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Copyright

All rights reserved. No part of this product may be reproduced, transmitted, transcribed, stored in a
retrieval system, or translated into any language in any form by any means without the express written
permission of Tetherfi.

Warranty Information

Tetherfi makes no representations or warranties with respect to the contents or use of this product and
specifically disclaims any express or implied warranties of merchantability or fitness for any purpose.
Information in this document is subject to change without notice and does not represent a commitment
on the part of Tetherfi.

Trademark Information

Tetherfi is a registered trademark of Tetherfi. Other product names may be trademarks or registered
trademarks of their respective companies.

Contact Information

For customer inquiries, contact: For technical support inquiries, call:
Tetherfi +65 6715 7408

60 Paya Lebar Road,

#06-01 Paya Lebar Square,

Singapore
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1. Introduction

TMAC is an Agent/User desktop application that allows users to control Telephony functions via
their desktops PC instead of physical hard-phone.

It empowers agents/Users to interact with customers across multiple channels and the ability to
complete the interaction efficiently and effectively.

TMAC is a web-based application and would launch on the Agent/User’s screen occupying roughly
40% of the screen space.

1.1 Intended Audience

This user guide document is intended for the following audience:

e Business Users

e |Tteam

e Project Manages

e Application implementation team
e Application maintenance team

1.2 Scope of document

This is the step by step guide for users to manage the TMAC (Tetherfi Multimedia Agent Client).
By accessing and managing the OCM application, users will be able to define/change specific
behaviour of the TMAC call flow according to their preferences or business requirements
without needing any code change. TMAC will help the user to do all telephony functions.
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1.3 Glossary

Term or Acronym Definition or Description
ocm Omni Channel Management
TMAC Tetherfi Multimedia Agent Client

LAN Local Area Network
CIF Customer Identifier
ciQ

Customer Interactions in Queue

Ul User Interface

LANID Domain handle for a user (integrated with LDAP/AD)
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2. System Architecture

TMAC is an Agent/User thin-client application that allows contact center agents to handle
customer interactions such as voice, chat, email, audio, video, social media in a single user
interface. It empowers agents/Users to interact with customers across multiple channels and the
ability to complete the interaction efficiently and effectively.

Email
(Exchange, Y
Office365,
SMTP, POP3)

[ Browiser

Browser L
TAVRrox:

Other UL

TRecorder Browser /
Mobile

TComm,

e
rtp/srt
IS Web Applications - A"B/ﬁm%,s

Java Web Applications

e aeesd

T s

The above diagram illustrates all possible connectivity TMAC can have with other components. Not
each deployment of TMAC will have all these components. Based on the solution design, some
components may get removed.
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3. TMAC Login

TMAC is a Web-Based application that is accessed via a URL.
To get started you will first need to open a supported browser and navigate to the URL
that your administrator has provided. The URL should look something like the one below.

https://<server name>:<port>/TMAC_Client/

Browsers that support TMAC:

Below are the list of browsers that support TMAC:

Chrome: supports all features which includes audio call, video call, chat etc
Internet Explorer:

Safari:

Firefox:

Authentication:
Once user launched the TMAC URL in browser, it will ask for face authentication.

)

-
tetherfi
Sign In

[ & UserID ]

Sign Up?

SIGN IN %3

Copyright Tetherfi © 2020

New user can click on Signup button to register for face authentication like mentioned in
the below screen.

=

f
tetherfi
Sign Up

& Venky3

& Venkatesh & Allamkam

& 87997627 .
& Email ID

1 would like to go for face authentication

Already Signed Up?

REGISTER )

Copyright Tetherfi © 2020
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Please make sure click on “Face Capture” button before proceeding with registration.

& Venky3

& Venkatesh o Allamkam

Face Capture

& 87997627

& Email ID

Once registration is completed then system will navigate for authentication.

If user is already registered then, user can proceed with authentication by entering userID
and with face.

N g
tetherfi
Sign In

& User ID }

Sign Up?

Copyright Tetherfi © 2020

Once successful authentication, User will be navigated to the below page to enter
required information to login to TMAC.

The TMAC client supports login to the client application using the domain (provided in the
drop-down), login ID, Station ID and password.

Users must provide Lan ID, Password and Station ID and click on the “Login” button as shown
below. You are now ready to use the application.

10
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N4
tetherfi

DOMAIN LIST

tetherfi v

LAN ID
kavya

PASSWORD

STATION
40019

Login to PBX?

LOG IN

Domain List:

Lan ID: Lan ID will be usually agent name which will be in DB used to login to TMAC.
Password: User should enter password to login to TMAC

Password show: when user clicks on show password entered by user will be visible

Station:

Login to PBX: User should check then option if he/she want to login to TMAC which uses PBX

If the user entered LAN ID is wrong, then the below-shown error message is displayed and the user

should enter proper agent ID to log in.

11
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Invalid LAN ID detected. Please provide agent id. X

f
tetherfi

DOMAIN LIST*

tetherfi v

LAN ID*
kavyaAAAA

AGENT ID*

STATION™

40030

Login to PBX?

LOGIN

The LANID is considered wrong if it is not created as an agent record in AGT_Agent table using OCM.

Below are some error codes displayed during TMAC Ul login , these errors may occur due to
configuration issues

Error Codes Reason

Invalid credentials If user enters wrong LAN ID or
password

Invalid extension If user enters wrong station

Invalid LAN ID If user enters wrong LAN ID

Invalid agent id If user enters wrong agent ID

Station Busy If the staton is not logged in to
any hard phones, avaya onex
communicator or if the station
you have entered has already
logged in to TMAC by other
users.

12
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Agent already logged in If user uses agent ID which is
already being used by other user
to login to TMAC this error
occurs

Station ID in use If user uses StationlID which is
already being used by other user
to login to TMAC this error
occurs

The window appears as a popup and will be placed at the top left corner of the screen. Opening a
popup window or opening inside a separate tab can be configured in TMAC Ul js configurations.

Immediately after agent gets logged in to TMAC, agent status is seen as ‘Default’.

Network c
y . ompose
Connectivity Aux Status Timer Fax Lfgout Button

) +- Paid Break €D ococoozoz L [-] ] U]
Main Tab <a—— f Main

@ ——» Settings

kavya nayak/qo006

i Dashboard

Skl Sef A ag i 5L

ChatSk -] o o ° |

VideoSkdlly ° o o o e Wallboard

Message Status Date Time

13
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TMAC Features

TMAC is an agent desktop application that allows users to control telephony functions via
their desktops PC instead of physical hard phone also it allows other channel like chat, audio
video , fax and social media for communication .It empowers agents to interact with
customers across multiple channels and the ability to complete the interaction efficiently

and effectively.

The above icon displays the connectivity status between TMAC Ul and TMAC proxy.
This icon will be present on the top left corner of the TMAC screen. It toggles between
orange and green when the TMAC is connected to the network i.e. Online as shown

below:

While trying to connect to the proxy, the icon becomes orange, and of the connection is
successful, it becomes green.

3.1 Network Connectivity Status

The icon becomes red when the TMAC Ul is not able to connect to TMAC proxy. The
reason could be either a network failure between TMAC Ul and proxy or the proxy

server is unavailable.

3.2 TMAC Settings

<

The above icon can be used for various TMAC settings. This icon will be present on the
top right corner of the TMAC screen. On click of this button, the below screen will be
displayed:

14
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Settings

Push Notifications L]
Enable /Disable. ..

Change Theme Color ]
Open/Close the color panel. ..

Change Theme Font E
Hover the icon and change. .

Enabling Push notifications will display notifications to the user about call or chat
events when TMAC is not in focus.

On click of Change Theme Colour button, the below screen will be displayed

* Settings
Push Notifications ®
Enable/Disable...
Blink Status ®

Enable/Disable...

Change Theme Color
1 Open/Close the color panel...

Colors

Change Theme Font @
Hover the icon and change...

User can choose any theme colour amongst the 11 colour combinations shown above.
TMAC Ul colour will change corresponding to the theme colour selected by the user.

On click of Change Theme Colour font, the below screen will be displayed

15
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3.3 Agent Status

Settings

Push Notifications ®
Enable/Disable...

