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How to Download
+ Log into www.doudvoiceserver.com mv/bg/#bg/login.html

Welcome to Dhiraagu Collaborate Portal
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dhiraagu

CommPortal Web

Please log in below.

Number: ‘ |

Password: ‘ |

Login
I you have forgotten your password, please contact
customer support.
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« Enter Phone Number (Extension) and Password received via email.

» Presslogin
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Business Group Admin Portal

Groups

Groups can be used to manage how calls are handled for a selection of callers. Hunt Groups will pass calls fo the next
available member. The Supervisor Dashboard helps you monitor these. Call Pickup Groups allow lines to answer each

other's calls.

Hunt Groups. Call Pickup Supervisor
MLHGs) Groups Dashboard

All Lines

The All Lines pages provide access to details of all lines in the business group. These can be filtered by User Lines,
Attendants and Group Access Lines. Manage the phones in your Business Group and assign them to lines from the Phones

page.

Attendants Group Access

Services

To configure and manage further business services on your lines, select an option below.

O0C0O

Degartments. Short Codes Aczount Codes

06O

CallLogs Music on Hold Mise. Seftings

Extensions
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» Downtheleft-handside of thispage area series of links which takeyou to thedifferent pages within CommPortal.

» The main panel showsthethesameinformation as the left-hand sidebarbut as a series of clickableicons.

» Thename of theuseryou areloggedin asis shownat thetop of the page. Usethedrop -down to reveala Logout link.
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ManagingLines Welcome to Dhiraagu Collaborate Portal
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Lines

Groups

Dowmioad all Lines
«+« Hunt Groups (MLHGs)
+++ Call Pickup Groups Telephons Number Ext Name
Supervisor Dashboard & Gearch for ‘ ‘ e P |
All Lines
2 Users 3304554 T CW18326245 - 3304554 pilot: 3304554 Actions ¥
) Attendants 3304555 3304555 View line settings
D 3304556 3304556 BEDCELIEIITE
i Phones .
3304557 3304557 Edit personal details
Services Add services
3304558 3304558
iR Depariments Reset line
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«++ Misc. Setiings

ip
| Send Feedback
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» To managethelinesin your Department, click on the All Lines option on the left-hand sidebar.
+ This menu showsall thelines within the department(s) of which you arean administrator.
* WhenView All is selected, thescreenincludesa Departmentcolumn so thatyou can see where a particularline is located.

» The Download all Lines button on the top right of the screen enables you to download a.csv file giving the name, DN and department of each line, ordered by the department to which the
lines belong ifyou have more than one department.

» The Actions drop-down on the far right of each line has some or all of the following options, depending on the type of line. Each option opens a pop-up where you can view or carry out
configuration.

 view individual settingsor view line settings to view configuration for theselected line

» view groupsettingsforthis line (if theLine is a memberof a Group, for example a Hunt Group)
- edit personal details, forexample renaming the line

+ add services to the line

* resettheline

« unlockthe account
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Managing Lines - Reset Business Group Line
Welcome to Dhiraagu Collaborate Portal
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Class of Service

Telephone number:

I —

1 Also use s local calling name
Remove from groups

* You can use aresetlineoptionona Business Group line ifyou need to allocate thisline to a differentsubscriber. Resetting theline removesaall the currentdataassociated with theline,
includingany call lists.

« To resettheline:
» Expandthe Actionsdrop-down alongsidetheline.
+ SelectResetline.
« Thiswill launch a pop-upwhereyoushould
» enterthe name ofthenew subscriber
» choosewhether to usetheaccountname as the local calling name (thisis ticked by default)
« choosewhether to removetheline fromall the groupswhich the previous subscriber belonged to (this is ticked by default).

+ Click Apply. You will then see a confirmation pop-up waming you that resetting the line will lose all the data for the line and
cannot be undone.

 Click Confirmto reset theline, or Cancel to leave thelineunchanged.

« If you click Confirm, you will then see a New User Details pop-up showing the new account name, directory number and all the
PINs/passwords, whichwillhave been set to randomly generated numericor alphanumeric sequences.

 You can copyand pastethis information into an email to send to the new lineuser.

» The new MetaSphere EAS account created for this new subscriber will not yet be initialized and the subscriber will be prompted
to setanew TUI PIN/CommPortal password and record an initial greeting the first time they login.

www.dhiraagu.com.mv




Managing Lines - Moving Lines between Departments
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7 Help
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« To move lines between departments, follow these steps:
1. Select thelineusing thecheckbox totheleftof the line
2. Select thedepartment you wish to movetheline to using the drop-down listat thetop of the page.
3. Click on theMovebutton
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Managing Lines - Logging into a User’s Account
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#++ Hunt Groups {(MLHGs) Move selected to:|  Select depariment v
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+ To log on as aregular user, follow these steps:

1. Expandthe Actions drop -down to the right of the line, and select View individual settings.
2. This will launch theregular CommPortal interface for thatline ina new browser window.
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Managing Departments

» Click on theDepartmentslink in the menu ontheleftof any pagein the CommPortal BG Admininterface.
« Thisdisplays allthedepartmentsin yourBusiness Group, along with any configured restrictions on the numberof incoming, o utgoing orincoming/outgoing calls.
« If you manage multiple departments or have any sub-departments in yourdepartment, you can select the departmentor sub -department using a drop-down list at the top of the page.

« Asyou type atermin thesearch box, you will find possible matchesand you can then selectthe Department you want.

Adding Departments

Welcome to Dhiraagu Collaborate Portal
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Add Department

To add 2 new depariment, enter its name, sslect its parent department and
then click Add

Depariment Name:

—

Operator Number:
Set limits on the number of calls this depariment can make:

1 Incoming and Oulgoing;
¥ Incoming

¢ Ovuigoing

‘Copyight © 2020 DHIRANGL (Devec Rasjeyoe Guifun Pl

« Fromthe BGAdmin Page selectthe Departmentslink on the left of the page. Clickthe Add Departmentbutton at the top ofth e pageand the dialog shown above willappear.
* Enter the following information.
» Department Name
« ParentDirectory - If thisis a top level department, you will use the Business Group Name. If this is a sub department, this will be the upperlevel department
» OperatorNumber— Enterthenumberof the linethat will act as operatorforthis department
« If you planto limit the number of callsallowed forthis department, enter the following information
1. Incoming & Outgoing — Enter the total numberof combined concurrent calls that this departmentwill be permitted to have active at any given time.
2. Incoming — Enter the total numberof concurrent incoming calls that thisdepartment will be permitted to haveactiveat any given time.
3. Outgoing - Enter the number of concurrentoutgoing calls that this department willbe permitted to haveactiveat any given time.

« NOTE: To allow any mixof incoming & outgoing enterthesame valueinall threefields, or set both the Incoming and the Outgoing fields to Unlimited.

www.dhiraagu.com.mv




Managing Hunt Groups - Multi Line Hunt Groups (MLHGs)
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« To managethelinesin your Department, clickon the All Lines option on the left-hand sidebar.
+ This menu showsall thelines within the department(s) of which you arean administrator.
« WhenView All is selected, thescreenincludesa Departmentcolumn so thatyou can see where a particularline is located.

« The Download allLines button onthetopright of thescreen enables you to download a .csv filegiving the name, DN and departmentof each line, ordered by the department to which
thelines belong ifyou have more than one department.

« The Actionsdrop-down onthefarrightof each line has some or all of the following options, depending on the type of line.Each option opensa pop-up where you canview orcarry out
configuration.

« view individual settings or view line settings to view configuration for theselected line

« view groupsettingsforthis line (if theLine is a memberof a Group, for example a Hunt Group)
« edit personal details, forexamplerenaming the line

 add services to the line

* resettheline

+ unlockthe account
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Managing Hunt Groups -Viewand Move MLHGs to anotherdepartment

Welcome to Dhiraagu Collaborate Portal

] @ 4
dhiraagu
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— Hunt Groups in Department: | viewan v|
1 A Hunt Group (MLHG or Multi-Line Hunt Group) is a set of lines within a Group, 50
== Hunt Groups (MLHGs)

that calls to the group are passed fo a non-busy member of the Hunt Group, or may be added fo a queue if all

-CV18326245 - 3304554 members are busy. Please contact us if you would like to st up a new Hunt Group.

«as Call Pickup Groups
or Deshboardcs Move selected to:| - Select department v
All Lines O Hunt Group Name Mumber of Members Service Level Department
& Users .
O CV18326245 - 3304554 4 Premium ACD Mone

3 Attendants
24+ Group Access
M Phones

Services

i Depariments

##s Short Codes
= Account Codes
& Edensions

' Call Loge

# Music on Hold &7

+++ Misc. Setfings
7 Help
! Send Feedback
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» The Hunt Groups page displays all of the Hunt Groupsin the Business Group or department(s) that you have permission to administer.

+ To view HuntGroupsin sub-departments, select the sub-departmentfrom the drop-down listat thetop of the page.
« To move an MLHG between departments, followthesesteps:

1. Select the MLHG using the checkbox to the left of the MLHG.

2. Select thedepartment you wish to movethe MLHG to using thedrop-down list at the bottom ofthe page.
3. Click on theMovebutton.
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Managing Hunt Groups -View and Modify Hunt Groups
Hunt Group Pilots

» The Hunt Groups Pilots tab displays any pilot numbersfor this Hunt Group. A pilotnumber is onewhich when called, enters thisHunt Group.

« Clickanywhereon a Pilot Line entry to access the CommPortal interfaceforthis line. This allows youto carry out any configuration on thePilot line, for example you can enableor

disablethe Unavailable Call Forwarding serviceforthis lineand configure the forwarding number thatwould be used ifall your lines were unavailable, for example because therewas a
poweroutageat your site.

Hunt Group Members

« This tab displays allthelineswhich are members of this Hunt Group. Thereis anicon for each linew hich tells you whethereach member is currently logged into this Hunt Group.

Welcome to Dhiraagu Collaborate Portal
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— Hunt Group CV18326245 - 3304554 in Department: None
++s Hunt Groups (MLHGS) Hunt Group Pilots Hunt Group Members Setfings Add Lines to Hunt Group
-CV18326245 - 3304554 .
Select the lines by ficking the boxes and then click Add Selected. Lines are not allowed fo
Supervisor Dashboard &5 loginflogout of this Hunt Group and when you add a line, it will immedizely be logged in_
O Posion  Telephone Number Ext Name Department eoimfiogot el fis Funt Group &n i e "
= 01 3304558 ] 3304558 Mone Actions ¥ Eromert | SRS @
4 Users
o2 3304557 5] 3304557 MNone View ling seftings
O Aftendants O Telephone Numbsr Extension  Name
o3 3304556 5] 330455  MNone Edit ine
44+ Group Access [Smmllir,,, } [ in any field
o4 3304555 3] 3304555 Mone Actions ¥
& Phones

O 3304559 3304559
M Depariments
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Adding Lines
» To add lines tothe HuntGroup, perform one of thefollowing two steps:
1. If you know the number, enter it in thetextbox on the top right and click Add.

2. If you don't know the number, clickon Add Lines. To selectone or morelines to add, use the checkboxes
to the left ofthelines and click Add Selected.

www.dhiraagu.com.mv




Managing Hunt Groups-View and Modify Hunt Groups

Welcome to Dhiraagu Collaborate Portal
Removing Lines

51

» To remove a line fromthe HuntGroup, follow these steps:

1. Select thelineto remove by using the checkbox totheleftof it.

. dhiraagu
2. Click on theRemove Selected button. 9
Business Group Admin Portal 3304555 ~
: Hunt Group CV18326245 - 3304554 in Department: None
st Groups (MLIGS) ot Group Piis setings
o Dt oo O Posion  Telephone Number Ext Name Department
1 3304557 3] 3304557 Heone Actions ¥
& tees o2 3304556 =] 3304356 Neone Actions ¥
) Attendants
o3 3304555 =] 3304955 Neone Actions ¥
24+ Group Access
& Phones
7I Depariments
##» Short Codes
= Account Codes
4. Exensions
' Call Logs
«/ Music on Hold 8
-+ MisC. Sefings
7 Help
1 Send Feedback
. . Welcome to Dhiraagu Collaborate Portal
Changing Positions
+ To change the positions of lines within the Hunt Group, follow these steps: W\
1. Click on the Change Positions button. ~0’
2. Move linesupanddown using the icons. dhiraagu

3. Clickon Apply.

Change Member Positions in Hunt Group

Use the up/dowm arow icons in the Position column to change the order in which the hunt
algorithm selects non-busy lines to pass incoming calls to. Click Apply when you have
fnished

Position Telephone Humber Ext Name Department
1 © 3304557
© 330455

2 e
3 °

3304555

(Conyricht © 2020 DARAAGL (Drivats Raseye Gt P}
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Managing Hunt Groups -Viewand Modify Hunt Groups

Settings - Preferences

Welcome to Dhiraagu Collaborate Portal

* The Preferencespage allows you to renamethe MLHG. To renamethe .}a’
MLHG, follow these steps:

. dhi
1. Type the new name inthetext box. SE98

2.Clickon Ap ply ess Group Admin Portal 3304555 +

Hunt Group CV18326245 - 3304554 in Department: None

Groups

e T s Group Verbers
-CV18326245 - 3304554
Supervisor Dashboard (f
Hunt Group Name: ‘ V13326245 - 3304554 ‘
Service Levet Premium ACD
Loginflogout supported by default for new members O Yes & No
44 Music onHold ¢
+ Misc. Sefings
7 Hep
1 Send Feedback
. .
Settings — Hunt Settings e A s

+ The Hunt Settings page allowsyou to see the call distribution algorithmthat iscurrently in use
for this MLHG and other detailed MLHG settings.

» You can also use a setting on this page to determine whetherthePilotLine's information (DN
and name)is delivered as the Caller ID.

Welcome to Dhiraagu Collaborate Portal
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Business Group Admin Portal 3304555 ~

Hunt Group CV18326245 - 3304554 in Department: None

Groups

5 Hunt Groups (MLHGS) Hunt Group Pilots Hunt Group Members
-CV18326245 - 3304554
ep— Preforences Hunt Settings
‘Supervisor Dashboard ;.
“This page shous the settings for the Muf Line Hunt Group. Hunfing is appiied to al calsto piof numbers. Hunting
is optionally applied fo direck to busy Hunt
Settings: Value
Call Distibution Algorithm ‘ re=r v|
Maimum queue length |18 |
Is ine hunting applied 1o cirectcialled cals? o
Is the Pilofs information deivered as the Caller ID7 o
Fing each member for (secs) E) |
If a member doss not answr, do not call again for (secs) [20 |

4 Nusic on Hold ¢

+++ Misc. Seffings

(Coryight 2020 DHRANGU (Dronts Rasgeye Gubu Py
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Managing Call Pickup Groups
Viewing Call Pickup Groups

« The Call Pickup Groups pagedisplaysall of the Call Pickup Groups inyour
department.

