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Copyright Elastix®

Elastix is a unified communication solutions. This manual is based on versions 2.4,
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INTRODUCTION

The DINOMI Call Center Module is a Call Center software solution for Elastix®.

DINOMI provides enterprise-level features at a very competitive price, making it affordable to any
medium to advanced contact center. DINOMI is available at any time. What does that means? You
don’t have to have a pre-commercial talk or requirement with us to purchase a license; you just
proceed to our online Store and get as many licenses as you need.

Not sure if or DINOMI is for you? No problem! You can get a demo version from an existing Elastix®
installation with just a few clicks. This version comes pre-activated for 45 days and up to 25 agents.

If you need instructions on how to install Elastix®, (versions 2.5 and 4) please refer to the Annex A, B
and C of this manual. We suggest to you — if this is your first time using Elastix — to review that
information prior read this document.

If you have any question or require support please write us to: sales@dinomi.com

DINOMI —www.dinomi.com
All rights reserved
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DINOMI Call Center Module Installation

To install DINOMI Call Center Module it is necesary to count with an Elastix® server previously
installed.

IMPORTANT: Do not install DINOMI from the addons menu available in the Elastix GUI

You can install DINOMI Call Center Module through SSH or the Linux Console of your server
First, install “wget” with the following command:

yum install wget

Note: if your server has wget already, skip this step.

Installation of DINOMI repositories

Go to the following directory: /etc/yum.repos.d

cd /etc/yum.repos.d

Once in the directory — /etc/yum.repos.d — execute:

For Elastix 2.5: wget http://repo.dinomi.com/dinomi/dinomi-pbx-addons-25.repo
For Elastix 4: wget http://repo.dinomi.com/dinomi/dinomi-pbx-addons-4.repo
Then execute:

yum clean all

Installation

To install DINOMI execute (in any version):

yum install dccmelx

After that you can enter the Elastix GUI and activate a DEMO or a license.

Note: the installation method for Elastix 2.5 is the same for Elastix 2.4.

Update

If you already had DINOMI installed in your Elastix and you need to update, begin the process and
install DINOMI repositories, after that you just need to execute:

yum update dccmelx

Web GUI

As the DINOMI makes use of the Elastix framework, we will refer to the different areas of the interface
with terms like menu, sub-menu, module, work area, as it is shown in the picture below:

7
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# New Agent X Delete Disconnect T Show Pilter ~ | K 4 Page of 1 (3 records) » W

Elastix GPL by PaloSants Solutions

A. General menu.- It corresponds to the general sections or modules in Elastix that contains
configurations or specific systems. The DINOMI has two menus: DINOMI Admin and DINOMI
Manage.

B. Sub-Menu.- Available sections on every general menu.

C. Modules of each sub-menu.

D. Workspace and configurations.

Depending on the section or option you click in the Call Center, the workspace will show additional
controls or items, we will name these controls like it can be seen in the picture below:

# DINOMI Admin Agents Agents [ Ls]

4 New Agent 3 Delete Disconnect Y Show Filter ¥ | K « Page of 1 (3 records) » W |

Configure Number Name Status Options D -
v 1001 Agent 1 Off Line [Edit]
v 1003 Agent 3 Off Line [Edit]
V 1004 Agent 2 Off Line [Edit]

Action Bar.- Contains functions that execute actions in the module.

Filter area.- Shows the selected filters on dark gray.

List heading.- Show the heading of each column in the module information list.

Information display area.- lists parameters, configurations.

Selection column.- Allows to select listed items in the information list and perform an
operation mentioned in the action bar.

moowpy

Throughout existing configurations in the call center we will find additional configuration interfaces.

DINOMI —www.dinomi.com
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DINOMI Admin

This section is for administration and general configuration of the DINOMI.

E.g.:
Supervisors Administration and Agents, data base configuration and AMD parameters.

The DINOMI Admin menu, has the following Sub-menus:

e About Us

e Accounts / Teams
e Breaks

e Agents

e Forms

e Configuration

# DINOMI Admin / About Us re
{ pinomi About
. out us

Elastix DINOMI version 1.0.0-24

Elastix ® DINOMI is a powerful, robust, flexible, and easy to use solution,

which redefines real-time collaboration for a Call Center. For more
information about the product and its features, please visit: http://elx.ec

Jcallcenterpro

We have the call center option you need. Learn about our different plans

and available options through our regional office that is closest to you.

ikt Gt [ aven |

© 2017 Elastix. All rights reserved - Demo license - expire date: Sun, 09 April 2017 - Max. licensed agents: 25

real-time collaboration, redefined

About Us

This section allows to enter a license and activate the DINOMI. The licensing system allows
customers to purchase any number of license required without restrictions or previous commercial
contacts.

Customers who have purchased a license just need to enter the alphanumeric serial in the “Activation
Code” field. DINOMI allows to stack licenses if it is needed t add more agents as the company grows.

Licenses are based on concurrent agents logged in. For example, you can have 100 agents in shifting
turns but if only 50 of them are logged in the call center at the same time, you'll need only 50 licenses.

The license is valid for a year of unlimited upgrades, renewal is not mandatory. Supervisor roles does
not consume licenses.

For more information about commercial terms and conditions, please go to:
http://dinomi.com/en/dinomi-for-elastix/

DINOMI —www.dinomi.com
All rights reserved
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You can purchase a license immediately through our web store:
http://store.palosanto.com/index.php/home-page/dinomi.html

DINOMI Manage menu

This menu is for management of the Call Center operations.

E.g. campaign creation, monitoring and reports.

The DINOMI Manage menu, has the following Sub-menus:

e Agent Console
¢ Ingoing Calls

e Outgoing Calls
e Reports

e Monitoring

# DINOMI Manage | Agent Conscle | L4

O DINOMI Agent Console

= Walcoms to Agant Conscls
Please select your agent number and your extension
* DINOMI Manage
’ Static Agent  Callback Login
Agent Console
Agent Number:  Agent/1001 - Agent 1
Extonsion:  SIP/200
Elastix GPL by PaloSanto Solutions
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All rights reserved



DINOMI — Administration Manual

CHAPTER 1

Previous configurations in Elastix
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It's necessary to perform some initial configurations in Elastix before beginning the setup and
operation of the DINOMI. These configurations include creation of users, extensions, queues, trunks,
inbound and outbound routes and other settings required for the telephony operation in Elastix.

Detailed information and “how to’s” are beyond the scope of this manual, however the reader can
obtain support with the following sources:

- Book “Unified Communications with Elastix Volume 17, author: Edgar Landivar:
http://www.elastixbook.com

- Book: “Getting Started with Elastix: Beginners guide”, author: David Duffett:
http://www.p8tech.com/Book-Ebook-Getting-Started-With-Elastix-David-Duffett.html

Starting the Call Center operation
We suggest performing the following configurations in Elastix prior to start the Call Center, they will be
detailed below:

Install the Call Center module

Create a group with permissions in Elastix for Call Center Agents
Create users for each Agent

Create extensions for each agent

Create agents in the Call Center module

Create queues required for the operation

R

Additional configuration
1. Create trunks
2. Create outgoing routes
3. Create incoming routes
4. Create one or more IVRs for incoming campaigns.

Create a group with permissions in Elastix for Call Center Agents
This is needed to limit the access to the system and allow the use of the Call Center’s agent console.

The agent logs in via the Elastix Web Interface with an individual account. For security purposes, that
agent needs to be assigned to a group with limited access to the Elastix functionality; so it does not
have privileges to configure extensions, trunks of changing the system password.

We'll talk about the agent console in future chapters.

We will create a group named Call Center with access restriction to the agent.
Note: you can use any other name for the group: agents, operators, salesman, etc.

12
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In the Elastix Web interface (GUI) proceed to:
System — Users — Group: Create New Group

Sn NewGroup |\ @z 4d x ?

| Save H Cancel | * Required field
Group: = iCaII Center
Description: * |call Center Agents

Click on the save button to complete the process.

Once we’ve created the group we have to configure the permissions, go to:
System — Users — Group Permissions

Click on “Show Filter” to look for the created group. Write “Agent Console” in the field “Resource” then
click on Show.

=] Group Permissions Z 4 ® ?

‘? Show Filter w | | Page 1 lof1

Filter applied: Gmu_p = Call Center _X -_ﬂlter a_EpIiad: Resource = A__gent Console X

Save Selected as Accessible Resource

Agent Console

We select the resource and the click on “Save Selected as Accessible”.
From now on, any user created in that group will only have access to the agent console module.

User creation
All agents require a user to log in to Elastix.
To create new users go to:
System — Users — Create New User

‘L-\‘_;UserList \_ Z 4l * _

Login Real Name Extension

admin Administrator No extension associated
agentel Agente 1 Call Center No extension associated
agente2 Agente 2 Call Center No extension associated
agente3 Agente 3 Administrator No extension associated
agentl John Doe Call Center No extension associated
agent2 Steve McQueen Call Center No extension associated
Login Real Name Group Extension

Page 1 lof1 (6 records)

The group by default when creating a user is “Administrator” so is important to select the group we
created earlier.

13
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& New User Z 4 % ?

Save Cancel * Required field
Login: * agent3 Name (Ex. John Doe): Jim Hendrix
Password: * ween Retype password: *

Group: * Call Center | Extension: no extension x|

¥ Mail Profile
Webmall User: Webmail Domain:

Webmail Password:

The required information is:

e Login: The username for login
¢ Name: The complete name of the user. It can be a generic name such as: Agent 001
e Password: The access key to Elastix (Use a strong password if possible)
e Group: The group the new user will belong to
e Extension: Displays a list of created extensions. It is not a required field, and we recommend
not assigning an extension to the Call Center agents
Click on save to complete the process.

Note: Webmail information requires mail configuration on the server. As Webmail configuration is not required for
a Call Center Agent, this configuration won’t be explained in this manual.

We must create as many users as the number of Call Center agents we have.

Is important to mention that the DINOMI allows creating supervisors, which are users with privileges
to create campaigns among other permissions. These users are created in the Accounts/Teams
module; Elastix will create the group and assign permissions automatically in the system. We will
review this in chapter 4.

Agents and Extensions
Taken from “Implementing Call Center in Elastix”

In Asterisk there are two concepts that appear to be similar from a wrong perspective, Extension and
Agents.

In the case of an extension, this is a series of commands on the dial plan that will allow us to establish
communication between two channels. For this reason we usually associate the term extension to a
phone number. (You can check this concept in more detail in the book Unified Communications with
Elastix, Vol. 1 or Asterisk The Definitive Guide)

The Agent concept, however, is associated with a person who can use different extensions.
To put it more simply we will use an example with a real case.
Suppose we have a call center with 50 workstations and each workstation has an extension on a

range from 1001 to 1050. If we only have 50 operators we won't have any problem because we can
identify them by their extension number.

14
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Now, if we have two shifts of 50 operators each, the organization, management and reporting for
analysis is complicated, moreover if for some reason an operator has to occupy a different
workstation and therefore a different extension.

To solve this problem Asterisk introduces the concept of agent. The agent can occupy different
workstations/extensions and it has a number to be identified.

This allows the operator to sign in on the call center with an agent number using a random extension,
i.e. the extension of the workstation currently assigned.

Thus, it is easy to conceive the organization of a call center with 2 shifts, 100 operators/agents and 50
seats, where two operators can use a fixed station in different shifts, or random stations according to
how they are located by a supervisor. This is possible because all the information related to their
performance during the call center operation is related to the agent number.

Queues created for the Call Center operation must be configured with agent numbers instead of
extensions.

Extensions

In the previous section, we recommended that the users created for the agent operations do not have
an assigned extension on the user creation. However for the call center operation, each agent must
have an extension available to be able to receive calls and that is assigned to him at the moment he
logs into the call center. Therefore, we must create as many extensions as concurrent agents that wil
be operating on all the campaigns.

It is enough to create SIP extensions; there are several manufacturers and developers that create IP
Phones and Softphones based on that protocol. We can use IAX2 extensions as well although the
devices that support this type of extensions are limited.

Softphones are widely used to make the operation easy to deploy. Some of the most used solutions
are:

Zoiper — www.zoiper.com - Supports SIP and IAX2
X-lite — http://www.counterpath.com/x-lite.html| - Supports SIP

We won't review extensions creation or endpoint configuration in this manual. You may refer to
additional Elastix documentation at http://blogs.elastix.org/en/documentation/

Agents

The creation of agents is different from the creation of users and must be created on the Call Center
Module.

For example, an agent/operator requires a user to log in to the Elastix Web GUI, once logged in
he/she requires an agent number to register in call center module.

We will review the agent creation on chapter 3.

15
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CHAPTER 2

System configuration

Menu: DINOMI Admin
Sub-Menu: “Configuration”

16
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Module: General Settings
This module is located at DINOMI Admin - Configuration - General Settings

@) stastix
System | Agenda CCPro Admin

About Us Accounts / Teams Breaks
General Settings g E./ Hl & 7
AMD Config o % ELASTIX
— Call CenterPRO General Settings
External URLs

— Save Cancel
Queues Ry .
History
Type Short Call Threshald! ) Current Status: RUNNING

General Settings

s Local | Remote 10 [ stoe |
About Us Server Host Answering delay

B
Agent Console

Username: Service percent:
Ingoing Campaigns a7
Campaigns assword Per-call dial timeout:
]
Agent inactivity timeout:
15
"] Enable dialer debug
Asterisk Server:
127.0.0.1 ) Dump all received Asterisk events
B commit of ng cal
Asterisk Login: Enable overcommit of cutgaing calls

Enable predictive dialer behavior

Asterisk Password

Asterisk Password (confirm):

AMI Sessien Duration:
0

MySQL Database Connection.

The system can operate in two modes, Local connection or Remote connection.

e Local connection.- The MySQL database server is located on the same server that Elastix.

¢ Remote connection.- The MySQL database server is located in an external server, different
than our Elastix.

We must provide the following information for remote connections:

e Server Host: address of the remote server
o Username: user in MySQL with all the privileges over the call_center_pro database.
e Password: the key used for connection.

Asterisk Connection
Asterisk Server
This field configures the address where Asterisk resides, normally in the local host.

Asterisk Login

Allows us to indicate a specific login for the Asterisk AMI interface. If we don't edit this field, the call
center uses the first login that is in /etc/asterisk/manager.conf; an application example for this is the
use of a different login than 'admin’, or if you configure Asterisk on a different machine from Elastix.

17
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Asterisk Password
It is the password or password to login. If we don't edit this field, the Call Center will take data from
the first login to be found at /etc/asterisk/manager.conf.

AMI Session Duration (0 for persistent)

This field requires that the dialer disconnects and reconnect to the AMI after the number of seconds
indicated. It is a test tool and used for debugging. The default value is 0, so that the action does not
run off.

Dialer Parameters

Short Call Threshold

It may happen that an outgoing call rings, then connects (the call recipient answers), and is passed to
the agent, but it gets disconnected for some reason without any interaction of the agent (for example,
the recipient hanged up). From the point of view of Asterisk the call was "successful" but it wasn't a
valid for the campaign.

DINOMI uses the Short Call Threshold to prevent these calls to be marked as valid. This value
specifies the minimum length of a call to be considered valid for the campaign. If the duration of the
call is less than the indicated value, it is considered as failed. The default value is 10 and is measured
in seconds.

Answering delay

It is the amount of time between assigning a call to the agent and determining its status (whether the
call connected or failed). During an outbound campaign, this value is replaced in real-time with the
actual statistic of the average time it takes for calls to be answered. This calculated value, is kept in
memory and it's not written to the database.

Regarding this field, we'll do an extended explanation.

The DINOMI internal dialer service monitors how long an agent has been attending a call (busy
agent), and estimates the probability of time ("X" seconds) in which the agent will end the call and
become available.

If this probable time accuracy is greater than the service percentage, a new call is placed as if the
agent is free. The time amount of "X" that is entered in the answering delay field, is used only as an
initial estimation.

If the accuracy percentage is less than a certain number of calls, the value of this field is used, (Delay
to answer) after a certain number of calls made, the calculated average answer time value is used.

Service percent (Service percentage)

When predicting the release of a busy agent, there is a risk that the prediction is incorrect. It may
occur that a call is accidentally placed due to that prediction, and it has to wait in line after connecting
until another agent is released.

To minimize this occurrence, DINOMI has a predictive algorithm that calculates the time in which an
agent will be released and can take a new call. This value also returns an accuracy percentage.

This percentage indicates how certain the prediction will be from 1 to 100% and can be used to
regulate the amount of calls will be done during an outbound campaign while the agents are busy.

18
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Per-call dial timeout

It is a placement parameter. If the call is not answered beyond the time specified, it is closed and is
marked as failed. This is an addition to the module in version 2.1.99-4; it doesn't affect any other
parameter. The value of 0 is equivalent to a default value of Asterisk of 30 seconds. Retries are not
affected by this parameter.

Agent inactivity timeout

Sometimes agents forget to logout after they finish their job at the call center, and remain as active.
This causes problems in statistics and the dialer will continue to assign calls to that agent. This value
is set in minutes and determines a maximum downtime period for an agent before the system closes
the session for that agent automatically.

Enable dialer DEBUG
Allows enabling DEBUG and registration on the dialer log.
The default route of the dialer log is: /opt/elastix/dialer/dialerd.log

Dump all received Asterisk events

It is a debugging tool. DINOMI dialer service works by listening and interpreting AMI events that
Asterisk returns. Not every event returned by AMI is relevant for the DINOMI, however enabling this
feature may be useful to detect a bug or to develop a new feature that requires information from an
additional AMI event. This option may allow us to see if any AMI event returns the information
required, although it is not taking action on it. Please note that DEBUG option must be activated firstin
order for this option to work.

Enable overcommit of outgoing calls
DINOMI dialer service places a certain amount of calls based on the number of free agents and the
estimated number of agents to be released soon. This is the default behavior.

Of all calls placed during an outgoing campaign, only a fraction is actually connected. This value is
known as Average Seizure Rate (ASR). If this option is enabled, the dialer service uses ASR statistics
to calculate and place a larger number of outgoing calls so that it compensates the ASR and improves
the time an agent stays busy.

For example, if 5 in 10 calls are connected on average, the ASR is 50%. With this option enabled the
dialer will try to place twice the calls to compensate the amount of not connected calls.

Enable dialer behavior

If this option is disabled, DINOMI dialer algorithm stops making predictions and places calls
progressively based on the number of free agents. In this case the value of the parameters: Short call
threshold, Answering delay, and Service percent are not considered.
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The predictive dialer has the following functions:

e Start calls using the Asterisk command Originate.

e Monitor calls that have been placed (by the dialer) and that have not received an
OriginateResponse event.

e If the dialer receives an OriginateResponse answer (example: join or link) it writes information
for that call in the database.

e Regularly query the status of the queue to determine how many agents are registered and
free.

e Use the number of free agents to determine how many calls to initiate simultaneously.

o The dialer service monitors the average length of calls, to attempt to predict whether ongoing
calls will end, and proactively placing a new call.

Dialer Status
Reports the status of the service and allows to start or stop the dialer.

Module: AMD Config
This module is located at DINOMI Admin = Configuration - AMD configuration

The DINOMI system tries to detect answering machines during outgoing calls before passing them to
an agent.

Activating the detection of answering machines is performed in the configuration of each outbound
campaign.

The "AMD Config" module allows us to set the parameters of detection.

4 &« ?

oS ELASTIX

Call Center PRO AMD Config

Required field

Initial silence: * 2500 ms

Greeting: 1500 ms

After greeting silence: 800 ms

Total analysis time: 5000 ms

Minimum word length: 100 ms

Between words silence: 50 ms

Maximum number of words: 3

Silence threshold: 256 ms

Remember to ENABLE AMD when creating or editing campaign.
Initial Silence

It is the maximum duration of a silence before the greeting. If the time is exceeded then an answering
machine is detected.

Greeting
It is the maximum length of a greeting. If the time is exceeded then an answering machine is

detected.
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After Greeting Silence
It is the silence after the detection of a greeting. If the time is exceeded then a human is detected.

Total Analysis Time
It is the maximum time allowed for the algorithm to decide on a human or answering machine.

Minimum Word Length
It is the minimum duration of the voice to be considered as one word.

Between Words Silence
It is the minimum duration of silence, after a word, to be taken to consider the following audio as a
new word.

Maximum Number of Words
It is the maximum number of words in the greeting. If the time is exceeded then an answering
machine is detected.

Silence Threshold
It is the silence threshold.

To modify any parameter we just need to click on “Edit”

oo ELASTIX i
Call Center PRO AMD Config

| sae  Cancel

*Required field|
Initial silence: * 2500 ms
Greeting: 1500 ms
After greeting silence: 800 ms
Total analysis time: 5000 ms
Minimum word length: 100 ms
Between words silence: 50 ms

Maximum number of words: 3

Silence threshold: 256 ms

Remember to ENABLE AMD when creating or editing campaign.

