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Accolades

About Accolades

Accolades is a web based app developed by VoIPIT that, along with the Asterisk software can manage a fully
operational phone system. Accolades can provide a variety of services:

- voice mail;

- call forwarding;

- waiting queues;

- after call survey;

- interactive voice response;

- time conditions;

- virtual fax;

- secretary services (BLF, call pickup);

- call center (with a real time interface);

- SMS services;

- call recording;

- reports;

- call center dashboard;

- CRM;

- external CRM integration (with API).




1. Interface

1.1 - App layout
Accolades has an optimized interface for both computers and mobile devices. Keep in mind that there are some pages
that are difficult to use with narrow mobile devices, like mobile phones in portrait mode (for example, the pages used
for call center interactive monitoring).
Accolades has several interface elements common to all pages:

- Menu bar;

- Primary menu;

- Title and options for current page.

Menu bar

On the upper part of the page the menu bar is displayed.
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Accolades menu bar

The bar contains 4 main elements:
- Menu toogle button;
- Shortcut for Accolades documentation (if available);
- Shortcut to home page;
- Scurtura for starting a call (if a phone is connected to the user);
- User preferences button;

- Logout button.
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Menu toogle button
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Shortcut to documentation
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Shortcut to home page
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Shortcut for starting a call
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User preferences
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Logout button

Menu toogle button

Main app menu can be toggled by pressing the MENU button from the menu bar. The main menu will slide from the

left side of the page and will contain the active modules for the current user.

kL-
o\

¥ Administrators
Accounts
Users
Call center
Virtual fax

Call details

= Server

Main menu

Most of the menus have additional options that can be toggled by pressing the menu button.
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& Add

@ Search
B Search results
B VolPIT SRI
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Call center

L% Virtual fax

Active submenu

Title and options for current page
The title of the current page is displayed on the upper left part of the document.

RNewcal KPreferences SLogout

VoIPIT SRL (Accounts)

Title of the current page

Some of the pages will display, left to the title, a button for toggling the page menu.

s fPreferences 3 Logout

Page menu

There are some pages that will have a tab list placed on the right side of the document. The tabs provide an easy way

of grouping related data together.
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Tab list

Some pages can contain other types of elements, that will be described when it is necesarry.

1.2 - Forms
When Accolades needs some data, for running a task, the user will have to submit a form.
A form has several element that have to be filled by the user. If is needed, the elements are grouped in containers, for a

better readability.

VoIPIT SRL

Identity

ldentity type  Company =

N

Name  \olPIT SAL

Email A

Remarks

Form example

If some of the fields are mandatory or must have a specific text structure, (like phone numbers or email addresses)
then left of the input an icon will be displayed, showing the status of the field: a green check mark is used for valid

values and a red exclamation mark is used for invalid values. A form can not be submitted if it contains invalid fields.




VoIPIT SRL
Identity
Identity type  Company —
Name  \olPIT SRL 6 v
Email o A
Remarks
Valid field example
VoIPIT SRL
Identity

Identity type  Company —

Name  volPIT SRL v
Email o % A.
Remarks

Invalid field example

Trying to submit a form with invalid inputs will raise a notification about the invalid value.

E-mail address is not valid

—T—

Validation error

Depending on the type of operation, a form can be submitted in two ways:
- By pressing the submit button, from the form section;

- By pressing the validation button on the lower-right side of the screen. Usually the validation button has a cancel
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button besides it.

Account code  minimun figits or empty

Type  Does not matter =

Email__c.co:

Section submit button

Submit and cancel buttons

There can be additional types of user interactions in the forms content, that will be described when those type of inputs

are used inside a form used in a certain situation.

1.3 - Searches

Most of the Accolades modules have a build-in search function for quick accessing of different entities.

The search process is similar between modules, the difference comes from the available filters. Further on, a search

process is explained, using the ALY INIIEIE]EN module as an example.

Search start

For starting a search, the user must select the option from the required module. Accolades will display a

page where the user must fill in the initial search filters.

Personal info

Family name  scimin famiy name

Given name{s) admin

Username aclmin username

Status  Does not matter

Search administrators

Search form

The search process will start after the user clicks the button.
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Search result

After the search has been initiated, Accolades will query the database and then the results will be displayed, grouped
by pages.
The results page has several components:

- Search filters edit button;

- Total results;

- Results sorting type;

- Results sorting order;

- Active filters;

- Search results;

- Pagination.

Search filters edit button

After the page has been loaded, the filters are hidden, by default. To edit the filters, the user must press the button with

a down arrow. The filters will slide down, in the upper part of the page.

Administrator search results

‘ J 1-10 of 53 results Sortby  Famiy name, Given nama(s) =
N
| a l

Filter toogle button

The filters can be hidden again by pressing the close button.

Administrator search results

*_1-10f1results Sortby  Famiy name, Given name(s) =

Family nafg Given name(s) Username Status

= Does not matter

Filter close button

Total results

In most of the cases it is not possible to display all the search results. Because of this, Accolades will only display a

limited number of elements, but it will display the total number of results on the upper part of the page.
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Administrator search results

‘ - 1-10 of 53 results Sortby  Famiy name, Given nama(s) = | F v ‘

| |

Total results

Sorting type

Most of the pages have several sorting options for the search results. The active option is displayed on the upper-right

part of the page and can be changed by pressing it.

Administrator search results

‘ W 1-10 of 53 results @amw name, Given name(s) > = v ‘

| o |

Sorting type

Sort by

I Family name, Given name(s)

I Username

I Status

Sorting type active

Results sorting order

Right to the sorting type is the sorting order button. This button can have its value toggled between ASCENDING and
DESCENDING.

Jr 1-10f 1 resulls SortbY  Famity name, Given namea(s) = | = A ‘

Ascending order
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‘ sl 1-10f 1 results Sortby  Famiy name, Given name(s) = (N ‘

Descending order

Active filters

When the area displaying all the available filters is hidden, Accolades will only display the active filters.

‘ b 1-10f1 results Sortby  Famiy name, Given name(s) = |=¥ ‘

e ‘

Active filters

An active filter has 3 components:
- Filter name;
- Filter value;
- Cancel filter button.

The user can cancel the active filter by pressing the canceling button placed right to the filter value.

‘ Jo1-10f1 I'ESUITS/ / Sortby  Famiy name, Given name(s) = Eas ‘

Canceling button

Search results
Depending on the active module, Accolades will display the search results using different renders.

Sliders

Usualy, Accolades will display just basic info about an element. Additional info about that element can be toogled by

clicking the name of the element.
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Administrator search results

4 1-10 of 53 results Sortby  Famiy name, Given name(s) = [Ee
- ,__ i
l'.‘l r ;':C-ﬂ .!';l:

- ¥ S AT

Username Status
07 &= P

ST

Sliders

When additional info is visible, Accolades will also display a button to access the element. The button is placed on the

right side of the container and it is shown as an arrow to the right.

[ J

a_—-’-

Username Status
RS R Y Active

| )

Element access

Table

There are cases when Accolades will display the search results as a table. If the screen of the viewing device is too

small, then the table will have a horizontal scroll bar.
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Results table

Pagination

The controls for page navigation are placed on the lower part of the document. The user can either use the left-right

buttons or can fill in the page number manually.

Pagination

Last search history

Accolades will retain the last performed search, for each module. Last search can be accessed from the main menu, by

selecting the E Last search gyuiteit
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2. First page

2.1 - Initial page

After logging into Accolades, the administrator will be redirected to the first page. The same page can be accessed by

pressing the administrator name, displayed on the upper-right side of the page.

Cosmin Staicu

Personal info

Family name Staicu
Given name(s) Cosmin
Username ==
Emal o

Account ACME SRL

First page

The page displays some general data about the logged in administrator:
- administrator family name;
- administrator given name;
- administrator user name;
- administrator email;

- administrator linked account.

2.2 - Preferences

Using the "Preferences" menu, displayed on the upper part of the page, the administrator can set up his interface

options.

App preferences

Phone 0
Language English

Time zone Romania

Auto answer Accolades calls 0 Actlve

Accolades will sk your device / app 10 awlo answer calls starfed from the Accolades interface

Theme Just Blue

The Sea meets the Sky and they are locked in & aream, with & fouch of waves,

Debugging mode Inactive

App preferences

The following options can be edited:
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- Phone: The phone used by the administrator for running specific tasks: starting calls from the Accolades
interface, using the Call center module etc. Usually, this option contains the id of the phone on the administrator
desk.

- Language: The language used for the entire application.

- Time zone: The value sets up the format for all the time values inside the Accolades app (for example the
timestamp for the call records).

- Auto answer Accolades calls: This option is only used by the calls started from the Accolades interface (calls
started using the button from the top menu bar or calls for the call center campaigns). If the option is active, then
the server will ask the phone (or app) used by the agent to auto answer the call started by the server. Warning: not
all devices (or apps) are compatible with this request.

- Theme: The theme used for displaying the interface. The administrator can use the defined account theme, any of
the predefined themes or he can set up his own colors, when the "Custom" value is selected.

- Debug mode: When active, Accolades will display additional info, when running certain tasks.
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3. Administrators

3.1 - Asministrators overview

Administrators module is used to configure settings for users that can log in to the server.
"Administrator" notation is used throughout the entire application, as a generic term for all users of Accolades: regular
users, call center agents, supervisors for waiting queues etc.
module, accesible from the application menu is available only if Accolades has been installed
on your own server. If the application is used from the cloud, using the servers provided by VoIPIT, then the module
is unavailable due to data security policy. The administrators management procedures for VoIPIT servers are only
performed by VoIPIT personnel.
The module can be accessed from the main menu and has the following tasks available:

- add a new administrator;

- search for administrators;

- view the last performed search;

- access the last viewed administrator.

3.2 - Add, edit, delete administrators

The option for adding additional administrators to the server is called . JiYe[oll and can be accessed from the module
&, Administrators §

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The page for editing an administrator can be accessed from the administrator page, by clicking the page menu, placed
near the name of the administrator. This menu is displayed only the required permission are in place.

For deleting an administrator, the current user must also use the menu near the administrator name.

3.3 - Search administrators

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

To start a search, the administrator has to access the @‘ SEEIal option from ERANIRIRISTENIE] menu.

The starting page will display the following filters:
- family name for the administrator;
- given name for the administrator;
- username for the administrator;
- status for the administrator.

- start date for the last login interval;
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- end date for the last login interval;
- the account that the administrator is linked to.

The values used for the search filters can be further edited from the search result page. To start the search, the user has

to press the BSEEIRELINMIMIEIEIOIEN button, operation that will load the search results page.

3.4 - Administrator search results

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

After a search has been started Accolades will display the search results. The results will be stored in the current
session and can be accessed anytime from the module, by selecting
option.

On the upper side of the page Accolades will display the total number of results that are matching the search criteria,
along with the display order. The inactive filters are hidden and can be displayed by pressing the arrow near the total
number of results value.

The results are rendered as a list. For viewing additional info about the element, along with a button to access the
administrator page, the user has to click on the administrator name.

Accolades will display a total of 10 results per page. To switch between pages, the controls placed on the bottom of

the page will be used.

3.5 - Impersonating an administrator

Accolades allows an administrator (with the required permissions) to impersonate another administrator. Using this
technique, the first administrator can view all the data and options that are available to the second administrators,
without being required to know the necessary password.
Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

All the data for an administrator are displayed in the administrator info page. This page can be accessed from the
search results page, by pressing the name of the administrator and then on the right arrow.
To start this operation, the authenticated administrator will have to access the info page of the administrator he wants

to imitate, the Me[lpItliA tab. From the page menu the administrator has to press the QlpgloEI&leliEICE button. After that

Accolades will change the authenticated administrator to the second one.

3.6 - Administrator info page - identity tab

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.
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The tab allows for viewing of data linked to the identity of the administrator inside the Accolades system.
The data is divided into 2 sections:
- personal info;
- credentials.
The personal data section displays the following properties:
- Family name: the family name of the administrator;
- Given name: the given name of the administrator;
- E-mail: the email of the administrator.
The credentials section displays the following properties:
- Username: the username for this administrator (this value is unique inside Accolades);
- Password: the administrator password, displayed as a static text;
- Status: an administrator can only login to the system if his status is set to active;
- Last login: the last login date for the administrator;
- Account: the account that the administrator is linked to (when the account is deleted, the administrator is also
deleted).
Tot edit the data displayed on this page, the B=e[i#] button, located inside the page menu, has to be clicked.
To delete the administrator, the button, located inside the page menu, has to be clicked.

3.7 - Administrator info page - permissions tab

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

An administrator can perform tasks depending on his permissions. These permissions can be viewed in the
administrator page using the tab.
The page is divided into 3 main sections:
- Account list: the section is displayed only if the administrator has one or more permissions set to "Allowed for
list (Accounts)" and it contains the accounts that the permission refers to;
- Call center access: The section contains the accounts that are available for call center login to the administrator.
The agent can use all the queues defined in the list (the permission is global to the entire account; no specific
queues can be selected);
- Permissions: Permissions: a details list will all the actions available inside the Accolades platform, along with
the current setting for each one.
The permissions are divided into several sections, according to the parent module.
- administrators;
- accounts;
- users;
- queues;
-IVR;
- time conditions;

- call center;
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- sms;
- customers;

- S€rver.

Administrators

This section defines the permissions for managing the administrators module.
- add: permission for adding new administrators;
- view: permission for viewing administrators;
- identity tab: the permission for the administrator to view and edit data inside the tab, for any
administrator;
- permissions tab: the permission for the administrator to view and edit data inside the tab, for
any administrator;
- API tab: the permission for the administrator to view and edit data inside the tab, for any administrator;
- delete: permission for deleting administrators;

- impersonate: permission for impersonating other administrators.

Accounts

This section defines the permissions for managing the accounts module.
Besides the standard options ALLOWED and NOT ALLOWED most of the permissions also accept the value
ALLOWED FOR LIST. This last value will allow the user to perform the task only for specified accounts, defined in
the administrator page. Using this method an administrator can manage one or several accounts, but not all of them.

