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1. BraseT LweTL (B & SILIeme6l

* Phone &mermyLo (window) — OceanCRM @6V 2_6T6IT @) &1, browser @6V @ (HEG LD 2_MbIG 6T
QBMMLCLIT. eI &HEBHGL LIFH L 6flliLigl, Sempliligl, empliemnll IDMMHmialg),
GMILILIG6T TSI S 6T6V6VITID @) BIGEH G

* Inbox — QUMY WTETTSH6T LA [HIHS eUIHLD &) 60)600T WIS S6T chat, LOl6T6OTEH&F 6V (e-mail),
Facebook Messenger, WhatsApp Q& UIH &6 2/6060TSHSID G LIL 19 U160l6V.

* Ocean Attendance app (Android) — 2_MBI&6T [HlMIAIETID H6L 2_MISGEHE S @ phone
extension &HE) (HIHSTEV.

* 2 MIGET login, OceanCRM @)60T LDMEMMU LIGH &HEHE G L LIWeTL(HSSID 28 login SITer.
BoIG6T 6Tem& LI LIMTT&H 860D 6TeTLIS! 2_MBIG6T CLOGVTNT HHS 3|60 FH &HemerTL]
(permissions) QUITMI&H S S).

2. 2_MIG6T [HITEM6NS Q& ITL (G 56V

1. OceanCRM @)6L login Q& WIGI, GLOG6vL 2_6TeT ¥, Phone QLITEHSTem60T (DS SIMIG&6T. Phone
FMeTILD HMEGLD. BIT6ET (LNLEISID 3 eNEHS S6ofl& FMeTISH L HMHGCH 601615 P (HMHIS6T.

2. (PH6V (LNEMM, 2_MiIG6T microphone U1 LIWETLI(HES browser 91610 F) C&HL & LD. Allow &
(DS SHIMIGET. “The microphone is blocked” eTeoTm Q& If1H& M6V, address bar @) 60T @)Ll
L&HSH 6V 2 6TeT L, () (lock) 6L WITETSH S (& H — Microphone — Allow Q5 1flay
Q&I LNeoTeoT] LISG&HS6mMS reload Q& WIS ET.

3. Headset 2|600f11H &1 G\ & TETEHBISET. 2_BI&H6T G Femev HaEHGCem CaL (b eedlenw s Fflumyss
Echo test 311 LIWI6OTLI(H &SI MIGHET.

4. 2_TBIG6T Bleneuem W Ready @18 LOTMHMIMIGET. Ready Blemeuuiley 2 6Temalf&EH& @ WL (HEL
queue @69 (BHS EMLOLIL|GH6T QU(BLD.

Blemev (Status) 3|5 60T TS S0
Ready BiiIG6T queue @69 HHH emLPLILHem6T eT(HLILTT&6T.
Break - Lunch - Queue 2_MKIGM6TS SFHSINBID. eUQeuTaTMIaD Bhi&H6eT Q&Fevaill(Ld

Meeting - Training GBILD 2_MIG6T GLMUITTEM6UWTET(HE &M E &60oTdSH L LILIGILD.

Offline Biig6T Geusmevuiley @ evemev.

G FSH QFHTemneVCLFIUIN6 (desk phone) Ready & *45 , Break &@& *46 eTedTmilD dial
Q&FWWeVITLD.



3. M LIL& G LI LIS 6L I6fl& 560

1. 9jemLPLIL| QIBLOGLIMGI Phone FMeMIID 626058, @6VESHSNSHEH STL(HLD. emLpLILIAIT 6(hH
QUMY EeMEWITETT 2{6V6VG! lead 9L @)\ (HHSTEV, 6UTf160T QLIWIHLD S{600T6MLOUL GUTEVTMILD
Qs iluib.

2. Answer (2]6V6V 58I Decline) & 2|(LD& SIhISH6T.

3. Qe LINeTCUME @ eumen ML L6t LI(h & &6VITLD:

O

(e}

o

Mute — QUMY &N WITETHSH G 2_MIGH6T GHJ6V CHLEHMSI.
Hold — aIITQ. &6 & WMeTT @6em& G&L LMY, HI(HLOL 61T Resume 3 S|(LD5 SIS 6.
Keypad — Gau@mIT(H BlmicierdH 6T menu el6L @) 6V&HHBIGHEM6T S(DES.

