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Varje onsdag klockan 13.00 kommer tva
nya MCED20-seminarier

Anmal er har: bit.ly/miwebinar_mced20

0 Mitel  eriones Davs 2020




bit.ly/miwebinar _mced20

MCED20

20 maj

« Aliditt CC
« Den nya verktygs-
ladan for chatt

MCED20

27 maj

 Vad ar nytt i

Companion?

« GOr budgetarbetet

enklare med
Companion



bit.ly/miwebinar _mced20

MCED20 MCED20 MCED20

3 juni 10 juni 17 juni

Regionernas_ | « Latest MX-ONE-news  Hur du kan arbeta
_kommunlkatlon idag och « Uppgradera din MX- smartare med Mitels
Imorgon ONE pa ett 6gonblick UCC-l6sningar

« Kommunikation i kris |
bade privata foretag och
offentliga organisationer

e Moten - som du
alskar att hata!



* En komplett svit med verktyg for
uppfoljning, analys och planering
av kunddialogen

Agenda * Nyhetspass MiContact Center
Enterprise

MCEDZ20

13 maj




Tommy Holgersson

Sales Engineer




EN KOMPLETT SVIT
MED VERKTYG FOR
UPPFOLJNING, ANALYS
OCH PLANERING '
KUNDDIALOGEN

Mitel Workforce Optimiza

Tommy Holgersson
Maj 2020




Kundtjanst idag

« Omnikanal
* Planering
 Inspelning
« Coaching
« Uppfoljning
« Analys

o Al




Dagens inspelningslosningar

MiVoice Call Recording

& Quality Management

Enkel och prisvéard:

MiVoice MX-ONE, MiCC Enterprise

Enkel ljudinspelning fér mellanstora foretag
med generiska inspelningskrav pa
anknytningar, kundtjanst.

Quality Management med formular och
viktning vid utvardering av medarbetare.
Skarminspelning och coaching.

Klarar de vanligaste regulatoriska kraven och
har en enkel teknisk 16sning.

Mitel

Workforce Optimization

Avancerad, Enterprise-grade:

MiVoice MX-ONE, MiCC Enterprise.
Fler val pa begaran, under utveckling.

Avancerad inspelning for storre féretag med
stora krav och kritiska business krav.

Avancerad Quality Management

Ljud and datorskarm analys som inkluderar
speech search, keyword spotting.

Hdg tillganglighet med redundans pa
samtliga komponenter. "24/7”

Foljer manga branschers regulatoriska krav




Mitel Workforce Optimization Suite

INTERACTION
RECORDING

ANALYTICS

©

PERFORMANCE
MANAGEMENT

Mitel
Workforce Optimization

CUSTOMER %
SURVEY

WORKFORCE
MANAGEMENT

| ko |

¥
2w On
N

QUALITY

MANAGEMENT

COACHING AND
LEARNING

SPEECH

ANALYTICS
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Mitel Interaction Recording

Call Recording

Screen Recording

||"|| Search & Replay

- P

e % Recording Control

(Bulk, Selected,
On-Demand)

ca Mitel

Gl

Modules

Conversation

% Participant View
e

Powered by ASC Technolo

Conversation

Outhound
Outhound
Outhound
Outbound
Outbound
Internal

Internal

Outbound
Inbound

Outhound
Outhound
Outbound
Outbound
Outbound
Outbound
Outbound

Conversation

Participant View

OWERplay Pro

lalallallal’al sl il ol el il ol 'l ol ol o

ca Mitel powERplayWeb

Start Time <
2020 Mar 09 04:51:00 PM
2020 Mar 09 04:50:34 PM
2020 Feb 19 02:41:13 PM
2020 Feb 19 01:55:54 PM
2020 Feb 18 10:10:34 AM
2020 Feb 18 10:08:55 AM
2020 Feb 18 10:08:40 AM
2020 Feb 18 10:08:31 AM
2020 Feb 1108:34:49 AM
2020 Feb 06 03:30:10 PM
2020 Feb 06 03:30:03 PM
2020 Feb 06 03:29:11 PM
2020 Feb 06 03:29:04 PM
2020 Feb 06 02:54:37 PM
2020 Feb 06 02:54:32 PM
2020 Feb 06 02:49:47 PM

