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Benefits

Allows for inbound calls to be recorded

Provides screen pop for known phone
numbers

Notation on files of inbound details

More effective methods for inbound call
distribution



Blended Inbounds

Allows for inbound calls to be received same
line as outbound calls

Available only while agents are in predictive

Gives agents inbounds calls while in wait
mode for outbound calls

Inbounds answered very quickly

Inbound calls are directed to “INBOUND”
campaign



Second Ext. Inbounds

Inbound calls that are direct to an agents
second extension

ldeal for when agents are in preview

Agent puts outbound line on hold while on
inbound call

Screen pop accessible through Inbound List
(agents required to press ESC)

Inbound calls are directed to “system”
campaign



kNamE Space Editor

Namespace

5@ Mame Spaces

=S _config
------ & Huntgroup
------ ¢ Incorming Call Baoute
------ & Landlord Users
------ & Sound Besources
------ & Static Configuration
------ & Tenants
------ & Turret Configurations
=@ _tenantConfig
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------ & Agent Mames
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B Queues
@ Skill Groups
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I ghinat
Y T e zhinat
D escription MEW DNIS 3071.841.3212 titatic
- 0497,
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resz Matching 03D,
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Ty Incon

— Destination Route

Destination Address 333333

Re-route External

Becord Externally-routed call

] Cancel |

add Path  » | Delete Mode

&dd Drata [kem

Delete lkem Edit




Hunt Groups

X

x
8- Mame Spaces - Type D EE Dretails
5@ _config (3 Queue Configura... 200 200 Overflows tirne 30, Owverflaw &
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...... @ Turet Configurations O} ueue Configura... e S T s Owerflow time BO. Overflaw &
G- _tenantConfig (Gl Quewe Configura.. 700939 700999 Qverflaw time B0, Dverflow &
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Gl Queue Configura... 800302 800302 Dverflow time B0, Overflow &
""" @ Agent Names (Gl Quewe Configura... 800305 800305 Qverflaw time B0, Dverflow &
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Queue Configuration

— Behawiour

Owerflove addrezs i tata e

Out-0f-Service overflow address 888858

Oeerflow on group busy immediately

-

Selection maode Found robin

&llany [rmmediate blend ar transfer for outbound agents

]
-

Cueue priorty relative to other 0
quUeLlEs i campaign

50L& Time To Anzwer [zec]

S5L& Percentage &nswer

15

a0

App Route timeout [zec)

— |dentity
D 333333
Hueue Address 433333
D escription b ay's ezt hunt group
— Timers
MOTE: &ll tirmer walues are in seconds
bgent BMA time [zec) 15
Overflow time a0
Eueue time warning threzhold 20
Hueue time ermor threshold 40
Tirmed reminder interval '|5|—
— Application Routing
Allow application to determineg route |_

— In-Gueue Meszaging

EHueue enty [mandatory) Greet
Hueue busy on entry greeting Buszy
Hueue Hold Music Loop HoldMusic
EHueue timed reminder greeting ShllE sy

Q. Cancel |




RMEX Hunt Group

1 fonn
L]

Create Hunt Groups 10/ 2012 LD'if'Si

Group code . . . . . . . . . . . . . . . . 999999

”“o“j name . . . . . . . .« « « « . . . . MNav's test hunt group
Group address . e e e oo 999999
Inbound Lanjalsz name (blank = system)
'DILQHWII tension
n“ﬁr
Hlaler code L
Hunt group type (S=Static).




Hunt Group Members

Hunt Group Members

Fosition to . . . . . Starting value

Group code 9998599 May's Test Hunt group

Opt Sequgl}ce User Extension Group

Bottom




Creating Valid Extensions

Valid Extensions B/08/2012 11:07:53
System:  S10E9EGC

Fosition to Starting value

Out bound Remote Inbound Volcemail Primary Dialer
Opt Extension Extension Extension Extension User Code

101 301
102 302,
103
105 305
106 306
107 307
111 113
112 112
131 431
132 337
133

fb OB P (P P OB b B B B R




Monitor Inbounds (blended)

Talking

Waiting
Wrapping Up e
Offering

Idle

Logged On

Calls In Queue
Average wait overall
g 00 of calls in SLA
Avg wait last 5 mins
% in SLA last 5 mins

Agent Completed
Expired from Queue
Caller Abandon

Call Dropped
Handled

Trunks: O SLA time: 15 Abandon Rate 8.48%0




Monitor Inbounds (system)

Talking

Waiting
Wrapping Up LG
Offering

Idle

Logged On

Calls In Queue
Average wait overall
0o of calls in SLA
Avg wait last 5 mins
040 in SLA last 5 mins

Agent Completed
Expired from Queue
Caller Abandon

Call Dropped
Handled

Trunks: 0 SLA time: 15 Abandon Rate 13.64%0



Inbound Calls to IVR

* Quantrax has two standard inbound scripts
— Receptionist Script
— Payment Portal Script

* VR runs all day even when agents are gone
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