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Main page

BeneVoice

Functions available from main page are:

Tavoitettavissa

. Direct calls, no pool calls
» Settings
+ Availability
. Directory Directory
+ Call histor
] y £9)  call history (4]
+ Service pool management
‘ SerVI(,:e. ca!ls +2),  Service pool management
+ Classification
+ Call handling J. Service calls
« BeneDesk

mo Classification

See the following pages for description on each function.

K<

Call handling

e
Access to features may depend on the user's BeneCloud user
role and optional products activated.

BeneDesk

=>

There are also small user interface differences between
Android and iOS versions which are highlighted in this
document.

& Connected to BeneCloud




1510 @

BeneVoice settings =
Tavoitett &« BeneVoice
. avoitetta
Settings can be accessed from top left Direct call =
menu. 15.57 @ 15.58 @ 15.58 @
] ‘ ’ ol < Settings < Edit profile Customize front page

Settings include:
® About

« Edit your own profile and contact & Directory B

information

» Personal directory

« Customization of BeneVoice front page
(Android onIy) 2] Logout . Bro +2.  Service pool management =

« Notification settings for controlling how ' CHtTRS fratis prge
different notifications from the app

Edit profile

£ Settings ‘9 Call history =

Personal directory

® Available

J. Service calls =

behave Notifications enabled (@]
[ Show notifications on lock screen @ R +3$844 R i Classification =
_ Sound and vibration O L *J Call handling =
Make availability notification sticky O () BeneDesk =
’ & b;o@company.com
& Connectec ~
il

Benemen Oy

\' Manager




BeneVoice Availability

Tavoitettavissa Tavoitettavissa

Direct calls, no pool calls Direct calls, no pool calls
Ava I |a b I I It E Directory '
y = @® o Available
£ call history (4]

(O @ Do Not Disturb (omin)

Setting the availability

+2),  Service pool management

O Lunch zomir
The availability settings in the BeneVoice are: R—
O « offwork (continuous
’ Available .‘. Classification
. H .
LDL?nTk?t i rb K‘./ e Receive queue calls
L]
) OffWOFk Q BeneDesk

No upcoming availabilities

Changing the availability status takes effect immediately.

Available | The status is continuous and it's valid until the next
status change

6 Connected to BeneCloud

The availability setting is visible to others in the organization’s directory

@® Lunch | The statusis valid for 30 minutes, then it returns to
Available

@ Offwork [ The status is continuous and it's valid until the next
status change

Do Not | The status is valid for 60 minutes, then it returns to
Disturb | Available

and the status also effects the call routing. For example, when a
person’s availability is set to "Offwork”, the incoming calls can be
routed automatically to another phone number.




Directory

Organization’'s Directory can be accessed from main page

Using the directory

The Search function operates by typing a person’s name on the
search field.