Once we complete the information click on “Save”.
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Module: External URLs
This module is located at DINOMI Admin -2 Configuration - External URLs

oS ELASTIX
Call Center PRO External URLs
=+ New URI.| M 4 Page of 1 (2 records) » W
|Active Open in URL Template Description  Options
Yes Embedded frame  http:/finterno.crm.org/integracion_call_center.php?agent={__ AGENT_NUMBER__ }&PHONE={__PHONE__} Test URL 1 Edit
|Na New window http://interno.crmOLD.org/fintegracion_call_center.php?agent={__AGENT_NUMBER__}8&phone={__ PHONE__} Test URL 2 Edit

List of information
This module allows creating and enabling all the external URLs that we want to use in a campaign.

e Active: Status of the external URL
0 Yes - The URL is active and can be selected y any campaign.
o No - The URL is not active and won’t be able to be selected.
e Open in: The place where the external URL will open
o Embedded frame in the agent’s console in Call Center web interface
o New window in the agent’s web browser
¢ URL Template: the link created to connect to an external application.
e Description: A short description used to identify the URL in other modules.
e Options: Alink to enter the edition of the external URL.

Action Bar

4+ New URL | Kk « Page of 1 (2 records) » W

e New URL: Registers a new external URL.
e Page (Page control): Allows changing pages in the list when there are too many elements.
The system displays information on pages for easier viewing.

Registration of a new external URL
Click on “New URL”, the following page will appear:

oo ELASTIX
Call Center PRO New URL

‘ Save H Cancel |

URL Template: * http://interno.crm.org/integracion_call_center.php?agent={__AGENT_]

CRM Banco

URL Description: *

New window
Embedded frame
|JSONP
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Fields description:
e URL Template: In this field we must place the URL that will connect to the external

application. E.g.:
http://internal.crm.org/integracion_call_center.php?agent={__ AGENT_NUMBER__}&phone={__PHONE

1

Fields between the {__field__} symbols will be explained later in the Templates of an external URL
section.

e URL Description: Write a description of the URL. It is recommended to use a short sentence
or key words, as this is the reference information shown in the "External URL" field when
creating an outgoing or incoming campaign.

e Open URL in: Selects the location to open the invoqued URL: New windows, embedded
frame and JSONP.

o The option JSONP allows to execute a JavaScript in the agent console. The URL
then provides the URL of the JavaScript.

Fields with an asterisk (*) are required
Once we complete the information click on “Save”.

Editing an external URL
Click on the Edit link next to the URL you wish to modify.

oD ELASTIX
Call Center PRO External URLs
4+ New URL ‘ K 1« Page of 1 (2 records) » ¥
lActive Open in URL Template Description Options
[Yes Embedded frame  http://interno.crm.org/integracion_call_center.php?agent={__AGENT_NUMBER __J}&phone={__PHONE__} CRM Banco [Edit]
No New window http:/{interno.crmOLD.org/integracion_call_center.php?agent={__AGENT_NUMBER __}&phone={__PHONE__} CRM Banco Previo [Edit]

The following page will appear:

oS ELASTIX

Call Center PRO Edit URL
|!pp|rcll|w' | Cancel
URL Templata: * htip://mtamo.crm.org/mtegracion_call_canter.php?agent={__AGENT_I

CRM Banco

URL Description; *

Enable use of this template: o

Open URL in: * |Embedded frame *»

The system allows to modify all the information. The field “Enable use of this template” allows us to
enable or disable the use of an external URL from any campaign.

Fields with an asterisk (*) are required
Once we complete the edition click on “Apply Changes”.
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Templates of an external URL
The URL template can contain identifiers with braces, e.g. {HomeAddress}, these identifiers will be
replaced with real values for each connected call.

Available identifiers are the names of the attributes of the call (with capitalization distinction). There
are also the following default attributes:

o { AGENT_NUMBER'_} Identifies the channel of the agent, e.g.: Agent/9000
o { CALL_TYPE_} one of the following values: 'incoming', ‘outgoing'

e { CAMPAIGN_ID_} internal ID of the current campaign

e { CALL_ID }internal ID of the current campaign

e { PHONE_} Dialed number or Caller-ID of the connected call

e { REMOTE_CHANNEL_} Channel ID of the connected call

You can use this functionality, for example, to link DINOMI to a CRM by sending the phone number
as a parameter and requesting the CRM to show the information of the related customer on the
agent’s screen.

Example URL to open an application:

https://IP_Address/index.php?id_client={id_client}&id_template={id_template}&id_calls={ _CALL_ID__}&id_cam
paign={__CAMPAIGN_ID__}

The first two parameters are columns of the CSV file used to populate an outgoing campaign and the
other two are default attributes.

Module: Queues
This module is located at DINOMI Admin = Configuration 2 Queues

The DINOMI requires that all queues that will be used in outbound and inbound campaigns are
registered in this module.

Note: Queues must be created previously in Elastix GUl — PBX — PBX Configuration — Queues.

ELASTIX

+ Salect Queve RSt

Elastic is breased under GPL by PaloSanto Suluticns, 2006 - 2014,
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List of information

Name Queue Status Options

1000 Active [Edit]
2000 Active [Edit]
3000 Active [Edit]
4000 Active [Edit]

5000 Inactive [Edit

This module displays the information of all the queues registered to be used in the DINOMI system.

¢ Name Queue: Number of the queue, it is related with the queue created in PBX Configuration
e Status: Status of the queue

0 Active — The queue is available to be selected used in any campaign.

0 Inactive — The queue won'’t be available for any campaign.
e Options: Alink to enter the edition of the queue.

Action Bar

+ Select Queue Change Status Y Show Filter ~ | K « Page of 1 (5 records) » M
Activate
- |Deactivate |

e Select Queue: Allows registering a queue in the DINOMI system.

¢ Change Status: Change the status of the queue: Activate — Deactivate.

e Page (Page control): Allows changing pages in the list when there are too many elements.
The system displays information on pages for easier viewing.

e Show Filter: Allows filtering the information on the list based on: name of the queue and
status. To perform a custom search we must complete the required information and click on
“Search”

ELASTIX
&9 Call Center PRO Queues

+ Select Queue Change Status Y Hide Filter = | H 4 Page of 1 (3 records) » M

Name: 6001
Status: active | [HESENN

The filter selection is displayed in dark gray. Click on the X in a gray box to delete that filter criteria.

ELASTIX
®® Call Center PRO Queues

+ Select Queue Change Status Y Show Filter v | K 4« Page of 1 (1 records) » M
Name Queue Status Options
6001 Active Edit

Registration of a new queue
To register a new queue, click on “Select Queue”. The following page will appear:
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W Aok ?
ELASTIX

®® Call Center PRO Select Queue

‘ Queue :* 6004 QueueP4 ~|
‘ [Style] | tFont] | tsize] ~|
B I US=E=—EiZEFAd2QEGO
Greetings

Elastix is an open source project UC enjoying worldwide recognition.
Script: * The goals of Elastix are reliability, modularity and ease of use. These
added strength to handle the actual reporting features make it the
best choice to deploy Asterisk-based |P PBXs.

Fields description:
e Queue: List of available queues in Elastix, already registered queues won't be listed. Queues
must be created earlier on the PBX Configuration module.
e Script: Default script that appears on the agent console if you have not set up a campaign.
This script is over-written with the information generated for the campaign.

Fields with an asterisk (*) are required

Click on “Save” to complete this process.

Editing information on the queue
Click on [Edit]

oS ELASTIX

Call Center PRO Queues

+ Select Queue Change Status Y Show Filter ~

H 4 Page of 1 (3 records) » W

Name Queue Status Options
6001 Active
6002 Active [Edit]
6003 Active [Edit]

We will enter the queue information page again:
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ELASTIX
&9 Call Center PRO

This queue is available for the following campaigns:
- Training Interest

Wait for the actual script

Queue :* 6002 QueueP2 ~|
[Style] | tFont] | tsize1 -]
B I USE= =< EAd@EaD
Modified Text
Script: *

Edit Queue 6002

Save Cancel

The system just allows modifying the script.

Click on “Save” to complete this process.
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CHAPTER 3

Agents Administration

Menu: DINOMI Admin
Sub-Menu: “Agents”
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We will call Agents to any person that works in the call center as an operator and receive calls.

Agents are available for "Teams" and "Campaigns". The grouping of agents in teams is defined by
queues and campaigns; we will review this in later chapters.

Module: Agents

elast ‘
System | Agenda | Email ‘ ‘ CCPro Admin
About Us Accounts / Teams Breaks Agents | Configuration
Agents > =l x ?
Callback Extensions ELASTIX
U Call Center PRO Agents
Add to Queues
=+ New Agent X Delete Disconnect Y Show Filter « ‘ K 4 Page of 1 (6 records) » ¥
Bookmarks

Configure Number Name Status Options.
Language

v 1004 Ad Off Line [Edit

History

Pt v 1005 AS Off Line [Edit
About Us v 1006 A6 Off Line [Edit
Dashboard @ By reparr 1002 A2 Off Line
Users

© By reparr 1003 A3 Off Line
Group Permissions

Q by eoiic 1001 Al Off Line

Configure Number Name Status Options

‘ K« Page of 1 (6 records) » ¥
Elastix is licensed under. GPL by Palc ions. 2006 - 2015.

List of information

ELASTIX
®2 Cail Center PRO

Agents

% New Agent X Delete Disconnect Y Show Filter v | K « Page of 1 (6 records) » M

Filter applied: Status = All

Configure Number Name Status Options
V 1004 Ad Off Line [Edit]
V 1005 AS Off Line [Edit]
V 1006 A Off Line [Edit]

Fields description:
e Configure: Status of the creation of the agent.

o Y The configuration is synchronized with Asterisk.

0 Do Agents created in the Community version of the call center will appear with
this status in the DINOMI. If we click on repair, the module will delete the agent from
the system and we will be able to create it again from this module.

e Number: Agent number
e Name: Agent name — It can be a common name.
e Status: Status of the agent in the system (On Line — Off Line)

o0 On Line: The agent is logged in.

o Off Line: The agent is not logged in.

e Options: Alink to enter the edition of the Agent.
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Action Bar

+ New Agent X Delete Disconnect Y Show Filter ~ | k « Page of 1 (8 records) » W

e New Agent: Creates a new agent.

o Delete: Deletes an agent — select the agent or agents prior to delete them.

e Disconnect: Disconnects an agent from the system.

e Page control: Allows changing pages in the list when there are too many elements. The
system displays information on pages for easier viewing.

e Show Filter: Allows filtering the information on the list based on: Status of the agent. To
perform a custom search we just need to select the status.

The filter selection is displayed in dark gray. Click on the X in a gray box to delete that filter criteria.

o> ELASTIX
Call Center PRO Agents

+ New Agent X Delete Disconnect ¥ Show Filter v | H 4 Page of 1 (3 records) » M
X

Configure MNumber Name Status Options

v 1004 Ad Off Line [Edit]
Creating an agent
To create and agent we must click on “New Agent”.

oo ELASTIX

Call Center PRO New Agent
| save | cancel |

*Required field
Agent Number: *
Name: *
Password: *
Retype password: *
ECCP Password:

Retype ECCP password:

Fields description:

e  Agent Number: Identifier number of the agent

e Name: Complete Name of the agent or a reference name

e Password: The access key to the Call Center — It can be a 4 digit key.

e ECCP Password: If the agent has to connect directly using the ECCP protocol, this will be
the key to sign in (e.g. external applications such as a third party agent console). This field is
not marked as required; the system will assign a key automatically if the administrator doesn’t
include any information.

Note: ECCP stands for Elastix DINOMItocol.

Fields with an asterisk (*) are required
Click on “Save” to complete this process.
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Editing and Agent

To edit an existing agent information click on [Edit].

Configure Number Name Status Options
V 1004 Ad Off Line
V 1005 AS Off Line [Edit]
V 1006 AG Off Line [Edit]

The following page will appear:

oS ELASTIX )
Call Center PRO Edit Agent 1004
| apply changes | | cancel |
*Required field|
Agent Number: * 1004
Name: * Ad

Password: *
Retype password: *
ECCP Password: ~ |sssssssssssssssssssss

Retype ECCP password:  |ssssssssscsssscsenens

The system allows modifying: name, password and ECCP password.

Click on “Apply Changes” to complete this process.

Standard and Dynamic Configuration

On a normal configuration the agent enters Elastix and then logins into the Call Center. For this
purpose the agent will require and extension registered on an endpoint (IP phone or softphone) and
the password to any valid agent number. When trying to login to the Call Center the agent will receive
a call to the extension he requested, then the agent must digit the password to complete the login
successfully. After that process the agent will remain in "free" status until the dialer assigns a call.

During the call center operation the agent's extension will remain in "call mode" permanently until he
logs out. Between calls the agent will hear "Music on Hold"; this method is established to differentiate
the "free" status from the "busy/on call' status.

We'll refer to this configuration as Standard.

The introduction of "Callback Login", allows having a different configuration for the call center
operation. With this functionality the agent doesn't have to be "on call* all the time, instead of that he
will receive a call to the extension he used to log in (the phone or extension is hanged up, and it will
ring) when the call center assigns a call to that agent.

In this configuration the agent enters Elastix and selects an available extension for "Callback Login",
then he has to enter the password to login to the Call Center. In this process the extension doesn't
receive a call to confirm the entry, instead of that Elastix will show the agent console interface, which
remains on "free" status until a call is assigned.
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During the call center operation the extension remains hanged-up and will ring when the call center
assigns a call. When the agent answers the call, his/her status will switch to "busy"; after hanging up
the status will return to "free".

This process doesn't require an agent on the call permanently. We'll refer to this configuration as
dynamic.

It is needed to register the extensions that will be available for dynamic configuration.

Returning to the standard configuration, this operation requires that the agent keeps its extension
into a permanent call with the queue assigning the calls from incoming or outgoing campaigns. The
agent will hear any of the music files that we have in the music-on-hold directory, if he is not assigned
to any call. Under some scenarios, staying in a constant call listening to music-on-hold can be
annoying.

In an outbound campaign the possibilities of being waiting for a call are reduced, because the
campaign is controlled and the call center owner will expect to call as many numbers as possible
during the working day.

Under this scenario the agent will be 95% of the time talking to customers.
The case is different in an incoming campaign where calls are the result of a commercial effort to
capture spontaneous interest in the customer, or a support department that receives frequently calls

at a moderate level.

If the waiting time in those cases is greater than 20 or 30 percent, we can be sure the agent will be
affected by the constant sound of on-hold music.

Administration of CallBack Extensions
As we mentioned earlier, is necessary to register all the extensions that will be used in the dynamic
configuration.

We won'’t manage extensions in this module; therefore we need to create extensions in the PBX
configuration module prior working in this module.

Module: CallBack Extensions

oS ELASTIX _
Call Center PRO Callback Extensions
4 New callback extension X Delete Disconnect Y Show Filter ~ | K « Page of 1 (1 records) » ¥
X
Number Name Status Options
206 Ext6 Off Line [Edit]
List of information
Number MName Status Options
206 Ext6 Off Line [Edit]
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Fields description
¢ Number: Number of the registered extension
o Name: Name of the extension in the call center
e Status: Status of the extension
0 On Line: The extension is in use in the system.
o Off Line: The extension is not in use in the system.
e Options: Link to enter the edition of the extension

Action Bar

+ New callback extension % Delete Disconnect Y Show Filter ~ ‘ W « Page of 1 (2 records) » w

¢ New callback extension: Registers a extension for callback login

e Delete: Deletes the registration of an extension from the call center.

e Disconnect: Disconnects the session on that extension.

e Page control: Allows changing pages in the list when there are too many elements. The
system displays information on pages for easier viewing.

e Show Filter: Allows filtering the information on the list based on: Status of the extension. To
perform a custom search we just need to select the status.

The filter selection is displayed in dark gray

oS ELASTIX

Call Center PRO Callback Extensions

=+ New callback extension 3 Delete Disconnect Y Show Filter ~ | H 4 Page of 1 (1 records) » M
Number Name Status Options
206 Ext® Off Line Edit

Registering an extension for callback login
Click on “New callback extension” The following page will appear:

ELASTIX
®2 Cail Center PRO

New Callback Extension
[ save || cancel |
T Required fleld
Callback extension: * sIp/206 ~|
Name: * Ext 6
Password: *
Retype password: *

ECCP Password:

Retype ECCP password:

DINOMI —www.dinomi.com
All rights reserved



DINOMI — Administration Manual

Fields description:

e Callback extension: displays a list of available extensions in the PBX module.

e Name: name of the extension on the call center module.

e Password: the access key to the Call Center — It can be a 4 digit key.

e ECCP Password: If the agent has to connect directly using the ECCP protocol, this will be
the key to sign in (e.g. external applications such as a third party agent console). This field is
not marked as required; the system will assign a key automatically if the administrator doesn’t
include any information.

Fields with an asterisk (*) are required
Click on “Save” to complete this process.

Editing the information of a registered extension
To edit the agent information click on [Edit].

Mumber Name Status Options
208 Ext 6 Off Line  [Editt |
oS ELASTIX ) )
Call Center PRO Edit Callback Exntension Ext 6
| Apply changes || Cancel \
*Required field|
Callback extension: * SIP/206
Name: * Test Extension

Password: *
Retype password: *
ECCP Password: ~ |esssssssssssssssesses

Retype ECCP password:  ~ esssssssssssssssssses

The system allows modifying the name, the password and the ECCP password.

Click on “Apply Changes” to complete this process.

We will review the module “Add fo Queues”, once we’ve created supervisors and teams.
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CHAPTER 4

Managing Accounts

Menu: DINOMI Admin
Sub-Menu: “Accounts / Teams”
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About supervisors
Supervisors are users with extended permissions to manage and operate the call center. There are
two types of supervisors:

e General Supervisors.- In charge of managing the call center
e Team Supervisors.- Related with the operation/production of the call center

The following list includes the access and permissions of each type:

Task General Supervisor Team Supervisor
Add Agents to Queues Yes Yes
Create static forms Yes Yes
Create dynamic forms Yes Yes
Ingoing Campaigns Yes Yes
Outgoing Campaigns Yes Yes
Do not Call list Yes Yes
Reports Yes Yes
Monitoring Yes Yes
Configuration parameters Yes No
AMD parameters Yes No
external URL parameters Yes No
Queues definition Yes No
Managing supervisors Yes No
Managing teams Yes No
Assigning teams/supervisors Yes No
Create agents Yes No
Create ECCP Users Yes No
Managing CallBack Extensions Yes No
Managing Breaks Yes No

Module: Supervisor Accounts
This module is located at DINOMI Admin - Accounts / Teams = Supervisor Accounts

System ‘ Agenda ‘ CCPro Admin

About Us Accounts / Teams | Breaks Configuration

Supervisor Accounts » @ Hd w« ?

oo SLASTIX .
Call Center PRO Supervisor Accounts

Teams

ECCP Users

# New Supervisor % Delete Supervisor Y Show Filter ~ ‘ K 4 Page of 1 (2 records) » ¥

Bookmarks Filter applied: Type = All_[§ Filter applied: Status = All |
Username Name Type Status |
Language

athomas Alex Thomas Call Center Pro General Supervisor
History

Assign Teams jlizzardi Jhon Lizzardi Call Center Pro Team Supervisor

Supervisor Accounts
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List of
information
Username Name Type Status
athomas Alex Thomas Call Center Pro General Supervisor
Assign Teams jlizzardi Jhon Lizzardi Call Center Pro Team Supervisor

Fields description:
e Username: Username to login in Elastix.
¢ Name: Complete name of the supervisor
e Type: Type of supervisor
o0 DINOMI General Supervisor — General supervisor
o0 DINOMI Team Supervisor — Team supervisor
e Status: Shows notifications about the user status of the supervisor, if the value shows
“Repair” then the user is not being synchronized with the users system. To solve this you just
need to click on Repair.
e Assign Teams: A link to access the team assignment. It is just available for Team
Supervisors.

Action
Bar

+ New Supervisor ¥ Delete Supervisor ¥ Show Filter ~ | H « Page of 1 (2 records) b M

¢ New Supervisor: Creates a supervisor.

e Delete Supervisor: Deletes the selected supervisor(s)

e Page (Page control): Allows to change pages in the list when there are too many elements.
The system displays information on pages for easier viewing.

e Show Filter: Allows to filter the information on the list based on: Name, Type, Status and
Teams. To perform a custom search we just need to enter a match criterion.

4 New Supervisor X Delete Supervisor Y Hide Filter ~ | K 4 Page of 1 (2 records) » W
Name:
Type: Al -
Status: All -
Teams: E} m

The filter selection is displayed in dark gray. Click on the X in a gray box to delete that filter criteria.

4 New Supervisor ¥ Delete Supervisor ¥ Show Filter ~ | K « Page of 1 (1 records) » M
Username Name Type Status
athomas Alex Thomas Call Center Pro General Supervisor
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Create a supervisor
Click on “New Supervisor’ The following page will appear:

o> ELASTIX

Call Center PRO New Supervisor

Save Cancel

*Required field

Username: * tjohanssen

Name: * Thor Johanssen

Password: * sssnsssssnnes

Retype Password: * sssssssssanss

Supervisor Type: * Call Center Pro General Supervisor j

Fields description:
e Username: User name to login in Elastix.
¢ Name: Complete name of the supervisor
e Password: Key to access Elastix. This password should be as strong as possible.
e Supervisor Type: Type of supervisor
o DINOMI General Supervisor — General supervisor
0 DINOMI Team Supervisor — Team supervisor

Fields with an asterisk (*) are required
Click on “Save” to complete this process.

