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1 Introduction

The purpose of the document is to describe use cases and functionalities of the BeneVoice for Salesforce solution.
The document covers softphone use cases for BeneDesk for Windows (BDfW). If using BeneVoice web phone, login
and softphone usage is different than described in this document.

1.1 Prerequisites

e User has Benedesk for Windows softphone installed on PC
e User has BeneCloud user profile created and credentials to login to softphone
e  User is activated for BeneVoice on Salesforce tenant and BeneCloud.

1.2 Login and Logout

1.2.1 Login / Logout to Benedesk for Windows softphone

During normal operation user logins once to the softphone and there isn’t any specific reason to logout from
softphone.

1. On Windows PC, search & open BeneDesk for Windows
Best match

BeneDesk for Windows
==l pecktop app

2. Provide your BeneCloud user credentials -> Login
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I] BeneDesk for Windows -

File Help

—
benemen

BeneDesk
for Windows

Usemame

‘ username@customer.com

Password

Login

Forgot password?

3. When logged in, user’s current softphone profile is loaded. (Softphone can remain background/hidden during

normal operations via Salesforce Ul)

- Left: Service Pool Voice Queue & Call details

- Middle: Advanced softphone call management

- Right: Directory, User Call details and Availability

B BeneDesk for Windows

File Help

ST IR ELEL L EL T Active pools  Service calls

Show joined pools

Calls

a 6 &8 ¥ @«
CS Japan e 1 1 3 0
CS South Korea e 1 1 3 0
CS Spain ® 1 1 2 o0
CSUK ® 0 1] 2 0
CSUSA e 1 1 3 0
Customer ServiceEN @ 1 1 1 0
Customer ServiceFl @ 0 0 1 0
Customer Service SE @ 0 0 1 1]
Sales [ | 1 2 0

Show service pools [ | Show applications s

-

Type to find contact

<)
nﬁ’ g Fixed caller number
0 0s Mobile number

0 0s

0 0s

0 0s No paused call

0 0s

0 0s No parked calls

0 0s )

0 0s No returning calls

Speakers (Speakers Jabra Link 370) e

v Search

Salesforce Demo1
| Available, Continuous
(]

Call information Awvailability

a @ A

[] Use extended search

No search results

Microphone (Microphone Jabra Link 370) +  Quick transfer options

Search result limit | 10 ~

4. User logins as normal to salesforce.com and opens lightning app, where also Benemen Softphone utility item

is visible. Softphone always displays the current status type of the phone service.
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[0 softphone Ll Softphens - [ softphone

1 2 3 12 3
4 5 6 45 6
7 89 7 8 9
S 0 5 0 9
[ Softhone (@ History o Omnl-Channe [ softphone  (® History & Omni-Channa D Softphone (D History o OmnlChannel

e  Error->Local PCissue.
o Please restart BDfW or fully reboot PC. If not resolved, consult Benemen support.
e  Offline -> Not logged in to BDfW softphone.
o User must login to BDfW softphone in order to receive / make phone calls.
e  Offwork -> Softphone integration OK with OffWork user status.
o Can’t receive voice queue calls.
o Can make outbound calls and receive direct calls. (depending on BeneDesk call handling
configuration)
e Available -> Softphone integration OK with Available user status.
o Canreceive service calls. (for the voice queues where user is active)
o Can make outbound calls and receive direct calls. (depending on BeneDesk call handling

configuration)

The following BeneCloud phone service status types might also be reported. These are not normally used with contact
center and omni-channel integration sceanrios.

e DND ->Softphone integration OK with Do not disturb status.
o Can’t receive voice queue calls or direct calls.
o Can make outbound calls
e Busy -> Softphone integration OK with Busy status
o Canreceive service calls. (for the voice queues where user is active)
o Can make outbound calls and receive direct calls. (depending on BeneDesk call handling
configuration)

1.2.2  Omni-Channel Availability integration - Login and Logout to work

This chapter applies only if Omni-channel Availability Integration is enabled. Then during normal operations user
controls login and logout to work including Voice queues via Salesforce Omni-Channel widget. On the background user
must always be logged in to BDfW softphone.

User logins to Salesforce omni-channel and voice queues via Salesforce Omni-Channel widget.
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NEW {0} MY W

0 softphone () History

Avallable

Avallable - Chat

Avallable Case

o Omnl-Channel

e  Background info:

@)

When user changes status from Offline to any other status, this activates user in the configured
voice BeneCloud voice queues and sets user BeneCloud status to OffWork or Available. User status
mapping is done by Salesforce admin.

When user changes status from any other status to Offline, this will deactivate user in the configured
voice queues and set user BeneCloud status to OffWork.

e  Going Offline from BeneCloud voice queues works when user initiates this via Omni-channel widget

e [f user goes Offline in Omni-channel by any other reason e.g. closing browser, losing network connection,
etc., this will not deactivate user in Benecloud voice queues.

e Insuch a situation user will continue receiving service calls in softphone / configured backup phone terminal,
typically mobile device & number. User can then control voice queue activation/deactivation via Benemen
Ul’s (softphone, BeneApp in mobile, https://discover.benedesk.com web)

1.3 Omni-Channel Availability integration

| This chapter applies only if Omni-channel Availability Integration is enabled.

In addition to login and logout to work availability handling, BeneVoice provides rich availability integration between
Salesforce Omni-Channel and BeneCloud voice channel.

e When working via Salesforce Omni-channel, all status changes are controlled via Omni-Channel widget

e  User statuses are mapped by Salesforce admin and updated on the background in real time to BeneCloud

voice channel.

e Examples:

o

o

If user goes Lunch status in Omni-channel, this will update Lunch offwork status also to BeneCloud
side.

