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What is this document ?

The aim of this document is to explain how to create and install step by step an outbound call 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 YOUR OUTBOUND CAMPAIGN STEP BY STEP

@/ 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

IN THE ADMINISTRATION MODULE
5 - Create your campaign and set up the general parameters
6 - Create your call file and inject your data from your source file
7 - Create or assign your agents
8 - Create or assign your supervisors
9 - Create or assign your service hours
10 - Create or assign your holidays plan
11 - Create or assign your call status
12 - Create your address book (if you plan on using the agenda)
13 - Create or assign your salesmen’s planning (if you plan on using the agenda)
14 - Create or assign your salesmen (if you plan on using the agenda)
15 - Callback rules
16 - Check the summary of your campaign
17 - Activate your campaign

What to do in the Interface Designer module

ORKSPACE SUPERVISION ADMINISTRATICN SCRIPTING REPORTING AGENDA
.
- ,hIJstu:lfsu:ripts OJ'! ist of VR =
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CESIGMER

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 List Script - Google |

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

T -

pts & IVR selection How to start the editor - | 1024 x 768

|
Wy Dipiyscrpili % i o p— N R

&m Create a new script
P

ww scrupTRAE crearEaroLe- —

w

‘SCREEN SCRIPT

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.

\

Interface Designer Scripts .| Pages .| Edition .| Modeles .| Connexions .| Modules .| Préférences .|  Outils

ocRER" EEmuocEPLEROEn S

oBJETS ||B

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

8 onload [MONE]
B onClick [MOME]
& onDbiClick [MONE]
B onFocus  [NONE]
8 onBlur [MONE]

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

= p Actions | Preferences
Actions Builder

3 START (1) T e

Cde name : |20 Start (1)

Cde type : Start

© Stop timer

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
=3 CUSTOMER FILE MANAGEMENT
'J CHECK SCRIFT CONNECTIONS:

E START QUERY BUILDER

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

Gomocton:| | Dmawe:

“lient File Manager
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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.

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.

Elient file Manager

COMPORTEMENT Liste des objets. {0 objets sélectionnés)
LECTUREECRITURE

- B INDEX

AL SUR TYPEOBJET ‘CONNEXION EN LECTURE CONNEXION EN ECRITURE

CONNEXION : TEST_SQL2012 CONNEXION : TEST_SQL2012

- TABLE - TESTFAFA TABLE - TESTFAFA
Sufscoolorne vet enwie [l | MW Aoresse TEXTE ADRESSE 1 TEXTE ADRESSE 1

Suffe: colonne val entrée - VALELFﬁ: = VALELFﬁ: —
i roaeTs CONNEXION TEST_5Q12012 CONNEXION TEST 5012012
) TABLE - TESTFAFA TABLE - TESTFAFA
e
L bbb | mER e TEXTE - EMAL 1 TEXTE - EMAIL 1
VAER: VALEUR : o
CONNEXION:  TEST SQL2012 CONNEXION:  TEST SQL2012
TABLE - TESTFAFA TABLE - TESTFAFA
L LT TEXTE : NOM 1 TEXTE : NOM
VALEUR : = VALEUR :
CONNEXION:  TEST_SQL2012 CONNEXION -
TABLE - TESTFAFA TABLE -
WX = TEXTE - TEL 1 TEXTE :
VALEUR - - VALEUR -

Click on “Connect All”. In the
writing data.

