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1 Document Purpose

1.1 Introduction

This document describes the use of the Odigo for Salesforce connector.
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Note: For the installation and configuration of the Odigo for Salesforce connector, referred to Odigo
for Salesforce Admin Manual.

1.2 List of features [Update 10.69]

Odigo for Salesforce connector features are:

Sales Service Lightning
Cloud Cloud
Console

Allow agent to manage his presence: log on, log off o a o
and put themselves on a break —4 ~ 4 - J
User can change his number, template or skills at
login (Free Seating) or in real time. = - J -
Agent receive qualified inbound calls via IVR with or
without preview = -4 =
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Sales
Cloud

Service
Cloud
Console

Lightning

Agent can do outbound calls:

Via Click to call, Entering a number, Phone
Book, Agent or skill

Via campaign mode

Personalize the phone number presented to
customer [Update 9.2]

Callback

Automatic launch a callback at a specific date
with or without agent Preview

Plan a Customer Rendezvous

o Optionally create a Salesforce event
(linked to the contact) in Salesforce
calendar.

Upload Callback Campaign from Salesforce
[update 10.25]

Callback qualification pop-up to reschedule or
close a callback

At each call, search a Salesforce record depending
on the customer phone number, skill or an ID
number:

e Automatic or manual search (magnifying
glass) via Salesforce Open CTI Softphone
Layout

e Display a search screen in the case of
multiple occurrences

e Display a new contact screen with the
number pre-entered in the case of a new
customer

e Call/run a specific search script via
Salesforce Open CTI Softphone Layout
[Update 9.12]

Activity creation

e Automatic or manual,

e Containing the information of the
conversation (Duration, Type, etc.)

e Agent Activities List Screen include

e Can be pre-filled with note taking during
the conversation (Call Log)




O

Sales
Cloud

Service
Cloud
Console

Lightning

Call transfer:
e To a Free number
e To a mini directory
e To a skill or agent with availability display
e To Active Directory [New 10.69]

e In supervised, semi-supervised or blind
mode

e While on a call with second agent,
possibility to switch or to do 3-way
Conference calls

e Click to transfer [New 8.0] while in
conversation

Call Recording

e Automatic or manual button to record
conversation

e Voice Record Tags [New 6.5]

e Send it by an e-mail or store it on ODIGO
Record in post-call phase.

e Listen Voice record from activity [Update
7.1]

Send SMS

Realtime Supervision and Statistics for the
supervisor

e Display agents and gates status and metrics

e Supervisor can listen, record or change
template/skills of his agents in real time [New
5.0]

e Also available on SALESFORCE1 (MOBILE)

Specific Statistics and supervision screen are also
available for the agent

Manage ODIGO User Access from SALESFORCE
[New 5.0]

External JavaScript to personalize CTI Behavior
[New 5.0]

Call Script [Update 10.30]
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Sales Service Lightning
Cloud Cloud
Console
IVR Survey [New 5.9]
Call&Pay [Update 7.1] ‘
Personalization of « Support & Version information » _ ‘ ‘
ODIGO Calls via SALESFORCE1 Not apply Not apply Not apply

Multiple Odigo Configuration [New 5.3]

API Mode for SALESFORCE callback or campaign
(WS99API).

Insert ODIGO Unified Ticket in SALESFORCE (Missed
call, ...) [New 5.0]

Omni-Channel Presence synchronization [New
5.0]

Omni-Channel External Routing [Update 10.38]

- Case (Mail, Social Network) and Chat with Odigo
V5.2+

- Lead with Odigo V5.3+

- Custom Object and Messaging
engagement) with Odigo V5.7+

(Digital

WebRTC [Update 10.62]

- Agent can do/receive calls from customer with its
internet browser (Chrome + Odigo V5.3+)

Softphone
- Compatible with Softphone V6 only

Language [Update 10.18]

- 0Odigo Connector is available in English, French,
and Spanish

Check the release notes provided at the end of the Administration User Guide.




2 User guide

2.1 Introduction [Update 10.3]

The agent logs him on http://login.salesforce.com using his SALESFORCE identifier.

The display and use of the OPENCTI Odigo for Salesforce depend on what has been configured by your
SALESFORCE administrator for your Salesforce user account.

211 Lightning Mode [Update 10.3]

In « Lightning » mode, The OPENCTI Odigo for Salesforce connector is displayed at bottom left corner.
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Update 10.3: New graphical Charter for CTI and pop up

10


http://login.salesforce.com/

O

In standard mode, the OPENCTI Odigo for Salesforce connector will display on the top left of your
screen:

21.2 Classic Standard Mode [Update 10.3]

.
OdlgG i - i kin | iy (i CID
Accowsm  Cootacts  Cases  Campaigs Odigo Sup Coafigur Odige |
fhecrmnect O % E
C &t:\. e Fize

Tusnsay 29 twnaay IC18

Shin | Destdnars

M Sww Feast
Avadinin

O opan + Dashboard befrosh Cunbemes g
0 ° o A5 ot HEBATEIG 17 44 Duplyrg 2w o Ohvw Faw
W Utilisateurs connectés NB d'activites terminéss Joutées & Sales
M Los 7 damiars jows Loe M dermiers foury Wb 60 oornoses
: Asngoss Fasced Coum . /
O Ot Tice 2 :
¥ i
LA !
il bl ot e
Apw 700 Sevwrtw 1
I 3 -..'u;.‘i. o
s KR .o e N
Complete Ouie Staten Sutpect fama Femted Tn Accout
24052019 Nom démand Email Verty sowr Symatiros Emavl Routing Address foliles ]

Update 10.3: New graphical Charter for pop up

You can change it from compact to extended mode by clicking on the small arrow.

In compact mode, the connector changes to extended mode automatically when a call is taken and
closes again on wrap-up.
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Note: If you are using multiple tabs in your browser in standard mode, the automatic display of the
contact record and activity creation features must be disabled, otherwise everything will pop up
several times. However, a manual way to display corresponding contact record from CTI is available.

11



O

Console mode is highly recommended for Contact Center which chain numerous callbacks and are
doing Omni-Channel works.

21.3 Classic Cloud Console Mode [Update 10.3]

In this mode, the OPENCTI Odigo for Salesforce connector is displayed on the bottom right.
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Update 10.3: New graphical Charter for pop up

Note:
- The connector can be displayed horizontally or vertically depending on the choice made by your
SALESFORCE administrator.
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&
2.2 Connect / Disconnect [Update 10.29]

You must indicate your presence on the ODIGO telephony system to be able to receive or make
outbound calls.

2.21 Logging on

To do this, click the "Connect” button on the top right of the connector

(& ® Skills Dashboard (@)

Available -

[ ]
odigc
(9 00:00:00
E
You are currently logoff

with ofize

How to Log in H =

1. Click the top right Connect button
2. A popup window will ask you to
indicate your phone number and
choose your skills for the session
3. Then validate to receive voice

interactions.

Im case of |ssues, call us at (415) 123 4567
or mall us at malkghotiine.com

Visit us at Odigo.com

When "Available" status is displayed, inbound calls from your customers may be taken on the
telephone number entered in the user's ODIGO profile.

You can use the SALESFORCE "Click to call" function straight away to make outbound calls.
Note:

13



— By default, the connector retrieves the last known state of a user. So, if you close your

browser during a previous session without having disconnected, you will automatically
return to your previous state (For example, "Available" or "Break") as you left it.

— The two counters are respectively the time you have been in the current state and the
time remaining in this state (For example, for a break or wrap-up).

— During the session, if a message of the following type is displayed:

Cannot connect with ofized user

Carry out the following checks:

Message Action

Log on error with user "xxxx" Check the ODIGO username "xxxx" entered in
the "SALESFORCE user" record is correct and
exists in the ODIGO administration (don't
forget the export!)

Telephone number being used by another | Ask your ODIGO administrator to check the
agent. (WS108) configuration of your user account

Telephone number being used by dynamic
routing. (WS111)

No skill can be selected for this agent.
(WS103)

14



2.2.2 Disconnect

To do this, click the "Disconnect" button on the top right of the connector.

(o
®

Skills Dashboard @

Available -

digc
(©) 00:00:00 0 |g0

El
You are currently logoff

with ofize

i - How to Log in

1. Click the top right Connect button
2. A popup window will ask you to
indicate your phone number and
choose your skills for the session
3. Then validate to receive voice

interactions.

Im case of Issues, call us at (&415) 123 4567
or mall us at malk@hotiine.com

Visit us at Odigo.com

When "Logoff" status is established, no more inbound calls from your customers will be sent to you
and you will no longer be able to use the SALESFORCE "Click to call" feature.

15



O

This feature requires the agent to be authorized to change their type of phone, phone Number, skills
template in ODIGO.

223 Free-seating and managing for skills / template at connection [Update 10.52]

It allows the agent to change ODIGO default information when they connect:

- b | -._\ - . .
(& @ ¢, Connection informations

Phone Type

Od i g G Telephone -

Fill in your phone number

You are currently logoff

»
with morgane2 0630481372 <

How to Log in

Select a model
1. Click the top right Connect button

2. Indicate your phone type, your Default Configuration -
phone number if necessary, your

template, your skills and your

SKILLS CAMPAIGN
campaigns
3. Then validate to receive voice
interactions. SKILL LIST ACTIVATED
Compétence Démo
Incase of Issues, callus 3t - SEI"E'S-fDFCE‘ [:asg
or mall us at hotline-cllemt@pros
Salesforce Chat

Visit us at odigo.com

Remarks for free setting:
1) Numbers are proposed in the following order:
e The phone number in the SALESFORCE user record for the user (Phone Field)
e The phone number in ODIGO

16



2) If the field is blank (displayed blank or entered blank), an error message appears, and the

connection cannot take place.

O

3) [New 10.52] In Odigo 5.6+, Agent can test his phone before logon by clicking on phone picto
next Phone Number field: A test call is emitted to the Phone to make it ring.

224 Free-seating and WebRTC [Update 10.90]

This feature requires the agent have the WebRTC telephony configured and the “Allow agent to modify
their WebRTC sound options” option activated in the package configuration.

It allows the agent to change their WebRTC sound options:

- Microphone input
- Speaker output

- Ringtone output if "Play ringtone on separate device” checked

odigc

You are currently logoff
with morgane2

How to Log in

1. Click the top right Connect button

2. Indicate your phone type, your
phone number if necessary, your
template, your skills and your
campaigns

3. Then validate to receive voice

interactions.

Incase of lssues, caflus a3t -33 811011234

A all ue 3t hotline-cllent@ neasodls com
or maill us at hotline-Clienti@prascdie.com

Visit us at odigo.com

¢/ Connection informations

Phone Type

WebRTC -

Fill in your phone number

Select a model

Default Configuraticn -

SKILLS WEBRTC ®

l.!.l Par défaut - External Mic (Realte =

*J:I Par défaut - Realtek HD Audic 2t -

Play ringtone on separate device

A Pardéfaut- Realtek HD Audio 2t =

17



o

- The ringtone is played on the output device if the “Play ringtone on separate device” is not checked

Remarks :

- The WebRTC sound options can be changed during a communication

- The WebRTC sound options can be selected at logon without free-seating rights

18



2.3 Break

It is possible to temporarily stop receiving calls by selecting one of the break options from the list.

