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Login

« » o T ‘o :

You can login to BeneDesk portal in the URL:

https://discover.beneservices.com/
BeneDesk
Normal login Login
1. Fill your email address to the Username field a T

2. Click the Search button

3. Click the Log in button (or Enter on the keyboard) e

When logging in at the first time or if the password is forgotten y, R
1. Fill your email address to the Username field ppgupiil
2. Click the Search button
3. Click the Login button (or Enter on the keyboard)
4. Click the Forgot password button and fill:
* Your email address to the Username field
* Your phone number to the Phone number field BeneDesk
* Click the Send request button

o
If the username is not found BeneDesk e‘\ﬁm ﬁ?)
°/ * Ifthe username is not found in the BeneDesk system, Login < 7 ‘ ) i ‘ A
g O ey ot et s e s o N
e Check that the username is written correctly and oot aa@benemen com @ Requesta new passwor
contact the BeneDesk administrator if needed

Username 7

Nothing found, please check the username
f you think you should be able to log in, try again in a user name@company.cor
few minutes and contact your support for help if you
still cannot log in

+35850 R No number

SEARCH ~ Gotthe message already?
L 4

Phone number ?

_‘—“
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On the web portal main page you can find the following sections: 2

Availability
Availability Settings Call information Directory BeneCC
° AV ai | abl | It m Set your availability from here. Manage the setlings considering View your call history and listen Directory of company’s See employees who are operating
y Availability status affects to the the usage of your phone. the call recordings you have employees with their contact in the company’s call center
° Settl nas Sies routing of incoming calls. If you Manage for example which made. information and real-time service. Service Pools show the
g i® are‘I Dpelatmgt; iéltservice pools terminals yDLA choose for | availability information emp_loyee?‘ w'ho are receiving
i i calls are routed to person in answering when receiving calls service calls from company's
° Ca” Informatlon &0 “available” status. and whe{e calls a{ﬁ fransferred if service rllumbers Malnaglf your
H you can't answer the incoming personal service pool seftings.
° DIreCtory information calls. Are you part of service pools or
- BeneCC S st
* BeneReports Directory

* BeneHelpDesk 0

BeneCC
There is also a quick menu on the left hand side of the main page to give fast " |
and smooth access to all functions.

BeneReports
Fl BeneReports BeneHelpDesk

BeneHelpDes
k

o

Start
managing
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Settings

On the Settings page, you can find:

. call handling (1)

*  Work schedule

*  Work time transfer

* Additional features

o Off work transfer @
e Common

e Phone numbers

The bolded bullet points will be explained in more detailed level on the
following pages.

For example, if you wish to changes the Call handling and the Work
schedule sections, change first the settings in the Call handling, click the
Save button and after that change the settings in the Work schedule
section.
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Work time transfer

An nouncement and transfer CD Work time transfer d{) Work time transfer
_ _ _ _ Write an announcement into the ANNOUNCEMENt | aaencatan vorse f ! e
In the Work time transfer, you are abl_e to deflr_le how the incoming calls field and Benemen’s text-to-speech engine will —
will be handled, when you are not available during the working hours. change it to speach. == 1| —_— /Alflii:a”
Announcement and transfer settings Click the Save button to keep the changes. L g falespre @
To voicemail v To voicemail
Announcement and transfer E=— e
The caller will hear an announcement before the call is transferred. — S
To voicemail v To voicemail
Transfer, no announcement (on the next page) asetacenen e
You can set the rules for the incoming calls in the No answer, Do not
disturb and Off work dropdown menus, as follows:
* No transfer (the call ends and it will not be transferred)
» To voicemail (the caller will be transferred to the voicemail to leave a ] Adaiionaifesures e
message) Voicemail greeting 7
* To number (add another phone number to where the call will be Menu target
transferred) fonber s
Additional features (when using also the voicemail)
» Voicemail greeting: you can write a message into the Voicemail greeting field for
the caller to hear before leaving a message
* Menu target: a transfer number for choosing the voicemail (not mandatory to use)
» Click the Save button to keep the changes
_— Hint: You can also record a greeting in the voicemail’s answer menu.
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Work time transfer

In the Work time transfer section, you can define, how the incoming calls
will be handled, when you are bot available during work time.

