operator, who will
answer their questions, support them in a purchase, etc.

Sometimes, depending on business requirements, a chat may have a pre-chat and post-chat form associated with it. In general, pre-chat forms
ask the user to enter two or three pieces of data in order to identify them in the system, in case they are a user who has already been contacted
on another occasion, and also to give a little context to the operator who will attend them.
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The post-chat, also called post-survey, on the other hand, is aimed at collecting information on the degree of client satisfaction with the service
that was provided.

Both forms, like the chat interface, can be designed using the WebDesigner application.

09 - Canal Webchat y como...ociarlo & una campafia.mp4

To create a Web Chat account in a campaign:

1. Go to the "Configuration" tab:

INTERACTION | CONFIGURATION jb SUPERVISOR

Campaigns

2. Click on the section "Campaigns" and then click the "Edit" button of the campaign where the account will be created
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Constanza DOdorico NT CONRGURATION

Online No ACD |»

Administration

2 ! foearcs Q
£ Users )
Name Description
® permissions U N
1 Aerocollege Ao| @
3. Click on the "Accounts" section of the campaign " and then click the button "NEW ACCOUNT"
pa— . 5 |" i ATYC AL I
Administration — Update campaign Aerocollege2 » Accounts / = ADD ACCOUNT

% Lampaiqns ® fi No accounts found

4. Select the account type "Web Chat"::

ADD ACCOUNT

¢" Call

®, Web Chat

= Mail

& SMS

(=) Whatsapp

5. Enter the required data
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Web Chat Config Messages

Enzble automatic queries based of OnA Maker know

Norml - []

Name/Description: name that will identify the account in the system.

Distribution: criteria by which the chats that come from this account will be distributed to the operators.
~ Click here to expand...
Circular: assigns interactions to the operator who has been in the Available state for the longest time.

Queued: send new interactions to the campaign queue; to be taken or assigned manually.

Skill: the interactions will be assigned to the operators who have the highest ratings in terms of the skills required for
each campaign; the "Circular" algorithm is applied to select between operators who receive the same skill score. If you
select this, you must indicate the agent skills that you want to consider in the distribution.

Priority: defines the priority of the chats of this account with respect to the communications that come from others; the
higher the number that is entered, the higher the priority. Optional.

Spell Checker Language: Language that the operator's spell checker will use when typing in the chat window.

6. Front End Configuration:

Web chat app: @
Default -
Login form Custom start button Post chat survey
Windaow Type « Start Button
Embedded - From App -
[ ] Announce member @ ansferrzd @

Chat App: here you can select the chat front-end that you want to use for this account. This is the interface that will be
displayed embedded in the website or that will open when clicking a certain button or link on a page.

You can leave the chat that comes as default or, from the drop-down list, you can select a front-end previously designed
from WebDesigner.

The chat window can have the design that comes by default or it can have a totally customized design. In turn, the front-end
can include a login, start button and pre-chat and/or post-chat survey. Selecting a chat from the list will display the front-end
customizations included for this chat.

Window type: from here you select how the chat window will be displayed within the site. The options are:

"Embedded": embedded within the same web page.
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“Pop Up”: by means of a new pop-up window.

Start button: here you will define how the start button will be placed on the main page. The options are:

"From App": the start button will be defined in the application itself.

"Page Control": if selected, you must indicate the ID of the button that will allow the user to start the chat from the website.

Announce Member: if this option is selected, a message will be displayed to the user indicating that an agent has been
assigned to attend them.

Go to chat directly if was transferred: if this option is selected, when the interaction is transferred, the operator will directly
view the chat window.

7. Snippet Code:

<5eript type="text/javascript'>

(function() {

var proto = document. location.pratocol || ‘hitp:;

varnode = document createElement('script);

node tvpe = "text/javascript;

node.async = true;

node.sre = proto + *fwebchat-college.if.incencertce.com/va/click_to_chat*oken=8348BEBDB1117C80350B58D3E3TBG2EED",
var 5 = document getElementsBy Taghame( script j[o;

5. parentiode insertBefore(node, <);

He;

il

[l Copy & paste the Smippet Code abowe in your chat page

Snippet Code: Javascript code generated automatically by the system which must be inserted in the web page where you
want to enable the WebChat service.

8. Out of hours:

Enable out of hours Contact Form

Campaign Account:

Enabled: if you check this box, you will be enabling your contacts to leave messages while the campaign is out of the
scheduled hours.

Campaign: select from the drop-down list the campaign of the Contact Form account where the messages left by your
contacts will be entered while the campaign is out of the scheduled hours.

Account: select from the drop-down list the Contact Form account where the messages left by your contacts will be entered
while the campaign is out of the scheduled hours.

9. Google Analytics:
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Integrate Google Analytics to Web Chat

Key:

P8 Register by sections

Enabled: if you check this box, you will be enabling the option to set a password to send grouped information on web traffic
to the client's google analytics.

Key: API authentication key of the Google Analytics account.

Register by sections: if you check this box, the information will be registered by sections.

10. Track Browsing History:

. Track Ciients browsing history

«seript type=text/javascript'= =
(functiond) {
var proto = document location.protocol || "hitp:;
vartrme = document craateElement(script’);
frme type = texd/javascript’
frme.async = frue;
frme_src = proto + 'fitrackme-college i6.inconcertce_ com/inconcert/apps/trackme/js, tm s,
var 5 = document getElementsByTagMame('script')[0];
5 parentiode insertBefore(trme, s):
H: =

i Copy & pasta the Snippet Code sbove in your chat page

On checking the "Enabled" box, you must paste the code shown on the web page where the Web Chat service will be
enabled and you will then be able to view the browsing data of your contacts.

11. Pre-existent Controls Integration:

Pre-existent forms Control Integration -~ ADD PARAMETER

Control 1d Type Display Name

) These are widely used if your clients must previously log into the web to start a chat session; in this way you will be able to obtain
certain required parameters and thus not request them again while attending to the client. For this, you configure them with their
corresponding type, and, when generating the interaction, the system recognizes that the ID "name", for example, is as a field and
it is sent.
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By clicking the "NEW PARAMETER" button, you will be able to define if you want to capture values that refer to controls that exist where
you have the Web Chat service enabled:

Pre-existent forms Control Integration

(] Hidden conirol @

CONFIRM CONFIRM & CONTINUE CANCEL

Control ID: unique identifier of the field on the web where you have enabled the Web Chat service.

Type: refers to the type of field associated with the Control ID entered. The options are: ID, Name, Phone number, Email
and Custom.

Click the "CREATE" button to save the control defined or "CREATE & CONTINUE" to save and continue creating controls. If
you want to discard the changes, click the "CANCEL" button

12. Triggers:

Configure triggers to show chat window ADD TRIGGER

Type Url Matches Trigger

By clicking the "NEW TRIGGER" button, you will be able to define if you want a chat window to open automatically after the contact has
remained on a web page for a certain time:

Configure triggers to show chat window

Type Time on Page {se0

Time on Page - Enter the time Chat Window -

Uri Matches {regex):

CONFIRM CONFIRM & CONTINUE CANCEL

Type: by default, the trigger will be executed by the Time on Page.
URL matches (regex): refers to the URL where the chat window will be opened, after the Time on Page has elapsed.
Time on Page: time in seconds that must elapse while the contact remains on the URL, for the chat window to be opened.

Open: select from the drop-down list whether the chat window will open minimized (Minimized Chat) or not (Chat Window).

Click the "CREATE" button to save the trigger defined or "CREATE & CONTINUE" to save and continue creating triggers. If
you want to discard the changes, click the "CANCEL" button.
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13. Attention Level: You will be able to select from among the Attention Levels previously created, the one most appropriate for the operation

of this account.

14. Ticket manager: You can enable Tickets Management to manually or automatically assign tickets to the interactions associated with this
account, and you can also select a previously configured ticket issuer

Enable Ticket Assignment

Ticket Emitter:

v [ ] Assign automatically

To add an Ticket Emitter, please go 1o the Tickets Administretion Page

Assign tickets: if you check this box, you will be enabling the option to assign tickets to the interactions belonging to this
account.

Automatic: if this box is checked, the tickets will be assigned automatically.

*Ticket issuer:
~ Click here to expand...
You will need to select a previously configured ticket issuer, see How to create an issuer.

15. Gestién de contactos:

Enable Contact Management inside system

Add automatically Inceming Contact

Enable automatic merge -

Contact management: if you check this box, you will be enabling the option to create a new contact with each interaction.

Auto Add Contact: if you check this box, the system will automatically create a new contact for each interaction. If it is not
checked, contacts will be created manually.

Automatic unification: after checking this box, you must define the criteria for saving the contact data. You can either keep
the contact data already stored, or update the data in each new interaction.

16. Umbrales:

This information is not specific to the account but will be common to all accounts in the channel. Editing from here will only be

possible if the account being defined is the first of its type, otherwise they will be read-only fields. To edit the channel thresholds,
read: "How to edit the general channel settings".
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Thresholds

« Service fevel time (seconds):

D Answer D Ghost Threshold

Time (seconds): Time (seconds):

[[] Eenable ACD Wait Threshold

ACD time (seconds)

Campaign:
[] wait First Message [ wait Repeated Msg
Time (seconds): Time {seconds):

[ activity Threshold [[] short Conversation

Time (seconds): Time {seconds)

Action on timeout:

Accouni:

D Wrapup

Time (seconds)

Thresholds: here you specify the time thresholds for different service and operational actions.

Service Level: maximum answer time for the communication to be considered to have been attended within the desired

service level.

17. After completing all the required fields, click the "SAVE ACCOUNT" button to continue.
18. To cancel the operation without saving the data entered, click the "CANCEL ACCOUNT" button

) The files attached to a Webchat conversation are saved in the repository, so they can be accessed once the Webchat session has ended.

Articulos Relacionados

! Como asociar una cuenta de Correo
! Como crear una cuenta de Llamadas
! Como crear una cuenta de Formulario de contacto

! Como crear una cuenta de Llamadas (con Telefonia Nativa)

! Como crear una cuenta de Telefonia.
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How to create a Web Chat account with Video Call

A web chat or live chat is a chat that is placed on a website and allows users to dialogue in real time with a contact center operator, who will
answer their questions, support them in a purchase, etc.

Sometimes, depending on business requirements, a chat may have a pre-chat and post-chat form associated with it. In general, pre-chat forms
ask the user to enter two or three pieces of data in order to identify them in the system, in case they are a user who has already been contacted
on another occasion, and also to give a little context to the operator who will attend them.

The post-chat, also called post-survey, on the other hand, is aimed at collecting information on the degree of client satisfaction with the service
that was provided.

Both forms, like the chat interface, can be designed using the WebDesigner application.
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09 - Canal Webchat y como...ociarlo a una campafia.mp4

Additionally you can configure your Web Chat to incorporate the Video Call option.

To create a Web Chat account in a campaign

1. Go to the "Configuration" tab:

CONFIGURATION

Campaigns

2. Click on the "Campaigns" section and then click the "Edit" button of the campaign where the account will be created
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Administration
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1 Coile \' é’ 0]
3. Click on the "Accounts” section of the campaign and then click the button "NEW ACCOUNT" "=
—_— " o |t ATY AT
Administration = Update campaign AerocollegeZ > Accounts "8 - ADDACCOUNT

Campalgns @ f No accounts found

4. Select the account type "Web Chat":

ADD ACCOUNT

¢" Call

®, Web Chat

= Mail

& SMS

(2} Whatsapp

5. Enter the required data:
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Web Chat Config Messages

Distribution: Lenguage Priorty (- 24)

Client window display

Normal - |:

Enable automatic queries based of QnA Maker knowled:

Name/Description: name that will identify the account in the system.

Distribution: criteria by which the chats that come from this account will be distributed to the operators
* Click here to expand...
Circular: assigns interactions to the operator who has been in the Available state for the longest time.

Queued: send new interactions to the campaign queue; to be taken or assigned manually.

Skill: the interactions will be assigned to the operators who have the highest ratings in terms of the skills required for
each campaign; the "Circular" algorithm is applied to select between operators who receive the same skill score. If you
select this, you must indicate the agent skills that you want to consider in the distribution.

Priority: defines the priority of the chats of this account with respect to the communications that come from others; the
higher the number that is entered, the higher the priority. Optional.

Spell Checker Language: Language that the operator's spell checker will use when typing in the chat window.

6. Front End Configuration:

Web chat app: @
Default -
Login form Pre chat survey Custom start button Post chat 5
Windaow Type « Start Button
Embedded - From App -

Chat App: here you can select the chat front-end that you want to use for this account. For a Webchat with video call, the
option "WCWebrtcJanus" must be selected. To learn how to install this feature, read: Installation/configuration for
Video Calls

The chat window can have the design that comes by default or it can have a totally customized design. In turn, the front-end

can include a login, start button and pre-chat and/or post-chat survey. Selecting a chat from the list will display the front-end
customizations included for this chat.
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Window type: from here you select how the chat window will be displayed within the site. The options are:

"Embedded": embedded within the same web page.

“Pop Up”: by means of a new pop-up window.

Start button: here you will define how the start button will be placed on the main page. The options are:

"From App": the start button will be defined in the application itself.

"Page Control": if selected, you must indicate the ID of the button that will allow the user to start the chat from the website.

Announce Member: if this option is selected, a message will be displayed to the user indicating that an agent has been
assigned to attend them.

Go to chat directly if was transferred: if this option is selected, when the interaction is transferred, the operator will directly
view the chat window.

7. Snippet Code:

Snippet code

<seript type=text/javascript'=

(function() {
var proto = document. location pratocol || hitp:;
varnode =decument createElement{'script);
node.tvpe = 'texi/javascript;
node async = true;
node.sre = proto + *jfwebchat-college.ig.incencericc.com/v3/click_to_chat*oken=8348EBDB1117C80350B58D3E3VB62EES",
var 5 = document. getElementsByTagMame(script )[0]:
5. parentiode. insertBeforelnode, 5);

e

PR o

[l Copy & paste the Smippet Code above i your chat page

Snippet Code: Javascript code generated automatically by the system which must be inserted in the web page where you
want to enable the WebChat service.

8. Out of hours:

Enable out of hours Contact Form

Campaign Kccount:

Enabled: if you check this box, you will be enabling your contacts to leave messages while the campaign is out of the
scheduled hours.

Campaign: select from the drop-down list the campaign of the Contact Form account where the messages left by your
contacts will be entered while the campaign is out of the scheduled hours.

Account: select from the drop-down list the Contact Form account where the messages left by your contacts will be entered
while the campaign is out of the scheduled hours.

9. Google Analytics:
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Integrate Google Analytics to Web Chat

Key:

P8 Register by sections

Enabled: if you check this box, you will be enabling the option to set a password to send grouped information on web traffic
to the client's google analytics.

Key: API authentication key of the Google Analytics account.

Register by sections: if you check this box, the information will be registered by sections.

10. Track Browsing History:

Snippet code

«seript type=text/javascript'= =

(functiond) {

var proto = document location.protocol || "hitp:;

vartrme = document craateElement(script’);

frme type = texd/javascript’

frme.async = frue;

frme_src = proto + 'fitrackme-college i6.inconcertce_ com/inconcert/apps/trackme/js, tm s,

var 5 = document getElementsByTagMame('script')[0];

5 parentiode insertBefore(trme, s):

B

i Copy & pasta the Snippet Code sbove in your chat page

On checking the "Enabled" box, you must paste the code shown on the web page where the Web Chat service will be
enabled and you will then be able to view the browsing data of your contacts.

11. Pre-existent Controls Integration

Pre-existent forms Control Integration - ADD PARAMETER

Control 1d Type Display Name

) These are widely used if your clients must previously log into the web to start a chat session; in this way you will be able to obtain
certain required parameters and thus not request them again while attending to the client. For this, you configure them with their

corresponding type, and, when generating the interaction, the system recognizes that the ID "name", for example, is as a field and
it is sent.
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By clicking the "NEW PARAMETER" button, you will be able to define if you want to capture values that refer to controls that exist where
you have the Web Chat service enabled:

Pre-existent forms Control Integration

Type

CONFIRM CONFIRM & CONTINUE CANCEL

Control ID: unique identifier of the field on the web where you have enabled the Web Chat service.

Type: refers to the type of field associated with the Control ID entered. The options are: ID, Name, Phone number, Email
and Custom.

Click the "CREATE" button to save the control defined or "CREATE & CONTINUE" to save and continue creating controls. If
you want to discard the changes, click the "CANCEL" button.