- view: permission for viewing accounts;

- add: permission for adding new accounts;

- edit: permission for editing accounts;

- delete: permission for deleting accounts;

- view calls: permission for viewing the call list for accounts;

- listen to the recorded calls: permission for listening the recorded calls;

- view virtual faxes: permission for viewing virtual faxes, both sent and received;

- send virtual faxes: permission for sending virtual faxes;

- music on hold edit: permission for add, edit and delete music on hold sets;

- account limits edit: permission for editing the various limits for an account (maximum number of elements from

a group, storage space for the account etc.);

- edit API: permission for editing the data inside the API tab for the account;

- edit billing information: permission for editing the billing information for the account.

Users

This section defines the permissions for managing the users that are connecting to the asterisk server (phones).
- add: permission for adding new users;
- edit: permission for editing users;
- delete: permission for deleting users;
- tab: identity: permission for accesing and editing the identity tab, for a user;

- tab: telephony: permission for accesing and editing the telephony tab, for a user;
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- tab: voicemail: permission for accesing and editing the voicemail tab, for a user;

- tab: outbound calls: permission for accesing and editing the outbound calls tab, for a user

- tab: call redirect: permission for accesing and editing the call redirecting tab, for a user;

- tab: call recording: permission for accesing and editing the call recording tab, for a user;

- tab: music on hold: permission for accesing and editing the music on hold tab, for a user;

- tab: after call: permission for accesing and editing the after call tab, for a user;

- tab: call center: permission for accesing and editing the call center tab, for a user;

- tab: API: permission for accesing and editing the API tab (to integrate Accolades with external systems), for a
user;

- tab: operations: permission for accesing and editing the operations tab, for a user;

Queues

This section defines the permissions for managing the waiting queues for an account. Because the waiting queues are
displayed on the account page, the permission for viewing the queues is inherited from the account viewing
permission.

- add: permission for adding new queues;

- edit: permission for editing queues;

- delete: permission for deleting queues;

- static agents management: permission for managing the static agents for a queue;

- after call survey: permission for managing the after call survey for a queue.

IVR

This section defines the permissions for managing the IVR entities for an account. Because the IVR entities are
displayed on the account page, the permission for viewing the entities is inherited from the account viewing
permission.

- add: permission for adding new IVRs;

- edit: permission for editing IVRs;

- delete: permission for deleting IVRs.

Time conditions

This section defines the permissions for managing the time conditions for an account. Because the time conditions are
displayed on the account page, the permission for viewing the entities is inherited from the account viewing
permission.

- add: permission for adding new time conditions;

- edit: permission for editing existing time conditions;

- delete: permission for deleting time conditions.

Call center

This section defines the permissions for managing the call center module.
Besides the standard options ALLOWED and NOT ALLOWED most of the permissions also accept the value
ALLOWED FOR LIST. This last value will allow the user to perform the task only for specified accounts (the call

center access list), defined in the administrator page. Using this method an administrator can manage one or several
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accounts, but not all of them.
- queue management: permision to control the waiting queues (supervisor);
- campaign management: permission for managing the campaigns from the call center;
- auto break after call: if activated, the agent will enter on a "after call break; after hanging up a call on a waiting
queue (WARNING, this operation will be triggered only if the agent is viewing the call center interface for agents:
- open dashboard: permission for starting dashboard instances;
- view calls: permission to view the details for the call center calls;
- edit calls: permission to edit the details for the call center calls;
- listen to recorded calls: permission to listen to recorded calls from the call center (this is valid only for the calls

from the lists inside the call center module and has nothing to do with the global call details for the entire account).

SMS

This section defines the permissions for managing the SM'S module.
Besides the standard options ALLOWED and NOT ALLOWED most of the permissions also accept the value
ALLOWED FOR LIST. This last value will allow the user to perform the task only for specified accounts (the call
center access list), defined in the administrator page. Using this method an administrator can manage one or several
accounts, but not all of them.

- view: permission for viewing the sent SMS messages;

- send one by one: permission for sending individual SMS messages;

- send campaign: permission for creating SMS campaigns.

Customers

The section defines the permissions to view and manage the customers module (CRM).
- view: permission for viewing customers;
- add: permission for adding new customers;
- edit: permission for editing customers;

- delete: permission for deleting customers.

Server

The section defines the global permission for the entire Accolades server.
- monitoring: permission to view the status of the server that runs the service;
- asterisk commands: the permission to send certain commands directly to the asterisk server;
- time conditions: the permission to manage time conditions available to all accounts;

- Monitored IP: the permission to view or delete the monitored IP on the server.

3.8 - Administrator info page - API tab

Accolades can save some data about an administrator into the database. The data is sent, using one of the available
API interfaces, on request.
Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the

required module (ussualy by selecting the "Search" option from the module menu) then access the element info
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from the search result page.

Accolades can save up to 2000 characters for each administrator.

When an application is connected to the server, using an API, Accolades will send the text, on request. It is
recommended to use existing standards for saving data (JSON, XML etc.). Accolades will not perform any validation
on the text, it will be saved and sent as plain text, in a raw format.

More info about the options for reading this data, using the available API interfaces can be found on the API section of

this documentation.
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4. Accounts

4.1 - Accounts overview

In Accolades an account is an independent entity that contains one or more phones, waiting queues, virtual faxes etc.
The account has its own call details record, a limited cloud storage space, its own call center module (if it is enabled)
and other specific elements to this entity.

For a better understanding of this concept, an account is the equivalent to a company that has one or more phones.

The JAYelloll[)l 5] module can be accessed from the main menu and it has the following options:
- add a new account;

- search the accounts;

- view the last search results;

- view the last accessed account.

4.2 - Add account
To add a new account, the administrator must press the (- . JW-Xs[R option inside the =

The interface to add a new account is shown in the image below.
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Identity

SIP buddy (Accounts)
Identity type Company Account code Undefined L A
Name A Public Caller ID ¢ v
E-mail E = A Hest she vaipitro v
Remarks Port 0 v
Registered account NO
Busy line menitering Inactive
Outgoing calls Additional data
Override emergency Inactive Password - g A
CLID
VelPIT Allowed Outbound 2 "
simultaneous calls limit
National Allowed Inbound simultaneous 2 v
calls limit
International partially Mot allowed Status Trial period
Calls are being processed, 1he account 15 being bilied.
International Mot allowed
Phone no. format VolPIT
Feorce CLID (on No
redirect)

Asterisk modules restart

Modules reload 0 Postpone

Add account

The interface contains 5 panels:
- Identity;
- SIP Buddy;
- Outgoing calls
- Additional data.

The first section is called Identity and contains general properties related to the account identity inside the Accolades

Server:

- Identity type: the identity type of the account (a person or a company);

- Name: the name of the company owning the account;

- Family name: the family name of the person owning the account;

- Given name: the given name of the person owning the account;

- E-mail: the email address of the person owning the account;

- Remarks: general remarks about the account.

The SIP Buddy section contains phone system specific properties:

- Account code: the account code number for the new account;

- Public caller ID: the phone number for outgoing calls, if an entity inside the account does not have a dedicated

caller ID;
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- Host: the name of the server running the account;
- Registered account: defines if the account should auto register on the server;
- Busy line monitoring: allows some phone devices inside the account to notify other users about their status:
available or in call.

The Outgoing calls section defines the outbound permissions for the account.
- Override Emergency CLID: allows the server to user a dedicated caller ID for outbound calls to emergency
numbers, to allow a dedicated line for call back;
- Emergency CLID: the caller ID used for the above option;
- VoIPIT: defines if outbound calls to VoIPIT destinations are allowed;
- National: defines if outbound calls to national destinations are allowed;
- International partially: defines if outbound calls to some international destinations are allowed;
- Templates for international: If the calls to some international destinations are allowed then the destination
validation is based on this option (for example, the template 32,33,34 allows outbound international calls to
countries having those codes: Nederland, Belgium, and France;
- International: defines if outbound calls to international destinations are allowed;
- Phone number format: defines the phone number format for passing phone numbers to the carrier (for VoIPIT
servers, this option should be VoIPIT);
- Force CLID on redirect: Defines the phone number shown at the destinations, when a call is redirected (no
means that the destination will receive the CLID of the original caller, yes will display to the destination the CLID
of the device performing the redirect).

Additional data section defines some properties of the account that could not be inserted into previous panels.
- Password: the password for the account, for the phone system;
- Outbound simultaneous calls limit: the maximum number of simultaneous outbound calls (when this limit is
exceeded new calls will receive a busy tone);
- Inbound simultaneous calls limit: the maximum number of simultaneous inbound calls (when this limit is
exceeded new calls will receive a busy tone);

Asterisk modules restart section defines if the asterisk modules using these settings should be restarted immediately

(but ongoing calls can be affected) or just marked for restart at a later date. If postponed then the modules can be later

restarted by an administrator using the SR EINENE option from the i IESEWEE menu.

4.3 - Search accounts

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -
Searches
To start a search, the administrator has to access the option from Accounts gutSis
The starting page will display the following filters:

- account code;
- account type;
- account e-mail.

The values used for the search filters can be further edited from the search result page. To start the search, the user has
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to press the BSEERELINIIEIEIGIEN button, operation that will load the search results page.

4.4 - Account search results

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

After a search has been started Accolades will display the search results. The results will be stored in the current
session and can be accessed anytime from the IAXllelI[gIE) module, by selecting option.
On the upper side of the page Accolades will display the total number of results that are matching the search criteria,
along with the display order. The inactive filters are hidden and can be displayed by pressing the arrow near the total
number of results value.

The results are rendered as a list. For viewing additional info about the element, along with a button to access the
account page, the user has to click on the account name.

Accolades will display a total of 10 results per page. To switch between pages, the controls placed on the bottom of

the page will be used.

4.5 - Account identity

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The RIERIWA tab allows the administrator to view and edit the identity properties for an account inside Accolades.

View

The interface to view the identity data for the account is shown below.

= ACME SRL (Accounts)

[ Telsphony || Number| || Users || Virtual fa || Music on hold || Time conditions “ Queues | IVR | Call center || SMS || Limits || A | Biling || Operations

Identity = Account theme
dentity type Company Theme Default
Name ACME SRL
Email
Account code

Identity interface

The data is divided into two groups.
- Identity;

- Account theme.
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The first section displays data about the account identity:

- Identity type: the identity type of the account (a person or a company);

- Name: the name of the company owning the account;

- Family name: the family name of the person owning the account;

- Given name: the given name of the person owning the account;

- E-mail: the email address of the person owning the account;

- Remarks: general remarks about the account.
The second section allows setting up the theme to be used by all administrator and agents that are using the account
theme for the interface. The administrator can select either a predefined theme or a custom one.

To select a theme the administrator must press the f=e[|¥ button, as shown below.

X 20

Theme Default

Edit theme

Edit

To edit the data, an administrator must press the J=e[i¥l button, available inside the page menu.

Delete

Account deletion is available only if the account has no children (users, queues, ivr etc.).
If an administrator has credentials then the delete process can be started by pressing the button inside the

page menu.

4.6 - Account telephony

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The BIEEoJale]g)A allows for viewing and editing account properties related to the telephony system, inside the

Accolades system.

View

The interface for viewing the account telephony properties is shown inside the image below.
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Status

Slatus  Active
tatus description  Calls are being processed; the account is being billed.
SIP Buddy Outgoing calls
Account code 2 4 Emergency  Allowed
Public caller I© Undefined Overrde emergency  Inactive
Host CLE
Bort 0 VoIPIT  Allowed
Registered account No International partially Mot allowed
- : Mational  Allowed
From user <
) ) International Mot allowed
Username
PR Phone no. format  VolPIT
Default user =
o ey : Force CLID {on No
Busy line monitoring  Inactive redirect)

Telephony interface

The page is divided into 3 sections:
- Status;
- SIP Buddy;
- Outgoing calls.
The Status section defines the account status: active, trial period, suspended, inactive, test.
The SIP Buddy section contains phone system specific properties:
- Account code: the account code number for the new account;
- Public caller ID: the phone number for outgoing calls, if an entity inside the account does not have a dedicated
caller ID;
- Host: the name of the server running the account;
- Port: the port for sip transaction;
- Registered account: defines if the account should auto register on the server;
- From user: value used by the Asterisk software;
- Username: value used by the Asterisk software;
- Default user: value used by the Asterisk software;
- Busy line monitoring: allows some phone devices inside the account to notify other users about their status:
available or in call.
The Outgoing calls section defines the outbound permissions for the account.
- Emergency: allows the users inside the account to call emergency numbers (always allowed);
- Override Emergency CLID: allows the server to user a dedicated caller ID for outbound calls to emergency
numbers, to allow a dedicated line for call back;
- Emergency CLID: the caller ID used for the above option;
- VoIPIT: defines if outbound calls to VoIPIT destinations are allowed;
- National: defines if outbound calls to national destinations are allowed;
- International partially: defines if outbound calls to some international destinations are allowed;
- Templates for international: If the calls to some international destinations are allowed then the destination
validation is based on this option (for example, the template 32,33,34 allows outbound international calls to

countries having those codes: Nederland, Belgium, and France;
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- International: defines if outbound calls to international destinations are allowed;

- Phone number format: defines the phone number format for passing phone numbers to the carrier (for VoIPIT

servers, this option should be VoIPIT);

- Force CLID on redirect: Defines the phone number shown at the destinations, when a call is redirected (no

means that the destination will receive the CLID of the original caller, yes will display to the destination the CLID

of the device performing the redirect).

Edit

The edit interface for the telephony settings can be accessed using the l=6[i¥ button available inside the page mentu.