User may have certain available type presence statuses for native omni-channel service channels
only, e.g. available only for Chat. This can be mapped as Offwork status to Benecloud so user will not
receive any service calls, but concentrates working only with Chat service channel

Simlilarly user may have presence status which makes user available only in voice channel

e  For service call handling the integration provides automated “In a Call” and “Wrap Up” handling

o

As soon as phone call is ringing on user desktop or user initiates outbound call, Omni-channel status
is automatically changed to “In a Call” and user is busy in omni-channel
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o Ifthe call is answered and then ended, status changes automatically to busy “Wrap Up” status. Wrap
Up time is configured by Salesforce admin. User can manually change status from Wrap up to
something else before configured maximum time. When configured Wrap Up time ends, status
reverts back to original status before the call. Wrap up time is optional e.g. this can be left empty in
the configuration if not used.
o Ifthe call is not answered, there isn’t any wrap up status, but status goes automatically back to the
original status
e Additionally integration provides “In a Case” system status to prioritize Omni-Channel service channels and
workload over service calls. Salesforce admin can configure numeric workload limit value. If user’s workload
is the same or higher than configured value, “in a Case” status is automatically set and user goes Offwork in
BeneCloud side.
e Example of user status mapping done by Salesforce admin

[11] . _
H-H BeneVoice Benemen Configuration s

Tenant Users Search & Info fields Blackllst Presence Statuses Configuration CallBack Smart Routing Enterprizse Calls
pe— ]
efieme)
Cmni Presense Status Omni Presense Status Type BeneCloud Presense Status BeneCloud Presense Status Type
Avallable Cwnline Ayallable Avallable
HAwallable - Chat COmline Chat Only Oiffark
Lunch Busy Lunch Oiffork
On Break Busy O Break Ciffivork
Mvallable - Phone Busy Avallable Avallable
Busy Busy Busy Oiffark

Edlt mapplngs

1.4 Embedded softphone and call notification

Embedded softphone provides the following functionality:

e Answer, Decline / End phone call

e  Click-to-dial from Salesforce

e  Make phone call manually and control in a call dtmf

e Displays current BeneCloud user status

e Displays information of the current call: Caller number, direction, status and time

Visible call notification is separately provided via Windows application level notification:

e Displays Voice queue name. Voice queue name is primary tool used for information about caller, queue, call
purpose etc.

e (Call notification gives also quick access to answer / decline incoming call

e (Call notification is not dependant on any browser / Salesforce
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n Softphone —

phone number.

L -

Status: OfWork

umber: +358400835862

e: Incoming

Incoming call...
Bene Finland €S
h : +358400835862
[ softphone (@ History o Omnl-Channe % =
More advanced call management is done via BeneDesk for Windows softphone Ul. Please see chapter Advanced Call
Handling .

2 Integration phone workflows

BeneVoice includes currently 4 different phone workflow options. Selected phone workflow determines what actions
are happening with inbound / outbound phone calls.

e (Case: Automated case creation without additional contact and account dialog. Targeted for quick case
creation.

e (CaseDialog: New & Existing Case handling with contact and account dialog. Targeted for enhanced contact
and account identification and case handling.

e Contact&Account: Enhanced Contact & Account identification.

e Contact&Lead: Contact identification. New Lead handling for not identified contacts.

The following sub-chapters are describing the phone workflows in more detail with all the different call scenarios.

User based phone workflow is configured by admin via BeneVoice configuration app as part of other user specific
configuration items. Please see chapter 5 for configuration details.

2.1 Case workflow

2.1.1 Incoming Single identified

1. Assoon as call rings on the desktop, identified Contact / Account card is opened and focused
a. Voice queue name and caller number visible in a call notification. Latter also in embedded
softphone.
b. Answer / Decline via call notification or embedded softphone

© Benemen Oy
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iii Service Console Contacts v 8 Justin Case v X

Contact
Justin Case & + Follow Edit Delete | View Contact Hierarchy  w

0 softphone

— e@w Emall Contact Owner
| + 158400835862 5:5 Mikko £
phone number.
Activity Chatter
’ of this contact. Email
& rules ta identify potential duplicate records
Write an email Compose

. . New Filters: All time - All activities - All types ¥

Status: OffWork Refresh Expand All

v Services 3 years -
Stager Negotiation/Review )
Number: +358400835862 Amount €300,000.00 Incoming call...
Close Date 1242019

Type: Incoming Customer Service EN

State: Coming v Product services -
Time: 11:461:39 S avon : +358400835862
% =

£Eannnnan

0 Sofiphone @ History  of Omni-Channel

2. Assoon as Agent answers the call, new Case is automatically created for the contact & focused. Case origin is
Phone. If the call was not answered, then case is not created. Call task activity creation for not answered calls
depends on user configuration (see chapter 5)

i1 Service Console Contacts ~ | 68 Justin Case v ox

68 Justin Case @ 00001980 v x I

Case Details

Filters: All time - All activities - Alltypes T

Case Number Case Owner .
00001980 Mikko Refresh Expand All B
_ Feed Details
Status Friority Next Steps
New Medium
Subjact Case Owner Status No next steps. To get things moving, add a task or
£ Mikko New set up a mesting
Description Case Number Priority Past Activities
00001980 Medium
Contact Name Contact Phone Mo past activity. Past meetings and tasks marked
Justin Case 1, +358400835802 as done show up here,
B Contact Details - Account Name Contact Emall -
BenemenDemo
Hame Type Case Origin
Justin Case
Phone
Title Account Name P
BenemenDemo S Knowledge A
Emall Phone
. +35840083 Web Emall Web Company Search Knowledge o
. Web Name Web Phane . .
uggested Articles

0 Scftphone @ History o Omni-Channel

3. Assoon as answered call is ended, call task activity including all the relevant call details, is created on the
background. This is automatically assigned with identified contact and related to the case. User configuration
allows to pop-up created call task activity if needed. Please see chapter 5 for details.

4. 5 minutes later, possible recording link and queue wait time are added to the call task activity on the
background. Link will open new browser window to BeneDesk web Ul to listen call recording. Agent
authenticates (once) using BeneCloud user credentials.
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Task
‘ Call - Inbound

Details Related

Call - Inbound

Completed
Normal

27.8.2019 15:24
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Customer Sarvice EN

5 seconds

2.1.2

NoE

2.1.3

2.1.4

il

226
Incoming

Answerad

ko, 27.8.2019 15:29

Outbound Single identified

Click-to-dial from Salesforce. Agent can decline call if needed via embedded softphone.
If Click-to-dial was initiated somewhere else than Contact/Account card, the card will be opened
Called contact answers / declines -> Flow works the same as with inbound flow above

Incoming Not identified / Multiple Identified

No special action is taken when call rings on the desktop

a. Voice queue name and caller number visible in a call notification. Latter also in embedded

softphone.

b. Answer / Decline via call notification or embedded softphone
As soon as Agent answers the call, new empty Case is automatically created & focused. Case origin is Phone.
If the call was not answered, then case is not created. Call task activity creation for not answered calls
depends on user configuration (see chapter 5)
Agent uses standard case handling routines updating/creating contact
As soon as answered call is ended, call task activity including all the relevant call details, is created on the
background. This is automatically assigned with identified contact and related to the case. User configuration
allows to pop-up created call task activity if needed. Please see chapter 5 for details.
5 minutes later, possible recording link and queue wait time are added to the call task activity on the
background. Link will open new browser window to BeneDesk web Ul to listen call recording. Agent
authenticates (once) using BeneCloud user credentials.

