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Comstice Amazon Connect Agent

Portal

Comstice Agent Portal is a universal web experience for contact center
agents. Agents can make and receive calls, monitor real-time activity, access
internal and external contacts, call logs and team states.

Agent also has a personal line for making internal calls. This is an internal SIP
webphone which is outside Amazon Connect but it helps to call other team
members and other contacts on your legacy telephony IP PBX such as SIP
Phones.
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Comstice Agent Portal Features

Using Team States section, you can see the list of team members, their
current state and the total number of available agents in the team.

With Call Logs, agent can see the made and received calls, copy the number
of the customer to create a new contact, call back the contact from call logs
also add a "Call Result Code".
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Outbound

On the Outbound section, user can access;

e recently abandoned calls,
e Call back list
e and also monitor any stats for an outbound campaign

My Call Back List Recently Abandoned Calls

PHONE DATE/TIME QUEUE DUR RESULT CODE
‘. (907) 555-0101 Dec 30, 2023 05:18 ENG2-csq 00:55 Security Check Sure? Yes kCanceI
(907) 555-0101 Dec 30, 2023 05:18 ENG2-csq 00:55 Cancellation Accept
(907) 555-0101 Dec 30, 2023 05:18 ENG2-csq 00:55 Renewal Accept
. . (907) 555-0101 Dec 30, 2023 05:18 ENG2-csq 00:55 Security Check Accept
Dialer Campaings
CAMPAING NAME ACTIONS (907) 555-0101 Dec 30, 2023 05:18 ENG2-csq 00:55 Renewal Accept
Loyalty Program Go To Ready (907) 555-0101 Dec 30, 2023 05:18 ENG2-csq 00:55 Cancellation Accept
Loyalty Program Go To Ready (907) 555-0101 Dec 30, 2023 05:18 ENG2-csq 00:55 Cancellation Accept
Loyalty Program Go To Ready (907) 555-0101 Dec 30, 2023 05:18 ENG2-csq 00:55 Security Check Accept
Loyalty Program Go To Ready (907) 555-0101 Dec 30, 2023 05:18 ENG2-csq 00:55 Renewal Accept
Customer Appreciation Days Go To Ready (907) 555-0101 Dec 30, 2023 05:18 ENG2-csq 00:55 Renewal Accept
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Team Calendar

Agents can access to the Team Calendar, update their availability and review
other agents' calendar updates.
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Agent Scorecard

Agents can access their daily, weekly monthly performance and
goals from scorecards;

@ Jessica Morten Agent Scorecard
Total Login Duration  23:46:.09 Actual Target
Inbound Answered 96
Average Talk Time 0702 05:23
Outbound Calls 11
Start Date 20.02.2023 Average Wrap 0251 01:15
End Date 26.02.2023
Average Handling Time [AHT) 09:54 10:38
Mot Ready Activity Code Total Time Spent Dccurrences
_11Meeting 00:05:21 4
AdminDuties 00:50:43 9
BreakFormal 01:06:01 5
Extended'\Wrap 04:30:43 98
Handowver 00:36:21 8
OutboundCalling 00:00:28 3
ScreenBreak 00:20:27 4
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