12. Triggers:

Configure triggers to show chat window ADD TRIGGER

Type Url Matches Trigger

By clicking the "NEW TRIGGER" button, you will be able to define if you want a chat window to open automatically after the contact has
remained on a web page for a certain time:

Configure triggers to show chat window

Tyoe Time on Pans

Time on Page - Enter the time Chat Window -

Uri Matches {regexy:

CONFIRM CONFIRM & CONTINUE CANCEL

Type: by default, the trigger will be executed by the Time on Page.
URL matches (regex): refers to the URL where the chat window will be opened, after the Time on Page has elapsed.
Time on Page: time in seconds that must elapse while the contact remains on the URL, for the chat window to be opened.

Open: select from the drop-down list whether the chat window will open minimized (Minimized Chat) or not (Chat Window).

Click the "CREATE" button to save the trigger defined or "CREATE & CONTINUE" to save and continue creating triggers. If
you want to discard the changes, click the "CANCEL" button.
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13. Attention Level: You will be able to select from among the Attention Levels previously created, the one most appropriate for the operation
of this account.

14. Ticket manager: You can enable Tickets Management to manually or automatically assign tickets to the interactions associated with this
account, and you can also select a previously configured ticket issuer.

Enable Ticket Assignment

Ticket Emitter:

v [ ] Assign automatically

To add an Tecke

2ase go 1o the Tickets Administration Page

Assign tickets: if you check this box, you will be enabling the option to assign tickets to the interactions belonging to this
account.

Automatic: if this box is checked, the tickets will be assigned automatically.

*Ticket issuer:
» Click here to expand...
You will need to select a previously configured ticket issuer, see How to create an issuer.

15. Contact management:

Enable Contact Management inside system

Add automatically Incoming Contact

Enable automatic merge -

Contact management: if you check this box, you will be enabling the option to create a new contact with each interaction.

Auto Add Contact: if you check this box, the system will automatically create a new contact for each interaction. If it is not
checked, contacts will be created manually.

Automatic unification: after checking this box, you must define the criteria for saving the contact data. You can either keep
the contact data already stored, or update the data in each new interaction.

16. Thresholds:

This information is not specific to the account but will be common to all accounts in the channel. Editing from here will only be
possible if the account being defined is the first of its type, otherwise they will be read-only fields. To edit the channel thresholds,
read: "How to edit the general channel settings".
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Thresholds

« Service fevel time (seconds):

D Answer D Ghost Threshold

Time (seconds): Time (seconds):

[[] Eenable ACD Wait Threshold

ACD time (seconds)

Campaign:
[] wait First Message [ wait Repeated Msg
Time (seconds): Time {seconds):

[ activity Threshold [[] short Conversation

Time (seconds): Time {seconds)

Action on timeout:

Accouni:

D Wrapup

Time (seconds)

Thresholds: here you specify the time thresholds for different service and operational actions.

Service Level: maximum answer time for the communication to be considered to have been attended within the desired

service level.

17. After completing all the required fields, click the "SAVE ACCOUNT" button to continue.
18. To cancel the operation without saving the data entered, click the "CANCEL ACCOUNT" button.

) The files attached to a Webchat conversation are saved in the repository, so they can be accessed once the Webchat session has ended.

Articulos Relacionados

! Como asociar una cuenta de Correo
! Como crear una cuenta de Llamadas
! Como crear una cuenta de Formulario de contacto

! Como crear una cuenta de Llamadas (con Telefonia Nativa)

! Como crear una cuenta de Telefonia.
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How to define a welcome message in a Web Chat account

In inConcert Omnichannel, it is possible to define a welcome message that will be executed automatically when a user opens a Web Chat box.

Follow these steps to set up a welcome message on a Web Chat channel:

1. Go to the "Configuration" tab located at the top of the screen in the work environment in OCC.
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2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab ¥, then click the "Edit" button
associated with the campaign in which you want to configure the welcome message.

Constanza DOdorico

CONRGURATION

Campaigns ~+ (CREATE NEW

Online No ACD |»

Administration

1]

£ Users _
Name Description

® permissions

3. Inthe area on the left of your screen, a list of sections related to the administration of the campaign will be displayed, click on the "Accounts
" section.
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Constanza DOdorico

Online No ACD |+

Il

Administration

4. You will then see on the screen all the accounts associated with the campaign. Click the "Edit" button associated with the Web Chat
account to which you want to assign the welcome message:

CONFIGURATION

Update campaign Aerocollege > Accounts i~ ADD ACCOUNT
Account
«© e ¢ W
B2 Aerocollege Pog o
B, Aeracollege chat P i
B, Bot Reserva hotel &L
5. Then click on the "Messages" tab and then click the confirmation box "Welcome message"
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CONFIGURATION

Update campaign
Web Chat Config Messages

' "
. Welcome Message fid

6. Then select the "Type of Message™:

a. Use built-in message

. ''''' elcome Message

Meszags Type

I Use Built-in Message -

Massags

Thanks for getting in touch with [GROUPNAME), we are searching for the best person to chat with you.

If you select this option, the system will use a predefined welcome message. Where {GROUPNAME} is a
variable to which the name of the campaign will be assigned.

b. Use custom message

. Welcome Message
Message Trpe

Write Custom Message b

Message
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| If you select this option, it will be possible for you to write a welcome message. |

7. Finally, click the "SAVE" button to save the changes made to the account.

Related Articles

! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
How to define a waiting message in a Web Chat account

In inConcert Omnichannel it is possible to define a waiting message that will be executed automatically when a user generates an incoming
interaction associated with that account and no agent is available to take it.

The message must indicate to the user their situation and their position in the queue while waiting to be attended by an agent.

For this functionality to operate correctly, it is necessary to determine values of "Wait First Message" and "Wait Repeated Message" in
the Thresholds configuration of the Web Chat channel.

Follow these steps to learn how to define this message:

1. Go to the "Configuration" tab located at the top of the screen in the work environment in OCC.

2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab : , then click the "Edit" button =
associated with the campaign in which you want to configure the waiting message.

Constanza DOdorico CONAGURATION

Online No ACD |»

1]

Administration

£ Users _
Name Description

® Permissions
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3. In the area on the left of your screen, a list of sections related to the administration of the campaign will be displayed, click on the "Accounts
" section:

Constanza DOdorico

Online No ACD |+

1l

Administration

4. You will then see on the screen all the accounts associated with the campaign. Click the "Edit" button associated with the Web Chat
account to which you want to assign the waiting message:

Update campaign Aerocollege > Accounts ADD ACCOUNT

Account
© O ¢ W
B2 Aerocollege & o}
B, Aeracollege chat & M
B, Bot Reserva hotel & ]
5. Then click on the "Messages" tab and then click the confirmation box "Waiting Message" =
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COMFIGURATION

Update campaign

Web Chat Config Messages

Welcome Message

Finalization Message

Out of Hours Message

6. Then choose the "Type of message™:

a. Use predefined message

. Waiting Message

Meszage Type

l Use Buit-in Meszage -

Please walt, you are queued on place {PLACE_ON_QUEUE}

If you select this option, the system will use a predefined waiting message. Where {PLACE_ ON_QUEUE}
is a variable to which the user’s position in the queue will be assigned.

b. Write a custom message
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@ vaitngMessage

Message Tyne

Write Custom Message b4

Message

If you select this option, it will be possible for you to write a custom waiting message.

In this case, it is important to include the variable {PLACE_ON_QUEUE} that will indicate the
position in the client's queue that generated the incoming interaction.

7. Finally, click the "SAVE" button to make the changes to the account.

Articulos Relacionados

! Paso 2: Instalacion de inConcert OCC
E Coémo asociar una cuenta de Correo
E Cémo crear una Campafia

! Como crear una cuenta de Llamadas

! Coémo eliminar una Campaiia

How to define a finalization mail in a Web Chat account

It is possible to configure the sending of an email at the end of an interaction in a Web Chat channel

This email can be sent automatically or manually, being controlled by the user or by the agent depending on the configuration.

To make use of this functionality, it is necessary to associate a Web Designer form to the Web Chat channel, in which the client's email
address is obtained through a pre-survey.

Follow these steps to correctly configure the finalization mail:

1. Go to the "Configuration" tab located at the top of the screen in the work environment in OCC.
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2. In the administration panel located on the left margin of the screen, click on the "Campaigns"tab ™ , then click the "Edit" button =
associated with the campaign in which you want to define the finalization mail.

Constanza DOdorico

CONRGURATION

Campaigns ~+ (CREATE NEW

Online No ACD |»

Administration

1]

£ Users _
Name Description

® permissions

3. In the area on the left of your screen, a list of sections related to the administration of the campaign will be displayed, click on the "Accounts
" section:
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Constanza DOdorico

Online No ACD |+

Il

Administration

4. You will then see on the screen all the accounts associated with the campaign. Click the "Edit" button associated with the Web Chat
account for which you want to define the finalization mail:

CONFIGURATION

Update campaign Aerocollege > Accounts i~ ADD ACCOUNT
Account
«© e ¢ W
B2 Aerocollege Pog o
B, Aeracollege chat P i
B, Bot Reserva hotel &L
5. Then click on the "Messages" tab and then click on the confirmation box "Finalization Message":
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INTERACTION CONFIGURATION SUPERVISOR

Update campaign

Web Chat Config Messages

Welcome Message

6. Then select the "Send Type"

« Click here to expand...

Automatic: If this Send Type is selected, whenever a Web Chat interaction with a contact is ended and this contact has
an associated email account, the finalization mail will be automatically sent.

Manual: If this Send Type is selected, the agent who attended the interaction or the user who generated it will have the
option to manually determine if the finalization mail is sent.

If this Send Type is selected, you must configure the "Control By" section:
~ Click here to expand...

Send Type: = Cantol By,
Manuzl

Agent: If this option is selected, the agent will be in charge of determining whether the finalization
mail is sent.

Client: By contrast, if you select this option, the client will be the one in charge of determining whether
they want the finalization mail.

The Web Designer form associated with the Web Chat channel must include a control for the
user to indicate whether they are interested in receiving the finalization mail
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7. Fill out the "BCC", "Subject" and "Message" fields as appropriate:

+ Message:

= F A Tt H B I X, X E & i = [} <

=
th
Gy
e
n
Juli
hih
1]

BCC: Put in this field the email addresses to which the outgoing mail will be copied, these addresses will be hidden from the
recipient.

*Subject: This field represents the subject of the email.

*Message: To write the message you will be able to use all the usual tools of a text editor and also variables that will allow
its customization.

8. After writing the message you must select the "Outgoing Account":

Cutgoing Account:

= Click here to expand...

The outgoing account is the account from which the finalization mail will be sent.

) All outgoing accounts configured in the campaign will be listed in the selection box.

9. Activate the option "Include transcription” so that a link is attached to the finalization mail through which the user can download their
conversation with the agent.

Inciude Transcription

10. Finally, you must click the "SAVE" button for the changes to be made.

Articulos Relacionados

! Paso 2: Instalacién de inConcert OCC
! Como asociar una cuenta de Correo
! Co6mo crear una Campaiia

E Como crear una cuenta de Llamadas
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! Coémo eliminar una Campaiia

How to announce the agent assigned to a Web Chat interaction

In inConcert Omnichannel, it is possible to define a message that, when starting a Web Chat conversation, indicates the name of the agent who
has taken the interaction.

Follow these steps to define this message:

1. Go to the "Configuration" tab located at the top of the screen in the work environment in OCC.

CONFIGURATION

Campaigns

2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab , then click the "Edit" button
associated with the campaign in which you want to define the message.

Constanza DOdorico

CONRGURATION

Campaigns ~+ (CREATE NEW

Online No ACD |»

Administration

1]

£ Users _
Name Description

® A r
Retmissions 1 Aerocollege Coilege lineas aéreas - todas las cuentas 2 W (0]

3. In the area on the left of your screen, a list of sections related to the administration of the campaign will be displayed, click on the "Accounts
" section:
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Online No ACD |+
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Administration

4. You will then see on the screen all the accounts associated with the campaign. Click the "Edit" button associated with the Web Chat
account to which you want to assign the message:

CONFIGURATION

Update campaign Aerocollege > Accounts i~ ADD ACCOUNT
Account
«© e ¢ W
B2 Aerocollege Pog o
B, Aeracollege chat S o
B, Bot Reserva hotel &L
5. Then click on the "Messages" tab and then click on the confirmation box "Announce Agent Assigned"”

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

CONFIGURATION

Update campaign

Web Chat Config Messages

fana!

Welcome Message
Finalization Message
Out of Hours Message

Waiting Message

. Announce Chatting Agent

6. Then select the "Type of Message™:

a. Use predefined message

{ Use Built-in Message - l

You are now chatting with {AGENTNAME}

If you select this option, the system will use a predefined announcement message. Where {AGENT NAME}
is a variable to which the agent’s first name will be assigned
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b. Write a custom message

» Message Type

Write Custorm Message

» Massage

If you select this option, it will be possible for you to write a custom announcement message.

In this case it is crucial to make use of the variable {AGENTNAME} that will indicate the first name
of the agent who has taken the interaction.

7. Finally, you must click the "SAVE" button to make the changes to the Web Chat account.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store
E How to associate an application from the App Store

WhatsApp channel configuration

® How to associate a WhatsApp account

® How to define an automatic finalization mail

® How to configure a WhatsApp APl HSM

® How to configure automatic WhatsApp messages

® \Wavy - Creation and Management of WhatsApp groups

How to associate a WhatsApp account

Associating a WhatsApp account with a campaign allows you to manage all incoming or outgoing text messages about that account from OCC.

) Several WhatsApp accounts can be associated with the same campaign, depending exclusively on the operation of the Contact Center.

To associate a WhatsApp account with a campaign:

1. Go to the "Configuration" tab:
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2. Click on the "Campaigns" section " and then click the "Edit" button of the campaign to which you will associate the account

Constanza DOdorico

Online No ACD |»

CONRGURATION

Administration

1]

: | Q
£ Users _
Name Description
© Ppermissions 1 Ae éreas - todas las cuentas é’. 0]
3. Click on the "Accounts" section of the Campaign and then click the button "Add Acount"
Administration = Update campaign Aerocollege2 > Accounts {~ ADD ACCOUNT

T Campaione
g°: Campaigns

4. Select the account type "WhatsApp™:
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ADD ACCOUNT

¢" Call

®, Web Chat

= Mail

o SMS

() Whatsapp

Ed Facebook

5. The required data on the distribution of interactions and their main language must be specified.

CONFIGURATION

Update campaign Aerocollege? » Accounts CANCEL m

Whatsapp Config Messages

Distribution: L anguage:
- - Enie e
ent window display
Normal - D Enable automatic queries based of QnA Maker knowledge

Name/Description: Channel name.

Distribution: criteria by which the interactions that come from this account will be distributed to the operators.
» Click here to expand...
Circular: assigns interactions to the operator who has been in the Available state for the longest time.

Queued: send new interactions to the campaign queue; to be taken or assigned manually.

Skill: the interactions will be assigned to the operators who have the highest ratings in terms of the skills required for
each campaign; the "Circular" algorithm is applied to select between operators who receive the same skill score. If you
select this, you must indicate the agent skills that you want to consider in the distribution

Priority: defines the priority of the interactions of this account with respect to the communications that come from others; the
higher the number that is entered, the higher the priority.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Language: operators have a spell checker that is enabled when they are responding to an interaction. If the system cannot
automatically identify the language of the interaction, it takes the one which has been set in this field.

Integration type:
~ Click here to expand...

Web Drive:

Select this option to implement the integration with the inConcert API, which will allow you to send and
receive WhatsApp messages.

) This API will allow you to execute all the actions available in WhatsApp Web except the following:
Send stickers and receive real-time location.

Integration Type:

[ Web Driver -

AUTHORIZE APPLICATION
|:| Sand messages to new conlacts

£ Attention Sy sencing MessSages 10 LNTegiSteEd £ONTazTS, IRE aconant could be marked as spam and evemualy banken. Ee cazefiul If you uss a ousness pumnet

Authorize i6:

a. In this case, you must authorize OCC to use the WhatsApp account,

AUTHORIZE APPLICATION

do it by clicking the button

b. In the window that will be displayed, scan the QR code with the device on which you
use WhatsApp:

CANCEL
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c. It will be shown with a "check" if the account was authorized correctly and the
"Authorize Application" button changes to "Re-authorize Application”, which must be
clicked if you want to re-authenticate the account.

Send messages to new contacts: Allows you to send messages to contacts which are not
registered. Keep in mind that the account could be marked as spam and be banned.

Sending messages in a burst could cause Whats App to lock the account.

