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1. phone system 25 9200 d18 HE® 201D

customer 626252 6D SIM number 9220 call 2065®a. & SIM 29 65556253 GOIP box D292 (line
D22%53), Fem 23 call D2 OceanCRM 6@ phone switch 200 392)®3. switch 929 ®6& Incoming calls
BES 3150 52582, 2338152560523 Call menu D220 ("1 ADBIA)..."), BO 3edees Queue D2HZD. DHH5)
call 2062 2c5d music 1620258, Ready @535 agent 62006252 browser 6223, desk phone 228253
@293 Ocean Attendance app D655 &3S 62520®. 1@ call D2023@ Call log D6z Bs6d25), DD
record 26583 ® recording D253 D2532.

Menu (Phone system) 6®12»0¢

Extensions D2 626250 6207 D2 phone D220 D225, @ staff
230@7820605290® extension DS GEBIB).

Gateways ®e® GOIP boxes 2325 SIM lines; registration status ©z5); d2)8c5z0
S,
Incoming calls D2 D2 line ¥62 call 53655 6216208, office cded 8320 BARIDG,

2329 office DenEI D652 call (353653 BEIGNIE.

Call menus record 20683 B8EH 16O 8&HID 232 "key D2 VDB 62538,

Queues call 65 25 music D25z 623IBe® A€ 92535%82; agents DI6G %S
91660 &BIBE 6B,

Ring groups phones 232365288 D290 ring 8259, 62338925 21,

Holidays 6335 2®ed 832 Denz,) edes.

Agent board 2153 6® 6@16216753 Ready 9255625 298¢, call D2z 92535623 e,
break ®ez 953653 wde.

Call log - Call backs - Call reviews e ® call d20)25®, recordings, call-back @ E8®, quality Gz er.

Call centre reports - Workforce 2309159, 200805 BN DKL 232 Ge .

planning - Costs and call quality

Call centre settings Recording, QLQ@E@, surveys, report e-mails, ticket 6dDE, Al

2. DG staff O access Ge®) 2519

Settings — Staff / Users 9625 6206252530 open 263, D610 2055 830053 62D tick 28535 Call
centre access 62028 DEO EADEEI B6NB365S 1@ 62O A 68 IBMEE 62535 83DDSS
GOBIBE:



Tick box ee» 6d

Call centre — campaigns, call log, call centre ®25) 239255016 %) 53®: campaigns 8329 call lists, 256297
reports, costs call, reports, 505&;@, workforce.

Phone system: set up extensions, phone system 25 6d2%)83 DE®. 168 setting 22353 call 085525
lines, menus, queues, settings 3005, &f %383 620 @53 Ve B2 eeHmMO ISR,

Call centre: live board, listen / Supervisors: agent board ®2, call 30 8325 &9, call HEO RwW ey O,
whisper / join calls, score calls Je83D5) Jes@d.

Call centre: my call queue only Agents: ®c5236@@ call, call backs, knowledge base, ©cI1366S reviews.
Call centre: play call recordings recordings &e053%). &1® play 92235® log 82d:.

Call centre: download call recording &0z copy Dz ©53%). 1@ download d2025® log
recordings CRIIIMN

Manager role 9250 6© ®2535620® 536052535, Call supervisor role 200 supervise 20525325 833, &fzS
232928 S B3B) (set up) D,

&0 3edeed Phone system — Extensions — New 625 & 62025070 extension number 820255 62535
(G108 85052 D8O 103), Used on 62536532): Phone window 820 2)® Browser, desk phone &z)z)0
@293 mobile app D200 %® Softphone or desk phone (SIP). desk phone ®z)0 type 3553 ) 68
Login details ®62z5 623552559.

3.

Incoming calls, menus 2329 queues

Queues

1.

Phone system — Queues — New queue. agents 32643 extensions €32 6 queue H20 D16
5128652 (skill) Dz 2982552 (Expert O call §E53® %8s, Backup © 53653 225375 2cs busy 25)®
5ER).

