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What is this document?

The aim of this document is to explain how to create and install step by step a fax campaign on Hermes Net,
with screenshots and shorts instructions.

Step by step

In order to set up your campaign, you must go through several important steps, described below. The order
given here is generally considered the best, although please note that it is possible to follow a different order,
for example by starting with the campaign creation in the Admin then creating the script.

Once you get familiar with the Hermes system, you’ll be able to follow the order you like best, but for starters,
we recommend that you follow the order and instructions given here:

HOW TO SET UP A FAX CAMPAIGN STEP BY STEP

fom A
(\jij—‘ IN THE INTERFACE DESIGNER MODULE

1 - Create your script
2 - Create your Client File
3 - Create your Global Variables
4 - Generate your script in production mode
5 - Create your IVR script (optional)

IN THE ADMINISTRATION MODULE
6 - Assigning DID
7 - Create a queue
8 - Create your campaign and set up the general parameters
9 - Create agent accounts (if necessary)
10 - Create or assign your supervisors
11 - Create or assign your service hours
12 - Create or assign your holidays plan
13 - Creating or assigning call qualifications
14 - Create your address book (if using agenda)
15 - Create or assign your salesmen’s planning (if using agenda)
16 - Create or assign your salesmen (if using agenda)
17 - Check the summary of your campaign

What to do in the Interface Designer module

SUPERVISION ADMIMISTRATION SCRIFTIMNG REPORTIMG

.'":.. List of VR

I_ < & TOTO

LAUMCH
EDIT THIS SCRIPT "‘f EDIT THIS IVR: "‘f INTERFACE """
DESIGMER

1- Create your script

At first, you will create the script (the scripted dialog you want the agents to use live with prospects),
following the model you will have established before hands. It is very important to have at least a basic plan
for your script, and to know, even roughly, how many pages you will need, how many parts are necessary in
it, etc... Draw a storyboard of your script on paper. It will be much easier and quicker to create your
script after that, knowing in which direction you want it to go.
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In the module, click on « Create a new script » and create a new screen script, give it a name and a
description.

Once the script is created, you can access it directly from the home menu Hermes V5 through the function
« Edit this script ».

|| Hermes.Net V5.0 - Scripter

[ Ib250s3-634584618.eu-west-1.elb.amazonaws.com/hermes_net v5/Inte rfaceDesigner/SelectScriptaspx

B e\ HenesiNes

cripts & IVR selection Howto statthe edtor [ 1024x768 | 0/ B el

|
‘m Display Script List

eoes[— ¥ wewcroe:mr [k mm(er  JT

&m Create a new script
P

ww scrupTRAE crearEaroLe- —

w 0.

‘SCREEN SCRIPT IVR SCRIFT

4 * Restore a script from a file

hd —

In the script creator, create your script using the menus, variables, objects and their different properties.
For more help on the script creator, please refer to the “Interface Designer «document.

N\

Interface Designer

a2l E " BEHE=ma o5

Dhutils

Objects

Script menu

Objects properties

You'll also need to create and attribute actions to your objects depending of what you need, using the
Action builder screen and the various commands available inside.
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ACTIONS

B onload [NOME]
B onClick [MONE]
B onDbIClick [NONE]
B onFocus [MOME]

B onBlur [NOME]

&) Hermes.Net [ Hermes.Net V5.0 - Action: %

= - Preferences
Actions Builder

§ 3 START (1) T e
Conditionnal test

Test \.wiorkspact_z Cde name : |20 Start (1)

Swilch test Cde type : Start

ADVANCED

For more help on the actions, please refer to the “Interface Designer” document, existing for V5.

2- Create the Client file

Once your script is done, you’ll need to pre-create the client file, in which we will later import all the client
data.

Click on the « Connections » menu; and select « Customer file management »:
Connections Modules
=) CUSTOMER FILE MANAGEMENT
=/} CHECK SCRIFT COMMNECTIONS

E START QUERY BUILDER

Choose the Connection, and create a new data table in Data table:

Comocton-[ [ Dmaraes

lient file Manager

NOTE: It is important to give your table a name that you will easily recognize later, especially
if you have to have several running scripts and campaigns in the future.
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Click on “Select All"”. Check that all the listed objects correspond to what you have on the script. As well,
check which objects you won’t want to keep in the table. It may be that you have no interest in creating a
column for the objections in your table.