Status

Status Active

Calls are being processed, the account s being billed,

SIP buddy (Accounts)

Qutgoing calls

Account code F

Fublic Caller ID

Host

Port i}

Reglstered account N

From user

Username

Default user

Busy line monitering Inactive

Override emergency

cLID

VelPIT

National

International partially

International

Phone no. format

Force CLID jon
redirect)

Inactive

Allowed

Allowed

Mot allowsd

Mot allowed

VoIPIT

Mo

Asterisk modules restart

Modules reload e Postpone

Edit telephony settings

Asterisk modules restart section defines if the asterisk modules using these settings should be restarted immediately

(but ongoing calls can be affected) or just marked for restart at a later date. If postponed then the modules can be later

restarted by an administrator using the SR EINENEE option from the [ JEEWZEE menu.

4.7 - Number lists

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account

info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the

required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.
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The tab allows the administrator to view and edit number lists defined for the account. These lists can
be used to filter callers, based on their caller ID. For example, a list can be created, named "Black List" that will be

processed by an IVR step. The calls from the numbers defined inside the list can be routed on a separate branch.

List management

The interface for viewing lists is shown in the image below.

ACME SRL (Accounts)

P - r ~ - - ~ ~ ~ - ~ ~ - N 214 )
| dentity ][ Telephony MNumber lists Users ][ Virtual fax ][ Music on hold Time conditions Queuas | VR ( Call center SMS ” Limits | APl | Logs Billing [ Operations ]

ENumher lists

Black list

Lists interface

To add a new list, the administrator has to press the WAG[eR button, from the list panel menu.

ACME SRL (Accounts)

—— r — r —— y
Identity [ Telephony m Users ” Virtual fax ” Music on hold ] Time conditions Queusas ] IVR [ Call center SMS Limits ] Logs ] Biling Operations

X

B |

Add lists

The options for list management are available after pressing the list name, as it is shown below.

ACME SRL (Accounts)

—
Identity Telephony Number ksts Usars Virtual fax ] Music on hold Time conditions [ Queuvas [ Call canter ] SMS Limits APl Logs Billing Operations

— Number lists

Black list

These numbers are blocked by the IVR application.

(Qver] s [ oeer

List options
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Phone number management

The content of a phone number list can be displayed by clicking the BYUENA button, from the option list menu,

previously described. After clicking the button, Accolades will display the content of the list.

— Black list

- 1-10f 1 results Sort by Phone number = ~

2

List content

Accolades allows the administrator to empty the list, by using the BBEIEICREINIlol=IER button, inside the page

menu.

x B Delete all numbers

b 1-1of 1 results Sortby Phone number

L ==

Delete all numbers

After a phone number has been selected from the list, Accolades will display the number info page.

L —

Phone number i
List Black list

Phone number info page

Phone number management is done using the two buttons inside the page menu: and .
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X 0 [

Phone number =_

List Black list

Number options

4.8 - User list

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The tab will display all the users from the account. A user can be either a software app or a physical
device.
On the first access, all the users from the account will be displayed. Later, the results can be filtered using the search
fields on the top of the page.
The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

4.9 - Virtual fax list

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The BYULTEIREVEIE tab will display all the virtual faxes from the account.

On the first access, all the faxes from the account will be displayed. Later, the results can be filtered using the search
fields on the top of the page.
The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches
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4.10 - Music on hold

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The tab is used for managing the music on hold sets defined for the account.

A music on hold set is defined globally on the account and then can be attached to a phone, waiting queue etc.

An account can have a limited number of music on hold sets. To modify this limit you need to access the tab
from the account info page.

The music on hold sets can be viewed in the Music on hold sets section. The [WAte[eR button from the section menu can
be used for adding a new music on hold set.

The management operations for the sets are available after the user clicks the name of the music on hold set.

A set can be deleted only if that set is inactive (that is the only case when the delete button is available).

To add a file the user has to press the button, available after clicking on the name of the set. The files have
to be in the .wav format and can not exceed 3 MB each.

To delete a file, the user has to select the button, displayed after clicking on the name of the file.

4.11 - Time conditions

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The tab allows for managing the time condition processed defined for an account.
A detailed description for the time conditions (regardless of the module that implements it: IVR, waiting

queues, regular phones) can be found inside the Time Condition section of this manual.

The page contains 3 sections, as described below.

Set of days

This section displays all sets of days defined for this account. A set of days is used when a time condition process is
added or edited. To add a new set of days the user must access the menu places just on the left of the section title (Set
of days) and then by pressing the Ate[el button. The info page for a set of days can be viewed by first clicking the

faiie} button, visible only when a set of days is selected (by clicking on its name).

Daily schedule

This section displays all daily schedules defined for this account. A schedule is used when a time condition process is
added or edited. To add a new daily schedule the user must access the menu places just on the left of the section title
(Daily schedule) and then by pressing the WAte[eN button.

The info page for a daily schedule can be viewed by first clicking the button, visible only when a set of days is

selected (by clicking on its name).
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Processes

The last section displays all processed defined for this account. A process is the element that is verified when the time
condition is required by the app. To add a new process the user must access the menu places just on the left of the
section title (Processes) and then by pressing the Wat[el button. The info page for a process can be viewed by first

clicking the Blai{e} button, visible only when a set of days is selected (by clicking on its name).

4.12 - Waiting queues

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The w tab containes the options for managing the waiting queues defined for this account.

An account can have a limited number of waiting queues. The total number of spots, used and available is displayed
on the upper part of the page. To modify this limit you need to access the tab from the account info page.
The waiting queues can be viewed in the Queues section.

The WAG[eR button from the section menu can be used to add new queues.

The management for one particular queue is done from the queue page. To acces that page, the user has to click the

button, visible after clicking on the queue name.

4.13-1IVR

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The tab is used for managing the IVR entities linked to the account. The tab allows for viewing the existing
IVRs (and to access the info page for each one) along with adding new IVRs.

To add a new IVR the user must press the Watelell button available in the page menu.

To view an IVR info page the user must press the button, visible after a click on the IVR name.

The edit and delete procedures for each IVR are available on to the IVR info page (see the "IVR management" section

inside the "ITVR" chapter).

4.14 - Call center

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The NOEURERIETR tab allows configures the modules required for the call center procedures, for this account.
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— ACME SRL (Accounts)

( dantity | Telephomny ( Number lists | Users 1 Virual fax | Music on hold ) Time conditions ) Quewss ) T Call cenler .C.'A:. ( Limits | .A:! Logs Bil ( Operations ]
| I I I | fad

Call center

Call center call history Active
Internal CRM  Allowed
CRM field 1 Wrong number
CRM field 2 General Info
CRM field 3 Inactive
Inactive
5 Inactive
5 Inactive
Inactive

3 Inactive

Inactive
CRM field 10 Inactive
CRM field 11 Inactive
CRM field 12 Inactive
CRM field 13 Inactive
CRM field 14 Inactive
CRM field 15 Inactive
CRM field 16 Inactive
CRM field 17 Inactive
CRM field 18 Inactive
CRM field 19 Inactive
CRM field 20 Inactive

Call category —

Call center properties

Using the interface the properties for the call center module can be set up: call center call history, internal CRM status,

call categories for the account.

Call center call history

This option allows for showing the call history, to a call center agent for the number being used, either for inbound

queue calls or outbound campaign calls.

If the option is active, then the call history will be displayed. Because this operation is quite intensive for the database
(especially if the account has a lot al calls stored a€* over 100k). In that case, the agent needs to wait quite some time
for the interface to be updated.

If the option is inactive then the call history will not be shown but all other info about the caller will be displayed

almost instant.

Internal CRM

The property defines if the module is active for this account.
By enabling the Internal CRM module, Accolades will display additional fields, used for setting up to 20 custom

properties for the customers of this account (for example, after the regular properties, like family name, given name,
date of birth, remarks, the administrator can define additional fields, like customer group, delivery zone or any other
property).

The fields can be Inactive (that property will not be used for the customers) or Act ive. When the field is
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Active, the administrator has to define the name of the property that will be appended to the customer model.

Call category

The section displays a list with the available categories for the processed calls inside the call center. An agent can
select one value from this list, when processing a call. From the account interface the administrator can define up to 20

call categories. If one or more values are left blank, then those categories will not be displayed to the agent.

4.15 - Sabloane email

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The The BEREUREIGEIEEN tab allows the administrator to configure email messages to be sent when a call event is
triggered.

ACME SRL (Accounts)
| dentity ( Telephony ( Number lists | | Users i Virtual fax Music on hold ) Time conditions ||’ Queues ||? | Call center | |: Limits ||T |z| i B l’g \|

— Templates list

Hangup template

Email templates interface

Add new template

To add a new template the administrator must press the ate[el button, visible after the "Template list"section menu is

toggled..

ACME SRL (Accounts)

Identity || Telephony || Number lists || Users || Virtual fax || Music on hold | | Time conditions | | Queues || vR || call center | RN R Tl | sMs || Limits || AP || || Billing |

x + Add template

‘ Hangup template

Add new template button

Edit and delete

To edit or delete an existing template the user must press the template name, to display detailed information about the

template, along with the available actions.
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ACME SRL (Accounts)
] Idemll‘,u] Telephony ”Numm:llsls] Users | Wirtual fax ” Music on hold [ Time conditions | [Oueue@ ]W [ Call center ] SMS || Limits m Logs | Billing

— Templates list

Hangup template

# Edit | [l Delete

Name Hangup template

To acme@voipit.ro
CC —
BCC -

Subject From $acc_from
Language English
Time zone UTC
Attach audio file Inactive

Content Call from $acc_from to Sacc_to
Start time $acc_startTime
Answered: $acc_answered
Call type: Sacc_callType
Call direction: $acc_direction

Call duration: $acc_duration

Detailed template info

Template properties

The interface shown below is used for both adding new templates and editing existing ones.
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ACME SRL

Template info

Email destination

= $acc_to: destination call number

« $acc_finalDestination: final destination call number
(different from $acc_to for redirected calls)

« $acc_answered: "yes" sau "no"
« $acc_callType: "local” sau "external”
« $acc_direction: "inbound” sau "outbound”

Name Hangup template v To 0 acme@voipit.ro v
Remarks template remarks cc 0 Email address is v
BCC 0 Email address is v
Variables E-mail
For "Subject” and "Content” the following variables can be .
used- Subject From Sacc_from v
« $acc_uniqueld: the unique id of the call 5
$acc_uniq q ) Language English —
« $acc_startTime: date and time when call started
« $acc_answerTime: date and time for the answer event -
« $acc_hangupTime: date and time when call ended i Ao utc =
« $acc_duration: call duration
= $acc_from: the caller id for the call Attach audio file Inactive —

Content

Call from $acc_from to $acc_to
Start time $acc_startTime
Answered: $acc_answered

Call type: $acc_callType

Call direction: $acc_direction

Call duration: $acc_duration

Template properties

The "Template info " section contains general data about the template.

- Name: the name of the template;

- Remarks : remarks for the template.

The "Email destination" section contains the addresses where the email will be sent.




- To: one or more addresses, comma separated;

- CC: one or more addresses, comma separated;

- BCC: one or more addresses, comma separated.
The "Variables" section just shows the available variables that can be used inside the "Subject" and "Content". When
the mail is about to be sent, Accolades will update the variables with their values when the mail is about to be sent.
The following variables can be used:

- $acc_uniqueld: (number.number) the unique id for the call, inside the Accolades system;

- $acc_startTime: (DD-MM-YYYY HH:MM:SS) date and time when call started;

- $acc_answerTime: (DD-MM-YYYY HH:MM:SS) date and time for the answer event;

- $acc_hangupTime: (DD-MM-YYYY HH:MM:SS) date and time when call ended;

- $acc_duration: (MM:SS) call duration in minutes and seconds;

- $acc_from: the caller id for the call;

- $acc_to: destination call number;

- $acc_finalDestination: final destination call number (different from $acc_to for redirected calls);

- $acc_answered: ("yes" or "no") call answer status;

- $acc_callType: ("external" or "local") type of call, relative to the user account;

- $acc_direction: ("inbound" or "outbound") direction of call, relative to the user.
The "Email" section contains several properties used for email generation.

- Subject: the email subject;

- Language: the language used for text based variables;

- Time zone: the time zone used for time based variables;

- Attach audio file: if active then the email will have the audio file attached as long as the file exists and it does

not exceeds 10MB.

Using the last interface section the administrator can edit the body of the mail.

4.16 - SMS

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The BSIVEY tab sets up the SMS sending permission for this account, along with the SMS monthly limit
- Send SMS: defines if the current account can be used for sending SMS messages;

- Monthly send SMS limit: defines the maximum number of SMS that can be send from this account.

4.17 - Limite

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

Jfrom the search result page.

The BEInIIEY tab sets up the various limits for different types of elements for the account.
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- Storage limit for recorded calls: storage space in cloud (on the server) for storing the audio files with recorded
calls;
- Storage limit for virtual faxes: storage space in cloud (on the server) for the virtual faxes files;
- Maximum number of queues: numarul maxim de cozi de asteptare care pot fi definite pe cont;
- Maximum number of music on hold sets: the maximum number of queues that can be defined for this account;
- Call center campaign limit: the maximum number of call center campaigns available (either active on inactive)
for this account.
When the available storage limit is reached, Accolades will delete the oldest documents, until the total size of the files
is below the limit.
Accolades will start the procedure for deleting old files once every 24 hours, usually at night time. For this reason it is
possible, in some cases, that the total size of the stored files will exceed the defined threshold, until the next run of the

procedure.

4.18 - Accounts API

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The tab allows the current administrator to manage the parameters for integrating the account with external
applications, using the available API interfaces.
The page is divided into 3 sections:

- Call center;

- API REST;

- Configuration.

Call center

This section is used for setting up a connector that will link Accolades with an external CRM, available on the call

center agent computer. The connector will run inside the agent browser ( G Al menu from the

u.’j\.n (01| We=13I=1d module), inside a hidden iframe.

The section contains two properties:
- External CRM API connector: sets up the connector that will be autoloaded into the agent interface (can be
undefined, one of the available connectors from the server or a connector personalized for this account);
- Custom API CRM connector: this property displays the custom connector loaded for this account.
More information about setting up the connectors is available in the API chapter of this documentation, the External
CRM section.

