N:"

Vs i /
| — ] \.
< . . \.

InConcert Allegro

Administration ) inConcert
Manual “CONTA(T CENTER TECHNOLOGY



AdMINISErAtOr FUNCLIONS .......cooeeeiiiiiiiiiieeeeieeetetiiiiiee e e eeeetevtaeiissseeeeeeaesassaaanssseeseeesessssansnneseees 4
oY= 41 [OOSR 5
Main view of the Administrator Panel.......cciiiiiiiiiiiiiiiiier it eerrie e e ee e e e e saaan e e eens 6
CaAMPAIGNS MENMU ....oceeeiiiiiiiiieieiiiieee ettt ettt e et ttaee e e eetaaee s e ttaaeseettaaeseeeasaasseeesnnnssaessnnnnns 7
] = PPN 7
e | RO PP PPPRPPPRRPPPRt 7
D] (= (PR PPRRRPRRPPRt 7
Creating @ NEW CamIPaiGN .ccuuuiiiiiiiiiieiiiiieeeie e et e eetieeeteeeetaeeeaneeertnsseassnseasnsessssssessnsesssnneesens 8
Campaign INfOrMation ciuuuu it ee e e e eeaae s e e enaa e e e eabaneeeens 10
CAMPAIGN SKillSuuiiriieiiiiieiiiieeiiiieeeeiiee et erieeeeieeerteeerteeesseeassnesrsnesassnesessnessssnesesnnns 12
MUIEIMEAIA RESOUICES .uuniieiiiiieeeiiiiiiee e eerieee e eeiee e e etaee e e eeata e e e eaataeeeesasnnnesasssnnnssesssens 13
AcCtivation SCHEAUIET . ..uuue i e eertt e e e e eab e e e eeaaaeeeeasaenneeeesases 14

=T PR PPP PP 19
CAMPAIGN SUPEIVISOTS cevtiiiiiiieiiieeetieeerieeetieeereneeertneerenneerssssessnseerssssessnssesnsssessnseenns 20
Campaign INTEraCtioNS .co.uueiiiiiiiiieeiiie et e e e e ettt e e e ettt e e e eeaaeeseennanaeeaens 21
INDOUNA CAMPAIZNS teviiiiiiiiiieriiiiiee ettt ettiee e e eettieeeeataaeeeaeasasseeseensseeeessssnssesessnnns 22
OUtbOUNA CamMPAIGNS ..uiiiiiiiiieiiiiiiiee ettt eetiee e e eertie e e e aeaaieeeessanneeassannseersnnnnns 25

Chat CAmPAiZNS covivuiieiiiiiiee ettt e e e eeti e e e eettieeeeeaateeeeesssnnsesesssnnnseessssnneeesssnnnnaens 27

Ml CAMPAIGNS cetiiiiiiiiiiiieiiie ettt e et e ettt e eateeesteeeassnsessnneessensersnnsessensessnneenes 29

CTI POPUP CONFIGUIALION ceeeiiiiiiiiieieeeeeeiiiiiiiee e e eetettiiee e e e e eeteteataaeeeeeeeeeeeesnnanneeeseeaenennns 31
CamPAiGN HISTOTY coeeeeiiiiiiiieie ettt e ettt e e ettt s e eeataeseetanneesseesnnnensns 32
USEIS MEMU...c..oanieieiiieiie ittt ettt et et ettt ettesetaeeaaeseasssanesassssesssessssssssenssenssesnssenssennnns 33
AL U SIS e itiiiiieiiiiieeetee e ee e e ettt ertt e esateeesateesssseessaeessssesssssnssssnnssssneessssssrsneesssnnees 33

Y= {=] 1] £ T O PR PP PPP PP PPPPPPPI 34

USEIS DY GrOUP ceeevereiriiiieeeeereettiiiiiiieeeeeeeeeereraunaiaeeeeeeeererssnnnssssssseeesessssnsnnnnesseessessssnnns 35

GIOUPS MENU ..ottt et ettt et te e at e ateeeaas e eaaesaaeatssaassaanssesssesssssssessnnsanseenneees 43
RESOUICES MEINU ..c.uoiviiiiiiiiiiiiiiiii ettt e e bt e bt e e baa s eaba s eaaaseanaes 45
MULEIMEAIa RESOUICES «.eeeiiiiiiiiiieeeeeeeeteiiiiiee e e e eeeererriiee e e s e eeeerneaeaneseeeeeeenessnnnnnnnnsnes 45
CONFIGUIALIONS MENU c....oeeviieeieiiiiieee ettt e et eeettee e e tette e s eetaaaessaeaaassseansnessesessnnnssesesnnnns 49
WOTKGIOUPS cevvrreeiiiiiiiee ettt et eetiiee e eeerteeeeettateeeeesasneeseeassansseenssnsseeessssseseesssssnseeessnnnneens 50
CUSTOM SEATS teuiiiiiiiiiiiiiir ettt e ettt eerieeaaesaaaeeeneeesssesnssrussesssesnssenssesnssenssnnns 52
SKILLS +eeeettitiiiee e e et eeet et e e e e ettt rtta it ree e e e e eeeetaaaat e e e e eeaeaebaaa i aeeeeeeeeeaareaaaneeeeaeaerereanns 54

I 2 Administrator Manual



Creating @ NEW SKill vuueieeeiiiiieiiieeie et eereerteeeveesnessneessessnessnessnness 55
SEUEINGS MENU ..ottt e et e eee ettt eeetteeeesnssaennssasssssesnsssensnsessnsssessssessnsssnssssees 5O

INDEX .....ooeeeeeeee e eeeeeeeeeeee e e e e eeeeattt e eeeeeeeeeesesassasnaaeeeeessssssssnnnsassessesssssssnnnnnsessesessssssnnnnaneees 5O

Administrator Manual 30



Administrator Functions

The administrator of a Virtual Contact Center (VCC) is the person responsible for the creation of
users, uploading files, create and edit campaigns, groups and workgroups.

The administrator has access to all the resources for the VCC and distributes the permissions
among the different users so that objectives can be achieved.
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In order to login to the administrator’s panel of the Virtual Contact Center, open a web browser
and type the address of the VCC.

http://xxx.xxx.xxx.xx:8082 /inconcert/apps/dashboard

Here, the Xs represent the IP of the InConcert WebHandler Server. The login screen will prompt
the user to type a username and password.

The administrator will have to type the username, and specify the name of the VCC for which that
username is operative.
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