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Retrieve License

SETTINGS

* Download "Comstice Mobile
Agent" app and launch

Retrieve Server Settings

GET
Call-By-Call Mode [
Nai N

* Go to Settings by tapping on
bottom right

 Enter phone number in the format B Sy N
your call center can dial out

* Enter company code(3 letter, 3
digit code) in small letters and tap
on GET

* Tap on UPDATE




Login

Sam Whitcombe

Not Ready
* You should see your company il
colors and the logo in the login —— - 2
pa ge /, Global Sales \
* Login using your existing agentlID, e ® oot 0
password and mobile extension — o
* You should see the logged in page .t
with agent state, team state and s
queue information \ 0 00:00
N _A

* If you are a member of multiple e o
teams, you can slide left or right coenity (8 ommi |
for the other teams' stats.

@Comstice



Go to Ready and Not Ready

— Sam Whitcombe — Sam Whitcombe
Not Ready Ready

00:20
Global Sales
B Wrap-Up: 0
Talking : 0
B Ready: 0
@ Not Ready : 1
CallsinQ Oldest Q

.

> Slide to Ready

00:02
Global Sales
B Wrap-Up: 0
Talking : 0
B Ready: 1
B Not Ready: 0
CallsinQ Oldest Q

> Slide to Not Ready

O

Make a Call jo)

Global Sales

B Wrap-Up: 0
[ Talking : 0

Please select Not Ready reason.

Backoffice
Making Callbacks
Restarting PC
Technical Issue

Break

Cancel

* Slide from left to right at the bottom to go to Ready state
* You can also slide to go to Not Ready. In that case you will have options to

select reason codes.

Miranda Lynne Fradencs

Not Ready : Break

Search or Call Q,
Team: Sales
@ Ready 15 Wy,
@ Wrap-Up :34
@ Talking  : 40
@ Not Ready : 11
Calls in Q Oldest in Q

14 04:26

> Slide to Ready

C‘Comstice



Go to Ready and Receive Calls

(<) AGENT 7
C u Sto mer C a | | Back to Comstice Agent -

home Citymapper & GoogleH... Watch Activity

R
@ 5502

Wrap Up Talklng 00:01

0O % - ¥ : Location (R
&

Sam Whitcombe

00:02

View on Map
¢ Chrome ¢ QuickScan Lifestyle ¢ GoogleC...

Global Sales Acct Num
a @ df 4537956979245056

& Cardboard Photo Cast Pmte(est { Q Skysm.. Queue Name y

B Wrap-Up: 0
Global Sales Queue
Talking : 0

Cust Type j
@ Ready: 1 VIP Customer _
@ Not Ready : 0 Call Variable 6 y

Call Variable 7

Calls in Q Oldest Q e g
: @
» Slide to Not Ready
Hold Transfer Consult

 Slide to Ready. If there are calls in queue, you can receive customer calls
from the phone line you entered

* First call information will be populated in the app. Then call will arrive.

* You will receive mobile notification to go back to Comstice Mobile app “Coms‘tice



Hold and Resume

EE
@ 5502 @ 5502

* You don't need to put the caller T oo
on hold, system holds the caller B viewenap &
when you click on consult. sieriaaassotazes 2
* While on an active call, tap on 2 Glbelsdos Queue z
hold, then tap on resume to go 2 ¢
back to the caller. 2 B 2

* If you need to consult transfer or
conference the caller with a
third person, you can just tap on
Consult. No need to put the [m
caller on hold.




Single Step Transfer

e
WC.D 5502

Talking 00:01

* You can transfer the call to internal

extension or external number with . @ @ @<

single step transfer easily ¢ oXolo
- .

 While on an active call, tap on ., (7 (%)
Transfer, type the destination number . .

and tap on Transfer again. The call will . ; @ @

be sent to the destination
immediately.




Consult Transfer

. . © 5502 woz
While on an active call, tap on e Teldng 0G0 fekina 000
Consult, type the destination g o
number and tap on Call. B
] ] . 4537956979245056 & \pocation Map ()
This will put the first call on hold P
Global Sales Queue 4537956979245056 =

and make a second call.