) Read the following article to learn how the WhatsApp-WebDriver integration Proxies work: How
WhatsApp-WebDriver Proxies work.

Wavy:

Select this option to implement the integration with the Wavy API, which is an official WhatsApp API which
will allow you to send and receive WhatsApp messages.

) The API allows you to execute most of the actions available on WhatsApp Web, except for the
following: Send videos, send and receive stickers and receive real-time location.

negiaticn Type

Wavy

Username / Email: Name or valid email for user identification in Chat Club.

Note that this field is case sensitive, that is, it distinguishes between upper-case and
lower-case letters.

Token: Authentication token generated by the Wavy platform.

) Read the following article to learn how the WhatsApp-Wavy integration Proxies work: How
WhatsApp-Wavy Proxies work.

inConcert Whatsapp Business Api

Select this option to implement the integration with inConcert Whatsapp Business API, which will allow
you to send and receive messages.

a. From "Integration Type", select the option "Default Api" and then click the button "Authorize
Application”
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* |ntegration Type:

Default Api -

AUTHORIZE APPLICATION

b. A window will pop up, enter the required data.

* Phone:

Enter phone number

START CAMCEL

Phone: telephone number associated with the WhatsApp Business account that you
want to associate with the platform.

A+~ Available / unavailable functions

Available functions

View name of the contact.

Incoming text messages, geolocation and attachments.
Outgoing text messages and attachments.

Outgoing messages to new contacts using HSM.
Status of outgoing messages.

Unavailable functions

View the avatar of the contact.
Incoming sticker messages.
Send location in real time.
Sending and receiving contacts.

) Read the following article to learn how the WhatsApp-ICWapi integration Proxies work: How
WhatsApp-Smooch Proxies work.

Infobip:

Select this option to implement the integration with the official Infobip WhatsApp API which will allow you
to send and receive messages.
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a. From "Integration Type", select the option “Infobip" and then click the button “Authorize Application"

# |ntegration Type:

Infobip v

AUTHORIZE APPLICATION

b. A window will pop up, enter the required data.

« Lizer Kame

Enter usermame. ..

« |iser Password:

Enter password.

« Base Ur: @

Enter the URL..

« Phone:

Enter phone number..

START CAMCEL

User Name: user corresponding to the Infobip account.
User Password: password corresponding to the Infobip account.
Base Url: url assigned by Infobip for the user
O Info
Infobip does not have a fixed API URL but assigns a particular one for each user.

This is obtained by entering https://dev.infobip.com/getting-started/base-url logged
in with the corresponding user id.

Phone: telephone number associated with the WhatsApp Business account that you want
to associate with the platform.

AL~ Available / unavailable functions

Funcionalidades disponibles
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View Contact Name.

Incoming text messages, geolocation and attachments.
Outgoing text messages and attachments.

Outgoing messages to new contacts using HSM.
Status of outgoing messages.

Unavailable functions

® View the avatar of the contact.
® View incoming sticker messages.
® Send location in real time.

) Read the following article to learn how the WhatsApp-Infobip integration Proxies work: How
WhatsApp-Infobip Proxies work.

6. Attention Level: You will be able to select from among the Attention Levels previously created, the one most appropriate for the operation
of this account.

7. Ticket manager: You can enable Tickets Management to manually or automatically assign tickets to the interactions associated with this
account, and you can also select a previously configured ticket issuer.

Enable Ticket Assignment

|
bl
m
2
m

b |:| Assign automatically

1l To add an Ticket Emitter, please go to the Tickets Adminfstration Page.

Assign tickets: if you check this box, you will be enabling the option to assign tickets to the interactions belonging to this
account.

Automatic: if this box is checked, the tickets will be assigned automatically.

*Ticket issuer:
~ Click here to expand...
You will need to select a previously configured ticket issuer, see How to create a ticket issuer.

8. Contact management:by enabling "Contact management" you will be able to create a new contact with each interaction, and if you wish,
the system will do so automatically, both for inbound and outbound interactions. You can also define a criterion for saving the contact data:
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Enable Contact Management inside system

Add automatically Incoming
Contact

Add automatically Outgoing

4 Contact

v

Enable automatic merge -

Contact management: if you check this box, you will be enabling the option to create a new contact with each interaction.

Auto Add Contact: if you check these boxes, the system will automatically create a new contact for each inbound and/or
outbound interaction. If it is not checked, contacts will be created manually.

Automatic unification: after checking this box, you must define the criteria for saving the contact data. You can either keep
the contact data already stored, or update the data in each new interaction.

9. Flow management: Allows you to assign an SMS automatic process to the account to automatically reply to messages from a flow.

Flow Management

Incoming: Out of Schedule Inactivity Time: @

- - an Minutes -

Process Flows available for agents to transfer
Dring interaction Flows Added:
fi No flows found.

™) End Interaction @ @ Send backto Agent @
ADD FLOWS

10. Thresholds:

This information is not specific to the account but will be common to all accounts in the channel. Editing from here will only be
possible if the account being defined is the first of its type, otherwise they will be read-only fields. To edit the channel thresholds,
read: "How to edit the general channel settings".
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Thresholds

Servic gl time (minutes)

D Enable ACD Wait Threshold

ACD time (seconds) Action on timeout:

Account:

Thresholds: here you specify the time thresholds for different service and operational actions.

Service Level: maximum answer time for the communication to be considered to have been attended within the desired
Service Level.

11. After completing all the required fields, click the "SAVE ACCOUNT" button to continue.
12. To cancel the operation without saving the data entered, click the "CANCEL ACCOUNT" button

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store
How to define an automatic finalization mail

In InConcert Omnichannel, it is possible to configure an automatic finalization mail that runs when an interaction associated with an email
account ends.

Follow these steps to configure an automatic finalization mail:

1. Go to the "Configuration" tab located at the top of the screen in the work environment in OCC.
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2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab , then click the "Edit" button

associated with the campaign in which you want to define the finalization mail.

Constanza DOdorico T CONFGLRATION

Campaigns ~+ (CREATE NEW

1]

Administration

£ Users _
Name Description

® permissions "

3. In the area on the left of your screen, a list of sections related to the administration of the campaign will be displayed, click on the "Accounts

" section:
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Constanza DOdorico

Online No ACD |+

Il

Administration

4. You will then see on the screen all the accounts associated with the campaign. Click the "Edit" button associated with the email account to
which you want to activate the email:

5. Then click on the "Messages" tab and then click the confirmation box "Automatic Finalization Message"
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CONFIGURATION

Update campaign

Mail Canfig Messages

. Automatic finalization message

|

6. Then select the "Send Type™:

Automatic -

= Click here to expand...

Automatic: If this Send Type is selected, the finalization mail will be sent right after any interaction associated with the
mail account is finished.

Automatic by Disposition: If this Send Type is selected, the finalization mail will be sent only in cases where the
interaction is assigned to a disposition code with final status.

7. Then it will be possible to define the "Subject" " and the "Message" = of the automatic mail.

Subject

Message: @

@ g ATTH B I US 4 & = = =

i
2

XX E E = = {3 <
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#» When composing the message, you can also use the text editing tools and the Variables available.

8. Finally, click the "SAVE" button to save the changes made to the account.

Related Articles

E User search

E How to set up Messenger messaging

E How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
How to configure a WhatsApp APl HSM

WhatsApp HSMs are predefined templates that allow the proactive sending of messages and respond to threads with more than 24 hours.

) Multiple templates can be created in different languages for the same account.

To create an HSM:

1. Enter the WhatsApp API account configured within the campaign:

Constanza DOdorico

Online No ACD |+

1l

Administration

Campaigns ©
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2. Enable the HSM configuration, from the checkbox:

CONFIGURATION

% Update campaign Aerocollege > Accounts

Enable HSM Message Configuration

3. To create the template, click on New HSM:

Enable HSM Message Configuration

4. Configure the HSM:

New HSM

- Id:

Enter the id l

« Namespace:

Enter the namespace

English Spanish French Portuguese

D Enable language

Code:

Enter the code

CONFIRM & CONTINUE CONFIRM CANCEL

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!
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Text:

== NEW HSM
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ID: template name. It must not contain spaces or special characters. You may also know it as "Template".
Namespace: enter the namespace indicated by the provider.

Language: Enable text language.

Text: Write the text indicating the parameters (variables) listed between double curly brackets. The text must be the same
as that defined in the Official WhatsApp account.

Parameters: Name of the variable which will be used to complete the corresponding parameter in the text.

5. After completing all the required fields, click the "Update" button to continue with the configuration of the WhatsApp account.
6. To close without saving the entered data, click the "Cancel" button.
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7. Test sending from an interaction.

@ Ventana de Whatsapp

Campafia: 3l Cuenta:

ICDigital
<Soporie Wha

i sapp>
(39:30

Mensajes Personalizados

Nombre: | inconcert_bienvenida_generico

Contenidao: Ho|a| | | Bienvenido a inConcert Whatsapp. Sera
un gusto también estar en contacto por este medio.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to configure automatic WhatsApp messages
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It is possible to configure automatic reply messages for the WhatsApp channel. To do this:

a. Go to the Configuration section:

INTERACTION | CONFIGURATION jb SUPERVISOR

Campaigns

b. In the administration menu, go to the "Campaigns" section and then click on "Accounts"

Constanza DOdorico CONFGURATION

Campaigns + CREATE NEW

Online No ACD |+

Administration

1]l

£ Users .
Name Description

® permissions
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Constanza DOdorico

Online No ACD |+

Administration

c. Navigate to the WhatsApp account to which you want to configure automatic messages and click the edit button.

d. Once in the account, navigate to the "MESSAGES" tab.

CONFIGURATION

Update campaign Aerocollege > Accounts

Whatsapp Config Messages

1. Select what type of message you want to configure and then click "SAVE"

) Welcome Message
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Thanks for getting in touch with {GROUPNAME), we ar= searching for the hest parson to talk with you

Type of Message: identify what message you want to send.
=~ Type of available messages
Custom message

Predefined message (must be previously configured)

) out of hours message

\We are sorry, but there are nc agants to attend you nght now. Please contact us during our our operative hours, Thank you!

Type of Message: identify what message you want to send.
= Type of available messages
Custom message

Predefined message (must be previously configured)

Finish interaction: select whether you want to end the interaction when the automatic answer has been sent.

) Mensaje de finalizacion
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Send Type: you must establish when the send will be executed.
=« Tipo de envios disponibles
Automatic (at the end of the interaction)

By result (runs when there is a given interaction result)

INTERACTION CONFIGURATION

Update campaign Aerocollege > Accounts

Whatsapp Config Mes

W
1]
[r=]
[7]
(¥ )

Welcome Message

Out of Hours Message

Finalization Message

Related Articles
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! User search

! How to set up Messenger messaging

E How to associate a YouTube account

E How to associate an application from Google Play Store

! How to associate an application from the App Store

Wavy - Creation and Management of WhatsApp groups

How to create a WhatsApp Group (Wavy Integration)

How to generate an invitation link to a WhatsApp Group (Wavy Integration)

How to update the subject of a WhatsApp Group (Wavy Integration)

How to grant / revoke permissions for a participant in a WhatsApp Group (Wavy integration)
How to delete participants from a WhatsApp Group (Wavy integration)

How to leave a WhatsApp Group (Wavy Integration)

How to create a WhatsApp Group (Wavy Integration)

InConcert OmniChannel allows the management of WhatsApp Groups associated with an account. This article will describe the process of
creating one.

This account must use the API integration provided by Wavy, for more information read: How to associate a WhatsApp account.

Follow these steps to create a group:

1. Go to the "Configuration” tab located at the top of the screen in the work environment in OCC.

T~ Bruno Tarica

CONFIGURACION

4 ] Dispaonible |+

2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab o , then click the button "Edit" @ a
ssociated with the campaign in which the account is located in which you want to create the Group.

ADMINISTRACION registos & Q

. & campafias @

Aarociliage Cofieqe lineas abes

3. Alist of sections related to the administration of the campaign will be displayed, click on the "Accounts” section 0 , find the WhatsApp

account to which you want to add groups and then click the button "Edit" @ associated with it.

ﬁ Campafias 4

Informacion basica Whats ApgWavy @ o 'b Ty, | P

Canales

4. A window will be displayed where you will see the groups created. To create a new one, just click the "NEW" button located in the upper
right corner of the work environment.

Grupos de Whatsapp "WhatsAppWavy"

D ASUNTO

5491130473326-155T7 73694 Ventas AemoCollege Fa=" B Hbendoes
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5. After determining the "subject" o of the Group, you can click the button "CREATE" @ to create the group.

I Azunto @
g,
Q
L J

) On creating a Group, a numeric ID will be generated automatically that will identify it.

Articulos Relacionados

E Proceso de Migracion WhatsApp
! Paso 2: Instalacion de inConcert OCC

! Whatsapp Proxies
! Error iniciando el proceso de autorizacion

[® Como asociar una cuenta de Correo

How to generate an invitation link to a WhatsApp Group (Wavy Integration)

InConcert OmniChannel allows you to invite participants to a WhatsApp group using an invitation link automatically generated by the application.

To make use of this functionality it is necessary to manage a WhatsApp group.

This account must use the API integration provided by Wavy, for more information read: How to associate a WhatsApp account.

Follow these steps to generate the invitation link::

1. Go to the "Configuration" tab located at the top of the screen in the work environment in OCC.

CONFIGURACION

Disponible |+

2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab o , then click the button "Edit" @
associated with the campaign the Group is in.

ADMINISTRACION

[& campatias @

Aarociliage Cinfie s - lkas 1as cuenta

3. Alist of sections related to the administration of the campaign will be displayed, click on the "Accounts” section 0 , find the WhatsApp

account to which you want to add groups and then click the button "Edit" @ associated with it.

ﬁ Campafias 4

nfzrmacion basica WhatsApp\Wawy @ ) @Y — 7 Cis
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4. A window will be displayed where you will see the groups created. To generate an invitation link, click the "Edit" button associated with the
group for which the link will be created.

v} ASUNTO

548 1130473326-1557779694

Limb:

6. Sends the link generated o to the participants you want to invite to the group. Also, the button "GENERATE LINK" changes to "CANCE

L LINK" @ ,click it to cancel the group invite link.

Link de Invitacion

I Link: | hitpa.#ichat whatsapp com/JROKbQe51QTE7SisWbkUIU @

Articulos Relacionados

! Proceso de Migracion WhatsApp

! Paso 2: Instalacion de inConcert OCC
! Whatsapp Proxies

! Error iniciando el proceso de autorizacion

! Como asociar una cuenta de Correo

How to update the subject of a WhatsApp Group (Wavy Integration)

InConcert OmniChannel allows you to update the subject of a previously created WhatsApp Group.

This account must use the API integration provided by Wavy, for more information read: How to associate a WhatsApp account.

Follow these steps to update the subject of a WhatsApp group:

1. Go to the "Configuration" tab located at the top of the screen in the work environment in OCC.

T~ Bruno Tarica

CONFIGURACION

r Dispaonible |+

2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab o ,then click the button "Edit" @ a
ssociated with the campaign to which the Group is associated.

ADMINESTRACION @]
| & campafias €)
Aernciliegs Cofege linzas aies as cusntas @ s )
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3. Alist of sections related to the administration of the campaign will be displayed, click on the "Accounts” section 0 Jfind the WhatsApp

account to which you want to add groups and then click the button "Edit" @ associated with it.

ﬁ Campafias 4

nfzrmacion basica WhatsApp\Wawy @ & oo i D Desaziva # it

Canales

4. A window will be displayed where you will see the groups created. To generate an invitation link, click the "Edit" button associated with the
group for which the link will be created.

v} ASUNTO

548 1130473326-1557779694 Venias AsroCollege

5. At the top of the window you will see the details section, write the new Group subjec o and then click the "UPDATE" button @ .

Dietalles

i Asunio.  Venias AeroCollege @

) Updating the group subject will not change the invitation link

Articulos Relacionados

! Proceso de Migracion WhatsApp

! Paso 2: Instalacion de inConcert OCC
! Whatsapp Proxies

E Error iniciando el proceso de autorizacién

E Como asociar una cuenta de Correo

How to grant / revoke permissions for a participant in a WhatsApp Group (Wavy integration)

From the inConcert Omnichannel platform you will be able to grant or revoke administrator permissions to the participants of your WhatsApp
Groups.

To make use of this functionality it is necessary to manage a WhatsApp group.

This account must use the API integration provided by Wavy, for more information read: How to associate a WhatsApp account.

