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Puzzel Administration Portal

Puzzel is a flexible customer contact and switchboard solution based on cloud technology.
It is @ multi-channel solution which handles telephone, chat, e-mail, SMS and social
networks requests.

Puzzel Administration Portal gives administrators and supervisors the tool they need to
gain better control of their day-to-day operations.

In Puzzel Administration Portal you can:
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® Access detailed historical statistics reports

® Define and build customised reports and wallboards

®* Monitor contact centre activity in real-time

®* Change agent profiles and provision new agents instantly

® Set opening hours and holiday routing

®* Manage audio and IVR catalogue

® Configure queue parameters

® Do Silent Monitoring on agents

®* Find and analyse calls/recordings/chats/emails in the Archive
®* Manage outbound Dialler campaigns

®* See and maintain your service configuration(s) in Call Flow Tool
® Configure tabs and widgets for the Agent application

® Configure/connect Social media accounts/pages to Puzzel

® Configure settings for web-chat to be used on your web pages

®* Manage Agent Assist contact list and Knowledgebase

Note

In this section, most of the available functionality in Puzzel Administration Portal is
described. Your company has customised access to the system and may not have
access to every function described.

Puzzel Administration Portal is web-based and requires a PC with internet access and a
web browser.

Details on supported browsers can be found in Puzzel Contact Centre - Basic requirements
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Puzzel Administration Portals main features are available on tablets, for example iPads.
In addition, a Puzzel App is available in Google Play and in Apple's App Store.

For full version of the User guide in all languages, please download here:

puzzel admin portal - user guide - 2020-10-06.pdf

puzzel admin portal - user guide - 2018-10-31 no.pdf
puzzel admin portal - user guide - 2018-10-31 sv.pdf
puzzel admin portal - user guide - 2018-11-14 da.pdf
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GDPR and the Administration Portal

The General Data Protection Regulation (GDPR) imposes additional requirements for
companies that collect or store personal data of EU residents. This, obviously, includes
Puzzel. We understand the importance of your personal data, and we take steps to secure
and protect it whenever it is stored in our platform in accordance with our 1ISO27001
certified Information Security Management System. For more general information about
what Puzzel is doing in relation to the new GDPR requirements, we refer you to our Trust
Centre.

There is also a blog post on the same topic here.

In this article and sub articles, we will go over some practical issues relevant to contact
centre managers and supervisors as they work with our Administration Portal.

® Personal information in Puzzel

®* Archive

® SMS Survey

Historical statistics

® Real-time information

Login and password

®* Logs and access control

* Information about agents (users)

®* Anonymize an agent?

®* Archive API
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Personal information in Puzzel

The main types of personal information stored in Puzzel's platform are:

® Information about the end-customer in each request (call/chat/email) stored in the
Archive

Information about the Puzzel users

® Historical statistics per agent user (number of calls, speaktime, wrap-up time etc
per agent)

Real-time statistics per agent (number of calls, speaktime, wrap-up time etc per
agent

Information about Surveys (caller's number/chatter's ID, agent ID, score and
comment)
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The main information per request stored in the Puzzel Administration Portal's Archive:

Media

General information Content Survey
type

Caller's number, agent name, _
Phone o , Call recording (1) X
wait time, speaktime...

Chatter's name and email,
Chat agent name, wait time, Chat log (1) X
speaktime...

: -(2)
_ From-address, subject, agent
Email o _ (Body/attachment not sent
name, wait time, speaktime...
to Puzzel)

From-address, subject, agent
E-task e . - (2)
name, wait time, speaktime...

1. The call recordings and chat logs may contain sensitive information

2. E-mails/e-tasks are not stored in Puzzel, only the From-address and the URL to the
email/e-task that is queued

Social media content from Facebook/Twitter is not available in Puzzel Admin Archive.
About Survey data in Archive

The Survey data for a request (SMS Survey for calls, and chat survey for chats) contains a
score (0-10) and a comment and the associated request's sessionld (the caller's phone
number, or the chatter's name/email is shown in the General information part).

Caller's consent needed to record calls

Call recordings can be done automatically on one or more queues and/or on some or all
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agents ("forced recording"). If forced recording is configured, the Puzzel IVR solution
should inform the caller and get approval for doing the recording (e.g. by pressing 1). If
the caller does not accept recording or denies recording, the call will not be recorded (the
system variable "deny _recording" is set to true).

If forced recording is not configured, agents can be given access to start recording (and
stop it) for individual calls. In this case, the agent should not start recording unless the
caller is informed and accepts it.

Chatter's consent to store chat-log

The Puzzel customer can in the chat start page/window show "l do not accept that this
chat is stored" next to a checkbox. If the end customer checks "l do not accept...", the
chat log will not be stored in the Archive (and the chatter is not offered to receive the
chat log by email after chat end), but the general information about the chat will be
stored in Archive (and in the Raw data).

Archive storage time

Each Puzzel customer decides the storage time in their own Archive for general
information about requests (e.g. 180 days), call recordings (e.g. 14 days), and chat logs
(e.g. 30 days). Puzzel automatically deletes general information/recordings/chat logs each
night that are older than the defined storage time.

Find, see, export and delete content from Archive

In the Archive, the admin can search for requests based on the caller's phone number,
chatter's name/email and/or other search parameters like time, queue, agent, etc.

In the Archive, the Puzzel admin can...

See General information about each request

Play (listen to) a call recording

See the chat log

Download a call recording as an MP3 file
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Download a chat log as an XML file (or copy the text to the clipboard)

® Delete a call recording (but not the general information about the call)

Delete a chat log (but not the general info about the chat)

Download general information about calls (th an XLSX file)

The administration can e.g. search for calls from a given number (for the last 3 months if
general information is stored at least 3 months), and then select all (or some of the) found
calls, and then select Download recordings and/or Deleted recordings.

When the content (recording/chat log) for a request is deleted, the request's will still be
shown, that is, the time the call/chat happened, the caller's number/chatter's name and
email, queue name, wait time, agent name, and speaktime.

Archive Audit log

Audit logging is from June 20th 2018 by default turned on.Each time a user
plays/downloads/deletes a call recording or sees/downloads/deletes a chat log in the
Archive, an Audit log entry is generated.

If Puzzel support is given access to the content related to a support issue (e.g. call quality
or recording), it is logged each time Puzzel support accesses content.

All or selected administrators can be given access to see the Archive Audit log in the
Administration Portal.

All entries in the Archive Audit log (e.g. user X listened to recording for request Y at
yyy.mm.dd hh:mm) are deleted when the associated request's general information is
deleted.

Mask digits from IVR

If the Puzzel IVR solution tells the caller to enter personal information, like e.g. a social
security number, to be used for external look-ups and/or routing/agent screenpop, this
menu module should be configured with "mask digits", which means that the entered
digits will not be stored in raw data to prevent it from being shown in Archive and in Raw
data.
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Anonymization (deleting the caller's number/chatter's ID in Archive)

If an end-customer wants to be "forgotten", the Puzzel admin can anonymize all requests
(calls/chats/emails) in Puzzel Archive and in SMS Survey results lists from this person by
entering the person's phone number and email address on the Anonymize page.

The administrator can delete call recordings and chatlogs and/or anonymize the
calls/chats/emails from a person. If the admin only anonymizes requests from a person,
the call recordings/chat logs will be kept. Since this person's calls/chats now are without a
phone number/chat ID, you can not find them when you search. If an anonymized call
(with or without a recording) appears in the Archive search result, you do not see the
caller's number.
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SMS Survey

A Puzzel customer can turn on (and off) SMS Survey. If SMS Survey is turned on, an SMS is
sent to the caller (e.g. How satisfied are you with our service?) after the conversation with
an agent has ended.

The results from SMS Survey is shown in the Puzzel Admin Portal (and in
interactive.intele.com). For each caller that received an SMS Survey, there is a row in the
Result list containing the callers phone number and the received score and comment (if
any). There might be 0, 1 or several rows with a specific phone number in the SMS Survey
Result list.

From June 2018, the admin can anonymize an end-customer in the SMS Survey result list,
that is, delete the callers number. This is done from the page Archive Anonymize by
entering the persons phone number and select anonymize in SMS Survey.

The default storage time for SMS Survey is 25 months, but each night all rows that are
older than 4 months are anonymized, that is, the caller's phone number is deleted.
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Historical statistics on overview/queue level and on agent level are stored 1200 days
as default. Storage time can be set per customer, and agent statistics can be stored
shorter than queue/general statistics, e.g. 1200 days for overview/queue statistics and
365 days for agent statistics.

The incoming callers number is not shown in statistics reports on overview, queue or
agent level.

The plan is to make it possible for the admin to anonymize a caller's number/chatter's
name/ID in these Survey list reports, but currently the SMS/Chat Survey list report shows
one row for each caller and chatter that participated in a Survey, including the caller's
number (chatter's ID / email). This list report can be generated for up to 3 months into the
past (since Puzzel stores raw data (CDRs) for 3 months).
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* Real-time statistics per agent (Ticker Agent) are deleted each week

®* The agent's My log (in the Agent Application) contains the last X requests handled
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®* The basic password requirement is 6 characters including at least 1 letter and at
least 1 digit

®* The customer's admin can configure that strong password must be used for all or
selected users. A strong password must contain at least 8 characters, including at
least 1 uppercase letter, 1 lowercase letter, 1 digit, and 1 special character.

®* The customer's admin can turn on two-factor authentication for all or selected
users. If turned on, the user receives a 5-digit one-time code as SMS or email for
each login.

®* The customer's admin can configure that passwords must be changed every N days
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Logs and access control

In addition to the Archive Audit log, Puzzel contains a Change log (3 months storage
time) and an Access log.

Access log

® Each time a user logs on to Puzzel, we store information about the login (time, IP
address, username, browser, client type)

® Both successful logins and failed login attempts are logged

®* The entries in the Access log are stored for 14 days
Access control - Who can see what?

Most users (the agents) do not have access to the Admin portal (they can log in but they
will only have access to the Home tab).

Admin users can be put in one or more admin user groups. Each user group is given
access to the relevant admin functionality (main tabs and sub-tabs), e.g. access to the
Archive or not. In addition, access rights can be set on individual users.

Resource filters can be used to limit what usergroups/queues (rows) each usergroup's
users should see in different parts of the Administration Portal, including in the Archive.

A user (with access to see the Archive) can be given access to see only general
information about calls/chats in the Archive (no access to recordings or chat logs), or also
access to recordings/chat logs.
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All registered Puzzel users are listed in the Administration Portal on the page Users -
Users. For each Puzzel user, the following information can be entered:

® Firstname

® Lastname

®* Username (required)

®* Email address*

®* Mobile number*

®* Numeric ID

® Usergroup (required)

®* Language (required)
Email or Mobile is required

In agent statistics we show the number of calls, avg. speaktime, time logged on and in
pause etc, per agent for the selected time period. Here only agent name (or username if
name is missing) is shown (not agent's phone number or email address).

In the Archive, we show that the name of the agent that answered a call/chat/email as
a part of the general information for a request.
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If an agent (employee) leaves your company and you for some reason want or need to
remove this agents name from Puzzel historical agent statistics and from the Puzzel
Archive, this can be done.

Find this agent on page Users Users in the Admin portal and click on his name to open the
Edit user page. Here you must change this agents firstname and lastname to
something that can not be associated with this person, e.g. John Doe, and then
save.

When this is done, this (use-ids) agent name is updated to the new name in the agent
tables both in Statistics and Archive the following night.

® If someone from now on generates a historical statistics report on agent level, the
calls answered by the agent you changed name on will show the new agent name
(e.g. John Doe).

© Under Customize, in the agent list, you will find the new agent name but not the
old.

® If someone finds a call in the Archive that was answered by the agent you renamed,
the agent name will be the new one (e.g. John Doe).

© In the Agent list box under Search, you will find the new agent name but not the
old.

If you want, you can also and delete this agent user (on page Users Users) after you
have changed his/her name. If you do not delete the Puzzel user (for a former employee),
you should delete the users email address/mobile number and change the password so
that the former employee cant reset his/her password and log on to Puzzel.
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A user with access to use Puzzel web services and with access to the Archive can:
1. Retrieve general information about a request based on session ID
2. Play/stream a request's call recording
3. Download a request's call recording
4. Download a request's chat log
5. Delete a call recording

6. Delete a chat log

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com




Solving

puzzel. .
Sign in and password

As an administrator or supervisor user, go to https://admin.puzzel.com and enter your
Customer number, Username and Password.

p u z z e I e Solving Customer Interactions

CUSTOMER |
USERMANE -
passworp | | |

Signin

Forpot password / Need new password

Puzzet AS | SUDDOIT | Puzzelsom

If an incorrect password is entered 4 times in a row, the user account will be blocked. The
user can re-open the account by ordering a one-time password (by email/SMS) and define
a new password.

If two-factor authentication is configured for a user, the user will receive a code by
SMS or email after having entered the correct password. Two-factor authentication is only
supported in admin.puzzel.com, agent.puzzel.com and in the Puzzel app.
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In case you forget your password, or it has expired, you can create a new password by
clicking the Forgot password/Need new password link. Once you clicked the link, you will
be transferred to a new page where you will be asked to enter your email address or
mobile phone number to order a new (one-time) password.

Forgot password / Need new password

FEL BT IR O i MDEE e e [L AR P TR P WL ord e B e T el i T T i (Fver efine 4 e

Frouw vl aidewss o srevisis enarnbes jichading ) e cosesry e
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If the entered email address or mobile number is registered on a Puzzel user account,
Puzzel will send a one-time password by email/SMS and transfer you to a new page where
you can use the one-time password to create a new permanent password.
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Change Password

mpn by g —

Heil Fiy T

A one-time password is valid for 10 minutes only. If incorrect, one-time password is
entered 4 times, it is no longer valid.

If you do not receive the one-time password by SMS within a short time, you can order a
new one-time password. If you entered your email address and you dont find the email
with the one-time password in your inbox, please take a look in your spam folder.

A new password must be at least 6 characters and contain at least one letter and one
digit (unless Strong password is configured).

Single-Sign-On to Puzzel agent application using Azure

If your company’s users have Microsoft Azure accounts, the users can sign in to Puzzel’s
agent application without entering Puzzel customer number, username and password.
Before users can use such Single-Sign-On to Puzzel’'s agent application;

1. Azure must be added as an “external authentication provider” on page Users -
Products under Sign in to Puzzel.

2. You need to upload a file with the agents’ Puzzel user _id and the corresponding
Azure id, which (usually) is the user’'s email address.

A Puzzel user with a defined Azure id (external_id in Puzzel) can use
https://agent.puzzel.com?connection=azure to sign in to Puzzel’s agent application
without entering Puzzel username and password.
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If you do not allow such SSO agents to sign in to agent.puzzel.com with Puzzel username
and password, please turn ON property Reject user to sign in with Puzzel username.

Note

Please note that we do not support Single-Sign-On to https://admin.puzzel.com
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Home Page

Once you have signed in, you will see the Home Page, which is divided into 3 sections:
Support Message, Traffic Information/KPIs, and Useful Information.

At the top right of the window your username, customer name and customer number are
displayed.

F-9
B-Q. 6

Useful Information Fuzzel Blog Puzzel Status Page
tnrl of i-.I'.I.;Iil' arvd End of Life for salected Purenl seracos Ny kit
what's next for WFM?
Al Systems Operation|

ksl & T seToeds ags

Are digital channels really ony cheaper?

Agpdicatiar

[ ke v [ ot Mepiation [ bl Pt |
=50 153 £

Thres ways to create a kinder customier
experience

On top of the Home Page in the yellow box, you can see Support News (only visible if a
message is published). If you (or other users) do not want to see Puzzel Support

messages, you can configure this under Users Products - Homepage.

If you click Read More the yellow message box window will expand. To make the message
small again, just reload the page again by clicking the Home Page tab. Please note if you
click the X you will not see this particular Support message again. However, once Puzzel
publishes a new Support message, the yellow message box will appear again.

In the chart, you can see the number of requests offered per queue and answered, per
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quarter of an hour so far today, for selected display queue(s). On the right side of the
chart, you can see values for 4-9 key parameters for the same display queue(s). You can
configure what key parameters are shown under Users Products Homepage.

Available parameters to choose from are Answer % so far, Answer % within SLA so far,
Avg. Speaktime so far, Avg. Wait Time Answered so far, In Pause now, In Queue now,
Logged on now, Max Wait Time Now, Silent calls so far, Survey score, Total Answered so
far and Total Offered so far.

By clicking the drop-down menu for Queue(s) you configure if the graph and the key
parameters represent just one display queue or multiple queues.

Note

An incoming request is counted as being offered to queue as soon as it arrives in
gueue, and as answered only when an agent has answered the call / accepted the
written request. This means that there may be time periods where the number of
answered requests is greater than the number of offered requests.

On the bottom part of the Home Page, Puzzel publishes useful information and product
news.
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Sign in to Puzzel Administration Portal here:http://admin.puzzel.com

Puzzel Administration Portal has various tabs each containing sub-menus that give you
access to different functionality. Not all customers have access to all functionality. For
example, this is what it looks like when tab Users is selected:

User Groups Usars Profile Templates Fause Reasons Enquiry Registration Resource Filters Products Aocess Contro Log

Not all customers/users have access to all functionality, so you may see tabs or sub-
menus that are disabled. If you are interested in functionality that you do not have access
to, please contact Puzzel Support.

Tab Short description
Home Page Information published by Puzzel, traffic so far today, and KPI-values

Overview of live status on queues and agents, Ticker (traffic so far today

Real-Time
per queue and agent) and Wallboard

Manage user groups and users, defines profiles, create Pause reasons
Users and Enquiry registration categories, create Resource filters and
configure Products

Manage opening hours, sound files, lists, service variables, KPI alarms,
Services queue parameters, Dialler campaigns, Call Flows, Social media channels,
Chat and Agent Assist, and do Silent monitoring.

See standard statistics reports, customise reports, and configure what

Statistics : i . :
reports to be sent to which recipients at what time intervals

Catalog See catalog content and configure fields, departments, and mappings
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Tab Short description
Archive Search for and analyse calls, recordings, and chat logs
Widget For configuring tabs and widgets in the Agent Application
SMS For configuring SMS services like Survey

Online help is available behind the question marks on all pages.

Many pages have a filter field in the upper right corner, below the menus. If you write
something in the filter field, only rows that contain the written text will be shown. If you

uncheck a column when filtering, only rows with the written text in a checked column will
be shown.

Example: Show rows (users) that contain tho in any field except e-mail address:

Murmbest of s 4 Skill Eewel Gl v = PFmile - | User Rrougs | Al = | Flter | o | First Marme I |

T
| moBEAB B ] A L]
M =Y & M

e i Limatr Groagy e me

Er

Ak atra Pt fi

Please note that a search for e.g. pa ko returns rows containing pa or ko, while a search
for "pa ko"returns rows containing the whole string within the quotation marks.

On many pages you can sort the content in tables by clicking on a column heading.
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The Real-time tab provides an overview of live status updates on queues and agents.

Queus Overview User Groups Ticker Services Ticker Queues Ticker User Groups Ongoing Requests Waliboard
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The queue overview enables you to monitor both agents and queues in your contact
centre, per display queue. (See Display Queue Settings). The page refreshes
automatically.

Quiue Cramrvidw 1@ it (TSI ERNT, TRk I T Giroir Cir ¥ Fw L VeaEaara

Bedl time » Quele Dvendiew

Queue Overview

0528

Filtar: | Fiuai tablo

Queus Name Total in Queus Caliback Preferrad Schedubed SLA Scorm Max Wair Time Agents Logeed on Apents in Pause Agant

® Total in queue:Total number of requests currently queued ( in this Display Queue)

Callback:Number of requests in the queue that are callbacks

Preferred: Number of requests in the queue that have a reserved/preferred agent

Scheduled: Number of scheduled calls/tasks that have not yet reached the
scheduled time. Aka the waiting room. (The column is only shown if Queue property
Show in Queue overview: Scheduled requests is ON.)

®* SLA score:How long the queue is relatively speaking. For details, see "Queue SLA
settings" in the "Services" article

®* Max wait time:Longest waiting time for a request currently in a queue

®* Agents logged on:All agents that are logged on and can answer requests from the
queue, including agents that are in status pause
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®* Agents in Pause:Agents that are in Pause

®* Agent:Clicking on the Agent link, a new window will open giving more information
about agents that are logged on to that queue

In 3 of the columns you will see hyperlinks to pages with more detailed information:

® By clicking on a number in the Total in queue column, Queue details opens

® By clicking on a number in the Agents Logged on column, Agent status opens

® By clicking on Agent in the Agent column, the Agent details opens
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KPI Alarm Warnings in Queue Overview

When a KPI alarm (Key Performance Indicator alarm) is triggered, a warning signal will
appear in the Queue Overview and the whole row will turn yellow. KPI Alarms are
configured per system queue, but this page shows one row per Display queue. If you click
on the warning signal, a new window will pop-up containing a detailed alarm message.

Queue Overview @

Filter: | Filler table.. |

Queue Hame Total in Queue Callbadk Prefenred SLA Scove MaxWait Time  Aperis lopsedon Apents in Pause Arent

Chat ] i} (3] o 00 o fl Agent
Faccboolk e} 0 o o 0:00 c 4] Apent
salec | a] 0 o a 0:00 & 0 Apenl
Suppart a ] 1] 0 0:00 G L] AEent
Switrhboard a 1} ] 0 0:00 G ] Apeni
futtar a 0 o o 0:00 o 0 Lgant
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Queue details

The Queue details page shows one row per request in the selected display queue.

LIETE e
o Ausp, T . o g -

Queue Details:

Topm 4L Srorw Tim i Chamsn ] Calffam S i rime Foera reand Prafuron e e | aimrr

This page is updated automatically and contains the following data:
®* Number/from: Phone number/e-mail address / chatter's ID

®* Type: A request (e.qg. a web callback) can be given a category and a description. The
category can be a colour. The requests category (if any) will be show here

®* SLA Score: Shows how long the request has waited in this queue, relatively speaking
®* Time in queue: How long time the request has been in queue

* Call-back:
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° Normal request

© 1, 2, 3: Call-back for the 1st, 2nd, or 3rd time

®* Scheduled time: The scheduled time for the call/task.

®* VIP: If a caller is categorised as a VIP
®* Reserved/preferred Agent: If the call/e-mail/chat has a reserved/preferred agent

If you have access to delete (callback/email/social) requests from queue (Users - Products -
Queue), you will see the columns Preview and Select (Delete/Edit). Max. 100 requests can
be deleted from queue at the same time.

If you click on the Preview link for a request with media type email, you will see the
request's From, To, Subject and Sent time, and if you click on Preview for a Scheduled
task, you will see all the task's details entered except the Description.
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About callback in queue

A customer calling in can be offered callback when he arrives in queue and the estimated
wait time now is longer than e.g. 3 minutes. If the customer presses x to order callback,
he will keep his position in this queue. When the customer is first in queue, an agent is
called, and then the customer is called.

® If the call is answered by the customer or by voicemail, a new call will not be done.

* If the call is not answered by the customer or voicemail, the default is that no more
calls will be done (1 callback attempt only).

® If 2 or 3 attempts is configured, a customer who doesn't answer is put at the end of
the queue, and he will be called when he is first in queue.

© If 2 or 3 callback attempts is configured, a ‘quarantine' (=time from an
unanswered callback until the customer is put back into the queue (parameter
name 'secBetweenRetries')) can be configured, e.g. 1 minute. This quarantine is
to prevent doing the 2nd callback a very short time after the 1st callback in the
special case none or very few are now waiting in the queue. If you only offer
callback when the estimated wait time is quite long, the wait time is probably
still quite long after the 1st callback attempt is done, so a quarantine is usually
not needed (or could be very short).

For a customer waiting for the 2nd or 3rd callback attempt, we show the customer's
gross wait time in Queue details, but when calculating the request's SLA score, we
use the net wait time (time since it was put back into queue after the previous callback
attempt (and quarantine)). It's also possible to add a VIPscore to a customer that didn't
answer a callback to give priority (after the quarantine time) for the next callback.
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Queue Details:

Mt iFrimm Tip= LA T i1 Gy e Callan LT R gl P e gt el e _iSmart

A callback can stay in queue for max 48 hours, which means that if agents leave in the
evening before all callbacks are done, the callbacks are still waiting in queue the next
morning, unless the administrator has deleted them from the queue.

To put a callback into another queue than the queue the caller ordered callback from is
possible, but not recommended. The main reasons are:

®* The customer will not keep his place in queue. The customer is called when an agent
(in a short or in a very long time) gets the call from this callback queue.

© What to announce to the caller when he orders callback?
° How to make sure agents get the callbacks within a reasonable time?
® Statistics, Ticker, Archive and Raw data will become confusing. 1 incoming call from

the customer is reported as arriving in queue X where he interrupted (left the
queue), and then 1 new incoming call to another queue, that ordered callback.
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Agent Status

Click on a number in column Agents Logged on in Queue overview to see Agent status:

1. Sales 0

MName Phone Number Status

Paal Agent Softphone L @ connecred (Sales)
Johr Dos 21490547 X ) pause (Administration)
Paal Admin 12345678 L© pause (Meeting)

For agents in status Connected we show the queue in brackets, unless the caller is put on
hold, the agent is in a consult call or agent-to-agent call, or if this is an outbound call

where the called party has not yet answered.
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Agent Details

Click on Agent in the Agent column in Queue overview to open the Agent details page.

10008

Home Page Real-time Users Services Statistics Catalog Archive
Quaue Dvendiew LISET arDups lcker Sennces Ticker Queues Ticker User Groups I':"'I.iﬂ':':-'.",'. HEQUESS Waliboard

Home Bage » Baghyme = Dueus Qvendew = 1. Sales

Overview of Agents: 1. Sales =

Ready Connecting Connected Busy Wirap-up Mo areweer Pause Logged off

r‘»'.gi_lu‘._- i} ] 1 (1] o 0

Agent Details: 1. Sales 2
. "
Filter: | Filter table |
MName Phone Number Skills Status Status Duration Chanpe Status
Agent, Paal Softphone Phone Sales LW Connected (Sales) 0-08 Loz off | S&t Parse
Adrmun, Paal All Fhone Queties X9 pavze (Mesting) =39 Les off | S=t Ready
Doe lohn All Phone Oususs A & pPause (Adminisiration) 2:53 Lop off | Set Ready

The page is divided into two parts:

®* Overview of agents: Shows the number of agents per status. If your solution
includes any group numbers, they are shown in separate rows

®* Agent details: A list with information about each agent in the chosen queue. In the
Change status column, you can log agents on/off and change their pause type. Rows
(agents) that are in grey represent agents who have been logged on to this queue
earlier.
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Overview of Agents: 2. Support «
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Agent Details: 2. Support =
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For agents in status Connected we also show the queue name in brackets, unless the
caller is put on hold, the agent is in a consult call or an agent-to-agent call, or if this is an
outbound call where the called party has not yet answered.

By clicking on an agent's name, this agent's Ticker is opened.

Status duration and written requests

An agent who can answer written requests in Puzzel will be shown with status Ready (N) or
Busy (N) when having N active written requests and no active call. The value for Block
phone if > x written requests decides when status changes from Ready to Busy. Please
note that Status duration is not reset on this page when an agent changes from Ready (x)
to Ready (y) or from Busy (x) to Busy (y), so you cant always tell when the agent last time
received or finished a written request. However, when allocating calls and written

requests to agents, we keep track of when agents received/finished the last request.
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Scheduled tasks/calls

If scheduled callback is offered to your end-customers (ordered from a web page) or if
your agents can Schedule tasks from the agent application, a column called Scheduled
can be shown in the Queue overview (Users Products Queue: Show Scheduled requests).

When a scheduled callback/call/task is ordered (e.g. at 08:58) with a scheduled time (e.g.
12:00), this call/task is put in the queues 'waiting room' and is shown in column Scheduled
until the scheduled time, and then its moved into queue and shown as 'In queue’ (In
Queue Details).

A scheduled call's/task's presented wait time and SLA score starts at 0 when it appears in
Queue details, but when allocating agents, the time since it was ordered is used to
calculate SLA score to make sure it is prioritised at the scheduled time.

The scheduled time can be max 14 days in the future for calls, and max 60 days in the
future for tasks. The default max number of requests in a queues 'waiting room' is 1000.

If you click on a number in column Scheduled in the Queue overview, the page Scheduled
requests is shown for the selected queue. Here we show one row per request currently in
this queue's 'waiting room'.

scheduled requests: Schaduled tasks - Sales @

B Tipe e SonertiAa B pnar R P R AT et

A user who has access to delete requests (emails/callbacks) in queue in the Admin Portal
(Users - Products - Queues), will also have access to delete scheduled tasks and edit the
reserved agent for scheduled requests/tasks here.
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You can select one or more Scheduled tasks (requests) and click Delete or Change agent.
®* If Delete is clicked, you are asked to confirm before these requests are deleted,

If Change agent is clicked, a new window opens, and here you can add, change or
delete reserved agent.

Change reserved agent for scheduled requests 0

8 Change reserved agent

{_' Remove reserved agent |
New reserved agent Sebastian
Eancﬁ and tln;q
MName User Group :
Paal admin SE (Admins)
Sebastian (Agents)

1

Axe Ofsson (Admiins)

If you select Change reserved agent, search for and select an agent, and then click
Save changes, we will set the selected agent as the new reserved agent for the selected
request(s), and we will use the new agent’s predefined reserved time (Users Products -
Agent application - Scheduled task reserved time in minutes).

If you select Remove reserved agent and click Save changes, we will remove the reserved
agent for the selected request(s).

If you click the Preview link for a Scheduled task, we will show all its details except the
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Description.
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User Groups

Under Real-time User Groups you can see the number of agents per status per user group

Real-tme

QuaLe Dugruiow  User Groups Tiekar Sarucas fICHET QUELERS rieT Usor Groups | Ongoing Reguasts wisilbaognd

Homis w Seal-fims » Lissr Groups

User Groups =

FRtem | Fied takils
Lzer Graup Feady Conmecting Comnacted Buzy Wrap-up M@ Answer Pauss Lospeed Off
- 1 0 0 0 i o 1 =3
) 1 o O & ] i £
SLIQOOFT } o A4 o %
pitchiboaTd 0 g 0 0 0 (4] 0 z
Tesl, A a i fi i 0 f L]
WD S ET 0 0 0 9 ¢ b -
S| agmans ] o a 1] o d2

By clicking on a hyperlink in the User Group column, you will see all the agents that
belong to the selected user group, their status and the profile they now are using.

Home Paze » Realdme » Usér Grougs» Admins

Agents in Admins @

Fillterz | Filtar @bl

Agent Phone Number Profile Stotus Time in Statusk  Change Status
Adimin, Paal 1234 Al Phone O L es LG Pause (uesling 12127 LoEOff | SelReady
thorerid Chritan o7 Wit b nd win des L@ roany 1228 LOgof | SerPace
Das, jolm 2148 All Phona Deties L& Pauzz (Acministration) 12336 Log off | SetReady
Bedseth, Thomas Coftphone Chat L9 Logead off (0) 16:42:23 Logon
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By clicking a hyperlink in the Profile column, the skills for this profile are shown. In the

Change Status column, you can log agents on/off. Click on an Agents name to show his
Ticker agent.
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Ticker Services

Shows in real time the total number of requests offered to (=received) and answered per
access point.

i . TitherServiers  -Tichnr Queies -~ Tacher Lbe Gemiaps v Rrguess Warthoard

< o Tighse SERaced

Ticker Services &

Fihine: | i fat ||_-_|,:‘,_[ =

Abtess Point Descrigtion Tostal (ffered Tirtal Arsiseied Al Rate

D 10010

You can toggle between Day and Week view. Day view shows values so far this day
(starting midnight), while Week view shows values so far this week (starting midnight
between Sunday and Monday).

* agent-to-agent calls are not included in Ticker Service since such calls are not
requests to an access number.

®* Scheduled tasks are reported as Offered when they are created, and as Answered
when agent accepted the request, and this might be several days apart.
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Ticker Queues

Ticker Queues is a Ticker for the different display queues in Puzzel. Here you can see the
number of offered requests per display queue (=arrived in queue) and number of
answered requests, answer rate and answer rate within SLA, and average wait time,
speak time, wrap-up time and AHT (Average Handling Time) so far today/this week.

Real-timie |EREEl
Chne SOMACRS  THKGrQUUEE  TICkor Wonr oups AN I BT Malibo2ra
Home = Rea-lime s TICHer Qusues
Ticker Queues
Fibrs | Filier bkl | da,J ek
Qs Traal Offesred Tortal Amsemred dorg, S wruey Soore Arnsuer e Answer Rate SLA Ag. Wall Tirne Ay, Speak Time Awg. Wrap-up  AHT
Ched o 1! - - = fL00 5an 0 Lk 1T S o1
M3 L J il LI =00 ER ]
0 o 5 . T
| = =r J; i 8 O
poor ! R L et

Columns:
®* Total offered: Number of requests offered to (arrived in) the display queue so far
® Total answered: Number of requests answered so far
®* Avg. Survey score: Avg survey score so far, shown if configured*
®* Answer rate: Total answered / Total offered

®* Answer rate SLA: The number of requests answered within the defined SLA,
relative to Total offered. If Alternative SLA is defined for a queue, this value is used
instead of SLA
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®* Avg. wait time: Average wait time for requests answered by agents. Please note
that for a caller that ordered callback, the time until the first agent answers is
included in the calculation, even if the callback is not answered on the 1st, 2nd or
the 3rd attempt. This differs a bit from Avg wait time in statistics report Details per
queue

®* Avg. speak time: Average speak time (connected time) by agents on this queue.
Please note that if more than 1 callback attempt is configured, there may be 2 or 3
answered agent calls (all with speak time) for 1 callback customer! This differs a bit
from Avg wait time in statistics report Details per queue

®* Avg. Wrap-up: Average wrap-up time by agents on this queue. Please note that if
more than 1 callback attempt is configured, there may be 2 or 3 answered calls to
agents (all with wrap-up time) for 1 callback customer!

®* AHT: Avg. speaktime + Avg. Wrap-up

* The column Avg. Survey score is only shown if the Queue property Show Survey score
on queue level is ON. Both SMS Survey scores for phone queues and Chat Survey scores
are shown. If a customer started a chat on queue x with agent 1, and agent 1 invited (any
agent on) queue vy, this chats survey score is reported on queue x.

Scheduled callbacks ordered from a web page, agents Scheduled calls and agents
Scheduled tasks are counted as offered to queue when they are put in the queue at the
scheduled time.

Please note that the numbers here may differ a bit from the numbers in the queue reports
in Statistics, primarily due to small differences in how callbacks in the queue are treated.
In addition, if you have a Display queue consisting of 2 or more System queues (see
Display Queue Settings) , the numbers in Ticker Queue might be different than in
Statistics (and Archive), since we group by system queue in Statistics (and in Archive).

Agent-to-agent calls are not shown here since they are not linked to a queue.

Note

There may be more requests answered than received for a queue on a daily/weekly
basis since e.g. emails,tasks and callbacks can stay in queue over midnight. Due to
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this, the Answer rate can be greater than 100%
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Ticker User Group

Ticker User Groups shows statistics per user group and agent, so far today/this week.
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The information shown so far today/this week is:
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®* Total Offered: The number of requests offered to the agents per user group

Total Answered: The number of requests answered by the agents

®* Survey score: Avg. score so far, shown if configured*

Answer Rate: Total answered * 100 / Total offered

®* Avg. Speak Time: Average speak time for requests answered by agents so far

®* Avg. Wrap-up Time: Average wrap-up time for requests answered by agents so far
®* AHT: Average Handling Time so far (=avg. speak time + avg. wrap-up time)

®* Time Logged on: Total time logged on including time in Pause

®* Time in Pause: Total time in Pause

* The column Average Survey score is shown only if property Show Survey score in
Ticker Agent/User group is ON. If a customer started a chat with agent 1 and this agent
invites another agent into the chat (to consult and/or transfer), the Survey record will be
linked to and reported on the last connected agent.

By clicking on a user group name in Ticker User group, Ticker information for the agents
in the chosen user group will appear.

p ZZE' [REGEW §ieal-time

Home « BeE time « Ticker Leny Groupe » Sales
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Clicking on one agents name opens this agents Ticker agent. Ticker agent shows how
many requests the chosen agent has been offered and has answered per system queue,
in addition to Average speak time, Wrap-up time and Time logged on and in pause, so far
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today/this week.
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Note

If one agent calls to another agent, this call is counted as offered and answered on
both agents, but unfortunately, such agent-to-agent calls makes the reported Avg.
speaktime be 0:00 this day in the Ticker. The reported (Avg) speaktime in agent
statistics reports will be correct. Also note that outbound calls might be shown on
the row without a queue name.
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Ongoing Requests

This page shows one row per ongoing call and written request.One ongoing request is
shown in the system queue it came from. Since agents can have several written requests
and/or a phone call ongoing at the same time, some agents may be listed several times
here.

Heal-time

Qngoing Requests
al-1ime &« Ongoing Requests

Ongoing Requests =
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132 LW sy L
LW Connectes

i
For incoming calls, the request Duration will be equal to the agent's Status duration.
Some special cases:

®* An agent-to-agent call will not be listed here (since this is not a request)

®* When an agent makes a consult call, the consult call is not shown in the list

® If an agent has transferred a call to another person, the transferred call is shown as
anh ongoing request, but without any agent-information.

For emails, chats and social media requests, the request Duration will differ from the
agents Status duration since agents can handle multiple written requests (that don't start
at the same time), and the agents phone status may be Connected, Ready or Busy or
even Paused/Logged off when having a written request open.

All ongoing requests are shown here for the user unless the user has a resource filter
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applied that limits what system queues or user groups the user should see.

Delete ongoing requests

A user with access to delete email/callback requests from Real-time - Queue, will also be
able to delete email and social media ongoing requests from the Ongoing request page,
but only if the agent connected to the request is logged off.

If an admin deletes an ongoing request, this will be stored in the Change log, and raw
data for statistics will be made.

If an agent closes the agent application with an open email/social media request tab, and
then signs in to the agent application less than 72/10 hours after they accepted an
email/social media request, the request tab will still be there, so that the agent can (finish
the work and) close the tab.

Since some agents sometimes close the agent application (and leave) with an email or
social media request tab open, the system will automatically delete old requests:

* If an email request is connected to an agent for more than 72 hours, the request will
be deleted.

* If a social media request is connected to an agent for more than 10 hours, the
request will be deleted.

Ongoing chat.

When agent or chatter has ended the chat, the chat will no longer be shown on page
Ongoing requests. If the agent does not close the chat tab and the chatter forgets to close
chat when its ended, the chat will be shown as ongoing, but you cant delete the chat
request from this page. If the agent closes the Puzzel browser without closing the chat
tab, and then signs in to Puzzel within 10 hours, the chat tab will be shown, so that the
agent can close it and end the chat request correctly. If the chat tab is not closed by the
agent within 10 hours, the chat request will disappear from Ongoing requests, but this
chat will not show up in statistics, Archive or Raw data.
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Wallboards are used to show information per display queue and/or agent information on a
big screen, so that everyone in a room can have a clear overview. The information in a
wallboard is as default updated every 5th second.

We recommend a user group called Wallboard with one user per wallboard you need.
Users in this user group should only have access to menu Real-time Wallboard, since the
ones that know the username/password for wallboard users may not be administrators.

Wkt

Wallboard

puzzel.

You can sign in with a Wallboard username and configure this users Wallboard by clicking
Settings.

A user can deploy Wallboard settings on behalf of other users in the Wallboard area, if
Act as another user(wallboard) is turned on. If you have such access, choose the relevant
(Wallboard) user you want to configure a Wallboard for (e.g. Wallboard support), click Act
as user, and then click Settings to configure this user's Wallboard.

Wallboard @
Full screen Select user you want to see the wallboard for & |

To see the wallboard in the full screen mode, just click on the Full screen button.
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Copyright © 2021 Puzzel Ltd. All rights reserved.

www.puzzel.com



https://help.puzzel.com/system/files/2020-06/rt_-_wallboard_queues.png
https://help.puzzel.com/system/files/2020-06/rt_-_wallboard_agents.png

Solving

puzzel. .
Wallboard Settings

In the upper part, you choose between Queue Wallboard, Agent Wallboard and Combined
Wallboard

Home Page » Razl-nne » Wallbosrd » Wallbpard Satmmgs

Wallboard Settings

O Queue Wallboard O Agent Wallboard s combined wallboard
Snitch batwasn Quelcs/Agents avery |5_ | secamd

P Queue Settings 7]
B Apent Settings | ?)

P Dicplay Settings i 7

Queue-, Agent- and Display settings are under separate accordions.
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Queue Settings

Here you can choose display queues and queue columns that should be shown.

¥ Queue Settings |7

Select Queues: 7 anlected v | Show only quewes with >0 in gueds now

Select Queue Codumng & selecsd

* Agent Settings |7

* Dicplay Settings (7

First, choose the display queues you want the wallboard to contain in the Select Queues
list box. Then, choose which columns to show in the wallboard. Finally, you can move the
queues and columns in the order you want (by dragging and dropping) before you save.

If you want to show only the queues with requests waiting in queue now (among the
selected queues), then you can tick this option. If you have selected e.g. 20 queues and
selected column “In queue now”, the number of queues shown in your wallboard might

vary between 20 and 0 every time it’s refreshed.
Available columns to choose from:
® In Queue now

® Preferred calls in queue now
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* Max Wait time now
® SLA score now
® Call-backs in queue now
®* Ready now
®* Logged on now
® Connected now
® In Pause now
* Logged on ex pause now
® Offered so far
®* Answered so far
* Answer% so far
* Answer% within SLA so far
* Answer% within SLA excl. abandoned so far
®* Answer% within SLA excl. abandoned within SLA so far
® wait time for answered so far
® speak time so far
® wrap-up so far
® AHT so far
® Survey score so far
®* Abandoned calls so far

®* Abandoned calls within SLA so far
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®* Abandoned % so far
* Silent Call % so far

®* Silent Calls so far

About Offered, Answered, Answer rate and Abandoned in Ticker vs
Statistics

In Ticker, a call/written request is counted as Offered when it arrives in queue. When a
call/request later is answered by agent, it is counted as Answered, and if a caller/chatter
hangs up while in queue, its counted as Abandoned.