Outbound Not identified / Multiple Identified

Click-to-dial/ Manual call from Salesforce. Agent can decline call if needed via embedded softphone.
No identification will be made

If the called contact answers, empty case is automatically created

Flow continues as above incoming flow
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2.2 CaseDialog workflow

Another workflow option with Case creation and handling. Idea is to provide additional contact and existing case
identification before actual case handling.

Call task activities are created on the background and automatically assigned to contact & related to case the same as
with standard Case workflow. Call task activity creation is further controlled via user configuration. Please see chapter
5 for details.

Incoming calls are answered / declined via application call notification while workflow is controlled via Salesforce.

Incoming call...

Customer Service EN

+35B8400835862
; &

=

2.2.1 Not Identified

As soon as call rings on the desktop, the below dialog is opened in Salesforce.

e (Caller number and Voice queue name. (or ‘Direct’ if direct call to agent phone number)
e  Option to open empty “New Case”
e By default option to search existing Contact / Account by name. Additional search variables can be configured
by admin.
o Results will by default show Contact and Account name. Additional result details can be configured
by admin. E.g. email address, birthdate, etc.
o If found, option to automatically update phone number and choose contact
o Choosing existing contact will take to Single identified contact dialog
o New Case button to create a new case without contact identification
e Close (X) buttons to close dialog without any action.

Call Disposition - +3584578818164 —- Customer Service EM ®

Customer records were not found based on caller's phone number.
Search and choose customer record to continue.

Up
bo o, Update phone

John Bond
Grand Hotels & Resorts Ltd WE, Faclilles
bond_|ohn@grandhotels.com Gold Primary Engllsh

Lauren Boyle
United Oll & Gas Corp. SWF, Technology Ibayle@uwog.com Gold
Secondary Engllsh

Customer record not found?
Continue by creating new case without customer |dentificatlon.

Mew Caza

Close

2.2.2  Single identified

As soon as call rings on the desktop, the below dialog is opened in Salesforce

e  Contact information: Contact name, Account name + additional details configured by admin
e Voice queue name if the call received via queue, otherwise ‘Direct’

© Benemen Oy
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e  Core details of the five last modified Cases with option to continue working with one. Admin can configure
what details are visible.

e  Option to search some other existing case for the contact. By default search is by case number, but admin
can add additional search variables e.g. Subject.

e Button to create “New Case” for the contact

e  Button to create “New Case — Not Identified” without customer identification at this point.

e Close (X) buttons to close dialog without any action.

Justin Case BenemenDemeo Director justin.case@benedemo.com Platinum VIP English - Customer Service EN %
Flve recent cases are displayed, search for more .
- Search.. Q
|

Case Number Account Name Subject Created Date Last Modified Date Mame Status  Case Reason Priority Case Origin Booking Number

00006638 BenemenDemo CallBack-15.05.2020 11:52 15.5202011:52 1552020 11:52 Mikko New Medlum Phone Choose
00004901 BenernenDemo  Tllauskysely 12122019 1457 1552020 8:15 Mikko Closed  Myynil Medlum Emall 0123470 Choose
00006620 BenermenDemo Huoltotllaus 125202012:20 1552020 8:10 Mikko Escalated Ongelma Medlum Phone Choose
000016562 BenemenDemo Cancellation 14320191157 1552020810 MMikko Escalated Other High Phone Choose
00001652 BenemenDemo Vakuutustllaus 13.3.20191%45 1552020810 Mikko Worklng  Myyntl High Phone Chaoose

Create Mew Case for the Identlfied customer
Mew Case
Create Mew Case without customer [dentlfication

MNew Case — Not Identlfied

2.2.3 Multiple identified

As soon as call rings on the desktop, the below dialog is opened in Salesforce

e Ontop line caller number and Voice queue name visible. (or Direct if call was not received via queue)

e Lists identified Contacts / Accounts (max 10 of both)

e By default Type, Full Name, Account Name details are shown. Admin can add additional details to be shown.
e Choosing one will take agent to Single identified dialog

e Search some other contact / account. The same as with Not Identified flow.

e New Case button to create empty case without any contact/account mapping

e Close (X) buttons to close dialog without any action.
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Call Disposition - +3584578818164 — Customer Service EN %

The following records found based on caller’s phone number.
Click 'Choose’ to select one

Type Full Name Account Name Title Email SLA Level Languages

Contact  Paul Newman United Ofl & Gas, UK mikko.sliensaarl@benemen.com Platinum 58
Contact  Justin Case BenemenDemo Director Justin.case@benederno.com Platinum VIP English Choose
Contact Lauren Boyle United Ol & Gas Corp. SWR Technology Iboyle@uog.com Gold Secondary  English Choose
Contact Lz D'Cruz United Ol & Gas, Singapore WP, Productlon Idcruzi@uog.com Platinum  Secondary Engllsh

Account  Grand Hotels & Resorts Ltd Choose

Search and choose other customer record

B Search Q, Update phone

Contlnue by creating new case without customer Identification

MNew Cas:

Close

2.2.4 Outbound calls

Currently CaseDialog workflow doesn’t have any specific workflow action for outbound call.

Click-to-dial can be initiated from any phone number type field in any view. (Please consult Benemen if click-to-dial
should be available in other data type fields than phone number)

By default Call task activities are created on the background for each outbound call. Call task creation and pop-up can
be controlled via user configuration. Please see chapter 5 for details.