Editing a supervisor
Editing is different in this module, if we need to change any information of the supervisor, we need to
click on the link embedded in the username column.

Username Name Type Status
- athomas Alex Thomas Call Center Pro General Supervisor
- Assign Teams jlizzardi Jhon Lizzardi Call Center Pro Team Supervisor
-~ jc\hanssen Thar Johanssen Call Center Pro General Supervisor

The following page will appear

o9 ELASTIX i i i
Call Center PRO Edit Supervisor tjohanssen

Apply Changes Cancel

*Required field

Username: * tjohanssen

Name: * Thor Johanssen

Password: * ssas

Retype Password: * seen

Supervisor Type: * ECaII Center Pro General Supervisor j

Call Center Pro General Supervisor

Call Center Pro Team Supervisor |
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We can change the name, the password and the supervisor type. Click on “Apply Changes” to
complete the edition.

ELASTIX

Call Center PRO Supervisor Accounts

4+ New Supervisor M Delete Supervisor T Show Filter v | H 4 Page of 1 (3 records) » M
Username Name Type Status
- athomas Alex Thomas Call Center Pro General Supervisor
- Assign Teams jlizzardi Jhen Lizzardi Call Center Pro Team Supervisor
- Assign Teams tiohanssen Thor Johanssen Call Center Pro Team Supervisor

Team administration

Teams are entities that group configuration and management in the DINOMI. Each team can contain
campaigns, forms and other information. They are managed by “Team Supervisors”. A supervisor can
be in charge of several teams, and more than one supervisor can manage a team simultaneously.

Thus several supervisors can monitor a team activity.

Module: Teams
This module is located at DINOMI Admin = Accounts / Teams = Teams

|
System | Agenda ] CCPro Admin
About Us Accounts / Teams | Breaks
Supervisor Accounts Zd * ?
Teams ’ ELASTIX
B Call Center PRO Teams

ECCP Users
4 New Team X Delete Team [ Change Status Y Show Filter ~ ‘ H « Page of 1 (2 records) » W

Bookmarks

Name Description Status Campaigns ‘

Language

B = Elastix_support Attention for support clients Active [

History E =
TrainingSales Training Sales Active 0
Teams
Supervisor Accounts
List of information
MName Description Status Campaigns

- Elastix support Attention for support clients Active 0
- TrainingSales Training Sales Active 0

Fields description:
¢ Names: Reference name of the team.
e Description: A short description of the team.
e Status: Status of the team in the system:
0 Active: the team is active and it can be used in the call center.
0 Inactive: the team remains in the call center but won’t be available in other modules.
e Campaigns: Shows the number of campaigns the team has assigned.
Action bar
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4 New Team X Delete Team Change Status Y Show Filter ~ | ¥ « Page of 1 (3 records) » ¥

e New Team: Creates a new team

e Delete Team: Deletes the selected team.

e Change Status: Changes the status of the team.

e Page (Page control): Allows changing pages in the list when there are too many elements.
The system displays information on pages for easier viewing.

e Show filter: Allows to filter the information on the list based on: Name and Status of the
teams. To perform a custom search we just need to enter a match criteria.

+ New Team X Delete Team Change Status Y Hide Filter = | H 4 Page of 1 (2 records) » M

Name:

Status: SO scacn

The filter selection is displayed in dark gray. Click on the X in a gray box to delete that filter criteria.

+ New Team X Delete Team Chnge Status Y Show Filter v | H 4 Page of 1 (1 records) » M
X X
Name Description Status Campaigns
TrainingSales Training Sales Active 0
Creating a Team
Click on “New Team”. The following page will appear:
oo SLASTIX
Call Center PRO Create Team
[ save || cencel |
*Required field
Name: * Commerciall

Description: * [Commercj_al campaigns 1 J

Fields description:
¢ Name: Name of the team. The field doesn’t allow spaces but you can use the following
characters -, _.
e Description: short description of the team.

Fields with an asterisk (*) are required
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Click on “Save” to complete this process.

Message Dismiss
Team was created successfully.
oS ELASTIX
Call Center PRO Teams
4+ New Team X Delete Team Change Status Y Show Filter * | K 4« Page of 1 (3 records) » M
MName Description Status Campaigns
- Elastix support Attention for support clients Active 0
- TrainingSales Training Sales Active 0
- Commerciall Commercial campaigns 1 Active 0
Editing a team
To modify a team, click on the team name embedded link.
Name Description Status Campaigns
- Elastix_support Attention for support clients Active 0
- gSales Training Sales Active 0
- Commerciall Commercial campaigns 1 Active 0
The following page will appear:
oS ELASTIX ) o
Call Center PRO Edit Team TrainingSales

Apply Changes Cancel

*Required field|

Name: * TrainingSales
Status: * Active j

Description: * Training Sales

Team's Campaigns: Mot have assigned campaigns

The system allows modifying the status and description of the team.
Click on “Apply Changes” to complete the edition.

Message Dismiss
Team was edited successfully.
oS ELASTIX
Call Center PRO Teams

4+ New Team X Delete Team Chnga Status Y Show Filter v | H 4 Page of 1 (3 records) » M

Filter applied: Status = All

Name Description Status Campaigns
- Elastix_support Attention for support clients Active 0
- TrainingSales Training Sales Active 0
- Commerciall Commercial campaigns 1 Active 0

Assigning teams to a supervisor
We go back to the “Supervisor Accounts”, verify the list and click on the option “Assign Team” of the
required supervisor.
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Supervisor Accounts

4 New Supervisor X Delete Supervisor Y Show Filter v | K 4 Page of 1 (4 records) » W
Username Name Type Status
- athomas Alex Thomas Call Center Pro General Supervisor
Assign Teams jlizzardi Jhon Lizzardi Call Center Pro Team Supervisor
gn Teams Hohanssen Thor Johanssen Call Center Pro Team Supervisor
Assign Teams lalesi Jean Alesi Call Center Pro Team Supervisor
Username Name Type Status

The following page will appear:

ELASTIX
&9 Cail Center PRO

Assign Teams to Supervisor tjohanssen

Apply Changes Cancel

Available Teams

Commerciall Assigned Teams

Elastix_support

TrainingSales

* Drag and Drop TEAMs into 'Assigned Teams' Area

The edition window will present two selection groups:
e Available Teams: displays a list of available teams on the system.
e Assigned Teams: displays a list of teams assigned to the supervisor.

To assign a team we just need to click on the team’s name and Drag and Drop it from “Available
Teams” to “Assigned Teams”.

o> ELASTIX

Call Center PRO Assign Teams to Supervisor tjohanssen

Apply Changes Cancel

Available Teams

Assigned Teams

Elastix_support A
Commerciall

TrainingSales

* Drag and Drop TEAMs into 'Assigned Teams' Area

To unassign the team we must do the opposite, Drag and Drop the team from “Assigned Teams” to
“Available Teams”.

Click on “Apply Changes” to complete this process.

Managing ECCP users

In this module we will manage the user and applications that will connect to the DINOMI through the
ECCP - Elastix DINOMItocol.
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Module: ECCP Users
This module is located at DINOMI Admin = Accounts / Teams = ECCP Users

=,
System | Agenda | Email ‘ ‘ PBX ‘ M ‘ CCPro Admin
About Us | Accounts / Teams | Breaks | Agents | | Configuration |
Supervisor Accounts @ Hd * ?
Teams o ELASTIX
T Call Center PRO ECCP Users
ECCP Users »

+ New ECCP User X Delete ‘ K 4 Page of 1 (1 records) » ¥

_mn | Name Options

La,.guagg— | agentconsole Seati
Histary
ECCP Users
List of information
Name Options
agentconsole [Edit]

Fields description:
¢ Name: Username — reference that will be used to connect through the ECCP
e Options: Link to enter the user edition.

Action bar

=+ New ECCP User X Delete | K { Page of 1 (1 records) b M

e New ECCP User: creates an ECCP user.

e Delete: delete a selected user.

e Page (Page control): Allows changing pages in the list when there are too many elements.
The system displays information on pages for easier viewing.

Creating an ECCP user
Click on “New ECCP User” . The following page will appear:

oS ELASTIX

Call Center PRO Create ECCP User

Save Cancel

*Required field|

User name: * extreme\Vox
Password: *  assssssas

Retype password: *  lessssssss

Fields description:
e User name: Username of the ECCP user.
e Password: key to login to the system through the ECCP

Fields with an asterisk (*) are required
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Click on “Save” to complete this process.

Editing an ECCP user
Click on “[Edit]’. The following page will appear:

MName Options
agentconsole [Edit]
extremeVox
oS ELASTIX )
Call Center PRO Edit ECCP User: extremeVox

*Required field|

User name: * extreme\Vox
Password: *

Retype password: *

The system allows changing the username and password.
Click on “Apply Changes” to complete the edition.

Break management

It is important to define breaks appropriately, because this value is available for all the agents in the
system.

Breaks are available in the call center and do not depend on teams, campaign or supervisors.

Module: Breaks
This module is located at DINOMI Admin = Breaks

System Agenda | Fax | PBX M ‘ CCPro Admin n
About Us Accounts / Teams Breaks | Configuration
b x 7
b i
oS ELASTIX o
Call Center PRO Break Administrator
4 Create New Break Activate Deactivate | K 4 Page of 1 (2 records) » ¥
| Name Description Status Options
3 Lunch Break for lunch Active [Edit Break
Bathroom Break to goto the bathroom Active [Edit Break]

List of information

Name Description Status Options
Lunch Break for lunch Active Edit Break’
Bathroom Break to goto the bathroom Active Edit Break
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Fields description:

¢ Names: A reference name that will be used by the agent from the “agent console”.

e Description: A short description of the break.
Status: Status of the break in the system

0 Active: the break is active and available on the “agent console”.

0 Inactive: the break is not active and won’t be available on the “agent console”
Options: Link to enter the “break” edition.

Action bar

4 Create New Break Activate Deactivate ‘ K 4« Page of 1 (2 records) b M

e Create New Break: Creates a break.

e Activate: Changes the break status to active.

o Deactivate: Changes the break status to deactivate.

e Page (Page control): Allows to change pages in the list when there are too many elements.
The system displays information on pages for easier viewing.

Creating a break
Click on “Create New Break”. The following page will appear:

o ELASTIX
Call Center PRO New Break

| save | cancel |
Name: * Briefl

Description: * Break for brief

Fields description:
e Names: Name of the break.
e Description: A short description of the break.

Fields with an asterisk (*) are required
Click on “Save” to complete this process.

Editing a break
We must click on “[Edit Break]'.

Name Description Status Options
Lunch Break for lunch Active [Edit Break
Bathroom Break to goto the bathroom Active [Edit Break
Brief1 Break for brief Active | [Edit Break] |

The following page will appear:
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Edit Break Briefl

Apply changes Cancel

Name: * Briefl

Description: * Break for brief

The system allows to modify the name and description of the break.
Click on “Apply Changes” to complete the edition.

Assigning agents to queues

The development of the call center is based over the queue support of Asterisk. Each campaign uses
just one queue and an agent can be included in several queues.

Taking this into consideration, the agent assignment on a campaign begins with the assignment of the
agent to a queue. We must plan a campaign knowing which queue we are going to use.

Supervisors assign or unassign agents on queues.

Module: Add to Queues

This module is located at DINOMI Admin - Agents
In this module we will assign agents to the queues available in the PBX.

System | Agenda | Email ‘ CCPro Admin
About Us Accounts / Teams Breaks Agents
Agents D/ Hl H ?
Callback Extensions *o ELASTIX
Call Center PRO Assign Agents
Add to Queues »
A o e e Y Show Filter ~ ‘ K 4 Page of 1 (3 records) » H
= _ __.—— |
Bopkmarke EQueue Static Agents Dynamic Agents
B |s001 1 static agent/s 1 dynamic agent/s
LagRge %snnz 0 static agent/s 0 dynamic agent/s
History |sous 0 static agent/s 0 dynamic agent/s
Add to Queues
List of information
Queue Static Agents Dynamic Agents

6001
6002
6003

1 static agent/s
0 static agent/s
0 static agent/s

1 dynamic agent/s
0 dynamic agent/s
0 dynamic agent/s

Field description:
e Queue: number of the queue.
e Static Agents: amount of static agents assigned to the queue
e Dynamic Agents: amount of dynamic agents assigned to the queue

Action bar

Y Show Filter ~ | K { Page of 1 (3 records) » M

e Page (Page control): Allows changing pages in the list when there are too many elements.
The system displays information on pages for easier viewing.
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e Show filter: Allows filtering the information on the list based on the number of the queue. To
perform a custom search we just need to enter the queue name and click on “search”.

oo ELASTIX )
Call Center PRO Assign Agents

Y Hide Filter = | H 4 Page of 1 (3 records) » W

Search: m

The filter selection is displayed in dark gray. Click on the X in a gray box to delete that filter criteria.

oS ELASTIX )
Call Center PRO Assign Agents
Y Show Filter » | H « Page of 1 (1 records) »
x
Queue Static Agents Dynamic Agents
6001 1 static agent/s 1 dynamic agent/s

Assigning agents to queues

We can assign static and/or dynamic agents to the queue, we just need to click on the available links
under the “Static Agents” or “Dynamic Agents” columns on the correspondent queue.

Queue Static Agents Dynamic Agents
6001 1 static agent/s 1 dynamic agent/s
6003 0 static agent/s 0 dynamic agentfs

[Continues in next page]
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Static agents

On this case we will click on the link “0 static agent/s”. The following page will appear:

o> ELASTIX

<| Available Agents <| Assigned Agents

Call Center PRO Assign Static Agents for Queue 6002

Apply Changes Cancel

Search: Search:
Agent/1004 Agent/1005 Agent/1006
A4 A5 A6

* Drag and Drop AGENTs into 'Assigned Agents' Area

There are two selection groups

¢ Available Agents: Displays the available agents in the system.
¢ Assigned Agents: Displays the agents assigned to the queue.

To assign an agent we just need to Drag and Drop the agent from “Available Agents” to “Assigned

Agents”.

To unassign an agent we must do the opposite, Drag and Drop the agent from “Assigned Agents” to

“Available Agents”.
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ELASTIX
29 Cail Center PRO

*{ Available Agents

Assign Static Agents for Queue 6002

Apply Changes Cancel

*{ Assigned Agents

Search: Search:
Agent/1004 Agent/1006 Agent/1005
A4 A6 A5
* Drag and Drop AGENTS into 'Assigned Agents’ Area
Click on “Apply Changes” to complete this process.
Message Dismiss
The agents were successfully assigned to the queue
oS ELASTIX i
Call Center PRO Assign Agents
Y Show Filter » | H « Page of 1 (3 records) » u
Queue Static Agents Dynamic Agents
6001 1 static agent/s 1 dynamic agent/s
6002 1 static agent/s 0 dynamic agent/s
6003 0 static agent/s 0 dynamic agent/s

Dynamic Agents

Queue Static Agents
6001 1 static agent/s
6002 1 static agent/s
6003 0 static agent/s

Dynamic Agents

1 dynamic agent/s

0 dynamic agent/s

0 dynamic agent/s

On this example we will click on the link “O dynamic agent/s” of the queue 6002.

The process is similar to the previous assignment; we will only show the configuration screens.
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oo ELASTIX ) )
Call Center PRO Assign Dynamic Agents for Queue 6002

Apply Changes Cancel
{ Available Agents { Assigned Agents

Search: Search:
SIP/206 SIP/207
Ext 6 Ext 7

* Drag and Drop AGENTS into 'Assigned Agents' Area

oo ELASTIX ) )
Call Center PRO Assign Dynamic Agents for Queue 6002

Apply Changes Cancel
{ Available Agents { Assigned Agents

Search: Search:
SIP/206 SIP/207
Ext 6 Ext 7

* Drag and Drop AGENTSs into "Assigned Agents’ Area

Click on “Apply Changes” to complete this process.
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Message

Dismiss
The agents were successfully assigned to the queue

ELASTIX
Call Center PRO

Assign Agents

Y Show Filter * | H 4 Page of 1 (3 records) » M
Queue Static Agents

6001

Dynamic Agents

1 static agent/s 1 dynamic agent/s
6002 1 static agent/s 1 dynamic agent/s
6003

0 static agent/s 0 dynamic agent/s
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CHAPTER 5

Form Management

Menu: DINOMI Admin
Sub-Menu: “Forms”
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Forms are an important tool in the call center operation, since agents can recompile information of the
client related to a campaign.

Note: it is recommended to design each form with enough anticipation.

Module: Static Forms
This module is located at DINOMI Admin = Forms - Static Forms

Sistema | Agenda Correo E\ectm’nim! Fax PBX ‘ ™M ‘ CCPro Admin

Accounts / Teams Recesos Agentes Formularios | Configuracién

Static Forms 4 l:u" "” * ? |
Static Form Preview oo ELASTIX . s
— Call Center PRO Formularios Estaticos

Dynamic Forms
< Crear Nuevo Formulario Activar Desactivar X Eliminar Y Mostrar Filtro ~ ‘ K 4 Pégina de 0 (0 registros) » W

Marcadores

‘ Nombre Descripcién Estado Opciones

Idioma f
| Ningin registro coincide can el criterio de filtrado seleccionado

Historia
F‘urmmarios Estéticos
About Us
Idioma
Configuracién PBX

Dashboard

| Elasti is llcensed under GPL by PaloSanto Solutions: 2006 - 2015

List of Information

Name Description Status Options

m

ECTE Update Infermation update Active

Fields description:
¢ Name: name of the form.

e Description: short description of the form.
e Status: status of the form.

0 Active: The form can be added to a campaign.

o Inactive: The form won’t be able to any campaign..
e Options: link to enter the edition of the form.

Action Bar

=% Create New Form Activate Deactivate 3 Delete Y Show Filter * | K 4 Page of 1 (1 records) » M

r appli s = Active

e Create New Form: creates a new static form.

e Activate: activates a selected static form.

e Deactivate: deactivates a selected static form.

o Delete: deletes a selected static form.

e Page control: Allows changing pages in the list when there are too many elements. The
system displays information on pages for easier viewing.

e Show Filter: Allows filtering the information on the list based on: Status. To perform a custom
search we just need to select the status.
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The filter selection is displayed in dark gray. Click on the X in a gray box to delete that filter criteria.

Status:

=% Create New Form Activate Deactivate X Delete Y Hide Filter =~ | H 4 Page

Active x|

Creating a static form
Click on “Create New Form”. The following page will appear:

ELASTIX
29 Cail Center PRO

Name: * |cjient Update

Description: Update of clients information

Order Field Name

1

2

3

Welcome

Age

Date of Birth

Mobile Phone

Products purchased

:erest y more products

End of survey

new field

Information to complete:

Name: name of the form.

Description: a short description of the form.

Generation of fields for the form

Order: Order of the field in the form

Values

Support, Tranining, Development, Nene

yes, no

of 1 (1 records) » W

New Static Form
| sae | cancel |

*Required field|

Field name: Name of the field; is the information that the agent will see, we must be as

specific as possible.
Type: Field type

0 Text: Creates a text box for entering values.

O O o o

List: Creates a list with pre-determined values.
Date: Creates a calendar control to select a date.
Text Area: Creates a multi-line text box, allowing more text than the text box.
Label: Allows to write a label for instructions.
Values: Values included on the “list” field.

Action button [+]: Adds fields to the form.

We can add as many fields as we require. Fields with an asterisk (*) are required

Click on “Save” to complete this process.
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Editing a static form
Click on “Edit".

Name Description

ECTE Update

Client Update

The following page will appear:

Information update

Update of clients information

Status

Active Edit

ELASTIX
®9 Cail Center PRO

Name: * |cjient Update

Order Field Name
t Welcome
2 Age
3 Date of Birth
Mobile Phone

Products purchased
Interest y more produ

End of survey

new field

Description: [Update of clients information

Type

Type Label

Type Text

Type Date

Type Text

Type List

Type List

Type Label

Type Text

[ERQNITN

[ERQNIEN

Lo | L

Edit Form Client Update

Save Cancel
*Required field

Values

Support, Tranining, Development, None

yes, no

]

We will see the fields of the form, if we want to change the order, we just need to click on the form
and drag it down or up with the mouse.

ELASTIX
*2® Call CenterPRO

Name: * |cjient Update

Order Field Name

! Welcome

2 |age Type Text
Date of Birth

Mobile Phone

Products purchased

Interest y more produ

End of survey

new field

Description: Update of clients information

Type

Type Label
Type Date
Type Text
Type List
Type List

Type Label

Type Text

E|

Lo | e | [l | L] |Le]

Edit Form Client Update

*Required field|

Values

Support, Tranining, Development, None -

yes, no (-]

Click on “Save” to complete this process.
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Module: Static Form Preview

2 elastix’

About Us Accounts / Teams Breaks Agents Forms |  Configuration

| static Forms Zd * ?