API REST

Accolades allows for external applications to send commands to the server, using HTTPS. This section displays the
elements needed for configuring the API.
- Status: the status for this module (active: the server allows API requests, inactive: the server does not allow API

requests);
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- Username: the username (same as the account code) used for authenticating the requests;
- Password: A symbolic text, composed of 6 stars, indicating that a password is required to authenticate a HTTPS
request.

More information about setting up the connectors is available in the API chapter of this documentation, the API REST

section.

Configuration

Accolades can save up to 2000 characters for each account.

When an application is connected to the server, using an API, Accolades will send the text, on request. It is
recommended to use existing standards for saving data (JSON, XML etc.). Accolades will not perform any validation
on the text, it will be saved and sent as plain text, in a raw format.

More info about the options for reading this data, using the available API interfaces can be found on the API section of

this documentation.

4.19 - Logs

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The BEeIekN displays a history for different events within the account. The page has 3 main sections: Active channels,
channels history, and logs.

The panels containing channels data are divided into 3 parts: outbound (calls from within the account, to an external
destination), inbound (calls from an external destination to an entity within the account), total (inbound and outbound

calls).

Active channels

The "active channels" section contains 3 dials with the active channels within the account.

Active channels

T
*Inbound’

ot 9
0

4 -
Outbound

e 9
0

Real time channel usage

The value of each dial is updated every 10 seconds. The update process is displayed using the progress bar, on the

upper part of the panel.
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Channels history

The value of each dial is updated every 10 seconds. The update process is displayed using the progress bar, on the

upper part of the panel.

Channels history

Outbound channels

0
1200 AM  2:00AM  4:00AM  6:00AM  B00AM  10:00AM 12200PM  200PM  4:00PM  6:00 PM
—— Active channels  —— Limit

Inbound channels

0 LA A A
1200AM  2:00AM  4:00AM  6:00AM  8:00AM  10:00AM 12:00PM 2:00PM  4:00PM  6:00 PM
—— Active channels = Limit

Total channels

0 —A A A
1200AM  2:00AM  4:00AM  6:00AM  8:00AM  10:00AM 12:00PM 2:00PM  4:00PM  6:00 PM
=~ Active channels = Limit

Istoric canale

This panel displays the channel usage, in a selected interval. The default interval, on the first page load, is the current

day..
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Logs

Logs

[2021-08-16 14:32:02] ERROR (API) <dial> Authentication failed: missing password

[2021-08-16 14:08:01] ERROR (API) <dial> Authentication failed: invalid password

[2021-08-16 14:07:03] ERROR (API) <dial> Authentication failed: invalid password

[2021-08-16 14:06:18] ERROR (API) <dial> Authentication failed: missing password

[2021-08-16 14:06:06] ERROR (API) <dial> Authentication failed: invalid password
Jurnal

The server stored the events for only 2 months. Older data is deleted, as it is replaced by newer events.

A row describing an event contains the following data:

- Timestamp: the timestamp of the event;

- Type of event: can be an empty area, indicating some type of information or the text ERROR, indicating that the

event describes an error inside a module;

- Module: the module that generated the event (API or IVR);

- Description: A short description of the event.

The events are listed from the newest (the top one) to the oldest (the lower one).

4.20 - Billing

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account

info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the

required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The B]liale tab allows the current administrator to view (and edit if it is the case) the billing information for the

current account, along with a monthly report with the account activity during a billing month.

= ACME SRL (Accounts)

Identity ( Users | ( Virlual fax ( Music on hold | ( Time conditions | Queues | ( VR | | Call center | SMS Lirmits | AP | Logs m | Operabions
Billing info = Monthly report
Maonthly 100.00 euro From 8 March 2022
subsctiption Until 7 April 2022
Monthly national 10 SMS 0

minutes bundle

Extra national
minute cost

Premium SMS
messages bundle

Extra Premium
SMS cost

First day of a
billing cycle

Billing time zone

1.050 eurocent

50

3.500 eurocent

8

Romania

Outbound calls duration
(national VolPIT)

00:00:00 (0.00 min)

Outbound calls duration
(national other networks)

00:09:00 (9.00 min)

Qutbound calls duration
(international)

00:00:00 {0.00 min)

Billing interface
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Billing info

The section displays the following data:
- Monthly subscription: the total value of the monthly subscripton, in euros;
- Monthly national minutes bundle: the total number of minutes, included in the monthly subscription;
- Extra national minute cost: the cost for one minute exceeding the minutes included in the monthly subscription,
in eurocents;
- Premium SMS message bundle: the total number of premium SMS messages, included in the monthly
subscription;
- Extra premium SMS cost: the cost for one premium SMS message exceeding the sms included in the monthly
subscription, in eurocents;
- First day of a billing cycle: represents the day of the month when the monthly limits for the account are reset
and, also, the day that is used for generating the monthly reports;
- Billing time zone: is used for computing the 00:00 hour within the first day of a billing cycle.

To edit the values inside the billing info panel, the administrator must press the B=¢[if§ button available inside the page

menu.

Z' Edit

Billing info X

Monthly  100.00 euro
subsctiption

Monthly national 10
minutes bundle
Evira natinnal 1 N&A a t Outbound calls d

Edit button

The edit button is only available to the administrator having the required credentials.

Monthly report

This section displays data about the account activity within a billing month.
The report contains the following data:
- From: The first (included) day of the report.
- Until: The last (included) day of the report.
- Sent SMS: Total number of SMS messages send within the interval.
- Outbound calls duration (national VoIPIT): The total duration for outbound calls inside the VoIPIT network.
- Outbound calls duration (national other networks): The total duration for outbound calls in other national
networks.
- Outbound calls duration (international): The total duration for outbound calls to international destinations.
On the first page access the data for the current month is displayed. The user can select a previous month by pressing
the button available within the section menu.
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From 8 March 2022
Until 7 April 2022

SMS 0
Qutbound calls duration 00:00:00 (0.00 min})
(national ViolPIT)

Outbound calls duration 00:09:00 (9.00 min)
(national other networks)

Outbound calls duration  00:00:00 (0.00 min})
(international)

Month change button

The duration for each value is calculated in a "billing" mode. The first minute will not be truncated. For a 40 seconds

call, the counter will add a full minute.

4.21 - Account operations

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The tab allows the administrator to run different tasks on the account.

Regenerate dial plan

Call processing inside Asterisk is done based on instructions, dynamically generated by Accolades. When the user
runs operations that require regenerating the instructions, Accolades will do that automatically, just for the modified
element (for example, when editing a waiting queue).

By running this option, Accolades will delete and regenerate ALL the instructions associated with this account. It is
possible that while running this task, some on the features of the account, including calls management will not

function properly. In a normal use, this task should never be used.

Modify call permissions

This template can modify permissions for a call type on all the entities of the account (users, waiting queues etc). For

example, all international calls for an account can be enabled.
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5. DID

5.1-DID

The DID term is a shorthand for Direct Inward Dialling and defines the external phone number for a user (the phone
number that must be dialled so the Accolades phone rings).
The phone numbers (DIDs) are unique at a server level (there can not be two entities sharing the same DID).

The DID module allows viewing the phone numbers defined for all entities inside the Accolades server.

The E B]IBN module can be accessed from the main menu.
5.2 - Search DID

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the

search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches
To start a search, the administrator has to access the @‘ SEEEI(l option from menu.
DID

Account Does not matter

DID phone number (part)

DID search

Search interface

The starting page will display the following filters:
- the account to be searched;
- the searched phone number.

The values used for the search filters can be further edited from the search result page. To start the search, the user has

to press the BSI=EI(egliBIIBN button, operation that will load the search results page.

5.3 - DID search results

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

After a search has been started, Accolades will display the page with the search results. This page will be stored for

the current session and can be accessed anytime from the E D]|DN menu, E SEEIONERIEY section.
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= DID search results

W 1- 10 of 10 results

Sertby  DID = = A
Type Name DID Account
User Cosmin Yealink T21 . ACME SRL

J o

&

&

- °

Name DID Account

VR VR ACME L o 2 ACME SRL

Search interface

On the upper side of the page Accolades will display the total number of results that are matching the search criteria,
along with the display order. The inactive filters are hidden and can be displayed by pressing the arrow near the total
number of results value.

The results are rendered as a list. For viewing additional info about the element, along with a button to access the
entity page, the user has to click on the did number.

Accolades will display a total of 10 results per page. To switch between pages, the controls placed on the bottom of

the page will be used.
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6. Users

6.1 - User overview

In Accolades a user is either a phone device or a software that will connect to the Asterisk server. A user is always
attached to an account.
Notice! The user entity must not be misunderstood as an administrator. A user is short for Asterisk user. The entity
that has access to Accolades is called Administrator, Agent or Supervisor.
The ,f EETEN module can be accessed from the main menu and can be used for the following procedures:

- search for specific users;

- view the last search results;

- view the last accessed user.
If the administrator needs to display all users from an existing account, then it is recommended to use the
tab from the account info page. Using this procedure, the search result will be a lot smaller as the search will be

restricted only to the selected account users.

6.2 - Add user

To add a user, the administrator has to access the tab from the account page. You can not add a user
without selecting an account first. The add procedure is initiated by clicking the Atelel} button from the page menu.
This button is available only if the administrator has the required permissions.

After the administrator has selected the Add menu, Accolades will display the interface to add an user (phone) to the

account.
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Identity SIP Buddy

Identity type = User type regular =

Name A Name Undefined -

Email A Secret  asatyl6jj7ee7y3k
Remarks Public Caller 1D 10 digits or empty

Transport upP —
Host dynamic =

Pot ¢
NAT Force RPort, Comedia —
Qualify Yes —

Qualify Frequency 60
Video support No —
Call counter 0 Yes —
Busy level 0 1 —
MAC address device MAC address
Phone numbers Call options
DID Send busy line Inactive —
event @
Local phone
number Receive busy line Inactive —
event

Pick up incoming Inactive —

Asterisk modules restart

Modules reload @

Add user

The interface to add a user is divided into 5 sections:

- Identity
- SIP Buddy

- Phone numbers

- Call options




- Asterisk modules restart

Identity

The section defines the user identity inside the system. The data is used to display the user inside the Accolades

platform. Identity can store data about the person / company using the phone or just regular device data.

SIP Buddy

The STP Buddy term is specific to the Asterisk server. This section contains properties specific to the telephony
services for the user.
- User type: the account type that can be regular or web-socket and defines the type of connection used by
the user, to communicate with the server;
- Name: defines the name used by the user to login to the Asterisk server. This name has to be unique at a server
level. The name can only be defined when adding a new account and can not be changed afterwards;
- Secret: the password for the credentials used by the user to register to the Asterisk server;
- Public Caller ID: the phone number that will be displayed when the user places a call outside the account;
- Transport: defines the protocol used by the client to communicate with the Asterisk server. It accepts either TCP
value or UTP value (Transport layer);
- Host: defines the method for getting the IP of the user: dynamic (the server is listening for registration requests)
or IP (the user has a static IP);
- Port: the port used by the user to connect to the server;
- NAT: defines if a Network Address Translation is used when communicating with this user;
- Qualify: defines if the server should periodically check the user status;
- Qualify frequency: the interval used for checking the user status (in seconds);
- Video support: defines if the user has the support for video calls enabled;
- Call counter: instructs the Asterisk server to monitor the number of simultaneous calls for this user;
- Busy level: defines the number of allowed simultaneous calls for the user (the calls above the threshold will
receive a busy tone);

- MAC Address: the device MAC address, used by the provisioning procedure.

Phone numbers

This section defines the phone numbers defined for this user.
- DID: (Direct Inward Dialing) property defines the phone number on which the user can be called (for incoming
calls) from outside of the account (this number has to be unique at a server level);
- Local phone number: defines the number used for calling the user from inside the account (this number must

contain at least 3 digits and has to be unique at an account level).

Call options

This section defines the properties for managing the calls, for this user.
- Send busy line event: defines if the server will send a notification when the user is in a call (the property can be
active only if the property call counter is YES and busy level is 1);
- Receive busy line event: defines if the user will listen for notifications for a busy line, issued by other users (it is

mostly used by the phone devices inside a secretary office that can display the status of the phone used by the
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manager);
- Pick up incoming call: defines if the user can pick up an incoming call, from another user (for example, when

the device on the manager desk is ringing, but the manager is out of office, the assistant can pick up the call).

Asterisk modules restart

Asterisk modules restart section defines if the asterisk modules using these settings should be restarted immediately

(but ongoing calls can be affected) or just marked for restart at a later date. If postponed then the modules can be later

restarted by an administrator using the A CIE eI nlnEllel] option from the menu.

6.3 - Search users

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

User searching can be run in two ways.
- Searching users for a defined account (recommended);

- Searching all users in Accolades.

Searching users for a defined account

When the administrator is viewing an account, Accolades will display on the upper part of the page several tabs. The
users are listed inside the tab.

The user list can be refined by using the filters on the upper part of the page (just like any other search procedure in
Accolades).

The search started from the tab is the recommended way for searching for users. This process is faster than
searching all users defined on the server, because the process is limited to the entities defined inside the account that is

viewed.

Searching all users in Accolades

The search will be initiated from the menu, inside the ,f (BEL=1E module.
The initialization page will display some filters for the process:

- account;

- name;

- username;

- public caller ID;

- DID;

- local phone number.

To start the search, the administrator has to press the BSEEI{e)N user button.
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6.4 - User search results

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

After a search has been started, Accolades will display the page with the search results. This page will be stored for
the current session and can be accessed anytime from the 4./-'”' WETTEN menu, section.

On the upper part of the page Accolades will display the total number of results for this search, along with the sorting
order. The search filters are inactive and can be toggled by pressing the down arrow near the text with the total number
of results.

The results are displayed using a table. The user page can be accessed by pressing the name of the user.

