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1 Introduction

The purpose of the document is to describe use cases and functionalities of the Voice for
Salesforce by Enreach (later Voice for Salesforce) solution.

The document covers softphone use cases for Voice for Browser web phone. If using Voice
for Windows softphone, login and softphone usage is different than described in this
document.

Benemen is now Enreach and BeneVoice for Salesforce product is now rebranded as
Voice for Salesforce by Enreach starting from version 1.48 .

1.1 Pre-requisities

e Customer's Salesforce org and needed Lightning apps are activated for Voice for
Salesforce usage

e End useris activated for both Salesforce org and Enreach cloud

e End user’s Enreach cloud user role must include Voice for Salesforce web phone
usage in order to use workstation based phone use cases

¢ Embedded Voice for Salesforce web phone in Salesforce is supported using
Google Chrome web browser

1.2 Login to the solution

1.2.1 Login

1) Userlogins as normal to Salesforce web user interface
2) User opens Salesforce lightning app, where also Voice for Salesforce is activated.

© Enreach | www.enreach.fi 3
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3) Voice for Salesforce web phone utility item is visible in the bottom utility bar. It's
recommended that admin has enabled automatic start of Voice for Salesforce
utility item. This means that Voice for Salesforce webphone activates and logins
automatically. (If admin has not enabled automatic start, then user needs to
open Voice for Salesforce web phone, when user is automatically signed in to the
web phone.)

4) Voice for Salesforce web phone is used for controlling phone calls, managing
voice channel availability status and caller phone numbers

Note: If user is using Salesforce Omni-Channel and availability integration with Voice for
Salesforce, then availability status is centrally managed via Salesforce Omni-Channel utility
item. Please see 1.3 Omni-Channel Availability integration

Important notes:

e Voice for Salesforce web phone shall be used in a single Salesforce browser view /
tab, where new views and pages are opened within the same single browser view
/ tab. Console app is recommended for the best user experience.

e Avoid refreshing the whole browser view / tab. Instead, if you need refresh
information on the active page, use built in Salesforce options doing so. This
ensures that Voice for Salesforce web phone continues functioning as normal.

e If you refresh the whole browser view / tab, you must then re-login to Voice for
Salesforce web phone by opening it. Active phone call is also disconnected if you
refresh the whole browser view / tab.

. Al w Search Cases and more...

- .
222 Service Console Cases v

0 voice —

d a few seconds ago
(, enreach
v | Status ~ | Priority v | Date/Time Opened
Available Customer Service )
Direct calls. receive pool c... Queue New Medium 11/3/2021 818 AM
New Medium 11/3/2021 8:19 AM
2\ New Medium 11/12/2021 2:25 PM
New Medium 11/12/2021 2:30 PM
® Customer Service Queue New Medium 11/12/2021 2:30 M
Seing  Actve | Queuelengih  MeRIEe ® New Medium 11/12/2021231PM
2 2 0 00:00
New Medium 11/12/2021 2:32 PM
® Open Case Queue New Medium 11/12/2021 2:33 PM
— Acive Queselength | Maxaueue o 12.11.2021 14:36 New Medium 11/12/2021 2:36 PM
2 2 0 .
LLiL New Medium 11/22/2021 12:33 PM
. New Medium 11/24/2021 7:54 AM
@ Platinum Queue
n New Medium 11/24/2021 7:55 AM
Serving Active Queue length s
2 2 0 00:00 . New Medium 12/18/2021 1:16 PM
New Medium 12/18/2021 1:24 PM
18.12.2021 13:28 New Medium 12/18/2021 1:28 PM
18.12.202113:31 New Medium 12/18/2021 1:31 PM
18122021 13:42 New Medium 12/18/2021 1:43 PM
New Medium 12/18/2021 1:46 PM

0 Voice QO Omni-Channel (Offline) History
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D Voice

— D Voice —

(, enreach ; (3, enreach

SELECT YOUR STATUS

YOUR DISPLAY NUMBER

@ Available (continuous) O Default

O DND 0 min)

(O Don't show number

Work number +358293092581

O e offwork (continuous) Customer Service Queue +358293092580

POOL CALLS

Receive pool calls

Open Case Queue +358293092589

Platinum Queue +358293092588

SET UPCOMING AVAILABILITIES

No upcoming availabilities

0 Voice O Omni-Channel (Offling) @® History 0 Voice QO Omni-Channel (Offline) @© History

1.2.2  Availability management

Enreach cloud voice service typically includes customer specific availability statuses, but
they always follow the status types described in this chapter. User controls available
statutes via Voice for Salesforce web phone. Depending on Enreach cloud user role, user
may additionally be able to control availability on different voice channel service pools.

e Offwork

(6]
o

O

Not available to receive voice channel service pool calls

Available to receive direct calls (depending on user’s call forwarding
settings)

Able to make outbound phone calls

e Available

Available to receive voice channel service pool calls

O
o Available to receive direct calls (depending on user’'s call forwarding
settings)
o Able to make outbound phone calls
e DND
o Not available to receive voice channel service pool calls
o Noft available to receive direct calls (depending on user's call forwarding
settings)
o Able to make outbound phone calls
o Busy
o Available to receive voice channel service pool calls
© Enreach | www.enreach.fi 5
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o Available to receive direct calls (depending on user’s call forwarding
settings)
o Able to make outbound phone calls

1.3 Omni-Channel Availability integration

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. Note: User must also be active in Voice for Salesforce
web phone in the same lightning app as Omni-Channel widget.