&£ 1st-tenant-admin

?2 ||

= b

2020 Mar 09 04:51:05 PM 00:00:05
2020 Mar 09 04:50:39 PM 00:00:05 202
2020 Feb 19 02:41:18 PM 00
2020 Feb 19 01:55:58 PM 00
2020 Feb 18 10:11:33 AM 00
2020 Feb 18 10:09:04 AM 00
2020 Feb 18 10:08:44 AM 00
2020 Feb 18 10:08:36 AM 00
2020 Feb 11 08:34:52 AM 00
2020 Feb 06 03:30:14 PM
2020 Feb 06 03:30:05 PM
2020 Feb 06 03:29:32 PM
2020 Feb 06 03:29:25 PM 00
2020 Feb 06 02:54:48 PM 00
2020 Feb 06 02:54:45 PM 00
2020 Feb 06 02:49:52 PM 00

Conversal n

:00:04 202
:00:03 202
:00:58 202
:00:08 202
:00:03

:00:05 202
200:02 =
00:03 202
202
00:20 202
:00:20 202
200:10 202
200:13 202
200:04 202

Details Participants

Conversation type

Additional data @

Comversation ID  jnhactive
Customer ID
Transaction ID

Directions

Start time active
Fnd tima  |inactive
oy

e 1st-Tenant Admin

Start Time & End Time £ Duration ¢ Conversation Direction ¢| Calling Party Phone Number ¢ Calling Party Narn
03/09/2020 4:51:00 PM 03/09/2020 4:51:05 PM | 00:00:05:010 Outbound 2011 Agent_20111, 2
03/09/2020 4:50:34 PM 03/09/2020 4:50:39 PM | 00:00:05:554 Outbound 20111 Agent_20111, 2
02/19/2020 Z:41:13 PM 02/19/2020 2:41:18 PM | 00:00:04:673 Outbound 201mM Agent_20111, 2
02/19/2020 1:55:54 PM 02/19/2020 1:55:58 PM | 00:00:03:235 Outbound 201 Agent_20111, 2
02/18/2020 10:10:34 AM ii:‘ 8/202010:11:33 00:00:58:716 Outbound 2011 Agent_20111, 2
02/18/2000 100855 am | 02/18/202010.09:04 nnnnneTl Active participant(s) 20111 Anent 201112

03/09/2020 4:51:00 pm
.

03/09/2020 4:51:00 pm

* oosos10

[ 03/09/2020 4:51:02 pm ]

i -——e- 00Q Q00

44 1.0 W |[15 Seconds

‘]

03/09/2020 4:51:05 pm

03/09/2020 4:51:05 pm

® B8~



Mitel Quality Management

Sand ut Quiz och
utbildningspaket

Valj
iInspelning

Skapa och Avancerad
distribuera sdkning av
rapporter relevanta

dialoger
Skraddarsy
Involvera utvarderings-
medlare formular

Aterkqppling Handlaggare
till utvardering med
handlaggaren larmfunktion

13




Mitel Quality Management

£a Mitel l|| PIRATIONneo

’% Sessions

Eé} QualtyMm.. = 206

Agents
Employee Number + H

Aaron

First Name &

Login Name ¢

” Date of Entry & H Date of Birth & ” E-Mail ¢

10/06/2010 0440971985 aaron@asc.de

#  1st- Tenant-Admin

BHEEEE

H Visible % H Default Template & ” Comment

Sessions

Elo

Evaluations  Monitoring

8o

|>>

O

®

203 Sandro Pertini 11/05/2003 017201971 michael@asc.de
204 Marc Brown 04/01/2014 011221974 charles@asc.de
205 Johannes Miederbacher 09/11/2017 111311984 johannes@asc.de

Sebastian Fochier 12/09/2009 04/14i1992 sebastian@asc.de
on7 Conin Cocchindnr 131249014 Ani4EH 00

l Element Bar

Example for an evaluation template

FaRinmann An

= BB = | B

il E-learning
Templates
Powered

by ASC Technologies A

Combo box guestion 2
YesMo Question 3
Remark 4

14

i Save Reset

®
@
®
®
®
®
Favorites [100] Greeting »=  [100] Negotiation x [100] Technical competence x &
Radio Button Question : ®
Manner of Speaking . Evaluations
Combo Box Question
®
YesMo Question
@ [100] Negotiation  [100] Problem Identificaion  [100] Processes & Tools
Remark ®
Openin
Comment 100 Friendliness Excellent Good  Average  Poor -/ N/A ® P 9
Texd — © 100|  Name right daytime © Yes 'No _NA
100 Let customer finish speaki A -
Question Group L L>3
— ® 100 Name first and last name 9 Yes _No L NA
Image 100 Cooperativeness AN IBRL TG IDR AENCIHIA] P
Link B - 100  Adressing by name ® Yes (/No NA
) 100 Recognition of a complaint Yes Mo o NIA|
Line @ 100 Friendliness Excellent @ Good ' Average ' Sufficient  Bad ' N/A
e @
100 Use of professional wording A - L d
— ® my comment..|
2 i Comment
- ®
Greeting
Radio Button Question 1 ®
Combo box question 2 = v
YesMo Question 3 >
Combo box question 4
YesMo Question §
Megotiation
Radio Button Question 1 Remark MNew remark