The search operates with:
* First name

+ Family name

« Apartofaname

BeneVoice

Tavoitettavissa
Direct calls, no pool calls

E Directory

@ Call history

+2),  Service pool management
J. Sservice calls

me Classification

% callhandiing

Q BeneDesk

@ Connected to BeneCloud

<

Search contacts Q

DO

All contacts

1 Test
@ Tavoitettavissa

2Lis

Mobile phone

2 Test
@ Tavoitettavissa

Aco

Ei toissa

Ahl

@ Tavoitettavissa

Ait
Mobile phone

Alan
BeneCloud

Ala

Mobile phone

Amp
Mobile phone

1514 @

4 All contacts

& Pearch contacts

1 Test
@ Available

2Lis
Mobile phone

2 Test
@ Available

Aco
Off work

123 ©




BeneVoice

Tavoitettavissa 15.32
Direct calls, no pool ca

< Call history

Call history 1

@ Call history Testi Sam <
29/04/2020 15.28

Call history view shows all direct calls you +2%, Service pool mana Testi Sam
have received or answered. A 29/04/2020/13:26
J.  Service calls
P4it
4% Classification Call history Call details Call history ® B
Call history functionalities W call handiing
) Testi Sam iimoni K- Testi S
i i B Desk A+ esti Sam
S!ICkllng or? aré‘c;w symbol down on each call - 29/04/2020 15.28 - . 1 29/04/2020 15.28 -
isplays related functions:
piay ® . =) > Date: 29/04/2020, 15.28 ® X =] >
1. Detailed call information Talla v el oo Testi 5am "
F Calli . b /20 Result: Answered ' 29/04/2020 15.26
o a |ng (6} e number +35840 Duration: 00:24 +35840
3. Sending an SMS to the number V 29/04/2020 1152 b4 AT e 20/04/2020 11,52 N7
4. Call recording playback 435840 Destnumber:  +35845 35810
T— # K7/29/04/2020 11.51 v Privacy: Undefined K/ 29/04/2020 11.51 v

Call ID: 585¢329d-75fc-4f1b
& Connected to BeneClo

<«

Testi Sam

+35845

29/04/2020, 15.28
[




Call history 2 BeneVoice

1533 @ 18

1532 @08

Tavoitettavissa
Direct calls, no pool calls

£ Call history £ Privacy
=] Directory ) ° Private
R ; Testi Sam
Other functions : Testi Sam :
£9)  call history o v +35845, 29/04/2020 15.28

’ START DATE END DATE
1. Privacy settings +22, Service pool manage Testi Sam WORK _

- v
On the privacy settings it is possible to . . Work 2020
q . Service calls +35840
S tag a call as a private or a work call o020 115 v — Wed, 29 Apr
. alenaar A (lassification  +35845, 29/04/2020 15.26
S ae +35840
The calls can be searched within a K/ 29/04/2020 11.51 2 ;

specific time range

Work

=)

BeneDesk

Unknown number
+35840, 29/04/2020 11.52
l PRIVATE

Unknown number
=~ +35840, 29/04/2020 11.51

PRIVATE WORK
Private
& Connected to BeneCloud|
Testi Sam
~ 435845 . 24480020 13.22

Automatic Calendar

categorization Multi-select to
tag multiple
items at once




15.45 @ L

15.45 @ A '

Service pool management 1

< Test Bene 2 - Queue Management
Testing

Serving (3) B All users (24) l'

< Test Bene 2 - Queue Management

Service pool management <
P g Testing

All Active Followed Serving (3) All users (24)

In the Service pool management view, it is possible to edit o Test1

Qg . Lis Lis
service pools by clicking a pool name - or anywhere in the seingl] vl [aidizian) N vietwar fime ® Available v ” @ Avalable #
pool container area. 0 0 0 0 sec

A

use the switch in front of the pool name. This is only MinagsmancTstg

L4
Mik Active .
1. To selectif you are Active / Not active in a service pool, @ o o5t 2 Queue * ® Avalable 6 ¥ » _ i
, Free to receive calls Yes

060 o

available if you have been added to the service pool. sedag | | SAcne | | Gonielensth| | Mak wait tone - Aecepiganicecle .
2. Adding users is done by using the orange plus icon at - & ¢ s ® Avaiable % ongoing call No
bottom of the view N kil —_—e E
3. The Serving users tab displays the current active users Q) T3 Erassairing
of the poo| Serving Active  Queue length Max. wait time B Remove user [€—=Save
4. All users tab displays all users who have been added to ! ! ¢ 0sec
the pool ‘ Mik .
5. Detailed user information can be seen by clicking the e @ fee
Arrow icon next to user. It is possible to: Sl WNocHely foveuelerzn) (EEEMawardne
6. Change the Active status in this pool for a user . . ’ Eas . sam .
7. See other status information - e
8. Set the skill by using the Skill slider i
9. Remove user from the pool sevegd Rache ) (Qieiciensdiy [EMax vak e
0 0 0 0 sec

® UK Local Support e °
Serving Active Queue length Max. wait time




Service pool management 2

On the Service pool management main view, a menu with additional
functions can be opened from the three dots:

+ Leave or join a pool

« Follow or unfollow a pool. Followed pools are visible on the
Followed tab.