User logins to Salesforce omni-channel and voice queues via Salesforce Omni-Channel
widget.

=/ Omni-Channel —

Offline v

© Yourstatus is set to Auailable All

New (0) My work ( Available Case

InaCase
Saatavilla
Saatavilla Puhelut
Inadcall

Lunch

On Break

Wrap Up

Cffline

0 voice QO Omni-Channel (Offling) @® History

1.3.1 Omni-Channel login

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

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

© Enreach | www.enreach.fi 6
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New (0) My work Avallable Case

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

e If user goes Offline in Omni-channel by any other reason e.g. closing browser,
losing network connection, etc., this will not deactivate user in Enreach cloud
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 Enreach Ul's (Voice for
Salesforce web phone, Voice for iOS/Android mobile app, Voice Center web ui)

1.3.2 Omni-Channel Availability management

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

o User statuses are mapped by Salesforce admin and updated on the background
in real time to Enreach cloud voice channel.

o Examples:

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

o 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 Enreach cloud so user will not receive any
service calls, but concentrates working only with Chat service channel

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

e Forservice call handling the integration provides automated “In a Call” and
“Wrap Up"” handling

o Assoon as phone call is ringing on user web phone or user initiates
outbound call, Omni-channel status is automatically changed to “In a Call”
and user is busy in omni-channel

o Ifthe callis 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

© Enreach | www.enreach.fi 7
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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 If the callis 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 Enreach cloud side.
e Below screenshot provides example how admin has mapped Salesforce Omni-
Channel statuses towards Enreach cloud

nénfofields  Blacklst  Presence Status Configuration  Callfack  SmartRouting  Enterprise Calls

@

enreach
Omni Presense Status Omni Presense Status Type Enreach Cloud Presense Status Enreach Cloud Presense Status Type
Lunch Busy Lunch OffWork
Saatavilla Online Available Available
Available Al Online Available Available
Meeting Busy Meeting OffWork
On Break Busy Break OffWork
Available Case Online Case Only OffWork

Saatavilla Puhelut Online Available Available

Edit mappings

1.4 Voice for Salesforce web phone

Web browser based softphone supported in Chrome browser.
General functionality:

e Voice for Salesforce web phone is based on WebRTC technology

e Make phone calls via web phone contact directory, keypad or call history
¢ Make phone calls via Salesforce view (click-to-dial)

¢ Answer, end and decline phone calls

e Selecting caller number for outbound phone calls

e Mute / Unmute microphone

e Hold / Unhold phone call

e Cadll fransfer (direct transfer and consulted fransfer)

¢ DTMF by keypad

e Cadlleridentification from web phone contact directory and voice channel
service pool queue name with receiving phone calls

Availability status management

Managing availability in voice channel service pool queues

Voice channel service pool queue details dashboard

Call history with in app call recording listening

e Callrecording pause / resume (if activated by admin)

© Enreach | www.enreach.fi 8
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e Additional user settings are managed via Voice Center web Ul and Voice for
iOS and Android mobile apps

More detailed instructions via separate Voice for Browser user quide .

@, enreach

(3, enreach

Customer Service:
ceive pool c... Queue

Inacall

. Customer Service Queue
Direct calls, no pool calls Q

® Customer Service Queue Incoming Open Case Queue

+358400835862

sarving Are Quavaieng Mo quee
C 2 g woo @
Q) * offWork coni .
# Open Case Queue
Serving Astve Queus ey o “ : ' :
: ! ¢ D.D:UD . Contacts Transfer

o Open Case Queue
Receive pool calls

+358400835862
® Platinum Queue
ST upComI Ties -
No upcoming a i - | T T s @® e Keypad Mute Pause

0 Voice @ Omni-Channel ©nlinel @ History O Voice @ Omni-Channel (Online) @ History Omni-Channel Busy) @ History Omni-Channel Busy) @ History

2 Phone workflows

Choice of 4 different phone workflows, which determine the action with inbound and
outbound phone calls. Phone workflow is assigned by admin and can be done on a user
basis.

¢ 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.

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 Voice for Salesforce configuration
app as part of other user specific configuration items.