Mitel Coaching and Learning

15

00 Mitel |

Modules Coaching Advisor

R o
% Sessions

(2 quaitym. = x

s E-leaming &

Training Packages

X

Quiz

Coaching Advisor

= Templates ¥

@ Audio Analysis

4% Reports L 4

Copync
by ASC t

PIRATIONneo

$Coaching Advisor Sess| ¢ Training Session

v

& Employee Humber

-
o

Duration

00:01:34:832

00:01:32:530

00:01:22:112

First Name

2014/07/08
14:41:21

2014107108
14:37.00

& 2nd-Tenant PDM-Admin

8|s 8 B LR 7] Trainin io

Start Time ¢ End Time

2014/07/08 2014/
14:45:25

2014/07/08 v

Last Name

14:4253

BALGEEEE  Details  Categories

107/08

First Name

[ 2014/07/08 [ Brown Caroline
14:38:22

Login Name Date of E & Date of Birth -' E-Mail

McDaonald

Fao
Miller

199403703 20140313 mcdonaldi@asc.de

2014/07/08 14:43:50

3011505 Michelle Schaefer
5000503 Frida Sauer Hame : Created By £ Visible % Version |[&
000007 James Bond
111114 Dieter Hein ASC"s WFO solulion Admin, 1st-Tenant = & ASC"s WFO solution
) . Cross- and Up-Selling Methods Admin, 1st-Tenant & 1 =]
ASC’s APIs Admin, 1st-Tenant ® 1 (-]
o aiee Recorsing Agmin, 1st-Tenant ® 1 [

7]

- [l



Mitel Speech Analytics

Show yesterday | Categories

Analytics - Tocey
Keyword Spotting
Transcription e

/ Subscription, 25

® subsciption

© caitorial subjects

Complaint Management

® Process ansiytics

@® Froduct development
C€C controlling

b 4
(LM

Complaint Management, 156~ g sy

/

==
Process analytics, 56 ~Product development, 72

Emotion Detection N

Trend: Number of categories

14K
11.2K
<> Subscription
5 84K < Editorial subjects
2 Process analytics
2 sex <= Complsint mansgement
< Prodeuct development
<= CC controlling
Deskt
p . |

Jan Feb Mar Apr Mai Jun Jul Aug Sep Oct Nov. Dec

Analytics

Show yestesday | Most frequent complaints Most frequent complaints today
e — Today Today

Offline mode_
Simultaneous reading

La ptop User restri nI
PC Yeee 2 |
__ Account utilization Sapceliation period_
End device Login Internet access Lsmp'
S
End device,

10 20 20 40 50

16



Andra mervarden

17

Skalbar & redundant

Dashboard och rapportering

API

Multitenant

Compliance: Mifid II, PCI-DSS,
GDPR

Supervisor productivity - detailed

Report template: Supervisor productivity - detailed
created: 10/21/13 11:26:59 AM with INSPIRATIONDeo

This report shows an overview of the number of all recorded calls available in th|
supervisor or a group of supervisors and the number of already evaluated and n)
furthermore lists each recorded call with additional information (agent, agent grg
time, name of evaluation template, total score) individually.

This report considers evaluations between 1/1/15 and 12/31/15.

Average Call Duration |

50 sec

75 sec

100 sec

Productivity overview for supervisor Bond, James (007) based on organizational unit Corporate clients /

Firmenkunden.

Number of sessions: 7

Number of Evaluated Sessions: 2

Number of not evaluated sessions: 5

Evaluated percentage: 28.57 %

Agent (AgentiD) Recording Date Evaluation Date
Brown, Caroline (310008) 320015 749 AM 1072115 9:03 AM
Fox, Steven (310007) 32015733 AM 1072115 9:05 AM

Productivity overview for supervisor Bond, James (007) based on organiz3

Recording Dashboard |

o

red ot =

@ B @ B ZoB 75 B
%0,893[3l

Number of sessions: 14

Number of Evaluated Sessions: 4
Number of not evaluated sessions: 10
Evaluated percentage: 28.57 %