Blink Status ®
Enable/Disable...

Change Theme Color ).
Open/Close the color panel...

Change Theme Font @
Hover the icon and change...

AVAILABLE FONTS

Trebuchet MS
Helvetica
Comic Sans MS

Verdana

Available

The above icon displays the present status of TMAC User. This icon will be present on
top of the TMAC screen. On click of this button, the below screen will be displayed:

Available
S

o 1 - Paid Break

d} 10 - Logout

o 2 - TM Feedback

o 3 - Fulfillment

0 4 - Meeting/Training
o 5 - Computer Problem
o 7 — Project

o & - Call Qutbound

o 9 - Personal Aux

16
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These status codes are configured in AGT_AuxCodes table. The user can choose one

amongst the any of status buttons available

AUX — aux can have multiple button as defined in AGT_AuxCodes table.

AUX Codes (some samples below):

1.

Paid break- To be selected when the user wants to take a paid break for
lunch, tea, etc.

Available- To be selected when the user is ready for customer
interactions (call/chat/callback)

TM Feedback- User defined AUX.

Fulfillment- User defined AUX.

Meeting/Training- To be selected when the user wants to attend a
meeting or training session

Computer Problem- To be selected when the user wants to report any
kind of computer related issues.

Project- To be selected when the user wants to perform a set of
interrelated tasks

Outbound — To be selected when user wants to make outbound calls
from TMAC.

Personal Aux- To be selected when the user wants to perform some
personal activities.

10. ACW- Status of agent after call

Timer: There is a Timer icon right next to the TMAC user status icon which displays the

exact time a user has spent in a particular status.

3.4 Wallboard

Below image shown is agent wallboard where all the skills assigned to agent is displayed here along
with other information like other staffed agent(stf), available (Avl), agents ,calls in

queue(ClQ),service level(SL%))

Skill

ChatSkill

VideoSkill1

Fax Skill

Audio Chat1

Stf Avl aq 4 SL%

17
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This wallboard keeps refreshing when the queue values changes. The refresh rate is xx seconds as
defined in TMAC server config. The wallboard rows keeps re-ordering based on number of items in
ClQ (highest value on top). Colour of CIQ changes to red when the threshold value is reached

Colour changes of CIQ based on count? Where is it configured?

3.5 Info

O

The above icon can be used for various TMAC related information. This icon will be
present on the bottom left corner of the TMAC screen. On click of this button, the
below screen will be displayed:

Supervisor  Alert Version

Workbench Notes

Workbench :
Workbench is used to check the status of fax and email items are in queue or sent.

When the fax is initiated items will be put in queue which will be shown in workbench .

To check this user should click on info button, A pop up will be displayed as shown below

O

Workbench

18
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When user click on workbench option below screen is displayed.

Queue
oraxes

B o
Sent

Version: Version button can be used for various TMAC version related information which will be
used during troubleshooting. On click of this button, the below screen will be displayed:

19
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X
TMAC Version Info
Components Version
CommandManager.js 3.2.07.04
CommonUlLjs 3.2.07.04
CustomCommand.js 3.2.06.07
CustomMethods.js 3.2.06.07
DynamicData.js 3.2.06.07
EventHandler.js 3.2.07.04
FacebookULjs 3.2.06.07
FaxULjs 3.2.07.04
GenericULjs 3.2.06.07
Gridinit.js 3.2.06.07
LineULjs 3.2.06.07
MainULjs 3.2.07.04
MainscreenUl.html 3.2.06.27
Notifications.js 3.1.12.28
SMSULjs 3.2.07.04
SignalRConnector.js 3.2.06.07
TmacTextChatULjs 3.2.06.07
TmacUljs 3.2.07.04
TwitterULjs 3.2.06.07
VoiceUljs 3.2.06.07
WebRTCConnector.js 3.2.06.07
TMAC Server:
TmacServert
TMAC Proxy:
J.[TmacProxyltmacproxy.asmal
SignalR Server:
3.2.08.06

TMAC Server: this will show agent is logged into which TMAC server
TMAC proxy: This section will show TMAC server is using which proxy to connect to TMAC Ul.
Currently Http proxy is being used

SignalR Server:

Recent Alert: Alerts button can be used for various recent TMAC alerts related
information. On click of this button, the below screen will be displayed

20
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€ Recent Alerts

1. Interaction disconnected by Customer - 16/04/2020 21:51:53
2. Chat Bot disconnected the chat - 16/04/2020 21:36:20
3. Interaction disconnected by Customer - 16/04/2020 21:34:50
4. Chat Bot disconnected the chat - 16/04/2020 21:31:26

Broadcast Message

Marquee displays the broadcast message present at the bottom of the TMAC screen

(real-time). This broadcast message can be updated using OCM and Supervisor Console

which will take about 6 seconds to get updated in TMAC Ul . This is the universal
message displayed to all the agents belonging to a group in the contact centre. Both

group based and contact centre wide broadcast message is possible which depends on

configuration.

We are expecting a high call volume in next 2 hours. Be ready!

On click of the broadcast message, the same message will maximize.

21
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We are expecting a high call volume in next 2 hours. Be ready!

3.6 Reminder

+ I

Reminder option is used to set reminders for agents,
For example: if agent wants to call any customer after sometime he can set a reminder
here as shown below

on click on this reminder button below screen will popup

Set Reminder x

Enter the message
Call customer John at &.30am

Reminder Date
zgfo1/z020

Reminder Time

18:47

22
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A Not secure \ 10.133.146.11:55080/TMAC/Ul/MainscreenULhtmls# Q

E 72Hrs v

Suparvisor

¥, calls B chat= & rax

oo [o]0] [o]e]
Skill Stf Al aq 4 SL%
BAC kavya_nayzk 1 L} o L]
VoiceSkill 7 2 a e
Voiceskills 5 1 a o
EmailSkilla 3 o 3} o

|
Message Status Date Time
customer John at B.30am New o1/29/z020 18i47

Call customer John at 8.30am New o1/29/2020 1847

e Good evening (® 29fo1f2020, 18:46:33

Enter the message: This is used to write any message which is used to pop on the

screen.
Reminder Date: Date of reminder where you want message to be displayed, This is of

dd/mm/yy format
Reminder Time: Time of reminder where you want message to be displayed, This is of
24 hours format i,e hh/mm

when the set time is reached there will be a pop up in TMAC screen as shown below

23
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Default o044 F.) []
A Main
p— bl
6 aHrs -
Supervisor
R, calls B chats B Fax
[o]o] [o]e] 00
skill Stf Al aq 4 sl
BAC_kavyz_nzysk 1 a o °
Voiceskill - B 0 °
Voiceskils s a 0 °
Emailskills i o 2 5

E3

Message You have a new reminder: 01/29/2020 18:47:00

Call customer John at 8.30am 18:47

Call customer John at 8.30am 18147

Call customer John at 8.30am

e Good evening @ 29/03/2020, 18:

When the reminder is complete, the status will be shown as completed as shown below

|

Message Status Date Time b
Call customer John at 8.30am Completed 01292020 18147 [
Call customer John at 8.30am Completed 01292020 18147

24
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Interaction Handling

Interaction handling is communication between agent and customer using different channels like
voice, chat, fax, Email etc., Below are some channels explained in detail which are used in TMAC
to support instant two-way interactions between customers and agent

4. Voice Channel

A transmission channel necessary to carry human voice,

More details about voice channel, how it get created (a call from Avaya, Cisco tru ACD or agent to
agent, transferred calls, conferenced calls etc)..

4.1 Customer Information:
Customer info is totally customizable in TMAC Ul js. Below is one example of it. Explain different
Interaciton events which comes to Ul with data and how those data are bound to Ul based on config.

Incoming Call event
Intent event
UUI event

IVR data event

Etc
Customer Information
Name User ID CIF
Binny Binny 51234567)
Mobile Number Gender DOB
91345015 M 1984 Feb 20
Queue Time
undefined seconds r
Last 4 IVR
NA € NA € NA € WA

e (Caller ID of the customer

e Name of the caller

o CIN of the caller

e CC/DC- Credit Card/Debit card information

e lLanguage selected by the caller

e Customerintent of the caller

o Caller ID of the caller

e Card number temp limit increase of the caller
e Temp limit increase amount for the caller

25
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Last 4 IVR menus transverse by the caller

Queue time for the caller

TPIN Lock status — telephone identification PIN’s lock status.
Call disconnect button.