G Skills Dashboard @ Skills Dashboard @
Available - ||
Available
() 00:00:01 (+101:29:59
)
| 4] ﬂ e ﬂ
2 | s -

The break is exited automatically after a certain time (configurable in ODIGO). You can shorten this
time by clicking on the "||" button or selecting the status “available” again.

19



&
24 Outbound call [Update 10.28]

241 How to make outbound calls under ODIGO

The agent must be authorized in ODIGO to make outbound calls and be in "Available" or Odigo Activity
(Break, ...) status.

The agent is called first and then the customer is called and connected to agent.

At the end of the call, the agent returns in its original status.

24.2 Click to Call
You can call any number displayed by SALESFORCE by clicking on it.

.
- i 2
odige B RR T X
:it Contact Center Contacts -
E Contacts N [— AGY 60 Carmouia
My Contacts v iow moort  Aod to Campuig -
-5 3 N Contaces - . 2 oo ! @ m S 73E,Y
3 e - So%ed by Name - Fitaced by ol contacs - Accowt Name « Updned o fow seconds ago
NAMYE ¥ Vv ACCOUNT NAMY o T v  PHONS v FMaAlL v CONTACT OwWN
¥ - i ) OFim -

 Avalable

The dialed number is displayed in the connector and that changes the status into "Alerting”. The
SALESFORCE agent's phone starts ringing:
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SALESFORCE agent picks up the phone and then, ODIGO dials the customer's number : Connector
changes to status "Customer Alerting" and customer record is displayed :

odigc Top : *x-@? e dS
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L Customar Alarting
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When the customer picks up, connector switches to "Communication”:
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Contact
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 Communication

Crapes suivantes

To end up the call, agent can either hang up the phone or click on the "Hang up" button.
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24.3 Open Number call

Click on "Outbound Calls" and enter a number to dial, then validate:

&y Skills Dashboard (@)
Available b
Call type
(© 00:00:00 @® Open number

() Phone book

) Skill
@B

Open number

Fill in the number

= = 0630481372

G Qutbound call

The number dialed is displayed in the connector which changes to status "Alerting". The system then

acts in the same way as for a "click-to-call" call as described above.

23



244

Phone Book call

Click on "Outbound Calls” and select a number on a directory, then validate.

C

{
i

Skills Dashboard @
fvailable -
(©) 00:00:00

(c e
=
[ |

G Qutbound call

Call type

(0) Open number
® Phone book
(O Skill

(0 Agent

Phone book

Mini-Directoryl

Entries @

Filte

Contact 11-1111111111
Contact 12 - 222322373222

The dialed number is displayed in the connector which changes to status "Alerting". The system then
acts in the same way as for a "click-to-call" call, as described above.
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Click on "Outbound Calls" and select the option Agent in Call Type list: this will display the list of
agents with background color based on their status. Select an available agent then click on Validate.

Yy Skills Dashboard (@)
G Outbound call

245 Agent call

Available
Call type
(9 00:00:00 () Open number

(_) Phone book

O skil
El ® rsm

Agent C]
1] =
Filte
[

Additional data

The Agent dialed, displayed in the connector, changes his status to "Alerting". The system then acts
in the same way as for a "click-to-call" call described above.
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Click the "Outbound Calls" and select Skill option as CallType which will display the list of skills enabled
for logged in agent. Green and Red background colors of skill if it's available to call or not, select an
available Skill and click validate.

2.4.6 Skill call

Skills Dashboard @

(:r' Qutbound call

Awailable -
Call type
@ 00-00:00 (O Open number
(O) Phone book
® Skill
(O Agent
Skills (C)
= Filte

Additional data

The Skill dialed is displayed in the connector which changes to "Alerting" state. The system then acts
in the same way as for a "click-to-call" call described above.
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If one or several “presented phone numbers” have been indicated by your SALESFORCE or ODIGO

administrator, a new “Presented phone number” section is now displayed in the “Outbound Call”
Popup:

24.7 Personalize the phone number presented to customer [Update 10.94]

G Outbound call

Call type

(® Open number
() Phone book
(O Skill

(O Agent

Presented phone number

Select number

FRAMCE (+33123456789) -

FRANCE {+33123456789)
O| 0THER COUNTRY(+473333333333)

Fill in the number

Then, on validate, the call is emitted with the presented phone number selected by the agent.

By Example, if agent selects "FRENCH IVR” item, the Customer will see an incoming call from
+33171087348 or if he selects "OTHER IVR” the Customer will see an incoming call from
+47333333333.

Important note about ClicktoCall behavior modification:
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— If several “Presented phone numbers” are indicated in the configuration then the SALESFORCE

“ClickToCall” feature will now display the “"OutBound Call” pop-up to let the agent select one of
the phone numbers to present before emitting the call.

— If there is no or only one “Presented phone number” indicated in the configuration then, the
“ClicktoCall” will emit directly the call (without Popup) with this “"Presented phone number”.

— The presented Phone number can also be dynamic, depending on the context of ClickToCall
(sample: Presented Number depends of contact country). Ask your SALESFORCE administrator
to know the exact configuration [Update 9.2]

— From Odigo version 5.12, if the STIR/SHAKEN feature is enabled in Odigo Admin, if a presented
phone number is not added to the STIR/SHAKEN list, the default phone number set in
STIR/SHAKEN will be displayed instead of the selected phone number. So we recommend to
use only Outbound Caller ID in Odigo agent profile.
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O
2.5 Receiving calls [Update 7.1]

The customer calls a voice server to be put through.

The caller's number and the skill selected on the IVR is displayed on the SALESFORCE user's connector
until they pick up. The customer record for the number is displayed opposite the connector
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N Cvtamrn Tl atine

« Adrting

When the SALESFORCE user picks up, they are in touch with the customer. Their connector appears
as shown below.
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To finish the call, the user can either hang up their phone or click on the "Hang up" button.

L Communication

29



The connector then changes temporarily to "Wrap Up" state. Like break state, this state prevents
further calls being received for a period configurable in ODIGO.

An activity is automatically saved when the phone is hang-up. This activity is displayed to the
SALESFORCE user who can add qualification information to it.

Modifier Inbound call of the 2019/01/29 at 18:48

Task Information

* Assigrood Tu

N Orbvder im

" Suject
Inbound ol of the 2013/01)29 0 1848

D Dats

29/01/2019

Compers

At the end of the configured WRAP-UP time, the connector automatically changes back to available
state.

Note: That the activity created automatically got all the Odigo call Information.

. ~
Odlgc v OE-EE-F R
::s Contact Center Contarty v 0 2onm v X
@ o I lnvound ra.. «

v ODIGO Information

Cal typw Carrpaign
Inbownd

ol 247t Yime Foler 1D
20/01/2019 1602 Pas do dossier
Cok ond tivw

26/01/2019 1603

Cob durwion Coll rosum
000025

Cadl ! ywnssry

ey mum e Call Tall tne
0630651372

Cab ID Survy nanve
Sc5060030enOW0001 760201 ’

Survay loratien
IV Nuentier Survey soom

0553820471

it

Wading Srme SMS D

v

Note: You can listen the ODIGO record directly in the post-call activity, few minutes after the
conversation had been ended.

30



O
2.6 Receiving calls in Preview mode [Update 11.4]

This feature requires the ODIGO gate to have been configured in Preview mode.
In this mode, the call is presented to the agent, who decides whether or not to take the call.
— If the agent accepts the call, the communication with the customer is established.

— If the agent rejects it, or does nothing for a configurable period, he returns to available state
and the call is distributed to someone else

(9 00:00:05 (*:00:00:44

(;' Preview inbound 00:00:04

2 0630481372

i I=—= 5 Sklli_163

o _ W Pas de dossler Deny

Call time 10h35'08

Waiting 0'00

Gate: Skill 163
Rfap:669a252fDeni0wlaacbe0201

Note:
- It’s possible to activate (or not) the contact information retrieval on preview.
- A countdown indicates the remaining time before the call is auto denied

- If the preview popup goes to the back, is closed or if the popup display is blocked by the browser,
it's possible to display and to bring back it to the front by clicking on the button “Display preview

popup” at the top of the CTI.
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If the “Activate background activity notifications” option is activated in Odigo admin and the browser
notification is authorized in the browser agent, when a call in preview mode is presented to an agent,

a browser notification is displayed if the agent doesn’t have the Salesforce tab displayed on his screen.
If he clicks on the notification, he comes back on the Salesforce tab.

@ Google Chrome

Inbound call - Odigo for Salesforce

Click here to go back on Salesforce!
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2.7 Actions during a call

During an inbound or outbound call, the SALESFORCE user can do the following:

G Dashboard @

Communication v

(9 00:00:03

E S

i 0183820471 < DEMO

2 0630481372 mm Pasdedossler

Call time 16h06'55
Waiting 1'06 (0'30 announced)

Gate: Voice Demo

Record Put on hold

Transfer

271 Hang up

To finish the call, the SALESFORCE user can either hang up their telephone or click on the "Hang up"
button.

2.7.2 Put on hold

The SALESFORCE user can put the person they are talking to on hold by clicking the "Put on hold"
button. The connector then appears as shown below.
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G Dashboard @ G

Communication v

(9 00:00:03

E 0

i 0183820471 < DEMO

2 0630481372 mm Pasdedossler

Call time 16h06'55
Waiting 1'06 (0'30 announced)

Gate: Voice Demo
Put on hold

Record

Transfer

Dashboard @

(9 00:00:03

# 0183820471 < DEMO

2 0630481372 mm Pasdedossler

Call time 16h06°55
Waiting 1'06 (0'30 announced)

Gate: Voice Demo

Transfer

O

G Dashboard @

Communication v

(0 00:00:03

E

i 0183820471 < DEMO

2 0630481372 m Pasdedossler

Call time 16h06'55
Waiting 1'06 (0'30 announced)

Gate: Voice Demo
Put on hold

Record

Transfer

While they’re waiting, both customer and call center agent hear the music on hold.

Use the "Resume" button to continue their conversation with their customer.
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While talking to their customer, the agent can start recording the conversation by clicking the "Record"
button:

273 Agent Recording [Update 5.0]

-
(&} Dashboard @ Pachbosid @
Communication v Communication -

(© 00:00:03 (@ 00:00:12
ca O]
i 0183820471 < DEMO i 0183820471 « DEMO
2 0630481372 m Pasdedossler 2 0630481372 m Pasdedossler
Call time 16h06'55 Call time 16h06'55
Waiting 1'06 (0'30 announced) Waiting 1'06 (0'30 announced)
Gate: Voice Demo Gate: Voice Demo
Record Put on hold Stop record Put on hold
Transfer Transfer

A Record icon is displayed at the top of the connector during the recording.

A "Stop Record" button is enabled to stop the recording if the option was checked in the ODIGO profile
for the agent

The recording is sent by e-mail to the user (email address configured in Odigo) or sent to Odigo Record
Servers depending on ODIGO configuration.