. Be® call D2 ©53ex55 2De D@ 6HICBB) (DO 6D BB 92555 6225, 8@ call

®OB3B) 62927, round robin, Rz862® ring 238@...), ring 8d5) 23S, call D220 sedees Jedmcs,
22388 A& 856® mEcs 83 O sedeed call mE® 25 353653 GZNIGNIE 2R3

. call 2062 2650 music 2829 623386® DwIREE BB $416HHD). press 1 to be called back on 205R@)

250, D533663 number @2 Call backs list D290 5.

4. VIP customers jump the line 232 Ring the customer’s own agent first 23398 2353625 customer

record 825 (VIP, ©1818, 5)®256¢&® agent) — 6®3> customer 63 page @255 When they call ;50623
set 20053%5).

. 80203, 82@¢€ 8329 English 62)® 29e82)165® BecHmd) 5O queue H2O Language D225 6225325);

22887925 mark 23689 customers dc$33645 queue D2 553,



Call menus

1.

2.

3.

Phone system — Call menus. Greeting ©25) upload 26552 (2)1® audio file ®292; phone D@2
voice note 22 80253 2Oz ).

Keys ©2025) 2005525): D20 key D22 (0-9, *, #) @end keys 8202 (10-15, 01-09). 2@ D22R3253@ call
2365 62258 queue WO, extension D2z, ring group D220, voicemail D220 60T GAMSS
menu DO 3D5D).

YOS key D225 DD B3653 5135 6@120e 65365 BSESS, 6556100 edeed call 265 24csd
music 160 5d¢e ring 6O 88868 e BRI set EBIB).

Incoming calls 2329 holidays

4.

Incoming calls: 925 Oz line 200 (@203 "Any line”), open 683 B36@E25)6270 call 32536253
6216200¢, office ¢ded 2320 8ORIDE, 2329 NI BIBHHEZNID call 3B365} B2IGNIE
(Ee2206850528 D3 voicemail D20 ©2HT BEHIRGZO).

Holidays: 6® ¢®2d &R @ cd23® DG B6wi5) BB 233D 6DH).

Call centre settings

Phone system — Call centre settings:

Recording: 23€3825 51, ©2) call, 65 call @20HF R236207®; 2ded w5285 BS5rDBIBDE; call 9E5) 24csd
“this call may be recorded” 2331 B5535).

Notifications: @@e0151€q call 83€20) bell ©29; voicemail e-mail ez 23; call D200 3edeed SMS survey
D29 (32ex 1-5, 0-10 2829 "6z 6FEde”).

Quality and shifts: 2)(® 23552@ review 20535 0@ 638 6)IEC» call; shift D20 28ess
Becs5) break d2)08.

Costs: &3z budget &2z (80% 232 100% & alerts), SMS D2z 832 @2 WhatsApp 36538c520)
SG.
Report by e-mail: PDF report 25 &2® ¢68® eenf 2@ 23€22®, DR €12 addresses DEO.

Support tickets: priority 92 #2)3 &8558 &cs ¢§2) 232 De8ES §2) DI “EHBY; BEH3 tickets
280 5028)5® assign 8.

Al helpers: ®62® Al key 92025 86032587 5 IDHES (Business profile). &2 512055 5353 631 ®
GEBZO 232@58 JEHNO DR WHEBD..

call centre 29 live E» 2013

Agent board: %® agent 626X ZE®® status Oz 8525 €153 )65 call D25, A& 925525 queues, g
edeed 83025, ®@291€® agents €329 alerts (Beened 620625255 2® A& 9535 call E® gcs, E
breaks, 23 @253 &€ tickets). 253236 520 2815652 refresh 602)d.

Listen, Whisper (268 0% @ #653625 agent O I5HER) @253 Join: RERD® extension 2z ring
6%, B0 sedetd AR call DO 3OV BD DD, 1@ 318Dz log 6BDHD).

board ez %3 agent 6206252550 24123%) Ready end Offline 28535 83D =S.