Transfer, no announcement

The call will be transferred to the defined number, the caller will not hear an
announcement before the transfer.

You can set the rules for the incoming calls in the No answer, Do not
disturb and Off work dropdown menus, as follows:

» No transfer (the call ends and it will not be transferred)

* To voicemail (the caller will be transferred to the voicemail to leave a
message)

* To number (add another phone number to where the call will be
transferred)

Ca Work time transfer

Qo Work time transfer
Action when unavailable 7 Action when unavailable ?
Transfer, no announcement Transfer, no announcement  *
Transfer, no announcement
No answer
Announcement and transfer
o voicemal V| —— / To voicemail
Do not disturb @ Do not disturb @
To voicemail v To voicemail

Off work Off work
To voicemail v To voicemail
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Off work transfer

T oftwork ranster BeneDesk system gives very versatile and
ousy auring ctve cal flexible possibilities for call management also
b when a person is not working, e.g. during
Alerting time 7 .

% . holidays.

Use transfers ? >

Yes v

Transfer - All calls 2

No transfer

Transfer - No answer 7

To voicemail

Busy during an active call

* Yes: simultaneous callers will hear a busy-tone, other transfer
settings will be ignored

* No: incoming calls will be handled according to the off work settings

Alerting time
e Time in seconds before the calls are transferred

Use transfers

« Select Yes, if you want to transfer the incoming calls during off work

*  When selecting Yes, the calls can be transferred to a voicemail or to
another number

Transfer management

Y Off work transfer

Busy during active call ?

No

Alerting time ?
60

Use transfers ?
Yes

Transfer - All calls 2
No transfer
No transfer
To menu
To number
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Y Off work transfer

Busy during active call ?

No

Alerting time 7
60

You can select, if you wish to transfer calls to
another number from the Transfer — All calls
dropdown menu.

Use transters ?

Yes

Transter - All calls 2

To number

[To number. +1

/ Transfer - No answer ?

To voicemail

v Save

No transfer

Y Off work transfer
Busy during active call ?
No
Alerting time ?
60
Use transfers 7
No

&

If you don’t want to use transfers, choose No from
the Use transfers dropdown menu.

Click the Save button to keep the changes!
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Directory

The BeneDesk directory opens by clicking the Directory icon on
yhe left hand side panel or the Directory section on the main

page.

The BeneDesk Directory includes the following functions:
» Search information

« Edit information

* Delete and Remove information

Search

Type the person’s name (forename or surename) into the
directory’s Search field and click the Search button (or press Enter
on the keyboard).

You can make searches by:

* Name (forename and/or family name)
e A part of the name

* Phone number
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Availability

Availability Settings Call information
'H Set your availability from here. Manage the settings View your call history and

Availability status affects to the considering the usage of your listen the call recordings you

Settings routing of incoming calls. If you phone. Manage for example have made.
Qrating in service pools which terminals you choose avi
E(D ” oufed to person in for answering when receiving
Sstatus calls and where calls are

transferred if you can’t answer

See employees who are
operating in the company’s call
center service. Service Pools
show the employees who are
receiving service calls from

d
on and real-time
ty information.

Manage your personal service

/ company’s service numbers

@ % Directory

Home q%
Search

P2

A~ Search

6/6/2018 9:48:08 AM Europe/Helsinki EN © Benemen Oy 2007-2018

Availability
BeneCC 1“ Location Title Phone numbers Availability
Warsaw Service pool +358409
Fad Settings
BeneReport H(D
s 1 Test +358409
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P information
+358409 v
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Directory
BeneDesk |
— BeneDesk
%e % Directory @
AVE\I%IIIW ) H.Ogme. @W
TH Avarnia;mty

Settings Tt

e

information EG) Last name
% Phonetic name
0 Directory |:|
0 Description
BeneCC
r)
Call handling Work number
w ]
on QO o BeneReports Mobile number
Edit information R
vamcon Other number
1. Choose the person on the list whose information needs to be edited e
2. Click the Edit button on the bottom of the list page = o
e Make the needed edition EEERE B
3. Save the changes with the Save button o e

managing
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Directory

Delete and remove information

Deleting a person’s information is started as the information editing. There

are two phases when deleting the information from BeneDesk:
1. Delete
* A user cannot find the deleted information

* A switchboard operator can find the information from the deleted

person’s list

* In this way the switchboard operator is able help in possible

inquiries and tell who is the person’s substitute
2. Remove
* The information will be removed completely from the system

QJ Delete

Deleting the information is done by selecting a person from the list
and clicking the Edit and Delete buttons. The deletion is confirmed
by clicking the Are you sure? button.

eJ Remove

Removing the information is done from the deleted persons list,
so to remove information from the directory, the deleted information
must be first searched. BeneDesk lists the deleted information,
when:

a) Clicking the All fields button

b) Typing deleted into the Search field

c) Clicking the Search button

Notice that removing the information requires a Switchboard user or a
Supervisor user license.