If outbound click-to-dial was initiated from Contact object, contact name is automatically assigned in the created call
task activity.

If outbound click-to-dial was initiated from some other object, by default automated related to or contact name
assignment is not done in the created call task activity. However these can be enabled on tenant and user level
configuration. Please see chapter 5 for details.

2.3 Contact&Account workflow

Contact&Account workflow concentrates caller identification, opening identified contact / account view and providing
optimized flow creating new records.

Call task activities are created on the background and automatically assigned to contact / related to selected account.
Call task activity creation is further controlled via user configuration. Please see chapter 5 for details.

2.3.1 Not Identified

As soon as call rings on the desktop, the below dialog is opened in Salesforce.

e Caller number and Voice queue name. (or ‘Direct’ if direct call to agent phone number)
e By default option to search existing Contact / Account by name. Additional search variables can be configured
by admin.
o Results will by default show Contact and Account name. Additional result details can be configured
by admin. E.g. email address, birthdate, etc.
o If found, option to automatically update phone number and choose contact
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o Choosing existing contact will take to Single identified contact dialog
e  Buttons “New Contact” and “New Account” to create new record. Caller number is automatically included as
Phone number.
e Close (X) buttons to close dialog without any action.
e  Call Task Activity is created when phone call ends based on used configuration. See chapter 5 for details.

Call Disposition - +358409228293 — Customer Service FI X

la bl Q Update phene

Jahn Bond
Grand Hotels & Resorts Ltd VF, Facliities
bond_]John@grandhotels.com Geld English

Lauren Boyle
Unlted Ol & Gas Corp. SVF, Technology
Iboyle@uog com Gold English

Mew Contact New Account

Close

2.3.2 Single Identified

Identified Contact / Account view is automatically opened as soon as incoming phone call start ringing on user’s
desktop.

Call Task Activity is created when phone call ends based on used configuration. See chapter 5 for details.

2.3.3  Multiple identified

As soon as call rings on the desktop, the below dialog is opened in Salesforce

e Ontop line caller number and Voice queue name visible. (or Direct if call was not received via queue)

e Lists identified Contacts / Accounts (max 10 of both)

e By default Type, Full Name, Account Name details are shown. Admin can add additional details to be shown.

e Choosing one wil open given Contact / Account card

e Search some other contact / account. The same as with Not Identified flow.

e  Buttons “New Contact” or “New Account” to create new record. Caller number is automatically included as
Phone number.

e Close (X) buttons to close dialog without any action.

e  Call Task Activity is created when phone call ends based on used configuration. See chapter 5 for details.

Call Disposition - + — Customer Servi

Tha following records found based on caller's phona number.
Click 'Choose’ to select one

Type Full Name Account Name Title Email SLA Level Languages

Contact  Paul Newman Unlted Oll & Gas, UK mikko.sllensaarl@benemen.com Platinum Choose
Contact  Justin Case BenemenDemo Director |ustin.case@benedemao.com Platinum  VIP English

Contact Lz D'Cruz United Ol & Gas, Singapore VP, Production Idcruz@uog.com Platinum Secondary English

Account  Grand Hotels & Resorts Ltd Choose

Search and choose other customer record

B Search Q Update phone

Mew Contact Mew Account
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2.3.4 Outbound Calls

Currently no specific workflow action with outbound calls.

Click-to-dial can be initiated from any phone number type field in any view. (Please consult Benemen if click-to-dial
should be available in other data type fields than phone number)

By default Call task activities are created on the background for each outbound call. Call task creation and pop-up can
be controlled via user configuration. Please see chapter 5 for details.

If outbound click-to-dial was initiated from Contact object, contact name is automatically assigned in the created call
task activity.

If outbound click-to-dial was initiated from some other object, by default automated related to or contact name
assignment is not done in the created call task activity. However these can be enabled on tenant and user level
configuration. Please see chapter 5 for details.

2.4 Contact&Lead workflow

Contact&Lead workflow concentrates caller identification,opening identified contact / lead view and providing
optimizes flow creating new records.

Call task activities are created on the background and automatically assigned to contact / related to selected account.
Call task activity creation is further controlled via user configuration. Please see chapter 5 for details.

The logic is the same as with Contact&Account workflow, but plays with contacts and leads.

3 Call Task Activities and details in Salesforce

By default call details are automatically saved as call task activities in Salesforce for all the phone calls handled via
desktop integration. This occurs when phone call ends.

Depending on the workflow and caller identification, call task activities are automatically assigned to identified
Contact and related to worked Case or identified Account. Additionally, for outbound click-to-dial calls related to and
contact matching can be automated.

Admin based user configuration provides extensive configuration options ‘when and how’ call task activities are
created. Please see chapter 5 for details.

Customer may freely modify call task layout including needed fields and details.

The solution provides also an option to automate call task activity creation for ‘any’ BeneCloud phone call i.e. also for
other phone calls than the ones done via Salesforce and BDfW softphone integration. Please see Calls Lookup for
more details.

3.1 Available Call Details information

The following call details can be included in the call task activity. Salesforce admin may freely modify the visible fields
and also add some customer specific details.

e CallEnd Time

e  Call Duration

e  Phone Number 2 (caller number)

e Service Pool Queue (voice queue name)

e Queue Wait Time ( and numeric Queue Wait Time Sec. Added 10 — 300 seconds after activity creation)

© Benemen Oy
Valimotie 13 A Helsinki
+358 40 450 3000
www.benemen.com

Page | 15



——yy
benemen BENEVOICE FOR SALESFORCE

B Customer guidance

e Advanced Call Details (URL to access possible call recording and call details in BeneCloud side. Added 10 —
300 seconds after activity creation)

e (Call Type (incoming / Outbound)

e  (Call Result (Answered / Not Answered)

e Phone to (used with Calls Lookup only. Includes BeneCloud user phone number in the customer phone call)

e  Call Date (used with Calls Lookup only. Timestamp when the customer phone call occured)

3.2 Option: Case based workflows - call details saved within case object

Recommendation is to save call details as Call Task Activity with automated relation to the case. However this
configuration option can be used for saving call details within worked case. This applies to the Case and CaseDialog
workflows.

Note: All call task activity related configuration options are disabled and not used, when ‘Save Call Info on Case’ option
is checked.