2.1 Case - phone workflow

2.1.1 Inbound call - Single identified customer

1. Phone call rings on web phone. Single identified customer 360-view is opened

© Enreach | www.enreach.fi 9
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a. Wephone uiis automatically opened and if service pool queue call, then
queue name is visible
b. User answers / decline the call
2. When user answers the call, new Case is automatically created and opened. If
user declined the call, then a case is not created

iti Service Console Contacts v | BB JustinCase v ox
B3 Justin Case 00001980 ~ x
Case Details A Follow Delete
+ Follow cete | ¥ Filters: All time - All activities - Alltypes ¥
Case Number Case Owner | 1 o |
20001680 ko Refresh Expand Al
Status Priority Feed Details
e d Next Steps
New Medium
Subject Case Qwner Status No next steps. Te get things moving, add a task or
& Mikko New set up a mesting
Description Casa Numoss Prierity Past Activities
00001980 Medium
Contact Name Contact Prone No past activity. Past meetings and tasks marked
Justin Case L, +358400835862 as done show up here.
Contact Details A Account Name Contact Emall v
jar:_é - Case Orign
ustin Case Phone
Title Account Name R
BenemenDemo o Knowledge v
Emal Pnone
4, +35860083... Web Emal Web Company Search Knowledge N
. Vieb Name Web Phane .

Suggested Articles

0 Sofiphone @ History o Omni-Channel

3. When the callis ended, call task activity is automatically created in the
background and also related to the case and the contact. Note: User
configuration includes versatile options when and how call task activities are
created and pop-up.

4. Advanced call details (queue wait time and link to possible call recording) are
autoamtically added to the created call task activity within 10 — 300 seconds after
creation.

Task
Call - Inbound

Details Related
Sublect Call - Inbound Mame
Call Task Related To
Due Date 27.8.2019 Phone Number 2 4, +358400835862
Status Completed Service Pool Queue Customer Service EN
Priarity Normal Queue Walt Time 5 saconds
CallEndTime 27.8.2019 15:24 fidvenced Call Detals Link
Call Duratlon 226
Call Type Incoming
Call Result Answerad

© Enreach | www.enreach.fi 10
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2.1.2 Inbound Call — Not identified / Multiple identified customers

p—

Web phone rings, no other action is taken

2. When user answers the call, new Case is automatically created and opened but
without any customer details. If user declined the call, then a case is not created

3. Otherwise the same as the previous use case.

2.1.3 Outbound call - Single identified customer

1. Click to dial from Salesforce. Ringing tone for called and also visual indicator in a

web phone.

Customer 360-view is opened if the call was initiated from some other view.

3. When the customer answers the call, new Case is automatically created and
opened. If the customer declined the call, then a case is not created

4. Otherwise the same as the previous use case.

N

2.1.4 Outbound call - Not identified / Multiple identified customers

1. The same as with 2.1.2 .

2.2 CaseDialog - phone workflow

With inbound phone call, web phone is automatically opened for answer / decline.
Additionally service pool queue name is visible if phone callis received by one. Phone call
management is done via web phone interface.

0 voice — 0 voice

@ enreach 1 @ enreach

Inacall Customer Service Ina Call

. i & Customer Service Queue
Direct calls. no pool c.. Queue Direct calls, no pool calls o

Incoming Open Case Queue
+358400835862

Contacts Transfer

Open Case Queue
+358400835862

e e Keypad Mute Pause

© s
Omni-Channel (Busy) ® History Omni-Channel (Busy) ® History

Recommended usage model is that call task activities are created in the background
automatically and also related to the identified customer and the case without any pop
up and user action. Additionally User configuration includes versatile options when and
how call task activities are created and pop-up if wanted.

© Enreach | www.enreach.fi 11
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2.2.1

Inbound call — Not identified customer

A phone callrings in a web phone and it's opened for answer / decline. At the same time
separate dialog window is opened to help user to take next actions with the customer.

Dialog window inclde the following:

Customer phone number and service pool gueue name / direct call info
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 customer contact
dialog
Button to create “New Case” without caller identification at this point.
Close (X) buttons to close dialog without any action.

Call Dizposition - +3584575518164 - Customer Service EN x

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

E bo Q Update phone

Jonhn Bond
Grand Hotels & Resorts Lid VP, Facliltles
bond_|ehn@grandnotels.com Gold Primary Engllsh

Lauren Boyle
United Oll & Gas Corp. 5VF, Technalogy Iboyle@uog.com Gold
Secondary Engllsh

Customer record not found?
Contlnue by creating new case without customer Identification.

Mew

2.2.2

Caze

Inbound call - Single identified customer

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

Contact information: Contact name, Account name + additional details
configured by admin

Voice queue name if the call received via queue, otherwise ‘Direct’

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

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.
Option to create “New Case” for the contact

Option to create “New Case — Not identified” if you don't want to use identified
user

© Enreach | www.enreach.fi 12
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¢ Close (X) buttons to close dialog without any action.

Justin Case BenemenDemo Director justin.case@benedemo.com Platinum VIF English — Customer Service EN

Flve recent cases are displayed, search for more

Search.. Q,
|

Case Number Account Mame Subject Created Date Last Modified Date Mame Status  Case Reason Priority Case Crigin Booking Number
00006638 BenemenDemo CallBack - 15.05.2020 11:52 1552020 11:52 15520201152 Mikko Maw Medlum Phone

00004901 BenemenDemo Tllauskysely 12122019 14:57 15.520208:15 Mikko Closed  Myyntl Medlurm Emall 0123470
00006620 BenemenDemo Huoltotllaus 1252020 12:20 15.520208:10 Miklko Escalated Ongelma Medlum Phone

00001662 BenemenDemo Cancellation 1432019 11:57 15.5.20208:10 Mikko Escalated Other High Phone

00001652 BenemenDemo Vakuutustilaus 12.3.2019 1945 15.5.20208:10 Mikko Workling  Myyntl High Phone

Create New Case for the Identified customer
Mew Case
Create New Case without customer Identification

Mew Case - Mot Identlfied

2.2.3 Inbound call — Multiple identified customers

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

x
hoosa
Choose
Choose
Choose
hoosa
Close

e On top 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, Business phone, Account Name and Mobile Phone

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.