Tablededonnées:| || i ¥E g O

COMPORTEMENT - Liste des obets. (0 obets sélectionnés)
LECTUREECRITURE

- 3 INDEX

AGiR SR TYPEDBJET CONNEXION EN LECTURE CONNEXION EN ECRITURE ACTION
CONNEXION TEST_SQL2012 CONNEXION : TEST_S0QL2012
Suffx colorne e enwée - [ | AoResse TABLE : TESTFAFA TABLE : TESTFAFA e |

TEXTE ADRESSE 1 TEXTE : ADRESSE 1
Suffix colonne val enrée VALEUR — VALEUR - —
Suffix colonne v sortie - [ CONNEXION TEST_SQL2012 CONNEXION:  TEST_SQL2012
E TABLE : TESTFAFA TABLE : TESTFAFA
Sufix colonne val sorie - [ | Evar kb : LR
FILTRES - VALEUR - VALEUR : =
PAGE | CONNEXION TEST_S0L2012 CONNEXION : TEST_SQL2012
P TABLE : TESTFAFA TABLE : TESTFAFA
W now TEXTE NOM 1 TEXTE : NOM 1
VALEUR : _ = . . VALEUR : il S
CONNEXION TEST_S0L2012 CONNEXION:  TEST SQL2012
TABLE : TESTFAFA r TESTFAFA
HER = TEXTE TEL 1 TEXTE : TEL 1
VALEUR & VALEUR : 2

Elient file Manager

LISTE DES ORIETS

CheckBor

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.

: S =
- - [ -| BASE_HN_ 5.0 Table de données - W E
Elient file Manager -

COMPORTEMENT -~ Liste des obiets. (4 objets sélectionnés)
LECTUREECRITURE
: B INDEX
-
AR EUR | TYPEOBJET CONNEXION EN LECTURE CONNEXION EN ECRITURE
CONNEXIr™ oroc £ n R SASE_HN_5._0
. & ENREGISTRER.. .
Suffic colonne oe enwée : [l |EIBA Apresse %B(.I':E_' = E Eirggéz
Suﬂ-“(dem!mh!mm.e_- A Nombre d'objet dont les connexions ont été modifices - 4 B
e CONNEX] Modifications sur les bases de données - {ASE HN 5 0

Suffx colonne val sorie : [ [EIIN Ewan TABLE: = {§ BASE HN 5.0 EslbAbAS

: TEXTE : MAIL
FILTRES VALEUR : = [ TEsTRAFR2 i
| CONNEXI! “ s JASE_HN_5_0

index | gl now TABLE: B ESN‘III'FAFAZ
s EXIE- EMAIL

VALEUR - L
] CONNEXI B NOM {ASE_HN_5_0
V] 7= i B e S

VALEUR : B

ChecikBox:
DateField
DropDownList

_ LitBox
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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.

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

.'pm START UFLOAD CENTER

W' START ACTION BUILDER

—

E SETGLOBAL VARIABLES ...

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

e SETOR MODIFY GLOBAL WARIABLES

LT LT T SOLSERVER ¥ LEL S 2V _DEMO_OB_260€ ¥ AUTO CREATE VARIABIL FS

E =

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
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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 a « « 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 © 2013 VOCALCOM S.A.S. Tous droits réservés.
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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 i

Generation type

Production :
Integration -

Developpement :

Test indice - I:I:l‘|
Control mode

Onhy this page (Dev Onby) B

Addibonal parameters

&DNIS=

&TEL=

&EMAIL=

&CO0OKIE=

&USER=1000

&NAME=VOCALCOM
in &STATION=3560

&ASSOCIATE=

&MEMO=

S&CAMPAIGN=

I GEMERATE FREVIEW |
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What to do in the Administration module

WORKSPACE SUPERVISION ADMIMISTRATION SCRIPTING REPORTIMNG

- | Human Resources z

TAXATION . LALINGH

a ?
FAURCHTHE SECECTECINISARD \ REFORTS W ADMINISTRATIHON

5- Create your campaign and set up the general parameters

Now that 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 joined together,
that will interact with the telephony. Some elements are required, while some others are purely optional.