Agent (AgentiD) R ing Date E ion Date MName of Evaluation Total Score

Template

Brown, Caroline (310008) 32015 749 AM 10/21/159:03 AM Evaluation Template 88.2
Fox, Steven (310007) 32015 7:33 AM 10/21/115 9:05 AM Evaluation Template 789
Miiller, Anneliese (310002) 320015 7:59 AM 10/21/15 9:07 AM Evaluation Template 90.4
Sauer, Frida (310003) 3/20M15 8:03 AM 10/21/15 9:09 AM Evaluation Template 836




Mitel Workforce Management

( N N ( N ([
Prognos Schema Daglig drift Engagera
Multikompetenta, Placera agenter pa Uppna servicenivamal anstallda
multikanalagenter for ratt plats vid ratt och félja scheman Med mobila
kort- och langsiktig tidpunkt for att sjalvbetjaningsverktyg
planering maximera och gamification

kundinteraktion

Prognos, schema, folja uppdrag, fa handlingsbara insikter, uppna

servicenivamal och forbattra agentens effektivitet




Mitel Workforce Management

Fore Efter

;38
§
=]

N L AP M L

T NG~ N R S VY~ X R T 8 T 3% R 7 05, g R T P PR T S T T T T P P o PR T A S T A P P STy
e A o o A ot N A N 0 O 10 1§00 a0 g g g oy g o g g o g ey g g g ey g g e

[rorecastes agents (<) [\/scheduted agents (<)

« 81 agenter ] ( 62 agenter for att tacka samma behov ]
« 12 veckors rotation + Flexibla starttider

 Fast schema » Fasta arbetsskift tider

« Varierande serviceniva « Ratt serviceniva

Reducera kostnader med 25%




Kunder i manga brancher

. Fnams
BBVA

INTEMA | SANPAOLO
WBARCIAYS  guniCredit  © ODDO BHF
Bancolombia®™ bankinter:
Seanga <aena
A & Hennepin
“3 © Healthcare AIRFRANCE /Y @
mezzd  arvato O -BASF \/
e BERTELSMANN
N
AFIDUCIA @ o
> AT IREDS o
|m % vodafone

[ ]
5 Markt & Mehrwert



21

Optimera med
njalp av
Intelligenta
verktyg
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Henrik Lindberg

Kundansvarig séaljare




Nyhetspass
MiContact Center

Enterprise

Alla nyheter | senaste
versionen av MICC
Enterprise. Hur kan du
bast anvanda dig av
dem?

Henrik Lindberg
Maj 2020

© 2020 Mitel. Proprietary and Confidential.




MiContact Center Enterprise 9.4

Och en
massa
andra
nyheter

MiCC
Enterprise

Stod for Agent-

forbattringar

Multi-TAS




MICC Enterprise OmniVy

360° kundhistorikvy

tid

C 2N
.
m Kanalvaxling




MICC Enterprise OmniVy

Kunddatabas

Skapa kunddatabas som aven fungerar som en
sOkbar katalog

Uppslag pa inkommande trafik:

Samtal
SMS
E-post
Chatt

Call Log




MICC Enterprise OmniVy

N =R

OmniVy / kundhistorik S S—
* En historisk vy for alla medier @ 0

tid

« Sok och fa dverblick av tidigare dialoger med kunder

« Sok pa delar av nummer och namn eller utoka med

wildcard *
4 3 E-mail
[Sent = [ Subject | From
4 ) 2126/2018 22115 PM  Product Question karensharp@acme.com scott lee@mitel.og
B2 27272018 6:50:40 AM  RE: Product Question karensharp@acme.com scott lee@mite
4 Sharp, Karen 7280 karensharpi@acme. com k b [ sMs
I %2 Voice
4 B E-mail
| Sent ~ | Subject | From
4 B9 212612018 221:16 PM  Product Question karensharp@a
2 227/2018 6:50:40 AM  RE: Product Question karensharp
4 [] sms
|Sent "| Mumber | Message
O &142017 1:1217PM 7280 Product Question
e ‘:t “oice
| Timestamp ~| Call ID | Caller Number | Service Access
2 11262018 31116 4M 5 7280 SATON



MICC Enterprise OmniVy

« Vaxla media
« Agenten valjer vilket media som ar bast

~| Phone i |Ca
4 Sharp. Karen 7280 karensharp@acme com ki
4 [ Chat
YT | Timestamp + | Customer | Phone | E-mail
Kan alvaXI In g [ 117222018 8:03:41 AM  nextccuser T280 testuser@sec.o
| O 1M22018786IAM om0 feshiser@secc
@ O 112012018 73405 amt | @@ Open testuser@sec.ci
\ @ 3 11/20/2018 7:25:15 AM New Customer... testuser@sec.c
33 112002018 6:56:16 AM testuser@sec.c
/ \ 3 11192018 3:45:20 PM Call 7280 testuser@sec.o
[ 11192018 2.46:25 PM SMS 7280 testuser@sec.cl
e @ 3 11192018 3:42:52 PM ) testuser@sec.o
[ 11/19/2018 3:41:57 PM i testuser@sec.ci