COMPORTEMENT

URE

——— B INDEX

Connexion Lecture/| —
TYPEDBJET

Champs texte at do

Suffix cotonne tt envrée - [l | IR 2oresse
Suffec colonne val entrée :
Suffx colonne txt sort
Suffix colonne val s
FILTRES

WER evar
EEX nom

R =

CONNEXION EN LECTURE

CONNEXION :
TABL

TEXTE
VALEUR
CONNEXION :
TABLE :
TEXTE
VALEUR:
CONNEXION :

CONNEXION -
TABLE :
TEXTE
VALEUR

TEST SQL2012
TESTFAFA
ADRESSE 1
TEST_SQL2012
TESTFAFA
EMAL 1
TEST_SOL2012
TESTFAFA
NOM 1
TEST_SQL2012
TESTFAFA

TEL 1

Lista des objats_ {0 objets sélactionnés)

CONNEXION EN ECRITURE

CONMEXION :

TABLE :
TEXTE :
VALEUR :

CONMEXION :

TABLE :
==
VALEUR :

CONNEXION :

TABLE :
TEXTE :
VALEUR :

CONNEXION :

TABLE :
TEXTE :
VALEUR :

TEST SQL2012
TESTFAFA
ADRESSE 1
TEST_SQL2012
TESTFAFA
EMAIL 1
TEST_SOL2012
TESTFAFA
NOM 1
TEST_S0L2012
TESTFAFA
TEL 1

Click on “Connect All”. In the list below, you can see what connection has been made for reading and

writing data.

L —

COMPORTEMENT -
URE
- 3 INDEX
Connexion Lg(:ture.-‘
TYPEDBJET
Champs texte et du

Suffix colonne b enréa

Suffix colonne val enée : [l

WER ~oresse
i
Suffix colonne val sortie

FILTRES -

index | | ﬂ NOM

R =

Table de données -

CONNEXION EN LECTURE

CONNEXION
TABLE :

CONNEXION
TABLE :
TEXTE
VALEUR
CONNEXION
TABLE :

TEST_SQL2012
TESTFAFA
ADRESSE 1

TEST_SOL2012
TESTFAFA
EMAIL 1
TEST_SOL2012
TESTFAFA
NOM 1
TEST_SQL2012.
TESTFAFA

:

Liste des objets. (0 objets sélectionnés)

CONNEXION EN ECRITURE

VALEUR :

CONNEXION :

TABLE :
TEXTE :
VALEUR :

TEST_SQL2012
TESTFAFA
ADRESSE 1

TEST_SQL2012
TESTFAFA
EMAIL 1
TEST_SQL2012
TESTFAFA
NOM 1
TEST 502012
TESTFAFA

TEL 1

Click on “Save”. A pop-up shows you a summary of your connections. Click on « Save » to complete the
recording of this new data table.

mne 32 ~ O

Connexion - | BASE_HN_5_0

Elient file Manager

COMPORTEMENT ~

- B INDEX
Connesxdon Lectule"
| TrPEDBJET
Champs texte at dn

Suffix colonne tt entrée :

Table de données : | estfafa?

Liste des objets. (4 objets sélectionnés)

CONNEXION EN ECRITURE
e SASE_HN.5.0
| EsTFAFA2
\DRESSE

CONNEXION EN LECTURE

CONNEXIN -
TABLE: W

oncc um c n

EIll Apresse

Suffix cotonne val enve : [
Suffec colonne e sortie :
Suffc colonn val sorse [ |EIER Enani
FILTRES - .

Index “‘ NOM

Hil =

jEME Nombre d'objet dont les connexions ont &té modifides - 4

VALEUR -
CONNEX!
TABLE :
TEXTE :
VALEUR :
CONNEX!
TABLE :
TEXTE :
VALEUR :
CONNEXI
TABLE :

= [ TeSTFAFAZ
B \oresse
B8 cu

Modifications sur les bases de données -
= 8 BASE HN 5 0

{ASE_HN_5_0
ESTFAFA?
WAL
\ASE_HN_5_D
ESTFAFA2
1am
{ASE_HN_5_0
ESTFAFA2
=1

CheckBox [ S-ELiE E
DateField =
DropDownList

NOTE: If you ever modify your script and add new objects, you will have to follow the same
steps to add those as columns in your data table.
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3- Create your global variables
Once you client file is done, you'll have to take care of the global variables set in your text (ex: $CITY). It is
important that you tick the box « Evaluate » in the « Behavior” properties of your text, in order for the
software to check the variables placed there.

Click on the "Modules” menu, and select “Set global variables”:

| Modules .| Prefer

-.'.mll START UPLOAD CENTER
5. START ACTION BUILDER

et

E SET GLOBAL VARIABLES ...