Call Hold button

Transfer call button

Conference call button

IVR transfer button

4.2 Interaction History

Customer Interaction History is displayed when agent receives a call as below.

Below picture displays interaction history for different channels like voice, chat etc

-¢ TMAC - &: 50001 / S: 10001 - Google Chrome - (m] X

@ demo.tetherfilabs.com:55443/tmac_client/MainscreenUl.html# [=:]

A& Dashboard B Binny

16/04/2020, 21:36:19 (O 00i05:40 *
Authentication Level Authentication Status
Onia Ona

Customer Information

Chat

Chatbot History

Interaction History

Customer Journey Z C & D

e mchal with Chat Bot (Chatbot) on 17/04/2020 00:04:53 with intent UOBGCMaker

° mVOi(E with Binny Mathew (binny) on 16/04/2020 23:58:56 with intent Default

° mVDICE with Binny Mathew (binny) on 16/04/2020 20:58:46 with intent Default

° mVOICE with Binny Mathew (binny) on 16/04/2020 19:52:40 with intent Default

° m\folce with venkytest venkytest (venkytest) on 16/04/2020 12:47:05 with intent Default

° [ Voice with venkytest venkytest (venkytest) on 16/04/2020 19:46°41 with intent Default

° m\mice with Binny Mathew (binny) on 16/04/2020 19:46°15 with intent Default
e mChal with Chat Bot (Chatbot) on 16/04/2020 15:51:39 with intent UOBGCMaker
e mchal with Chat Bot (Chatbot) on 16/04/2020 15:44:36 with intent UOBGCMaker

e B I Chat with Chat Bot (Chatbot) on 16/04/2020 15:08:15 with intent UOBGCMaker

Team Meeting @5 near my Desk (D 16/o4/2020, 21:42:00

26
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The interaction history displays the entire customer journey for every interaction. The main
functions displayed are the date and time of the interaction, type of interaction (inbound or
outbound) and channel of interaction .

The refresh button present in interaction history can be used for loading recent data.

For more information regarding a particular interaction, ° button can be used and for more
information regarding the entire interaction history, the expand button can be used as shown
below.

Interaction History

Customer Journey

e [ Chat with Chat Bot (Chatbot) on 17/04/2020 00:04'53 with intent UOBGCMaker

o [ voice with Binny Mathew (binny) on 16/04/2020 23:58:56 with intent Default

Agent Handled: Binny Mathew (binny),Binny Mathew
(binny)
Time: 16/04/2020 23:58:56
PhoneNumber: 91245015
Intent: Default
Type: IncomingCall-NolVR

Handled by: Binny Mathew (binny)
Time: 16/04/2020 23:58:57
PhoneNumber: 91345015
Intent: Default
Type: IncomingCall-NolVR

° m Voice with Binny Mathew (binny) on 15/04/2020 20:58:46 with intent Default
° m Voice with Binny Mathew (binny) on 16/04/2020 19:52:40 with intent Default

e [E) voice with venkytest venkytest (venkytest) on 15/04/2020 19:47:05 with intent Default

On clicking the more button present in interaction history, ascending and descending
formatting options for the interaction history will be displayed.

4.3 C(Call Controls

Call controls are different call events which agent can trigger during customer interactions when he
receives an incoming call . different call events are as below

e Transfer call
e Conference call
e Hold / Unhold call

4.3.1 Incoming Call

First explain how a call comes to TMAC Ul.. Avaya, Cisco ACD calls, agent to agent calls, transferred
calls, conferenced calls, Campaign calls etc.

27
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Incoming calls can either be configured as auto answered or manual answer. An agent should
change his/her status to “Available” to enable routing of calls.

Agent’s status changes to “On call” automatically once the agent receives a call. On incoming
call event for an agent, the below screen will be displayed.

Agent state change to ‘on call’ only if the agent was on ‘available’ while receiving the call.. if the
agent was on some aux (aux- meeting), then it will display ‘aux-meeting-on call’

When TMAC is configured as manual answer only answer button is displayed as shown below

Call Tab Current agent Status Timer

Network

Main Tab

(1) 20/e4/2038,

varfication Status

Answeer Call -I— n;

customer Information —s— EREERUERIELE Y

Nama oF €Az NofCard
Language Custerner Segment Caller 1D
Caller intent Quesie Tme DNiS

Errer Gode

Last 31V

A € NA € oNa € omA

Interaction History
D ] Interaction Histary
Pannel

e we are expection high call volume in next 2 hours ! be ready @ sofo4f2010, 15:6135

On click on “Answer” button below screen is displayed

Need to explain what happens in background when ‘answer’ button is clicked. The call is
answered on phone and agent can start talking to person on the other side...

28
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(IN) 20/04/2020, 15:51:32 (3 00:00:44

Varification Status Verification Type
N/A Ona

EICIEEE -

Customer Information

Name aF IC/Ace NojCard
Language Customer Segment Caller ID
Caller Intent Quaus Tims DNIS

Error Code

Last 4 VR

na o € ona £ ona € oma

Interaction History

O

we are expection high call volume in next 2 h (® 20/04/2020,1

Disconnect lransfer VR Transfer
Call

Hold Conference
Call Call

On click of IVR transfer call below screen is displayed.
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On/a

D' & NRIC/CC+OTP

& Accesscode+TPIN

2IF B Card Activation [

& OMA Activation

-ustomer. g pewards Redemption

IVR transfer is used for different purpose like user authentication, card activation ,0MA activation
etc...These IVR VDNs are configurable in TMAC server configuration.

Verified Status: Verified Status, displays whether the incoming caller has been verified.

4.3.2 Transfer call

Transfer call is used when user want to transfer call to other agents

For example: if agent A receives a call from customer to get some information on some intent but
agent A who is not aware of it will transfer to agent B who will satisfy customer need.

On click of Transfer call button the below screen will be displayed
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©On Call

# Main %, 40007

(IN) 27/08/2019, 12:11:01 (D) 00:04:43 o
Verification Status Verification Type
[: L2 On/a

Customer Information

Name CIF IC/Acc No/Card
Language Customer Segment Caller ID

Caller Intent Queue Time DNIS

Error Code

Last 4 IVR

NA < NA < NA < NA

Interaction History

Transfer Chat List

x |

Comments
BT

Agent ID
Select skill.. v -

FirstName LastName 1D Status Interaction Counts
kavya nayak 50094 Default

Anish Bhat 50039 Available

Rakesh Catty 50015 Not Logged in

Transfer call can be done in two ways:

1. Blind transfer
2. Consult transfer

Blind Transfer : Blind transfer is a skill based transfer where transfer call is done based
on skill name .
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= |n Blind transfer list, the skill names, VDN and skill IDs of the configured skills
for call transfer are displayed as shown

= To make a blind transfer user should click on skill list and select a skill to
which u want to transfer a call and click on BT (Blind Transfer) option, The
option selected by the user will be automatically entered in the field as
shown below.

Transfer Call List X
:

BT

Blind Transfer
RSN Speed Dial List

Name VDN ID Staff Avail ClQ
V_voice_skilll 40923 49011

V_voice_skill2 40924 49012

VoiceSkilll 4 49000 4 1 0

Consult Transfer : Consult Transfer is agent based transfer where transfer call is done
based on available agents.
In Agent list, the names and agent IDs of the agents eligible for call transfer alongside
their real time status are displayed. The process of transfer call completes only after
both agents confirm the transfer call.

e To make a Consult Transfer user should select any of the available agent and

click on transfer button The option selected by the user will be automatically
entered in the “Agent” field as shown below.
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Transfer Call List X

50039

BT

Select skill.. v
FRTNAESS Sill List  Speed Dial List

FirstName LastName D Status Interaction Counts

Anish Bhat 50039 Available 0

Using this option, the agent you select for transferring the call will hear
his/her phone ring and can accept or reject the transfer.

The process of transfer call completes only after both agents confirm the
transfer call.