-

o e e e o ' (o e o R W Y B o T

4




MICC Enterprise OmniVy

« Hogerklicka pa en kund i sokresultatet ger en lista
med alternativ:

o Open - Tillater privilegierade agenter att uppdatera

posten wwm__—
o Call - om kundregistret innehaller ett eller flera g New Customer.
telefonnummer [Sent A Call Business: 7280
O 8142017 1:1317PM| [} SMS Business: 7280
> SMS - om kundregistret innehaller en eller flera poster e = Emoi kerensherp@acme.com
| mobilnumret X Delete

o E-mail - om kundregistret innehaller en eller flera e-
postadresser

o Delete - GOr det majligt for privilegierade agenter att
radera posten och eventuellt ocksa tillhérande historik




instance

Telefony
Application
Server

-~

VMWare HA + NeverFail \

Multi-TAS

« Skalbarhet
 Redundans

« Lastbalansering



MiCC Enterprise Multi-TAS: Okad kapacitet och redundans

MiCC-E

iInstance

VMWare HA + NeverFail




MICC Enterprise stod for Multi-TAS

Skalbarhet

« TAS-system stoder nu samma kapacitet som OAS-baserade
system. Upp till 40 000 samtal per timme och upp till 3 000 agenter
samtidigt

Lastbalansering

« Vid agentinloggning valjs den minst anvanda TAS-servern av
systemet for att hantera agentens anknytning

 Detta galler bade skrivbords- och webbagenter saval som
telefonagenter som anvander Mobile Agent eller ar inloggad via
API




MICC Enterprise Neverfail High Availability (HA)

- o2 : . o Primary Secondary
Neverfail HA-I0sning tillhandahaller -
. . _ _ o "
overvakning av MiCC Enterprise- i PP

Neverfail
Engine

applikationer
« Fungerar med fysiska eller virtuella =
servrar, fristaende eller tillsammans med oL

o/ Neverfail Channel

fw

VMware HA "l v ‘

Monitorering och automatiskt “fail-over” av MICC
Enterprise services

Forenklad och snabb uppgraderingsprocess



MICC Enterprise Chatt

© summerford’s Srgited  Vimahylogsnd  Uiggndi MICC Enterprise Chatthantering
BRANDS MAN WOMAN STORES o Webbimplementaﬁon
BLOG CAREERS . .
) Summerfords's ¢ KOhante”ng
Hello! Anders And welcome to ® Statu S | nfo rm atl O n
Summerford. My name is
P Maria how can i help you . .
ﬂ today?  Filhantering
You are here: Stant / Self-service zone What's your stores location in
Watford?
Self- OWLS 11:22:22 AM
service
zone »OWLS 26 Bedford street
Self-service Zo: onam
Manage your
account With the help of e-semwvic Great, and what is you
Search for your availability 10 you as a ct opening hours?

..... hruire a Ao

35



MICC Enterprise Chatt

(2 Chat with us - X
- . . . [o} . .
Den inbyggda chattklienten har blivit sa mycket MICC Enterprise |
Ny Welcome to Chat for MiCC Enterprise.
battre....
] o ) Enter Name
* Enkel att integrera pa en webbsidan
Enter E-mail
<head><script src="http://<SERVERNAME>/CustomerChat/Chat/Toolbox"></script></head>
Enter Phone

Ask a Question

« Konfiguration av en chattklient kan géras pa webbservern och
sedan anvandas i hela systemet

i
= |
o -
—
s
4
m
=
)

o Enkelhantering med sidotab som startar chattdialog




MICC Enterprise Chatt

Ytterligare chattfunktioner

Forbattrad hantering av komeddelanden

Inledande och upprepade komeddelanden per
servicegrupp

Kan inkludera forvantad vantetid och / eller
kdposition

Informationsmeddelande av stangd ko per
servicegrupp

£ Skatteverket - B3

Hej! | den hir chatten pa Mina sidor svarar vi pa fragor om din privata
inkomstdeklaration.

Mar du chattar med oss ger du ditt samtycke till var behandling av
personuppgifter. L3s hur chatten fungerar och hur Skatteverket hanterar
personuppgifter har.

Ungefarlig katid: 1 minut

Starta chatten

Hej! Vi sdker nu efter en ledig handldggare!
12:25:55

Valkommen till Skatteverket du chattar med Sofia,

vad kan jag hjilpa dig med?