The different Answer rate metrics in Ticker are calculated as requests Answered so far
divided by Offered so far, so as long as there are requests in queue, the reported answer
rate is usually slightly lower than when no requests are waiting in queue.

Also, please note that there are other queue exits than Abandon (=Hang-up) and
Answered by agent, e.qg. callback ordered, caller left queue due to pressing x, timeout,
caller left queue since queue was full or no agents logged on. There are several columns
for such exits available in the statistics report Details per queue.

To compare values in Ticker queue at a given point during the day (e.g. at 1400) with
values in the Details per queue statistics for this day from 0000 to 1400 will not give the
same result, since in statistics we report an inbound call (as offered and answered) in the
time period the call ended.

In addition, callback in queue complicates since the agent answers but not always the
customer that ordered callback, and it might take a long time from callback was ordered
until the (last) callback call is done.
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Here you can choose the agents and agent columns that should be shown in your Agent
Wallboard. Move agents and columns in the order you want, and then save.

P Queue Settings |7
¥ Agent Settings (7
Selected Agents 6 ssleced - [ show oanly agents lopped on

1 Andreas Wallin jadministrators)

£ Chiristian Thorsrud (Administrators)
i |an Rygh tadministrators)

T Paal Kongshaug (Administrators)

¥ Andreas-Nologon {Administrators)

i Kristian Halvorsen (Administrators)

Select Apent Columns | 6 selected r

Agend Status Time In Answered so. AHT so far  Time logeed | User group
Status far on (ax
pause) so far

» Display Settings 7

If you only want the Wallboard to show the agents that are logged on (among the selected
agents), check Show only agents logged on before you save.

Available columns to choose from:
® Agent status
®* Time in status

® Offered requests so far
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®* Answered so far
® speak time so far
® wrap-up so far
®* AHT so far
®* Open dialogs
®* Time logged on (ex. pause) so far
®* Time logged on (incl. pause) so far

®* Time in pause so far

Profile name
®* Phone number

® User group
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If you want to personalise the wallboard with your own logo (instead of using Puzzels
logo), you can upload your logo file to page Services Content, and then select it in the
listbox Wallboard logo file.

¥ Display Settings(7)

Wallboard Logo file Iy spacial logo T
Footer Text

Max rows per Wallboard page 10

Predefined Background Colour Custom Background Colour

® ese® »

Pradafined Toxi Colour Clustom Taxt Colour

Select a Fomt Verdana T

) Undo chanees Y Defoult

If you want a footer text on the Wallboard, just type the text you want in the appropriate
field and save.

If you have selected several queues and/or agents, we recommend that you adjust the
Max rows per wallboard page to fit your need.

In addition, you can choose which background colour you would like to have in the top_
rigt part of the wallboard, together with the text colour in the same area. You can choose
between pre-defined or customised colours. Finally, you can choose among several fonts
to display the text in. You can always click the Default button to reset all settings back to
Puzzels default settings.
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For customer with only phone queues, the agents statuses are quite easy to understand (
Logged on/Logged off/Paused and Ready Connecting Connected - Wrap-up).

For customers with chat, email or social media in Puzzel, its a bit more complex.

These properties, found on page Users Products under Chat, are important for agents that
can handle written requests from Puzzel queues:

* Allow to adjust max concurrent written requests
© Default is OFF, but we recommend turning it ON so that agents can adjust the
number of written requests to handle.
®* Max total concurrent written requests: X
© The predefined max value, e.g. 5.

© If agents are allowed to adjust, each agents current max value is stored in
Maximum total concurrent written requests adjusted, if the agent has adjusted
the value.

®* Max concurrent chat/social requests

© Default is 0 (=not defined), which means that the value for Max total concurrent
requests is used. If the value is changed by an agent*, the new value (between
1 and X) for this agent is stored here.

®* Max concurrent email/task requests: default 1

© If the agent changes the value (between 1 and X), it is stored here.

®* Block phone if number of written requests is greater than: Y

In the Agent application, we show the agents phone status (e.g. Ready, Connected, Busy),
and each active written request is represented with a request tab. In addition, we shown
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the number of ongoing written requests in brackets next to the phone status, e.q.
Ready (1), Connected (1) or Busy (4). The agents status is shown in the same way in the
Administration Portal.

How does it work?

*® If the agents phone is Ready (N) (=not blocked due to >Y written requests), the
agent can receive an incoming call.

* If the agents phone is blocked due to >Y written requests, the agents status is shown
as Busy (N).

* If the agent is connected to a caller (Connected (N)), the agent will not be offered
new written requests from queue even if Max number of written requests is not
reached.

®* An agent (not connected to a call nor in wrap-up) can receive a written chat/social
request or an email/etask request if the agent has capacity for more of this kind of
written request (ref. the defined values for Max concurrent chat/social requests and
Max concurrent email/task requests), but only if Max total concurrent written requests
is not yet reached.

®* The agent can make an outbound call even if the phone is blocked (Busy) due to > Y
written requests.
Example configurations
Parameter A B C D

Max total concurrent written requests 4 4 4 2

Max concurrent email/etask requests 1 1 1 2
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Max concurrent chat/social requests 0* 4 3 2

*Example/column A and B above gives the same result, since Max concurrent chat/social
requests = 0 means it is not defined, so then we use the value for Max total concurrent
written requests.

The sum of Max concurrent email/etask and Max concurrent chat/social should be equal to
Max total concurrent (as in column C) or greater than the Max total concurrent (as column
B and D).

The different agent statuses are illustrated here:

T— Logged off
pause '_.r’ LDE ﬂff;’
o og off Log on

Logged on .-

Pause

. Logged on and not in Pause

Fd ' ;

b Headz'[ - :

Pause Ready I( i

k4

jEUSE

o
Connecting

¢ J lIF!~I||‘.‘.I="':. E;“E:',
_ d - -
Connected “ No answer Busy |
) |
@l
Wrap up

Status description Status name
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Agent is logged on and Ready to receive requests Ready
A phone call has been sent to the agent but the agent has not yet _
Connecting
answered.
The agent is connected to a caller. Connected
The agent has status wrap-up for x seconds after he/she has hung up
the phone. The agent may change his status to Ready at any time to Wrab-u
shorten the pre-defined wrap-up time, and if configured, the agent can p-up
extend his current wrap-up status.
When a call to an agent is rejected by agent or results in busy or error,
the agents status is set to Busy for X seconds (default=15), before
status is set back to Ready.
Busy

Status Busy is also shown when the agent's phone is blocked due to >Y
ongoing written requests. Ref Block phone if >Y written requests (Users
Products Chat). The agent can change his/her status to Ready when in
status Busy.

When a call to an agent is "ringing out" but not answered within the

predefined ringing time (default 30 sec), the agents status is set to

No answer for the configured number of seconds (default=15), before No answer
status is set back to Ready. The agent can change his/her status to

Ready when in status No answer.
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Under the Users tab you will find these sub-menus:

User Groups KisErs Hrafile Tempistes PatrEe Neasons £ Hegtratonr ESOUTTE MItEs Producs

This is where you can manage the users, user groups and their profiles and
settings/access rights. Each user belongs to one user group. Puzzel users can be divided
into 4 main types:

®* Administrators (and supervisors) using the Administration portal
®* Agents using the Agent application

®* Wallboard users (with access to Wallboard only)

* Bots (automated agents running scripts)

A typical Puzzel customer has one or a few user groups for administrators, several user
groups for agents and one user group for Wallboard (and a user group for Bots, e.g.
related to a chat-bot solution).

The user groups inherit the Puzzel customers settings (properties and access rights), and
all the users in a user group inherit these settings from their user group. However,
different user groups can be given different settings, and you can configure different
settings for different users in the same user group.

Note

It is very important that regular agents are not placed in a user group for
administrators.

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com



https://help.puzzel.com/system/files/2020-06/users_menu.png

Solving

puzzel. .
User Groups

Under Users User Groups you can manage user groups and user group profiles. When
creating users, each user is placed in one user group. For instance, one user group could
consist of agents mostly taking care of the sales queue(s), while another user group
consists of agents in the support department. Agents can be placed in the same user
group based on, e.g. the Queues they answer (skills), Department/role, or Location.

When defining your User groups for agents, remember that the profiles agents log on with
are defined on a user group level, that settings are easiest to handle on a user group
level, and that user group is used in statistics reports and in Ticker.

If you want to give your administrators (supervisors) different access rights, you can do
this with only one administrator user group, or you can have several user groups for
administrators/ supervisors, and/or you can use resource filters.

If you do not want all your administrators in the same user group, do not put the
administrator for a specific user group (e.g. Customer service) in the user group where
his/her agents are. If you do so, this user group must be given the rights the administrator
needs, and several admin rights must then be removed from each existing and new agent
user in this user group! Instead, create a separate user group for the admin(s) for this
user group, e.g. called Customer service Admins.

When you open the User Groups page, you will see a list of user groups in your solution.
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To add a new user group, click on Add User Group. A new window will appear, asking you
to name the new user group and to select a Group type OR “Based on user group”.

g G e

i Lol

Liser GFDL&]S X

¥ Adminisiraiomn

|
7
T Add User Group (]

¥ Sxie

! (T B

* Supanvisars 1 G T

P Siparvibarn 1 || W nmaton i gy o e e =]

* Supnort

P Switchbiosd

. Team 1

* Teaml

If you want e.g. 5 agent user groups in business area x with identical settings and 6 agent
user groups in business area y with identical settings that are different from business area
X, we recommend that you first create one Agent type user group (Team 1 - area x) and
configure everything as it should be for this user group, and then create new user groups
(team 2-N) based on the user group that has the needed settings (here Team 1 - area x).

If you create a new user group based on an existing user group, we copy these settings
from the existing user group to the new:

* All settings from Users - Products
®* Administration property settings (if any is set)
®* Resource filters assigned (if any)

®* Tab and widget configuration
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If you select to create a new user group and select Group type, these are the types to
choose among:

¢ Agents
®* Administrators
* Wallboard (only access to Wallboard, and Web session timeout is set to 31 days)

® Bots (all auto-logoff options turned off and max requests set to 8)

About Administrator user groups

If you want a new user group for Administrators to have different access rights than the
existing admin user group company "default", you can adjust the new user groups access
rights after it is created, by adjusting property values under Users Products (Admin Portal
Menu) and Users Access Control (Administration).

You can also create a new admin user group based on an existing admin user group to
get the same settings.

About Agent user groups

Once you have created a new user group for Agents, you can add group profiles to it and
create new users in the user group, and possibly adjust settings under Users Products
(Agent application) and under Widget Tab configuration.

A new user group with type Agents is only given agent access rights.
® Property Edit my own company (under Administration) is set to OFF.
®* These properties will be given value OFF:
© Enable Menu Archive / Catalog / Real-time / Statistics

© Show agent details action column (under User Products Queue)
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If a user in an Agent user group signs in to the Administration portal, he will only have
access to the Home Page tab.

You do not need to turn off Enable menu Users/Services/Widget/SMS for agent user
groups, since these menus are automatically disabled for users with Edit my own company
OFF!

If Enable Menu Real-time / Archive / Statistics is turned ON for an Agent user group (with
Edit my own company OFF), the users will see these menus if they log on to the
Administration portal.
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Each user group(with agents) should have at least one group profile (to be able to log on
to answer requests). All user group profiles are as default available for all users within the
user group, but you can uncheck user group profiles that should not be available for
individual users. To see the defined group profiles for a user group or to add new or edit a
profile, click on the user group name.

User Groups =

B Admanisirators

P Sales

¥ Suppart

Ui Gt bndorrration
L See s | M TR Uter Group Name: oot
Lher Growp Profiles
¥ MName B % 11 highest, 1 LT £ Ehch VY ipuBL Xt g 20
1 AR g [ ] crae (07|l emait (57 LA | soca [T7H

ﬂ ar I a I- I_

el B+
Suwgan 0 il oo 3o [ et 5v 0

1 | |Ewhchboand | shene 97 | wichogars (97|

== A pirofile hosesd] e ismping

¥ Switchboard

Change content in existing profile

You can delete a skill or change skill level for a skill already in a profile on this page. If you
want to add a skill to a profile, click + to open the Add skills window.
If you change the content of an existing group profile (add or remove a skill or change
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skill level), this will have effect immediately on agents now using this profile. You should
notify your agents when a profile’s content is changed.

Create new user group profile

There are 3 ways to create a user group profile:
A. Add a profile and manually select the skills that should be included.
B. Copy a profile (from this or another user group) and optionally adjust it.

C. Add a new profile based on a profile template, and optionally adjust it.

A.To add a new profile

1. Click on Add Profile and type a desired name for the profile

2. To add (edit) skills in the profile, clock on the + sign. A popup window listing all skills

appears:
5
i P LTS
User Groups 4
Add Shiits (5]
== | Profile: Chat Oy
T agerm
e frrmat | Tt e
gty Lagy e
. o) o
v
ab Gmmip Py [}
§ e | - s gy o
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: -
| T
| -
e F | ar &
|
i e o —

If you have lots of skills in different skill categories, you can use the Filter input
boxes to limit which skills that are shown in this window.
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Set the correct level (1-9) on the media type(s) (Phone, Email, Chat, Social) and
ordinary skills that should be included in the profile. 9 is the highest/best level and 1
is the lowest. Level 0 makes the agent a part of the queue, but he will not be
allocated requests automatically. If agents should be able to pick requests from
queue, the property "Enable agents to Pick from queue" (Users Products Queue)
must be turned on. If property "show only relevant queues" or "Show active queues"
is turned on, the agent needs level 0 on the skill to see the queue in Queue overview.

An agents skill score on a specific queue is the sum of the skill levels for the skills
this queue consists of. If the agent has skill level 9 on Phone and 9 on Support, the
agents skill score is 18 on the Phone+Sales queue.

You can use TAB (and Shift+TAB) to quickly navigate down (and up) the list.
Click the + Add skills button when you are done editing skills in this profile.
4. Verify that the new/changed profile is OK before you click Save changes

When creating a new user group profile that all or most agents should have access to, we
recommend you tick Apply to - Users before saving if.

.'I;rr'-\.

P Ly b Watale

1 i e Ty i

W P [ S i bl . i By e

You can enable/disable each profile on each user if not all users in a user group should
have all group profiles enabled. If you change value for Apply to from Users to None or
vice versa for an existing profile, all users in the user group will now have this profile
disabled (enabled)

B. Copy profile
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If you want to create a new profile that is similar to an existing profile, you can select the
profile (checkbox next to the name (1)) and click Copy selected profile(s) in the user
group it should be copied to. This might be in the same user group or in another - (2)).
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When you click Copy selected profile, the profile is pasted into this user group. Before you
save, you should change the new profiles name (from Copy of xxxx) and optionally
add/remove skills and adjust skill levels if needed.

C. Create group profile based on a profile template

If you want identical or very similar profiles in several user groups, we recommend that
you define Profile templates and then create group profiles based on these templates. The
reason is that when you later want to change a profile template, the changes in the
template will automatically be deployed on all group profiles that are based on the
template. Please see the article Users - Profile Templates for more details on templates

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com



https://help.puzzel.com/system/files/2020-06/copy_profile.png
https://help.puzzel.com/product-documents/user-guide/puzzel-contact-centre/puzzel-administration-portal/users/profile

Solving

wzzel. i
® Interactions

and how changes to templates affect group profiles based on them.

To create a group profile based on a template, click Add profile based on template, then
select the correct template. The template is now shown as a new group profile. Click
Save, or optionally adjust the name and the skills/skill levels before you click save.

A user group profile based on a template has the templates name shown below the profile
name.

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com




Solving

puzzel. .
Profile Numbering

The group profiles must be numbered from 1 and upwards, with no gaps (e.g. 1, 2, 3 and
4). All agents in a user group that have group profiles, will have the same number for the
same group profile. You can manually change the order of group profiles. Example: If you
want todays profile number 3 to be number 1, you change its number to 1, and you must
also change todays 1 and 2 to be number 2 and 3 before you click Save Changes.

If you change group profile numbers, the profile numbers for the agents are
updated automatically!

Agents that do not have access to all group profiles, will therefore have gaps in their
profile numbers. If agents have personal profiles, they are automatically given numbers
starting with the first available number after the highest group profile number.
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If you need identical or similar profiles in several user groups, we recommend that you
create Profile templates and use these when you create new profiles for user groups. If
you change content in a template, all group profiles based on this template are updated
accordingly. On this page, you can create Profile templates.

One template contains several skills, each with a belonging skill level. You can also see
which user group profiles that are based on a specific template, and you can change the
content of an existing template.

= & Proie Tamplates
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If you have lots of profile templates, you can use the filter input boxes to easily find the
one(s) you look for.
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If you want to create a new profile template that is similar to an existing one, you can tick
the check-box next to the existing profile template's name and click Copy selected profile,
and then adjust the new one before you save it.

B | U pagyes proty {1 - d (5wl g B weew [0 w0 [ . 5wl worl. B8 2w ([ 4

hoss [N [ FEat et (B [ Tk Seppet |5 w (5 +

When you change content in an existing profile template, it affects the user group
profiles that use this template like this:

* If a templates name is changed, the name of a user group profile based on this
template is not updated.

* If a new skill is added to a template, this new skill is added to all group profiles
based on this template if they don't already contain this skill.

© If a group profile based on this template already contains the new skill, this
skills level is not changed.

* If a skill is deleted from a template, this skill is removed from group profiles based
on this template regardless of skill level for this skill in the group profile

* If skill level is changed on a skill in a template, the group profiles based on this
template that contain this skill with the original skill level will be given the new skill
level. If this skill is not present in a group profile based on the template, it is not
added to the profile.
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This section explains how to create and maintain the Users in the Admin Portal of Puzzel
Contact Centre solution.
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User list and Edit user

On page Users - Users you find a list of all users, and you can add, edit and delete users.

Lsers m
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You can choose to show all users or users in a user group, listed alphabetically by First
name or Last name. You can search for users by typing e.qg. (parts of) the first name, last
name, user name, email address, mobile number or a resource filter name in the Filter
input box. You can uncheck columns you don't want to search for match in. A search for
e.g. paal ko returns users containing paal OR ko, while a search for paal ko returns users
containing the whole string within the quotation marks. You can sort the list by clicking on
column headings.

You can also search for users with a given skill and optionally specific skill levels in all or a
selected user groups, and you can search for users with a specific profile.

The columns:

®* Name: If the users first and last name is entered, it will show in this column.
Otherwise, the users username will show. Click on a users name to open the Edit
user page for this user

®* Email: Users with registered email address will have this symbol (and email address
as tooltip)
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®* Mobile: Users with registered mobile number will have this symbol (and the number
as tooltip).

Filter: Users with resource filter(s) assigned to them will have this symbol (and filter
name as tooltip)

®* Bot: Users that are bots (automated agents). Only Puzzel can mark a user as a bot.

® Numeric ID: Each agent can have a unique numeric ID, e.g. employee-number. If an
agent needs to log on to queues using the phone (back-door), this number is needed

® User Group: What user group the user (agent) belongs to

®* Username: The username is what the user is using to log on to Puzzel, either in the
agent application or in the Administration portal

®* External_id: The user's external id (for SSO), if any.

®* Delete: Click on the Garbage can icon to delete the selected user

Click on a user's name to open the Edit User page:

Hom isers » Paal Kongshaug (paal)

Edit User paal =

First Mams Lasl Mame Username® Mumeric 1D

Paal Kongshaug paal 1408 See yied iD=

Email address Mobile numbsr Pasmword Repeat Password

&r Group" Language*

Administralors b EN »

P Group Profiles 7

» Personal Profiles (7

Back to Users Page Mext User
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Profiles available for the user

Click on Group profiles on the Edit User page to see the available group profiles for this
user.

¥ Group Profiles(7)

# Profile Name Use  Skillss (91s highest; 1 5 lowest, 00s to pick fromoaueus)

1 Dales % ‘ rhone (9% ‘ Sales |3 ‘

2 Support vl | Phone (S | Support |9 W |

3 Swilchbomd O | rhone  [S'w | switchboard |9 w |

& Aliﬁllglla; | Phone |8:W | Email |9 w || Chat (9 | Lalec |[9W || Support 9w
‘ Switchboard |89 & ‘ Facebook [0 W | Twitier (9™ |

5 Social ¥l ‘ Emaill |95 | Facebook 9 % | ‘ Twitter 8% ‘

If you want to change which group profiles this agent should be able to use,
check/uncheck the relevant profiles and save.

If you need to create/edit a personal profile, this can be done under accordion Personal
profiles.
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Create New User

Click on the Create new user button on the Users - Users page to create a new user.

Home Page » Users » Users » Add User

Add User =

First Name Last Name Username® Numeric D

|See used |Ds

Emiail address® Mobile numbser

Repeat Password User Group™ Language*

Passward
- Il 1 | | Administrators v| |EN

® Group Profiles (7

» Personal Profiles (7

Save User

On the Add User page, you register the new user's personal details. Username, User Group
and Language are required fields, and we also require that an email address or a mobile

number (including 00 and country code) is registered.

Note

Email address or mobile phone number is needed to use the "Forgot password/Need

new password" feature.

We recommend you define Numeric ID since it is used in statistical agent reports (shown
as Agent ID), and it is necessary when users want to log on or off the contact centre
queue(s) via telephone (if access to a PC connected to internet is unavailable). By clicking

www.puzzel.com
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See used IDs, you can see what numbers are already in use.

An administrator should register all new users with an email address or mobile
number and no password. Then tell the new user to click Forgot password/Need new
password on the agent application or admin portal log in screen to receive a one-time
password by email/SMS so that their password can be defined. Existing agent users with
no email/mobile registered can add their own email address/mobile number to their user
account.

Group profiles (for user)

Group profiles are defined per user group. Click on the Group profiles heading to open the
accordion and see the available group profiles for this new user. Check/uncheck the
profiles you (dont) want to be available for this new user before clicking Save User.

Personal profiles (for user)

Personal profiles are profiles that only the chosen user has access to. A user can have
none, one or more personal profiles. A personal profile is created in the same way as a
group profile, and you can select the name, the skills and skill levels you would like the
profile to contain. If you have changed skills or skill levels in a profile, remember to save.

Delete user
You can delete a user, but not if the user is logged on to the queue
Move a user to another user group
You can move a user from one user group to another if the user is not logged on to queue,
but you should always tell the user since the available profiles will change.
Note

If a user has been given a specific value for a property (e.g. Wrap-up timeout phone =
60 sec) instead of inheriting the user groups value, such a specific value on a user will
be kept when the user is moved. The same applies to resource filters; If a user has
been assigned a resource filter (not inherited from group), this filter will still be
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applied to the user if the user is moved to another user group.

Also the API (UserUpdate) does not support to move a user to a hew usergroup.
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You can import a file with several new users as an alternative to creating one user at a
time. Click on the Import User List link on page Users Users

fMarber of ey 86 L * vl oot el = frefile o L e A * | HRa Fi it ] '--'n‘u_{m.' J

= ]
| ]
sl = T ‘

...to open the Import User List Wizard:

Import User List Wizard ? 0

| SEIECt & Coul T et Browse...

r Defimriters | auto Enceding | [outa] o

|

|
=

In the Import User List Wizard, select the txt/csv* file on your computer, preview it, and
click Start importing if the format is correct. If one or more cells contain invalid values,
error messages will be given in tooltips in red cells, and you cannot import the file.

* We recommend UTF-8 encoding for the file to make sure characters other than a-z are
shown correctly.
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Import User List Wizard 7 [}
| setecta csinaiie: U\Connect\Userlist.bt | Browse.
l‘ Delimimr: | auto ' En{oalngi -[Iaj -

! USET_name frsmname lastname USET_mum ermail mabile USETEIOUp_Narne language_code
userl pasl olsen 12 usar] Bmail.com Sales no

* user? per Allsen 13 user2@mallcom Sales Mo

|  user3 kan pettersen user3fpmail.com Sales no
userd s berg 004750100000 Sales no

‘ users 004755700001 Sales no

:. usert }Supp-ﬂr'. i+ ]

| usEr 7 004799100003 Suppont no
userd 004799100004 Support e

I 1

| users 004799100005 lﬁgenzs no
(1.0 _gli] 004799100006 iﬂiunts 4yl

i The celie with red borders contain invalid values See tooltip over each cell, and open the Help text {) for more detalis.on the required format and colum desoriptions.

The first row in the file must contain these column names:

user_name, firstname, lastname, user_ num, email, mobile, usergroup_name,

language code

Row 2-N contains the new users. We allow max 100 rows in a file.

If the file contains a row with an existing user_name, the user_name cell will be red and

the file can not be imported.

About the columns:

Description

Required and must be unique within the customer (max 32

Column
user_name
B characters)
firstname Optional (max 32 characters)
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Column Description

lasthame Optional (max 32 characters)

The Agent ID is shown in statistics(max 6 digits). Must be

user_num . ,
unique. Optional

On format *@*.*. Must be unique, and is needed for one-time

email ) ) , )
passwords. Email address or mobile number is required!

Must be unique and include 00 and country code, but no
mobile spaces or brackets. Used for one-time passwords. Email
address or mobile number is required!

usergroup_name Required. You must use an existing user group name.

language_code Required. Choose between en, no, dk, se, bu, hu.

How to save numbers starting with 00 from Microsoft Excel

Format the column as text (select the column, right-click and choose 'Format cells', then
choose 'Text'). Or type ' before the digits (004712345678) so that Excel understands this
is text and shows the leading zeros. Then save the file as CSV or UTF-8 (txt).
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You can download an xlIsx file with user information. This file contains the same columns
as in an import file (user_name, firstname, lastname etc) plus user_id. . This user_id is
needed if you want to import a file with external IDs for SSO, and user _id is used in Raw
data.

If you have a resource filter assigned that limits what users you can see, you will only see
a selection of users on this page. If you export a file with users, the file will contain all
users you have access to see. If you have limited the users shown on this page by
selecting a Skill, a Profile or a User group, or written something in the Filter input box, the
exported file will contain all users you have access to see (not only the ones shown on
your screen when you have filtered).

Bumibes ol e ; 400 i | Ll St e «  Pauiie | b gremagas| A8 = | W | Vilisd sk || médsara

Fanw = Y O vsnere D Lines Titip

......
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If your company’s users have Microsoft Azure accounts they sign in to, the users can sign
in to Puzzel’'s agent application without entering their Puzzel customer number, username
and password.

A Puzzel user with an Azure external id defined in Puzzel can use URL
https://agent.puzzel.com?connection=azure to sign in to Puzzel’s agent application
without entering the Puzzel username and password.

Please note that we do not support SSO to https://admin.puzzel.com

You can upload a list with external IDs for the users that should be able to use such SSO
on page Users - Users.

First, the relevant external authentication provider (e.g. Azure) must be defined on page
Users - Products under Sign in to Puzzel.

Then you need to add the external id for the relevant user. On page Users - Users you can
add the external id to one user at a time (Edit user), or you can upload a file with max 250
rows/users and 2 columns:

* external_id (which is usually the user’s email address).

® user_id in Puzzel

ers |+ o

We suggest you first export a list with all your Puzzel users, since this list contains several
columns, including email address and Puzzel user_id.

Then delete all columns except email and user_id, and make sure all rows (agents) you
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want to keep in the file have the correct external_id (email address). Then click Import
external IDs to open the Import window, and then choose the file from your disk.

e exnernal IDs for Singhe-Sign-On (550) 7 a

You will now see the file content, and if the file has the correct header row, no missing
values, no duplicates and no non-existing external_ids or user _ids, you can click Start
importing. It the list is not shown correctly, try entering the correct delimiter (; or ,) where
it says ‘auto’. Please make sure you select the correct value (usually Azure) in list-box
‘External id from’.

All external ids must be unique, and if a user_id in the file already has an external id
registered, we will replace this user_id’s old external id with the new one.

When the import is done successfully, agents should be able to use sign in to Puzzel agent
application without entering a Puzzel username or password.

To verify that an agent has the correct external id registered in Puzzel, please find the
user on page Users - Users, and click on this user’'s name to open the edit user page for
this user.

o5 v Paal Suppoit (5507 (paak-Support)

Edit User paal-support =

BODEFEE"

Ageess

* Group Profiles 7

¥ Preunnal Profiles
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If the user’s external id is missing or is wrong, you can edit it here.

To configure Single-Sign-On to Puzzel with Salesforce (when Puzzel is integrated with
Salesforce), please read this article.
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Group numbers (aka Unblockable agent) and the Create New Group number link are
shown in the Administration Portal only for users that have the Administration property
Show Group numbers (‘Unblockable agents') set to ON. Please do not start using a Group
number (aka unblockable agent) before you know how it works!

Click Create New Group Number to start creating a new group number.

35, » LSEry

PumiDer of users | 63 Shl 7| e Sescieeis Profie v | User groupr) Al v | e | e Gt First Hama Lasthiame |

MaiTe B 1Y & Mo D e Groug

This page opens:

Hame Pepa s Userz s Create Maw Group Number

Create New Group Number @

GEroup Mumber Name TElephome Humoes Number of lines Numeary ID

| Sas (cad IDS
Paccyanrd Renear Pasoword Languags

| |BG |

Save Greud Number

The input fields :

®* Group number name: The name of the group nhumber
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® Telephone number: The phone number Puzzel should call

®* Number of lines: The number of concurrent calls that will be connected by Puzzel to
the group number. Calls exceeding this amount are queued in Puzzel

® Password/confirm password: If someone is to log on to Puzzel with this Group number
user they need a password

®* Language: Will be the users language in Puzzel

A group number usually belongs to your telephone platform (e.g. PBX). By using a group
number you can have more callers queued than the lines on your PBX system. Calls are
not queued in Puzzel before all the telephone lines in your platform are in use. A group
number must be logged on to queue using the agent application or the Administration
portal.

You can only define one profile per group number. Both ordinary agents and a group
number (with several lines) can answer the same queue.

If the agents behind the group number is transferring Puzzel calls, Puzzel will not notice
that the agent (the group number line) has become ready until the transferred call ends.

Therefore, to avoid the combination of ready agents and callers in queue, more
group number lines could be defined than the planned number of real agents.

Example: With 10 agents behind the group number, 15-20 lines could be defined in
Puzzel. If you are not certain how group numbers work, we encourage you to contact
Puzzel support to help you out in creating one.

A Group number is not listed on page Users - Users unless Puzzel Support has turned on
the admin property Show unblockable users. If Group numbers are shown, they are listed
with an icon in front.
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If you want to see the reason why your agents are using the Pause status, you can define
different pause reasons. On page Users Pause Reasons you can see the defined pause
reasons and create new ones.

Tarmolates Pause Sesions Enge Rewitiration vasoyroe Filter Procuct comss Control

—

Hime = LEers » Pause Reasons

Pause Reasons

b Break
¥ Lunch
I Adgministration

i Maating

B B B &8 &

Training

=+ Add Fause Reason

To create a new pause reason, click the + button, and then insert the name of the pause
reason. To delete it click on the corresponding garbage bin symbol.

The pause reasons appear in the same order in the agent application as shown here. If
you want to change the order, just drag and drop and then click Save changes.

By default, all agents will see the same Pause reasons. If you want to show different
Pause reasons for agents in different User Groups, you can do this by creating Resource
Filters and assigning them on different User Groups. Please see chapter Wrap-up vs
Pause/Pause reasons.
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Max time per pause reason

A column called Max time per day is shown if property Enable Max time per pause type
(under Users Products Agent application) is turned ON. If you want to try to limit how long
pauses agents can have per day, you can define a maximum time for one or more pause
reasons, e.g. max. 30 minutes for Break. The defined Max time per day is applied to
agents with this property turned ON, and not all user groups/agents need to have it ON.
When an agent with this property turned ON wants to choose a pause reason, pause
reasons with a defined max time are not shown if the agent so far today has spent more
than the defined max time in that pause reason.
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We strongly recommend configuring a pre-defined wrap-up time (e.g. 30 or 300 seconds)
for phone calls, so that agents automatically are set to status Wrap-up after hang-up. You
can also configure that the agents can extend the wrap-up. The agents can click Ready
while in status wrap-up, and the time the agents are in status wrap-up is reported as wrap-
up (and included in AHT) both in statistics and in real-time Ticker and in Wallboard.

We do not recommend creating a pause reason called (extra) wrap-up, since time in a
pause reason called wrap-up is only reported in the statistics report Time per pause type
and is not included in Wrap-up and AHT in Real-time Ticker nor in statistics or Raw data.

To minimise agent clicking, we recommend a quite long pre-defined wrap-up (e.g. 5
minutes) so that agents usually only need one click ("Ready") when ready for the next
call. If the pre-defined wrap-up is short (e.g. 30 sec), the agent quite often needs to click
"extend wrap-up" before wrap-up ends, and then click ready when ready. And if the agent
forgets to extend wrap-up before the wrap-up ends, they receive a new call when they are
not ready to answer.
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With Enquiry registration (sometimes called wrap-up codes), your agents can document
what each call/chat/email was about, for statistics purposes and for the Archive.

Agents usually do the Enquiry registration while in status wrap-up, but it can be done
while connected or even after wrap-up has ended.

The Enquiry Registration Categories and Topics the agents can see are defined on page
Users - Enquiry Registrations.
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Categories represent the main themes that your requests can be categorised in, while
topics represent the sub themes for each category. You create new topics by clicking the
+ sign within the Category.

In the agent application, the categories and topics appear in the order they are shown
here. If you want to change the order of categories or the order of the topics within a
category, just drag and drop and then click Save changes.

In the Type column on the right, you can choose if it should be possible to mark one topic
(Single choice) or more topics (Multiple choice) in this category, or if the Category is
Reserved for Dialler.

If you want a free text comment field in the Enquiry registration part of agents, the
Agent application property Enquiry registration - Allow Comment must be turned ON.

Your agents will receive a new enquiry registration form each time they accept a new
request in the Agent application (if configured).

We do not recommend having Enquiry registration in a separate tab, that is, not linked to
requests, since such registrations are not shown in the Archive, nor in reports Enquiry
registrations per queue and Enquiry registrations per agent.

All the (Single/Multiple choice) categories you create will by default be shown for all your
agents unless you configure when to use the different categories:

*® If you would like agents in different User groups to see different categories (not
depending on queue the request came from), you can create Resource filters
containing Enquiry registration categories and assign filters to user groups.

® If you would like to present different Enquiry registration Categories for agents
depending on the queue the request came from (not depending on the agents User
group), you can define which categories to show per queue. This is done on page
Services Queues under System Queue settings. The standard solution is that all
default categories are shown for all queues.

Copyright © 2021 Puzzel Ltd. All rights reserved. www.puzzel.com



https://help.puzzel.com/product-documents/user-guide/puzzel-contact-centre/puzzel-administration-portal/services/queues-1

Solving

wzzel. iz
® Interactions

We recommend including Enquiry registration categories in resource filters OR to
configure categories per queue, since if you do both, it might be complex and difficult to
get a good overview.

If you have the Dialler functionality, you can create one or more Categories and set them
as Reserved for Dialler. For each Dialler campaign you can choose one Category
(Reserved for Dialler) that should be used. A Category Reserved for Dialler will only be
shown in the Agent application when an agent receives a call from a Dialler campaign
queue that has chosen this Category.

The results of the enquiry registrations can be seen in the Archive and in 3 statistics
reports: Enquiry registrations, Enquiry registrations per queue and Enquiry registrations
per agent. A registration not linked to a request (not possible in agent.puzzel.com) will
only be included in the first report.
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Agents can do Enquiry Registration, but its optional. If you want to try to force your
agents to do Enquiry Registration for each call/request, Forced Enquiry Registration can
be configured for all or selected user groups.

If Enquiry Registration is not done during Wrap-up, the agent is, as usual, set to Ready
when wrap-up ends, and then the agent might receive a new call. The pre-defined wrap-
up should be quite long so that agents have time to do the registration before being set to
Ready and a new call arrives!

After a call, an agent using agent.puzzel.com, the agent can not close the call's request
tab if a registration is not done, even if the call's wrap-up has ended.

The agent cannot close the request tab for a chat/email/social request unless a
registration is done.

Its also possible to configure that the agent is automatically set to status Ready
after an Enquiry Registration is done while in status Wrap-up. With this solution (property
Enquiry Registration - Set ready after turned ON), the agent does not need to click Ready.

If you start using Forced Enquiry Registration, we recommend you create an Enquiry
Registration Topic called e.g. Consult call or Other so that agents easily can register
something after having answered a consult call.
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Resource filters is part of the Access Control feature that allows you to restrict certain
users or user groups access to different elements from different resources like display
queues, user groups, pause reasons etc, both in the Administration Portal and in the
Agent Application. To do so,

1. Create a resource filter and define its content(Users - Resource filters)

2. Assign the resource filter to the selected user group(s)/users (Users - Access
Control)

Resource filters:

p zzel

o aifili ol PSR EEXol By Fegintraticr Resourie Fliters Priothuit,
T e

» Resource Filters

Resource Filters @

tar tahle

Filtsr Hame Edit Dalets
e & b
LIS (I .'fg. i-:

A user group (or user) can have several filters assigned at the same time. Different filters
can be created based on the different limitations needed, and each filter should be given
a descriptive name, for example based on the users geography, department or function
and/or its content.

In the user list (Users Users) you will see a filter symbol (with filter name as tooltip) for the
users that have a filter assigned, and if you enter a filter name in the search field, the
users with this filter applied will be listed.
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Click Add Filter, write a descriptive name for the new filter, and then click Save Changes.
Click on the pen symbol to change the name of a filter.

Click the garbage bin icon to delete a filter.
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Once you have a created a resource filter, you can define its content by clicking on the
filters name. On the Filter settings page, all the available filter areas are shown:

m
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B Systemn quenes
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When you click on an area in the filter, e.g. Display queues, it opens, and you can see
elements already included in the filter (none for a new filter).

¥ Display Queues

Sawe Chanpes ) Ui changes

e Castmers i
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To add elements to your filter, click the button to open the window where a list of
available elements appears.

Filter settings: Sales filter @
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Dialler 4
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To add an element from the list to the filter, simply click on the element (and it
disappears from the list containing available elements). When you have added the
relevant elements, click x to close the window. The chosen elements will now be shown:

T Display Queues

SR T AP
(o e

F Systemn Queues
To activate your filter, click in the relevant check-box(es) under Active on, and then save.

A filter area which is checked as Active, will have the text Active to the right in this
overview.
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When you have activated a filter, you have chosen what elements users will see. For
example, by adding 2 display queues to a filter, users will only see these 2 display queues

when they have this filter assigned. If no elements are chosen in an active filter, users will
see no elements.

Finally, you must apply this filter on a user/user group (Users - Access Control).
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Resource Filter areas

This section has short articles about different areas from which you can restrict certain
users or user groups access to different elements of Admin Portal and Agent Application.

Browse through the next few sections[see the index tree on the left] to know more about
each Resource Filter areas
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Resource filters in this area influence what queues the user will see in the Queue
Overview in the agent application, and in in the Real-time tab and under Display Queue
Settings under Services Queues in the administration portal. Users with such a filter
assigned will only see the display queues in the filter, while users without such a filter
assigned will see all display queues. In the agent application, users might see only
relevant or active queues if Show only relevant queues or Show only active queues

is configured.
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If you create a filter in area System queues, you can choose to have it active for Puzzel in
general, Statistics and/or Archive.

Active on:

®* Puzzel in general: Check here if you want users with this filter assigned only to see
the chosen system queues in Admin under Real-time Ongoing requests, Services -
KPI Alarm and Services Queues System Queue settings. If an agent user has a
system queue filter, this will limit what Scheduled task queues and requests the
agent will see.

® Statistics: Check here if you want users with this filter assigned only to see the
chosen system queues in statistics reports that group traffic per system queue, e.q.
Details per queue.

* Archive: Check here if you want users with this filter assigned only to see requests
from the chosen system queues in the Archive.

How Display queues are related to System queues is explained in chapter Queue display
settings.
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If you have several Call Flow configurations and not all admins with access to page
Services - Call Flow should see all, then you can create a resource filter containing one or
more Call Flow configs, and then assign it to admins that should see only the Call Flow
configurations in this resource filter.
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If you have several Dialler campaigns and not all admins with access to page Services -
Dialler should see all, then you can create a resource filter containing one or more Dialler
campaigns, and then assign it to admins that should see only the Campaigns in this
resource filter.
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If your Puzzel solution uses Enquiry registration, all agents will see all categories defined
in the Agent applications Enquiry registration part (except the ones Reserved for Dialler).
If not all agents should see all the defined categories, you can define filters containing
selections of categories and assign the filters to the relevant user groups, or you can
define which Categories that should be used per queue (on page Services Queues).
Example: Create a filter containing categories used for support and assign it to user group
Support, and a filter with categories for sales, and assign it to user group Sales.

A category defined as Reserved for Dialler will only be shown for agents when they
receive a call from a Dialler queue it is configured for, so the Dialler categories can not be
included in a resource filter.

A resource filter containing some Enquiry registration categories does not limit what
categories a user will see in the Admin Portal on page Users - Enquiry registration.

If agents answer more than 1 queue and you often need different categories per queue,
we recommend configuring Categories per queue instead of using resource filters.
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If your Puzzel solution uses different Pause reasons, all agents will see all the defined
pause reasons in the Agent applications status selector. If some agents should not see all
the defined pause reasons, you can define a filter containing a selection of pause reasons
and assign this filter to the relevant user group or users.
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Very few of your company's users should have access to the sub menu Services-
>Service Variables, where you can switch variables like e.g. Crisis message, Callback in
queue etc. on and off. If you want to limit which service variables these few users have

access to, you can create a filter containing one or more variables and assign it to the
relevant users.
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Each Skill belongs to a Skill category. Some Puzzel customers have few skills, while others
have hundreds of skills. In one Skill Category there might be few or many skills (max 255).

We have now added Filter input boxes for Skill name and Skill category in the Add skills
(to profile) popup windows, so that it will be much easier to find the skills you look for in a
(very) long list of skills, when you create or edit user group profiles.

If you for some reason really want to limit what skills that are shown in the Add skills
popup window on page Users - User groups (and Users - Profile templates and Edit user
page under Personal profile), you can create a resource filter containing some skills or one
or more skill categories.

A user with a resource filter assigned that contains e.g. 3 skill categories, will only see
skills in these skill categories in the Add skills popup window, in addition to the media
types and other already included skills in the chosen profile.

A user with a resource filter assigned that contains e.g. 10 skills, will only see these 10
skills in the Add skills popup window, in addition to media types and other already
included skills in the chosen profile.

