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Configurations

Start using the BeneDesk for Windows by selecting the Additional settings on the File

menu. On the File menu, you can find:

* Additional settings
* Sending SMS

* Settings

* Service pool groups
* Logout

* Exit

If you want to login as another user,
select Logout and when you want to

close the program, select Exit.

[2] Additional settings

File Start managing
=22 call handling
Mobile phone and number usage mode
?
Full work use v

Mobile stays in work use ?
No

@ Work schedule
Change availability work time based 2
Yes A

Start time End time

CD Work time transfer
Action when unavailable ?
Transfer, no announcement

No answer
To voicemail

9:00 AMMon v || 5:00 PM Mon v
call nl‘f!rinu mode ? Do not disturb .
One by one M 900AMTue v || 500PMTue +| | Tovoicemail
Alerting time (seconds) ? off work
8:00AM Wed || 4:00 PM Wed
45 M To voicemail
Terminal list ? 9:00AMThu || 5:00PM Thu -+
1. Mobile o8
B BeneDesk for Windows 2 5= @t [ 900AMFi  <|[ 500PMFi  +
3. voip1 v T
File | Help 4 vz @ t+ | Ofwork E
. _ 3 - Off work ©
Additional settings A conwating ¢
Call waiting v
Send SMS
Work call recording ?
Called and answered v
B Benelesk for Windows
v Save ~ Save v Save
File | Help
Y Off work transfer 8 Common % Phone numbers
Additional settings A
B Settings — X 8409207124
Irk number ?
Send SM5 68400207124
- A i P number 1 2
| Settlngs - Personal | Audio | Jabra Jabra 104
. IP number 2 ?
Pool groups Incoming alert tone 58409207124
g P Dﬂ-" ” jcemail number 2
elau 55409207000
L’::| Dut id caller number 2
9 Select Reset Jefault
Bt

[] Use Exchange calendar

Use extended search

Search result limit

10 ~

4 Additional features

Voicemail greeting ?

Menu target 2
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Additional settings

On the Additional settings page, you can see all general setting for your program. The
same settings can be found also on the BeneDesk for Windows Settings page.

Your user priviledges and purchased products terminate, which services you can use. The
Additional settings menus include the following:

* Call handling

*  Works schedule

*  Work time transfer

* Additional features (when using also voicemail)
* Off work transfer

¢ Common

* Phone numbers

Note!
When you have done changes in one section, click the Save button in that section.

For example, if you wish to change the Call handling and the Work schedule sections,
change first the Call handling settings, save the changes and change the Work schedule
after that. The Save button must be click on both sections.

Additional settings
File Start mansging
=2 call handling

Mobile phone and number usage mode
]

Full work use v

Mobile stays in work use ?
No

Call offering mode ?

One by one v

Alerting time (seconds) 7
45 v

Terminal list 2

Call waiting 2

Call waiting M

Work call recording ?

Called and answered v

Y Off work transfer
Busy during active call ?

No v
Alerting time ?

60 v
Use transfers 7

Yes v
Transfer - All calls ?

No transfer v
Transfer - No answer ?

To voicemail J

@ Work schedule

Change availability work time based ?

Yes

Start time End time

9:00 AMMon v || 5:00 PM Mon

9:00 AM Tue v || 5:00 PM Tue

8:00 AMWed || 4:00 PM Wed

9:00 AM Thu v || 5:00 PM Thu

9:00 AMFri v || 5:00 PM Fri

Off work v

Off work v

8 Common

Finnish emergency area ?
Helsinki

Language ?
English (US)

Prompt language 7
English (US)

Region
Europe/Helsinki

Call privacy default 2
Undefined

«

«

.

<

CQ Work time transfer q Additional features

Action when unavailable ? Voicemail greeting ?

Transfer, no announcement  ~

No answer Menu target ?
To voicemail v

Do not disturb @

To voicemail v
Off work
To voicemail v

% Phone numbers
Mobile number
+358409207124

Work number ?
+358409207124
VoIP number 1 2
+358409207124
VoIP number 2 2
+358409207124
Voicemail number 2
+358409207000
Fixed caller number ?

Default v
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Settings

Personal settings

Settings

Personal | Audio | Jabra

Incoming alert tone

efault
Select
[] Use Exchange calendar

Use extended search

Reset

Search result limit

10 ~

Directory search settings

On the Settings, it is possible to see and change the
following program settings:

* Personal settings

* Audio Settings

* Directory search settings

On the Personal settings tab, you can select a ringing
tone for incoming calls or return the default tone. On
this tab it is also possible to set the Outlook Exchange
calendar into use.

