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Introduction

The purpose of this guide is to provide you with an introduction to some of the
maintenance, configuration and build options for SmartAgent as a system
admin.

We recommend attending an Agent and Supervisor session so you can be clear
on logging in and normal expected behaviour to support your team.

There are a number of different setup options and modular additions for
SmartAgent and the settings on display in this guide may not have been
enabled for your system. We would also recommend using Amazon connect
learning resources so you are aware of any changes / new functionality in
Amazon Connect.

Your Project leaders will provide guidance on which features have been
enabled for your organisation.

Pre-requisites for this training

To successfully complete this SmartAgent — Admin User guide you will require the following:

Access to a workstation

Access to the internet

Google Chrome or Microsoft Edge browser

A suitable headset, preferably a USB one

Your SmartAgent username and Password or sign-in credentials
A mobile phone / external phone to use in simulating a call

onkwnNnE

Duration of this training

Whilst the first time we run through this training we would anticipate their being some
additional questions around rollout and procedural changes, under normal conditions we
would expect that this session would typically be run within 60 Minutes.

Who Should attend this training?

This training is aimed at supporting those who would have authority and responsibility for
making amendments to the system to reflect changing demands, such as amending hours of
operation for Public Holidays, amending key messages to customers etc. The system can
easily and quickly be reconfigured to meet changing demands and this session will guide you

through the steps needed to make simple and more complex changes if needed.
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Agenda

Module 1: Getting Started

* Logging in to SmartAgent using a Password

* Logging in to SmartAgent using Single sign-on
* Notifications & cookies

* Accessing Connect from SmartAgent

Module 2 Maintenance Tasks for admins

*  Create, Amend and Suspend Users

*  Public Holidays / Changing Hours of Operation
*  Business Continuity Messaging

*  Amending Hold music or other recorded messages
*  Amending Text to Speech messages

*  Adding or Amending Agent Status Codes

*  Adding or Amending “Quick connects”

*  Managing Chat “Quick Replies”

*  App Configuration screen

* Editing / Changing Contact Log settings

*  Contact Log examples

e Channel Settings Configuration

Module 3: Making Structural Changes

*  Phone Numbers

* Adding / Amending Queues

* Adding / Amending Routing Profiles
*  Agent Hierarchy

*  Security Profiles & Permissions

e Contact Flows
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Agenda

Module 4: Reporting

e Call recordings and CTR data in SmartAgent
*  Historic reports in Connect- Queues
*  Historic reports in Connect —Agents

Module 5: Optional Other Modules / Enhancements available

*  QA-Call Monitoring forms
* (Case Management

*  Social media

*  Automated rules

*  PCl Payments

«  WFO/WFM
* CRM integration
* MSTeams
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Module 1: Getting started

By the end of this module, you will be able to:

. Log in successfully

J Enable microphone and natifications

J Know how to access Connect from SmartAgent
Accessing SmartAgent

SmartAgent must be loaded using Google Chrome or Microsoft edge browsers by
opening the link supplied to your organization. You should ensure you have a USB
headset attached to your computer.

You will also need to ensure you have a stable internet connection to make and receive
contacts.

Logging in to SmartAgent using a Password

1. Open the SmartAgent application in your Google Chrome browser. You
will be presented with the main SmartAgent log in screen.

r_ SmartAgent

Your contact centre,
reimagined.

Log in to your account

&
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2. Input your username (this will usually be your company email address and may

be case sensitive)

3. If you have been given a Password enter this in the password field, if not you’ll
need to reset your password. To do this click on the “Don’t remember your

password?” link
4. Click on “login” if you have a password.

Resetting a Password

1. You may be prompted to change a password on the first login or if you select the

“don’t remember your password” link

@ SmartAgent

Forgot Password

Username*

Youremail@company.co.uk

Remembered your password?

SmartAgent Login Code Bin x

noreply@smartagent.app

tome =
r SmartAgent

SmartAgent Two Factor Authorisation

Your Authorisation code is

103978

Please enter this in the SmartAgent app to complete login.

2. Enter your username and click “Submit” —you will then either be sent an email or

a text message with a verification code.

3.  Enter the verification code and input a new password, following the onscreen

guidance for the correct format of password.
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Forgot Password

@ Must e atleast 8 characters long
@ Mustinclude 1 lowrcase letter
© Must include 1 uppercase letter

© Must include 1 digit




Logging in to SmartAgent using Single sign-on

1.  Once you have logged into your company platform, open the SmartAgent
application in your Google Chrome or Microsoft Edge browser.

2. You will be presented with the main SmartAgent log in screen. Click Login and the
screen will then Authenticate your credentials.

r SmartAgent

Your contact centre,
reimagined.

Notification & Cookies

The first time you login to SmartAgent you will get a couple of pop-up notifications,
requesting access to your Microphone and permission to send you notifications.

& Use your microphone A Show notifications |

0 Block o Block
A ~

You should allow both of these pop ups.

You will also need to ensure that Third-party cookies have been enabled for your
SmartAgent web address. This will normally be completed by your system admins.
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Accessing Connect from within SmartAgent
SmartAgent provides those with the relevant access level with a direct link to the
Amazon Connect Console where all of your Amazon Connect settings and

configuration are managed and implemented.

Select Settings in the left hand menu, then “Connect”

a SETTINGS

Connect

The Amazon Connect Console will then be launched in a new browser tab.

You can then make necessary changes in connect from the dashboard screen or using
the menu listings on the left hand side of the screen.

Amazon Connect

@ 2. Set hours of operations

& 3. Create queues
Qo allow contactto b e 10 Ehe best sgents 0 ervice hem, I you o 1 FOULE Lontacts it HMercnt priar e o 5 Sgents with Hfcrent sk, you whl want t ereate multple queues.

E‘J 4. Create prompts

D'% 5. Create flows
Flows fsmila R el Eha customess’ exporsence wihen 1oy ContSctyou. AM326 Consect Nows cn ialegrate wih SIS Systems. uch 2 CRMs 30 ab3ses 5 dynsemically 3301 TN Sxperionce Basod O the customes and Ehe Sy, AMAZon Connects s isgrate wat

@E 6. Create routing profiles
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Module 2: Maintenance tasks for admins

By the end of this module, you will be able to:

* (Create, Amend and Suspend Users

*  Public Holidays / Changing Hours of Operation

*  Business Continuity /Welcome messaging in SmartAgent
*  Amending Hold music or other recorded messages

*  Amending Text to Speech messages

*  Adding or Amending Agent Status Codes

*  Adding or Amending “Quick connects”

*  Managing Chat “Quick Replies”

*  App Configuration screen

*  Editing / Changing Contact Log settings

*  Example Contact log settings

* Linking a contact log template to a Contact flow in Amazon Connect
e Channel Settings Configuration

Create, Amend and Suspend Users

All of these tasks can be done within the User management section of SmartAgent and
this access can be given to users other than Admins in the system via their security
profile. Guidance on this can be found in the Supervisor training module.

However as an admin you may prefer to use the Amazon Connect interface to create
users as it allows you to make bulk amendments via CSV upload and has additional
functionality such as adding in Agent Skill profiles if required.

Creating a new user, amending existing user details or suspending a user is all done
through the User Management section within Amazon Connect. This can be launched
from the dashboard by clicking on “View Users” link within the Configure Users section
or by selecting User Management from the User menu on the left.
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IAM@d-9c671120fb e

Amazon Connect @ English» 1 2

U
U Ccontact flows (similarly to an IVR) define the customers' experience when they contact you. Amazon Cannect contact flows can integrate with other Leammore  View contact flows
n systems such as CRMs and databases to dynamically adapt the experience based on the customer and their history. Amazon Connect's contact flows
integrate with Amazon Lex and provide text to speech and can enable natural language based self-service interactions.
[
K
6. Create routing profiles
4 A Routing Profile is a callection of queues that an agent will service contacts from. Routing profiles enable agents ta service multiple queuss with the Leammore  View routing profiles
proper priority.
OO‘D 7. Configure users
= Users

User Management enables adding, managing, and deleti
are created

ance the users Learn mare

User management
Next Steps

Once you've completed steps above, you can explore

Routing profiles

Agent status

Security profiles

Agent hierarchy

This will then launch a list of current users. This list can be sorted or filtered by Routing
Profile, Security Profile or Agent Hierarchy as well as in simple alphabetical order by
name.

To create a new user click on the “add new user” button and choose to either enter
the details manually or in bulk via CSV format. Alternatively if you wish to delete a user
just tick the box next to the user and the “delete” button will be enabled for you to use
if required.

IAM@d-9c671120fb [+ & English -

Amazon Connect

&8 User management

Lt

|

¥+ Q Hide advanced options
Security Profiles:

® MatchAll
Match Any

Agent Hierarchy:

Sue.p@yourcom Sue Pervizza

Security profile
Duty Managers [ QualityAnalyst Direct Channels/Call Centre/Service

Tanya.W@yourcom Tanya Williams Inbound Sales Only [ Agent | Direct Channels/Call Centre/Sales
Vanessa.J@yourcom Vanessa Jones Inbound Helpline [ Agent | Direct Channels/Call Centre/Sales
- Will Kawlbak@your — * Will Kawlback Helpline Complaints [ Agent Direct Channels/Call Centre/Service /Com
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you are entering the details manually you will need to enter their name details and
create a unique user login name.

You will then need to select from the drop down boxes their routing profile (what type
of calls they will be receiving), Their Security Profile (their access level in the system).

Their Phone type (Soft phone allows them to use a PC to answer calls, A Hard Phone is
an actual physical device).

You will also need to put that user in the correct place in the Agent Hierarchy.
Agent Hierarchy maps the reporting of stats to particular individuals or teams in an
organisation.