+ Manage Notifications (available if you are added to the pool)

Please note: On iOS, the menu appears at bottom of screen

On the Notifications, it is possible to receive notifications on BeneVoice
mobile app with following criteria:

+ Max waiting time (min/sec) is over the set limit
+ The amount of serving agents is over or below the set limit
« The amount of calls in queue is over or below the set limit

All above notification limits can be set by the user if the user has been

added to the pool. Notifications are only seen by the user who set
them, meaning the notifications are not shared to other users.

. 4

15.46 @

24 Service pool management

All
® Test1
Serving Active
0 0

. o Test 2 - Queue
Management Testj

Active

Queue length

0

Followed

Max. wait time

0 sec

Serving Active Queudle Leave

3 3

Unfollow
@ o Test 3-Freqw Notifications

Serving Active Queue le

2 2 0 0 sec

® Test UK soe

Serving Active Queue length Max. wait time

2 2 0 0 sec

® Tietosuojavastaava

Serving Active

0 0

® UK Local Support

Serving Active

Queue length

0

Queue length

Max. wait time

0 sec

Max. wait time

Notifications

15.46 @

£ Notifications

é Test 2 - Queue Management
Testing

Serving Active Queue length Max. wait time

3 3 0 0s

"‘ Notifications are displayed on your mobile device if
the conditions below are met for this pool.

MAX WAITING TIME

‘ 2min Osec ‘

SERVING AGENTS

‘ More than 3 ‘

CALLS IN QUEUE

’ Not set ‘

B Removeall




Service calls

In the Service calls, you can see all calls
received in service pools. Calls are grouped
per date.

Each call can be expanded to view the details
of the call. These details include information
about who called, which service pool was
called, who answered, waiting time, etc.

With the filter function at top right, it is also
possible to view calls with a specific search
criteria.

BeneVoice
16.01

Tavoitettavissa .
Direct calls, no pool € Service calls

Directo
g Y Benemen Vaihde “

¥, +35840 - 1545

£ call history
Support IVR

+3589 - 15.32
+2),  Service pool ma -

pport IVR
) +3589 - 15.24 bt
J. Service calls
pport IVR

N, +3583 - 15.20
4% Classification -
Support IVR
v
%Y callhandling e 1358401516
Show more
Q BeneDesk
v
( v
v
v
4 L v
4/2020 - 41 CA v
& Connected to Bene
4/2020 / v

Filter

Benemen Vaihde
v, +35840 - 1545

Entry service pool:
Last service pool:
Answering user:

Arrival time:
Wait time:

Support IVR
\. +3589 - 15.32

Support IVR
v, +3589 - 15.24

Support IVR
v, +3583 - 1520

Support IVR
v, +35840 - 1516

Service calls

Vaihde

Vaihde

Ert

29/04/2020 15.45
00:15

Arrival time:

Call result:

Source number:
Entry service pool:
Last service pool:
Wait time:
Answering user:

Call ID:

~ Ti
Details ‘ ame
15:45

v

Show more

Event

CallConnect

QueueArrive

QueueAllocate!

