2021-10-07 - leva Meeting - Report
Views - no Telemagic un Qeval

Masu sistémas mérkim jabat aizvietot un automatizét Qeval +
pievienot pie tas tabulas KPIs no telemagic par closed/failed deals

Telemagic - Calling skats

Telemagic: 90% zvanu notiek ar auto dialer (nozimg, ka varétu nakotnée
iekodét to sales rep fake closes booster)

M lesatne - ieva laterere @bposerv X | M lesitne - ievalaterere@bposervic X ™ TMG - Agent - Customer X tmg TMG - Predictive Dialing Technel X | + [+] = X

<« C @ bposervices.telemagic.no:8894/agent/#/customer Q % o H

Manual Dialing 00:59:03 2
Look up customer/Add new customer 4594: Waiting
e E
Project/Job Project/Job - m '»7“
+ oE——— :\
¢ o—— j
Queue
Statistics
My Status

Telemagic - Caller history



lesatne - ieva.laterere@bposervic X | M lesatne - ieva.laterere@bposervi X

&

q TELEMAGIC

tM3 TMG - Agent - CallHistor

@& bposervices.telemagic.no:8894/agent/#/customercallhistory

GROUP

Call History

alls

Min length 0
sAno
m From  06.10.2021 00:00
Min length 0
Groupby  None
Total Answer No answer Callback
2912 1603 525 641
| Time TMGId  Customerld
> 06.10.2021 3028612-id Failiem.Iv/Failiem.lv
12:39:51 N
» 06102021 [EINE) 3009903-id TET/TET_TV_COLD
12:39:17

» 06.10.2021 [ERPITETA
12.00.00

v 06.10.2021 &
12:38:51

Performed

06.10.2021 12:38:51

3028610-id Failiem.Iv/Failiem.lv

3005241-id Indexo/Indexo_3

By agent

>ieGold

Auto-detected answering machine

0

Event

No sale

06.10.2021 00:00

Name

To  06.10.2021 23:59

Projectljob | Project/Job

Answer  Answer

Busy
516
Surname Company
SIA"JV
SERVISS
SIA"MITS
Text

Registered outcome no

i) To = 06.10.2021
Project/job  Proje
i}
Agents | Agents
Call mode  Call mode
Abandoned Extension failure Error Longest duration
70 17 81 00:29:57
Your
Agent Project Job Sale Number Numb«
KarKips ~ Failiem.lv Failiem.lv 37166(
TET TET_TV_COLD 37166
KarKios ~ Failiem.lv Failiem.lv TN 371660
OleGolo  Indexo Indexo_3 371

Telemagic - Forma, kuru agents
aizpilda péc zvana

Katram projektam/kampanai ir sava veida forma - nav vienadas visiem.

Sis aizpilda agents pats
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< C @ bposervices.telemagic.no:8894/agent/#/customer Q o H

Customer~
Indixo / Indexo_3 €IEZZ Processing 00:00:09 & -
Customer Activity Events 4 4594: Waiting

@® | Enter number
Cancel M | NotHome AnswerMachine | Yes Prospect Delete N Callback Customer not called by agent
i Customer Data
E T - | = [ o
Darbibas veids [ v} Required Vai veicat iemaksas [ v] Required Callback »
T — field  arf3.pensijulimeniz field
vecums v} Required Vai Jis zinajat ka v Required
field tagad 2. pensiju field Queue 4
limeni ir iespéja
mantot?
. Statistics »
Required Vai interesé cik [ v] Required
a j e — field  Sobrid ir uzkrajums? field
Vai Jis zinat cik v Required customerNote A Required My Status »
pédéjo gadu laiku field field
Jisu 2.pensiju
limena parvalditajs
Jums ir nopelnijis?
Product Data
Customer Activity Events 4
Cancel M Not Home  AnswerMachine | Yes Prospect Delete No~  Callback Customer not called by agent
Terminate call Register that the customer is interested and close customer card
ETT - | - ] o
dazadi pre-defined rezultati
Indexo / Indexo_3 €22 Processing 00:01:1
Customer Activity Events ’
Cancel M Not Home  AnswerMachine | Yes Prospect Delete No~  Callback Customer not called by agent
Terminate call Nepilngadiga persona
+37125956130 n | n [ Atsakas runat
Telefona numurs nepareizs
Pasnodarbinata
Darbibas veids [ v] Required SSNOCEDIIE pRrsona «|  Required
field g Formala neatbilstiba field
vecums [ v] Required Mikrouznémuma darbinieks o Required
field Students field
Nevélas turpmaku sazinu
Klients pieprasa apstrades datu zinojumu
Si brlz-a p?ns-ljfs [ v] Required . Klients vélas tapt aizmirst v Required
parvalditajs field ] field
Zvanot atkartoti nav sasniedzams
Vai Jis zinat cik [ v} Required J s A Required
pédajo gadu laiku field au pensija field
Jasu 2.pensiju Eso$s Indexo klients
Iimena parvalditajs Neinteresé
i .
Jums ir nopelnijis? Atsakas no konsultacijas
Jau viss sakartots
Product Data
Order 1 eA
name_surname [ A ] Required Sazinas valoda v ‘ Required
field field
Vai ir [ vJ Required Piekrit = Required

internetbanka?