If you wish change the ringing tone, click the Select
button and a window opens, where you can search
and select a new tone. Notice, that the selected tone
must be in the .wav format, other formats are not
supported. If you wish return the default tone, click
the Reset button.

You can use the extended search for searching contact information inside the company. Directory’s search
settings are done by selecting the Use extended search checkbox on the Personal settings tab.

Note! For example, when searching name "John", the search returns also Tim's contact information, because
John is marked as Tim's substitute in the contact information. It is possible to limit the search result to show 5,

10, 25, or 50 results.

Using the Outlook Exchange calendar

* Select the Use Exchange calendar
checkbox
*  When you are using also the same email
address for Windows login, select the
Use Windows credentials checkbox
* In other cases, type in the username
and password of the email address
you are using

After this, you’ll see your organization’s
calendar and availability information as in
the picture below.

w Thursday, December 7, 2017 £ 03

1000 11:00 1200 1:00 200 300 400 500
A PM PM PM PM PM

AL AM PM

Settings -

Fersonal | Audio | Jabra

Incoming alert tone
Default

Select Reset

Use Exchange calendar
Exchange not authenticated
Use Windows credenfials

Automatic address

Use gxtended search Search result limit

10 ~
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Audio settings

On the Audio tab, you can adjust your software’s audio features, like volume levels. The audio settings
tab is divided in three sections:

* Speakers

*  Microphone

e Other audio settings

Speakers and Microphone

* You can choose the devices, which you want to use as speakers and a microphone and, where the
alertis ringing

* The selected device can be set as default by ticking the Use selected device as default checkbox

Volume
* The volume can be adjusted by the Volume slides

Other voice behaviour options
* Voice Activity Detection (VAD):
is used to recognize a human voice from the calls
* Acoustic Echo Cancellation:
Echo suppression and echo cancellation are methods in telephony to improve voice quality by
preventing echo from being created or removing it if it happens
* Comfort Noise Generator:
is synthetic background noise used in radio and wireless communications to fill the artificial silence
* Automatic Gain Control:
automatic volume level control
* Audio noise Suppression:
removes noise from the signal

Settings

Personal | Audio | Jabra

Speakers
Headset Earphone (Jabra Link 370)
[] Use selected device as default

Volume

Microphone
Headset Microphone (Jabra Link 370)
[] Use selected device as default

Volume

Alert
Headset Earphone (Jabra Link 370)
[] Use selected device as default

Volume

[ Voice Activity Detection
Acoustic Echo Cancellation
[] Comfort Noise Generator
[C] Automatic Gain Control

[] Audio Moise Suppression
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Shortcuts to BeneDesk for Windows navigation

The BDfW icon on the Windows Taskbar is a white

. . Offwork
square with a colored speech bubble on it. The Avsilabl
speech bubble’s color tells your availability status, varanle
as follows: Do Mot Disturb (60min)
Lunch (30min)

* Green = Available
* Red=Don’tdistrurb

Receive queue calls

* Yellow = Not available (off work/lunch) About

Additional settings
The colors correspond your availability status. Settings
Clicking the BDfW icon, opens a menu, which can Logout
be used to open the Settings and Additional Open
settings, where it is simple to change your Et

availability and manage the service pool availability
information.

When moving the mouse on the icon, you can see
a tool tip showing your current availability status,
schedule and additional information.




BeneDesk for Windows Quick Start Guide

Version 1.8.2.
Benemen Oy. All rights reserved.

Functionality, general

Your user priviledges and purchased products terminate, which services you can use. This
quick start guide covers the following functionalities:

* Functionalitiesin general

* Sofphone
¢ Personal call information
* Call handling

The BeneDesk for Windows softphone is a software that allows you to use your computer
for calling and receiving phone calls. The BDfW can also be integrated with the Skype for
Business and/or Teams, which makes it possible to use the Skype/Teams phone
directory. The software includes menus, which help you to see what is happening in the
service pools (depending on the user rights).

To make changes to the service pool(s) on the Service pool management tab, you need
the Group managertools or Supervisortools license. As a user with the Call service
channel user interface license, you can view the service pools(s), but not make any
changes.