Select the correct base in « Connections » and select the client file you have just created in “Table”.
Then click on ™ Auto create variables »:

[=]

L SET OR MODIFY GLOBAL VARIABLES

Connection : Je{eiR{= S ¥ Table : pEfisavay v~ eI  AUTO CREATE VARIABLES

E x =

Type Value or DataBase Feld

Statut - oK

The list is created with all the variables present in the script. Erase the first two « $INDICE » and
« $GUID_CONTACT_ID ». Then click on « Apply » to save.
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L= L SOLSERVER x

_ Hame
SINDICE

Type
Bind To DataBase

$GUID_CONTACT_ID|Bind To DataBase

SCity
|$Comments
$Country
$County
$SEmail
$FirstName
$House
$LastName
$Phone

Bind To DataBase
Eind To DataBase
Bind To DataBase
Bind To DataBase
Bind To DataBase
Eind To DataBase
Bind To DataBase
Bind To DataBase

Bind To DataBase

Hermes.Net )
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AEL N VC_DEMO_OB_260€ ¥ ALITO CREATE VARIAELFS

SOLSERVER
SOLSERVER
SOLSERVER
SOLSERVER
SOLSERVER
SOLSERVER
SOLSERVER
SOLSERVER
SOLSERVER
SOLSERVER
SOLSERVER

4- Generate the script in production mode

Value or DataBase Reld
2VC_DEMO_OB_2..

2VC_DEMO_OB_2..
2VC_DEMO_OB_2.
2VC_DEMO_OB_2.
2VC_DEMO_OB_2..
2VC_DEMO_OB_2..
2VC_DEMO_OB_2.
2VC_DEMO_OB_2.
2VC_DEMO_OB_2..
2VC_DEMO_OB_2..
2VC_DEMO_OB_2..

t'i'xﬁ'.

INDICE

GUID_CONTACT_ID

City
Comments
Country
County
Email
FirstName
House
LastMame
Phone

NOTE: In case you have variables only appearing in actions, remember to add them manually
to the list of global variables with an “empty” value.

At this stage, you only have one task left in this module: to generate the script in production mode (as opposed to
the development mode, which is a test mode only), in order to publish it in the administration module

Click on the “'Scripts” menu, and select “"Generation”:

Copyright © 2014 VOCALCOM S.A.S. All rights reserved.
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Scnpts

Fﬁ| NEW SCRIFT ...

|'rl' OPEM SCRIPT ...

B & oecemescrier .

@ SCRIPTSTLE .. (- DEFAULT)
[ Lock scRiPT ..

[ PROFERTIES ...

A ACTIONFORCTIEVENTS...

E‘.' GENERATION ...

E BACK TO HOME PAGE

': EXIT

Click on “Generate”, after having selected the « Production » mode.

= GEMERATIOM / PREVIEW
Generation type

Produchion -
Integration -

Developpement

Test indice - I:I:l 1
Control mode B

Only this page (Dev Only) |

Addihonal parameters

&DNIS=

&TEL=

&EMAIL=

&COOKIE=

&USER=1000

S&NAME=VOCALCOM
=i &STATION=3560

&ASSOCIATE=

&MEMO=

A&CAMPAIGN=

I GEMERATE PREVIEW |
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5- Create your IVR Script

It's possible to create an IVR script (Interactive Voice Response) to be placed upstream of the incoming
campaign.

This is optional; it is quite possible to run a campaign without inbound IVR. The IVR will be explained in the
documentation “IVR Manuals”.

What to do in the Administration module

WORKSPACE SUPERVISION ADMIMISTRATION SCRIPTING REPORTIMNG

i:- Administration Wizards

| Human Resources

TAXMATION LALINGH
LALMNCGH THE SELECTED WIZARD ""f b !

REPORTS & ADMINISTRATION

6- Assignment of DID

In order to be operational, your fax campaign needs to be connected to the telephone systems, through a
Direct Inward Dialing or DID. If you are hosted in ASP mode, your DID is created and you can just
choose one during the next step. If you have the full Hermes solution, you have to set up a DID first.

The line is open at the time of the platform installation by the root admin. To get your DID, on Root, Click
on “Incoming media” menu, and select “Create, delete DID"”:

Hurnan resources Incoming media Outgo

Companies and sites list i CREATE. DELETE DID
ID | TYPE DESIGNATION
Company #VOCALCOM FR
Company
Company
Company
Company

Site

Click on « Add » , assign a range of DID, and the site you want to assign the DID.
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7- Create a queue

Click on « Common settings », then select « Queue management ».