The purpose of this node is to transfer a caller while retaining control of the call
if the transfer attempt is unsuccessful.

In a consultation transfer, the system dials the number and monitors the
progress of the transfer. When the transfer has successfully completed, the
caller is disconnected from the application (the caller is now connected with the
called party) and the application will continue to execute until finished.

If the transfer attempt is unsuccessful, the call is brought back to the application
and the application may continue to interact with the caller (playing prompts,
collecting inputs, or attempting other transfers).
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4.3.3 Conference Call

A Main | % 40007

(IN) 27/08/2019, 12:11:01 @0006 28 °
Verification Status Verification Type
[ I77Y On/a

Sl =

Name CIF IC/Acc No/Card
Language Customer Segment Caller ID

Caller Intent Queue Time DNIS

Error Code

Last 4 IVR
NA € NA < NA < NA

After clicking conference button caller will be on hold and hearing hold music. TMAC will
open a window, which will display agent list. User must select one record from it then it will get
connected to that agent. Once the user confirms the conference request, both the users will get
added in conference.

Click on “Conference” button it will pop up a confirmation button

Conference Call List X
A

FirstName LastName 1D Status Interaction Counts

Anish Bhat 50039 Available

Click on “Confirm” button to add user2 in conference
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Click on “Cancel” to cancel the conference.

CANCEL

4.3.4 Hold/Unhold Call

User must click on “hold” button to put customer on hold. Once user clicks on “hold” button,
customer will go on hold and button will change to “un-hold”. When user clicks on hold button,
customer will hear hold music. User can click on “un-hold” button to get reconnected with
customer. Hold time can be configurable in TMAC server config as shown below

<add key="Hold Time" value="10" /> where value is time in seconds.

ﬂ Main

. 40007

Call on hold for 00:01:10

Verification Status Verification Type
On/A On/a

a
Customer Information

Name CIF IC/Acc NojCard
Language Customer Segment Caller ID
Caller Intent Queue Time DNIS

Error Code

Last 4 IVR
NAa < NA < NA £ NA

Interaction History

For closing of tabs:

In general practice, we do not allow auto closure of chat tab once a chat/voice/fax/
is disconnected. Agent should manually carry out the operation. All open tabs will
be automatically closed once the Users change their status from “ACW” to
“Available”
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4. Chat Channel

Explain the ‘chat interaction’.. how does it come to tmac (from customer webapp, mobile phone..
using TComm.. from third parties like moxtra.. etc)

5.1 Customer Information:
Same as voice customer info, this section is configurable.. explain...

Customer Information

Name User ID aF

Binny Binny S1234567)
Maobile Number Gender DOB
91345015 M 1§84 Feb 20
Queue Time VoiceBio Is Verified

o seconds

OCR Data - Customer ID

e Name of the caller

e CIF of the caller

e |C/Acc No/Card- Credit Card/Debit card information
e lLanguage selected by the caller

e Customer Segment of the caller

o Caller ID of the caller

e Queue time for the caller

e DNIS

e Error code
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A Dashboard B Binny m |8 workbench X

16/04/2020, 21:36:19 (D) oo:15:29 *
Authentication Level Authentication Status
NiA Ona

Customer Information

Chat
Chatbot Histo

Chatbot

For which account you would like to check the balance?
7142020 1220549 am

Binny

Savings Account ending with 6831

Chatbot
The balance in your Savings Account ending with 6831 is

We have a great promotion going on now on new Credit Card recently launched by us especially for our Savings customer, would you
to know more ?

Interaction History

e Team Meeting @s5 near my [ (© 16/04/2020, 22:08:56

Chatbot

For which account you would like to check the balance?
/42020 120549 am

t ending with 6831

Chatbot

The balance in your Savings Account ending with 6831 is $452,333
17142020 12:05°58 am

We have a great promotion going on now on new Credit Card recently launched by us espedially for our Savings customer, would you like
to know more ?

5.2 Chat Interaction History

Customer Interaction History is displayed when agent receives a call as below.by default it
displays 5 interactions .

Below picture displays interaction history for different channels like voice, chat etc

On click of Chat history button, the below screen is displayed
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- TMAC - A: 50001 / : 10001 - Goagle Chrome:

@ demo.tetherfilabs.com:55443/tmac_client/MainscreenUlhtml#

# Dashboard | |3 Binny

16/04/2020, 21:36:19 (O 00:05:40

Authentication Level Authentication Status
{: TS Ona

Customer Information

Chat

Chatbot History

Interaction History

Customer Journey 4}

e [ chat with Chat Bot (Chatbot) on 17/04/2020 00:04:53 with intent UOBGCMaker

° [ voice with Binny Mathew (binny) on 16/04/2020 23'58 56 with intent Default

° [ voice with Binny Mathew (binny) on 16/04/2020 20.58.46 with intent Default

° [ voice with Binny Mathew (binny) on 16/04/2020 19°52°40 with intent Default

° [ Voice with venkytest venkytest (venkytest) on 16/04/2020 19:47:05 with intent Default
° [ voice with venkytest venkytest (venkytest) on 16/04/2020 19.46.41 with intent Default
° [ voice with Binny Mathew (binny) on 16/04/2020 194615 with intent Default

e uChal with Chat Bot (Chatbot) on 16/04 /2020 15:51:39 with intent UOBGCMaker

e [ chat with Chat Bot (Chatbot) on 16/04/2020 15:44:36 with intent UOBGCMaker

e B I Chat with Chat Bot (Chatbot) on 16/04/2020 15:08:15 with intent UOBGCMaker

Team Meeting @s near my Desk

@ +6/0af2020, zx4z:00

The refresh button present in interaction history can be used for loading recent

data. For more information regarding a particular interaction,

button can be used

and for more information regarding the entire interaction history, the expand button

can be used.

Interaction History

Customer Journey
17/04/2020 00:05:05

Customer
Live Agent

17/04/2020 00:06:10

> 0:00/1:30

17/04/2020 00:06:11

Please wait while | connect you to a Live agent
17/04/2020 00:08:11
Chat transfer connected to Binny Mathew
(binny) at
17/04/2020 00:06:11
Chat disconnected by Chat Eot (Chatbot) at
17/04/2020 00:06:12

a uvow(ewllh Binny Mathew (binny) on 16/04/2020 22:58:56 with intent Default
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On clicking the more button present in interaction history, ascending and
descending formatting options for the interaction history will be displayed.

Open Load  Expand

new Refresh More Al

Tab ‘ ‘
*z c ¢« 0B

Descending

Ascending

5.3 Chat Controls

5.3.1 Incoming Chat

Incoming chats can either be configured as auto answered or manual answer. An agent should
change his/her status to “Available” to enable routing of chats.

Agent’s status changes to “On call” automatically once the agent receives a chat. On incoming
chat event for an agent, the below screen will be displayed.

A Main | [BF 3162

‘

Mobile Number

Queue Tim
Chat
x|+ |=]olel[=[0][» a8 ®
@ oo:02:14 devz00621192206_3162
File
Sharng o vire Picture Record
Send Message  Audio
fsend message
(U o > ¢

Chatbot History
Interaction History
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e The chat screen will have the below information:
(1) Authentication status, displays whether the incoming chat has been authenticated.
(2) Caller ID of the customer
(3) Customer information’s includes:
a. Name of the customer
CIF of the customer
Segment code of the incoming chat
Intent of the incoming chat
Registered number of the incoming chat customer
Channel of interaction

- o o o0 T

g. Queue time for the chat
(4) Authentication type
(5) Chat button:

On click of chat button the below screen will be displayed:

Di t A
isconnec Conference Chat Templates Video Request
Chat Chat Escalate Signatute
l l Audoi l L
Transfer Convert Escalate Co-Browse ScreenShare
Chat Chat

5.3.2 Disconnect Chat
On click of disconnect chat button, interaction with agent and customer will be ended.

5.3.3 Transfer Chat

On click of Transfer call button the below screen will be displayed
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Main E TetherfiCustomer

Authentication Status

Ona
Customer Information
Name CIF No
S1234567A
Language Customer 5S¢
transfer call )
Intent conference call Queue Time