3.3 Additional information

“Service Pool Queue” and name has central role with BeneCloud voice queues

e  Primary tool / attribute to provide information of the caller, purpose, etc.
e Benemen is not limiting amount of service pools and customer may freely name them
e Visible in call notification, informing agent of the caller, language, purpose, etc.

Wrap Up / After call time details

e Salesforce Omni-Channel and BeneVoice omni-channel availability integration enables Wrap Up handling fully
in Salesforce side
e Wrap Up time is then part of the native Salesforce User Presence dashboards and reports

4 Advanced Call Handling
Advanced in a call handling can be operated via BeneDesk for Windows UL.

(Please see complete guidance in BeneDesk for Windows user guide)

Softphone keys

Calls
/ ‘e 3

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

Benemen NL Support (+31850090518) Depending on the user rights, you can choose the (2} Hold button is below the receiver icon
[Defaut number, which the receiver will see. All numbers (3) Park the call button (requires the switchboard license)
:(::::‘::""::" which are connected to your profile, can be found in (4) Redirecting buttons

Benemen DK Support (+4589887854) the dropdown menu (5) Call ending button = red phone icon (the icon is green when calling and talking an incoming call)

Benemen NL Support (+31850090518) . (6) speaker setting (on/off)
Benemen SE Suj 46844581020} Select a number you like to be shown, when calling. If (7) Micrephone setting (on/off)

Benemen UK Suppor (+443301227661) you select Default, the number you are calling from (8) virtual keyboard

Il be sh to th iver.
Wwill be shown 1o the receiver. More information about switchboard usage can be found in the Call handling chapter.
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€all parking

Hold

Returning a call

When there are several
incoming calls at the same
time, it is possible to park calls,
by using the Park a call butten
(10). If the parked calls are not
answered they will return to
you. You can park several calls
at the same time. There are
four park functions, as follows:
* Hold

A call can be put to hold
with Hold button (8).
‘When the callis on hold,
the caller will hear music
untill the user clicks the
Take back button {9) and
the call will continue._ In
the standard settings, one
call at the time can be put
in hold

When the switchboard user
has transferred a call to a
number, which is not
answering, the call returns to
the switchboard. The call is
shown as a returned call and
the swithboard user knows
how to handle it

*  Take-back
* Transfer {on the next page)
- Hangup

. Search field: 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

. 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

7. 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.

8. 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.

9. Take back button: Use the Take back button to return a call from park to you

10. Park call button

11. Returning calls: You can see the returning calls in this section

4.1 Call transfers

The switchboard user’s tools can be found also in the middle Transfer after a consultation call

part of the BeneDesk for Windows user interface. It is possible Transferring a call with the keyboard divides in three phases.

to handle the call transfers with three methods e

Transfer with the keyboard

Press the Keyboard buiton

* Transfer with the keyboard 2. Awindow will open, where you can type the number
* Transfer with the directory or search the person by name in the Search field
= Transfer after a consultation call 3. When you have the name or number ready, press

the Transfer button

-
e d ﬂ

Transfer with the directory

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

After the consultation call, the caller will be
transferred to the receiver.

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

5 Salesforce Admin — User related configuration

The following configuration options are available for admins via BeneVoice lightning configurator app. These and
other configuration is further described in separate BeneVoice for Salesforce - Configuration guide document.

Phone Workflow
Four different workflow options. One must be selected.
e (Case: Automated case creation without contact dialog. Targeted for quick case creation. Requires console

navigation type of Lightning app for popping up chosen / new cases.

e CaseDialog: New & Existing Case handling with contact dialog. Targeted for contact identification and case
handling. Requires console navigation type of Lightning app for popping up chosen / new cases.

e Contact&Account: Contact & Account identification and screen pop-up.

e Contact&Lead: Contact identification. New Lead handling for not identified contacts.

Softphone Mode

lync: if Benemen integrated Lync / Skype for Business is used as softphone (legacy, for special use case)
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softphone: if BeneVoice Web phone / BeneDesk for Windows is used as softphone (default)

BenemenExternalUserld

BeneCloud User ID is provided by Benemen. Required for each user.

Disable Call Task Creation

By default Call Task Activities are created for all type of calls.
Use provided options to disable call task activity creation.

e Not Identified Incoming Not Answered Calls

e Incoming Not answered Calls

e All Not Answered Calls

e AllCalls

Disable Call Task Creation For Close (X)

Depending of the selected Phone Workflow, screen pop-up dialog includes Close (X) buttons to close workflow
without any further action.
Selecting this option will also disable Call Task Activity creation for the given call.

Disable Call Task Pop Up

By default Call Task Activity screen pop-up will be displayed after each call for further editing (both answered and not
answered calls)
Use provided options to disable call task activity pop-up being displayed.

e Not Answered Calls

e Incoming Calls

e Not Answered And Incoming Calls

e AllCalls

Save Call Info On Case

Using Call Task Activities is recommended method and activities are automatically related to the worked Case.
However selecting this option will save call info in the worked Case object (and not in Call Task Activity). This option
works with the both Case and CaseDialog phone workflows.

Important notes:

If selecting this option, please remember to add wanted call detail fields to the used Case layout via Object Manager.
Relevant call info fields: CallEndTime, Call Duration, Call Result, Phone Number 2, Call Type, Service Pool Queue,
Queue Wait Time, Queue Wait Time Sec, Recording.

If selecting this option all other Call Task Activity settings are not in use.

In Progress Call Task Default Status

By default all the Call Task Activities are saved with Completed status.

Use provided options to save call task activities by default with In Progress status.
e Not Answered Calls
e Not Identified Calls
e Not Answered and Not Identified Calls
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Agent Wrap-Up Timeout(ms)

This is used only with Omni-Channel Availability integration. Otherwise leave empty.

Wrap Up time in milliseconds after ending answered call.

During Wrap Up availability status, user will remain as Busy in Omni-Channel and will not be allocated any new work
items or calls.

Value here will be used over Tenant level configuration.

Agent Workload Limit

This is used only with Omni-Channel Availability integration. Otherwise leave empty.

Numeric Agent workload value.