On page Users - User groups and on page Users - Profile templates where the profiles are
listed, all skills in all existing profiles are shown regardless of any Skill/Skill category
resource filters assigned to the user, so that the profiles are shown correctly.
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If you have more than one SMS Survey and not all admins with access to page SMS -
Survey should see all, then you can create a resource filter containing one or more
Surveys, and then assign it to admins that should see only the Survey(s) in this resource
filter.
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Sound file modules

If one or more of the few users with access to Services->Audio should only see a few of
your services Sound file modules (under Sound files in use), you can create a filter
containing selected Sound file modules and assign the filter to the relevant users.

Please note that if you want to let a user see only the sound file modules currently using
sound files in one or more Categories, we recommend creating a filter based on Sound file
categories instead of based on individual sound file modules.
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If one or more of the users with access to Services->Audio should not see all your
Sound file categories (and sound files in these categories), you can create a filter
containing selected Sound file categories and assign the filter to the relevant users. A
user with such a filter assigned will only see sound files in the defined categories in the
Sound file library, and only sound file modules now using a sound file in the categories in
the filter.
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Statistics reports

If the users with access to Statistics should not see all reports, you can create filters
containing selected reports and assign the filters to relevant users, to limit what reports

the users can see.

Please note that if a user has such a filter assigned and then saves a customised report,
this new report will disappear when its saved, since this new report is not included in the
filter! We recommend that users with a statistics filter assigned do not have access to
save customised reports to avoid confusion. Users can use Customise under Statistics
without having the option to save customised reports.
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Custom reports can be grouped in different Report Categories. If the users with access to
Statistics should not see all custom reports but only custom reports in one or more Report
categories, you can create filters containing different report categories and assign the
filters to relevant users. If the user should see only some custom reports and only some
standard reports, we recommend you include both some standard reports and some
report categories in the filter.

*® If you have defined a filter containing one or more Statistics report categories
and applied this to a user, this user will see the custom reports belonging to the
categories in the filter, and all standard reports.

® If you have defined a filter containing one or more Statistics reports (standard and/or
custom) and applied this to a user, this user will see only the reports in this filter.

*® If you have defined a filter containing Statistics report categories AND Statistics
reports, and applied this filter to a user, this user will see the custom reports
belonging to the categories in the filter and all standard and custom reports in the
report filter.
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Time modules

If you have more than one Time module and not all users with access to sub menu
Services->Time should have access to all your Time modules, you can create a filter
containing one or more Time modules and assign it to relevant users.
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A filter in this area can be active for Puzzel in general, Statistics and/or Archive.
Active on:

® Puzzel in general: Check here if you want users with this filter assigned only to see
agents in the chosen user groups in the Administration Portals Real-time User group
view, in Ticker, in the Users tab and in the agent application where you search for
agents. A user group filter will also affect what users and tasks that can be seen by
an agent in the Scheduled tasks tab.

® Statistics: Check here if you want users with this filter assigned only to see the
agents in the chosen user groups in the Statistics reports that group traffic per user
group or agent, e.g. Details per user group per queue and Details per agent.

® Archive: Check here if you want users with this filter assigned only to see requests
answered by agents in the chosen user groups in the Archive.

Note

One incoming call may have been connected to different agents on different system
queues due to call transfer. If an incoming call includes an agent conversation the
user should see, the whole calls General information will be shown, but the user will
not have access to call recordings from queues/agents he should not see.
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Access Control

Access control consists of 2 parts: Administration and Assign resource filter.

Template: Dsuse Heasan tnd sgsration  Hesource [iiters  dmiduds  Acoess Control
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Access Control @

® Administration

* Assign Resouroe Fiter

Administration

The few users (main admins) with access to see accordion Administration on page Users -
Access Control can configure access rights for other admin users.
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If you have access to Administration, you will only see the Administration properties that
are ON for you company, and some selected ones that are OFF by default (e.g. Add
system queues and Add Service variables).

The most important properties under Administration:

* Edit my own company: This is the administrator main switch. If OFF for a user,
this user will not have access to the Admin Portal main menus Users, Services,
Widget or SMS even if Enable menu Users/Services/Widget/SMS is ON. When a new
Agent user group is created, Edit my company is set to OFF and
Enable menu Real-time/Statistics/Catalog/Archive is set to OFF for this new user

group.

®* Show pagegroup Administration. The 'main admin' switch. If ON for a user, this
user has access to Users - Access control - Administration, but only if Edit my own
company also is ON.
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®* Show pagegroup xxxxxxxx: If not all admin users with access to page Users -
Products should have access to the same accordions (aka pagegroups), this can be
changed by adjusting these properties for different user groups/users.

* Add usergroups: Default ON. If Off for a user, this user can not add new user
groups on page Users User groups.

®* Add users: Default ON. If Off for a user, this user can not add new users on page
Users Users.

®* Act as another user (Wallboard). Default ON. If Off for a user, this user cannot
configure the Wallboard for other users on page Real-time - Wallboard.

®* Show Display queue settings (on page Services Queues): Default ON. If Off for a
user, this user cannot see accordion Display queue settings.

® Edit Display queues: Default ON. If Off for a user, this user cannot add, edit or
delete Display queues.

®* Show System queue settings (on page Services Queues): Default ON. If Off for a
user, this user cannot see accordion System queue settings.

* Edit System queue settings: Default ON. If Off for a user, this user cannot change
system queue configurations.

®* Add system queue: Default OFF. If On for a user, this user can add and delete
system queues (and belonging skill) on page Services - Queues.

®* Add Service variables: Default OFF. If On for a user, this user can see accordion
Add servive variables on page Services - Service variables where new variables can
be added (and existing one edited/deleted).

®* Save custom statistics reports: Default ON. If Off for a user, this user can still
customize reports, but not save new custom reports or save changes in existing
reports.

* Edit property values for other users: Default ON. If Off for a user, this user
cannot change property values for other users on page Users Products.
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®* Show profiles on Edit user page: Default ON. If Off for a user, this user will not

see profiles on the Edit user page.

* Show Group numbers (‘Unblockable agents'): Default OFF. If ON for a user, this
user can see, edit and Add Group numbers.

Assign Resource Filter

In addition to defining a resource filter (on page Users Resource filters) you need to assign
the filter to one or more user groups (or to single users).

If you assign a filter to a user group, all users in this user group inherit the filter. Users
without filters assignhed to them have access to all elements (rows) in Puzzel.

If you assign a filter to a specific user, and then move this user to another user group, this
user keeps the assigned filter also after the move.

o1 oftle Termplatee Raus e Epasod Enguliy F Traticar FosiHaroe Siter Prochu Access Cordral

» Access Control

Access Control &

b
¥ Assign Resolhde Alter

Compary Usmr Group Usar
Quick find users/user groups Andrazs Demo Sales L Select User v
Value Inheri Valie Imheri Value
Sales fil on 8 * on =
Steppard filtw an = | off - -

In the example above, user group Sales has the resource filter Sales filter assigned.

Please note that you can not set value OFF for a user group (or a single user) if the value
on the Company level (or user group level) is ON.

In the user list you can see a filter symbol (with the filter name(s) as tooltip) next to
agents that have a filter assigned.
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Products

On this page administrators can configure different types of product settings for your
Puzzel solution. Within each product area there are different settings called properties.
Most customers see some of these product areas(accordions):
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Some customers see several product areas, and others see few.

Which product areas (accordions) that are shown for a user on this page is defined on
page Users Access Control under Administration.
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The Inheritance system and property
types

Configurations in the Product areas are inherited from the Puzzel system to your
Company, from your Company to your user groups, and from a user group to the users.
You can change the value (ON/OFF or a specific value) for a property by unticking the
Inherit box and set your own value for your company, for a specific user group and/or for

or a specific user.

¥ Agenttimecuts 7,

Company UserGroup User
Quick find users/user groups ntelecom Connett Deme Product | Select User Groug | Sefect User *
Inharit Yalue inhorit Value Inherit Value
RISy THMEaUT v 15

1. Inherit on Company level If your solution uses a system default value for a
property (e.g. Busy timeout), the inherit box will be ticked on Company level. If you
use a specific value, the Inherit-box will not be ticked (and this specific value is
inherited to all your user groups)

2. Inherit on User Group level By default, all user groups inherit the values from the
Company level (whether the company values are inherited from system or set
specific for your company). If you would like a specific user group to have different
values than the rest of the company, you can untick the Inherit box for the user
group and configure different values

3. Inherit on User level By default, all users will inherit the configurations from the
user group they belong to. If a user should have different values than the user group,
choose the user, untick the inherit box and set the desired values you want for that
user

Note
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Please note that if you for a single user uncheck Inherit and set a specific value for a
property (e.g. set Wrap-up timeout phone to 60 sec), and you later move this user to
another user group, this users specific value for this property is kept. In general, we
do not recommend adjusting property values on single user level unless its really

needed.

Example:

System default for Busy timeout is 15 seconds, and the company has inherited the value:

¥ Agent timeouts 7

Company User Group User
Quick find usars/user groups Intelazam Corpect Dame Product | Seloet Uzer Graup ¥ | | Selact User v
|rherit Valua It Value Inhert WaiLe
r 15

Busy timeocul

If your company wants another value for Busy timeout, untick Inherit and enter your own
value, e.g. 30, and save.

¥V Agenttimeouts (7)

Company User Graup Usar
Quick find users/user groups Intelecom Conmect Demo Product Select User Group = | Sefect User |
Inherit walue Inherit Walue Inherit Value
Busy dmeout | 20 I

Now 30 is your Company value that is inherited to all you user groups.

If you want one specific user group (e.g. Agents) to have another value than 30, first
select the user group:

¥V Agenttimeouts (?

Company User Graup User
Quick find usersfuser groups [rekecam Connedt Derma Praduct ADErLS T | Select User v
| d
Inherit Yalue Iralnesrit Yalue Inherit Walue
Busy timeout | 30 L EN
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Then untick Inherit for the user group and enter a new value (e.g. 20):

¥ Agent timeouts (7.

cComparny User Group Ui
Quick find usersfuser groups Intelecom Conmect Demo Proguct | Agents " | Belect User v
It Yalu= Imieric Yalue infierit Yalu=
Busy timeout 130 |20 |

Remember to save. Now 20 is the specific value for the user group Agents.

If you want one user to a have a different value then the user group, select the user group
(e.g. Agents) and then the user:

Y Agent timeouts (7

Company User Group User
Guick find usarsiusar groups Intelocom Connect Demo Produyt Agonts v | Martin v
Immarie Yalue Imharit Value Inharit Value
By bmao [ 30 [ | 120 I'I_D| |

Then untick Inherit for the selected user, enter a new value and click Save changes.

Different property types

The most important property types are:

1. ON/OFF properties that are visible for you on the company level only if turned ON by
Puzzel, e.qg. Enable menu Services Call flow. For a property with this type (when ON
for your company) you can uncheck Inherit and set it to OFF for a user group. If OFF
for a user group, it cannot be turned ON for a user in this group. If its inherited ON
for a user group, you can uncheck Inherit and select OFF for a user in this group.

2. ON/OFF properties that are visible also when OFF on company level, e.g. Automatic
logoff at midnight, Forced Enquiry registration and Two-factor authentication. For a
property of this type, you can turn it ON for the company level and set it OFF for
selected groups, or turn it OFF for the company level and set it ON for selected
groups, and also adjust value on single users.
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3. Text/number properties, e.qg. Possible to extend wrap-up with seconds and Block
phone if number of written requests is greater than. For a property of this type, you

can set the desired value on customer level, on user group level and user level if you
want.
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If you want to change what main menus or sub-menus that an admin user group or a
specific admin user should see in the Administration Portal, you can select the User
group/User and un-tick Inherit to turn OFF a property.

If @ main menu property (e.qg. Enable menu Services) is OFF for a user group or a user,
you do not need to turn OFF the belonging sub-menu properties that are ON.

You cannot see or turn ON menu properties that are OFF on the company level, and
the main rule is that if a menu property is OFF for a user group, you can not turn it ON for
a single user.

However, there are some exceptions. Some menu properties are shown on company level
also when OFF, and these can be turned ON for a user group or for a single user when OFF
on the level above (to make it easier to selected users only access):

® Enable menu Users - Access control
®* Enable menu Users - Resource filters
®* Enable menu Services - Chat

®* Enable menu Services - Social

Agent user groups will only have 'agent access rights' (Edit my own company
is OFF), so if an agent user logs on to the Administration Portal, he/she will only have
access to menu Home page. See chapter Add User Group.
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There are several properties that control how things should appear in the gent
application. Some important ones:

* Allow agent to Schedule Calls: Default OFF. If set to ON, agents will be able to
order Scheduled calls from the agent application and see their own rescheduled
Dialler calls.

* Allow agent to schedule task from request, default OFF. If ON, the agent can
create a Scheduled task from an ongoing task or call. (If set to ON for a group, this
group should also have access to the Scheduled task (calendar) tab.

®* Enquiry Registration - Forced: If you use Enquiry registration and you want to try
to force agents to register after each call, set this property ON for relevant user
groups/agents. When ON, agents cant click Ready while in status wrap-up if a
registration is not done. Wrap-up timeout should be quite long when using
Forced enquiry registration.

®* Enquiry Registration - Set Ready after: If you use Enquiry registration and set
this property to ON, the agent will automatically be set to Ready if he/she clicks
Register while in Wrap-up, and if a registration is done while on a call, there will be
no wrap-up after the call.

* Enquiry registrations - Allow manual: Not supported in agent.puzzel.com!
If you use Enquiry registration and you want agents to be able to generate Enquiry
registration tabs by clicking '+', set to ON. Please note that such registrations will
NOT be linked to calls/chats in the Archive, nor in statistics and raw data.

®* Enquiry registration - Allow Comment: If you use Enquiry registration and you
want agents to be able to add a free text comment, please set to ON.
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®* Possible to extend wrap-up with seconds: Set a value (e.g. 30 or 120) if agents
should be able to extend wrap-up when needed. An extend wrap-up button with the
defined number of seconds appears in the status part of the Agent application while
in status wrap-up, and the agent can click on this button one or more times to
increase the remaining wrap-up time.

®* Scheduled task subjects: Default empty. If you define subjects separated by ;, the
Subject input field in Add/Edit Scheduled task will be a list box with these subjects
instead of a free text input field.

* Softphone - allow: ON if your company has access to use the Puzzel Softphone.
Can then be turned OFF for user groups/users that should not have access to use the
softphone. An agent that have access to use the Softphone can choose between
Softphone and enter an external phone number.

* Softphone - use: Only used for agent.puzzel.com. Agents that have selected (in
their settings) to use the softphone will have value ON.

* Softphone - Auto answer: If turned ON, inbound calls to the agent's Softphone will
be answered automatically after <1 second (a short ring tone is played). Make sure
agents using auto-answer always have a headset on when logged on to queue. When
an agent makes an outbound call or receive a Dialler Power/Progressive/Predictive
call, the softphone will auto-answer even if Auto-answer is not set to ON.

* Show KPI alarms in Agent application: Default ON. If turned OFF, a triggered KPI
alarm (yellow row) will not be shown in the Agent applications Queue overview.
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An agent in status Busy / No answer / Wrap-up will return to status Ready when the agent
timeout is over, or when the agent clicks Ready.

v Agent timeouts |7

Company Wser Group Lisar
Quick find Lrsara/user groups andiress Dermg Select Usar Gioup

inherit Valua Ikt Walim Inhadi Walua

20

S5 Lin et B [

Save Changes ) Undn changes

= Call 7

The different timeouts:

®* Busy timeout - Agent status will change to Busy for X seconds when a call is set up
to the agent and Puzzel receives a busy signal, or if the agent clicks Reject when a
call/written request is being offered. The agent will not receive a new request before
the Busy timeout has ended or agent has clicked Ready.

®* No answer timeout Agent status will change to No answer for X seconds if a call
(chat/email/social request) is offered to the agent and he/she does not do anything
within the pre-defined offer time (Offer call/chat/email to agent sec). The agent will
not receive a new request before the No answer timeout has ended or agent has
clicked Ready.

®* Wrap up timeout phone How long the agent should have status Wrap-up after
he/she has hung up the phone. We strongly recommend that this value be set to at
least 30 sec. If most agents need 10-60 seconds wrap-up, but sometimes they need
5 minutes, we recommend that wrap-up be defined to 5 minutes, since agents
should click Ready when they are finished with wrap-up.
Alternatively, set the predefined Wrap-up short (e.g. 30-60 sec) and allow agents to
extend wrap-up (see Products Agent application).
The time spent in status wrap-up is reported in statistics and in Ticker (and AHT
includes wrap-up). We do not recommend defining a Pause reason called e.qg. extra
wrap-up, since the time in a pause reason is not included in the reported Wrap-up
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queue with a predefined wrap-up time, the queues wrap-up time is used instead of
the wrap-up pre-defined on this agent.
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The most important properties under Call are:

* Offer call to agent sec: When the queue calls the agent (on behalf of a caller), how
many seconds should it ring on the agents phone before the queue aborts and looks
for a new agent. Default 30 seconds.

®* Outgoing call display number (CLI shown to destination): Number displayed
as CLI (Calling Line Identity) to the called party when agent makes outbound call. If
an outgoing call display number list is defined, and agent has selected a number
from the list, the selected number will be stored here. If nothing is defined (and
agent has not selected a number from the defined number list),the number the
agent logged on with will be used.

®* Outgoing call Display number list: A semicolon-separated list of numbers the
agent can choose from. The selected number is shown for the called party when the
agent makes an outgoing call. If you want "Logon number" to appear in the list,
please add the variable "$system_last called". You can add a description for each
number in the list. The syntax for this is: number|description;number|description. If
the agent has selected a number from the list, the selected number will be stored in
the property 'Outgoing call Display number'. Please note that you may only use your
own phone numbers!

® Originating number shown to agent: If defined, this number is shown instead of
callers number when offering a call to the agent. This property is not visible for
customers, only for Puzzel support.
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You can configure various properties for Chat and written requests here, e.g:

* Allow to adjust max concurrent written requests: Default OFF. Set to ON if the
agent should be able to adjust max concurrent written requests.

* Maximum total concurrent written request (max 8): Maximum number of
concurrent written requests that can be allocated to the

* Maximum total concurrent written requests (max 8) - adjusted: Default 0
(=not defined) on company level. If agents are allowed to adjust, the current value
for each agent is shown here. A defined value on company or user group level will be
used for agents that have not yet changed the value for Max total concurrent written
requests in the agent application.

* Maximum concurrent chat/social requests: Default = 0 = not defined, which
means that the value for Max total concurrent written requests is used. If agents are
allowed to adjust the max number of concurrent written requests, the current value
for each agent (user) is shown here. A defined value on company or user group level
will only be used for agents that have not yet changed the value in the agent
application.

* Maximum concurrent email/etask requests: Default 1. If agents are allowed to
adjust the max number of concurrent written requests, the current value for each
agent (user) is shown here. A defined value on a company or user group level will
only be used for agents that have not yet changed the value in the agent application.

* Block phone if number of written requests is greater than: Agents can use
profiles that enable them to answer requests from multiple channels (chat, phone,
email and/or social). Some agents might be able to handle one or more written
requests and still answer an incoming call, while other agents should not receive
phone calls while working with chat/written requests.

© With Block phone if number of written requests is greater than 0, the agent can
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receive a phone call only if no written request is ongoing.

© With Block phone if number of written requests is greater than 1, the agent can
receive a phone call only if 0 or 1 written request is ongoing.

© When an agent has one or more ongoing written requests and phone is not
blocked, the agents status will be shown as Ready (n).

© When the agents phone is blocked (due to >X ongoing written requests) the
agents status will be shown as Busy (n).

° The agent can make an outgoing call even if his phone is blocked (Busy (n)) for
incoming calls.

* Allow to send attachments: Default OFF. Turn ON if the agents should be able to
send attachment to the customer in the chat. If an agent uploads a file that customer
could download, this file is temporarily stored, so the link shown in the chat
transcript sent by email and shown in Archive will only work for a short time.

* Automatic welcome message when agent accepts: The text defined here will be
presented for the chatter when the agent accepts the chat, but only if the chatter
has not yet written anything. System variables like $agentFirstName and
$agentFullName can be used. Example:Hi! You are chatting with $agentFirstName.
How can I help you?

* Automatic goodbye message when agent disconnects chat: If a message is
configured here, this message will be shown for the chatter just after the agent
disconnects, but only if the chatter has not yet ended the chat. If the agent tries to
close a chat dialog tab in the Agent application before the chatter has ended, the
agent gets a warning (The person you are chatting with is still connected. Are you
sure you want to close?)
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m Paal Agent J5 disconnected

- , ; 05:30
Hi! You are chatting with Paal

Agent. How can | help you?

09:30 ;
2 can you end before me?

. 00:30
yas, but| geta warning

[9:30
ok, please end

09:31
Thanks for your request, and

have a great day! Best regards
Paal Agent.

You can also find answers to
frequently asked guestions on

https//help.puzel.o

Type your message here 9

Example text:

Thanks for your request, and have a great day! Best regards $agentFirstName.
[br][br]You can also find answers to frequently asked questions on
[url]https://help.puzzel.com/[/url]

Since the agent now has disconnected, the chatter cannot write any text in the input
field.

®* Pin chat intro field (if available): If ON, the initial text from the chatter (name
etc) is pinned in the upper part of the chat. Each agent can turn on/off Pin chat intro
message, and the current choice is shown here.

®* Enable Chat Survey: If chat survey is configured on your web page, the survey is
active only if this property is ON

® Use chat nickname instead of queue name in tab header: You can configure what
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your agents see as Dialog tab header on the chat tabs in the Agent application. They
can see from what queue the chat is coming (e.g. Chat sales) or the name of the
chatter (e.g. David). If agents can answer more than one chat at a time, we
recommend showing nickname. If agents can answer only one chat at a time and
they answer several chat queues, showing queue name might be useful.

®* Chat nickname: Chat nickname is a nickname for the agent. If its not defined, the
agents Firstname and Lastname is shown to the chatter. Chat nickname is useful if
you do not wish to display the full identity of your agents. The defined agent
nickname is presented to the chat customer. You can define the same nickname for
all agents in a user group, or you can use the variable $agentFirstName if you want
to display the agents real firstname for your chat customers.

®* How long (seconds) before a chat tab should blink when new chat
messages is not read: If an agent is responding to various chats at the same time
he/she will have several chats tabs open. Every time a chatter in a non-active tab
sends a new a message the agent will be notified in the chat tab. You can configure
that the chat tab will start blinking if the agent has not read the message within X
seconds.

®* How long (seconds) before a chat tab should give alarm when there is no
activity: If the chatter has not written anything for X seconds you can configure that
the agent will be notified in the chat tab header.

* Offer chat to agent sec: You can configure for how long agents should be offered
a chat. Default is 30 seconds. If the agent does not accept the chat within these
seconds, the chat request will be offered to another agent. An agent that does not
answer an offered chat will not receive a new chat before the No answer timeout
is over, or before status is changed from No answer to Ready.

* Information to customer - $text01 (-20): Here you can define one or more
variable texts that could be used in the web form for customers wanting to start a
chat with your agents. See more details in the document describing the Puzzel Chat
form.

® Insert text 1 (-40): The 40 Insert text box fields are used for Predefined messages
for your agents that will appear in your agents chat window. To create a predefined
message, simply write it in one of the Insert text boxes. The format is
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Title;Message.

The Title is the word(s) appearing in the predefined message popup window in the

Agent application, and the Message will appear in the chat when the agent selects
one of the Titles.

To add a hyperlink into a predefined text box simply use this code for your link.

®* <ahref="url">link

© Product Page;Please check out our <a
href=https://productdemo.puzzel.com/product/products/>Product Page</a>

© Good bye;Thanks for your request. Have a nice day!

Predefined messages ®

Yelcome

Good bye e

Home Fage

Product Page 0

Contact Page

Start Co-Browsing

-

BoDCE >
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Thanks for your request. Have a
nice day! e

9

Examples:

®* Enable captcha on chat: Captcha can be configured on request. (Only Puzzel
support can see this property). If captcha is turned on, the user wanting to start a
chat needs to prove he/she is human. Puzzel generates a random number (a
validation code) and presents it on the web-page, and the user must enter the
number into an input field before a chat can be started.

®* View chatters browser activity in Dialogs: If your company's web page that
offers Puzzel chat is configured to track users browsing history, this history will be
shown for the agent in the chat tab.

®* SMTP Alternative host for sending Chat log: When a chat ends, the end
customer can ask that the chat log is sent to his email address. The chat log is then
sent from Puzzels email server. If you want this email to be sent from your own SMTP
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server instead, you can register the alternative SMTP hosts server name,
username, password and a from address, so that Puzzel can use this SMTP host,
and then turn on Use alt. SMTP host for sending Chat log. Please note that if you
choose to do this, the chat log is transferred from Puzzels web server to your SMTP
host using TLS just after each chat ends, but it only works when your host is
available.
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Email

Any written request from any system (email, CRM etc) that can be identified by a URI can
be queued and distributed in Puzzel as media type email. The system must send
information about the request (From, To, Subject, Uri) to Puzzel (webservice RequestAdd)
so that Puzzel can queue and distribute the request to an agent. Puzzel also offers an
Exchange connector. Scheduled task also uses media type email. Several properties
affect how media type email works in the Agent application, e.qg.:

* Allow multiple parallel emails: Default ON, which means that requests with media
type Email is allocated to agent in the same way as chat and social media requests.
Do not turn OFF (to allocate email as phone calls), since this property will be
removed and ignored later in 2020.

* Offer email to agent sec: How long agents should be offered email. Default is 30
seconds. If an agent does not accept an offered email within these seconds, the
email request is removed from the Agent Application and offered to the next ready
agent.

* Allow e-mail transfer to queue: If agents should be allowed to transfer an
accepted email to another queue (default ON). Might be useful if an email is sent to
the wrong email address/email queue.

* Allow e-mail transfer to agent: If agents should be allowed to transfer an
accepted email to another agent (default OFF). Might be useful if some emails to a
queue can only be answered by certain agents.

* Allow e-mail transfer to personal queue: If agents should be allowed to put an
accepted email into his personal queue, to reopen and finish it later (default OFF).

If you want changes in your e-mail configuration in Puzzel, please contact our support
team.

About email transfer and Put email in personal queue

An agent that transfers an email should write a comment in the agent application to the
next agent. If an agent transfers an email to another agent, the email is shown in this new
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agents Personal queue. The email is actually put in a transfer queue, but it's tagged with
the correct agents name. This transfer queue should have a KPI alarm (if wait time > x
hours), so that all agents and supervisors can see if emails are waiting too long in the
transfer queue. All agents can pick emails (that have waited too long) from the transfer
queue.

If you allow your agents to put an accepted email in personal queue, the agents can work
on the same email several times (before sending an answer to the end-customer and
clicking Finish). The agents are given credit for all the time he/she spends working on an
email, but please note that this will have impact on the Ticker Agent and the agent
statistics! (It will look as if the agent answered several emails and used shorter time per
email, than if he did not put emails in his personal queue).

Agents will see the Email Personal queue and the Email transfer queue in the Queue
overview if they see all queues, but if its configured that they only should see Relevant
queues, you need to include the skills email transfer and email personal (with level=0) in
the profile the agents use when answering email.
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Here you can manage what key values to show in the grid on the Home Page.As a default,
4 key values are shown, and they appear in a 2x2 grid. If more than 4 key values are
chosen, the grid automatically converts to a 3x3 grid.

You can also configure that some users should not see the Support Messages Puzzel
publishes on the Homepage by setting this property to OFF for your company or selected
user groups.
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The most important properties hereare:

* Automatic logoff at midnight: Default is off. If turned on, agents that are logged
on to queue (paused or not) at midnight will be logged off.

* Automatic logoff after no answers: Default is off. If a value greater than O is set,
e.g. 2, the agent will be logged off after 2 consecutive calls offered to agent (if
ringing timeout happened). If the agent is logged on to queue with Softphone in the
new Agent Application (agent.puzzel.com) and the agent's Puzzel browser is not
available (e.g. PC sleeping/off or browser closed), a call allocated to this agent will
result in error, not ringing time-out.If the agent is logged on with a number belonging
to an external softphone (e.g. Skype or Cisco), and this softphone is not available,
Puzzel will probably also receive an error and not "ringing". Please note that
automatic logoff after no answers doesn't work for chat/written requests.

* Automatic logoff after errors: Default is 5. With value 5 (or X), the agent will be
logged off after 5 (x) consecutive calls allocated to the agent where Puzzel received
error signal. Please note that if an error in the network causes Puzzel to receive error
instead of ringing when calling an agent, this will also log off agent, but in this case
the clls dont get through to the agent anyway. If set to 0 (not recommended), the
agent will not be logged off if he is
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Queue

These properties affect how queue and agent information is shown. The most important
ones are:

Show agent details' action column: If ON, the user can log on/off agents from
Agent Details in the Administration portal.

Allow delete request in queue: Set to ON if the user should have access to delete
callbacks and emails in queue and ongoing requests (for logged off agents).

Enable agent to Pick from queue: Set to ON if agent should be able to pick
request from queue in the Agent application.

Show in Agent’s queue overview: ...: If this information should be visible in
Queue overview in the Agent application

Show in Agent’s agent details: ...: If this information should be visible in Agent
details in the Agent application

Show in Agent’s queue details: ...: If this information should be visible in Queue
details in the Agent application.

Show only active queues: If ON, the user will only see queues he/she is logged on
to. (If a filter limits what display queues the user will see and Show only active
queues is ON, the user will see active queues event if they are not in the filter)

Show only relevant queues: If ON, the user will only see queues he/she has skill
on. (If a filter limits what display queues the user will see and Show only relevant
queues is ON, the user will see relevant queues even if they are not in the filter)

Show link to agent details and queue details: If ON, the user can open queue
details and agent details from the Queue overview in the Administration portal.

Show in Queue overview: Scheduled callbacks: In ON, scheduled callbacks are
shown in Queue overview.
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Properties related to call recording and access to call recordings in the Archive.

* Allowed to play Recordings from Archive: If OFF, the user cannot play recording
or see chatlogs in Archive. If this property is off, the user cannot download/delete
recording even if download/delete property is ON.

* Allowed to download Recordings from Archive. Default OFF.

* Allowed to delete Recordings from Archive: Default OFF. If ON, the user can
delete recordings and chatlogs from Archive.

®* Censor recordings button visible: If agents should be able to Censor an ongoing
recording in the agent application.

®* Manually recording allowed: If agent should be able to start a call recording.

* Recording of conversations Forced on agent: If ON, all calls to agent(s) (in this
user group) is recorded (unless the caller denied call recording).
(Recording can also be configured to be “forced” on queue)

If a user is given access to see accordion Recording on page Users - Products, this user
also has access to turn on/off recording per system queue on page Services - Queues.

A description of what is recorded during a call (e.g. how the consult part is treated) can be
found here

Copyright © 2021 Puzzel Ltd. All rights reserved. www.puzzel.com



https://help.puzzel.com/product-documents/feature-guide/call-recording

Solving

puzzel. .
Sign in to Puzzel

Here you can change values for these properties related to sign in to Puzzel:

®* Show Access Log: If ON, the user(s) can see the Access log on page Users - Log
in the Admin Portal.

®* Show Change Log: Turn OFF if the user(s) should not see the Change log on page
Users - Log in the Admin Portal

* Strong password required: If turned ON, the user’'s password must be at least 8
characters and contain at least 1 lower-case letter (a-z), 1 upper-case letter (A-Z), 1
number (0-9) and 1 special character ($ @ € £ ! % *? & =)

®* Two-factor authentication - email: Turn ON for user groups that should use 2-
factor authentication by email to log on. Verify that these users have defined email
address in Puzzel.

* Two-factor authentication - sms: Turn ON for user groups that should use 2-
factor authentication by SMS to log on. Verify that these users have defined mobile
number in Puzzel.

* How many days a password is valid: Default 0 which means valid forever. Set a
value (e.g. 90) if you want to force the users to change password at fixed intervals. If
a user signs in when the password has expired, the sign in will fail and the user must
order a one-time password to define a new password. Verify that the users have
email address or mobile phone number defined in Puzzel before setting a value here,
so that the users can receive one-time password! See article How to force users to
change (to a stronger) password? in the Knowledgebase section.

* IP address Allow list: If you want to limit from what IP addresses your users should
be allowed to log on to Puzzel, you can enter IPv4 addresses/ranges that are allowed.
If no addresses are defined, users can log on from any IP address. Please note that
Desktop agent application doesn’t support this feature.
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®* Web session timeout (in sec): Default is 43200 sec (=12 hours). If a user is
signed in longer than the defined timeout, the user will be signed out. For the
Wallboard user group, you can set the timeout to e.g. 7 or 31 days so that you don’t
need to sign in the wallboard users each morning.

® SSO: List of external authentication providers. If you want your agents to have
single sign-on to agent.puzzel.com using Azure credentials, you must add
‘azure|azure’ here. Then you must upload a list with the users’ external id on page
Users - Users. For Salesforce, enter “Salesforce|Salesforce”

® SSO: Log user off from external Identity Provider. If turned ON, the user is
signed out from Azure (in the browser) when the user has signed in to Puzzel. If users
have personal computers, it should be safe to have this property OFF.

® SSO: Reject user to sign in with Puzzel username. Default OFF. If turned ON,
the user can not sign in to agent.puzzel.com with the Puzzel username/password.
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Change Log

The Change Log gives you an overview of changes made for the last 3 months. A list of
the most recent changes made will appear.

You can search for changes made in a specific module, during a specific time period
and/or done by a specific user.

licts »log

Log @

¥ Changelog

| TS IRIAY 4 LML Wi el r

Moile T giendhoull Audileg [y 4 {FT

[Date sas EmME 12 (N ] Marme &1 msslle Change A AT By

M-I ORI AUEMATCETA M) LIS DrOperTy o LEer asi Fas Desn uncsoeE 8 Tk

The change log includes the most important changes. What changes that are covered in
the log can be seen in the drop-down menu in the Module field:

® Archive subscription (changed storage time)
* Chat config
*® Dialler

® Display queue
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® Interactions
® System Queue (e.g. SLA change)
®* Enquiry registration
® Filter
® KPI alarm
® Profile
® Property
®* Request (e.g. request deleted from queue)
® Service variable
® Services
® Sound file, Sound category and Sound file in service
®* Time module
® User account and User group

® User status (agent log on/off/pause done by admins)

Widget Tab (which tabs that are enabled/disabled in agent.puzzel.com)

Access Log

The Access log is shown below the Change log for users that are given access to see it
(Users - Products - Sign in to Puzzel - Show access log).
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= & - t afian c fa g Log
Hegimie » Uzars « Log
LOE (*
® Change Log
¥ Access Log
b YEsterday - A LEs, WSy »
Liser Mame Tierve: peeriod Climnt Type
4] Select Chant Typa ¥
Logiin status 1P Ackdris
All ¥
searn
Dhate and tirme Liger Nams Chiend Typs Dijperating Spatem Browirssr IP Adddress Lagin status
15 .0 1| Kang: i | I 1 3881 42
1 rich wallin faruwa) agmnt |Ecioees 10 Chiorme §5.0 6,1
10103018 O51S (yFvorangslovwi purrel coem) Web{lient Windows 10 Ba-Git Chifgrme 50,0 EZQ2.H3.277 Fatted (UnEnown uEsrmams)
o i3 avasal Ll [&[x} 1 ! Failed (wnk At usermams
it R veblizmt 10 -t Hrorme .0 Fallad (unknowm usemame)
as, 3 1=07148 Andres 3, AgantLF AL ChromE .| &120.57
¥ [|=E (rava Aot Ming 1 [ [ B4 20676201 Faifed funknown usermami)

The Access log initially shows the 20 most recent sign in attempts to Puzzel (not logon to
queue). You can search for sign in attempts with different search criteria like User name,
Client type (e.g. Agent, Admin, PuzzelApp), Login status (OK, Rejected) and IP address.

For each sign in attempt to Puzzel with your customer number, the system stores the
timestamp, username, OS, browser, the source IP address and the result (ok or failed).
Sign in attempts are stored for 14 days.
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Under the Services tab you find several different things, e.g. Audio, Time, Service
variables, Queues, Dialler, Call Flow, Chat and Agent Assist:

SErvices

Audic.  Time  Service Variablss 200 Alarm Sitent Monitoring  Queuss Disfler Tl Flow Comtert  Lisi=  Social | Chat Azerl Assisl

To browse through all the articles, look into the index tree on the left.

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com



https://help.puzzel.com/system/files/2020-10/Services main menu.png

Solving

wzzel. i
® Interactions

Time

Here you can find the time modules in your solution that you can make changes to.

Tira e Sarwte vaniabile i Afarer e Woniorng Cluaye Ciafiar

List of Time Modules =

Harme Wiebair=i Eded by
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Local Time module vs Shared/Bound
Time module

There are 3 types of Time modules

1. Local time module: The default. A local Time module has its own opening hours and
exits, and is shown in the Admin Portal.

2. Shared Time module: Shown in Admin Portal. A Shared time module has 1 or more
time modules bound to it. You can have 0, 1 or more Shared time modules.

3. Bound Time module: Shown in Call Flow Tool, but not shown in the Admin Portal,
since a bound time module uses the opening hours and exits defined in a Shared
Time module.

A Shared Time module stores a reusable set of exits and connected time entries
in one module. This means that you can use the same “opening hours” several places in
the Call Flow without needing to create and maintain the same opening hours in several
different Time modules.

You can create a Shared time module by converting a (new) local time module to be
shared. Inside the Basic tab of the Time module, you will see the “Convert to shared Time
module” button.

When you have created a Shared time module, you can choose to bind one or more other
time modules to the shared one. (In the Basic tab, you will see a “Bind to shared Time
module” button.)

You can later choose to unbind a bound time module so that it becomes a local time
module (again).

If you have a Shared time module, it is listed with postfix ‘[shared]’ on page Services -
Time, and you can adjust the opening hours here, but time modules bound to a shared (if
any) are not listed. All local Time modules are listed here.
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If you want to make changes to a (local or shared) time module, click on the modules
name to open this time modules details. From this page you can add, edit or delete time
periods.

Services

Home » Senices » Time = time1

Time management for time1 =

Exit used If nolning else s specifiad, Tast the time miodule
Closed msg Choose date and time 1o
:_‘\'ﬂ; 1udate the tima module
¥ Common opening hours (Priority 3)
Days From To Exit Delate
weekday (Mon-Fr 08:00 1559 Open v i

=+ Add = weekday

# Holldays and pre-defined days (Priority 2)

» Seif-defined days (Priority 1) (7

The value in the To field should always be set one minute before the desired ending time.
This is because it covers a whole minute. If you set end 15:59 this means end 16:00:00.

Remember to save the changes you make. If you want to cancel the changes (before
saving) just click the Reset button.
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Exit used if nothing else specified
(default exit)

If no opening or closed hours are defined, the calls will automatically be routed to
Exit used if nothing else is specified, which is the default exit from the Time module. The
default exit is quite often pointing to an Audio module with a closed message.

Please make sure the default exit for the Time module is connected to the
"correct” module, e.g. like this:

- Aiciheaile i Saeiddicals ¥
4 g Ernﬂgt”: Y H‘m
E e Eancy

Fudia * -:-:"-' -— ® - :!T.u.-.: :—-'
£

=

+ Y
< oo
q:} W Ciosed Messape
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Common Opening Hours

Define the contact centres normal opening hours in the Common opening hours tab by
clicking Add a weekday.

Y Common opening hours (Priority 3)

Days Frosm To Eat Prelete

W akday (Man-Fri
H Add a weekday ﬂ

_ . .
-} Add a weekday — By From fime o e Exit
Thuragay o g | 19:59 Dpen v m

P Holidays and pre-defined

B Self-defined days (Priority TFT 7

In the new window that appears you can add an entry with From time and To time for
Weekday (Mon-Fri), Weekend (Sat-Sun) or an individual day, using the relevant Exit. The
easiest way is to define when its open and have Exit used if nothing else is specified
(default exit) pointing to a "closed message". Add as many weekday rows as you need
and then save.

In the example below, we have defined that exit Open should be used on Weekdays (Mon-
Fri) 08:00 to 15:59 and on Thursday from 16:00-18:59.

¥ Common opening hours (Priority 3)

Days From To Exit Delete
Weekday (uon-) o

Overlapping entries
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You are not allowed to have 2 entries for the same day (e.g. Friday) that are overlapping,
but you can have a single-day entry which overlaps with Weekdays (Mon-Fri) or Weekends
(Sat-Sun). Please note that the system, within Common opening hours, first looks for

match in single day entries, and if no match found, it looks for match in Weekday (Mon-Fri)
or Weekend (Sat-Sun). Example:

¥ Common opening hours (Friority 3)

Days From Ta Exit Diwiete

ey (hori-Fri 0800 1568 Open  * i

| Fricey 1600 2359 Closed i}

On Friday at 16:10, match is first found on row Friday 16:00-23:59, exit Closed.
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Holidays and Pre-defined Days

In the Holidays and pre-defined days accordion, you can define special opening hours for
holidays and other special dates. You can add the relevant holidays for your Puzzel
solution one by one (Add a holiday or pre-defined day), or you can add your countrys
holiday list and then remove days in the list you dont need before you save.

Adding a national holiday list
First click Add national holidays:

® Common opening howurs {(Priorty 3)

¥V Holidays and pre-defined days (Priority 2)

Days From

Add national holidays ﬂ

=} add a holiday or predefinad day

= add nation al holidays

Scliect by fist

| | |Erahsh hohdavs Add
B Sell-defined days (Prioriby 1) 7

Save changes ) Heset

Then select the correct country's list and click Add so that all days are added:
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¥ Common opening hours (Priority 3)

¥ Holidays and pre-defined days (Priority 2)

Days From To Exit Delate
New years day (15t January) [ 00-00 23:59 Closed v | m
Good Friday [0000 | 2359 | | Closed v ]
Easter Monday ! 00:00 | 23:59 Ellcr_sidi @
Christmas day (25th December) Wl m Closed v w
Boxing day (26th December) i 0000 | | 2359 | | ClﬂSﬁd‘*""l: W

= Add a holiday or pre-defined day = Add national holidays

P Self-defined days (Priority 1) (7

S Ehﬂ‘ngs"s

Delete the days you dont need, adjust the From and To if needed, and choose the correct
Exit per day before you click Save changes.