So if this new user was joining a particular team you need to place them in that team in
the Agent Hierarchy.

Once you have completed the details you will asked to double check it and then they
will be created as users in the system.
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Amending / Suspending Users
You can make amendments to individual or groups of users by clicking the tick-box
next to the users login name.

Amazon Connect IAM@d-9c671120fb [» @ English « w

£
3 Q Search for users by login Hide advanced aptions
&8 Routing Profile: Security Profiles:
| ) Prof
® MatchAll
Match Any

Agent Hierarchy:

Sue.p@yourcom Sue Pervizza Duty Managers Direct Channels/Call Centre/Service
Tanya.W@yourcom Tanya Williams Inbound Sales Only = Direct Channels/Call Centre/Sales
Vanessa.J@yourcom Vanessa Jones Inbound Helpline [ Agent Direct Channels/Call Centre/Sales

- Will.kawlbak@your Will Kawlback Helpline Complaints [ Agent Direct Channels/Call Centre/Service /Com

Once you have selected one or more users the “edit” button will become activated and
you can press this button to make your changes.

Once you have loaded up the users details you can then amend any of the fields by
clicking into it if it is a text field, such as amending name details, or other fields will be
amended by clicking on drop down buttons to select from pre-configured options,
such as giving them an additional security profile or taking a security profile away
which would suspend their access to receive or make calls.
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Public Holidays / Changing Hours of Operation

If you need to amend your opening hours because of a Public Holiday or Planned
closure then you can do this up to 7 days in advance by amending the Hours of
Operation settings. These are accessed from the dashboard or from the routing menu.

Amazon Connect IAM@d-9¢671120fb [» @ English - ¢,

jpancy, and more. Learn more.

Dashboard Hide the guide
Configuration guide

Now that you have Amazon Connect setup, it's easy to manage your contact center reliably at any scale. Following these steps will guide you through the basics of configuring Amazon Connect for your business.

1. Explore your channels of communication

hone number in order to receive and make calls, Learn more View phone numbers

tions with chat. Learn more Test chat

Engage more visitors in §

Customize chat widget

2. Set hours of operations

Hours of operation define when Amazon Connect resources, d may be referenced in contact flows Learn more

Routin
3. Create queues ¥ &

Queue allow contacts to be routed to the best agents to service them. If you need to route colli CREEII USRS ith differ Learnmore  View queues
skills, you will want to create multiple queues.

Contact flows
Prompts

Queues

Hours of operation

Quick connects

From the list select the Hours of Operation you wish to amend. You may have different
Hours of operation for different offices or particular queues and they will all be listed
together here.

Amazon Connect IAM@d-9c671120f [+ @ English- ¢,

-
5 :

Hours of operation
s

Hours peration defing when a quese is available, and may be attached Lo queues or referenced directly in contact flove,
s RS
- Dascription Queus assignmeant
= Basic Hours Always open hours Yes

Rows per page: 25w 1-10f1 <

View histarical changes
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Public Holidays / Changing Hours of Operation (Continued)
Click on the Blue text of the hours of Operation you want to amend and this will then
bring up the detailed listing of hours of operation.

Amazon Connect IAM@d-9¢671120 [+ @ English - ¢

Europe/London x s
| a
0 I N T
Europe/Kirov
12:00 AM 12:00 AM
Europe/Lisbon
Europe/Ljubljana 12:00 AM 12:00 AM
Europe/London 12:00 AM 12:00AM
Europe/Luxembourg
12:00 AM 12:00 AM
Europe/Madrid
Europe/Malta . 1200 AM 12: 00 AM
Friday 12:00AM 12:00 AM
Saturday 12:00AM 12:00 AM
= |

In this example the Hours of Operation are set to be 24 hours a day. It can also be
configured to automatically handle changes such as when clocks go forward or back by
selecting the Europe/London Timezone from the dropdown box.

If you don’t want to make amendments for British Summer time because you have
other offices overseas then you may want to stay on GMT as the timezone for
example.

If your offices are not open 24/7 and will be closing for a public holiday then you can
amend the Hours of Operation for that day ahead of time.

So, imagine you have a Bank Holiday coming up next Monday. Once your offices have
closed for the preceding Monday you can then go into the Hours of operation and
amend the Hours of Operation, ready for the following Monday.

You could choose to either tick the box next to Monday and select the “remove”
button, or some people prefer to amend the hours of operation to be only open for a
very short window at an unusually early time, say Start at 03.00am and finish at
03.01am.
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Public Holidays / Changing Hours of Operation (Continued)

You could choose to either tick the box next to Monday and select the “remove”
button, or some people prefer to amend the hours of operation to be only open for a
very short window at an unusually early time, say Start at 03.00am and finish at
03.01am so would amend the start and end times accordingly.

Amazon Connect IAM@d-9c671120fb [+ @ English - %

Name

nter the name..

Description

Time zone:

Search for time zone

8 oay

“  Sunday

Monday
Tuesday
Wednesday
Thursday
Friday

Saturday

Once you have made the necessary changes you will need to save them and it’s a good
idea to set a reminder for yourself for the day after the public holiday, to go back in and
set things back to normal otherwise the following Monday it will still be following the
rules you setup for the Bank Holiday.

You can also create a Whole new Hours of operation if you need to from this area. Lets
imagine you are going to use SmartAgent with a new department who only work
Monday to Friday, 9am to 5pm, rather than your call centre staff. From the Hours of
Operation screen, select the “Add new Hours” button. You will then be shown a blank
template to create a new Hours of Operation.

IAM@d-9c671120f [+ @ English - 4

Amazon Connect

Hours of operation

Hours of operation define when a quese is avallable, and may be altached 1o queus or eferenced diecdly in contect flovs.

Description Queus assignmant

Basic Hours Always open hours Yes

Raws per page
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Public Holidays / Changing Hours of Operation (Continued)
You will need to give it a uniqgue name and a description. Select the Timezone, so
choose an appropriate one for your organisation.

Amazon Connect IAM@d-9c671120fb [ & English - (N

Time zone: (R
Search for time zone . A

I S T

Sunday 03 : 00 aMm 05 : 00 PM

Manay 00 am 05 ;00 PM

Tuesday 05 ;00 AM 05 : 00 PM

Wednesday 09 : 00 AM 05 : 00 BM

Thasrsday v 00 aM 05 @ PM
05 ;00 AM o5

09 [ 05 00 Pm

Then select the days and hours you want to apply. The default setting is 9am to 5pm,
so in our scenario all we would need to amend is to select the Saturday and Sunday
and click on the Remove Button, then save these new Hours of Operation.

However it’s important to remember that, at this stage, we have just added this to the
library of Hours of Operation.

When you look at the Hours of Operation Summary screen your new setting will be

shown but it will show with a “no” in the Queue assignment column, as we have not
assigned these hours to a particular queue or contact flow.
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Business Continuity Settings

Whilst your admins may make changes in your systems Hours of Operation to cover
planned interruptions in service, such as public holidays, in an emergency or
evacuation situation it is essential that you have the tools available to make instant
alterations to call routing and customer messaging.

SmartAgent provides a self-service Business Continuity screen to enable quick
disabling/enabling of lines along with the ability to insert custom messaging informing
callers for the reason for the calls being switched off.

If this feature has been configured for your setup and you have the access to it, you will
find it in the Admin Settings menu under “Business Continuity”.

Each setup will be unique, but it will usually take the form of a global Switch-off option

and then a sub menu of other options which may be based around location / brands or
different activity types.

Business Continuity

If the toggle switch is green, then lines / channels are active. If however, you get an
unexpected situation, you can switch them off by selecting the toggle switch, turning it
to red. You can then input a specific text message that will be played to customers
while the lines are switched off.

Once the emergency situation has passed you can simply toggle the switch to turn the
particular grouping / activity back on again.
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Welcome Messaging Settings

As part of your Organization's SmartAgent setup you will have a series of prompts and
messages that are played to people in queues while they are waiting to be answered
or as part of your customer journey through various menu options.

Your admins will be able to make any changes needed to these in Amazon Connect but
some organisations want the ability to adapt these in the event of something
unexpected happening.

If this has been setup for your organization and you have access, you will find this
customized “Welcome Messaging” in the Admin Settings menu on the left.

Welcome Messaging

Easily set giobal or line specific welcome messages

Filter Lines A

Line Status Keywar
Al o] Q

Global welcome message -

wecora masssge”
Thankyou for ringingour demo line today n

weicome meszage
Helko and thank you for caling -

This will be unique to your organization but the setup will generally take the form of a
“global message” that will be played over and above any other departmental level
messages if enabled.

Sub messages can also be setup for particular departments / brands or channels.
These can ONLY be enabled if the global message is switched off. The particular
message can be entered into the text field and saved to provide an updated message,
as needed, if a situation is changing dynamically.
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Amending Hold Music or other recorded messages
To view, create or edit prompts in Amazon Connect, select Routing from the side menu
then Prompts.

Routing
Phone numbers
Contact flows

Prompts

Click on the “Add prompt” button at the top of the page.

Under the Upload option, click Choose file and browse to find the file from your
computer. Please note that this should be a .wav file and no other file formats are
supported.

You can also select the “Record” option to manually record a message.

Amazon Connect

Prompis » A Prompt

Add Prompt coce: [

Prompt Detalls

nnnnnnnnn

2 k- F 2

(7]

cccccc

Prompt Settings

The name field will automatically be populated although you may want to edit this to
ensure that your prompts are named consistently. Finally, click the Create button.
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Amending Hold Music or other recorded messages (Continued)

Editing a recording against an existing prompt can also be done from the prompts
screen. First select the prompt to expand it and show details.