Common settings

i QUEUES
CQueues management

CQueues wizard

PLANNINGS & HOLIDAYS PLAN
Service hours
Hohdays plan

E ANSWERS & MESSAGES
Content to share
E-mail templates

&' ApDRESS BOOKS
P! PAUSE CODE

# curLIFicaTION

Click on « Add » to create a new queue. Give it Queue ID you want and a description.

| Add new queus

8- Create your campaign and set up the general parameters
Now that your queue is ready, your script is created and published; you have to create your campaign, by
joining together all the elements necessary for it to run smoothly. A campaign is nothing but a series of vital
parts linked together, that will interact with the telephony. Some elements are mandatory, while some

others are purely optional.

NOTE: The "Default Settings" sub-menu allows you to create parameters for all your inbound
campaigns, applied by default.

| Default settings for inbound fax campaigr

DataBase 1E

- no qualfication —

Agenda planning

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 10/35
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Click on the « Incoming media » menu, and select « Campaigns configuration » under “Inbound
Fax":

Incoming media Outgoing media

i INBOUND CALLS
Default settings

Campaigns corfiguration

Default settings
Campaigns corfiguration

i INCOMING E-MAILS
Default settings
Campaigns configuration
Distribution rules
Emails black list

APAIGNS
Default settings
Campaigns corfiguration
Web campaigns wizard
Distribution rules
Chat black list

Click on « Add new» to create a new campaign:

‘Web Administration - Mozilla

@0 1b25053-634584618 .eu-west-1.elb.amazonaws.com/hermes_n w5/ admin/WebAdmin/Login.aspx

Fax campaigns list
DID QUEUE ) PTION
0962 510 test_fax

GENERAL CUSTOMER MANAGEMENT OPENING

INFORMATION

User : Frangois Tarrida

Choose the DID, and the name of the campaign you want, and then click on "OK ».

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 11/35
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mpaign

DID | 1234

ption El:l testfax

Data QORACLE
Copy from | — default campaign -

I und files

Under the different tabs, you'll be able to set up all the elements of your campaign.

E_Weh ‘Administration - Mogzilla Firefox

Admin/Login.aspx

Fax campaigns list
DID QUEUE ATL ) -RIPTION
0962 510 test_fax

GENERAL CUSTOMER MANAGEMENT OPENING

INFORMATION

Priority in queue | 4 | 100 | »

User : Frangois Tarrida

You have a very useful diagnostic tool at your disposal, the Campaign Summary that can tell you which elements
are present or missing on your campaign at all times. We recommend you use this tool often when creating
your first campaign.
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$ QUEUE

Queue : 510

@ SELECTED CAMFPAIGN

& CUALIFICATION
mpaign has no qualfication

Campaigr

mpaign has

® PLANNING

® Thiz campaign has no gualfication associated.
You will not be able to edit production reports |

® Mo service hours associated to this campaign.

® Mo holidays plan associated to this campaign.

@ A green dot means the element is set up correctly.

@ An orange dot means that alerts have been detected. The campaign could be started, but maybe won't
work correctly.

@ A red dot means that alerts have been detected. The campaign won’t work at all.

Under the “General” tab, you can now set up:

GENERAL CUSTOMER MANAGEMENT OPENING SKILLS

INFORMATION

hd Priority in queue |4 | 100 | »

13

x| I Y

-the queue previously created

-the maximum number of lines allowed on the campaign

-the priority in queue (if several campaigns use the same queue)
-the welcome message of your fax campaign

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 13/35
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Under the “customer management” tab, you can now set up:

GENERAL CUSTOMER MANAGEMENT] OPENING

CUSTOMER MANAGEMENT

EMAILS SENT AND CALLS MADE DURING THE PROCESSING OF A FAX

ng an e-mail | — no mail tem
1ed answers —

During an outbound call, display to prospec & shonenumber

- Web script: select the screen script you have created.

- Qualifications: statuses for the campaign.

- Address book & agenda planning: if you're intending to use the built-in Hermes CRM.
-Emails & templates: decide which prefedined content is usable by the agents in the campaign.

Under the “'skills” tab, you can now set up:

GENERAL CUSTOMER MANAGEMENT OPENING

Minimal skills for an agent to receive the fax:

Add group | Lan El .E

For skills to be set on campaigns and agents, please refer to « Skills in Hermes.net » document.
9- Creating agents accounts

Obviously, if you don’t have existing agent’s accounts, you now have to create some in order to assign them
to your campaign. Click on *Human resources”, then under “Users” select "Agents”.