« To view Call Pickup Groupsin sub-departments, selectthe sub-department
fromthe drop-down list at the top ofthe page.

Moving Call Pickup Groups to another department
» To move Call Pickup Groups between departments, follow these steps:

1. Select the Call Pickup Group using the checkboxto theleft of the Call Pickup
Group.

2. Select thedepartment you wish to move the Call Pickup group to using the
drop-downlist at the top ofthe page.

3. Click on the Move button.

Adding Call Pickup Groups

« To create a new Call Pickup Group, follow these steps:
1. Select the Departmentto which youwant to add the Call Pickup Group.
2. Click on Add Group.
3. Enter the name ofthe new Call Pickup Groupin thetext box.
4.Click on Add.

www.dhiraagu.com.mv
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to answer each other's incoming calls.

Move selected fo:| B2B Markeling - m

3304555 ~

Call Pickup Groups in Department:| vewsr — +|

A Call Pickup Group (CPUG) defines a group of lines (members} within a Business Group who can use Call Pickup

O Cal Pickup Group Name. Number of Members Depariment
‘Seammr

O B2 0
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Welcome to Dhiraagu Collaborate Portal
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Add Call Pickup Group

Nane

You can add a new Cal Pickup Group. Just enler the name of the Call
Pickup Group and then click Add.

Call Pickup Group Name:

Depariment: Hore
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Managing Call Pickup Groups
Deleting Call Pickup Groups

+ To delete a Call Pickup Group, follow these steps:

1. Select the Call Pickup Group using the checkboxto theleft of the Call Pickup Group.
2. Click on the Remove Selected button.

Viewing & Modifying Call Pickup Groups

» To view thedetails ofa Call Pickup Group and to modify its settings, follow these steps:
1. Select that Call Pickup Group by clicking onitsentry.
2. This takes you to the page for that Call Pickup Group.

Managing Call Pick Up Group Members - Adding Lines

» To add lines totheCall Pickup Group perform one ofthefollowing two operations:
1. If you know the number, enter it inthetextbox on the top right and click Add.
2. If you don't know the number, clickon Add Lines. To selectone or morelines to add, use the checkboxesto the left of tielinesand click Add Selected.

Welcome to Dhiraagu Collaborate Portal
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Add Lines to Call Pickup Group

Select the lines by ticking the boxes and then click Add Selected.

Department: | CV18326245 v

O Telephone Humber Exension  Name

Isﬂmmh,,, ‘ [ inany field

[ 3304555 3304555
O 3304556 3304556

[ 3304557 3304557

) R
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Managing Call Pickup Groups
Managing Call Pick Up Group Members - Removing Lines
» To remove a line fromthe Call Pickup Group, follow these steps:

1. Select thelineto remove by using the checkbox totheleftof it.
2. Click on theRemove Selected button.

Settings

» The Settingstab lets youview and change the name of the Call Pickup Group. To changethename, follow these steps:
1. Enter the new namein the textbox
2. Click Apply.

Welcome to Dhiraagu Collaborate Portal
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Services
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Managing Short Codes
Viewing Short Codes

Welcome to Dhiraagu Collaborate Portal

-

» The Short Codes pagedisplaysall oftheShort Codesinyourdepartment. \\d'

+ To view ShortCodesin sub-departments, selectthe sub-department from the drop-down list at .
dhiraagu
the top ofthepage.

+ To view all of theShortCodesforall departments, select View All from the departmentdrop-
downlist

Business Group Admin Portal

Short Codes in Department:[ vewar  +|

Short codes allow your users o quickly The
operation in the selected department

Move selecled fo:| Select depariment v

3304555 -

[ ] s |
O Short Gode Telephone Number or Internal Code Department
a 1480 Hone
Move Short Codes to another department SR -
» To move Short Codes between departments, follow these steps: ——
1. Select theShortCode or Short Coderange using the checkboxto theleft oftheShort e
Code orShortCode range. Semm
2. Select thedepartment you wish to movetheShortCode or Short Coderange to using s
the drop-down list at the top ofthepage.
3. Click on theMovebutton. e
A Welcome to Dhiraagu Collaborate Portal
Adding Short Codes

» To create a new ShortCode, follow these steps:
1. Click on Add.
dhiraagu
2. Enter the number oftheShortCode toadd.

3. Enter the telephone number or internal codethe Short Code should dial.
4. Click on Add.

/Add Single Short Code

Enter the code and (optionally) either the telephone number or the
intemal code that it maps to. and then click Add
Short Code-

Maps to: ® Telephone Number
OInternal Gode.
Telephone Number-

Depariment:

825 Marketng

Copyright 5 2020 DHIRMGU (Debveti sy Gubun P
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Managing Short Codes
Adding Short Code Ranges

» To create a new ShortCode range, follow these steps:
1. Click on Add Range.
2. Enter the firstand last numbers of the Short Coderange to add.

3. Optionally, enterthetelephonenumberorintemalcodethefirstShortCode in .
the range should dial. Welcome to Dhiraagu Collaborate Portal

4. Click on Add.
\
-

dhiraagu

‘Add Range of Short Codes

Enter the first and last codes and (optionally) the first telephone
number that the range maps fo, and then click Add

.
—

First Telephone Number:
el None -
| I—Y
None l

Copypich 3 220 DHIRAAGL {Devveti Ricfeyze b P}

Delete Short Codes & Short Code Ranges
» To delete ShortCodesand Short Coderanges, follow these steps:

1. Select theShortCode or Short Coderange using the checkboxto theleft ofthe ShortCode or Short Coderange.
2. Click on theRemove Selected button.

www.dhiraagu.com.mv




Ma nag ing Short Codes Welcome to Dhiraagu Collaborate Portal
Modifying Short Code Ranges

\‘d
. . Y o L4
« To modifyan existing ShortCode, followthesesteps:

1. Click on either the Short Code numberor the number the Short Codedials. dhiraagu
2. Modify the details.
3. Click on Save.

Edit Single Short Code

To editth ing, enter
values and ciick Save

Shart Code:

Intemal Code:

Depariment:

Modifying Short Code Ranges e

« To modifyan existing Short Code range, follow these steps:
Welcome to Dhiraagu Collaborate Portal
1. Click on either the Short Coderange numbersor the numbers the Short Code
range dials.

2. Modify the details. .\d’
3. Click on Save. dhiraagu

Edit Range of Short Codes

To edit this mapping, enter new short codes andior leiephone
number values and dlick Save

e N R
e

Department: Marketing

) S
www.dhiraagu.com.mv




Managing Extensions

Welcome to Dhiraagu Collaborate Portal
Viewing Extensions

+ The Extensions page displays all the Extensionsinyourbusiness. \‘d,
dhiraagu

up Admin Portal 3304555 -

Extensions

Extensions allow your users to quickly dial ther numbers in the Eusiness Group. The table below shows the

++ Hunt Groups (MLHGs) extensions cumently in operation.

444 Call Pickup Groups
Delde Selected Add Range n I
‘Supervisor Dashboard
Count of extensions:

m Ext. Telephone Number
2 Users

) Attendants ‘ Search for.. ‘

*8 Group Access

' CallLogs:

lusic: on Hold &

(Copyrigh! 02020 DHIRANGY (D Risserze G Py

Adding Extensions

. . Welcome to Dhiraagu Collaborate Portal
« To create asingle new Extension, follow these steps:

1. Click on Add.

W\

2. Enter the number of the Extension to add. -dl
3. Enter the telephone number of theline in your businessthat this dhiraagu
Extension should mapto.

4. Click on Add.

Add Single

ion, enter
telephone number. and then click Add

i

Telephone Number:

Copricht ©.2020 DHIRANGU (D Rasieye G Py
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Ma nag ing Exten Sio ns Welcome to Dhiraagu Collaborate Portal
Adding Extension Ranges

\
« To create a single new Extension range, follow these steps: -\dl
1. Click on Add Range. dhiraagu
2. Enter the firstand last Extension numbersto add.

3. Enter the telephone number offirst linein yourbusiness thatthis Extension range
should map to.

4. Click on Add.

Add Range

To configure a range of extensions, enter the first and last codes
and the first telephone number that the range maps to, and then
click Add.

g ——
et EE—

Deleting Extensions & Extensionranges

« To delete Extensionsand Extension ranges, follow these steps: S ————

1. Select the Extension orExtension rangeusing the checkbox to the leftof the
Extension or Extension range.

2. Click on theRemove Selected button.

Modifying Extensions

+ To modifyan existing Extension, follow thesesteps:
1. Click on either the Extension number or the phone number of the Extension.
2. Modify the details.
3. Click on Save.

Modifying Extension Ranges

» To modify an existing Extension range, follow these steps:
1. Click on either the Extension range numbers, or the phone numbers the Extension rangedials.
2. Modify the details.
3. Click on Save.
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Managing Account Codes
Modify Settings — Modify Call Types Requiring Account Codes

Welcome to Dhiraagu Collaborate Portal

-

dhiraagu

Business Group Admin Porial 3304555

Account Codes
. The following codes are available on all lines when account codes are validated. Individual lines may also have
+++ Hunt Groups (MLHGs) e

444 Call Pickup Groups
Supervisor Dashboard &1

Groups

Account Code Options:

Call ypes requiring an aceount code:

B National  Operator
@ Intemalional 3 Direclory
CLocal [Local Business Group
@ Premium Rate [ Other Business Group

Services
G Mabile

i Depariments

[] Use validated account codes

= Account Codes —
Account code length: | 4 |

4. Exensions —
Max incorrect attempts before account blocked: |10 |
W CallLogs

Call types may be overridden per line

4 Music on Hold f

£ Acco

- 2 Account code length may be overridden per line

elp
| Send Feedback

Lines may view business group account codes.

Lines | can view and change | their ovn validated account codes.

(Copyricht 22020 DHIRAAGL) (Devvatd Rasjeyge b Prz)

» Usethe checkboxes on the Account Codes pageto specify which types of callswill requireaccountcodes:
+ National - Whether account codesarerequired for long distance calls.
* International - Whetheraccount codesare required for calling intemational numbers.
» Local-Whetheraccountcodesare required for local calls.
* PremiumRate—Whetheraccountcodes arerequired forpremiumrate (1-900 number) calls.
« Regional - Whether account codesarerequired for regional calls.
» Mobile (onlyavailablein areaswhich arenotpart of the North American Numbering Plan (NANP)) — Whether account codes are required for mobilecalls.
» Operator— Whetheraccount codesare required for operatorcalls.
« Directory—Whether account codes arerequired fordirectory (411) calls.
» Carrier Dialed — Whether account codes arerequired to make callswhen dialing a carriercode (such as 1010000).

 Local Business Group — Whether account codes arerequired forlocal callsto other numberswithin yourbusiness. Normally calls within yourbusiness willbe local calls, but ifyou
have multiplesites calls between numbers may be regional or nationalcalls. In this case you need to use the Other Business Group setting.

« OtherBusiness Group— Whether account codesare required for non-local calls to othernumbers within your business.
+ Note: You cannotrequirean accountcodeforemergengy calls, toll-free calls, or calls to serviceaccess codes.

» Onceyouhaveselectedthecall types, click Apply to saveyour changes.

www.dhiraagu.com.mv
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Managing Account Codes
Modifying Settings - Choosing Validates or Non-validated Account Codes
« To use Validated Account Codes, follow these steps:
1. Check Yes after User validated accountcodes.
2. Click Apply.
+ To use Non-validated Account Codes, follow these steps:

1. Check No after Uservalidated account codes.
2. Click Apply.

Modifying Settings — Setting Account Code Length
+ To specify the length that should be used by your account codes, follow these steps:

1. Enter the length in the text boxafter Account code length:
2. Click Apply.

Modifying Settings — Blocking Access after Incorrect Account Codes
+ Ifyou are using Validated AccountCodes, a user'sphone linewill beblocked afteran incorrect account codeis entered too many times in succession. To changethenumberof incorrect
entriesthe useris allowed, follow these steps:

1. Enter the valuein thetext box afterMaxincorrect attempts beforeaccountis blocked:
2. Click Apply.

Modifying Settings — Setting Individual Line Properties

« To specify whethervarious settings can also bespecified for each line in your business, perform one ofthefollowing operations.
+ To allowwhich typesofcallsrequireaccountcodesto be changed for eachline, check Call types may be overridden per line.
+ To allowthelength ofaccountcodes tobe changedforeachline check Accountcodelength may be overridden per line.
 To allow linesto view the account codes thatyou have defined for thewhole business, check Lines may view business group accountcodes.

« Setwhether eachlineshould beable to view, orbothview and change, or notview theirown account codes by selecting therelevant setting fromthedropdown list at the
bottom of the Account Code Optionssection.

+ Ifyou wantto haveperlineaccount codes, butdon't wanttheuser tobe able to configure these, configure these by logging onto CommPortal as that user.
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Softphone
dhiraagu evvun

How to Download

Mobile: Go to the Google Play Store or the Apple App Store, as appropriate for your phone, and download Dhiraagu Evvun.
*  Android: https://play.google.com/store/apps/details?id=com.metaswitch.cp.Dhiraagu Pvt Ltd 16577

* i0S: https://apps.apple.com/tr/app/dhiraagu-evvun/id1528289084

How to Login

Once downloaded, you can login using the credentials received via email. Login credentials will be same for the web portal and softphone.

< Back Login @)
Dhiraagu Evvun
dhiraagu
evvun dhiraagu
evvun
Phone / Email
dhiroogu Password ®

evvun

0 Remember my password

If you have forgotten your password, please contact
e
ogin

Join a Meeting

Seamless comm
and file shz

No time bound restrictions
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Softphone
dhiraagu evvun

How to Use

* Oncelogged in, you have the options to make calls, add and view contacts, and chat.

< Phone

Keypad

Dhiraagu Evvun Call

1 2

ABC

4 5

GHI JKL
7 8

PQRS TUV

* 0

+

2 ®
B4

Contacts Phone

www.dhiraagu.com.mv

DEF

MNO

WXYZ

Chat

Cancel Add Contact
First name
Last name
Phone

Home Phone
Chat

Select an address to enable chat

Email
Work Email
2 (L) e
Contacts Phone Chat

a8
-

Contacts

No Messages

Phone




Softphone

dhiraagu evvun

Profile & Settings

* There are multiple settings which you can configure for your softphone in the settings menu when you press the icon on the top right-hand corner.