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

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

Call Disposition - +3584578818164 - Customer Service EN x

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 Unlted OIl & Gas, UK mikka slionsaari@benemen.com Platinum Choase
Contact Justin Case BenemenDema Director Justin.case@benedeme.com Platinum  VIP Engllsh Choase
Contact Lauren Bayle Unlted OIl & Gas Carp. SVR Technology  Iboyle@ucg.com Gald Secondary  Engllsh Choase
Contact Lz D'Cruz Unlted OIl & Gas, Singapare VP, Production  IdcruziBuog.com Platinum Sscondary Engllsh Choase
Account  Grand Hatels & Resorts Ltd Choase

Search and choose other customer record

[ searcn. Q Updata phona

Continue by creating new case without customer Identification

Mew Case

Close

© Enreach | www.enreach.fi 13
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2.2.4 Qutbound 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 Enreach 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.

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.

2.3 Contact&Account - phone workflow

With inbound phone call, web phone is automatically opened for answer / decline.
Additionally service pool queue name is visible if phone callis received by one. Phone call
management is done via web phone interface.

0 voice - 0 voice

@ enreach ] @ enreach

Inacall Customer Service Inacall

B . Customer Service Queue
Direct calls, no peol c... Queue Direct calls, no pool calls Q

Incoming Open Case Queue
+358400835862

Contacts Transfer

Open Case Queue
+358400835862

e ° Keypad Mute Pause

© s
-
Omni-Channel (Busy) ® History Omni-Channel (Busy) ® History

Recommended usage model is that call task activities are created in the background
automatically and also related to the identified customer without any pop up and user

© Enreach | www.enreach.fi 14
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action. Depending on the use case it might be useful to pop-up activity so that user can
add some additional details on it. User configuration includes versatile options when and
how call task activities are created and pop-up if wanted.

2.3.1 Inbound call - Not identified customer
As soon as call rings on the web phone , the below dialog is opened in Salesforce.

e Caller number and Voice queue name. (or ‘Direct’ if direct call o 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
contfact
o Choosing existing contact will take to Single identified customer contact
dialog
e Buttons “New Contfact” 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.

Call Disposition - +358408228293 — Customer Service FL X

[B bd Q l Update phone

John Bond
Grand Hotels & Resorts Lid VE, Facllitles
bond_]John@grandhotels.com Gold English

Lauren Boyle
Unlted Oll & Gas Corp. SVP, Technology
boyle@uog.com Gold English

Mew Contact New Account

2.3.2 Inbound call - Single identified caller

A phone callrings in the web phone and at the same time customer’s 360-view is opened.
Call Task Activity is created when phone call ends based on used configuration.

2.3.3 Inbound call — Multiple identified customers

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

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

e Listsidentified 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.
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e Choosing one will open given Contact / Account card

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

o 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.

o Call Task Activity is created when phone call ends based on used configuration.

cona

Call Disposition - +358400835862 - Custormer Service EN ®

sLA Level Languages

- oo

g ol
L
o

Eoooooon
g 2 2 2%
g T ¥ &

o

b

o

F

g

T

5

o

5

E]

H

MNew Contact Mew Account

2.3.4 QOutbound calls

Currently Contact&Account 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 Enreach 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.

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.

2.4 Contact&lead - phone workflow

Works the same as with Contact&Account phone workflow, but instead of Accounts it
identifies and creates Leads.
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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 web phone integration. This occurs when the phone call ends.

Depending on the workflow and caller identification, call task activities are automatically
assigned to identified customer 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 versatile configuration options ‘when and how'
call task activities are created and pop-up. For example call details can be created as a
task in the start of the phone call.

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

Voice for Salesforce provides also an option to automate call task activity creation for
‘any’ Enreach cloud phone call i.e. phone calls which are handled elsewhere than
Salesforce embedded webphone or not answered at all . Please see Enterprise Calls and
Service Calls chapters for more details.

3.1 Call details

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.

Call End Time

Call Duration

Phone Number 2 (caller number)

Service Pool Queue (voice queue name, populated for incoming service pool

calls)

Queue Wait Time Sec. (Added 10 - 300 seconds after activity creation)

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

e Service Call Details (specific for incoming service pool calls. URL to access service

call details in Enreach cloud side, including service pool based call recording)

Call Type (Incoming / Outbound)

Call Result (Answered / Not Answered)

Phone From (Caller number in outbound calls)

Phone to (used with Enterprise Calls functionality only. Includes Enreach cloud user

phone number in the customer phone call)

e Call Date (used with Enterprise Calls functionality only. Timestamp when the

customer phone call occured)

With Case and CaseDialog phone workflows, if new case is created during incoming call
handling then Service Pool Queue and Phone Number 2 are populated in the case record
as well.
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Recommendation is to save call details as Call Task Activity with automated relation to the
case. However this admin configuration option can be used for saving call details within
worked case object.