UserAnswer

CallDisconnect

Call details

29/04/2020 15.45
Answered

+35840

Vaihde

Vaihde

00:15

Ert
ec51d845-25a1-4b5
a30e

Reason

ServiceQueue

ServiceQueue

User ServiceQueue

ServiceQueue

remote




all ¥ -

Classification Classification

BeneVoice

Classification

Tavoi i TopaY Customer call
avoitettavissa
Direct calls, no pool calls +35840
Z 20.3.2070 8,34 PHONE NUMBER
+35840
The Classification button opens the view for — +35840 ot
classifying service calls. B Directory K 2032020834 2032020 8.34
. . £ call history (4] +35840 pooL
The specific content of the classifications depends on Y 2032020834 Priority service pool
the organization’s needs and how they have built the +2%, Service pool management - i sumc
lassifications and the criteria inside. rEeTERDAY _ _
classifications and the criteria inside 5 servicecalls I Inquiry Complaint
e . X ¥ 2032020834 ) )
Classifications can be set for service calls on A Classification ’ ‘ person Trial period
q a o o jul +35840
BeneVoice mobile app, but classification schemas 203202083 Feature Licensing Support
cannot be created or edited on the mobile app. % callhandling
+35840 SENTIMENT
. . . X ¥ 20220208324 - Quite positive »
Please note: Classifications are not available on iOS (J BeneDesk Very positive iy Positive
version. 11.3.2020 Unsureif
— & +II3(554053759]4 P::igtai\:slzr Quite negative Very negative
20.3.20208.34
+35840 Harder Better Faster
¥ 2022000834 NOTES
+35840 Additional notes or comments

K 2032020834

K 2022020834
6 Connected to BeneCloud




Call handling

0 Callback list items can be grouped by
caller number between call lists and
service pools

Q Callback item can be closed automatically
when handled by the agent

Q When an agent opens a callback item, the
item is automatically reserved

Callbacks can be collected from the following service calls
+ Missed calls
» Dropped calls

« Manual callback items

Agent can handle callback items on BeneVoice mobile app
Grouping of related callback items:

+ Avoid duplicate calls to the same customer

* Group by caller number

+ Between callback lists and service pools

+ Agent can see and handle the related callback items

Agent notifications

+ BeneVoice notifies the agent about new callback items



15.40 @

Call handling nenetolee Al <
. Tavoitettavissa Callback Call list Callback Call list
Callback and Call list Direct calls, no pool calls
JUE ASE U TOL
The Call handling is divided into two tabs = 1 1410212020 No due date
e Callback E1  Directory L usma an e sma sam
« Calllists
£3)  call history (4] Bro 21/04/2020 +35840 30/01/2020
\‘ LISTA Sarr o ‘- LISTA Unassigned
+2),  Service pool management i o e e 10212020
‘\‘ LISTA Sam ‘- LISTA Unassigned
J. Service calls
+35844 01/02/2020
A s “ LISTA Unassigned ‘. LISTA Unassigned
wo Classification
+35840 01/02/2020
{‘./ Call handling . LISTA Unassigned A\ °8 LISTA Unassigned
BeneDesk 33333 0/04 +358400 01/02/2020
Q L st Unass W st Unassigned
. 696 ( )2 +35850 01/02/2020
LISTA Unassigne . LISTA Unas od
Oos No due date +35850 01/02/2020
'\* LISTA Unassignec ‘c LISTA Unassigned
Malli No due date 02/02/2020
e Lsma Unassigned L LISTA Unassigned
Malli No dye dat 03/02/2020
“ LISTA Y d ‘- LISTA U d
& Connected to BeneCloud
Malli No diie date +3584N /1072020




Callback lists

1. Open the menu on the screen’s upper

right-hand corner

Choose Lists

3. Select the callback lists you wish to
receive callbacks from

N

Please note: On iOS, the menu appears at
bottom of screen

-

R L]
“‘

Call handling

Callback

Uusi
LISTA

+35844
LISTA

LISTA

33333
LISTA

696
LISTA

Oos
LISTA

Malli
LISTA

Malli
LISTA

Malli

Call list

14/02/2020
éam

21/04/2020

No disdate

15.40 @

Call han [T}

Callback Multi select

LISTA

Bro
LISTA

Uusi
LISTA

+35844
LISTA

LISTA

33333
LISTA

696
LISTA

Oos
LISTA

Malli
LISTA

Malli
LISTA

AMalli

21/04/2020

e

14/02/2020
Sam

No duedare

ACTIVE ON 1 LISTS

E»

IVR callbacks

Support queue overflow

Above Lists on iOS:




Callback

Details and calling

Choose a call item from the list view
Details of the call item, such as notes and dates, are
displayed here
Call the number from green Call button at bottom
The case is assigned to yourself from the Assign to me
button
* When a call case is assigned to a user, it is not
available for other users
 This prevents other users from making the
same call