User interface organization
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]
AN I\
/ \ / \
~ ’ ~ 7’ ~

The BeneDesk for Windows user interface is divided in three areas:

Service pools (left)
Softphone (middle)
Personal call history (directory, call information, availability), (right)

~ N N N DD
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Softphone

In the user interface’s middle part, is a softphone, which you can use for handling phone calls. You can call
by typing a number in the number field or search a number by name.

Softphone keys
Call

Speaker

mute

Microphone Depending on the user
| B mute | rights, you can choose the
number, which the receiver
Il will see. All numbers which
' are connected to your
Fixed caller number \) \ \\ profile, can be found in the
Benemen NL Support (+31850090518) dropdown menu.
Default mw  Keyboard
Mobile number

Select a number you like to

Work number i
be shown, when calling. If

ne Benemen DK Support (+4589887894) ™
Benemen NL Support (+31850090518) you select Default, the
Nd Benemen SE Support (+46844681020) number you are calling from
Benemen UK Support (+443301227661) W Classification will be shown to the
receiver.

mm Send SMS

iprandstream test account
+ 31885008698

(1) Receiver’s name and number (there
can be several options in the field)

(2) Hold button is below the receiver
icon

(3) Park the call button (requires the
switchboard license)

(4) Redirecting buttons

(5) Call ending button = red phone icon
(the icon is green when callingand
talking an incoming call)

(6) Speaker setting (on/off)

(7) Microphone setting (on/off)

(8) Virtual keyboard

More information about switchboard
usage can be found in the Call handling
chapter.

Call classification

Call classification can be done by clicking
the Classification button and filling the
classification information.

Fill in the classification information with the
appropriate buttons. You can write
comments in the Comment field. Click the
Save button to save the changes.

Classification

Select schema

Test - Call out

Select schema

Test - geographic

L4l - Select @ Close
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Call handling and switchboard functions, 1

The switchboard functions can be found in the middle part of the
BeneDesk for Windows user interface.

The company directory is on the right hand side column, where you can
find the personnel’s contact information. It is also possible to check an
individual’s availability status and Outlook Exchange calendar’s
information.

e - ~ o
=] BeneDesk for Windows A 7 - O X
File Help \ 1
1! | Tvpe to find contact - Derault Available, Continuous .
1 Receive: direct calls, queue calls
[_] Show joined pools @2l i
-
Name B 8 x @ ¢ & O : 1 “ Y h Callinformation  Availability
Servicepools B2B I | Fixed caller number I
o Al | oemn Il search al|le@ | &
IVR Menu e o o o o o ol 1y -
Sales Service e 2 2 0 0 0s |! Nopaused can I [] Use extended search
Support Services [] 1 1 1 o o os I 1
| No parked calls | 1
No returning calls I
1! 1
1! 1
1! 1
1! 1
1! 1
1! 1
1! 1
1! 1
1! 1
1! 1
1 No search results
1 N
1! 1
1! 1
1! 1
1! 1
1! 1
1! 1
1! 1
1! 1
1! 1
1! 1
i I
1 1 1 \ Search result limit | 10 ~ | Directory = Default ~
Show service paols [ Show —_— Speakers (Headset Earphone Jafra L\ir\K 370) === Microphone (Headset Microphone Jabra Link 370) ~ Quick transfer optiofls  \ ~
N ~ - N
N N e e e e e e e e D2 N e e e e e e M- N S e e e e e e oo 2 -7

. e e e e e e e = = = = = = = - - - - - - - - - - ——
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Call handling and switchboard functions, 2

Fixed caller number

Mobile number

8.

9.

NouswNRE

Searchfield: The switchboard user can search contact information from the search field by name or number

Call button: Type a name or number to the search field and press the Call button for callling

Speaker mute

Microphone mute

Classification: A call can be classified here. Click the bubble icon and fill in the classification data

Sending SMS: The user can choose from the dropdown menu, which sender number is shown to the recipient

Virtual keyboard: You can use the inbuilt keyboard by clicking the icon. Notice, that the functions, which are not in use are greyd. For example, the Call
button becomes green when you first fill the number in the Search field.

Your number: Select a number you like to show, when calling. If you select the Default, the number you are calling from will be shown to the receiver.
Hold button and calls on hold: To put a call to hold, use the Hold button. You can see all the calls on hold in this section.