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

| Default settings for outbound calls campaigns

Cualfication | 6 - VOCALCOMUE_Outbound

ce hours | —no service hours —

Holidays plan | — no holidays plan -

Address ¢ | —no address book —

Agenda planning

Click on the « Outgoing media » menu, and select « Campaigns configuration »:

Outgoing media Social nety

7 )

§ OUTBOUND CALLS
Default settings
Campaigns configuration
Calls files

Distribution rules

Clients caracteristics

Configuration of quota profilers
CQluery scheduler

MANUAL CALLS OPTIONS

BLACK LIST
Information

Import phone numbers
Apply to callfiles
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Click on “"Add new” to create a new campaign:

Outbound campaigns list
TYPE QUEUE STATUS & DESCRIPTION

- 1 Active Test ED
Test Sogedes
test_fafa
test_tof
tototest
UMA

Type in the ID and the name you want, and then click on "OK ».

e —————————
Add new campaign
Type | Callz campaign E|
Campaign ID | =8 Atomatically generated 1D

Description D:'

Copy from | —no copy — El

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

OPENING CALL STRATEGIES CALLBACK RULES

GENERAL DIALING CUSTOMER MANAGEMENT

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.

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 10/47
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S CALLFILE ® AGENTES)

Call file name : Test_Sogedes
Client file : SQLSERVER - SOGEDES

& SELECTED CAMPAIGN

This campaign has no agents associated.

T QUALIFICATION

Group : & - Day

Description : Test Sogedes -
Campaign Id {or DID) - A41383B424244364 & WEB SCRIPT
Call type : predictive dialing Web script - SDT
T PLANNING
Service hours : Monday 13:00 - 18:00
Holidays plan : UK Holidays 2013/4
WARMNINGS :

» This campaign has no agents associated.

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 CALL STRATEGIES CALLBACK RULES

INFORMATION

Descrption | B Test Sogedes

Call file | Test_Sogedes

Calls scheduling | - no scheduling —
[T [ W N v
Display to prospect | The real phonenumber
Callback deadine [ Allow to resord callbacks maximum [ 4 +| days after the cal
B Alow to = 02/28 Nl
Granularity used for the selaction of callhacks howrs [5___ | =) minutes

Miramum break imer-call

- The on hold music you like
- Display to prospect: what number displays on the prospect’s phone when the system calls him.

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés.
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- Callback deadline: the general rules that apply to agents when create callback reminders about this campaign
- Break inter-calls: if your country has a specific regulation

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

DIALING CALL STRATEGIES CALLBACK RULES

Call ype | prediciive dialing

Call attempts [ « 50 IE Max ring number | 6 (255) |~ | M In seconds

Operstor | — defaul operator — [~] Audio codec | —

%Retenton | « 0 » ge wait between two calls | 4 12

e e R =

Retention message (B8 D.Hemes plecepiidefautis Retention time[ 4] 15

AMSWERING MACHINE DETECTION

Operator options
Message to leave on answering
o=

machine

-the call type you want

-the number of call attempts on a given phone number

-the maximum ring number

-the parameters of the call type as explained during training
-the answering machine detection strategy

-the call strategy you want on the campaign

Under the “"Customer management” tab, you can now set up:

‘GENERAL DIALING CUSTOMER MANAGEMENT CALL STRATEGIES

Web script [ SDT EEAEaY

Qualification group | & - Day ~ | Expont d= chent fle

Address book | — no addre

Agenda planning |

[EMAILS SENT DURING THE CALL PROCESSING

Template used for sending an e-mai | — no mai templates —

Predefined s & attachmenis | — no predefined answers — ow the agents to browse the local computer 1o send attachments

- Web script: select the screen script you have created.
- Supporting Actions: if the desired workspace supports email campaigns email settings.
We’'ll set up the other parameters later.