6.5 - User identity

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The RIERA tab is used for viewing and editing of the users identity properties, stored in Accolades.
For a better structure, the data is divided into several sections:
- Identity;

- Account info.

Identity

The section contains the following properties:
- Type of identity: a person, a company or a device;
- Name / Family name and given name: depending on the type of identity, additional fields will be displayed:
family name and given name for a person, name for a company or for a device;
- Email: the address used for sending notifications to the user;

- Id API: the unique id of the user inside the Accolades platform (used by out API systems);

Account info

This section contains some data about the account that contains this user: the name and the type of the account.

6.6 - User telephony

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The BIEIEJaolalA tab is used for viewing and editing user data, about the telephony service.
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= Cosmin Yealink T21

i dentity Voicemai || Outgoing calls || Call forward || Call recording Music on hold || After cal || Call center AP || Provisioning || Actions

SIP Buddy Account info
Account type Regular ACME SRL
Name = Company
Account code
Public caller 1D
Jlecae Phone numbers
uDP DID €
Dynamic Local phone number 551
Force RPort, Comedia
s Call options
y 120
No Time conditions Inactive
Yes busy event Active
1 Receive busy event  Inactive

T e Pick up incoming call i
VAC address Undefined k up incoming call - Active

Telephony tab

For a better structure the data has been divides into several sections:
- SIP Buddy;
- Account info;
- Phone numbers;

- Call options.

SIP Buddy

The STP Buddy term is specific to the Asterisk server. This section contains properties specific to the telephony
services for the user.
- Account Type: the account type that can be regular or web—socket and defines the type of connection used
by the user, to communicate with the server;
- Name: defines the name used by the user to login to the Asterisk server. This name has to be unique at a server
level. The name can only be defined when adding a new account and can not be changed afterwards;
- Account code: displays the name of the account that contains the user and can not be changed;
- Public Caller ID: the phone number that will be displayed when the user places a call outside the account;
- Secret: the password for the credentials used by the user to register to the Asterisk server;
- Transport: defines the protocol used by the client to communicate with the Asterisk server. It accepts either TCP
value or UTP value (Transport layer);
- Host: defines the method for getting the IP of the user: dynamic (the server is listening for registration requests)
or IP (the user has a static IP);
- NAT: defines if a Network Address Translation is used when communicating with this user;
- Qualify: defines if the server should periodically check the user status;
- Video support: defines if the user has the support for video calls enabled;
- Qualify frequency: the interval used for checking the user status (in seconds);

- Call counter: instructs the Asterisk server to monitor the number of simultaneous calls for this user;
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- Busy level: defines the number of allowed simultaneous calls for the user (the calls above the threshold will
receive a busy tone);

- MAC Address: the device MAC address, used by the provisioning procedure.

Account info

This section displays the info about the account that the user is linked to.

Phone numbers

This section defines the phone numbers defined for this user.
- DID: (Direct Inward Dialing) property defines the phone number on which the user can be called (for incoming
calls) from outside of the account (this number has to be unique at a server level);
- Local phone number: defines the number used for calling the user from inside the account (this number must

contain at least 3 digits and has to be unique at an account level).

Call options

This section defines the properties for managing the calls, for this user.
- Time condition: defines the time condition process that will be applied to this user or "Inactive" if no time
condition is applied;
- Send busy line event: defines if the server will send a notification when the user is in a call (the property can be
active only if the property call counter is YES and busy level is 1);
- receive busy line event: defines if the user will listen for notifications for a busy line, issued by other users (it is
mostly used by the phone devices inside a secretary office that can display the status of the phone used by the
manager);
- pick up incoming call: defines if the user can pick up an incoming call, from another user (for example, when

the device on the manager desk is ringing, but the manager is out of office, the assistant can pick up the call).

6.7 - User voice mail

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The RYeJ[=RgyElR tab is used for viewing and editing of the voicemail properties, for the user.

Voicemail settings not defined

If the voicemail for the user is not defined then a warning is displayed, along with an §=le[|8 button, for opening the

interface for editing.

Voicemail defined

If the settings for the voicemail have been defined, then Accolades will display the following options:
- password: (displayed only as a static text) is the digit combination the user has to type for listening the

voicemail;
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- send to email: defines if the voicemail messages will be sent by email to the user;
- email: defines the email address used for sending the voicemail recordings, in the send to email option is active.

The properties of the voicemail can be edited by using the B=[[ill button from the page menu.

Listening to voicemail

The messages received by a user can be accessed and listen by dialing the *98 phone number, from the user device.
If a user has the mail notification active, for the voicemail messages, then the server will send emails for each recorded

voicemail message. The audio file will be attached to the email.

6.8 - User outgoing calls

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The tab allows for viewing and editing the properties for different types of calls that can be initiated
by the user.

For a user to be able to start a certain type of call, that type must be active both on the user level and on the account
level.

Emergency calls (to the unique emergency number 112) are always active and can not be deactivated.

VoIPIT property defines the permission to start outgoing calls to other numbers inside VoIPIT network.

The International partial property defines the permission to start outgoing calls to some international destinations.
Those destinations are defined from the account interface (the account linked to this user).

The national property defines the permission to start national calls (in Romania).

The international property defines the permission for the account to start international calls.

6.9 - Call forwarding for user

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The tab allows for viewing and editing the call forwarding rules for this user.
Each type of forwarding has 3 options:
- Inactive: no calls will be forwarded;
- Voicemail: the calls will be forwarded to the (only if the voicemail has been initialized);
- Internal: the calls will be forwarded to another user, from the same account;
- External: the calls will be redirected to a number outside the account.
All calls option will redirect all calls received by the user. This option will disable all other types of forwarding.
Unavailable option will redirect all calls when the user is unavailable.
Busy option will redirect all calls when the user sends a busy tone.

No answer option will forward all calls when the user does not answer an incoming call, after a defined number of

58



seconds.
The Call Transfer option allows the user to transfer active calls to another phone number. The Call Transfer option
allows the user to transfer active calls to another phone number. It is recommended that this option to be activated for

all users (this is why, when adding a new user, this option is active, by default).

6.10 - User call recording

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The tab allows for viewing and editing the options for recording the user calls.

The outgoing calls option defines if the user"s outgoing calls are recorded.

The incoming calls option defines if the user's incoming calls are recorded.

The recorded audio files can be downloaded from the server from the modules that can display call details lists:
, , . Each module has a page that displays call lists as a table,

for certain situations. If the administrator has the permissions to listen to recorded calls, then the tables will have a

column called "Download" that will contain a symbol for starting the download, if a file is available.

The storage space for audio files is limited for each account. When the limit is reached, Accolades will automatically

delete the oldest files.

6.11 - User music on hold

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The tab is used for setting a music on hold set to be active on this user.

To edit the active set, the administrator has to press the B=6[i8 button, placed in the container menu.

The available music on hold sets are defined on the account page, in the tab.

The audio files from the selected music on hold set will be played to the person talking to the user, during a call, when

the call is set to on hold or when the user starts to transfer the call to another phone number.

6.12 - After the user call

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The PAUCIREELN tab is used for advanced call management function. Using the Accolades interface the administrator
can define instructions (also known as extensions) that will be executed by Asterisk after the call has been completed.

To edit the instructions the administrator has to press the M=e[|¥ button, from the page menu.
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Each extension has 3 attributes:
- Priority: the index number of the instruction. Asterisk server will execute the instructions based on this index.
- App: is the application (as it is defined in the Asterisk environment) that will be run;

- App data: the parameters that will be passed to the application.

6.13 - User call center

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The tab defines the properties of this user when it is used inside a call center envoirement.
The call center user property defines if this user can be selected by the agents of the call center, for this account.
A agent needs a user (a phone) to login to the call center. When the agent selects the user, the list will display only the
available users that have the call center user property active.
The channel spy property defines if this user will have the functions for listening to other calls active (this functions
are specific to the call center activity). This property can have one of the following values:

- Inactive: the user can not be used for listening to ongoing calls;

- Listen: the user can only listen to ongoing calls, without any interaction;

- Whisper: the user can listen to an ongoing call and can only talk to the agent;

- Barge-in: the user can listen no an ongoing call and can talk to both the agent and the caller.

6.14 - Notificari email utilizator
Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The J=yElNgleliiile1i6]aR tab is used for setting up email notifications that can be sent when a defined event is

triggered on a call.

Identity .|.Tr|—:::"|.J'I. voicemail | [ Outgoing calis | [ ca |,--.-.-ﬂ-.:\| | Call recording | | Music on hold | | Afer cal | | Call center ||T Provisioning | |’;_-_,-,.-_'

— Notifications

Hangup

Email notification interface

Add new notification

To add a new notification the administrator must press the WateleB button, visible after the "Notification list" menu has

been toggled.
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[ Identity ” Telephony | Voicemail [ Outgoing calls | | Call forward H Call recording “ Music on hold ”A!ter call ] | Call center l |E| Provisioning || Actions

x =+ Add notification

Hangup

Add notification button

Edit and delete

To add or delete an existing notification the administrator must first press on the notification name to toggle the

display of details about the notification, along with the available operations.

[Iaennt',' ” Telephony [‘.-'mcerraul “ Outgoing calls | [ Call forward ” Call recording [Musuc on hold | | After call | | Call center ] Emall nofifications [JEEtSl | Provisioning | Actions |

E Notifications

Hangup

2 Edit | W Delete

Event

Call direction
Call type
Call status

Hangup

Does not matter
Does not matter
Does not matter

To
cC
BCC

contact@voipit.ro
Template
Template

Template
Attach audio file
Language

Time zone

Default
Inactive
Template
Template

Notification details

Notification properties

The interface shown below is used for both add and edit notifications.
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Event

Event Hangup

Email will be sent after the call has been completed.

Call direction Does not matter

An email will be sent regardiess of call direction

Call type Does not matter

An email will be sent regardiess of call type

Call status Does not matter

An email will be sent regardless of call status

Remarks notification remarks
Email destination Content
To (source) Custom = Template Default =
The email will be sent to the email addressed

defined below. Attach audio file Inactive =
To (addresses contact@voipit.ro E v —
: '@ Language Template =

CC (source) Template = This property will be processed as defined

inside the template
The email will be sent to the email addressed
defined inside the tempiate. Time zone Template —

BCC (source) Template — This property will be processed as defined
inside the template

The email will be sent to the email addressed

defined inside the template.

Notification properties

The "Event" section contains information about the event that will trigger the notification email.
- Event: the type of event that will trigger the notification;
- Call direction: The direction for the call that will trigger the notification, relative to the user;
- Call type: The type for the call that will trigger the notification;
- Call status: The status for the call that will trigger the notification;
- Remarks: General remarks for the notification.
The "Email destination" section contains data about the addresses where the notification will be sent. It is possible to
use the addresses defined in the template or use custom addresses.
The "Content" section contains data about the email that will be sent.
- Template: the name of the template used for the email (the templates can be set up using the
tab inside the account info page);
- Attach audio file: if active then the audio file for the call will be attached to the email (as long as it is available
and it does not exceeds 10MB);

- Language: the language used for the text variables inside the template;
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- Time zone: The time zone for date-time variables inside the template;.

Errors

If a mail can not be send then an error will be appended to the account log file available at the BEelefl tab.

6.15 - User API

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The defines the methods used for integrating a user with an external system.

Call notification

This option allows for an external system to be notified when a call (that the user is a part of, either outgoing or
incoming) is answered of hung up. The communication between Accolades and the external service consists of HTTP
or HTTPS requests.
The following parameters can be defined:

- Status: (active or inactive) if active then Accolades will send the notification, if inactive then the rest of the

parameters are not available;

- Protocol: (http sau https) defines the protocol used to send the notification;

- Server: the server (IP of FQDN) where the notification is sent to;

- Port: the port used for sending the notification;

- Cale: the path for the file that will receive the notification (the path cannot be empty and it has to start with "/");

The structure used for a notification is detailed inside the API chapter of this document, the "Call notification" section.

Configuration

Accolades can save up to 2000 characters for each plarform user.

When an application is connected to the server, using an API, Accolades will send the text, on request. It is
recommended to use existing standards for saving data (JSON, XML etc.). Accolades will not perform any validation
on the text, it will be saved and sent as plain text, in a raw format.

More info about the options for reading this data, using the available API interfaces can be found on the API section of

this documentation.

6.16 - Provisioning
Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The RSl tab allows the administrator to create provisioning files to be used for device configuration.

Provisioning files management can only be done for users that have the MAC address defined.
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The files generated using the interface are saved in the folder defined inside the Accolades configuration file

(/etc/accolades/configurare.ini), using the folderProvizionare parameter.

Interface

The interface for managing the provisioning files is displayed below.

Yealink T21

~ " . \ ) - p \ \ -
[ Identity | Telephony [ Voicema I Quigoing calls ” Call forward || Callrecording || Music on hold “ After call | Call center || API ]m Actions ]

Provisioning files

) 1234567890 boot

Provisioning interface

Add / Edit a file

Accolades has two methods for creating new provisioning files:
- Creating new files using the interface;

- Uploading existing files.

Creating and editing files using the interface

To create a new file, the administrator must press the add button, from the bottom of the page.

I

+ ) 2

Add button

To edit an existing file, the administrator must press the @=6[i¥ button, displayed after clicking on the file name.

Yealink T21

\ [ r o r
1 calls ][ Call forward Call recording ][ Music on hold ][ After cal ] Call center ] API Provisioning Actions ]

Provisioning files

©)) 1234567890ff boot

(e wosee.