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

3.2 Enreach side call details & recording access

Starting from version 1.49 Salesforce call details can include two different links (url) to
access Enreach Voice Center side call details and recording.

Example of Salesforce side call details with both two call details links visible:

Details Related

Subject Name
Call - Incoming

Task Record Type Related To

Call Task 00001000
Assigned To Comments

L

Due Date Phone Number 2
19.4.2022 L +35

Status Service Pool Queue
Completed Customer Service Queue
Priority Queus Wait Time Sec
Normal 8

CallEndTime Advanced Call Details
19.4,2022 15.40 Link

Call Duration Service Call Details
146 Link

Until this version the solution has included single link in answered call call details which is
providing access to user based call details & recording. On Salesforce side the custom
field for this is: Advanced Call Details, BenemenPhone__Recording__c

Example of user call details in Voice Center view:
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Voice Center

by enreach
ﬁ ‘. Call information
Home
Date
. User
i Call direction
Availability Call type
Result
ILI Service pool
TlT Duration
Settings Source number
Dest number
@ Callid
Privac
call 7
information
9 Recording
p 0:00/2:27

Directory

o

4/19/2022 3:38:20 PM
tes

Received

Service

Answered

Customer Service Queue

+3584?
+358293092520

Work

When it comes to incoming service pool phone calls, Enreach voice solution includes
option that call recording for such phone calls are done based on service pool
configuration and it's not necessary to generate call recording on user level call details at
all (the above model). Please note that call recording can still be generated also on user
level call details if so wanted.

Starting from version 1.49 we have added second custom field on Salesforce side call
details to access service pool based call details and recording. This is populated for all the
answered service pool call details. On Salesforce side the custom field for this is: Service
Call Details , BenemenPhone__ServiceCallDetails_c

Example of service call details in Voice Center view:

ﬁ “ Service call details

Home
Arrival time
® Call result
i, Source number
Availahility )
Entry service pool
1'.1" Last service pool
T WaitTime
Settings

Answering user

@ Duration

Callid
Call
information Time Event
B 3:38:112PM CallConnect
3:38:13 PM ExtQuery
Directory 3:38:13 PM QueueArrive

Service pool

4/19/2022 3:38 PM
Answered
s/
Customer Service Queue
Customer Service Queue
00:08

02:26

User

Reason
ServiceQueue
OK
ServiceQueue

Q 3:38:13 PM ExtTarget pr=0;req=0;nbr=+358293092520;
3:38:13 PM QueueAllocateUser ServiceQueue
o % ’ 3:38:20 PM UserAnswer ServiceQueue
ashboar 3:40:46 PM CallDisconnect remote
[ 2] 3:40:46 PM Recording — servicequeue
- b 0:00/2:27 e LD]
Service pool
managemen
t
9
Service calls
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3.3 Additional information

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

Primary tool / attribute to provide information of the caller, purpose, etc.
Enreach is not limiting amount of service pools and customer may freely name
them

Visible in call notification, informing agent of the caller, language, purpose, etc.

Wrap Up / After call time details

Salesforce Omni-Channel and Voice for Salesforce availability integration enables
Wrap Up handling fully in Salesforce side

Wrap Up time is then part of the native Salesforce User Presence dashboards and
reports

Note: If Enreach cloud side on wrap up functionality is used, then this
management and reporting happens via Enreach tools and Ul's

4 CallBack integration and handling in Salesforce

Voice for Salesforce includes option to integrate Enreach cloud callback functionality with
Salesforce.

With this integration callback logic and service are implemented as standard service
module at Enreach cloud side, but callback requests are fully handled in Salesforce.

Integration can be activated on Enreach cloud callback list basis. Configuration is
described in separate Voice for Salesforce - Configuration guide for admins.
As soon as customer leaves callback on Enreach cloud 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 Enreach cloud 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 Voice for Salesforce availability integration could
be used here for realtime queueing and routing of callback cases.
Voice for Salesforce 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 Ifsingle 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.
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e Callback Case / Task subject is: “CallBack - <date & time when callback was
left>"
e Callback Case / Task specific fields are
o CallBack Channelin , name of voice queue customer left callback request
o CallBack CreationTime , original date & fime 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
o Callback Contact message , this can be used for hard coded system
message on Enreach cloud side. E.g. if callback cases are created also for
missed (abandoned) service calls, this field can include specific hard
coded message (i.e. ‘Missed Call’) to separate these from other type of
callback cases.
e Standard Voice for Salesforce 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:

Tapaus: Lisatiedot Tapaus
CallBack - 07.03.2020 18:08

Tapauksen numaro Tapauksan omistaja

Q0005280 Mikko

Sydte Lisdtiedot
Tila Prioritestt] -_—

MNew Medlum Tapauksen j A Tia Mew
omistz|a -
Alhe
CallBack - 07.03.2020 18:08 Tapauksen 00005280 Pricriteatt! Medlum
numero
Kuvaus . o . n —
Yhteyshenkilén Yhteyshenklldn R, +358400835862
niml puhelinnumero
Tllin Alml ‘Yhteyshenklldn henkllog@gmall.com
L =ihkdpost]
. -
Yhteyshenkild: Lisatiedot Tyypel Tapauksen Phane
alkuperd
Nimi
Taml Testaala Tapauksen
Nimilke Tllin niml Takalsin. vy Customer Service EN
Yksltylshenklld 15 palvelusarjasta
Sahkipost Puhelin
- - o e Takalsinsolttopyyn  7.3.2020 18:08
henkllo@gmall.com L. +358400835862 13 luontlalka
Solttajan L, +358400835862
puhellnnumero
Tapaukset yldtason kohteelle Yhteysh... (3+) A Link
v ‘Web-sahkipost] Web-yrltys
‘Web-nlml Web-puhelin
- Moaamispilvi/- 7.3.2020 18:09 Sulkemispalva /-
- alka alka -

Example of CallBack Task from not identified contact:
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Tehtava
‘= CallBack - 07.03.2020 18:10

MNimid Lilttyy tletueeseen

Lisdtiedot Liittyvd

Alhe CallBack - 07.03.2020 18:10 Mimi
Tehtévitietusen tyyppl Solttopyyntd Lilttyy tiatueeseen
Vastuuhenklld Mikko Kamrnarttl
@ Mikko
Ergpdhvd Takalzlnsolttopyyntd Customer Service FI
palvelusarjasta
Tla El aloltettu Solttajan puhslinnumaro L +35845TE818164
Prioriteett] Mormal Takalsinsclttopyyntd 7.3.2020 18:10
luontialks
Edellinen muckkaala M Mikko, 7.3.2020 18:10 Takalsinsolttopyynt Link
o SEniviest]

Luoja: Mlkko, 7.3.2020 18:10

-

5 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 forincoming 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, efc.

BeneCloud checks 4 Alice is a customer
service agent who

the CRM focuses on Gold level 1
customers and speaks
also Spanish

: Loyalty Level: Gold
Marc details from

1 Marc calls to e s
Customer Service ey
S
salesforce
Enreach Voice cloud " o
Marc is a Gold s
level customer | Marc House |
who speaks ; 5
' ' Spanish ! Mobile: +358401234567 '
Call routing begins, | Preferred language: Spanish !
1 |
! '
' '
! ;

§ X iBuen dia! ;Como
5 Marc’s call is puedo ayudar?

routed to Alice
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Smart Routing is typically activated on voice queues level and requires activation also at
Enreach cloud configuration side. Enreach 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.

Please consult Enreach for more details on the dynamic smart routing.

6 Enterprise Calls

Enterprise Calls module enables call details creation for phone calls which are not handled
in Voice for Salesforce embedded webphone. The data can include call details from
direct mobile calls, Voice for Teams calls, not answered calls etc. Please note that
Enterprise Calls module handles ‘Direct call’ data type phone calls. Direct call definition is
incoming calls to user’s personal phone numbers and all the outbound calls what user
makes. ‘Service call’ data type phone calls are handled via separate Service Calls
configuration module.

Customer calling the
Account Manager on
direct number

. Call Activity created
";J 3 automatically in Salesforce
under customer contact
Enreach Voice cloud

Call Routing Salesforce Sales Cloud

Call Recording Mo manual input of Call Activities
Call Backs 360° View on Customer Data
Reporting & Analytics

Powered with Al

A
. 4 Account Manager can update the call subject and
. e | details if needed in the Salesforce Mobile App or Ul
Call delivered to the Account Manager's %
s
(

Mobile or other IP voice terminal for 2 """"" -
example MS Teams
o
< W s

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 Enreach cloud side

© Enreach | www.enreach.fi 23



VOICE FOR SALESFORCE BY ENREACH
@ enreOCh Use Cases & Functionality

Vv 1.50

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 soon 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 Enreach cloud user id.
Requirement for this is that the user is also activated for Voice for Salesforce including
External User ID mapping in the user configuration. Admin can configure default Salesforce
user account, which is used as the owner when the above method is not available.

7 Service Calls

Service Calls module enables call details creation forincoming service calls which are not
handled in Voice for Salesforce embedded webphone. The data can include call details
from not answered service calls and/or service calls which are answered in some other
phone terminal than Voice for Salesforce embedded webphone.