6- Create your call file and inject your data from your source file
Click on the « Outgoing media » menu, and select « Call files »:

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 12/47
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& ouTBOUND CALLS

+ MANUAL CALLS OPTIONS

BLACK LIST
Information

Import phone numbers
Apply to calfiles

We created the basis of our client file in the Interface Designer module, and we now have to inject data in
it from a source file (ex: Excel file, etc...). From this client file, the system will create a second file, called the
Call file, which will be used by the ACD for dialing and keeping the call status records. When we export the
data, it will be possible to merge the two files to create a unique file containing data from both. The
connection between the two files is made with the index (1% client on the client file will be the 1% client on

the call file).
Client file Call file
-Client data -Dialling

-Script choices I -Call statuses

Telephone data mining

Database Used by the ACD

Click on “"Add new"” to create a call file:

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 13/47



Hermes.Net )
o

| | Web Administration

[ Ib250s3-634584618.eu-west-1.elb.amazonaws.com/hermes_net v5/admin/WebAd min/login.aspx

Incoming media .| Outgoing media Social netwe

Call files list
CALL FILE NAME LINKED CAMPAIGN

A_MA FORMATION_MA

A_MTL test_fafa

bmayhew_demoall Brmayhew tesiing campaign for DemoAll Saipt
CALLFILE_INET VOC SAT SURV

CALLFILE_OUT_DEMO DEMO_OUTBOUND_BE

CALLFILE_SNCB tototest

GENERAL FILTERS

INFORMATION

NOTE: It is important to give your file a name that you will easily recognize later, especially if
you need to have several running campaigns in the future.

Under the “General” tab, select under “Linked campaign” the name of the campaign you have created,
and click on the Disk button to save.

Under «Client file management>», click on «Import» to start the import of data.
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Client file management

Actions on calls file

In “Data source type”, select the file format of your source file, and then search for your file. When you
get the overview, click on "NEXT"” to go to the next stage.

= 1
(@ Importation Wizard - Mozilla Firefox 5

(Wﬁﬂﬂﬁ m|

Wizards

‘BELECT A DATA BEDURCE ™,

]

|mrERUEw MOT AVAILABLE ™

n Data source selection

At this stage, if you want to, you can create a filter on the data source. When you're done or if it's not
necessary, click on "NEXT".

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 15/47
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(@ Importation Wizard - Mozilla Firefox E

& |b25053-634584618 eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/WebAdmin/wizard/TmportWizard.html?lang=en

(fhwﬁﬁ”ﬁgi m|

Wizards

< LINES TO BE IMPORTED :

Data source selection

At this stage, you do the mapping between your source file and your client file. The “match detection”
button helps you by doing an automatic mapping when possible. You can also remove duplicates, and for
telephones, specify a format, its length, and add a 0 if needed. When you're done, click on “"NEXT".

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 16/47
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I#) Importation Wizard - Mozilla Firefox

B |

@ |b25053-634584618 eu-west-1.elb.amazonaws.com,
( Q H e i & SR e

| CLIEMT FILE IMPORTATI
T T Wizards

T 3

Lelect the fields to import into your client file

INDICE
NAME

TELEP!

FIRST_MAME
LAST MAME

OVERVIEW OF THE SOURCE . LINEE TO BE IMPORTED : 11 m

-

Data mapping

Click on « IMPORTATION ».

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 17147
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@ Importation Wizard - Mozilla Firefox PR

( A = mmesNEe

Wizards

eturn to pre:

Summary before imponation

Your client file is now full. You will now export the telephone data into the call file. Click on " IMPORT INTO
CALL FILE".

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 18/47
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@ Importation Wizard - Mozilla Firefox PR

( A = mmesNEe

Wizards

SUMMARY OF SELECTED MAFPIME

ﬁ Diestination : Source

OVERVIEW OF THE BOURCE " LINEE TO BE IMPORTED : 11 g |

At this stage, if you want to, you can create a filter on the call file. When you're done or if it's not necessary,
click on “"NEXT".