10. Take back button: Use the Take back button to return a call from park to you
11. Parkcall button
12. Returningcalls: You can see the returning calls in this section

Call parking Hold Returning a call

When there are several incoming calls at the A call can be put to hold with Hold button (8). When the switchboard user has transferred a call
same time, it is possible to park calls, by using the When the call is on hold, the caller will hear music to a number, which is not answering, the call
Park a call button (10). If the parked calls are not until the user clicks the Take back button (9) and returns to the switchboard. The call is shown as a
answered they will return to you. You can park the call will continue. In the standard settings, one returned call and the switchboard user knows how
several calls at the same time. There are four park call at the time can be put in hold. to handle it.

functions, as follows:

* Hold

* Take-back

Transfer (on the next page)
Hang up
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Call transfers (switchboard)

The switchboard user’s tools can be found also in the middle
part of the BeneDesk for Windows user interface. It is possible
to handle the call transfers with three methods:

* Transfer with the keyboard

* Transfer with the directory
* Transfer after a consultation call

Transfer with the directory

Mobile number = abi

-, Smith
Seaasarirons =3 Avigai Dikens
Il P e Y
v 13 June 2017 < >

Search the receiver from the directory and click the person’s
phone or mobile phone icon (marked red on the image).

Transfer with the keyboard

Transferring a call with the keyboard divides in three phases.

1. Pressthe Keyboard button

2. A window will open, where you can type the number
or search the person by name in the Search field

3.  When you have the name or number ready, press
the Transfer button

Unknown 00:39

+31885008697

Note for the call Transfer Unknown (+31
IOLE:

Transfer c

Bene 1

\_

E Bene 2 - Queue Management Testing
L ]

j“\

Transfer after a consultation call

Je= Cea=
et ==

John Smin

The caller will be put on hold and the
swithboard operator makes a consultation
call to the receiver.

After the consultation call, the caller will be
transferred to the receiver.
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The switchboard function keys

Key

F1-F2

Delete

Arrow dow

Page up

Page d

F11
F12

Call from the directory to a person

o F1 call to mobile number

(] F2 call to another number (usually a fixed line)

Transfer. Opens the virtual keyboard, which you can use to enter the number.
Answers to an incoming call.

Rejects an incoming call or closes an active call. Not effective to callsin hold or park.
Transfers a call from park to hold.

Transfers a selected call from hold or park to an active call.

Transfers a call to a person selected from the directory

o F8 transfers a call to a mobile number

o F9 transfers a call to another number

If the number is not available, the user will get an error message to the right hand lower corner of the screen (you can try the transfer again after the message). Before transferring, be sure that you have selected a
person from the directory.

Sends an SMS. Select a person from the directory and press F11, which opens a message dialog, where you can write your message. You can also check the reciever’s name and number on the dialog. Send you message
by clicking the Submit button. The user can select, which sender number is shown to the recipient.

Ends the selected call. This button works only when you have chosen a call by clicking it with the mouse and only one call at the time. Select first the call and press F12.
Moves the cursor to the search field. The Insert button moves the cursor to the search field to make the operation smooth and fast. The button works, when you have the directory tab open in the BDfW personal section.

Clears the search field. The Delete button clears the field immediately and removes all the search results.

Active call to hold. The End button puts the active call to hold.

Returns a call from park or hold. The Home button activates calls selected with the mouse from hold or park.

Moves the cursor from the search field to the directory. The Arrow up button moves the cursor from the search field to the directory’s result list. Scrolls the list down.
Moves the cursor from the result list to the search field. The Arrow down button moves the cursor from the directory’s result list to the search field. Scrolls the list up.
Scrolls up the hold/active/park/returning calls lists.

Scrolls down the hold/active/park/returning calls lists.
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Personal availability

Changing the personal availability Detailed availability settings
From the arrow icon can be opened a dropdown menu for selecting the The set availability status is visible to others in the company’s directory and affects the call routing.

user’s availability status. For example, if a person’s status is “Off work”, the incoming calls can be re-routed automatically to

another number.
Raimo Asikainen %
@ Available, Continuous > =~

A o The availability can be specified in more detailed level. In a such case, you can make a new
Call information Availability

availability status with starting and ending times and a notice (not mandatory) to callers.