8 Enreach cloud management - general use cases

8.1 Voice service pool management

Voice queue management can be handled flexible from different endpoints.
Management capabilities require Enreach cloud Group Manager / Supervisor rights.

e Voice Center web Ul
https://discover.benedesk.com

e Voice foriOS ja Android mobile app
https://play.google.com/store/apps/detailseid=com.benemen.beneapp&hl=en
https://apps.apple.com/fi/app/beneapp/id?897971212l=en

8.1.1 Voice Center Web Ul

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.
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:,'fi:f“m © Set availability _0 salesforce demol @benepac2 com
@ ‘@ Service pools
Home
a £, Serving & Free @ Active (& Active calls £3 Queue length () Max. wait tima

8 Asiakaspalvelu [ ] 0 0 0 0 0 Os

Avaiiabily 5 Japan e 1 1 1 0 0 0Os

IH ©S South Korea [ ] 1 1 1 0 0 Os

Sellings C$ Spain Customer Service Spanish Platinum (] 1 1 1 0 0 0s

E@ CSUK [ ] 0 0 0 0 0 Os

Call information CSUSA [ ] 0 0 1 0 0 0Os

[%l Customer Service EN [ ] 1 1 2 0 0 Os

Directory Customer Service FI ® 1 1 2 0 0 0Os

O Customer Service SE [ ] 1 1 3 0 0 Os

pemo [ 1 1 2 0 0 0s

DemoGueue Poland [ ] 0 0 1 0 0 Os

IVR Deme Poland 0 0 0 0 0 Os

Language Selection Customer Service 0 0 0 0 0 Os

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.

Mol o Setavaiabiiy L8Nl salestorce.dema? @benepacz.com
g
@ + Back to service pool list

Home
8 Sales
2

{l{ Numbers »
Availability

+3584578814276
r“ Serving Fr=e  Active calls Queue length Max. wait time

Setings ® Q1éplo Ro Qo
EG) v A %

© b4 a a
o, ® Salesforce Demo1 i) v @ Available
% ® Demo10 Salesforce L 6 | v Off work
T ® Demo17 Salesforce L 5 | v Off wark
[ ] Salesforce Demod ﬂ v Off work
O ® Dema15 Salesforce —fT) v Off work
Dasﬁfﬂsm ® Demo13 Salesforce O —ﬂ v Off work
@ [ ] Demo19 Salesforce O ﬂ v Off work
Service pool [ Demo20 Salesforce = =] v Off work
management ® Demo21 Salesforce =1 v Off work

3. Settings view is used to manage and modify voice queue workflow
a. Modify gueue announcements, fransfers 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
c. "Details” show more detailed information on the configured workflow.
These are done and modified via Enreach support request
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(SRS
a Sales

fi-FI  Europe/Helsinki

@ & in Use B Announcement 9 Transfor @ schedulo

Basic behaviour
Sarvice open | InQueue_FISeEn vl Open_EveryDay_5-23 w| o
Sarvice closed [ Deraun_senceciosed ~| - Nt et ~|
Pro Wolcome Prompt [ — Not set - - |
Play Once Prompt [ = notset - ~|
Default overflow [ Defaull_CueueFull - | | - Call Back Reques! - -..]
No availabla sgents [ - Noit 96t = - | | .. Call Back Request - v ]

Exceptions
Ad hoc 1 Na n [ benedemo PalvelummeonSuliety | | - NOA 88t - V] [ = T Span -- v]

[Frvmn nw_ 0]8 [ se _ala

- Mol st - v] |--Y|m Span -- vl

Ad hoc 2 n | Incueue_FiseEn v]
[pr2i20 w00 O] @ [0 i 0]M
Ad hoc 3 No n [ Not set - vl |..wo-,w = ..] |..Nolsc = v]

Exceptions

Ad hoc 1 | penedemo PalvelummednSuljetiy v | I = ot set - v] l - Time Span - d |

Ad hoc 2 “ ¥ [InQueve_FiSeEn ~|
|.‘I'l: 021 0100 ﬂlD |,-4-::.-:a.‘: 00 Dlﬂ

Ad hoc 3 No [~ oot et - ~| [ = ot set - ~| [ ot set - ~|

|I-‘-‘n-‘:°)| 13109 ﬂln ||‘-::.-:a.-: 18100 t!lt!

- Not set - v [ - Mime Span - ]

Exceptions when closed

Ad hoe 1 |w3¢ ‘.| I..No:sﬂ.. ..] [--Nolsel-- vl
Ad hoc 2 | Nt set v | | - Mot set v] [ Not set - |
Ad hoc 3 [ - Mot set ~| [ - mot set - [ - Mot set v

© Dolabs 4 Crasto new promat

8.1.2 Voice foriOS and Android mobile app

Voice for iOS and Android provides easy to use and feature rich Enreach cloud voice
channel management in Android and iOS smart phones. In addition to managing service
pool voice queues, admin user may also set and conftrol voice queue alarms and
noftification via mobile app. Possible noftifiations are delivered as push notification to the
mobile device.

Voice for iOS and Android 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.
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Home Statistics
Available >
Continuous

. Receive
Work number calls (+358293701239)
* Receive direct calls: Yes
* Receive pool calls: Yes
, Transfer if not answered: To
voicemail
Mobile number calls (+358400835862)
* Receive direct calls: Yes
® Receive pool calls: Yes
. Transfer if not answered: To
voicemail

QO Voicemail >
No new messages

&), Service pools >
Not serving in any pools

Display number >
Mobile number
2 9w

Contacts Call cases

History

sl ol X a2 a2

Service pool managem...