Static Form Preview 1 4

ELASTIX
Call Center PRO Static Forms Preview

Dynamic Forms

Y Show Filter + | ¥ « Page of 1 (2 records) » ¥

e Filter applied: Status = Active

Name Description Status Options ‘
Language
ECTE Update Information update Active Preview ‘

History. Client Update Update of clients information Active Preview

Static Form Preview
Static Forms

About Us
Dashboard

Dynamic Forms

List of information

MName Description Status Options
ECTE Update Information update Active Preview
Client Update Update of clients information Active Preview

Displays information of all the forms created in the DINOMI. To see a preview of the form, click on
“Preview”.

oS ELASTIX _ )
Call Center PRO Preview Form Client Update
Name: * Client Update
Description: Update of clients information
Form
Welcome
Age
Mobile Phone
Products =
purchased J
Interest y more j
products
End of survey
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Module: Dynamic Forms
This module is located at DINOMI Admin - Forms - Dynamic Forms

Dynamic forms allow the recompilation of information like static forms, but it allows to present different
fields/questions according to the answers of the client.

This kind of form is composed with nodes; each node has several fields where we create the type of
information we require. A specific type of fields called route links nodes.

We will review an example of the creation of a dynamic form.

|
System | Agenda | Email | Fax ‘ PBX ‘ ‘ CCPro Admin
Accounts / Teams Breaks Agents | Configuration
Static Forms @ Hdl x 7
Static Form Preview ELASTIX
T Call Center PRO Dynamic Forms

Dynamic Forms b

= Create new dynamic form Activate Deactivate X Delete YV Show Filter ~ ‘ K 4 Page of 1 (2 records) » ¥

Bookmarks

Name Number of nodes Created by Creation date Type Team Status Actions

Language
ECTE-Update s admin 2015-11-13 19:21:58 Public Active Edit
History
Interest in Support H admin 2015-11-16 14:19:15 Public Active Edit

Dynamic Forms

Static Form Preview

Static Forms

About Us

Dashboard

Elastix is licensed under GPL by PaloSanto Solutions. 2006 - 2015.

List of information

Name Number of nodes Created by Creation date Type Team Status Actions
ECTE-Update 5 admin 2015-11-13 15:21:58 Public Active Edit
Interest in Support 5 admin 2015-11-16 14:19:15 Public Active Edit

Fields description:
e Name: Name of the form.
e Number of nodes: Quantity of nodes in the form.
e Created by: User that created the form.
e Date of creation: Date of creation of the form.
e Type: Defines the access to the form, can take two values:
0 Public — All supervisors can access the form.
0 Private — Only the supervisors of the selected team can access the form.
e Team — Selected team for this form.
e Status: Status of the form
0 Activate: Activates a selected dynamic form.
o Deactivate: Deactivates a selected dynamic form.
e Actions: Link to enter the edition of the form.
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Action Bar

=+ Create new dynamic form Activate Deactivate Y Show Filter v | K 4 Page of 1 (2 records) » M

Filter applied: Status = Active

e Create a new dynamic form: Creates a new dynamic form.

e Activate: Activates a selected dynamic form.

e Deactivate: Deactivates a selected dynamic form.

e Page control: Allows changing pages in the list when there are too many elements. The
system displays information on pages for easier viewing.

e Show Filter: Allows filtering the information on the list based on: Status and Name of the
form. To perform a custom search we just need to enter the match criterion.

The filter selection is displayed in dark gray. Click on the X in a gray box to delete that filter criteria.

= Create new dynamic form Activate Deactivate 3 Delete Y Hide Filter ~ | K 4« Page of 1 (2 records) » M

Status: | Active j Name:

Filter applied: Status = Active

Creating a dynamic form

Before going into the form creation, we will see an example of the flow of survey with conditional
answers, this is what dynamic forms are good for. In the image below, the diamond represents a
conditional question, and the rectangle represents a non conditional question.

The first question is at the upper left, and it can take a route depending on the answers received:

ZARE YOU AN ELASTIX
PROFESSIONAL? FAREELL

WHAT IS YOUR 1
CERTIFICATION? |

WHAT COURSE DO

YOU LIKE?
WHAT TESTING CENTER?
FAREWELL
ARE YOU
INTERESTED IN 1
OTHER COURSE?
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As a first step we will identify “nodes” and “routes” on the diagram, like shown in the next image:

2

FAREWELL

YOU AN ELASTIX

PROFESSIONAL?

WHAT IS YOUR
CERTIFICATION?

[ WHAT COURSE DO
YOU LIKE?

WHAT TESTING CENTER?

‘ FAREWELL

ARE YOU
INTERESTED IN 1
‘OTHER COURSE?

B Node
I Route

This diagram has 5 nodes and 3 routes. A route is a conditional question that defines the next node
depending on an answer. Route questions can be at the beginning or at the end of a node, if a route
is at the beginning, then it is the only question in that node.

In this diagram, numbers inside the circle represent the next node the survey has to continue from.

Now, we will identify each node with a name and establish the order and hierarchy of them:

1. INTRODUCTION 2. QCOURSE | |5. FAREWELL

4. LCOURSE

3. CERTIFICATION

59

DINOMI —www.dinomi.com
All rights reserved



DINOMI — Administration Manual

These names can be changed depending on the criteria of the person who desings the form:
1. Introduction

Qcourse

Certification

Lcourse

Farewell

ok owbN

A lower number indicates a higher hierarchy. In this example, the node “INTRODUCTION’ has the
higher hierarchy, and the node “FAREWELL” the lowest hierarchy.

Important note: It is highly recommended that all questions have been previously determined, so the
nodes, routes, and hierarchy can be identified before proceeding to the Dynamic form designer. Once
we have done this, we can click in “Create a new dynamic form”:

oo SLASTIX ) )
Call Center PRO Dynamic Form Designer

| sae || cancel |
*Required field

—Dynamic form properties:

Initial  Refcount Name

Name: * Course Interest
1
Survey about interest in trainin Introduction
Form Description: * Y g °
" o Qcourse
Team: ( Public ) =]
Current initial node: Introduction o Certification

@ Lcourse

0 Farewell

new node +

—Fields for node: Introduction

Order Field Name Type Values Field

ew field Type Text j +

The first step is to create all the nodes, it is recommended to do it in the same hierarchy order you
defined before. Mark the beginning node by clicking the circle in the “initial” column.

In the section “Dynamic form properties” at the left, we have the following fields:
¢ Name: form name.
e Form Description: a brief description of the form.
e Team: we can establish here if we want to enable the form as “public” or to designate a team.
e Current Initial node: shows the name of the initial node.

In the nodes area (right) we have the following fields:
e Initial: allows selecting the initial node.
¢ Refcount: indicates the amount of nodes that reference this node. We will see this later in
more detail.
¢ Name: name of the node.
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Creating information in each node
It is recommended to begin to create questions from from the last node, in this example we start from
the node “FAREWELL".

oo ELASTIX A A
Call Center PRO Dynamic Form Designer

| save | cancel
*Required field|

—Dynamic form properties:
Name: * \Course Interest i e L
Form Description: * Survey about interest in training [-] : Introduction
Team: ( Public ) Rl ¢ Qeourse
Current initial node: Introduction 0 Certification
e Lcourse
L Farewell
new node +
—Fields for node: Farewell
Order Field Name Type Values Field
L End of survey Type Label j
new field Type Text j +

Variables:
e Order: Order of the field in the node.
e Field name: Name of the field; is the information that the agent will see, we must be as
specific as possible.
e Type: Field type
0 Text: Creates a text box for entering values.
List. Creates a list with pre-determined values.
Date: Creates a calendar control to select a date.
Text Area: Creates a multi-line text box, allowing more text than the text box.
Label: Allows to write a label for instructions.
0 Route: allows adding a route.
e Values Field: Allows to establish the conditions for the route or to add data to a “list” field.
e Action button [+]: Adds fields to the form.

O O o o

Creation of the fields in the nodes
Like mentioned, we start from the lowest hierarchy node.

FAREWELL

Fa#lidg P node. Fiseme

Erutl oof iy Ty Labal j

Twpm Tout =
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LCOURSE
Fields for node: Lcourse
Order Field Name Values Field
t 1at course do you like? Type List j ECA, ECT, ECE, ESM, ECCS | R |
2 End of survey Type Text j | |
| tperen O
CERTIFICATION
Fields for node: Certification
Order Field Name Type Values Field
1 What is your certificati Type List j ECA, ECT, ECE, ESM, ECCS |7|
2 What testing center? Type Text j |_|
= Are you interested in ¢ Route j No ‘ = |’Yes’ redirects 'Lcourse’
(<] (]
~| Recyclable
new field Type Text E} |T|

The field #3 is a route, according to the previous planning. After selecting this type we will get a list of
available nodes, in the diagram we show the “Lcourse” node if the answer of the surveyed is yes. If
the answer is no, we will go to the “Farewell’ node.

Fields for node: Certification

Order Field Name Type Values Field

1

What is your certificati Type List j ECA, ECT, ECE, ESM, ECCS | |

What testing center? Type Text | ()

Are you interested in ¢ Route j

'Yes' redirects ‘Lcourse’

'No' redirects 'Farewell’ —

new field

Type Text j | Z |

This is one of the reasons why we should start the process from the node with the lowest hierarchy
value.

QCOURSE
In this node, the question “want to take a course” is a route field that goes to the “LCourse” node if
answered yes, and the “Farewell” node if the answer is no.

Fields for node: Qcourse

Order Field Name Type Values Field
want to take a course? Route j l:l . | 'ves' redirects 'Lcourse’
— 'no’ redirects 'Farewell’ —
Farewell | | << | |L|
~| Recyclable
INTRODUCTION
62

DINOMI —www.dinomi.com
All rights reserved



DINOMI — Administration Manual

Fields for node: Introduction

Order Field Name Type Values Field
1 In Elastix professional? Route j ‘ > |"7’es’ redirects 'Certification’
‘No' redirects 'Qcourse’ _—
Qcourse j ‘ << | |_|
| Recyclable

| Speres &

Once we completed the creation of the fields in the form we click on “Save”.

Editing a dynamic form

Click on “Edit”
Name Mumber of nodes Created by Creation date Type Team Status Actions
ECTE-Update 5 admin 2015-11-13 19:21:58 Public Active Edit
Interest in Support 5 admin 2015-11-16 14:19:15 Public Active Edit
Course Interest 5 admin 2015-11-17 10:10:29 Public Active

The following page will appear:

ELASTIX

Call Center PRO Dynamic Form Designer

Save changes Cancel

*Required field|

r— Dynamic form properties:

Name: * Course Interest L RS R
1 .
i i ini Introduction
Form Description: * Survey about interest in training °
! Qcourse ‘_|
Team: { Public ) j o
Current initial node: Introduction 1 Certification ‘ - |
2 Lcourse ‘ - |
2 Farewell [ -]
new node ‘ + |
—Fields for node: Farewell
Order Field Name Type Values Field
1 End of survey Type Label j | |
‘ new field TypeText | [ + |‘

We can edit the name of the form, the description and the team. We don’'t recommend to change
the initial node, this will alter the order of our form.

Regarding “Refcount’ field, we can see that nodes “Lcourse” and “Farewell” have a reference of 2.
According to our diagram two nodes make a reference to each of them. On the field area of each
node we can add more fields, always leaving the route field at the end. We can also change the order
of fields and modify the “field name”.

Once we complete the edition click on “Save changes”.
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CHAPTER 6

Campaigns

Menu: DINOMI Manage
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Sub-menu: Ingoing Calls
This sub-menu is located at DINOMI Manage - Ingoing Calls

During incoming campaigns, agents receive calls from customers or subscribers spontaneously. You
don't need a list of numbers of customer and the prediction doesn't work in this mode.

The preliminary configurations for setting an incoming campaign involve defining a queue, with at
least one agent. Also, it is recommended to route incoming calls to the queue through an IVR, and
avoid doing a direct connection to the trunk. This configurations are done in the Elastix PBX interface,
and are beyond the scope of this manual.

Regarding incoming campaigns again, DINOMI logs the information of which agent receives each call
in a database; this information is stored for reporting purposes.

Also, contrary to outgoing campaigns, there is no need to generate a calling list file for incoming
campaigns, we can feed the DINOMI with information about regular customers, which will be
displayed in the agent console at the moment that customer calls.

Module: Ingoing Campaign
This module is located at DINOMI Manage - Ingoing Calls 2 Ingoing Campaigns

System Agenda Email PBX

Agent Console | IngoingCalls | Outgoing Calls | Manual Calls | | Monitoring

ELASTIX
Call Center PRO

Ingoing Campaigns. L

Clients

Inbound Campaigns

Bookmarks = New Campaig Change Status X Delete Y Show Filter ~ ‘ K 4 Page of 1 (2 records) » ¥

Language ‘ . il X
Name Team Range Date Schedule per Day Queue Completed calls Average time Status  Options
Histary
Encuenta a ECTEs TrainingSales  2015-11-13 - 2015-11-13 16:00:00 - 20:00:00 6001 4 N/A Inactive  CSV Data
Ingoing Campaigns
Agent Console CAM-ELX-001 Commerciall ~ 2015-11-17 - 2015-11-17 10:00:00 - 11:00:00 6001 i N/A Inactive  CSV Data
Language

Dashboard

Campaigns

Elastix is licensed under GPL by PaloSanto Solutions, 2006 - 2015,

List of Information

Name Team Range Date Schedule per Day Queue  Completed calls Average time Status  Options
ECTE Survey TrainingSales 2015-11-13 - 2015-11-13 16:00:00 - 20:00:00 6001 4 MNfA Inactive CSV Data
CAM-ELX-001 Commerciall 2015-11-17 - 2015-11-17 10:00:00 - 11:00:00 6001 o N/A Inactive  CSV Data

Fields description:
e Name: Name of the campaign
e Team: Team assigned to the campaign
e Range Date: Lapse of time during the campaign will be active
e Schedule per Day: Day scheduled time for the campaign
¢ Queue: Queue that will be used to receive calls for this campaign
e Completed calls: number of completed calls
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e Average time: average time of completed calls

e Status: status of the campaign
0 Active: the campaign is active and the queue will assign calls to agents
0 Inactive: The campaign is not active

e Options: allows to download a file with information associated to the campaign

Action Bar

=+ New Campaign Change Status X Delete Y Show Filter ~
X

H 4« Page of 1 (2 records) » M

¢ New Campaign: Create a campaign
e Change Status: Change the status of the selected campaign
0 Activate: Activate selected campaigns after clicking “Change Status”
o Deactivate: Deactivates selected campaigns after clicking “Change Status”
o Delete: Deletes the selected campaigns
e Page control: Allows to change pages in the list when there are too many elements. The
system displays information on pages for easier viewing
e Show Filter: Allows to filter the information on the list based on: Name, Team and Status of
the campaign. To perform a custom search we just need to enter the new criteria

The filter selection is displayed in dark gray. Click on the X in a gray box to delete that filter criteria.

+ New Campaign [R=ERS | Change Status ¥ Delete Y Show Filter ~ | H 4 Page of 1 (2 records) » M
Name Team Range Date Schedule per Day Queue  Completed calls Average time Status  Options
ECTE Survey TrainingSales 2015-11-13 - 2015-11-13 16:00:00 - 20:00:00 6001 4 MNfA Inactive CSV Data
CAM-ELX-001 Commerciall 2015-11-17 - 2015-11-17 10:00:00 - 11:00:00 6001 o MNfA Inactive CSV Data

Module: Clients
This module is located at DINOMI Manage - Ingoing Calls > Clients

System | Agenda | Email

Agent Console | IngoingCalls | Outgoing Calls Manual Calls

Ingoing Campaigns

Clients. b

ELASTIX ‘
‘ G‘ Call Center PRO

Bookmarks Ephff =
Language— Select file to Upload: Choose File ' no file selected

Histary Format File: "Phone", "Identification Card","Name", "Last Name" ‘

D tacts »
Clients

Ingoing Campaigns
Agent Console
Dashboard

Language

Elastix is licensed under GPL by 2006 - 2015.

The clients module allows to upload a file with contact information of potential or regular customers.
During incoming campaings, DINOMI verifies the number of the incoming call with the data inside the
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uploaded file and shows the customer information on the agent console, if the number matches a
register on the file.

This module accepts Comma Separated Value (CSV) file types, with information in the following
format: "Phone","ldentification Card","Name",”Last Name"

ELASTIX
®9 Cail Center PRO

Upload

Select file to Upload: Choocse File no file selected

Format File: "Phone", "Identification Card","Name","Last Name"

Download contacts »

You can create these files using a spreadsheet software like Excel or OpenOffice; let’s see an
example:

@00
T EBH= BE&M P KBE-¢ B
@ [Aral 10« NCS ==
All | AE =
A B C D E
1 | 2833209 1Harry Einstein R
2 2991085 2 Henry Bolivar
3 2831998 3Juan Rodriguez O p e n O-F-F 1 C e
4 | 2832369 4Fabrizio Kissinger
5 2294440 S5 Ana Jobs
& 2871575 G Elvita Einstein
7 2402301 7Michael Rodriguez
8 | 2564900 8Albert Kent
9 | 2600333 9Simon  Knight
10 2343698 10 Silvio Abad
11
12

The first column contains the customer’s phone number, the second column contains an id to identify
him, the third column contains the first name, and the fourth column contains the last name. The
module registers the information in that order.

The field “Identification Card’, belongs to an ID field to identify a customer. This is a required field, if
the customers do not possess a relevant and unique identification field, we can use an ordinal number
as a reference, like in the example above.

Once we have formatted the information appropriately, we must save the file as CSV, in Excel or
OpenOffice, in the following way:

OpenOffice (or Libre Office)
The file should be saved as “Text CSV (.CSV)". The field delimiter must be (,) and the text delimiter
(). The encoding of the file must be “UTF-8".

This procedure is valid on windows and mac.
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Excel

In windows versions we must save the file as “CSV (MS-DOS) (.CSV)". The regional configuration
must be in English, this will save the file with (,) as field delimiter. In mac versions we must save the

file as “Windows Comma Separated (.CSV)

Once we have created the CSV file, we can upload it on the module clicking on “Choose File”.

It is not necessary to upload the file to create an ingoing campaign, but it gives us the possibility to
show important information to the agent about the person that is calling. We can download the file, as
well, to verify the complete list of contacts we have in the module. This is important because each
time we upload information, the module will replace all the contacts that have the same “Identification

Card”.

Creating a campaign
Go back to “DINOMI Manage -2 Ingoing Calls 2 Ingoing Campaign” module and click on “New
Campaign”.

The following page will appear:

Manage dynamic forms

Manage External URLs

oo ELASTIX )
Call Center PRO New Inbound Campaign

| sae || cancel |
*Required field

Name: *

Team Name: * | -- Choose a team -- 5
Range Date: * Start End
Schedule per Day: * | HH tIMM Start time

ECET
ar| |4

HH tI MM End time

Form: [ECTE Update >

Manage Forms. Client Update

<<

Dynamic form: | -- Choose a form --

ar

External URLS: | (No external URL) %

Queue: * | 6001 QueuePl %

Manage Queues

S o *
e [Style] % [Font]

i
W,
P
&
3
&
@
a

B 7 U

Fields description:

Name: Name of the campaign

Team: Team assigned to the campaign

Range Date: Lapse of time during the campaign will be active

Schedule per Day: Day scheduled time for the campaign

Form: Static form that will be used in this campaign

Dynamic Form: Dynamic form that will be used in the campaign

External URLs: External URL that will be executed every time a call is assigned to the agent
Queue: Queue that will be used to receive calls for this campaign

Script: Script that will be presented to the agent (overwrites the default script of the queue)
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The following links will take us to a different page setup section:
¢ Manage Forms

Manage dynamic forms

Manage External URLs

Manage Queue

Fields with a * are required.
Click on “Save” to complete this process.

Editing an incoming campaign
To enter the edition mode click on the name of the campaign.

Name Team Range Date Schedule per Day Queue Completed calls Average time Status  Options
ECTE Survey TrainingSales 2015-11-13 - 2015-11-13 16:00:00 - 20:00:00 6001 4 N/ Inactive CSV Data
CAM-ELX-D01 Commerciall 2015-11-17 - 2015-11-17 10:00:00 - 11:00:00 6001 o N/A Inactive CSY Data

The system allows to modify all the fields on the campaign. The edition is useful when we need to
extend the range of dates of a campaign or change the schedule, which is important because a
campaign is automatically deactivated once it reached the end date of the duration.

We can also change the forms that we will use, however, we should take into account that the CSV
file of the campaign will include all the information generated previously, including all the forms that
generated information.

Click on “Apply changes” to complete this process.

Sub-menu: Outgoing Calls
This sub-menu is located at DINOMI Manage - Outgoing Calls

During outgoing campaigns, DINOMI requires a list of the telephone numbers to be dialed. The call
center dialer generates calls based on that information, and connects them to the agents residing in
the queue assisgned to that campaign. Calls will be placed based on the “ring strategy” configured at
the queue.

Once the campaign is active, the system will dial the telephone numbers on the list, verifying the
number of free agents available on the queue. The basic configuration performs “as many concurrent
calls as free agents”.

