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Voice Channel Login

Log into the Voice Channel by selecting ‘Voice' at the top of the page. Choose the Campaigns and Queues to log into, and click
‘Select’ at the bottom of the page.

& Select outbound / inbound campaign

New voice login: enter the voice channel without an external softphone (such as X
MicroSIP) through your browser. After you click "Select”, give permission to the browser
to access your microphone.
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Active Call with Agent Assist

During a live call, as the agent engages with the customer, the Al system actively listens to the conversation, providing
iImmediate assistance. This includes real-time transcription of the dialogue, allowing the agent to quickly reference previous
statements without interrupting the flow of conversation. Based on the customer's inquiries and issues discussed, the Al
analyzes the context to offer relevant information and suggested responses.
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Queue Customer sy pport Queue position 0 Last call type Preview Dialer Phone # +351910314534 DoI 351309304206
& Outbound Database New Leads Inbound 13 Queue time 00:02:21 Last call date 11th Feb 2025 | 16:36:07 Contact ID 7804500 DD desc. Working DDI... Inbound @
Template name Template caracter special
& Contactinfo . Call actions Outcomes History Bi Script Search Callbacks Voicemails + Agent Assist
Agent Assist -
Con[aC[ Info Clone Orders b + Your copilot for better assistance -
Agent Assist 1611
¥} Record Call Orders - ] D To check the status of an arder, you need to know:
* The order number
Contact Name * Whether the person is the recipient
= With this information, | can help you check the status of your order.
& Sarah Ray :
Package ID Add package ID Search
Agent Assist 1612
Phone #1 To send an order for an itemn sold, you need to take the order to a

icki int.
. | 910314534 pickup point

Agent Assist 1613
Phone #2

There are several options for identifying an order:

‘. | Phone #2 - You can print the label and stick it on the package

- You can request the digital label at the pickup point, without having
Phone #3 to pnnt_anythlng. \'.UE recommend this option, because it is mare
convenient and quicker.

. | Phone #3
Agent Assist 16:14

Phone #4 When the order is picked up by the courier, the sender will receive a

. | Phone #4 message on their mobile phone indicating that the order is on its
way to the recipient,

Phone #5
. | Phone #5

Phone #6
' | Phone #6

Phone #7

. | Phone #7



After Call Experience

After the call, the post call section summarizes the follow-up tasks for the agent. The system will provide a brief overview of the
discussion that took place during the call. It will suggest possible call outcomes, along with recommendations for the most
appropriate options for call disposition. Additionally, a brief emotional assessment of the participant will be displayed.
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Customer sy pport ue Last call type Preview Dialer [+1:]} 3513

Queue
0 Outbound Database New Leads Inbound 13 e 00:02:21 Last call date 11th Feb 2025 | 16:36:07 DDI desc. Working DDL... Inbound ‘
Template name Template caracter special

& Contact info %, Call actions Outcomes History Bi Script Search Callbacks Voicemails

“Mr. Miller, on behalf of Company X, | would
Orders like to once again apologize for what
happened and remain at your disposal for
any other matters that may arise.”

Contact Info Clone

¥ Record Call Al-generated by OpenAl @ & &

Contact Name
04 Call ended

-

& | Sarah Ray :
Package ID Add package ID

=% Topic

phone #1 Choose the topic that best describes this conversation

E lai Incident Reporting ( Damage Notification

Accident Reporting
Phone #2

=4 m
. | Phone #2 * Summary

William Miller reports a broken car window to
Insurance Company X. Isabel, the representative,
collects his details and offers assistance. Mr.

. | Phone #3 Miller declines a tow truck but requests a garage
recommendation. Isabel provides the address of a
Phone #4 nearby garage and offers further help before
concluding the call.

Phone #3

. | Phone #4

@ Sentiment

Phone #5 @ Hoppy
. | Phone #5

Export conversation 1,
Phone #6

. | Phone #6

Phone #7

L | Phone #7
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