OCEANCRM - PHONE SYSTEM

2 _fflemOwWmeTy DM mILD
GLo6VITETT 6ULOISITL LY.

QS TeVELIEF emlnLlemUW]LD call centre SULD
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1. 5 TeMeLVCLE 3|emLDLIL] 6T6U6UITMI 69 60T M) 60 600T [ Sl

QEFwWeLLIHH M

QUMY E6MEWITETT @(HeUT 2_HIG6T SIM @608 5 mIG6TI60 6TenM S eMPEHMITYH. AHS SIM H
GOIP QUL 1qui6v (2 line) @ BEHRPMSI; 313 jemLpLien] OceanCRM @)63T phone switch & &
DILILEBMSI. Switch 2_ME156T Incoming calls e enywill LestLIMM), QULP&HSHLOMS 62 Call menu
&S ("1 8 AWSHSHLD..."), LNeTeoT) 62(H Queue &G DULILFMSI. 2|HICH, Ready Blemevuiev

2 676 (P&EUTT (agent) HeUT browser @6V, GLDEMNEFS QFHTeEVELIFIUIEL 6V6VE Ocean
Attendance app @6V LIH 6L 2|6ifl56 G DeUenT SemLILIITHET @em& CoHLLIMTSET. 6261 6UT(H
SlemLpLiLLD Call log @6V 6T SLILIGILD; BHIG6T LH 6 QFUIHTE, 2860 recording 2_L_60T.

Menu (Phone system)

Extensions

Gateways

Incoming calls

Call menus

Queues

Ring groups

Holidays
Agent board

Call log - Call backs - Call
reviews

Call centre reports -
Workforce planning - Costs
and call quality

Call centre settings

G THM&TH

Q@b FLIHSH G 2/606VS @(H QGHTMVCLIFGHG 660TMI. 62616 6UT(IH
26 SWLIHE G LD 6(H extension Q& T(H MG 6.

2 MmIG6T GOIP QUL Iq.&@EBLD SIM lines 2_LD; registration [Blemev;
BSOS 51858 mer allenev.

@6IGGUT(H line @&ILD QIIHLD 3JeOLPLILISET 6THIGH GLITER 60T M 60T,
VAUV GBI BIGHET, 3 aVEIVSLD eI UI[HEGLDCLMTS 3jemal
6TRIGEH GLITER 60T M6

UHeQFs arGahL s Q&S SHEBLD "R key 8 (WSS D"
Q5fleysEpLD.

SMPLILAITSH6T @en&F L6 auflemaFuiey &MeE LTI,
(WD&HAITGEET (WML LIF6L SerfllILIMTaser.

L6V QS TeneuBLFIS6T TS 62608 @G D, HMSH HBLIL auflend
Q) 6LEMIRV.

GUITWIT HeTm&HEHL e LILIBID BT SHEHLD.
@LUIGUME Wy Ready, WMy &jempliLlev, WMy @ 6L Geusmeruilev.

@6UGEUTIH SJemLpLILLD, recordings, call-back & Mfl&em& &6, HTLl
LjeiTerflas 6T (quality scores).

6T6UOT600T 1 85600 8 8 61T, 26T LA UIT G&H6ma, LI6oTLD.

Recording, 2IMIeLIL|&6T (notifications), surveys, report L 65T60T 6 & 6L & 61T,
ticket GBI MIGEIT, Al



2. 2_MIG6T 201N WIT8 655 (S 3|T0I&H 6V 6ULP MG 6V

Settings — Staff / Users @6V sp(heUem T8 HMHS!, 26T QFUIWLEFnIqUIeuMenm tick
Q&F I MIGET. 6U66UTIHEIIHEH G CHemaUUTeTend DL (HILD Q&HMTH EHE T 9 WeUTml call
centre 9e156V LINflEsLILL (B 6Ters:

Tick box 6ULD MG 6U S

Call centre — campaigns, call ~ Call centre & L& &I&6V: campaigns 2_LD call lists 2_LD, 6TeL6VIT

log, reports, costs MLPLILSHEBLD, reports, G &F 606y & 6T, workforce.