Please note that the national holiday lists in Puzzel do not necessarily contain all official
public holidays for the country, and it may contain days/dates that are not public holidays!

There are more holidays and pre-defined days defined in Puzzel than the ones included in
your country's national holiday list. Some holidays in Puzzel are floating (e.g. Good Friday
and Easter Monday) and some are fixed dates (e.g. New Year's Day = 1st January). If you
can't find a specific holiday in Puzzel (e.g. Early May bank holiday), you can add this
holiday's date as a Self-defined day.

Add a holiday

Click the Add a holiday button, and then select the relevant day in the list box, adjust the
From and To if needed, and make sure the Exit is correct and click Add.
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¥ Holidays and pre-defined days (Priority 2)

Day=s Fom To Exit Delete

=+ add a holiday or pre-delined day F

Add a holiday or pre-defined day (]
P Seif-defined days (Priority 1) (7

Halickay or pre-defined deny From time To time Eaxit
e e .. e 0 £ Chiigtrras day (25U Decembar] ~ |o0ioo | |B:5€ [ clozed w | Ak

¥ Holidays and pre-defined days (Priority 2)

Days From L[¢] Exit Delate

Chrictmnac day (25th Decamiber) [ oooo | Closed ¥ ]

Add national hoddays

I -+ add a holiday or pre-defined day

» Seif-defined days (Priority 1) (7

Then click Save changes if things look OK.

Please note if your contact centre has limited opening hours during a holiday or pre-
defined day, you need to take special measures. Please see details in chapter The
Precedence System.
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In the Self defined days accordion, you can define dates and date ranges that have
different opening hours than normal (and that is not listed under Holidays and pre-defined
days).

¥V Seli-defined days (Priorty 1)(7)

Days From date Todate From time To time Exitt Delate

Click Add day(s) to add one day or a range of days. You can:

1. Add a time interval for one day, by setting the same From date and To date, and the
desired From time and To time. To choose the whole day, select From time 00:00
and To time 23:59.

2. Add a date range that should use the same exit for the whole date interval. Select
From date and To date and set From time to 00:00 and To time to 23:59.

3. Add a date range that should use the same exit for a specific time interval for each
of the days in the date interval. Select the desired date range (e.g. 01.07.2016
31.07.2016) and the desired time range (e.qg. 16:00-17:59). Please note that the
defined exit in this case will be used only 16:00-17:59 for each of the days in the
date interval.

4. Add a date range without a year if this range should be used all years from now.
Enter the desired From date and To date on format dd-mm (e.g. From 01-07, To 31-
07).

Click Add to add the new entry to the list, and then click Save. See example below:
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*  Common opening hours (Priority 3)
P Holidays and pre-defined days (Priority 2)

¥ Self-defined days (Priority 1) 7

Days From date To date From thme To time Exit Dl st
Examgle 1 (14 Decomber 2015) 14-12:2015 14:12-2015 00 o0 2359 Lukket * [l
Example 2 (1, Fabruary 2016 - § Febrary 2016} 0102.2016 05-02-2016 an.06 2354 Lukkat * ]
Example 3(1, July 2016 - 31 July 2016) 01072016 3072016 16.00 17 59 Lukket * [l
Exumple 4 {1, August - 2 August) 01-08 02.08 00 00 2159 Lukkel * ]
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The Precedence System

The Time Module may have entries on three levels:

Incoming call
Ch Yes ‘T:me defined |n — Priority 1
" - - Self-defined >
defined exit -
: dm? e
.-!ﬁl.u
|
5 X =
“~_ Priority 2
Choose . YESI_ ~~  Timedefinedin ™~_
defined exit T~ Holidays?
i.er:n
- l' -
Choose Yes Tlme dafined .in--'" -fﬁcﬂwa
defined exit — Common Opening g
. Hours?
i Mo

L
Exit used if nothing
else is specified
(normally Closed)

®* Common opening hours (priority 3)
®* Holidays and pre-defined days (priority 2)

* Self-defined days (priority 1)

A Self-defined day takes precedence over a Holiday and pre-defined days, and a Holiday

and pre-defined day takes precedence over a Common opening hour.

When a call arrives in the Puzzel platform, Puzzel first looks how the current time and date
is defined in Self-defined days, then in Holidays and pre-defined days and finally in
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Common opening hours. Within Common opening hours, a single day entry has higher
priority than Weekday (Mon-Fri)/Weekend (Sat-Sun).

Puzzel uses the first defined exit it finds, e.g. Open/Closed.

If a call arrives and there is no entry in the Time module covering this exact time, the call
is routed to Exit used if nothing else is specified (=the default exit from the Time module).

Home Page Real-time Users Services St;
Time VR Audio Service Variables Enquiry Registration KPI Alarm Silent !
Home Page » Senices = Time » Time module - Demao

Time management for Time module - Demo @

Exdt used if nothing else is specified:
Closed

Example of opening hours for Christmas Eve

To show how the precedence system works, we can use Christmas Eve (24th of
December) when it falls on a Monday.

Lets say that on Mondays the contact centre is open 08:00-15:59, but on Christmas Eve
(Monday) you only want the contact centre to be open 10:00-13:00.

How should you define the opening hours during this Christmas Eve that falls on Monday,
to ensure that calls only enter the contact centre from 10:00 to 13:007?

If we only define Exit Open between 10:00-12:59 on Christmas Eve, what would happen
with calls arriving before and after this time interval?

For a call that arrives at 09:30, Puzzel would look for a matching defined time interval,
and it would find one in Common opening hours; Weekdays 08:00-15:59 is defined with
the Exit Open. Therefore, Puzzel would treat every call arriving 08:00-9:59 and 13:00-
15:59 as it would during a normal weekday with the Exit Open.

We need to define that its closed on Christmas eve before 10:00 and after 13:00, e.qg. like
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this:

¥ Common opening hours (Priority 3)

Dlays From To Exiit Delete
Weeikday (Mon-Frij 08:00 15:55 Open * ]
Thurstiay 1600 19:59 Open  * g
Days Fram To Exit Delete
i yoars day {15t January) Do 23:58 Closed * ]
Good Friday n0-00 2355 Closed * i
Easter Monday 00-00 2358 Clased v |
Christmas day (25th December) 6o-0a0 2358 Closed * E
Boxing day (24th December) oo-oo 2159 Clozsed ¥ ﬁ
Christrnas sve (24th December) 0a.00 g4 Clasad m
Christrmas eve [24th December) A 1000 12:59 Open  * ]
Chirstrnas gve {Z4th December) 13:00 15:56 Closad * |

When you save, any redundant rows will be highlighted in yellow. In this case, the row
with Christmas eve 1000-1259 Open is redundant since this time interval is covered by
Weekday (mon-fri) 0800-1559. You can keep it if you think this gives you a better

overview.

Testing the Service

To verify that things are OK for upcoming holidays, you can enter a future time (e.qg.
25.12.2018 at 10:00) and click Test now to see how calls will be routed at this future point
in time. The row (and exit) that will be selected at this future time will be highlighted in

blue.
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Incorrect services

If your settings are incorrect, for example From time is later than the To time, or the same
time interval is covered by two rows under Holidays (e.g. Christmas Eve 0:00 to 9:59, and
Christmas Eve 08:00-08:59), these rows will be red and you must correct these errors to

be able to save.
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Web-access to Time Module

If you offer callback from your web-page (a Call me-button) or you have Chat in your
Puzzel solution, and you only want to offer callback or chat when its open, you can open
the relevant Time module for web-access if you dont use Puzzel web-services. Your
company's web-site can then ask Puzzel if its open, and then offer callback or chat only
when it is open. See also Web-access to Queue.

Senvices

£ o SEIVICES s Time

List of Time Modules =

Hame Webacces Edlited by

am bme I =P LEE MaEn tme I -
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Audio

On this page you can record, upload, and manage your sound files.

Services

Tar Audio SErvioe Wanabies K Adare Silurt Monizrang

Eecait = w Audls

Audio =

P Sound Ales in Use
¥ Sound Alke Library

* Spund Flle Category

Support can configure the solution so that only some sound file modules are visible here.
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Here you can see what sound files that are now being used in the different modules in
your Puzzel solution.

¥ Sound Files in Use

Fillar tabie
. - ¥ Edit
Maoduls within the solution Sound File Category Assigned Sound Fle
audiol channeid
i - ci a LY
caller input Menu SiEEp Away.way &
Maln Menu Kenu valn Manuway &
rmeaniul W Slesp Away way #‘
¥ &
Sriaeshix - P ~
Queue sales Queus Quaue Intro.wav &
. - - 3
Queue suppart Queue Queue Intro.wav 4
gueuel - Intro Message 1 Ssystam_secret_number

» Sound File Library

» Sound File Category

If you want to change the assigned file for a module, click the Edit symbol (pencil) next to
it, then change the Sound File Category if needed and choose the new file in the Assigned
Sound File list box, and then click Save changes.
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In this section, you can see an overview of available sound files stored in the solution,
including those that are not in use. Sound files can be recorded over the phone (Puzzel
calls to your number and gives you instructions), and sound files can be uploaded from
your computer.

Sound files that are in use in the solution are clearly marked. ()

To update an existing sound file, click to record a new version using your phone, or click
to upload a MP3/OGG/WAJV file that should replace the existing file.

- Audin

Audio =

* Sound Fles in Use

¥ Sound Fle Library

Hame r—— Categary e
& Caz=d iy #f £ O Pi
& & Q FIi

v £ £ 00l
& oy £ 2 0PIl

W # £ 0 pri
G £ £ 0Pl

£ £ 0rd

» Sound File Category

To listen to an existing sound file, click the play button next to it. You are now asked if
you want to Open or Save the wav file. Choose Open if you just want to listen to it on your
PCs default audio player. (wav files cant be played in the browser).

To delete a sound file, click the delete button next to the row and then click Save changes.
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Add a new sound file

To add a new sound file, click Add sound file to make a new entry in the list. Enter a name
(Puzzel will add '.wav' to the name), a description, select a Category and click Save
changes. Then click the record button next to this new row to record over the phone, or
click the upload button to upload an MP3/0OGG/WAV file.

Import/export sound file metadata

You can export a file with metadata to get an overview of your sound files. If you click
Export metadata file and then Confirm, a CSV UTF-8 file with columnsname, description,
category, script, voice,andusedNow will be generated.

A B C D E F G

hﬂ name ldemriptinn category script voice usednow

2 |Closed.wav Info 1

3 Main Menu.wav Hovedmeny Menu test mamnn 1

4 |Personal Queue.wav Queue 1]

5 |Queue Intro.wav Queue 1

& |Queue Waiting.wav Queue Please hold the line. Lots of peoc Male 1]

7 |Sleep Away.mp3 Menu 1

8 |TecT Ha MMeTo.wav 0

g

You can also import a metadata file to update metadata for some or all of your existing
sound files, as an alternative to update metadata for one sound file at a time. The easiest
way to import a sound file metadata file is to:

1. Start with the exported metadata file

2. Delete column used Now (since this should not be in the import file)

3. Delete the rows with no changes in metadata

4. Update the information for description, category, script and voice where needed
5. Save the file as CSV UTF-8

6. Import the file
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The import wizard popup window looks like this:

¥ Sourkd Fie |_.‘|I‘.Il'dl]|

b
Mitve Desicription Cutegary Ao

—— 1 O & i

3 i

) i e fomee  Import sound file metadata Wizard ﬁ If o

. '
LB Ealieck & | ot T | g Pl | Soun dFielete 30430103 ph o E Qo Fri

|
8 Qs tAfra Dairiiei] aubl [P st Ersudiog) [nubs) " 4 |
il L L

|

o |
- I |

name desrriptinn CErgory  sript wolon |
b b | | - |
o ! Cioced may Closed g Irig r e ra
TROT o HWETT T Tedmin Bl srwy Boedmery o Lest Til t o .‘ I

Iniva fressage s = |

R Qe Peas Pl ne line Lo of pecoare caling us i Lraa
st
) med i "l

* Sours! Fie Categoty

If there are errors in the selected file (wrong column headers, duplicates, values in
category or name which does not exist), you will see it and you will not be able to click
Start importing.

®* The file must contain only existing sound file names and existing categories

* If description, category, script, or voice have values for a row, the sound file's values
will be updated

® Only if description, category, script or voice has value " _blank ", the sound file's
current value for the column(s) will be deleted
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Click on the Record button to open the Record sound file window. Here you can add or
edit the Script and the name of the voice used.

When you are ready to record, enter your phone number and click Call me now. Puzzel
calls you and gives you instructions on when to start speaking and how to stop, playback
and save recording.

® Sound Files In Lise

¥ Soune File Library

Masron Record soundfile; 6.way (% ) | Artions
| E

! Serpe fimcort by Prions B &4 ¢ PR
oot @ &b b

iyt fhelds Debaw, ond press "l me now”™ =
e Pricess Humiee: EF & O U H
i = «@ > @
el veae & & 4 R
e & ¢ DPW
E a ¢ > R
- - by e, i B & ¢ B om
sl N ey = Sy @& ¢ b6
s Mo citegery I chioian Z & ¢ b°
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You can upload MP3, OGG and WAV files. Uploaded files will be converted to WAV a-law
format (64 kbps), since this is the format used in the phone network.

If you want to upload one sound file that replaces an existing sound file, click the upload
symbol next to the sound file to open the window where this can be done.

* Sound Fles In Use

Upload new version of existing file: Queue Waiting, wav 6

Actions

e Ll it ey W sion OF Coin d Tie

Fleace hold the line Lotsof 4 _
poople orc calling ws now. 1
Wa will connect you with an A sonind file oo a b o

agent kvithin a fea minut=s
2 QO Pr0
2 0 P

Vaicr

Siaie | 2 OPOD
\i‘. Q@ ri
Cpumem Wa Bing wwau | |{!i |l_=.Jl:?E bt l 1 a h ﬁ
T -
Slaen AWavWaY I [ Menu w 2 O

Click Add sound file, then choose the correct file from your disk. If the selected file has a
different name than the one you're uploading a new version of, you will be notified. Then
click Convert and Import.
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B Sound Fles in Use

Upload new version of existing file: Quiete Walting.wav a
. Achinns
Sonpt Uptoad newsersion of sound file
Plemse hold the ine, Lats of
nescle ara ¢alling us now. = 4+ o B m
s wilf comnect Yol with an Al sreand Fis | Corvert and Impork
mg =k writhn s few minubes _
oa e I |
Fike name DaE e BEw TIE Namea SIS
QUmER2 meE 31122016 T40837  (3SEEE Quels Wamnzway  Reany s o [ 3 u
Woire: Waminz The sownd fle you-sckeeied &0 uirload hos-o diffierent mame thomthe ¢esting sound .!. o, b m
(Mol file. Arz pou Feally s you want e selacred plaaced file to e renamed 3na o Usad here?
‘\:!, (= 0
QUaUR Wating,wav | | Queue W | 2 O P i

If you want to upload several sound files at the same time, click the Upload sound files
button in the Sound File Library to open the window where this can be done. Click Add
sound files and select files from your disk. The selected files will be shown in a table.

Select sound fle(s) to upload te library * Q
= ?l_s.'\"_.. TOF 201 s N MO rm] Dy PE chosanp ¥

File narns (=== SHew e filg nae g /Emieming Catmgory Scatuz incluee Deieng

bl abri ety vdomp ) 2112005 14037 ftavsh lalii: e e o Hewn = Feady = w

e VYA Z56d TNT 1101 | ] 4] IHiE (LS e AL i, e = BEAY L ﬁ
Subrmenn ol mal 21,15015 140938 1755 HB Satrmend vy i = Peedy £ b |

SRR IS B LS sy L wsy IO OIS 18T Tl EARET LI T e tey - Fmah, L ﬁ
welieTE_andreslows Pt g N UE R = HEaL kB VTR vl Pk Tl == g Beady n

- - _* —w——r ’

> Sound Hie Category

File names already in the Sound File Library will be shown as Existing, and as default
Include is not checked. Example: If menu.wav is already in the Library and you have
selected menu.mp3 from your computer, it will be shown as Existing. If you want to
include an existing file in this import, just check Include. Remember that if you import a
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new version of a file that already is in the Library, the old version is deleted.

If all new files you import should be in the same Category, you can select Category here.
Click Convert and Import when you have verified that these files should be imported. The
files will be analysed and converted to wav a-law format. For each new sound file
imported, a new row is created in the Sound File Library. For each imported replacement
file, you might want to update the description.

PS If you want to upload a new version of an existing file (e.g. menu.wav) and the new
version has a different file name (e.g. menu_v2.mp3), you must click the upload symbol
next to the correct sound file in the list.

Sound file quality/bitrate and file size

The maximum allowed file size per sound file to be uploaded is 10 MB. This is usually
more than enough for announcements, but if you want to upload music, 10 MB might
seem to be too little. Remember that the higher bitrate your original sound file (lasting
e.g. 10 minutes) has, the bigger the file is. Since your uploaded file is converted to WAV a-
law 64kbps, it is not necessary to have a very high bitrate in the file you want to upload.
Lets say you want to upload a sound file containing 10 minutes of music (3 tracks in one
file) to be used in the queue. If the MP3 sound file has bitrate 320 kbps, this file will be
23,4 MB (too big to upload). If the MP3 sound file has bitrate 128 kbps, the file will be 9,4
MB (allowed to upload). So, if your sound file is too big to upload (>10MB), you should
consider converting it to a lower bitrate to decrease the file size.
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Categories are used to organise the sound files in your service. Here you can add new
categories, change name for existing categories and delete unwanted categories as long
as they are not in use. We recommend that you select the correct Category for each
sound file under accordion Sound File Library.

* Sound Flles in Use
P Sound File Library

¥ Sound File Category

Catepory Actions

| Info
| Miznu

| Oueus

=+ Add a New Category
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On page Services - Service variables you can change some variables in the Puzzel
solution. The main purpose is to determine how a request is handled, either by assigning
each variable a value from a drop-down menu, or by typing it yourself. What variables
that are available is configured in collaboration with Puzzel support when the solution is
first set-up.

3 SEMACEVarables AR ST MOnASTN = 1T sy k[ hrw Cafil s | S0

feineE » S2Vicss » Sarvice Varlables

Service Variables =

¥ Service variables

Wil

Among features that can be changed are:
® Opening hours
® Special voice message
® Route traffic
* Switch functions on/off

In the example above some service variables for different locations have been configured
into the solution. In this case, if the Denmark office would not want to offer their callers
call-back at the moment, this can be configured by choosing No from the drop-down

menu and then Save Changes. Configuring a special variable can enhance the flexibility of
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your solution.

Add Service variables

Certified Call Flow Tool users may on request be given access to accordion 'Add Service
variables' on this page, so that they can create new and edit/delete existing service
variables themselves.

If the Administration property 'Add Service variables' is ON for a user, this user will see
accordion Add Services variables on this page:

Eervice Virwided

B Seruile Yarables

Service Variables

¥ Servcs vanables

Yahie

¥ A Servicn Vanabies

ane WahuE BERCT

E
=]
[+

i ]

In the Add Service variables accordion, the user can add new service variables (drop-
down and string) and edit existing ones.
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KPI Alarm is divided into 3 sub-areas: Alarms, Recipients and Alarm Log. The KPI alarm
system makes it possible to define threshold values for various KPIs (Key Performance
Indicators) on system queues.

. KPL Abmrm =it At i e fara o - e Ot LIzt [y Fal

Mgarie = Tetvioey = KL AT

KPI Alarm

* Alarms (7
¥ Reciplenis |7

P Alarm Log (7

Puzzel will compare threshold values (that are valid for the defined time period) with
actual values in Puzzel and if there is discrepancy between them an alarm goes off.

When an alarm is triggered, it can be seen:
® in the Queue Overview in the Administration portal
®* on the Homepage and on wallboards containing the affected queue and column
® in the agent applications Queue overview (unless its turned off)

In addition, an alarm is sent by SMS/E-mail to any recipients configured to receive it.
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There are two types of thresholds to choose from:
®* Real-time values

® So far values

Real-time values

Name Description Example

The queues SLA score is equal to the SLA score of the request that has waited
SLA-Score Now N , q 4 >200
relatively longest in the queue.

In Queue Now Total number of requests in queue now >30
Logged on and not in Pause Total number of agents logged on excluding the ones in status pause. <5
Longest wait time now Waiting time of the request that has waited the longest time in queue. >600 (sec)
Logged on (incl. Pause) Total number agents logged on including the ones in status pause <8

In Pause Total number of agents in status Pause now >4
Call-backs in Queue Total number of call-backs waiting in queue now >10

These thresholds are used to compare real-time status with the defined thresholds.

So far values

Name Description Example

Avg. Speak time so
farg P Average Speak time for answered calls so far today >240

Avg. Wait time so far ~ Average Wait time in queue for answered calls so far today >120

Number of answered calls relative to number of calls offered to the queue so far. (Please note
Answer % so far . ) >80%
that calls now waiting in queue are counted as offered and might be answered later)

Answer % within SLA Number of calls answered within the defined SLA (e.g. 30 seconds) relative to the number of ~70% (sec)
so far calls offered to the queue so far today ?
Avg. wrap-up time

<o far Average wrap-up time for answered calls so far today >120 (sec)
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Name Description Example

Calls offered so far Number of calls offered to (=arrived in) a queue so far today >100
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In the Alarms accordion, you create your alarms.

Y Alanmns(7)
Alarmn Marme Clueue Marme Threchoids Reapent= Time Alarm Messopa Enablad Deleto
ISuppcu'i - agents | | Support w o 8] 0i:00- 16200 | L] ﬁ

o= Add dlarm

To create a new alarm, you must:

® Click the Add alarm button and define an alarm name, choose queue, set the time it
should be active and click Save changes

® Then click on 0 in the Thresholds column to open the Alarm Threshold Configuration
window, and add one or more thresholds. See next chapter.

® Click on 0 in the Recipients column to open the Select Alarm Recipients window if

you want this alarm to be sent to any recipients. (Recipients must be defined before
they can be selected here)

You can also create an Alarm message, which will then be sent as an addition to the
standard message that is normally sent.

To activate the alarm, check the Enabled box.

Remember to click Save Changes after you have made changes you want.
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Clicking on a number in the Thresholds column in the Alarms table opens a new window:
Alarm threshold configuration. The number in the Thresholds column is not a threshold
value, but the number of different threshold values defined for this alarm!

Alarm Threshold Configuration “ &
Type alue Diznation Delane
Logged on and netin Pouse ~ |--= ~ 1 Humber m

[N Palse | | = w |5 |“".I|.|IT-DE ﬁ

. == Add Threcheld '

Here you can define the types of threshold and their values for the chosen alarm. One
alarm can contain one or more thresholds.

In this example the alarm is triggered if less than 1 agent is logged on and not in pause,
and if more than 5 agents are in pause.

The Deviation field is normally used when the threshold values are imported from an
external system through custom integration. It is used to avoid an alarm to trigger when
there are only minor deviations from the threshold values (e.g. planned number of agents
logged on). You don't need to define a deviation for threshold values defined here.
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Clicking on the hyperlink in the Recipients column opens a new window:

Y Alarmsi?
Al Mame QUEtlE Name ThFeshnids ReCjpients Time Alarm Message Enabled Nelete
Support - sgents | | Support o | - DEE-15.00 I m m
<3 e | Select Alarm Recipients 7 %)
) Recprents Interval (mmn) Enablad
B Lecipients|?
Andreas Wallin (Sw5) o gk E

* AlarmLog(7)
Peal Kergshaug {Elai)

In this window you can select which (of the pre-defined) recipient(s) that should receive
this alarm. In this example 2 recipients are shown, but only 1 is selected to receive this

alarm.

In the Interval column you can decide how many minutes that minimum should pass
before this Alarm message is sent to the recipient again.
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The default Time for a new alarm is Monday-Friday 0800-1600.

¥ Alarms/ 7]

Alarm Hame Queue Name Thresholds RecipientsTime Alarm Message Emabled Delete
Suppert - agants | | Support V| 2 1 D2:00-16:00 | | | W
Sales RES v| 1 o fugdess | | =

P Redpierts (7]

P Alarm Log 7)

To change the Time an alarm should be active, click on the hyperlink in the Time column
to open a new window.

In the Alarm Time window you can select during which time periods your alarm should be
active.

We suggest you define the Alarm Time to be similar to the normal opening hours.
Remember that alarms like less than x agents logged on will always be triggered outside
your opening hours.
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In the Recipients accordion, you can define alarm recipients, and how and when they
should receive alarms.

P Alarms(?

Y Recipients 7

MNama Mobila Mumber GRS Call  Email Time Enabled Delate
| Andreas Wallin | 004795 ] I# ' _ DR:00-24:0 < i
|Christian Thorsrud | 004795 ] # i 05:00-16:00 i
:Il:.’:ﬂal .F’Ilcngall'raug | 004798 ] = L2 _pBanl.hcngshaug.@p zzal.com A VariesT] il ﬁ
B Alarm Log (7

There are 3 different ways of receiving the alarm, SMS, Email and by Phone. We
recommend using SMS and Email as your preferred channels of contact. This is because
you get limited information when receiving a Call. You will be informed that an alarm has
been triggered and that you can find more detailed information in the Administration
portal and in an SMS or Email if you have subscribed to these methods of contact.

Mobile numbers must include prefix 00 and the country code
Recipient Time

Click on the hyperlink in the Time column in the Recipients table if you want to define the
time period for which a recipient should receive alarms.
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Here you can see a log of the alarms that have been sent to a recipient. If you have
created an alarm but not defined that a recipient should receive it, it will not appear in the
Alarm log. Each night, all log entries older than 3 months are deleted.

P Alarms 7
P Redpients(7)

¥ Alarm Log 7

Datoe and Timae Algrmn Mame Quiaio Mame Threcholid MNamea Raripient Name
16722015 T257:02 Hone logged on Saleg Loggod an (incl pause) Androac Wallin
16122015 1252:01 rione logged on Sales Logged on (Incl pause) Qﬂ—ﬂﬁ—ﬁa—”li"’l
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Users with access to the Silent Monitoring page can listen in on conversations between
callers and agents. Neither the caller nor the agent will hear the listeners voice during the
call.

Your Puzzel solution can be configured to notify the agent that he/she is being monitored
when someone is monitoring a call (a headset icon will appear in the agents application,
and a short beep (~0.3 sec) is played for the agent). However, if the notification feature is
turned off, the agent will not be aware that their call was monitored.

If a call has been silently monitored, this is shown in the Archive.

To monitor a call, you first need to search for an agent to monitor. Search for agents
based on their name or the user group they belong to. You can also look for agents that
are in status Connected by clicking in the Connected agents check box.

KFAlsrm Siteat Manmaning

Mome & SERACES = SHent Mondigring

Silent Monitoring

¥ SearchiSelect Agest (7

Smarch Agmnt;  Eries Sgent fams Uger Group: | Select User Qeoup * Connociad Agant ﬂ

Agen Maime Agmni’a Plycanes Murnbier Shllsy Usar Graup Sestus Sraturs Duration

If an agent has a headset next to her name, you or another user have already requested a
silent monitoring on this agent. Only one user can listen to each agent at time.
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¥ Scarch/Select Agent 7

S2arch Agent: | 1h| | User @roup: | Salect Liser Group v Connarred Agenrs ] SE3rTn

Agent Mame Agents Phone Number shallc Licer Group SIS Staus Duraton

Christian Thorsrud (thoch-) Soitphore Al requests Admins A& Loz==d off (0 1d 013532
@ Thomas Radsath (Thaomaz) Coftphorie Al PhaneQuayes  Admins 1& Raady 33705

Once you have found the agent you want to monitor, you click on his/her name and the

Request Silent Monitoring window will appear.

www.puzzel.com
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In the Request Silent Monitoring window, you must choose “listener”. The listener is
usually you, but you can e.g. let an unexperienced agent listen in on an experienced
agent’s call(s).

*® If you want to listen, enter you own phone number or select My softphone

® If you are ordering Listen in on behalf of another user, please enter this other user’s
(mobile) phone number or select the correct user group and user name so that this
person receives the listen in call on his/her Puzzel softphone.

Phone numbers (fixed or mobile) must include 00 and country code.

The listener’s Softphone (in agent.puzzel.com) must be logged on to queue (with any
profile containing Phone) to receive the listen in call. We recommend that the listener is in
a (yellow) pause state (e.g. Admin) or use a profile not containing inbound queues while
waiting for a listen in call.

Services

it il Y ariatils iFY A lat Sikenit Mianitaring d iy liev latl e (= Ly ¥ T (] Hat
Hgme = SEnices » Sifent Manitoring
Silent Maonitoring
Request Silent Monitoring ©
W T Ty 0 g
searchiSelect N‘EHL Lisker in an agent Heniilk Busoaifkishen)
The listener
SRl Arnnc _ﬂi:r_lri | & iy sofiphone Sefart LS Group
Agant My Saatus Durstiom
[1Jearsumn 2700 Jtodsy
Liaki g, xa ok hen) 46

You then need to decide how many calls you want to listen to (default 1) and until what
time. The reason you set a time limit is to avoid situations where Puzzel calls you/the
listener when unavailable (e.g. in a meeting)
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Once you have filled out the relevant information, click Add.
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Once your Silent Monitoring request has been saved, the detail of your request will be
shown in the upper left corner on the Silent Monitoring page.

If the agent that you want to monitor is already in a Puzzel call, you/teh listener will
receive a call immediately. If the chosen agent is not engaged in a Puzzel call, you/the
listener will be called the next time the agent becomes engaged in a Puzzel call. Please
note there is no guarantee the agent you want to monitor will receive and answer any call
from Puzzel within the time limit. The reason might be that the agent logs off/clicks Pause
or there are few incoming calls to the queue the agent answers.

| Services

Moo » SenIceEs « StEnt Mornitoning

Silent Monitoring

Ciladit Matiaring Roquest Infamaatlan

Lietan i ardesed by pas |'|"\'I-,'_'."..|I_._'If:<:|
Listzn el Paal Nougshoug (pasl [sofphens|
MEnTnred Sk Hemri Kpsm [usher

Rizgrazat Detals T valy wrpil TH00

¥ Sparchselect Agent | ?

Seicin ARBIL | ks Aer

User Grougs | Select UserGrouy ~ | Copmzced Azerty m
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When Puzzel calls the listener’s phone so that the listener can listen in on the agent’s
conversation with the caller, the call information (caller's number, access number, queue
name) will appear in the upper right corner on the Silent monitoring page for the user that
ordered the silent monitoring. The phone number displayed on the listener’'s phone is a
Puzzel access number (must be configured).

If the agent makes a consultation call while being monitored, the listener will still be able
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to monitor the call. However, if the agent being monitored transfers the call, the listener
will be disconnected.

One Puzzel Admin user can have more than one active Silent monitoring request at a
time. This can be useful if you want to let a person without access to the Silent Monitoring
page (e.g. a new agent) listen to some calls answered by an experienced agent, at the
same time as you want to listen to another agent. You should not order Silent monitoring
on 2 different agents at the same time with yourself as the listener, since its very likely
that the 2 agents will be connected at the same time!
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Queues
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On page services - Queues you can:
® see and configure queues that should be displayed in Puzzel; the Display queues

® see and configure parameters (SLA, wrap-up, Enquiry registration etc) for your
System queues, and create new queues.
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Here you can see and possibly edit what queues that should be visible in the queue
overview, wallboard etc. The standard solution is to define one Display queue for each
system queue. Only users with the administration property Edit Display queues

ON can add/edit/delete Display queues.
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In the example above, Sales, Support and Switchboard are 3 separate systems queues
(each with its own Display queue) that we have decided to group together in a Display
queue called Sum Phone. This Display queue sums up the activities across all 3 system
queues.

One system queue can be included in one or more Display queues, and you can have
system queues not included in any Display queue, e.g. the Callout-queue.

Note

SLAs are defined per system queue and that in statistics and in Archive we show and
group by system queue
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If you delete a Display Queue, this has effect on Queue overview, Ticker and Wallboard

Web-access to Queue

If you offer callback from your web-page (a Call me-button) or you have Chat in your
Puzzel-solution and you only want to offer callback or chat when at least one agent is
ready, or only when less than x is waiting in queue, you can open the relevant Queue for
web-access if you don't use Puzzel web-services. Your company's web-site can then ask
Puzzel about queue status, and then offer callback or chat only when agents are logged
on or few are waiting in queue. See also Web-access to Time Module.
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Here you can see different parameters per system queue. A user with administration
property Edit System queue ON can also edit values here.

®* SLA and Alternative SLA (details here)
®* SLA Overflow (details here)
®* Wrap-up time

© If a phone queue has a pre-defined wrap-up, this value is used instead of the
answering agent's pre-defined wrap-up time. See Agent Timeouts.

* Recording

© Only user with access to Recording on page Users - Products can change the
Recording setting per queue here.

° If you turn on Recording (Yes) for a phone queue, this means that all calls from
this queue connected to agents are recorded, and the connected agent can not
stop the recording. (aka 'forced recording'). In this case, you should mention
recording in the IVR.

© If you select Recording = 'Pending’, it means that calls from this queue are
being recorded from when the agent is connected, but the recording file is
stored only if the agent has clicked 'save recording' before the agent hangs up
or transfers the call. Before you possibly choose 'Pending’, we strongly advice
you to consult your legal department and to inform agents about what to say to
the caller if they want to click 'save recording’, especially if '‘pending’ is used on
the outgoing calls queue or for a Dialler queue, since in such cases the
customer is not informed (by IVR) about recording before agent is connected.

© Please do not turn on forced or pending recording for a queue without
consulting with Puzzel if you do not already have recording on for at least one
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other queue, since details about recording storage (Archive) and possible
getting caller's acceptance in the IVR needs to be clarified.

© More details about recording can be found here: Call recording.

* Enquiry registration (details here)

You can sort the table with system queues by clicking on a column header, and you can
search for queues by typing text in the Filter input field.

Queues

¥ Desplay Queue Seitinga | 7
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SLm A Do i | Crarrfinss; | VAT Call Frmuaty regatratum
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Each system queues ID (=queue_key) is shown as a tooltip behind the queue name.

A system queue usually consists of one media type and one skill, e.g. [Chat AND Support],
but there are some exceptions:

®* The outgoing calls (callout) queue consists of media type Phone and possibly a skill.

®* A queue might consist of a media type and 2 skills, e.q.
[Phone AND Support AND Product-X].

® In very special cases a queue can consist of an OR statement, e.g. [Phone AND Skill-x
OR Phone AND Skill-y]. For such queues you cannot edit the skill names.
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The different media types are:
®* Phone
* Chat
® Social (used for Facebook, Twitter, WhatsApp, Trustpilot and incoming SMS in queue)
* Email (used for ordinary email, etask and for Scheduled task).

© Queues with media type email that are for Scheduled task must be marked as
Scheduled task to appear in agent.puzzel.com after June 2020.

Edit system queue name

If you have a system queue with a name that should be changed, this can be done by
users with access to edit system queue settings. Click the edit icon next to the queue
name, change the queue name in the popup window and click Update name, and then
finally click Save all changes at the bottom of the page.
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Edit skill name

If you have a skill name that needs to be changed, this can be done by users with access
to edit system queue settings. A skill can be renamed only if there are no unsaved
changes on the page. Click the edit icon next to the skill name, change the skill name and
click Save new skill name.
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Note

A skill can be used by more than one system queue, and that skill names are
used/shown in the profile definitions on page Users - User Groups, and that agents
only see profile names when they log on to queue.
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A user with administration property Add system queue ON can create new system
queues(and delete system queues). A new queue can be added only if there are no
unsaved changes on the page.

When you want to add a new system queue, you must select:
1. Service number (only if you have more than one).
2. Media type: Phone, Chat, Social or Email.

° If Email is selected, you can tick Scheduled task if relevant.

3. Queue name: The system queues shown name.
4. Queue_key: The queues id used in Archive, Satistics and in Raw data.

5. Skill category: Select the relevant Category (if you have at least 2 categories). If you
need a new Skill category, please ask Puzzel to create it before you create the new
queue with a skill in the new Skill category.

6. New skill or existing skill
© If new skill, enter skill name. We recommend name similar to queue name.

© If existing skill, select the correct skill for this new queue.

About new queues with different media types
®* A new system queue for Phone can be used in your Call Flow Tool configuration.

®* When a new queue for Chat is created, we also create a new chat access point.
(A chat access point is on format Chat_<customer number>_<queue_key>, e.g.
Chat 10009 g _chat_sales).
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®* A new queue for Social can be used for requests from a (new) Social channel,
configured on page Services Social.

* A new queue for Scheduled task (is given media type Email and Scheduled task
checked) will be available for agents to put new Scheduled tasks in.

* A new queue for Email will be available for agents (and bots if relevant) to transfer
email requests to. If you need a new access point for a new email queue, please
contact Puzzel so that we can create it.

When a new system queue is created successfully, you will see it on page Services Queues
under System queue settings.

When you are ready, you can create a new Display queue containing this new system
queue so that the new Display queue will be shown in the Queue overview in Admin portal
and in the agent application.

Note

If you created a new skill for the new system queue, this skill should be added to
existing and/or new user group profiles so that agents can get requests from this
new queue
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A user with access to Add system queues can also delete a system queue (and belonging
skill). Usually, you do not want to delete a system queue that is used, but if you or a
colleague created new queues and you realise you do not need one of them, you can
delete it.

A delete icon is shown to the right on each queue row:
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Since we do not want users to delete a queue that is in use, we will tell the user what the
queue and its skill is used for before the user can choose to delete.

If you click the delete icon for a queue, a popup window with this information appears:
®* The system queue definition
®* The Display queue(s) this system queue is used in (might be none, one or several)
®* The system queue(s) that uses this queue’s skill (might be more than this queue)
®* The profiles (if any) this queue’s skill is used in (might be none, some or many)
®* Radio buttons for Delete only system queue and Delete system queue and skill

Two examples:
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In the first example, the system queue is used in other display queues and the skill is
used in lots of profiles.
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In the second example, the system queue is only used in one display queue, and the skill
is only used in this queue and not used in any profiles.

If you choose to delete only the system queue or both the queue and the skill, you should
check if the mentioned system queues, display queues and profiles need to be updated.

If you are in any doubt whether you should delete a system queue and possibly the skill,
do not delete queue and/or skill!

If you delete a system queue and possibly a skill, it will be shown in the Change log.
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SLAs are used to prioritise between requests waiting in different queues. SLA's can be
regarded as service-goals per queue, e.g. emails to support shall be answered within 5
hours, while telephone calls to sales shall be answered within 30 seconds.

A request that waits in a queue has at any given point in time an SLA-score

VIP-points are only relevant for services with VIP features, giving certain callers priority.

Note
If an SLA is not defined for a queue, any VIP points given to a request arriving in this
queue is ignored when prioritising requests.
Examples
® 120 seconds waiting time in a Queue with SLA=60 seconds gives SLA-score=200
® 30 seconds waiting time in a Queue with SLA=60 seconds gives SLA-score=50

The standard solution is that the request with the highest SLA-score is sent to the first
ready agent that can answer a request from the queue.

The Queues SLA-score in Queue overview is the request with the highest SLA-score.
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By defining SLA Overflow, some requests will be waiting longer in queue for a logged on
(not paused) higher skilled agent even if agents with lower skill-level are ready. Defining
SLA Overflow is useful when agents are answering more than one queue and you would
prefer a customer to wait a bit longer to be answered by a higher skilled agent.

By defining SLA Overflow for a queue, you define how long requests should wait for a
logged on (but not paused) high skilled agent before a lower skilled agent should be used.

Using the SLA Overflow functionality may result in a less effective distribution of requests.
You may experience situations where customers wait a long time for a higher skilled
agent when a less skilled agent is ready, but end up with a lesser skilled agent anyways,
since the higher skilled agent does not become ready within the defined period. If you
want to define SLA Overflow, we advise you to consult with Puzzel first.

The different SLA columns you can configure:
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®* SLA (sec): The queues SLA in seconds. The lower the value, the more important this
queue is relative to other queues when requests are prioritised. If SLA is 0, it means
that this queue is less important than queues with SLA>0. SLA=0 can be useful for
example for Email queues if you don't want emails to be sent to agents when there
are calls waiting in a queue. Alternatively, set very high SLAs for email queues. We
recommend that you define an SLA >0 for all phone, chat and social queues.
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® Alternative SLA (sec): Default=0 (=not in use). Define a value >0 only if you want
the calculated Answer rate within SLA in the Ticker Queue, Wallboard and in the
agent applications queue overview to be based on the Alternative SLA instead of
based on the real SLA. Please note that this does not change how requests are
prioritised.

®* Overflow 1 (score): Default=0 (=not in use). If you define a value > 0, e.g. 200 (a
SLA-score, not seconds), requests in this queue only look for agents with skill level 6-
9 (the best ones) before the requests have a SLA-score higher than the defined SLA
Overflow 1 value. The score’s corresponding mm:ss value is shown.

®* Overflow 2 (score): Default=0 (=not in use). If you define a value for SLA Overflow
1 (e.g. 200), you have to define a value (SLA score) for SLA overflow 2 that is the
value for SLA overflow 1. If you only want Overflow 1, set the same value for SLA
Overflow 1 and 2. If SLA overflow 2 is set to e.g. 300, requests in queue only look for
agents with skill level 3-9 when requests have a SLA-score between the two defined
SLA overflow values (here between 200 and 300). Requests in queue with SLA score
> the defined SLA overflow 2 value will look for agents with skill level 1-9.
The score’s corresponding mm:ss value is shown.
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On page Users - Enquiry registration you define Categories and their belonging topics to
be used by the agent application, and the order these categories are shown in the agent
application. All Categories are shown for all agents (all user groups) unless you have
limited what categories to show for each user group by using resource filters with
categories.

You can configure what categories to be used per queue instead of using resource filters
to limit what categories different user groups can see.

The standard solution is that All default categories are shown for all your queues.
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You can click on the edit pen in column Enquiry registration categories for a queue row to
select between All default, None or Selected categories.

* All default means that all categories checked as default on page Users Enquiry
registration are shown for agents for requests from this queue.

®* None means no categories will be shown for gents for requests from this queue.

®* Selected categories means that the categories you selected here are shown for
agents for requests from this queue.
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Please note that the selected categories for a queue might be shown in a different order
here than on page Users - Enquiry registration, but the agent application shows
categories in the order defined on page Users - Enquiry registration.