field @ field

Prospect Delete No~  Callback Customer not called by agent




Telemagic - Formu konstruktors

< C @ bposervices.telemagic.no:8894/admin/vue/#/projectoverview QU N o :

WSTATUS v Projects Active @  Passive @  Archived O

RoAGENT .

EPROJECT ~

e B -
Formats
Job Products Project ™ Jobs Remaining Addresses Total Addresses Agents Action

BREPORTING v Total: 118 246 204968 1218540

&CUSTOMER v Advangrid 1 533 586 0/0 H

lDASHBOARD v Advangrid_OB 1 458 601 0/0 H

#SYSTEM v AG_uznemums 0 0 0 0/0 H

Busts v Aizdevums 0 0 0 0/0 H

INBOUND v ALTERO 6 3491 30413 0/5 H

WBULLETIN BOARD AP_Ugunsdrosiba 1 512 948 0/1 H

SMESSENGER v Assistentis 0 0 0 0/0 H

OMANUAL M Attistibai_PAR_aptauja 1 167 2468 0/0 H
AUTO_FLOTE 0 0 0 0/0 H
AUTO_RIGA 2 180 1113 0/0 H
Baltcom 0 0 0 0/0 H

. ™ Baltijas_Auto 0 0 0 0/0 i 8

< C @ bposervices.telemagic.no:8894/admin/vue/#/projectjob?project=Helvetia_Test&job=Helvetia_test 2 Q A

MSTATUS v
S0AGENT v
& PROJECT ~
Formats
Job Products
BREPORTING hd ‘Baltijas_Auto 2
Begrandfather TESTS
&CUSTOMER v BigBank
Biodakler [N
Biodakler_aftersale
allDASHBOARD v BO2_Tests
#sYSTEM v et
STOP
Buists v rain_Games
rother
QINBOUND g ',%Eﬁm
CircleK
WBULLETIN BOARD GircleK 2018
Confidentum_aptauja
®MESSENGER v Covid-19_Testi
Credit24_OFFline
Credit24_Online
OMANUAL v Crefo_tests.
Datu_Serviss AA
Datu_Serviss_Tests
DD
DD_2020
Delfingroup
DIO_iepak
DIO_tirg
Dizozols
- Rack
C' @ bposervices.telemagic.no:8894/admin/vue/#/projectjob?project=Helvetia_Test&job=Helvetia_test 2 Q * 0
Allv PDON Log out
TATUS v Client setup for Helvetia_Test/Helvetia_test 2
AGENT v
JROJECT ~
m Changes_made -Add property- v |0 Listbox Values; v | Change

Layout [Vai ir mainjti Kilenta dati? | [sorting)

Formats [Field-heading]

(m]
(w]
Job Products Setup O [Customerievel v |[Placement] [Predefined-faiue]
(w]
(w]
(w]

editable v [Rights]

EPORTING v required field
GDPR STATUSS -Add property- v Texthield
USTOMER b
Setup Customerlevel v [[Placement] [Predefined-feiue)
DASHBOARD - . no editable v |[Rights]
Type O [Text v
YSTEM . Layout () |GDPR STATUSS [Sorting]
[Field-heading]
ISTS M GDPR_Email -Add property- v |0 Listbox Values; ~ | Change
NE6OND v Layout O |GDPR e-pasts | [Sorting]
[Field-heading]
ULLETIN BOARD Setup O [Customerievel v |[Piacement] [Predefined-yalue]
editable v [Rights]
AESSENGER b4 GDPR_mail -Add property- v |(J  Listbox Values; v | Change
JANUAL o Layout O |GDPR pasts | [Sorting]
[Field-heading]
Setup O [Customerlevel v [Placement] [Predefined-Jelue]
editable v |[Rights]
GDPR_telephone Add propert; ) Listbox Values; v | Change
F— M [AnoD Talafane I [



< C @ bposervices.telemagic.no:8894/admin/vue/#/projectjob?project=Helvetia_Test&job=Helvetia_test_2

tmg TELEMAGIC GROUP

MSTATUS v Listbox for format: Helvetia_Test
&6AGENT v

rejectReason,
& PROJECT L

Listbox: Value shown to agent System value
m |Kiuda - vajrs seit nedzivo (lietojam ja ir sazvanits parastais tel |Klada - vairs Seit nedzivo (lietojam ja ir sazvanits parastais tel