Routing

Phone numbers

Contact flows

Prompts

Click the name of the prompt on screen and then you can edit the fields as required or
download a new recording as needed. If you keep the same prompt name the new
recording will be played in all associated flows.

The name of the prompt can be changed if required. Please note that this does not
impact any contact flows which are using the prompt.

Prompt Settings

Finally, click on the Save button - this can take some time as the recording needs to be
uploaded and converted to the correct format.
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Amending Hold Music or other recorded messages (Continued)
Verifying an uploaded recording

It's important that once you've uploaded a recording that you verify that the audio is
an acceptable quality.

Due to restrictions on phone networks, HD audio is not supported so all recordings are
sampled down to 8 KHz - this can dramatically impact the quality of music audio
especially but can also impact voice audio.

Consequently, not all audio files would be deemed suitable to for use. To ensure
quality, you must play the uploaded file to confirm that you're happy with the quality.

You can preview the audio recording by clicking on the name of the prompt you'd like
to play to expand and show the prompt details

Amazon Connect

Prompts 3 Edit CustomerHold. wav

Edit CustomerHold.wav
Prompt Details

ame
CustomerHold war

Current File

I P 0:00/225 — L I

Chaose = wav file to save as 3 prompt. Wamning! Only upkead audio that you have legal

Shaw addiienal prompt informatian v

Click the Play button to preview the file. It may also be useful to run a trial of this
prompt to ensure it sounds correctly when accessed via a phone line.

© Gammalabs. SmartAgent Admin User Guide
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Amending Text to Speak Messages
If you want to amend the text in a text to speech section this can easily be done
yourself by amending the prompt in the appropriate contact flow itself.

Amazon Connect

IAM@d-9c671120fb [ @ English ~

00
(e n)

Queue allow contacts to be routed to the best agents to service them. If you need to route contacts with different priorities or to agents with different
skills, you will want to create multiple queues,

4. Create prompts

Prompts are media that can be used to play back audio to customers or agents contact flows. You can upload a pre-recorded wav file, or quickly record one

through our web interface using your computer’s microphone. Updates to prompts take immediate effect in all contact flows they are referenced in.

Routing

5. Create contact flows

Contact flows (similarly to an IVR) define the customers’ experience when the Phone numbers
systems such as CRMs and databases to dynamically adapt the experience basd

integrate with Amazon Lex and provide text to speech and can enable natural

jate with other
| contact flows

Contact flows
6. Create routing profiles Prompts

A Routing Profile s a collection of queues that an agent will service contacts il
proper priority.

Jaueves with the
Queues

Hours of operation
7. Configure users

User Management enables adding, managing, and deleting users, User specific
“

signed once the users

Learnmore  View queues

Learn more

View prompts

Learn more

contact flows

Learnmore  View routing profiles

Leammore  View users

If you select the appropriate flow, from the list you can then click on the particular
prompt that you want to amend, in order to show the details.

Amazon Connect

Contact flows

T

HName

Default agent hold

Default agent transfer

‘wr

[ Status

Agent hold Audio played for the agent when on hold Published

Transfer ta agent Default flow (o transfer Lo an agent Published

Agent whisper Default whisper played to the agent. Published

Default customer queus

hold Default audio the customer hears while on hold. Published

tomer queue Published

Default audio played when s customer is waiting in queve.

Defsult customer whisper
Default outbound

Default queue transfer

ustormer whisper Default whisper played to the customer Published

Outbeund whisper Default flow for outhound calls. Published

Transfer ta queue Default flow used to transfer to a queue. Published

© Gammalabs. SmartAgent Admin User Guide
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Amending Text to Speak Messages (Continued)

Within the details field you will then have the opportunity to amend the text to speech
field with your revised text.

Amazon Connect IAM@d-9¢671120fb [ & English -

Default customer hold 4 [E—y—

Shows additional flow information ~
Interact ~

Set v

Branch ~

Integrate v

If you want to manually create pauses in a text to speech field then you would need to
configure the settings to interpret as SSML and input a <break> command with a time
value to suit your needs.

Loop prompts Play prompt

Loops a sequence of prompts while a customer or agent is on N .
bs 8 sed promp 9 Delivers an audio or chat message. Learn more

hold orin queue.

When Loop prompts is used in a queue flow, audio playback can

be interrupted at preset times. Learn more

Prompts Prompt

x  Textto Speech v ) N .
O Select from the prompt library (audio)

Learn more about Amazon Connect's TTS capabilities

@ Text-to-speech or chat text

Here is the editable text field...
® Enter text

=gpeale=Your call will be answered when the next agent -
is available.<break time = 3= we will answer it as soon y

‘Add another prompt to the loop

O Enter dynamically

Interpret as

SSML A

If you wish you can “save as” and create a completely new flow, that can be then
tested away from your live service, or you can save and publish the amendment and
this will then be live straight away.
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Adding, Amending and Configuring Status Codes

All users in Amazon Connect have an agent status recorded against them.

The 2 default status values are:

o Available - this means that inbound contacts can be routed to them
J Offline - this is the default status that is set against an agent when they first log
in or out

In addition to the above, custom status values can also be added so you can track the
activity of your agents during their shifts.

To view, edit and delete agent status values, select Users from the side menu then
Agent status.

- Users

User management

Routing profiles

Agent status

From here you can add a new status, edit existing values, disable a status and also re-
order them. Agent Status codes can’t be deleted as they may have data associated
with them, however Status codes can be Disabled for use by unticking the “enabled for
use in CCP” box. This means Agents will no longer see them.

Click the Add new agent status button and a blank row is added to the top of the page.

Enter a name and description and click Save.

Values can be re-ordered by hovering over the row and dragging the icon displayed to
the left of the row. The order is then reflected with SmartAgent and Amazon Connect.

If you no longer need to use a status, then uncheck the Enabled for use in CCP option.

Finally, click Save when you’ve made all your changes.
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Adding, Amending and Configuring Status Codes (Continued)

Within SmartAgent you can configure the Status codes with an expected time value.
This will mean that if a time value has over-run the time status will appear in red on

Supervisors Realtime Metrics screen, highlighting that an Agents break has over-run
for example.

SETTINGS

......

uuuuu

If you go to Settings Menu and select Agent Status you will see a list of all currently
enabled status codes. If no time has been set click into the status code and enter a
time value in Minutes.

You can edit or clear these values by clicking on the three dots on the right of the status
code.
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Adding, Amending “Quick Connects”

Quick connects are a way for you to create a list of destinations for common transfers.
The type assigned to a quick connect determines it’s destination

J External - this is a phone number external to Amazon Connect. This supports
both outbound calling and transfers.

J Agent - used to transfer an existing contact to a specific agent

o Queue - used to transfer an existing contact to a specific queue

You can have one generic list of Quick connects and apply this to all Queues, or you can
have multiple different Quick Connects Listings that are specific to a particular set of
gueues to handle different regions or departmental arrangements.

To view quick connects, select Routing from the side menu then Quick connects.

3 Routing

Phone numbers e Canteot fe Descriprion
Cuairmer Sdplies

Contact flows
rlourd S Gy Gllcs O Tuetm) sarbourd waory

Cemplart Sodiiee Compl Cmpbre Sam e e b i

Prompts

Queues

Hours of operation

Quick connects

From here you can create a new quick connect or edit an existing one. Please note
that once you've created a quick connect it cannot be deleted - only hidden from
agents by removing its assignment to queues.

To add a new value, click the Add new button to display a blank row. Add a name,
select a type then specify the destination for that type.

Next you must supply a contact flow for agent and queue types. Select a flow from the
dropdown and finally click Save.

Editing a value follows the same process as above.

Any new quick connects will need to be associated to Queues for them to appear to
Agents.
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Managing Chat “Quick Replies”

a

Quick replies in Chat are a way to have some pre-prepared responses that agents can
then adapt to personalise the message to clients. These can be organised and
categorised within SmartAgent by users who have the necessary access within their

security profile, if chat has been enabled within your setup.

g

App configuration

Audit log

Business continuity

Testing,

Manage Contact Logs

Users HiL welcome 1o SmartAgent test Quick reglies

OGO EXAMPLE 1]

[signature]

[LOGO EXAMPLE 2]

Question 1 Quick Reply FAQ TEMPLATE

‘Question 2 Quick Reply TEMPLATE

Intraduction

WEBCHAT

FACEBOOK, TWITTER, EMAIL, 21/04/2023 1358

FACEBOOK, TWITTER EMAIL 21042023 1355

FACEBOOK, TWITTER, EMAIL, 21/04/2023 1358

FACEBOOK, TWITTER EMALL,

FACEBOOK, TWITTER, EMALL,

Quick Reply Management can be accessed from the “Admin Settings” menu, and will
launch the Quick reply summary screen, where you can search for current quick replies
by Keyword, using the hierarchy and category you have setup, or by channel.

Lorerm ipsum i samply dumemy text of The prnting and typesetting ndustry. Lor.

05042022 16:42

05042022 1641

05/04/2022 16:41

010420221119

310372022 1421

3183720221322

/020221322

/20221243

310320221217

/3720221216

31/03/2022 09,40

30/03/2022 1224

You can also create a new quick reply from this screen by selecting the “add quick

reply” button.

If you want to make changes to your hierarchy or category structure then you can do

this by selecting the Manage Hierarchy button.
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Managing Chat “Quick Replies” (Continued)

Any Quick replies that have not been assigned to a category will be highlighted with a
red warning triangle. Unassigned quick replies will not appear to agents when they
use the quick reply function, so you can use this functionality to archive any old
replies, or to work on draft messages until they are ready for use by agents.