If one category should be used for one or only a few queues only, and you have other
queues that should use All default categories, you should uncheck default on page
Users Enquiry registration for this Category so that it is not included in All default.

For Dialler campaigns you can select a category reserved for Dialler to be used. This is
done on page Services Dialler under Agent feedback. If a Dialler campaign queue uses a
category reserved for Dialler, this Dialler category is not shown on page Services Queues.
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Different algorithms are used in these two different situations:

1. No queue - A request arrives in a queue (no other requests are waiting in), and
this request can 'choose' among several ready agents (agents with capacity and skill
to receive a request from this queue). The agent with the highest skill score on this
queue (which equals the level on the media type and the ordinary skill(s) the queue
consists of) is chosen, but if more than one agent has the same skill score on the
queue, agent is chosen based on one of these algorithms:

© Time of allocation:
Choose the agent that it is the longest time since last was offered a request

© Finish time:
Choose the agent that has been ready for the longest time.
(In this case, an agent's timestamp is updated both when a request is offered
and when a request is ended, so that we can pick the 'correct' agent)

2. Queue - an agent becomes ready (ends call wrap-up, finishes a chat, logs
on, ends pause) and no requests in queue are reserved to this agent, but
requests are waiting in at least 2 queues the agent can answer:

© Standard:
Choose the request with the highest SLA-score among the queues the agent can
answer.
(If SLA Overflow is configured, this has an impact on the allocation.)

© Alternative:
Choose the request with the highest SLA-score from the queue(s) the agent has
highest skill score on.

Please contact Puzzel support if you want to change algorithm.
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Does Puzzel offer more than 1 request to an agent at the same time?

When an agent logs on to queue, ends pause or becomes ready after wrap-up or after
ending a written request, Puzzel usually allocates one request (call or written request) to
this agent, even if the agent has capacity for several written requests and agent can
receive a call while having written request(s). When this first offered (written) request is
accepted by agent, then we might allocate a new request to the agent if the agent has
‘capacity' for more and other agents are not 'first' to receive the next written request.

If a written request is waiting in queue with the agent becoming available as 'reserved
agent' and a call is waiting in a queue that the agent has skill on, we will usually send the
written request to the agent first, and within 1-2 seconds we might also offer the call
unless the agent's setting was Block phone if > 0 written requests. With Block phone if >1
written request, agents may experience having a call ringing and an offered written
request blinking in the agent application at the same time.
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If you want a caller/chatter/email/social media request in queue to be connected to the
same agent as last time, Puzzel support can configure Reserved agent for the selected
queue. Two parameters must be configured:

® Auto-store reserved agent (d): How many daysto store which agent an answered
customer's call/chat/email/social media request was last connected to. As customer
ID here we use the caller's number, the chatter's ID (email address), the email's
sender and the "source" from a social media request.

®* Reserved agent (s): How manyseconds an incoming call/chat/email/social media
request should wait for the reserved agent only (if found in the Auto-store table).
After x seconds, the request has this agent as preferred, and the request can be
offered other agents.

For a Facebook public post and the belonging comments, we treat all users commenting
on the same post as the same end-customer when we are looking for a reserved agent for
a new request related to this post.

For incoming calls, chats and social media requests, the requests reserved agent will
change to preferred if the agent is logged off now or if he logs off during the reserved
time.

For incoming emails(including e-task/scheduled tasks), the agent will be kept as reserved
for the defined reserved time even if the agent is logged off or logs off.

* If you put email/e-task in queue using Puzzels web-services requestAdd, you can
provide information about each requests reserved agent and reserved time

* If you put Scheduled tasks in queue using Puzzels web-service
RequestScheduledETaskAdd, you can provide information about each requests
reserved agent and reserved time. If no reserved time is given for the request, the
pre-defined Scheduled task reserved time is used.

Allocation of requests with a reserved agent
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®* When an agent becomes ready, and there is a phone call in queue reserved for this
agent, this call will be sent to this agent even if the agent is not logged on to the
queue the reserved request is waiting in, and even if this request is not first in queue.

*® If there is a request in a Chat or Social media queue reserved for an agent, the
request will be sent to this agent only if the agent is logged on with a profile
containing the relevant media type (Chat or Social media).

® If there is a request (email/e-task/scheduled task) in an Email queue reserved for an
agent, the request will be sent to this agent even if the agents current profile does
not contain media type Email. If an agent accepts an email/scheduled task request
while not having Email in his profile, the agent gets status Connected, and therefore
the agent cannot make an outbound call. However, if the agents profile contains
media type Email while the email/task request is accepted, the agent gets status
Ready (1) or Busy (1), and then the agent can make an outbound call while the
email/task request tab is open.

Alternative allocation of requests with reserved agent (in email queues)

For email/etask queues, the standard allocation of requests with a reserved agent might
not always be the "best" solution, since an email reserved to an agent might not be more
important than other emails/chats/or calls in queue with (much) higher SLA scores.

To adjust the standard behaviour for requests with a reserved agent, option 1 or options 1
and 2 below can be chosen for one or more of your (email) queues:

1. Allocate request reserved to agent only if the agent is logged on to the
relevant queue(aka 'Require Skill on queue for Reserved')

2. Allocate request reserved to agent only if the request is "first" in queue('Require
First in queue for Reserved')

For phone queues you can consider option 1, but we do not recommend option 2 since
this might result in (significantly) longer wait times for callers with a reserved agent.
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For email queues we recommend option 1 if agents should not get emails when not
logged on to the email queue, or 1+2 to avoid that emails with a reserved agent are
prioritized before calls/chats without a reserved agent.

If you want to turn on one or both of these options for one or more of your queues (email),
please contact Puzzel Support.
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Max number of requests in queue and
max time in queue

To protect the Puzzel platform and your Puzzel solution from being spammed by false web
callback orders and spam emails sent to Puzzel queues (as emails or by using web-service
requestAdd), we check if the queue is full before putting a new email/web callback into
queue.

The maximum number of requests allowed in email queues and in phone queues for web
callback can be configured by Puzzel, per queue. If no such Maximum value is defined for
a queue, we will allow max 1000 requests in an email qgueue and max 1000 web

callbacks. Please contact Puzzel support if you want to allow more (or less) than 1000
emails or web callbacks in a queue, so that we can set correct Max values for your queues.

For incoming calls, it can be defined a Max number of calls in queue (per queue), and if a
max value is defined for one of your queues, it must be defined what to dowith callers
that are routed to the Queue and are rejected/sent to the Full exit.

For chat queues, the default Max number of requests in queue is 30. Please contact
Puzzel support if you want to define another max value than the default.

Note

For media type email (used for email, task and scheduled task), the max allowed
time in queue is 60 days. If a request stays in queue for 60 days, Puzzel will delete
this request.

If this happens, it is probably because you forgot these requests and no agents answer
this queue anymore. As an administrator, you can delete (old) emails in queue from
Queue Details (under Real-time - Queue overview) if you know these emails/etasks should
or will not be sent to agents.
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For the real-time channels (phone, social media, and chat), the customer will hang up if
he is not allocated to an agent within a reasonable time.

Callers that ordered callback in queue are usually called later the same day, but if all
agents leave for the day before all callbacks are called, the callbacks will stay in queue for
a maximum of 48 hours. An admin can delete callbacks from Queue overview - Queue
details if you don't want to do yesterday's callbacks the next morning.
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With the Dialler, you can do outbound campaigns in Puzzel. One Puzzel Dialler Campaign
has one list, it is linked to one system queue and it has its own configuration. There may
be one or several Dialler Campaigns in a Puzzel solution. Only agents logged on with a
profile that includes the skill for a Campaign's queue will receive calls from it.

A Puzzel campaign queue uses mode Preview (call agent first) or Power, Progressive or
Predictive (call contact first).

The Dialler calls each contact's phone number in the Campaign's list. A file with contacts
can be uploaded via the Administration Portal interface when required (e.g. daily, weekly,
monthly or ad-hoc) or you/a system can put a file on Puzzel's secure FTP server when you
want (Puzzel will detect a new file and import it). When a new file is imported, you can
select if this file's content should REPLACE the existing Campaign list content or if the
file's content should be ADDED to the Campaign list. In addition, you can use the Dialler
API (https://api.puzzel.com/dialler/) to add, edit and delete single contacts.

Information about the contact called (e.g. name, age, address, interests) can be
presented for the agent in a Puzzel screen-pop (information from the list) and/or in an
external (CRM) system.

The agent can register the outcome of the conversation in the Enquiry registration form in
the agent application, or in the CRM system where the contact information was shown.

On the Dialler main page, you will see the defined Dialler Campaigns:
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Save Changes

Click on a Dialler Campaign's Name to open its Edit Dialler Campaign page. On the
Edit Dialler Campaign page, you can see and edit details for the chosen Campaign.

When all configurations are done and a file's content is imported into the list, you can
change Campaign status to Enabled. Contacts will be called only if enough agents are
logged on, the Campaign is enabled and it's within the defined time interval(s). Some
contacts will be moved from the list into the queue each minute (according to the config),
so that the queue has contacts to call.

Campaign status

We recommend that you disable a campaign each afternoon/evening when no more
contacts should be called, and then enable it the next day you want to call contacts.
Shortly after a campaign is disabled, the contacts already in the queue are deleted.

If you don't want to manually Enable/Disable a campaign each day, you can select
Campaign status = "Automatic" to let the system automatically enable it during the
"opening hours". Please note that if you have defined more than one time period under
General settings, the campaign will be enabled at the earliest defined From time and
disabled at the latest defined To time. The campaign will not be disabled in the gaps
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between the time periods, but new contacts will not be put into queue in these gaps.
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There are 4 available Dialler modes:

Dialler mode Comment
Preview (call agent first) When agent answers the call, the contact is called
Progressive (call contact first) = No overdial. 1 contact called for each ready agent
Power (call contact first) The customer admin configures the overdial

Predictive (call contact first) The Dialler predicts how much overdial to do.

For Power and Predictive mode, the overdial temporarily stops if the Silent call rate so far
today now is greater than the defined Target Silent call rate.
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With this mode, the agent is called first, and information about the contact that will be
called is presented in the Agent application's screen-pop and/or in the agent's CRM
system. When the agent has answered the call (e.g. after 15 seconds), the contact is
called. The call might be answered, the number may be busy, or the contact may not
answer within the defined max ringing time or the agent concludes 'no answer' and hangs
up when it's ringing. With this mode, the agent is prepared, and there will be no silent
calls.

Note

The default Max ringing time for calls to contact (when agent is on the line) is 120
sec. On request, Puzzel can change this (cig_ringing_timeout) value to e.g. 29 sec, so
that you can tell agents to hold the line until answer or automatic disconnect due to
ringing timeout!

To speed up the process, agents can turn on auto-answer on their Puzzel Softphone. This
is sometimes called "forced preview".
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Important about the 3 "call contact
first" modes and Silent calls

Progressive, Power and Predictive mode should only be used if the agents use the Puzzel
Softphone (the Puzzel agent application will automatically auto-answer calls from such
Dialler queues). Without immediate auto-answer from the agent's phone, these modes
will result in almost only "silent calls".

Automatic logoff after x error calls (default = 5) should not be turned off for agent user
groups that answer Dialler calls, since this will cause lots of silent calls if an agent leaves
his seat without clicking Pause or Log off. See Users - Products - Logon to Queue

What is a silent call?
The definitions and rules around silent calls vary between countries. Two cases where
agent is not connected:

1. If the Dialler calls to a contact's phone and receives an answer and then disconnects
due to no agent connected within a few seconds, or if the contact who answered
hangs up before an agent is connected, and no announcement is played to the
contact, this is a "real" silent call.

2. If a contact answers and the Dialler plays a (silent call) announcement to the contact
after a few seconds (since no agent was connected), this is often seen as an
Abandoned call, and not as a real Silent call.

Both these 2 cases are reported as Silent calls in Puzzel. If you play a silent call
announcement for the contact when no agent is connected within x sec, one could argue
that all the reported Silent calls are actually "Abandoned" and not "Silent".

Also, since some of the calls reported as silent by Puzzel might be the contact's answering
machine that Puzzel disconnected due to no agent available, so the real silent call rate
might be lower than Puzzel reported also if no silent call announcement is played.
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With Power and Predictive mode, The Dialler will call one contact for each ready agent,
and in addition, the Dialler may "overdial", that is, call x more contacts than there are
ready agents now (x can be 0 or more). The Dialler overdials because lots of outgoing
calls will not be answered, and possibly also since agents in status Wrap-up will soon
become Ready.

The overdial calculation assumes that the agents logged on only answer this queue, so an
agent profile containing the skill for a "call contact first" campaign must include only this
skill (and phone).
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With Progressive mode, the Dialler calls 1 contact per Ready agent only, that is, no
overdial is done.

Please note that there may be some silent calls due to other reasons than overdial. If an
agent in status Ready clicks Pause, starts an outbound call or receives a
consult/transferred call and the contact the Dialler called answers, or if the agent's Puzzel
Softphone (browser) is not available when a Dialler call is offered, this will be a silent call.
To avoid silent calls, agents should click Pause/Log off only while in Wrap-up.

Note

Do not include a "call contact first" queue's skill in a profile together with inbound
skills, since this will result in silent calls
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With Power mode, you can configure the dialling pace yourself. The parameters that
influences the pace (in addition to Target Silent call rate) are:

® Calls per ready agent: Recommended value 1.6 (1.0 means no overdial, max is 3)
® Calls per agent in wrap-up. Default 0

If you have lots of agents and/or a very short avg. wrap-up time, you can set the Number
of contacts to call per agent in wrap-up to e.g. 0.2 or 0.3.

The Dialler continuously calculates the correct overdial number based on these 2
parameters and the number of agents in status Ready and Wrap-up, and the calculated
value is rounded down before deciding if a new contact should be called.

If the Silent call rate so far today is greater than the target, the overdial temporarily stops.
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With Predictive mode, the Dialler tries to minimise the agents' idle time (waiting for an
answered contact) while trying to keep the silent call rate below the defined target. If the
number of agents logged on is less than 10, the idle time for agents might be long, and
the silent call rate might be higher than the defined target.

The Dialler continuously calculates the optimal overdial value primarily based on the
number of agents, the answer rate, and actual Silent call rate so far today compared to
the Target silent call rate, before deciding if a new contact should be called. If the Silent
call rate so far today is greater than the target, the overdial temporarily stops.
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If you want your agents to do outgoing calls when no incoming calls (or chats/emails) are
waiting in queue, we recommend that agents use a profile containing one or more
inbound queue skills and the skill for one or more Preview mode Campaigns. The inbound
queues must have SLA >0 and the Campaign queues must have SLA =0 so that inbound
is always prioritised.

Do not include a “call contact first” queue’s skill in a profile together with inbound skills, since this will
result in silent calls.
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Click the Import Wizard button to open the window where you can upload a new csv/txt
file from your computer. If the previewed file looks ok, then click Start import. You can
choose between ADDING the file content into the existing list content and REPLACING the
existing list content with the content in this file. Replace is the system default, but you
can store Add as your default.

The contact's phone_num is the default Key field, but you can choose to use external id
as Key instead. If a Unique Key is required or not, is configurable (default not required).

1. If Unique key is required and an uploaded file contains duplicates, the duplicates are
listed and you are not allowed to import the file.

2. If Unique key is required and you start importing a file (without duplicates) that
should be added to the existing list content, and the file contains a contact with a
key that already is in the existing Dialler list, the import is stopped/reversed and the
duplicates are listed.

3. If Unique key is NOT required and an uploaded file contains duplicates, a warning is
given (the duplicates are shown) and you can import the file with duplicates.

4. If Unique key is NOT required and you start importing a file (without duplicates) that
should be added to the existing list content, and the file contains a contact with a
Key that already is in the Dialler list (a duplicate), no warning is given and the file is
imported (since you did not require a unique key).

If a contact's phone_num is empty or contains letters, brackets or spaces, this contact is
listed as "lllegal phone number" in the Import Wizard. If you click Start importing, contacts
with lllegal phone number are not imported. Please note that this phone number
validation is not used when files are imported using FTP.

®* Delimiter: If a csv/txt file is imported and you get a red box around the header row
when Delimiter = auto, try changing delimiter to ; (semicolon) or, (comma).
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®* Encoding: If the file has UTF-8 encoding, all text should be show correctly (with
Encoding = (auto)). If the file doesn't have UTF-8 encoding, you can select ANSI-Latin
for a Norwegian/Danish/Swedish list (due to ae/o/a and "o/"a/a) and Cyrillic
(Bulgarian) for a Bulgarian list.

File format for Dialler list

® .csv or .txt files with comma, semicolon or tab as delimiter. We recommend UTF-8
encoding. If you use Microsoft Excel to save the list as a csv or txt file, please choose
CSV UTF-8 (*.csv) as Type.

® If Puzzel should fetch files on Puzzel's FTP server, the file name, extension and
delimiter must match the pre-defined values under accordion FTP file import. In
addition, the column headers in the file must be correct. Files imported using the
Import wizard can have any file name.

® The first row (header) must contain the column names: phone_num (required) and
optionally varl-var30 (as many as you need) and optionally date_from, date_to,
time_from, time_to and/or external_id. The columns can be in any order.

© phone_num is the contact's phone number to be called.

© The optional columns varl-var30 can contain information about the contacts,
e.g. name, age, address etc and/or a (part of a) URI. The content in one or more
variable columns can be presented to the agent in a screen-pop, or a URI can be
used for 'CRM pop' to open the contact in an external system.

© If external id is defined as the key, external_id is required
® Max. 10.000 records in a file manually uploaded to the Administration portal, and
max 200.000 records in a file fetched on Puzzel's FTP server.
®* Max 1024 characters in the values in columns varl-var30.

Field Description
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The contact's phone number. Required.
No spaces or brackets. Prefix 00 or + and country code required only for foreign numbers*.
Example: +443333000066, 00443333000066 and 03333000066 will work, but not +44(0)3333000066.

phone_num
Note
If you want to use the API to delete a contact (without an external_id), you can not use "+" since the API
does not support it.
varl-varl0 Basic variables. Max 1024 characters for each. Optional.
varll-var30 Extra variables. Max 1024 characters for each. No Filtering support. Optional.
date from yyy;ll-mm-dd, yyyy.mm.dd or yyyy/rr?m/dd.
- Earliest date to call the contact. Optional.**
date to yyyy-mm-dd, yyyy.mm.dd or yyyy/mm/dd.
- Call contact until (but not including) this date. Optional.**
time_from hh:mm. Earliest time of day to call the contact, in local time***
time_to hh:mm. Latest time of day to call the contact, in local time***
external_id Required only if configured that Key=external_id.

* Qutside this Puzzel customer solution's defined (main) country.

** The date format used when presenting dates in Preview list and Detailed report is yyyy-
mm-dd.

*** The values for time_from and time_to are assumed to be in local time, that is, the
same time zone as the Puzzel customer's configured Time zone. Please note that time_to
is actually the latest time a contact should be put into queue, which means that a contact
may be called some minutes after its time to if there are lots of contacts in queue.

The field names are not CAPS sensitive.

If you configured "require unique phone num" in your list, please note that if you have 2
contacts with the same national phone number (e.g. 987654321), and one of them
includes the country code (e.g. 0047) and the other doesn't, both these contacts are seen
as unique.
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Max list size / automatic deletion of old contacts

A Campaign's list can contain max 400.000 contacts. If you use Add instead of Replace
when you upload new files, the list might become huge if you never empty the list.

To avoid having very old and not-relevant contacts in the list, we will each night, in lists
with more than 5000 contacts, delete contacts that

®* were imported more than 365 days ago, or
® are "finished" (answered or all call attempts are done) more than 31 days ago, or

®* have a date_to more than 31 days ago
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Preview list, Search, and Disable
contact from list

Click Preview List to see the list content. Only the first 100 contacts will be displayed
initially. Please note that filters may have been defined limiting what you see, but you can

uncheck Use defined filter(s) if you want to see/search in the whole list and not only the
filtered content.

1111

.....

You can search for contacts by entering text or a phone number, and you can use * as a
wildcard. Example searches:

® hans* shows all records beginning with hans
® *123 shows all records ending with 123
® 12345678 shows all records equal to 12345678

If you want to exclude a contact from the active list, so that the Dialler does not call the
contact's number (again), just check the Disable box in the right column for this contact.
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* Time intervals/Limit to dates: Define at least one time period and optionally From
and To dates for the campaign. Only rescheduled contacts will be put into queue
outside the defined time period(s). If you define more than one time period, they
can't be overlapping. If Max. number of calls per contact is >1 and you have defined
2 or more periods, the Dialler will call contacts in the first period, and the contacts
that did not answer will usually be called in the next period.

Example: With Period 1 set to 09:00-15:59 and Period 2 set to 16:00-20:59, and Max.
number of calls per contact set to 3, the first call to a contact will be done in Period
1, and the contacts that (were not called or) did not answer in Period 1 will usually be
called in Period 2, and the contacts that (were not called or) did not answer in Period
2 will usually be called in Period 1 the next day.

®* Enable rescheduled calls "to myself' when campaign is disabled: If an agent
orders rescheduling "to myself", and the campaign is disabled at the rescheduled
time, the call will be done only if this option is checked and the agent becomes ready
at or max "Minutes reserved to this agent" minutes later.
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®* Max number of calls per contact: If a call to a contact results in busy or no
answer, the Dialler will call the contact again later (in the next Period if more than 1
Period is defined), unless this was the last call attempt. If the contact (or the
contact's voicemail) answers, the Dialler will not call the contact again, unless the
agent selects "Mark as unanswered" or orders Rescheduling.
If Predictive mode is used and a call to a contact results in a silent call, the Dialler
will not call this contact again, unless “Silent call callback” is activated.
Please note that if you change value for Max number of calls per contact, this affects
the contacts already in the list. If you e.qg. increase from 3 to 4, the Dialler will call
contacts that already have been called 3 times without answer one more time.

®* Min. minutes between retries: If a call to a contact in the list results in error, busy
or no answer, the Dialler will call this contact again (if more tries remain), but there
must be at least x minutes until the next call. (Max 2880, which is 2 days.)

* Max. number of contacts in queue: The list may contain lots of contacts to call.
Each minute new contacts are put into queue from the list so that the number of
contacts in queue is as many as defined. For a queue with Preview mode, you should
use a value 2-3 times greater than the max number of agents logged on. For a
Predictive mode queue, we recommend a value at least 4 times greater than the
max number of agents logged on.

* Dialler mode:
© Preview (call agent first)
© Progressive (call contact first)
© Power (call contact first)
°© Predictive (call contact first)

® Please note that the "call contact first" modes require Puzzel Softphone (or
an external phone that gives immediate auto-answer) to avoid lots of silent
calls.

When Progressive/Power/Predictive (call contact first) mode is
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* Max ringing time: How long the Dialler should wait for an answer for an outgoing
call to a contact, before hanging up (this parameter is only for the call contact first
modes). Recommend value 19-29 seconds. (Forwarding to voicemail typically
happens after 30 seconds). Minimum 10 sec, maximum 120 sec.

®* Target Silent call rate (for Power and Predictive): Default is 3.0% (allowed range O-
10%). Silent call rate = number of silent calls / (number of silent calls + number of
answered calls). Please note that this is a much "stricter" definition than Silent calls /
Total calls. With Power/Predictive mode, the Dialler will overdial to try to minimise
the agents idle time between finishing a call wrap-up and receiving a new answered
call, while trying to keep the Silent call rate just below the defined target.

* Abandon if no agent allocated within sec: How long the Dialler should wait for a
Ready agent to be allocated after the contact answered, before Puzzel should (play
an announcement and) disconnect the call. Default and recommended value is
3.0 seconds. If contact is disconnected, this is categorised as a "silent call". If the
contact hangs up before an agent is allocated (or before agent answers), this is also
a 'silent call'. If you want an announcement to be played for the contact when Puzzel
disconnects, please ask Puzzel to configure this.

* Disconnect if no answer from allocated agent within sec: How long the Dialler
should wait for an answer from the allocated agent's phone before (playing a silent
call announcement and) disconnecting the contact. Default value is 2 seconds.
(Minimum 2, maximum 5 seconds). Usually it takes ~1 second from agent is
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allocated till answer is received from Puzzel Softphone. This timer is needed e.q. if an
agent logs on with an external phone without auto-answer or if an agent is ready and
his browser running Puzzel is unreachable.

* Silent call callback: Default behaviour is that after a silent call, the contact is not
called again. If you check this option, Puzzel will as soon as possible after a silent call
happened call the contact again, but this time the Dialler will call an agent first. If
this silent call callback to the contact is not answered, the Dialler will not call the
contact again.

®* Screen-pop to agent for silent call callbacks: If you turn on "silent call callback",
the agent that receives the call will receive the text defined here, e.g. "Contact
experienced a silent call" in the screen-pop variable reschedule_comment.

® Calls per Ready agent (Power mode only): Number of contacts to call per ready
agent. Typical value is 1.6, and the value must be between 1.0 and 3.0 (1.0 means
no overdial). The calculated value for calls to be done (agents ready * Calls per ready
agent) is rounded down.
Example: With Calls per ready agent = 1.7 and 1 agent ready, 1 contact is called.
With 2 agents ready, (2*¥1.7=3.4 ->) 3 contacts are called.
If Calls per agent in Wrap-up is >0, the calculated value for calls for ready agents
and calls for agents in wrap-up is summarized before being rounded down.

® Calls per agent in Wrap-up (Power mode only): Number of contacts to call per
agent in Wrap-up. Default=0 (which means no overdial due to agents in wrap-up).
The value must be between 0 and 0.5. If set to e.g. 0.3 and 2 agents are now in wrap-
up, the calculated value is 0.6. We recommend 0 unless you have many agents and
a short avg. wrap-up time.
Example: Calls per ready agent = 1.7 and Calls per agent in wrap-up=0.3.
With e.g. 1 agent ready and 3 agents in wrap-up, the result is (1*1.7 + 3*0.3 = 3.4 +
0.9 = 4.3 ->) 4 contacts are called
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If you want to upload files to Puzzel's FTP server (using FTP over SSH) e.g. once a week
that should be used by the Dialler, please contact Puzzel support to get an FTP user
account. In addition, you must configure some parameters:

F General Settings (7
¥ Fp impaort (7
Enable  Fllename Ceelirmiter When importing a new flie

iamicainn Aaplace existing llsr eontant with fife-content »

P agent Feedback (?

®* Import file from FTP server: Must be check if the Dialler should look for and
upload files from Puzzel's FTP server

* File name: Define the file name you will use (e.g. dialler-Q1-list.csv)
®* Delimiter: Choose the correct delimiter.
®* Add or replace: Select the desired way to treat a new imported file.

When Enable is checked, Puzzel will look for files every minute in the folder called 'Dialer’
on the FTP server. When Puzzel finds a new file with correct file name on the FTP server,
this file is imported, and its content replaces or is added to the existing list content in
Puzzel. Please note that a new file found on FTP is imported even if the Campaign is
enabled. The file is then automatically deleted from the ftp folder, and you will in the
Import history find a new row that shows the file name, date/time and number of rows
imported.
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Configuration

¥ Agent Feedback 7

Al nEneil Catepory uwed Call s@me agent hiinutes reseyeed

feodback for agent feadbock whin reschedubed R0 S EEent

Yes b | Campaign Yies W 2

If the agents should be able to give feedback (select an Enquiry registration topic,
sometimes called "call outcome", and/or or der Rescheduling and Mark as unanswered) in
the agent application, Allow Agent Feedback must be set to Yes and you should
select/change values for:

* Category used for agent feedback: If you want the agents to have a set of "call
outcomes" to choose from, you must define an Enquiry registration Category with
Topics and define it as Reserved for Dialler, and then select it here.

© Typical outcomes (Enquiry registration topics) for answered Dialler calls are:
" Interested
" Not interested
® Voicemail
®" Wrong number/person

®" No answer*
* Not needed if you only use Predictive (call contact first), since agents are
not called if contact doesn't answer first. Recommended for Preview (call
agent first) mode.

® Call same agent when rescheduled: If the agent wants to order rescheduling
after having been connected to the contact (=call back to the contact later), the
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agent can choose a reschedule time and choose if the rescheduled call should be
sent to himself or any agent. The selection here (Yes/No) is just the default value in
the Agent application, but the agent can set a different value (to myself/to any
agent) for individual calls when needed. Please note that if an agent orders
rescheduling for a call from a Predictive mode (call contact first) campaign, Puzzel
will at the rescheduled time call the agent first, and when the agent has answered,
the contact will be called.

®* Minutes reserved to same agent: If a rescheduling is registered "to myself", and
the reserved agent is logged on but not Ready at the reschedule time, the contact is
reserved for this agent for x minutes. After x minutes, the contact is sent to any
agent on the queue.

Mark as unanswered

If a call to a contact's number is answered by an answering machine/voicemail (preview
or predictive mode), the Dialler will not call the contact again unless the agent selects
Mark as unanswered or reschedules.

We recommend that when an agent is connected to an answering machine, the
agent hangs up and selects a topic (e.g. "Voicemail" and "Mark as unanswered".

If the call to the contact's number is answered by the "wrong" person (e.g. spouse or
child), the agent can select e.g. "Wrong person"” (or any topic) and "Mark as unanswered"
or reschedule.

If the agent selects "Mark as unanswered", the contact's status in the Dialler list will be
changed from answered to not answered, so that the contact will be called again later
(ref. Min. minutes between retries) unless this was the last attempt for this contact (ref.
Max number of calls per contact).
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Note

An answered call "Marked as unanswered" will be reported as answered in real time
views (Wallboard/Queue overview/Ticker), in historical statistics reports, and in Raw
data.

Reschedule to call contact at agreed time

If a call to a contact is answered, the connected agent can order rescheduling "To myself
" at the desired time.

If the contact insists on being called back at a date/time the agent knows they are not
working, or if any agent can/should call this contact later, the agent can reschedule "
To any agent", which means that the first ready agent on the queue just after the
rescheduled time gets the call.

If an agent reschedules a Dialler call "To myself", this agent becomes the "reserved
agent". If the reserved agent is logged off at the rescheduled time, the call is sent to
another agent on the relevant Dialler campaign. If the reserved agent is logged on but not
Ready at the reschedule time, the call waits for the reserved agent for as many minutes
as defined as "Minutes reserved to same agent", e.g. 20. After the reserved time, or if the
agent logs off before the reserved time ends, the call is sent to another agent on the
queue.

If an agent reschedules a call, we strongly recommend that the agent writes a Comment,
so that this comment can be shown in the screen-pop when the call is sent to this (or
another) agent at the rescheduled time.

When the agent answers a rescheduled call and the call to the contact for some reason is
not answered, this contact will not be called again, unless the agent orders a new
rescheduling. The agent can order a new rescheduling at the desired time if the call was
not answered, if the number was busy, or if the call was answered by voicemail, so that
this new rescheduled call appears in the user's Puzzel Agent Application.
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Note

If the agent registers "Mark as unanswered" for an unanswered rescheduled call, the
Dialler will not call the contact again.

The Total calls counter can be screen-popped for the agent, so that the agent knows how
many calls that have been done to the contact.

What if a campaign is disabled after agent rescheduled but before the rescheduled time?

If an agent at e.g. 12:00 while speaking to a contact orders a rescheduled call e.g. the
next day at 18:00, the rescheduled call will be done only if the Campaign is enabled at
the defined reschedule time (and agents are logged on), unless Enable rescheduled calls
"to myself* when campaign is disabled is turned on. However, if the campaign's list is
deleted or replaced or if the contact is disabled at the rescheduled time, the call will not
be made.

Note

A rescheduled call without a reserved agent ("to any agent") will only happen at the
rescheduled time if the relevant campaign is active and at least one agent is logged
on.

Rescheduling, campaign's opening hours and contact's time_from and time_to

The rescheduled call will be done if the rescheduled time is outside the defined
Time interval(s) for the Campaign or outside the contact's defined time_from and
time_to, if the Campaign is enabled or if Enable rescheduled calls "to myself* when
campaign is disabled is turned on.

If an agent orders rescheduling, and no agent is logged on and ready within 72 hours
after the defined rescheduled time, the contact will not be called.

Scheduled task as an alternative to Reschedule

If you want to let agents create a Scheduled task instead of using Dialler Reschedule
when agent agrees with the contact to call back at an agreed time, the Dialler profile(s)
(and other profiles) should contain media type E-mail, so that the Scheduled task can be
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sent to the agent at the scheduled time. In addition, Block phone if number of written
requests is greater than should be set to 0.

We recommend that a Dialler agent is not logged on to a Dialler profile while working on a
Scheduled task (agent status will be Busy (1)). The agent should log off the Dialler (while
in wrap-up) just before a task's scheduled time, or when he shortly after the scheduled
time sees the scheduled task in his Personal queue, and then log on with a non-Dialler
profile.

Unanswered Preview mode calls should not be rescheduled!

In Preview mode, agents will experience calling contacts that do not answer, but the
agents should not "mark as unanswered" nor reschedule an unanswered call
since the Dialler will call the contact later if not all defined call attempts are
made.

Since the agent has an Enquiry registration tab open for this contact that did not answer,
we recommend that the agent selects topic "No answer". The main reason is that it is
easier for agents to remember "always make an Enquiry registration”, and in addition, if
"Forced Enquiry registration" is used, agents must have a topic to use in this no-answer
scenario to be able to click Ready when in status Wrap-up.
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Here we can define one or more variables with content that can be presented for the
agent when receiving a call from this Campaign. These are variables per Campaign, not
per contact called. If an SMS is sent to a contact when the contact did not answer (the 1st
call), the SMS text can be put in a variable shown here.
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Columns/Variables in Import File and
list

The columns that should be used in the file and in the list is defined here:

* Number of variable columns in list: Default 10, max 30. The number of columns
selected affects the number of variables shown here, in the Field list box under Sort
and Filter, and what is shown when previewing the list.

* Key field: Default is phone_no. If set to external _id, each contact must have an
external_id.

®* Unique key required: Default No. If set to Yes, each contact in the list must have a
unique value for the key field.

The used variable columns (varl-varN) can be given descriptive names. The defined
names will be variable names in Puzzel, and variables can be used in the agent screen-
pop. Puzzel support defines the names the customer wants to use for varl-var30.
¥ Columna/Variabels in impart file/list 7
f Viariadie CONmirm 1o SNow 10 vy [l phone_man ¥ LivinCiue Ky (il reduirad Ho ¥

Colyrnn Wariatile Marme Column warialle Marne

You don't need to configure if you will use date _from, date_to (earliest/latest call date),
time_from and/or time_to (earliest/latest call time of day) per contact in the list.
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Filter/Sort (In what order are contacts
called?)

In this part, you can sort and filter the list. Sorting/filtering affects what contacts will be
called and in what order.

When a file with contacts is imported, each contact is given an internal_id in the Puzzel
list (e.g. 1-1000). If you add a new file into the list, these new contacts will be given
internal_ids greater than the existing contacts (e.g. 1001-1499).

If you want, you can define 1,2 or 3 sorting criteria for the campaign's list. Example:
Criteria 1 = var3, descending, and criteria 2 = var7, ascending.

The Dialler list is sorted first based on the defined criteria (if any) and then based on
internal_id, ascending. If you do not define any sorting criteria, the contacts in the list will
be in the order they were when they were imported (oldest - smallest internal_id - first).

When the Dialler each minute puts more contacts into queue, this is the selection order:
1. Contacts with a defined reschedule time now (if any)
2. Contacts (not answered with more tries left) that are first according to the sorting

© Contacts with date _from, date to, time_from or time_to that implies Dialler
should not call them now are not selected.

© Contacts that are called without answer and with more tries left will not be
selected if it's less than defined "Min. minutes between retries" since last call.

This means that if Max. number of calls per contact is greater than 1 and Min. minutes
between retries is e.g. 60, a contact that did not answer a call at least 60 minutes ago
(and more tries are left) will be selected to be called again before a contact not yet called
at all.

If you don't want all the contacts in the list to be available for the Dialler, you can add one
or more filters. You can add a filter to include or exclude some of the numbers in the list.
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Only the first 10 variables can be used for Filtering. The Expression used can be a single
value like Male or m, or strings with wildcards like *12 (ending with 12) or 12* (starting
with 12). This is how it looks after a filter is added:

¥ Fker/Sort v
Sorting
Critaria 1 Criveria 2 Crmena 3
Fetd Diirection Finld Direction Aele Derection
Salect b Ascmnding . Sel=ct ’ Ascending v Salact . Escending .
Finering
Type Field Expression Delete
i s . Clty v Cnalo .

Click Preview List to see the result of your sorting/filtering, and click Save Changes if you
want the list to be updated based on the sorting/filtering you have done.

Note

A filter will affect the number of rows shown when you choose Preview list!
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Shows files that are imported into the list in the Puzzel database. The source will be
Puzzel Admin Portal or FTP.

W ingard Mebecy ¥

ful Mg g Tams ST WA TETA Je St S

For a file that was not imported correctly, you can click on Failed/aborted in the status
column to see a detailed error message.
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For Predictive and power mode, there will be some silent calls:

® contact answers, but no agent is available within x seconds, so Puzzel (plays an
announcement and) disconnects

® contact answers, but hangs up while waiting for agent (might happen if "Abandon if
no agent within sec" is too high or if the call to an allocated agent is not answered
immediately or fails)

When a silent call happens, the default is that the Dialler does not call this
contact again.

If you turn on “Silent call callback” (under General settings), Puzzel will, as soon as
possible after a silent call happened, call an agent and then the contact that experienced
a silent call.

The agent that receives a “Silent call callback” will (in the screen-pop variable
reschedule_comment) receive the text defined as "Screenpop to agent for silent call
callbacks”, e.g. “Contact experienced a silent call”.

If this silent call callback to the contact is not answered, the Dialler will not call the
contact again.

If the contact (or an answering machine) answers the “silent call callback”, the agent can
order rescheduling, but if the agent chooses “Mark as unanswered”, the contact will not
be called again.
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The Dialler logic for Preview (call agent first) mode:

Call contact
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The Dialler logic for Predictive/Power (call contact first) mode:
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Please note that a selected topic (e.g. "Voicemail" or "Not contacted") in Enquiry
registration done by an agent does not affect the technical call result (e.g. Answered,
Busy, Error, No answer)!

®* The agent action Mark as unanswered makes the Dialler call to the answered
contact once more if more tries are left and if this was not a rescheduled call or a
silent call callback

®* The agent action Reschedule makes the Dialler call to the contact on the scheduled
time
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In addition to the Reporting option on the Dialler page, all Dialler calls can be found in
Statistics reports, in the Archiv, and in Raw data regardless of the file uploads you do.

If you chose to let a new file REPLACE the existing list content, or if you want to delete the
list content, you must generate the Dialler report(s) you need before you upload a new
file or delete the list content.

Click Generate Report to open the window where you choose report type and content.

Edit Campaign: Dialer 2 (Predictive) =

(PTIetY Ve I e e ItlFﬂrl ¥ ﬂ

Contmrt

* General Settings 7
* FTF Fllg Impoet 7

* hgent Feediac 1

P ariables Common to Lia | 7

¥ Columns/Variabsls in impont fledisc 7
* Filter/Sort 1

* Empart Mstony |

Summary report

The summary report shows the current list status (Enabled/Disabled), total number of
contacts in the list and the number of contacts in each of these categories.

# Name Description/Comment

1 OK (answer) Answer received from the contact and no rescheduling is ordered.
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# Name Description/Comment

If Silent call callback is OFF (the default):
Contacts who answered but were disconnected or hung-up since no agent was connected within the defined
max time.

2 Silent call
If Silent call callback is ON, a contact that experienced a Silent call will first be reported as Rescheduled not
called, but a few minutes later the contact will be reported as OK or No answer depending on the result of
the Silent call callback.

3 No answer Contacts the Dialler has called all attempts to without receiving an answer, and no more call attempts will
be done.

4 Error Contacts the Dialler has called all tries to, and where an error signal was received for the last call. These
contacts are also included in No answer

5 Remaining not called Contacts the Dialler has not called to and that are not valid, not expired, and not disabled.

" Contacts the Dialler has called to without receiving answer (timeout, busy, and error), but at least 1 more

6 No answer remaining ; . ) ) . .
call attempt will be done (since contact is neither expired nor disabled)

7 Rescheduled not Contacts the Dialler has called to and got an answer from, and where the agent has ordered rescheduling,

called but the Dialler has not yet done the rescheduled call (Not disabled)

Contacts the Dialler has called to and got an answer from, and where the agent has ordered rescheduling,

8 Rescheduled time out ~ but no agents were logged on and ready between the rescheduled time and 72 hours later (so the call will
not be done)

9 Expired not called Contacts not called at all and where date_to is earlier than now

10 Expired called Contacts called without answer with more tries left, but where date_to is earlier than now

11 Not valid yet Contacts (not called) where date_from has not yet arrived

12 Disabled Contacts with more tries left but that have been Disabled

13 Total remaining Contacts that can be called now or later (=5+6+7+11)

Detailed report for all contacts / Detailed report Selected contacts

The Detailed report shows one row per contact. The selectable categories in the
Detailed report for selected contacts are the same as the categories in the Summary
report.

The columns in the Detailed report are:
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Called number

Total calls

Status

Status set time

Redial time

Redial comment

Redial reserved agent

Redial set at

Feedback category

Feedback topic

Feedback agent

Feedback comment

Solving
Customer
Interactions

The phone number the Dialler called to (phone_num from input list)

Total number of calls done to the contact's phone number (when report was ordered).

The same statuses as used in the Summary report. (OK, Silent call, No answer, Remaining not called, etc.)

The time the contact was given its current status in the list.

The time the agent entered as desired Reschedule time

Comment from the agent that ordered reschedule

If reschedule was ordered and the agent chose To myself, this agent's name will appear here. If reschedule to
Any agent was chosen, no agent name is shown.

The time the agent registered the Enquiry registration that included a Reschedule time.

The Category the chosen topic belongs to

The Topic the agent chose

The agent that gave the feedback (last answered call)

Comment from agent (that did not order reschedule)

The Detailed report shows the result for the latest call done to each Contact's number in
the list (redial time/agent and the Feedback Category/Topic the agent selected).

You can show the report in the browser or generate a csv file that can be downloaded.

If you select CSV download for the Detailed report, you can choose between Standard
format, Import file format, and Extended report.