1542 @

<

Details

Name
Number
Channel in
Topic

Note

Due date
Expiry date
Create date
Assigned to

Status

o
>

Assign to me

Call item

Handling History (2)

Bro
+35844
Support

Customer wants more info
29 Apr 2020 13.37.14
30 Apr 2020 14.37.14

28 Apr 2020 13.37.49

Other answered




1542 @

< Call item
Ca I I ba Ck Details Handling History (2)
Handling
SELECT CALL STATUS
¢ Choose a call from the list /
+ Choose one of the following options on the Handling Close successful
view to set the status after your call:
e Close successful Close unsuccessful
» Close unsuccessful
* Busy Busy

« No answer

Additional note related to your call attempt can given.
kOther answered
The changes are saved with the Save button. ——
CA
’l Additional notes or comments

-

ta /7

Edit

Assign to me




Call item

Details Handling History (0)
. . Name
Voicemail message
Number +35850
A voicemail message may be attached to a callback Channel in Bene 1
request. Use the Play button to listen the message. The ‘
voicemail message can also be saved to the user's mobile fopie
device with the Save icon. Note
Due date
Expiry date
Create date 30 Dec 2019 9.55.58
Assigned to
Status

- 4

Edit

Assign to me




Callback

History

The case’s handling history is shown on the History tab.
History states can be removed with the trashcan symbol.
This depends on user's access rights.

Details

Date
Status
User

Note

Date
Status
User

Note

°
+‘

Assign to me

Call item

Handling

29 Apr 2020 15.41.19
Other answered

Sam

29 Apr 2020 15.41.18

No answer

Sam

History (2)

™

Edit




Callback

Callback

Call handling

Editing the information

The call item information can be edited from .

the Edit button, which can be used from all

Call list

14/02/2020
Sam

three call item tabs (Details, Handling, [ .
History). The edited information is saved

Bro
LISTA

21/04/2020

sam ©

with the Save changes button.

Uusi
LISTA

+35844
LISTA

LISTA

33333
LISTA

696
LISTA

Oos
LISTA

Malli
LISTA

Malli
LISTA

Malli

No dife date

1542 @

<

Details

Name
Number
Channel in
Topic

Note

Due date
Expiry date
Create date
Assigned to

Status

+2

Assign to me

Call item

Handling History (2)

Bro
+35844
Support

Customer wants more info

29 Apr 2020 13.37.14

30 Apr 2020 14.37.14

28 Apr 2020 13.37.49

Other answered

Call item

Details Handling

+35844
ANNEL IN

Support

Customer wants more info

DUE DATE DUE TIME

29/04/2020 B 13:37

EXPIRY DAT EXPIRY TIN

30/04/2020 [ 14:37

Save changes

o
T

Assign to me

History (2)




Call list

Call items on this tab are typically coming
from different source than on Callback tab.
This depends on the customer requirements
and configuration. ltem handling is same as
on Callback tab.

To edit information in a call record see
Editing the information.

Call handling

Callback

Call list

0 CASES DUE TODAY

’\‘ LISTA

‘. +35840
LISTA

“ LISTA

,\‘ LISTA

’\. +35840
LISTA

+358400
. LISTA

‘. +35850
LISTA

“ +35850
LISTA

L LISTA

{‘ LISTA

No due date
Sam

30/01/2020
Unassigned

01/02/2020
Unassigned

01/02/2020
Unassigned

01/02/2020
Unassigned

01/02/2020
Unassigned

01/02/2020
Unassigned

01/02/2020
Unassigned

02/02/2020
Unassigned




BeneVoice BeneDesk

BeneDesk

Tavoitettavissa Q General settings

Direct calls, no pool calls
€3 Benecc

BeneDesk functions available are:

1 Directory

* General settings o
+ BeneCC

Call history o
+2),  Service pool management

J. Service calls

.‘. Classification

K;/ Call handling

Q BeneDesk ’ ‘

6 Connected to BeneCloud




BeneDesk

- BeneDesk
BeneDesk General Settings 1 Enenes 2

BeneVoice 2 call handling

Mobile phone and number usage mode ?
The following settings can be foupd by scrolling el suom AR .
down the BeneDesk General settings:

< BeneDesk Mobile stays in work use ?
No

BeneDesk

X 3 Directory )
° Ca” hand I | ng Q General settings Il offering mode 7 @ Work schedule
. Work schedule £ call history - ne by one v BeneDesk
: BeneCC ch ilabilit; k time based ?