As we mentioned earlier, the call center assigns a call to a queue, not to a specific agent; if a call is
successful, the queue will assign the call to a free agent. It is recommended to set the ring strategy of
the queue to “rrmemory” or “rrordered.

The field “Skip Busy Agents”, on the queue, must have the following option selected:
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General Queue Options

Ring Strategy: rrmemory 7|
Autofill: B
Skip Busy Agents: Yes + (ringinuse=no) |

DINOMI registers the information of the agent assigned to a call in a database. This information will
be used by various processes inside the system.

Once the call concludes, the agent status will change from busy to idle/standby, and he will be
available to receive another call.

This process repeats until the system completes calls to all the numbers on the list.

Module: Campaigns
This module is located at DINOMI Manage - Outgoing Calls 2 Campaings

elast

System Agenda Email ‘ Fax ‘ PBX M ‘ CCPro Manage

Agent Console Ingoing Calls Outgoing Calls | Manual Calls Reports Monitoring

Campalgns >

Z A *x 2]

Do not Call List

Call Center PRO Outbound Campaigns

‘ oS ELASTIX

+ New Campaign Change Status X Delete 'Y Show Filter ~ ‘ K 4 Page of 1 (1 records) » W

Bookmarks
o ‘ Filter applied: Team = All [ Filter applied: Status = All
‘ Name Team Range Date Schedule per Day  Retries Trunk Queue Completed calls  Average time  Status Options.
History
Test Survey Commerciall 2015-11-17 - 2015-11-17  10:00:00 - 17:00:00 5 SIP/proveedor 6002  N/A N/A Inactive CSV Data
Campaigns

Ingoing Campaigns
Clients
Agent Console

Dashboard

LR e P G e A S T R

S e

List of Information

Name Team Range Date Schedule per Day Retries Trunk Queue Completed calls  Average time  Status Options
) Test Survey Commerciall 2015-11-17 - 2015-11-17 10:00:00 - 17:00:00 5 SIP/proveedor 6002 N/A N/A Inactive CSV Data

Fields description:
¢ Name: Name of the campaign
e Team: Team assigned to the campaign
e Range Date: Lapse of time during the campaign will be active
e Schedule per Day: Day scheduled time for the campaign
e Retries: Amount of attempts DINOMI will dial a number that didn’t completed a successful call
for this campaign
e Trunk: The telephony channel that will be used to perform outgoing calls
e Queue: Queue that will be used for this campaign
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e Completed calls: Number of completed calls

e Average time: Average time of completed calls

e Status: Status of the campaign
0 Active: The campaign is active and the queue will assign calls to agents
0 Inactive: The campaign is not active

e Options: Allows to download a file with information associated to the campaign

Action Bar

=+ New Campaign Change Status X Delete Y Show Filter ~

H 4 Page of 1 (1 records) » W

e New Campaign: Create a campaign
e Change Status: Change the status of the selected campaign
0 Activate: Activate selected campaigns after clicking “Change Status”
o Deactivate: Deactivates selected campaigns after clicking “Change Status”
e Delete: Deletes the selected campaigns
e Page control: Allows changing pages in the list when there are too many elements. The
system displays information on pages for easier viewing
e Show Filter: Allows to filter the information on the list based on: Name, Team and Status of
the campaign. To perform a custom search we just need to enter the new criteria

The filter selection is displayed in dark gray. Click on the X in a gray box to delete that filter criteria.

4 New Campaign Change Status X Delete Y Hide Filter = | H 4« Page of 1 (1 records) » M
Name:

Team: All j

Status: G| seacn

Name Team Range Date Schedule per Day Retries Trunk Queue Completed calls  Average time  Status Options
Test Survey Commerciall 2015-11-17 - 2015-11-17 10:00:00 - 17:00:00 5 SIP/proveedor 6002 N/A N/A Inactive CSW Data
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Creating a campaign
Click on “New Campaign” The following page will appear:

oo ELASTIX )
Call Center PRO New Campaign

*Reguired field

Mame: *

Team Name: * | -- Choose a team -- %

Schedule per Day: * [HH & :| MM $ Starttime
HH &/:[MM #|End time
Farm: [ECTE Update —

Client Update
Hanage Forms

L

Dynamic farm: | -- Choose a form -

Manage dynamic
forms_

External URLS: | (Mo external URL) %

Manage external
URLs

Trunk: = | (By Dialplan) %
Manage Trunks
Max. used channels: * |0 {Leave as 0 to disable channel limit)
Enable AMD: * ~

Context: * [from-internal

Queue: * | 6001 QueusPl §

Manage Queues

Retries: * [5
Call Fllg: * | Gtome File | na file selected
Call Flle Encoding: * | UTF-B - Universal H
Script: *

[Styla] : [Font] 4| [Siza] #
B 757 U EEE—|Z=HEEFEAQEFHO

¢ Name: Name of the campaign
e Team: Team assigned to the campaign
Range Date: Lapse of time during the campaign will be active

Schedule per Day: Day scheduled time for the campaign

Form: Static form that will be used in this campaign

Dynamic Form: Dynamic form that will be used in the campaign

External URLs: External URL that will be executed every time a call is assigned to the agent
Trunk: The telephony channel that will be used to perform outgoing calls. The default channel
is “By Dial plan”

e Max used channels: The amount of channels that will be used on the campaign, it is the limit
of concurrent calls for this campaign. Enter a value of 0 to remove any limit to the channel
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e Enable AMD: Enables answering machine detection algorithm on the campaign

e Context: Is the context that will be used for the campaign. The default context is “from-
internal’

e Queue: Queue that will be used for this campaign

e Retries: Amount of attempts DINOMI will dial a number that didn’t completed a successful call
for this campaign

e Call File: A CSV call file with the information of telephone numbers that will be dialed for this
campaign

e Call File Encoding: Type of encoding used for the creation of the CSV file

e Script: Script that will be presented during each call in the agent’s console (overwrites the
default script of the queue)

The following links will take us to a different page setup section:
e Manage Forms

Manage dynamic forms

Manage External URLs

Manage Trunks

Manage Queue

Fields with a * are required.
Click on “Save” to complete this process.

CSV call file
The Comma Separated Value (CSV) file required for the list of telephone numbers must have the
following format:

“Text CSV (.CSV)". The field delimiter must be (,) and the text delimiter (“). The recommended
encoding is “UTF-8".

The file must include at least one column:
“phone”
099123456
098123456
097123456

We can add additional fields for information using the following format:

»n

“phone”,”new_field1”,” new_field2”,...” new_fieldX”

E.g. (first column is the header for this file)
"phone","name","LastName",”ID_Number”
099123456,"Eduardo”,"Clerk",”11111111”
098123456,"Pedro","Strahm","22222222”

097123456,"Juan","Trippe",”33333333”

Tip: If we use ‘“libre office”, we must save as “Text CSV (.CSV)” and select the option “Edit Filter
Settings”; after that select - Character Set: Unicode (UTF-8) -, - Field delimiter: , -, - Text Delimiter: " -,
Mark the field "Save cell content as shown" and the field "Quote all text cells"; see the following
image:
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o @ Export Text File
. Field Options

Characterset: | Unicode (UTF-8) Bl
Field delimiter: | |
et ccleniee -
Save cell content as shown F

Save cell formulas instead of calculated values :
Quote all text cells |

Fixed column width |

Working with several numbers per client

The CSV file is the same as with a single number; we only need to modify the phone field for a
customer with various numbers. That column will include all the numbers of the client separated with
a hyphen “-*

phone1-phone2-...phoneX

E.g.
“phone”
099123456-099123123-099321321
098111111-098444444
097222222

If the client has just one phone we don’t need to add the hyphen. Let's see an example with more
fields:
"phone","name","last name",”ID Number”
099123456-099123123-099321321,"Eduardo”,"Clerk",”11111111”
098111111-098444444,"Pedro","Strahm",”22222222”

097222222,"Juan","Trippe","33333333”

Module: Do not Call List

This module is located at DINOMI Manage - Outgoing Calls = Do not Call List. It will allow us to
include phone numbers that won'’t be dialed by any campaign.

|
@ System | Agenda Email M CCPro Manage
ent Console ngoing Calls going Calls | anual Calls
it C I Ingoing Call: Out Calle M | Call
Campaigns @ Hdl % 7
Do niot Call List P ELASTIX
S * Call Center PRO
R 4+ Add % Delete ‘ H ¢« Page of 1 (2 records) »
Eangumce | Phone Number Date Income Status
—H' - i’ 2830984 2015-11-06 15:18:39 Active
istory
e —— | 2833209 2015-11-06 15:18:39 Active
Do not Call List
nnnnnnnnn
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Action Bar

+ Add X Delete | H 4 Page of 1 (2 records) » M

e Add: Enters the adding section. From there we can upload a CSV file or register a number
one by one.

e Delete: Deletes selected number from this list.

e Page control: Allows to change pages in the list when there are too many elements. The
system displays information on pages for easier viewing.

Adding a Do-not-call number
Click on “Add” to add numbers. The following page will appear:

oS ELASTIX

Call CenterPRO New Do not Call List

Upload File Add new Number

Load File:
Maximum upload size: 8 Mb

Choose File no file selected

There we can add individual numbers by clicking “Add New Number”, or upload a CSV file with
several numbers, by clicking “Choose File”.

oS ELASTIX

Call Center PRO New Do not Call List

Upload File Add new Number

Add new Number: 5

Insert on number per line

Click “Cancel’ to return to the previous page.

Sub-menu: Manual Calls
This sub-menu is located at DINOMI Manage = Manual Calls

DINOMI includes a mode called “Preview”, which allows setting up a regular campaign to one or more
agents, and includes a call file with listed numbers. The difference between an outgoing campaign
and a manual campaign is that in an outgoing campaign, the dialer starts calls automatically and
assigns them to a queue; while in the manual campaigns the list of available phone numbers are
presented at the agent console so the agent start the call (manually).

Another difference is that, depending on the configuration; the agent can skip a number.
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Module: Manual Campaigns
This module is located at DINOMI Manage - Manual Calls 2 Manual Campaigns

System | Agenda | Email { CCPro Manage
Agent Console Ingoing Calls Qutgoing Calls Manual Calls
Manual Campaigns » ‘ l:;/ H K ?
R ‘ e ELASTIX .
. _ Call Center PRO Outbound Campaigns

Y Show Filter ~ ‘ K 4 Page of 1 (1 records) » ¥

Language

| Name Team Range Date Schedule per Day Trunk Status Options
Manual Campaigns |
|
| Agent Training Commerciall 2015-11-19 - 2015-11-19 14:00:00 - 16:00:00 (Dialplan) Active CSV Data
Campaigns |
Agent Console
Dashboard
Lamadas Manuales
Elasti der GPL by 2006 - 2015,
List of Information
Name Team Range Date Schedule per Day Trunk Status Options
Agent Training Commerciall 2015-11-19 - 2015-11-1% 14:00:00 - 16:00:00 (Dialplan) Active CSV Data

Fields description:
¢ Name: Name of the campaign
e Team: Team assigned to the campaign
¢ Range Date: Lapse of time during the campaign will be active
e Schedule per Day: Day scheduled time for the campaign
e Trunk: The telephony channel that will be used to perform outgoing calls
e Status: Status of the campaign
0 Active: The campaign is active and the queue will assign calls to agents
0 Inactive: The campaign is not active
Options: Allows to download a file with information associated to the campaign

Action Bar

Activate j Change Status 3 Delete Y Show Filter + | K « Page of 1 (1 records) » ¥

Filter applied: Status = Active

e New Campaign: Create a campaign
e Change Status: Change the status of the selected campaign
0 Activate: Activate selected campaigns after clicking “Change Status”
o Deactivate: Deactivates selected campaigns after clicking “Change Status”
e Delete: Deletes the selected campaigns
e Page control: Allows changing pages in the list when there are too many elements. The
system displays information on pages for easier viewing
e Show Filter: Allows to filter the information on the list based on: Name, Team and Status of
the campaign. To perform a custom search we just need to enter the new criteria

The filter selection is displayed in dark gray. Click on the X in a gray box to delete that filter criteria.
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= New Campaign Change Status X Delete Y Hide Filter ~ | W 4« Page of 1 (1 records) »

Name:

Team:

Status:

Al ~|

Filter applied: Status = Active

Creating a campaign
Click on “New Campaign”. The following page will appear:

oS ELASTIX )
Call Center PRO New Campaign
Save Cancel
*Required field
Name: =
Team Name: * | -- Choose a team -- %

Schedule per Day: * [HH ¥ :| MM % Starttime
HH % :[MM % End time

Agents: |agent/1004 - A4 >
Agent/1005 - AS
Agent/1006 - A6
SIP/206 - Ext 6 <<
SIP/207 - Ext 7

Form: [ECTE Update oy
Client Update
Manage Forms

<<

Dynamic form: | -- Choose a form -— v

Manage dynamic
forms

External URLs: | (No external URL) +

Manage external
URLs

Context: * |from-internal

Call File: * | Chosse Fie | no file selected
Call File Encoding: * | UTF-B - Universal B
Tipo de Campania: * | Aleatorio +
Seript: * | (giyie) 4 [Font] 4 [Size] + |
B/ IES=-—EEEFEALAE GO

Name: Name of the campaign

Team: Team assigned to the campaign

Range Date: Lapse of time during the campaign will be active

Schedule per Day: Day scheduled time for the campaign

Agents: Agents that will be assigned the campaign

Form: Static form that will be used in this campaign

Dynamic Form: Dynamic form that will be used in the campaign

External URLs: External URL that will be executed every time a call is assigned to the agent
Context: Is the context that will be used for the campaign. The default context is “from-
internal’

Call File: A CSV call file with the information of telephone numbers that will be dialed for this
campaign

Call File Encoding: Type of encoding used for the creation of the CSV file
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e Tipo de campafa (Type of campaign): Allows to choose the way the numbers will be
presented to the agent.
o Aleatorio (Random): Contacts are presented randomly in a short list, the agent can
select any of the contacts to start the call.
0 Secuencial (Sequential): Contacts are presented in order, one at a time. The agent
can review the information of the contact and dial or skip it.
0 Secuencial Restrictivo (Sequential Mandatory): Contacts are presented in order,
one at a time. The agent cannot skip any contact, but he can dial when he is ready.
e Script: Script that will be presented during each call in the agent’s console (overwrites the
default script of the queue)

The following links will take us to a different page setup section:
e Manage Forms
¢ Manage dynamic forms
¢ Manage External URLs

Fields with a * are required.
Click on “Save” to complete this process.

Editing a manual campaign

We can edit all the fields of a manual campaign, however changes made are not updated
automatically in the campaign. In certain cases, agents should make logout and login again to see
some of the changes, especially regarding changes in the “type of campaign” or the “Call file”.

More detailed information of manual campaigns will be seen in chapter 8.
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CHAPTER 7

Recordings
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Elastix allows call recording at 3 levels: queue, trunk (through outbound routes), and extensions. The
most effective alternative for Call Center is to configure recording on the queue for incoming and
outbound campaigns.

Recording on demand, at the agent level, is not available, with the exception of the extensions that
are used on the dynamic mode.

With this on mind, we should configure recordings for manual campaigns in the outbound route.

Activating call recording

To activate recordings on the queue go to PBX -> PBX Configuration-> Queues. Enter the queue you
want to enable recording and go to “General Queue Options”.

The parameter “Call Recording” has the following options:
e wav.- enables the call recording in the queue in wav format
e wav49.- enables the call recording in the queue with a compressed version of wav

e gsm.- enables the call recording in the queue encoded with gsm
e no.-is the option by default and disables the call recording in the queue

General Queue Options

Ring Strategy: rrmemory 7|

Autofill:

Skip Busy Agents: Yes + (ringinuse=no) |

Queue Weight: o -~

Music on Hold Class: inherit j MoH Only | Agent Ringing Ring Only

Join Announcement: None j Always When No Free Agents When No Ready Agents
Call Recording:

Recording Mode: wavad b4 Time ~|

Caller Volume Adjustment: gsm ment ~|

Agent Volume Adjustment: ald ment 7|

Mark calls answered elsewhere:

Once we select the file format of the recording, go to the bottom of the page and click on “Submit
Changes” and then click on “Apply Changes”.

=k x ?

Apply Config

The queue will record all the calls in the assigned campaign.
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Reviewing Recordings
To search for call recordings we go to DINOMI Manage - Reports = Call Details.

We will see the list of calls performed from the Call Center campaigns. As we enabled call recording
in queue 6001, we can see 4 available records in the “Recording” column that can be downloaded by

clickin each item on the list.

Further information about call recordings will be covered in chapter 9.

oo SELASTIX ;
Call Center PRO Calls Detail
¥ Show Filter + % Download | K 4 Page of 1 (50 records) » M
Filter applied: Start Date = 2015-11-19 00:00:00, End Date = 2015-11-19 23:59:59
No. Agent  Agent Start Time End Time Duration  Duration Wait Queue Type Phone Transfer Status Recording
206 Ext 6 2015-11-19 15:11:09 2015-11-19 15:11:54 00:00:45 00:00:03 6002 Incoming 2833209 Success
206 Ext 6 2015-11-19 15:10:26 2015-11-19 19:10:49 00:00:23 00:00:04 6002 Incoming 2833209 Success
206 Ext 6 2015-11-19 15:08:00 2015-11-19 15:09:10 00:01:11 00:00:05 6002 Incoming 2833209 Success
206 Ext 6 2015-11-19 15:01:00 2015-11-19 15:02:08 00:01:08 00:00:07 6002 Incoming 2833209 Success
206 Ext 6 2015-11-19 18:58:39 2015-11-19 18:59:16 00:00:37 00:00:06 6002 Incoming 6008010 Success
1004 Ad 2015-11-19 18:00:20 2015-11-19 18:01:25 00:01:05 00:00:00 6001 Incoming 6008010 Success Download
1004 Ad 2015-11-19 17:59:11 2015-11-19 18:00:05 00:00:54 00:00:00 6001 Incoming 2908810 Success Download
1004 Ad 2015-11-19 17:21:51 2015-11-19 17:22:57 00:01:06 00:00:00 6001 Incoming 2508810 Success Download
1004 Ad 2015-11-19 17:19:03 2015-11-19 17:19:44 00:00:41 00:00:00 6001 Incoming 2293050 Success Cownload
1004 Ad 2015-11-19 14:02:41 2015-11-19 14:04:05 00:01:24 00:00:00 ManualDialing 6008010 Success
1004 Ad 2015-11-19 14:02:00 2015-11-19 14:02:18 00:00:18 00:00:00 ManualDialing 2508810 Success
1004 Ad 2015-11-19 14:01:14 2015-11-19 14:01:33 00:00:19 00:00:00 Manuallialing 2833209 Success
1004 A4 2015-11-19 13:56:15 2015-11-19 13:58:31 00:02:16 00:00:00 ManualDialing 2908810 Success
1004 Ad 2015-11-19 13:51:57 2015-11-19 13:55:59 00:04:02 00:00:00 Manuallialing 6008010 Success
1004 Ad 2015-11-19 13:51:37 2015-11-19 13:51:42 00:00:05 00:00:00 Manuallialing 2508810 ShortCall
1004 Ad 2015-11-19 13:51:12 2015-11-19 13:51:17 00:00:06 00:00:00 ManualDialing 2833209 ShortCall
1004 Ad 2015-11-19 13:50:45 2015-11-19 13:51:02 00:00:16 00:00:00 ManualDBialing 2833209 Success

By default, the report doesn’t have any filter activated, however we can filter results based on: Range
of date, Type of campaign, Phone number, Team, No Agent and Queue. With these options we can
easily search for a specific call.

ELASTIX

®9 Cail Center PRO

Calls Detail

Y Hide Filter ~ s Download | ¥ { Page of 1 (50 records) » W
End Date: Team: All j
Phone: No. Agent: (All Agents) j
Queue: (All Queues) j

Filter applied: Call Type = (Any Type)

Filter applied: Start Date = 2015-11-19 00:00:00, End Date = 2015-11-19 23:59:559

Filter applied: Queue = (All Queues) [ Filter applied: Agent = (All Agents)

In the following example, we will track phone number 6008010, on an incoming call, placed at queue
6001 and connected to agent A4
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Y Show Filter + & Download | K « Page of 1 (2 records) » W

Filter applied: Start Date = 2015-11-1% 00:00:00, End Date = 2015-11-19 23:59:59 Filter applied: Call Type = Incoming
Filter applied: Queue = 6001 QueueP1 Filter applied: Agent = 1004 - A4

MNo. Agent Agent Start Time End Time Duration Duration Wait Queue Type Phone Transfer  Status Recording
1004 A4 2015-11-19 18:00:20 2015-11-19 18:01:25 00:01:05 00:00:00 6001 Incoming 6008010 Success Download
1004 Ad 2015-11-19 11:26:47 2015-11-19 11:29:38 00:02:51 00:00:00 6001 Incoming 6008010 Success

The image show two calls, one of the calls was performed after we enabled the call recording on the
queue.

To listen the recording we click on the “Download” link. The file will be downloaded to the computer
and we can open it on any media player.