®* The Import file format contains the columns phone_num, varl-varN and
external_id, date from, date_to, time_from, time_to if they have values (not the call
result or agent feedback), so this format is useful if you want to generate a new list
based on the contacts that did not answer.

®* The Extended report contains all the columns from the Standard format (the
results) and all the columns from the Import file format

Note

If you manually delete a single contact from a Dialler queue (not recommended), this
contact will now be shown with one call too much in the Detailed report. The first time
the campaign is disabled, the contacts in queue (if any) are removed, and the Total
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calls counter for the contact is corrected.
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If you don't want to present the Puzzel solution's access number as display number to the
contacts the Dialler calls to, Puzzel support can configure that a specific number be used
as Display number for each Dialler Campaign.

If you want to use several different Display numbers when calling contacts from one
Dialler Campaign, Puzzel support can define a list of Display humbers that the Dialler
randomly picks from. A specific Display number can be used for one or more Dialler
Campaigns. If you want to change which of the pre-defined Display numbers to use, you
can enable/disable numbers in the list.

Please contact Puzzel support if you want to add or delete Display humbers from the list
for a Dialler Campaign.

: ' . ? :
Dialler Display numbers ()

Enatthes gy mLay
* General Settings v

=
® FTP Fle gt 2
» Agent Feadback | 7

* \ariables Common o LEr |7 u

B rahovsne U arialals o s Flaflis o

Some of the contacts the Dialler calls to will not answer, and some of these contacts
might choose to call back when they see a 'missed call' on their phone. Puzzel can
configure how calls back to the Dialler's display numbers should be treated, e.g. a special
announcement/menu and route the call to a specific queue.

It is possible to use a variable in the list for display number to be used per contact, e.qg. if
you want to use one display number per "region" the contacts belong to. If you want this
solution, please consult Puzzel, since Puzzel must change the Dialler service logic to use
the correct variable (e.g. var9='PresentationCLI') as the display number instead of
"Display number(s) to contact".
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When all the campaign configuration is done:
1. Import a file with contacts to call
2. Preview the List to verify that numbers and values in other columns are ok
3. If needed, filter or sort the list (affects what is put into queue and in what order)
4. Verify General settings and Agent feedback parameters
5. Start the Campaign by setting Campaign status to Enabled and save
6. Ask agents to log on with correct profile
We recommend you disable the campaign each evening (if you didn't choose Automatic.

If you want to remove a contact from the active list, choose Preview list, search for the
contact and check 'Disable’'. The Dialler will not call a Disabled contact (again).

To see status/progress on the Campaign, you can click Generate report on the Dialler
page and choose a Summary report. You can also see traffic so far today and this week
per Dialler queue on page Real-time - Ticker Queues.

To stop a campaign, set Campaign status to Disabled and click Save. The contacts
(requests) already in queue will automatically be removed from queue within 1 minute.

The Dialler traffic is included in the Statistics reports Total overview, Details per queue
(separate queue(s) for Dialler), Details per agent per queue and Dialler queue report.

Copyright © 2021 Puzzel Ltd. All rights reserved. www.puzzel.com




Solving

u z zel Customer
® Interactions

Options for silent calls, incoming calls
and unanswered calls

Options that require special configuration by Puzzel:

1. Silent call announcement to contact: If you want to play an announcement to
contacts that answer and are not connected to an agent within x sec (on a
Predictive/power mode campaign), this must be configured by Puzzel. The used
sound file will be shown and can be changed in the Sound file library. The Dialler call
is disconnected after this announcement is played.

2. Prevent new outbound Dialler call(s) to a humber Puzzel recently received
an incoming call from. It is possible to configure that incoming calls are checked
against a Dialler campaign's list, and if the number is in the list, this number can be
automatically marked as "Completed OK" in the list, so that the Dialler doesn't call
this number again (from this list).

3. Send SMS to numbers that didn't answer Predictive Dialler calls. If you want
this, we recommend sending SMS only after the 1st unanswered call. The SMS text
can be shown on the Dialler page under Variables Common to list, and it is possible
to configure that the sent SMS text is included in Archive and in Raw data as a call
variable.

Please contact Puzzel if you're interested in one of these options.
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When the Dialler calls a contact’s number, Puzzel includes “please don’t forward” (aka
“diversion inhibitor”) in the call set-up (sip invite) message to the contact’s telecom
operator. If a person has activated Call forwarding to voicemail when busy or after x sec
ringing, MAYBE the mobile operator will disconnect the call instead of
forwarding to voicemail that answers. If it works varies between countries, mobile
operators, mobile subscriptions and type of call forwarding/voicemail solution.

Example (when it works):
The Dialler’'s Max ringing time is 29 sec and the contact’s mobile phone has configured
Call forwarding to voicemail after 25 sec and when busy.

® If the contact does not answer the call from the Dialler within 25 sec ringing, the call
will end instead of being forwarded and answered by voicemail.

* If the contact’s phone is engaged in a conversation when the Dialler calls the
number, the call will end instead of being forwarded and answered by voicemail.

*® If the contact clicks No/Reject while the Dialler call is ringing on the mobile, the call
will end instead of being forwarded to and answered by voicemail.

Puzzel does not try to detect if an answered call is answered by a live person or an
answering machine before connecting the answered call to an agent. The main reason is
that such Answering Machine Detection (AMD) solutions causes delay in connecting an
agent and usually more silent calls. (The AMD solution may generate silent calls by
mistaking a call recipient for an answer machine and disconnecting the call).

For progressive/power/predictive mode, when an answer signal is received from the called
contact's number, Puzzel connects a ready agent. For preview mode, the agent is already
on the line, so when an answer signal is received, the agent and contact is joined.

When an agent is connected to a contact's answering machine, we recommend the agent
hangs up and clicks "Mark as unanswered".
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Call Flow Tool

The main supported browser for Call Flow Tool is Chrome.

Most Puzzel solutions are designed using the Call Flow Tool. A Puzzel customer usually has
one Call flow service configuration, but some have 2 or more.

Jiatien & ki » Call Bl

Call Flow Service Configurations :

Marna Dttt 10 Lant madiflad e by Artian

it Configuration

If you have more than one Call Flow configuration and not all admins with access to this
page should see all, you can define and use resource filter(s). If you click on a Call Flow
service configuration, the Call Flow Tool opens in a new browser window.
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The different available module types are listed in the left margin. Modules can be dragged
(one at a time) into the canvas. Double-click on a module to open the details window for
the module, where you can see and enter details for the module. To connect two modules,
click on the 'from' module's exit point (a black bullet) and drag a line to the 'to' module's
enter point (top/left/right).

Access levels in Call Flow Tool
®* Read only
* Write/save access
® Install
® Scripting

To get write or install access, you first need to participate in a training session and pass
the certification test. Customers do not usually get access to the script module since
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these modules contain code.

Version handling

®* The File history menu lets you choose between Load active version, Load the latest
version and View all versions.

®* The Save version menu lets you choose between Save and activate, Save draft, Save
as and Activate.

How to roll back to an earlier version

Click File history and select View all versions. In the version list, select a version and click
Load to see it. Then click Activate.

Modules

Module name Description

Start The starting point. Puzzel usually defines an Initial script and/or a Finally script (under Advanced)
In a Time module, you define exits like Open, Closed, Closed-special etc, and calls will be routed to the correct exit based

) on the defined opening hours under Services Time.

Time
Please see Local Time module vs Shared/Bound Time module

Audio The Audio module plays the selected audio file for the caller. The actual audio files (you can choose from) are maintained
under Services - Audio

Menu The Menu module presents the caller with a number of choices, and routes the caller to an exit corresponding to the

entered DTMF.

. This module is a kind of a menu module for getting input from the caller. The input (e.g. customer number, reference
Caller input ) . . ) . .
number, postal code etc) is stored in a variable (defined here) to be used later in the service.
In the Queue module, you must define the messages/sounds that should be played for the callers waiting in this queue,
Queue and you can define different optional queue exits like Full, Empty and Timeout. The Queue module calls to an agent (on
behalf of the caller), and when the agent answers, the caller and the agent is joined.

Content Contains a new (child) call flow within (the parent) the call flow.

Callback This is similar to the Content. This module opens a new call flow where you can define the flow for the ordering of callback.

With this module, you can define a variable and give it a value, and the variable can be used other places later in the

Variable .
service.
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Module name Description

In this module Puzzel support or expert users can write xml-code for routing functionality that is not (yet) supported in

Script
P other modules.

Switch This module routes the call to an exit based on the current value of a variable defined by the user or a system variable,
e.g. 'The number of this service' (=access number).

CC switch This module relates to the service variables defined in the Admin Portal on page Services - Service variables. An incoming
call chooses the exit that corresponds to the current value for the variable.

External Here you can define the basics (URI, username and password), the request (parameters) and the response (response

lookup schema) for an external lookup that Puzzel can do on behalf of the caller.

Loop This module is used to repeat a sequence of modules for as many times you specify, or until a certain condition has been

met. This is very useful for queue messages, which needs to be repeated until the caller can be connected to a free agent.

A module that will determine if an expression is true or false, and route the call through the corresponding exits. The

If basic expression is the comparison of two values, either fixed or variables, using <, = or >. Experiences users, familiar
with the scripting syntax, may create more complex expression in the "custom expression" field.

notes A yellow note with descriptive text you can put different places in the call flow to explain things

call The call module calls the defined number and, if answered, connects the caller to the called number.

This module is used to execute a different module in the Call Flow configuration, which reduces unnecessary duplication

inline
of modules, to reduce the size of the configuration and to make maintenance easier.

Local Time module vs Shared and Bound Time module

A Time module is by default “local”, but you can convert it to be “Shared”, so that several
Time modules shown in Call Flow Tool can share the same opening hours and exits. If this
is done, the Shared time module is shown in Admin Portal, but not “bound” ones.

Responsibility for errors and support

If you activate a version that does not work (at all or not as intended), and you need
Puzzel support to help you, please note that we might charge you for the time spent if the
error is due to "poor" configuration from your side.
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Content

On this page, you can upload your own Wallboard logo file(s).

Conent

Content

* Wallboard Logo 7

Click Add Wallboard logo, define a name for the new row (this will appear in the listbox
under Wallboard Display settings) and optionally a Description and click Save changes.

Content

¥ Wallboard Loge (7

Harne Descriplion Actins

My logo _ £ b0

Then click the upload action button to open the Upload window.
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mEme [re=rripmion AETisng
My g : Upload a logo picture file far: My logo ] F!: > B
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Click Add logo, select the correct file (png, jpg, bmp) from your computer, and when you
see the file name in the window, click Upload. The staus will change from Ready to Finish
after a short while, and then you can close the window.

To see an uploaded logo file, click on the play button. To upload a new (replacement) file
for a defined logo name, click on the upload button and choose a new file.
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Lists

On this page, you can see the lists in your Puzzel solution. Please note that you might not
see all your lists, since Puzzel can define a list as "visible for Puzzel only".

METH Dwsoriptian Type Ky types FTP snabisd

mall Sub|a 10 guELS T | ChamgEn

If you see a list on this page that you do not understand or did not know was used in your
Puzzel solution, do NOT make changes to the list. Instead, contact Support to ask what it
is used for and perhaps to make it visible to Puzzel only.

When you click on a list, the Edit list page is opened:

Call Floy Corbestl Liats

Home = Seiices » Lsts = Emal Subject

Edit list: Email Subject

Mg Dmscription
Emad Subject Eriall Subject o queusa

Ky Ty pe Pt Inok -up in st ?
.

General r Characlers

List ryps

* List View/Edit >
» FTP File impart 7

= import History (7

Save Chanpgss
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You may have one or several lists used in your Puzzel solution.
® Basic lists (General list, Allow list, Deny list, Node list, or User list

®* Combined lists (which consist of one or more basic lists which are valuated one by
one in a predefined order)

A list contains a Key and a Value column. All list look-ups share a few common details:
1. They take a single value in (incoming Key)
2. They match this single value with the keys specified for each row in the list

3. They return a single true/false stating if a match was made (return value)

4,
They return a single output value if a successful match was made, always a string of

variable length. Please observe that this single output value, if wanted, can be a
more complex "structure", for example an XML-structure. The size of the output
value is currently limited to 7000 bytes.
How to update a list's content
® Edit the list content in the Admin Portal.
® Use the Import Wizard to upload a new file replacing the current list content.
®* Add a new file with list content to Puzzel's FTP server to replace the list content.

® Let Puzzel support maintain the list for you.

Only Puzzel can add new lists and delete existing lists.

Note
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The List name is used as the reference, so if you change a List's name, you need to
change it in the place(s) in the service logic that uses this list.

The Key type is Integer (digits only) or Characters.

Search vs Test list look-up for a particular Key:

® You can enter text in the search input box to search for and see records containing
the entered text in the Key or in the Value column

® If you want to test if the list works as expected, clickTest look-up in list to open a new
input window. Here you enter a Key and click Search. If a match is found in the Key
column, this record's Value is returned.
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Click on List View/Edit to see the records in the list and search for records.

& Emad Sulyect

Edlit list: Email Subject
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Uil " § sl iving l
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1 ¥ 0

Here you can add new records, delete existing records and change content in existing
records. You must click Save changes to store the changes done.

By default, we show 10 rows per page, but you can increase this value.
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If you want, you can upload a file with list content into the Admin Portal. If you do, this
files content replaces the current content in the list. If you want to do this, click Import
Wizard, select the file on your disk, and choose Start importing.

_
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If you want to export the list content to a csv file, click Export list, and then Download list.

Servites
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If you want to generate a new list to a file e.g. each night or week and put it on Puzzels
FTP server, so that Puzzel can import it, we can configure that this is done. You need an
FTP user account for Puzzels FTP server, and FTP File import must be enabled, and the
correct filename must be entered under FTP File Import.

P List View/Edit (7

¥ FTP File linpart (7

Enahie FllEname Gellimicer,

i ! ;nyté-s‘ﬂi;t_ | {s=mi calan ) -

B |mport History (»
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In a list-lookup, we will test if there exist any records in the list where incoming Key (e.g.
caller's phone number, entered DTMF or Subject in an email) matches the Key in a row in
the list. If a match is found, the (first) matching record's value is returned.

The incoming Key can only be a single (constant) element. Wildcards or ranges are not
allowed here.

The Key field of a record in a list may be a single element (constant), a range, or a
single element containing one or more wildcards Combinations of range and wildcard(s)
within a list row's Key is not allowed.

Ranges in the list's Key field
®* The from-value and the to-value is separated by : (colon)

® The to-value is included in the range. Example Key range: 21000000 : 21999999
Wildcards in the Key field

The wildcard matching, as well as the substitution (next chapter), is based on syntax
known from Perl-based regular expressions. Though, there exists a set of restrictions
compared to the full Perl syntax. This is what's supported as part of a Key:

® Represent any number of characters: .* (i.e. a single dot followed by an asterisk)

®* Represent any single character: . (i.e. a single dot)

Examples:
Description Key
Match for any number starting with 47 47 *
Match for numbers starting with 47, and which are 10 digits in total length (i.e. eight digits after 47) 47........

Match any number starting with 47 and ending with 99. Between the starting 47 and the ending 99, there should be at

47...%99
least two characters.

Match for text ending with abc *abc
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Description Key
Match for text beginning with abc abc.*

Match for text containing abc Fabc.*

Advanced:
Quoting needed for the wildcard characters

If a single dot is going to be part of the key, and not treated as a wildcard, you need to
prefix (escape) the dot with a backslash. The same is true for an asterisk if the asterisk
follows a single dot. Though, asterisk alone (i.e. not right after a dot) is understood to be
part of the key without the backslash. Examples, quoting:

Description Key
Make a Key that should match an incoming Key with the fixed value 47*1 47*1

Make a Key that should match an incoming Key starting with 47, then it should have one character of any kind, immediately

47 .\*9
followed by *9 (sample of such an incoming Key is 473*9) \

Make a Key that should match an incoming Key with the fixed value 47.1. 47\.1

Substitution:

A return value (from the match in the look-up) can be manipulated so it contains parts of
(or the whole) incoming Key. This is how:

* A wildcard expression might be surrounded by parentheses, thereby making a
wildcard group

®* There might be more than one wildcard group within the same Key. The characters
in an incoming Key that matches a particular wilcard group could be part of the
returned value.

* Placeholders (in the specified return Value) for these wildcard groups are $1 for the
first group, $2 for the second, $3 for the third, and so on.

Examples:

Description Set Key to Set Value to
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Any incoming Key starting with 22, and which are exactly 8 digits, should be prefixed with the

22(...... ) 004722%1
value 0047

Incoming Key starting with 0047, and containing an unknown number of characters thereafter,

0047(.* 1
should have 0047 stripped off. (1 $
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Social media

On the page Services - Social you can add, edit and delete the Social media
channels/access points that should be routed into your Puzzel solution(Account
configuration), and you can handle Filter suggestions from agents).

Social

P Account Configuration (7
P Filter Suggestions 7

» Filter: Posts 2

W Fiiter: Uiser (7

* Fiiter: Words or Phrases 3

» Fitver; Giobal 7

Account Configuration

Here you can configure the different social media accounts/access points (e.g. Facebook
(public) posts, Facebook messenger (private messages) and Twitter) that should be linked
to your Puzzel solution. Please note that these configurations are for the new Social media
solution which can only be used with agent.puzzel.com.
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Filtering

Filtering is mechanism to limit or filter notifications for specific social media channels,
threads, users or phrases.

®* An agent creates a filter suggestion from agent.puzzel.com
®* The suggestion then goes into the Admin Portals Filter Suggestion inbox.

®* An administrator can approve or reject this suggestion.
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© If a suggestion is deleted/rejected, no further action is taken
© If a suggestion is approved, the filter is applied, blocking all further notifications

for this type.

The active filter(s) are separated into four different sections: Posts, Users, Words/phrases
and Global.
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Introduction

This article describes how to set up and configure your live chat solution
through the administration portal (released October 2020). If you are using our
previous chat solution you must relate to another article found here:
https://help.puzzel.com/product-documents/technical-specs/web-chat-setup-and-
configuration.

Note

You can check which chat solution you are currently using, by looking in your web
site's code...

The old chat solution points to the following URL:
https://chat.puzzel.com/content/client
The new chat solution points to the following URL: https://euwa.puzzel.com/loader.

Both the old and new chat solution will be available in parallel for a while ahead, but
the current end goal is that all customers use the new chat solution within the end of
2021.

Our new chat solution uses Azure to make the chat application loader available for
downloading to the web sites. The Azure location is "Europe West". Newer Puzzel
contracts include Microsoft as a sub-processor, but older contracts will need this to be
added manually. Before using the new chat solution, be sure to coordinate with
compliance and security teams to ensure that documentation is updated

including the data processing agreement (DPA) with Puzzel.
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Also be aware that the IP-addresses used for communication with the Puzzel services
will be different for services in Azure. Customers will need to ensure that any firewall
restrictions in place are updated to allow access to the service.

Our new chat solution does not yet support all features and properties in Chat Admin.
See separate sub-article for an overview over features not yet supported.

Adding chat configurations

Most of the chat set up is done from the administration portal under "Services -> Chat"
hereafter referred to as "Chat Admin", but the set-up also requires a code snippet being
added to your web site (the web pages supporting chat). Here you can add one or more
configurations based on how many chat solutions your web site requires. Each
configuration will generate a unique ID (GUID) that you must point to from your web
site(s).

As default a configuration is considered to be independent and "parent", but you can
define a configuration to be a "child" configuration to another configuration. The purpose
of child-parent configurations is to add configuration flexibility. A web site pointing to a
child configuration will use it's properties if defined, and the equivalent properties in the
parent configuration if not. With this you can define all general settings (common for all
web sites) in a parent configuration and define divergences (for one or some web sites) in
child configurations.

A configuration can be defined as child both upon creating it, or later (by clicking on the
configuration row's right hand edit button).

Chat Service Canfigurations

Harre ELiy Furwit Lorfpratns s Rt by dction
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When only using parent configurations:

*® If a property is defined in a parent configuration is used.

*® If a property not defined in a parent configuration, the equivalent property's system
default value is used.

When using both child and parent configurations:

® If a property is defined in a child configuration, it is used.

If a property is not defined in a child configuration, the equivalent property in the
parent configuration is used.

If a property is defined in both a child and parent configuration, the property in the
child configuration is used.

If a property is neither defined in a parent or child configuration, the equivalent
property's system default value is used.

Editing Chat Properties

To edit a chat configuration, simply click on the relevant configuration name to open itin
a seperate window.
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Chat Service Conligurations
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As a starting point, all property values are inherited from the level above - If it is a child
configuration values are inherited from the parent configuration. If it is a parent
configuration values are inherited from the system default.

To understand the different properties and what they do, we have added explaining help
texts next to each property. If you have questions about a property, click on it's belonging
to question mark icon.
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Queus Key [queuekay)

Queue key for tha soiution or web 5ie's main chat queus Mandatary.

Close

Note

Most properties are optional, but there is one essential mandatory property that must
be defined for the chat to work, and that's the system queue key. The system
queue key is found in the "Services" part of the admin portal under "Services ->
Services -> <service number> -> Queues" (in the ID (queue_key) column).

Associate you web sites to a configuration

In order for your web site(s) to know what is configured, they must be set up to point to
the correct configuration in Chat Admin. There are two properties required in the code -
customer key and configuration ID. See test page here:
https://demo.puzzel.com/euwa/ (choose relevant page and right-click select "View page
source"), or see example below.

<I DOCTYPE htm >
<htm |ang="en" dir="Itr">
<head>
<nmeta charset="utf-8" />
<meta name="vi ewport" content="w dt h=devi ce-width, initial-scale=1"
/>
<title>Puzzel Chat</title>
<link
href ="https://fonts. googl eapi s. conf css?fam | y=Cpen+Sans: 300, 400, 600, 700&di spl ay-
ext"
rel ="styl esheet" />
<style type="text/css">
h
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body {
wi dt h: 100%
hei ght: 100%

paddi ng: O;
mar gi n: 0;
[ dat a- puzzel -chat] { font-famly: 'Qpen Sans',
sans-serif;
</style>
</ head>
<body>

<script type="text/javascript">
(function(a, b, c, d) {

b. PUZZEL EUWA CONFI G = {custoner Key: c, configld:
d};

var | oader = a.createEl enent('script');

| oader.src =
"https://euwa. puzzel . conl | oader/index.js";

a. body. append( | oader) ;

| oader.onload = function () {

new

EUWALoader (b. PUZZEL_EUWA CONFI G) . | oad();
}) (docurnent, wi ndow, '10005', '5bdOb7b3-c7c3-

}
4069- 976f - 5d89f a544a92' ) ;
</script>
</ body></htm >

On all web pages where you want the chat to be available, the chat code must be added.
Also if you want an ongoing chat to be persistent when navigating between pages, the
code must be on added to all the relevant pages. If you want an ongoing chat to be
persistent on a page but not offer starting a new chat, we recommend that you refer that
page to a child configuration where the only property defined is the chat button not being
shown, the rest of the configuration will be read from the parent configuration.

Note

Note that this merely is an example of how the code can look on you site. The code
on your web sites can deviate somewhat.

Check out some more examples here: https://demo.puzzel.com/euwa (choose a page
from the list and view the page source, to see code)
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This version of our chat does not use cookies, only the browsers local storage.
localStorage is a property that allows JavaScript sites and apps to save key/value pairs
in a web browser with no expiration date. This means the data stored in the browser will
persist even after the browser window is closed.

Here's a list of localStorage-keys that are used:
® [euwa_chat]chatld
® [euwa_chat]denyArchiving
® [euwa_chat]initialQueueKey
® [euwa_chat]lastQueuePositionTime
* [euwa_chat]nickName
®* [euwa_chat]pageTracker
* [euwa_chat]requestid
®* [euwa_chat]session
® [euwa_chat]sessionld
® [euwa_chat]startFormVariables
* [euwa_chat]subject

® [euwa_chat]windowRect

[euwa_chat]authCode
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Agent Assist Contact Management
System

If you have access to page Services Agent Assist you will see the link to the Contact
Management system and possibly the link to the Knowledgebase Management system.

G v Agent Addis

Agent Assist =

Contact Managerment Systen

Enowledgebase Management System

The Agent Assist Contact Management system

Contacts ©

e Eman Frome wrhis (e d

In the Contact management system, you can:
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® Upload a file to add/replace the (customer) contacts in Agent Assist*

® Configure settings for FTP import of contacts

See contacts/search for contacts

See the contact file Import log

* If configured, these contacts are also available and searchable in the Agent application
as search source Customers when the agent wants to make an outbound call or when
choosing Forward to consult or transfer the call.

Agent Assist in the Puzzel Agent application needs a contact list so that the correct
contact can be found and shown to the agent when the agent receives a call/chat/email.

To be able to find calls and emails/chats in the Archive and show it in Agent Assist
interaction history, the calls must be from the number(s) registered on the contact, and
the emails/chats must be from the email address(es) registered on the contact.

The storage time for General information in the Archive determines how old
calls/chats/emails that will appear in the Agent Assist Interaction history.

The Agent Assist Interaction history shows some of the information related to
calls/chats/email from the Archive, but not all details.

The contact file(s) can be uploaded in the Agent Assist Contact management system, or
you can schedule a contact file export task from your CRM system so that Puzzel can
fetch a contact file from Puzzels FTP server e.g. each night/week.
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On the Start/Home page you can see all the contacts in the list (20 contacts per page),
and you can search for contacts.

When you search, contacts that contain you search string in First name, Last name,
Working title, Organization, Department, phone numbers and email addresses are
returned.

You can click on a contacts name to see this contacts details:

< Ba L.r.
Paal Kongshaug
First name Paal Working title Product Owner
Last name KDNES h.;u;
Phone +AT2B
Mobile +4 7982
Email 1
Emall 2
Organizaton Puzzed Department Prosduct
Street name Fredrik Selmers vel Street number 3
Zip code 0663 Zip location Crslo
Country code WO
External id 951
podified 16302019 13:06:.29
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The file can be a Microsoft Excel file with extension xlsx or xlIs, and if you use FTP import
CSV is also supported. You can use a file without header row or with a header row with
any column names, and then map the columns in the file to the correct fields in the
Contact list.

We recommend using these header row names to simplify the column mapping:

External id, First name, Last name, Phone, Mobile, Email 1, Email 2, Working title,
Organization, Department, Street name, Street number, Zip code, Zip location, Country

Requirements:

1. External id is required. This is the contacts unique id e.g. from your (main) CRM
system. (If a file contains 2 rows with the same external id, the last record will
replace the first imported record).

2. Last name is required

3. A contact must have at least one phone number (Phone or Mobile) or at least
one email address.

4. Phone numbers must be on correct format (see below).

A contact that does not meet requirements 2, 3 and 4 is not imported!
Phone and Mobile numbers

If a contact has one Mobile number and/or one Fixed number, put the number(s) in the
correct column. If a contact has 2 mobile numbers or 2 fixed number, we recommend
putting one in Phone and one in Mobile.

Phone numbers are stored on E.164 format in the Contact list in Puzzel, and should
therefore be written on this format in the file: +<country code><subscriber number>.
Examples: +4712345678 or +447712345678.
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However, Puzzel will convert phone numbers to the correct format when importing a file:

®* For numbers starting with 00 we will replace 00 with +

For numbers NOT starting with 00 or + we will add + and the correct country
code according to the defined default country.

All spaces will be removed
® In numbers containing (0) we will remove (0)
Email addresses
An email address must be on format *@*.* to be imported.

A contact with an email address not complying to this will be imported, but the email
address will be blank.

Two update alternatives

1. Full replace
© The existing contact list is deleted and all new contacts from the new file are
imported. Notes on contacts (if any) in Puzzel will disappear.
2. Replace and append

© A contact in the file with an external id already in the list will be updated. All
existing info for this id is deleted and all info for this id in the file is added.

© A contact in the file with a new external id or without external id will be added
© A contact in the list in Puzzel that is not in the file will not be changed.
One file can contain max 10.000 rows, so if you want to upload more contacts than this,

you must split your contacts into 2 or more files and upload them one at a time. There is
no specific max number of rows in the contact table in the Puzzel Contact database table.
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Note

If a file contains 2 rows with the same external id, the last record will replace the first
imported record.

Column name Comment/Format Example
External id Key field, required. The contacts unique id in the (main) CRM system. 007
First name James
Last name Required Bond
Phone ! +<country code><subscrier number> +44123456789

Phone description 2
Mobile 1 +<country code><subscriber number> +44987654321
Mobile description 2

Email 11 *@* * James.bond@mi5.com

Email 1 description
2

Email 2 1 *@* *
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Column name Comment/Format Example

Email 2 description
2

Working title Secret agent
Organization Mi5
Department Foreign affairs
Street name Oxford street
Street number 33

Zip code 12345

Zip location London
Country England

L A contact must have a phone number or an email address. If not, it will not be imported.

2 Descriptions are not needed, but they might be e.g. Work, Home, Switchboard
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If you want to upload a file with (customer) contacts, click File upload and follow the
instructions.

@ Contact management - Google Chrome

B devcontacts.puzzel.io/#/import

Andreas Demo
10070

File upload

Loading contacts

| Choose File | No file chosen

Select import mode 0

rReplace and appena ¥

Select sheet

Choose., ¥

*The sheet has headers In the first row

coce [0
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® First, click Choose file and select the correct Excel file on your computer.
®* Then choose Replace and append or Full replace.
®* Then select the correct Sheet in your file.

® If your file contains a header row, make sure to check The sheet has headers in the
first row

®* Then click Next.

On the Map columns page, you must map the columns in the file to the correct columns
in the Contact table in Puzzel.

N Dot rarmgreet - o e

@ desoomsctspuzzelnse

ek

Map columns @

My umm frwihe B b

Dsfauit roursy tode

First nae Lastramns

Extrenal o WipHeny title

Chganizacion Depammant

Phone Phare-g@esmiplion
i Choms "

Mokile MDDl CERLTDON

Choooe *

bermi 1 Bl | dhemsription

Choose L Chozee ¥

brrah I Errail ] dearigmiion
stk Clessca. '

et nune Sreer mapmiper

P rixte f i

Coarmry Code
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If you have used the proposed column header names, (most of) the mapping will be done
automatically.

If this files format is the format you will use the next time (every time) you upload a
contact file, it is very useful to click Save current mapping

When you're done with the mapping, click Next to go to the Preview (file upload) page.

If the mapping looks correct, then click Start import. If not, click < Back to adjust the
mapping or Cancel.

When the import is done, you can see a new entry in the Import log.
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FTP import

If Settings for FTP is configured correctly, Puzzel will look for a new file on Puzzels FTP
server periodically (every 15 mins), and if a file is found, then its imported and moved to a
sub-folder /AgentAssistContactsimport/Archive

Andreas Demo
10010

Settings

Ftp settings

Choose file type and map columns from the list to each field

Filetype |Csv v | File name test

Delimiter |: v Number of columns |

File path; /AgentAssistContactsimport |Replace and append v |

The file has headers in the first row

Generate columns

Configuration

® File type: Choose the file extension from the drop-down list of (csv, xIsx, xIs).

® File name: Enter the filename of the contacts file to be imported (without file
extension)

®* Delimiter must be selected for file type csv
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© . (semi colon)
°, (comma)
© . (period)

© Tabbed (tab)

Sheet must be selected for file type xlIs or xlsx

Number of columns: choose the number of columns you have in your contacts file

File Path: Files must be uploaded to /AgentAssistContactsimport
* Import Mode: Select from the drop-down "Full replace" or "Replace and append"

®* Header row: Check the box if the contact list file contains a header row

Mapping

To map the columns of the contacts list file to the database fields, click the buton
Generate columns so that the mapping fields appear.

® For file type csv, the columns are numbered (Column 0, Column 1)
® For file type xls/xIsx the columns are labelled with letters (column A, Column B)

Once the mapping is completed, you can save the settings so that any subsequent import
uses the stored settings for automatic processing.

FTP export

You can now export the contacts in the Contact Management System to a CSV file by
clicking on the Initiate new export button. In a few moments you will be presented with
a file that is available for you for a set period of 48 hrs. You will have to click on the file to
download it to your local machine.
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Ftp settings @

Cheoose file type and map columns from the list to each field

Filetype |Csv v File name [ |
Delmiter ; w Number of columns |
File path; fAgentAssistContactsimport ILW|.I|:_.:_ -

The Fila has headters o the first row

Genarate columns

Export contacts
[ vie e eroon SO

Available files for download:

Created File name Hours available
02072020 112512 efhiades-babd-2514-a787 288799002 d.cov 48
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Agent Assist Knowledgebase
Management System

You can access the Knowledgebase Management system from the Admin portal under
Services - Agent Assist menu option. Please be aware that this is a paid service and needs
to be configured for your solution before use.

(7] §oro ¢ haem Aatln

Agent Assist

Laritad Marnsamerd Sy

FE R B DR

Cat: SalacSaction: Now 8 Lo § Onb
Sollzit w @S
' i Lm0, i - it Sk B SR S8 | s Ay Wi

Swip et ¢
INE oy Articke with & vides
IR S b r i i 0, TR, ¥ o ||
ot Crndine ¢

Warkhsrée apthniatlss ¢ e arbill gatRs o
Catagsry d & Lretrest £, 4718 LH0AM | 3Petnems o ) a0 e s e o S
SExtk Lntegrasen »

T €t Wi & wr i article with richtest T

| B riep carw !

The knowledgebase management system is a data storage hub, that contains articles
about topics that are deemed relevant and useful for the agents while answering to the
customer queries.

In the Knowledgebase Management system, you can:
* Create/edit the articles
® Delete the articles
® Categorize the articles

® Publish/unpublish the articles

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com



https://help.puzzel.com/system/files/2020-07/KB mgmt system.png

Solving

wzzel. i
® Interactions

®* Rate the articles

Admins need to create relevant articles, group and tag them appropriately, so that it can
be effectively analyzed [automatically served or manually searched] and used by the

agents while on conversation with the customer or flipped through them using our
Knowledgebase widget.
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The Knowledgebase management dashboard consists of three parts, details of which are
explained in the table below:

Screen blocks Description

Top ribbon Lists various menu options and a search bar

Left panel This essentially contains the article categories and sections and also features top rated articles
Center panel This space is used for listing various options selected on the screen, and for editing a selected article.

Cat: Sales Section; New B, Up 5, Onb .
- 134 %
ez} < Erpated: Doc 31, BXKEL 1958 PM | Seneduad: jan 30, 2008 01560 At | Aunar Seosr Wikds G
Support =
Agent client TR
Article with a video
Admin EHHER
8 | seneduind: & MBI S W
Admin Portal
remip
hwem ar bill gates
Insurance * - - - 2B
asibeed Jars 01, 2009, 1200 848 | Zchedulad; jor 1, 2018, 4200 A8 | suthe
SMS Services »
Coneact Caryra ) article with richtext
o
Workforce optimization # Crmatiud: juen V8, AL TR P | Sehadulud pin 18, T, 050 PR | suchie il
Category 4 ¢
Slack integration » What kind of SMS services have | been charged for on my mobife bill? "
ER
Test Category With a very lo.. Urnrbped: Jurs 01, 3008, 13:000 A0 | Schindalied; far 01, 2019, 1200 AM | Aubher Test porsan
cath
oy Rty Trenger hjelp til & logge p&? i
a e O 209E 100 A Fipikiladd: B 01, FERL V700888 | At A Wby i
Markating * Crmitiad r) 1, 2098, 1200 A | Schedtuled; jan 01 An ] e ik
Klapptest b
Car: Sales Section: New B, LL_,
Article with a video
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The top ribbon consists of 3 menu options and a search panel. The menu options are:
1. Dashboard: Screen that is displayed as soon as you have logged in

2. Inbox: Contains Knowledgebase article suggestions from agents for Admin’s
approval.

3. Try it out: A space to try out search results of articles based on the search query.

4. History: Displays the audit log of various activities performed in Knowledgebase
management system to help admins and supervisors monitor the actions. Upon
clicking on the listed entry, the article will be opened in the editor.

5. Settings : Place to import Knowledgebase articles from a CSV file.
6. Help: Provides description about various concepts/actions

The search panel can be used to perform any search activity, the results of which are
displayed in the center panel.

The left panel is a two-level hierarchical structure of article categories and sections. Also
listed is the top articles at the bottom. This panel will be empty when you have first
logged in and you will be prompted to create a new category. Once you have created
several categories/sections and articles under it, the screen looks like the picture shown
above.
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The Knowledgebase article suggestions from the agents will be sent to admin for approval
and are listed under Inbox as shown below.

Suggestions Tast suggastion
By Asen Tahchiyski, Jun 19, 2020, 01:58 PM

Impiarts » <

Test article from KBW
By mashud , Jun 26, 2020 D245 PM

To view and approve the article:

1. Click on the article you wish to approve. This opens the article in the editor.
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Cantact Centre / AgenL Appiartion

=
=
&

Agent Application - Shortcut Key Description

Schieduledr jan 7, 2005, 1200 AWM
Pliredl | Cortact Cantra ' Agent Appiicataon |

There are pwo versions of the Puzzel Agent Application,. one deskiocn-bazed and one web-hased. These have different shomout key lists (shorous keys for
the web-based Agent Application must be supported in a browser) and are not universal regarding this.

Hote that some features have shortcut key support in the desktop application but not in the web agplication. and some features have shortcut key
sLEROIT in the web application but not the desktog application, See the complene list (Fnage)

Type: FPlaintext ¢ B Visible Scheduled:| |an 07, 2015, 12:00 /M |
1 r

Author: Test persen  Created: Jan 01, 2019, 12:00 AN Modified: May 15, 2015, 07:01 PM by Mr Changeitall

+ Map ravegary

Agent Appication | + Mizp secton

Cove J oo

2. By default, plain text editor will be selected. Click on the drop-down menu of the
Type attribute and select Rich Text. You will now be able to see the tool bar at the
top. This will allow you to embed images directly from the clipboard without having
to save and insert them into the article. You can also embed videos from different
sources into your article. Edit the article for its content, add tags, publish it, assign it
to a category/section and click on Save.
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|. Sales ( New Business J [ Onboarding ] Sales Section | | Up5s New B Onb This Is The

#7 B U A Opensans A v = = =T @ oo @ =

This is the sales answer

9

Type: Richtext = [ Visible S:heduled:i Jan 21,2019, 01:00 AM B

Author: Oscar Wilde  Created: Jan 01, 2019, 12:00 AM  Modified: Jan 19, 2020, 12:12 PM by Jay

Soles | (_Suport |

(Aot Glient |

Lo R oo

3. You can now view the article listed in the saved category.
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Here you can test the articles, based on the query, to see if it appears in all the desired
search results. When you type a question in the box, key words or phrases are extracted
from the question as tags which is used to find relevant articles. In scenarios where no
matching tags are found in the articles, the search engine will default to performing a full
text search. A full text search will try to match words from the question to the content of
the article and display these articles as results. If there are no results from the Tags based
search, and a full text search is being performed, you can try to copy the extracted tags
shown under the input area and tag your articles using these extracted tags for better
results.

Try it out

Type here to test your search results based on extracted tags from your search query.

account lockout]

®f 5

Found 2 articles (based on full-text search)

Tags Found Based On Your Query:

| Account Lodkout

I'm locked out of my account, what do | do?

Craatad: N/A | Schaduled: Jan 03, 2020, 1124 AM | Author: Nea

I'm locked out of my account, what do | do?

Croated: N/A [.':-: haduled: jan 01, 2019, 12200 AM I Author: Test persan

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com



https://help.puzzel.com/system/files/2020-07/try it out.png

Solving

wzzel. iz
® Interactions

Settings

You can do bulk import of articles from a CSV file under the Settings tab. A CSV file will
essentially have two columns for question and an answer. Click on Import articles from
CSV to take you to the Import articles screen.

# Elomeni

Sales » . Import articles
Suppeoat
Insurance ¥
select Dilimiter
SMS Services »
Contact Centre # 1pload o e R Browse
Warkforee optimization

ﬁ The Fla ks headdn s In ths Arst o
Category & F

Slack integration m
Tast Caregory With a very [o... < Cancal
cath »

Aspn Epsh #

Marketing ¢

Klapptest b

Upload the CSV file and click Next to go to the Map columns screen. Map the headings
in your CSV file to the Question and Answer fields and click Next .

Map columns

Map columns from the CSV file to each field

Question |Title v| Answer |Description v

Mext

< Cancel
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You can now preview the articles you wish to add to the Knowledgebase Management
System. Click on Start Import to begin the import process.

Preview

This is a preview of the top 10 rows of the C5V file

Start import

< Back
Question Answer
How to do export this is how you do export
Start import
< Cancel

Once the import has been successfully completed, you will be able to see the article listed
in the Inbox section under the Imports category.

Import completed

export.csv bb Bytes

100% done

Articles imported: 1
Articles failed to import: 0

Yiew articles
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A category is a broad top-level grouping of articles and can have one or more subcategory
called sections under it. Grouping the articles into categories will help reduce complexity
of the layout and favors consumption of information more effectively.

Each article in the Knowledgebase can belong to one or more categories but as a rule
must belong to at least one category/section for it to be saved. Similarly, an article can
belong to one or more sections from same or different categories.

To create a new category:
1. Click on the Edit menu option at the top of the left panel

2. Enter the category name in the empty box provided at the bottom and click on
Add Category button below it. You will now see a new category appended to the list.

3. Click on Exit editing at the top of the left panel to confirm the changes.
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o Sales ~
@[ Up sale

IMew section name

+ Add Section

@ [# Support »

@ [# Insurance »

© & SMS Services »

@ [# Contact Centre »

@ [ Workforce optimizatio...
© (& Category 4 »

© & Slack integration »

@ [# Test Category With av..,
O & cath »

@ [@ Kjapptest 1 »

© [ Marketing »

New o dlEgory name e

+ Add Category (=)

To rename or edit the category name:

1. Click on the edit icon (shown below) to the left of the category name.
[

2. Enter a new category name.
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Please enter a new name X

Sales

Cancel Rename

3. Click on Rename to save the changes

To delete a category, click the icon (shown below) to the left of the category name.

e

You will be asked for confirmation before deleting it.

Are you sure you want to delete this mapping? %

No, not really

Warning

Please note that all articles under the category will also be lost when the category is

deleted. If you wish to retain the articles, ensure to map it to other category or section
before deletion.