More e Profile & Settings Close Profile & Settings Close Profile & Settings Close

Chat

VIDEO CALLS CONTACTS

Send High Res Video

Contact Source All >
Sending high resolution video on lower quality
networks is not recommended. ANALYTICS
330 Collect Usage Data O
330 CONTACTS
X ; Help improve the application by sending
ACCOUNT SETTINGS Display All Contacts > additional data about you and your usage to the
application developer, your service provider or

Password EGRemA O Contact Source All > both;
Account Email RIS

Introductory Tour
CALLS Collect Usage Data O

Dhiraagu Evvun EULA

Nis Messages Calling Options Help improve the application by sending
additional data about you and your usage to the About
Mobile Number Not Set > application developer, your service provider or
both.

Help
CHAT

Report a Problem

e Play Tone for New Chats () Introductory Tour
Confirm Leave Conversation O Dhiraagu Evvun EULA 5 Log Out
a8 .
- Q 9 Confirm Delete Conversation o About

Contacts Phone Chat
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Easy Attendant

Logging on to Easy Attendant

To configureyour Easy Attendant, loginto the Easy Attendant, following these steps:

« From the BG Administrator portal, select Lines and then click the Individual Lineicon on the far-right side of the page. As an alternative, you can access the
CommPortal userlogin screen and enter the Easy Attendant Number and Password.

- If this is the first time you have logged in, or if no Easy Attendant configuration hasyet been set up, you will see a Welcome screen.

Welcome to Easy Attendant

Easy Attendant answers your calls and piays an automated menu with opfions that you
define. To start using the senvice please select from the following fwo oplions:
Use a Schedule

© Different options during businsss hours and non business hours.

Use a Simple Menu

' ame options at al times

Note: you can suil these opi

« Use the radio buttons to select either a scheduled menu for business hours and non-business hours or a simple menu that will be played whenever Easy Attendantis
turned on, and press Continue. (You can change this later if you need to.)

» The screen then displays the Easy Attendant portal. This screen enables you to

« turn your Easy Attendant on and off (Easy Attendant must be turned off whileyou are configuring it)
« configureyour Easy Attendant menus

- set the Schedule, if you are using different menus for business hours and non-business hours.

Home Home

Line Status

Line Status
lEEl - Business Hours Menu Non-Business Hours henu Extensions “ e — R
“Your Easy Attendant is currently off and caliers will be told that this number is unreachable. i .
“Your Easy Attendant is currently off and callers will be told that this number is unreachable.
= Business Hours Menu
Schedule ," =] BT e __ Easy Atiendant Menu
Errrrrey yor ‘M hear during business hours,

= 7y Configure the menu your
business hours "\-. ) - callers vill hear.
. Non-Business Hours Menu
=/, Configure the menu your callers wil
B hear during non business hours.
., Switch to using 2 schedule
KJJ' Configure separate menus to be played to callers during
business hours and non-business hours.

Switch to using 2 single menu
- Stop using your schedule - callers will always hear the same menu

I{H]
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Configuring Easy Attendant Menus & Schedules

* You should now begin configuring your Easy Attendant menu(s) and schedules.
« Select either the Business Hours Menu tab or, if you are using a single menu, the Easy Attendant Menu tab.
« First, set up your Easy Attendant by recording the initial greeting.

- If you are using the Dial By Extension At Any Time option, you should ensure that thisinitial greeting includes the option for a caller to dial an extension immediately if
they know the extension number of the person or department they want to reach.

Home

Line Status
‘Main [Easy Attendant Menu Extensions
Assign functions to each key on the caller's phone Record initial greefing
Ll — “This announcement vill welcome your callers. and
e — B e PR et
N These should match the options you have
L i E— configured in he panel o the gL,
L E—
£.g. "Welcome fo Bob's Tyres. Press 1for " (see

e — i

[Unassigned &)
L i — @ record
D e —
L i E—
e —
L —

« Select the record option on the lower right of the screen. Thislaunches the announcement recorder, where you can either record an announcement, orupload a pre-
recorded announcement.

Initial Greeting

~ Record / Play Announcement
00:00/00:00
(] Or— @)

+ Upload announcement

* Once you have recorded or uploaded your initial greeting, you can return to the Menu tab.
« Now you are ready to define the specific menuitems as defined in your plan to one of the following options.
« Play Announcement
« Transfer to Phone
« Transfer to VoicemailDial by Extension
« Dial by Name
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« If you are using a different menu for non-business hours, you should now set up the initial recording and configure the menu options on the Non-Business Hours
Menu tab.

« Next you will need to establish your working hours by selecting the Schedule tab. Once inthe Schedule screen, click on the Business Hours key and then clickin the
calendar and while holding down the left mouse button drag the mouse across the calendarto indicate the business hours. In the example below, the business hours

are Monday — Friday from 9:00 am until 5:00 pm. Any other timeare considered non-working hours.
Easy Attendant Schedule Tab

+ Next you will need to select any non-working days such as holidays by clicking on the calendar icon in the Special Days section of the Schedule page. You can choose
individual non-working days by clicking on the date in the calendar, or you can use the Choose Public Holidays option to automatically add public holidays for your

region.

Home

Line Status
vin [T e tousten Non-Business Hours Menu Edensions
Configure days that will be your special days.
Configure your business hours by clicking on the appropriate cells in the grid. Click and drag to select muifiple cells. During special days, your Non-Business Hours menu will be active.
Man Tue Wed The Fi cat Sun Sgecial D Click a date on the calendar to make it a special day, or click an existing special day to
make it normal again. You can also click and drag to change several days at once

Configure days when your nomal weekly
schedule does not apply, for example holidays. On June 2022 July 2022 August 2022

these days. your non-business hours menu will be Mon Tue Wed Thu Fri Sal Sun Mon Tue Wed Thu Fri Sat Sun Man Tue Wed Thu Fri Sat Sun
played all day. 12 3 4 8 123 1 2 3 45687
€ 7 B 9 WM 12 4 5 @& 7 4 8 10 & 9 10 111213 14
iy <4 @ 14 18 16 17 18 18 11 12 13 14 15 18 17 15 16 17 18 19 20 210
4 WM @ W2IJIE MWW NN WA M W I EAB

7 m xw N 25 26 27 2 20 30 0N 28 30 M

GoTo Today Add Public Holidays

# Zoom In

Key- W Busiess e (] MenBusiness Hows
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Configuring your Easy Attendant Extensions

« If you will be using "Dial by Name", then you will need to define which extensions will participatein dial by name and recoid the names of users in the extensions
tab. Additionally, if you want to use the Dial By Extension At Any Time option, you must configure it here.

Line Status
Main Schedulz Business Hours Menu Non-Business Hours Menu
Business Group Extensions Additional Extensions
Include All Lines | Exclude All Lines
Search for an entry by exiension, name or telephone number. ..
0 Extension Name Telephone Mumber Department Included? Spoken Name
(m} 3304555 3304555 B2EB Marketing i @ record
o 3304557 3304557 B2B Marketing o Q record
o 3304558 3304558 None o Q record
o 3304559 3304559 None o Q record
o 3334556 3334556 None o Q record
o 554 3304554 3304554 B2B Marketing o Q record
o 556 3304556 3304556 B2B Marketing o Q record
Mew Business Group Exlensions will be automatically included
Callers are allowed to dial by exiension only afier selecling the "Dial by Exiension” menu option
Your Services
Call Seftings Reminders

« The Callers are allowed to dial by extension at any time link at the foot of the screen means that callers can dial an extension at any point in the Easy Attendant
menu and not just on a Dial by Extension menu option. If you want to restrict dial by extension to Dial by Extension menu options only click on this link. It will now
display that Callers are allowed to dial by extension only after selecting "Dial by Extension" menu option.

« Toincludeor exclude an extension from dial by name, select the extension(s) by ticking the checkboxon the left of each extension and then click either Include
Selected or Exclude Selected.

« Torecord the user's name, click on the record link for the user. If a name has already been recorded, this link will display listen/change.

« Torecord names to be used for dial by name, click the record icon. If the spoken namehas already been created, the screen will show listen/changerather than
record, and you can click thislink to hear the existing recording and changeit if you need to.

« Use this recording interface to record the name or upload a spoken name recording and click the Save button.

www.dhiraagu.com.mv




Activating Easy Attendant

« The final step in this process is to activate your Easy Attendant by clicking the Turn On button from the Main Tab. Your Easy Attendantis now active.

Line Status

Schedule Business Hours Menu Mon-Business Hours Menu Exiensions

“four Easy Attendant is currently off and callers will be told that this number is unreachable.
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Premium Attendant

TRANSFER TO RETAIL
INCOMING CALL SALES DEPARTMENT
NON-BUSINESS
HOURS
NON-BUSINESS HOURS (1] a
MAIN MENU WELCOME TRANSFER TO TRANSFER TO WHOLESALE
SALES MENU SALES DEPARTMENT
INCOMING CALL
2 3
BUSINESS HOURS BUSINESS HOURS 2 TRANSFER TO a TRANSFER TO
MAIN MENU WELCOME BILLING SALES VOICEMAIL
(0] e DIAL BY
NAME
TRANSFER TO DIAL BY
OPERATOR EXTENSION

Configuring your Easy Attendant Extensions

« Toconfigureyour Premium Attendantlog into the Auto-Attendant, follow these steps:

« From the BG Administrator portal, select Lines and then click the Individual Lineicon on the far-right side of the page. Asan alternative, you can access the
CommpPortal userlogin screen and enter the Premium Attendant Number and Password. Thescreen then displays the Premium Atten dant portal.

Premium Attendant Portal

Line Status
O weme Jr— Eersions savorces
N | Configure your weekly schedule and holidays, so that different menus can be
e EETE @ played based on the time and day of the week.

‘Your Premium Attendant is currently off and callers will be

Define the menus that your callers will be offered, and the actions they can
fold that this number is unreachable.

| choose from.

p———— @ | Record the announcements your caller will hear

L e e I e L R el 0 o ZE 0 \ | Manage the extensions your caller can transfer to.

Premium Attendant is fumed off
}._1 Configure the advanced setings that apply across all your menus.

Call Seftings Reminders

There are no schedule periods configured.

Your Services
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Configuring Premium Attendant Schedule

 You can configureyour weekly schedule by clicking onthe Weekly Schedule and Holidaysicon. Once inthe Schedulescreen, click on the Business Hours key and
then clickin the calendarand, while holding down the left mouse button, drag the mouse across the calendar to indicate the business hours. In the example below,
the business hours are Monday — Friday from 9:00 am until 5:00 pm. Any other time are considered non-working hours.

Premium Attendant Schedule Tab

Line Status
Main Menus Announcements Exiensions Advanced
e Cows o

Penods Lunch

During this period, use this menu: | Select menu... w|

A Weekend = Mon Tue Wed Thu Fri Sat Sun
A Working Hours [ =

/b All other times [T=

/b Special Days

< Zoom In

 Next you will need to select any non-working days such as holidays by clicking on the calendar icon in the Periods section of the Schedule page. You can choose

individual non-working days by clicking on the date in the calendar, or you can use the Choose Public Holidays option to automatically add public holidays for your
region.
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Premium Attendant Special Days

Line Status

Main Wenus Announcements Edtensions Advanced
pror— E3E2
Periods ‘Special Days

Lunch = During this period, use this menu: | Select menu... v
Weekend = Click a date on the calendar to make it a special day, or click an existing special day to make it normal again

June 2022 July 2022
Man Tue Wed Thu Fri SalSun  Mon Tue Wed Thu Fri Sat Sun

A
A
A\ Working Hours
A

=
All other times o= 12345 12 3

S
]

6 7 8 s WMz 45 8 788w

q [l s eamms 912 13 wsE T g

@ PV WPAJ/® w9 W nmA N
27 2B B 0 25 26 27 8 20 30 M

Ga To Today Add Public Holidays

143

Configuring Premium Attendant Announcements

* In order to use your Premium Attendant, you will need to record or upload the announcements that will be played as either your primary Business Hours or Non-
Business Hours greeting as well as any other recorded announcements required. The example under premium attendant would require three announcements, one
each for Business Hours, Non-Business hours and the Sales menu. Clickin the Announcements tab to begin configuration.

Premium Attendant Announcement Tab

Line Status

- Schoste Merus Edersins -
‘Add New Announcement Download recording report. ..

[5earch for name, description or number...
0 Name Description
[m] [» ] 100 Gresting
Your Services

Call Settings Reminders

www.dhiraagu.com.mv




Add Announcement

« Clickthe Add New Announcement button and then follow the steps below.
1. Enter the name and description of your announcement.
2. To record your announcement using a microphone or headset connected to your computer, click the red record button.
3. When you have finished recording, press the stop button and click on the Add button at the bottom of the interface.

» Toupload pre-recorded announcements, select Upload Announcement from the drop-down menu on the announcement recorder and browse to the location of
your announcementand click upload. After your upload has completed click the Add button.

Add Announcement

Enter optional description...

| Record [ Play Announcement %

0000/ 00:00
S— @)

Uploading an Announcement

Add Announcement

‘ Enter optional description...

o

| Upload announcement ~ |

You are responsible for ensuring that you have all necessary rights to the:
files that you upload.

Hew file: | choose File | No file chosen |G

Current file: Mo file currently uploaded
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Recording Announcements by Phone

» Torecord the announcement using your telephone, do the following.
1. Create the announcementby adding a name and description and selecting Record By Phone from the drop-down menu.
2. Make a note of the announcement numberand then click on the Add button.

3. Dial the main number for your Premium Attendant service provided by your service provider, enter the number for your Premium Attendant, enter the pin
and then follow the prompts to record your announcementusing the announcement numbernoted in the previous step.

Add Announcement

‘ Enter optional descripton...

Description.

Record { Play Announcement ¥

00:00/ 00:00
. Sr—— ) @)

Configuring Premium AttendantMenus

Premium Attendant Menus Tab

« Begin to configureyour menu by providing a name and description and selecting the Menu announcement to be used by this menu,and then click Apply.
» Next you will need to configure the action for each key pressed for your menu by selecting the Keys link and then selecting an option using the dropdown menus for

each key pressed in the menu.

Line Status

Main Schedule Menus Advanced
Menus General Keys Timeout References
{Search for & This menu has not been set up.

[ I

Description | Enter optional description...