- S -
Formats Miris | miris

| Dzivo arzemes
[ Nevelas turpmaku sazinu

Job Products Dzivo arzemés

Nevelas turpmaku sazinu

bija negativas blakusparadibas bija negativas blakusparadibas

varétu bat interese vairak ka péc 3 ménesiem
RUS kontakts

:vafétu bat interese vairak ka péc 3 ménesiem
|RUS kontakts

Jau ir zvanits | Jau ir zvanits

EREPORTING - Atsakas runat ‘ | Atsakas runat
&CUSTOMER v Paraléli jau pasatijis/ aktivizéts ‘ | Paraleli jau pasutijis/ aktivizéts

finansialu apsvérumu dé| ‘ finansialu apsvérumu dé|
WllDASHBOARD b f

nevélas lietot UB | [nevelas lietot UB
#sySTEM b izmanto lidzigus produktus ‘ \ izmanto lidzigus produktus
BusTs v nepasata no $ada tipa uznémumiem ‘ | nepasata no sada tipa uznémumiem

nevélas regularus satijumus \ [nevelas regularus stijumus
QINBOUND i I

nav ieintereséti piedavajuma ‘ | nav ieintereseti piedavajuma
WBULLETIN BOARD nav parliecinats ka drikst produktu lietot ‘ | nav parliecinats ka drikst produktu lietot
BMESSENGER v par vecu | | par vecu

nesanéma vélamos rezultatus lietosanas laika ‘ nesanéma vélamos rezultatus lietosanas laika
OMANUAL b4 ‘

1

Telemagic - Galvenais report

Atzimé laika periodu un tev iedod info par visiem KPIs un atbildém no

agenta formas

AutoSave (@ of) = Helvetia salesReport - Excel £ Ssearch leva Laterere | IL el - a] X

File  Home Insert Pagelayout Formulas Data  Review View Help & Share  {J Comments

f? [BiFrom Text/csV [ Recent Sources |T: [ Queries & Connections A v |2 EE 4 8 ER B2 ||

B [ From Web [ Existing Connections o @ mj ‘ 3 S B =8 ?
Get Refresh Stocks Geography [ | Z| Sort Filter Textto _, . What-If Forecast | Outline
Data v EE From Table/Range Ay [3 A S&Advanced | Columns E® [ | Analysis v Sheet v
Get & Transform Data Queries & Connections Data Types Sort & Filter Data Tools Forecast
M22 - fr | 37128235443
A B c D E F G H 1 J K L M N o P a R

1 Custome ~ Title |~ Firstnz ~ Lastna ~ Compz ~ Street ~ House ~ Zipcoc ~ City |~ State ~ Sexcot~ Teleph ~ Mobile phone ~ Email ~ |Mail st ~ Email s ~ Phone ~ Title uj ~ Firs
2 7306213 Irina Suskaja Lielaiela 37-26 3001  lelgava 2 "37126445105  iriska07@inbox.lv Irin
3 7306213 Irina  Suskaja Lielaiela 37-26 3001  Jelgava £ "37126445105  iriska07@inbox.lv Irin
4 7413006 Lidija  Muraskéy Vermelu 55 057  Riga £ "37129618108 Lidi
5 7413006 Lidija  Muraské: Vermelu 55 1057 Riga ] "37129618108 Lidi
6 7432024 Diana  3pilina Raunas iel:58-k1-16 1039 Riga " 37127423177 Diat
7 7432024 Diana  $pilina Raunas iel: 58-k1-16 1039 Riga £ 37127423177 Dial
8 7432024 Diana  3pilina Raunas iel: 58-k1-16 1039 Riga £ 37127423177 Diat
9 7453044 Zenons  Lastovskis Maza iela 2 5601 Kraslavas 1 "37129668520
10 7453044 Zenons  Lastovskis Maza iela 2 5601 Kraslavas 1 & "37129668520
11 7453044 Zenons  Lastovskis Mazaiela 2 5601 Kraslavas 1 "37129668520
12 17517155 Svetlana Fedotova Ulbrokasi€1-80 1021  Riga ] "37129673559
13 7517155 Svetlana Fedotova Ulbrokas i€1-80 1021  Riga £ "37129673559
14 [7591900 Valentina Savostjan Gaismas ie19 k9 -55 2123 Kekavas r £ "37129840267
15 7591900 Valentina Savostjan Gaismas ie19 k9 -55 2123 Kekavas r ] "37129840267
16 [7670650 Stanislavs Barbejs Spridisaiel2-69 5101 Aizkraukl 1 "37129176535  stanislavsbarbejs52¢ Star
17 17670650 Stanislav Barbejs spridizaiel269 5101 Aizkraukl 1 "37129176535  stanislavsbarbejs52¢ Star
18 7670650 Stanislavs Barbejs Spridisaiel2-60 5101  Aizkraukl 1 "37129176535  stanislavsbarbejs52¢ Star
19 [7683723 Natalja  Utkina (IEVINA 997201 %127 Olainesn 2 "37129884362 Nat
20 7688594 Maksims Judickis Parkaiela 8-42 5001  Ogre, Ogr 1 "37128235443 Mal
21 L7688594 Maksims Judickis Parka iela 8-42 :5001 Ogre, Ogr :1 ' :37123235443 Mal
--------- Helvetia sal‘e‘sRe;‘)on [ (t) T o - - i : ‘4 i .’ l
Ready Count:2 H O - ——+ 100%
LLJll &~ Type here to search O = - B 9 T X 60°F =) LT e