Follow these steps to learn how to manage the participants of a group:

1. Go to the "Configuration" tab located at the top of the screen in the work environment in OCC.

— ; :
| e MT [ CONFIGURACION

r Disponible |+

2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab o , then, click the "Edit" button @
associated with the campaign in which you want to manage the permissions of the participants.

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/spaces/i6Docs/pages/3192553484
https://inconcert.atlassian.net/wiki/spaces/i6Docs/pages/17237448
https://inconcert.atlassian.net/wiki/spaces/i6Docs/pages/473071888/Whatsapp+Proxies
https://inconcert.atlassian.net/wiki/spaces/i6Docs/pages/2907602952
https://inconcert.atlassian.net/wiki/spaces/i6Docs/pages/12386410

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

ADMINISTRACION

| & campafias €)

Aorocilegs CoReqe lingas afess - odas fas cusntas @ s ). e

3. Alist of sections related to the administration of the campaign will be displayed, click on the "Accounts” section o , find the WhatsApp

account and then click the button "Edit" @ associated with it.

& Campafias 4
Irmecive biskn WhatsApp\Wawy 5 & e || 1 Desmiver | [ o Edae

Canaies

4. A window will appear where you will see the groups created. Click the "Edit" button associated with the group for which you want to
manage users.

Grupos

o ASUNTO

[

548 1130473326-1557779694

5. Approximately in the center of the pop up window you will see the Users section where all the participants of the group will be listed. To

grant or revoke administrator permissions for a participant, just click the "Add Administrator" button o or "Remove Administrator" @
respectively.

Usuarios

NUMEROQ ROL

5491130473326

58893554458 Member

2/256 miembros

€3 Itis not possible to remove the administrator permissions from the user who created the group.

Articulos Relacionados

! Proceso de Migracion WhatsApp

! Paso 2: Instalacion de inConcert OCC
! Whatsapp Proxies

! Error iniciando el proceso de autorizacion

E Como asociar una cuenta de Correo

How to delete participants from a WhatsApp Group (Wavy integration)

From the inConcert Omnichannel platform you can delete participants from your WhatsApp Groups.

To make use of this functionality it is necessary to manage a WhatsApp group.

This account must use the API integration provided by Wavy, for more information read: How to associate a WhatsApp account.

Follow these steps to learn how to manage the participants of a group:
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1. Go to the "Configuration" tab located at the top of the screen in the work environment in OCC.

T~ Bruno Tarica

CONFIGURACION

r Disponible |+

2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab o , then click the button "Edit" @ a
ssociated with the campaign in which you want to manage the permissions of the participants.

ADMINISTRACION

(& campatas €)

Aeincilage Cofge lineas abress - lodus Tas cusntas @ / ) o

3. Alist of sections related to the administration of the campaign will be displayed, click on the "Accounts" section o , find the WhatsApp

account and then click the button "Edit" @ associated with it.

ﬁ Campafias 4

nfzrmacion basica WhatsApp\Wawy @ & oo i D Desaziva A

Canales

4. A window will appear where you will see the groups created. Click the "Edit" button associated with the group for which you want to
manage users.

5491130473326~

5. Approximately in the center of the pop up window you will see the Users section where all the participants of the group will be listed. To
delete a participant from the group, click the "Delete" button associated with the participant you wish to delete.

Usuarios

HUMERO ROL

—
5491130473326 Administrader & o [ |
56693504493 Membe P [y |

2/256 miembros

€3 Itis not possible to delete the user who created the group.

Articulos Relacionados

! Proceso de Migracion WhatsApp

! Paso 2: Instalacion de inConcert OCC
! Whatsapp Proxies

! Error iniciando el proceso de autorizacion

! Como asociar una cuenta de Correo

How to leave a WhatsApp Group (Wavy Integration)

From the inConcert Omnichannel platform you can leave any of your WhatsApp Groups.

To make use of this functionality it is necessary to manage a WhatsApp group
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This account must use the API integration provided by Wavy, for more information read: How to associate a WhatsApp account.

Follow these steps to leave a group:
1. Go to the "Configuration" tab located at the top of the screen in the work environment in OCC..

1 Bruno Tarica
r 1 Disponible |+

[ conmGuRACION |

&h
2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab , then click the button "Edit" -
ssociated with the campaign in which you want to manage the permissions of the participants.
ADMINESTRACICN
ﬁ Campafia
Aprociliags Cofiee lneas abes ¥ @_’_L; / i ]
3. Alist of sections related to the administration of the campaign will be displayed, click on the "Accounts” section , find the WhatsApp
&)

account and then click the button "Edit" - associated with it.

& campafias

nfermacion basica WhatsApp\Wawy \-ff' & oner ) W e

D ASUNTD

5491130473326-1657779694 Grupo de Venlas & |

5. A confirmation window will be displayed. Click the "YES" button to leave the group.

Confirmacion

Desea abandonar el grupo Grupo de Ventas?

Articulos Relacionados
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E Proceso de Migracion WhatsApp

! Paso 2: Instalacion de inConcert OCC
! Whatsapp Proxies

E Error iniciando el proceso de autorizacion

E Co6mo asociar una cuenta de Correo
Email Configuration

® How to associate a Mail account
® How to configure auto-reply in an email account

How to associate a Mail account

Associating a mail account to a campaign, will allow to manage mail interactions, which will consist in sequences of mail exchanges between
users. Such interactions can be handled depending on the Attention Levels set up, as well as converting each mail interaction into a Ticket. If the

user involved in the interaction is not a contact yet, it can be added automatically through the Contact Management feature. After the mail
interaction has been finished, you can launch a survey for the contacts to provide feedback.

) You can associate several mail accounts to a campaign, exclusively depending on the Contact Center operation.

To associate a Mail account to a campaign you have to:

1. Go to the “Configuration” tab:

CONFIGURATION

2. Click the "Campaigns" section and press the "Edit" button of the campaign you will associate the account to

Constanza DOdorico

Online No ACD |»

CONRGURATION

Administration

1]

1 | Q
£ Users _
Name Description
® permissions ” das las cuentas é’. w
3. Click the campaign's "Accounts” " sectionand then press the "NEW ACCOUNT" button
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Administration = 1 Update campaign Aerocollege2 > Accounts

% Campaigns @ fi No accounts found,

Basic Information

Azcounts D

4. Select the "Mail" account type:

-+ ADD ACCOUNT

¢* Call

®, Weh Chat

= Mail

© SMS

5. Enter the required information:

a. General information:
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CONFIGURATION

Update campaign Aerocollege2 > Accounts CANCEL m

Mail Config Messages

Ar

Enable to download emails after hours @ Enahle Threading @
Language
- v Enter value
Norma - D Enable automatic queries basaed of QnA Maker knowledge

Account Type: type of mail account to configure. The options are: Gmail, Outlook, Yahoo or others. Should you select
Gmail, Outlook or Yahoo, several of the required fields below are filled out automatically.

i i. In the case of Gmail accounts, you must enter the Client ID and Client Secret. To obtain this information,

read: Create a Google Application to authenticate Gmail accounts using OAuth 2.0 =" and then

click on authorize application

cmall -
Chient I g Chent Secret =

= | | -
141257903957-edBuryj55v0r76 1gk60q30h 267 vhde. apps.googl— H4xgSIvarFBIbDa119cEmaly AUTHORIZE APPLICATION

ii. Select the account you want to associate:
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G Acceder con Google

Elegir una cuenta

para ir a inconcertcc.com

@ ro aerocollege
aerocollegeinc@gmail.com

(8 Usar otra cuenta

Para continuar, Google compartira tu nombre, direccion de
correo electronico, preferencia de idioma y foto de perfil
con inconcertcc.com.

iii. The following window will be displayed where you must click "Advanced Configuration" o and then "Go

to inconcertcc.com (not secure) 9

A

Esta app no se verificd

Google todavia no verificé esta app. Continda solo si conoces al programador y es de
confianza.

[ Configuracion avanzada o VOLVER A UN SITIO SEGURO

Google todavia no revisé esta app y no puede confirmar que sea auténtica. Las apps sin

verificar pueden poner en peligro tus datos personales. Mas informacidn

(lr a inconcertee com (no sequro), e
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-

(%

iv. Click "Allow" to grant the necessary permissions.

Otorgar permiso a
inconcertcc.com

Leer, redactar, enviar y
borrar permanentemente
todos tus correos

electronicos de Gmail

v. Finally, click the "Allow" button again.
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Confirmar tu seleccion

@ aerocollegeinc@gmail.com

Permites que inconcertcc.com haga lo siguiente:

Leer, redactar, enviar y borrar permanentemente
todos tus correos electronicos de Gmail

Asegurate de que inconcertcc.com sea de
confianza

Es posible que compartas informacion confidencial con
este sitio o app. Para obtener mas informacién sobre la
farma en que inconcertcc.com administrara tus datos,
consulta sus condiciones del servicio y politicas de
privacidad. Puedes ver o quitar el acceso a través de tu
cuenta de Google en cualquier momento.

Mas informacion sobre los riesgos

vi. The Gmail account will obtain the necessary permissions:

o Your gmail account was properly added, please close this window to continue.

Account: mail address which is being associated.
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Distribution: criteria with which the mails that come from the account will be distributed between the operators.
» Click here to expand...

Circular: assigns the interaction to the operator which has been idle for the most time.
Queue: sends the new interactions to the campaign's queue to be taken or assigned manually.

Skill: the interactions will be assigned to the highest qualifying operator in terms of the skills necessary for the
campaign; to choose between operators with the same skill score, the system distributes the interaction as the

"Circular" algorithm behaves. If Skill is selected, you will have to set up the agents' skills in order to enable the
system to evaluate them for distribution.

Use Threading: checked by default, specifies that the inbound mails are threaded as one interaction or as separate
interactions if disabled.

Priority: defines the priority of the mails of this account in respect to the communications coming from others; the higher
the number, the higher the priority.

b. Inbound Mail Server Setup:

Incoming Outgoing

Incoming Server

D Require Authentication D Require Encryption |:| Use SSL

The usemame and password for the Outgoing configuration will initially be the same as your Incoming ones

) The required fields must be specified to configure an incoming mail server.

You can read about the download behavior for each of them in the following articles:

i. How email download works in accounts configured with IMAP
ii. How email download works in accounts configured with POP

c. Outbound Mail Server Setup:
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Incoming Outgoing

- User Password
Enterema Enferg

- SMTP Server Part

[ require Authentication [ Require Encryption [ usesst

) The fields required to configure an outgoing mail server must be specified.

When setting up the inbound mail server, the specified information is replicated on the outbound mail server setup. This
information can be edited if necessary.

d. Outbound BCC and appearance:

Update campaign Aerocollege? > Accounts CANCEL CONFIRM
Appearance
Signature
-
Default Font Family Font Preview:
- Lorem ipsum dolor sit amet, consectetur adipiscing elit. Fusce volutpat

portiitor scelerisque. Suspendisse potenti.

Color:

D Set a default font color

Configure an account to send a copy of every outgoing mail

Outgoing a

Display name: name that will be displayed when receiving an email sent from this account.
Language: language that the spell checker will use when writing an email from this account.

Signature: signature that will be used when writing a new email from this account. To learn how to create a signature,
read: "How to create a Signature".

Default Font Family: font that will be used by default in emails written from this account.
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Default Font Size: size that will be used by default in emails written from this account.

Outgoing Bcc: email account to which a blind copy of each email sent from this account will be sent

Generally this field is used for audits of emails sent.

e. Attention Level: You will be able to select from among the Attention Levels previously created, the one most appropriate for the

operation of this account.
f. Ticket manager: You can enable Tickets Management to manually or automatically assign tickets to the interactions associated with

this account, and you can also select a previously configured ticket issuer.

Enable Ticket Assignment

- TICKel CriTier

- [] assign autematically

i To add an Ticket Emitter, please go to the Tickets Administration Page.

Assign tickets: if you check this box, you will be enabling the option to assign tickets to the interactions belonging to this
account.

Automatic: if this box is checked, the tickets will be assigned automatically

*Ticket issuer::
~ Click here to expand...
You will need to select a previously configured ticket issuer, see How to create a ticket issuer.

g. Contact Management: enabling "Contact Management" you can create a new contact on each interaction, and if necessary, the
system can perform it automatically, either for inbound as well as for outbond interactions, also being able to define a criteria to save
the contact data:

Enable Contact Management inside system

Add automatically Incoming Add automatically Outgoine
dd automatically Incoming 3 dd automatically Outgoin
Contact

Enable automatic merge b

Contact Management: by checking this checkbox, you will enable the possibility to create a new contact with each
interaction.

Add contact automatically: by checking these checkboxes, the system will automatically create a new contact for each
inbound and/or outbound interaction. If not checked, the contact creation will be manual.

Automatic unification: by checking this box, you must define the data saving criteria, being able to keep the already
stored record, or updating the information on each new interaction.

h. Thresholds:
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This information is not specific to the account, but will be shared by all the channel's accounts. Editing this field will be possible
only if the account is the first one of its type being set up, otherwise, the fields will be merely informative. To edit the channel's
thresholds, read: "How to edit a Channel's general setup".

Thresholds

Service tevel time (minutes)

[ Enable AcD Wait Threshold

Action on timeout:

Campaign: Account:

Thresholds: the time thresholds are specified here for different operative and attention actions.

Service Level: maximum response time to consider a communication to be attenden within the desired Service Level.

6. After completing all the required fields, press the "SAVE ACCOUNT" button to continue.
7. To cancel the operation without saving the changes, press the "CANCEL ACCOUNT" button.

Related Articles

B User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
How to configure auto-reply in an email account

In InConcert Omnichannel, it is possible to configure an auto-reply mail that runs automatically when an incoming interaction is generated to an
email account.

To set up an auto-reply mail, follow these steps:

1. Go to the "Configuration” tab located at the top of the screen in the work environment in OCC.
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2. In the administration panel located on the left margin of the screen, click on the "Campaigns" tab , then click the "Edit" button
associated with the campaign in which you want to activate the auto-reply mail.

Constanza DOdorico

CONRGURATION

Campaigns ~+ (CREATE NEW

Online No ACD |»

Administration

1]

£ Users _
Name Description

® permissions

3. In the area on the left of your screen, a list of sections related to the administration of the campaign will be displayed, click on the "Accounts
" section:
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Constanza DOdorico

Online No ACD |+

Il

Administration

Campaigns @

4. You will then see on the screen all the accounts associated with the campaign. Click the "Edit" button associated with the mail account to
which you want to assign the auto-reply:

= aerocollegeinc@gmail com D) & m|

5. Then click on the "Messages" tab and then click on the confirmation box "Use auto-response":

Mail Config Messages

. lUse Auto-Response

6. You must then determine the "Subject" and the "Message" =" of the automatic mail.
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| Message: |
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)} When composing the message, you can also use the text editing tools and the Variables available

7. Finally, click the "SAVE" button to save the changes made to the account.

Related Articles

B User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
Configuration of Social Networks

® How to associate an Instagram account
® How to associate a Facebook account
® How to associate a Twitter account

® How to associate a YouTube account

How to associate an Instagram account

Associating an Instagram account with a campaign allows you to manage from i6 all the interactions associated with your own post, direct
mentions and mentions about a comment.

3 To register an Instagram account in inConcert you must have the following: A :

® Facebook account with an associated page.
® An Instagram account associated with the Facebook page.

Para asociar una cuenta de Instagram a una pagina de Facebook se debe hacer lo

siguiente:
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1. On the Facebook page that you want to associate with the Instagram account, click on the "Settings" button.
2. Alist will be displayed on the left of the screen showing all the sections, click on the "Instagram" section
3. Login with the credentials of the Instagram account that you want to associate with the Facebook account.

) By doing this, the Instagram account will become a "Business Account" which we can use from inConcert

To associate an Instagram account with a campaign:

1. Go to the "Configuration" tab of your OCC environment

2. Click on the "Campaigns" section
account:

Constanza DOdorico

and then click the button "Edit"

CONRGURATION

Online No ACD |»

Administration

Campaigns

i Users
MName

® Permissions

1 Aerocollege
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3. Click on the "Account" section o and then click the button "///INEW ACCOUNT" 9 :

ADMIMISTRACION =Y Editar campana "Aerocollege " Cuentas

ﬁ Campaiias (4]

Inrmacitn bises o © omrrn (7 i (8

Com® o) (o) ()
4. Select by clicking on the account type "“Instagram"

-+ ADD ACCOUNT

®, Web Chat
: = Mail

& SMS

(O Whatsapp

E3 Facebook

Instagram

Bl Twitter

5. Enter the name that will identify the account in the system o . Likewise, you must authorize OCC to access the account that you will

associate, just click the button "Connect with Facebook” e :
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Instagram Config Messages
Name/Description: @
Enter me

CONNECT WITH FACEBOOK @

i Attention To work properly the user must have administration permissions to instagram pages

6. Enter the data of the Facebook account associated with the Instagram account that you want to link, and then click the "Login" button:

K] Facebook

Inicia sesion para wusar tu cuenta de Facebook con inConcertOmniChannel - Test.