,_—-——ﬁ
I benemen

(1)! BeneDesk Il
@ - Back
Home
@ Directory Entry
tE}) Email
Availabilit
rH First name
EG) Last name
information
% Phonetic name
0 Description
BeneCC
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Implementing CallBack in BeneDesk

Availability

i

Settings

©

Call
informatio
n

=

Directory

©“

BeneCC

8

Service

Service
calls

go

BeneDesk

S

Availability

Set your availability from
here. Availability status
affects to the routing of
incoming calls. If you are
operating in service pools
calls are routed to person in
“available” status.

Settings
Manage the settings
considering the usage of
your phone. Manage for
example which terminals
you choose for answering
when receiving calls and
where calls are transferred
if you can't answer the
incoming calls

K

Service calls
View the company’s
service call history.
Answered service calls,
transferred service calls
and missed service calls
can be found here.

Service pool
management

Manage the settings of the
service pools for example
the amount of employees
operating in them.

Call information

View your call history and
listen the call recordings

Di

Di
&n
co
re
infi

BeneDesk
@ CP calist

Call handling

Contact

Channel in o

Set availability &

Created Expiry Date

e
I —
Last attempt M

‘ Not set v ‘ Not set v

e
(" CPM List

] | Select 3@

N\ d

Call
informatio
b Showing 1 to 4 of 4 entries

% Select Channel
in

Directory

Defat
LISTA |
cce
CB autodiose test
AM test liy

Created Due \‘\ Expiry Closed Number
¥  Date ~Batg

# Manage Create new + Import

Topic Assigned to Call Last

count attempt

ra@benemen.com

# Export

Info

Test Bene 2

x) 5

BeneCC

g (] Bene 2

Service
poal
managem
ent =] Bene 2

@
Service (m]
calls

912/2019 \

] Open 4 +35840764
10°57 PM \ OPE .

Y om

8/13/2019
12:15 PM

& New users to add

Add Name
example @benemen.com

oo
o Show entries

Call

nhandling

v Selectall

example@benemen.com

example@benemen.com

example@benemen.com

& Serving users

Remove Name
e example@benemen.com

® Open

© Open

0@ Open

@ Open

okwbn P

call
handling

Implementing CallBack for mobile users

Open Call handling
Select a call list from the dropdown menu
Click the Search button to open the list

To select persons to the list, click the Manage button

Select the users from the list
Save the changes with the Save button

Notice! The name of the selected call list is shown on the upper left-hand corner of the list.
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Implementing CallBack in BeneAPP

CallBack in BeneAPP

Implementing the CallBack

1. Open the menu on the screen’s upper right-hand corner
2. Choose Lists
3. Select the wanted Call list
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<  Call Handling
CALLBACK CALL LIST

0 cases due today

. Uus ® No due date
Default Ra

\. Sil No due date
Default Unassigned

. Uus No due date
Default Unassigned

" Uus No due date
Default Unassigned

w +3164640 ® No due date
Default Unassigned

w Uus No due date
Default Unassigned
Uus

. Default

™ % & all 66 % W 15,57 ?
SEERE. 55/%%%;. ooKm- @415 66 % M1 1557

0 cases due today

Uus () No due date
- Ra
Default
" Sil No due date
Default Unassigned
{. Uus No due date
Default Unassigned
‘- Uus No due date
Default Unassigned
{. +3164640 () No due date
Default Unassigned
‘- Uus No due date
Default Unassigned
‘. Uus N
Default Una! ed

BenemenD X QO @ K - @ % © .ll 66 % W 16.01

< Lists

O S
[ pefault

O usTA

[ cec

[ B autoclose test

O AM test list