2 seconds

=] 8| [=]O] %
Transfer Chat List X

Agent ID

Comments
BT

Select skill.. v

FirstName LastName Status Interaction Counts
kavya nayak 50094 Default

Anish Bhat 50039 Available

Rakesh Catty 50015 Not Logged in

Transfer chat can be done in two ways:

e Blind transfer
e Consult transfer:

41



.
tetherfi

A BRAVE NEW WORLD

User Guide

Blind Transfer: Blind transfer is a skill based transfer where transfer chat is done based
on skill name.
= |n Blind transfer list, the skill names and skill IDs of the configured skills for
chat transfer are displayed as shown
= To make a blind transfer user should click on skill list and select a skill to
which u want to transfer a chat and click on BT (Blind Transfer ) option , The
option selected by the user will be automatically entered in the field as
shown below.
= User should add comments in comment section

Transfer Chat List X

40926

Comments

Name D Staff Avail clQ

Ch_chat_ski... 49013

Ch_chat_ski... 49014 1 0 0
Ch_ChatSkil... 1391524

Ch_chatvdn._. 45000

ChatSkill2 49001

Name: This column display list of available skill where chat can be transferred
ID: This column display skill of the particular skill

Staff: This column display staffs who are logged in to TMAC

Available: This column display available agents having particular skill

ClQ: This column display the number of chats which are in queue

Consult Transfer: Consult Transfer is agent based transfer where transfer chat is done
based on available agents.
In Agent list, the names and agent IDs of the agents eligible for chat transfer alongside
their real time status are displayed. The process of transfer chat completes only after
both agents confirm the transfer chat.
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To make a Consult Transfer user should select any of the available agent and
click on transfer button The option selected by the user will be automatically
entered in the field as shown below.

Transfer Chat List x

50094

Comments
t
Agent List NI

FirstName LastName D Status Interaction Counts
Anish Bhat 50039 Default 0
kavya nayak 50094 ACW 0

Using this option, the agent you select for transferring the chat will hear
his/her phone ring and can accept or reject the transfer.

The process of transfer chat completes only after both agents confirm the
transfer chat.

The purpose of this node is to transfer a caller while retaining control of the chat
if the transfer attempt is unsuccessful.

In a consultation transfer, the system dials the number and monitors the
progress of the transfer. When the transfer has successfully completed, the
caller is disconnected from the application (the caller is now connected with the
called party) and the application will continue to execute until finished.

If the transfer attempt is unsuccessful, the chat is brought back to the
application and the application may continue to interact with the caller.

The transfer chat has below functionalities:

Name of the agent the chat is to be transferred to

Comments for the chat transfer
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User can select one of the skills shown in the Select skill drop down and filter the agent list
based on skills selected.

Select skill.. v

ChatSkillz
VoiceSkilh
CallBackSkill3
VoiceSkills
VoiceSkill4

VoiceSkilly

VM AiraQLillA

5.3.4 Conference Chat

After clicking conference button caller will be on hold and hearing hold music. TMAC will
open a window, which will display agent list who are in allowed status and conference chat can
be done only to agents who are in allowed status. User must select one record from it then it
will get connected to that agent. Once the user confirms the conference request, both the users
will get added in conference.

Click on “Conference” button it will pop up a confirmation button
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Conference Call List X
A

FirstName LastName 1D Status Interaction Counts

Anish Bhat 50039 Available

Click on “Confirm” button to add user2 in conference

IM

Click on “Cancel” to cancel the conference.

5.3.5 Chat templates

Agent can respond to customer using pre-defined templates also as
mentioned above. For selecting predefined templates, click on chat templates
button

Chat Templates x

Departments . Groups

Templates t
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Select the appropriate department and group depending upon the intent of the chat
conversation.

Chat Templates X

testing Auto Response X

Templates

I have not heard from you in a while. Are we connected?

Once the user select any of the required template , it will be shown in textbox as shown
below,

e_) 00:03:51 ﬁ
A Main E TetherfiCustomer

S1234567A ¢

Language Customer Segment Meobile No I
90542248
Intent Queue Time Error Code
2 seconds

DDBEOOOEDD ®

@® oo:00:00 devigog30122742_5012

£S

today at 12:27pm

Send message

| have not heard from you in a while. Are we connected?

‘ateraction History

(© 30/09/201g, 12:31:38
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5.3.6 Audio Escalate

Audio escalate button is used to make audio call with the customer, when user click on this button

customer will get a popup asking to accept the audio call, one customer accepts audio call will be

successful .

Chat

T T=le o] =]c]~]a] o e
8P a > 8
5.3.7 Video Escalate

Video escalate button is used to make Video call with the customer, when user click on this

button customer will get a popup asking to accept the Video call as shown below.

Video call request by customer, Do you want to accept it?

CANCEL
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when customer accepts , Video call will be successful.

Full Screen:

Resize:

A Main | EN3165
Mobile Number Gender DoB

Queue Time

Chat

([ x|s]alm]lafals]a] @

@® o0:07:55

o aie e -

Chatbot History
Interaction History

-
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When minimized:

o]

A Main BN TetherfiCustomer
12/06/2020, 11:06:28 O 00:00:12

Authentication Level Authentication Status

on/A ONA

Customer Information

Name User ID CIF
Tetherfi Customer testapp 512345674

Mobile Number Gender DOB
90542248 M 14/11/1990

Queue Time
6 seconds

Chat

(< |+]=]efole]a] e

© 00:00:12 dev200612110622.1053

e © 12/06/2020, 11:06:41

Video Conference:

Video conferencing is a visual communication session between two or more users regardless
of their location, featuring audio and video content transmission in real time.

When user clicks on video conference button below screen is displayed.

P

Prakash 7246
Pt Agert

Snapshot:
Snapshot option allows user to capture current picture of your screen, this button is located
at the top left corner of your screen ,Snapshot button is visible during on going video call,
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Snapshot

A

5.3.9 Request Signature

Request signature in TMAC is replacement of written signatures , instead of giving a customer a
paper document to sign, TMAC offers a option called request signature so they can review and
electronically sign on it as shown below

If User want to request signature of the customer then click on request signature option, if request
signature is successful then “request signature successful “notification will be prompted

below screen is displayed in customer side
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Signature Pad X

CLEAR SUBMIT

When customer click on submit button, agent will receive signature

Chatbot History

Interaction History

5.3.8 Co-Browse

Co browsing allows agents and customers to collaboratively 'browse' a website or web application
together in real time. When user click on co browse option below screen is displayed. User can use
template or text option

template option gives user pre defined URLS which is stored in database

Text option allows user to enter URL as he/she wants
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© Template O Text

— . _

Templates

5.3.10 Screenshare

Screen sharing is presenting your screen to others remotely, which means other people on

the screen sharing session can see what you are doing on your screen.

Below screen will popup upon clicking on screenshare option , when user click on share button

customer can view agents screen .

Share your screen
tmac.tetherfilabs.com wants to share the contents of your screen. Choose what you'd like to share.

Your Entire Screen Application Window Chrome Tab

‘ = [ESS—— |

m Cancel

5.3.11 Convert Chat

Convert Chat option allows user to convert interaction of one channel type to another channel

Example: implemented for TextChat Channel -> generic channel
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Existing interaction will continue as it is. But that interaction's details is taken and added as a new
work item to WQ for selected skill in selected channel.

Convert Chat x

hello

Name D staff Avail ciQ

5.3.12 Attach/File sharing

Attach or file sharing option allows user to share any file which is limited to 10 MB in size

When User click on attach option below screen is displayed

Recently used files |_!

D No recent files found
+

BROWSE

user can click on browse option to browse files on their local PC
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Chatbot History

Interaction History

Click on send button located in right bottom corner now this file will be sent to the customer and the

file will be sent.

(x [+ ]2ja]alt]=]Ole]=]8] ®

5.3.13 Open Camera

Open camera option allows users to capture his/her picture when chat is ongoing.
When user clicks on open camera option browser camera will be enabled.

click on capture image button as shown below and click on send button.
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X
Now this captured image will be sent successfully to the customer as shown below
A Main | F3166
e
Mobile Number Gender DOB T
Chat
BEEBEIORDOOEaDDED ®
@ ooon17 dev200622064147_3166
Send message
Vb @ > 8
Chatbot History
Interaction History

(Note: user should give permissions in browser to enable camera)
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5.3.14 Record Audio

Record audio option allows recording by clicking on the microphone button, user should
speak whatever is required and the application will continue to record until either the
cancel or send buttons are pressed as shown below.