If Agent's omni-channel workload is the same or higher than the configured numeric value, Agent's omni-channel
status is changed to "In a Case" and Agent is set to offwork status in Benemen Voice service channel. Agent will
remain online in the omni-Channel, but will not be allocated service calls until the workload value goes lower than the
configured numeric value.

Value here will be used over Tenant level configuration.

Query Type

For caller identification ‘Phone’ and ‘Mobile’ fields can be queried.
Select query type from available options:

e Both Mobile & Phone

e Phone Only

e  Mobile Only

Enable Auto Call Task Relation C-To-D

This is optional setting. By default outbound click-to-dial call task activities are not automatically related to the object
where click-to-dial was initiated from. Also possible contact / account matching is done only by phone number.

When this setting is enabled, call task activity is automatically related to the object, where click-to-dial was initiated
from.

Note: This setting is also available on the Tenant configuration. If User level setting is enabled, this overwrites tenant
level setting.

Note: Pre-requisite for this to work is that the object is by design or by admin enabled for ‘Track Activities’. Exceptions
are Contact object where identification is done independently and Task object, where only contact matching is
applied.

Enable Auto Contact Matching C-To-D

This is optional setting.

Note: This setting requires that ‘Enable automated call task object relation for click-to-dial’ is first enabled.

If the object, where click-to-dial was done, includes relation to single contact record, this contact is automatically
matched in the created call task activity.

Note: This setting is also available on the Tenant configuration. If User level setting is enabled, this overwrites tenant
level setting.

6 CallBack integration and handling in Salesforce

BeneVoice includes option to integrate Benecloud callback functionality with Salesforce.
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With this integration callback logic and service are implemented as standard service module at BeneCloud side, but
callback requests are fully handled in Salesforce.

Integration can be activated on Benecloud callback list basis. Configuration is described in separate
BeneVoice for Salesforce - Configuration guide for admins.
As soon as customer leaves callback on BeneCloud side, information is fetched to Salesforce and created as
Salesforce Case, Task related to Case or Task only. Timespan for Salesforce record creation is max. ~20
seconds.
All callback request handling is thereafter happening at Salesforce side. (As soon as callback request is
successfully created on Salesforce side, it is automatically closed on BeneCloud side with ‘Moved to SF’ note.)
Callback cases are assigned to configured Salesforce queues and customer may assign these to agents by any
available method.
Salesforce Omni-Channel with BeneVoice availability integration could be used here for realtime queueing
and routing of callback cases.
BeneVoice installation creates dedicated callback Case and Task record types and page layouts. Customer
may modify these for own needs.
Contact / Account identification is done based on caller’s phone number.

o If single Contact / Account is identified, then Case / Task is created for this record.

o If none or multiple Contact / Account is identified, then Case / Task are created without any assigned

Contact / Account record.

Callback Case / Task subject is: “CallBack - <date & time when callback was left>”
Callback Case / Task specific fields are

o CallBack Channelln, name of voice queue customer left callback request

o CallBack CreationTime, original date & time customer left callback request

o CallBack ContactNumber , phone number to call back to customer

o CallBack Recording URL, URL to listen callback voice message left by customer
Standard BeneVoice functionality brings additional value for callback handling as agent’s can use Click-to-dial
for outbound calls and automated call task activities are created for the call attempts.

Example of CallBack Case from single identified contact:

B Service Console Contacts ~ I8 Justin Case v X

9 Justin Case

Status

New

Subject
|

CallBack - 28.08.2019 11.27

Description

i 00003320 + x

Priority -
Medium —
CallBack - 28.08.2019 11:27 + Fellow Bt w

Feed Details

Case Owner Status New

Contact Details - Case Numbar 00003329 Pricrity Medium

Name
Justin Case
Title
Director

Emal

Date/Time ...

[ scftphone

Contact Name Justin Contact Phone 4, +358

ceount Name Justincz

Phone

CallBack Customar Service EN
Channelln

CallBack 28.8.2019 11:27
CreationTime

v CallBack
ContactNumbes

e CallBack
Medlum Recording URL

CallBack - 27.0

Medlum
27.8.2019 15:0

T 005

@ History o' Omnl-Channel
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Example of CallBack Task from not identified contact:

i1 Service Console Tasks v | S CallBack-220820.. v X

Tca;k"Back -22.08.2019 13:22 v Mark Complete Edit | Change Record Type

Felsted To
opozeaz

Name

Details Related

Subject CallBack - 22.08.2019 13:22 Name

Task Recora Type CallBack Related To Q0003292

Assigned To S Mikko Comments

Due Date CallBack Channelln Customer service F1

Status Not Started CallBack Contactumbsr 4 +3584578814192

Priorty Normal CallBack CreatloniTime 228201913:22

Last Modified By I Mikko, 22.8.2019 13:22 CallBack Recording URL https: /thela benedesk.com  Callback/CallbackRequest?
lIstld=952e4ece-1413-2911-982e-
00505623298 requestld=4d610106-C6c4-2911-88af-
00505622290

Craated By 3 Mikko, 22 8.2019 13:22

[ softphone @ History & Omnl-Channel

7 Dynamic Smart Routing based on any Salesforce data

Smart Routing functionality enables customer to dynamically route incoming phone calls based on Salesforce data.
This is not especially affecting end user functionality, but enables intelligent routing decisions for incoming phone calls
e.g. pass language IVR if we we know contact’s preferred language, prioritize caller in a voice queue based on their SLA
level or route phone call to the agent who is owner of the most recent case for the contact, etc.

tomer calling the o

tormer service
__.——-“ Crynamic smart routi

using Salesforce data

Solesforce

Smart Routing is typically activated on voice queues level and requires activation also at BeneCloud configuration side.
Benemen provides detailed implementation steps in a separate Smart Routing for Salesforce configuration document.

Native Salesforce Flows and Flow Builder is used to configure actual routing logic. Managed package includes two
predefined Flow templates, which can be used and modified for specific customer scenario, when activating Smart
Routing. Customer can freely create their own Scenario flows too.