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 19/47
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(@ Importation Wizard - Mozilla Firefox E

(fhwﬁﬁ”ﬁgi m|

Wizards

¥

Phone numbers ; MET ¢ tain up to 10 phone numbers . Thes mbe es until one of them w
the first phone nu

Format phone numbers

5

Destination
Phone number 1 |

HaNE Phone numbser 2

TELEPHONE Phone mmberd
Pihone nusmber 4
Phaone number 3
Phecne nusmiber & |

Phone nusmbser 7 |

Pheunes nasmher B

Data mapping

At this stage, you do the mapping between your client file and your call file. This step is similar to the one
done for the client file. When you're done, click on “*NEXT".

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 20/47
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(@ Importation Wizard - Mozilla Firefox E

& |b25053-634584618 eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/WebAdmin/wizard/TmportWizard.html?lang=en

(fh ]]ﬂ';;ﬁ'u_m;-'jL =2 e A ML |
= Wizards
NAME

OVERVIEW OF THE S0URCE

Data mapping

You can also import extra data in the call file as memo. When you're done, click on “"NEXT".

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 21/47
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(@ Importation Wizard - Mozilla Firefox E

& |b25053-634584618 eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/WebAdmin/wizard/TmportWizard.html?lang=en

(fh ]}ﬁ'éﬁ'u_uu;i =E canfie: A M |

|C.A.LLFILEIM PORTATION =
T T ] E Wizards

Last step before importing.
Mz before import:

SUMMARY OF DATA TO BE IMPORTED

. All records are invalid, nothing could be imported

BUNMMARY OF EELECTED MAFPING

ﬁ Diestination : Source
Fhone number 1: TELEFHONE

OVERVIEW OF THE SOURCE “ LIMES TO BE IMPORTED : 11 m

Summary before imponation

Your call file is nearly done. Click on " IMPORTATION" to finish the export of data.
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(@ Importation Wizard - Mozilla Firefox E

& |b25053-634584618 eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/WebAdmin/wizard/TmportWizard.html?lang=en

(fhwﬁﬁ”ﬁgi m|

E Wizards
Eturn to pre:

will be imported.
BUMMARY OF BELECTED MAPPING
ﬂ Diestination : Source

Phone number 1 : TELEFHONE

OVERVIEW OF THE SOURCE LINEE TO BE IMPORTED : 11 "’

Summary before imponation

Both the client file and the call file are full. You can close the window and using the loop button, you’ll be
able to see how many files have been imported:
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Snnaachrier boee bonn Aenensonn fo

CLIENT FILE

7- 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 the V5, agent groups are managed
directly through their workspace.

Human resources .| Incoming media
" ADMINISTRATORS

SUPERVIS

Supervisor management
Supervision groups
AGENTS

Agents management
Agent shills

SALESMEN

Plannings management
Salesmen configuration

Plannings assignment
»'= CONTACTS
Wl HUMAN RESOURCES WIZARD

£ ACD EXTENSIONS

CJ workstanions

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 24/47
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Click on “"Add"” to create a new account:

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 |iJ
button.

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.

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.

Creating or assigning Service Hours
Your campaign will need Service Hours.

Click on “common settings”, then under “Plannings & holidays plan” select “Service hours”.
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Common settings

F® QUEUES
CQueues management
CQueues wizard

PLANNINGS & HOLIDAYS PLAN
Service hours
Hohdays plan

i ANSWERS & MESSAGES
Content to share

E-mai templates
&' ApDRESS BOOKS
P! pausE CODE

& cuaLFicanon

Click on “"Add” 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:

Admin/Login.aspx

INFORMATION

OPENING HOURS

<J<

<]

HES

: Frangois Tamda

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.
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10- 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”.

Common settings .| Tools

[
B® CUEUES
Cueues management

CQueues wizard

-nl PLAMNINGS & HOLIDAYS PLAM
Service hours
Hohdays plan

1 ANSWERS & MESSAGES

Content to share

E-mail templates
2}
= ADDRESS BOOKS

! PAUSE CODE

& cusuFcaTIoN

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).