File options

Accolades will display the interface for editing a provisioning file.
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Yealink T21

New file

= _ Name Undefined D A
(*.boot, *.cfg, “.jpg. *.png)

Full name  1234557800ff
User 456456345634

Password  \W4kafBKhaqueDGTy

Local number

MAC  12:34:56:78:90:ff

Update content

——Content

Add / edit file interface

The interface is divided into two main sections: the file info panel and the content panel.
The file info panel contains the following properties:
- Name: The name of the provisioning file, along with the extension.
- Full name: The full name of the provisioning file, as it will be saved (all files have the MAC value as a prefix).
- User: The username of the user for whom the file is created.
- Password: The password of the user for whom the file is created.
- Local number: The local number (interior) assigned to the user.
- MAC: The MAC address of the device being used by the user.
- Update content: The button is used when provisioning templates are used. Pressing the button will update the
variables defined inside the template with the user values.
The button will update any existing parameters inside the content with this user values. Because a
template can contain parameters for more than one user (a phone with 2 lines, for example) Accolades will check the

content for available paramters sets. Then it will ask the user to select the parameter set to be updated..
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Select value

Parameter set selection

Last section allows the administrator to edit the content of the provisioning file. The user can load a template by

pressing the BEeEREIn[o]EIEN button, available inside the Content panel menu.

The provisioning templates can be set up from the

menu, by selecting the

submenu.

To submit / cancel the process, the corresponding button from the bottom of the page has to be pressed.

Uploading a file

The upload process can be started by pressing the upload button, displayed on the bottom of the page.

Upload button

Accolades will display the provisioning file upload interface.

Yealink T21
Load file
_ Name Undefined @ A
(*.boot, *.cfg, “.jpg. “-png)
Full name =
File (max. 10MB) select a file =i
Upload interface

The interface contains the following options:
- Name: The name of the provisioning file, along with the extension.

- Full name: The full name of the provisioning file, as it will be saved (all files have the MAC value as a prefix).
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- File: The file being uploaded.

To submit / cancel the process, the corresponding button from the bottom of the page has to be pressed.

Delete a file

To delete an existing file, the administrator must press the button, displayed after clicking on the file name.

Yealink T21

dentity H Telephony H Voicemad || Outgoing calis ” Call forward || Call recording ” Music on hold ” After cal ] Call center | API m Act :\.v-«]

Provisioning files

©)) 1234567890ff boot

File options

6.17 - Operations
Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The MOJsEIE o]N tab allows the administrator to run different tasks on the user.

Regenerate dial plan

Call processing inside Asterisk is done based on instructions, dynamically generated by Accolades.
By running this option, Accolades will delete and regenerate ALL the instructions associated with this user. It is
possible that while running this task, some on the features of the user, including calls management will not function

properly. In a normal use, this task should never be used.
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7. Virtual fax

7.1 - Virtual fax overview

In Accolades, a virtual fax is an entity used for sending and receiving faxes, using the online interface, with no need
for a physical device. Received documents will be sent automatically to an email address defined in the fax info page.
module can be accessed from the main menu and allows the following operations:

- sending a fax;

- view all the sent faxes;

- view all the received faxes.

To add, modify or delete a virtual fax, the administrator has to access the BARUEIRENY list tab from the account info
page.

7.2 - Sending a fax

Sending a virtual fax is initiated from the é Vil{OEIRZY module, by selecting the | NENEe 10 l=31d menu.

Using the Accolades interface the administrator can send by fax pdf files with a maximum size of 3 MB.
To send a fax, the following inputs have to be set up:

- sender account: represents the virtual fax used for sending the document;

- destination phone number input: is used for specifying the phone number of the destination;

- document input: is used for selecting the pdf file to be sent.
After all the inputs are checked, the administrator has to press the validate button on the bottom of the page.
Accolades will start sending the document. The confirmation message notifies the user that the sending is in progress.
The interface does not wait for the sending process to finish, as this process can take several minutes, depending on
the number of pages to be sent.
All the sent documents (with no restriction to the status of the finished transmission) can be viewed inside the

E \(OEIREYE module, by selecting the option.

A document will be displayed only if the transmission has been completed. No listing is done for the ongoing

transmissions.

7.3 - Received fax list

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

The list with the received documents for a virtual fax can be accessed from the module, by selecting
the option. All documents received by the selected virtual fax will be displayed.

To change the virtual fax the administrator has to press the button from the page menu.

By pressing the date an hour on a document additional info about the fax will be displayed, along with the option for

viewing the fax, by pressing the right arrow, on the right side of the document container.
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7.4 - Sent fax list

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

The list with the sent faxes can be accessed from the é VAEIREVE Nl [UI[N, by sclecting the option.

This interface does not display the ongoing transmissions, only the finished processes.

To change the current virtual fax, the administrator has to press the button, from the page menu.
The documents are displayed as a list, preceded by an icon. If the icon has a red exclamation mark, then the
transmission encountered an error (additional info can be viewed from the transmission log).

By clicking on the date and time for a document, additional info about the process will be displayed, along with the
option for downloading the sent file, by clicking the right arrow button on the right margin of the container.

The detailed slider allows for viewing the transmission log, by pressing the button.

The log will display all the steps in the transmission process, including the errors, if it is the case.

7.5 - Add, edit, delete virtual fax
To add a virtual fax, the administrator has to access the BARUEIREVEIEE tab from the account page. You can not add

a virtual fax without selecting an account first. The add procedure is initiated by clicking the WaAte[e§ button from the
page menu. This button is available only if the administrator has the required permissions.

When adding a fax, the administrator has to fill in the info from the Ble[slgiiiyl tab and from the tab.

To delete a virtual fax, the administrator has to access the MIEliiliAl tab from the fax info page. Then, from the page
menu the administrator has to click the button. This button is available only if the administrator has the
required permissions.

To edit some data about the fax, the administrator has to click the B=e[i¥§ button from the page menu, on any of the fax

page tab.

7.6 - Virtual fax identity

Info about the properties of the virtual faxes can be viewed and edited from the account info page of the fax, by

accessing the BEEVAIEN tab, followed by clicking the virtual fax name.

The BIEIIWA tab allows for viewing and editing the properties of the virtual fax, specific to the identity of the fax,
inside Accolades.
For a better structure, the info is divided into several sections:

- Identity

- Multiple emails

- Account info

Identity

Each virtual fax defined in Accolades requires some data about its identity.
First, the type of identity has to be defined: a person, a company or a device. Depending on the type of identity,
additional fields will be displayed: family name and given name for a person, name for a company or for a device.

For sending notifications, including the received faxes an email address is required.
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The administrator can also define the language used for sending emails, using the email language option.

The administrator can also fill in some remarks about the user, just for general use.

Multiple emails

This section allows setting up additional email addresses for sending the emails with received documents.

Account info

This section contains some data about the account that contains this user: the name and the type of the account.

7.7 - Virtual fax telephony

Info about the properties of the virtual faxes can be viewed and edited from the account info page of the fax, by

accessing the BEEVAIEN tab, followed by clicking the virtual fax name.
The BIEIEoJale]g)A tab allows for viewing and editing the properties of the virtual fax, specific to the fax protocol.
For a better structure, the info is divided into several sections:

- Telephony

- Phone numbers

- Account info

Telephony

The telephony section defines the specific properties for sending and receiving the fax documents.

The wait time parameter defines the duration (in seconds) the server will wait for a fax tone.

The ECM (Error Correction Mode) option allows for verifying the data packets sent between machines, throughout
the transmission. If errors are encountered then the data will be resent. If the phone line is weak, then this option can
make the fax unusable.

The Header info option is used for defining the text that will be displayed in the header of the send pages.

The Local station ID defines the ID of the of this virtual fax.

The min rate and max rate options are used for setting up the bandwidth of the transmission.

No info on the gatweay and fax detect options.

Phone numbers

This section defines the phone numbers used by the virtual fax.

The public caller id option defines the phone number used by the virtual fax when sending document.

The DID (Direct Inward Dialing) defines the phone number that will be linked to the virtual fax, for receiving
documents. This phone number has to be unique, at a server level.

The Local phone number defines the phone number that will be linked to the fax, from inside the account. This

number has to be unique at a server level.

Account info

This section contains some data about the account that contains this user: the name and the type of the account.
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7.8 - Virtual fax outgoing calls

Info about the properties of the virtual faxes can be viewed and edited from the account info page of the fax, by

accessing the

The

VAN tab, followed by clicking the virtual fax name.

O1Uje[o]lgloNer=l[N tab allows for viewing and editing the properties for different types of calls that can be initiated
by the virtual fax.

For a virtual fax to be able to start a certain type of call, that type must be active both on the user level and on the
account level.

Emergency calls (to the unique emergency number 112) are always active and can not be deactivated.

VoIPIT property defines the permission to start outgoing calls to other numbers inside VoIPIT network.

The International partial property defines the permission to start outgoing calls to some international destinations.
Those destinations are defined from the account linked to the virtual fax and are unique for the entire account (are
applied to the faxes, users, waiting queues etc.).

The national property defines the permission to start national calls (in Romania).

The international property defines the permission for the virtual fax to start international calls.

7.9 - Virtual fax operations

Info about the properties of the virtual faxes can be viewed and edited from the account info page of the fax, by

accessing the

The

VAN tab, followed by clicking the virtual fax name.

(Ol 11[o]gl tab allows the administrator to run different tasks on the virtual fax.

Regenerate dial plan

Call processing inside Asterisk is done based on instructions specific to Asterisk environment (also known as
extensions), dynamically generated by Accolades.

When some types of fax settings are changed, these instructions needs to be regenerated. Accolades will run the
procedures automatically, only for the necessary features.

By running this option, Accolades will delete and regenerate ALL the instructions associated with this fax. It is
possible that while running this task, some on the features of the fax will not function properly.

In a normal use, this task should never be used.
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8. Queues

8.1 - Waiting queues overview

In Accolades a waiting queue is an entity that allows for several callers to wait until an agent is available to answer the
call.
The waiting queues do not have a dedicated module, the management is done from the account page, using the

Queues &1y

The waiting queues can be used in two ways:

- static;

- dynamic.
The static waiting queues are specific to some offices that offers support, inside a company. For example, the phones
inside the IT department can be linked to a waiting queue. When a person calls the department, all the phones linked
to the queue will start to ring. The call can be answered from any ringing device. This type of usage is also called
"offline" (the persons using the queue are not required to use the Accolades interface, as the phones are always
connected to the queue.
The dynamic waiting queues are specific to call centers. The agents have to use the Accolades interface to perform
different operations specific to the call center activity ("online usage"). They can log in or log out to / from queues,

can put them self on pause etc.

8.2 - Add a waiting queue
To add a waiting queue, the administrator has to access the tab from the account page. You can not add a

queue without selecting an account first. The add procedure is initiated by clicking the Watelell button from the page

menu. This button is available only if the administrator has the required permissions.
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Name Jame A

DID  yndefined WV

Public caller ID 10 digits WV

Local phone number Undefined Wl
Music on hold Default =

Agent ringing timeout 0 30 v
Call recording Inactive —

Retry 0 0 : v

wrapup @ 0 :‘ v

Max no. of calls waiting @ 0 ' v
Service level agreement 0 ': v
Agent selection rrmemory —

Round robin with memory, remember where we left off last ring pass

New call in empty queue 0 yes

Callers can join a queue with no members or only unavailable members

Remove calls from empty queue o no

Waiting calls are not dropped when queue has no members

Event member status Yes

Event when called Yes

Agentreport - hold time o

Last resort redirect 0 Inactive

Early media Inactive

Asterisk modules restart

Modules reload 0 Postpone

Add a waiting queue

To add a waiting queue the following properties must be set up:
- Name: The generic name of the queue inside Accolades.
- DID: The phone number that the queue is reachable, for incoming calls outside the account. This number has to
be unique at a server level.

- Public caller ID: The phone number that will be displayed to the called device when the queue initiates a call.
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- Local phone number: The number that the queue is reachable from inside the account. This number has to be
unique at an account level.
- Music on hold: Allows the administrator to select a music on hold set (from the sets defined for the account) that
will be played to the waiting calls.
- Agent ringing timeout: The number of seconds that the queue will leave a call to an agent, before considering a
timeout.
- Call recording: Defines if the calls for the queue are recorded to the server.
- Retry: Defines the interval (in seconds) that the queue will wait before retrying to reassign a call to agents. If
none of the agents answers a call, then the queue will wait a number of seconds before restarting to call all agents
again.
- Wrapup: The interval (in seconds) that an agent will not receive any calls, after finishing a call. For the queues
with dynamic agents, this value can be overrode by setting up the agent to automatically start an after call pause
after a call has been finished. In this case, the agent will have to manually exit the break, when he is ready to
receive calls again.
- Max no. of calls waiting: The maximum number of allowed waiting calls, for the queue. The incoming calls,
above this threshold will receive a busy tone. If the parameter is set to O then no limit is set.
- Service level agreement: The number of seconds for calculating the call level. Two types of indicators are used:
SL and SL2.
SL is computed using the formula:
(total answered calls in threshold / total answered calls) * 100.
SL2 is computed using the formula:
((total calls answered in threshold + total calls abandoned in threshold) / (total calls answered + total calls
abandoned)) * 100.
- Agent selection: The algorithm used for selecting the agent for a call. A description for each algorithm is
displayed under the value of the property.
- New call in empty queue: Defines the way that the queue will manage the case when an incoming call is
received by the queue, but no agent are logged in to the queue.
- Remove calls from empty queue: Defines the way that the queue will manage the case when no agents are
logged in to the queue.
- Event member status: Defines if QueueMemberStatus events should be emitted (along with many other events)
for further processing. The events are emitted by the Manager application (from Asterisk).
- Event when called: Defines if events are emitted when an agent is called. The events are emitted by the Manager
application (from Asterisk).
- Agent report - hold time: Defines if, before connecting the call the agent will be informed with the waiting time
of the caller.
- Last resort redirect: Defines if the call will be redirected to a phone number when no agents are logged in.
Depending on the property value, the interface will display additional inputs for selecting the target for redirecting.
- Early media: Defines if an audio file will be played to the agent instead of the usual ringing tone..

Asterisk modules restart section defines if the asterisk modules using these settings should be restarted immediately

(but ongoing calls can be affected) or just marked for restart at a later date. If postponed then the modules can be later

restarted by an administrator using the | EINAS G EEIMUERSE] option from the [ IS menu.
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8.3 - Waiting queues identity

Info about the queues properties can be viewed and edited from the corresponding account page, by accessing the

(@IVEIIERY tab and then pressing on the queue name.