Menu announcement
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Premium Attendant Key Configuration Menu

Home

Line Status

Your Services

The options available for each key are as follows:

Use Default (This option is default for all keys for new menus)
Transfer to Phone
Transfer to Voicemail (CoS controlled)

Dial by Extension (CoS controlled including whetheran announcement is automatically played giving initial instructions when this key is pressed, or whether these
instructions must be recorded by the subscriber in the menu announcement)

Self-care by Extension (CoS controlled, allows subscribers with mailboxes only identified by extension numbers to dial in to their mailbox)
Dial by Name (CoS controlled)

Voicemail by Extension (CoS controlled)

Voicemail by Name (CoS controlled)

Transfer to Operator (CoS controlled, and only available for Premium Attendantsin a Business Group)
Intercept mailbox (CoS controlled)

Go to Menu

Return to Previous Menu

Replay Menu

Announcement—Return

Announcement—Hangup

Hangup
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Premium Attendant Timeout Configuration Menu

» Next, you will need to configure the timeout behavior of your menu to address callers that do not press a key in this menu

. Enter the timeout duration and the
timeout behavior from the dropdown list as seen below and click Apply.

Line Status

- oot T Extnsns e

Menus General Keys Timeout Refersnces
Ovemide fimeout behaviour.

Set fimeout peried fo| 3 ¥ | seconds.

After the timeout expires, perform the following action

[Hang up v
Transfer to Phone
Transfer t Voicamail
Dizl by Extznsion
Dizl by Name
Intercept Mailbax
Go m Menu
. Return to Previous Menu

Your Services Repizy Mens
Announcement - Return
Announcemant - Hang up

Call Settings Reminders

Configuring Premium Attendant Extensions

« If you plan on using dial by name or dial by extension, you will need to select the extensions and record a name for the dial by name.
» The procedure for configuring your Premium Attendant extensions is the same as for Easy Attendant.

Premium Attendant Extension Tab

Line Status

an s s e e

Business Group Exiensions Additional Exdensions

Include All Lines | Exclude All Lines.

Search for an entry by extension, name or telephone number...

O Extension Name Telephone Number Department Includsd? Spoken Name
O 3304555 3304555 B2E Marketing v 9 record
O 3304557 3304557 B2E Marketing v 4 record
(m] 3304558 3304558 Nong v @ record
(] 3304559 3304559 Hone v 4 record
(] 3334556 3334556 Mone v @ record
O 554 3304554 3304554 B2B Marketing v 9 record
0 5% 3304556 3304556 B2E Marketing v 9 record

MNew Business Group Extensions will be automafically included
Callers are allowed fo dial by extension only after selecting the "Dial by Extension” menu opfion
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Configuring Premium Attendant Advanced Options
Premium Attendant Advanced Settings tab

« In order to configure the advanced settings for your Premium Attendant, click on the Advanced tab and define the default handling for each key press. These actions
will be availableto callers in all menus unless you assign an alternative action to the key in the per menu configuration.

» Next, clickon the Error Handling link and set the value and behaviorfor Timeout, Call Transfers, Unknown Input and Invalid Extensions.

Line Status

Main Schedule Menus Announcemenis Exiensions

Default keys Ermor handling Other setfings

This page allows you to configure default | Do Nothing v
actions for each key a caller can press. [ Transfer to Phane v
These actions will be available to callers for all [ Transfer ta Voicemail v
menus, unless you select a_n dlenaﬁ\_re action [Do Pothing 3l
for the key when configurafing a specific menu_
[IDo Nothing 2l
Do Nothing V)
Do Nothing V)
| Do Nathing )
[ Transfer w0 Phone v
[ Do Mothing ]
[Replay Menu 3l
| Return to Previous Menu v

Premium Attendant Error Handling Menu

Line Status

Main Schedule Menus Announcements Exiensions

Default keys Emor handling Ofher setfings

oo [ o

Timeout Call Transfer
Menus time out if a caller doesn't press a key within[3 W | seconds Ring: | for 125 seconds ¥ |
After |3 % | menu fimeouts: If a call transfer fails: | Hang up the call |

| System announcement then hang up * |
Invalid Extension

If the caller dials an invalid extension | 3 * | times:

| Announcement - Hang up ¥ |

| Select announcement... ]
Unknown Input

If the caller selects an unassigned key |3 % | times:
|Hang up R
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Activating Premium Attendant

* Finally, you will need to activate your Premium Attendant by going to the Main page and selecting the Turn On button.

» The Premium Attendantinterface uses the following error messages and icons to alert you to incorrect or missing configuration. These are produced on page load,
and are not updated dynamically.

« The Main tab has a Service Status panel that states your current schedule period and the menu that callers will hear. It also reports if you have errors in any menus,
or one or more announcementsis missing audio.

* The Schedule and Menus pages use a banner line to report any errors.

» The followingiconsare used to indicate incorrect or incomplete configuration
* error icon
« warningicon

« If there are any errors in your configuration, you will be warned against turning on Premium Attendant, and in some cases this will be prohibited. You should
therefore resolve the configuration errors before attempting to turn Premium Attendant on.
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Music On Hold

CommPortal Access
Logging In

» Tolog into the Music On Hold system, click the Music On Hold link at the bottom of the left-hand side of CommPortal. This opens up a new browser window with
the Music On Hold administration system.

Music On Hold Mappings in department: CV18326245 (root)

security mappings  resources

Directory number Initial resource Action

Follow-up resource Start Point  Duration  Actions
Default None
Directory number  Initial resource Action Follow-up resource Start Point  Duration Actions
3304556 W None V) (Repeat 2l v (Sant v Add

0 of 5 mappings used

Note: If a line has been recently added to or moved within this organisation, then it may take up to to one business day for the change to affect Music On Hold.
‘View mappings in

subdepartment: B2B

Marketing

- If you are the administrator for the top-level department of your business then you will see three links at the top of the page, each taking you to a different section
of the Music On Hold administration system.

« Security — View and configure your security settings.

« Mappings — This section allows you to configure different recordings to be played when differentlines within your business put callers on hold.
« Resources — This section allows you to upload and manage your recordings.

Viewing & Changing Security Settings
» Toview your security settings, select the Security section.

« As well as accessing the Music On Hold system using CommPortal, you can also use your phone to access it. Using this page you can view and change the password
you will need to enter to use the phone access. To changeyour password, follow these steps:

1. Enter the new password in the text box.
2. Click Apply.
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Music On Hold

security mappings resources

Admin passward for telephone access (valid only for the current administrator) I:l

Managing Recordings
» Toaccess the recordings section, click on the Resources link.

Music On Hold

security mappings resources
Global Media List

ID Description Length Actions

10 Beethoven 238 seconds >

There are currently no local resources stored.

D Description Upload local resource file Actions

[ | [‘Choose File | No file chosen

Disk Used: 0.00 MB of 10 MB used.
Resources: 0 of 10 used.
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Global Media List

« The Global Media List section specifies any recordings that we have made available for youruse. Whether we make any recordings available to you depends on
which serviceyou have subscribed to. You cannotadd or remove recordings from the Global Media List.

Your own recordings
« The second section displays any recordings that you have uploaded to the system, either using this web interface or via the phone access.

Recording Limits

- At the bottom of this section, you will see:
« how many MB of storage you have used
« how many MB of storage you are allowed
« how many recordings you have uploaded
¢ how many recordings you are allowed.
« The system will not allow you to exceed either your storage limit or the maximum number of recordings you are allowed.

Recording Formats

* You can upload recordings to the system in either WAV or MP3 format.

Adding a Recording

« Toadd your ownrecording, follow these steps:
1. Enter an ID for this recording in the ID text box. ThisID must be between 10 and 99.
2. Enter a description for this recording in the Description text box.
3. Click on Browse and select the recording you wish to upload. This mustbe either a.wav or.mp3file.
4. Clickon Add.
« Depending on the size of the recording you are uploading this process may take a few seconds.

Modifying a Recording

« Tochange the description of a recording, follow these steps:
1. Click on the Edit button to the right of the recording.
2. Edit the Description field.
3. Click Save.
4. To changethe volumeat which a recording will play, follow these steps:
5. Click on the Edit button to the right of the recording.
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6. Select a new Gain value from the drop-down list.
« Select 0 to play the recording at its original volume,
* Select +1, +2 or +3 to play the recording louder, with +3 being the loudest.
« Select -1, -2 or -3 to play the recording quieter, with -3 being the quietest.
7. Click Save.

Playing a Recording

 You can play a recording that you have uploaded by clicking on the ID or Description link for that recording. Note that this will play the recording at its original
volume - the Gain setting has no impacton playing a recording through this interface.

« If you want to check the effect of changing the volume of a recording, you should log into the phone interface and play the recording from there. For more details
on this, see Section 14.2.1.

Removing a Recording

« Toremove a recording click on Delete to the right of the recording you wish to delete.

Assigning Recordings to Lines

Music On Hold Mappings Section
 You can assign recordings either to all lines in your business, or different recordings per line. To do this you need to access the mappings section.
Music On Hold Mappings in department: B28 Marketing

View mappings in department: CV18326245 (root)

security mappings resources

Saved mapping for 3304554
Directory number  Initial resource Action Follow-up resource Start Point  Duration  Actions
Default Mone
3304554 Global 10 - Beethoven Play Once Global 10 - Beethoven start | Edit
Directory number  Initial resource Action Follow-up resource Start Point  Duration  Actions
3304555 W Mone | GETISITE a |l v [Stan W] | Add

1 of 5 mappings used

Mote: If a line has been recently added to or moved within this organisation, then it may take up to to one business day for the change to affect Music On Hold.
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 You willnow see a list of mappings between the directory numbers of lines in your Business Group or department and the MusicOn Hold resources that each line
uses.

« If the department you are an administrator of has one or more sub-departments, you will see links to these at the bottom of thescreen.
« Tomanage resources for a line that is in a sub-department, click on the link for that sub-department.

« When you have followed the link to a sub-department, an additional link appears at the top of the screen, allowing you to move back up to the parent
department.

 There is always a default mapping, whichis used if you don't specify a mapping for a particularline. Thisis shown first n the list with Default instead of a Directory
numberand applies to all directory numbers except for those with their own individual mappingsin the list. The mappings saeen also shows how many individual
mappings you are allowed to create.

« Each mapping consists of a series of fields which you can set:
 An Initial resource, or recording, which is played when the call is put on hold.
+ Optionally a Follow-up resource, or recording, which may be played depending on the Action.
+ An Action, which can be one of:
 Repeat — The initial recording is played continually.
« Play Once - The initial recording is played once, and then the follow-up recording is playing continually.

 Repeat - Initial Interrupted — The initial recording should be interrupted at set intervals by the follow-up recording. This could be used to interrupt
music with an announcementindicating that the user is ina queue.

 Repeat — Follow-up Interrupted — The initial recording is played first. Then the follow-up recording plays continually being interrupted by the first
recording.

+ The Start point field indicates whether the recording will start at the beginning (the value Start indicates this) or whether it should start at a random point of
the recording (the value Random indicates this).

« The Duration field which is used by the Repeat — Initial Interrupted and Repeat — Follow-up Interrupted actions to indicate how often the repeated
recording should be interrupted.

« In general, your Service Provider will configure a Default resource to be played as a single, repeating resource.

- If you are an administratorfor the whole Business Group, you can override this mapping for the whole group and all its departments, to use a different
resource or a combination of resources.

« If you are an administratorfor a department within the group, you can override the default mapping for your department and any sub-departments.
« If you have not changed the default, it appears with an Override button to the right (instead of the Edit button shown for other mappings).
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Adding a Mapping

» Toadd a mapping for a particular line, follow these steps:

1. Use the Directory number, Initial resource, Action, Follow-up resource, Start Point, and Duration drop-downs to set these fields (located to the left of the
Add button).

2. Clickon Add.

Modifying a Mapping

« Tomodify either the default mapping, orthe mapping for a line, follow these steps:

1. To change the default mapping that was supplied by your Service Provider or inherited from a higher-level department, click the Override button to the
right of the mapping.

« If you were overriding the default mapping, the Override button is now replaced by Edit and Use Default buttons.
» Tochange any other existing mapping, including the default mapping if you have already overridden it, click Edit to the right of the mapping.
2. Modify the fields.

 Torevert to the existing default mapping that was supplied by your Service Provider for the whole Business Group, or the default mapping for your
department if you are a department administrator, click the Use Default button.

3. Click on Save.
 You cannot modify the telephone numberthat a mapping applies to. If you need to do this, remove the mappingand add a new one.

Removing a Mapping

« Toremove a mapping click on the Delete button to the right of the mapping. You cannotdelete the default mapping, butyou can override it, edit it, or revert to the
original default that was inherited from Service Provider settings or from a higher-level department.
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Phone Access

Using this interface, you can:
« Listen to the music or other recordings for the default mapping or the mapping you have configured for any of your lines.
« Listen to the Global Media Resources we have made available.

« Create, changeor delete your own recordings.
Logging In

« Toaccess the telephone interface for Music On Hold, dial 555-555-5555 from your phone. To log inyou need to enter:
1. Your telephone number.

2. Your Music On Hold password. You canview or change this by using CommPortal as described in Section 14.1.2.

Using Telephone Interface

« The telephone interfaceis menu driven with voice prompts, so listen to the prompts and then press the keys on your phone to select which option you would like.
« For your convenience, the top-level menus provided by the telephone interface are documented here:
*. Press * at any time to go back to the previous menu.

1. Listen to resource for default mapping. Thiswill play you the recording which is played to callers on hold for extensions which do not have their own
mappings.
- If you have logged in using an administrator line assigned to the top-level Business Group, you will hear the default mapping for the Business
Group. If you have logged in as a department administrator, you will hear the default mapping for your department

2. Listen to resource for particular extension. Thiswill play the recording which is played to callers on hold on a particularextension.

- If you type a valid extension number, you will hear the resources that are mapped to this line, or the resources for the default mapping that it uses
if it does not have its own explicit mapping. You will hear these resources in the same pattern as a callerwould hear them.

3. Listen to global resources. Thisallows you to listen to the recordingsin the Global Media List, described in Section 14.1.3. You will need the 2 digit
resource ID of the recording you want to listen to.

4. Manage existing local resources. This allows you to modify or delete recordings you have added to the Music On Hold system, including recording a new
resource to replace an existing one. You will need the 2 digit resource ID of the recording you want to modify or delete.

5. Record new local resource. Thisallowsyou to record a new resource over the phone.
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Integrated ACD Call Center

Multi Line Hunt Group

* Integrated ACDuses the Multi Line Hunt Group feature within a Business Group to provide detailed information about Multi Line Hunt Group activity for Business
Group Administrators through the CommPortal BG Admin interface.

 Thisinformation is particularly useful if you are operating a small call center and want to monitor the performance of yourcall center staff.

* Your Business Group will include one or more Multi Line Hunt Groups. You can view the configuration of a Multi Line Hunt Group using the CommPortal BGAdmin
interface.