i i i Raimo Asikainen Raimo Asikainen Raime Asikainen Raimo Asikainen
Raimo Asikainen : : ; :
Search - . () uivsie Gomrunus = JRpt——— ) [ - R —
zg Confinuous ¥ e i i
e @ @ fitatle =
Lunch (30min) Active avaitabilty info Croate now 3 . Craata now
Directory Stws @ Al Statm 3 ¢ D =
OfWork Stan tme Busy . y > . Busy .
Endume  Continuous. [Busy .
@ Do not Disturb (Blmin} e . . sl an e .
® & Upcaming availability info (0} - N a0 o 64472018 1019 AM|
5y
Search ). o Endome
— 60472018 10:34 AM| ¥ :u . 6472016 10:34 At [+ 62016 1034 A [
[ ves | Receive queue calls e » -
ot
1048 AM ST
Save Cancet Clase Cancel Cancel
300AM
000N
1:00 A0
1z00PM
00 eM
Create new
o JaeaLink 3701+ ik vanshe cstons - o Jatea Lk 370/~ Ouick raror otons - e st Link 3700+ ik vanste cotons b Jatea Lok 370)_+ Gk ranstr apons
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Service pools, management and monitoring, 1

* Management and monitoring, 1

Incoming calls, which are «called to the
company’s service line are handled in service
pools. A service pool is a queue, where the
callers are waiting for a free resource to answer
their call.

In a service pool, a call is transferred to a right
service person according to the persons’ skills
and availability. A switchboard operator can be a
member in all service pools.

Note 1

A tool tip will be shown, when you move the mouse
onanicon.

Note 2
Show service pools checkbox in the lower left hand
corner opens and closes the service pools view.

[t

Service pool management [ el

] Show joined pools

Name

v All users

Test Bene 1

Test Bene 2 - Queue Ma
Test Bene 3 - Freewaitin
Test UK Call channel

Numbers

+4433012

Sewing Free Queue Ienglh
a1 1 20

Active calls Active Max. wait time
0 @1 ©0s

@ %A S @ % AA

® Ma v B « ® Available
[] @ Limitless Test & B v @ Avaiable
[] @ Limitless Test v Bl & @ Avaiable
[] ® He [H x @ Available

You can see the service pool name and availability situation (queue situation)
(1) Incoming calls’ statuses and rules:
Green = incoming calls are accepted
Yellow = there are call based rules in use
Red = incoming calls are not accepted
(2) The number of free service agents and their statuses:
(3) Free
(4) Active
(5) On an active call
(6) How many people are waiting in the queue
(7) Maximum waiting time
Colors in different parts of the bar
* Served
* Red = no service agents in the service pool
* Yellow = less than four service persons in the pool
* Green = fouror more service persons in the pool
* Queue length
* No color = no callers in the queue
* Yellow = one or two people in the queue
* Red =three or more people in the queue
*  Maximum waiting time
* No color = waiting time less than 30 sec
* Yellow = waiting time 30 sec or more
* Red = waiting time one minute or more
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Service pools, management and monitoring, 2

* Management and monitoring, 2 Service pool management [FISINERTIS

] Show joined pools

Name

v All users
Test Bene 1

Test UK Call channel

Numbers
+4433012

Serving

A1

Active calls
50

@ T A
Ma

_E Limitless Test
[

More detailed information of a service pool is shown, when
clicking the service pool. Members’ status is color coded, as
follows: Green = free, Red = busy

imitless Test
]

Test Bene 2 - Queue Ma
Test Bene 3 - Freewaitin @

&

Free
Active
@1

S

Service calls

B

A % 09 a0

AR EE

=

— M o e

Bx

B I =S =

]

/

= R P e
o oo o
o o oo

Queue length
20
Max. wait time

©0s

a8
« @ Available

« @ Available
« @ Available
% @ Available

In the service pool management, the user can see all pools in which he/she
has user rights. The monitor view gives an overall picture of the whole
service pool:

Reserved service agents
Active service agents
Calls:

* Handled

* Waiting (waiting time)

The user info area shows:

Ongoing calls are shown as a red phone symbol
User status in the service pool
Active/ not active
* The status can be changed with the user has correct user rights
Does the user accept service pool calls
* Blue=Yes, Pink =No
The person’s availability status
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Service pools, making changes

Changes

A group manager or a supervisor can make changes to
the service pools.

As group manager or a supervisor, you can change
the service pool resourcing according to the
company’s needs

A switchboard user can be added or removed
to/from a service pool according to the situation
and company’s needs

Changing a service pool

EEWRRENEDEI N Active pools  Service calls

[] show joined pools &
Name B A& ¥ 0 &0
~ Allusers

Selected users are activated in the pools of this group where o
the users are members.

