Outbound Call Center with Contact Center Services

Now with the new Outbound Call Center feature you will get all the same features/capabilities you love
about inbound call center such as; monitor, coach, barge, recording, evaluation, data and statistics with
a few extras!

Here's how it works, how to activate and much more!

e Agent must be in the go ready state (if ACP) or be signed in via the phone (if phone base sign in/out
method is used).
Anyone who is an agent and is ready to accept calls can call into an outbound queue
Agent dials into the outbound queue (via the extension for this queue) before placing outbound calls
Can have different outbound queues to track different programs, campaigns etc.
An agent can remain dialed into the queue

0 At this point they would not be able to receive inbound queued calls

o If they wanted to then they should hang up from the outbound queue and dial in each time

they wish to make an outbound call

How a call is terminated and queue status
1. Caller hangs up, this sends agent into wrap up
o Once wrap up is done the agent is still considered to be in the outbound queue
- They can make another outbound call within this queue
- They will not receive an inbound call to a queue if they are a member of any
inbound queues
- They can receive calls that are not in a queue

2. Agent Hangs Up (by hanging up the phone), This sends agent into wrap up
o Once wrap up is done the agent is signed out from the outbound queue
- They can make another outbound call within this queue — only by dialing back into
the queue
- They will receive an inbound call to a queue if they are a member of any inbound
queues
- They can receive calls that are not in a queue

3. Agent Hangs Up — ** This sends agent into wrap up
o Once wrap up is done the agent is still considered to be in the outbound queue
- They can make another outbound call within this queue
- They will not receive an inbound call to a queue if they are a member of any
inbound queues
- They can receive calls that are not in a queue
- You can make another outbound queued call even if you are still in wrap up
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How to activate:

o

0]

You can create outbound queues in Extensions and Routing | Outbound Voice Queues
<= EXTENSIONS & ROUTING v
£ Extensions
# Inbound Voice Queues
Hi Menus
¥ Conditional Routes
& Groups
® Outbound Voice Queues
? IVR Questions

Click Add All o

In the “Add Queue” pop-up box:

Add Queue

O o0 oo

o O

o

Extension:*
Name:*

Note:

Record Call?:* Yes s No Wrap-Up Time (sec)” 15

Groups:

%)

Assign your queue an available extension

Give the queue a name

Add notes if you wish

Select to record or do not record the queue (same as with an Inbound queue — this is
done at the queue level)

Assign a Wrap up Time

Allow the queue to be used with a group if desired

Anyone who is an agent can dial into any outbound queue

Completed Events:

You can search for outbound queued calls Completed Events|Calls

o Start by doing a call search and under the section marked direction
Pick Outbound or
Leave blank or pick all — these two will show all calls
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These calls will be populated in the section below

1 Completad Calls
irection [oubound
Sourca
aco

Participant

Call D
Calling:

Destination
Numbse

Answering
Humber

Recordad

From Duration

{mins}

From Date: 2018-09-12
To Date: 2018-09-12
Accaunt Code.

VRQ Answers:

Export Results  Clear Salsction

calip Time Durstion
OBOBKVKUTSSKU 180812 10:30:10 AM 001031
DBOBKUERR3KBS 18-09-12 10.29.03 AM 000007
OBOBKTTVWIIME  18-05-12 10 26:56 AM 000248
OBOBKTIPIEAML  18-05-12 10.28:07 AM 00.00:22
OBOBINELB2YZP 18-05-12 09:32:19 AM 00:00:29
ORORIMEZ ISKP 120017 053100 AM oo o003

Outbound Voice Queues

Direction
Outbaund
Outbaund
Inbound
Outbaund
Callback
Inheund

Calling

x

= Answered

To Duration

{mins)

Source

102-Rob Marschall  571-Qutbound Di
102.Rob Marschall  571-Outbound Di

104-Dina Rosenb.

102-Rob Marschall  571-Outbound Di

104.Dina Rosanb.
104.Nina Racanh

om Time:

Time:

Destination
916452362514
916462352514
555-Call Backs
916452352514
555.Call Backs.
S56.C3l Racke

Answered By

164623525 14-gat
164623525 14.gat

1646235251 4-gan
102-Rob Marschall

Outcome
Angwaced
Answarad
Canceled

Answerad
Cancatiad

T T

FE Xir Account Code

There is a Report added for Outbound Voice Queues under Reports | Outbound Voice Queues Report

o Start by Filling in the search criteria. You will be able to Run, export or Schedule the report
0 The page provides Graphs and the data that populates the graphs — same as the inbound voice

queues

Cutbound Quaues Search

Start Date 20180903
Aggregaton 20
tntorval *

. Oueuss:*

End Data *

20180811
Bluck Panther Crochoskovakia x  Keouchzgrey x Minute x OutboudQ x Outbround Dina test x

Oushound recnsbment taam ¥ Sodium %

Outbound Queues List

Interval
2018-09-03 to 2018-09-11
2018-09-03 00:00 to 02:00
2018-09-03 00:00 to 02:00
2018-09-03 00:00 to 02:00
2018-09-03 00:00 to 02:00
2018-09-03 00:00 to 02:00
2018-09-03 00:00 to 02:00
2018-09-03 00:00 to 02:00
2018-09-03 00:00 to 02:00

INARNANTND-00 +a NA-ON

Queue
Summary
400
401
500
510
511
520
565
571
Ann

Sorting Order: (s Aggregation Interval First | Queues First

Name
Across All ...
Sodium
Black Panther
OutboudQ
Krouchzgray
Czechoslova..
Qutbound re

Minute
Qutbound Di
Sndinm

Attempts
12

> o o © 0o & 5 oo

Answered

2 o o 0 90 o o o o @

Cancelled

5 o o o 0 o o o o W

Peak Talking
2

> o o o 0o o o oo

Talk Time
00:11:34
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
nn-na-nn

[ L cononas [ s e
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Costs and Notes:

Cost:
There is no charge for outbound queues, you just need CCS- Contact Center Services

Notes:
0 You can have different outbound queues to track different programs, campaigns etc.
Anyone who is an agent and is ready to accept calls can call into an outbound queue
Agents can remain dialed into an outbound queue
No lists
No dialers
Outbound Queue numbers can be a programmed-on speed dial
When dialing from an outbound queue — CCS owns the dial plan, so you can forgo dialing the 91
but would also be fine if you chose to dial the 91

O OO0 O0O0Oo
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