12:25:58



MICC Enterprise Chatt

Hantering av bilagor

Bade kund och agent kan ladda upp
bilagor

Bildbilagor visas | chatten
Andra bilagor visas som en klickbar lank

Nar du klickar kommer bilagan att laddas
ner och laddas | standardapplikationen
for den angivna filtypen

From: Ben Harvey l El’ Exrrail H E Tmﬁc:a'i[ﬂ -l

Fomzil- heni@hamsr o

|2 b=n Gharvey con]

| e |

Subject: |Chat transcript

=1

Service Group: |

Dear Ben Harvey,

Thank you for contacting me via chat. Below is a transcript of our conversation.

Charles

Time

Sender

Message Details

91772019 7:28:33 PM

Ben Harvey

MNeed help with my Printer setup!

91772019 7:29:03 PM

System

Charles has joined the conversation.

91772019 7:29:453 PM

Charles

Hi there, | can surely help you! What model do you have?

91772019 7:32:08 PM

Ben Harvey

Mot 100% sure, but it looks like this:

9/17/2019 7-32-09 PM

Hen Harvew

ni¥ PG

Divert

ﬂ “4 Cancel




Agentens nya
mojligheter

Agentfunktioner

- MICC Enterprise Agent
- Web Agent
- Phone Agent



MICC Enterprise Agent

« Alternativet "Svara alla" laggs till i Agent E-Mall

« Phone agent visas nu i vyn for kontakter

« Personlig halsning kan definieras per servicegrupp

(Contacts
Linjestatus for mobilnummer s -
. ;. Bruce Logan ‘@ Bank - 1, Dispatc... Bank New, Bar
» SIP Softphone fortsatter att fungera som en o CratesWiars X Bark 1. Dupatc.._Bark New, Bar
. . . . ag Laura Stevens L
grundlaggande softphone &ven nar den ar PR, %
frankopplad fran MiCC Enterprise-servern, sa lange
.. . . . : | Name /| Number | Depattment | Mobie
den fortfarande ar registrerad i MiVoice MX-ONE eller B i 20098
Number, No SolidusLab
TAS Other 6297 oo 6297
Stenlund, Bo 6251 SolidusLab
B Tayor. Dave 6297 QA

Watson, John @6266  SolidusLab @ 555-1212



MICC Enterprise Agent

Agent kan nu skicka SMS till flera mottagare

* Mottagare separeras med kommatecken
Hantering av Agent Actions-presentation for agent
« Galler for ateruppringning och kampanjsamtal

Flera nummer tillatna i personliga kontakter

Sl

@

|John Smith

| Business  »| |+13495551212
[ Mobile: v +17145551212

20w |+12135551212




MICC Enterprise Agent

rAttendant E-mail /SM5

« Operators servicegrupper kan konfigureras for att ge I™ Use System Atendant E-mail/SMS Setings
Attendant Agent enkel atkomst till att skicka e-post och z‘“’”::e”::i”sf“’f | ::S-| = ::
[ eller SMS nar man soker | katalogen oo £t St |Mess;gefmmhe|mbm
 Ytterligare kortkommandon har lagts till vilket gor det e Enet feeee [<ore> =

lite lattare att navigera i applikationen via
E-mail Ready Status

tangentbordet Chat Ready Status

Open Media Ready Status

All Media Ready Status

Activate Next Tab

Activate Previous Tab

Activate Sessions Tab

Activate Contacts Tab

Activate Directory Tab

Activate Call Log Tab

« Stod for JAWS skarmlasarprogram vilket gor det
|attare for agenter med synnedsattning att anvanda
applikationen

JAWS"
forWindows'

0



MICC Enterprise Webb Agent

- Ateruppringningslistan lagrar nu de senaste 10 uppringda
numren i anvandarinstallningar, sa att de uppratthalls

me”an SeSSIOnerna o) Sessions m Call Leg Real Time

« Telefonagenter som visas | kontakter a Q Search

Name | Status  Skills

« Allainloggade telefonagenter visas tillsammans med statusen
Ready / Not Ready och vilolage / upptagen

Charles Wilkins t‘@ Bank - 1, Dispatch -
Pam Ellictt te

Laura Stevens '\y

Sally Thompson te Bank - 1, Dispatch -

« CQ-koder i multipla foldrar

« Anvandare kan nu skapa sina egna anpassade CQ-koder
fOr servicegrupper



MICC Enterprise Phone Agent

Presentera servicenummer istallet for
iInringande nummer (endast TAS)