O Work time transfer +2,  Service pool man: Q S Alerting time (seconds) ? ;nga SilL AL cp Work ;

B - i es v ork time transfer
« Additional features 45 v
R Oﬂ: Work tra nsfer J. Service calls Termminal list » Start time End time Action when unavailable ?
o Com mon -‘. Classification 7. Mobile 11 9:00 AMMon_ + N 5:00 PM Mon v Transfer, no announcement v
° Phone numbers 2 e o T No answer

Call handling 3. Velp1 v T 9:00AMTue || 5:00PMTue v To voicemail v

54
4. Voip2 P
Li Do not disturb
‘ (3 BeneDesk — 8:00 AMWed || 400PMWed v o not disturb @
. To voicemail ¥
9:00AMThu | 500PMThu +

Call waiting ? off work

Call waiting v To voicemail v

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

Work call recording ?

Called and answered v Off work N

Off work v

4 Additional features
& Connected to BeneCld Voicemail greeting 7
- —a « Save
@ Work schedule m -




BeneDesk General Settings 2

The following settings can be found by scrolling down

the BeneDesk General settings:

+ Call handling

*  Work schedule
Work time transfer
- Additional features
«  Off work transfer

e Common
«  Phone numbers

1534 © @

< BeneDesk

Q General settings

Q BeneCC

BeneDesk

Q Additional features

Voicemail greeting 7

Menu target ?

To number: +123..

Y Off work transfer

Busy during active call ?

No v

Alerting time ?

60 v

Use transfers 7

Yes v

Transfer - All calls 2

No transfer v

Transfer - No answer ?

To voicemail v

& e @L®

BeneDesk

8 Common

Finnish emergency area ?

Helsinki

Language ?

i English (US)

rompt language ?

4
English (US)

Region

Europe/Helsinki

Call privacy default ?

Undefined

BeneDesk

% Phone numbers

Mobile number
+35840

Work number ?
35840

VolIP number 1 7
+35840

'©oIP number 2 ?
+35840

Voicemail number ?
+35840

Fixed caller number ?

Mobile number

@l @




Using the BeneDesk

General settings:
Common

BeneDesk

& Common

Finnish emergency area ?

Helsinki v

Language ?

English (US) v

Prompt language ?

English (US) v

Region

Europe/Helsinki v

Ccall privacy default ?
Undefined v

Use the Save button to
keep the changes.

w

Common

When changing the settings, it is advisable to first change the
language and region settings in the Common section. Usually this
will be set to your own language when the software is delivered,
but check and change it, if needed.

« Changing the language will change the BeneDesk menu
language to the preferred language
By changing the prompt language setting, the announcements
played to the caller will be in the preferred language. This guide
will only cover the menu in the English language settings.

Note!
This instruction for changing the language applies only to the
BeneDesk part of the application. Changing the other parts of the

BeneVoice mobile app must be done from the mobile device language
settings.




Using the BeneDesk

General settings:
Call handling

BeneDesk

BeneDesk

~/Z call handling

Mobile phone and number usage mode ?

Call handling

A wanted usage mode can be chosen in the Mobile phone and number usage
mode menu. If you have a Benemen mobile subscription you can choose
between three usage modes:

Full work use v Not in work use

Mobile stays in work use 2
No
Call offering mode ?