You can also select the three dots on the right hand side for quick links to edit or delete
a quick reply.

sssssss

((((((((

nnnnnnn

FACEBOOK, TWITTER EMAIL.

FACEBOOK, TWITTER, TRUST.

TWITTER

..............

06/04/2022 13:9)

01/04/2022 1171

31/03/2022 14:2'

Lorem Ipsum is simply dummy text of the printing and typesetting industry. Lor. Delivery

If you select the Manage Hierarchy button you will be able to create a tree-like
hierarchy of categories and sub-categories to help you organise your quick replies.

Agents can search for quick replies using a keyword search, but you may find using a
system of categories can ensure consistent messaging, particularly if different
departments or channels might utilise different messages.

Manage hierarchy Cancad

Add category

~  Cancel | Amend

~  Delivery MR —
Add sub catdZory

To add a new category, select the green Plus sign and then type in what you want this
category to be called. If you want to create a subcategory under one of your existing
categories, select the green plus next to that category and select the sub-category
option.
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Managing Chat “Quick Replies” (Continued)

a

The sub-category will show slightly indented from the category so you can see where it

fits in the hierarchy.

You may want to consider using a particular naming convention for these categories as

you cannot have duplicate names at the same level of the hierarchy.

Manage hierarchy

< Cancel | Amend
~  Why has my order been cancelled?
Fraud
Stock
A Delivery
. Where is my order?
~  Chasing order before its due
Chasing International order before its due
Chasing UK order before its due
~ DTS- Delivered to store
A Is my order in the store?
Cannot locate
Carrier Issue
DC delay - Distribution Center
Store delay
A Store cannot find my order

Cannot locate

® ® Bb b
© 000000 O O

®O © B & =

Eb
4]

we

So for example, you can’t have 2 categories called “Delivery”. However, you can have

the same name for sub-categories, as long as they are in different categories. So, each

“Department” category, could have a sub-category called “delivery” as these would

have a unique name combining the category and subcategory.
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Managing Chat “Quick Replies” (Continued)

This unique address or breadcrumb trail can also be shown if you hover over a quick

reply on the summary screen.

Derick  ® Offine 26 155 a9«

Search Quick Replies.

yyyyyyyyyyyyy

sssssss

powerful Pointing analmo.

1651345623453457893475345

Danny 22

testerd 1

testno hierarchy

DANNY IS THE COOLEST

test test test

Danny Test 1

Another test

This is a new test

........

.......

FACEBOOK, TWITTER, EMAIL,

FACEBOOK

FACEBOOK, TWITTER, TRUST.

TWITTER

WEBFORM

FACEBOOK, TWITTER

Manage Hierarchy ‘Add Quick Reply
LAST EDITED DATE

06/04/202213:07
06/04/2022 13:00
05/04/2022 16:41
01/04/202211:19
31/03/2022 1421
31/03/2022 1322
31/03/202213:22
31/03/202212:43
31/03/20221217
31/03/2022 1216

31/03/2022 09:40

a

Within the Manage Hierarchy screen you can also delete categories or sub categories
by selecting the bin icon next to the category or sub category.

You will be able to delete a category or sub category, even if it has quick replies
stored within it. These quick replies will appear in the summary screen as
“unassigned” so they will not be lost, however it means they will also disappear from

Agents view.

So you may want to assign Quick replies to a different category or sub category before

deleting the old category.

Manage hierarchy

~  Cancel | Amend

|_@¢b_|

“  Why has my order been cancelled? ﬁ 0
Fraud O

Stock ON
SRelivesy imi
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App Configuration Screen

Within the App Configuration screen you can change how After Contact Work (ACW) is
handled across different channels without having to make changes within the Amazon
Connect system. Any changes on this screen will apply to all agents within the
smartagent App.

Paul ®

App Configuration

After call work

After call work duration

Allow after call work extension

Aliow CCP to be visitle ) @

There are configuration options under each tab for channels in a SmartAgent setup. So,
for example, you can input a time limit of hours to which an agents call history will be
displayed for voice.

You can choose to give Agents an Unlimited time to complete after call work, or set it
to “Limited Time” and then set a duration in seconds.

You can also toggle between allowing agents to “extend” the ACW time (this will then
be unlimited) or to not have the “extend” button appear onscreen.

The final section “Allow CCP to be visible” allows agents the ability to view the Amazon
Connect CCP window by clicking on the SmartAgent icon. This may be of use in
troubleshooting as it allows Agents to be able to download contact logs and share
them with your IT providers.
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App Configuration Screen (continued)

You can have different settings for other channels by using the tabs for chat and task.

Paul ®sartorst omas v
App Configuration
Configure behaviour and actions applicable to all agents within the SmartAgent app.

Call Chat Task

Chat settings

Chat history display
Chaase the length of time in hours to which an agents chat history will be dispiayed

2

After chat work

Chaose whether agents have a limited or unlimited amount of time to wrap up the chat
Limited time <

After chat wark duration

Cheose the limited length of time in Seconds the agent has to wrap up the chat
60

Allow after chat work extension
Allow agents to extend their after chat wark time. Extended time is unlimited and will be recarded against the CTR

a

Settings for ACW on this page will act as default settings, however you can specify that

other settings are followed as detailed in Contact Log Management.
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Editing / Changing Contact Log Settings

a

Within the admin settings menu you can access the contact log dashboard which
shows any current contact log configurations built for your system and their status. Any
contact logs marked as “default” status will be the one that any contact will revert to if

a contact log configuration is not specified in the Contact flow.

From this screen you can edit or delete any contact log configuration by selecting the
three dots next to the specified configuration and also create a new template by

selecting the Add template button.

Paul @ ormne 8 o

n Templates must be added to a contact fiow to be usable
Contact log dashboard
.................
@I  contactLog 05/05/22, 0942 06/05/22.14:46
I  contactLogZ 29/06/22,12:37

O
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Editing / Changing Contact Log Settings (Continued)

If you select the “edit” option then the Edit template screen will appear as shown
below.

Edit template | Cancel ‘“

E After you save the template, this must be implemented into a contact flow to be usable

Template name*

Contact Log 2 Setas default @

‘! Query Resolved? (Dropdown list) ~ ol +]

Label”

Query Resolved? Required field
Dropdown list options ~
it Yes queryresalved_yes m] 0

it No queryresolved_no ] e

This will contain all the existing elements within the contact log and will allow you to
make any necessary changes.

Template Name / ID number

You should bear in mind that any changes made to this may affect how the Contact log
appears to agents as this will have been configured within Amazon Connect contact
flows, so it may be useful to test this within a UAT environment before making changes
in a live environment. We would also recommend using an agreed naming convention
to make it clear what each configuration is used for.

Set as Default
The default Contact Log will be the one that any new contact flow created will use,
unless a specific contact log configuration has been specified.

If however it has previously had a specified / named contact log configuration that is
somehow broken, eg by amending the name or ID number, then an error message will
appear to agents as below..
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Editing / Changing Contact Log Settings (Continued)

Agent name ® Busy:14m 34s v 2 «

Wrapping up... extend (00:13

Contact Log

Sorry, no contact log is available
for this call.

Finish Wrap Up

Wrap time Limit / Allow time extension

Within the contact log configuration you can set specific options for Wrap time limit /

allowing agents to extend the time. These settings can be independent of the settings
on the overall App configuration settings if this configuration is applied to a particular

contact flow — eg giving a complaints handling team longer to complete ACW because
of the nature of the calls they receive.

Adding or editing a section of the contact log screen

Let’s say a company initially just wanted a simple Query resolved Yes / No option to
appear. An example of that is below, and how that might look to an Agent. However if
the company setup an escalation process to a specialist team, they might want to be
able to track this, so would want to maybe amend the contact log screen.

Edit template | Cancel ‘ﬂ

E After you save the template. this must be implemented into a contact flow to be usable

Template name*

Contact Log 2 Setas default ()

< Query Resolved? (Dropdown list)

Label*

Query Resolved? Required fisld
Dropdown list options
i1 Yes queryresolved_yes ] e

I No queryresolved_no mw e
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Editing / Changing Contact Log Settings (Continued)

So they could select the green “Plus” symbol to create an additional option for the
Agent to input. This would then need a new Label option — namely what the Agent
would see and a “Data Label” field. This field would appear in the CTR record and then
be reportable / extractable for reporting purposes.

X

Edit template ‘ Cancel ‘I I

n After you save the template, this must be implemented into a contact flow to be usable

Template name*

Contact Log 2 Set as default )

i1 Query Resolved? (Dropdown lis1) ~ o e
Label*

query Reselvea?

Dropdown list options ~

Yes queryresolved_yes w e

it No queryresolved_no m |I

++ [ Label Option (ie. I need a copy of my bill) Data Value (ie. Copy of my bill) § @ e i

The order in which these are presented can be amended by dragging and dropping the
option using the six dots at the side of the option.

You can also specify if these question is a required field —namely the Agent has to
complete it before being allowed to finish ACW.

So the person would input these details and hit “Save” to complete these
amendments.
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next to the Field label title.

Edit template

u After you save the this must be impl

Editing / Changing Contact Log Settings (Continued)

If however, they wanted to add a whole new section they can select the green plus

Template name*

Contact Log 2

*: Query Resolved? (Oropdown list]
Label*

Query Resolved?
Dropdown list options
ttoves
it No

it Escalated

ited into a contact fiow to be usable

Set as default @

Reqguired field

~
queryresolved_yes i} o :
queryresolved_no 0] 0 :
queryresolved_escalated w e :

field to add.

Edit template

Template name*

Contact Log 2

*: Query Resolved? (Dropdown list)
Label*

Query Resolved?
Dropdown list options
i1 Yes
iToNo

i1 Escalated

Add a field
What field would you like to add?