35



During a recording and/or when a supervisor is listening to the agent, the following icons are displayed

in the connector:

274 Recording and listening by the supervisor [Update 10.94]

Lommunicatic

(D 00:01:05
E 08 A
i Outgolng call -
2 ]

Rfap:awmdjtgdOocbkB5t2nkd39Ifsg8li0]

Record Put on hold

Transfer

Notice: If your supervisor is recording you and you have the right to stop a recording, you can
refuse this recording by clicking on “Customer doesn’t want to be recorded” icon.
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If you have Odigo 5.6 AND your Salesforce administrator has chosen the option “Replace Stop
Supervisor Recording by Pause/Resume Supervisor Recording”, you can Pause and Resume the

Supervisor Recording by clicking on the pictogram:

Supervisor Recording ON

(Pause in Possible)

G @ Dashboard @
Communication -
(©) 00:00:01

BB

i 0183823580 = wil

A 0830481372 m ABC123

Call time 14h35'04

Waiting 0'07

Gate: GT Voix 60 and 61
Rfap-62b%a3f5Rece0al003000201

Put on hold

Transfer

Supervisor Recording OFF

(Resume is possible)

c E_{} Dashboard @
Communication -
() 00:00-06

B A

i 0183828560 = VB0

& 0630481372 m ABC1Z3

Call time 15h06'08

Waiting 0'29

Gate: GT Voix 60 and 61
Rfap:62b%ab3dRece0a0003310201

Put on hold

Transfer

Note: You cannot start an Agent Record while the supervisor record is in Pause or Resume.
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275 Send digits to an IVR [New 10.88]

o

If you are in a WebRTC call and need to send some digits to an IVR, you can use the dialpad available

under the fourth button of the CTI.

C Dashboard (@)
Communication v
(©00:00:17
[ 3 | =l
£ Calllogs

g Outgolr ( # Dialpad

0618032401 |

Rfap:awqcpqji0s79iac26dgdj4dojoj8501

Record Put on hold

Transfer

¢
Communicatian
(9 00:01:37

Dialpad

2489

Dashboard @
X
3
6
9
#
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2.8 Transfer [Update 9.8]

For agents with transfer rights (rights configured in ODIGO), the "Transfer" button appears on their
connector when they are in communication with a customer.

Note (Update 9.8): when the agent clicks on transfer button, the customer is automatically put on
hold until the agent does the transfer or resume it.

2.8.1 Transferring to a free number

Whilst in communication with a customer, the user can transfer the call to a free nhumber (no-one
presents under ODIGO) by clicking the transfer button and entering the number:

G Dashboard @

= = ¢ calltransfer
ommunication v

TRAMNSFER TO TRANSFER MODE

() 00:00:03
Q IO Open number (O] Supervised

(O) Phone book () Half supervised

) skill () Blind
o

Open number
0183820471 < DEMO

B

Fill in the number

0630481372 m Pasdedossler

Call time 16h06'55
Waiting 1'06 (0'30 announced)

Gate: Voice Demo

Record Put on hold

The user who is transferring the call may at any time:
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— Toggle between the customer and the number to which the call was transferred via one or

more clicks on the "Switch interlocutor" button

— Initiate a 3-way conversation through the "3-way conference" button

2.8.2 Click to transfer [New 8.0]

If Click to transfer feature is activate in configuration, when you are in conversation with a customer
you can click on a number and then the transfer windows will appear with external pre-filled number:

N . P W@ A

B Supwvhun | o i e i 1) e —

& Opw

At atior
v Actuun e
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O Ageer
B & e Qo i - i e
\ +001589455360 Pt Damos? £
' - nusts 1
B 0123320671 o CEMO 3 iz
4 X SULSENN L F
S AR B Maide damie 012N 0891
Related Details Activity Chatter
Coll b 1ORLT 0 S — —
Waltnyg 006 {0530 anncunced|
Gt Yiciew Dweres We found no potential| Now Task  New Ewrt  Logae Cal Ew
[ Pt o bold Q Contacts (1) Crealn 8 Lk Adt
Timrswber £°1 Fablem Al
s Fhters Al time « A% activithes « AR typwa
Ermei Lasiun O buntry m e E
#nn L 14102154854
. Communication _
v

Then press transfer button to start it.

2.8.3 Transferring to a Skill/Agent/Mini directory/Active Directory or UCaa$ [Update 10.90]

These modes are identical to the previous except that the agent is invited to select a skill, another
agent last name and first name or a row in a directory, instead of entering a phone number.

Access to these transfer options complies with the transfer rights defined in the profile of the ODIGO
user.
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RANSEER 11

¢ Calltranster

TRANSFER MO

C Call lransfes

o

THANSFER 1O TRANSFER MODE

perdsed
Half supervisad

() Blind

Phone book

Mini-Directoryl gt

Entries ®

G Call transter

TRANSFER TO

) Open number

) Phone book

5.10 only

TRANSFER MODE

® Supervised

O Half suporvised

O Q Bling

Active Directory (c]

@ Al O Avasilable

v
Tramsfer

5.11 and above

Q Aot Oiiins

‘G Corwacton LR TRAM

Notes:

1) Skills and agent’s availability is displayed through colors.

= Dynamic routing not enabled for the gate

- Green if at least one agent is available for this gate

- Red otherwise, with the number of communications in progress between parentheses and the
number of calls waiting on the gate

41



&
= Dynamic routing enabled for the gate

- Green if no waiting call for this gate

- Red otherwise, with the number of communications in progress between parentheses and the
number of calls waiting on the gate

2) Agents can initiate a transfer call to an active directory or UcaaS user. Active Directory or UCaaS
search results are Display Name, Photo and Presence (If known)

- This search is only Available with Odigo 5.10+ version

- Search on Azure Directory only in 5.10, on UCaaS (MS Teams, RingCentral) from 5.11+ version
- You need to enter almost 3 characters of the name to launch search

- Result is limited to 10 persons

- Transfer on MS Teams users can be done with the Direct Routing solution if the search filters are
configured with the Direct Routing dialing mode from the 5.11+ version

2.8.4 Transfer modes

Three call-transfer modes are available.

2.8.4.1 Supervised transfer

During the call transfer, you connect to the second agent. The 2nd agent will take the customer’s call,
once you 1%t agent, hang up. The second agent is then automatically connected to the customer. If
the second agent hangs up, the customer is automatically returned to you.

When you are connected to the second agent, you may make the call consultative or switch to a 3-
way conference with the customer.

Once you have switched to 3-way conference, it is no longer possible to make the call consultative or
take it back.
2.8.4.2 Semi-supervised transfer

During a semi-supervised transfer, you cannot connect to the second agent, you have to wait until
the customer is accepted (second agent picks up or queued in ODIGO).
If a failure occurs, customer’s call comes back to you.

2.8.4.3 Blind transfer

During a blind transfer, you are freed immediately. If a failure occurs, the customer will be deterred.

42



285 Using the "Additional data" field

O

When initiating the transfer, the first agent may enter data to be displayed on the second agent's

connector:

¢ cCall transfer

TRAMSFER TO TRAMSFER MODE

() Open number | (@ Supervised

() Phone book () Half supervised
() skill () Blind

@ Agent

Additional data
This is the context

Agent ®

Filter

C ©

Communication -

(D) 00:00:44

B 0183820471 = DEMO

2 0630481372 m Fas de dossler

This is the context
Transferl: Voice Demo (Agent Olivigg

- oice [lenmo
Bfarn-S5c 5N ThAANcniTed 00141 0RO

Resume

Switch
interlocutor

Note: The additional data is also saved post-call in the activity of the agent who initiated the transfer.
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2.9 Displaying a contact, case, opportunity, page, based on phone number

A record (contact, case, opportunity etc.) related to a caller's number, appears on an inbound call or
on a callback campaign during the "Alerting" event.
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According to the configured rules for displaying records set by your Salesforce admin (see installation
guide), the following information may also be displayed:

— New contact in the event of an unknown telephone number

— List of contacts if the number relates to more than one
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210 Creating an activity

An activity is automatically created and attached to the last SALESFORCE object viewed once the call
is over.
This activity is then made available to the agent who can change the data on it or attach it.

odige " @ res @

i Contact Center Ocigo Cantguation  ~ [0 Ciéwer Fiw v %

Task
[ AR R P S S
MY Rwtaat T,
Hiviwr Flam
Detals Retated Chattar
T - May
Calt ek of the 20200071 28 at 1200 Oitewr Firm
can
Lot T Vgrest
Orxtound 9'3"""' Fan 01

v DDIGO Informatan

“ e
Taflbach
kvt thre Pairder 11}
FRI07I 200 13209

Calt wovit rve

J8107 (20 13-03

o riin
00004

o

St I ona 42000 2000001

~ Odigo Record

ne 1 4 —

[T

> Other Infoermstionm

Note:

— The ODIGO fields for the activity are automatically pre-entered by the connector depending on
the call context.

— The “Name” field can only be related to these objects: “"Contact” or Lead

— The “Related to” field has been verified for these objects: “Account”, "Campaign”, “Case”,
“Opportunity”, “Product”
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2.11 Send Text Messages [Update 11.5]

This feature requires use of ODIGO 3.4. The agent must be authorized in ODIGO to send Text.

To do this, click on the "Send Text" icon, then enter the message to be sent and click “send” button:

Skills Dashboard @
¢ Send Text

Available -

@Dﬂ 0000 Fill in the phone number

0630481372

Select a model

- Template 1 -

Editable text (640 maximum characters)

Thx for your call Agent Olivier

The telephone number is pre-entered with the number of the last call or that in progress.

You can select a ODIGO Text Message template to pre-enter some text. The variables in these
templates are replaced automatically by the following data from the last call or that in progress:
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— Gate: #GATE_LABEL#

— The agent's name: #AGENT_NAME#

— The caller's number: CDDI #CALLER_DDI#

— File number #FILE_NUMBER#

— IVR number: SDDI #SERVICE_DDI#

— The agent's first name: #AGENT_FIRSTNAME#

— Rows from the connector: #OPTIONAL_DATA_1#, #OPTIONAL_DATA_2#, ...

Note: A SMS activity
is automatically
created with the text
of Message as
comment.

Like call activities, it
is automatically
associated to the
record displayed
behind at the time
the Text Message
was sent.

You also can send SMS by the “"0Odigo - Send SMS” component, if your Salesforce administrator added
it in a record page like the Contact record page.

3 e found ns potentisl dapicates of this Contact.
u Opporsanizes ) - ——lt e e

' e
[ cxmem

[ Motes & Arsactimants (0)

Actintty Cratiar

e g-'gi-rgi-

a Campaign Meery (0)

The phone number is automatically filled in by the phone numbers found in the Contact page, in this
order of priority: mobile phone, phone, home phone, other phone and assistant phone.

You can use templates to pre-enter some text, but it doesn’t use the Odigo SMS templates, it is the
Salesforce Classic Email Templates configured by your Salesforce Administrator (see Admin User Guide
for more information).
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2.12

O

Schedule a callback

This feature requires ODIGO 3.4 version. The agent must be allowed to schedule a callback in ODIGO.