Full work use

One by one v

Partial work use 1. Not in work use

Alerting time (seconds) 7

45 v 2. Full work use
Terminal list 2 3. Partlal Work use
1. Mobile P
o @ T For a full description of the usage modes, please refer to
e @ Appendix 1: Mobile phone and number usage modes
4. Voip2 @t

5. Other

Call waiting ?

Call waiting v

Work call recording ?

Called and answered v

V @Workschedule @_@)

Use the Save button to keep the changes.



Using the BeneDesk

General settings: (D work schodus
'Ork scheaule
Work schedule

BeneDesk

Change availability work time based 2

Yes v

Start time End time

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

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

Work schedule

B:00AMWed v | 400PMWed ~ In this section, you can choose functions, which change automatically your
availability status according to your working hours. If you choose Yes and input
your work hours, your availability status updates accordingly.

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

9:00 AM Fri v | 5:00 PM Fri v . o :
Your availability status starts from the selected start time and ends at the

off work v specified end time. If you change your availability afterwards, it does not affect
to the scheduled availability information.

Off work v

« Save

Use the Save button to keep the changes.

—_ -
j _



1535 @ @

£ BeneDesk

P Work time transfer Transfer, no announcement

Action when unavailable ?

Transfer, no

The incoming call settings are done in the
announcement

dropdown menus No answer, Do not disturb
and Off work, of which options are:

Transfer, no announcement v

No answer

Announcement and

o To voicemail v
Us|ng the BeneDesk . transfer S, + No transfer (calls will not be
e srieDes "T;“’Vm':e:a” i transferred, and they will be ended)
Genera.l settings: @D Work time transfor To voicemail (calls will be transferred to
Work time transfer _ ) Offiworkd the voicemail, where the caller can leave
Action when unavailable ? To voicemail

In the Work time transfer section,
you can manage how the
incoming calls are handled, when
you are not available.

Transfer, no announcement
Calls will be transferred to a
specified number, not an
announcement will be played to
the caller

An announcement and transfer
The caller will hear an
announcement before the call will
be transferred

Transfer, no announcement

No answer

To voicemail

Do not disturb @

To voicemail

off work

To voicemail

4 Additional features

Voicemail greeting 7

Transfer, no o
announcement

Announcement and ®
transfer

1535 @ @

£ BeneDesk

Cp Work time transfer

Action when unavailable ?

Announcement and transfer

No answer
Transfer target

To voicemail

Announcement

Do not disturb @
Transfer target

To voicemail

Announcement

Off work
Transfer target

To voicemail

Announcement

a message)

To number (the user can add a phone
number to where the calls will be
transferred)

An announcement and transfer

Write an announcement, which you wish the
caller to hear, to the Announcement field.
The written text will be changed to speech by
the Benemen's text-to-speech function.

Use the Save button to keep the changes.



Using the BeneDesk

General settings:
Additional features

Additional features (if using the voicemail)

BeneDesk

<] Additional features Voicemail greeting write a greeting to the Voicemail
Voicemall greeting 2 greeting field. Benemen's text-to-speech function

plays the greeting to callers before they can leave a
Menu target 7 voicemail message.

To number: +123., Menu target: an optional target number that
incoming callers can choose to be transferred to.

Hint: Alternatively, you can record your own spoken
s ve . . .
message in the voicemail menu.

Use the Save button to

keep the changes.




Using the BeneDesk

General settings:
Off work transfer

BeneDesk includes also a lot of
options to route incoming calls
when a person is off duty.

Busy during active call-menu

+ Yes: incoming calls get a busy-
signal when there is already an
active ongoing call, other
transfer settings are ignored

* No: incoming calls are
transferred according to the
off-work transfer settings

Alerting time

« Time in seconds before the call
is redirected

Use transfers

+ Choose Yes, if the incoming
calls should be transferred
when off duty

* In the Yes-state, the incoming
calls can be transferred to the
voicemail or to another
number

"f

BeneDesk

Y Off work transfer

Busy during active call z

No

Alerting time ?

