BeneDesk — BeneCC — Quick Start Guide

Service pools

Logging into service pools

bene

Open BeneCC
On the BeneCC, click Active
(the view is minimized as default)
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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

Call information

View your call history and listen
the call recordings you have
made
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Directory

Directory of company’s
employees with their contact
information and real-time
availability information

BeneCC
See employges who are operating
athe copyany’s call center
semvice. Service Pools show the
employees who are receiving
service calls from company’s
service numbers. Manage your
personal service pool settings

Ar(‘e you part of service pools or
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Receive service pool calls ?

Service pool Active
Bene 2 - Queue Management Testing
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Service pools

Logging into service pools

Operation O Active

Receive service calls No/Yes Receive service pool calls 7
* Choose Yes, if you wish to receive service calls
* Choose No, if you don’t wish to receive service calls .

SViICE poo
The list shows all service pools from where you can receive calls ek Yes
* Choose Yes, if you wish to be a member in a service pool Bene 2 - Queue Management Testing Voe
* Choose No, if you don’t wish to be a member in a service pool
* To receive calls from a service pool, choose Yes Bene 3 Yes
Note! Just being a member in a service pool does not transfer the m
calls to you.

Note! Your availability setting must allow to transfer calls to you.
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* Real time service pool status is shown as in the picture

/,ﬁ *  You can open instructions page by clicking the question mark
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Call transfer

y/ _/|
When a call is arriving, you BeneDesk You can: BeneDesk
can see: * Set the call to hold
* From which service @ & [H' E(D %l O E * Close the call @ 8 [H ECD %l O E
p00| the call is coming Home Availability Settings Callinformation Directory QeE=ilZeel BeneRepc e Transfer the call Home Availability Settings Call information Directory faEhSeled BeneRepd
o Call status % 3ervice pool Status  Caller Original source % Service pool %t%g:: Caller Original source
* Caller’s number Call transfer
* Original destination To transfer a call, search
number the receipient from the
directory.

A
Click the person’s phone BeneDesk
number... @ A tH © = KR |~
Home Awailability Settings Call information Directory JaElEeell BeneRepd
Service pool Status Caller Original source
S Bene 1 4 Offers g . - BeneDesk =
~ _ ...and the number is copied
to the transfer field. @ & rH. H(D %l O E
%I Directory Home Availability Settings Call information Directory Qi &e8 BcneRepd
i Service pool Status igi
Click the Transfer button 4, gervicepool Status  Caller Original source
to transfer the call. &
,“ i % Directory 5.‘\
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Transferring a call to BeneDesk

another service pool @ & TH | H(D %] - " FI Fo !

. foy AeneRepeTs BeneHeipDesk S mAREng

A call can be transferred to . . s
. ¢ - =
another service pool by Y Eendep tgtes Caller Original source

* Searching it from the < Tenster o Gose | Call transfer
directory
/ A call can be transferred also to another number than
Or % Directory G Active . h . . h . .
* Clicking the service pool numbers in the directory, by typing the destination

name on the Service 00 R“""ﬁ'm' e number to the Transfer field.
pool list [~ searcn | _ ; At

e ﬂ

All users don’t necessary
have all the service pools on o m
their list, but all service
pools can always be found
from the directory.

Hold BeneDesk
If you have set a call to
hold by the yellow Hold @ 8‘ m - ia _— % F — ﬁ . If the transfer destination

- ———— —— o R BeneDesk
button and you retrurn the QL Service pool Status  Caller Orieinal source does not answer
call, it is offered as a new 2 Benel COffers & When the destination number @ 8 m H® %l O E F
call. (=] pirectory  « Transfer | does not answer, the Home Availability Settings Callinformation Directory QIS RR8#] BeneReporis BeneHelpDesk

returning call can be identified _ Statue Col original
ervice poo! atus
(=] oirestory by the double arrow symbol. /v o Benet ” Offers 1acar R0, ource
I R, | N
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