The BleEIgllAl tab allows for viewing and editing of the identity info for the selected queue, inside the Accolades
platform. Keep in mind that the properties displayed inside the identity tab have no influence over the call processing
procedures inside Asterisk engine, they are used only for displaying the queue throughout the application.

The account property shows the account that this queue is assigned to.

The name property defines the generic name of the queue. This name will be displayed when Accolades has to refer to
the queue.

To delete the queue, the administrator has to access the page menu then click the button. This button is
available only if the administrator has the required permissions.

To edit some data about the queue, the administrator has to click the B=6[if button from the page menu.

8.4 - Waiting queues telephony

Info about the queues properties can be viewed and edited from the corresponding account page, by accessing the

(@IIEINEEY tab and then pressing on the queue name.
The REIEIA tab allows for viewing and editing the queue properties specific to the telephony protocol used by

Accolades.

Info

The account info shows the account that contains the current waiting queue.

The name property defines the generic name of the queue inside Accolades.

The DID property defines the phone number that the queue is reachable, for incoming calls outside the account. This
number has to be unique at a server level.

The Time condition property defined the time condition process that will be applied to this queue or "Inactive" if no
time condition is applied.

The public caller id defines the phone number that will be displayed to the called device when the queue initiates a
call (for the last resort redirect, for example).

The local phone number defines the number that the queue is reachable from inside the account. This number has to
be unique at an account level.

The agent announce property defines if the agent or user that takes a call will have an audio file played before
connecting the call. Usually the audio file states the name of the queue and is used when an agent or user is assigned to
several queues. When this option is enabled an additional input is displayed, allowing the administrator to upload a
.wav file with a maximum size of 3 MB.

The music on hold property allows the administrator to select a music on hold set (from the sets defined for the
account) that will be played to the waiting calls.

The agent ringing timeout defines the number of seconds that the queue will leave a call to an agent, before
considering a timeout.

The call recording property defines if the calls for the queue are recorded to the server.

The retry property defines the interval (in seconds) that the queue will wait before retrying to reassign a call to agents.
If none of the agents answers a call, then the queue will wait a number of seconds before restarting to call all agents

again.
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The wrapup property defines the interval (in seconds) that an agent will not receive any calls, after finishing a call. For
the queues with dynamic agents, this value can be overrode by setting up the agent to automatically start an after call
pause after a call has been finished. In this case, the agent will have to manually exit the break, when he is ready to
receive calls again.

The max no. of calls waiting property defines the maximum number of allowed waiting calls, for the queue. The
incoming calls, above this threshold will receive a busy tone. If the parameter is set to O then no limit is set.

The service level agreement defines the number of seconds for calculating the call level. Two types of indicators are
used: SL and SL2.

SL is computed using the formula:

(total answered calls in threshold / total answered calls) * 100.

SL2 is computed using the formula:

((total calls answered in threshold + total calls abandoned in threshold) / (total calls answered + total calls abandoned))
*100.

The agent selection property defines the algorithm used for selecting the agent for a call. A description for each
algorithm is displayed under the value of the property.

The new call in empty queue property defines the way that the queue will manage the case when an incoming call is
received by the queue, but no agent are logged in to the queue.

The remove calls from empty queue defines the way that the queue will manage the case when no agents are logged
in to the queue.

The event member status property defines if QueueMemberStatus events should be emitted (along with many other
events) for further processing. The events are emitted by the Manager application (from Asterisk).

The event when called property defines if events are emitted when an agent is called. The events are emitted by the
Manager application (from Asterisk).

The agent report - hold time defines if, before connecting the call the agent will be informed with the waiting time of
the caller.

The periodic announce property defines if additional messages will be played to the caller, along with the music on
call set defined for the queue.

The periodic announce frequency defines the frequency for playing periodic announces to the caller.

The last resort redirect defines if the call will be redirected to a phone number when no agents are logged in.
Depending on the property value, the interface will display additional inputs for selecting the target for redirecting.

The early media property defines if an audio file will be played to the agent instead of the usual ringing tone.

Periodic announce to caller

This section is available only from the queue info page (it is not available from the editing page). The interface allows
for managing the files that will be played to the waiting calls. To add a new file the user has to click the WAle[eN button.
For deleting the file, the user has to press the name on the file. The @BEIEIEN button will be displayed in the window

with additional info about the file, after the user pressed the BBEIENES button.

Static users

A queue has two types of agents (users): static and dynamic.
The static agents (called users, because they do not have an administrator attached) are always connected to the queue,

can not login or logout and they do not need the graphical interface for using the queue. The dynamic agents are the
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ones that need to login to one or more queues, can put themselves on breaks, can edit the info about the callers (can
use the CRM module). This type of agents are specific to the call center activity.

This section is available only in the queue info page (is not available in the editing interface). The interface allows for
managing the static users for the queue. For adding a user (phone) the A%[eR button has to be pressed. For deleting a

user the button has to be pressed, displayed after clicking on the user name.

8.5 - Waiting queues outgoing calls

Info about the properties of the queues can be viewed and edited from the account info page of the queue, by accessing
the m tab, followed by clicking the queue name.

View
The NOIGelellileRe=lIEN tab allows for viewing and editing the properties for different types of calls that can be initiated
by the queue.

For a queue to be able to start a certain type of call, that type must be active both on the user level and on the account

level (that can be set up from the JONi{e[ollglsMe=1IEN tab on the Account info page).

Outbound calls

VolPIT  Not allowed

International partial - Mot allowed

Outgoing calls

The following types of calls can be set up:
- VOoIPIT: defines the permission to start outgoing calls to other numbers inside VoIPIT network;
- National: the national property defines the permission to start national calls (in Romania);
- International partial: defines the permission to start outgoing calls to some international destinations (defined
from the queue account interface);

- International: property defines the permission for the queue to start international calls.

Edit

The outbound calls permissions can be set up by clicking the B=e[i¥l button available inside the page menu.
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Outbound calls

VolPIT Mot allowed

Internatienal partial Mt aliowed
Natiohal Allowed
International Not allowed

Asterisk modules restart

Dial plan Postpone

Edit outbound calls

Asterisk modules restart section defines if the asterisk modules using these settings should be restarted immediately

(but ongoing calls can be affected) or just marked for restart at a later date. If postponed then the modules can be later

restarted by an administrator using the SR EINENEE option from the [ JESEWZEE menu.

8.6 - Waiting queues operations

Info about the properties of the queues can be viewed and edited from the account info page of the queue, by accessing
the M@IEDEER tab, followed by clicking the queue name.
The MO o])N tab allows the administrator to run different tasks on the queue.

Regenerate dial plan

Call processing inside Asterisk is done based on instructions (also called extensions), dynamically generated by
Accolades. When some operations are performed by the administrators, Accolades has to regenerate some extensions,
just for the selected item.

By performing this task Accolades will delete and regenerate ALL the extensions associated with this queue. It is

possible that, while this task is being performed, the queue will not function properly.
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9. After call survey

9.1 - After call survey overview

To review the quality for the incoming calls on a waiting queue, Accolades can run after call surveys. Using this
procedure Accolades will dial the caller id for a finished call and will ask one or more questions (using prerecorded
audio files). Accolades will store the answers given by the caller using the keypad.
As an example, a question can refer to the quality of the call: "How do you rate the information provided by the agent,
using a scale from 1 to 5 where 1 means not useful and 5 means very useful. Please press the corresponding key on the
keypad." After that, Accolades can generate reports based on the answers received by the server using the

module, [f  WaE QY option.
The management for the surveys is performed from the info page of a waiting queue, using the
tab.

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

9.2 - After call survey management

After call survey management is performed from the info page for the waiting queue attached to the survey, using the

After-call survey gel}

Add, delete

The procedures for adding and deleting the survey are initiated by pressing the corresponding button from the page

menu.

Info

The Info section displays the general data about the survey, using two properties:
- Name: the generic name of the survey, as it will be displayed throughout Accolades;
- Status: defines the status of the survey (active - the survey runs, inactive - the survey does not run);

To edit these properties the user must press the edit button from the section menu.

Call consent

This section defines the process that Accolades uses to ask the caller for the consent to run the survey, after the current
call ends.

The process will play back one or more audio files to the caller, before adding the call to the waiting queue. The keys
used for accepting or rejecting the survey are also defined here.

Audio file example: "Do you agree to answer some questions regarding the quality of the information received, after
the current call has finished? Press 1 for yes and 2 for no."

The section contains the following properties:

- Media playback: sets up the playback of the media files to the caller. If the property is inactive then Accolades
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will ignore any media files and the consent will be set up according to the Default consent property;

- Consent timeout: defines the interval that Accolades waits for a selection to be made by the caller, before

defining the consent as it is set up within the Default consent property;

- Default consent: defines the survey running status when the caller does not select any option or when no options

are defined;

- Key for allow: the key that the caller has to press to agree with the survey;

- Key for deny: the key that the caller has to press to reject with the survey.
On the lower part of the section a list with the audio files that will be played to the caller is listed. The files are sorted
alphabetically before being played. To add a new file the administrator has to press the from the section
menu.

By pressing the file name, the administrator can download or delete the selected file.

Questions

The section defines the questions that will be played to the caller, if it agreed to the survey.
To add a question the user has to press the Watelel button from the section menu.
By pressing the question name, the user can edit the question, download the audio file or delete the question from the
survey. Under this menu a list with the available answers for the caller.
A question has the following properties:
- Question: defines the text of the question (a transcript of the audio file) to be used when creating reports;
- Audio message: defines the audio file to be played to the caller.
For each question a set of answers can be defined. A response has two properties: the key that the caller has to press
and the text describing the question.
Warning! If a question has no key defined, then the audio files will be played to the caller without the option to skip

them. This case is used when setting up info messages (Ex: "Thank you for your time and have a nice day!").
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10. IVR

10.1 - IVR overview

The IVR notation is an acronym for Interactive Voice Response. An incoming call will be processed by the Accolades
server and based on the options selected by the caller, using the keypad, the call will be redirected to a phone number,
waiting queue or any other type of service.
Usually the I'VR is the first interaction between a caller and your company.
The IVR feature does not have a dedicated module, the management operations are initiated from the account page,
the tab.
Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.
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10.2. IVR Management

10.2.1 - Add, edit, delete IVR
To add an IVR entity the user has to first access the tab inside the account page. No IVR can be added without

first selecting an account. The adding procedure is started by selecting the WAte[eN button from the page menu. This
button is displayed only if the required permissions are valid.

When adding an IVR, the administrator has to fill in the data from both the BIe[Slglii¢d tab and ML elalelalA tab.

To delete an IVR the administrator has to access the page menu from the BIe[EIalti\Al tab and press the JBEIEIEN button.
This button is only displayed if the administrator has the necessary permissions.

To edit the IVR properties, the l=e[i¥l button has to be pressed from the page menu, inside the desired tab.

10.2.2 - IVR identity

The IVR properties can be viewed and edited from the IVR account info page, by accessing the tab, pressing
the IVR name and then the button.

The tab allows for viewing and editing the IVR properties that are linked to the IVR identity inside the
Accolades application. The properties displayed inside this tab have no effect over the call management procedures.
The properties are only used to display the IVR inside Accolades.

The name property defines the IVR name, as it will be displays inside Accolades.

The remarks property defines any additional info about this IVR.

The account property defines the account that contains this IVR.

To delete an IVR the page menu, displayed near the IVR name has to be accessed and then the button has to
be pressed. This button is only displayed if the administrator has the necessary permissions.

To edit the IVR properties the administrator has to press the B=e[i¥d button, from the page menu.

10.2.3 - IVR telephony

The IVR properties can be viewed and edited from the IVR account info page, by accessing the tab, pressing
the IVR name and then the button.

The tab allows for viewing and editing the IVR properties, specific to the telephony protocols.

The DID property defines the direct phone number (from outside the account) that this IVR responds to. This phone
number has to be unique throughout the entire Accolades server.

The Time condition property defined the time condition process that will be applied to this IVR or "Inactive" if no
time condition is applied.

The Internal phone number defines the phone number that the IVR responds to, from inside the account. This phone

number has to be unique inside the account.

10.2.4 - IVR outgoing calls

The IVR properties can be viewed and edited from the IVR account info page, by accessing the tab, pressing
the IVR name and then the flgi{e} button.

The tab allows for viewing and editing the properties for different types of calls that can be initiated
by the IVR.

For an IVR to be able to start a certain type of call, that type must be active both on the IVR level and on the account
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level (that can be set up from the JOIN{e[e][ileRe=lER tab on the Account info page).

Emergency calls (to the unique emergency number 112) are always active and can not be deactivated.

VoIPIT property defines the permission to start outgoing calls to other numbers inside VoIPIT network.

The International partial property defines the permission to start outgoing calls to some international destinations.
Those destinations are defined from the account interface (the account linked to this queue).

The national property defines the permission to start national calls (in Romania).

The international property defines the permission for the queue to start international calls.

10.2.5 - IVR structure

The IVR properties can be viewed and edited from the IVR account info page, by accessing the tab, pressing
the IVR name and then the button.

The tab allows the logged in administrator to define and edit the IVR structure (the steps that a call will
take through the app).

A description for each type of step inside the IVR structure is available in the next chapter: Structure

management.

Basic concepts

The IVR is a sequence of steps, placed in a tree like structure. At a given moment, a call is placed inside one of these
steps and is being processed based on the step properties.

To better understand the IVR-step concept, this model can be visualized as a folder structure inside a computer. The
entire IVR is like a full folder structure and a step is like a single folder. At a given moment, a call is inside a step (a
folder). Depending on the caller option, the call can revert to the previous step (just like "up one level") or can move
further to a new step (enter into a subfolder of the current one).

When a new call enters the IVR, it is always landing into the first step, called IVR configuration. This step will
configure the call based on the specific properties of the current IVR. After the configuration has been completed, the
call will be passed on to the next step, inside the Ok folder.