Correo
electronico o
teléfono:

Contrasefia:

Iniciar sesion

£ Olvidaste tu cuenta?

Crear cuenta nueva

It will be shown with a “check" if the account was authorized correctly and the "Connect with Facebook" button will change to "Reauthorize

i6 Omnichannel with Instagram”, which must be clicked if you want to re-authenticate the account.
In the field "Instagram User", the name of the associated Instagram user is shown:

Authorize i6: [ Reauthorize i6 Omnichannel with Instagram

0 To work properly the user must have adminisfration permissions to instagram pages.

7.

Instagram User: InConcert Documentacion

8. The required data on the distribution of interactions, their priority and their main language must be specified:

« Distribution: = Language Priorty (0 -99)

hd Enter value

Client window display
Normal D Enable automatic queries based of QnA Maker knowledge

Distribution: criteria by which the interactions that come from this account will be distributed to the operators

~ Click here to expand...
Circular: assigns interactions to the operator who has been in the Available state for the longest time.

Queued: send new interactions to the campaign queue; to be taken or assigned manually.
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Skill: the interactions will be assigned to the operators who have the highest ratings in terms of the skills required for
each campaign; the "Circular" algorithm is applied to select between operators who receive the same skill score. If you
select this, you must indicate the agent skills that you want to consider in the distribution

Priority: defines the priority of the interactions of this account with respect to the communications that come from others; the
higher the number that is entered, the higher the priority.

Language: operators have a spell checker that is enabled when they are responding to an interaction. If the system cannot
automatically identify the language of the interaction, it takes the one which has been set in this field.

9. Select the associated Facebook page:

NOWBRE

7 Aerocollege

10. Attention Level: You will be able to select from among the Attention Levels previously created, the one most appropriate for the operation
of this account.

11. Ticket manager: You can enable Tickets Management to manually or automatically assign tickets to the interactions associated with this
account, and you can also select a previously configured ticket issuer.

Enable Ticket Assignment

- Ticket Emitter

- D Assign automatically

i To add an Ticket Emitter, please go to the Tickets Administration

Assign tickets: if you check this box, you will be enabling the option to assign tickets to the interactions belonging to this
account.

Automatic: if this box is checked, the tickets will be assigned automatically.

*Ticket issuer
~ Click here to expand...
You will need to select a previously configured ticket issuer, see How to create an issuer.

12. If you want, configure the contact management of your account

Enable Contact Management inside system

Add automatically Incoming Add automatically Outgoing
Contact Contact
Merge Criteria
Enable automatic merge bt
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Contact management: if you check this box, you will be enabling the option to create a new contact with each interaction.

Auto Add Contact: if you check these boxes, the system will automatically create a new contact for each inbound and/or
outbound interaction. If it is not checked, contacts will be created manually.

Automatic unification: after checking this box, you must define the criteria for saving the contact data. You can either keep
the contact data already stored, or update the data in each new interaction.

13. Umbrales:

This information is not specific to the account but will be common to all accounts in the channel. Editing from here will only be
possible if the account being defined is the first of its type, otherwise they will be read-only fields. To edit the channel thresholds,

read: "How to edit the general channel settings".

Thresholds

ervice level tim

D Enable ACD Wait Threshold
Action on timeout:

Campaign: Account:

Thresholds: here you specify the time thresholds for different service and operational actions.

Service Level: maximum answer time for the communication to be considered to have been attended within the desired
Service Level.

14. After completing all the required fields, click the "SAVE" button to continue.
15. To cancel the operation without saving the entered data, click the “CANCEL” button.

€3 Understand how Instagram Proxies work by reading the following article: How Instagram Proxies Work.

Articulos relacionados

! Como crear cuenta developer en Facebook

! Cémo funcionan los Proxies de Facebook en OCC
! Cémo asociar una cuenta de Correo

! Coémo crear una cuenta de Llamadas

! Como crear una cuenta de Formulario de contacto

How to associate a Facebook account
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Associating a Facebook account to a campaign allows to handle all the interactions contacts have over the pages managed by such account (it
can be one or more) through i6.

The interactions can be: comments about a post, wall comments, replies to comments and private messages.

#) You can associate several Facebook accounts to a single campaign, exclusively depending on the Contact Center operation.

You can associate different Facebook accounts to a same Facebook user; for a single campaign as well as many.

To associate a Facebook account to a campaign you have to:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Campaigns" section and press the "Edit" button of the campaign to which you will associate the account

Constanza DOdorico CONFGLRATION

Campaigns ~+ (CREATE NEW

Online No ACD |»

Administration

1]

Users .
Name Description

® permissions

1 Aerocollege

3. Click the campaign's "Accounts"” section ! and then press the "NEW ACCOUNT" button

Administration Update campaign Aerocollege > Accounts {+ ADD ACCOUNT

Campaigns O]

Account

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!


https://inconcert.atlassian.net/wiki/pages/viewpage.action?pageId=17235990
https://inconcert.atlassian.net/wiki/pages/viewpage.action?pageId=17235974

Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

4. Select the “Facebook” account type:

-+ ADD ACCOUNT

®, Web Chat
& = Mail
& SMS

(O Whatsapp

E3 Facebook

O
Instagram

£l

5. Enter the name that will identify the account in the system o . You also have to authorize i6 to use the account you

will associate, by pressing the "Authorize application” button e :

Facebook Config ‘ Messages

* Name/Description: n

Enter namefdescription

CONNECT WITH FACEBOOK p

# Attention To work properly the user must have administration permissions to facebook pages.

6. Enter the Facebook account data and then press the "Start session™ button:

Inicia sesion para utilizar tu cuenta da Facebook con nConcertSocialApp

Comeo
el ironico o
lakafono:
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Contrasena:

LOhvidasle W cusnta™

Crear tuna cuenla nueva

) 'f you do not have a Facebook account, you can create one by clicking the "Create a new account" button.

) Within the Facebook settings, select the permissions to be granted to inConcert OCC. You must select all of them. And confirm, in
case of any later problems, that they have not been removed after the initial configuration. It could lead to the account being
unlinked.

¢ Qué puede hacer inConcertOmniChannel?

Es posible que inConcentOmniChannel no funcione
correctamente si desactivas estas opciones.

=
L

%,

Administrar anuncios de las cuentas publicitarias a las
gue tienes acceso

Administrar y acceder a conversaciones de paginas en
Messenger

Coni, conidodorico

Mostrar una lista de las paginas que administras
Coni, conidodorico

Acceder a las estadisticas de tu pagina y app

Leer el contenido publicado en la pagina

Coni, conidodorico

Administra cuentas, opciones de configuracion y

Cancelar Atras

7. A "check” will be shown if the account was authorized correctly, and the "Authorize Application” button
changes to "Reauthorize Application”, which you have to press in case you want to authenticate the
account again. The "Facebook User" field shows the associated Facebook user's name:
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Aumiotise |6 Reautorizar Aplicackin

o Con o 0 O SunCondr COMBCiaTRNT (AL fent DermoE O adenatraci o b papnay e Facepook

8. You must specify the required information regarding distribution of interactions and main language to be

used in them:
Distribution: Language Priority (0 - 99)
b b Enter =)
Client window display
Mormal - |:| Enable automatic gueries based of OnA Maker knowledge

Distribution: criteria with which the interactions that come from the account will be distributed between the operators.
~ Click here to expand...
Circular: assigns the interaction to the operator which has been idle for the most time.

Queue: sends the new interactions to the campaign's queue to be taken or assigned manually.

Skill: the interactions will be assigned to the highest qualifying operator in terms of the skills necessary for the
campaign; to choose between operators with the same skill score, the system distributes the interaction as the "Circular"
algorithm behaves. If Skill is selected, you will have to set up the agents' skills in order to enable the system to evaluate
them for distribution.

Priority: defines the priority of the mails of this account in respect to the communications coming from others; the higher the
number, the higher the priority.

Language: the operators can make use of the spell checker, which enables when the
interaction is being responded. If the system is not able to automatically identify the interaction
language, it will consider the one entered in this field.

9. Select the pages which will be verified and managed through OCC:

Verificacion de Paginas

Check pages: wf Trainings

10. Attention Level: You will be able to select from among the Attention Levels previously created, the one most appropriate for the operation
of this account

11. Ticket manager: You can enable Tickets Managementto manually or automatically assign tickets to the interactions associated with this
account, and you can also select a previously configured ticket issuer.

Enable Ticket Assignment

cket Emitter

- D Assign automatically

il To add an Ticket Emitter, please go to the Tickets Administration Page.
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Asignar tickets: al marcar esta casilla, estaras habilitando la posibilidad de asignar tickets a las interacciones
pertenecientes a esta cuenta.

De forma automatica: al marcar esta casilla los tickets se asignaran de forma automatica.

*Emisor de tickets:
~ Click here to expand...
Deberas seleccionar un emisor de tickets configurado previamente, véase COmo crear un emisor.

12. Contact Management: enabling "Contact Management" you can create a new contact on each interaction, and if necessary, the system
can perform it automatically, either for inbound as well as for outbond interactions, also being able to define a criteria to save the contact
data:

Enable Contact Management inside system

Add automatically Incoming
Contact

v Add automatically Outgoing
Contact

- Merge Criteria

Enable automatic merge -

Contact Management: by checking this checkbox, you will enable the possibility to create a new contact with each
interaction.

Add contact automatically: by checking these checkboxes, the system will automatically create a new contact for each
inbound and/or outbound interaction. If not checked, the contact creation will be manual.

Automatic unification: by checking this box, you must define the data saving criteria, being able to keep the already stored
record, or updating the information on each new interaction.

13. Thresholds:

This information is not specific to the account, but will be shared by all the channel's accounts. Editing this field will be possible only if the
account is the first one of its type being set up, otherwise, the fields will be merely informative. To edit the channel's thresholds, read: "How
to edit a Channel's general setup".

Thresholds

ervice tevel time (minutes):

D Enable ACD Wait Threshold

ACD fime (seconds) Action on timeout:

Campaign: Account:
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Thresholds: the time thresholds are specified here for different operative and attention actions.

Service Level: maximum response time to consider a communication to be attenden within the desired Service Level.

14. After completing all the required fields, press the "SAVE ACCOUNT" button to continue.

15. To cancel the operation without saving the changes, press the "CANCEL ACCOUNT" button.

? Unknown Attachment

€3 Understand how Facebook Proxies work by reading the following article: How Facebook Proxies Work.

Related Articles

! Como crear cuenta developer en Facebook

! Cémo funcionan los Proxies de Facebook en OCC
! Co6mo asociar una cuenta de Correo

! Co6mo crear una cuenta de Llamadas

! Como crear una cuenta de Formulario de contacto

How to set up Messenger messaging

Messenger is the private or direct messaging service of Facebook. From the configuration of the Facebook account in the Omnichannel Contact
Center, we can include a bot designed to respond to interactions with or without human interaction, and a menu of options available to the user.

To enter the Messenger bot configuration:

1. In create/edit of the Facebook account, click on the "Messenger Bot" button:

Facebook Config Messages

Aerocollege

Facebook User:

InConcert Documentacion

f Attention To work properly the user must have administration permissions to facebook pages.
Distribution Language:
Queued - Spanish

Client window display

Maximized
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Seleccionar paginas con las que trabajar

Nombre

Talent

2. Choose the process flow that will be used for Messenger and configure the bot parameters:

Configuration Entry Points
Process Flow Inactivity Timea:
—Without process— - 30 Minutes
« Postback:
Enable start bution: inicio

fl This message will be received in the process flow as a New Incoming event when the User presses the button.

) Inactivity Time: time in minutes or hours in which the conversation will be closed automatically if no messages were received from
the client.

Postback: message that will be received in the process flow event if the "Start Button" option is enabled.

3. Includes the text that the client will see when opening a conversation with the fanpage for the first time, using the "Add text" button:

Greeting Text == ADD TEXT
Language Text
1 Hola {{user_first_name}}, gracias por tu
default interés en Talent. 59 E
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Greeting Text

Language

Wes

BOE:

%]

# You can use {{user_first_name}}, {{user_fast_name}} and {{user_fuill_name}} to include user name in text

CONFIRM CANCEL

Language: language in which the message is written. At least one message must be written for the default language.

Message: Message that the client will see when they open the Messenger conversation for the first time. First name, full
name, or last name variables can be included.

4. From the "Add menu" button, create the drop-down menu options that the client will have available during the Messenger conversation
with the fanpage:

ay
=

Persistent menu with global actions @ = ADD MENU

Language

®) default e ||

To create a menu:

a. Choose the menu language (one must be created for the default language) and add the buttons available to the client:
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Persistent Menu

Language:

- |:| Disable the composer @

=+ ADDBUTTON

CONFIRM CANCEL

b. Select the type of button to configure:

Persistent Menu > Bution

« Button Type:

* Title:

Enter the titie..

* Url

Enter the URL...

|:| Show url in a8 webview

# The entered domain must be included as Whitefisted.

CONFIRM CANCEL

URL: by clicking this button, the client will be redirected to the linked page.

Status: action of the process flow to be executed. The status of the flow to which it corresponds must be
indicated.

Sub menu: menu option that will lead to a new level of options (with a status or a new sub menu). This
must contain at least one status to select at the last level.
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# You can create more than one button that execute different types of actions.

5. To save your Messenger bot settings, click "Confirm":

Configuration Entry Points
Process Flow Inactivity Time:
—Without process— - 30 Minutes =
* Postback: -
Enable start button: inicio

fl This message will be received in the process flow as a New Incoming event when the user presses the button.

Greeting Text = ADDTEXT

Lanauaae Text

CONFIRM CANCEL RESTORE TO DEFAULTS

Related Articles

E User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
How to associate a Twitter account

Associating a Twitter account with a campaign allows you to manage from i6 all direct messages and mentions that contacts make about that
account.

) Several Twitter accounts can be associated with the same campaign, depending exclusively on the operation of the Contact Center.

To associate a Twitter account with a campaign:
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1. Go to the "Configuration” tab:

CONFIGURATION

2. Click on the "Campaigns" section “ and then click the "Edit" button of the campaign to which you will associate the account

LR ILLALTEL CONFGURATION

Online No ACD |»

Administration

1]

b | Q
£ Users _
Name Description
e issior d .
Permissions 1 ) é) @
3. Click on the "Accounts" section of the Campaign “* and then click the button "NEW ACCOUNT"
Administration Update campaign Aerocollege > Accounts {~ ADD ACCOUNT

Account

4. Select the account type "Twitter":
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ADD ACCOUNT

®, Web Chat

{

Mail

& SMS

=) Whatsapp

E3 Facebook

Instagram

B Twitter

B Youtube

5. Authorize i6 to use the Twitter account, for that you must click the button "Authorize application:

CONFIGURATION

Update campaign

Twitter Config Messages

AUTHORIZE APPLICATION

6. In the window that will be displayed, enter the Twitter account data and then click the button "Authorize app"
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¢Autorizar a
inConcertOmnichannel a acceder a

tu cuenta?
inConcertOmnichannel

Por inConcert SA

www.inconcercc.com/

n inConcert omnichannel app

(] Recordar mis datos - ¢ Olvidaste tu contrasefia?

Usuario o comeo

Contrasefia

Autorizar Ia aplicacion Cancelar

Esta aplicacidn podra:

= er los Tweets de tu cronologia (incluidos los Tweets
protegidos) asi como tus Listas y colecciones.

= Ver |3 informacion de tu perfil y 1a configuracion de tu
cuenta de Twitter.

7. It will be shown with a "check" if the account was authorized correctly and the "Authorize Application” button changes to "Re-authorize
Application”, which must be clicked if you want to re-authenticate the account. The "Twitter Username" field shows the name of the
associated Twitter user.

Twitter Config Messages

* Twitter User:

ConiDOdorico RE-AUTHORIZE APPLICATION

8. The required data on the distribution of interactions and their main language must be specified:
« Distribution: = Language: Priority (0 -99):
hd Ad Enter vaiue..

Client window display

Normal - D Enable automatic gueries based of QnA Maker knowledge

Distribution: criteria by which the interactions that come from this account will be distributed to the operators.
~ Click here to expand...
Circular: assigns the interaction to the operator which has been idle for the most time.

