OCEANCRM - PHONE SYSTEM

222805 ® SR RS 23€29?
2253623225

call D3O eBHS Bes 8325 call ®BI2) agents 2329 office staff
23€202
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1. D 23,839 3E» 68D

* OceanCRM 8625 Phone window &25: browser 925 &129)6€ 2625 @68 phone O2. call 3O
eBIBES eIy, call ©BI®), transfer 2E253%5) 8325 notes 5537 GOBAEIBS 3OS

* Inbox Oz: 23:86e0IEBm i BI6®H B3 D website chat, e-mail, Facebook Messenger 2325 WhatsApp
83, OO list D).

* Ocean Attendance app 92 (Android), ®6&) 255565 DO &6z phone extension 2025 E3o
6650 5.

* 61 login &2z OceanCRM D6z 25353 62007028 RO 23:3DD 6% DO, AR 695 64D
®e manager DO &3y K66 24De3S (permissions) 5D 6O 6D%).

2. 228 0253 OBIB 213

1. OceanCRM &z90 login 631 ¢853® 83652 ¥ Phone button ®25) click 203253%). Phone window &z
open 6O%®). &%) ¢de8 9671® 6D window D2z open 2SR BIBIOBIB).

2. 368 D263 browser &z D@ microphone &2 3:393 26535 D286 9% Da. Allow click
23SB3®. “The microphone is blocked” 23@) 23535161253, address bar 962 O© 231253653 8652
lock icon ®25) click 20632 —» Microphone — Allow 625363), page 2 reload S 53%).

3. headset ®2025 2% 255%). RERDO 2OANA #HE) sound Dz HEe DEBIB Echo test D2z 329D
WOBIB.

4. @D Ready 2)S8535). queue o223 call D253653 Ready 24650 ISE.

Status 653561®

Ready ®D queue D55 DB call ©53%Ds.

Break - Lunch - Meeting - queue 925 DD O 082%8). Dz DWW HHB) OB IR VDGR supervisor
Training 232207 €55 E5D).

Offline DD OB WEBIEBS By,

[ desk phone 2855 5)® Ready 602532 *45 2320 Break 5232 *46 dial 2853553 3D %3.

3. call D220 &BIBES 62 1D

1. call 20025 220® Phone window 829 ring @®&E2 number 925) 623255%5)5)95. call 265 629251 customer
BWEHL 6enT lead BEHZS O, D3IGE KO 232 @15 983NN GR35I B BD..

2. Answer (6293 Decline) click 206232%).
3. call % ¥BHERES 60D 23,9V WEB3B) DDB:

© Mute — customer O ®6R IMNE) ENBIGL5S B,



© Hold — customer © music &16202597. &8585 D235 Resume click 2052535).
o Keypad — 69255 26555652 menu D220 numbers DD B®).

o Pause recording — customer card number &z 207 password D202 23556220, GBS
record SB35 8083 OBIB) 53D click HEBIB.

© End call.

4. call 2525} transfer 2065 2018

Transfer click 2033 extension D202 (¢210S 505253 JEHO 102 ), ring group D22 @enT 8Oz number
DS type OBI®.

¢ Send — blind transfer 2. call ©2 62EHO DB $1O), VD B3cents.
* Talk first — warm transfer 92925. @ @6 28K B D2 B WEBIEZIO customer hold D@2
9535, O 3edeed 626 55m:
o Hand over — customer ® ®6d) 28K ©IO LBODBIR 2S5, DD B85 6OHD..
o All three — ®®), customer 2320 DGR 3ANCHI BBIGE LIV D2 2B WDEBD:.
o Back to caller — ®6 83®6310 ¢ed OB D1, VR 22238 customer €A 5HD..

805) number 2020 transfer 25552 583 telephone line ®2028 ®6@23. SIM lines R25627® busy
%9, transfer 25 fail 80283, customer D OO 92535a.

5. 201® call 20200 ® 2329623 notes 2329 3B DRcS

call 20 @936 Hew20 2385688253 notes card D2 open 6OEI BEE 5. G100 1@ D256 7
360535 — DGR reports 232 IS BGGS follow-ups 16536255 Je2m ).

1. customer © ®» HeeT 6@I1KE 2333 Notes DR BB535). 1@ 9EROK® Add DE2) 55 DB
OB

2. outcome 25 (3BD3) 6BISHEB) (¢erenSencszss €O Interested, Call back, Not interested, Do not
call).

3. call back 292 59, /s 6236555, T2 DR follow-up list DG Ge32552525Da.
4. Done click 2)8253%.

6. Beened 6DRIG list D22 O call )8 (Auto dial)

®@ manager numbers call list D220 2132, FDIB5S 83@0 G2 VDO G BIB) DDSS.

1. Phone window @25} Auto dial 93657665 Wait between calls (call 256 A& €382 203®)
eISBIB (Eernb e DEHD m5336 30).

2. Start click 220655%). ®62® numbers 833 %8, &O 3edeed 2318 numbers. &, campaign 2
2329 What to say (23535 @) 6d) RO 69%5d..



3. number ®2 ring 821. 202 3ER), notes card D2 832 outcome D2 ZYSDBIB).