NOTE: The "Human Resources Assistant" sub-menu allows you to create and manage multiple
accounts quickly, by following a few simple steps. In V5, agent groups are managed directly
through their workspace.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 14/35
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Human resources .| Incoming media

= ADMINISTRATORS

SUPERVISORS
Supervisor management
Supervision groups

AGENTS

Agents management

Agent shils
SALESMEN

Plannings managemeant
Salesmen conhguraton
Plannings assgnment

= CONTACTS
W HUMAN RESOURCES WIZARD
ACD EXTENSIONS

CJ worksTaTions

Click on “"Add new"” to create a new account:

Admin/Loginaspx

Company [ site choice Agents list
& root & AGENTCODE | FULL NAME

5 @8 #VOCALCOM FR L iy et

& i # VOCALCOM LATAM

Belec, Thomas
[ —
o 5 HDEMC
o § #VOCALCOM SPAIN

& capiF

GENERAL d PROGRAMS RIGHTS SUPERVISION GROUPS

PERSONAL DATA

I ssse

Creating an agent account is similar to creating a supervisor. Each account will receive a 4 digit Agent code

or login (for ex. 1000), and a 4 digit password (letters), that can be changed by clicking the
button.
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You can configure the following tabs:

General : account general information, hangup after call (only useful if your agents don’t use headsets),
and automatically ready options, if you wish to reduce the time between worked times (call + wrapup) for
the agent, automatically pick up for the softphones and Avaya, and media blending options if necessary. We
can also modify, personals callback of the agent.

Skills : assign skillgroups and relevant levels to the agent.

Programs : assign the workspace you want, its display parameters, and supervision/rights to the group if
you wish to do so.

Rights : assign phone rights, supervision rights (if selected under the previous tab), and media blending
rights if necessary.

Supervision groups : As well as an agents group , it is possible to creata a supervision group and assign
agents and supervisors to it. In the case of a big team, it reduces the scope of supervisors to a particular
group of agents.

10-Creating or assigning supervisors accounts

In order to create a supervisor, you just need to, when creating an agent account, give him supervision and
reporting (optional) rights. This account will be automatically bumped to supervisor level, and the user will
have access to the Supervision and Reporting modules.

You can also directly create a Supervisor account in the Supervisor menu of Human Resources, using the
same principles as agent creation, if you wish to do so.

11-Creating or assigning Service Hours
Your campaign will need Service Hours.
Click on “common settings”, then under “"Plannings & holidays plan” select “Service hours”.

Common settings .| Tools

F® QUEUES
CQueues management
Cueues wizard
m PLAMNINGS & HOLIDAYS PLAN
Sermvice hours
Hobdays plan

E ANSWERS & MESSAGES
Content to share
E-mail templates

&' ADDRESS BOOKS
P! PausE coDE

& cuaLiFicaTion

Click on “Add new"” to create a new planning.
In your planning, choose the days and hours of activity. If you don’t have breaks in the activity during the

day, just fill the first two hours of activity on the left, and put 00:00 in the next two, as in the example
below:

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 16/35
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- Web Administration -

Company [ site choice
i ROOT

o § # VOCALCOM FR
2§ #VOCALCOM LATAM

5§ #VOCALCOM SPAIN
& caniF

dubai timing

INFORMATION

D Bl Horawes Dev

OPENING HOURS

? Stawus: OK

User : Frangois Tamida

Save your planning, and go back to your campaign. Under the “Opening” tab, select your planning
“service hours” and save. Now, anytime you’re out of the chosen service hours, the campaign won't be
automatically active.

GENERAL CUSTOMER MANAGEMENT OPENING

ours | —no service hours —

an | —no holidays plan —

NOTE: Service hours are optional, and without it, your campaign with work nonetheless.

12- Creating or assigning a Holidays plan

You campaign will need a Holidays plan.

Click on "Common settings”, then under “Plannings & holidays plan” select “"Holidays plan”.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved.
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Common settings

F® QUEUES
CQueues management
Cueues wzard
PLAMNINGS & HOLIDAYS PLAN
Serice hours
Hobdays plan

wiio

B ANSWERS & MESSAGES
Content to share
E-mail templates

&' ApDRESS BOOKS
P! PAUSE CODE

# curLIFicaTION

Click on “"Add” to create a new holiday plans group.

Create different holidays in your group using the button. A holiday can happen once or be recurring
on each yearly calendar. You can create half-days of holidays, and choose a different voice message for
each holiday (only useful in inbound campaigns obviously).