Receive pool calls <)

All Active

® Test Bene 1

Serving Active  Queue length
0 2 0
Test Bene 2 - Queue
Management Testing
Serving Active  Queue length
1 1 0

® Test Bene 3 - Freewaiting

Serving  Active  Queue length

3 6 0

® Test UK Call channel

Serving  Active  Queue length

2 o 1

Contacts

History

8.2 Dashboards and Reporting

8.2.1

Real-time monitoring dashboard

R © %100 % =0 18.42

(@)

Followed

D e

Max. wait time
00:00

A e

Max. wait time

00:00

Max. wait time
00:00

Max. wait time

Call cases

ol il 2 2 a2 R) © $100 % =0 18.43

Notifications

. Test Bene 2 - Queue
Management Testing

Max. wait time

00:00

sering Active Queue length

1 1 0

A Notifications are displayed on your mobile

" device if the conditions below are met for

this pool. The notification is displayed only
once and then the condition is cleared.

MAX WAITING TIME

[Smin Osec J

SERVING AGENTS

[ Less than 2 }

CALLS IN QUEUE

[ More than 3 J

@ Remove all

Close

e Service pool voice queue real-time monitoring dashboard is available via Voice
Center web Ul hitps://discover.benedesk.com -> Service Pool Management.

Selecting any queue will open more detailed view of the queue.

Voice Center

L&l saiestorce demon

Yokce G 1 availabilty nepac2 com
@ ‘@ Service pools
rome a £, Serving U Fres © hctive & Active calls £ Queus length @ Max. wait time
8 Asiakaspalvelu [ ] 0 0 0 0 0 0s
Avaitabildy 5 Japan e 1 1 1 0 0 0Os
IH ©S South Korea [ ] 1 1 1 0 0 Os
Sellings C$ Spain Customer Service Spanish Platinum (] 1 1 1 0 0 0s
E® CSUK [ ] 0 0 0 0 0 Os
call informatior csUsA o 0 0 1 0 0 0s
[%l Customer Service EN [ ] 1 1 2 0 0 Os
Direclary Customer Service FI [ ] 1 1 2 0 0 0Os
Customer Service SE [ ] 1 1 3 0 0 0s
pemo [ 1 1 2 0 0 0s
DemoGueue Poland [ ] 0 0 1 0 0 Os
IVR Deme Poland 0 0 0 0 0 Os
Language Selection Customer Service 0 0 0 0 0 Os
© Enreach | www.enreach.fi 27


https://discover.benedesk.com/

VOICE FOR SALESFORCE BY ENREACH
@ enreOCh Use Cases & Functionality

Vv 1.50

:""i“ f“"‘“ @ Setavailability P salesforce .demo1 @benepoc2.com
v enreac .
@ + Back to service pool list

Home
g Sales
8

{l{ Numbers »
Availability

+3584578814276
r“ Serving Fr=e  Active calls Queue length Max. wait time

Setings ® Q1éplo Ro Qo
© ¢ A N

©] < 8 A
mm?;é‘:“m [ Salesforce Dema w—(T] v @ Available
% ® Demoa10 Salesforce L 5 | v Off wark
T [ Demo17 Salesforce L 6 | v Off work
. Salesforce Demod ﬂ v Off work
O [ Demo15 Salesforce (] q v Off work
Das‘ﬁfmm [ ] Demo13 Salesforce m —ﬂ v Off work
g ® Demo19 Salesforce ] ﬂ v Off work
T ® Demo20 Salesforce O L 5 | v Off work
s ey [ Demo21 Salesforce O L 5 | v Off work

e Additonally Service calls tab can be used to see in more detail ongoing and
recent service calls.

@ % Service calls

eie Start time End time Entry service pool 7 Last service pool 7
& 13/12/2021 17:00 an ‘“. 12/2021 19:00 O | B [19 selectes +| [19 selected < | & More
Avaiapiity User» Role 7 Result 2 Source number
il Not sat ~] [Alocated ~] [an <]
settings

An . « Call resuit Source number Entry service pol Answering user WaiTims
12116/2021 516 PM Abandoned +358400835862 Asiakaspalvelu 0015
Call information o
12/16/2021 5:15 PM Avangoned Language Sefe 0:18
(]
Directory 9 P <, O . P
v 1 T anguage Sele Salesiorce Demo 001
o
O 12/16/2021 258 PM were Language Selection Cusiomer Service Customer Service EN Salesforce Demot 00.06
CC Dashboard e
1216/2021 12:56 PN red Astakaspalvelu Open Case Salestorce Demot °
16/2021 1. P Customer Service SE 0N
(]
1211672021 12:53 Ph A tomer Service SE
L]
1211672021 12:44 P Asandoned Customer Service EN 0026 -

¢ More advanced real-time dashboards & info monitor views can be provided via
Voice Analytics and/or Voice Monitor web reporting services and tools, if given
service modules are purchased and configured for the customer. When
configured, these online tools can be accessed via Voice Center web ui.
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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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8.2.2 Reporting

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

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
Voice Center web Ul by users / admins with reporting manager rights.
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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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