Phone system: set up QB TmMVECLIF 9emIDLIenLI LDTMHMIFHE). HEUMITET 6MLNLIL] 6260TMI
extensions, lines, menus, SMLOLILHem6T BlMIGFHaNL6VTLD, 6TeTG6l @) en&HEF FeV(HE G
queues, settings LMW Q&TH HBIGET.

Call centre: live board, listen / = GLOMUMFem6UUWTETJ&6T: agent board, 6mLpLIL|&H6em6TE CHL L6V,

whisper / join calls, score ML EHEH G L L6Ter] aULpMHIE 86V, (LD F60or LIM(H & 606Ts

calls FI5560.

Call centre: my call queue (PHEUTGHET: HRIGHET QFMHS 6MLPLILISET, call backs, knowledge base,
only SBIGET DG LILITULIGS6T.

Call centre: play call Recordings 838 G&L_L6V. 6UQ6UTIH (Lemm G&HLLIGID LIH 6] (log)
recordings QEFWW LU ILD.

Call centre: download call Recording epedTmledT LIT&Hlem W 6T(H &S 6V. 626U 6UM(IH download 2_Lb
recordings U6 QFWwliL@LD.

Manager LIMI& & & (role) @ emeu 3jemeTdH SIn 2 _6voT(h); Call supervisor LITIG & @& GLOMLITITEN6
2 _600T(h), 2,60TITEV D 6MLDGHSH6V (set up) @) 6L6mI6V.

LN eoT60T} Phone system — Extensions — New @6V 9|65 BLI[HE G 62(H extension @)6V88 LD
(@_&myenroms 103) Q&TH\&S!, Used on 85 Q&6 Q&F U MISET: Phone FMeT& S8 &
Browser, 9|60608I GLODENFH QFHTem6VCLIF 2j6V6V& Mmobile app & @& Softphone or desk phone (SIP).
GLMEFS QFHTeneVELIFIUIN6L 6TedTenT type Q&FUIW CauetoT(HLD 6TedTLIEN S Login details &L (H)LD.

3. 2_6TeU(HLD |6MLPLIL|5 6T, menus, queues

Queues

1. Phone system — Queues — New queue. (L0861 & 6rfl60T extensions 3ULD, @)H& queue & & T6oT
SlaUTserfleT HMedT BlemevemWi]Ld (skill) GF (HMEIGH6T (Expert &(& 2I6MLPLILIG6T (L& 6960
GU(HLD, Backup & @& LDMMEUTEET busy Q8 @ (H&HGLLELME DL (D).

2. 95 SempLIL] WMHSGSGL CUT@LD (longest idle, fewest calls, round robin, ring all...),

626018 G0 GBI, AMPLILSHGL 6T eule] GBI, H&HLLFES &MEHHHLIL GHITLD,
56T LN60T SIemPLILIOITSET 6TRIGSH GLITEUTTSHET 6TedTLIaIMemME Q& fla Q& UIU]|mIsseT.



3. 9emPLILEITSET @enF WD auflengulley HHIGH6T QL GHem&U|D G L LIMTSHET. press 1 to

be called back @ W& &LILLIQIHHSTEV, HeUTSH6rfler @e6vdsaLn Call backs LIL1quIed6v CF(HLD.

4. VIP customers jump the line 2_L0 Ring the customer's own agent first 2_LD 6ITLQ &H6M & WITETH

LSemeaill (VIP, Qomdl, Q&mhHS (&) LIW6oTLH &S5 G 6Tm e — @) aUmemm
QUITIY &M & WITETIf6oT LISEHE5F60 When they call @607 LD 2(60)L0 U MBISH6T.

5. AAmIGETD, HLAILD, QL BIF6VLD 6T60TS &60T15 560118 & (WD&E6T @ [HIHS M6V, queue && @@

Language Q&M BIG6T, (H QMY GMIGHLILILL QU &Hemn&UTETISH6T HS
QLML 8 MeT queue &@GLI GLITEUTISET.