Agent can switch between the
calls, terminate the calls
individually, transfer or

Cust Type
VIP Customer

Global Sales Queue
Cust Type &

VIP Customer

R

Call Variable 6

Ry

OO®G

Call Variable 6 y

Ry

Call Variable 7 g
conference the calls .
Tap on Consult on the second call P
to complete the consult transfer. s

(‘Comstice



Conference

B
@ 5502 'T':Iiizng 00:01

Conference
Talking 00:03

Wrap Up Talking 00:01
Location mj
Location &U < 5502 View on Map
View on Map Resume
Held Acct Num ﬁ
e 4537956979245056 -
\CC um
4537956979245056 £ Location DEU e Name &
View on Map T GG =
Queue Name
Acct Num Cust Ty
Global Sales Queue 4 @ @ @ 4537956979245056 4 VIPﬂC:Pstomer 4
Queue Name Il Variabl
V(I:;“(:Typi Q’ @ @ Global Sales Queue g Call Variable & £
ustomer
Cust Type Il Variabl
Call Variable 6 f VIP Customer £ Call Variable 7 g
@ @ Call Variable 6 g Call Variable & £
Call Variable 7 i
= Call Variable 7 f Call Variable 9 2
Call Variable 8 j
Call Variable 9 é @

* While on an active call, tap on Consult, type the destination
number and tap on Call. When you are ready, you can tap on
Conference and 3-way conference will begin.

C‘Comstice




Making a Call

Manu Sanchez

Not Ready : Paperwork CUStomer Ca” @ 4502
00:09 home Wiam up Talking 00:12
4502] /O Location GED
View on Map
GlobalSales GlabalSalas Acct Num e
Agent
B Wrap-Up: 0 Queue Name d
) Call being initialized.
Talking : 0 4
: Cust Type g
R : 1
O Call Variable 6 f
Call Variable 7
. AB DE g
4 5 6
GHI _ JKL _ MNO
_ PQRS _ Tuv _ WXYZ
+ % # (0] & Transfer Consult

* Agent can also generate a call to internal or external number.

She will in fact receive a call with the destination number she C :
typed on the other end of the line. @ Comstice



Menu Options

Sam Whitcombe

5502,4528
PAL ain 04:36
o . 4526,5502
* You can tap on the left top Menu Q@ Call Log o
icon to navigate inside the app. P 4502
00:53
* Tap again to close the side menu S Customers 4502
00:03
[0 Map 5502
-3 Alerts 00:09
5502
Ed Scanner 00:20
5502
[2f Contacts 0013
5502
00:15
SIGN OUT 5502,4524

C‘Comstice



Call Logs

e Agent can access to the call logs
from the side menu

* They can tap on each call to see

the details of the call variables
for the ACD calls.

* From here, it is possible to
access CRM details of the
customer after the call as well as
the location information on the
map.

5502,4528
04:36
4526,5502
00:00
4502
00:53
4502
00:03
5502
00:09
5502
00:20
5502
00:13
5502
00:15

5502,4524

CALL LOG

1 Apr 2020 at 18:11:59 \/

ar 2020 at 13:16:19 \/

ar 2020 at 22:36:46 \/

ar 2020 at 22:36:35 \/

ar 2020 at 22:35:01

ar 2020 at 22:34:15 \/

ar 2020 at 22:32:27 \/

ar 2020 at 22:31:26 \/

ar 2020 at 19:03:16 \/

— CALL LOG

5502,4528 1 Apr 2020 at 18:11:59 7

04:36
quj:’eslpdesk ‘
Call Variable 8 &
Call Variable 10 Ped

Cust Info

Pending membership renewal 4
Call Variable 7 £
eovases ¢
Call Variable 6 é’
Acct Num =

C‘Comstice



Team States

* Team members can monitor the
states and reason codes of the

team members from Team
States section.

* If agent has Supervisor rights,
she can also change the state of
the team members, set them to
Ready or Not Ready.

— Team States — Team States

Global Sales Global Sales

Bla McElroy

Bla McElroy
Not Ready Not Ready
Sam Whitcombe Set Ready Set Logout
Not Ready : Backoffice
Sam Whitcombe
Default

Not Ready : Backoffice

No Available Agents Default

No Available Agents

C‘Comstice



Customers

CUSTOMERS

), Agile CRM
* Customers section is a built-in e
browser pointing to your
backoffice and customer ticket
applications. Any CRM or T sem |
ticketing service can be pointed
to here.

* When a call comes in, app can
also show the CRM page of the
caller automatically. This feature
is set on the company code.