To do this, click on the "Schedule a callback” icon, then select or enter:

C Skills Dashboard (@)
¢ Schedule a callback
Available d Register on
- ® Me O Agent O skill
(9 00:00-00
Skill
Demo hd
E
Enter a phone number
- 0630481372
2 ]
Meeting date

The agent who will make the call back: Me, another agent or an agent whose got a
particular skill

The telephone number is pre-entered with the number of the last call or that in
progress.

The schedule date of the start of call back

A free text that will be display on agent CTI connector when he will do the call back

29 ( 01 /j 2019 at 16 : 30

Comment (160 char. max)

The call-back is automatically executed by ODIGO at the date and time indicated. If no agent is
available, the call-back is stored until an agent connects or the call-back expires (see ODIGO gate
configuration for more information).

If the option is activated in the configuration, an event will be created in the SALESFORCE calendar.
This event will be linked to the contact record.
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&
213 Changing skill/template or WebRTC sound options [Update 10.88]

2131 Changing skill or template

This feature requires the use of ODIGO 3.4 and the agent must be authorized in ODIGO to change his
skills or template.

Depending on the call center situation (deterring, waiting time too long, etc.), the agent may need to
change skill in order to join or leave a gate.

To do this, click the "Skill" link, select or deselect the skills/template in the pop-up displayed, then
click on “validate”:

Skills Dashboard @

¢ skills
Available -
Select a model
(9 00:00:00
Default configuration -
5 C -
Select your skills
i = SKILL LIST ACTIVATED
§-A [

Demo
salesforce_chat
salesforce_mail
salesforce_tweet

The change is considered immediately. The agent will then receive calls related to his new skills
/template.

Note: the skill level will be displayed only if previously configured in ODIGO.

2.13.2 Changing WebRTC sound options [New 10.88]

When the agent is in WebRTC telephony mode, and the “Allow agents to modify their WebRTC sound
options” option in Salesforce package configuration is enabled, the agent can change his WebRTC
sound options from the “Skills” popup.
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The modifications are taken in account for the next call.

Skills Dashboard @

Available -
(9 00:00:00
=
=
= [

O

¢ Skills

Select a model

Default Configuration -
SKILLS WEBRTC ®
l.:.‘,l Par défaut - Extarnal Mic (Realte -

‘1} Par défaut - Realtek HD Audio 2:

[l Play ringtone on separate device

. Par défaut - Realtek HD Audio 2
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O
214 Agent Supervision and Statistics

This feature requires the use of ODIGO 3.4 and the agent must be authorized in ODIGO to display the
supervision of his status, traffic or statistics.

To do this, click on the "supervision" link. A pop-up appears:

Skills Dashboard @
¢ Dashboard
Awailable -
STATE STATISTICS TRAFFIC (C]
@ 00-00-00 State of ofize2 at 16:31
QoS
B 8

Nb_Abd 0

H <t Nb_Drg 4

. m Traités 4
™C 00:05:22
Dr_Max_Com 00:13:04
Nb_Srt 1
™S 00:00:39
Dr_Etat 00:00:26
Dr_Dsp 00:18:24
Dr_Com 00:21:28
Dr_Pse 00:00:00

The above screen displays the supervision measurements for the agent from the beginning of the day.
You can also, depending on the agent rights in ODIGO, access the following tabs:
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— Instantaneous supervision of the traffic according to the skill:

¢ Dashboard

STATE STATISTICS TRAFFIC

MName

Voice Demo 0 5 0 0

null MNbRcEnt MbRcDéb MbRcTrf

C]

NbDeb MbAbd NbDis MbTrait TMC  NbDemTrf NbAtt CrAtt Crlog CrDsp CrlntGrde CrWrp

0 ] 0 5 00:0418 ] 1 0 2 2 0 0

— Statistical measurements by period (Year, Month, Week and Day)

THAFFC

STATISTICS

19 Select o doy & wadk

Moy 201%

Week Su Ma Tu We Th F %
1 1 2 3 . 3
2 o T 8 s J 11 2

13 14 12 15 17 13 a
4 ) 2 ? 2 Fe 20
s v n @ »
o
O Asonth vy -
O Ayear
Oisploy statistics
& Gobal Owisls [ Inchede pero values

(¢} ¥
. .
T
Ataraon chew
O

Tt
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2.15

Callback in Preview mode [Update 11.4]

In this mode, the callback is presented to the agent, who decides whether or not to take the call.

O

This feature requires the ODIGO gate or Odigo Campaign have been configured in preview mode and
the agent is authorized to make callbacks.

— If the agent accepts the callback or does nothing for a period of time, the customer’s callback is

triggered.

— If the agent rejects it, he returns to available status and the callback is distributed to someone

else.

— If the agent cancels it, he returns to available status and the callback is removed from Odigo.

Note: On New Odigo Campaign (Version 5.4) a qualification motif and a comment can be

indicated.

— If the agent reschedules it, he returns to available status and the callback is rescheduled at the
chosen time (Eventually on the same agent if it is indicated)

c®

(9 00-:00:04 (*; 00:00:26
B 0 e & Skill_163
L= B

Cb.1/5:19/07 - 10h32
Identified customer
Gate: Skill 163

Rfap:awm&8621f77u7Irmcllvuenlolglal

¢ cCallback preview 00:00:28

2 0467161767 ]

Call reason

Prewview i

Enter a comment here (255 char.
max)

Cancel

Mext try

Onthe 14 ( 12 § 2022 at 11
32

D Assign to me

Redo callback

Note:

- Cancel and Redo button can be hide depending on your profile parameter by your supervisor.
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- A countdown indicates the remaining time before the callback will be auto launch

- No ringtone on the preview for Callback and Outbound Campaign calls

- If the preview popup goes to the back, is closed or if the popup display is blocked by the browser,
it's possible to display and to bring back it to the front by clicking on the button “Display preview

popup” at the top of the CTI.

If the “Activate background activity notifications” option is activated in Odigo admin and the browser
notification is authorized in the browser agent, when a call in preview mode is presented to an agent,
a browser notification is displayed if the agent doesn’t have the Salesforce tab displayed on his screen.
If he clicks on the notification, he comes back on the Salesforce tab.

@ Google Chrome

Callback - Odigo for Salesforce
Click here to go back on Salesforce!

odigo-dev-ed.develop.

@ Google Chrome

Campaign call - Odigo for Salesforce
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&
216 WebRTC Manuel / Automatic Pick up [Update 10.83]

This feature requires WEBRTC option to be activated by your Salesforce Administrator AND in your
Odigo Profile.

Important:

-  WebRTC feature is only compatible with Chrome
- Never open two browsers or two browser tabs on Salesforce application
- Do not close browser or tab during communication

Two types of pick-up mode exist, depending on your Salesforce Administrator configuration:
216.1  Auto pick up mode

No action is required from agent to pick up a call.

x

9 12-ev-d fightring force.com souhae . 8?7270 {E'

L% Odigo Activities

A Last hyeshet 56 Corys agn. Refieeh Bes Sasdbomd 1 o

Cals by type *® al

Naitenng reedh sus avrlies ot now, Check Beck Lt

Key Daals - Recent Opportunities N

b TR, g Fus 10 T d¢ x >
e rest of the 4y 3 =3 10 desly yet Sadect anather Hter o check bace

j,  togoht & Qoo Pror & Oogo S 4 Odgo Bxtonson 4 Call infocmanon

However, he must authorize the use of his microphone to Salesforce site before logon.
2.16.2 Manual pick up mode [Update 12.1]

A Ring tone is played. Agent must indicate if he accepts or refuses the call.
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ole Ligh

Tasks Se NaMI ACTOUNT NAME ACTOONT 9T nom Al CONTACT CAWNE ALIAS
E' [ y O et v Of e -
Cana o
% ot Ofas -
\ mom
Tasks
G o te bonuny o \d
SUBECT NANE RELATED 0 CUE DATI ASSIGNED ALRS
4 - -
30
- La™ | A4
----- e -
x ‘ .. -
B 0AT7Dw « 4022008 o# -
& 'Dexoss -

Don't see your result
WA 3000 CMed The ODJeCT 0w LSe MOGT Dt wee S0 T SEanch everyhing

Enow wheh chiodt you T 1ociong 5007 SaCt 11 in the DrTgoown next 20 the 3aaich Box. oo i Tha 0D

| Preview & Qoo Pran & Oclgo Ivs # Odgo Eterdion & S intormator

Of course, he must authorize the use of his microphone to Salesforce site And Pop up

Note: In case of network issues, warning and error message are displayed in toaster. The
reconnection is automatic to all available servers, except for when the CSTParamater
“enableWebrtcConsoleMonoFreeswitch” is enabled. In this case, the agent needs to disconnect and
refresh his tab to be able to connect to another freeswitch server. If you continue to have trouble,
the agent can also switch to non-WebRTC connection in free-sitting screen.
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217 Callback qualification pop-up [Update 10.72]

O

This feature requires the "Display callback qualification pop-up" option that should be install in the

SALESFORCE connector configuration.

The feature allows the agent to qualify the callback presentation:

¢; Callback validation

Callback of :

A 0630481372 ]

Continue cycle

Call reason

PostCall Reason i

Comment 1|

Close

Mext try

Onthe 27 / 06 [ 2022 at 16 : 26

[7] Assign to me

Redo callback
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— Continue Cycle:

o Callback will be rescheduled if the limit of try is not reached.

o Ifitis a Callback of a Campaign, the callback is reprogrammed to the current date
+ the delay indicated in “"Time between the two attempts: No answer, Answering
Machine” in campaign configuration.

o Ifitis a Unitary callback, the callback is reprogrammed to the current date + the
delay indicated in “"Time between the two attempts” in gate configuration associate
to the Callback skill.

— Close:
o Callback will be NOT rescheduled and is marked as “done” in Odigo.
o Ifitis a Callback of a Campaign (from Odigo V5.4+)
* a qualification motif can be indicated.
= A comment can be added.
— Redo Callback:
o Call back will be always rescheduled.

o Callback will be presented at the date displayed even if the number of attempts has
been reached.

o The Agent can also affect the next callback to me if he/she check the checkbox.

Remember: If the agent does not select any choice or close the windows, the call is marked as
"Pending" in ODIGO and will be NOT rescheduled.

Important: You must have authorized pop-ups in your browser settings for the SALESFORCE site to
display this window automatically.
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&
218 Call Logs

This is a “Sales and Console Cloud” feature only that needs to be enabled by your administrator.

It allows the agent to start entering comments and the result of the call during the conversation and
to store this data in the activity attached to a SALESFORCE object:

G Skills Dashboard @ G Dashboard @
Available v Communication -
(© 00:00:02 (+:02:31.07 (© 00:00:41
Subject X
(]
call logs MName
i -~
= L] -
Felated to
Comments
Disposition
) Value 1
() Value 2
) Value 3
Done
() Value 4
Note:

- The "Name" and "Related to" drop-down lists are filled out as the agent browses contacts, accounts
and opportunities. You can select the element to which you want to attach the activity.

- The call result values can be configured (see configuration).

- If you have not enabled automatic saving of the activity from the configuration, a "Save" button is
displayed to allow the activity to be saved

- If you have enabled the "Automatic post-call break"” and "Exit break when creating activity", the
agent exits the break automatically when the activity is saved.

59



&
219 Call Script

This is a “"Console Cloud” feature only that needs to be enabled by your administrator.