RIOKO0O®” &

Test Bene 1 o 2 2 0 0 Os
Test Bene 2 - Queue ® 2 2 0 0 0s
TestBene 3 -Freewaitin @ 2 2 2 0 0 O0s

Test Call channel

* Open the wanted service pool by a mouse click
* Click Users
* Inthe view, which opens, are two columns:

* User who can be added

* Users who are logged in

Name of the service pool is shown on the left top corner. Check that you are

changing the correct service pool.

* Adding and removing persons is done by selecting/de-selecting the checkbox
on the left side of the person’s name

* When making changes, select all customer agents who you will add or remove

* Save the chances by clicking the Save button

* The changes must be done by one service pool at the time. Same persons can
be memebers in several service pools.
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Service pools, active pools and service calls

* Active pools and service calls

Active service pools

On the Active pools tab, it is possible to control the users’ availability information in those service pools,
where they are members in. In the picture below, a user can see in which pools he/she is a member and
does he/she accept calls from the pool. With the checkbox selection on left, the user can change his/her
availability status in the queue.

Service pool management JEYsGTROLIGE Service calls

In the picture, can be seen an

overall situation of all service
[Z | poolsand pool members.
s 6 8 % © & 8 O A switchboard user who s

operating in many service pools,
can see the pools’ situation and
receive calls according to the
situation.

Changes in settings, will come
into effectimmediately.

With the Service channel membership license, a user can change his/her availability status in all service
pools, where he/she is a member. The queue status can be seen with the Call service channel user
interfaces license.

Service calls

Start time
120412017 10:08 AM | =

Entry queue

Search

Arrival time
Call result
Source number
Entry queue
Last queue
Answering user
Wait time

Arrival time
Call result
Source number
Enlry queue
Last queve
Answering user
Wait time

« Info

Arrival time
Call result
Source number
Enfry queue
Last queue
Answering user
Wait time

~ Info

Arrival time
Call result
Source number
Entry queus
Last queue
Answering user
Wait time

~_Info

3 SPM"!‘ calls

End time
120772017 12:38 PM | >

Last queve

12/6/2017 9:04 AM
Answered
+358284509939
HQ Production

HQ Production
Alexander Chekurov
00:13

12062017 8:58 AM

+358207475221
Asiakaspalvelu

02:45

1206/2017 8:13 AM
Answered
+358284509939
HQ Production

HQ Production
Alexander Chekurov
0112

12/6/2017 8:10 AM

+358503881450
Aslakaspalvelu

02:10

In the Service calls section, you can see all service number calls
in the specified time period. With the search function, it is
possible to see calls in all search criteria and, in the history, can
be seen how much there has been incoming calls.

There is history information from all calls, as follows:

To which number a customer’s call came?

Was the call answered?

The number the call was made from?

To which number the call was transferred?
Who took the call?

How long the caller waited before the answer?

More information can be seen, cy clicking the Info button.

The list is color coded and the Call result and Waiting time can
be green, yellow or red.

Green = a good result

Yellow = an average result (e.g. a longer waiting time)
Red = a bad result (the call was not answered, or the
waiting time was too long)
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Service pool groups, general

General Qﬁ?} |=:

With the Pool group functionality, the system administrator can group [1 Pools - o >
the service pools into logical sets. Service pool management Service calls
1. A user can login as active in a group, which makes him/her active in %E’
all service pools in that service pool group. In same way, it’s possible '@.
to select the groups the user wants to be active. & Name B £ o © (o SR Q)
2. The service pools can be opened in a separate window by clicking .
the arrow icon, when it is possible to change the window size and
location BeneTestServicePools
Bene 1
Users’ activity is managed by selecting the needed check boxes. This does ' . Bene 2 - Queue Management Te:

not manage the user’s service pool membership, but only the activity i.e. Bene 3  Freewaiting

is the person active or not. The user’s activity changes according to
selection in all service pools, which are members of the selected service
V-

Service pool group
BeneTestServicePools

pool group.