Choose an option

This will then present them with a dropdown menu to select the type of additional

u After you save the template, this must be implemented into a contact flow to be usable

Setas default @)

~ ] e
Required field
~
queryresolved_yes w o :
queryresolved_no i} e g
queryresolved_escalated 0] a :

<O

Text box
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Editing / Changing Contact Log Settings (Continued)

A “Dropdown List” will allow Agents to select an option from a defined list, just as the
above list appears with full data labels.

A “text box” will allow Agents to input free format text within the section.

A “Radio button” will allow Agents to select one option from a list of radio buttons
presented.

A “checkbox option” will allow agents to select multiple options from a list of checkbox
options.

A “Dropdown Hierarchy” will allow agents to select a data label from a Hierarchy of
options that can be configured, particularly suited to larger and complex organisations.
We will cover this in detail in a later section.

“Date Picker” — this will create a dropdown calendar option with a text box to enter
details for the calender such as “Date of next appointment”

“Time Picker” — this will create a dropdown time option with a text box to enter details
for the time such as “Time of next appointment”

We will show some examples of different options and what an Agent would see if
configured in that way.
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a

Example Contact Log Settings

In this example the company wanted the Agents to also confirm how the transfer was
handled, for example whether this was a “warm handover” where they introduce the
customer to the escalation team, or if they just transferred them to the queue for the
escalation team.

As this option might not occur every time, we didn’t make this a “required field”

Edit template ‘ cancel ‘“

u After you save the template, this must be implemented into a contact flow to be usable Wrapping up...
Template name™
Contact log
Contact Log 2 Set as default )
:: Query Resolved? (Dropdown list) ~ ) e
Label*
Query Resolved? Required field
Query Resolved?*
Dropdown list options ~ Escalated
s Leryresolved_yes — 0 . lation team handover
: query -y w G Warm Handover ) Transferred to Queue
I No queryresolved_no w 0
it Escalated queryresolved_escalated W e
i Escalation team handover (Radio) ~ o} e
Label*
Escalation team handover O Required field
Radio options ~
Finish wrap up
1 Warm Handover o} 0
i1 Transferred to Queue W e
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Example Contact Log Settings (Continued)

Let’s say a company want to create a dropdown list option with a calendar Picker and
a Time picker to appear to appear.

An example of that is below, and how that might look to an Agent. However if the

company setup an escalation process to a specialist team, they might want to be able
to track this, so would want to maybe add more to the contact log screen.

Paul
@ Available 16n 33m 415 0 o« M

Edit template cancel n

[N v ottt s s et ok contac o o b s

e o Customer: paul.egan@missionlabs.co.uk
Contact Log 16083094-9401-4b10-0120-5301c3241328 Subject: Test on Friday
B semotan g [P — Ao trve stansion? @ Messagesin thread 0
i Resohutior ~ ol +]
~ Email Contact Log
)
Fesolut Mark 3 requred e
Wrapping up... v
——— . = =
Resolved

Resolution®

Select Resolution

Customer Satisfied?”

i Department (copdonn ~ 5@ Date of next thing

I

17/1/2023

Department e
Mark as reaured
Dropdown list options -~ Suggested delivery time
32 | Acoourts Department esoution seschvedindssars | & @
i1 Complaints Depariment resolution_resolvedwitndepart = @)
ii Next Steps? (1o ~ 1@
Latr
Next Steps? o

Recuired e

i: Customer Satisfied? (0rapaoen st ~ @
Customer Satisfied? . Mark s requined field
Dropdown list options ~
customersatisfied_yes [+]
Home customersatisted_no o:
. Reason for Dissatisfaction? - a °

Suggested delivery time & o)

Suggested delivery tme
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Example Contact Log Settings (Continued)

Let’s say a company want to create a dropdown list option with a hierarchy of answers
then they would use the Dropdown Hierarchy option.

This allows you to create a complex hierarchy of information based upon a hierarchy
you create with upto 8 different levels of hierarchy and an upto 100 listed at each level
of the hierarchy.

In this example we will use geographical regions, to illustrate, but this could be based
on whatever hierarchical structures suit your organisation. To start, we would need to
select the Dropdown Hierarchy option from the dropdown menu.

Create template Cancel
u After you save the template, this must be implemented into a contact flow to be usable
Template nanm
n | setsssfauitt @
Add a field ~
What field would you like to add?
Dropdown list
Text box
Radio
Checkbax

We then need to give this template a name and input the Label for this section and
input the first level of the Hierarchy within the appropriate fields.

To add more to the Hierarchy we then select the green plus symbol next to the
hierarchy structure.

X
Create template

u After you save the template, this must be implemented into a contact flow to be usable

Using a hierarchy Setascsfaurt @

:: Global Hierarchy (0ropaown hierarchy A~ 8@
Laber

Global Hierarchy Required fiela

Hierarchy structure ~

Add category
Add sub category
Add item
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Example Contact Log Settings (Continued)

We will then be offered the option “Add category”. This will always add an additional
structure at the same level as the one we have selected.

If we select the “Add sub category” this will create a sub category underneath the level
we have selected.

If we select the “Add item” this will create an Item listing and data value field as a
dropdown menu item Agents can select within that part of the hierarchy and that can
be reported on.

So in our example we can create a number of sub categories under the “Worldwide”
level of Europe, Asia and Americas. We could then select the Plus symbol next to
Europe to add another category and create a category of Australasia. We can use the
three buttons at the side to move the order in which the categories are listed.

e n

u After you save the template. this must be implemented into a contact flow to be usable

Create template Cancel Create template

n After you save the template. this must be implemented into a contact flow to be usable

Using a hierarchy Using & hierarchy Setas defautt @

11 Global Hierarchy (Dropgomn hisrarchy A ) ii Global Hierarchy [Dropdown hisrarchy ~ ol +
Laber Laber®

Global Hierarchy Required fild Global Hierarchy Required fisld

Hierarchy structure ~ Hierarchy structure ~

Worldwide [+ 7 Worldwide

Europe o e i =] Ewrope
‘Add categon

Asia ) H Asia
Add sub category

Amerioss Additem i Americas

© © 0 0 ©

B B & &

Australasia

We can then create whatever sub categrories we need for the organisation, and at
each level we have the opportunity to create more categories at the same level, sub
categrories underneath, or Items as actual dropdown options for agents to select and
have data values that can be recorded.

© Gammalabs. SmartAgent Admin User Guide 42



Example Contact Log Settings (Continued)

a

Each folder has it’s own unique address, so you can repeat common terms, so long as
they are not duplicated at the same level.

So in our example, each category location could have it’s own sub category of
“Delivery” as they would all have their own unique address e.g.
Worldwide\Europe\UK\Northwest\Manchester\Delivery.

However the system will not allow you to create duplications at the same level.

So for example if you tried to create two “Manchester” categories at the same level

the system will not allow this.

Creating the UK Within the “Europe” folder would be done like this...

X

Create template cancer

u At o v e empiste. this must be Implemented ino 3 contact fow o be ussbie

austraissis

x

Create template

u At ou cave the it ths st be et ko  contact fam o be e

5 o B = =

Cancet

© © 0 0 © O

St s sutan @

We could then create sub categories of regions and towns until we want to create
dropdown items for a specific town location eg Manchester.

X
Greate template

n APt you save the tamplate. e st be mglemented o 8 contact o ta be usable

Global Howrarchy

ot Hosrarchy osurea sz
Merarchy structure

wonowide )

Beum "o
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Example Contact Log Settings (Continued)
Deleting part of Hierarchy

If at any point you try and delete a category that has sub categories or items withing
those sub categories you will be warned that all items and sub categories under this
item will also be deleted.

So you should ensure that items have been recreated in new homes / moved
appropriately before deleting items from the hierarchy.

Delete "North East Region"

Your action will delete
« The children folder called “North East Region
« All the items inside that folder

A This cannot be undone

“

Linking a Contact Log template to a Contact flow in Amazon Connect

Once you have completed a contact log template in SmartAgent, if you want it to apply
to a particular Contact flow you will need to make a note of the Contact log ID number
and Name and then open Amazon connect and select that Contact flow you wish it to

apply to.

This will usually take the form of adding a Set Contact Attribute block into the required
flow and specifying the user attribute assigned to contact logs with the contact log ID
as the value.

However you should contact SmartAgent team if you need assistance in applying these
changes to your existing flows if you aren't sure of the best location to place this
element.
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Channel Settings Configuration

Within the admin settings menu you can access the Channel settings configuration
screen which shows current configurations options built into your particular channels.

Paul 8 ot o

Channel Settings
¥ou can wew and configure your Smart Ager

Gmat  foca  Mmwagrg  Weshs  wenfem

Test Brand 1

smartag...
inbound, Dutbound, Agent Initiated
Oefvers ta:|

Deliveries.smartagent.app
Inbound. Dutbound. Agent nitated
‘‘‘‘‘‘‘‘‘

Complaints smartagent.app

Inboind, Outbound, Agent nitiated tbaund, Agent Initiated
ebvers to

0¢

‘ Customer sarvices

p— Conbgure

HR and Staffline i.smarta..
Inbound, Outbound. Agent nitiated
Desvars to

e

There will be a tab for each channel with configuration options and then particular

“Contract Endpoints” that have been preconfigured. For example this might be a set of
email mailboxes used in your email channel.

The settings of this particular contact endpoint can accessed using the “configure”
button within the contact endpoint.