The downloaded file name is: g-6001-6008010-20151119-180020-1447974020.8.wav

The naming follows this format:
g-[queue number]-[phone number]-[Call Date]-[Call Hour]-1447974020.8.wav
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CHAPTER 8

Agent Console
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The agent console athe interaction between the agent and the DINOMI. This is a web-based tool and
works with the ECCP (Elastix DINOMItocol). The agent console receives call events through the
ECCP, including all the corresponding information of the call.

Log into the console
As we described in chapter 1, each agent will require a user to log in Elastix prior to access the Agent
console, and an agent number to receive calls.

») elastix’

We previously established permissions for the corresponding group, so the agents will only get
access to the console:

|
@ ‘ CCPro Manage

Agent Console |

oS ELASTIX

Call Center PRO Agent Console

» Welcome to Agent Console
Please select your agent number and your extension

Agent Number: | Agent/1004 - A4 ¢
Extension: | SIP/200

Callback Login:

Elastix is licensed under GPL by PaloSanto Solutions. 2006 - 2015;
At this moment the agent is logged in the system but he is not registered actively in the call center yet.

To enter the call center, the agent must select an agent number and an extension, then click on
“Enter”.

Note: We are assuming that an extension has been assigned to the agent previously.
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Right after that, the agent will receive a call, there he must enter the password related with the agent
number and press the pound key in the phone (#) to submit the password.

=+
ELASTIX
Call Center PRO Agent Agent/1004 - A4 Logged in
[No active call 00:00:00
Manual calls Take Break End session
e |
Information Farms

Seript

If the password is valid, the agent logs in, and he will be “free” to receive calls from campaigns.

To login with a callback extension, the agent must activate the option “Callback Login”, and select the
extension. Then the agent must write the password of the extension and click on “Enter”.

@ elastix’
. ‘ CCPro Manage

Agent Console |

K 'z b x ? |

oo ELASTIX
Call Center PRO Agent Console

» Welcome to Agent Console

Please select your agent number and your extension

Callback Extension: | SIP/206 - Ext 6 %

Callback Login:

After that, the agent will log into the DINOMI, and he will be ready to receive calls.
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Agent SIP/206 - Ext 6 Logged in
00:00:00

ELASTIX
®9 ¢ail Center PRO

No active call
Manual calls

Take Break End session

Call

Information Forms

Script

Sections of the agent console

oS ELASTIX ,
Call Center PRO Agent Agent/1004 - A4 Logged in
o active call 00:00:00
Manual calls Take Break End session A.
-ampaigns: = Agent Training B
Call
™ Status Contact -
Information Forms
contact-1-1
- - Name: Eduardo B. )
Contact Numbers: 2833200 % Last Name: Clerk ALt odate
Source: csv Company: Protodigits i . ) D
|pate range: (none) Update of clients information .
ITime range: (none) Welcome
Date Status Duration AMD status Fallure Cause pee o
E. Age:
Mobile
Phone:
Script
Products 3
o c' purchased: il b
Good morning, Interest y -
more yes %
We'd like to know your interest in Online products:
Training. End of survey
Go to form
Dial Skip Reset

A. Actions.- These buttons allow to perform actions prior, during or after the call.
Manual calls. - Activates the manual call section.
Hangup. — Ends the current call, sets agent status to Free.

Take Break. - Allows the agent to take a break (/E: Lunch, bathroom, etc).
Transfer. - Allows the agent to transfer a call to an existing Elastix extension.
Schedule Call. - Allows scheduling a call to be performed again in the future.

a.

©® a0 T
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f. Save Data. - Saves the data inputed in the form. The agent must click this button
every time he fills the form during a call.
g. End Session. - Allows the agent to logout the of DINOMI agent console.
B. Call information area. - Displays information of the current call: contact, phone number,
name, last name, and additional information configured on the call file. This area can be

hidden.
C. Script Area. — Displays the script configured for the current campaign. This area can be

hidden.

D. Campaign Tools. — Displays forms and embedded applications from external URLs.

E. Manual Calls Area. — Displays the information of manual calls and its controls (Dial, Skip,
Reset, Handled). This area can be hidden.

Screenshots of the operation

Incoming Campaign

During incoming campaigns, the Call Information Area shows the information of an existing contact. In
this example, the data contains the phone number (42293050), the contact ID (1), and the contact
name and last name (Frank Peres).

The agent console shows a label in green with the legend “Connected to call”.

@k x ?

oS ELASTIX )
Call Center PRO Agent Agent/1004 - A4 Logged in
onnected to call 00:00:19|
Manual calls Hangup Take Break Transfer Save data End session
l Call ]
Information Forms
Phone |
number: 42293050 Client Update J
¥ 1 - Frank Peres
Contact; Update of clients information
Welcome
. irth: =
First gy Date of Birth: =
name:
Last L
Peres Mobile Phone:
Script Products purchased: Support v
Interest y more products: yes 3
Test7 End of survey

Good Morning / Good Afterncon

Elastix is an open source project UC
enjoying worldwide recognition. The goals
of Elastix are reliability, modularity and
ease of use. These added strength to
handle the actual reporting features make it
the best choice to deploy Asterisk-based IP
PBXs.

More information www.elastix.com
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Outgoing Campaign

The following image shows an agent on an outbound campaign call. The Call Information Area shows
custom information found on the call file for this campaign: Name, Last Name, Company, Gender,
Age, City, and Country.

oS ELASTIX .
Call Center PRO Agent Agent/1004 - A4 Logged in
Connected to call 00:00:19|

Manual calls | Hangup ‘ Take Break Transfer Schedule call Save data End session

Information Forms

Phone number: 42833209 N

Naimss: Eduardo I Client Update Course Interest

Name: Eduardo . . .

Last Narrias Clerk Update of clients information

Company: Protodigits Welcome

b i N Date of Birth: &

Age: 39 Age:

City: Guayaquil Mobile Phone:

Country: Ecuador ]

Products purchased: Support ¥

Interest y more products: yes 3

Script
End of survey

Test 8
Good Morning / Good Afternoon

Elastix is an open source project UC
enjoying worldwide recognition. The goals
of Elastix are reliability, modularity and
ease of use. These added strength to
handle the actual reporting features make it
the best choice to deploy Asterisk-based IP

The agent console interface allows to hide sections B, C and E.

oS ELASTIX .
Call Center PRO Agent Agent/1004 - A4 Logged in
Connected to call 00:00:25
Manual calls ‘ Hangup ‘ Take Break Transfer Schedule call Save data End session
Information Forms
Phone number: 42833209 @
Names: Eduardo I Client Update Course Interest
Name: Eduardo . u '
Last Name: Clerk Update of clients information
Company: Protodigits Welcome Y =)
Gender Male Date of Birth: [i]
Age: 39 Age:
City: Cuayaquil Mobile Phone:
Country: Ecuador
J Products purchased: Support v
Script k | Interest y more products: yes 3
Close End of survey
Test 8
Good Morning / Good Afterncon

Elastix is an open source project UC
enjoying worldwide recognition. The goals
of Elastix are reliability, modularity and
ease of use. These added strength to
handle the actual reporting features make it
the best choice to deploy Asterisk-based IP

The following image shows the console with the C-section hidden.
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Call Center PRO Agent Agent/1004 - A4 Logged in

e,, ELASTIX

Manual calls ‘ Hangup | Take Break Transfer Schedule call Save data End session
Information Forms

Phone number: 42833209 ~ A

Names: Eduardo l Client Up Cowmsol

Name: Eduardo

Last Name: Clerk e Update of clients information
Company: Protodigits e .

Gender: Male Date of Birth:

Age: 39 Age:

City: Guayaquil Mobile Phone:

Country: Ecuador

Products purchased: Support :

Interest y more products: yes 3
End of survey

Campaigns can be configured to include 2 or more forms. In cases were an external URL embeds an
application, it will be displayed in section D.

oS ELASTIX )
Call CenterPRO Agent Agent/1004 - A4 Logged in
Connected to call 00:01:42
Manual calls | Hangup | Take Break Transfer Schedule call Save data End session
Information- Forms-
Phone number: 42833209 7
Naiigs: Edduanda: | Client Update , Course Interest
Name: Eduardo et
Last Name: Clerk nteaduckion
Company: Protodigits 5 A T
Are you an Elastix professional?: Yes -
Gender: Male B i
Age: 39 Certification
City: Guayaquil
Country: Eciiadar What is your certification?: ECE =
What testing center?: Vopero
Are you interested in other course?: Yes v
Lcourse
What course do you like?: ESM %
End of survey: Succesfull

Saving Data
To store the information gathered on the form into the database, it is necessary to click on “Save
Data” button, otherwise the information will be lost.
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oS ELASTIX .
Call Center PRO Agent Agent/1004 - A4 Logged in
O Form data successfully saved
Connected to call 00:01:46
Manual calls ‘ Hangup | Take Break Transfer Schedule call Save data End session
Information -Forms 1
Phone number: 42833209 7
Names: Eduiarda | Client Update I Course Interest |
Name: Eduardo introducti
Last Name: Clerk mrochiction
Company; Protodigits Are you an Elastix professional?: Yes B
Gender: Male
Age: 39 Certification
City: Guayaquil
’ Country: Ecuador What is your certification?: ECE *
| H What testing center?: Vopero
Are you interested in other course?: Yes B
Lcourse
What course do you like?: ESM §
End of survey: Succesfull
—

Schedule Call
The agent can schedule a call, if requested by the client. The time of the next call must be inside the
range of the current campaign duration.

oo ELASTIX
Call Center PRO Agent Agent/1005 - A5 Logged in
Connected to call 00:01:47
Manual calls | Hangup | TakeBreak | Trancfar || Schodula call | Savedata | Fnd caccinn

| Schedule call
= I
2908810

= Phone number:
-Information

Fe

Phone number: 2908810 i Names: Pedro 1
Names: Pedro |
Name: Pedro Call at end of campaign | Schedule at date ‘ -

Last Name: Strahm =

Company;  Opendieitn Start date:  2015-11-19 End date: |2015-11-19 ‘

‘ Start time: 13 ;00 3 End time: 15 3/ 00 3 u
- ‘ Schedule to same agent
— .

Script- I ‘
Test Schedule Dismiss B

Good morning, E4

| What course do you like?: ECA ¢

We'd like to know your interest in Online

Training. End of survey:

Go to form
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If the call scheduling is correct, the agent will receive a successful message.

oS ELASTIX )
Call Center PRO Agent Agent/1005 - A5 Logged in
@ Call successfully scheduled
Connected to call 00:01:50
Manual calls ‘ Hangup ‘ Take Break Transfer Schedule call Save data End session

Information Forms

Phone number: 2908810

Namas: Pedro Course Interest

Name: Pedro | it

Last Name: Strahm puore-on

Company: Dpendiretto Are you an Elastix professional?: Yes ¥

Certification

What is your certification?: ECA +
Script I] What testing center?: fVopern
Are you interested in other course?: Yes -
Test -
Lcourse

Good morning,

What course do you like?: ECA %
We'd like to know your interest in Online
Training. End of survey:

Go to form

-

Call Transfer

The agent can perform a blind transfer or an attended transfer, to an extension on the system. On the
attended transfer, the client will be put on hold, until the agent hangs-up and completes the transfer. If
the agent wants to return to the call, prior transfering, the person on the other extension should hang-

up.

oS ELASTIX
Call Center PRO Agent Agent/1004 - A4 Logged in
Connected to call 00:00:16
Manual calls Hangup } Take Break Transfer € e Cz Save data End session
T —————————

Information Forms =
Phone

number: 36008010 Client Update

4 - Juan Trippe %
Contact: - LD Select extension to transfer to
. B Welcome |

First inn Date of Birth: [200 ]

name: Adi ‘—

Last 5 ‘ e Blind transfer Attended transfer ‘

fiiiooe Mobile Phone: {
—
“Script I Products purchased: ' Supp
Interest y more products: yes | T ranstan Dismiss
Test7 End of survey
A

Good Moming / Good Afternoon

Elastix is an open source project UC

enjoying worldwide recognition. The goals

of Elastix are reliability, modularity and

ease of use. These added strength to

handle the actual reporting features make it

the best choice to deploy Asterisk-based IP

PBXs.

More information www.elastix.com
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Break

When the agent click the “Take Break” button at the top of Agent console, a small window will pop up
with the list of available breaks.

G, ELASTIX
Call Center PRO Agent Agent/1004 - A4 Logged in
No active call 00:00:00
Manual calls Hangup Take Break Tra Schedule « Save data End session
| Call
“Information——————— -Forms

i lect break
Welcome Select break type =

Date of Birth: 2 | Lunch - Break for lunch %
e 2 —
Mobile Phone: :7 ) —|
Script B I Products purchased: 7"( jakeiireak Dismiss =
Interest y more products: fg, vy 4

End of survey

Once the agent chooses one of the available breaks, the system will put the agent as not available. A
red label will display with the legend: On break: Type_of_break. To get back to available status, the
agent must click on “End Break’.

G, ELASTIX

Call Center PRO Agent Agent/1004 - A4 Logged in
On break: Lunch 00:00:16
Manual calls End Break € Save data End session
Call
Information = Forms-

Client Update

Update of clients information

Welcome : :
Date of Birth: 2015-11-20
Age: 21
| J Mobile Phone: 7648473839
— = =
Script B Products purchased: Tranining v
Interest y more products: yes &

End of survey
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Manual Call Campaigns

This feature is located at DINOMI Manage - Manual Calls sub-menu.

These types of campaigns require the selection of one or more agents, instead of a queue. Once the
campaign is created and scheduled, an agent should log into the call center and click on “Manual
calls”. The agent will see a field called “Campaigns” with a list of the available campaigns for him.
According to the type of campaign, the agent will see a list of contacts and will be able to “dial” or
“skip” if the campaign type was set to sequential.

Zbk A ?

G, ELASTIX

Call Center PRO Agent Agent/1004 - A4 Logged in
Connected to call 00:00:4.
Manual calls | Hangup | Take Break Transfer Schedule call Save data End session
Campaigns:  Test4 5
EE—— Information Forms
ourse Interes
Contact Numbers: 42833209 Last Name: Clerk
Source: csv Company: Protodigits )
Date range: (none) Gender:  Male Introduction
Til 3 3
Tiarence (aleL)] e A_ge' 29 . Are you an Elastix professional?: Yes B
City: Guayaquil
Country:  Ecuador Certification
2015-11-20
11:29:48 [Success- “ e
What is your certification?: ECE =
Script What testing center?: Vopero
Are you interested in other course?: No +
Test 4
Farewell
Good Moming / Good Afternoon End of survey

Elastix is an open source project UC

enjoying worldwide recognition. The goals

of Elastix are reliability, modularity and

ease of use. These added strength to

handle the actual reporting features make it

the best choice to deploy Asterisk-based IP
Handled ki

After clicking on dial, the console will display a purple label with the legend “Waiting for call”. When
the call connects, it will show the green label with the legend “Connected to call’.

oS ELASTIX .
Call Center PRO Agent Agent/1004 - A4 Logged in

aiting for call 00:00:00

Manual calls ‘ Hangup ‘ Take Break Save data End session
Campaigns: | Testl v

(1/1) Information Forms
[ statws — contact |l i
F contact-2-4 Last Name: Strahm Elient:Upriate
R lcontact-2-5 Company: Opendireito
Update of clients information
F contact-2-6
Welcome

Contact Numbers: 2908810 & BDiar::,"f
Source: csv )
Date range: (none) Age:
Time range: (none) ) Mobile

[ —e—— ] Fallure : Phone:
=i status Cause Script Products | ¢, =
upport v
2015-11-19 Dialing - L i purchased:
13:44:17 9 Interest y
more yes %
products:

End of survey

On a manual campaign set as random, the agent will see a list of available contacts. The agent then
can click on each contact to review the information and click on dial to call.
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oS ELASTIX )
Call Center PRO Agent Agent/1004 - A4 Logged in
No active call 00:00:00
Manual calls 2 Take Break Save data End session
Campaigns: | Testl o
Call
(1/1) Information- Forms
i B i -
F contact-2-4 Last Name: Clerk Client Update
F contact-2-5 Company: Protodigits
'F e Update of clients information
\contact-2-6
Welcome
Contact Numbers: 2833209 4 pmet =
Source: csv .
Date range: (none) Age:
Time range: (none) ’ Mobile
AMD Fallure | | : ) i 1 Phone:
g producs .
Test Support v
2015-11-19 s 29 L . purchased:
113:42:37 uccess. Interest y
more yes ¥
products:
End of survey
Reset

During the call (or after), the agent can click on “Handled” to register the attention. The system will
mark the contact with the letter “F”, and the contact won’t be available for another call.

oS ELASTIX )
Call Center PRO Agent Agent/1004 - A4 Logged in
Connected to call 00:00:4.
Manual calls | Hangup | Take Break Transfer Schedule call Save data End session
Campaigns: | Test4 ¥ - -
Contact Y
" lcontact-5-14 Information Forms
Name: Eduardo = = ¢
ourse Interes
Contact Numbers: 42833209 $ Last Name: Clerk
Source: csv Company: Protodigits .
Date range: (none) Gender:  Male intraclaction
Time range: :
g (pae) AMD Fall A_ge. 39 r Are you an Elastix professional?: Yes s
Date  Status Duration 010 PoTure RCC Guayaquil B
Country:  Ecuador Certification
2015-11-20 | ~N—
S - ﬂ ; = i What is your certification?: ECE 3
| Script What testing center?: Vopero
|} Are you interested in other course?: No B
Test 4 =
Farewell
Good Morning / Good Afternoon End of survey
Elastix is an open source project UC
enjoying worldwide recognition. The goals
of Elastix are reliability, modularity and
ease of use. These added strength to
handle the actual reporting features make it
the best choice to deploy Asterisk-based IP
Handled SRYe
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CHAPTER 9

Reports

Menu: DINOMI Manage
Sub-Menu: “Reports”
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Reports embedded in the Call Center module were designed exclusively for this type of operation,
and are separated from Elastix CDR Reports. This module is located at DINOMI Manage - Reports

DINOMI has 10 statistical reports:
e Reports Break
e Calls Detall
e Calls per hour
e Calls per Agent
e Hold Time
e Login Logout
¢ Ingoing Calls Success
e Graphic Calls per hour
e Agent Information
e Trunks used per hour

Each report is available in the left column of the Sub-menu “Reports”, so instead of referring to
modules we will refer to the name of the report.

Reports Break
It is the first report available and contains columns with all the available breaks.

The filter of this report includes a range of dates.

o9 ELASTIX
Call Center PRO Report Breaks
Start Date: * 19 Nov 2015

End Date: * 19 Nov 2015 m

No. Agent Agent Name Hold Lunch Bathroom Brief1 Total

1004 Ad 00:00:00 00:10:23 00:00:00 00:00:11 00:10:34
1005 AS 00:00:00 00:00:00 00:06:02 00:00:35 00:06:37
1006 A 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
206 Ext6 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
207 Ext7 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Total 00:00:00 00:10:23 00:06:02 00:00:46 00:17:11
No. Agent Agent Name Hold Lunch Bathroom Brief1 Total

The report includes the number and name of the agent and the sum of time he took during each
break. A total time is available per agent and per break.