Call menus

1. Phone system — Call menus. Greeting &3 upload Q& ULIW|MBI&6T (6THS audio file 2_Lb &Ifl; phone

@6V UH e @ &FUIG voice note 2_Lh GLIMGILD).

2. Keys 9 C&F(pMI&ET: 62(1H key (0-9, *, #) 6L6ev &l @ T6evoT(h) keys (10-15, 01-09). 6261 G 6 TEOTMILD

MLPLILIGUENIT 62(IH queue, extension, ring group, voicemail &6VeVGI GeURMT([H Mmenu &@&
S|ILIL|LD.

3. WIM@BLD 6T[HG key WD (WS STl L M6V 6T6dT60T HL&@GLD 6TedTLIeMSULD, QS fley Q&S

LN6dT SiempliLeUFSH6T @6eng CHLLIMTHETT AVeVG 606 GLD F&H LD (ringing)
G&L_LIMITSGEITIT 6T60TLIEM S U|LD 2|60)LOU]MBISH6T.

2 _6TaU(HLD SemLPLIL|SEHLD 69 H) (LD 6% M & EHLD

A,

Incoming calls: 626UQEUT(H line &GLD (B]6LEVGI “Any line”), BMHH (HEGLDCLMTSI 2|eMLPLIL|86T
6TRIGEH CGUIMEGLD, S 8I6I6VS BITL_SEHLD CHIMISGEHLD, e UI([HEHGLLCUTSE emel 6ThICH
GUMGLD (2_SMJ6EOTLOMS 62([H voicemail V6V @B QFUIS)).

Holidays: @558 H &5 serfley BITeT (nWeuSID enlgul GBT el (closed rule)
LweTU(h&SSLILIBILD.

Call centre OJ6MLOLIL| & 61T

Phone system — Call centre settings:

Recording: @)6V6m6v, 2_6TaU(IHLD, QeU6TlFQFeVEILD B6V6VEI 6TEVEVITID; 6T8;5560)60T [HITL G561
MEUSH LIS, eMLPLILIAITEEHE G "this call may be recorded” (5% 2jemLIL| LIH e
Q&FWIWLILILG6VITLD) 6T60TMI GI&FT6LEVI S 6.

Notifications: el 3jemLpLIL] LDevor]; LOl6oTETEH & 6V PLNEVLD voicemail; SemLOLIL &G LI LIl6oT
SMS survey (1-5, 0-10 &ILI(H) LOMHMILD "6TEURIETE| @)6VG TS @) BHSSI").

Quality and shifts: 61GQ6UMTIH UTFOLD WOH LILITUIEH&HTSE 6N(WLDMTMMITEHS (random)

Q5 fleQFWWILGLD emLPLILS6T; @ shift &@ UG ESELILIL L @)L Galemer

B LA L_B185 61T,

Costs: DTS MTHS budget (80% @ &vilD 100% @ &vilD 6T&&FflGHem&56T), @ SMS @ 6T allemeuuLd
&L L6eoorld QFNGHSHLILIMBILD WhatsApp QF UG spedTmlesr ellemeuu]Li.

Report by e-mail: PDF report &3 661G 6UTIH SHMe06VULD 6V6V S 626)G6UMT(H
FhIsLHpenlou]ld, BragseT 2 erefl(HLd (W&ealf&HEhsHs .



Support tickets: 261G 6UM(H priority HGLD LH 6L 6rflea Ceueoriqul, Hida Geueoriq
B L_MI&6iT; LIS W tickets 838 &TeoTTS LI & &6V (auto-assign).

Al helpers: 2_m1&6T Q&FMHS Al key (Business profile) @ BES M6V LOL(HILD. S
@)LEVITENIL_LTeVILD DM MU {6M6ITHSID aULPENNGLITEV Galemev Q& uiuLD.