Business Group Admin Portal 3304555 ~

Hunt Groups in Department:| viewar v/

A Hunt Group (MLHG or Muli-Line Hunt Group) is 2 set of ines (members) within a Eusiness Group, configured 5o
that calls to the group are passed to a non-busy member of the Hunt Group. or may be added fo a queve if all

Groups

#+4 Hunt Groups (MLHGs)

CV18326245 - 3304554 members are busy. Please contact us if you would like to set up a new Hunf Group.
+1+ Call Pickup Groups

Dashboard 3 Move selected Im:‘ Select depariment v|

All Lines: O Hunt Group Name Numbsr of Membsrs Senvice Level Dapartment
& Users

O CV18326245 - 3304554 4 Premium ACD None

O Aftendants

141 Group Access

& Phones

= Account Codes
&, Exensions

' CallLogs

4 Music on Hold 7
=+ Misc. Setfings

« On this page, you can view, edit, move and remove a Multi Line Hunt Group, add and remove member lines, and access the configuration options for the member
lines. Thesetasks are described in section 2.3.

» Once callsare comingin to the Multi Line Hunt Group, you can use the Supervisor Dashboard link on the CommPortal BG Admininterfaceto launch a range of
pages that provide current and historical statistics on each of your Multi Line Hunt Groups is performing.

Integrated ACD Basic

» The Integrated ACD Basic service level enables you to use the Supervisor Dashboard to
« display currentcalls

- view and download a range of detailed statistics for the MLHGs that you administer

* generate reports on the activity of your MLHG(s).
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« On theinitial screen you can see summary information about your Multi Line Hunt Group (if you have more than one Multi Line Hunt Group in your Business Group,
this summary information will include the information for all of them):

» The graphs show historical statistics for the time period selected. The white numbersin the gray or colored boxes on the top right of each graph are either the
cumulative total of the graph or a snapshot of the current statistics, as indicated by an icon and tooltip at the top right of each box.

* You can hover over the data lines on the graphs to see tooltips giving the value for a specific time within the time period of the graph.
» You canclickon a time period at the top of the screen to show historical data for a different time period, for example 1 Day or 1 Week.
* You can download a .csv file that has raw statistics of all your queues for a selected time period.

 There are additional screens that display detailed information on the activity of queues and agents, for example allowing you to view statistics for an individual
agent. Thisinformation can be displayed in two different views: the detailed graphical view shown above, or a Wallboard viewthat summarizes the data for
the time period that is currently selected.

* You canalso launch the Reports page from the Summary page, which allows you to create detailed reports on different areas of your Call Center's
performance during a specific time period.

Reports for business group 'CV18326245
Report Title: Data range
Report Type: Calls by Day I Period: 16/06/2022 - 16/06/2022
Select Data: All queuss: - | Start of day: oo vt 00 w

End of day: 24 vk 00 -
BRI = N

The Calls by Day report shows a summary of the call activity for all queues by day. Only calls that arrive via queues will be included, for example outgoing or direct-dialled calls are
not displayed. Any acfivity outside of the start'end of day and from unselected days of the week is not included in the results. All fimes are in (GMT+5.00) Indian/Maldives.
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Accessing Integrated ACD Statistics
« On the left-hand sidebar of the CommPortal BG Admin interface, click the Supervisor Dashboard link.

« Thislaunches the Integrated ACD Summary screen in a new browser window, from where you can also access screens displaying statistics for your Queues and
Agents, review and modify your settings, and generate reports.

up Admmin Portal 3304585

Hunt Group CV18326245 - 3304554 in Department: B2B
Marketing

Hund Group Members Setings

Using IACD Screens

« Hover over the data lines on the graphs to see values for a specific time within the time period of the graph. The graphs will display the timein hh:mm:ssormm:ss
as appropriate.

» Clickon atime period at the top of the screen to show historical data for a different time period, for example 1 Day or 1 Week.

¢+ Clickthe red Download All Queues button at the top right of the screen to download a .csv file that has more detailed statistics of all your queues for the selected
time period. On the Agents page, this is a Download All Agents button that provides statistics for all the Agents.

Using Wallboard View

« The Wallboard view removes the navigation and shows data for the time period that is currently selected. This view is extremely useful if you wantto see at a glance
how your Queues and Agents are currently performing.

» Toopen and close the Wallboard view:
» Ensure that you have selected the appropriate time period that you want to display on the Wallboard view.
« Click on the button at the top right of the screen to display the Wallboard view.
+ Clickon the button to return to the standard view.

« The Summary screen Wallboard view retains but enlarges the graphs.
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Accessing Integrated ACD Statistics

5 5 5
n 0:00:34

5 Time In External Calls " Time In Outgoing Calls "
0:00:00 0:01:06 0:01:03
0:00:00 0:55:00 Available

« The Queues and Agents Wallboard views simply display the name of the statistic and the gray boxes. The values in the gray boxes are either the cumulative total of
the graph or a snapshot at the current time, as indicated by a tooltip and the iconin the top right-hand corner of each box.

« indicates that this is a cumulative total.
* indicatesthat this a near real-timevalue.
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Viewing Integrated ACD Summary

» The defaultview shows the 1-hour historical data (on the graphs) and either the cumulative total of the graph or a snapshot atthe currenttime (the white numbers
in the gray or colored boxes at the top right of each graph) for the following statistics:

* Predicted waiting time for a call to be answered.
« Number of callers waiting in the Queue(s) managed by this BG Administrator.
* Number of Agents who are logged in.

« Number of calls (separate statistics for answered, abandoned and rejected calls).

Viewing the Queues Screens

= . B — Q — M

» The Queues screen shows detailed information on the Queues (MLHGs) that you administer. To access the Queues screen:
« Clickon the Queues box on the left of the Summary screen.
« Thislaunches the defaultview, which shows 1-hour historical data for all the Queues that you administer.
 the numbers in the gray boxes will either be the cumulative total from the graphs, or a near reaktime value, and this
will be indicated by the iconin the top right of each gray box.
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Viewing the Queues Screen

 Use the checkboxes in the panel on the top left-hand side of the screen to display statistics for a single Queue or for a combination of Queues.

 Thispanel shows the MLHG Pilot Numberand the number of calls that are currently waiting for all Queues selected, to help you identify the Queue that
might be of the mostinterest to you, for example because there are a large number of callers waiting.

* Use the red Download All Queues button to download information aboutall your Queues in csv format.

» The following statistics are displayed on the Queues screen. Some of these are displayed either as absolute numbers or as a rate per hour, depending on the
configuration of your service.

* Predicted Waiting Time (duration)

 Thisis the sum of queuing and alerting (agent's line is ringing) times.

« The numberin the gray box is the cumulative total for the time period selected.
 Callers Waiting (calls)

 Thisis the number of callers waiting in the queue. Calls arriving in the MLHG may be putin a queue if all the lines are busy and your MLHG s
configured to hold callers in a queue. When an agent becomes available, the first call in the queue will be hunted to that agent and it will not be
counted in this statistic even if the agent has not yet answered the call.

» You will not see this statistic if your MLHG s configured to only accept a call when an agent is available.
* Logged in Members (agents)
*  The numberof agents who are currently logged in.
« CallsReceived (number of calls received or calls/hr)
* Thisis the rate at which incoming calls arrive.
» The numberin the gray box is the cumulative total for the selected time period.
« Calls Answered
« For this historical statistics in the graphs, this is either the percentage or absolute number of received calls that were answered.
 The numberin the gray box is the cumulative total for the selected time period.
« Calls Abandoned
* These are received calls where the callerhung up before an agent answered.
- For the historical statistics in the graphs, thisis either the percentage or absolute number of received calls that were abandoned.
» The numberin the gray box is the cumulative total for the selected time period.
« CallsRejected

* Thisis either received callsthat were rejected as busy (if you have disabled queuing) or the received calls that were rejected when the queue was
full.

- For the historical statistics in the graphs, thisis either the percentage or absolute number of received calls that were rejected.
» The numberin the gray box is the cumulative total for the selected time period.

» Abandon Time (duration)
 The average time a caller waits in a queue before hanging up without their call being answered.

» The numberin the gray box is the cumulative total for the selected time period.
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. . Viewing the Queues Screen
« Call Duration (duration)

* The average duration of answered calls.
» The numberin the gray box is the cumulative total for the selected time period.
* Wrap-up Time (duration) - Integrated ACD Premium only
« The average time spent by agents completing any work associated with a call after the callitself has ended.
» The numberin the gray box is the cumulative total for the selected time period.
» PilotCalls Received (number of calls or calls/hr)

« Callsmay arrive in a queue either via the pilot number(s) or by calling one of the agents directly. You can configure your queue so that, if that
agent is busy when the call arrives, the callis then queued as if itarrived via the pilot number(s).

« For the historical statistics in the graphs, this is either the number of calls or the rate of calls per hour received by the pilot number.
» The numberin the gray box is the cumulative total for the selected time period.
+ Alerting Time (duration)

 Thisis the average time between the call being hunted to an agent and the agent answering their phone. This statistic, along with Hunt attempts
not answered, provides a useful metric of how responsive your call center agents are.

* The numberin the gray box is the cumulative total for the selected time period.
« Logged-in Agent States - Integrated ACD Premium only

+ Thisis the totalamountof time in seconds that agents logged in to the selected queues spent in each agent state in the period. Agents are only
included on this graph for times when they were logged into at least one of the selected queues.

 Current States (%) - Integrated ACD Premium only

+ Thisis the percentage of agents that are currently in each state. This statistic only includes agents who are logged in to at least one of the selected
queues and only states that are currently being used by agents are shown. This statistic does include agents whose state is set automatically to
unavailable, for example because they are in a call or have turned on MetaSphere CFSDND. Agents who are logged out of all the selected queues
are not shown.

« Disposition Codes (calls) - Integrated ACD Premium only
« The total number of calls that have been assigned to each disposition code by agents in the selected queues.
* Queued Calls Timed Out

* You can configureyour queue to timeout calls that have been queued for longer than a specified time. However, we would recom mend
implementing a different behavior in this scenario, for example by forwarding the callerto voicemail. If you see a lot of calls being timed out, then
you probably need to add more agents to the queue. If queuing has been disabled, a call will only be accepted if an agent is available, and this
statistic will be hidden.

« For the historical statistics in the graphs, this is either the number of calls or the rate of calls per hour.
« The numberin the gray box is the cumulative total for the selected time period.
+ CallsQueued
- If all agents are busy in other calls, an incoming call will be queued until an agent is available.
« For the historical statistics in the graphs, this is either the percentage or rate of calls per hour.
« The numberin the gray box is the cumulative total for the selected time period.

« If you have disabled queuing so a callis only accepted if an agent is available, this statistic will be hidden.
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Viewing the Queues Screen

* HuntAttempts Timed Out (number of calls or calls/hr)

Thisis the number of calls that were hunted to a particularagent butthe call timed out before the agent answered, and the call was then hunted
to another agent. If the caller simply hung up before the agent answered, thisis notcounted in this statistic. This statistic is only shown if hunton
no answer is configured for this MLHG.

This statistic, along with Alerting time, provides a useful metric of how responsive your call center agents are.
For the historical statistics in the graphs, this is either the number of calls or the rate of calls per hour.
The numberin the gray box is the cumulative total for the selected time period.

« Exit from Queue Attempts

www.dhiraagu.com.mv

If you have this feature, this is the number of callers who pressed zero on their phone keypad to exit a MLHG Queue and forward their call either
to voicemail or to a configured telephone number.

The numberin the gray box is the cumulative total for the selected time period.
Time Before Exit From Queue
Thisis how long callers remain in a MLHG before pressing zero on their phone keypad to exit the Queue.

The numberin the gray box is the cumulative total for the selected time period.




Viewing the Agents Screens
* You canaccess an Agents screen that shows detailed information on the agents (MLHG Member lines) belonging to the Queues (MLHGs) that you administer. To access the
Agents screen:
 Clickon the Agents box on the left of the Summary screen.

 Thislaunchesthe defaultview, which shows the current values (the white numbers in the gray box on the top right of each graph) and 1-hour historical data (on
the graphs) for the first Agent in the Queue(s) that you administer. Depending on the configuration of your system, some of these numbers will be displayed either
as absolute numbers or as a rate per hour, as indicated below..

» Use the radio button to select the statistics for a different agent.
« Use the red Download All Agents button to download information in csv format about all your Agents. The download will include statistics per agent for each
Queue that they belong to.

« Use the orange View button to view the Agent Status page for the selected Agent. This page is described in 2.4.5.
« The following statistics are available on this screen. Note that some of these statistics will only be shown if you are managing at least one Queue that is using the Integrated
ACD Premium servicelevel.

« Callsanswered (number of calls or calls/hr)
» The rate at which thisagent answered incoming calls.
« For the historical statistics, this is either the number of calls or the rate of calls per hour.
« The numberin the gray box is the cumulative total for the selected time period.

» Callstimed out (number of calls or calls/hr)

- The rate at which this agent failed to answer calls (the calls may therefore have been hunted to another agent). This statistic tracks calls that were
unanswered because the call was timed out when ringing this agent. If the caller simply hung up, then that is not counted here.

« For the historical statistics, this is either the number of calls or the rate of calls per hour.
« The numberin the gray box is the cumulative total for the selected time period.
« Timein queued calls (% or duration in seconds)
« The time this agent spent in calls that arrived via a queue.
« For the historical statistics, this is a percentage or a duration in seconds.

« The numberin the gray box is the cumulative total for the selected time period.
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« Timein internal calls (% or duration in seconds).
« The time this agent spent in calls from other members of their Business Group.
 For the historical statistics, this is a percentage or a duration in seconds.
« The numberin the gray box is the cumulative total for the selected time period.
« Timein external calls (% or duration in seconds).
« The timethis agent spent in calls dialed directly to the agent from outside the Business Group.
« For the historical statistics, this is a percentage or a duration in seconds.
« The numberin the gray box is the cumulative total for the selected time period.
« Timein outgoing calls (% or duration in seconds)
* The timethis agent spent in outgoing calls.
« For the historical statistics, this is a percentage or a duration in seconds.
« The numberin the gray box is the cumulative total for the selected time period.
« Time otherwise unavailable (% or duration in seconds)
» The timethat this agent was unavailable to answer calls without already being in a call, for example because they enabled Do Not Disturb on their line.
« For the historical statistics, this is a percentage or a duration in seconds.
« The numberin the gray box is the cumulative total for the selected time period.
« Timelogged in (% or duration in seconds)
« The timethis agent was logged in to a queue. This number may exceed 100% if the agent is a member of more than one queue.
« For the historical statistics, this is a percentage or a duration in seconds.
« The numberin the gray box is the cumulative total for the selected time period.
* Wrap-up Time - Integrated ACD Premium only
« The average time spent by this agent completing any work associated with a call after the callitself has ended.
« The numberin the gray box is the cumulative total for the selected time period.
« Agent States - Integrated ACD Premium only

- Thisis the percentage of timethat this agent spent in each agent state, including agent states that are set automatically, forexample when an agent was
unavailable because they had logged out of all their queues, turned on DND or were in a call.