This report can be downloaded as a CSV file, spreadsheet or PDF. If you download the report as a
spreadsheet, you'll get additional information: The average of each type of break.
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Calls Detail
This report displays a list of all the calls based on: range date, phone, type of campaign, team, agent
number, and queue. The default filter includes all the information of the current date.

o9 ELASTIX X
Call Center PRO Calls Detail

Y Show Filter v &% Download | H 4 Page of 1 (10 records) »

No. Agent  Agent Start Time End Time Duration  Duration Wait Queue Type Phone  Transfer Status Recording
1005 AS 2015-11-19 11:47:40 = 00:00:00 6002 Incoming 6008010 activa

1005 AS 2015-11-19 11:42:51 2015-11-19 11:47:28 00:04:37  00:00:00 6002 Incoming 2908810 Success

1004 Ad 2015-11-19 11:42:04 - 00:00:00 6001 Incoming 2293050 activa

1005 AS 2015-11-19 11:41:55 2015-11-19 11:42:30 00:00:35 00:00:01 6002 Incoming 2908810 Success

1004 A4 2015-11-19 11:30:39 2015-11-19 11:31:11 00:00:31  00:00:00 6001 Incoming 2908810 Success

1005 AS 2015-11-1911:25:51 2015-11-19 11:30:24 00:00:33 00:00:00 6001 Incoming 2308810 Success

1004 A4 2015-11-19 11:26:47 2015-11-19 11:29:38 00:02:51 00:00:00 6001 Incoming 6008010 Success

1005 AS 2015-11-19 11:26:01 2015-11-19 11:28:22 00:02:21  00:00:00 5001 Incoming 2293050 Success

1005 AS 2015-11-1911:25:11 2015-11-19 11:25:51 00:00:3% 00:00:00 6001 Incoming 2253050 Success

1004 A4 2015-11-19 11:24:30 2015-11-19 11:26:36 00:02:06 00:00:00 6001 Incoming 2B33209 Success

MNo. Agent Agent Start Time End Time Duration Duration Wait Queue Type Phone Transfer Status Recording

| W 4 Page of 1 (10 records) »

The report also includes:
e Duration: Duration of the call
e Duration wait: Amount of time the client waited on hold for an agent.
e Transfer: Shows the number of the extension if the call was transferred.
e Status: Shows the status of the called: activa (active), success, abandoned (by the client).
¢ Recording: Shows a link of the recording (if available file exists).

oS ELASTIX _
Call Center PRO Calls Detail
Y Show Filter v & Download | K 4 Page of 1 (28 records) »
X
No. Agent  Agent Start Time End Time Duration  Duration Wait ~ Queue Type Phone Transfer Status Recording
1004 Ad 2015-11-20 14:17:41 2015-11-20 14:18:05 00:00:24  00:00:00 6001  Outgaing 46008010 Success Download
1004 g 2015-11-20 14:17:41 2015-11-20 14:18:05 00:00:24  00:00:00 6001  Outgaing 46008010 Success Download
1004 Ad 2015-11-20 14:17:41 2015-11-20 14:18:05 00:00:2¢4  00:00:00 6001  Outgaing 46008010 Success Download
1004 Ad 2015-11-20 14:16:45 2015-11-20 14:16:59 00:00:14  00:00:00 6001  Outgaing 42908610 Success Download
1004 Ad 2015-11-20 14:14:42 2015-11-20 14:16:36  00:01:54  00:00:00 6001  Outgaing 42833209 Success Download
1004 Ad 2015-11-20 14:12:48 2015-11-20 14:14:34 00:01:46  00:00:00 6001  Outgaing 42293050 Success Download
1004 Ad 2015-11-20 13:10:18 2015-11-20 13:10:57 00:00:38  00:00:00 6001  Incoming 46008010 200 Success Download
1004 Ad 2015-11-20 13:08:26  2015-11-20 13:08:52 00:00:26  00:00:00 6001  Incoming 42293050 Success Download
1004 Ad 2015-11-20 13:06:00 2015-11-20 13:07:29 00:01:28  00:00:00 6001 Incoming 42833209 Success Download
1004 Ad 2015-11-20 12:03:56  2015-11-20 12:05:23 00:01:27  00:00:00 6001  Outgaing 46008010 Success Download

This report can be downloaded as a CSV file, spreadsheet or PDF.
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Calls per hour
This report analyzes how many calls were made or received per hour, per queue.

oo ELASTIX
Call Center PRO Calls per Hour
P
Hour 6001 G002 All
00:00 4] o ]
01:00 4] o ]
02:00 4] o ]
03:00 4] o ]
0400 4] o ]
05:00 4] o ]
06:00 4] o ]
07:00 [+] o 1]
08:00 [+] o 1]
09:00 4] o L]
10:00 4] o Li]
11:00 1 s 13
12:00 4 1 5
13:00 4] o ]
14:00 4] o ]
15:00 4] o ]
16:00 4] o ]
17:00 4] o ]
18:00 4] o ]
19:00 4] a 0
20:00 4] o L]
21:00 4] o L]
22:00 4] o ]
23:00 4] o ]
Total Calls 12 & 18
Hour 6001 6002 All

This report allows establishing a search criteria based on the following variables:
e Start Date: Starting date of the range you want to filter.
e End Date: Ending date of the range you want to filter.
e Type: Type of campaign
0 Incoming: Filters calls done in incoming campaigns.
o Outgoing: Filters calls done in outgoing campaigns.
e Status: Calls completed or abandoned.
e Queue: Allows filtering the result by queue.

By default, the report shows the number of calls made in a range of 24 hours, displaying results for
each queue.

The number of calls per hour is the sum of calls according to date range selected, i.e. if we set a
range of 3 days, the number of calls per hour will be the sum of calls in each day. The overall result
may not be effective for statistical analysis in a short-range configuration.

This report can be downloaded as a CSV file, spreadsheet or PDF.
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Calls per Agent

This report allows viewing calls attended by an individual agent.

oS ELASTIX
Call Center PRO Calls per Agent
Y Hide Filter ~ & Download | K 4 Page of 1 (14 records) » W
Start Date: * 19 Nowv 2015 Type: {Any Type) j
End Date: * 19 Nov 2015 Team: All =
No. Agent: (All Agents) ~| Queue: (All Queues) |
MNo. Agent Agent Type Queue Calls answered Duration Average Longest Call
1004 A4 Inboung 6001 6 00:19:05 00:03:10 00:07:31
1004 Ad Inbound 6002 1 00:08:06 00:08:05 00:08:06
1005 AS Inbound 6001 6 00:09:08 00:01:31 00:04:54
1005 AS Inbound 6002 5 00:09:15 00:01:51 00:04:37
1005 AS Outbound 6003 8 00:10:45 00:01:21 00:04:25
Total 26 00:56:28 00:02:10 00:08:06
No. Agent Agent Type Queue Calls answered Duration Average Longest Call
| K 4 Page of 1 (14 records) » W

The search criteria of this report is based on the following variables:
e Start Date: Starting date of the range you want to filter.
e End Date: Ending date of the range you want to filter.
e No. Agent: allows selecting the agent.
e Type: Type of campaign
0 Incoming: Filters calls done in incoming campaigns.
0 Outgoing: Filters calls done in outgoing campaigns.
e Team: Allows filtering by team assigned to the queue/campaign.
e Queue: Allows filtering the result by queue.

List of information:
¢ No. Agent: Number of agent in the Call Center
e Agent: Name of the agent.
e Type: Type of campaign
e Queue: Queue
e Answered calls: Answered call
e Duration: Total duration of calls for that queue and campaign.
e Average: Average time based on duration and answered calls.
e Longest call: The call with the longest duration.

These results allow us to analyze two key factors:
e Breaks abuse
o Efficiency of ring strategy

The average value is useful to determine if the agent has performance problems during a campaign.
In some cases, especially if we use the predictive dialing function, the calls entering the queue may
experience a timeout prior to be connected with an agent. It is important to review these results in
conjunction with the Hold Time report.

This report can be downloaded as a CSV file, spreadsheet or PDF.
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Hold Time Report
This report allows us to identify the time that a person who called during inbound campaigns had to
wait until an agent answers the call. The analysis and display of results are based on queues.

oS ELASTIX i
Call Center PRO Hold Time
Y Show Filter v & Download
X
Queue 0-10 11-20 21-30 31-40 41 - 50 51 - 60 61 > Average Waiting Time (sec.) Longest Wait (sec.) Total Calls
6001 7 o o o 0 0 1 29 233 B
6002 4 o o 1 0 0 o 7 33 5
Total 11 o o 1 0 0 1 21 233 13

The search criteria of this report is based on the following variables:
e Date Init: Starting date of the range you want to filter.
e Date End: Ending date of the range that you want to filter.
e Type: Type of campaign
0 Incoming: Filters calls in incoming campaigns.
o Outgoing: Filters calls in outgoing campaigns.
e Status: Show successful or abandoned calls.

This report can be downloaded as a CSV file, spreadsheet or PDF.

Login Logout Report

This report allows to check the dates and times in which agents entered and left the agent console.

oS ELASTIX

Call CenterPRO Time Login-Logout
Y Show Filter + & Download ‘ K 4 Page of 1 (4 records) » ¥
\Agent Name Date Init Date End Total Login Incoming calls Cutgoing calls Time of Calls Service(%) Status
1004 Ad 2015-11-19 11:12:36 2015-11-19 11:31:11 00:18:35 00:05:28 00:00:00 00:05:28 29.42
1004 A4 2015-11-18 11:41:14 2015-11-19 11:50:50 00:09:36 00:07:31 00:00:00 00:07:31 78.30 ONLINE
1005 As 2015-11-19 11:16:43 2015-11-19 11:31:23 00:14:40 00:03:33 00:00:00 00:03:33 24.20
1005 AS 2015-11-18 11:41:45 2015-11-19 11:50:50 00:09:053 00:04:37 00:00:00 00:04:37 50.83 ONLINE
[Total 00:51:56 00:21:09 00:00:00 00:21:09
lAgent Name Date Init Date End Total Login Incoming calls Outgoing calls Time of Calls Service(%) Status
K 4 Page of 1 (4 records) » M

Login-Logout report also allows us to obtain the total connection time of an agent, the time spent on
calls and the percentage of service, i.e. the time an agent spent on calls vs. the time that was
available on the agent console.

The search criteria of this report is based on the following variables:
¢ Date Init: Starting date of the range you want to select.
e Date End: Ending date of the range that you want to select.
e Queue: allows selecting the result by queue.
o Type:
o Detailed: shows complete information of all the login and logout of all agents and
related results.
0 General: shows the first login and last logout of an agent with average values of
incoming call, outgoing calls and time of calls.
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List of information:
e Agent: Agent number
¢ Name: Name of the agent
e Date init: Starting date
¢ Date end: Ending date
e Total Login: Total time the agent was logged in the DINOMI
e Incoming calls: Total time of agent on incoming calls
e Outgoing calls: Total time of agent on outgoing calls
e Time of calls: Total time on calls
e Service (%): Percentage of service — “Time of Calls” vs. “Total Login”.
e Status: Agent status in the Call Center right now.

This report can be downloaded as a CSV file, spreadsheet or PDF.

Ingoing Calls Success
This report shows the result of incoming campaigns by queue.

o9 ELASTIX i
Call Center PRO Ingoing Calls Success

Y Show Filter * & Download

Queue Successful Abandoned Hold Time Total Calls

6001 8 o 00:03:53 8
6002 5 o 00:00:34 5
Total 13 0 00:04:27 13

The search criteria of this report is based on the following variables:
o Date Init: Starting date of the range you want to select.
o Date End: Ending date of the range that you want to select.

List of information:
e Queue: Queue assigned used for DINOMI
e Successful: Successful calls
e Abandoned: Abandoned calls (inbound campaigns)
e Hold Time: Time that a person who calls have to wait until an agent answers the call
e Total Calls: total calls

Each queue shows the total number of calls including successful and abandoned calls. It is
recommended to analyze this report with a daily range, or using the range of the campaign’s duration.

Although it is not a real-time report, the information is updated as calls are completed in the system;
allowing us to compare successful and abandoned calls during the campaign.

This report can be downloaded as a CSV file, spreadsheet or PDF.
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Graphic Calls per hour

This report shows a graph of calls during a given period of time, on a range of 24 hours. It is
particularly useful for incoming campaigns, as it shows the number of calls abandoned in a visual
representation.

In the case of outbound calls, it shows the number of completed calls compared to dialed calls, which
allows us to make adjustments to optimize the dialer performance during the campaing.

oo SLASTIX i
Call Center PRO Graphic Calls per hour
Start Date* E m Type Outgoing ~| m
End Date* Status All K
Queue All j
Calls
8.0
7.5 F — All
65 F
6.0
55F
5.0 |
4.5 F
40 F
35 F
30 f
25 F
2.0 F
1.5 F
10 F
05 |
.
o) 04 02 03 04 05 06 OF 08 09 40 11 12 13 14 415 16 17 18 19 20 2 22 23
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Hour 6003 Al
00:00 0 0
01:00 0 0
02:00 o 0
03:00 0 0
04:00 o 0
05:00 0 0
06:00 0 0
07:00 o 0
08:00 0 0
09:00 0 0
10:00 0 0
11:00 o 0
12:00 a ]

13:00 0 0
14:00 o 0
15:00 o 0
16:00 0 0
17:00 0 0
18:00 0 0
19:00 0 0
20:00 0 0
21:00 0 0
22:00 0 0
23:00 0 0
Tatal Calls 8 8

Hour 5003 All

| H 1 Page of 0 (0 records) » ¥

The search criteria of this report is based on the following variables:
e Start Date: Starting date of the range you want to select.
e End Date: Ending date of the range that you want to select.
e Type: Type of campaign
0 Incoming: Filters calls done in incoming campaigns.
0 Outgoing: Filters calls done in outgoing campaigns.
Status: Show successful or abandoned calls.
Queue: Allows filtering the result by queue.

It is recommended to analyze this report by a daily range, or by the complete range of the campaign.

This can be a useful report to have a visual representation of peak hours during an incoming
campaign.

This report can be downloaded as a CSV file, spreadsheet or PDF.
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Agent Information Report
This report shows detailed information about each agent, such as first and last connection, the total
connection time and other data.

The information in this report is useful to see the effectiveness of the agent, especially when their
work is based on results.

oS ELASTIX i
Call Center PRO Agent Information
Y Hide Filter ~ & Download

Start Date: 18 Nov 2015 Queue: 6001 j
End Date: 19 Nov 2015 | show | No. Agent: 1004 | Show |

/AGENT NAME A4

CONNECTION DATA

First Connection 2015-11-19 11:12:36

Last Disconnection 2015-11-19 11:31:11

Connection Time 00:18:35

Connection Count z

INCOMING CALLS

Incoming Calls Count 4 Call(s) (4 Monitored, 0 Unmonitared)

Calls/h 12.91

Incoming Calls Time 00:12:59

Incoming Calls Average 00:03:15 (Monitored only)

NOT-AVAILABLE REASON

Break Count Hour Percentage of not-available time
Bathroom 1 00:00:00 0.00 %

Briefl 1 00:00:11 1.74 %

Lunch 1 00:10:23 9B.26 %

The search criteria of this report is based on the following variables:
e Start Date: Starting date of the range you want to filter.
e End Date: Ending date of the range that you want to filter.
e Queue: It allows selecting the result by queues.
No. Agent: This is a required value; otherwise an error message is displayed.

This report does not show results of campaigns, so you must select a queue you want to review.

List of information:
e AGENT NAME
e CONNECTION DATA
0 First Connection date
0 Last Disconnection date
o Connection Time: Total of time connected
o Connection Count: Total of agent connections during the range selected
e INCOMING CALLS
0 Incoming Calls Count: Total incoming calls during the range selected
0 Calls/H: An estimated value of calls per hour
o0 Incoming Calls Time: Total time of incoming calls
0 Incoming Calls Average: Average time per call
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e NOT-AVAILABLE REASON
0 Break: List of available breaks
0 Count: Count per breaks available
0 Hour: Total amount of time per break
0 Percentage of not-available time: It is statistical information based on the time of
breaks vs. the Incoming Calls Time.

This report can be downloaded as a CSV file, spreadsheet or PDF.

Trunks used per hour Report
This report allows reviewing the use of each trunk per hour. We can check real-time data such as
calls in the queue, answered calls and abandoned calls.

oS ELASTIX

Call Center PRO Report Trunks used per hour of the day
Y Hide Filter ~ & Download | KW 4 Page of 1 (2 records) » W
Start date: 2015-11-19
End date: 2015-11-19
e (o0
Filter applied: Start Date = 2015-11-19, End Date = 2015-11-19
[Time Period Entered Answered Abandoned In queue Without monitoring
00:00:00 - 01:00:00 2 2 0 [+] 0
14:00:00 - 15:00:00 16 12 4 V] 0
15:00:00 - 16:00:00 26 26 0 0 0
17:00:00 18:00:00 4 4 ] 0
18:00:00 - 19:00:00 10 & 4 (1] 0
19:00:00 - 20:00:00 0 0 0
20:00:00 - 21:00:00 1 1 o o o
TOTAL &0 52 a 1] o

The search criteria of this report is based on the following variables:
e Start Date: Starting date of the range you want to select.
e End Date: Ending date of the range that you want to select.
e Trunk: Allows to filter by trunk; the default value is “All”.

List of information:
e Time Period: Records listed in an hourly interval, with activity during a 24-hour range.
e Entered: Number of calls that entered
e Answered: Answered calls
e Abandoned: Abandoned calls
e In queue: Calls in queue
e Without monitoring: Calls that were not monitored.

This report can be downloaded as a CSV file, spreadsheet or PDF.
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Monitoring

This sub-menu is located at DINOMI Manage - Monitoring, it includes 3 reports:
¢ Incoming calls monitoring
e Campaign monitoring
e Agents Monitoring

These reports collect data from active campaigns and display real-time information.

Incoming calls monitoring
This report is a real-time monitoring of incoming calls. It allows us to see the call status per queue
with a summary of answered, abandoned, waiting and total calls.

oo SLASTIX i o
Call Center PRO Incoming calls monitoring
| H 4 Page of 0 (1 records) » M
Queue Waiting calls Abandoned Answered Finished Without monitoring Entered
6001 0 o 1 [ o 7
6002 0 0 1 0 1] 1
TOTAL o 0 2 6 0 8

List of information:
e Queue
e Entered: Total number of calls per queue
e Answered: Calls answered in the queue
e Abandoned: Calls abandoned in the queue
e Waiting Calls: Calls on the queue waiting for an agent
e Without Monitoring: Calls not being monitored

Campaign Monitoring
It is a real-time report to monitor the call center operation activity. This module allows to select any
active campaign, inbound or outbound, and review the following information in real-time:
e Start date: Starting date of the campaign
¢ End date: Ending date of the campaign
e Schedule: Daily active time of the campaign
e Queue: Queue assigned to the campaign
e Retries: Retries of the campaign (for outbound campaigns)
e Total calls: Actual total calls
e Queued calls: Actual queued calls
e Connected calls: Actual connected calls
e Lost track: Allows to review incoming calls that are still active after the dialer operation
¢ Abandoned calls: Actual abandoned calls
e Finished calls: Actual finished calls
e Average call duration: Actual average of calls
e Maximum Call Duration: Actual longest call
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The following image shows the monitoring of an incoming campaign. The general information of the
campaign is displayed on the top of the report.

Campaign Monitoring _

ELASTIX
®9 Call Center PRO

Campaign: (Incoming campaign) Test7 |
Start date: 2015-11-20 End date: 2015-11-24 Schedule: 08:00:00 - 17:00:00
Queue: 6001 Retries: N/A
Total calls: 7 Queued calls: 1 Connected calls: 1
Lost track: 0 Abandoned calls: 1 Finished calls: 4
Average Call Duration: 00:01:30 Maximum Call Duration: 00:03:29
Placing calls: Agents: |
Status Phone Number Trunk Since Agent Status Phone Number Trunk Since
On queue 46008010 SIP/4630908B0 15:30:47 Agent/1004  Busy 202 SIP/202 15:25:17
SIP/207 Logged out - - -

View campaign log:

Below the general information area, we have the following monitoring panels:

e Placing Calls: (Left panel) If monitoring an outbound campaign, it shows all calls processed
by the dialer that are awaiting to be assigned to an agent. In the case of incoming campaigns,

it will display the calls that are in queue, waiting to be served by an agent.

Agents: (Right panel) displays the static or dynamic agents assigned to the queue and their

status.

Campaign log: (Lower panel) displays a record of the actions being taken by the dialer when
it places or attends campaign calls.
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The following image shows the monitoring of an outbound campaign.

ELASTIX

29 Call Center PRO

Campaign Monitoring

|Campaign: {Outgoing campaign) Test 9 j
Start date: 2015-11-23 End date: 2015-11-23 Schedule: 10:00:00 - 17:00:00
Queue: 6002 Retries: 5
Total calls: 8 Queued calls: Connected calls: 1
Pending calls: 2 Placing calls: Ringing calls: 0
Failed calls: 5 Unanswered calls: Abandoned calls: 0
Short calls: 0
Average Call Duration: 00:00:43 Maximum Call Duration: 00:00:43
Placing calls: Agents:
Status Phone Number Trunk Since Agent Status Phone Number Trunk Since
Placing 42908810 SIP/46309080 15:26:13 Agent/1005 Free < = =
SIP/206 Logged out - - -
SIP/207 Logged out - & =

| @ View campaign log:
| Previous 100 entries

2015-11-23 15:26:12
2015-11-23 15:26:13

Phone call to 42833209 disconnected from agent Agent/]DOS, duration was 00:00:43
Placing phone call to 42908810 (retry 1)

Agents Monitoring

This is a real-time report that displays the status of each agent. It shows all the available queues,
including all the agents assigned to each queue. The agent will appear as active in all queues,
however just the queue that has assigned him a current call will show the elapsed time (current status
column).

KRS

oS ELASTIX o
Call Center PRO Agent Monitoring
| H 4 Page of 0 (1 records) » ¥
Queue Number Agent Current status Total calls Total login time Total talk time
6001 Agent/1004 A @ 00:04:28 4 00:23:53 00:08:56
Agent/1005 AS 0 3 00:19:27 00:03:33
SIP/207 Ext 7 LOGOUT ] 00:00:00 00:00:00
TOTAL Agents: 3 7 00:43:21 00:13:29
6002 Agent/1004 A4 @ a 00:23:53 00:00:00
Agent/1005 A5 [ J— 2 00:18:27 00:04:16
SIP/207 Ext7 LoGout [t) 00:00:00 00:00:00
TOTAL Agents: 3 2 00:43:21 00:04:16
Queue Number Agent Current status Total calls Total login time Total talk time

K 4 Page of 0 (1 records) » ¥
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ANNEX A

Installing Elastix

Creating a virtual machine
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Description: In this lab we will use VirtualBox to create a virtual machine to install Elastix.
Goal: Creation of a virtual machine

Maximum time: 18 minutes.
Instructions:
Note: This lab must be performed in your computer and it is necessary to download Virtualbox

] Run VirtualBox, then we click on “New” to create a virtual machine to install Elastix.