Paul @ siat ot 5 o

Channel Settings

Eme socis gy et
Test Brand 1 ~
Customer services smartagent.app Administration \.smartag... Deliveries \s.smartagent.app Complaints smartagent.app
Inbound. Outbound. Agent Initiated Inbound. Outbound. Agent Initiated Inbound. Outbound. Agent Initiated Inbound. Outbound. Agent Initiated
- e Delvers to: | Delrvers to Delrvers
Contigure Contigure. Contuee

HR and Stafflii
and Stafiiine s.smarta...

Inbound, Outbound. Agent Initiated
Dedivers to:

Configure
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Channel Settings Configuration (continued)

In the “edit contact endpoint” screen you can change the pre-configured options to
other options already setup within your instance.

X

Edit Contact Endpoint cancel ‘ ﬂ

Contact Endpoint Configuration External Configuration

This form has mandatory fields marked with an *
Brand*

Test Brand 1
Channel Type*

Email
Email Address*

smartagent.app

Allow Agent Initiated Email
[ enable auto-reply

Outbound Email Template*

<>

Queue*

<>

Select Agents who can initiate email*

Customerservices Email i

Outbound contact flow

<>

Custom Contact Attributes

Key Value

Automated Antivirus Scanning

@D Enabled

For example you can change the particular Brand Identity and the email address
details.

You can also change whether agents can initiate an email conversation, enable auto
reply and specify which outbound email template is followed, what queue any replies

will be routed to and be answered by which routing profile.

So you will be able to re-organise your channel from this screen if re-organising existing
elements.

Different channels will have different configurable options and some will be highly
specific to how a particular platform is setup.
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Channel Settings Configuration (continued)

You may see very different options appearing, particularly in the Socials Tab where you

may also have different configuration options for direct messaging as opposed to
creating public announcements on the channel.

Paul # e

Channel Settings

€ SmartAgent Demo © sademoi2345 W SaDemo1234
o S e S o Sl
Poste: Socid [e— Pt S0
o [ cotpn o sctim g contgrs oicting | contgun
X
Edit Channel cance n

This form has mandatory fields marked with an *

Brand

Tweets Direct Messages

Status *
@D Enabled
Social

Custom Contact Attributes

You can also add a completely new contact endpoint selecting the Add endpoint
button and completing the necessary fields. These will have to already be part of your
existing system. S

0 e
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Channel Settings Configuration (continued)

If they are new external configuration options or you wish to change existing external
configuration options then you can select the “External Configuration” tab.

This will either be populated with your existing external configuration, or if you are
adding a new external configuration this will be guidance on how to add a new email
address to your connect instance for example, or the particular onboarding processes
for that particular social onboarding channel.

Edit Contact Endpoint Cancel “

Contact Endpoint Configuration External Configuration

To add a new email setup a few steps must be taken in AWS services for this to work:
Step1

Inside AWS SES (Simple Email Services) within Ireland (eu-west-1) Region, Navigate to "Email
Receiving" Select the rule set that is defined below.

IMPORTANT: At this stage make sure the rule set is active

Amazon SES x Amazon SES > Configuration: Email receiving

Email receiving we

Set up receipt rules and IP address filters specifying what you want Amazon SES to do with emalls ity

Account dashboard

Reputation metrics

Configuration

Receipt rule sets 1P address fitters
Verified identities
Configuration sets
Dedicated IPs. Active rule set i
Email templates
Suppression list Rule set name

Email-message-to-s3-dev

Cross. natifications

All rule sets (1) wfo
Q search rule sets

Name

I Ema-bmﬁqqe—m«!rdevw I

Step2

Navigate through until the Recipient Conditions, In here, we need to add new emails which the
client email will forward to.

The example format is:
{stage_client_email _AT_client_tid@smartagent.app}

e P,

emailsTos3

e ke detats

et
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Module 3: Making Structural changes

In this module we will provide some assistance to help you understand the basics in
how your system is setup — There is a wealth of training material within Amazon
Connect to further understanding. If you are planning on making major structural
changes to your system, we would recommend contacting SmartAgent team for
assistance.

By the end of this module, you will be able to:

* Understand Phone Numbers in Amazon Connect
* Adding / Amending Queues

* Adding / Amending Routing Profiles

* Agent Hierarchy

*  Security Profiles & Permissions

e Contact Flows

Phone Numbers in Connect
Each of the separate voice lines within your Amazon Connect instance has its own
phone number.

These can be disabled as required but should not be released as once this has been
done they cannot be recovered.

To view phone numbers in Amazon Connect, select Routing from the side menu then
Phone numbers.

< Routing

- Phone numbers

A list of phone numbers is displayed along with a description and the Contact Flow/IVR
that each number is assigned to. The contact flow determines how the call is routed
and is covered in a later section in this module.

You can request new numbers from this screen but these will initially be setup for low
volume of calls so will need to contact Amazon to plan for expected call volumes.
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Adding & Amending Queues
There are two types of queues in Amazon Connect:

Standard queues
This is where contacts wait before they are routed to and accepted by agents.

Agent queues:

These queues are created automatically when you add an agent to your contact
centre. Contacts are only ever routed to an agent’s queue when you specifically do this
in a contact flow.

To view queues in Amazon Connect, select Routing from the side menu then Queues.

Routing

Phone numbers

Contact flows

Prompts

Queues

From here you can create a new queue, disable a queue and select a queue to edit.
Please note that once you've created a queue it cannot be deleted - only disabled.

You can edit a Queue by selecting a queue from the list to edit. From here you can
change the details of the Queue:

Hours of aperation

Outbun cates O et Onsboun uhpen o
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Adding & Amending Queues (Continued)

All of the details on this screen can be changed, but you should be aware that some of
your flows may have this information specified in them and so you should exercise
caution if amending any “live” queues

Name - This is what is displayed in any reports in SmartAgent and Amazon Connect.

Description - only visible to administrators.

Hours of operation - despite a check being carried out in contact flows, you must also
set this against a queue.

Outbound caller ID name - not supported in the UK.

Outbound caller ID number - you must select a number here listed in Amazon Connect.
You can override this though in a contact flow.

Outbound whisper flow - this is a flow which is used to set call recording and analytics
options, override the caller ID and also play a message to
the customer when the call is connected.

Quick Connects —  Address book entries for transfer and external calls. Setting this at
gueue level enables you to have different quick connects for
different sets of agents.

Queue limit - any contacts over this limit will automatically be disconnected

Tags Add resource tags specific to this queue.

IF you have made any amendments you will need to click Save when you'’ve finished
editing.

© Gammalabs. SmartAgent Admin User Guide 51



a

Adding or Amending Routing Profiles
While queues are a 'waiting area' for contacts, a routing profile links queues to agents.

When you create a routing profile, you specify which queues will be in it. You can also
specify whether one queue should be prioritised over another.

Each agent is assigned to a single routing profile.
A routing profile can have multiple agents assigned to it.

To view routing profiles, select Users from the side menu then Routing profiles.

an Users

User management

Routing profiles

A list of routing profiles is displayed along with a count of queues and agents assigned
to each one. Please note that once created, routing profiles cannot be deleted.

To create a new profile, click the Add new profile button.

Add routing profile . - I
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Adding or Amending Routing Profiles (Continued)
Enter a name and description for the profile. The name will be visible to supervisors
when assigning the profile to agents.

Select the channels the profiles will support and set the maximum number of chats per
Agent ,if applicable.

Next assign some queues to the routing profile. A blank row will already be visible.
Once you've added the first queue, click the Add queue button to add more.

Select a channel for each queue
Then select a priority and delay based on your requirements.

Make sure that you select a queue for any outbound calls made by the agents on this
routing profile. Select Outbound from the list.

Finally, click on Add new profile and your routing profile will immediate be available to
assign to users.

Editing routing profiles

Select the routing profile from the list and edits as required - e.g add in a newly created
queues. If you need to remove queues, simply check the box next to the queue and
click the Remove button.

If a profile is no longer required, you can remove all queues and click Save.
Understanding queue priority and delay

Priority and delay are powerful features that allow you to load balance contacts among
groups of agents.
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Adding or Amending Routing Profiles (Continued)

Understanding queue priority and delay
Priority and delay are powerful features that allow you to load balance contacts among
groups of agents.

Example 1: Different priority but same delay

For example, one group of agents is assigned to a Sales routing profile.

Since their primary job handling Sales contacts, the Sales Line queue is Priority 1 and
Delay is 0. As they can also help with Service contacts, the Service queues can be set
with a priority of 2 and a delay of 0.

Queue Priority Delay (in seconds)
Sales Line 1 0
Service Complaints Queue 2 0
Service Transfer Queue 2 0
Service Other 2 0

If there are no contacts in the Sales Line queue, then the agents will be presented
with contacts from the Service queues with the same priority as each other.

Example 2: Same priority but different delay
Say you set the Service queues to Priority 1 and Delay of 30 seconds, as shown in the
following table:

Queue Priority Delay (in seconds)
Sales Line 1 0

Service Complaints Queue 1 30

Service Transfer Queue 1 30

Service Other 1 30

These agents will always get contacts from the Sales Line queue first because the delay
is 0. However, when a contact in the Service queues ages past 30 seconds, it will also
be treated as priority 1. The agents will then be presented with the contact from the
service queues.

If all Queues have equal Priority & Delay the oldest contact is routed first. It goes to
the agent who has been idle for the longest time.
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Amending Agent Hierarchy

Agent Hierarchy is designed to help you report on performance for particular teams
and can also be used to restrict access to CTR records to those within a particular part
of an organisation. You can create different levels of Agent Hierarchy and name that to
whatever is appropriate for your organisation.

It's easy to add new departments or teams within this Agent Hierarchy structure
accessed through the dashboard or from the User Management menu.

Users Amazon Connect

Bl Agent hierarchy

UUser management

Routing profiles

Agent status

Security profiles

Agent hierarchy

Typically you will want to rename teams, add new teams or new departments within
your existing structures and this is really easy to do.