 The state that this agent is currently inis shown in the top right-hand corner.
« Disposition Codes (calls/hr) - Integrated ACD Premium only
« The total number of calls that this agent has assigned to each disposition code.
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Viewing the Agents Status Page

« The Agent Status page is used by MLHG members to view information on the current activity of the Queues (MLHGs) that they belong to and, if they are a member of an
Integrated ACD Premium Queue, manage their Agent State.

* You can access the Agent Status page of a particular Agent if necessary. For example, you may need to mark an Agent as unavailable if they are not currently available to
take calls but have failed to update their Agent State.

« Toview the Agent Status page:
» Go to the Supervisor Dashboard.
» Go to the Agents page.
« In the panel on the left-hand side of the Agents page, use the radio button alongside the Agent's name to select the Agent.

« Clickthe View button on the top right of the Agents page.

Send Feedback -

VIO Download All Agents
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Agent States

« If you have the Integrated ACD Premium service, you can configure several Agent States that your Agents can use to indicate their current availability. This allows you
to clearly identify and track when and why agents are not at their desks taking calls. There are also some Agent States which are set automatically because of the
agent's actions, for example if they log out of all their queues.

« There are two types of Agent States which can be set by the agents themselves using a drop-down on the Agent Status page.
+ Available - Agents inthe Available state can answer calls arriving from a Queue or direct-dial calls.
+ Unavailable - Agentsin an Unavailable state cannot answer calls arriving from a Queue. However, they are still able to answer direct-dial calls.

« As Agents may be unavailable for several reasons, the Integrated ACD Premium service allows you to configure up to 30 unavailability reasons for your entire
Business Group that Agents can choose from when moving to an Unavailable state. Each of these gives a different reason as to why an Agent is not currently able to
take calls. For example, you can configure unavailability reasons that indicate an Agent is on a break, at lunch or in a meeting.

- In addition to Agent States which agents can set themselves, there are several circumstances when the Agent State will be set automatically to one of the following.

« Wrap-up state. If wrap-up is enabled for a queue, the Agent is automatically moved into wrap-up state when they finish a call that arrived via a queue. For
more information on wrap-up, see section 2.8.2.

» Logged Out. This Agent State is displayed when an Agent is logged out of all the queues of which they are a member but is not in wrap-up or a custom
unavailable state.

+ Line Not Ready. This Agent State is displayed when an Agent is logged in to a queue, but their telephone line is not ready to receive calls, for example it is
an unregistered SIP line.

« DND. This Agent State is displayed when an Agent is logged in to a queue but has turned on their DND call service and is not in wrap-up or a custom
unavailable state.

Viewing Agent States

Statistics for agent '3304555" in busine

+ Select the Agents box on the left of the Supervisor Dashboard to launch the Agents screen.

« The Agentstate is indicated by the icon to the right of the Agent's name. There are four possible icons. B Ll °
QUEUES
+ @- The Available icon indicates that this Agent is in an Available state and can receive calls. _ e
AGENTS
« O- The Unavailable icon indicates that this Agent cannot currently take calls arriving from a Queue. However, they
may still be able to answer incoming direct-dial calls. Thisicon will pulse if the Agentis currently in the wrap-up 233"4555 S
. . . . . . . . . 3304556
state. The tooltip will display the reason the Agent is unavailable. It will show ‘ina call'if the agent's phone is - g

currently ringing but they have not yet answered the call.
SETTINGS

« ¥ Theln a Callicon indicates that this agent is in a connected call. Thisicon will pulse if the Agentis in the wrap-up
state.

+ You canalso see an Agent's current state in the top right-hand corner of the Agent State statistic graph, as shown e Time n

below.
Agent State Available

M Lunch
break

W wrap-up
M Avsilatle

o
09:00 11:00 1300 1500  17:00
10:00 12:00 14:00 18:00
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Wrap-up State

« Wrap-up state is an Agent State that your Agents will enter immediately after completing a customer call. While in wrap-up state, Agents can complete any work
related to the completed call.

« If wrap-up has been enabled for a Queue, Agents are automatically put into wrap-up state after ending a customer call that has arrived through that Queue. Agents
are unavailable for further calls from the Queue while in this state, allowing them timeto resolve any issues coming out of the call.

* You can choose to allow Agents to exit wrap-up state directly or require them to choose a disposition code to indicate how the call was resolved. For more
information on disposition codes, see Disposition Codes.

» You can configure a wrap-up timer so that Agents can only spend a limited amount of time in wrap-up state. The Agent will see the timer counting down on the
Agent Status page. When the Wrap-up time expires, the Agent will automatically exit Wrap-up state. If you have configured your Call Center to use mandatory
disposition codes, a wrap-up timed out disposition code will automatically be entered. The Agent will then return to the Available state, unless they have carried out
another action which would automatically set their Agent state to Unavailable, for example they have logged out of their Queue(s).

 You can enable wrap-up for a Queue and configure the wrap-up timer using the Settings screen.
Wrap-up and Disposition Code Statistics

« Statistics are generated to show the average timethat Agents have been spendingin the wrap-up state, giving you a clear indication of how much timeis being
taken carrying out clerical duties after a call has been completed. You can view the average wrap-up time for each Agent or for all Agents in a Queue.

- Additionally, you can see how many calls are being assigned each disposition code, giving you useful information on how your Agents are dealing with calls and
helping you identify patterns that may indicate an issue with your service. Again, you can view this statistic for an individual Agentor for all Agents in a Queue.

Monitor / Whisper / Barge-In

« If you have the Integrated ACD Premium service, you can use the Monitor / Whisper / Barge-In feature to listen in on your Agents' calls undetected, talk to an Agent
during a call without the customer hearing, or fully participate in an ongoing call and speak to all parties.

 You canonly use the Monitor, Whisper and Barge-In actions to participate in an Agent's call if:
 the Agent is a member of the Business Group and department that you manage or any of its sub- departments.
 the Agent is a member of at least one Queue that uses the Integrated ACD Premium service.

* You can access the Monitor / Whisper / Barge-In feature through the Agents screen or invoke it directly from your phone.

Using Integrated ACD Interface Agents Screen

» Touse the Monitor / Whisper / Barge-In feature via the the Integrated ACD interface Agents screen in CommPortal:
+ Go to the MLHGs page in the CommPortal BGAdmin interface, and click the Supervisor Dashboard link.
« Select the Agents box on the left of the Supervisor Dashboard to launch the Agents screen.
* In the panel on the left-hand side of the screen, you will see a list of the Agents that are logged in to the Queues that you manage.
* An'In a call'iconindicates the Agents currently in an active call with a customer.
« Touse Monitor/ Whisper / Barge-In, select the radio button next to an Agent in an active call.

- If the agent selected is an Integrated ACD Premium agent,
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0:00:56

* You can then take one of the following actions:
» Monitor - listen in on the existing call between the selected Agentand the customer.
« Whisper - speak to or advise the selected Agent during the call, without the customer hearing.
- Barge-In - fully join the call, speaking to both the selected Agent and the customer.
« When you click one of the buttons, your phone will ring, and you will be connected to the Agent's call when you answer your phone.

« When you are in an Agent's call, you can continue to use the push buttons to change your level of participation. For example, if you are listening in on a call using
the Monitor pushbutton and decide that you want to offer an Agent some advice without the customer hearing, you can simply click the Whisper button.

« Note that invoking the Whisper action will result in a brief loss of audio that will affect the customer. We recommend that you only invoke the Whisper
action during a break in conversation between the Agent and customer to minimize any impact on the customer's experience.

Using your phone

* You can also invoke the Monitor, Whisper or Barge-In actions directly from your phone, without the need to use the Integrated ACD Supervisor Dashboard.

« To do this, dial the access code of the action that you want to use, followed by the intercom code of the Agent whose call you want to participate in. Your
Metaswitch Networks will provide you with the necessary access codes.

* Note that if you use the Monitor, Whisper and Barge-In actions directly from your phone, you will not be able to changeyour level of participation during the call.
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Integrated ACD Settings

» You can manage settings for these additional features using the Integrated ACD Settings screen int eh Supervisor Dashboard. This section describes how to carry out
the following tasks:

Enabling or disabling simultaneouslogin to multiple MLHGs that require explicitlogin.
Enabling the use of agent states for a business group.

Adding or removing agent states.

Enabling or disabling the use of the 'wrap-up' state and disposition codes for a specific Queue.
Mandating the use of disposition codes by agents in a specific Queue.

Adding or removing disposition codes.

Configuring dynamic Queue announcements (if available in your deployment).

Enabling or disabling simultaneous login to multiple Queues

 You can choose to allow Agents in this Business Group to be logged in to more than one Queue that requires explicit login. If this setting is disabled, Agents will be
automatically logged out of a Queue that requires explicit login if they try to log in to another.

+ Note that this setting does not affect Queues which do not require explicit login. Agents are always allowed to be logged in to more than one of these Queues
simultaneously.

« Toenable or disable simultaneous login to multiple Queues:

+ checkoruncheckthe box marked Allow simultaneous login to multiple Queues as appropriate

« clickthe Save pushbutton in the top right-hand corner of the Settings page to confirm your changes.
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Enabling or disabling Agent States
» You can enable or disable the use of agent states for all Queues in this Business Group. To enable or disable agent states:

+ checkoruncheckthe box marked Agent States - Enabled as appropriate

« clickthe Save pushbuttonin the top right-hand corner of the Settings page to confirm yourchanges.

Settings for business group ' 245

enaied 8 _)

12 | Avllable

REPOATS

Wrap-up

5 [ macal

4: | Do Mot Disturb

Use Wiap-Up staie

Adding or removing unavailability reasons

* You can add up to 30 additional unavailability reasons per Business Group that can be used by Agents to indicate why they are currently unable to take calls arriving
via any of their queues. You can also remove any existing unavailability reasons.

« Note that Agent States must be enabled, before you can add or remove any unavailability reasons.

» You should also note that the statistics that are generated for agent states are tracked by the number that they hold in the list, rather than the name given to them.
If you move an unavailability reason to another position in the list, the historical statistics will stay associated with the number and will be assigned to any
unavailability reason that you put in its place. If possible, you should avoid changing the position of unavailability reasons in the list to prevent states becoming
associated with the wrong historical statistics.

« Tomake changes to your unavailability reasons:
« Toadd new unavailability reason, type its name into the field labeled Start typing to add another unavailable state at the end of the list.
« Toremove an unavailability reason, delete the text and leave the field blank.

« Once you have made all your changes, click the Save pushbutton in the top right-hand corner of the Settings page to confirm your changes.

Settings for business group 'CV18326245

1| Availasle

Wrag-up

x: [ macal

04: | Da Mot Disturb

05: | Logged Out

& | Line Not Ready
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Enabling the Wrap-up State for a Queue

« The wrap-up state is an Agent State that your Agents will enter immediately after completing a customer call. While in the wrap-up state, Agents should carry out
any clerical work related to the completed call.

« Note that Agent States must be enabled, before you can enable the Wrap-Up state for a Queue.

» You should decide whether you want to configure any disposition codes for Agents to use to indicate how a call was resolved. If you do want to configure
disposition codes, you should also decide whether Agents mustassign a disposition code to a call before they are able to leave the wrap-up state.

* You must also decide whether you want to configure a wrap-up timer, so that your Agents can only spend a limited time in wrap-up state. Once the timer expires,
the Agent is automatically moved out of wrap-up.

» Toenable or disable the use of the wrap-up state for a Queue:
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Find your chosen Queue on the Settings page and check or uncheck the box marked Use Wrap-Up state as appropriate.
If you want to use the Wrap-Up timer

« checkthe box marked Use a maximum Wrap-Up time

* enter the timein seconds which agents can spend in Wrap-Up state in the input box.

If you decided that you wanted to add disposition codes to the wrap-up state, type one of your chosen codes into the empty field underneath the
Disposition Codes heading. Once you begin typing in the empty field, another field will appear underneath. Enter your second chosen code into this new
field, and so on until you have entered all your chosen codes.

« If you have enabled the Wrap-Up timer, a Wrap-up timeout disposition code will have been pre-configured and will be automatically applied
whenever an Agent is moved out of Wrap-Up because the Wrap-Up time expired.

If you decided that Agents must assign a disposition code to a call before leaving wrap-up state, ensure that the Required checkbox above the list of
disposition codes is checked.

Click the Save pushbutton in the top right-hand corner of the Settings page to confirm your changes.




Adding or Removing Disposition Codes

* You can add up to 30 additional disposition codes per Integrated ACD Premium Queue that can be used by Agents to indicate how a call was resolved. You can also
remove any existing disposition codes, apart from the pre-configured Wrap-up timeout disposition code.

« Note that Agent States and the wrap-up state must be enabled before you can configure disposition codes.

 You should note that the statistics that are generated for disposition codes are tracked by the number that they hold in the list, rather than the name given to them.
If you move a code name to another position in the list, the historical statistics will stay associated with the number and will be assigned to any code name that you
put in its place. If possible, you should avoid changing the position of disposition codes in the list to prevent codes becoming associated with the wrong historical
statistics.

Dissosition Codes @ Required

[ Wrap-up timed out

01:| lssue resolved
02| Follow up scheduled
02| Issue pending

04:| Start typing to add another code.

« Tomake changes to your disposition codes:
« Toadd a new disposition code, type its nameinto the empty field at the end of the list.
« Toremove a disposition code, delete the text and leave the field blank.

« Clickthe Save pushbutton in the top right-hand corner of the Settings page to confirm your changes.
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Configure Dynamic Queue Announcements

« If this feature is available in your deployment, you can configure whether callers will hear announcements while they are waiting for their call to be answered that tell
them their placein the queue and the approximate wait time until an agent will be available.

« Toconfigure Queue announcements:
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Tick the checkboxalongside Queue status announcement enabled.
The following additional fields will then appear. These are hidden if Queue status announcement enabled is not ticked.

Set Initial delay as required. This sets the time before a caller will hear the initial announcement and can be any non-negative numeric value in the range 0-
3600 seconds.

« The default is 10 seconds, so that the caller hears music on hold for a short time before the first announcement. Set this to a different value if you
want music to be played for a longer or shorter time.

- Set this to 0 if you want the first announcement to be played when callers join the queue and before they hear any music.

Set Interval between announcements to the number of seconds that music on hold should be played between each announcement. This can be any non-
negative numeric valuein the range 0-3600 seconds. The default is 180 seconds.

Click the Save pushbuttonin the top right-hand corner of the Settings page to confirm your changes..




Report Types

Agent Summary

« The Agent Summary report gives an overview of the performance of all the Agentsin your call center, allowing you to spot anyissues that may require further
investigation.