Web Administration

Company [ site choice f holiday plans groups

& RrooT RIPTION

s
5 @8 #VOCALCOM FR Lokt oy SOT3H
US Holidays 14

SITEL FERIES

o § HVOCAI
& capiF

Save your current group, and go back to your campaign. Under the “Opening” tab, select your holidays
plan and save. Now, anytime you're in any of the chosen holidays, the campaign won't be active.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 18/35
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GENERAL CUSTOMER MANAGEMENT OPENING SKILLS

13- Creating or assigning call qualifications

For your agents to qualify their calls, you will need to create a group of call qualifications (also called call
statuses). It is very important to have a clear idea of what call statuses you need before creating the
group, as adding or cancelling statuses once the campaign is ongoing will decrease the precision of your
statistical readings.

Click on “common settings”, and then select “Qualifications”.

Common settings .| Tools

&6 QUEUES
CQueues management
CQueues wizard

m PLANNINGS & HOLIDAYS PLAN
Service hours

Hohdays plan

:'-_ ANSWERS & MESSAGES
Content to share
E-mail templates

1
I; ADDRESS BOOKS

! PAUSE CODE

& cusuFcaTIoN

Click on “"Add” to create a new call qualification group.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 19/35
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Company [ site choice Qualification groups li

8 ROOT
2§ # VOCALCOM FR

NUMBER RIPTION
TEST250

8§l #VOCALCO
& caDIF

You can configure the following tabs, which are general and qualifications.

General: the name of the status group and the currency that you wish you use for the profits of one or
several call qualifications.

Copyright © 2014 VOCALCOM S.A.S. All rights reserved. 20/35
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: Administration
Human resources Incoming media Outgoing media Social networks Common settings

Company [ site choice Qualification groups list

& root NUMBER DESCRIPTION

TEST250

Inbound test qualification
VOCALCOMUK_ Facebook/Twitter
VOCALCOMUK_Emai
VOCALCOMUK_Webchat
VOCALCOMUK_Outbound

o § #VOCALCOM FR

B § # VOCALCOM LATAM

o § # VOCALCOM MEA

o §8 HDEMO_HCS

o § #VOCALCOM SPAIN
& caniF

GENERAL QUALIFICATION

INFORMATION

~ (=0 TEST250

y |EWE

If you remove a gualification used by a campaign, you will have emors in the statistics of production of this campaign

? Status: OK Company / Site : V5_250(1)  User : Frangois Tamida

Qualifications: Create a new status by clicking “"Add a qualif.”. If you wish to delete it, click "Remove”.
You can also add sub-status or details by clicking “Add detail”. A sub-status is useful if you wish to give
more precision to the general status, for example what was sold under the general status SALE.

Administration
Human resources Incoming media Outgoing media Social networks Common settings

Company [ site choice Qualification groups list

& root NUMBER DESCRIPTION

(Wl TEST250

Inbound test qualification
VOCALCOMUK_ Facebook/Twitter
VOCALCOMUK_Emai
VOCALCOMUK_Webchat
VOCALCOMUK_Outbound

o § #VOCALCOM FR

B § # VOCALCOM LATAM

o § # VOCALCOM MEA

o §8 HDEMO_HCS

o § #VOCALCOM SPAIN
& caniF

GENERAL QUALIFICATION

QUALIFICATION

DESCRIPTION COMMENT CATEGORY PROFIT Sl
1 - Argued 0
2 - Posttive ysitive 0
o) b
91 - fawx numéno
92 - absent
93 - répondeur
e et
95 - relance

96 - indisponible

57 - transfert

= oo Bo Addagucir Mo oo

? Status: OK Company / Site : V5_250(1)  User : Frangois Tamida
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For each qualification, choose a category (Positive, Argued or Non-Argued), as discussed during training.
These categories provide the level of achievement in the statistics of the campaign and agents. You can
also place a profit on one or more qualifications, and the validation of quotas as well.

When you create new qualifications, by checking "systems qualifications", you can select system
statuses, such as 93- Answering machine or 92-Absent. Some will be useful to your agents, such as
answering machine, because in progressive or predictive dialing, 20% of respondents ascend agents.

Save your status group, and go back to your campaign. Under the « Customer management » tab, in
« Qualification group » select the group you’ve just created and save.

GENERAL CUSTOMER MANAGEMENT| OPENING

CUSTOMER MANAGEMENT

) script |l

- no qualification —

ook | —no address book — El

Agenda planning | —no planning - El

14-Creating your Address book

If you wish to take an appointment with the Hermes agenda module, you will need to set up an address
book that contains the customer data, and a salesmen planning and salesmen accounts.