An agent can read the script and perform different actions while he/she is in communication.

Q search Salesforce 2?2 o @

Details Outbound call of .. . Inbound call o = Disconnnect ©
Skills | Dashboard
Olivier Fize
Communication v |
(w] f |« ® 000911 (® 00:00:00

Opportun i

0171087248

Contact Detail Hello «/ comp12 Es g

Contact Owner g My name is Agent 007 and | am from Prosodie. ) L 0630481372

According to our records, you are currently a very preferred customer and we are doing some research on ]
Namer customers experiance about our products. Call time 22h37'28 =
Account iame ¢ Do you have time to answer a few short questions? Waiting 0°06 (030 _—_I
Title Customer & yos announced)
R

Department espanae  No (ate: Rank - Renart a Claim ;I

Birthdate

reports 1 ODIGO CTI Parameters : e

Lead Source

A « Customer Phone Number: 0630481372 Switch Traneh
Mailing Address « Call Type : Inbound interlocutor R

Languages « sKill : comp12
« FolderID: 3 way
Created By « IVR Number : 0171087348 conference
Description
Odigo Script ‘e Communication
2191 Automatic Mode

In automatic mode, call script will open automatically when communication starts.

2.19.2 Manual Mode

In manual mode, agent can open a call script by clicking on “call script” icon visible on CTI panel when
communication is established.

BH 0171087348

= compi2
3 06530481372

w

Calltime 22h3728 i’
Waiting 0°06 (0730

announced)

aata- Rank - Reannrt a Claim ;I

Note: The result of the Sample Script delivered with CTI, is stored in the description of the post call
activity at the end of the call.
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O
2.20 Support and Version information

When a support request is made to the Odigo hotline, you may be asked for technical information
from the “About window” accessible by clicking on the ODIGO logo in the connector.

Skills Dashboard @

Available -

(9 00:00:00 Od i g G
E Contact

+33 811011234

hotline-client@prosodie.com

Odigo configuration

https://q-gateway-crm-in52.prosodie.com/gateway-
cm

https://qg-routing-in52_prosodie.com/in52

ofize2

Odigo v10.3 - Copyright © 2019 Prosodie
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2.21

This feature shows the agent contact center’s activities (according to the agent rights).

Activities List

O

. A e - ;3 ? a ™
-@? @ @
i3 ODIGO Administra.,. Confpuation Odgn  Manage Odige Users  Dishbowts w  Reporty v Actilies  Odigo Supenssion s
flum o | 2| Dot Crume B Veew
(Mo Yon | Nove Svwst] i€ &
Seson Sange e Recammt Te D D Ry Froeny Atsgrat A L Laa
P ioe peaesd cel st e SUNIARI MILH - W Teivms ey A W0 R e
T sun Yae i Totems e ] IWNC010 1258 Qrus
Pat 0o Calmaciat e SRS s 1L ES ) by il Tetrms errm! Ulss INNGOE T M Ofgx
Epeilel Caiaec o D BTICY N 12 X ey ;o1 Taiwmi vl ] WtV 1263 ue
Sotile DRoed cala! B LININCS 01 1123 E= i@ Turrme ‘=l Un Wncolo W oree
o0 400 pmmend pat o JEIRIEN g1 100 e Mo Teiems wival Fae 2008 1 1 e
Sa010v pooendcala! D SLIMIICE 811010 =m T Terves ‘arrsi U IMo0is NN Sfus
IO Oieved G atite IANGE X 1026 e Mo Teives vl Sy WoNs ux G
0ol Sgpe erboms Sy ITIRNITT 3 1907 b= omans Teremt Swtrml w3 mnaoie 1 or ey
e Amaearman ARSI IR = el Terree arre bt IGO0 1200 oo
< »
19800 906 =) BRI Poge[ 1 [0

. Communiation

Notice:

Activities

ODIGO Administra.,

be sorted

by

date (ascending or

This tab must be added by the admin or the agent himself, by clicking on (+) menu button.
can
- Agent can personalize his view (All

descending)

activities / My activities) and colon displayed.

Configuration Odigo - Manage Odigo Users  Desooams

Always verify that the filter of all activities view is well configured.

Depoms ~  Actvtils  Odigo Superssion

* EF«WW

Shep 1 Lrdur Vew Mane

Vomtaew AR Acties

Crmmtnd Dy

Siwp 7. Specity Fiter Criterm
Filter By Owwer:
R

Oy atrnes

Oty dmsopmtnd atsiibes.

) by s sxsvime

Qo Fay 22007340 1238

! .

Tt baef O

Ot Tize 29112018 13.00

Sove | Swve An | Dwiete | Canewt
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O
2.22 Agent in mobility on SALESFORCE1

Authorized agent to do ODIGO calls with the SALESFORCE 1 Application

To receive Incoming Call, the agent must declare his availability in « My availability » Menu.

Let Ddigo know ¢ you available
‘ n My availability

Olivier Fize 61
eub salesforce.com

AVAIL AL

@ Help

[® Full Site

® Logout

Note: Odigo connect Agent with the phone set in Odigo Profile only (Free seating is not possible)

To do outbound call for calling a contact, select « Call via ODIGO » action on a contact file.
(' ‘ Cancol Call via Odigo - Cancel Call vis Odigo -
Olivier Fize [ J

Olivier Fize

FEEn DETALS RLLATED

Oivier Fize 61

0630481372
Record Call —

; Tronstes Call Hotd On Call
@L’ all or Log
_—

New Task
Sy
) © 0®

During the conversation, agent can hold/retrieve, transfer, record and hang up call.

( :-»

At the end of a conversation a task is automatically create.
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Cancel Edit Task Save
TASK INFORMATION

Assigned To*

Ollvier Fize 51 X
Status”

Completed v
Subject®

Outbound call of the 2015/03/25 at 10:50

Name

Olivier Fize X
Due Date

25/03/2015
Related To

—Select— Q
Remarks:

- If the agent is disconnected at the start of call, agent is automatically connected to ODIGO to do the
call (No need to go to "My Availability” menu)
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&
2.23 Call&Pay [Update 7.1]

Call&Pay feature allow your customer to pay directly via IVR service. This process is PCIDSS certified.
While agent is in communication, he can use the Call&Pay link to launch the payment process.

Step 1: Click on Call & Pay link under 4t Button menu while on communication.

G Dashboard @

Communication v

(9 00:05:33

E O

L 4 Tag record

it

QOutgolng

(€ call & Pay
063048 __ . _ 5

Rfap:fs0130220a1400e201

Record Put on hold

Transfer

Step 2: On click a popup will open (Allow popup in browser if asked). Agent will have payment page
as mentioned below where they need to fill required detail of customer and later click on payment
transfer (If you are on contact page or opportunity Field are fill automatically)
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v Fatowing Edt  SenaSMS Dulete  w
| =
Activity Chatter
Email

Finers: &1 time - A1 acthities - Mligpes Y
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QD SELF-SERVICE
L Prome =
CallAndPay
s
Toor: DEMGPEOLOUC W
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L
(O 7 FL
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N fethmew ‘o
B Oweieges - o L v
j 2mRenn - A o e
P 101302200 140001 ! Proce 1IN I1TTS
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Poasl Cuas | Oy w2 egece
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i
P =

. Commurication

il |

Batiwaty § amana b

Step 3: The customer is transferred to Payment IVR. The agent can monitor the customer steps on
IVR (Card entered, Date entered and the result of payment). The customer is re-put in relation with
agent at the end of transaction (paid or refused).

Terter

Y
PROSODIE ﬁMem E——
CallAndPay

Mt YOIZ D2UTRAY
Sy YO-TFOSITDORTZAV

O T ———
23557 AL Fagreri mévevaton wredet

23022 PV - Jewt rurvler st

23042 "V - Sageater dele mput
02040 Py Saniy aate s -
- VPSS A Ay R

| Rermrvd payment mlormaton

Tanmctar Selarme  soge peprert

S

Customes

Pt Robe

Lestverm  Suvwr

v e ——
Twel  Womme

Favw Cove ' Ciy ——
Aertty  FRAMCE

Note:

| 8 https/jcallandpay.pp.prosodse com/acd-payment-frontend/payment/start him

el

.
11 Pyt Woretaitog Parern
PROSODIE d«em
CallAndPay 20,42 P Expeutan dew reat .l
103 &3 *¥ - Tecumty mde st
Narhawt VOEIES *San NOIAT S Furanst s i bask {
Thag: YOLINOPA SIDORCTEAN 20103 #8  Feysmed siramind by bevk l

Remind payment indormation

Vinranvews Aefareres  srgo ceprwe)

St VELN

Customer

[

Hrnel A~ie
Faral Code Doy Al
Caibly  SROCE

8 hrigsi//callandpay pp.prosodie comy/acd - prayment -fromtand/ pay rentsstart.hitml jses

A Call & Pay activity, with payment result, is created and linked to contact or Opportunity showed on

Hang Up.
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&
2.24 Tag a record [New 6.5]

The tag record feature allows an agent to put a timestamp on the current conversation while this
conversation is  recorded. Prerequisite: having an  OdigoRecord (>4.2) instance

Later on, the supervisor, while consulting the record inside OdigoRecord, will be able to directly go to
the timestamp, skipping the rest of the conversation.

On Agent Side: Click on Tag record link under 4 Button menu while on communication (record
running). This will mark a “tag” on voice record.

G Dashboard @

Communication v
(9 00:05:33

BOA

L 4 Tag record
i Outgolng

(€ Call & Pay
S 063048 __ .

Rfap:fs0130220a1400ee01

Record Put on hold

Transfer

On Supervisor side: go to Odigo Record to consult the recording. The tag time is presented in record
information and a button permits to directly go to the timestamp, skipping the rest of the conversation.
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ECOUTE DU MESSAGE

uessace e

Réféerence 077a55TB900981
Ref. SVI 570779d6Bil1900003d50201
Date Enr. 08/04/2016 11:31:01
N service L LR
N* appelant
Durée 0145
Type 155
Statut @
Archivage Archiver
s ]
Mot_cle 1 accueil_com
TAG_HEURE )
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&
2.25 Callback Campaign [update 10.49]

Go to Salesforce campaign module, you can use the “Launch Callback Campaign” button to launch an
Odigo callback campaign.

-
- .
odlgo " v : *]- 2 B a &S
:i: Contact Center Campsigns v 8 Odgo Campaign v x
Carmpagn
odigo Cu“p.isn AS e AL New Qpportunity Norw Cave -
< e Henrchy |
Qidge Compugnivien Canpain Hemechy | Nows Loed
Frow et G Dae £nul Date
Pubicite Provu -

Dwia

Related Detan Activity Choe
Change v

O Campaign Hierarchy (0) New Event Néw Tazk Le  Viww Carmpaign Himarchy
Sond Lt Eral

Opportunities (0) Nem Sart up a0 eveert Wintabls Ve
Fiters AN time - w
[] Attachments {0) Ut Fies Liuutch SMS Campeign
3, Uploza Flos Next Steps
Qr drop Mes 21 No naxt steps. TO Ret things Moving, 209 3 task or set up a
C Mwllabie

Note: this button needs to be activated in the campaign’s page layout

2.25.1 Launch Callback Campaign with Odigo 3.6-5.3 [update 10.49]
Odigc Al - = e} $ a 'r'i\.
:i: Contact Center Campagns w @ Odigo Cimpatgn v o

Y aﬁgack Campaign (Odigo Campaign)

Selected Contacts

MHaww Veee

© §

faee ~SMMe 2

Select Agents

L 2aliatie

When launching the campaign, a resume of the campaign’s contacts to call is displayed and a skill list.