In this example the organisation has 5 levels, SLT Lead, Division, Site, Department and
Team. At Division Level they currently have 4 specified, Customer Engagement,
Support Services, Sales & Marketing and Logistics.

If they want to setup a new Division, they need to move to the correct level of the
hierarchy and then click the “Add Tier” button and then create a name for the new
Division.

If they recruited a new team leader and wanted to add a new “team” within the direct
sales department at their Manchester site, they would need to click down the
Hierarchy — SLT Lead > (Sales Director) >Division (Sales & Marketing) > Site
(Manchester) > Department (Direct Sales) > and then click the “add tier” button to add
the new team leaders name to the list of team leaders already within that level.
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Amending Agent Hierarchy (Continued)

Once this is done, any agents that the new Team leader is responsible for can have
their agent hierarchy amended so their stats and call records can be viewed by the
new team leader.

If however the new team leader was taking over an existing team from a leader that
has left, you may prefer to follow the process outlined in the next section to edit an
existing Agent Hierarchy item.

Amending Agent Hierarchy - Renaming or Re-structuring the Hierarchy

You may need to just change the name of a Department or Team Leader without
changing any of the reporting that surrounds it or If you only currently use 2 of the 5
levels of Hierarchy available and need to add a level,or are looking at more of a major
restructure then you may need to rename or add whole new tiers to your structure.

In order to do this you need to access the Agent Hierarchy screen and click on the
“Edit” button in the top right hand corner to access the Agent Hierarchy edit screen.

E + & F o=

In the upper part of the screen you can rename the Agent Hierarchy labels or add a

new Level altogether if needed. You can also delete a level if it is no longer required,
but you can’t delete a level until you have deleted or de-activated any levels that sit

below that level.

®® © Gammalabs. SmartAgent Admin User Guide 56



Amending Agent Hierarchy (Continued)

Amending Agent Hierarchy - Renaming or Re-structuring the Hierarchy (continued)

In the lower part of the screen you can select the submenu item and click the pen icon
to amend the details or the bin icon to delete / deactivate it.

So, if you wanted “Direct Channels” to be renamed as “Direct Services” you could do
that without disrupting the setup or historic data. You would just need to make people
aware of the change and that the “new” name might also appear in any historic
reports generated after that date.

You can view any of the historic changes from this screen also to help track any
changes in reporting names.
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Amending Security Profiles & Permissions

Security Profiles determine the level of access a user has on the system. Typically your
setup will be built with a defined list of access levels. Usually an Agent Profile, A
Supervisor Profile and an Admin profile.

However, some organization may require additional access for a higher tier of
Supervisor /Call Centre Manager or a role for QA specialists or Reporting specialists.

These roles can be created and amended in the Security Profile Section of Amazon

connect or in the Permissions area of SmartAgent for features that are configured by
the SmartAgent Application.

Users

User management

Routing profiles

Agent status

Security profiles

Agent hierarchy

The Security profiles can be found in the Users section. This screen gives a summary of
the access given to each role. You can create a new security profile using the “Add new
Security Profile” but that will involve building the access level from scratch.

So you may find is more useful to find a similar role and select it using the name and
use the “Save as” function to create a copy of the role and amend as necessary.

You should also bear in mind that any changes made to live Security profiles will affect
multiple users who have that role, so creating a copy and giving it to a user to test the
access may be preferable.

If you do wish to edit a security profile select it from the list and you will then be able
to see a detailed breakdown of the access level and can make very distinct levels of
access to suit your organization.
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Amending Security Profiles & Permissions (Continued)

For example you may wish to create a version of your Supervisor role but that has the
ability to access the Historic metrics reports in Amazon Connect.

Edit security profile
-

nnnnnn

In each Security profile are a number of tabs. If you expand that tab you then have a
very detailed breakdown of the access within that are and can change the access as
required.

For example you could give access to Historic metrics as view only, or give the ability to
create,share or delete reports as required using the column headings and ticking or
unticking the boxes.

If you make changes to a live Security profile theee changes may take a few moments
to cascade through your system and it may be advisable to get the user group to log
back in if the changes are extensive.

Changing Permissions within SmartAgent Applications.

SmartAgent will pickup and apply any changes in the Amazon Connect Security Profiles
and apply these within the SmartAgent Application. However there may be features
that are solely created through configuration options and these may require an admin
to go into SmartAgent and make changes within the Permissions for the security
Profiles.
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Amending Security Profiles & Permissions (Continued)

Changing Permissions within SmartAgent Applications (continued).

In order to change permissions with SmartAgent got to Settings menu and select
Permissions. Select the Security profile you want to make the amendment to from the
list.

Edit Agent Features
SETTINGS

Connect - Access

Live monitoring
Audio Settings

Directory

Agent status

Custom Messaging

L Reply then end selected contacts
Permissions

Reply to selected contacts

tod contacts

Then from the detailed permission listing select the options you want to apply to that
role. In this example we are going to select if Agents can upload attachments and if
they can bulk upload attachments.

If new a new feature is developed for SmartAgent and is released, you may need to
change permission settings within the roles for those users to see that new feature.
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Switching on new Standard Features in Permissions

Periodically we may introduce a new Standard feature for SmartAgent that can be
added to your users.

These features will not require any particular configuration that is unique to your
organization. A recent examples is the ability to create and amend contact logs. This
feature would be automatically added to the Admin role as it is primarily for use by
admins.

However other features such as Agent Assistance (hands-Up) or Allowing supervisors
to barge onto calls will need to be manually added to role permissions within
SmartAgent.

In order to change permissions with SmartAgent got to Settings menu and select
Permissions. Select the Security profile you want to make the amendment to from the
list.

Edit Agent Features

If new a new feature is developed for SmartAgent and is released, you will see a new
permission in the list for that feature. If you want to give access to that feature, then
tick the box and save the permission setting.
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Amending Contact flows

A contact flow defines the customer experience with your contact centre from start to
finish. Amazon Connect supports multiple contact flow types across multiple different
channels —some common types are detailed below.

Common Contact flow types

Type When to use

Inbound contact flow Flow that is attached to a phone number so is reached first
on an inbound call from a customer. This enables you to
control the customer flow using voice prompts and
allowing customers to indicate why they are calling.

Customer queue flow Manages what the customer experiences while in queue,
before being joined to an agent. Used for music, comfort
messaging, requesting callbacks.

Customer hold flow Manages what the customer experiences whilst on hold.
With this flow, one or more audio prompts can be played
to a customer.

Customer whisper flow Is activated immediately before an inbound customer is
joined to an agent.

Outbound whisper flow  On an outbound call, the customer is placed through this
flow immediately before being connected to the agent
who placed the call.

Agent hold flow Manages the agent experience immediately before being
connected to a customer.

Transfer to agent flow Manages what the agent experiences immediately before
being transferred to an agent via a quick connect.

Transfer to queue flow Manages what the agent experiences immediately before
being transferred to a queue via a quick connect.
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Amending Contact flows (Continued)

Contact block definitions
You create contact flows in the contact flow designer using contact blocks. Drag and
drop contact blocks onto a canvas to arrange a contact flow and control the logic.

Please refer to Amazon Connects own definitions documentation for a complete list of
supported functionality as this is very dynamic and new features are added all the
time.

To view contact flows in Amazon Connect, select Routing from the side menu then
Contact flows.

<+ Routing

- Phone numbers

Contact flows

A list of contacts flows is displayed along with a brief description and its type. All the
live contact flows are prefixed as per our naming conventions. A selection of sample
flows is listed along with some flows used for training.

From here you can create a new contact flow or select a contact flow to edit. Please
note that once you've created a contact flow it cannot be deleted. So you may want to
use a naming convention to highlight any flows that you want to archive or not use in
the future.

Our approach is to create a number of modular flows so that it is easy for you to
maintain your system, making changes easy for you to manage.
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Amending Contact flows (Continued)
Editing contact flows

If you want to edit a contact flow hover over the list and select the flow you wish to
edit.

The flow will be made up of various blocks that are connected to highlight the required
flow. You can edit the values in these blocks by clicking into them, or add additional
bocks by selecting them from the list on the left of the screen.

BEEEEITED o ae O I Y N

Lets imagine you wanted to change the Hours of operation for this flow. You would
click into the Heading of the “Check hours of Operation” block.

Block Type X

Block Ty *
/= @, Check hours of operation

@, Check hours of operation

Block Name
Block Name
Enter 3 block name
Enter 3 block name

Checks the hours of operation, then branches based on

Checks the hours of operation, then branches based on whether It Iz In hours. ar aut of hours. Leam moss

whether it Is in hours er out of hours. Leam more [ Se=cific hours (aptional). I not speciiad, the cument

yeue's hours are checked.
) Specific hours (optional). If not specified, the current

Search for hours of operation
Basic Hours

You would then select the required hours of operation from the dropdown list and
then save and publish the flow.

Changes like this can be made in your flows to amend hold music, change text to
speech messages etc.

You can choose the “save as” option if you want to copy another flow and make
adjustments if required also.
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Module 4: Historic data

By the end of this module, you will be able to:

*  Access Call recordings and CTR data in SmartAgent
*  Access Historic reports in Connect- Queues
*  Access Historic reports in Connect- Agents

Access Call Recordings and CTR in SmartAgent
Call recordings and Contact records (CTR’s) are available within SmartAgent and can be
accessed in Contact Search from the Metrics and Data menu.

METRICS & DATA

Real-time data

Contact Search s o o

Search
Queued Tasks

Automated Rules

The screen will automatically load all contacts within the last 24 hours across all
channels, but you can do a refined search using the various data fields in standard
search or advanced search options.