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.
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ogin.aspx

' L ST
- A

ministration

Human resot Common settings

Outbound campaig
TYPE

GENERAL DIALING C IMER: MANAGEMENT OPENING CALL STRATEGIES LBACK RULES

AGENDA |
i

NOTE: Holidays plan is optional, and without it, your campaign with work nonetheless.

11- Creating or assigning call statuses
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”, then select “"Qualifications”.
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Common settings .| Tools

i® QUEUES
Queues management
Queues wizard
PLANNINGS & HOLIDA
Service hours
Hohdays plan
ANSWERS & MESES
Content to share

E-mai templates
il
'_: ADDRESS B
ODE

# cuaLIFIcATION

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

(@) Web Administration - Mozilla F

@ 1b25053-634584618, eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/WebAd min/Login.aspx

Incoming media .| Outgoing media .

GENERAL

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.
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GENERAL QUALIFICATION

INFORMATION

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.

M i
w Web Administration - Mozilla Firefox QIL

b.amazonaws.com/hermes_net_v5/admi dmin/Login.aspx

Human resources .| Incoming media | Outgoing media .| Social nety | Common settings .
Qualification groups list

NUMBER
1 T

GENERAL

QUALIFICATION

COMMENT

10
=
| |
|
|
|
|
|
|
| |

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.
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w ‘Web Administration - Mozilla Firefox

@ 1b25053-634584618. eu-west-1.elb.amazonaws.com/ hermes_net i in/Login.aspx

ing media . ng media . Common sett

QOutbound campaig
TYPE | QUEUE ATUS = D) IPTION

R R RER

GENERAL DIALING C ' GEMENT OPENING CALL STRATEGIES CALLBACK RULES

CUSTOMER MANAGEMENT

EMAILS SENT DURING THE CALL PROCESSING

Note: You can now also set up an auto recording on all statuses or some selected statuses (for example,
you need to keep track of all SALE agreements for legal reasons, etc...).

Under the “General” tab of your campaign, in “Auto records”, click on the loop button.

Choose between “Recording for some status” and “Recording for all status”, tick the chosen status.
Save by clicking OK.

CALL STRA” .-

12- Creating your Address book
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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.

ADMINISTRATION

planning

EDIT THE SELECTED PLAMMING "' T MANAGEMENT * "'

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

Common settings Tools

£® QUEUES

Queues management
Queues wizard
PLAMNINGS & HOLIDAYS P
Service hours

Hohdays plan

ANSWERS & MESSAGES

Content to share

E-mail templates

' ADDRESS BOOKS

!? pause coDe

& cuaLFicaTion

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

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 32/47



Hermes.Net )
y 4

(@) Web Administration - Mozilla Firefox

| | Address books list
NAME ) PTION
VOCALCOMUK_AddressBook VOCALCOMUK_AddressBook

bmayhew_agenda_testing bmayhew_agenda_testing

INFORMATION

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.
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(@) Importation Wizard - Mozilla Firefox EE

ard/ImportWizard.htmlflang=en-Us&oidUser=J07

@MEL Address book - tototest |

LS Wizards

When a data s B ted, it i i ce. These parameters are pre-filled with self-detected values.
wew of th 2 . This area remains empty untl 2 data source has been selected an you change the

lly unzip on the server.

| OVERVIEW NOT AVAILABLE
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| (@) Importation Wizard - Mozilla Firefox el )

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

‘hen a data s - i able to mod
in

file, it will be automa

File | testfi

Sheet | Feuill First ine contains column names

OVERVIEW OF THE SOURCE ™. LINES TO BE IMPORTED - 11 “‘
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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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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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tion
Address | - not avaiable -
Zip code | - not avaiable -