The list of skills proposed is the supervised skills list declared in Odigo (So the Salesforce user which
launch campaign must be associated with an Odigo agent AND supervisor profile!)
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Once done, click on the “Launch” button to automatically create and launch the callback campaign in
Odigo.

Note:

- The new campaign will be created with its SF hame (completed with timestamp to be unique), the
start/end date of SF campaign and will contains every selected contact of the page.

- Odigo will distribute the calls to every agent connected on the chosen skill.

- The information transmit from Salesforce to Odigo campaign Module are:
- Name of Salesforce campaign + Time Stamp (For unicity)
- The phone of Salesforce Contact or Lead.

- Import is limited to 2000 members.

2.25.2 Launch Callback Campaign with Odigo 5.4+ [update 10.49]
. - @70

» (Ea.léact. Campaign (SFQUASa)

Sewrind Crwmen

— . -

R PETIEY

e aeyeks tanmt
< S b— | cdaboros- Y evgtad )

D ComtOoarwe G Lopd @ Oigaia

When launching the campaign, a resume of the campaign’s contacts to call is displayed and an
existing Odigo campaign template List

The list of campaign templates proposed are the active and closed campaigns already existing in
Odigo and corresponding to the rights of the user declared in Odigo.

The ODIGO user associate to Salesforce user must be agent AND supervisor profile,
Read right access on one or several campaign groups and write right access (To
Load Campaign)
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Once done, click on the “Launch” button to automatically create and launch the callback campaign in
Odigo.

Note:

- The new campaign will be created with its SF name (completed with timestamp to be unique), the
start/end date of SF campaign and will contains every selected contact of the page.

- Odigo will distribute calls with the programming policy to all agents which are declared in template
campaign.

Important: if the campaign has been just activated, the agents must totally logoff from Odigo
CTI and then reconnect. They will see in free-seatting windows the name of the new
campaign and can select it to get corresponding calls to do.

- The information transmit from Salesforce to Odigo campaign Module are:
- Name of Salesforce campaign + Time Stamp (For unicity)

- Start Date and end date of Salesforce Campaign (The start date is automatically adjusted to
the current date if the Salesforce start date is < to the current date or not exist.

- The phone (in this order Mobile, Phone, home, other, assistant), first Name, last name,
Postal code, country of Salesforce Contact or Lead.

- Import is limited to 2000 members.
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2.25.3 Free-seating for campaign at connection [Update 10.31]

This feature requires the agent to be authorized to change their skills or campaign in ODIGO.

- In Odigo 5.3 and < : Odigo will distribute calls to all agents which the selected skill.
- In Odigo 5.4 and > : Odigo will distribute calls to all agents which are selected campaign.

O

C Skills Dashboar | (@)
Available -
(D 00:00:00

cl
is =2
2 [

C,' Connection informations

Phone Type

Fill in your phone number

0411320246

Select a model

Default Configuration v
SKILLS CAMPAIGN (C]

CAMPAIGN LIST ACTIVATED
AN _Salesforce-Template [ ]
test 2020-06-08 16:58:... ]
test 2020-06-08 17:03:... ]

test 2020-06-09 09:28:... (]
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O

The campaign name is displayed on CTI when callback arrives and is automatically stored in post-
call activity.

G Dashboard @

2254 Receiving a Callback Campaign call

Edit Call back of the 2018/11/29 at 14:09
- ODIGO Information
al type
Cal pack Odigo Campaign 2018-11-29 1400 34
@ 00-00-59 Cal start time
" - Dete Tomy
29/11/2018 - 1309 0]
Call and time ab ezt
Datn Toerm ~None--
29/11/2018 [} 1310 (o]
Call duration
000029
i# Odlgo Campalgn | = DEMO
Save & New
» 304813V ®# - == nnnnn0n0nononn- 00"

O

Campaign: Odigo Campaign
AOHC02-04 11:02:36

Optionally it can be linked by your administrator to the campaign object by a trigger.
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2.25.5 Display Campaign Contact Information [New 10.72]

A Widget can be added on Salesforce utility bar to display current campaign call information:

. - Jooares H

i Odgo Agent Lighin [ 13 e 1w

s altwe + sl mpomec < M pee W

Campay Cot Wntrmatin

>t
» 3 e R I
Sabaetroelorrater ol
13 Al 1 o
N Lat martac by tecieg n asead uchechaeg & bk, wd reore
v e 2 Thm Vnete
Cargpegn Cal Contact inforreation o
sy
Chewr Py
~e bt
Ty -
Call rvdarnasen et Ak
—
. - * tug & Cage & Catorna

The information displayed are:

e Campaign Call Information: Name, Try, ...

e Contact Called Information injected on Odigo: Standard and Custom Fields
e (Call information

74



% callinformation

% callinformation

Campaign Call Information

[\ 2k
SalesforceTemplate&0

Try Last Atternpt Date

Cther data 1

=]

Other data 2

Call Information

Call Information

Service Phone Mumber

Customer Phone Mumber

0630481372

Skill
Cpo_211_2147453436

Folder

Id

awelub3shgmugfks Tufl92rik0gh201

Call Details

Line 1
Ch. 02 : 27/06 - 15h57
Lined

Campaign: SalesforceTemplatedl

Note :

¢ On a Campaign call, the widget is automatically open
¢ On non-campaign call, widget contains only call information.
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2.26 Omni-Channel [Update 11.0]

2.26.1 Omni-Channel External Routing [Update 10.96]

Odigo can route Salesforce digital interaction and found an agent for it with the right skill and capacity.
This feature is only available in lightning mode with the following channels:

- Case (mail, Social Network) and Chat with Odigo V5.2+

- Lead with Odigo V5.3+

- Custom Object / Messaging (Digital engagement) with Odigo V5.7+
Digital interactions are prioritized by their priority first and then by their ageing:

- the priority of an interaction is incremented by a transfer with the Odigo Transfer button or
by a disturbance

- the ageing of an interaction is calculated when the interaction is routed. It is equal to the
difference between the datetime of routing and the datetime of creation. If this difference is
lower than 60 sec, the ageing of the interaction is set to 0. Indeed, the ageing is useful only
for cases of reopened or reassigned interactions.

2.26.1.1  Agent side [Update 10.94]

Agent can pilot his/her presence on eligible Digital channels and Voice channel in SALESFORCE and
receive the right interaction according the Odigo Media blending rules.

Note: Be careful to never open the Salesforce Interface on several Computer/Browser/Tabs.
Salesforce has its own Console Interface with internal tabs to work on several context at same time.

2.26.1.1.1 Manage Presence [Update 10.96]

The Agent use Salesforce Omni Channel utility bar to manage its presence and select an Online or
Break Status.

()

o

"C.":‘

hiaat Nwee e e

Foow 01
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The agent sees his Salesforce status in Omnichannel, his Voice status in the Voice component and his
Odigo Global Status* in the title of Odigo Component.

*The labels of the Odigo Global Status are defined in the “General Parameters”, "Status” menu of
Odigo Admin.

With digital interactions, when the agent changes his status for “Offline”:

- In Tab based mode, all interactions are closed (Salesforce behavior) even if the tabs are not
closed. Also, a toaster with the links of impacted interactions is displayed to inform the agent
that all his interactions were automatically closed.

- In Status based mode, a toaster with the links of impacted interactions is displayed to inform
the agent to manually close his interactions to be actually disconnected.

2.26.1.1.2 Manage Agent Settings [Update 10.88]

According to his rights set by supervisor, the Agent can use Odigo Component in utility bar to change
his phone type, phone number, skills, campaigns and WebRTC sound options.

QY
o

»

x

Com Wamner feewct Fera Ounai Te Openee Cont O Sk

SO UST ACTTaTID

2.26.1.1.3 Digital Interaction [update 11.0]

The Agent can accept (or optionality refuse) an interaction presents to him/her in Salesforce Omni
Channel utility bar:
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odigc

st Contact Center

Home ~

& Omni-Channel

* Avelabic

NEW (3) MY WORK (D)

Activities by dale

Mail from Rose

- - Nothing due tocey. Be a go-petter, and check back 000
)| 00001305 A
I\
f
\
I\ Vieew Al
f |\
J \
= f \
— / \

N = Today's Events

Doky She youTe See andg cear (e et of (e day

w Calndat

o ConniChannel Awlabie 4 Dwshbowd (50%)

Until the 10.96 package, the “selection” and “handled” metrics are incremented when an interaction
is presented to the agent, no matter if he accepts or refuses the interaction. Also, there isn’t any

distinction between a refused or dissuaded interaction, the “in fault” metrics are incremented in both
situations.

From the 11.0 package, when the “Selection state on digital interaction” is enabled (see the Admin

documentation to know more about the configuration of this feature), the metrics better reflect the
agent’s actions on the digital interactions:

- when an interaction is assigned to an agent, the agent is in “selected” state on the Odigo
channel and the “selection” metrics are incremented

- when an interaction is accepted, the agent is in “processing” state on the Odigo channel and
the “handled” metrics are incremented

- when an interaction is refused, the agent is in “available” state on the Odigo channel and the
“refused” metrics are incremented

- when an interaction reaches the timeout, the agent is in “disturbance” state on the Odigo
channel and the “in fault” metrics are incremented

Here a table of the supervision and statistics metrics impacted by this feature:

Type_of Supervision metrics Statistics metrics
metrics
Selection | Number of interactions presented (44) | Number of agent selections (10200)
Number of inbound interactions | Number of interactions handled (10113)
Handled
handled (6)
Number of refused interactions (220) | Calls in Fault or Refused by Agent (10144) +
Refused Number of interactions refused by agent
(10096)
In Fault Interactions in faults (46) Calls in Fault or Refused by Agent (10144) +
Calls in Fault (10059)
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The Interaction is displayed as a tab in Salesforce:

Odisc M i~ 2 B A S

i3t Contact Center Morrw v 0000308 v x

Case

Mail from Rose & Follow Deists  Clone  Subem for Approval  w
Moty Sann Canet Murmew
Nouvesu 00001305
Chatter Relates Casy Owrer Contact Prane
- 33630481372
. > T Nurmizes Cormact Lmal
Post Socal Ermail Send SMS Log » Call Poll
00001305 fooulirgahoo com
i 2 Carriact Narms
e Odvior Flze <ofize@pwosodie coms .
T
0 Acoourt Ny
e ACK Compagny
Ee o @prosodie com v Additiona! Information
Statun Type
. 1 -
L4 M frewn Rene Naiweow
Cava Crign Convis i

o Omn-Cranne G Zwsilatte & Dasncoord (507%)

The agent is consider occupied by this interaction until he/she close the tab. An indication of Agent
Busy Rate is always indicated on Dashboard Utility Bar (Dashboard x%)

Note on specific behavior: During his work on a task, if an agent put him “Offline” or close his
browser during more than ~5 minutes (Salesforce Omnichannel Timeout) :

- In tab-based mode : Salesforce and Odigo Busy rate pass to 0%
- In status-based mode : Salesforce task stay affected to agent on SF Omnichannel and Odigo Busy

rate stay coherent with that (>0%)
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2.26.1.1.4 Transfer Digital Interaction on skill via Odigo Transfer Button [update 10.75]

According to its rights, the agent can also transfer Digital interaction to another Odigo skill, by
clicking on the '‘Odigo Transfer’ action button:

Odigo Transfer

Iralcate e destiration sl

Saractorce Mail

NOTE | 82 yure you have fnished your work Defore submit it oy v wil close your Saby,

The Digital interaction will be automatically close on agent desktop and re-present to another agent
with the right skill.