© Benemen Oy
Valimotie 13 A Helsinki
+358 40 450 3000
www.benemen.com

Page | 21



behemen BENEVOICE FOR SALESFORCE

Customer guidance

8 Enterprise Calls

Enables call activity creation in Salesforce for BeneCloud phone calls, which were not already done and created by
Salesforce embedded softphone and phone workflows. Main use case is customer calls answered/made in another
BeneCloud voice endpoint e.g. Mobile phone calls.

salesforce

BeneCloud
Call Routing
Call Recording
Call Backs

Enterprise Calls task activity creation happens automatically and doesn’t require any actions from end users and is not
activated on end user basis.

Instead, admin controls and activates if and how calls lookup is activated. Call task activities creation via calls lookup
module has the following requirements

e  Phone call must by marked as ‘work call’ in BeneCloud side
e  Customer phone number must have at least a one contact record match in Salesforce

Admin can activate the functionality using continuous lookup mode, when call task activities are automatically created
~1 -6 minutes after the customer phone call is ended. Additionally admin may use one time look up mode, which
allows do the look up and call task activity creation up to 7 days old customer phone calls.

Admin controls if call details are created as call task or case object. Also default status of the created record is
configurable. If customer phone number is matched with single contact record, the created record is automatically
linked to this contact.

Call task / case owner is automatically identified based on BeneCloud user id. Requirement for this is that the user is
also activated for BeneVoice for Salesforce including BenemenExternalUserlD in the user configuration. Admin can
configure default Salesforce user account, which is used as the owner when the above method is not available.

9 BeneCloud additional common use cases

9.1 Service Pool Management — Voice queues

Queue management can be handled flexible from any endpoint.
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Management capabilities require BeneCloud Group Manager / Supervisor rights.

e BeneDesk web via https://discover.benedesk.com browser based tool

e  BeneDesk for Windows softphone

e BeneApp on iOS and Android smartphones
o https://play.google.com/store/apps/details?id=com.benemen.beneapp&hl=en
o https://apps.apple.com/fi/app/beneapp/id989797121?l=en

9.1.1 BeneDesk Web

1. Login to https://discover.benedesk.com -> Service Pool Management
Service Pool Management view gives realtime snapshot of voice queues available for given agents and

admins.
BeneDesk 4]
I’én g Service pools n
aiL] ) L Serving o Free =) Artive £ Rodive calls B Caee length ) Max weail S
] & C5 Japan a 3 3 1] 0 Os
Arvadabily CS South Kema [ ] 3 3 3 0 0 Os
T” C5 Spain [ ] 2 2 2 ] 0 Os
Seltings CEUK [ ] 2 2 2 i] 0 Os
LATETY [ ] 3 3 3 0 [i] Os
Cusiomes Servics EN [ ] 1 1 1 0 0 Os
Customes Service Fl . 1 1 1 1] 0 Os
Cusiomer Service SE [ ] 1 1 1 ] 0 Os
Sales ' 1] 0 0 1] 1 Ts

Sernce pool
management

2. Click any queue you would like to see in more detail and do changes in real time.
a. Modify directly on this screen existing Agent details. Like activate in the queue, change skill level.
b. Use “Users” option to remove & add users in the queue
c. Use “Settings” to modify voice queue workflow.

@

Home
g Sales
J2

Availability

- S;al-'ving e Active calls Queue length Max. wait time
0
Setiings ® oo /1 ©O3s
P s s o

Salestorce Dema 10 - @ fvailable

{lf Numbers 7

®
-3
o

Call
information

Salesforce Demao2 o @ ~Available

Salesforee Demod v @ Avsilsble

Salesforce Demos @ ~Available

Dooo

Salesforee Demo3 v @ Avsilable

Directory
BeneCC

iy 00000
i

P13

Senvice pool
management

3. Settings view is used to manage and modify voice queue workflow
a. Modify queue announcements, transfers where the calls are connected with given option, schedules
when queue is open / closed and exceptions
b. Supervisor can upload new announcements to the system via “Create new prompt” option
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c. “Details” show more detailed information on the configured workflow. These are done and modified
via Benemen support request

@

Home
@ Sales
2

fi-Fl Europe/Helsinki

Availability
TH @ 2 Inuse [> Anncuncement 3 Transfer © schedule
E=lings Basic behaviour
Call Service open Default_InCueue v Always Open A
information
[%] Service closed Defauli_ServiceClosed v -- Not set - v
Directory
Pre Welcome Prompt -- Not set - v
BeneCC Play Once Prompt Once_Demo_long_Fi v
g Default overflow Defauli_CueueFull v -- Call Back Request - v
Service pool
management
@ No available agents -- Not set - v -- Call Back Request - v
Service calls
©e Exceptions
Call handling
E Ad hoe 1 - Not set — v - Not set — ¥ — Not set — v
%'Sﬁi‘g";m Balox2 -- Mot set v - Not set — v — Mot s&t — v
F{ Adhoc 3 -- Not set - v -- Not set — v - Not set - v
Salesforce
Start Exceptions when closed
managing
Ad hoc 1 -- Not set - v -- Not set — v - Mot sef - v
Ad hos 2 - Not set - b -- Not set — v - Mot set - hd
Ad hoc 3 -- Not set - A -- Not set — v -- Mot set — v

0 Detzils # Create new promgt

9.1.2 BeneDesk for Windows

Please see BeneDesk for Windows QuickStartGuide for detailed guidance. Below the highlights.
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*  Management and monitoring
*  Active service pools (next page)

*  Service calls (next page)

Incoming calls, which are called to the company’s service line are handled in service poaols. A service pool
is @ queue, where the callers are waiting for a free resource to answer their call. In the service pool, a call
is transferred to a right service person according to the persans’ skills and availability. A switchboard
operator can be a member in all service pools.

Service pool management and monitoring

8 B8 80240
Salss Sarvics @ Bhe 3 0 0 =
MumbeTy
=440 50
Smrying Free e ]
o] ¢ 1
Active calls Aitres Lign wl (e
=] 3 o
T A W 148
@ Bond Colin W o8 O ek
» Johnston Micol o Off ok
& Peaks Ela o o B Oflewk
Sappost Services [ I o [ ] ] s

In the service pool management, a user can see only those
pools, where he/she has user rights. A monitor view gives an
overall picture of the whole service pool:
*  Busy customer agents
* Active customer agents
»  Calls:

* Handled

*  Waiting (waiting time)

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

A group manager or a suprevisor can
25| make changes to the service pools.

e e * As group manager or a supervisor,

you can change the service pool
respurcing  according to the
company’s needs

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

Changing a service pool

*  Open the wanted service pool by a mouse click

+  Click Users

* |n the view, which opens, are two columns:

*  User who can be added
*  Users who are logged in

Mame of the service pool is shown on the lef top corner. Check that you are changing the correct

service pool.