« Itincludes general performanceinformation forall Agents in the Business Group or Departments that you manage (and any of their sub-departments) during your
chosen time period. The entirety of this time period must be within the last 60 days.

« Thisinformationis presented in a table. Note that this table does not include information on incoming calls that were not received via a Queue or outgoing calls.

Agent Summary

Min call Mean call Max call Mean alerting Total calls Total calls
Agent Queue duration duration duration time  offered answered
John Smith  Support 2:36 2:36 2:37 0:00 60 60 (100%)
Ann Jones Support 2:36 2:36 2:37 0:00 | 143 143 (100%)
Jane Careers 246 2:46 2:47 0:00 186 166 (100%)
Watson
David Ball Careers 246 2:46 2:47 0:00 | 126 126 (100%)
Chris Careers 246 2:46 2:47 000 181 161 (100%)
Thomas

« Eachrow in the table gives information on an Agent's activity when handling calls from a particular Queue, as indicated in the Agent and Queue columns. If an Agent
is a member of more than one Queue, they will have a row in the table for every Queue that they are a member of.

* The Agent Summary report provides the following information.
« Min call duration - The duration of the shortest call answered by the Agent that was received from this Queue during the specified time period.
« Mean call duration - The average length of a call answered by this Agent from this Queue during the time period specified.
« Max call duration - The duration of the longest call that this Agent handled from this Queue during the time period specified.
+ Mean alerting time - The average amount of time between a call from this Queue being hunted to the Agentand the Agent answering their phone.
- Total calls offered - The number of calls offered to this Agentfrom this Queue during the chosen time period.
« Total calls answered - The number of calls answered by this Agent from this Queue.

www.dhiraagu.com.mv




Report Types

Call Log

« The Call Log report gives a detailed overview of call activity for your call center, providing information on all calls made to or from the Business Group or
Departments that you manage (and any of their sub-departments) during your chosen time period. The entirety of this time period must be within the last 60 days.

« Thisinformationis presented as a table with a row for each call.

Call Log

Alerting Account

Date Direction Source Intermediate Destinations Destination Time  Duration Code
1110172017 inbound 361 SIPp main pilot David Wright 015 0:10

0000:02

110172017 inbound 36 SIPp main pilot Gillan Evans 003 0:10

00:00:05

11012017 inbound 367 W SIPp main pilot David Wright 0:06 0:10

00:00:08

Call Detail by Agent

» The Call Detail by Agent report offers a detailed view of call activity for a particular Agent, allowing you to easily assess their level of performance.

« It provides information on allincoming and outgoing calls involving an Agent during your chosen time period. The entirety of this time period must be within the
last 60 days.

« Thisinformation is presented as a table with a row for each call.

Call Detail by Agent

Date Direction Source Intermediate Destinations Destination Alerting Time Duration  Account Code
10/25/2017 10:28:54 Iinternal John Smith hello 0:14 0:14 1596
10/25/2017 11:01:32 internal John Smith hello 0:08 0:22 3257
10/26/2017 12:01:14 internal hello John Smith 0:05 unconnected

« The Call Log & Call Detail by Agent report provides the following information foreach call.
« Date - Thedate and timeat which the call was initiated.
 Direction - Whether this was an incoming, outgoing orinternal call.
« Source - The number of the calling party.

* Intermediate Destinations - Any numbers that this call was routed to before reachingits destination. This may include an MLHG Pilot Number or the names
or numbers of any other Agents that this call was hunted to before it was answered or abandoned.

« Destination - The number of the party that received the call.
 Alerting Time - How long in seconds before the call was answered.
« Duration - Theduration of the call.
» Accountcode - The accountcode used (if applicable).
 Note that calls which have used any of the following services may be listed more than once, with each listing representing a leg of the call.
 MADNSs
« Call Waiting
 CallPickup
+ CallHold
+ 3-Way Calling

- For some types of call transfer, for example if a call is transferred by a Business Group line into an MLHG, the initial leg of the call will be reported

~ separately.
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Report Types

Call Duration Summary

This Call Duration Summary report gives a clear indication of how quickly your Agents are dealing with customer calls.

It provides information on the length of calls answered by Agents for a particular Queue during your chosen time period. Theentirety of this period must be within
the last 60 days.

Note that calls will only be included if they started in the specified time period. A call does not have to finish within the specified time period to be included. If a call
is passed from one Queue to another, itwill be included in the Call Duration Summary report for both Queues.

For ease of use, calls are divided into a number of duration ranges, starting with calls less than 1 minutelong and going upto calls over an hourlong.
« Thisinformationis presented in both a histogram and a table.

Call Duration Summary

2,000
1,500

1,000

Calls

0:00-1:00 1:00-2:00 2:00-5:00 5:00-10:00 10:00-20:00 20:00-30:00 30:00-60:00 60:00+

Duration

Call Duration Summary

Duration calls Total Duration

0:00-1:00 1885 (99.7%) 257:00
1:00-2:00 0 (0%) 0:00
2:00-5:00 5(0.3%) 24:39
5:00-10:00 1(0.1%) 512
10:00-20:00 0 (0%) 0:00
20:00-30:00 0 (0%) 0:00
30:00-60:00 0 (0%) 0:00
60:00+ 0 (0%)

» The histogram shows how many answered calls fell into each duration range during the specified time period.
» The table presents the same information, along with the total duration of all calls in each duration range.
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Report Types

Daily Traffic
« The Daily Traffic report provides a useful indication of when your call center is at its busiest, allowing you to identify peak hours of activity and whether your Agents
are handling more callsin the morning or afternoon.

- It provides information on the volume of incoming calls to the Business Group or Departments that you manage (and any of their sub-departments) during your
chosen time period. This time period must be within the last 32 days. Theinformation is presented in a bar chart and table.

Daily Traffic
R I AM Calls
PM Calls
75 -
5.0
25
0o |
07/15/2013 07/16/2013 07/17/2013
Daily Traffic
AM call PM call Peak hour call AM total call PM total call
Date count count Peak hour count duration duration
07/15/2013 0 9 16:00-17:00 8 00:00 00:34
07/16/2013 1} 0 00:00-01:00 O 00:00 00:00

07/17/2013 0 2 15:00- 16:00 2 00:00 00:06

» The bar chart displays the number of calls received each day from 0.00am to 12.00 and from 12.00 to 24.00. If the hours of a working day have been specified using
the Start of day and End of day fields, calls started outside of the hours of a working day will be excluded from this count.

* The table presents the following information for each day that is included in the specified time period.

AM call count - the number of calls received from 0.00 to 12.00. If the hours of a working day have been specified using the Start of day and End of day
fields, calls started outside of the hours of a working day will be excluded from this count.

PM call count - the number of calls received from 12.00 to 24.00. If the hours of a working day have been specified using the Start of day and End of day
fields, calls started outside of the hours of a working day will be excluded from this count.

Peak hour - the hour of day during which the most calls were received. Note that the peak hour can only be calculated for data that is less than 32 days
old.

Peak hour call count - the number of calls received during the peak hour. Note that the peak hour call countcan only be calculated for data that isless
than 32 days old.

AM total call duration - the total duration of all calls received from 0.00 to 12.00. If the hours of a working day have been specified using the Start of day
and End of day fields, the duration of calls that were started outside of the hours of a working day will be excluded from this count.

PM total call duration - the total duration of all calls received from 12.00 to 24.00. If the hours of a working day have been specified using the Start of day
and End of day fields, the duration of calls that were started outside of the hours of a working day will be excluded from this count.
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Report Types

Hourly Usage

« The Hourly Usage report allows you to see which hours of the day a Queue is at its busiest, helping you to plan when extra Agents may be required.

- It provides information on the volume of calls handled per hour by a particular Queue during a specified time period. The entrety of this time period must be within
the last 32 days.

« If the time period that you specify is longer than one day, the totals shown for each hourwill be the number of calls made during this hour on all selected
days.

« If you use the Start of day and End of day fields to specify the hours of a working day, any activity outside of these hours will be excluded from the report.
 Thisinformationis presented in a histogram and table, which both display the number of calls per hour that were received through your chosen Queue and
answered by an Agent

Hourly Usage

.
07:00 0800 09:00 10:00 11:00 12:00 13:00 1400 15:00 1600 17:00  18:00

Hourly Usage

Calls

07:00 0
08:00 0
05:00 0
10:00 0
11:00 0
12:00 0
13:00 0
14:00 0
15:00 12
16:00 22
17:00 0

18:00 2
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Report Types

User Statistics

« The User Statistics report provides an overview of the performance of each of the Agents in your call center, allowing you to quickly view key metrics such as how
many calls Agents are failing to answer and how long on average, they are taking to deal with customer calls.

- It provides call statistics for each Agent in the Business Group or Departments that you manage (and any of their sub-departments) during your chosen time period.
The entirety of thistime period must be within the last 60 days. Thisinformation is presented in a table, with each Agent having one row for incoming call statistics
and one row for outgoing call statistics, as indicated in the Direction column.

User Statistics

Line Direction Total calls Answered calls Unanswered calls Mean alerting time Total call duration Mean call duration
John Smith inbound 3 0 (0%) 3 (100%) 0:06 0:00 0:00
John Smith outbound 6 3 (50%) 3 (50%) 0:15 0:47 0:15
Ann Jones IlI inbound 4415 3437 (77.8%) 978 (22.2%) 0:08 8:07:45 0:08
Ann Jones Il outbound 0 0 (0%) 0 (0%) 0:00 0:00 0:00

« Line - Theline used by the Agent.

Direction - Whether this was an incoming, outgoing orinternal call.

Total calls - The number of incoming/outgoing calls involving this Agent.

Answered calls - The number of incoming/outgoing calls involving this Agent that were answered by the called party. Thisis also shown as a percentage of the total
outgoing calls made.

Unanswered calls - The number of incoming/outgoing calls involving this Agent that were not answered by the called party. Thisis also shown as a percentage of the
total outgoing calls made.

Mean alerting time - The average time before a call was answered.

Total call duration - The total duration of all incoming/outgoing callsinvolving this Agent.

Mean call duration - The average duration of an incoming/outgoing call involving this Agent.
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Report Types
Calls by Day

« The Calls by Day report allows you to see the number of calls per day that are being received by your call center and how they are being handled. You may want to
use this report to identify patterns in call volume so that you can anticipate busy periods in future, or you may use the output to identify unexpected rates of call
abandonment or rejection.

« The report provides statistics on call activity forthe Business Group or Departments that you manage (and any of their sub-departments) on each day that falls
within your chosen time period. The entirety of this time period must be within the last year. Note that if you use the Start of day and End of day fields to specify the
hours of a working day, any activity outside of these hours will be excluded from the report.

« Thisinformationis presented in a bar chart and table.

Calls by Day

8,000

B calls
Answered
6,000 I cals
) Abandoned
W calls
4,000 Rejected
2,000
0 -
g g H
H ES E
£ z H
Calls by Day
Date Calls Received Calls Answered Calls Abandoned Calls Rejected

03/09/2021 1667 1550 (93%) 6 (0.4%) 1M1 (6.7%)
03/10/2021 220 0 (0%) 36 (16.4%) 184 (83.6%)

0311112021 7564 341 (45%) 46 (0.6%) 7177 (94.9%)

« The bar chart displays the number of answered, abandoned and rejected calls for each day in the specified time period.
+ The table presents the following information for each day in the specified time period.
« Calls Received - The number of calls received.

+ Calls Answered - The number of calls received that were answered by an Agent. Thisis also presented as a percentage of the total number of calls
received.

 Calls Abandoned - The number of calls received that were abandoned by the caller before they were answered by an Agent. Thisis also presented as a
percentage of the total number of calls received.

- Calls Rejected - The number of calls received that were rejected because there were no Agents available to take the call and the caller couldnot be put on
hold. This could be because the maximum limiton the number of callers on hold had already been reached or because the relevant Queue does not
support keeping callers on hold.
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Report Types
Calls by Queue

» The Calls by Queue report allows you to see the number of calls that are being received through a particular Queue and how they are being handled. You may want
to use thisreport to identify patterns in call volume so that you can anticipate busy periods in future, or you may use theoutput to identify unexpected rates of call
abandonment or rejection.

» The report provides statistics on call activity fora particular Queue on each day that falls within your chosen time period.The entirety of this time period must be

within the last year. Note that if you use the Start of day and End of day fields to specify the hours of a working day, any activity outside of these hours will be
excluded from the report.

« Thisinformationis presented in a bar chart and table.

Calls by Queue

8.000

[ calis
Answered
6,000 I calls
: Abandoned

N calls

4.000 Rejected

2,000

0 -
i g 5
Calls by Queue
Date Calls Received Calls Answered Calls Abandoned Calls Rejected

03/09/2021 1667 1550 (93%) 6 (0.4%) 1M (6.7%)
031072021 220 0(0%) 36 (16.4%) 1284 (83.6%)

03/11/2021 7564 341 (45%) 46 (0.6%) TATT (94.9%)

* The bar chart displays the number of answered, abandoned and rejected calls for each day in the specified time period.
» The table presents the following information foreach day in the specified time period.
+ Calls Received - The number of calls received through the Queue.

« Calls Answered - The number of calls received through the Queue that were answered by an Agent. Thisis also presented as a percentage of the total
number of calls received through the Queue.

+ Calls Abandoned - The number of calls received through the Queue that were abandoned by the caller before they were answered by an Agent. This is
also presented as a percentage of the total number of calls received through the Queue.

« Calls Rejected - The number of calls received through the Queue that were rejected because there were no Agents available to take the call andthe caller
could not be put on hold. This could be because the maximum limit on the number of callers on hold had already been reached or because the relevant
Queue does not support keeping callers on hold. This statistic is also presented as a percentage of the total number of calls received through the Queue.
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Report Types

Agent Status Summary

« The Agent Status Summary report allows you to see how long an Agent has been spending in each Agent State during your chosentime period, which must be
within the last year.

» The informationis presented in a pie chart and table.
» The pie chartdisplays the percentage of yourchosen time period that the Agent spent in each Agent State.

« The table displays the total time that the Agent has spent in each Agent State. This is also presented as a percentage of you chosen time period.

Agent Status Summary

@ Available
10.6% @ Inacal
Line Not Ready

Agent Status Summary

Agent State Time in State  Time in State
Available 737720 106%
Wrap-up 0:00 0%

Ina Call 50147 12%

Do Not Disturb 0:00 0%

Logged Qut 0:00 0%

Line Not Ready 63:3154 882%
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Report Types

All Agent Status Summaries

« The All Agents Status Summaries report includes multiple tables and charts, one for each agent, allowing you to analyze agentstatus information more easily and
comparedata between agents. The report data for each agent is the same as in the existing Agent Status Summary report but isnow conveniently containedina
single source.