Queue: sends the new interactions to the campaign's queue to be taken or assigned manually.
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Skill: the interactions will be assigned to the highest qualifying operator in terms of the skills necessary for the
campaign; to choose between operators with the same skill score, the system distributes the interaction as the "Circular”
algorithm behaves. If Skill is selected, you will have to set up the agents' skills in order to enable the system to evaluate
them for distribution

Priority: defines the priority of the mails of this account in respect to the communications coming from others; the higher the
number, the higher the priority.

Language: the operators can make use of the spell checker, which enables when the interaction is being responded. If the
system is not able to automatically identify the interaction language, it will consider the one entered in this field.

9. Attention Level: You will be able to select from among the Attention Levels previously created, the one most appropriate for the operation
of this account.
10. Ticket manager: You can enable Tickets Managementto manually or automatically assign tickets to the interactions associated with this
account, and you can also select a previously configured ticket issuer.

Enable Ticket Assignment

- |:| Assign automatically

i1 To add an Ticket Emitter, please go to the Tickets Administration

Assign tickets: if you check this box, you will be enabling the option to assign tickets to the interactions belonging to this
account.

Automatic: if this box is checked, the tickets will be assigned automatically.

*Ticket issuer:
~ Click here to expand...
You will need to select a previously configured ticket issuer, see How to create an issuer.

11. Contact management: by enabling "Contact management" you will be able to create a new contact with each interaction, and if you wish,
the system will do so automatically, both for inbound and outbound interactions. You can also define a criterion for saving the contact data:

Enable Contact Management inside system

Add automatically Incoming Add automatically Outgoing

bl - '
Contact Contact
Merge Criteria
Enable automatic merge -

Contact management: if you check this box, you will be enabling the option to create a new contact with each interaction.

Auto Add Contact: if you check these boxes, the system will automatically create a new contact for each inbound and/or
outbound interaction. If it is not checked, contacts will be created manually.
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Automatic unification: after checking this box, you must define the criteria for saving the contact data. You can either keep
the contact data already stored, or update the data in each new interaction.

12. Thresholds:

This information is not specific to the account but will be common to all accounts in the channel. Editing from here will only be
possible if the account being defined is the first of its type, otherwise they will be read-only fields. To edit the channel thresholds,

read: "How to edit the general channel settings".

Thresholds

Service level time (minutes)

D Enable ACD Wait Threshold

Action on timeot:

ACD fime (seconds)

Campaign: Account:

Thresholds: here you specify the time thresholds for different service and operational actions.
Service Level: maximum answer time for the communication to be considered to have been attended within the desired

Service Level.

13. After completing all the required fields, press the "SAVE ACCOUNT" button to continue.
14. To cancel the operation without saving the data entered, click the "CANCEL ACCOUNT" button.

€3 Understand how Twitter Proxies work by reading the following article: How Twitter Proxies Work.

Related Articles

! Ccomo funcionan los Proxies de Twitter en OCC
! Como asociar una cuenta de Correo

E Como crear una cuenta de Llamadas

E Coémo crear una cuenta de Formulario de contacto

! Cémo crear una cuenta de Llamadas (con Telefonia Nativa)

How to associate a YouTube account
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Associating a YouTube account with a campaign allows you to manage from OCC all the interactions that contacts have with the different videos
of the channel or live broadcasts.

The interactions can be: comments on the post, comments on the wall, replies to comments and private messages

) Several YouTube accounts can be associated with the same campaign, depending exclusively on the operation of the Contact Center.

To associate a YouTube account with a campaign:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the section "Campaigns" and then click the "Edit" button of the campaign to which you will associate the account

Constanza DOdorico

CONRGURATION

Campaigns ~+ (CREATE NEW

Online No ACD |»

Administration

1]

| Q
21 Users _
Name Description
© Ppermissions 1 he #reas - todas las cuentas £|
3. Click on the "Accounts” section of the Campaign and then click the button "Add Account”
Administration Update campaign Aerocollege > Accounts I~ ADD ACCOUNT

Account

4. Select the account type "YouTube":
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-} ADDACCOUNT

(+5]

®, Web Chat
& = Mail

2 SMS
0y

(© Whatsapp
U,

£1 Facebook
U,

Instagram
)

B Twitter
I
O B Youtube

5. You must authorize OCC to use the account that you will associate, for that click the "Authorize application" button:

Youtube Config

AUTHORIZE APPLICATION

6. Enter the details of the Gmail account associated with the YouTube channel:

@ Inicia sesién: Cuentas de Google - Google Chrome  — O -
@ accounts.google.com/signin/oauth/identifier?client id=... ©Ow
=

& Iniciar sesion con Google

Iniciar sesion
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Ira inconcertcc.com

Correo electronico o teléfono

iHas olvidado tu correo electronico?

Espaniol (Espafia) = Ayuda Privacidad Términos

7. Select the channels that you will add to OCC:

€ Acceso: Cuentas de Google - Google Chrome = O X

@ accounts.google.com/signin/cauth/delegation?authuser=4...

P

& Acceder con Google

Selecciona tu cuenta o una cuenta
de marca

para ir a inconcertcc.com

ro aerocollege
aerocollegeinc@gmail.com

©

5. Aerocollege
YouTube

¢

Espafiol (Latinoamérica) = Ayuda Privacidad Condiciones

8. Itis necessary to accept the actions that OCC can take on the account:

& Acceso: Cuentas de Google - Google Chrome
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B accounts.google.com

G

inconcertcc.com desea acceder
a tu cuenta de Google

o Asrocollege

Esta accion permitird que inconcertcc.com haga

lo siguiente:

@  Ver, editar y bomar de forma permanente tus @
videos, calificaciones, comentarnos y subtitulos
de YouTube

3 Administra tus videos de YouTube 0]

B Administrar tu cuenta de YouTube 0

Asegurate de que inconcertcc.com sea de
conflanza

Espafol (Latinoamearnica) = Priva

9. When this screen is displayed, the authorization is complete:

¢ https:.//college.itinconcertcc.com/finconce/apps/oauth/youtube/auth_redirect?state=0be12434-c340-44e3-af86-80d... — O >

@ college.ib.inconcertcc.com/inconcert/apps/oauth/youtube/auth_redirec

Your youtube account was properly added, please close this window to continue.
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10. It will be shown with a "check" if the account was authorized correctly and the "Authorize Application”
button changes to "Re-authorize Application", which must be clicked if you want to re-authenticate the
account. The name of the associated channel is displayed in the "YouTube Channel" field:

Autorizar i6: Re-Autorizar Aplicacion

Youtube Channel: Aerocollege

11. The required data on the distribution of interactions and their main language must be specified:

Normal b D Enable automatic queries based of QnA Maker knowledge

Distribution: criteria by which the interactions that come from this account will be distributed to the operators.
» Click here to expand...
Circular: assigns interactions to the operator who has been in the Available state for the longest time.

Queued: send new interactions to the campaign queue; to be taken or assigned manually.

Skill: the interactions will be assigned to the operators who have the highest ratings in terms of the skills required for
each campaign; the "Circular" algorithm is applied to select between operators who receive the same skill score. If you
select this, you must indicate the agent skills that you want to consider in the distribution

Priority: defines the priority of the interactions of this account with respect to the communications that come from others; the
higher the number that is entered, the higher the priority.

Language: operators have a spell checker that is enabled when they are responding to an interaction. If the system cannot
automatically identify the language of the interaction, it takes the one which has been set in this field.

12. Attention Level: You will be able to select from among the Attention Levels previously created, the one most appropriate for the operation
of this account

13. Ticket Management: You can enable Tickets Management to manually or automatically assign tickets to the interactions associated with
this account, and you can also select a previously configured ticket issuer.
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Enable Ticket Assignment

= VICKET Cilier

- |:| Assign automatically

i To add an Ticket Emitter, please go to the Tickets Administration Page.

Assign tickets: if you check this box, you will be enabling the option to assign tickets to the interactions belonging to this
account.

Automatic: if this box is checked, the tickets will be assigned automatically.

*Ticket issuer::
~ Click here to expand...
You will need to select a previously configured ticket issuer, see How to create a ticket issuer.

14. Contact management:by enabling "Contact management" you will be able to create a new contact with each interaction, and if you wish,
the system will do so automatically, both for inbound and outbound interactions. You can also define a criterion for saving the contact data:

Enable Contact Management inside system

Add automatically Incoming v Add automatically Outgoing
Contact Contact

Enable automatic merge -

Contact management: if you check this box, you will be enabling the option to create a new contact with each interaction.

Auto Add Contact: if you check these boxes, the system will automatically create a new contact for each inbound and/or
outbound interaction. If it is not checked, contacts will be created manually.

Automatic unification: after checking this box, you must define the criteria for saving the contact data. You can either keep
the contact data already stored, or update the data in each new interaction.

15. Flow management: by checking the box to enable flow management, we can include a bot to interact with the messages received in the
channel.
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Flow Management

Incoming: Ot of Schedule: Inactivity Time: @

- - 30 Minutes -

Process Flows available for agents to transfer
During interaction: Flows Added:
fi Mo flows found.

(O End interaction @ @ Send back to Agent @

ADD FLOWS

Processes: from the drop-down menu, you will be able to choose the bot that was created for the replies. ’

Idle time: is the time after which the bot conversation will be closed if the client does not respond.

16. QnA Maker: by checking the box, agents will be able to use the QnA knowledge base in YouTube account interactions.
|:| Enable automatic queries based of QnA Maker knowledge

17. Thresholds:

This information is not specific to the account but will be common to all accounts in the channel. Editing from here will only be possible if
the account being defined is the first of its type, otherwise they will be read-only fields. To edit the channel thresholds, read: "How to edit
the general channel settings".

Thresholds

Service tevel time (minutes):

D Enable ACD Wait Threshold

ACD time (seconds) Action on timeout:

Campaign: Account:
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Thresholds: here you specify the time thresholds for different service and operational actions.

Service Level: maximum answer time for the communication to be considered to have been attended within the desired
Service Level.

18. After completing all the required fields, click the "SAVE" button to continue..
19. To cancel the operation without saving the entered data, click the "CANCEL" button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
App Store Configuration

® How to associate an application from Google Play Store
® How to associate an application from the App Store

How to associate an application from Google Play Store

Associating a Google Play Store application account with a campaign allows you to manage from OCC the list of reviews received.

Follow the steps below to associate an application from the Google Play Store:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Campaigns" section and then click the "Edit" button of the campaign to which you will associate the account

Constanza DOdorico

Online No ACD |»

CONRGURATION

Administration

£ Users _
Name Description

® Permissions

1 Aerocollege
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3. Click on the "Accounts" section of the Campaign o and then click the button "Add Account” g :

Administration E % Update campaign Aerocollege > Accounts

-

g Campaigns O]
Account

Basic Information

© Whatsapp Wavi
Accounts b

4. Select the account type" Googleplay":

-} ADD ACCOUNT

= Mail

2 SMS

(© Whatsapp

E3 Facebook

@) Instagram

B Twitter
O & Youtube

O] B Contact Form

) Appstore

10 B+ Googleplay

[
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5. The following configuration screen will be displayed where you must set the following data:

Googleplay Config

Client Id:

140505330397-dvuedf1cilhj ImpvRGLO

AUTHORIZE APPLICATION

' Attention To work properly, you need to sctivate the API and authorize 2ot url in the project account on google play.

You will need to enter the Client Id. To obtain the Client Id, the developer must create a project associated with their

account (https://developers.google.com/android-publisher/authorizationelopers.google.com/android-publisher/authorization) and
also register a web application OAuth key associated with the project created (https://developers.google.com/identity/protocols
/OAuth2WebServer).

You will need to enter the Client Secret. To obtain the Client Secret, the developer must create a project associated with

their account (https://developers.google.com/android-publisher/authorization) and also register a web application OAuth key
associated with the project created (https://developers.google.com/identity/protocols/OAuth2WebServer).

Click on the "Authorize Application" button.

) When you do this, the following window will be displayed where you must choose with which account you want to
associate the project, or you can enter a new one.

£3 The account to authorize the application does not have to be that of the developer, but it must have the
necessary permissions for the application to associate
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=

& Acceder con Google

Elegir una cuenta

para ir a inconcerticc.com

Brian Rodriguez

Brian Rodriguez

omnichannel testing

Usar otra cuenta

©c 0 @ @

Para continuar, Google compartira tu nombre, direccion de
correo electrénico, preferencia de idioma y foto de perfil
con inconcertcc.com.

Once authorized, the following check will be displayed:

Autorizar i6: Re-Autorizar Aplicacion

6. The required data on the distribution of interactions and their main language must be specified:

« Distribution: Language Priarity (0 -99)

Client window display

Normal - D Enable automatic gueries based of QnA Maker knowledge

Distribution: criteria by which the interactions that come from this account will be distributed to the operators.

» Click here to expand...
Circular: assigns interactions to the operator who has been in the Available state for the longest time.
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Queued: send new interactions to the campaign queue; to be taken or assigned manually.

Skill: the interactions will be assigned to the operators who have the highest ratings in terms of the skills required for
each campaign; the "Circular" algorithm is applied to select between operators who receive the same skill score. If you
select this, you must indicate the agent skills that you want to consider in the distribution

Priority: defines the priority of the interactions of this account with respect to the communications that come from others; the
higher the number that is entered, the higher the priority.

Language: operators have a spell checker that is enabled when they are responding to an interaction. If the system cannot
automatically identify the language of the interaction, it takes the one which has been set in this field.

7. Attention Level: You will be able to select from among the Attention Levels previously created, the one most appropriate for the operation
of this account.

8. Ticket Management: You can enable Tickets Management to manually or automatically assign tickets to the interactions associated with
this account, and you can also select a previously configured ticket issuer.

Enable Ticket Assignment

v [ Assign automatically

Assign tickets:if you check this box, you will be enabling the option to assign tickets to the interactions belonging to this
account.

Automatic: if this box is checked, the tickets will be assigned automatically.

*Ticket issuer:
~ Click here to expand...
You will need to select a previously configured ticket issuer, see How to create a ticket issuer.

9. Contact management:by enabling "Contact management" you will be able to create a new contact with each interaction, and if you wish,
the system will do so automatically, both for inbound and outbound interactions. You can also define a criterion for saving the contact data:

Enable Contact Management inside system

- Add automatically Incoming g Add automatically Outgaing
Contact Contact

Merge Criteria
Enable automatic merge -

Contact management: if you check this box, you will be enabling the option to create a new contact with each interaction.

Auto Add Contact: if you check these boxes, the system will automatically create a new contact for each inbound and/or
outbound interaction. If it is not checked, contacts will be created manually.
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Automatic unification: after checking this box, you must define the criteria for saving the contact data. You can either keep
the contact data already stored, or update the data in each new interaction.

10. QnA Maker: by checking the box, agents will be able to use the QnA knowledge base in YouTube account interactions.
|:| Enable automatic queries based of QnA Maker knowledge

11. Thresholds:

This information is not specific to the account but will be common to all accounts in the channel. Editing from here will only be possible if
the account being defined is the first of its type, otherwise they will be read-only fields. To edit the channel thresholds, read: "How to edit

the general channel settings".

Thresholds

ervice tevel time (minutes)

D Enable ACD Wait Threshold
Action on timeput:

ACD fime (seconds)

Campaign: Account:

Thresholds: here you specify the time thresholds for different service and operational actions.

Service Level: maximum answer time for the communication to be considered to have been attended within the desired
Service Level.

12. After completing all the required fields, click the "SAVE" button to continue

13. To cancel the operation without saving the entered data, click the "CANCEL" button.

Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to associate an application from the App Store

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

Associating an AppStore application account with a campaign allows you to manage from OCC the list of reviews received.

Follow the steps below to associate an application from the AppStore:

1. Goto the "Configuration" tab:

| CONFIGURATION Ib SUPE

Campaigns

2. Click on the "Campaigns" section “% and then click the "Edit" button of the campaign to which you will associate the account

Constanza DOdorico

CONRGURATION

Online No ACD |»

Administration

1]

2l | Q
£ Users _
Name Description
® Ppermissions ” i das las cuentas é’. ]
3. Click on the "Accounts" section of the Campaign “" and then click the button "Add Account”
Administration Update campaign Aerocollege > Accounts I+ ADD ACCOUNT

Account

®

4. Select the account type" Appstore":
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ADD ACCOUNT

{

Mail

2 SMS

I

Whatsapp

Facebook

Instagram

B3 Twitter

& Youtube
O B Contact Form
(1 Appstore

B+ Googleplay

INTERACTION CONFIGURATION

Update campaign Aerocollege > Accounts CANCEL CONFIRM

Appstore Config

Name/Descripiion

Prueba Appstore 65080

ect &nd click into app icon. App id is & num
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Name/Description: enter the name or description of the App
= Appstore App id: enter the App Id (it can be obtained by entering Appstore Connect

6. You will need to enter the list of countries from which you want to obtain the ratings. For this you must click on the "Add Country" button

Countries == ADD COUNTRY

Code Country

7. The required data on the distribution of interactions and their main language must be specified:

Distribution: Language Priority (0 -99)

Client window display

Normal -

5 based of QnA Maker knowledge

Distribution: criteria by which the interactions that come from this account will be distributed to the operators
~ Click here to expand...