Pause recording — 6UITIQ &6n&WITETIT card @6V&H&LD 6V6VGI password QIFMELELDGLIMSI.
1SevoT(H LD LS 6 QF UGS QST IS LDMILILGU|LD (D5 SIHISET.

End call.

4. SjeMLpLIemLI LOITMMIS6V (Transfer)

Transfer &3 (L&D, 62(H extension (2_GTJEOOTLOMS 162 ), 62(H ring group 6L6VSI Glaler] @6v& &0
6260T6M M type G\&F WU MBIS6T.

e Send — blind transfer. 9jemLOLIL| GHTIQUIMS MBICSH GUMTGLD, BEIGH6T el LB 6N T 86T,

* Talk first — warm transfer. [BIBI& 6T 2_ IG5 6T &8 26rLSUI(HL60T GLIGLDEUENT GUITLY.86M 8 UITETT
hold @6V &M&HGLILITY. LNetTeoT Q516 Q& UIU|MHISE6T:

(o}

Hand over — QITIQ.&6M & WITETT 2_MBI&H6T &F& 26mL8lULI([HL60T @) 6m6oor8:&LILIMB\6UTH, Bhigs 6T
allev & el (hefiser.

All three — BEIG6T, QUITIY E6M & UITETH, 2_BIG&H6T &F& 26nLEIWIT eLNEIIHLD 66T M TSI
GU& ST 56

Back to caller — 2_[B1&6T &8 2enLAWITTEL 2 6 (LOLQWITS. HEISET 6)UTLq.&6m 8 WImerTflL LD
SO eTT5eT.

Qelefl @6eVE&HE SIS G transfer QF LW e(H free telephone line G emal. 6T606VIT SIM lines 2_1Lh
busy QL8 @\ (BHSHTE, transfer G MeLE WIEM L LD, GUITIY 860 & WITET 2_ Mg EHL Geor Gl
@@L

5. @UQUIT([H S|eMLPLIL|& G LI LNeiTswild &M LIL|&EHLD (LPLg6LD

emPLIL] (DI S LleTsnild GMlLIL] L emL (notes card) BMHCH @ HEGLD. 626UGAIT(IH
(LMD SWOQFUIE MG BITLILMISET — 2_BIG6T reports 2_LD B MI6U6TS S 6ot follow-ups
2 1D TN BIHES 61 (IHS 60T 60T

1. QUITLY.&6M & UITETIT 6T60T60T G&L_LITIT 6T60TLIEM S Notes )6V 6T(LD SIS 6IT. 62616 6UIT([H
Gamiflsamsemulu]b Add eLpeuld C& (HMHIS 6.



2. (PLg.6em6uG (outcome) Q56 GIFUIU|MBIGHET (2_GTIeoTLOMS Interested, Call back, Not interested,
Do not call).

3. Call back erevflev, BEH WS Q6] Q&F W BIH6T. 3|S5 2_MHIG6T follow-up LIL19.U16960
G&meoTmILD.

4. Done & 9|(DGSIMIGHET.

6. @Ul6] CHIHH6L (H LIL QWML S{emLpd 56V (Auto dial)

2 _MBIG6T GLOGVITET @) 6VE:GMIGEM6T 6(H call list @6 CLITRIUMYT, eumMleL Flevalmenm
2 BIGHEHHGS STEVITLD.

1. Phone &memy&36v Auto dial 38 SHev01(h), Wait between calls 28 Q&fl6y Q& I MHIG6T
(2 & MyeooTomss 30 el6uTITLq &61T).

2. Start & (DS HIMBIGET. 2_MIGHEHHQHETM STLILL L @)6V&H5BIG6T (N&6d6v al(HLd, LN 6Teor
LS TLUUL Lemel. QLWIF, campaign, What to say (6T6dTeoT Q1&F M6V Geuevor(hLD) 21,8 Wlemel
@& luyLb.

3. @6V&5LD 62608 G LD, GLIGHISET, LleTeorh GMILIL] iU 6mL 60 WU|LD (LOLG.6M6U LD
BT LIL|MBIS 6.

4. &MEHHHGD CHILD (DI HSSID, O ES @eVESID STaTMEHG6 6065 @G LD.
QUMY 60 & WITETT e2(HeUT 2 6TG6T 36L& S M6V auto dial @emLBlMISSLILIGILD.