NOTE: In the V5, If you want you can, through a wizard on the home menu, create directly
your plannings and CRMs.

REFORTING AGENDA

EDIT THE SELECTED PLANMING """ CONTACT MANAGEMENT """

Click on "Common settings”, and then select “"Adress books".
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Common settings .| Tools

-
o QUEUES
CQueues management

CQueues wizard

PLANNINGS & HOLIDAYS PLAN
Service hours
Hohdays plan
ANSWERS & MESSAGES
Content to share
E-mail templates
' ADDRESS BOOKS
!? Pause coDE

& cuaLFicanon

Click on “"Add"” to create a new address book.

w Web Administration - Mozilla Firefox

Address books list
NAME
VOCALCOMUK_AddressBook VOCALCOMUK_AddressBook

bma /_sgenda_testing hew_agenda_testing

User : Frangois

Give a name to your address book, and select the connection to your database:
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Click on “Launch contact import management”. This stage follows the same steps as creating a call file
in step 6. The only difference is that you can fill in personal and professional data for the clients.

(@ Importation Wizard - Mozilla Firefox =R

% |b250s3-634584618.eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/WebAdmin/wizard/TmportWizard.html?lang=en-Us&oidUser=)07

.CRM IMPORTATION E-rlilil 2SR E o e T |
ot 2 [[ 3 [ 4 | n. T Wizards

Select in this step the data source you want to import.

ible to medify some parameters depending on the type of source. These parameters are pre-filled with self-detected values.
lines of the data source. This area remains empty untl a data source has been selected and is reset ff you change the

ct 2 .zip fle, it will be automatically unaip on the server.

SELECT A DATA SOURCE ™

" Diata source type | Delimited text file [

|ﬂ\f‘EIl\ﬂE‘W HOT AVAILABLE ™.
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Select in this step the data source you want to import.

Hermes.Net
@

E=NEE ™

‘hen a data s + i ible to modify some parameters depending on the type o These parameters are pre-filled w

fines of the data source. This area remai mpty untll 2 data source has bean =

file, it will be automa ly unzip on the i

File | testfi

Sheet | Feull

OVERVIEW OF THE SOURCE ™

Copyright © 2014 VOCALCOM S.A.S. All rights reserved.
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@) Importation Wizard - Mozills Firefox =)

dzble -

NAME Last name [ not avadable -

TELEPHONE Fust name | - not available -
Job title | - not available -
Chent number | _ not available -
Comment | - not avaiable -

Needed field

OVERVIEW OF THE SOURCE ~ LINES TO BE IMPORTED -
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(@ Importation Wizard - Mozilla Firefox. =)

53-634584618.eu-west-1.elb.amazonaws.com/hermes_net_v5,/ zard.html?lang=en-US&oidUser=J07 °

CRM IMPORTATION

— —

Format phone numbers : You can request venficabon of the format of phone numbes
Mavonal number : Verfy that the number has the comect number of digits possibiity to add a zero if needed)

Phone number : no length venfication is done, but the international prefoc will be added to all numbers staring with a "+
ses the phone number ¢

CUSTOMERS PHOME NUMBERS

Format
[Phone number (national]
[Phone number (rationail ~_
[Phone number (natonall ~ |
P |
[Phone number (natonal ~ |
[Phone number (national] + |
[Phone number (national] + |

nal phone number | - not available -
Mgobile phone number - not available -
i n l-n::t available -

n| | - not available -

n :— not avaiable -

| | - not available -

AR A

1| | - not avalable -

OVERVIEW OF THE SOURGE ™.
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@) Importation Wizard - Mozills Firefox =)

tion
Address | - not avaiable -
Zip code | - not avaiable -

- not available -

Emad [ - not avaiable -

OVERVIEW OF THE SOURCE “ LINES TO BE IMPORTE
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@) Importation Wizard - Mozills Firefox =)

Address | - not avaiable -

Zip code | - not avaiable -

- not available -

Emad [ - not avaiable -

OVERVIEW OF THE SOURCE “ LINES TO BE IMPORTE
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(@) Importation Wizard - Mozilla Firefox EEREh———

J 1b250s53-634584618 eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/ Admin/wizard/ImportWizard.htmlflang=en-Us&oidUser=J07

' CRM IMPORTATION h Ln =Ty
] - - Wizards

SUMMARY OF DATA TO BE IMPORTED

. Some records are not vabd and could not be mported.
s to be imported: 1
s found in source : 10