- not available -

Emad [ - not avaiable -

OVERVIEW OF THE SOURCE “ LINES TO BE IMPORTE

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 38/47



Hermes.Net
¢

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

| crm MPORTATION 4‘ E-I'lilil
| ———) - i - Wizards

T s ] B}

IMPORTATION RESULTS

. Some records were not mported.
Imported record

Duphcates records found &

SUMMARY OF SELECTED MAPPING

ﬁ Destination : Source

Last name : NAME
Professional phone number : TELEPHONE

OVERVIEW OF THE SOURCE LINES TO BE IMPORTED - 11 w

NAME TELEPHONE

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

bound campaigns list
QUELE STATUS B DE PTION
Test Sogedes
test_fafa
test_tof

tototest

15

GEMERAL DIALING C MMER M WGEMENT OPENING CALL STRATEGIES CALLBACK RULES

CUSTOMER MANAGEMENT

ESNETAES &
s cg

nt f

Tem g an e-ma w0 emplates —

— no predefined ans

13- 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”.

Human resources .| Incoming media

.3_' ADMINISTRATORS

& SUPERVISORS
Supervisor management
Supervison groups
AGENTS
Agents management
Agent shills
SALESMEN
Plannings management
Salesmen configuration
Plannings assignment

= CONTACTS
Wl HUMAN RESOURCES WIZARD

&7 ACD EXTENSIONS

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

w ‘Web Administration - Mozilla Firefox

@ 1b25053-634584618. eu-west-1.elb.amazonaws.com/hermes_net_v5/admin/WebAdmin/Login.aspx

Plannings list
D DES
2 bmayhew planning
MUK _Agenda

GEMERAL AFPPOINTMENT TYPE || APPOINTMENT PLACE AGENTS RIGHTS

INFORMATION

n |EW bmayhew planning

WEEK CONFIGURATION

n| — no holidays plan —

User : Frangois Tamida

You can configure different tabs :

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.

14- Creating the salesmen
Planning is created; you must now create salesmen accounts.

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

Copyright © 2013 VOCALCOM S.A.S. Tous droits réservés. 43/47



Hermes.Net )
y 4

Human resources .| Incoming media

' ADMINISTRATORS

SUPERVISORS
Supervisor management
Supervision groups
AGENTS

Agents management
Agent s

SALESMEN
Plannings managemeant
Salesmen conhguraton

Plannings nment
= CONTACTS
W HUMAN RESOURCES WIZARD
&’ ACD EXTENSIONS

CJ worksTaTions

Click on “"Add"” to create a new salesman account.

(@) Web Administration - Mozilla Firefox

FIRST NAME
Mike
Juk
Jeremy 1 Main user
Iph rhinkley Main user
holmesr Main user

Clark c Main user
GEMERAL ASSIGNMENT AND AREAS

WEB ACCESS

= adolphy d |El sesesnes

=]

FERZONAL DATA

B0 Guildford

User : Frangois Tamida

You can configure the different tabs :
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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.

-
(@) Web Administration - Mozilla Firefox

Administration
Human resources

"\*,) Hennme &

Qutbound campaigns list
TPE GQUEUE g

GENERAL DIALING

INFORMATION

IMER: MANAGEMENT OPENING
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15- Callback rules

You may want to use specific callback rules for certain call results (busy, etc..). The last tab of the
campaign, "Callback Rules", allows you to do this by putting individual rules for each. Be careful, don't
create rules that do not make sense!

-
(@) Web Administration - Mozilla Firefox

@ 1b25053-634584618, eu-west-1 elb.amazonaws.com/hermes_net_v5/admi bAdmin/Login.aspx

' A inistration
| Human resol — ing media .| O ng media § s .| Common sett

Outbound ¢
TYPE

GENERAL DIALING CUSTOMER: MANAGEMENT OPENING CALL STRATEGIES

-1

16- 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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ALIFICATION

~ o)

17- Activate your campaign

If all the elements are in place, the only thing left to do is to activate the campaign using the

Activate/Deactivate button [E] .

Congratulations, you have just finished creating your first outbound campaign!
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