Qeval - otra sistéma, kura ir saslégta

ar Telemagic



Saja sistéma agenti netiek, bet supervisor noklausas dalu random
zvanus, aizpilda aptauju (kuru ieva sagatavojusi pati) no aptaujas tiek
uzgenerétas metrikas ka pieméram “komunikacijas prasmes”,
“Informacijas sniegSanas prasmes” utt. Viss tiek Sobrid darits manuali.

Masu sistémas mérkim jabat aizvietot un automatizét Qeval +
pievienot pie tas tabulas KPIs no telemagic par closed/failed deals

<y g > b1 O ® o0 v = Fnd | Next
iSection Average Score Report by Agent =
Date Type -Evaluation Date  Date Range : 09/01/2021 To 09/30/2021
lient Name : BPO Services  Evaluation Form : OB Call Evaluation_new
Program : OB Call Evaluation  Location : All
iagentName:  Supervisor Name : Partner Name :
e [
Aleksandra Stenberga  Katrina Anikevica 2 I e [ ] O 75.00% 87.50% 75.00% 100.00
Anzelika Jefimova AnceKrista Zeltina 0 I e I e 100.00% 100.00% 100.00% 8333
Amita Vecvagare Katrina Anikevica 1 0 10000% [N @ oo [N © 100.00% 100.00% 100.00% 100.00
Astra Ozola Katrina Anikevica 14 0 sas% [ © sasx [ © 100.00% 71.43% 9286% 100.00
Astrida Kipste Katrina Anikevica 8 1 ez11% [N ) sz11% [N ) 87.50% 25.00% 87.50% 87.50¢
Diana Spura AnceKrista Zeltina 5 0 sisex [ © siee [ © 100.00% 100.00% 100.00% 80.00¢
Gunta Rusmane Katrina Anikevica 1 0 77.78% | R @) 727s% [ A O 100.00% 000% 100.00% 100,00
Hardija Druvina Katrina Anikevica 2 4 s330% [N © ssv [ @ © 100.00% 88.46% 84.62% 100.00
leva Galina Jekaterina Minkevicus 4 0 1000 [N © oo [ © 100.00% 100.00% 100.00% 100.00
Indra Celina Vineta Kaukite 2 [ 1000 [N © 1000 [N © 100.00% 100.00% 100.00% 10000
Ineta Bonfelde Katrina Anikevica 6 0 s3% [N © ss3e% [N © 100.00% 100.00% 8333% 100.00
Ineta Zake Katrina Anikevica 5 0 serv ([ © s [ O 100.00% 83.33% 100.00% 8333
Inga Dzintare Katrina Anikevica 4 0 szv [ © ssv [ © 100.00% 75.00% 100.00% 1
........... PP P - froe I A& e S e 0o anar P an nar ——
geval
<« C @ telenordi.gevalpro.com/Index.aspx o Q % o :
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QEval is an intelligent and strategic solution designed for call centers that meets the stringent demands of quality, compliances and other
statutory requirements. Irrespective of the campaign size, call volume, chat volumes - QEval has been designed to meet any robust need.
It has been developed based on our real time practical experiences while facing the day to day challenges. With the help of QEval tool, our Password
dedicated and experienced team deploys best practices to evaluate Inbound and Outbound voice, chats and emails. The evaluations ~ «esses 4

results are available and accessible in real time for the management, supervisors and team members.

levLate

SuUBMIT

Benefit of QA Software

Q Increase sales and enhance customer experience f \

Q Reduce the cost of quality monitoring efforts

Q save time and resources to allow focus on other critical center operations
— >

Forgot Password?
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