» The information is presented in multiple pie charts and tables, one for each agent.

Inbound Summary Report

Inbound Summary

Pilot Number  Calls Received Calls Connected Total Duration Average Call Duration Average Wait Time Calls Abandoned Average Abandon Time

3612039070 0 0 0:00 0:00 000 0 0:00
3612039076 0 0 0:00 0:00 000 0 0:00
3612039077 0 0 0:.00 0:00 000 0 0:00
3612039078 0 0 0:00 0:00 000 0 0:00
3612039079 1841 1703 2:3318 0:05 010 138 1:33

» The table presents the following information for the specified period.

Pilot Number - The DN of each Pilot Numberin your Queue(s).

Calls Received - The number of calls received through the Pilot Number(s) in your Queue(s).

Calls connected - The number of calls handled by the Pilot Number(s) in your Queue(s).

Total duration - The total duration of all incoming calls received by the Pilot Number(s) in your Queue(s).

Mean call duration - The average length of a call answered by the Pilot Number(s) in your Queue(s).

Average Wait Time - The average time a caller had to wait before the Pilot Number(s) in your Queue(s) handled the call.

Calls Abandoned - Thetotal number of calls received by the Pilot Number(s) in your Queue(s) that were abandoned by the caller before they were
answered.

Average Abandon Time - The average time callers waited in a Queue before hanging up without their call being answered by the Pilot Number.
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Report Types

Queue Summary

« The Queue Summary report allows you to see the activity in all your Queues in a single report. Thisreport includes both inbound and internal calls. You may want to
use this report to identify patterns in call volume across your Queues so that you can anticipate busy periods in future, or you may use the output to identify
unexpected rates of callabandonmentor rejection.

» The report provides statistics on the activity of all your Queues within your chosen time period. The entirety of this time period must be within the last 60 days.
« Thisinformation is presented in a table only

« The table presents the following information for the specified period.

Queue Summary

calls calls Calls calls Average Waiting Average Call Average Abandon
Queue Received Answered A 1ed Reji Time Duration Time
Marketing 9451 1891 (20%) 88 (0.9%) 7472 (79.1%) 0:01 0:06 0:00
Support 0 0 (0%) 0 {0%) 0 (0%) 0:00 0:00 0:00

* Queue - The name of the Queue.

 Calls Received - The number of calls received through this Queue. Thisis also presented as a percentage of the total number of calls received through the
Queue.

+ Calls Answered - The number of calls received through this Queue that were answered by an Agent. Thisis also presented as a percentage of the total
number of calls received through the Queue.

 Calls Abandoned - The number of calls received through this Queue that were abandoned by the caller before they were answered by an Agent. Thisis
also presented as a percentage of the total number of calls received through the Queue.

 Calls Rejected - The number of calls received through this Queue that were rejected because there were no Agents available to take the call, and the caller
could not be put on hold. This could be because the maximum limit on the number of callers on hold had already been reached, or because the relevant
Queue does not support keeping callers on hold. This statistic is also presented as a percentage of the total number of callsreceived through the Queue.

+ Mean waiting time - The average time callers had to wait before the call was answered by the Queue.
* Mean call duration - The average length of a call answered by this Queue during the time period specified.

* Mean abandon time - The average time callers waited in a Queue before hanging up without their call being answered.
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Report Types

Abandoned Calls Summary

« The Abandoned Calls Summary report allows you to see how many calls are abandoned across all of your Queues. This report includes both inbound and internal
calls. You may want to use this report to identify unexpected rates of callabandonmentin particular Queues which mightindicate that you need more Agentsin that
Queue.

« The informationis presented in a table only.

Abandoned Calls Summary

Queue Calls Abandoned Calls Rejected Average Abandon Time
Marketing 88 (0.9%) 0 (0%) 0:00
Support 0 (0%) 0 (0%) 000

 The table presents the following information for the specified time period.
* Queue - Thename of the Queue.
+ Calls Abandoned - The number of calls received through this Queue that were abandoned by the caller before they were answered.

« Mean abandon time - The average time callers waited in a Queue before handing up withouttheir call being answered.

Abandoned Calls Detail Report

« The Abandoned Calls Detail report shows the proportion of calls that are abandoned as well as the absolute number of abandoned calls, during specific time
periods, enabling you to identify the time periods that have the highest abandon rates.

» Thisinformationis presented in a table only.

Abandoned Calls Detail

Date Calls Abandoned Calls Rejected Average Abandon Time
0412772017 0 (0%) 0 (0%) 0:00
04/28/2017 1 (14.3%) 0(0%) o1
04/20/2017 0 (0%) 0 (0%) 0:00
04/30/2017 0 (0%) 0 (0%) 0:00
05/01/2017 0 (0%) 0 (0%) 0:00
05/02/2017 0 (0% 0 (0%

) )
05/03/2017 0 (0%) 0 (0%) 0:00

- Date - Thedate on which the calls took place. The date will be displayed in the format that is set for your deployment. The screenshot
shows this in MM:DD:YYYY.

« Calls Abandoned - The number of calls received through this Queue that were abandoned by the caller before they were answered. This
statistic is also presented as a percentage of the total number of calls received through the Queue.

« Calls Rejected - The number of calls received through the Queue that were rejected because there were no Agents available to take the
calland the caller could not be put on hold. This could be because the maximum limit on the number of callers on hold had already been
reached or because the relevant Queue does not support keeping callers on hold. This statistic is also presented as a percentage of the
total number of calls received through the Queue.

« Average Abandon Time - The average time callers waited in a Queue before hanging up withouttheir call being answered.
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Report Types

Short Calls by Agent

« The Short Codes by Agentreport allows you to see the number of calls of less than 5 seconds handled by your Agents within the chosen time period, which must be
within the last 60 days. You may want to use this report to identify Agents with an abnormally high number of short calls which might suggest that they are not
handling callers correctly.

« Thisinformationis presented in a table only.

Report Ttie: | Shoct Cals Data range
Report Type: | Shori Calis by Agent v Penod ‘ 07/29/2014 [+ 0872172014
Short Calls by Agent Seiect Data. | Al agents v Start of cay ‘ 00 * i 00 .
Agent Short Calls AR One O ol Endofosy | 2¢ v |:| oo .
Ann Jones 283 Send o johngicomparny com l oo l 7_"_1' \_l' u’ t_,' |_].
David Wright 173
Cillian Evans 262
The Shoc Cals by Agent report lists the number of answered calls shorter han 4 seconds grouped per agent This report dsplays activity for up

David Ball 158 10 60 days and any activity outside of the Startiend of day and from unselected days of the week 15 nOtINCIUded I the resils AL Imes are in

(GMT+0.00) Europeiondon

Chris Thomas 246
Short Calis by Agent
 The table presents the following information forall your Agents over the specified time Agent short cails
period. Aexande Rondon o
« Agent - The name of the Agent. oot
Flipe Castro “

« Short calls - The number of callslasting less than 5 seconds handled by this Agent.

Frequent Callers Summary

« The Frequent Callers Summary report allows you to see the 50 most active callers, in order, for the selected Queue within your chosen time period, which must be
within the last 60 days. You may want to use this report to identify callers whose repeat calls mightindicate their call was not dealt with satisfactorily, for example
because they called multiple times but hung up before their call was answered each time, or who are particularly good customers who might be suitable targets for a

marketing campaign. REEro T
+ Thisinformation is presented in a table only. T g e LT S S
1 3612044181 138 9 422 006
« The table presents the following information for the selected Queue for the selected time period. : it ’ e
« Caller ranking - The ranking for this caller, based on the number of calls received from them duringthe  * e B 0 =2
specified time period. s wouse |. s ws
« Source - The number of the calling party. s s o " a1
. . . . . £l 12040192 £l T 027 Tar
* Calls Received - The number of calls received from this caller over the time period. " s B
« Calls Abandoned - The number of calls that were abandoned by this caller before they were answered. .. sosn o , 54
» Total queuing time - The total amountof time this callerhad to wait before their call was answered by PR .
an Agent 15 3612044197 % T 800 640
+ Total duration - The total duration of all incoming calls received from this caller. mawe 2 : = =
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Generating Reports

* You can create reports to be generated at a specified pointin the future, either on a one-off basis or at regular specified intervals, for example every week or month.
These reports are created as pdf files which are then emailed to one or more email addresses.

« Thereis a limiton the number of reports that can be scheduled: if your system is already at thislimit, you will not be able to schedule another report unless you
delete an existing one first.

* You canalso choose to generate an instantaneous report on past activity.

Before you begin

» There are a number of decisions that you will need to make before you start generating your reports.
» You mustdecide which of the following report types you want to create.

« If you want to create an Agent Status Summary or Call Detail by Agent report, you will need to know the name or number of the Agent that you
want to create a report for.

- If you want to create any of the following report types, you will need to know the name of the Queue that you want to create a report for.
+ Callsby Queue
 Call Duration Summary
 Frequent Callers Summary
» Hourly Usage
* You mustknow the date range that you want the report to cover.
« For all of the following report types, this date range must be within the last year.
« Calls by Day
+ Callsby Queue
* Queue Summary
« Agent Status Summary and All Agents Status Summaries (Integrated ACD Premium only)
- For all of the following report types, this date range must be within the last 60 days.
» Abandoned Calls Summary and Abandoned Calls Detail Summary
* Agent Summary
« CallLog
 Call Detail by Agent
« Call Duration Summary
» Frequent Callers Summary
* Inbound Summary
+ Short Calls by Agent
 User Statistics

« For an Hourly Usage or Daily Traffic report, this date range must be within the last 32 days.
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* You must choose whether you want to specify the start time and end time for the working day. If you do specify these times, the report will only show statistics for
activity between these two times. If you decide that you do want to specify the start timeand end timefor the working day, you mustknow these times. Note that if
you choose a start time that is later in the day than the end time, the report will display statistics for activity between 0.00 and your chosen end time and for activity
between your chosen start time and 24.00.

* You mustchoose whether you want to exclude activity from certain days of the week from your report. For example, if yourcall center is closed on a particular day of
the week, you may want to exclude these days of non-activity from your report to prevent it from presenting misleading average statistics. If you do wantto exclude
certain days of the week, you must know which days you want to exclude.

* You mustdecide whether you want to generate a report on past activity, or schedulea one-off or recurring report on future activity.
Launch the Reports Page

« Toaccess the Reports page:
+ Go to the MLHGs page in the CommPortal BGAdmin interface and click the Supervisor Dashboard link.
« ClickReportsin the box on the left of the Supervisor Dashboard.

SUMMARY

QUEUES
AGENTS

SETTINGE

REPORTS

 Thislaunchesthe Report Schedule Manager page, which will show you any reports that you have currently scheduled as well asallow you to create a new report.

Report Schedule Manager Send Feedback

Welcome 'John Smith',
Your scheduled reports are listed below. Schedule a new report with the button in the top right.

Daily Scheduled: Daily
All queues - Calls by Day Next due: Today

» Tocreate a new report, click Add a new report in the top right corner of this page to launch the Report creation screen.

« If you want to create a report that's very similarto one that you have already scheduled, click the Clone button alongside hat report. This will create a new report with
the appropriate fields already filled in.

* You can now create your report on the Report creation screen
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Reports for business group ‘CV18326245'

Report Title: Data range

Report Type: Calls by Day |  Period: 16/06/2022 - | 16062022

Select Data: All queves v‘ Start of day: 00 v 00 v
End of day: 24 v i ~
IS I N =

The Galis by Diay report shows a summary of the call activity for all queues by day. Only calls that arrive via queues will be included, for example outgoing or direct-dialled calls are
not displayed. Any activity outside of the startfend of day and from unselected days of the week is not included in the results. All imes are in (GMT=5.00) Indian/Maldives.

- If you want to give the report your own title, type your chosen title into the Report Titlefield.

« If you also have permission to create reports for your Business Group, you will see the Report Scope field. Use the radio buttons to select ACDfor this report. You will not
see this option if you cannot create Business Group reports.

« Use the drop-down alongside Report Type to select the type of report to generate.
* You will then see a summary of what the report immediately below the input panel.

+ Use the Select Data drop-down to select an Agent or Queue for this report. This field will only be available if you need to make a selection. As noted in Before
you begin:

* You will need to select an Agentif you are generating an Agent Status Summary (Integrated ACD Premium only), Call Detail by Agent or Short Calls by
Agent report.

+ You will need to select a Queue if you are generating a Calls by Queue, Call Duration Summary, Frequent Callers Summary or Hourly Usage report.
+ Use the Department drop-down to select the Department, if you are able to generate reports for more than one Department.
- Fillin the Data range box. If you are creating a one-off report, these should be dates and times that have already passed.

« Enter your chosen start date into the left-hand Data range field.

« Enter your chosen end date into the right- hand Data range field.

« If you want to specify the start timefor a working day, use the Start of Day hour and minute drop-down to enter this time in 24h format.

« If you want to specify the end time for a working day, use the End of Day hour and minute drop-down to enter this timein 24h format.

« If you want to exclude any days from the report, click onthe blue boxes at the bottom of the Data range panel to exclude the selected days.

« If you do not have permission to schedule reports, you will not see any more options. ClickUpdate Report, and the report data will appear on the screen below
the report creation box.

« If you have permission to schedule reports, you will see the following additional options on the screen.

www.dhiraagu.com.mv




 Use the Schedule drop-down to select whether you wantto generate a one-off or a scheduled report.
» Togenerate a one off report, click One Off. The dates that you entered should be in the past.

» Togenerate a Scheduled report, use the drop-down to select the regularity with which the report should be generated. If you select weekly, monthly or
yearly in the Schedule drop-down, select the time you want the report to be generated into the Due field.

« For Weekly, set thisto the day of the week the report should be generated.

« For Monthly, enter the day of the month on which you want the report to be generated. This will be between 1 and 31. If you enter a day that
does not occurin a particular month, forexample 31 April, the report will be generated on the final day of that month.

« For Yearly, enter the date on which you want the report to be generated. This should be in MM/DD format.
« Enter email addresses of anyone you want to receive a copy of the report. It will be emailed to them in pdf format once it has been created.
» Tosee a preview of your report, click Update Report.
» You may see the following error message when generating a report if any of the information you have just entered is not valid.

Failed to create the report

The date range selected is invalid.

 You should review the information that you have entered into the fields on the Reports page when creating the report and corect any errors.
« The report may not be created because the server cannotbe contacted. If thisis the case, you will see the following error message.

Failed to create the report

The server wasn't available when this report was created. Please contact your service provider.

« If you see this message, contactDhiraagu to enquire about any known problems with the server's connectivity.
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Thank You