5. (P14 SSHGILD Stop & I (PSHSIMIS6T.

Do-not-call LIL_1Q 165160 2_6IT6IT ©)6V8:8 MG 6T, 2 6mLpd:85 G6l6voTLITLD eTeoTml GaL L
QUITLY.&6M & WITETT& 6T, campaign @)60T 2iempliL] CHIHSISHEG QeueflGu 2 _aTerT
SMLPLILS6T W HWemel HTeTmeHGa SellJ&Ha&LILR WD, LS 6 36flesms @608 s mIs 6T
Yesreor LSevor(HLD (W MHF &S LILIRILD.

7. Call backs 2_1b S6umll SjeMLPLIL| & EHLD

e oMl emoLiL] (missed call) e6Tm OceanCRM @) 60T GLOG6v 2_6iTarT L6vorludlev /1 s Call
back QLTSS Mev)IL_60T G MeoTMILN.

* Queue @6 HMEHH[HEGLD QUMTLYENSEHUTETIEET, H[HLOL eMP&ESHLILL 183 S(WDHSH6VITLD.
@ emau Phone system — Call backs @6V G5 meoTmilD. Call 88 9105 S, LletTeoT) Reached 2{6V6V S
No answer 616078 (&)U MBI S6T.

¢ Voicemails LD6oof Ul aILD LA 60T60TEHF 0 8VILD (2_TBISET [BlMIaUETLID 3j6md @) WS U [HH S T6v)
QIHLD. GLMEFS QHTemVCLIFIUI6L GHL & *97 &3 dial Q&F UIW|MBISET.

8. Inbox — chat, L8\ 6tT60T(6H&F 6L, Messenger, WhatsApp

CRM - Inbox 828 S Me)|mIG&eT.



1. GLDG6v Mine, Unassigned ©j6V6u g1 All 3UJLD, channel ULD BlemevemUIW|LD (status) Qe
Q&F I MIGHET.

2. (I 2_MTWITL 606V (D& SIMBIGH6T. QFULIH 6T BheNlev Q& luD; 6uTLY.&6m 8 Wl merifleor
S|emLpLIL| &6, tickets, LDMEMMUI chats 6U6VEI LIGELD QG IfluLd.

3. 2_MIG6T LIHeme6 type Q&FUIZ Send &3 (L& HIMIGH6T. GQILIMSIAUTET LIH6V5EH& @ Ready
replies &3U1 LIWIGTLI(H S SHIMBIGET. &8 26r L AWITSH6T DL QLD LIMT&H &5 881U 660TenM 6T(LDG
Internal note & tick Q& UIU|MI&ET.

4. Support ticket eeiTemIM & HM& S Ticket, 6)ITIY.& 608 WITET[HE G phone Q&I Call, (N1 HSSILD
Close 311 LiwieoTLI(H & SIMI&H6IT.

5.2 _MISG6ET Blmialerid Al &8 @WERUIMBHSTE, - Suggest reply s2(H aUenT6 Ll LIS emev (draft)
TR SILD; QUMPQUW T L QLTSS TETSH6T 6UITLY.&560 8 WTeT 60T Q&S emUl 9, mIG&6evLID
VLGl FIBIGETS SIS G, 2_HBIGH6T LIHemevd FIBIGETID 96vevEl HLO(WEHGSLD DMHMILD.
DI US MG (LN6IT eUemTemed 6TLIGLIMSILD 6)TE U MBI 6.

R0 2 MTWTLEG MR O @BHET, (NFHV LIF6L STINGIMTRNL LS eTeoTm)l
ITHGLD. @)6M6oT LIS SH6T chats S@EH&HE 5 BILOLBIFHEHEG6T LIS6v 6l Geustor(hLD.

9. Support tickets

* CRM — Support Tickets tickets & &ML (h\LD. Assigned to me 2_hI&HEH60LWLIeUMEeNM LOL(HILD
Q&L (hLD.

* 6UGUMTH ticket &@GLD answer by (LIF6L erfld g Gausvoriq ) GHITWOLD fix by (B7&H&
Geueooriq ) GHIUNLD 2 600T(H). jemal &L BBl L LTV, ticket @) 6dT (Ln6dTERfl6mILD (priority) 62(H
ULy 2 WFSSLILL®M), 2_MigeT CLMmUTTenalWTer(hsH @& mellsslLmILD.