4. A€ 8385 2136 993 Denr®, & number D25 B SO ring 6D5a. customer G2HEH VDO
call 208€)5%3 auto dial H20) pause 6.

5. 993 §&02® Stop click 3Ex55%5).

Do-not-call list @2 536c52) numbers, call 206535 237 236523 customers, 8329 campaign 9623 call
065 60316053 89 call 8D} O 081D, EBIBHE @252¢55 numbers RO 3edees &rGESS
try 20058s.

7. Call backs 238 ®®a9n101€x call

* SR call D202 ©125) OceanCRM D62 G853 B bell 11 de2s Call back button 825255
D252 15)® 6e%d).

e queue de23 A& @532 customers O 22389 call D202 ©53B 1 VBB 3D 253. 69D Phone system
— Call backs de25 623253%25)®). Call click 22033, 8O 232deed Reached 253 No answer mark 28532%).

* Voicemails bell 20025 e-mail 62553 D287 (RER) B 20 on 2EEI ). desk phone
DWW BS enwisy *97 dial DEBIB.

8. Inbox ©25 — chat, e-mail, Messenger, WhatsApp

CRM - Inbox open 2)3532%).

1. ¢85 Mine, Unassigned 203 All 650362555, & @@ channel 2 32 status d2253 6533 552.

2. 8300225283 click E53%). 838 @1 63535 D2; customer 665 call, tickets 2325 228323 chats e2€x
312536255 ©235355)59).

3. R reply D2 type 2SR Send click 2382535, BHS 625 ¢85S dEO Ready replies 35D
SB35, BB BB IS 245 eecszy B3z Internal note tick 205253.

4. support ticket 2028 open 36535 Ticket, customer O phone 28552 Call, d168) 996 §€%r® Close
3,39 SB35,

5. RGN $SDHBS Al on 20831 509, .+ Suggest reply D253 draft D22 Bcs2®), translate buttons
B3 customer 66 38N English @253 £3020E0, 23535 R6ER) reply D20 B02H3EO 6203 62@gd
DCDBD. 3DBIB) WELS 1@ ©DRIeD® draft Dz B 53%.

2308126528 €& @ D22 265251 1O oz 653G1® B3€@ reply D2 86z5B Bws® Dz,
Website chats 30 8208 528 #2eD eBHS 62535 6253

9. Support tickets

* CRM - Support Tickets D625 tickets 232532)2)9>. Assigned to me 62053 VDO Jr IS8
63631 6BBIBBD..



o 1@ ticket D220 answer by (65356 Ecs g325) 2326 fix by (23805 §29) ©DFD2 Becs D). &F
DD 23 §eemr53, ticket D20 priority D202353 @0€0 13 ®GR) supervisor O 53D 5d..

* Replies / updates He2z replies D22) SB35, 88®HEB5O 5SS 5O Internal note tick 2355.
» Jeseenr® status D2 Resolved 233> How it ended (9936 &g 38en) 68532

10. Knowledge base 2329 call reviews

* Phone system — Knowledge base: customer A& 9255562070 &5353 search 28535, 662825
articles G copy 6@ 535 38353 ready reply 2025 865 25)Ds.

* Phone system — Call reviews: ®6 call D3O @6 supervisor &3 38R 832 36288, 5N
2EBIB Got it click 2082535, 53B55® review D20 D1GEB w330 643D 5535 Disagree click
2O BIB). supervisor GzE5% 36805 ORI DD E5D).

11. Desk phone 2329 keypad codes

Dial 653 26» 68

*45 |/ *46 Ready / Break

101, 102 .. 8BKWEGEREE extension Oz call 2653

*8 V6D BEBBES ring 605 H1® phone DO EBHE GBI

*¥101 extension 101 ring 82620 &0 ¢3S G535

700 call D202 park 236555 (call Dz 562 ES 700 O transfer zEEd slot number 2z
2D BIB))

701 - 720 park 20389 call &2 1@ phone d22855 ©535

*700 — *799 Conference rooms

#H o+ call &2 85626 blind transfer

number

*2 + Warm transfer; 165255 *2 ®@©®125 hand over 8928, *1 cancel 20658, *3
number B)BIGE5)O

*9 call recording ®25) pause / resume 25535

*97 ®6R voicemail

*43 Echo test



12. 6@2125)%) 298 D18 )E53653 KI5 B5O

B& B

sound 1 @207
"microphone blocked”

®® Ready, &J23 call D563
B

phone 25 ring §ew), &¥23
@0 KGed Bt

8O0 ®535) call fail
OB

6025 SR DRB®

microphone ®200 23236 G22535) (2 ©291023), microphone dz5 38O headset
D2 65ICEE DRBIB, reload 2EBIB).

Phone window 825 open 2332 83539555 (close z3R@) 207 sleep 8dE)
65608). VD queue D6 @BIBDE BBEI DGR supervisor 6HB3 4eN535).

Phone window &z background tab &2 65698, 6®2® window 92525
53530535, computer 625 sound on 28 53®.

SIM lines ®256202® busy 6®252%) 23eY025. 32028 9E B2 $GESS try 2E53%),
BB RER) supervisor O 28535,