Note:

- The position of the transfer action button on screen depends of the routing object (case, lead,
custom object or chat) and if you have Chatter enabled or not in Salesforce.

- To transfer a chat, use the standard “transfer to Chat button” Salesforce action to transfer it
(Odigo mapping will to the rest...)

- Transfer a messaging interaction (Digital Engagement) is not possible.
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2.26.1.1.5 Transfer Digital Interaction via « Change Owner » button on tab-based mode [New
10.83.1]

We recommend using the Odigo Transfer button in External Routing mode, however, you can also
use the Salesforce "Change Owner" button while processing a digital interaction presented by Odigo.

Important:
- The Salesforce action "Change of owner" is not subject to the transfer rights declared in Odigo.

- The Salesforce administrator must have implemented the trigger provided in the administration
manual

The behavior will then be as follows:

1) "Change owner" action on an Omni Channel hold file managed by Odigo:

Change Cane Owres

D Tawwr Ty Cpamas Tawe Suvw hnee

The interaction is indeed assigned to the Salesforce managed queue by Odigo and
presented by Odigo to a destination agent if available.

The Odigo occupancy rate of the sender of the transfer is IMMEDIATELY reduced by the weight of
the interaction WITHOUT waiting for the interaction tab to be closed.

The Salesforce occupancy rate of the sender of the transfer is reduced by the weight of the
interaction only when the interaction tab is closed by the agent *.

On Odigo Supervision side, “"Change Owner” on Odigo managed queue is seen as a task reinsertion
on a queue not as a task transfer on queue : Gate Metric 90 instead 86 incremented.

Consider the use of Odigo Transfer button if you need this data.
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2) “Change owner” action on an Omni Channel queue not managed by Odigo:

Churrge Caw Owrn

- P T St e O

[+ TPV

The interaction is assigned to the unmanaged queue. Its processing can then be manual

or automated by a Salesforce mechanism (excluding Odigo).

The Odigo occupancy rate of the sender of the transfer is IMMEDIATELY reduced by the weight of

the interaction WITHOUT waiting for the interaction tab to be closed.

The Salesforce occupancy rate of the sender of the transfer is reduced by the weight of the
interaction only when the interaction tab is closed by the agent *.

3) “Change owner” action on another Salesforce user:

000500 PIROIr W4 418 0T T B T

Wik e BIRIIY Bk e i oy o

et ot m v

e
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The interaction is assigned to the Destination Agent in Salesforce BUT is not automatically

presented in the Omni Channel to the Destination Agent by Salesforce (Salesforce
Standard Behavior*)

The Odigo occupancy rate of the sender of the transfer is IMMEDIATELY reduced by the weight of
the interaction WITHOUT waiting for the interaction tab to be closed.

The Salesforce occupancy rate of the sender of the transfer is reduced by the weight of the
interaction only when the interaction tab is closed by the agent *.

The transfer recipient's Odigo occupancy rate is not increased by the weight of the interaction (The
routing is done internally by Salesforce, not by Odigo!).

*: This is standard Salesforce behavior in Tab mode with or without External routing

This is not a problem for the operation of Odigo external routing but the interaction is still referenced
as open in Salesforce supervision on the sender of the transfer as long as this agent does not close
the interaction tab. It can therefore appear affected several times in Salesforce Supervision if it
reaches a recipient agent before the sender has closed his tab...

& ‘me?esa

::S Odigo INT58 Crmai Sipenises - - 0c00r1d1

Agents Qururs Backlog Assigned Work

3 Agent Summary
AN Agents Agenty by Quege

AGENT = ~ STATUS *& » FLAG »  ACTION ::::':m STATE '« LOGIN "« ACCEPT . CAPACITY *« WORKL

0 Margy @ xristie nang Case dminsE  4mnses ® s

0 i) ® raaiatle R Case dmnsd 4mnsé: Jmsals P 0%
alir .

As a reminder, the Odigo transfer button on skill addresses this point by automatically closing the
sender’s tab which the salesforce change owner button cannot do.

2.26.1.1.6 Transfer Digital Interaction via « Change Owner » button on Status-based Mode [New
10.75]

If you enable Omni-Channel status-based mode *, task closure will occur on interaction status
change instead of tab closure.

The behavior described in the previous chapter is then changed as follows:

1) “Change owner” action on an Omni Channel queue managed by Odigo:
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The Odigo and Salesforce occupancy rate of the sender of the transfer is IMMEDIATELY reduced by
the weight of the interaction WITHOUT waiting for the interaction tab to be closed.

2) "Change owner" action on an Omni Channel queue not managed by Odigo:

The Odigo and Salesforce occupancy rate of the sender of the transfer is IMMEDIATELY reduced by
the weight of the interaction WITHOUT waiting for the interaction tab to be closed.

3) "Change owner" action on another Salesforce user*:

The Odigo and Salesforce occupancy rate of the sender of the transfer is IMMEDIATELY reduced by
the weight of the interaction WITHOUT waiting for the interaction tab to be closed.

The interaction is assigned to the destination agent in Salesforce and is automatically presented in
the Omni Channel to the destination agent by Salesforce (Not by Odigo) if it is available or on its
next connection if it is not (Salesforce standard behavior)

Important: As indicated in the administration manual, the 2 check boxes “Check agent capacity on
reopened work items and Check agent capacity on reassigned work items” must be stayed
unchecked in the Service Channel configuration in status-based mode. (If they are checked and the
destination agent is not online at the time of the assignment, Salesforce puts the interaction back in
the previous queue. This is not supported by Odigo)
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The voice interaction is presented to agent by the CTI and pop customer tab according to the phone
number.

2.26.1.1.7 Voice Interaction [10.94]
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Next Steps
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o OmniCrannes  §, Communication 4 DmhBoard (100%)

Once in communication, with the customer the CTI permits to agent to pilot communication (hold,
transfer...) as indicated in the previous chapter of this documentation.

Note:

- The presence manager is no more on CTI but in Omni Channel windows (Global Presence on all
channel).

- Access to skills and metrics is now hosted in Odigo Utility bar.

- If a maximum number of interruptions by the voice is set up on a digital channel, when the counter
is reached, a toaster is displayed to inform the agent about his unavailability on Voice channel until
he finishes the interactions that have reached his maximum number of interruptions. The toaster is
displayed at the beginning of the call that has triggered the maximum number of interruptions, and
the Voice channel changes to Unavailable at the end of the call (after the wrap-up if applicable).
Another toaster is displayed when the concerned interactions are finished, and the Voice channel
returns to Available.

Note: In 10.65+, The Odigo CTI Status indicate in Utility bar is prefix by “Voice -" to focus that the
status display is the status of Voice channel Only.

2.26.1.1.8 Access to agent Metrics and Statistics [Update 10.18]

According his rights set by its supervisor and Odigo 5.4+, the Agent can consult his own metrics and
statistics in Odigo Utility bar:
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Supervisor can use ODIGO Supervision or SALESFORCE Omni-Channel Supervision to modify the state
of his agent to right channel:

2.26.1.2  Supervisor Side

.:. - shpros B ﬁ‘ . aroa i
m I v V‘;r'- Ry

— 0 i S = i

> o . . - -~ =~
n i S S &
Of course all Odigo supervisor tools, wallboard, etc... are also available in Odigo back office :
AGENTS Q
RESULTS 4 Page 1 of1 C s Results per page -

SORTANT

_ | ] Nb_Drg Traités | Tms
7 0 0 7 0:00:57 0:0229 0 0:00.00

of2e2 otize2 e -
1 0 0 1 00025 0:00:25 0 0:00.00
6 0 3 6 0:01.05 0:02:29
0 0 0 0 0:00:00
< >
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2.26.2 Presence Synchronization [New 5.0]
This feature is only available in console and lightning mode.
Agent can pilot his/her presence on Voice, Chat and Case channel in SALESFORCE and receive the

right interaction according the Odigo rule for voice and Salesforce Omnichannel for digital interaction.

2.26.2.1  Agent side

Agent can use the ODIGO CTI or Omni Channel Interface to manage its presence on the right channel
and receive the right customer interaction:

Search

Olivier Fize 91 » Setup
' supervision v * § Chat-19546.19341 + v
é End Chat Detalls il Olivier Fize € oooo1085 — =
Oilivier F P -
: Olivier Fize (0.0 Disconnnect ©
hi 17:68:30
¥ Skills | Dashboard
Visitor in fw] | <Y
Isthe dream upthere ? 180308 Available for Chat v M
Jp Show Feed  Click to add topics =
At o 54 | ‘ammglB) | ‘Ooootmiias | CoseActhiies 8 | CamosieotoryIt | Mol Atacr SRR S LU
Contact Detail Edit | Delete  Clone  RequestUpdate | @ @
Contact Owner  [5] Ovier Fize 91 [Change] Phone 9630481 R
Name  Olvier Fize Home Phone 0467161 =
Account Name  Capgemini Prosodie Mobile § 3
Titte Other Phone +33630¢
Department Fax
Birthdate Emalil ofize@pros
Send
Reports To w Org Ch Assistant
Lead Source Asst Phone ¥ Currentcall log
Mailing Address Other Address
Created By  Qlvier Fize 91, 01/09/2015 11:42 Last Modified By ivier F
Description
Edit | Delete Clone Request Update |

Omni-Channel

Available for Chat

Whatever the choice agent made,

the two-presence engine (Odigo and Omnichannel) are
synchronized.

2.26.2.2 Supervisor Side

Supervisor can use ODIGO Supervision tab OR SALESFORCE Chat/Omni-Channel User tab to modify
the agent status for the right channel:
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2.27 ODIGO Supervision and Statistics in SALESFORCE [Update 10.16]

2.271 Real time Supervision

This feature requires that user has supervision rights in ODIGO.

It displays in real time the status of your call center (Agent or Traffic). It is available on Salesforce
web and SALESFORCE1 Mobile interface.

22711  Supervision Agent

The feature allows to supervise agent status, change it, record, listen and change the agent skills.

oﬂigo‘ Atw | 0 Seaen Campole and mom *- @72 A 6
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E wfun =fiel

 Sencted

[Update 9.16] You can filter the list on agent name or some status. You can also exclude ‘never logged’
user.