Call centre &2 CHTLYWITSH S 8560078 T600 & 56V

Agent board: 626UQ6UTIH (WPSH6U6T Blemeuw]ld SHELITENS W S eMLPLILILD, &S S ([H&H G LD
queues, @)60T6M MU 6TE00TE00T | S 6M & G5 6T, MBS (NS EUTE 6T, 6TEF fl&Hem &G 6T (WIMIHLD free 94,85
@)6LEVITLNEY I EMLPLILIAITG 6T HITHSH (HE 56V, H6ooTL )60 L CalemaTd: 6T, &HITeVID HL_HS
tickets). @ &I 5 6OTTI) & EHEH G @HUOMM LISILILNGS LI ILD.

Listen, Whisper (L0&6U([H&H G DL (HIGLD 2_MI&H6T TV CHL(GLD) 6LV GI Join: 2_MhIG 6T
Q&MHG extension 626018 & LD, LNedTeoT BHIGET HS ML @ BLILTTSET. 626UG6UT(H
LweTur®b UH e QFwliU@ILD.

Board @69 (HHCH e (W&HeuemT LevoT(hHLD Ready 918 2j606v&l Offline @L& LOMMMEVITLD.

Reports, DS LILIMUI6Y& 6T, B LLSIL6V

Call centre reports: LIF6L 96l @D Gaussid, service level, emaallLLILIL L 9jemLpLiL|&6T, handle
time, Wn&6v WEMMUICLBW ST S LILILL6emel, conversions, S LIS (CSAT, NPS, ease),
R6URGUMTIH (L &6UTfl60T 6T600T60 1856008 & 61T, 62616 6UM(H LD60T &S W6V & S8 & LD

G&H 606U WITEOT (LN&EUTSHEIT. S 6mLPLILISHM6T CSV ,&G6uUIT report & PDF @1,8&G6urm download

Q&F I MISHET.

Call reviews: Call log @60 BHS! [ MLPLILG G (Score) 21, C6VMTEF 6 60T L6dT Lj6iTer]

6L MBI G MIG6T; Pick calls to review &levaumenm eTWTHMITEHES Q&6 Q&uIWLD. (N&6ITE6T
2 _LTLILITID6V @ (HESHEVITID; L]6Terflenl emalsH [HE s 3j6VeVgl LnmMMMm Settle L1

LU 60T LI () & &1 M1 85 61T.

Workforce planning: 9|(0&& 7 BT & 655 62610 6UT(IH L0605 H) ULITeV S S eVl
THFTUTTHSLILGILD emLPLILISEHLD G666 (P86l F&HEHLD, HR shifts @) 6v

2 6TemeuI&EBHL60T LI () (Fleull] = &8 Genme); peUGleUm(p shift @evild @) (H&s
G6U6D0TIQ U6 T8 6IT; (LD60TE 600 1L 1L (forecast) eTeueu6me)] FflWTES @ BHSS!; 3IL-L 6160 6ooTenLL]
LNedTLIMMIG 6L (HTINGLD, Ready GHITLD, Fo(hFH6V @)60)L_Colen6Ts 6T, QBT S8 @ (LD6oT
QeuerflGUIMIZH6).

Costs and call quality: line, (086U, campaign eUTFlWLIMT&HG QF6V6&H 6T, 2_MIGH6T budget 2_L6oT
LI D); 6l line HGLD (N&HIMHHGLD SempliLs ST (MOS); line @ WHIG W
@BILD (uptime).

6UITLY. 560 & WITETT LIL.LGUI6V 5 E6M6IT 60D & &6V

. Call centre -~ Campaigns — New: QILIWIIJ, (LD&6UIT 6T60T60T G1&FM6V6V G6u6voT(hILD, S6MmLOLIL]

GBI MBIGET, Leoor(hLD (LDUWMEG&ET (retries).