C‘Comstice



Map
= ouos  f=

& 3 SR, | S :
s R ‘ :
Manor Pa NG
Acct Num i > B | b T s g
CRM w Ql::{ 3 s 24 & = -
Wes' am o ~L -l - . . 2 >
4537956979245056 e z % B A 2\ 8 46min B 53min # 3hr34a g 46n
Forest Gate SN Forest Gate™ = 2\\\%
e 4 e — 5 ,“
Call Variable 6 f 2 B 2 [raog)
— : Holloway 9 d
@ 23 (s) = $ STRATFORD
Call Variable 9 y 8 i | . o e
£ o ) —=<ssy 2 2 arking
Plashet Park B o (1) Plas[?_ﬂ?a,k ]
) West Ham Park e ) West Ham Park Ny P~
Queue Name 49 B165  Portway - 8165 Portway =N e
Global Sales Queue = : 2 — : =4
Ham Plaistow Ham Plaistow— <
Call Variable 7 & Choose Application
& Y i
g East Apple Maps 1
5 )
Cust Type v NEWHAM %, S ixoT slowe
VIP Customer = s (wza) (w2) : o Dulwich
‘; . ) East Ham Jewish Golee Maps i Village : q
E Nowra Cemetery A205
Call Variable 10 5 1 University
= Citymapper |
o B AN 46 min (11 mi) @ Limited
Location n .
Uﬂj | 3 ,@ | Cancel Fastest route now, avoids road closures
View on Map ‘M 2 |
®Maps 5 al \ —
P S > \ = :— Steps A Start

Map feature helps mobile agents to launch customer locationin the map and get directions from their mobile map app
On the call variables from Call Logs or duringactive call, tap on "View on the Map" and customer's location will be pinpointed on the map

@ Comstice

If you need to drive to the customer, you can tap on Directionsicon on top right corner.
App will ask you preferred maps app installed on your device.

You can select your favourite map app and find the route to the customer



Alerts

* Alerts are the messages sent by the
team leaders

e Each alert is shared with the team
members

e Each alert has severity level 1, 2, or 3
which will color-vode the message

 Alerts also have expiry date and will not
be displayed after that date

ALERTS

You have 6 new alerts.
Accident on the Freeway
Accident on the Freeway, Expect Delays

Check

Pls login, someone is waiting for $oldesting
and $nready agents are in not ready. There
are $talking agents talking and $Snready
agents in not ready state. Someone has
waited for $maxwaittime in the q. Pls
monitor your screen more often.

. Best Western Demo

Best Western Demo

accident

There is an accident outside the highway

SLA above 90%

SLA above 90%

C‘Comstice



Scanner and Signature Pad

* Agents can scan the barcode and
update the details on their CRM

platform ///
* Signature pad also helps to h

retrieve customer signature
when the on-site work is
complete. This will also

be pushed into the CRM.

C‘Comstice



Contacts

— CONTACTS

Cancel New Contact

Name .
Corp Directory Sarah Vine

Surname

Personal

S Department Work

B

Sarah Vine 4502

Home Bla McEIroy

J Mobile

Work

John Smith 907595078327

Mobile

Judy Cunningham

Notes
M

Mauricio Sanchez
Merve Desktop?2
Mehmet Ates
Matt Sorum
Merve Senturk

Mehmet Ates

P

S |

* Contacts section offers Personal Contacts List as well as access to Finesse Contacts and
Cisco CUCM Corprate Driectory and Active Directory contacts

* Comstice Mobile Agent uses Cisco CUCM dial plan, therefore internal and external

contacts can be called. C‘Comstice

* Contacts are also accessible from Transfer and Consult screens in the app.



Logout

* You need to go to Not Ready
state first to logout

* From the side menu, tap on sign
out, select the reason code and
you will be logged out.

* Unless you are manually logged
out, system will show you logged
in. If the app was crashed or any
other issues, you can login and
manually log out

Sam Whitcombe
y,j.h\ Main

®Q Call Log
ML Team States
/. Customers
00 Map

(=3 Alerts

Scanner

SIGN OUT

5502,4528
04:36
4526,5502
00:00
4502
00:53
4502
00:03
5502
00:09
5502
00:20

5502

Sam Whitcombe

) Main

& Call Log

ML Team States

; Customers B Wrap-Up:
[ Talking :
[ Map
B Ready:
B Not Ready
Calls in
N

Please select Logout reason.

End of Shift