*  Adding persons is done by selecting them on the left side column

*  Removing persons is done by selecting them on the right side column

*  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 in several

service pools.
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*  Service calls

Active service pools
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In the Active pools section, it is possible to control the users’ availability information in those service poaols,
where they are members. In the picture below, a user can see in which pools hefshe is a member and
does hefshe accept calls from the pool. With the button on right, the user can change his/her availability

status in the queue.

Saden Rervice

ee D
-up
N * &

Testivil

”&@
ﬁﬂ%
oa;
850

aa: o

In the picture, can be seen an overall situation of all
service pools and pool members.

A swithcboard user who is operating in many service
pools is beneficial to see the pools’ situation and receive
calls according to the situation. Changes will come into
effect immediately.

Saan e vt
ARSI T 1008 40| = TR 133 P =
Trdiy i b sl G
Hmarh
S BT 1230T i A
Ll ol A EA
Solros PUTIeT + 1 T
by guma My Priabuatiass
L G PR Protctaes
Ty o — In the Service ralls section, you can see all service number calls
- in the specified time pericd. With the search function, it is
- e titd o L possible to see calls in all search criterias and in the history, can
faar # Mg B . -
- Attt be seen how much there has been incoming calls.
ol g
el e - LR L]
= s There is history information from all calls, as follows:
=1 JAR0N 1AM *  Towhich number a customer's call came?
T Arerere
Bouroe mumber sabazeaeomene =  Was the call answered?
- Habmhabe. *  The number the call was made from?
— — *  To which number the call was transferred?
*  Who took the call?
darwal B 129007 K 10 AM
ol et - i 3
Quinag e — How long the caller waited before the answer?
.“‘I“ AR A AR
o
AT g (R - - - -
e tires @ More information can be seen, cy clicking the Info button.
= Wik

The list iz 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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9.1.3 BeneApp in mobile

BeneApp provides easy to use and feature rich BeneCloud voice channel management in Android and iOS smart
phones. In addition to managing service pool voice queues, admin user may also set and control voice queue alarms
and notification via mobile app. Possible notifiations are delivered as push notification to the mobile device.

BeneApp brings many benefits for end users too. For example user can handle availability by coupld of clicks, go
available/offwork for voice channel and if needed handle service phone calls via mobile.

® Test Bene 1

0 0 [ os
Fd  Directory

n your rrchie

o Al et fod

Cail histoey fuz)

- BErvice poal mansgement
Classification 2 1 [ @ e
Service calls & Teai B
Call handling

b Benelesk

® Teat UK Call channal

9.2 Dashboards and Reporting

9.2.1 Real-time monitoring dashboard

e  Service pool voice queue real-time monitoring dashboard is available via BeneDesk Web
https://discover.benedesk.com -> Service Pool Management.

Selecting any queue will open more detailed view of the queue.
e The same is also available BeneDesk for Windows softphone Ul, see chapter 7.1.2 for details
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BeneDesk 4]
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8 5 Japan [ ] 3 3 3 (i] 0 s
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— 8 South Koeea [ 3 3 3 0 o Os
“+ 5 Spain [ ] 2 2 2 0 0 Os
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8 g Sales
Availability fif Numbers 7
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”l Serving Free D Active calls Queue length Max. wait time
Setings ® o o ’o MR1 Oars
H(D W A % <} = & A&
e [ ] Salesforca Demet =0 - @ Availsble
%] [ Salesforce Demo2 .5, v @ Auailzbie
Directory [ ] el o i D . 5 4 v @ Available
O ] Salesiorce Demos =5 v @ Available
BeneCC [ ] Saesiarce Demad 4 v @ Auailsble
Senvice pool
management

e Additonally Service calls tab can be used to see in more detail ongoing and recent service calls.
e The same is also available BeneDesk for Windows softphone Ul, see chapter 7.1.2 for details.

(@) Qy service calls

Home 5 3 5 g
Start time End time Entry service pool 7 Last service pool 7
8 B8/85/20819 89.10 B |es/es/ze19 11.18 B | Select - Select - 2 More
Availabiity User z Role 7 Result 7 Source number
TH Not set v | |Allocated v | | Al v
HG) Arrival time * Callresult Source numbser Entry senvice pool Last service pool Answering user WaitTime
Cal 5/8/2018 11:00 AM Ongoing +353400835862 Sales Sales Salesforce Demal 00:12
infarmation
5/8/2010 10:57 AM Abandoned +3524008352562 Sales Sales 01:15
5/8/2010 10:30 AM Abandoned +352400835352 Sales Sales 01:01
> = 1N - 2% v

e More advanced real-time dashboards & info monitor views can be provided via BeneReports web reporting
service and tool, if given service modules are purchased and configured for the customer. When configured,
web based BeneReports tool can be accessed via BeneDesk web.
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If Salesforce Omni-channel is in use, Omni Supervisor is the main tool monitoring agent work, salesforce omni queues
and agent availability. Assuming Omni-Channel availability integration is enabled, dashboard includes availability

reporting for voice channel.
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9.2.2 Reporting

Rich reporting capabilities can be provided via BeneReports online reporting service and Salesforce reporting &
dashboards modules

BeneReports online reporting service
Provides detailed direct phone call, service call and call center reporting. When purchased and configured for the
customer, web based reporting tool is accessed via BeneDesk web by users / admins with reporting manager rights.

PALVELUSARJAN TEHOKKUUDEN TIEDOT

Puheluiden keston jskeuma  Erl numerciden jaksums
SAAPUNEET PUHELUT / Asiakaspalvelutaso ——

PUHELUIDEN KESTON JAKAUMA, MINUUTTIA

Salesforce Reports & Dashboards

Provides detailed reports for all the agent work and activities done via Salesforce. All the saved call tasks activities, call
details and phone originated case data are available for Salesforce report creation. Additionally with Omni-Channel
availability integration user presence reports will include agent availability reporting for voice channel too.
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