Chat

BEREOCOONDCIRIED @

@© oo:14:53 devao0621195352_3163

Customer

how are you?
today at or:24am

-
attachment.pdf
today at or24am
» 000 L D]
today at ox:3sam
» 0:00 L)
today at or:35am
Send message P
[l_]] a = @ ooos5 [ v )

56



tetherfi

User Guide

Incoming Fax

Fax Channel
51

Incoming fax can either be configured as auto answered or manual answer. An agent should

change his/her status to “Available” to enable routing of fax.

5

€) orasisg

ilable

o

16/04/2020 21:13:5¢

Select completion code...

Completion Code:

Page 1

Queus Time
00:00:00

59_20000_2_1002_annotate_in.tiff

3

® 20000 B

Fax File: Pages (2)

KN E3 EXT3 B3

20200416_211;
20000

A Main
Filz Name

Overview

Tetherfi Multimedia Agent Client (TMAC) is the ‘agent-service’ module of the overa
achieving better efficiency and enhanced customer experience. TMAC has proved
has strong multimedia channel capabilities and provides adequate customer inforr
interaction. TMAC manages interactions across multiple channels like Voice, E-ma
Social Media. TMAC has an extensive set of features & functienalities required for
efficiently handle & resolve customer queries across channels.

TMAC is completely a browser-based solution keeping in view of the zero footprint
provides interface & consistency to multimedia interactions & reporting.

Purpose

The purpose of this document is to develop web based user interface (Ul) for Tethe
document serves as the guide for the Ul developer to consume the web methods a

Intended Audience

This programming guide is intended for web developers to integrate with TMAC (TI
own TMAC web User Interface. This document will be referred by:

User Interface developers

ed evening
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These are the completion code got from database where user must select any

Name of the file received which will be in .tiff format
Total time Fax was in queue

File Name

Queue Time

Completion Code

one code from the list before closing the interaction.
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Fax File: This option will show the fax file received and will also show Total number of pages
Print: Print option is used to print the incoming fax file.
Reply: Reply Option is used to reply for particular fax.

Rotate: This option is used to Rotate fax file to 180 degree

5.2 Compose Fax

Compose fax is used to create fax which can be sent to particular fax number, on click of compose
fax icon below screen is displayed.

Fax Line

Select a fax line... v

Address Book

Select an address book...

Fax Number

Add fax cover page

Select fax items

@ upload File (O Templates

SELECT A FILE...

You can only upioad PDF, JPG, JPEG files of 10MB.

SEND

Fax Line: A fax line is a phone line that is primarily intended for fax use

Address Book: This is used to when user wants to send fax to many people at once
Fax Number: recipient fax number

Add fax Cover Page: cover page for fax content

Upload File: this is used to upload fax files PDF, JPG, JPEG and this file should be only 10MB in size.
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5.1 Forward /Transfer Fax

Forward or transfer fax is used to transfer the received fax file to available agent . on click of this

button below screen is displayed.

Transfer Fax List x

hgentie “

Comments
Select skill.. v n

FirstName LastName D Status Interaction Counts

Anish Bhat 50039 Available

Agent ID: ID of the agent to which Fax need to be transferred

Comments: Comments about fax transfer

Agent List RIS

Select Skill: User can select one of the skills shown in the Select skill drop down and filter the agent

list based on skills selected .

Agent List: display number of agents available to transfer fax

Skill List: shows number of skills of agents who are available to transfer fax as shown below

Transfer chat can be done in two ways:

e Blind transfer
e Consult transfer

Blind Transfer : Blind transfer is a skill based transfer where transfer fax is done based

on skill name .

= |n Blind transfer list, the skill names and skill IDs of the configured skills for

fax transfer are displayed as shown

=  To make a blind transfer user should click on skill list and select a skill to
which u want to transfer a fax and click on BT (Blind Transfer ) option , The
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option selected by the user will be automatically entered in the field as
shown below.
= User should add comments in comment section

Transfer Chat List X

40926

Comments

Name D Staff Avail clQ

Ch_chat_ski... 49013

Ch_chat_ski... 49014 1 0 0
Ch_ChatSkil... 1391524

Ch_chatvdn__. 45000

ChatSkill2 49001

Consult Transfer : Consult Transfer is agent based transfer where transfer fax is done
based on available agents.
In Agent list, the names and agent IDs of the agents eligible for chat transfer alongside
their real time status are displayed. The process of transfer chat completes only after
both  agents confirm the transfer fax.

o To make a Consult Transfer user should select any of the available agent and

click on transfer button The option selected by the user will be automatically
entered in the field as shown below.
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Transfer Fax List x
Agent ID

Comments

Select skill.. v n
Agent List SNiNs

FirstName LastName ID Status Interaction Counts
Shreeraj Bhat 50017 ACW
Anish Bhat 50039 ACW

Using this option, the agent you select for transferring the chat will hear
his/her phone ring and can accept or reject the transfer.

The process of transfer fax completes only after both agents confirm the
transfer chat.

The purpose of this node is to transfer a caller while retaining control of the chat
if the transfer attempt is unsuccessful.

In a consultation transfer, the system dials the number and monitors the
progress of the transfer. When the transfer has successfully completed, the
caller is disconnected from the application (the caller is now connected with the
called party) and the application will continue to execute until finished.

If the transfer attempt is unsuccessful, the fax is brought back to the application
and the application may continue to interact with the caller.

The transfer chat has below functionalities:

Name of the agent the chat is to be transferred to
Comments for the chat transfer

User can select one of the skills shown in the Select skill drop down and filter the agent list

based on skills selected .
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Select skill..

Fax Skill

Faxskill-1

FaxSkill-z

FaxSkillz

7. TMAC User Roles

The TMAC has 2 kinds of User roles:

e TMAC Supervisor

o TMAC Agent

OCM Admin can manage the TMAC's User roles by using “User Management” page of OCM

8. Supervisor

TMAC Supervisors have all the features a TMAC agent has along with additional privileges

Once a Supervisor logs in to TMAC, he would have the below additional option in the info
icon as shown below

O

The above icon can be used for various TMAC related information. This icon will be present
on the bottom left corner of the TMAC screen. On click of this button, the below screen will

be displayed:

Supervisor
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On clicking the Supervisor icon, the below screen is shown:

A Dashboard [IECRSTern T x|

Logged-in Agents (-]
Agent Login ID | Server Nami Agent Name Agent LAN ID Station ID Status = Audio ¢ |Text Cf|VideoC | Voice Achion
Search I0 x Search Agent | X Search Stati| x
50001 .TMAC .B nny Mathew . binny .10001 . ACW  00:40:35 . 0 o . o . o . A B = £

50002 TMAC Chat Bot 50002 50002 Available 00:31:22 - o -- A B = €

i Refresh || =8l Broadcast | BB View Wallboard
Page i of 1 w0 v View 1-2of 2

Interaction Details

Interaction ID Channe Last Status Created Time DNIS Skill

14 <4 Page |0 of e »lE

»
Team Meeting @5 nea (@ 18/o4/2020, 22:16:56

The Supervisor Module will display 4 grid tables:

e Channel Details

e  Status Details

o Logged in Agent details
e Interaction Details

8.1 channel Details

This grid/table will display the channel in which the interactions can be carried out for
agents ,the number of interactions (active + inactive) in the respective channels .
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m STy - —

Channel Server Status Server ¢—
Home TMAC Server I (0) Home TMAC Server II (0) Home TMAC Server I (2) Home TMAC Server II (0)
Audio Chat 0 o Available 1 0
Generic 0 o Default 1 0
Text Chat 0 a
video Chat 0 o
Voice ] a
Logged-In Agents - @ o0 -]
Agent Login ID | Server Name Agent Name Agent LAN ID Station ID Connection Type Status + Audio CI| Generic |Text Chz |Video Ct| Voice Action
Search ID | x Search Agent x Search Station| x x
= 7232 Home TMAC Se Kavya 7232 7232 7232 Web Sockets Available  00:09:44 0 0 0 0 : '_E = 0
2
7246 Home TMAC Se Prakash 7246 7246 7246 Web Sockets Default  00:02:57 0 0 [ 0
o Auto Refresh Page [1 of 1 View 1-20f2
Interaction Detail x ©
Interaction ID Channel Last Status Created Time DNIS Skill User Direction | Active Time | Hold Time MS ID Action
v+ <« Pageo of e »
« >