* Replies / updates @) 6L LI 6L&HeM6TEF CF(HMHIGET. F8 26T NUITHEHEHE 0L (HILD 6T63TMIT6V
Internal note & tick Q& UIU|MHI&ET.

e FiHHLLLLSID, Blemevemll Resolved 215 L0mMHN) How it ended 35 Q5fl6) Q&I MBIGET.

10. Knowledge base 2_Lb 9j6mLpLIL] LG LILITIGY & EHLD

* Phone system — Knowledge base: aUITIQ &m0 & WITETT HMTHH [HEGSDEUTESH LIFH6L&H6m6Ts
GH(HIMIGET. Liev &L (henpserfley BiigseT copy QF UIWL&HT QW SWTH LISV 6pedTml 2 6vor(h).

* Phone system — Call reviews: 2_MI1&6T 60LPLILISHEHE G 2_HIG6T GLOMLITTEO6UWTTT HHSH
LieTerflas @BLD (scores) @, GVTFMETHEHLD. 2 MIFILIHSHS Got it & (LS SIS 6T, 36VEV S
S LILITUIG 6J60T S6Umi 6T6oTMI 66T& 8 Disagree &3 21(LD & HIMIGH6T. 62(H GLOMLITIT60)6U WITEIT T
W6 QFUIS 2 BIGEHHGS S Hlelliumy.



11. CLOEM&FH QS MTem6VCLIFIW LD keypad codes 2_1D

Dial QFWeusl

Q& WIWBIS 6T

*45 |/ *46 Ready / Break

101, 102 ... g5 26anLlWIfledr extension &3 6MLOE 5560

*8 2 _BIGET BlmIaeTsH 6 6I&HGID ahHH 0FHTmneVCLFHGID LFH 6V
leflggen

*%101 Extension 101 6986 @&LDCLMSI SIFMHGLI LIFH6L 265560

700 emLpliemL park QFUIH6D (emLpL1LNeT@LIMEl 700 & & transfer Q&F U1, slot

QVEHGNGEH G EHMIGH6T)
701 — 720 Park QF UG emplienLl 6THHSH QFHTemnevCLFIWINe BB SILD 6T(h & 560
*700 — *799 Conference &|60)M & 6T
# + @6V&HGHID emLpL1LNeT@LIME! blind transfer

*2 + @)6VE 5D Warm transfer; 1SeooT(QD *2 @LILIML GG, *1 @S5S Q&FUIULD, *3 enealHLd

6R60TMITSH
*9 Sl LIS emel @emLBlMGSEHe / Q&ML TS
*97 o _TBIG6IT voicemail

*43 Echo test



12. g5 MU s Cauemev Q&FWIWMeSlLLIT6L

L9 7 & &) em 60T

6269 @ 6Lem6V 3J6V6VEI "microphone
blocked”

I6IT60T Ready 24,8 @) (H& 5 Cm 6o,
SLEOTITEV B{60LOLIL|&H6IT
algallevemev

QBMVCLIT 669555, 24,606V
616015 (&8 GaL_Galleueney

QeaueflGu SiemLpLiL| &6t
G5 mevadl Wl em LG 60T M 60T

@605 (PWMHE Q&I MmIgGe6T

Microphone & 9IsIl0& W mIG6T (L11fl6y 2), headset & meoT
microphone QL85 Q&fley Q&FWWLILIL (B 6TeTsT eTeorLl
LIT(HMIS6MT, reload Gl& U U|MISET.

Phone FmenI&ensd s HMHCH 601615 H) (HhISH6T (ELOL GeurT
sleep 9L,5CaUT L MTHT&6T). HAIGET queue @6V
@HSERMVTEETIT TEOTMI 2_MBI&H6T GLMUIMTemeuwmeriflLLd
G5 @B BIS6T.

Phone #menyg&eng Ll LletTeoreoof tab 4,8 1606VITLO6Y FHevfl&F
FMeTISHS 6V 606155 (HHIS6T; 8 600fl60flul6dT 626860y
QW& &S MHIGET.

6T6V6LIT SIM lines 2_LD busy QL& @ (HEHGHEVITID. &HTSHH (HHS!
LSevoT(HILD (LNUWLIMHG U MBIS6T, 2{6V6VE 2 IS 6T

G MHUTTeneUWTeTH LD Q& TV ISET.