Note

You can create/rename/delete sections in a similar way
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Creating and editing an article

An article is a small write up about a product/functionality/service that the agent can go
through to resolve a customer query.

Creating/editing an article
To create a new article, do the following:
1. Select the category/section in the left panel you want the article to be in.

2. Click on the icon (shown below) in the center panel to open the editor.

Suppart / Admin Portsl

Sample article P

Scheduled: Jan 18, 2020, 0d:14 PM

This is a sample ardcle

Type: cChoose.. & Visibler Scheduled:| |an 16, 2020, 04:14 P o]
Plain text
Markdown

3. Enter the title of the article. For example; Sample article
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4. Enter the content of the article

5. Click on the icon (shown below) at the top right to list it as the top article

6. Choose the formatting style of the body text; plain or marked down from the drop-
down list

7. Select the Visible option if you intend to publish it immediately or schedule it for a
later date by selecting the date and time under Scheduled option. By default,
current date and time is selected.

8. Click on the button (shown below) to enter custom tags for your article.

9. Click on save button to save the changes and exit the editor.

To edit an existing article, select the article to open it in the editor. You can make
changes to the content, add custom tags, link the article to different categories/sections
or unpublish it based on the requirements.

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com



https://help.puzzel.com/system/files/2020-07/top article icon.png
https://help.puzzel.com/system/files/2020-06/tags_icon.png

Solving

wzzel. i
® Interactions

Cat: Sales Section: New B, Up S, Onb 7 & 5134

Scheduled: Jan 3%, 200 &, 01 :00 A

Suies | | MewBusinesy | | Onbosrding | | SelesSection | | Ugs | | New B | | OnbThislsThe: | | Ancwer | || Ca

This i5 the sales answer

Type: Flaintext # B8 visible Scheduled:! |an 21, 2015 0100 AN |

Author: Oscar Wilde  Created: Jan 01, 2019, 1200 AN Modified:

Sales + Map category

..ﬁ.g:_'."tfl{ﬂ- | + hfap secmor

Cove J o |

Tags can be of two types:
®* NLU tags [ auto generated based on the title and content, represented in grey]

® Custom tags [ created by the user, represented in blue]

Note

For a new article, NLU tags will be added only upon saving the article. Custom tags
gain precedence over NLU tags during article search and NLU tags cannot be edited
or deleted.
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The usage counter at the top right corner specifies the number of times the article has
been used by the agent during customer interaction. This also acts as a criterion for the
articles to be listed at the top.

To delete an article, select the article you want to delete to open in the editor and click on
the delete button on the bottom right corner.

Top article

Articles that are frequently used by the agents or explicitly marked as top article while
creating/editing it, are listed in this section. The article marked as top will take the
precedence in the listing to the articles that have high usage count.

For example: An article marked as top with a usage counter of five will still be listed
higher than the article Not marked as top with a usage count of 50.

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com




puzzel.

Solving
Customer
Interactions

Sort and filter articles

You can alphabetically sort the articles for the selected category by clicking on the Sort
articles button on the top of the screen. Also available is the filter functionality which
allows you to filter the articles based on title of the article, creation date, and author.

P AL & BT
Gort brtlcles Fitter: | Thar articl m
s © 0
Support * Cat Sales Saction: Article 1 -
Agent elient Crmutmly i €08, 20185, 1200 AN | Sctimd il e 280 3308, 05048 | & Flunir Wihe pil;
Admin
AT P ek Cat: Sales Section: New B, Up 5, Gnb i
1345k
DL L+ ""n'r-’--*,_u:l-,\.-|.'1.|l sl bed S 3, Y, TR x'\*rr."""-'"-'f g
Insurancs ¥
SM5 Services ¥ Cat Support Section: Admin potal and admin 4
=]
Contact Centre * priad: g O, 3008 1200 m]'_-c-.-i..-i o 01, 20189, 1200 AN F.- ehan Sxur wid =
Waorkforce ogtlmlzation
Category 4 # Copy of my bill -
sated; e 1 ANEA1TEAM | Gonedisind Mo i W0 18R A | Auihor iy Venl
Slack integrarion b
Tesr Categnny With avery ko
How' to claim a refund
cath b o
Croated; Wi 17, Z08 T8 Pl | Soraidiid: v 17, 205, A8 P | Auttor oy
Asen test *
biariarie b
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Statistics

A variety of Standard Reports are available, and you can make your own Custom Reports. You can
create report categories and put your Custom reports in different categories to get a better overview
and to simplify access control.

Paparte

Reports

* Smandard Reports
* Custom Reporis

» Report Category
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Here you will find all the standard reports your company has access to.

Stabetics

Apsamr HA R

Reports -

¥ Stunden] Reports

= Dietails por queue ﬁ'
At tokram |
4 7
i Column name Diescripbion
LS Cumsun The rupme af {hes quews
Lo 1 From date Stayit dafn frwr chirser porod (ddmmiyysy
T it [ dule Tor enbon panod (@ vy
Fron fimes et Wi T 1he Chossn Bt (Til i)
To fima End timo for e chosan pannd (i mm)
7
Tive Fusmiesd of incoming cals grodped by heir Tiesl “chosen” gusis. One Ncaming
ez ralks enll ;.;:n:_ul:. oty oncs i 1his EAS o g calis wlul.n‘m: nod reesied b9 8 queus
. oy o Eve calkar BIng D AN AUd. o thee moduls of # this comact canbs &
v closad}, /5 conrtod o e mw wdRoul ey quese nnTe

The $itnl nussar of colts Bl leve been iouled Proogh each quews. Qi incomrg
call 45 Courried in ol Qusuis A has Doan mipted rough. Cins incomeng cal el 8
answEned by agent and ranshesnsd In anoiee s is-coursd in ths 2 rskvan

Tt k=
i)t guinies. Tols! cails for 8 qooun mey b gronte e the som of Aavseted. Mang up
Timoed oul, Exiting and Callheck ' becmrss tharir stn oihar quein s o g Full, No
agants ngosd om AT agenis in Paiss
1 Mo off hung up The Satal mardor of coliors. thai Hng wp i mach pasun

¥ Curtoen Reports

The question mark next to each report contains a complete report description.

We also recommend the Statistics section on help.puzzel.com, where we have described
the different report levels, how callback is reported, and other topics:
https://help.puzzel.com/product-documents/feature-quide/statistics

In statistics, calls and written requests are shown in the relevant system queue (not in
Display queue).

Select the desired report to open a new browser tab where you can change parameters
for the report. You can choose service number, time period and how your time elements
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are grouped e.g. by quarter, hour, day etc.

¥ Change Parameters - Details pr queue

Service Number: 81511569 v
| Yesterday | | Last week [ 4| Last month [ B>
Limit time range (00:00-24:00)
From | | To | | L i g : '
Advanced setfing
Group By Time Element: \{no grouping
Quarter
Hour
Week
Month

Defining Time Period

Defining a time period for a report can be done manually or by using the Time helper-
buttons. The Time helper-buttons help you to select a time range quickly. There are
buttons available for Day, Week and Month. You can browse through time periods by
using the arrows next to the Timerange buttons and move between dates, weeks and
months.
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¥ Change Parameters - Details pr queue

Service Number: 81511569 V|

L I_ Yesterday [ B < e < | Last month [ >

Limit time range (00:00-24:00)
Advanced setting

From [17-04-2017 00:00] | To [23-04-2017 24:00 | O
) April 2017 [+]

Mo Tu We Th F Sa Su
Group By Time Element:

: o . Sl a6l G #l o3
View report Customise
16|l 13]| -32|[=2a|| )| 15{ a6

Tirme 000

oK

You can also choose to set the time period manually by typing it in, or by using the
calendar which will appear when moving your cursor to the From or To field.

Statistics reports are as default stored for 1200 days unless another storage time is
agreed. If you want to store agent reports (reports with numbers per agent) shorter than
statistics on overview/queue level, contact Puzzel support so that we can configure
shorter storage time for agent statistics (e.g. 365 days).

If your report is for a longer period than one day, you can use Limit time range to
customise the time parameters for your report. You can generate a report only within

your opening hours, e.g. Monday-Wednesday and Friday 08:00-16:00 and Thursday 08:00-
18:00.
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¥ Change Faramesers - Detals pr queus

S ——— Opening hours: 7 3]
= [ REFRENAS] LY
Fram 1L
b Yestedog » A et v F 4 Laat macik L
b T [E TS nmoo ]
PP 17020 0 F O 00D (P PSR ) E i BT ey
e = Ay ayss] sonrg ,
: A\ w  Speddy dan
S A By T Glamiene [ CCmpirg - 1 o W on-dsy I'.'ﬂ-i'ﬂ =T
1 Windne sday [eaEn TE0a)
< Thursday [osi] 18t4]
nday e )
| Saturday nmea 1600
| Sunday i 8b 1509

To do this, click on the Advanced settings link to open the Opening hours window, where
you can configure the time range for each day.

First select time for From (08:00) and To (16:00), then click Specify days and adjust the
time for the different days. Then click Apply, and finally tick in the checkbox for using the
time limitations.

¥ Change Parameters - Details pr queue

Service Number: 81511569 v|
| Yesterday [ < L ast week B | Last month |
imit ti *
From [17-04-2017 00:00 | To [23-042017 24:00 [ HIDEEMETAREE (ariest)
Advanced setfing
Group By Time Element: | {no grouping} w |

If you want to generate a monthly or weekly report for the night shift, you can do this by
entering e.g. From 23:00 and To 07:00. If the From time (e.g. 23:00) is later than the To
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time (e.g. 0700), this is interpreted as if the To time is the next day.

When you have generated a report by clicking the View Report button, the report will
appear and the Change parameter part is minimised. Hover over any column name and a

description of the column will appear.

¥ Change Parameters - Detalls prgueue

o -
Guatame o b B Thmw Paciad: 1TASEEIT - SARARIT | Cuneraiid 0407 0555 00 (T2 091

Details pr queue

(i e mcoming  Tofsl  Weoof Mool Cab-back Tened — Frfing  Answeied  ARewersd A
iy by hung g reaueesis ol s (mrsicall. caBhecky rale %)
T =
n
Hownce
=" TF] i ] L L] i =Y
Sales 5 5 o & L] L3 [} 5 L] T
Sappedt 1 1 o n [ a i L 1
Tofal B 4 n L] 1 L] o L 1 7%
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When you have generated your report you can save it by clicking the save button.

B Change Parametors - Details pr queve

T-[.'|
g ML withrmod delE Beyreny ¢ Tme Paad 1704017 - SHOLEIHT | Ganaaed 260407017 0 5500 {GMT I 00}
[T}
FHTHL {wel arcfuwe |
{ Enced 2R3 Ie
Zacel
preem oming  Total  Moof Mo, of Chlback Timed  Exitng  Answens] Apcwered  Answer A Ume  Lomgest  AvRUme  Longesr  Avp  Mue spesk  Answessd
calta calla  mng  ung  moguests el guewe et call-  calbecks e %% in Quews quewe- i quesn quue- ek i wilhim 10 withi
word [ up (=T or e fow  foe hang time (] e we
‘wilhar AREwiIEd ARSI iy [l
3k pec, g up

You can choose between from several formats, e.g. Excel, mhtml and pdf.

When you have chosen a format, please follow the instructions in your browser to save
and/or open the report.

The reports are scaled differently depending on the format you choose. In some formats,
reports with many columns or rows will be spread over two or more pages.
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You can customise a standard report by clicking on the Customise button.

| Yesterday [ | Last week [ = | Last month [ >

Limit time range (00:00-24:00)

From | | To | | u Advanced setting

Group By Time Element: ‘ {no grouping) W |

When you or someone in your company has customised a report and saved it, this new
report will appear in The Custom reports tab for future use.

Rapors R porT SubsLr |pTaon:

Reports «

¥ Standard Reports

¥ Custom Reports

Report name Hamed on

égentrapportsdl] L7 D1l per REENL REF QuEUE & ]
b Detills Fow aymings A0 elopzadon (X Dty foor apents (109 el time logieed on & i

b Dhetiiy Do sgenel Do quevs (2 Dietads persgent per qieeas & ﬁ
aaly karagport L7 Detads per ques & (/]
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When you click the Customise button, the customise window will appear.

Details pr queue .7 oy

F Column
» Row Filter - Queue
* Chart Options

k Defauli Parameters

Apply Savo A

In this window you can choose to filter the rows and columns that should be included in
the report, and some reports have chart options. The content in this window varies
depending on report chosen.

If you have a Resource Filter applied to you, some row elements may not be available. If
you have access to edit a report that contains elements that you dont have access to
(because of Resource Filter) you cannot delete these elements. You will see a padlock
symbol next to the element.
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In the Column accordion you will always start with a set of default columns. You can
remove a column by clicking on its garbage bin. To add one or more columns, click on the
+ sign to open the Add column window.

Detalls pr gueue 7 o
¥ Column
Incoming calis I Tetal calls ﬁ M af hufi i w M. al |xind ish wilhine 20 sae I
Cal-back mguests | ﬁ
Add Column 0

fnownred coll-bads

Lomgest maeaa-time for answedod Hup
Please choose from the following columns |

Avg speak lime . Mae speak |

Answerto within 508

Angvwered] within 20 sec | Answars: within 5LA sxd hangup before SLA

.l
fnavmred within 40 sac 2 l'swewd. ] 6.6.[:' !‘F'.:.

Ansvared calls answered in 120 sec.

Ansyered within 90 sec

Answared calls answered in 180 sac.

B ' Answarnd calls anmwered in 20 moc

snswered calls ansiwered b 10 sec

| AnEwered calls snawered in 300 sec.

= Row Filter - Queue | Answarnd calls anawaered in 364 sac,

Answared calls answered o 420 sec.

» Chart Options

| Answared calls answered bn 45 sec

- n r H Fﬁ m P o] Falla wid st ed s AN @ae

o

The columns for this report that have not yet been chosen are listed. To add a column to
the report, click on the column name. Then close the window and click Apply and View
report, or continue to customise Rows and/or set Default parameters.
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As a default, all rows (e.g. agents, user groups, queues) are shown in a report.

You can add a row filter with one or more entries if you want to show only the selected
ones or exclude the selected ones.

m_

¥ Chongs Parsmeters - Details por queus

Espulen Rk

Deiails per gueus ﬂ

L] * Colummn

Foawn [ || ™ RowFilier - Queue

& |ndude selaclion (0 Exeluds salaction

m m * Chart Optiens

* Default Parameters

il 1

To add elements to a Row Filter, click the + sign to open a new window with the elements
available for this report. In Details per queue, all queues are shown:
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Add Row Filter - Queue o

Please choose from the following queues

Qutbound

Sales

Support

Switchboard

Click on the elements (here queues) you want in the filter, and then close the window.
You will now see the selected elements in the row filter.
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Details per queue '? o ]

* Column

¥ Row Filter - Queue

Sales {ﬁ]’ Support E Switchboard @

@ |nclude selection O Exclude selection

¥ Chart Options

» Default Parameters

o

You can remove elements from a row filter by clicking the Garbage bin.

The default is Include selection (show only selected elements/rows in the report), but you
can change to Exclude selection if you want the report to show all elements except the
selected ones.

Click Apply to close the Customise window and then click View report to generate it, or
configure more in the Customize window.

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com



https://help.puzzel.com/system/files/2020-06/statistics_-_customise_row_exclude.png

Solving

puzzel. .
Chart options

Some of the reports have chart options. Here you can select:
® if table and/or chart should be shown
® which column you want to show in the chart
® what kind of chart you want (Pie, Column, or Line chart)

® if all (default) or just the top 5/10/15/20 rows should be shown

Details pr queue .7

» Column
* Row Filter - Queue
¥ Chart Options

» Show Table = Show Chart

Chart type Pie . Show values
Show Column: ncoming calls .

Rows to show All

» Default Parameters

If you want to limit what rows that should be included in the chart (other than top x rows),
you can use the Row filter and manually select rows that should be included.
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Default parameters allow you to define certain elements so you dont have to define them
every time you want to see the report. The default parameters you can define for your
reports are:

® Service number (if you have several)

® From and To (e.g. Last week Monday 00:00 to Last week Sunday 24:00)
® Limit time range (e.g. mon-fri 0800-1600, Saturday 0900-1400)

®* Group by time (e.g. group by Day).

You can also decide if these parameters should be Hidden, Read only or Editable for the
users of the report, through the Appearance column.

» Column

» Row Filter - Queue
» Chart Options

¥ Default Parameters

Default Paramelers. ®0n COff

Parameter Value Appearance
Service Number (81511568 | Editable V|
From Date | < Last week > V| | Monday e -[H].'Dﬂl

To Dt [lotwes> ] [sdmy V] (@ [Esie V]
Limit time range [J

Group By Time Element: |.[rlu grouping) v @

When you have finished customising a report, click the Apply button to close the window.
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Then click View report to generate the report with the defined parameters. If you want
this report to be available in the future, expand the Change parameters part above the
report and click Customise, and then click the Save as button. A new window will appear
where you can enter a name and description for your report.

Details per queue '/ [x]

Please entar 3 name for yours cuctom report:

|J'-.|'I5|I Detalls par queus

Catrgory

| Ne cetegans

User Descripbion

#

Cancel R

When you have saved the report, you can find it under the Custom reports accordion.

For more detailed information and further explanations about statistics, Please refer to
the section here
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Report subscriptions is a feature that makes it possible to send different reports
automatically to different email recipients at fixed intervals, e.g. daily, weekly or monthly.

We recommend that only admin users that can see all reports and all user groups and
queues in statistics have access to the Statistics - Reports subscriptions page. The reason
is that users can see and edit each other’s Report subscriptions, and resource filters do
not apply to report subscriptions.

You can create multiple report subscriptions. Each subscription contains one standard or
one customised report to be sent to one or more email recipients. The report will be
attached to the email as a mhtml file or excel file.

In the Report Subscriptions tab, you can create these report subscriptions for you and
your colleagues, and you can see a list of report subscriptions that have previously been
created and by whom.

Beport Subscnphans

Report Subscriptions »

SuibsrmpTten name R=porn Enalled Lamt exfites by DCeinte

A report subscription must be Enabled to result in emails being sent.
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All users in your company with access to this page can see and edit each others
subscriptions. Before you create a new subscription, please check if the relevant report is
not already sent to other recipients at the desired time intervals. If it is, you can just add a
new recipient to the existing subscription.

To see how an existing subscription is configured, you simply click the green flag and the
details for the subscription will appear
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To create a subscription, you simply click the Add Subscription button. A new subscription
with 3 different tabs will appear.

Report and email recipients

In this tab you need to choose a report, fill out information like Subscription name, report
description, email recipients, and choose file format.

SLIEACTTLD N ARpOTT Ematibs LasT st Gy Dsasim

Sabmoriprmn e Monday Foeport

ooy it Repart for exch Honday

Tl repo Dtz S0 J0enis (10] anch, Wims el on
sahngmyrirm com: jare Gmdinm com

Ermadl i< avid Bl m.ceni

Ermall Suijec Manday fepoi

Srmpi Twe Hi Eiigie riport we will dispuss dunng oo Hianday marring reeefings

Parameters

These are the same parameters as can be used when a report is customised (Columns,
Rows and Default parameters). If you have chosen a customised report in this report
subscription and this customised report has defined any Default parameters, they will
appear here. If you change some of the parameters here, e.g. the opening hours (Limit
time range), the new time range will be saved with this report subscription only.

For reports used in report subscriptions, we recommend defining Limit time range only in
the report subscription to avoid maintaining time ranges in two places or having different
time ranges in the report and the subscription.
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If you want a daily report for weekdays, you should select Parameters From Yesterday
00:00 To Yesterday 24:00 (and under Scheduling you should check days Tuesday -
Saturday and select a Time between 03:00 and 07:00, since statistics for a whole day
(until 24:00) is usually ready just after 02:00 the next day).

If you want daily reports for the time interval 08:00-17:00, you can under Parameters
select From Today 08:00 to Today 17:00 (and under Scheduling check Monday-Friday and
choose Time 20:00).

Scheduling

Here you configure when the report should be generated and sent. This must correspond
to the report’s defined parameters. Examples:

A daily report for Monday to Friday (Yesterday 00:00-24:00) only needs to be scheduled
for Fixed days Tuesday - Saturday, e.g. at 04:00:

Report and email recipients Parameters Scheduling
®) Fixed day(s) each week Mo M Tu We W Th M Fr Wlsa [su
) Fixed date(s) each month Day number(s): ﬁ
Time (hh:mm): Date first time: |15—[}1—2i2|15 | Date last time: | | Enabled [

A weekly report (Last week) only needs to be scheduled for Fixed day Monday:

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com



https://help.puzzel.com/system/files/2020-06/statistics_-_report_subs_parameters.png
https://help.puzzel.com/system/files/2020-06/statistics_-_report_subs_scheduling_1.png

Solving

wzzel. i
® Interactions

Report and email recipients Parameters Scheduling

(®) Fixed day(s) each week V] Mo CTu O we Ch OFr (Osa Csu
() Fixed date(s) each month Day number{s): |1
Time {hh:mm): Date first time: |09—02—2015 Date last time: Enabled []

A Monthly report (Last month) only needs to be scheduled for Fixed date 1st:

Report and email recipients Parameters . Scheduling .
) Fixed day{s} each week Mo | T We Th Fr Sa Su
® Fixed date(s) each month Day number(s): |1 |
Time (hh:mm): Date first time: |01—02—2015 | Date [ast time: | | Enabled [

If you want to send the report for several fixed dates, use a semicolon between dates.
To activate a subscription, please tick the Enabled checkbox and then save.

Which rows are included?

Resource filters can be used to limit what reports or what queues/user groups a user can
see in Statistics, but resource filters are not used for Report subscription. If you want to
distribute an agent report that only contains specific agents, you must save a custom
report with these agents and then select it in a report subscription.
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If you have many customized reports, you can categorize them to get a better overview,
and to make it easier to limit which reports to show for different administrators. Ref.

resource filter for Statistics report cateqgories.

You can create the categories you want under accordion Report Category. To put an
existing customized report into a category, click on the edit pen on the report row and
select the correct category. When you create a new custom report, you can select a
category when you define name and description before you save it.

B & D Covpees Pl - Hpese M Pz domn - Bopormy = [l A

e &5 m rrpr e pagzsl com e ents o

LI

Reparts =

® Standard Neparts

¥ Lissiom leporis

lrper! naves

¥ MHeport Category

Cairgnry

: 0 Help Lenter ]

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com



https://help.puzzel.com/product-documents/user-guide/puzzel-contact-centre/puzzel-administration-portal/users/resource-11
https://help.puzzel.com/system/files/2020-06/statistics_-_custom_reports_category.png

Solving

puzzel. .
Archive

The Archive has three pages:

Page Name Description

This is the actual Media Archive, where you can find information about single calls (and recordings and possibly

Search
transcriptions) chats (and chat logs), and emails (including etask and Scheduled tasks).
Anonvmize Here you can enter the phone number and email address for a person who requires to be forgotten, if you want Puzzel
y to delete this person's phone number/email address in calls/chats/emails in the Archive.
Audit log Here you can find one record for each time a user listened to/download/deleted a call recording or

opened/downloaded/deleted a chat log.
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On the page Archive - Search, you can find information about calls (and recordings and
possibly transcriptions), chats and emails (including e-tasks and scheduled tasks)
processed in Puzzel, and Enquiry registrations done by agents linked to these requests. In
addition, SMS Survey and Chat Survey results can be shown. The actual email text/body
and attachment is not available in the Puzzel Archive.

search

WThiee « Search

SearCh ? atorage time

¥ Search criteria
- Yesterday [ | LBt wEsk | [ Basic
Type ] Tirme pesried® Cali=rs Number
Al Calle
Ruecarded Cails

Chat

[=IFL T Agwents
Email :

Search aisd showe result Search and download

To see what is included in your Archive and how long General information about requests,
call recordings and chat-logs are stored, click onStorage time.

If the storage time for General information is longer than for call recordings/chatlogs, you
will find "old" calls/chats without a recording/chatlog. Each night Puzzel deletes calls/chats
and recordings/chatlogs which are older than the defined storage time.

Different storage time per queue for call recordings?

If you must store call recordings from different system queues for different number of
days, this is possible to configure. Two options:

* A default Days to store call recording (e.g. 90 days) and a shorter storage time for
some selected queues

®* Only a few selected queues with a (very) long storage time for recordings, and most
queues with a shorter storage time for recordings.
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To see the current storage time in your Archive, click Storage time in the upper right
corner on the Archive page. Please contact Puzzel support if you want to change it.

Requests (calls/chats/emails) that are completed are transferred to the Archive every
minute, with a small delay. General information about a request will usually be available
in the Archive 3-5 minutes after it ended, and it usually takes a bit longer before the
recording file and chat log appears. The Enquiry registration information might appear
much later since the agent can do this a long time after the call/chat ends, and the Survey
score/comment might also appear a long time after the call/chat ends since the end-
customer might not answer right away.
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Required fields:
®* Type: All calls, Recorded calls (a subset of All calls), Chat or Email

®* Time Period: Use the From/To fields to define the time period, or use the Time
helper buttons and the green arrows

Optional basic search fields:
® Access point (Phone number/Email address etc)
®* Queue (the system queue)
® Agent
® Callers number/Chatters Name/From.

In list boxes (Access point, Queues, Agents) you can select one or more entries.

¥ Search criteria

Typs Time period* Callar's Number
All Cals v 25-04-2018 00 00 25042018 2400
Access Points Queuss Agermis
| = -
e [ s | TN gy Unehees st o
I 3 (Preview

Wild Card Search

Asterisk (*) can be used as a wild card in the beginning, in the middle and/or in the end of
your search string in Callers number, Chatters Name/Email and From (email), and in the
Advanced search fields Comment and Tags.
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If you search for *petter* in Chatters Name/Email you will find chats that contain petter in
the chat fields Name or Email (id)

If you search for 214906* in Callers number you will find calls that have a number that
begins with 214906
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When Advanced is clicked (instead of Basic), more search parameters are available.

¥ Search criterla

4 Tesierdiy L | L e » By ACrErCan
Typa Tims parind Cafilmr's Mimiber
A Cally -
Aeress Printy uses Agenty
Speak Time gseconds] Rsgrarading tirme fssconds) T e A (&S]
o ]_ LR ] i} " Lo i fe | DU
Semire Numbers ConNTtny Supervisr Tags
Categoriss Topits Anzmer Setio
m
Enguiry mglstration commuant Sumrey Score Sumeey Lommand]s)
img L First Variahie Name Variahie Valus

Silsnt Monitorsd by
e

® You can search for calls/chats/emails with a value for a given variable

®* For Type All calls/Recorded calls, you can search based on e.g. Speak time,
Recording time, Time before answer, Enquiry registration Categories/Topics, Survey
Score/Comment and more.

®* For Type Chat, the Advanced parameters are Speak time and Time before answer,
Enquiry registration Categories/Topics and Survey Score/Comment. Speak time is the
duration of the chat conversation with the agent(s), while Time before answer is the
time in queue until the agent click Accept.

®* For Type Email, the Advanced parameters are Handling time, Time before answer
and Answer status (Answered/Not yet answered), in addition to Enquiry registration
Categories/Topics.
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© Handling time (previously called Answer time) is the time from the agent clicked
Accept until closing the email dialog tab in the Agent application. If the agent
worked on an email more than once (due to time in Personal queue), Handling
time is the sum of the Handling times.

© Time before answer is time in queue until first agent clicked Accept. Please note
that an agent may accept the email and then put it in personal queue, and pick
it up the next day and then send an answer to the customer. The column Total
Time might give an indication on how long time it took before the agent actually
sent an (email) answer to the customer.
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Search Results for All Calls/Recorded
Calls

After defining search parameters, click the Search and show result button and your search
results will appear.

rime = drohiye w Search

Search =

¥ Search criteria

4 Froclay || Lomt Py »> | Sasie ey el ]
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If you want to download the general information about calls, click Search and download.
See Download General information about requests for more details.

If you are looking among All calls you can distinguish calls that have not been recorded by
the fact that they have 0:00 Recording Time and they will not have a play button next to
them.

If you see more than 1 name in the Agent(s) column, the (recorded) call was handled by 2
separate agents, meaning the call was transferred to another agent (directly or through a
queue) at some point during the conversation. If both conversations were recorded, then
the play button will have a + within it indicating that 2 recordings are available.

By clicking the play button next to the call, you can see the graphical flow of the chosen
call/recorded call.
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In the tab General information, you can see the graphical flow of the call, i.e. which
menu and audio modules the call went through (Menu events), how long the caller was in
queue (Queue events), agent(s) he/she spoke to (Conversation events). If the bar in the
chart is “broken”, the caller has spent more than 3 minutes in that ‘event’ (in queue or in
conversation).

o T

g

Consult calls

If an agent makes a consult call directly to another agent, the time the 2 agents are
consulting (and both have ‘speaktime’ and the caller is on hold) is show as a Consult
event (since we cannot show 2 conversation events at the same time in Archive). After
the Consult event, there will be a Conversation event for the agent that was connected to
the caller after the consult call ended.

If an agent makes a consult call to a queue, the queue allocates an agent after a while,
and in this case we also generate a Queue event (for the time the agent waited in queue
for an agent on the selected queue). Since we here have a queue event at the same time
as we have ‘speaktime’ (Conversation event) for the first agent, the queue event is shown
after the (first) conversation event, since we cannot show a Queue and a Conversation
event at the same time.

If the caller hangs up while the agent consults with another agent (which might happen if
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the consult is “too” long), the agents are informed (“Caller hung up”) and they will hang
up after a while. In this case, the Consult event will be the last event of the call.

Supervisor tags

In the Supervisor Tags field, you can enter a tag (e.g. “Complaint”), so that it will be
easier to find this call later. You can also add a comment if a Tag is entered. If you want to
find this call (recording) or other calls you have tagged “Complaint”, you simply write the
word “complaint” in the Supervisor Tag Advanced search field.
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Callback in queue, outbound calls,
Agent to Agent call and Dialler

Callback in queue

When a customer orders callback in queue, it takes some time from callback is ordered
until the callback is done. When the customer is first in queue, the agent is called, and
when agent answers, the customer is called, but it’s not sure the customer answers. It is
possible to configure that a 2Nd and a 3 callback attempt is done.

For an incoming call where the caller ordered callback, there will usually be 1 or more
menu events first, and then a queue event, and then 1-2 menu events where callback is
ordered/confirmed. For the time between the callback was ordered and the time when
agent answered, we create a special event called “Queue (callback)”, with label “

1 unanswered call done” (or 2 or 3).

Example:
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If the callback was answered by the customer’s voicemail, the duration of the
conversation event will be short (even if agent left a message).

If you find a call in Archive after callback is ordered but before the actual callback call is
done and has ended, you will only see the menu events and the queue event, not the
“Queue (callback)” and the Conversation event.

If the callback is deleted from queue, there will be a red Deleted event.
Outbound calls

When an agent makes an outbound call to a phone number (possibly from the catalog),
this will be shown in the Archive in a queue called e.g. Callout or Outbound, and the called
number will be shown as “Caller’'s number”.

For outbound calls, the Archive shows:
®* 1 Queue event with no duration, when call was ordered

®* 1 Queue (callback) event with duration from call ordered until destination answer
(this is the ring time experienced by the agent), or until busy/reject/error or until
agent hangs up while it’s ringing

® 1 Conversation event only if the destination answered. This event has duration
from destination answered until the call ended.

Answered outbound call:
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Cancelled call:
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Queue
Callout

Deleted

Queue (callback) (0:04)
Callout 1 unanswered call{s) done

For an unanswered outbound call, the Queue (callback) event also shows the text “
1 unanswered call done”.

If the agent stops an already started outbound call by clicking Cancel/Hang-up in the
Outbound call tab instead of clicking Softphone Hang-up, there might be an extra red
event with text Deleted since the call was “deleted” from queue.

Agent-to-agent calls

If agentl makes an outbound call to agent2, this call may be answered by agent2 or not.
Such an agent-to-agent call will be shown in the Archive with agentl as the Agent and
“xxxxxxxx" as the Caller’'s number, and there will be no queue event. If agent2 answered,
this will look like a consult call initiated by agentl, that is, a short Conversation event for
agentl and a longer Consult event with agent2.

In this example agentl called to agent2, who answered after 10 sec ringing, and the
conversation lasted 3:18, so agentl’s total Speaktime was 3:28.
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Time before answer is only 1 sec, since agentl’s softphone auto-answered.

If agentl called to agent2 and agent2 did not answer, there will only be a short
Conversation event for agentl (e.g. 30 sec) and no Consult event, and agent2 will not be
listed as an involved Agent since he did not answer.

Dialler

Preview Dialler calls are shown in Archive in the same way as outbound calls, that is, we
show a Queue event (with duration=0), a Queue (callback) event and possibly a
Conversation event.

The Queue (callback) event’s duration represents the time from the contact was put in
Dialler queue until contact answered (or call end due to no answer).
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With Predictive/Power/Progressive mode, the Dialler calls the contact first, and an
agent is called only if the contact answers (and agent is available). If the contact did not
answer, there will be a Queue event with no duration, a Queue (callback) event and a
Menu event only if a silent call announcement was played to the contact.

Answered
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Gueue
Dialer 2 (Predictive)

Menu (0:05)
Silent Call Info

Welcome message to caller and agent when agent answers

When an agent answers a call from queue, we join the caller and the agent immediately.
If your solution is configured to play a short message to the caller and the agent when the
agent answers, this short message might be shown as a menu event after the
conversation event in the chart, since the conversation event started first.
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For incoming calls connected to an agent we will show who hung up first (agent or caller).
Please note that the standard behaviour for a Puzzel solution is that when the caller hangs
up first, the agent is disconnected, and when the agent hangs up first, the caller is
disconnected. If the caller and the agent were finished speaking and said goodbye, it's not
unusual that the agent hangs up first. And, remember that the connection to the caller’s
phone or to the agent’s phone may be lost due to network problems without the caller or
the agent hung up on purpose!
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Caller’s number for calls forwarded to
Puzzel

If your company has an access number (B) forwarded to a Puzzel access number (C),
Puzzel might not receive the caller's number (A) as ‘Calling party number’, but instead as
‘Additional Calling Party number’ or as ‘Redirecting number’. In such cases, it looks as if
all callers have the same number; the called access number (B).

When you enter a number as Caller’s number and click Search, we look for match in
Calling party number, Additional number and Redirecting number. This means that we
may show calls in the result list with Caller’s number (e.g. B) not matching your search
(for A). If an incoming call has Additional and/or Redirecting number, we will show these
extra number(s) (that may match your search) under the call graph in the General info
tab.
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When a supervisor orders silent monitoring on an agent, he or she enters the phone
number or selects a user’s Softphone to be called on (the listener’'s number). When the
selected agent answers a call, the listener’s number is called. If a call has been silently
monitored, the listeners number and start and end time for the listening is shown for the
call. In addition, you can search for calls that have been silently monitored by entering
the listener’'s number or just * in the Advanced search field Monitored by.
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If it’s configured that your solution stores the value for a specific variable in the call’s raw
data, this variable is searchable and visible in the Archive. Example: If the solution behalf
of the caller does an external look-up in your CRM system with the caller’'s number as
parameter, and your CRM system returns the customer number or a case id, this returned
value can be stored in a variable.

If a variable is configured, you can choose the Variable name in the search list box and
optionally enter a string (with * as wildcard) as Value and search. In the result part, a call
that has a variable value will have a new tab called Variables where the call’s variable(s)
and belonging value(s) are shown.

T Naratim amy Warasi yaum
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For customers with call recording transcription shown in the agent application’s Agent
Assist, we can also show these transcriptions in the Admin Portal’s Archive. If a call is
recorded and a transcription is made, this transcription will appear in a separate tab in
the Archive next to the Recording tab, if configured by Puzzel.
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You can use the filter input box to search for and show parts that contain specific words in
the transcription, and you can click on one or more of the key words to see where these
appear.

If an incoming call has 2 call recordings since the caller spoke with 2 agents, there will be
2 rows in the Transcription tab as well.

Copyright © 2021 Puzzel Ltd. All rights reserved. wWww.puzzel.com



https://help.puzzel.com/system/files/2021-01/Archive-CallRecordingTranscript.jpg

Solving

puzzel. .
Search results for Chats

Select Type = Chat and enter your search criteria. When you click "Search and show
result", chats that match your search will appear.

Archive
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General Information for Chat

In the General information tab, you will find time spent in queue and chat conversation
time with agent(s). This is the same structure as with phone calls.
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Who ended the chat first

For chats connected to an agent we will show who ended the chat first (Hang up first).
The normal situation is that the chatter disconnects first, and that the agent a bit later
closes the chat dialog tab in the Agent application. If the agent tries to close a chat tab in
the Agent application before the chatter has disconnected, a warning is given but the
agent can close it.

Chat Tab

Under the Chat tab, the actual chat text is shown. If you need a copy of the text, select
the text and copy it to your computer's clipboard, and then paste it into a document or
email. Or, select the chat in the right margin and choose Download to get an xml-file with
the text.
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If a chat agent sends a file (chat attachment) to the customer during the chat, this
file name is shown as a text entry/link from the agent in the Chat text. Since the file was
only temporarily stored, the link only works a short time after the attachment was sent.

If you have configured one or more (custom) chat variables to be used, the variables
that are given value in a chat will be shown in the Variables tab for the chat.
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log but that it's now deleted.

An admin can be given access to delete recordings and chat logs from Archive. If a chat
log is deleted from Archive, you will see the Chats General info and that there was a chat
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Search results for Email

Media type Email in Puzzel can be ordinary emails or written requests from any system
queued in and distributed by Puzzel (often called e-task). Media type Email also includes
Scheduled tasks.

When you search, requests with media type Email that match your search will appear.

oot
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In the General information tab for emails, you will find Time before answer and Handling
time. Handling time is the time the agent has had the email dialog tab open in the agent
application.

Below the graph, you'll find a Display content link, which is a link to the actual email
(etask) stored in your system. This is the link Puzzel received when the email was put in
queue. (This link is not used for Scheduled tasks). Please note that if the email/etask is
moved to another folder in the source system, the link may no longer be valid.
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An email in queue not yet sent to an agent will appear in the Archive, but we only present
queue arrival time since we do not know when it will be sent to an agent or how much
time the agent will use to handle it.

Scheduled tasks in Archive
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A Scheduled task is shown with type email, and with the contacts name as From. The
scheduled task will appear with very limited information in Archive some minutes after its
created (as an email received but not yet answered), and when the scheduled task is

done by agent (hours or days later), the rest of the information about the scheduled task
will appear in Archive.

The different input parameters like subject, contact id, phone number, URL will be shown
in the Variables tab, including changes done on these variables.
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In the Agent Application, agents can register what the call/chat/email was about using
Enquiry registration. When an agent answers a call/accepts a written request, a new
Enquiry registration tab appears (if configured). Since calls can be transferred to other
agents and Enquiry registration is optional, there might be 0, 1 or more Enquiry
registrations per incoming call, each containing 1 or more Topics in 1 or more Categories
and/or a comment. You can search for calls/chats/emails with a Category/topic or with a
specified Comment.

Start Access Point Recordng Thme Speak Time Caller's Mumber Tene before answer Agent{<) Select
v 13,01, 2015 08: 2% 21206 (Demo., ! 1 GZ Fodl sEmrmy l-
—_——
General mormanan RRnoreing Engury Regrsranon SRSy
Timm Agent Hame Crueus Category Topic
A01 2048080838 Pazt zgent Eupport Froducs Ceneval
Commenc TORIH R SpC
Note

Only Enquiry registrations linked to a request are shown in the Archive.

If you use the Puzzel Dialler and an agent reschedules a Dialler call, the reschedule time
and "to myself"/"to any agent" will be shown below the comment. If the Dialler agent
selects "Mark as unanswered", this will also be shown here.
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If your company wants to see SMS Survey or Chat Survey results in the Archive, this can
be turned on by Puzzel support. If an SMS Survey or a Chat Survey is offered to the
customer, the question, the score and the comment will be shown in a tab called Survey.
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The question will be shown, and if an answer is received, the answer (Score and/or
Comment) will be shown. For SMS Survey, the customer usually sends an answers with a
score (and/or comment) and then, if a follow-up question is sent, a comment is received
(and/or possibly a new score). For Chat Survey, the customer can only answer once, with
score and/or comment.

Relevant search fields under Advanced search are:
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®* Survey score: You can enter a number (e.g. 10) or a range (e.g. 0-2)
®* Survey comment: Enter a text and use * as wildcard, e.qg. *bad*

To list all callers/chatters for a day where any Survey comment is received, search for All
calls/Chats with Survey Comment = *,
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If a call has a related request, or if an email has a related request, such a request will
have a related icon the right margin in the search result table.
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If you click on such a related icon, the Archive searches for and shows this request and its
related request(s). If the current request and the related has different media types, the

Type listbox shows All media types.
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You can also select Type All media types and then search for requests with e.g. one agent
and a time period as search parameters, so that you can see all found requests in the
same view.
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Download general information about
requests

In the Archive, you can search for requests (calls/chats/emails) and in your browser you
can study the found requests General information and access the requests content, that
is, play the call recording or see the chat log. You can also download call recordings (mp3-
files) and chat logs from the Archive.

If you want to download the General information for a selection of calls/chats/emails found
in the Archive as an Excel file, you can enter your search criteria and click "Search and
download". If you confirm in the popup window, the search wil be done and an xlIsx file will
be generated and downloaded.
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Confirmation a

General information about a request is metadata like the Callers number/Chatters
name/emails From address, Access point, Start time, Queue name, Time in queue, Agent
name, Agent speaktime etc.

If you click "Search and show result", we present max 100 requests in your browser even
if the search returns more records (Search completed. Too many records found, 100
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records shown). If you click "Search and download", we now allow max 5000
requests/rows in the file. The downloaded file will have the file name "Puzzel Archive data
yyyy.mm.dd hh_mm_ss.xIsx". If the search returns more than 5000 rows, we will generate
a file with no data and the filename "Too many rows - please narrow search.xIsx".

There will be one row in the xlIsx file per call/chat/email.