60

Use transfers 2

Yes

Transfer - All calls 7

No transfer

Transfer - No answer 2

To voicemail

v Yes

No

BeneDesk

Y Off work transfer

Busy during active call ?

No v

Alerting time ?

60 v

Use transfers ?

No v

BeneDesk

BeneDesk Y Off work transfer

‘ Busy during active call ?

Y Off work transfer
No M

Busy during active call 7 No transfer

Alerting time ?

No v
To menu O 60 M
Alerting time 2
Use transfers ?
60 To number @
= Yes W
Use transfers ?
Transfer - All calls ?
Yes

To number v
Transfer - All calls ?

No transfer | To number: +123..

Transfer - No answer 7 Transfer - No answer ?

To voicemail v

To voicemail v

Controlling the transfers
In the Transfer - All calls menu, it is possible to choose, if the
incoming calls should be transferred to another number.

Use the Save button to
keep the changes.

No transfer
If you don't want to transfer the
incoming calls, choose No in the menu.



Using the BeneDesk

General settings:
Phone numbers

BeneDesk

% Phone numbers

Mobile number
+35840

Work number 7
+35840

VolIP number 1 ?
+35840

VolIP number 2 ?
+35840

Voicemail number ?
+35840

Fixed caller number ?

Mobile number v

Use the Save button to
keep the changes.

Phone numbers
The Phone numbers section shows all the numbers linked to your

account. In this section, it is possible to set the number, which is
shown to the receiver, when you make a call.




BeneCC
BeneCC

BeneCCis gives a possibility to use the switchboard and
handle the service pool calls with a mobile phone.

BeneVoice

Tavoitettavissa
Direct calls, no pool calls

= BeneDesk
1 Directory

Q General settings

£ call history
J Q BeneCC

+2,  Service pool manageme

J. Sservice calls
we Classification

Kf Call handling

Q BeneDesk ‘

@ Connected to BeneCloud

BeneDesk

BeneDesk

% Incoming calls appear here

% Directory

Search

BeneDesk

O Active

Receive service pool calls

Service pool Active
Bene 2 - Queue Management
Testing

Yes

Z Classifyi

Test - geographic 165h 3m

On the upper part of the
BeneCC, it is possible to
use the switchboard
functions.

The service pools and
service pool functions can

be found on the lower
part of the BeneCC
application.




Appendix 1 - user profiles

Mobile phone and number usage

Not in work use

Work number and service calls are not routed to mobile device

+ Calls out from the mobile device show the mobile number

* Incoming calls to the mobile number are passed straight to the mobile
device regardless of schedule, availability and other settings.

Call transfers work according to off work transfer settings with no prompts

Full work use
During work time, i.e. when work schedule is in use and active, or if work
schedule is not used:

Incoming calls to mobile number are handled as if they arrived to work

number, making them use work time prompts, transfers and availability.

Work and service calls can be routed to mobile device according to
terminal priority and allocation style settings.
Incoming calls to mobile number are routed according to terminal
priority, except that mobile device is always present in the terminal list.
Calls out from mobile device show work number.

When off-work, i.e. when work schedule is in use and inactive, or if

availability state is "Off work":

* Incoming calls to mobile number are routed directly to mobile device
regardless of schedule, availability and other settings

+ Calls out from mobile device show mobile number

+ Call transfers follow off-work transfer settings with no prompts

Partial work use
During work time, i.e. when work schedule is in use and active, or if
work schedule is not used:

Incoming calls to mobile number are routed directly to mobile
device regardless of schedule, availability and other settings
Incoming calls to mobile are transferred according to off-work
transfer settings

Work and service calls are routed to mobile according to terminal
priority and allocation style settings

Incoming calls to work number user work time transfers settings
and availability

Calls made out from mobile device show mobile number

When off-work, i.e. when work schedule is in use and inactive, or if
availability state is "Off work":

Incoming calls to mobile number are routed directly to mobile
device regardless of schedule, availability and other settings
Calls made out from mobile device show mobile number
Work and service calls are not routed to mobile device

Call transfers work according to off-work transfer settings