General | ser Typel Skills I Corltactl Personal Greeting

 Om det ar installt i 'Systemegenskaper’ kommer
agenten se vilken nummer man ringt in pa och - ::m'hy
svar med ratt halsningsfras widetone: |
Logon ID: |mm4
Alternativ for inloggning Pt =
Extemal Login - |
« Alla for narvarande inloggade telefonagenter Prone sgert PN (- [o00s )
aterstalls till det lage de var i innan vid en | | e | e -
serveromstart eller router-omstart G152 | PasouordNever Edel02n o8 Logo I "
= ™ Account is Locked Resst Password History._.lb
« Kan stéllas in pa alla agenter i I';M“m;jﬂmggmﬂﬁm“

'Systemegenskaper' med alternativet att

! Call Manager | Logon Device Name | CQ Code Device Name | Default Language

asidosatta systeminstallningen i
'‘Anvandaregenskaper



Katalogintegration | MICC Enterprise for Telepo

Directory
[tciiert 8] [1Business Phone] ][ ci [ [ iCountry]
[ Name - | Number | Department |
'I_WTW" Call Primary: +9876588005
Agent kan nu se linjestatus och narvaro o o
. Forbattrade operatdrshantering for Attendant Agents P
pa Telepo-plattformen Ty Adttony Addce ook
« Attendant Agent kan ocksa stalla in aktuellt och e
framtida narvarotillstand samt stalla in aktuell roll och P— ST e
aktivitetsanteckning a1 et
Custom Activity...
Clear Activity Expiration

Add Future Presence...

Future Presence...

Maote...



Flera nya mojligheter

2 A

Wi
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4 4 nj5 ojl6 §7 “}8 =
. "m b ‘ )
F IR w T Yy *~ . e
™y

1 o =

a1G fH *

] a ‘ A

IV @ N “

Nya CDR-event
Objekttaggar
Nuance Speech Server 11

Hantering av Call Manager-
resurser | Web Manager

Google TTS



20 servicegrupper | Agent-realtidsfonstret

Koinfo Graphicad Table Personal Statistics

ﬂ Select Groups
s nMy Address Book X ||| Service Group /| Queu Wait Eee\rfmelc‘?i Idle| Busy EE:;'EIW ':B)tu;:l gztad)’
(X @& | oD ! Name /| Phone | Email Address Kundchatt 0 |ooo0 100 0o 0 0 0 |1
Aronsson, Ann €2 20891  zaronsson@aastrademo se Kundtjanst foretag 0 00-00 100 0 0 0 0 1
Cooper, Martin € 20802 mcooper@aastrademo se SMS 0 00:00 100 0 0 0 0 1
Grupprummer, Long... (€ 20853 Social Media RdB 0 00:00 100 o o 0 [
Messenger 0 00:00 100 [ ] 0 0 1
Email Sales 1] 00:00 100 0 0 1] 1] 1
Perzonal calls 1] 00:00 100 [1 ] 0 0 1
Telefonistka 1] 00:00 100 0 0 1] 1] 1
Follow-up mail 0 00:00 100 [ ] 0 0 1
Email administrator 1] 00:00 100 [1 ] 0 0 1
Faldura Avtal Privat 0 00:00 100 0 |0 0 0 1
Dispatch o
Retrieve = Resenve Time in Queue -
From Phone Preferred Agent Reserved By
4 A Personal Calls
) - E Personal calls
Mo Sessions Selected>

&) 'ﬁ Voice
4 E Kundtjanst foretag
4 [ Telefonké Flexite
4 [ Telefonistks

4 1 Commen Hold




Nya CDR-handelser

CDR-handelser for:
 Callback (ateruppringning):
o Samtal konverterat till callback

o Samtal konverterat till callback pa webben

* Vidarekopplad samtal:

o Nya CDR-handelser nar agent vidarekopplar samtal till SA, SG, en annan agent eller
annan destination

o CDR-handelsen kommer att innehalla information om destinationen (dvs. vilket BVD, SG,
agentforlangning eller annat nummer)



Object Taggar

B MItEl MICC Enterprise Admin +  Tenant ~ Menu~

Contact Center / Service Groups | Filter
1.
Y Filter Users[ » Object Tag ] :
Welcome msg v x 2100 - DefaultList (TAS1) || ] Apply filter

Create Fdit | Delete Assign Skills Reports -
Name Purpose Service level In queue Longest wait Free / Logged on agents
Chat Chat [ wox ] 0 00:00 0/0
Operator Voice [ wox ] 0 00:00 0/0
SG1 e T o 0 00-00 0/0
SG2 Voice T o 0 0000 0/0
SG3 - T wox | 0 00:00 0/0
5G4 Voice T wox | 0 00:00 0/0
test Voice T