Circular: assigns interactions to the operator who has been in the Available state for the longest time.
Queued: send new interactions to the campaign queue; to be taken or assigned manually.

Skill: the interactions will be assigned to the operators who have the highest ratings in terms of the skills required for
each campaign; the "Circular" algorithm is applied to select between operators who receive the same skill score. If you
select this, you must indicate the agent skills that you want to consider in the distribution

Priority: defines the priority of the interactions of this account with respect to the communications that come from others; the
higher the number that is entered, the higher the priority.

Language: operators have a spell checker that is enabled when they are responding to an interaction. If the system cannot
automatically identify the language of the interaction, it takes the one which has been set in this field.

8. Attention Level: You will be able to select from among the Attention Levels previously created, the one most appropriate for the operation
of this account.

9. Ticket Management: You can enable Tickets Management to manually or automatically assign tickets to the interactions associated with
this account, and you can also select a previously configured ticket issuer.

Enable Ticket Assignment
- Ticket Emitter

- D Assign automatically

i To add an Ticket Emitter, please go to the Tickets Administration Page.
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Assign tickets: if you check this box, you will be enabling the option to assign tickets to the interactions belonging to this
account.

Automatic: if this box is checked, the tickets will be assigned automatically.

Ticket issuer:
~ Click here to expand...
You will need to select a previously configured ticket issuer, see How to create a ticket issuer.

10. Contact management: by enabling "Contact management" you will be able to create a new contact with each interaction, and if you wish,
the system will do so automatically, both for inbound and outbound interactions. You can also define a criterion for saving the contact data:

Enable Contact Management inside system
Add automatically Incoming v Add automatically Outgoing
Contact Contact
e

o i o
= Merge Lritena

Enable automatic merge »

Contact management: if you check this box, you will be enabling the option to create a new contact with each interaction.

Auto Add Contact: if you check these boxes, the system will automatically create a new contact for each inbound and/or
outbound interaction. If it is not checked, contacts will be created manually.

Automatic unification:after checking this box, you must define the criteria for saving the contact data. You can either keep
the contact data already stored, or update the data in each new interaction.

11. QnA Maker: by checking the box, agents will be able to use the QnA knowledge base in YouTube account interactions.
|:| Enable automatic queries based of OnA Maker knowledge

12. Thresholds:

This information is not specific to the account but will be common to all accounts in the channel. Editing from here will only be possible if
the account being defined is the first of its type, otherwise they will be read-only fields. To edit the channel thresholds, read: "How to edit a
channel's general setup”.
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Thresholds

Service tevel tim

[ Enable ACD wait Threshold

ACD time (seconds) Action on timeout:

Campaign: Account:

Thresholds: here you specify the time thresholds for different service and operational actions.

Service Level: maximum answer time for the communication to be considered to have been attended within the desired
Service Level.

13. After completing all the required fields, click the "SAVE" button to continue.

14. To cancel the operation without saving the entered data, click the "CANCEL" button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

E How to associate an application from the App Store
Manage accounts
How to edit a Channel's general setup

Once an account has been created/assigned, you can edit it whenever required to make adjustments and/or modifications. Yet, there are
configurations which are general to the communication channels, reason why you will be able to edit such configurations over an associated
channel of a specific campaign, without affecting the same channels that belong to another campaign.

To edit the channel's general configurations you have to:

1. Go to the "Configuration" tab:
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2. Click on the "Campaigns" section ¥ and press the "Edit" button of the campaign where you wish to make the changes

Constanza DOdorico

Online No ACD |»

CONRGURATION

1]

Administration

| Q
£ Users _
Name Description
© Ppermissions 1 Ae éreas - todas las cuentas é’. 0]
3. Click the campaign's "Accounts" section " and go to the channel tab where you will make the modifications

Constanza DOdorico

CONFIGURATION
ACD |+
Administration = Update campaign Aerocollege > Channels CANCEL m
Contactform  Mail  Webchar = Facebook | Instagram  Youtube  Twitter  SMS WHATSAPP

L]

paigns @

Basic Infarmatior |:| Override Member Capability @

4. Set up the Attention Capabilities:
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Contactform  Maill  Webchat =~ Facebook | Instagram  Youtube  Twitter SMS  WHATSAPP

Override Member Capability € D

=

Limited - 5

- Conversations Limit:

o : if checked, the existent "Attention capacity" setup will be overwritten. For more information, read: "How to edit the

Attention Capabilities".

9 : choose if it will limit the interactions that the user will be able to take simultaneously for the communication channel

or not.

9 : if limited, enter the limit.

) For this case, it means that the user will be able to take 5 simultaneous Facebook interactions.

/L If the user is taking 5 interactions simultaneously, it must finish, transfer or requeue at least one to take a new one.

5. Threshold setup:

Thresholds

« Service level time (minutes): B

15

Enable ACD Wait Threshold D

|— ACD time (seconds): 9 - Action on timeout:
600 Enquete
Campaign: Account:

o : if checked, you must specify the ACD time threshold.

9 : maximum amount of response time to consider the taken communication within the desired service level.

9 : ACD threshold time.

6. After making the changes, press the "SAVE" button to continue.
7. To cancel the operation without saving the changes, press the "CANCEL" button.
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Related Articles

E User search

E How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
How to enable an account's Ticket Management feature

By enabling tickets management, you will be able to convert an interaction automatically of by demand into a ticket. To do so, you will have to
first create a ticket emitter, thus being able to enable it for the account you need it for.

& To learn how to create a ticket emmiter, read: "How to create an emitter".

To enable Tickets Management for an account you have to:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Campaigns" section ¥ and press the "Edit" button of the campaign where you wish to enable the Ticket Manager

Constanza DOdorico CONRGURATION

Online No ACD |»

1]

Administration

£ Users _
Name Description

® Permissions

1 Aerocollege

3. Click the campaign's "Accounts" section " and then press the "Edit" button of the account you want to modify
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Update campaign Aerocollege > Accounts ADD ACCOUNT

Administration

g Campaigns ()]

Account

)

4. Enable Tickets Management:

Enable Ticket Assignment

Ticket Emitter:

Aerocollege hd Assign automatically

il Te add an Ticket Emitter, please go to the Tickets Administration Page.

. if checked, tickets will be assigned on demand for each interaction and Tickets Management will be enabled for the

account.

i assign tickets automatically for each interaction. It's optional.

- select the preset tickets emitter. To learn how to set up a tickets emitter, read: "How to create an emitter".

5. After completing all the required fields, press the "SAVE" button to continue.
6. To cancel the process without saving the changes, press the "CANCEL" button.

Related Articles

! Paso 2: Instalacion de inConcert OCC
! Cbémo asociar una cuenta de Correo
! Coémo crear una Campafia

! Coémo crear una cuenta de Llamadas

! Co6mo eliminar una Campaiia

How to associate Attention Levels to an Account

The attention levels are groups of agents that manage an account's interactions, meaning, the new interactions that can be assigned according
to the defined attention levels. Once the attention levels have been defined, you can associate them to the account you prefer.

) Tolearn how to define an attention level, read: "How to define an Attention Level".
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To associate an Attention Level to an account you have to:

1. Go to the "Configuration" tab:

2. Click on the "Campaigns" section and then press the "Edit" button of the campaign to which the account belongs and where the

attention levels will be assigned

Constanza DOdorico CONFGLRATION

Campaigns ~+ (CREATE NEW

Administration

1]

| Q
£ Users _
Name Description
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Permissions ” todas 8| W
3. Click the campaign's "Accounts" section and then press the account's "Edit" button
Administration = Update campaign #erocollege > Accounts - ADD ACCOUNT
Campaigns G}

Account

g ( £ M

O enoccleg 48| m

4. Check the checkboxes of the Attention Level(s) that you wish to associate:
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Select Attention Levels available for conversations

If more than one Attention Level selected, please select one of them as the receiver of incoming conversations activating the control placed on the Distribution column

Name Description Distribution Priority (0-99)

a & a

bl
Avanzado Avanzado
Comercial Comercial

" : check the Attention Level(s) to associate.

= - check this option to use the distribution algorithm set for the account for the Attention Level as well.

" : define the interaction priorities for this account in respect to the communications which arrive from other accounts;
the higher the number, the higher the priority.

If more than one Attention Level is associated to the account, the new interactions will be assigned to the users which belong to
the Attention Level where the "DISTRIBUTION" option has been checked, depending on the defined algorithm.

5. After completing all the required fields, press the "SAVE" button to continue.
6. To cancel the operation without saving the entered changes, press the "CANCEL" button.

Related Articles

! User search

! How to set up Messenger messaging

! How to associate a YouTube account

! How to associate an application from Google Play Store

! How to associate an application from the App Store
How to delete an Account

You can delete an account in a few easy steps. It is important to point out that by deleting the account of a specific communication channel, all
the associated configurations will be lost, so you have be sure about the action's impact in your operative.

To delete an account you have to:

1. Go to the "Configuration" tab:
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2. Click on the "Campaigns" section ¥ and press the "Edit" button of the campaign where you wish to delete the account
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3. Click the campaign's "Accounts" section “ and then press the "Delete" button
Administration = Update campaign Aerocollege? » Accounts - ADD ACCOUNT
®
Account
), Te £ | o

4. Press the "Yes" button to confirm the account deletion:
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Do you want to delete Web Chat account

Test ?

NO YES

5. The system will show the successful deletion message:

@ Weh Chat Test account was successfully deleted. x

Related Articles

B User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
How to deactivate an account
If you wish to remove the operative of an account of a specific communication channel, it is not necessary to delete it; you can deactivate it, thus

being able to activate it back again if necessary, keeping all the configuration without the need of creating it again.

To deactivate an account you have to:

1. Go to the "Configuration" tab:

CONFIGURATION

% Campaigns
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2. Click on the "Campaigns" section o and press the "Edit" button of the campaign where you wish to deactivate the account e :

CONRGURATION

. Constanza DOdorico

D

Administration = % Campaigns

§¢ Campaigns k' feearch Q

£ Users

Name Description

L missi . ,
Permissions 1 Aerocoliege Cotfege lineas aéreas - todas las cuentas P ]

3. Click the campaign's "Accounts" section o and then press the "Deactivate" button e :

Administration = % Update campaign Aerocollege? » Accounts < appaccount

g Campaigns @
Account

Rasle Infarmatlon

f -, Test
Accounie h '

Chirneis

4. Press the "Yes" button to confirm the account deactivation:

Do you want deactivate account Test (Web

Chat) 7

NO YES

5. The system will show the successful deactivation message o :

Ihttp://inconcertcc.com/confluence/pie_confluence.jpg!



Ihttp://inconcertcc.com/confluence/encabezado_confluence.jpg! Prueba de Texto

3\ Test (Web Chat) account was successfully deactivated. b4

Account

To reactivate the account, press the account's "Activate" button

Related Articles

E Paso 2: Instalacién de inConcert OCC
E Coémo asociar una cuenta de Correo
! Coémo crear una Campafia

! Cbmo crear una cuenta de Llamadas

E Coémo eliminar una Campaifia

How to edit an Account

After creating/associating an account, it is possible to edit it to make madifications or adjustments. Such modifications will have immediate effect
over the channel's account configuration according to the changes.

To edit an account you have to:

1. Go to the "Configuration" tab:

2. Click on the "Campaigns" section ¥ and press the "Edit" button of the campaign where you wish to make the changes
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3. Click the campaign's "Accounts" section " and then press the "Edit" button of the account you want to modify

Administration = Update campaign Aerocollege > Accounts ADD ACCOUNT
g Campaigns @
Account
© (! & M
B W
O  seci 2 VAR

£3 The account identifier name is a unique value and cannot be edited.

) Because of being general channel configurations, to edit the "Thresholds" information, read: "How to edit the Channels' general

configurations".

4. After making the changes, press the "SAVE ACCOUNT" button to continue.
5. To cancel the operation without saving the changes, press the "CANCEL" button.

Related Articles

! Paso 2: Instalacién de inConcert OCC
! Como asociar una cuenta de Correo
! Cbémo crear una Campafia

E Coémo crear una cuenta de Llamadas

E Coémo eliminar una Campaiia

How to create Call acounts

® How to create a Call account
® How to create a Call account (with Native Telephony)

How to create a Call account
Creating a call account in a campaign will allow you to manage interactions through phone calls, which can be inbound and/or outbound.

Interactions can be handled depending on the Attention Levels that are set up. Each interaction can also be converted into a ticket. If the user
involved in the interaction is not yet a contact, they can be added using Contact Management.
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OCC will allow effective management of interactions, since inbound calls abandoned by clients may be scheduled at the discretion of the Contact
Center operation, and thus these clients can be contacted to provide appropriate and efficient attention.

You will be able to configure inbound calls to be forwarded to an IVR during or outside the hours defined by the attention schedule, in addition to
configuring Voicemail facilities, announcing position in the queue and announcing hold time.

In the same way, you can configure outbound calls to be derived from an IVR, during or outside the hours defined by the attention schedule, as
well as have an Outbound Engine in its different modalities, such as: Automated, Predictive Dialer and Progressive Dialer.

The call account must be the first and only one in the campaign, that is, once the call account is created, the creation of any other
communication channel will not be permitted. Additionally, the creation of a call account will not be permitted in a campaign in which an
account from another channel has already been created.

To create a call account in a campaign:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Campaigns" section and then click the "Edit" button of the campaign where the account will be created

Constanza DOdorico CONFGLRATION

Campaigas ~+ (CREATE NEW

1]

Administration

| Q
£ Users _
Name Description
D issiol .
Permissions ” daslas cuentas 42| @
3. Click on the "Accounts" section of the campaign and then click the button "ADD ACCOUNT"
Administration = Update campaign Aerocollege2 > Accounts 74 - ADDACCOUNT

GRITRAIgS @ f No accounts found
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4. Select the account type "Call":

ADD ACCOUNT

¢' Call

® Web Chat

= Mail

2 SMS

5. Enter the required data:

a. Account information:

Call Config Messages

Aliow Calizack

Retain Abendoned (days]: « Time {seconds) Sarrgl

Screan Racordng

e over tofal cals enswered (&)

[] Erabie Marketing Integration

Client window display

Normal - [] Exabie automatic queries based of QnA Maker knowledge

@ iter Call Vorc @

Allow callback: checking this box will enable the return of calls abandoned by clients.

Wait between calls: checking this box will allow a certain period of time between calls. Otherwise, the agent will receive
the next call after the wrapup time. The wait time between calls must be defined.

Screen recording: checking this box will mean that when an agent takes a call, OCC will start recording their screen.

% Recording: The % is based on the number of calls, that is, if you configure 10%, it means that 10% of the calls that
the agent answers will be recorded.

Integration with Marketing: checking this box will enable integration with the inConcert Marketing tool.

Time after call: if you check this box, the wrapup time will be enabled. During this time, the agent will be able to carry
out tasks after finishing the call.
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Type: select from the drop-down list whether the wrapup time will be limited or not. If you select "Time Limited", you must
define the maximum number of seconds that the agent will have in the wrapup time.

b. Configuration of inbound calls:

To enable inbound calls, in the "INBOUND" tab check the "Inbound" box:
Incoming Qutgoing

. Incoming Calls

Then, configure the following:

Custominacive Process Auto answer

VR name: - VR name

DNIS: It is the phone number that clients must call. The numbers that appear in this list are defined by the CCV
Infrastructure Administrator.

Custom active process: if you check this box, an automatic IVR must be indicated to reply to calls arriving within the
attention schedule configured for the campaign.

Custom inactive process: if you check this box, an automatic IVR must be indicated to reply to calls arriving outside the
attention schedule configured for the campaign.

Auto attend: if you check this box, the call will be taken automatically, without the need for the agent to click the
corresponding button. The time for such an automatic reply must be defined.

Use contact center: if you check this box, you will need to configure the options of the agents who will receive the calls
and work on the operation.