SUMMARY OF SELECTED FING

Destination : Source
Last name : NAME
onal phone number : TELEPHONE

LINES TO BE IMPORTED -

Summary before importation
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(@) Importation Wizard - Mozilla Firefox e D

@ 1b25053-634584618,eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/WebAdmin/wizard/ImportWizard.htmllang=en-US&oidUser=J07 -

IMPORTATION RESULTS

. Some records were not mported.
Imported recos

s found in sou

SUMMARY OF SELECTED MAPPING

ﬁ Destination : Source

Last name : NAME
Professional phone number : TELEPHONE

OVERVIEW OF THE SOURCE LINES TO BE IMPORTED - 11 m

NAME TELEPHONE

Save your address book, and go back to your campaign. Under the “"Customer management” tab, select
the “address book” and save.

GENERAL CUSTOMER MANAGEMENT OPENING SKILLS

CUSTOMER MANAGEMENT

E] Expo

—no address = El
Agendaplarning [~noplanning- 7

15- Creating the Salesmen planning
Once the address book is created, you’'ll need to create a salesmen planning for your salesmen, that you will
then join to the campaign.

Click on "Human ressources”, then under “Salesmen”, and select “Plannings management”.
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Human resources .| Incoming media

' ADMINISTRATORS

5 SUPERVISORS
Supervisor management

Supervision groups
AGENTS

Agents management
Agent shils

SALESMEN
Plannings managemeant
Salesmen conhguraton

Plannings assgnment

«* CONTACTS

W HUMAN RESOURCES WIZARD
ACD EXTENSIONS

CJ worksTaTions

Click on “"Add” to create a new planning.

w Web Administration - Mozilla Firefox

D
bmayhew planning

COMUK_Agenda

GEMERAL AFPPOINTMENT TYPE || APPOINTMENT PLACE AGENTS RIGHTS

INFORMATION

You can configure different tabs :
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General : daily times for a standard week, each hour is divided in quarter-hours that you can grey out, thus
rendering them unavailable in the planning. You can also choose a holidays plan for the planning.

Appointment type : various types of appointments, you can give each a standard lenght, and the agents
will be able to choose from the list when taking an appointment.

Appointment place : various places for appointments, you can give each a name, and the agents will be
able to choose from the list when taking an appointment.

Agents rights : agents rights when taking appointments on the agenda.

NOTE: when an agent takes an appointment for a salesman in the agenda, the change is
immediate for all agents working on the same agenda.

16- Creating the salesmen

Planning is created; you must now create salesmen accounts.

”

Click on "Human resources”, then under “Salesmen” select “Salesmen configuration”.

Human resources .| Incoming media
" ADMINISTRATORS

SUPERVISORS
management

Supervision groups

AGENTS

Agents management

Agent shills

SALESMEN

Plannings management

Salesmen configuration

Plannings assignment

= CONTACTS
W HUMAN RESOURCES WIZARD

47 ACD EXTENSIONS

CJ workstanions

Click on “"Add"” to create a new salesman account.
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w Web Administration - Mozilla Firefox

0 1b250s3-634584618, eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/WebAdmin/Login.aspx

Salesmen list
D LAST NAM FIRST NAME LOGIN
4 Mike adolphy Main user

Jukan evans] Main user

Greenwood Jeremy greanwood] Main user
Hinkley Ralph rhinkiey Main user
Holmes toy holmesr Main user

Kent Clark chent Main user

GEMERAL ASSIGNMENT AND AREAS

WEB ACCESS

Il sssnsnns

(= ]

FERZONAL DATA

Las e |EW Adolphy

= am Road 2 Bl Guildford

You can configure the different tabs :

General : login and password (optional) of the salesman, his personal data, and his color code as it will
appear in the agenda. Please also select a user state, and fill in his email address, with it when an
appointment is taken agents can send him an email alert.

Assignment and areas : select your planning, then fill in geographical zones (optional) and quotas on his
appointments (optional).

Save your address book, and go back to your campaign. Under the « Customer management » tab, in
« Agenda Planning », select the planning you’ve just created and save.

GENERAL CUSTOMER MANAGEMENT OPENING

ISTOMER MANAGEMENT

ript [ : M Free URL

ion | —no qualification — XD file anc

17- Check the summary of your campaign

Your campaign should be complete at this stage. Open the campaign, and with the Campaign Summary,
check that the vital elements are all in place. A complete campaign should look something like this:
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$ QUEUE

Queue : 510 -

® SELECTED CAMPAIGN
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