0 00:00 0/0 3



Object Taggar

> Mitel

MICC Enterprise

Adrmin -

Tenant - Menu~

Contact Center / Service Groups

Y Filter

Welcome msg

Create Edit Delete Assign Skills
Name Purpose
Operator Voice

Users @ Object Tag

v 2100 - DefaultList (TAS1)

Reports -

Service level In queue

[ wox 0

Longes

Contact Center Tenant Properties: Tenant]

Configuration ] General ] Call ] Queue Handling ] Agent ] Phone Ag'ter
OpenMeda | Chat | LDAPDiectoy | TAS |  Authentic
Defined Tags

Name | Type | Enabled for
PlayMessage Tag Play Message Service Accesses,
Sched Schedule Service Accesses, 5
sQ Mumber Service Accesses, 5
5G Tag Service Group Service Accesses, 5
Untitled Tedt Dialed Mumbers
ants

Details )/ 0
Name: |PlayMessageTag
Type: |P|a',- Message |=

Allow Object Tag for:

[+ ¥ Service Groups v Agerts [v Dialed




Hantering av Call Manager Resources | Web Manager

* | TAS-baserade system kan anvandare hantera
call manager-resurser:

O

Basic Virtual Devices (BVDs) kan skapas och
raderas

Sprak kan skapas, andras eller raderas

Spela meddelanden

Meddelanden kan skapas, redigeras eller raderas
Ljudmeddelande kan skapas fran text

Integration med Google text-to-speech (TTS)

) Mitel MiCC Enterprise

Contact Center

Service Groups

%2,

Agent Groups

11

Scheduled Configuration

¢

Operational Messages

Inbox

Users

0

Not Ready Reasons

o

Call Qualification Codes

Call Qualfication Templates

Admin ~ Tenant ~ Menu~

Skills
Skill Terplates

Wall Display Screens

)

Scheduler

Call Manager Resources




Skapa en ny TTS-fil med Google

Sound Media Object from Text To Speech

Text

For sales, press 1, For support, press 2. To speak with an agent press 0.

Language code
en-Us

Cancel Generate sound file




Nuance Speech Server 11

@ Nuance Management Station x +

StOdS av OAS & C @ localhost:8080/mserver/jsp/main-frame.jsp?org.apache.catalina.filters.CSRF_NONCE=C070A9E73247398E492965F0987FECT 1 o i 8

5 Apps @ Management Statio..

= .
~8  Nuance Management Station

* Inkluderar Management Station for

Monitoring & Control ' System Analysis ' Data Management ( Administration

enklare hantering av Nuance- o ekt
Systemet System View o Ncbrkesen || g Servies

= Q Nuanoe Network

Take Host Offline | Refresh

. = vmr-nss11 vm-nssii
* Inkluderar Recognizer 11 och BT ST
- Nuance Server Service Name State Controls Properties
Vocallzer 7 ENUBI‘CE\S:;;:EV&MCE File Transfer Services Group
ﬁsmﬁﬁics(:oled:orsavice %% File Transfer Ready Pl m &

. Available Resou
= Q e — Nuance Recognition Service Services Group

« Stor mangd sprak och rostfiler o e e o - s »

Nuance Speech Server Services Group

‘ Nuance Speech Server Ready 12T | &'

Nuance Vocalizer Service Services Group

b Nuance Vocalizer Service Ready P A=y 3'

Statistics Collector Services Group

=F Statistics Collector Service Ready LA REL AN B

[ Startall | [ Shutdown &l | | Restart Al | | Abort Al |




Till sist

For alla bestéllningar av MICC Agent ingar aven inloggning/licens for Web Agent,
Phone Agent och Mobile Agent

54
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Varje onsdag klockan 13.00 kommer tva
nya MCED20-seminarier

Anmal er har: bit.ly/miwebinar_mced20

0 Mitel  eriones Davs 2020




bit.ly/miwebinar _mced20

MCED20
20 maj

MCED20
3 juni

* Regionernas
kommunikation idag
och imorgon

Kommunikation i kris i
bade privata foretag
och offentliga
organisationer

Al i ditt CC

Den nya verktygs-

ladan for chatt

MCED20

10 juni

Vad ar nytt |
Companion?

GOr budgetarbetet
enklare med
Companion

Latest MX-ONE-
news
Uppgradera din
MX-ONE pa ett
ogonblick

MCED20
27 maj

MCED20
17 juni

Hur du kan arbeta
smartare med
Mitels UCC-
|0sningar

e Mobten - som du
alskar att hata!
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