Uses Contact Center: options to configure
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Distribution: it is the routing algorithm that will allow the calls to be correctly directed to the available
agents. The options are: Circular, Load Balancing, Greater Load and Skill.

) The Circular algorithm will draw a circle between the connected agents, the first point of this
circle is the agent that has the longest time without speaking; then if that agent is busy it will try to
find the next agent who has been without work for the longest time.

Load Balancing refers to the work time of each agent. If you select this algorithm, the platform will
try to ensure that all agents have the same amount of time worked by the end of the day.

The Greater Load algorithm will more heavily load the agents who spend more time talking, more
time worked. This algorithm can be used for example to increase productivity, if it is detected that
the agents who speak the most are those who are more productive.

The Skill algorithm will work exclusively with the skills that have been defined previously. This
depends on the skills that are defined for both the campaign and the agents who will work on it.
Voicemail on Waiting: if you check this box, it will permit a voicemail to be left while the user is in the
gueue to be attended to. You must specify how often this option will be repeated.
Announce position in queue: if you check this box, the user will be told their position in the queue.

Announce waiting time: if you check this box, the user will be told the approximate waiting time in the
queue.

Allow re-dialing: if you check this box, the agent will be allowed to redial; that is, the agent will be able to
dial the phone number associated with the user of the abandoned calls.

Hide ACD: if you check this box, the number of calls that are waiting to be answered will not be displayed
on the agent’s frontend.

ACD Priority: determines the priority of the campaign calls that are waiting to be attended to.

Contact name format: the contact name format will be reflected in the agent's interface and can show
important data, this is very useful when you have an agent who works on more than one campaign, it can
show in real time from which campaign and through which number they are receiving the call.

c. Configuration of outbound calls:

To enable outbound calls, in the "OUTBOUND" tab check the "Outbound" box:

Incoming Outgoing

. Outgoing Calls

Then, configure the following:
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simultaneous outbound calls allowed.
Dialing Rule: NOT SET must be selected.

Outbound prefix: call prefix for the campaign.

schedule configured for the campaign.

schedule configured for the campaign.

work on the operation.

Routing group: the routing group will determine where outbound calls will be sent.

Capacity Assigned: number of channels assigned to the routing group; this number will indicate the number of

Custom active process: if you check this box, an automatic IVR must be indicated for calls during the attention
Custom inactive process: if you check this box, an automatic IVR must be indicated for calls outside the attention

Telesales campaign: if you check this box, you will be indicating that it is a sales campaign.

Use contact center: on checking this box, you must configure the options of the agents who will receive the calls and

Uses Contact Center: options to configure

find the next agent who has been without work for the longest time.

the agents who speak the most are those who are more productive.
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available agents. The options are: Circular, Load Balancing, Greater Load and Skill.

& The Circular algorithm will draw a circle between the connected agents, the first point of this
circle is the agent that has the longest time without speaking; then if that agent is busy it will try to

Load Balancing refers to the work time of each agent. If you select this algorithm, the platform will
try to ensure that all agents have the same amount of time worked by the end of the day.

The Greater Load algorithm will more heavily load the agents who spend more time talking, more
time worked. This algorithm can be used for example to increase productivity, if it is detected that
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The Skill algorithm will work exclusively with the skills that have been defined previously. This
depends on the skills that are defined for both the campaign and the agents who will work on it.

Manual Calls: checking this box will allow manual outbound calls.

Contact Name format (manuals): the contact name format will be reflected in the agent's interface and
can show important data, this is very useful when you have an agent who works on more than one
campaign, it can show in real time from which campaign and through which number they are receiving the
call.

d. Outbound Engine configuration:

If you check the "Uses Outbound Engine" box, you then need to configure the Dialing Engine options:

- Predictive Cialer

Manual Gontact Name Format. @

Positive AM Abave (secords

Select the "Outbound Process" to use and depending on the "Outbound Process Type", you will need to configure the following:

If "Automated" is selected

Automated Process: automated process to be used.
Call Out of Hours: if you check this box, calls will be enabled outside the scheduled hours configured for the campaign.
Dialer Throttle: if you check this box, you must indicate the number of calls that will be allowed per available agent.

Desired Rate: expressed as a percentage, it will indicate the value that is taken as acceptable to be lost during the
contact process.

Hang Up Call on Threshold: checking this box will finish the call when the configured threshold is met.

Auto-Attend AM: if you check this box, you will enable auto-attend answering machines. The process should be
indicated.

Guess AM by Connect Time: if you check this box, you will be enabling auto-attend answering machines based on the
connection time of the call. The time that will be taken as a reference to carry out this action must be indicated.

Contact Name Format: the contact name format will be reflected in the agent's interface and can show important data,
this is very useful when you have an agent who works on more than one campaign, it can show in real time from which
campaign and through which number they are receiving the call.

If "Predictive Dialer" is selected

Has preview: if you check this box, the preview of the contact will be enabled.

Dialer throttle: if you check this box, you must indicate the number of calls that will be allowed per available agent.
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Desired Rate: expressed as a percentage, it will indicate the value that is taken as acceptable to be lost during the
contact process.

Hang Up Call on Threshold: checking this box will finish the call when the configured threshold is met.

Auto-Attend AM: if you check this box, you will enable auto-attend answering machines. The process should be
indicated.

Auto-Attend Abandoned: if you check this box, you will enable auto-attend to abandoned interactions. The process
should be indicated.

Guess AM by Connect Time: if you check this box, you will be enabling auto-attend answering machines based on the
connection time of the call. The time that will be taken as a reference to carry out this action must be indicated.

Contact Name Format: the contact name format will be reflected in the agent's interface and can show important data,
this is very useful when you have an agent who works on more than one campaign, it can show in real time from which
campaign and through which number they are receiving the call.

If "Progressive Dialer" is selected

Has preview: if you check this box, the preview of the contact will be enabled.
Hang Up Call on Threshold: checking this box will finish the call when the configured threshold is met.

Auto-Attend AM: if you check this box, you will enable auto-attend answering machines. The process should be
indicated.

Hang Up Call On AM: checking this box will finish the call when an answering machine is detected.

Guess AM by Connect Time: if you check this box, you will be enabling auto-attend answering machines based on the
connection time of the call. The time that will be taken as a reference to carry out this action must be indicated.

Contact Name Format: the contact name format will be reflected in the agent's interface and can show important data,
this is very useful when you have an agent who works on more than one campaign, it can show in real time from which
campaign and through which number they are receiving the call.

e. Contact management: by enabling "Contact management" you will be able to create a new contact with each interaction, and if you
wish, the system will do so automatically, both for inbound and outbound interactions. You can also define a criterion for saving the
contact data.

Enable Contact Management inside system

Add automatically Incoming Contact Add automatically Outgoing Contact

Enable automatic merge -

Contact management: if you check this box, you will be enabling the option to create a new contact with each
interaction.

Auto Add Contact: if you check these boxes, the system will automatically create a new contact for each inbound and/or
outbound interaction. If it is not checked, contacts will be created manually.

Automatic unification: after checking this box, you must define the criteria for saving the contact data. You can either
keep the contact data already stored, or update the data in each new interaction.

f. Thresholds:

Editing from here will only be possible at the time of defining the account, otherwise they will be read-only fields. To edit the
channel thresholds, read on: How to edit a Channel's general setup.
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Inbound call thresholds

Incoming Outgoing

old (seconds) Ave

Ghast Threshold {seconds) Long conversation (seconds):

Service level t

* Bhort conversation =

ACD Wait Threshold: Queue wait time threshold.
Average Duration: average call time threshold.
Ghost Threshold: ghost call threshold.

Long Conversation: long call threshold.

Short Conversation: short call threshold.

Service Level: maximum answer time for the call to be considered to have been attended within the desired service level.

Outbound call thresholds

Incoming Outgoing
Average duration (seconds) Lang conversation (seconds)
* Short Conversation (seconds) Service level time {seconds)

Average Duration: average call time threshold.
Long Conversation: long call threshold.

Short Conversation: short call threshold.

Service Level: maximum answer time for the call to be considered to have been attended within the desired service level.

In the "MESSAGES" tab, the corresponding file(s) of the Multimedia Resources to be used in the campaign must be selected and
uploaded.

6. After completing all the required fields, click the "SAVE ACCOUNT" button to continue.
7. To cancel the operation without saving the entered data, click the "CANCEL ACCOUNT" button.

Related Articles

! User search
E How to set up Messenger messaging

E How to associate a YouTube account
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! How to associate an application from Google Play Store

! How to associate an application from the App Store

How to create a Call account (with Native Telephony)

Creating a call account in a campaign will allow you to manage interactions through phone calls, which can be inbound and/or outbound.
Interactions can be handled depending on the Attention Levels that are configured. Each interaction can also be converted into a ticket. If the
user involved in the interaction is not yet a contact, they can be added using Contact Management.

OCC will allow effective management of interactions, since inbound calls abandoned by clients may be scheduled at the discretion of the Contact
Center operation, and thus these clients can be contacted to provide appropriate and efficient attention.

You will be able to configure inbound calls to be forwarded to an IVR during or outside the hours defined by the attention schedule, in addition to
configuring Voicemail facilities, announcing position in the queue and announcing hold time.

The call account must be the first and only one in the campaign, that is, once the call account is created, the creation of any other
communication channel will not be permitted. Additionally, the creation of a call account will not be permitted in a campaign in which an
account from another channel has already been created.

To create a call account in a campaign:

1. Go to the "Configuration" tab:

CONFIGURATION

2. Click on the "Campaigns" section and then click the "Edit" button of the campaign where the account will be created

Administration = Campaigns
pag! fear el
21 Users
Hame Description
] issi . <
Fetmiasions 1 Telefonia_Nativa Telefonia Mativa Progha 59 ﬂ]
1. Click on the "Accounts" section of the campaign and then click the button "NEW ACCOUNT"
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Administration = L Updzate campaign Telefonia_Nativa > Accounts m
¥ Campaigns @
Account
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("] telefonia_nativa hane O 2 B
Channes E native@irconcertcc.com 0 69 m

2. Select the account type "Call":

== ADD ACCOUNT

¢* Call

®, Web Chat

o = Mail

3. Enter the required data:

a. Account information:

+ Name:

native_telephony

« Distributicn: + Language: Priority (0 - 99)
Circular - English - 1
Optimize Node Distribution @

Client window display

MNormal -

Allow Callback @
. Retain Abandoned {days): - Retain Appointment {days).

5 5

« See more...
Name: determines the name that will identify the account.

Distribution: is the routing algorithm that will allow the calls to be correctly directed to the available agents.
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The options are: Circular, Queued, Skill.

) The Circular algorithm will draw a circle between the connected agents, the first point of this circle is the agent that has
the longest time without speaking; then if that agent is busy it will try to find the next agent who has been without work for
the longest time.

Queued will allow interactions to be queued so that they can be taken manually by an agent.
The Skill algorithm will work exclusively with the skills that have been defined previously. This depends on the skills that
are defined for both the campaign and the agents who will work on it.

Priority: determines the priority of the campaign calls that are waiting to be answered.

Language: Determines the language used by the account.

Allow callback: checking this box will enable the return of calls abandoned by clients.

Retain Abandoned (days): if you check the "Allow callback" box, you must define the maximum number of days that abandoned
calls will remain in the inbox to be able to return them.

Retain Appointment (days): if you check the "Allow callback" box, you must define the maximum number of days that scheduled
appointments will remain.

. After Call Work @

Work Type: Time {seconds})
Mo time Limit - Enter the time
= See more...

Work time: if you check this box, the wrapup time will be enabled; During this time, the agent will be able to carry out tasks after
finishing the call.

b. Packages:
Packages
Name DID Description Mode
paguete? 234567 paguete? Inbound/Dutbound
~ See more...

Select the packages associated with the account. You must select at least one

4. Configure the inbound calls section:
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Incoming Outgoing

. Incoming Calls

a. Auto attend: if you check this box, the call will be taken automatically, without the need for the agent to click the corresponding button.
The time for such an automatic reply must be defined

Auto answer
« Time {seconds):

3

b. Allow re-dialing: if you check this box, the agent will be allowed to redial; that is, the agent will be able to dial the phone number
associated with the user of the abandoned calls

Allow agent redial missing ca

c. Voicemail Configurations: allows you to configure different voicemail options

Voicemait on Timeout Voicemail Option on Waiting Vaoicemail at out of Hours
Retain (days): @ Digit
2 s -
~ See more...

Keep for (days): allows you to define how many days the voicemails will remain in the inbox.
Voicemail at end of wait: if this option is enabled, the user will listen to the voicemail at the end of the wait.

Voicemail while waiting: if this option is enabled, the user will be able to listen to the voicemail while waiting to be attended by
clicking the indicated digit.

@ Important
For the correct operation of Voicemail while waiting, the following must be configured:

a. Within the "Messages" section of the account (1), configure the Music in ACD (2) and the Music while waiting (3).
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Call Config 1

.- Music on ACD a

Message Components + ADD COMPONENT

fl These is no configuration associated with the messags

Welcome Message
Out of Hours Message

Voice Mail

. Music on hiold F’

Message Components <= ADD COMPONENT
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b. Additionally, in the Channels of the Campaign section (1), a Wait First Message must be set up and a Wait Repeated Msg
).

Administration b

g Campaigns O)

Basic Information

Accounts

Channels h.

Members
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D Habilitar el umbral de espera de ACD

Umbral de espera de A Accion en timeout

Campafia: Cuenta:
Primer Ms|. de espera Espera de msj. repelido

Primer Msj. de espera {sequndos); Espere menzajerepetido {sequndos)

5 5

Its operation is as follows:

(2) when the call enters, it is put on hold and the audio "Music in ACD" is played.

(2) Then, after the seconds of "Wait First Message", the audio of "voicemail while waiting" is played and the system waits
to see if the client enters the number to go to voicemail.

(3) Meanwhile, the "Music in ACD" audio continues to play.

(4) After the seconds of "Wait Repeated Msg" the audio "voicemail while waiting" is played again

(5) Point 4 is repeated until one of the following situations occurs: the call is cut/an available agent is obtained/the wait time
is over/or the client enters the voicemail option.

Voicemail out of hours: if this option is enabled, it allows the operation of voicemail outside the established operating schedule of the
campaign

d. Attention Levels: it is possible to select an attention level if there is one configured

Select Attention Levels available for conversations

If more than one Attention Level selected, please select one of them as the receiver of incoming conversations activating the control placed on the Distribution column

i Mo attention levels found

e. Contact management: if you check this box, you will be enabling the option to create a new contact with each interaction
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Enable Contact Management inside system

Add automatically Incoming Contact D Add automatically Outgoing Contact

« Merge Criteria:

Enable automatic merge Keep Mew »

w See more...

Auto Add Contact: if you check these boxes, the system will automatically create a new contact for each inbound and/or outbound
interaction. If it is not checked, contacts will be created manually.

Automatic unification: after checking this box, you must define the criteria for saving the contact data. You can either keep the
contact data already stored, or update the data in each new interaction.

f. Flow management: a previously configured IVR flow can be associated with the account.

Flow Management

Incoming: Out of Schedule:

Process Flows available for agents to transfer
During interaction: Flows Added

fl Mo flows found

End Interaction @ @ sendbackto Agent @

ADD FLOWS

h. Client window:you can select how you want the client window to be shown to the agent.

Client window display

Mormal -

5. Then configure the outbound calls section:
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Incoming Outgoing l

. Outgeing Calls

a. Outbound call configuration: indicate if you want to be able to make manual outbound calls.

Allow Manual Calls

q*

D Info

At the moment, only manual outbound calls can be made, the option to use the Dialer is not available

6. Thresholds

Inbound call thresholds

UMBRALES ENTRANTES

Umbral de espera ACD

Promedio duracion

Umbral fantasma

Conversacion larga

Conversacion corta

Mivel de Servicio

call threshold.
Long Conversation: long call threshold.

Short Conversation: short call threshold.
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Service Level: maximum answer time for the call to be considered to have been attended within the desired service level.

Outbound call thresholds

UMERALES ENTRANTES UMBRALES SALIENTES

Promedio duracion Tiempo (seqgl:
Conversacion farga Tiempa (seg).
Conversacion corta Tiempo (seq):

MNivel de Servicio Tiempo (seg)

Average Duration: average call time threshold.
Long Conversation: long call threshold.

Short Conversation: short call threshold.

Service Level: maximum answer time for the call to be considered to have been attended within the desired service level.

7. Finally click the "Save" button to finish.

Related Articles

[® User search

! How to set up Messenger messaging

! How to associate a YouTube account

E How to associate an application from Google Play Store

E How to associate an application from the App Store
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