Contact Search

280022024 g o 290272024 B

If you select certain channels this will also provide additional search parameters , for
example if you select Email channel you can search by Email address as to / from or as
CC’d email address.

Once you have the record you want to check click it in the list to bring up the details of
the contact.
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Access Call Recordings and CTR in SmartAgent (continued)

There will be a CTR record kept of every contact type, Voice call, chat interaction or
email, so the information displayed will depend on the contact type and what features
have been enabled for your organization.

The Contact Details field contains all the key metric information of the contact and
additional meta-data, such as user defined fields, the options chosen by the customer
and any after contact work notes input by the Agent. The full data can be accessed by
selecting the “show more” option.

Eﬁ

If the contact is a voice recording and call recording is switched on then a call recording
field will appear. In the area you can mute one side of the conversation if needed, can
play the recording back at different speeds, scroll to a particular point in the recording
or download a copy.

If additional features have been enabled you may have a transcription of the contact or
Sentiment analysis done by the “Contact Lens” feature, or be given the option to
evaluate the call using the QA feature if that module has been configured.
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Access Historic metrics in Connect — Queues

Historic metrics are available within the Amazon Connect application. As a supervisor
you may be given access to this part of the application. Access may be restricted to just
view reports, or you may also have the ability to create and share reports.

LIV

SETTINGS | Analytics and optimization

Connect l Real-time metrics cet
| ]

Live monrtoring
Historical metrics

Audio Settings

Logm/L ogout report Istoric:

Directory i
Dashboards and reports
Agent status

. Contact L
Custom Messaging omact Lens

Permissions Contact search

Cuztom vocabularies

Connect can be accessed from the Settings menu — this will then open an additional
tab in Amazon Connect. Historic and Realtime metrics, as well as other reporting
features can be accessed from the “Chart” menu option.

You will then be presented with some options for what type of report you want to view
or create. Each option will present a “standard” report which you can then reconfigure
and save or share as appropriate. Reports can be scheduled to happen at regular
intervals and be formed into dashboards in the Connect reporting section.

Historical Metrics

Select the type of report and metrics you would like to view.

jontact metrics v

Agent performance v

t. Phone numbers Contact metrics
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Access Historic metrics in Connect — Queues (Continued)

When you open a report it will have a standard set of columns — if you select the cog
on the right hand side you can select additional metric columns, use varous groupings
and filters to breakdown the data and amend the interval and time ranges as required.

@ what's New?
We have mtroduced a

Historical metrics: Queues

When you have the data as you need it you can save the report and give it a name.
Saved Reports can be downloaded as CSV files for further processing or shared and
scheduled as necessary if you have permission to do so.

Once a report is saved it is stored in the “Dashboards and Reports” section, under the
relevant tab.

Analytics and optimization Dashboards and reports

Real fime metries -

Historical metrics

Sawved reports (6)

Dashboards and reparts

Contact Lens

From this list page you can then select a report and delete it, or choose to share it or
schedule it as required.

Dashboards and reports

Saved reports (6) _
Lo - ]
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Access Historic metrics in Connect — Agents

Historic metrics are available within the Amazon Connect application. As a supervisor
you may be given access to this part of the application. Access may be restricted to just
view reports, or you may also have the ability to create and share reports.

LIV

SETTINGS | Analytics and optimization

Connect l Real fime metrics ol
]

Live monrtoring
Historical metrics

Audio Settings —
Logm/Logout report storici

Directory i
Dashboards and reports
Agent status

) Contact L nin
Custom Messaging Haet Sens

Permissions Contact search

Cuztom vocabularies

Connect can be accessed from the Settings menu — this will then open an additional
tab in Amazon Connect. Historic and Realtime metrics, as well as other reporting
features can be accessed from the “Chart” menu option.

You will then be presented with some options for what type of report you want to view
or create. Each option will present a “standard” report which you can then reconfigure
and save or share as appropriate. Reports can be scheduled to happen at regular
intervals and be formed into dashboards in the Connect reporting section.

Historical Metrics

Select the type of report and metrics you would like to view.

Queues Contact metries v

t. Phone numbers Contact metrics

\gent performance v
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Access Historic metrics in Connect — Agents (Continued)

When you open a report it will have a standard set of columns — if you select the cog
on the right hand side you can select additional metric columns, use varous groupings
and filters to breakdown the data and amend the interval and time ranges as required.

Historical metrics: Agents

When you have the data as you need it you can save the report and give it a name.
Saved reports can be downloaded as CSV files for further processing or shared and
scheduled as necessary if you have permission to do so.

Once a report is saved it is stored in the “Dashboards and Reports” section, under the
relevant tab.

Analytics and optimization Dashboards and reports

Real fime metries -

Historical metrics

Sawved reports (6)

Dashboards and reparts

Contact Lens

From this list page you can then select a report and delete it, or choose to share it or
schedule it as required.

Dashboards and reports

Saved reports (6)
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Module 5 Optional extras

a

By the end of this module, you will be aware of the following extra modules available
within SmartAgent to enhance your customer journeys and increase Agent

productivity:

* QA-Call Monitoring forms
* (Case Management

e Automated rules

*  PCl Payments

* CRM integration

QA Module - Call Monitoring forms

The QA module seamlessly integrates into SmartAgent allowing Supervisors to use
onscreen forms to evaluate contacts handled by their agents. Customised forms can be
created and implemented by your QA team to handle different channels and activities
with consistent scoring and Calibration procedures built in.

Initiation Method
S OuTEOUND
External ID Customer Number
£ a3

Reason for contact

Time in Queue

Disconnect treason
GENT_DISCONNECT

Duration

System Number

AGW Duration

0000:07 B Speed:ix ~
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Sample A Form Example

Call Opening
1 Didthe agent answer the call using the correct greeting message?
Did the agent sound ready to hefp the customer? Could you hear them smile
1Standard not met 2 Basics met 3 Excellent example

ID &V or Legal compliance - Pass or fail

2 Was ID&Vd in corry Was the legal readout
clearly?

3 correct items of D&V or procedure followed Legal Compliance statement read out in full ‘This is the
full text of the compliance statement ihat agents have to read out to customers so they are fully aware
of any T8C's or requlstory compliance standards - Can you piease confinm you agree”

) Not completed correctly (| Completed but rushed () Completed clearly

General Call Quality - Multiple Questions within section
3  Didthe Personal / for the call?

5 they wish o be i m 5 that
what the is asking of us ing our approach in a way that is right

for them
) Stock / stited answers Some personalisation Customer delighted

71



a

Case Management

SmartAgent Case Management & Customer Profile Module is a modular addition to
the standard SmartAgent build that can help you track customers and any associated
cases that require a degree of escalation or management, across multiple channels.

The module can support multiple channels and customer data can be automatically
captured from customer inputs or other data sources and utilised to present the latest
information on case progression to any agent that contacts the customer.

Joe @ Available 01m33s v &

~
Enter number... Case Management

. . st BN iy

Customers ~
Call History
Customer Jones 07426 8 Search by... Search term
Duration: 2m Ss 14:23 New
Search Customer
Customer Jones 07426
Duration: 3m 8s 11:01
No existing profiles have been found
Soarch by,
cases ~
Name
mer i
o

Contact History No history available

Reportanissue

Automated Rules

SmartAgent Automated Rules is a modular addition to the standard SmartAgent build
that can help you deal with high volumes of email and social media traffic in a cost-
effective way. Reducing the costs and demands on your Amazon Connect
infrastructure by filtering out high volume contacts and sending automated replies or
ending those from blocked contacts or dealing with disruptive vexatious contacts.

Automated rules can also be used to help you prepare for any potential need for crisis
management messaging around high volumes or changes in circumstance or deal with
much higher than usual traffic on a particular subject, or from a particular territory or
region.

Avtamted s [ sinenre ]
Actwe  emomrva  Rweomowe  cheaeesy  usTeomeosy
&

o© 14 Anti-spam rules Charlie Mason Danny Moss 24/09/2021 1321

«© 22 Vexatious contacts rules Charfie Mason Qaasim Lookman 24/09/2021 1310

«© 3 Region specific redirect rules Charfie Mason Qaasim Lookman 24/09/2021 1217

(o J 4z Announcement rules Charlie Mason SiscoLl 24/09/2021 1321

[ o) (¥4 Brand specific replies rules Charlie Mason Siscoll 24/09/2021 1321

e M
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PCl Payments

a

SmartAgent PCl Payment plugin Module is a modular addition to the standard
SmartAgent build that can help organisations deal with managing payments in a PCI
compliant way, separating the customers card details from being accessible by Agents.

0123 456789 Plugins  Overview

Secure Payment

m g no:

Capturing card details

16 digit card number

Comoleted

Time Elapsed

01m 19s

Payment Reference Number

1200322

Expiry date
B comoleted

Payment Status

Success

cv2/cww
Completed

Customer Details

Contract Details

Account Number
200010117735

Contract Date
25/03/2018 - 31/12/9999

Deep CRM

Payment Scheme Status
Active

Business Partner Name
Jacob Johnson

No data available

Meter bill Group Installation Point
DD cust norm assign AG 2177 N/A

We can integrate SmartAgent with your CRM solution or other systems to provide
feedback to Agents on recent events with the customer, automation of ID&V
procedures and surface live order and delivery information as the call arrives with the

Agent.

Customs
© Pause Recording
Sear
08 ~ Full Name
Phone Number
Ordar number(?) Email Address

Order No: 431819206
Delivery No: 1709552010869
Mon 30 Aug 202115:50 APl

Items 1 neens

Phone number

Account created

VIP member

Last Purchased

Addresses Dsvery
£130.00

£130.00

> Updates
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