8.2 Status Details

Status grid/table will give the information on status of agents. It will display how many
agents are there in that status.

m & superior B —

Channel Server Status Server n—
Home TMAC Server I (0) Home TMAC Server II (0) Home TMAC Server I (2) Home TMAC Server II (0)
Audio Chat 0 o Available 1 o
Generic o o Default 1 o
Text Chat 0 0
Video Chat 0 0
Voice 0 0
Logged-In Agents - = 0o Z O
Agent Login 1D | Server Name Agent Name Agent LAN ID Station ID Connection Type Status * Audio C1| Generic | Text Chz Video CI| Voice Action
SearchID | x Search Agent x Search Station| X x
= 7232 Home TMAC SeKavya 7232 7232 7232 Web Sockets Available  00:12:08 0 0 o 0 : I_E 2 o
e
= 7246 Home TMAC Se Prakash 7246 7246 7246 Web Sockets Default 00:05:21 o o o o
< Auto Refresh Page [1 of 1 View 1-2 of 2
Interaction Details * (-]
Interaction ID Channel Last Status Created Time DNIS Skill User Direction Active Time Hold Time MS ID Action
1« <« |Pageo of | s> »
“ >
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8.3  Logged in Agent Details

Detailed description about the total agents logged is displayed in this section.

Channel server Status server -
Home TMAC Server I (0) Home TMAC Server IT (0) Home TMAC Server I (2) Home TMAC Server II (0)
Audio Chat 0 0 Available 1 0
Generic 0 0 Default 1 0
Text Chat 0 0
Video Chat 0 0
Voice 0 0
Logged-In Agents - 8 0 © (-]
Agent Login ID | Server Name Agent Name Agent LAN ID Station 1D Connection Type Status * Audio Cl| Generic Text Chz Video Ct| Voice Action
SearchID | x Search Agent | x Search Station| x x
= 7232 Home TMAC SeKavya 7232 7232 7232 Web Sockets Available  00:12:50 0 0 o o : '.B =0
=
= 7246 Home TMAC Se Prakash 7246 7246 7246 Web Sockets Default  00:06:03 0 0 0 o ';i
™
s} Auto Refresh Page |1 of L 10 v View 1- 2 of 2
Interaction Details = 0
Interaction 1D Channel Last Status Created Time DNIS skl User Direction | Active Time | Hold Time MS ID Action

<« Page[o of > »

Login ID of agent,

TMAC server in which the agent is logged in,

Name of the agent,

LANID of Agent,

Station ID to which the agent is logged in,

Connection Type of that agent

Current status of the agent and time (total time the agent is in this status),
number of interactions going on for the different channels (Audio IP, Text Chat)

Channels of the agent

0O O O 0O 0O O 0O 0 O O

actions table.
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Broadcast Views
message Info

t t

- B 0 #Z

/ {

View Direct to new supervisor Ul

Wallboard

8.3.1 Broadcast message:
Broadcasts are messages that you can send to all of agents under supervisor, or a group of agents,

at once.
When user Click on broadcast message button below popup is displayed

enter the message you want and click on send notification button

Enter broadcast Message

we are expecting very high call velumes in next 2 hours be ready!

Send Notification

Message entered will appear in bottom of TMAC .
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8.3.2 View Wallboard:
View wallboard option allows supervisor to view skills, skill ID, agents staffed ,agents available

,active interactions, calls in queue and service level

2% Supervisor B9

Server Server
Channel Status
Home TMAC Server I (0) Home TMAC Server II (0) Home TMAC Server I (2) Home TMAC Server II (0)
Audio Chat 0 0 Available 1 a
Generic 0 0 Default 1 o
Text Chat 0 0
video Chat 0 0
Voice 0
B8 Wallboard X
Logged-In Agents A calls - - B 0 2 [-]
- il il Agents Agents N In Service = :
Agent Login ID | Server Name Agent Name skill Name skill ID Staffed Available Inter(c‘:]itlons Queue e leo Ct| Voice Action
SearchID | x Search Agent x (0)
I BAC_3rieagh87n7 3rieagh87n7 0 0 0 0 - T a8 =
= 7248 Home TMAC Se Prakash 7246 BAC_Seyws914teg Seywg914t8g 0 0 0 0 o LI
&
BAC_Amritha_M 7301 0 0 0 0
! - A B = 0
= 7232 Home TMAC Se Kavya 7232 BAC_Apprva_7116 7116 0 0 0 1] o [] a
& & -
BAC_Chirag_7217 7217 0 0 0 0
o View 1 -
~ jute Refresh BAC_fejoescusfy fejoescusfv o o o o View1-2ot2
BAC_Jake_Koh jzkohjcj 0 0 0 0
BAC_Kavya_7232 7232 1 0 0 0
Interaction Details =
BAC_mSbapsfisis m9bgpSfisis 0 0 0 0
Interaction ID Channel Laststatus | 5 MS ID Action
= PRET0 T IO Y

8.3.3 View Info:
View info option allows supervisor to check information like network quality

Green: Excellent signal
: signal is ok

Red: poor signal

Supervisor @ MS Agent

, = Excellent OK . Bad

Audio MQS
“djl- 3-5 - 2-3 1-2 “iil- 0-1
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8.3.4 Direct to new supervisor Ul:

Upon clicking this option user will be redirected to new supervisor Ul, New supervisor has all the
features of old supervisor

[AgemName -] [ Search. ) @ &) & o
o3 ::;;a‘ Zzi = Rgﬂgcanan X g‘hﬁﬂ'ge O Logout (@) (P;\ac;t’lgLrIéE o Et[eosa:acgaest E§ waiboars @ Refresn
Default  00:11:07
Q Kawa Agent ID Server Name Connection Type Voice  Video Chat  TextChat Generic  Audio Chat
Prakash 7246 7232 7232 Home TMAC Server | Web Sockets 05 05 o5 05
& 7246 | 7246 =

Available  00:10:59

Actions table will have below buttons:

Change Status

Send Notificationsi

Action

o = B
View Interactions

"a
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a) Send Notification: Supervisor can send notifications to the agent.

Enter Notification Message for Station divya

check for TPIN expiry datd

Agents will get a chat window as soon as supervisor sends notification as shown

-f TMAC - A: 50020 - Geegle Chrome - a x
@ Not secure | 10.133.146.11:55080/TMAC/Ul/MainscreenULhtm# Q
Available =
Divya Prabhu e
8 72tis -
gent
cals B chas & Fax
¢} (¢} (¢}
skill st A ag L sLx
Chatbotskillz 2 2 o °
CHAT 1 1 o °
ChatBotAgenth 1 1 o °
chatskilh 1 1 o °
Message Status Date Time
No records availzble.
kavya nayak X
hello agents
chack for TPIN expiry date
Wiite message
e chek for the IPIN expiry data (© 20/04f2020, 18:20:33

b) View Interaction: Supervisor can view the details on the interactions which is
explained in the Interaction details section.
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c) Change Status: Supervisor can change the status of the agent

status, then supervisor will not be able to change the status.

Change Status

Status

Available

ACW
1 - Paid Break
10 - Logout
2 - TM Feedback
- Fulfillment
- Meeting/Training
- Computer Problem
- TPIN
- Project
- Call Outbound

- Personal Aux

. If agent is on-call

d) Logout: Supervisor can logout an agent from TMAC using this. Also if the agent is on-
call status then agent can’t be kicked- out of TMAC.