x 0600 Benemen Asiakaspalvelu [ ] 2 2 2 0 0
If a service pool is a member in several service pool groups and selected Asiakaspalvelu
as active in one group, is the group active in all service pool groups where Asiakaspalvelu (English) @ 2 1 2 0 0 0s
the p00| isa member. Asliakaspalvelu (Suomi) [ ] 2 1 2 0 0 Os
S sral ey | Asiakaspalvelu 247 [ ] 2 1 2 0 1 11s
SN - Benemen DK Local Support fonn @ 0 0 0 0 0 0s
p— Benemen DK Office [ ] 0 0 0 0 0 0s
Benemen DK Support [ ] 1 1 1 0 0 Os
Benemen ML Office [ ] 0 0 0 0 0 0s
Benemen NL Sales [ ] 0 0 0 0 0 Os
Benemen NL Support [ ] 0 0 0 0 0 0s
\ Benemen NL test [ ] 1 1 1 0 0 0s
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Service pool groups, grouping

Creating service pool groups

B BeneDesk for Windows
File | Help e
Creating a new service pool group: Additionsl settings . .
Send SMS . ive pools  Service calls -
: 7t ‘ Type to find contact |
H Settings ” N <
1. Open the Pool groups window roal gron ¥ | & o
2. Start grouping by clicking the New group button Logout \ R X e & O “ |8 EE
3. Give a name for the group e AL 1 a 0 os Fixed caller numher -
. Asiakaspalvq [] pool groups -~ - X .
4. Select the service pools Asiakaspalv [ P
H Asiakaspalvd [ [ poct groups - X
5. Click the Create button to create the new group e r— PO »
Bene 1 —
. . . Bene 2 - Que] New ey
i Service pOOIS can be amem ber N SeVeraI groups at the same time Bene 3 - Fre Group name You can combine pools under a group. This makes it easier to activate USErs in several pools at same time.
* Agroup can also be empty, when it is not showed to the users gen&m“g: e Name
enemen §
* Deletinga group removes the group, not the service pools Benemen DN | Kuutzjat =
»  The groups can be edited after creating penemen oo
Benemen NLJ O Myyntidemo o
Benemen PLj []  suppert Netherland
Benemen Rej O Tietosuojavastaava
Benemen SH —
Benemen UK @ <\:e  Back
Benemen UK o upport Backup
Benemen UK [J XX Support Backup IVR
CCC Suppor] [J XX Support EN
Nutv Officer (: Bsuppon FI
Show servi [0 XX Support IVR e
[J XX Swich 3
7%
g
Create Cancel

- O x
Ra
Available, Confinuous hd
Receive: direct calls, queue calls
Call information Availability
a @ A&

[] Use extended search

No search results

Search result limit | 10 + | Directory | Default -

~  Quick transfer options
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Caller's information and detailed call info

1) ' =
Caller’s information and call info T Caller’s
. L Defaul information
1. The caller’s information is showed on the softphone: QJ
° Name E‘ Support Senvices
. Phone number ! Dickens Abigail (+358409220166)
*  Service pool ) _
Service poal  Support Services
*  Callstatus Status Ao

Original target 35

2. Detailed call info can be seen by clicking the Info button
*  The detailed call information can be opened already before
answering the call
e Thelist is updated by clicking the Reload button *

‘ Support Services
Dickens Abigail (+358409220165)

Service pool
Status
Original target
~ _Info
10.41:38 AM CailConnect Support Services ServiceQueue
104141 AM QueveArrive Support Services ServiceQueue
10:41:41 AM QueveAliocateUser  Support Senvices Dickens Abigail ServiceQueue
10:42.01 AM UserReject Support Services Dickens Abigail GenencUserRejectec
10:42:06 AM QuevsAliccateUser  Support Services Dickens Adigad SeeviceQueve
104217 AM UserReject Support Services Dickens Abigail GenericlUserRejectec
10:42:23 AM QueuvsAllocateUser  Support Services Dickens Abigail ServiceQueue
10.42:27 AM UserReject Support Services Dickens Abigail GenericUserRejectec
10:42:28 AM CallDsconnact remote
Reload [3
SN

N
NO paused cat.s §
No parked calls 6)

NO returning cails
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Active service pools, availability status and receive queue calls selection

Active service pools

e Active service pools from a user receive calls can be seen under the user’s
information on the Receive row.

Availability status

e From the arrow icon can be opened a dropdown menu for selecting the
user’s availability status.

Receive queue calls selection

e With the Receive queue calls slider on the availability status dropdown
menu, the user can select to receive service pool calls

/ Whne wrves e

Ve a . —

ey Satnary  rtanes Rashn bk w— Ahaghone Fraatet Revard (metes U maad v Chgen