The columns in the xlIsx file:

Column name Description
StartTime The date and time the request arrived in the Puzzel platform
ANO The caller's number, the chatter's id or the emails From address
AddANO If an additional calling party number is received by Puzzel, it will be shown here.
BNO The Access number for calls (B-number), the To-address for emails and the Access point for chats.
Sessionld The request's session-id in Puzzel (used in call recording files)

TimeBeforeAnswer

TotalSpeaktime

Queue

QueueStartTime

TimelnQueue

Agentld

AgentName

AgentSpeakStart

AgentSpeakTime

Queue2

Queue2StartTime

TimelnQueue?2

Agent2ld

Agent2Name

Agent2SpeakStart

Copyright © 2021 Puzzel Ltd. All rights reserved.

Number of seconds from the request arrived in Puzzel until the first agent answered the call/accepted
the written request

Total number of seconds agents were connected to this request.

Queue The name of the first queue this request was in

QueueStartTime The date and time the request arrived in the first queue
TimelnQueue How long the request was in the first queue (in seconds)

Agentld The id for the first agent that answered/accepted the request

AgentName The name for the first agent that answered the request
AgentSpeakStart The date and time the first agent answered/accepted the request
AgentSpeakTime How long (seconds) the request was connected to the first agent
Queue2 The name of the last queue this request was in

Queue2StartTime The date and time the request entered the last queue
TimelnQueue2 How long (seconds) the request was in the last queue

Agent2ld The id for the last agent that answered the request

The name for the last agent that answered the request

The date and time the last agent answered/accepted this request
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Column name Description
Agent2SpeakTime How long (seconds) the request was connected to the last agent

For calls: Number of call recordings in this call
For chat: 1 if the chatlog exists

Recordings
9 For email: The value will usually be 1, but for emails arrived in queue but not yet answered by agents
the value will be 0.
EngReg 0 if no Enquiry registration records exist for this request.
EngReq gReg quiry reg q

1 if at least one Enquiry registration records exist.

0 = Survey not offered.
SurveyOffered 1 = offered
2 = offered and answer received.

SurveyScore The actual score received for the SMS/Chat Survey

Note

The Archives General information is NOT Raw data. The Archive contains quite
detailed information about calls/chats/emails, but this is simplified information and
less detailed that what is found in Raw data. The main differences between Raw data
and Archive visualization is explained in the Puzzel Raw Data detailed description
document, found here.

If you want to have more detailed information about calls or if you want detailed
information for lots of calls every day/every week, stored in your own system, the
recommended solution is to export data from Puzzel Raw data SQL database into your
own database.
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On the page Archive Search you can search for calls/chats from a persons phone
number/email address and then you can download and/or delete the found call recordings
and the chatlogs, but not remove the traces (in General information) that this person
called, chatted or sent an email to your Puzzel solution.

On page Archive - Anonymize, you can add a row with phone number and/or email
address for each end-customer (person) that requires to be forgotten, and then you can
select where (SMS Survey and Archive) this person should be anonymized.

 Archive

Home » Archve » Anonymize

Anonymize calls/chats/emails =

Phene numbee Frmail Tor Cate fincluding) Comarient Archive SMSSurvey  Stalus

2235 ' :QS{?BI'I-@[QQI com 05062018 i L I Done i
98214 ' 24-05-2018 ;] o ” partiy dane [

4876E [username@mail ser 24052018 1| v # martly dane [

When a record is entered, Puzzel will (the coming night) replace this phone number in
existing calls and this email address in existing chats/emails with Anonymized, in the
Archive and/or in the SMS Survey result list. A new record will have status Waiting until
the anonymization is done the coming night, and then its status will be Done.

When the actual anonymisation is done, the phone number/email address entered on the
Anonymise page will be anonymised (Most digits/characters are replaced ***).
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Note

If a person calls in or initiates a chat to your Puzzel solution after the day you entered
his number/email address here, this call/chat will not be anonymized.

Phone number format
® National phone numbers should be entered without country code.

® Foreign phone numbers (numbers not belonging to this Puzzel solution's country)
must be entered with 00 and the country code before the national number.

If someone searches for requests in the Archive from a phone number or email address
which is anonymized, no requests will be returned.

If a user searches for requests in the Archive and an anonymized call/chat/email appears

in the result (e.g. when searching for all requests to queue X yesterday), the anonymized

call/chat/email will not include callers number/chatters id/email From address, but instead
anonymized.

Note

If you anonymize calls/chats in the Archive, you will not be able to find these requests
in the Archive later, so if you really need to delete the call recordings or chat logs and
remove the callers number/chatters id (email address) from the requests General
information, you must delete the recordings/chat logs first.
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Each time a user listens to, downloads or deletes a call recording - or sees, downloads or
deletes a chat log - from Archive, a log entry is created in the Audit log. Puzzel does not
create a log entry when a user opens the General information tab, the Enquiry registration
tab or the Survey tab for a call/chat.

All or selected admin users can be given access to the see the Archive Audit log page,
where you find one record for each time a user accessed a call recording or a chat log.

o Archive

Hme » &ichlie » Audit log
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When you search in this log, you can specify Type (Recorded calls or Chat), Action done
(listen/download/delete), User that accessed the content and/or Time period.

When an old calls/chats general information is deleted from the Archive at midnight
(according to the agreed storage time), the Audit log entries for the deleted calls/chats (if
any) are also deleted.

Puzzel support can't listen to your call recordings nor see your chat logs in the Archive
unless you have given Puzzel access to the Archive content. It might be useful for Puzzel
to have access to recording files when working with support issues related to call/sound
quality or call recordings. If Puzzel is given access to Archive content and a Puzzel
employee listens to a call recording or looks at a chat log, this will be logged in the
Archive Audit log (if logging is turned on).
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In the Catalog tab in the Administration Portal you can manage your organisations
manually added or imported contacts and departments, and you can associate contacts
with departments. The contacts in the Catalog are searchable in the Agent application
Contacts tab:

h

] & agentpuzzel comy)

Brafiie: [15) Sack office
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I% Caralag Y Numberor seafch ted

Caking froms S3510003 #Cnange

2

SEARCH CALL SEND
MESSAGE

There are 3 ways to add contacts in your organisations catalog:
®* Manually add and edit contacts in the catalog through the Administration Portal.
®* Import a file with a list containing your contacts by uploading it to Puzzels FTP server.

®* Import contacts through a sync client installed in your Exchange or similar
environment.

In addition to contact information, the contacts calendar appointments can be imported
through the same sync client as the contacts. As with contacts, appointments can also be
added manually.

The contact detail fields used in your catalog is determined when support sets it up.

The catalog is built up with a hierarchy system of organisational units. There are 3 basic
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levels within the hierarchy: Parent organisation, Organisation and Department.

* Parent organisation: A parent organisation is the top level of the hierarchy, and
contains one or more organisations. More than one organisation is relevant for
contact centres that need to manage contacts from more than one organisation. In
most cases, the Parent Organisation will just have a single Organisation beneath it.

®* Organisation: The organisation in the catalog typically contains all contacts and
departments in your company. An organisation usually contains more than one
department. For some customers there are more than one organisation, but usually
there is only one.

* Departments: Departments are used to group contacts and generally represent an
actual department in the organisational hierarchy. A department can have several
sub-departments, and these can in turn have additional sub-departments. Basically,
you can have as many department-levels as you want in the hierarchy.

A Puzzel technician must first create the Parent organisation and Organisation when
setting up your catalog. With sufficient access rights, you can create the underlying
departments and sub-departments, and which contacts that belong where.
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Under Contacts you can search for your companys contacts. You can search for match in
all contact fields, e.g. name, e-mail address, phone, title, description and services, and
you can search with multiple words separated with space. A search returns rows that
begin with your entered text.

If you have access to more than one Organisation, you will see a dropdown list box where
you can choose which organisation to search in. From the search result you can access a
contacts details and calendar. With sufficient access, you can edit some of these details.

Maximum 500 contacts are listed in a search result.

¥ Contacts(7)

%gug”:l | + Add Contact

Name= E-rnall Fhone Mobile Title

1
F

Calendar

Mama E-mail Phcne Mobile Title

S

If you click on the calendar icon next to a contact name, the contacts calendar will appear.
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You can change the view of the calendar (month, week, day or 7-18, 24h) by using the
buttons in the upper right corner.

If you click on an appointment in the calendar, the appointment details will be shown. If
you have sufficient access, you can Delete an appointment (an event).

Adding an appointment

If you have sufficient rights, you can add an appointment to a contacts calendar by
clicking on an empty slot inside the calendar. A new window will pop up, and here you can
fill in the details, and then click Add event.
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Add event @
Subject | [
Location | |
From |06-01-2017 | 13:00 |
To | 06-01-2017 [13:30 I

All day event |

Description

| + &dd Event

e ———————————— —

Quick Add Absence

To quickly add an absence/appointment, simply click the Add absence button in the
calendar. This will create an appointment starting immediately with 30 minute duration.
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2:00pm
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Quick Add Absence

| Mot mailable v || 30 minutes L e Add absence |

You can of course change the reason (Not available/Meeting/Lunch/Gone for the day)
and/or the duration before you click Add absence.

To make the appointment last longer than 30 minutes you can drag it by using the arrow
in the middle of the appointment.
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Modifying the calendar and sync with email/calendar systems

Please note that the Puzzel calendar does not sync back to the source email/calendar
system. If you add/delete an appointment in the catalog, these changes will not take
effect in the source system. If you delete an appointment in the catalog and then a full
sync with the source system is done, the appointment will re-appear in the calendar in the
catalog. If you have sync with an email/calendar system, we recommend that you edit
appointments in the source system.

Contact Details and Edit Contact

Mama E-mail Phcrne Mobile Title

= l Svein Guninar Ejorke I

Under accordion Contacts, click on a contact name in the search result to see detailed
information about the contact.
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Home Bape « Catalog » Catalog » Svein Gunnar ‘Elnr'm.-

Contact Details - Svein Gunnar Bjerke

First Name Sveln Gunnar
Last Name Bjerke

Title Product Specialist

Description Intelecom Group AS Oshs

Phaone Number 7214

Mobile Phone 47075

Fax

E-mall Sue

Department 10001 = 10001 intelecom N = 517 - CCLY. Proguct
Alternative Contact

Sendices Salesforce, Dynamics, Zendesk

External contact Mt

Contact Source File

Craatad

ZA.042077 070441

Click on Edit Contact in Contact Details to edit the contacts information (only possible with
sufficient rights).
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nai Higrhs &SR0 Comaer

Edit Contact - Svein Gunnar Bjerke

First Harme SWEIT G ATTE!
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Intelacom Group 45 Oela

Detoripion

Phore Number s471

Mobite Phone +ETHTE

Fax

E.rmail w1, S B R ik b

Bepanmens 10001 = TR | nieiecom HEt = 517 - CLOC Product

Altarnativs Contac Erdier samch quory
Salesforce, Dynamice, Dandeak

SErviE

Extermial cantac
Cantact Soufce =]
Crnated

Modified ZR02. 2007 EFiha-a

¥ Delete Conbact

Some organisations export their contacts from Active Directory or another source with a
set of fields that they want to synchronise. By setting some fields with web as source,
some flexibility is added since this allows Catalog administrators to edit these fields in
Puzzel.

Add a contact

You can add a new contact by clicking the Add contact button.

¥ Contacis (7

| Enter ssarch quen + Add Contact

Name E-mail Fhone Mohile Title
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Fill in the new contacts information on the Add contact page and click Save changes.

After the contact has been added, it will behave as any other contact in the catalog with
the same restrictions as previously created contacts.
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Under accordion Departments you can search for existing departments in your catalog.

Homie Page+ Catalog = Catalog

Catalog

P Contacts (7)

¥ DBepartments (7

Enper + Add Department

N3 Opaning Hours Address Ermail Far lalephana

518 - CC0: T Dperaticns

Uk Cperations

You can search for match in all department fields (Name, Description, Manager and
Services). If you have access to more than one Organisation, you can choose organisation
in a dropdown list.

Department details

Click on a department name (in the Department search result) to see details for the
department.
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Home Page » Catalog » Catalog » 519 - CCOUIT Operations

Department Details - 579 - CCO: IT Operations

Name 519 - CCO: IT Dperations

Description

Under 10001 » 10001 Intelecom NO » 519 - CCO: IT Operations
Reception

Manager

Opening Hours

Telephone Hours

Services
Invaice Node 450 Lo
Contacts Show contacts in this department Export a listof a Eantaaﬁ in this department

Edir.Quartment

From the Department Details page you can:

1.
Click on Show contacts in department to see all contacts registered.
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Hems Paps s Catslop b Camalo = 519 - COON T Operations = Lst of Contasts in 519 - OCO; T Operatons

List of Contacts in 519 - CCO: IT Operations @

Exporta list of cemtacts | Filter:

[ Mame Email Phona I obile Tide

|| a(o|o| o

In this List of contacts you can click on a contacts calendar icon to see the contacts
calendar, or click on the contacts name to see the contacts details. If you want to
export a selection of the contacts, select the relevant contacts and click Export a list
of contacts.

2. Click on Export all contacts in department.

Click on Edit department to edit information about the department.
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iLurr = Edit Departme |

Edit Department - 5719 - CCO: IT Operations

Mg 515 - CCOY T Opsrations
Description

Lanviiar [Hane]

Reception

Manager

Dipenbing HDLErs

Telephone Hours

SErvlces

Irvoice Mode 450 Lo

Cremacs SF CoTLCLE L EOaTLTR

Delete Optlons

Only Name is required for a Department. If this department should be a sub-
department under another department, please select which department this
department should be Under.

Export contacts

If you want to export all contacts in a department, click Export a list of all contacts in this
department on the Department Details page.

If you want to export a selection of contacts within the chosen department, click Show
contacts in this department, and then tick the checkbox next to the contacts you want to
export from the list, and then click Export a list of contacts.

In the Export details window you can choose the format of your export (Excel or CSV) and
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which fields that should appear in the exported list.

! Export details Q

-

1 Foererat | E';fl:l L

- B . =

] vk b it

i Fiaid Column index
Exterfisl cataleg ID L u
abgence managemenst ¥ m
First name ¥ < u
Last name v L] m
Title v 7 i}
Ema ' B 1]

" a4 Phone v -] m

i Halule phans v 10 E
Fax . 11 i}
Cescnpton L 12 w
Cepartrment T 15 R
Albernative contact r 22 ﬂ

Your solutions default export fields are shown in the Field column, but you can also load
the last saved field setup (from one of your previous exports) if you prefer that. You can
add a field to the export by clicking the + button at the bottom of the window, and you
can delete one by clicking on the garbage bin icon. Please note that the default fields vary
depending on how your catalog is configured.

In the Column Index column, you can configure in which order the fields should appear in
the export. The value for the first column to appear is 1.

If you for want a space between columns, you can do so by skipping a column index
number. In this example we have not defined a column index 6 for any field. This means
that in your exported list there will be an empty column after the 5th column.

You can at any time store your current export setup in order to load it again at a later
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time. In this way you will next time have the choice to export with your solutions default
setup or the setup you last saved.

Creating a new department

P Contacts 7,

¥ Departments (7

{Erter soarch quary | ~+ Ad Department
| |

Narme Opening Hours Address Bmall Felx Teiephone

Click the Add Department button under accordion Departments to add a new department.

g = Add depariment

Add department

Hame

I:Illsl:npm;ln

Urneder

Dpening Hours

Telephone Hours

SEriCes

Irwnice Nods

) Undo Chanpes
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The only mandatory field is Name.

If your catalog has more than one Organisation, you can choose Organisation in the Under
field.

If you want to make this new Department a sub-department, you have to configure this
afterwards by editing the department.
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Under Catalog - Administration there are several accordions.

Catalog

ASTIRESTItIGn

§ & Adminsiranom

Administration

* Organbational Semings 7

¥ Ungonfirmed Departments (7,
* Department Association |7
* Call Management [

= Logs(?

¥ Alert Configuration (7

Unconfirmed Departments

If the department field is synced/imported automatically, you as an administrator need to
confirm them for the departments to belong to the catalog and be added to the hierarchy.
These departments will automatically contain the contacts that have a specific synced
department in their department field.

¥ Unconfirmed Departments 7

Choose department

10007 - (Parent Qrganization)

5 10007 Intelascom NO v (Orgamization)

Unconfirmed Dapartments
Name Confinm Merge Into Add Indar

[nielecen Danmaik AS ] v v

p Show Cortacls

You have 3 options when deciding what to do with a department:

® Confirm: Check this box to add the department to the hierarchy.
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®* Merge into: It is possible to merge a synced department with an existing
department in the Catalog. The original department will then be shown and will
contain the contacts of both departments.

®* Add Under: Here it is possible to select which organisation or department to add the
current department under. This allows an organisational hierarchy of synced
departments.

Department Association

Department association allows you to manage what departments users belong to. You can
move users between departments and associate users that dont belong to a specific
department to a department.

P Unconfirmed Departments (?

¥ Department Association (?

Choose department
10001 - {Parent Organization)
» 10007 Intelecom NO * (Organization)
» : {Department)

410 - Operational
Suppart

After choosing the relevant department, a list of contacts will appear divided into two
different lists/tables:

® The first is a list of users that do not have any department association

® The second list will contain users that belong to the chosen department.
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¥ Department Association 7

Choose department

10001 - {Parent Organization)
» 10001 Intelecom MNO - [Crganization)
» 410 - Operational Support = [Department)

Users without department association

Name Email Title Maove

Users in Departmant "410 . Operational Support™

Name Email Title Move

To move users into a department, choose users from the first table (Users without
department association) and then check the Move checkbox, and then click Save changes
. The users will now belong to the chosen department.

If you want to move a user from todays department to new department, check the Move
checkbox and click Save Changes. Now this user will not belong to any department, and
the user will appear in the first table, so that you can move the user to correct
department.

Call Management

Under Call Management you can enable and disable the Absence management feature for
individual contacts. Absence management is mostly used in switchboard solutions where
direct calls to contacts, usually employees, are forwarded to the Puzzel solution if not
answered, so that the caller can hear spoken absence information for the contact if
available.
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¥ CallManagement(?,

Choose department

T o) (Farent Organissdon)

* 10008 Intelazom NO - (Crgarmization)

;

Marme Absence Managsment

After choosing Organisation, mark the contacts you would like to activate spoken absence
for.

Note

This feature requires a separate setup in Puzzel and in the local PABX.

Logs

Here you can search for changes and alerts for the chosen organisation. Choose a
timespan, the severity (Info, Change, Warning, Error or All) and some text and click
Search.
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* Call Management (7

¥ Llogs (7
Define Search
105301 v (Parent Organisation)
Choose departrient
L] 1303 Ineedfecamm MO w mrgammmnl
From 28-04-2017 14:29
To 28042017 1429
Severity All v
Ssarch
Time Source Message Dretail
28.04.2017 1429:00 Contact Cantra Rest Sefvices Freparing [0 recelve Cantacts file
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28042017 14:28:00 Contact Centre Rest Seryvices Recelving file "contacts.csv™, | 000 biytes

Alert Configuration

In Alert configuration it is possible to add alerts for contacts and appointments. These
alerts are triggered based on when contacts and appointments were last updated. This is
useful for administrators that want to be notified if sync of contacts or appointments stops
working.

P Loge ?

¥ Alert Configuration (7]

Alert Narme Source Organisation Ernail Time Seting  Intenval Threshold

i.ﬂ.larm1 | Catalog '| |00 inElecom NG [siarmrecipieni@mal com EO-1A00 | Thour *| | Thour ﬁ

== add Alart Save Changes ) Undo Changes
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* Alert Name: Name of the alert.
® Source: Catalog or Calendar.

®* Organisation: The hierarchy must be considered since all departments beneath this
organisation will be included and as a consequence trigger an alarm.

®* Email: Email address that will receive the alert.

®* Time Setting (Recipient time): Opening hours for the alert. Alerts will only be sent
within these days/hours.

® Interval: How often the alert will be sent once it has been triggered. The system will
continue to send alerts until synch is sending data again.

®* Threshold: How old the configured data must be before the system starts sending
alerts.
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For customers with Puzzel SMS Survey we have a separate (old) admin page
(https://interactive.intele.com) where the question/reply/thank-you messages are defined,
the deny list is maintained, and where the results are shown. The same functionality is
available in the Puzzel Administration Portal on theSMS - SMS Survey page.

Huma » 2M5 = Sufvey

SMS Survey Services

i kd Adtive

cucl Demg Surmees NG el i

Click on a Survey (you might have several) to open the details page.

Sunaey

Home » Sz« Survey

Sms Survey Menus

Survey sendlce status
Service namse Surey tegg ® Enabied
Q Dizabied

]

* Rasult
> Messages
* Followup messages

* Blackiist

Gree Chanpes

On this page, the SMS Survey can be enabled/disabled, and you can define a quarantine
time (minimum days between each time we send an SMS Survey to a mobile number, in
case the caller calls the Puzzel customer several times during a week.)

SMS Survey vs SMS Web Survey
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* A standard SMS Survey sends an SMS to the end-customer (after call ends), and the
end-customer answers by sending an SMS with a score. Sometimes a follow-up
question is sent by SMS, and the end-customer may answer this SMS (a comment).

® In an SMS Web Survey, Puzzel sends an SMS to the end-customer (after call ends),
and this SMS contains a link to a mobile web page. The end-customer clicks on the
link to go to the web page, and here the end-customer selects a score and optionally
writes a comment. After having answered, a new message is shown on the web page.
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All results from the Survey are found in the result accordion. The list is searchable by
date, agent, queue name and score. If you have defined several user groups, this is also
specified (Team). Instead of having the results from a Survey shown only on screen, it is
possible to download the results directly to an XLSX file.

¥ Resuk ?

Tirme perod* Queies Apents S
Ca 011018 OB ta. | 04012010 28000 Finrs - Hara

Search Search and Sommsosd

[ats PEmmEnLmEse Apert (i ym I'=am Soome Comment Folsw up arowes  pantshid camtsleed sl parsmetanl mscgmeters Adorest

Co i paps 1234 ' _.' 1 | Mecprgs perpaps] B -

The score is added to the Score column. For replies where the caller has written
something else or something in addition to a score, this is added to the column Comment.
If a follow-up message is sent and the caller replies to this message, this will appear in the
column Follow-up answer.

Each night Puzzel anonymizes the phone number for records that are more than four
months old.

The (aggregated) SMS Survey results are also available in Wallboard (Avg, Survey score
per queue so far today), Ticker (Avg. score per queue/usergroup and agent so far),

Archive (score and comment per caller), Statistics (SMS/Chat Survey score per queue) and
in Raw data.
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For standard SMS Survey:

» Result (?

¥ Messages 7]

SUMNEY ME<1ape Charactmi=: 12 Mezsgesr 1
STARTMEL DING

Ruply msssigs  Charactersi 11 Mesmages: 4
TAKHIEL DG

P Follow up messapes (7

> Blackist (3

Messages

® Start/Survey message: This is the first SMS the caller receives. The message
should contain a question and the allowed score range. Max 960 characters.
Example: On a scale from 0 to 10, how likely is it that you would recommend our

company to others?

* Thank you/Reply message: This is the message Puzzel sends to the caller after
having received the caller's answer to the Survey message. Max 960 characters.

For SMS Web Survey there are some extra messages to be defined (which will be shown

on the mobile web page):
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¥ Recult 7

¥ Messages 7
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¥ Follow up messages . 7

* Blacklist 7

®* Question: Here you ask the user to enter their score for what you want to measure.
Example: On a 0-10 scale, how likely is it that you would recommend our company to
others?

* Welcome message: Welcome message after entering the mobile web page.
Example: Thank you for helping us improve!

®* Company Signature: Here you enter a signature for the company that appears on
the mobile web page after completion of a survey. Example: Contact us by telephone
XxxX or by email support@company.comif you have questions.

®* Survey already completed: Message displayed on the mobile web page if the user
clicks the link in the SMS message after the survey has already been completed.

®* Common follow-up message: To be shown on the mobile web page where you ask
the end user follow-up questions, or you can define a Common follow-up message
that will be shown independent of the score given by the end user.
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The administrator can choose to enable a follow-up message for one or more scores. If the
follow-up message is enabled for a score, the follow-up message will be sent to the caller
before the Reply message.

P Result(?
» Messages 7

¥ Follow up messages 7

Score Foilow up messages Activate message Sered mail Send notice by URL

Characters: Mies
1 = #

» Blacklist (7

® If you check Activate message for a score, the follow up message will be sent to
callers sending this score.

*® If you check Send email for a score, an email will be sent to the predefined email
address for each time this score is received.

® If you check Send notice by URL for a score, a URL with given parameters is triggered
for each time a caller gives this score. Example: Callback to user is automatically
ordered at score 0 or 1.

It is also possible to configure a Common follow-up message for SMS Web Survey. This is
done under accordion Messages.
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Enter a user's mobile phone number and add it to the deny list. Users in the deny list will
not receive SMS from this Survey. You can also enter a short comment describing the
background for why the user was added to the list.

End-customers that reply “NOSURVEY” or “-1" will also be put in the deny list.
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SMS Survey and SMS Web survey has functionality that allows end-users to unsubscribe.
The end-customer has of course not subscribed to SMS Survey, so unsubscribe here
means stop receiving SMS from this Survey. If an end-user unsubscribes, her mobile
number is put into the services existing deny list.

SMS Survey uses the generic SMS Keyword NOSURVEY and score -1 to unsubscribe. If you
want to inform about the SMS Survey unsubscribe option, you must write about it in the
SMS Survey message itself, e.g. Please tell us how you experienced our customer service
by answering with a number between 1 and 6, where 6 is the best. If you dont want to
receive SMS Survey after calling us in the future, please send answer NOSURVEY or 1

After choosing to unsubscribe, the end-user receives a SMS receipt confirming that the
unsubscribe was successful.

SMS Web Survey has a new red button where end-users can choose to unsubscribe.
Instead of rating, the end-user simply presses the Stop Survey button. Clicking the button
takes the End-user to a new page that confirms that the unsubscribe was successful.
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The widget page provides an overview of, and configuration options for, Tabs and
Widgets to be used in the new Agent Application (https://agent.puzzel.com).

p ZZE' Home  Real-time

Widiget Configuration [aD Canfigurstion

The widget APl documentation can be found here:

https://help.puzzel.com/api-documentation/widget-api-lib

On page Widgets - Widget configuration you can see the widgets used in your Puzzel
solution, and some of the Widgets have parameters that can be adjusted here.
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On page Widget - Tab configuration it is defined what tabs that should be available in
agent.puzzel.com for the different user groups.
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To make it easier to have a fixed layout of agent.puzzel.com, the properties per tab can
be adjusted.

®* Tab is always open:
Function tabs (e.g. Queue overview) can be defined to be always open (agents can't
close them). This property is by default set to "off".

* Default opened in left tab-set:
Both function tabs and request tabs (Call/chat/social/email) can be set to be opened
in the left tab-set as default. Function tabs will have this property set to "on" as
default.
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The newest addition to our solution is a set of very flexible mechanisms for defining new
Tabs in the new Agent Applications and including different widgets in them Core and
Custom. This is handled by providing Tab Configuration, Widget Administration and
Widget Configuration capabilities in the Admin tool, as well as exposing a flexible
Widget API, which allows communication with widgets and retrieving configuration data
for a widget.

When starting to use the new agent application there will be a new tab available in the
administration portal, called Widget. This is where you can manage and configure the
above-mentioned sections.
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The tab configuration mechanism is provided in the following menu:

Widizet Configurarion 3D Canfigurstion

It is responsible for defining new widgets, which can ultimately be exposed in the new
Agent Application. In the new Agent Application, each tab contains a set of widgets, which
handle some specific task such as Chat, Email, or Phone.

There are two types of tabs, depending on whether they are customizable or not - these
are the Core Tabs, which are not customizable, and the Custom Tabs, which are
customizable.

For all customizable tabs, you can:
1. Create a Tab

2. Edit an existing tab

Creating a new tab

_—
To add a new Tab to the list below, simply press the button, located at the

bottom of the page.This will add a new empty tab in the list. The next step is to enter a
name, associated with this tab.

[Mew Tab Name] |

+ Add Tab £) Undo changes
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Once this is done, this tab can be saved via the “Save changes” button demonstrated
above. Then, the tab will be rendered as a standard link with text in the tab list of the
section. This looks as shown below:

Agent Assist test
External Widget
ld-v Basic

Id-v SE

Id-v Widget

Yy v ¥y Y V|V
BB E B B B

Knowledgebase

Editing an existing tab

To edit an existing tab, or customize a tab, which was newly added, simply click on its
name. This will open the tab and expose the user interface, which will allow you to
customize it further. It looks like this:

Vil dorierw AL e Lo w Deme
ol

TRl R WSpwr Bamsta
e
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This layout consists of two sections:

1. The header, which contains the “Save” button, along with the “Tab Settings” section
and some help information in the “Help” section

2. The main area, which contains the main layout, where all widgets are located.
Saving changes

Within the tab header is located a “Save” button, which is used to save the current
changes on the layout. By default, when there are no changes, it is disabled. As soon as
there are some changes applied, it is enabled and can be clicked.

Tab settings

The Tab Settings icon is located in the header of the tab editor, as show here:

14000

Customer Key ‘

It contains a group of settings, related to the tab as a whole. When clicked, the settings
tab is rendered as follows:

TABSETTINGS i

Tzb nanma l';_r:' Javar Tost

singleton (® @ ofr

Enable Tab s afways o pen’ orooerty @ m aff

enzbie ‘Defaulr opened in foft tabcar proporty & W o

Event @

vigitle im Manui@ O o

DISCARD
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The settings which are available on the “Properties” tab are:

1. Tab Name - specifies the name, which will be used for the tab

2.

Singleton - a Boolean value, specifying whether there can only be one instance of the
tab

Enable 'Tab is always open' property - determines whether the tab stays open at all
times. This property, when enabled, becomes visible in the admin section.

Enable 'Tab is always open' property - default value - the value associated with the
'Tab is always open' property. This property, when enabled, becomes visible in the
admin section.

Event - the event, which triggers the tab

Visible in Menu - whether or not this tab will be visible/selectable from the menu

For the header section, these are the properties available:

1.

2.

3.

Title - The neme/title for the tab
Information - Additional information for the tab
Icon class - the neme of the class, which will be used to populate the icon

Class - The CSS class, which will be used to style the icon - this is a small set of
predefined classes

Color - Should be hex, rga/rgba color, which will be used for the Tab Header and add
tab modal title

Adding widgets
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One can add widgets on the layout only in an existing container. This can be done either
in a completely empty container, or a container, which host less than three widgets:

[+] - a8

14000 Azure AD Unsecure Demo

# Edin

As shown in the screenshot above, one can use either the “Insert a widget” button, or
“Add new widget” one.

Once one of these buttons are clicked, the menu for adding widgets is show:
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ADD WIDGET ,‘.-,’

14000 Azure AD Secure Demo

WikgEL i5 alrEady assigned

14000 Azure AD Secure Demo IE

14000 Azure AD Unsecure Demo

14000 Blocking Tab Close Demo
Add widget

14000 Call Log - External
Add widget

m 14000 Azure AD Unsecure Demo IE

14000 CONNECT-14827 A
At the top is located the search bar, where one can enter the name of a particular widget,

or just a few letters from its name. Based on this, matching names will be displayed under
it, as show below:

Secure Widget

H 14000 Secure Widget

To add the widget to the layout, one needs to simply click on the “Add widget” button.
Please note, that widgets that are already assigned to the layout, cannot be added again.
These will be greyed out like this:
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14000 Azure AD Secure Demo

Widget is already assigned

Once you click on the “Add widget” button, you are presented with a final step to
configure the widget:

ADD WIDGET X

E 14000 Azure AD Secure Demo IE

Remove widget

Widget options

Default hide widget ap of

Default hide widget until state changes a» of

On the screen above, one can set two properties, related to the visibility of the widget on
its first load. Also, one can click on the “Remove widget” button, which take one to the list
of widgets. Alternatively, one can either close the popup, which discards all changes
made so far, or save the changes via the “Save changes” button.

Removing Widgets

Removing widgets from the layout is straightforward. One needs to simply hover over a
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widget, until the “x” button is shown, on the top left:

o

14000 Azure AD Unsecure Demo IE
# Edit

If this button is clicked, a warning confirmation is displayed:

Are you sure you want to remove the widget?

Remove Cancel

If the “Remove” button is clicked, the widget is removed, and the layout cell becomes
empty.

Editing a widget

If one wants to edit a widget, this can be done via the “Edit” icon at the centre of each
widget, as shown below:
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o

14000 Azure AD Unsecure Demo IE

# Edic

Edit

When clicked, the edit dialogue is the same as when adding a new widget. It offers
options to edit properties of the widget, as well as add a new widget in its place, close the
dialogue or save.

Understanding the tab layout

This section includes more information on the widget layout - the pane, which host all
widgets. In a new tab layout, there is only one cell or container where one can place
widgets:

In addition to inserting a widget in this cell, one can also add more cells to the layout. This
is done via the “+” signs on the bottom left and top left of the container. The bottom “+”
sign adds a row and the top one adds a column to the layout.

In the layout above, if one adds one row and then one column to the first row, the layout
will change to:
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The current limit for the numbers of rows and column is 3, which means that one cannot
add more than 3 by 3 rows/columns.

One can delete any layout cell via the “x” button rendered on the top left of the container.
If it is greyed out, or disabled, this means that the container cannot be removed - since
there is a limit of at least one container for the layout.

Another important aspect of the layout is the resizing. Each column and row can be
resized - as long as it has a neighbour cell of course. Resizing is done via hovering over

the border between two cells, until the resizing handler appears. Below is demonstrated a
resizing handler between two columns:

T

Alternatively, this is the resizing handler between two rows:
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|+

To start resizing, simply click on the resizing handler, and drag it as far
left/right/top/bottom as needed. Then simply release it.

When resizing two columns, there are two things to note. First, above each column, there
is a number, indicating the relative percentage that this column currently occupies:

HE Xih =

Another thing to note is that the resizing is not fully smooth, but rather snapping to steps

of 5 percent increments or decrements. This snapping area is denoted by the dotted lines
around each cell.

Resizing rows is very similar to resizing cells/columns - simply without the snapping of
predefined sizes. This looks as shown below:
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Moving the horizontal resize ruler up and down resized the two rows. The new
dimensions are noted on the left of each row, in percent.
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This section of the Administration Portal, allows for two important functions:
1. Enabling or disabling visibility for a specific widget for the current customer
2. Adding or editing widgets properties and widgets

The tab menu looks like this:

Widget Configuration  Tab Configuration  Widget Administration

Adding a new Widget

To add a new Widget in the list, simply press the Add Widget.

Add widget &

Mame

Title
U

Type
Widget ¥

This will prompt you to enter the following fields:
1. Name this is the name of the widget

2. Title this allows you to enter a title, associated with the widget, which can be a little
bit more descriptive
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3. URL this is the URL, to which the iFrame will point

Once these values are entered, you can press the Add Widget button within the popup
and finalize the settings.

Adding properties to a Widget

Once a Widget has been created and added to the list, one can add properties to it. These
properties will then be part of the Widget Configuration section for this widget, which can
then be set or re-set and ultimately become part of the widget configuration data, which
is available for the widget on the client browser. A set widget property looks like this:

IIIII Uit

To add a new Widget property, simply press on the Add Widget property button. This will
trigger a popup form, which contains the following values:

1. Key this is the string value, associated with a key for this widget. There are no
restrictions on what one can enter, with the main goal being of making this a
meaningful key

2. Default Value this is the default value for the key. If no other value is set at a later
time, the key will have this value

3. Type this is the type of the property being added. The available values are:

1. String this is a standard string, which can accept any string of numeric or text
values

2. Drop down this presents a dropdown element with options to choose from.
Useful for situations, where one needs to present a set of mutually exclusive
options

3. Password this is a value, which presents a password field. This is masked
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initially, however an administrator can set a different value from the Widget
Configuration section later

4. Boolean this creates a checkbox field, which similarly to a Boolean field can be
checked or unchecked

5. Integer this creates a numeric input field, which accepts numbers only
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This section of the Admin portal exposes a user interface, which allows setting or re-
setting of properties, belonging to specific widgets, which have been defined in the
Widget Administration section.

Its tab menu looks like this:

Widget Configuration  Tab Configuration — Widget Administration

Each widget, defined in "Widget Administration" will be available here. Each widget will
have the exact same properties, which were defined in the Widget Administration section.

A sample list of widgets may look like this:

AAIERT Conf pance

Widget Configuration &

* Tasr Wadgar

* Cal

* Call Hestary

» Call info

* Chat

B Chai infn

B (hat Settinge

® Cortaet Cubandar
® Contars Decalli

» ContmTs

Available widget property types
Currently, the properties that can be defined and accessed for each widget are:
1. String this is a standard string, which can accept any string of numeric or text values

2. Drop down this presents a dropdown element with options to choose from. Useful
for situations, where one needs to present a set of mutually exclusive options

3. Password this is a value, which presents a password field. This is masked initially,
however one can enter any other value in the field and save it
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4. Boolean this is a checkbox field, which similarly to a Boolean field can be checked or
unchecked

5. Integer this is a numeric input field, which accepts numbers only

Additionally, there are two other widget properties, which are added at the time of
defining the widget. These are:

1. Widget Title which gives additional information about the widget

2. URL this key points to the Url property for the iFrame. When the widget is loaded in
the agent tab, this is where the widget will point to

Editing a widget property
To edit a widget property, follow these steps:

1. Click on the expand collapse symbol, located to the left of a widget name. This loads
all properties defined for the current widget.

2. Locate the key, which you need to modify
3. Enter the new value, which you want to associate with the key

4. Click on the Save Changes button
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As we established in the sections above, all new elements of our solutions are mutually
related the Tab Configuration includes Widgets (Core and Custom). These custom Widgets
can be defined in the Widget Administration section. The properties defined can then
further be set in the Widget Configuration section. These properties are then passed on
the client as client-side widget data.

In addition to this all widgets, Core and Custom, can be made part of a custom layout, or
a Tab, which can then be rendered in the new Agent Application.

Further, with the latest release, we are publishing a Widget API, which exposes methods
and events for fetching configuration properties on the client, as well as widget to widget
communication.

This is demonstrated in the following screenshot, which shows how properties set in the
Admin, are made available on the client:

r
|

Widget Configuration rest wiocer

¥ Widget Test A wiager cal

Liner Group | widget options
Quiich find wseraiuses groups

Inkwrit Value Inhert Wahun Affumants far the api call

# CRM CC

* CAM Frame
* Call

P Call Hestory

¥ Call Info

* Chat

| comdtewwiigelsexenaldemn™
* Chat info 1 2t

® Chat Semings | ) Type” Esull
I

® Contact Calendar
CLEAR CONSOLE
¥ Comtaci Detalls

* Contacts
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Widget APl implementation

The external widgets are generally hosted on a different domain and cannot access the
Widget API directly. To bypass the domain barrier the Agent application's core will open a
messaging channel with the browser's Messaging API. Essentially, this relies on the
Window.postMessage() method, to send and receive data.

More information on this is available in the following web page:
https://developer.mozilla.org/en-US/docs/Web/API/Window/postMessage

As well as this one: https://developer.mozilla.org/en-
US/docs/Web/APl/MessagePort/postMessage
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Background

The Widget API was designed according with the following goals in mind: - to hide the
complexity of the Agent application from the widgets - to present small and consistent
interface to the widgets - to maintain a stable interface for the widgets

Overview

The Widget API is split in two major subsystems: the event system and the interfaces. The
events system is used to broadcast various messages from the services to the widgets
and for widget-to-widget communication. The interfaces are a facade to the services and
the core functionality.

Widget messaging

As mentioned previously, the external widgets are generally hosted on a different domain
and cannot access the Widget API directly. To bypass the domain barrier the Agent
application's core will open a messaging channel with the browser's Messaging API.

The code below demonstrates one way to subscribe to and handle messages from the API:

const origin = "the origin of the agent application';
| et port;
wi ndow. addEvent Li st ener (' message', nessage => { /'l Make sure that the
channel cones fromthe correct source: if (message.origin !'== origin)
return;

/'l Setup the conmunication channel :

if (!port) {

port = nessage.ports[O0];
port.onmessage = receiver;

1)
function receiver(message) {
/| code here}

The payload of the messages is contained inmessage.data. The core will add a
message.data.typeproperty to all messages too.
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Requests to the Widget API can only be send trough the provided port:

port. post Message(message) ;
Interfaces

To get a property or to call a method of the Widget API the {call, args} message
format should be used, where call is the path to the method (or property) in the API.

In case of a method call, args is an array of all required arguments for the method call.
Example:
port. post Message({

call: "tab.setTitle',
args: ['newtitle'] });

If the method returns a result, it will be sent to the external widget by the port.onmessage
handler in the format{name, value, type}, where name is the name of the requested
property or method,value is the value of the property or the result of the call, and type
will be the string 'result'.

Example response to a getOption call:

{
nane: 'w dget.getOption',
val ue: 'https://deno. puzzel.com dev/ w dgets/external /deno/', type: 'result’

}

Note that, due to the way the Messaging APl works, the payload of the message is in the
message.data property.

If the called method doesn't return a result, no message will be sent by the core. If the
called method returns a promise the message will be sent when the promise is resolved
or rejected. In case the promise is resolved a standard result message will be sent by the
core, where value will contain the value of the promise. In case the promise is rejected an
‘error' message will be sent:

{ . .

nane: 'w dget.setOption',

val ue: ' Unexpected end of JSON input',
type: 'error'???????

If matching a call to a result is required, the optional id could be added to the request. It
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will be returned back:

call: '"tab.getOption',
args: ['option nane'],
id: '0123456789' }

Result:

nane: 'tab.get Option',
val ue: 'option val ue',
id: '0123456789"' }

The widget can also observe a property for changes by sending a{watch}message. The
watchfield should hold the path to the property in the Widget API.

If the value of that property changes, the core will send a{name, old, new, type}message,
wherenamewill be the same property path,oldwill be the value of that property before the
change, newafter the change, and typethat will be the string 'changed'.

Events

The external widgets can subscribe to events by sending a {subcribe, options: {once,
address} } message to the core. The subscribe field should contain the event's name. The
whole options field is optional as are its properties: the boolean once and the address
string. The address has the same meaning as in the ExtendedEventAggregator's methods.
The once set means that the subscribeOnce method will be used, i.e. the external widget
will receive only a single event before the subscription terminates itself.

The events will be received with a {name, value, type} message, where name will be the
name of the event, value is the payload, and type will be 'event'.

{

nane: 'user StatusChanged',
val ue: ' System,
type: 'event' }

The complete API reference will be made available here
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