If supervisor has clicked for Auto refresh, then the logged in agent table grid will
automatically refresh for every 6s. If not agent can click on refresh button whenever

agent wants to refresh the grid.
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8.4

2% supervisor B3

3- BeforeJAfter Shift ® oos0:58

ae

Channel
Audio IP
Text Chat
Logged-in Agents
Agent Login ID Server Name Agent Name Agent LAN ID Station ID Status *
. - . .
50040 Primary Vinod Kumar Sarangan venv3z 123123 1-Training © 00:54:30
50067 Primary Gan Chee Min venc67 300009 3 - Before/After Shift @ 00:50:35
50002 Primary Avil Mas venmé&2 300021 5 - Misc Q 00:22:57
50001 Primary Vinod Srinivasan venv2l 30001 On Call © 00:04:21
[z reirest | = orosdcest Ilﬁl Auto Refr Eshl Supervisor Page[1 of 1 [0 +]
Interaction Details for Agent :50002
Interaction ID Channel Last Status Created Time DNIS Skall User Direction
Page|y of 1 ‘m_v‘

primary &

Primary Status
] 1 - Training 1
1 3 - Before/After Shift 1
5 - Misc 1
On Call 1

-]
Audio IP | Text Chat Action
o o ale/=H B
N - ---0
o o 4w =0H
o al e/ =8 N
View 1 -4 of 4
-]

Active Time Hold Time Action

Interaction Details

From the Logged- in Agent grid, actions table supervisor can click on View Interaction
button. This will display the details of interactions in the Interaction details grid.

&k supervisor m

Logged-in Agents

Happy Friday

=

Agent Login ID Server Name Agent Name Agent LAN ID
x Search Agent x
50040 Primary [vinod kumar Sarangan venv32 [125123
50067 Primary Gan Chee Min vence? 300009
50002 Primary Avil Mas venm62 300021
50001 Primary Vinod Srinivasan venv21 30001
 Refresh || & Broadcast | @ Auto Refresh Supervisor
Interaction Details for Agent :50001

Interaction 1D Channel Last Status Created Time DNIS

1017 TextChat Connected 11/09/2018 20:26:4{1391501

Channel
Audio 1P
Text Chat
Station 1D Status 4
x
1-Training © 00:56:48
3 - Before/After Shift @ 00:52:53
5-Misc @ 00:25:15
On Call  © 00:06:39
Page1 of 1 |1D7"
skill User Direction
1351501 51234567A In
Page 1 of 1 \w -|

3 - Before/After Shift € ooms33

Primary o

Primary Status
0 1 - Training 1
1 3 - Before/After Shift 1
5 - Misc 1
on call 1
-]
Audio IP | Text Chat Action
0 [} A B = n -
o ---0
0 o A B = n
0 1/2 - - n -
View 1 - 4 of 4
Active Time Hold Time Action
00:00:00 00:00:00 Q -

© 11/0g/2018, 2

This table will display the details of chat interactions- Interaction ID, Channel of the
interaction, Last Status (connected or disconnected), date time when the interaction is
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created, DNIS of that interaction, Skill of the interaction, User detail number, Direction
(Incoming or outgoing), Active and Hold time of the chat and Actions table.

This action grid will contain the below icon:

1. Silent Monitor: Supervisor can monitor the ongoing chat between customer and
agent, supervisor will not be able to text in this. Agent will not get any notification
when supervisor goes on silent monitor for that chat.

0 3 - Before|After Shift- On @ oo:00:56

# Main 2% supervisor (X J& AvilMascarenhas

10/04/2018 co:00:00 test *
Application ID Onboarding Status
Queue Time

(® oo:o0:00

Chatbot History

‘ateraction History

(DN et
(L) 11/09/2018, 20:35:49

2. Whisper: Supervisor can see the interaction going on and can type and send the
inputs. The message whatever is sent by supervisor will be displayed only to the
Agent.
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3 - Before/After Shift- On

A Main &% supervisor (X & AvilMascarenhas

Nationality Channel
5G chat
Intent Language
Default English
Customer Segment Legal ID

(© oo:00:04

Chatbot History

'steraction History
7

Qa 00:00:04

@

3. Conference/ barge-in: Supervisor can add himself into an interaction by
conferencing. This will work same as conference explained in the early sections.
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3 - Before[After Shift- On Q} 000004

- Supervisor X B AvilMascarenhas

Nationality Channel

5G chat ¢
Intent Language

Default English

Customer Segment Legal ID

ST .

(© oc:00:03

Chatbot History

!mteraction History

Happy Friday @ 11/0g/2018, 20:3g:21

Send Interaction Notification: Supervisor can send notifications for interactions using
this.

3- Before/After Shift

A% supervisor 3

Enter Notification Message

Check for the availability..|

Send Noticaton ] Cancel |
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A Main B AvilMascarenhas

11/09/2018, 20:26:41 (5 00:14:08

Authentication Level Authentication Status
v UserlD+PWD v Verified

Customer Information

Name UserID
Avil Mascarenhas testapp
CIF No Mobile No.
51234567A 90542248
Gender LoB

M 14/11f1ggo
Nationality Channel
5G chat
Intent Language
Default English

Customer Segment Legal ID

All the above 4 action buttons will be displayed for an active interaction. For an
inactive interaction on Send Interaction notification option will be displayed.

3 - BeforeJAfter Shift €& ooioznz

2% supervisor £

Channel Primary Status Primary rel
Audio 1P 0 3 - Before/After Shift 1
Text Chat 3 5 - Misc 1
ACW 1
Available 1
On Call 1
Logged-in Agents -]
Agent Login ID Server Name Agent Name Agent LAN ID Station 1D Status * Audio 1P | Text Chat Action
Search 1D X Search Agent * Search Stat x
50067 Primary Gan Chee Min venc67 300009 3 - Before/After Shift @ 00:02:09 - o A B = n 2
50002 Primary Avil Mas venm62 300021 5-Misc ©00:34:03 o o a B = n
50040 Primary Vinod Kumar Sarangan venv3z 123123 ACW  © 00:04:10 o /1 A B = n
50001 Primary Vinod Srinivasan venv2i 30001 Available © 00:00:12 o /2 A B = n
90003 Primary Vipul Khatti venv33 123212 Oncall ©00:04:11 ] 12 (IPNIGHE H S
' Refresh | & Broadcast | @ auto Refresh Supervisor Page |1 of 1 View 1-5of 5
Interaction Details for Agent :50001 [-]
Interaction 1D Channel Last Status Created Time DNIS skill User Direction Active Time Hold Tim "
1017 TextChat Disconnected 11/09/2018 20:26:411391501 1391501 512345674 In 00:15:14 00:00:00 u .
Page 1 of 1 10 v
eday (@ 1jog/2018, z0:42:09
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9 Agent Dashboard

Agent dashboard is Specially designed for contact centre supervisors, this dashboard provides
at-a-glance key information about agents, focusing on total number of calls, chat and fax
attended by the agents.

. calls B chat= & Fax
@ Not secure | 10.133.146.11:55080/TMAC/Ul/MainscreenULhtmb Q
&) orog:o7 =

A Main

PE— o

6

Supervisor

W calls B chats & Fax
4 3 3
skill stf A aq + sL%

Chatbotskillz o
Vaiceskilh °
Voiceskills o
o

Emailskillg

|

Message Status Date Time

No records availzble.

e Good evening (® 16joaf2020, 21:22:32

When user double clicks on this dashboard is loaded as shown below.

The dashboard gives detailed information on total number or calls /chat ,average handle time,
total chats/calls completed and total number of transferred and conference calls by agent.
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# Dashboard SR

Wvoice  EICHAT  JACALLBACK (3 SENTIMENT
Recent Chats. Chat Detalls =

A - NA - 1391502

A - A - 1391502

NA-NA - 1391502

A - A - 1391502

NA - A - 1391502

NA-NA - 1391502

A - A - 1391502

NA-NA - 1391502

-]
o
o
[w]
[=]
]
-]
[ ]
39150 [ |
W]
-]
=
-]
o
[=]
]
-]
=

Team Meating @s near my Desk

L]

10 Logout

Users can use the above button for logging out of TMAC. This icon will be present on
top right corner of the TMAC screen. This button will be disabled when the TMAC user
status is “Available” and will enabled for all other TMAC user statuses. On press of the
Logout button user will be asked to confirm or cancel the session as shown below.
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Please confirm your log-out

CANCEL
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