Oracle VM VirtualBox Mar

&

New Settings Start Discard

Welcome to VirtualBox!

The left part of this window is a list of all virtual machines on your computer. The list is

empty now because you haven't created any virtual machines yet. & $-
In order to create a new virtual machine, press the New button in g \
the main tool bar located at the top of the window. - -
You can press the 38? key to get instant help, or visit {
www.virtualbox.org for the latest information and news. IV,

o

4
. Name and OS: We will set ELASTIX-ECTE as name for this virtual machine, and select Linux

as “Type”, and Red Hat as “Version”. After that, click on "Continue".

[Continues in next page]
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Oracle VM VirtualBox Manager

r r s J 5B
New  Settings Start  Discard
Name and operating system
ist is
Please choose a descriptive name for the new virtual machine :
and select the type of operating system you intend to install -\
on it. The name you choose will be used throughout 3
VirtualBox to identify this machine.
Name: |ELAXTIX-ECTE |
Type: \_I_inux
Version: | Red Hat .
| Hide Description | Co Back | Continue |
£
" Memory size: Select the RAM memory value, for this test machine we will set the RAM at
512MB. Then we click on "Continue".
Oracle VM VirtualBox Manager
r r s J 5B
New  Settings Start  Discard
Memory size
ist is
Select the amount of memory (RAM) in megabytes to be I‘"f
allocated to the virtual machine. -\
Bl
The recommended memory size is 512 MB.
...... i il 512 : MB F
4 MB 4096 MB
| GoBack | | Continue |

£

Note: Please consider the amount of RAM available in your host computer. When the virtual machine is
on and operating, it will reserve as many MB of RAM as we have assigned it in this section, which may
cause a high consumption of resources in your host machine.

= Hard drive unit: we select the option "Create a virtual hard drive now", and then we click on
"Continue".

112
DINOMI —www.dinomi.com
All rights reserved



DINOMI — Administration Manual

Oracle VM VirtualBox Manager
i SO Cr = T I3
e Wy W 9

Discard

New  Settings  Start

Hard drive

If you wish you can add a virtual hard drive to the new
machine. You can either create a new hard drive file or select
one from the list or from another location using the folder
icon.

If you need a more complex storage set-up you can skip this
step and make the changes to the machine settings once the
machine is created.

The recommended size of the hard drive is 8.00 GB.

() Do not add a virtual hard drive

(=) Create a virtual hard drive now
() Use an existing virtual hard drive file

Emipty | 3

ist is

2

| GoBack | | Create

Oracle VM VirtualBox Manager
Lorr} P 8 P!
b3 2 GO L
et WS S

New Settings Start Discard

u@ & Snapshots |

Hard disk drive file type: We select the option VDI (VirtualBox Disk Image), and then we click
on "Continue”.

Hard drive file type

Please choose the type of file that you would like to use for the new
software you can leave this setting unchanged.

(#) VDI (VirtualBox Disk Image)
n_:.wVMDK (Virtual Machine Disk)
(") VHD (Virtual Hard Disk)

';.‘ HDD (Parallels Hard Disk})

() QED (QEMU enhanced disk)
(") QCOW (QEMU Copy-On-Write)

virtual hard drive. If you do not need to use it with other virtualization

g

| Hide Description | Go Back | Continue

Storage in physical hard drive unit: We select the option "Fixed size", and then we click on

"Continue".

113

DINOMI —www.dinomi.com
All rights reserved



DINOMI — Administration Manual

Oracle VM VirtualBox Manager

Iag oy | o
Tt e e d b, ':M’ &8 Snapshots |

New Settings Start Discard

Storage on physical hard drive

used (dynamically allocated) or if it should be created at its maximum

Please choose whether the new virtual hard drive file should grow as it is ‘ @
| |

size (fixed size). | &
|

physical hard drive as it fills up (up to a maximum fixed size), although

A dynamically allocated hard drive file will only use space on your ‘
it will not shrink again automatically when space on it is freed.

A fixed size hard drive file may take longer to create on some systems
but is often faster to use.

() Dynamically allocated
(») Fixed size

| GoBack | | Continue

" Location and size of the file: For this lab, will leave the location by default and we will
configure the maximum size of the disk to 8 GB. We make a click on "Create".

Oracle VM VirtualBox Manager

Iag oy | o
Tt e e d b, ':M’ &8 Snapshots |

New Settings Start Discard

File location and size

- ) = =
Please type the name of the new virtual hard drive file into the box below
or click on the folder icon to select a different folder to create the file in. |

Select the size of the virtual hard drive in megabytes. This size is the
limit on the amount of file data that a virtual machine will be able to
store on the hard drive.

[ELAXTIX-ECTE | @ ‘

T " 8.00 C8 |
|

4.00 MB 2.00 TB
|
|

| GoBack | | Create |
Z
" After clicking, it immediately begins the creation of our virtual machine. This process may take

some minutes, depending on the capacity of our computer.
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Oracle VM VirtualBox Manager

‘ New  Settings Start  Discard

‘ Creating fixed medium storage unit '/Users/pestrella/VirtualBox VMs/ELAXTIX-ECTE/ELAXTIX-ECTE.vdi' ...

5 [}
4 minutes remaining

e

Select the size of the virtual hard drive in megabytes. This size is the
limit on the amount of file data that a virtual machine will be able to
store on the hard drive.

8.00 GB
4.00 MB 2.00TB

{s=Gio Backselils Create

&

. Once we have created the virtual machine, we can install any software distribution on it with
support for Red Hat or CentOS

Oracle VM VirtualBox Manager

{\:} {E} 'é> b rQ,—] & Snapshots

New  Settings Start  Discard

E ELAXTIX-ECTE =l General = preview 20
B @ Fovnred OFF Name: ELAXTIX-ECTE

Operating System: Red Hat

m System

Base Memory: 512 MB ELAXTIX-ECTE

Boot Order: Floppy, CD/DVD, Hard Disk
Acceleration: VT-x/AMD-V, Nested Paging,
PAE/NX

[E pisplay

Video Memory: 12 MB
Remote Desktop Server: Disabled
Video Capture: Disabled

Storage

Controller: IDE
IDE Secondary Master: [CD/DVD] Empty
Controller: SATA
SATA Port 0: ELAXTIX-ECTE.vdi (Normal, 8.00 GB)

{7 Audio

Host Driver: CoreAudio
Controller:  ICH AC97

@ Network
Adapter 1: Intel PRO/1000 MT Desktop (NAT)

P

= Before starting the Elastix installation process, it is important to setup the network configuration.
For this purpose we must go to: Settings — Network
" Once there we select "Bridged Adapter", and in the field "Name" the interface of our equipment

having access to the LAN network
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New  Setting ELAXTIX-ECTE - Network
gown = W &8> O v
= @ Pow

“| General System Display Storage  Audio | Network | Ports  Shared Folders

iz;ptgr i {kdapter 2 Adapter 3 Adapter 4 |

IET Enable Network Adapter

Attached to: Bridged Adapter A
Name: | enl: Wi-Fi (AirPort)
(> Advanced E
2 Cancel | | OK |

=P Network
Adapter 1: Intel PRO/1000 MT Desktop (NAT)

Note: For this example the active device is en1: Wi-Fi - It may refer other device in your hardware setup.
= Now we are ready to begin with the Elastix installation process.

Note: Before beginning it is important to remember that Elastix's more stable ISO must be downloaded.
The 32-bit version is enough for this lab, however if more than 4GB will be assigned, consider the 64-bit
version. Besides, it is necessary to place the ISO in a folder that is easy to locate, in such a way that we
can select it during Elastix's installation.

= Click on "start" for powering on the new virtual machine.
] A window will open immediately, from which we will select the ISO, which will be loaded in a
virtual disk drive and serve as boot and installation media for the virtual machine.

Please select a virtual optical disk file or a physical
optical drive containing a disk to start your new virtual
machine from.

The disk should be suitable for starting a computer
from and should contain the operating system you
wish to install on the virtual machine if you want to do
that now. The disk will be ejected from the virtual
drive automatically next time you switch the virtual
machine off, but you can also do this yourself if
needed using the Devices menu.

| Host Drive '"MATSHITA DVD-R  L}-898' B

Go Back | S.tart |

B & @R ] FLleft e
. Click on the folder icon located next to the disk selection box (inside the red box).
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" Navigate through our computer until we locate Elastix's ISO (file .iso), and we select it.
Ip\] 080 ELASTIX-ECTE [Powered Off]
bt

Please select a virtual optical disk file or a physical
optical drive containing a disk to start your new virtual
machine from.

The disk should be suitable for starting a computer
from and should contain the operating system you
wish to install on the virtual machine if you want to do
that now. The disk will be ejected from the virtual
drive automatically next time you switch the virtual
machine off, but you can also do this yourself if
needed using the Devices menu.

| Elastix-2.4.0-Stable-i386-bin-30)an2013.isc :| (A

GoBack | [WStart

i Boge [¥] Left 38
. When selecting the ISO we may observe that the file .iso is visible in the disk's selection box,
for this lab, the ISO image is: Elastix-2.4.0-Stable-i386-bin-30jan2013.iso.
. Click on "Start" to start Elastix's installation process.
. We continue with lab 1.2

Note: This process for creating the virtual machine is useful for many software solutions existing in the
market. For the case of Elastix, you may try versions 1.X, 2.X and later versions by using a virtual
machine.
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ANNEX B

Elastix Installation
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Description: In this lab we will install Elastix in a virtual machine.
Goal: To know Elastix's installation process
Maximum time: 30-40 minutes.

Instructions:
Note: In a production environment installation, the process will format the whole disk. It is necessary to download
Elastix from: http.//www.elastix.com/en/downloads/

In the previous lab we created the virtual machine where Elastix will be installed, and “inserted” a
stable ISO image as a virtual disk for booting and starting the installation.

. Once we click on "Start" in virtualbox dialog box, machine will boot and the folowing window will
appear.

elastix’

FREEDOM TO COMMUNICATE

— To install or upgrade in graphical mode, press the {ENTER> key.
— To install or uwpgrade in text mode, type: linux text <{ENTER:.
— Use the function keys listed below for more information.

[F1-Main]l [FZ-Options] [F3-Generall [F4-Kernell [F5-Rescuel
hoot: _

" Press ENTER key to begin with the process.

Note: During this process you will not be able to use the mouse, use the Tab keys (or tabulation, usually
represented by —|), Spacebar and directional keys (1|—<«). When we make reference to Enter or Tab,
we will refer to the keys located in the physical keyboard of our computer. When we make reference to
navigate we must use the Tab or arrow keys to select the appropriate option.

. Starting the installation process, the first step is to select the installation language. We chose
"English", then we press "Tab" (changing the focus off the language selection and placing it on
"OK" button) then we press Enter.
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elcome to Elastix

Croatian
Czech
Danish
Dutch

i
Eztonian
Finnish
French

Choose a Language

What language would you like to use
during the installation process?

!

<Tab>s<{filt-Tab> between elements

= Then we choose the keyboard format and press Enter in "OK".

elcome to Elastix

slovene

trq
ua-utf
uk

sk-guerty

su-latinl

<3pacer selects |

Keyboard Type

us-acentos

What type of keyboard do you hawve?

{F12> next screen

<Tab>s<Alt-Tab> between elements

<3pacer =zelects |

<F12> next screen

Note: when an English keyboard is required to be used with Spanish characters as well, it is useful to

select the option "us-accents".

" Once we have selected the language and the keyboard type, Elastix will show a warning which
will create new partitions in the virtual machine's hard disk, and that this process will erase all
the data in this disk (in this case, the virtual machine’s virtual disk file). This will not affect the
host (physical) computer at all. Press Enter on "Yes" to continue.
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elcome to Elastix
Warning

The partition table on device sda
(ATA UBODX HARDDISK 8189 MB) was
unreadable.

To create new partitions it must
be initialized, causing the loss
of ALL DATA on this drive.

This operation will override any
previous installation choices
about which drives to ignore.

Would you like to initialize this
drive, erasing ALL DATA?

{Tab>~s<{Alt-Tab> between elements i <«3pacer selects i <{F1Z2» next screen

= Now select the option "Remove all partitions on selected drives and create default layout" (The
first option). Then navigate to the disk unit, in this lab, sda 8189 MB (ATA VBOX HARDDISK).
Then navigate to "OK" and press Enter.

elcome to Elastix

| Partitioning Type |

Installation requires partitioning of your hard drive. The
default layout is reasonable for most usersz. You can either
choose to use this or create your own.

Remove all partitions on selected drives and create default layout.
Removwe linux partitions on selected driwves and create default layout.
Use free space on selected drives and create default layout.

Create custom layout.

Which drive(s) do you want to use for this installation?
[=] sda 8189 MB (ATA UBOX HARDDISK) [
[

{Space’>,<{+>,<{-> selection i <FZ> Add drive <F12> next screen
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. You will receive again a warning that Elastix will erase the partitions. Confirm the deletion of the
partition by pressing Enter on "Yes".

elcome to Elastix

| Warning |

You have chosen to remove all partitions
(ALL DATA)Y on the following drives:

sda (ATA VBOX HARDDISK 8189 MB)

fire you sure you want to do this?

<Tab>-<Alt-Tabh> between elements i <3pace> =zelects i <F1Z2> next =creen

= You will get another advice consulting us on the partition checking. Select "No" and press
Enter.

Note: In advanced Elastix installations this function is important for checking the partitions and
make the required configurations.

elcome to Elastix

Review Partition Layout

Review and modify partitioning layout?

<Tab>~<fAlt-Tab> between elements i <3pace’> selects i <F12» next =screen
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. Now you will be asked to configure the network interface, select "Yes" and press Enter.

elcome to Elastix

Conf igure Hetwork Interface

Would you like to configure the eth8
network interface in your system?

<Tab>s<Alt-Tab> between elements i <3pace’> zelects i <F1Z> next =creen

= Navigate to "Activate IPv4 support" and press spacebar. An asterisk shall be placed
immediately on that option. Then navigate to "OK" and press Enter.

Note: Elastix supports IPv6, however for this lab this option will not be used.

elcome to Elastix

Network Configuration for ethd

Intel Corporation BZ54HEM Gigabit Ethernet Controller
BG:88:27:B?:B3:4F

[«]1 fAictivate on boot

[«]1 Enable IPv4 support
[ 1 Enable IPv6 support

o

<Tab>-<Alt-Tabh> between elements i <3pace> =zelects i <F1Z2> next =creen
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. In this screen leave the option "Dynamic IP Configuration (DHCP)" as a default option.
Navigate to "OK" and press Enter.

elcome to Elastix

IPv4 Configuration for ethB

Intel Corporation BZ54BEM Gigabit Ethernet Controller
BB:88:27:B7:B3:4F

(=) Dynamic IF configuration (DHCF)

IP Address Prefix (Metmask)
’

<Tab>rs<Alt-Tab> between elements i <3pacer =selects i <F1Z2> next screen

Note: Advanced users may configure a static IP address.

" Navigate to the option "manually”, then to the right box and enter a valid host name (For
example lastname.com or name.com: smith.com, paul. com). Then we navigate to "OK" and

press Enter.

Hostname Configuration |

If your system iz part of a larger network where hostnames are
assigned by DHCP, select automatically wia DHCP. Otherwise,
zelect manually and enter a hostname for your system. If you
do not, your system will be known as ’localhost.’

( ) automatically wia DHCP
(=) manually Pbx . mycompany.com

<Tab>-<Alt-Tabh> between elements i <3pace> =zelects i <F1Z2> next =creen
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. Now select the time zone for your system. For this lab, press spacebar in the option "The
system's clock uses UTC", then navigate to the time zone of your location, select it, navigate to
"OK", and press Enter.

Time Zone 3election

What time zone are you located in?

[#] System clock uses UTC

fAmerica-Guadeloupe
AmericasGuatemala
America~-Guayaguil
fAimerica-sGuyana
fAmericarHalifax

<Tab>-<flt-Tab> between elements i <3pace> =elects i <F1Z> next screen

" Now enter a password for the root user, which will be used when the system is installed. Once
is set, navigate to "OK" and press Enter.

Note: It is very important that you never forget this password, so write it down safely or
memorize it.

Root Password

Pick a root password. You must type it
twice to ensure you know what it i=s and
didn’t make a mistake in typing. Remember
that the root password is a critical part
of =system security!t

Password: - 3o
Password (confirm): Epeirai

<Tab>~<fAlt-Tab> between elements i <3pace’> selects <F12> next screen
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Ready! You have entered all necessary information for now, Elastix will begin the installation in
the virtual machine. This process may take some minutes, make yourself comfortable and wait.

elcome to Elastix

| Package Installation j

Hame : redhat-logos-4.9.99-11elastix-noarch
Size : 27858k
Summary: Cent0S-related icons and pictures.

Packages
Total : 462
Completed: 285
Remaining: 257

23

{Tab>s<Alt-Tab> between elements i  {3pace’ selects i «F1Z2» next screen

When Elastix completes the installation, it will reboot automatically, this is normal. Then, after
logging in you will create passwords for the Elastix services.

The first password belongs to MySQL's root user. Navigate to "Accept" and press Enter. It is
very important that you remember this password, so write it down safely or memorize it.

The Elastix system uses the open-source database engine MySQL for
storage of important telephony information. In order to protect
your data, a master password must be set up for the database.

This screen will now ask for a password for the ’'root’ account of
MySQL .

Pleasze enter your new MySQL root password:

l*********
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. Re-confirm the password as confirmation. Then navigate to "OK" and press Enter.

Please (relconfirm your new My3QL root password:

l*********

= Now enter a password for the admin user of Elastix's Web Administration Interface. This
password is the same for other components such as: FreePBX, Vtiger, and A2Billing. Once you
have entered it, navigate to "OK" and press Enter.

Note: It is important that this password is strong enough for minimizing intrusion problems; you must not
forget it too, therefore write it down safely or memorize it.

Several Elastix components have administrative interfaces that can
be used through the Web. A web login password must be set for
thesze components in order to prevent unauthorized access to these
administration interfaces.

This screen will now ask for a password for user ’'admin’ that will
be uszed for: Elastix Web Login, FreePBX, UTiger, fAZBilling and
FOP.

Please enter your new password for freePBX ’admin’:

[*********

127
DINOMI —www.dinomi.com
All rights reserved



DINOMI — Administration Manual

" Now re-confirm the password by writing it agai. Then navigate to "OK" and press Enter.

Please (relconfirm your new password for freePBX ’admin’:

l*********

. Once the installation is completed you will get a window for accessing Elastix via the console or
command line.

ent03 release 5.9 (Final)
Kernel £2.6.18-348.1.1.el15 on an i686

ecte login: _

. We can log in as root user, with the password we entered during the installation.

ecte login: root (instead of ecte you will observe the name of the host you selected during the
installation)
Password: XXXXXXXXX

128
DINOMI —www.dinomi.com
All rights reserved



DINOMI — Administration Manual

ent0S release 5.9 (Final)
Kernel 2.6.18-348.1.1.el15 on an i686

ecte login: root
Password: _

" You can access Elastix's console, from here we can make everything, from creating an
extension to dial plans, however, the purpose of this course is working at the management
interface level, thus we will access the GUI through an Internet browser.

ent0S release 5.9 (Final)
ernel £2.6.18-3468.1.1.e15 on an i6d6

pcte login: root
Password:

elcome to Elastix

lastix is a product meant to be configured through a web browser.
finy changes made from within the command line may corrupt the system
onf iguration and produce unexpected behavior: in addition, changes
ade to system files through here may be lost when doing an update.

o access your Elastix System, using a separate workstation (PC/MAC/Linux)
pansthoslatonnatelsauser using the following URL:
1ttp:sr192.168.8. 186

[rootBecte ~1# _

" In the console you can see the IP that was assigned to Elastix via DHCP for the central server
or network, in this example is the IP 192.168.0.106.

" Open a web browser and enter this IP with the following format: https://192.168.0.106 (in your
case you must place the IP you have in your console)

" It is very possible that your browser throws a security error related to the certificates issued by
the Elastix's server, this is a normal behavior. Click on "Proceed anyway” and accept the
certificate.
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The site's security certificate is not trusted!

] After this, you will have access to the Elastix's administration interface.

LA T p—
L C [ hape/192.168.0.106 o =

. Log in with the user "admin" and the password you defined during the Elastix's installation
process.
= The first page is the Elastix's "Dashboard", which displays the server summary page and

contains information if the equipment used and other Elastix services.

Elastix Call Cantar Sarvice WO INSTALLED

Perfarmance Graphe

(4]

Simultanecum collu, somary and CPU

Lecal Backupa: 165

Configuration: boM | Ei £ a

Recordings: 0%

. Now you have a functional Elastix server.
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. The advantage of a virtual machine is that you can perform tests without worrying about
interrupting a company's operation or using a real server that can be used for other services.
] With a stable version, a virtual machine works as well as an Elastix installed in a physical

server, however we don’t recommend using this for a rigorous working environment.
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