You can add metrics to display and save them into a personal template that you can reuse another
time.
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3 jor Loget - Oidbdd COSESR Y 00810  OO:&TS O W00 OuN0 O (] 0 - 0 D000
o Gighai3
3 ofize2 Availseis 100%  O0arde 102020 o ox0C0 0000 9 00os  oote ¢ 0 0 000002 1 000004
ofize2

Agent Supervision metrics available are:

¢ Agent name: Agent Odigo login
e Agent QoS **: Agent QoS (Odigo <=4.3: 66 or Odigo 5.X > 6/44-48)
e Agent status: Current Status (7)
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Agent status duration: Last current status duration (65)
Agent availability duration: Maximum of availability time (51)

Inbound presented: Number of inbound interactions presented (44)
Inbound handled: Number of Handled inbound interactions (6)

Inbound abandoned: Number of abandoned interactions (48)

Inbound in fault: Number of interactions in fault (46)

Inbound total duration: Inbound interactions duration (5)

Inbound average duration: Average of inbound interactions duration (14)
Inbound longest duration: Maximum of inbound interactions duration (57)

Break: Number of Break (3)
Break duration: Break Time duration (32)

Break average duration: Average Break time duration (54)
Outbound handled: Number of Handled outbound calls (63)
Outbound average duration: Average of outbound calls duration (59)

Transfer requests: Number of requests for transfer (62)

Optional Metrics are (Ask your project manager to activate them on ODIGO routing Engine):

Agent log-ons: Number of log-ons (2%*)

Agent log-in duration: Log-in time (4%*)

Agent wrap-up duration: Wrap-up time (13%*)

Inbound alerting duration: alerting time (8%*)

Outbound calls duration: Duration of outbound calls (224%*)
Callback: Number of callbacks made (64%*)

Callback duration: Duration of callback made (236%*)
Transfer received and picked up: Number of transfers received and picked up
(367%*)

Agent On-hold: Number of On-hold (350%*)

Agent On-hold duration: On-hold duration (222%*)

With the following buttons you can:

Note: Listen and record actions are indicated by

- Change an agent status

- Record an agent conversation

- Listen to an agent

- Change agent’s skills or template

on the agent line.

Agent status will display as follows:
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ﬂ Recherche avancée

l Etat de | agent Durée totale de

Nom

E| Agent Démo 00

5 Agent 1 Géné 00

2 Change your agent's status

3 Agent2 Géné 00

= Back Office LI

| Agent 3 Géné: 00

5| Agent 4 Géné: 00
O 1 » Olivier 23

Ei Fize Olivier 2 00:00:00

Supervision is also available on SALESFORCE1 mobile application by selecting “supervision » item on
menu and proposed the same functionality as above:

8200 Orange F 3G 14:32

o 1 >
O 1 - >
n 2 - >
0N (B - >
o 1 . >
n L . >
n 2 - >
0o 1 - ( >
« Previous Next »

** Since Odigo > 5.x, you cannot add QOS metrics (66) in Odigo Supervision Table anymore:
Salesforce is calculated QOS based on 6/44-48 Metrics.
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2.271.2  Gate Supervision

Through this feature you can supervise the IVR gate, filtering the list by name or status.
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You can also add metrics to Display and save them into a personal template that you can reuse another
time.
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Gate Supervision metrics available are:

Gate name: Name of Odigo Gate
Gate status: Gate Status (1)
Gate QoS **: Gate QoS (0Odigo <=4.3: 93 or Odigo 5.X > 91/20)

Inbound received: Total of inbound interactions received (91)

Inbound abandoned: Total of inbound abandoned interactions (76)

Inbound dissuaded: Total of inbound interactions in fault interactions (21)
Inbound put in queue: Total of inbound interactions with waiting (34)
Inbound average duration: Average inbound duration (24)

Inbound received direct: Number of inbound interactions received directly (90)
Inbound handled: Total of interaction handled (20)

Inbound duration: Inbound interactions time duration (22)
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Inbound in progress: Number of current inbound Interactions (37)
Inbound in queue: Number of current waiting Interactions (18)

Agent log-in: Number of agents currently logged (17)

Agent available: Number of agents currently available (35)

Agent in break: Number of agents currently in break (36)

Agent in outbound calls: Number of agents currently doing outbound calls (77)
Agent in wrap-up: Number of agents currently in wrap up (43)

Transfer done: Number of requests for transfer (75)

Optional Metrics are (*Ask your project manager to activate them on ODIGO routing Engine):

Note

Inbound estimated waiting duration: Estimated waiting duration (385%)
Inbound average waiting duration: Average waiting duration (30%*)
Inbound disturbances: Number of disturbances (226*)

Agent in callback calls: Number of agents currently doing callback (78%*)
Callbacks validated: Number of callbacks validated (141%*)
Callbacks awaiting: Number of callbacks awaiting handling (152%)

Transfer received: Number of transfer interactions received. (86)
Transfer successful: Number of successful transfers (144*)

: Supervision is also available on SALESFORCE1 mobile application by selecting “supervision »

Item in Menu and proposed the same functionality as above:

ACTION NAME
n >
n >
n >
n >
N >

** Since Odigo > 5.x, you cannot add QOS metrics (93) in Odigo Supervision Table anymore:
Salesforce is calculated QOS based on 91/20 Metrics.
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2.27.2 ODIGO Statistics in SALESFORCE [Update 10.21]
4 ODIGO report types are available in SALESFORCE report Type (Agent or Traffic).

odigc ton + ‘@2

it Contact Center Contguration Ofgo [ Report Bulider v "

Campaigns

At

Agert Statatics

Price Books, Procucts ana Assens Apeants Soperesion
Aammivirativn Reports Garlw Statistics
Fle ana Comers Roparnts Garte Supstvision

it Supons

\ Aalatle

1) With the 2 statistic objects « Agent » and « Gate » you can create a report day by
day.

2) With the 2 supervision objects « Agent » and « Gate » you can create report on the
current day

You can use the drag and drop interface to compose your own report:

H -
Ojlg(a Vo : P RCE |
st Contact Center ConfgurationOdigo w8 Odigo v % [ Ocigodgons-Stael. v x| Repon Buder x4
Odigo Agents - Statistics /  AINT yTAmITIs (st Fmectbach 9 & Add Chen usedsdan ol B o -
Y rires
4
i
v Gioups . «
utsozel
- 110
Hattees Datw * Sutnotal
Lt x ) A

18,13

W Absndeoed sharelertion Ko oo o GREY L st G0 conane €O

\ Avalatle
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Agent Statistics metrics available are:

For the Current Day
« Agent Supervision » Object

For Each Day
« Agent Statistics » Object

Date/Time

Agent Odigo Login

Agent QOS (6/44-48)

Number of Inbound interactions (6)

Number of inbound interactions selections (44)
Number of inbound interactions abandoned (48)
Number of inbound interactions in fault (46)
Inbound total duration (5)

Inbound average time (14)

Inbound longest duration (57)

Number of outgoing calls (63)

Outbound average conversation duration (59)
Agent availability duration (51)

Agent number of breaks (3)

Agent total break duration (32)

Agent average break duration (54)

Agent Last Status (7)

Agent Last Status Duration (65)

Date

Agent ODIGO Login

QOS Agent (113/200)

Number of selection (200 or 10200)

Number of handled interactions (113 or 10113)
Number of abandon interactions after selection
(107-10107)

Number of interactions in fault or refused (144 or
10144)

Number of interactions in fault (59 or 10059)
Number of interactions Refused (96 or 10096)
Number of Rigging calls < 10s (187)

Number of Rigging calls > 10s (191)

Rigging calls duration (52)

Number of transfer request (206 or 10206)

interactions duration (47 or 10047)
Number of wrap up (100)

Wrap up Duration (43)

Number of outgoing calls (197)
Outbound call duration (56)
Number of Callback calls (182)
Available Time (7)

Logoff Hour (1)

First logon Hour (2 - Mandatory!)
Logon Time (10)

Number of logons (63)

Number of breaks (66)

Maximum Break duration (3)

Break Duration (40)

Number of breaks 1 to 30 (69..., 672)
Break duration 1 to 30 (13...,642)
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Gate Statistics metrics available are:

For the Current Day
Object « Gate Supervision »

For Each Day
Object « Gate Statistics »

Date/Time

Gate Name

QOS (91/20)

Number of inbound interactions (91)
Number of inbound handled interactions
(20)

Number of inbound waiting interactions
(18)

Number of inbound currently waiting
interactions (34)

Number of inbound abandoned interactions
(76)

Number of inbound dissuaded interactions
(21)

Number of inbound current interactions in
progress (37)

Average Inbound interactions Duration (24)
Number of agents in wrap up (43)
Number of agents connected (17)
Number of agents available (35)

Number of agents in outgoing call (77)
Number of agents in callback call (78)
Number of agents in break (36)

Date

Gate Name

Number of Incoming interactions (104)
Number of Incoming interactions Direct (143)
Number of Incoming interactions Overflow
(133)

Number of Incoming interactions transfer
(105)

Number of Incoming interactions handled
(116)

Incoming interactions duration (48)

Average Incoming interactions duration
(48/104)

Maximum Waiting time (6)

Average Waiting Time (46/112)

Number of abandoned interactions (106)
Number of abandoned interactions < 1 mn
(141)

Number of abandoned interactions entre 1 et
3 mn (140)

Number of abandoned interactions > 3mn
(142)

Duration of abandon (277)

Number of dissuaded interactions (134)
Number of dissuaded on agent not login in
(135)

Number of dissuaded on closed Day (136)
Number of dissuaded on closed Hour (103)
Number of dissuaded on day off (138)
Number of dissuaded on special day (139)
Number of dissuaded on waiting queue (137)
Number of dissuaded on closing queue (211)
Number of waiting interactions (112)
Duration of waiting time (46)

Number of refused (98)

Number of transfers (209)

Number of Overflow to... (132)

Number of interactions in fault (61)

Number of interactions in fault refused by
agent (147)

Number of callbacks store (186)
Number of callbacks already store (180)
Number of callbacks done (184)
Number of callbacks canceled (179)
Number of callbacks to go/retry (196)
Number of callbacks refused (195)

Duration of Handling Time (378) *
Handled Total duration

Abandon Total duration

Waiting Total duration

*QOptional Metrics are (Ask your project manager to activate them on ODIGO routing
Engine)
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You will find several report and dashboard examples in the connector package:
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Note: Data are refreshed at regular interval, depending on your Salesforce Administrator Configuration

(1 hour or more)
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Of course, all these dashboards are visible in SALESFORCE 1 mobile application:

eec00 Orange F 3G 13:21

«

€

Call Center QoS

11! 1O1! Ous UV

Current QoS

5% 65%

93%

Moyenne QoS groupe de trafic
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Odigo helps big organizations connect with individuals
through world-class, cloud-based contact center
solutions. Our cutting-edge, proprietary technologies
enable a seamless, efficient, omnichannel experience
for your customers and a satisfying, engaging
experience for your service agents.

Odigo serves more than 400,000 agents and business
users globally. With a 25-year history of industry firsts,
Odigo has more than 350 clients around the world.

Odigo is a Capgemini brand, which means we benefit
from the scale and expertise of one of the world'’s
foremost providers of consulting, technology services
and digital transformation.

Visit us at:

Customer experience
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