6.

Reports, reviews 2329 231R23® H8®

Call centre reports: 53536 6% 6I® G, service level D25, gmenSer call, call DO OB 6%
2R, 8EE 56D Jeseer e, conversions, 5)a2d%3cs (CSAT, NPS, ease), 1@ agent
GEBIZGEH® 23015, 83 23165200 P2 agents V&, call CSV 8&end eend report d25 PDF JEe5HD
download 2)82%52.

Call reviews: Call log ®62053 call 92200 € G535 (Score) c3eees D23z; Pick calls to review
DEWBS R 6388 B8ONGR 6HICHD). agents 310 D 625160535 DBT; F2EH BIBID BB
203 6dmes SB35 Settle 23,39 S35

Workforce planning: &g cde3 7 83297 2316520 DR162365225525) 6D®) call 8320 @) agents
©&02), HR shifts D@ @552 2cs D252 8388€ 30 (O = RB); @ shift DO 92535 V5 &cs;
forecast 9z 627DDS 98 Besre; 236 schedule D200 &%) DB BB (3Sx3z) DO, Ready 213,
break &8 8®, 2825 &cs 2cs).

Costs and call quality: line, agent 232 campaign 22)® Jcse® ®ed budget Dz dz5z; line 832 agent
25 call quality (MOS); line uptime.

customers 266 lists DRO call HE®

. Call centre — Campaigns — New: 5)®, agent 8¢353% @) 64, call 8% D3OG, retries.
. numbers dial 2062 38a:

o Preview: ® agent 6265256®® Phone window 920 36200 ©25) number 20z 92583 (Auto
dial).

o Power: switch ©25 %3¢ened agent 626520 numbers 2323¢5253 ring 2632, &BSBE ¢53® call
campaign 962z queue d200 $%.

o Predictive: Power d665®8, drop 6®) call 6 @700 286D 253 BB5r0535) BB
DRI HNBYD).

answering machines 30 889028c5d hang up S BIHSS, campaign D2 call 8536535 @) line
dewsie (caller ID) 31 63653553 29253,

. campaign 9623 Call list 9©2: Paste numbers, Add customers / leads G203 Import, 2325 Give to

DEWB G2EBWRO G25I®. hot leads RO Set priority.

. campaign ®©255 Results 96255 230530 &em, machines, drop &g 232 convert &g D) 63555 5Ds.

Inbox, website chat 232 e-mail

CRM — Website chat — New: title, 8€©12536® 332, 23:0; D2 696 script D2 copy 23SE?
R website D2 €2253%). Chats Inbox D20 &%01. ©1E63%5) knowledge-base article D22
QBB3@® visitor O ©32555)5)Ds.

CRM - E-mail inbox — New: ®@& support mailbox 925 (Gmail &) 2653623 App Password 225
D2329). Test D253 2 check E0. @53 mail HEEZO 281565283 DD2; replies 5536253
DH20® address 6223, D2® thread De2.

R Facebook page D25 3dRBIR 233> 5@ Facebook Messenger 36038) e8Dc502565d D5a.



9. 625253 systems BORDBID HES

e Settings — API keys: ®6 website 200 @207 software D20 key D22; & 62355553653 D2
23768. @8@Q6§: /developers .

e Settings » Webhooks: call 9202 @936 8&02®, ticket 2025 open §€02® 6 6ddF OceanCRM
RER system Dz BSHD.

e Settings — CRM connections: HubSpot, Zoho CRM, Salesforce, Zendesk ®@® credentials 2z5525).

10. Recordings €329 62308HOE2HBIDcS

* Recordings 500535653 @ set 20523 eded Den%0, O 3edees e ® AL2® delete 6D25)Do.

o D) play @23 download 255325 239823 recording permissions 2362 650 dSE. card numbers
5256200 Pause recording (6207 *9 ) 2E53H.

e call 8552 D231 252 customers Call centre — Do not call 200 222532; dialler 20 Dc5IED @®
5 85Do.