2. @6VEHMGET eTeueumml dial G & W LiLI(H ) 6T meor:
o Preview: @61G6UMTH (LN&6U16T Phone FMaTIS SIS G0 @@ CHISH 6V 2(H @ V&SN
QI(BLD (Auto dial).
o Power: Switch, free Q1,8 2_6T6T 26UGEUT(IH (LN&HEUIHEHGLD LIV §)6V&HE M6 6MPSH S,
LIS6v g6fleBa LU L emLPLIL|SH6em6T campaign @)60T queue &G @)60)600T& & LD.
o Predictive: Power GLIT6OTM&I; S1600TIQ & & LILIHILD 6MLPLILI&H6m6T (dropped calls) 2 Mg 6T
QAITDLEGESH GG M6aUSH (HEHHS H60Ten6THSTECT FflQFUISIQ & TETEHLD.
Answering machines &@&& &TeoT & G6U F1600TL9.8&HEVITLD, campaign 6TH G line @69 BB S (caller ID)
MGG Galeoor(hLD eTeoTmID GG Ifl6y Q& UIWIGVITLD.
3. Campaign @)eor Call list §)6v: Paste numbers, Add customers / leads {60605 Import, L96oT60T [
Give to eLH6VLD R[HEUHHGHE Q& M(HMIGET. L M6oT leads &@& Set priority.

4. Campaign @)60T Results Q&TLTLGQ&TETETLILIL L 6m6u (reached), machines,
Sl600TIQ &S LILILLemel (dropped), LOMMHMLUILILLemel (converted) QL& Waumenma &L (HLD.

8. Inbox, ©)60600T W & 61T chat, L) 60T60T (65 &F 6L

* CRM - Website chat - New: en6ulIL], euFCauMLIF Q&FUIS), BIMLD; e@® euifl script & copy
QEFUIZ 2 _MIG6T @)6060uTLS 5 6msEH 6v CLITHMGET. Chats Inbox 8@ 6UHLD. GLIT[HE S5 L0 TeoT
knowledge-base &L (6T 660TMI LIMT6MEUWITETHEH S (LSH6%6L S LILI(pILD.

* CRM - E-mail inbox — New: 2_MiI&6iT support mailbox (Gmail sp(h App Password 2_L_60T G6U606V
Q&FWIUWLD). Test 6em&HF FFlLUMISGGWD. LIS U LOl6T6TEh&F 6086 626U GleUm(H MBI (LOLD aU(BHLD;
LIS eu&6T 65 (naaufluledmba 265 thread @6v GUIMGLD.

* © MIG6T Facebook page @) 6meoTd: & LILIL L &ILD Facebook Messenger Q& WIS & 6T &meorma:Geu
QU(BLD.

9. IDMEMMI |6MLOLIL|ZHEM6IT )60 600TS S 6V

* Settings — API keys: 2_mI&6T @)60)600T LIS SH6TLD 6V6VSI GILOGOTGLIT([HEBHH ST 62(H key; ISl
@MUWenm LLBHICL ST LUUBGWD. 3n)leymiseH6086T: /developers .

e Settings — Webhooks: (5 2(6mLpLIL| (PG WILDBLIMSI, 62(b ticket HMEH&HLILIHLDCLIMS!,
@ eTevlln @ SIGLIMeTmeuMMIeTGLIMG OceanCRM 2_MIG6T eI &GS Q5lels @b,

* Settings — CRM connections: 2_MmI&6T Q&FMHS credentials 2_L_e0T HubSpot, Zoho CRM, Salesforce,
Zendesk.

10. Recordings 2_10 gevflwflemou]o

e Recordings [BHIGET SeMDHEGID BT HEHHEGS 06U HE UL D), LN6Ter 66UGaUM[H @ Te
N &sLILID.



e Recording QIILDHG&6T 2_6TemeUT&H6T L (HELD eumenms CaHL_&HGeuT download
QF WG (LpLQU]Lh. Card @ 6VE:&MHIG6T UTHHSELILIHLDGELITS Pause recording ({6060
*9 ),

* 9MLPGH S CaUITLITID 6TedoTM C&HL(GLD QUITIY &M UITETIE6T Call centre — Do not call @6V
GFISHSHLILIM6UTTSH6T; dialler 9eUFHm6TES &Hell TG LD.