If a call reached a folder that has no step defined, then Accolades will create (automatically) a hang up step and the
call will be terminated.

For example, when a new IVR is added to the database, the IVR configuration step will be created. After the

configuration step, the call will access the Ok folder where a hangup step will be defined.

IVR Structure

The tree like structure is displayed on the left side of the page, with a graphical layout similar to the computer folders.
A step has one or more sets options displayed. The first option is always named after the step type and, when selected,
will display, on the right side of the page, some info about the selected step. Additional options for the current step are
displayed under the current step name, when available.

For a better visibility, the options containing the step type are being displayed using a border.

Depending on the step type, Accolades can have additional options under the step type.
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Selection info

On the right side of the page the properties of the selected option (from the tree structure on the left side) will be

displayed.

Add step

The administrator can add a new step in front of an existing one, by pressing the /A%[eR button, available in the
container menu that displays the step properties (the container that is being displayed when the administrator presses
on the step name).

After the WaYe[el} button has been pressed, Accolades will add a new Advance step in front of the current one.

Changing the step type

Accolades allows for changing a step from one type to another. For example, an Advance step can be changed into a
Selection type step.

The administrator can change the type of the current step by pressing the button, available in the container
menu that displays the step properties (the container that is being displayed when the administrator presses on the step

name).

Delete step

Only Advance type of steps can be deleted from a structure (to ensure that the IVR remains online). If the
administrator wants to delete another type of step then he has to first change the step type to Advance.

Only the selected step will be deleted (the previous step will be linked to the next one).

Delete branch

The I'VR interface allows the administrator to delete an entire branch of the structure. Just like deleting a single step, a

branch can be removed only from an Advance type of step.

10.2.6 - IVR operations

The IVR properties can be viewed and edited from the IVR account info page, by accessing the tab, pressing
the IVR name and then the button.
The tab allows the administrator to run different tasks on the queue.

Regenerate dial plan

Call processing inside Asterisk is done based on instructions (also called extensions), dynamically generated by
Accolades. When some operations are performed by the administrators, Accolades has to regenerate some extensions,
just for the selected item.

By performing this task Accolades will delete and regenerate ALL the extensions associated with this queue. It is

possible that, while this task is being performed, the queue will not function properly.
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10.3. Structure management

10.3.1 - IVR structure overview

The I'VR structure represents the steps that a call will take, after it is answered by the sistem. The step management

procedures are available from the tab, inside the IVR info page.
A step from the IVR structure is displayed on the left side of the page. The step type has a border around it.

Under the step name Accolades will display any additional options for the step type.
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10.3.2. Common options

10.3.2.1 - Common options for IVR steps

Each step from an IVR structure can have one or more sets of additional properties, displayed under the type of the
step, inside the IVR structure (on the left of the page).

This chapter is describing the options that are common to more than one type of steps.

10.3.2.2 - IVR media

The container for managing the media files inside a step is only available to the steps that require media playback to
the caller:
- Media playback - one or more audio files will be played to the caller and after that the call will advance to the
next step;
- Selection - one or more audio files will be played to the caller. The call will move further only when the caller
selects an option (by pressing a key on the keypad);
Accolades will play the files to the caller one by one, sorted alphabetically. To better control the playback order we

recommend to prefix each file with an index: 1_file_name.sIn, 2_another_file.wav, 3_last_file.wav.

Add media file

To add a media file, the administrator has to press the WAG[eN button from the container that displays the file list. Only

.wav or .sln files can be added, having an individual size not larger than 3 MB.

Media file list

The interface will display all available media files, alphabetically sorted (the order that will be played back to the
caller).
By pressing the file name, Accolades will display some specific options for each file:

- Download - the administrator can download the file from the server;

- Rename - the file will be renamed;

- Delete - the file will be deleted from the server.

10.3.2.3 - IVR folders

Overview

The container for managing existing folders inside a step is always displayed, no matter the displayed step type.
The interface allows for the following procedures to be run:

- Rename folder

- Delete folder
The administrator can not add new folders. The folders are created automatically based on the step type. For example
an Advance step or a Media Playback step needs to have a folder called "Ok". This folder will contain the next step,
to be accessed after the current one is completed. If the administrator deletes the "Ok" folder from this type of step,

then Accolades will recreate it, almost instantly.
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I can not delete a folder

You are trying to delete a folder, the procedure seems to work without errors but, at the end, the folder is still there.
This situation occurs when you are deleting a folder required for the current step to run. For example, inside an
Advance step you are trying to delete the "Ok" folder. This step expects that folder to exist, in order to send the call to
the step inside that folder.
You are starting the deletion procedure, Accolades will delete it but after that, the IVR module will notice that one of
the required folders for the step is missing and it will create it.
The only steps that are allowing the deletion of all folders are the terminal ones (the ones from which the call is
leaving the IVR):

- Hangup;

- Internal transfer.

I am renaming a folder, but another one with the initial name is created also

This situation is similar to the one described above (deleting a folder that is instantly created afterwards).
For example, if in an Advance type step the "Ok" folder is renamed to "Ok_backup", then Accolades will perform the
request without any problems. But, after the request has been completed, Accolades will detect that the step is missing
on of the required folders, so it will create it. Because of this feature, the user will notice the new "Ok" folder near the
renamed "Ok_backup" one.
The only steps that allow the renaming of any folders inside are the terminal ones (the ones from which the call is
leaving the IVR):

- Hangup;

- Internal transfer.

Renaming a required folder, inside a step

For example, if inside a "Selection" type step the branch "2" needs to be swapped with the branch "3", then the
following issues will arise:
- the folder "2" can not be renamed directly into "3", as "3" already exists;
- if I rename the folder "3" with a temporary name ("3_temporary” for example) then, after the request is
completed Accolades will generate another "3" folder almost instantly (see the "I am renaming a folder, but
another one with the initial name is created also" section).
To successfully complete the task, the administrator will follow up the next steps:
- the step type will be changed to a terminal one, that does not have any required files ("Hang up" or "Internal
transfer"). The "Hang up" type is recommended.
- The folders will be freely renamed, as Accolades will not generate any folders (as the hangup step has no
required folders);
- After all the renaming has been completed, the step type can be changed back to the initial one ("Selection" for

this example).
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10.3.3. Step types

10.3.3.1 - IVR configuration step

The step called "IVR configuration” is created automatically by Accolades when a new IVR is defines. This step can
not be deleted, changed into another type. Also, no steps can be added in front of it.

Any call answered by this IVR will start from this step.

Accolades will set up the call and then it will send it further into the IVR structure, using the step defined inside the

"Ok" option.

Variabiles

During this step, the variables that will be needed further on, must be defined (maximum 10 variables). The name of a
variable can only contain letters (lowercase or uppercase) and digits. The name is case sensitive. Later in the [IVR
process, the variables can be accessed using a dollar prefix ($) and the variable name: $variableName.
Besides the variables defined by the administrator, accolades have some globally defined variables (available without
any prior actions):

- $_callerId: contains the phone number of the caller;

- $_callld: contains the call ID inside Accolades and it can be used for call matching between different APIs.
Step options

Edit

The option allows the administrator to edit the parameters for this step.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.

Continue

After the step has been finished, the call will move further into the IVR structure, by accessing the step defines in the

"Continue" option.

10.3.3.2 - IVR advance step

This step does not process the call in any way. It just transfers the call to the next step. This type of step is used for
management purpose, for the other step types.

When adding a new step, in front of an existing one, (by using the WAG[el button from the step menu), Accolades will
add an "Advance" type step that will be change later by the administrator, using the button.

The process for deleting a step is like the adding one, but in reverse. Because Accolades allows only the deletion of

the "Advance" type steps, the administrator must first change the type of the step he intends to delete to an "Advance"

type.
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Step options

Edit

The option allows the administrator to edit the parameters for this step.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.

Continue

After the step has been finished, the call will move further into the IVR structure, by accessing the step defines in the

"Ok" option.

10.3.3.3 - IVR HTTP Request step

This step starts a HTTP request (or HTTPS) to an external server. Using this step Accolades can send data to the
server, using the methods available in the protocol (GET or POST).

If it is the case, then Accolades can process the answer received from the server, if the answer is JSON formatted. If
the answer is valid and the resulting object contains properties that have the same name as some of the IVR variables

(defined in the configuration step) then those values will be imported to the current call.

Properties

This type of step has the following properties:
- Protocol: defines the protocol used for the connection (http or https);
- Server (URL): the address of the destination server (IP or FQDN) without any delimiter at the end (example.com
is valid but example.com/ is invalid);
- Port: the port for the connection (80 is the default one for http and 443 for https);
- Path: the path to the destination file, that must start with a forward slash "/" (for example "/" or
"/processing.php");
- Method: sthe method for sending variables to the server (POST or GET), used only if there are any variables to
send;
- Variables: the parameters that will be sent to the server, using an URL type encoding:
namel=valuel&name2=value?2 (this format is used regardless of the selected method for sending);
- Wait for confirmation: if set to No then after the HTTP request has been initiated, the call will move to the next
step (without waiting for the server response), if the parameter is set to Yes then the call will move to the next step
only after the server response has been processed;
- JSON response processing: (available only if the "Wait for confirmation parameter” is set to Yes) if it is set to
Yes then Accolades will parse the server response as an JSON object and if the result is valid then all the variables
that have identical names with the IVR ones (defined during the configuration step) will be imported as values to
the current call.
The parameters that have the dollar sign ($) in their name (server, port, path and variables) can contain variables
(defined during the configuration step) using the format $variableName. When the step is being processed, the

variables will be replaced with their current values.
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Step options

Edit

The option allows the administrator to edit the parameters for this step.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.

Continue

After the step has been finished, the call will move further into the IVR structure, by accessing the step defines in the

"Ok" option.

10.3.3.4 - IVR DTMF input step

This step allows the caller to input a value (using the phone keypad, by DTMF tones) and store the value to a variable
(defined during the configuration step of the IVR).
To confirm the value, the caller will press the hashtag key (#).

Properties

The step has the following properties:
- Media: a list with the media files that will be played to the caller;
- Error file: if one of the media files is called eroare.sln then this file will be played to the caller only when an
invalid key is pressed (a key with no action defined);
- Variable name: the name of the variable that will store the input from the caller (the variables are defined during
the IVR configuration step);
- Interval between media replay: if after the last media files is played and the caller does not press any key then
Accolades will replay the audio files after this number of seconds;
- Maximum media playback: the total number of repeats for the media files, before the action defined from the
"fter maximum media playback" property;
- After maximum media playback: the action that will be triggered after the total number of media playbacks has
been reached and the caller does not press anything;
- Timeout between keypress: the maximum number on seconds that Accolades will wait between keypresses (if
the timeout is reached then the call is dropped);
- Minimum value: the minimum value (as a numerical value) that the input needs to have, to be valid;
- Maximum value: the maximum value (as a numerical value) that the input needs to have, to be valid;
- Minimum length: the minimum length (number of characters) that the input needs to have, to be valid;

- Maximum length: the maximum length (number of characters) that the input needs to have, to be valid;

90



Step options

Edit

The option allows the administrator to edit the parameters for this step.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.

Continue

After the step has been finished, the call will move further into the IVR structure, by accessing the step defines in the

"Ok" option.

10.3.3.5 - IVR condition step

This step compares the value of a variable and, based on that, it will send the call to one of the available branches.

Properties

The step has the following properties:
- Variable: the name of the variable being compared,
- Case #: enables (or disables) the testing of the variable against a fixed value (if the parameter is active then 2
more properties will be displayed for this case: value and folder);
- Value #: (available only if the "Case#" property is active) the value that the variable must have, to send the call
to the corresponding branch (folder#);
- Folder #: (available only if the #"Case ##" property is active) the folder (branch) that the call will be sent to if
the value is valid;

- For any other value: the branch that the call will be sent to in none of the above cases are valid.
Step options

Edit

The option allows the administrator to edit the parameters for this step.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.

Branch list

A list with all the available branches for the current condition.
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10.3.3.6 - IVR hang up step

A call that reaches this step will be dropped.
Step options

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside
the "Common options" section of this chapter.
Because this type of step has no required folders to run, the administrator can delete or rename any folder in the list,

without any restriction.

10.3.3.7 - IVR media playback step

This type of step will play to the caller one or more audio files, alphabetically sorted. The caller have to listen to all
the files, without the option to skip any message. After all files have been played the call will advance to the next step,

defined in the "Ok" option.
Step options

Media

The media files management is made using the "Media" option. A description for this set of options has been made

inside the section "Common options" of this chapter.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the section "Common options" of this chapter.

Continue

After the step has been finished, the call will move further into the IVR structure, by accessing the step defined in the
"Ok" option.

10.3.3.8 - IVR selection step

The selection type steps will play back to the caller one or more audio files. Usually the files are explaining the
available options: "For a new order, press 1", "For an existing order status, press 2". When the caller pressed a key
Accolades will stop the playback and will process the received input.
The "Selection” type steps have the following properties:
- Media: a list with the media files that will be played to the caller;
- Error file: if one of the media files is called "eroare.sln" then this file will be played to the caller only when an
invalid key is pressed (a key with no action defined);
- Interval between media replay: the number of seconds between the last file from the list has been played and
the first one will be replayed.

- Maximum media replay: the maximum number of repeats for the media file list (0 means that the files will be
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played once and will not repeat, 1 means that files will be played to the caller then the list will be replayed one
more time);

- After maximum media playback: the property defines the action that will be triggered after media list has been
repeated more than "Maximum media replay" value;

- Maximum invalid selections: the value defined the maximum number of invalid selections that the caller can
perform on this step;

- After maximum invalid selections: the value defined the action Accolades will perform after the total number of

invalid selections exceeds the value defined by the "Maximum invalid selections" parameter.
Step options

Edit

The option allows the administrator to edit the parameters for this step.

Media

The media files management is made using the "Media" option. A description for this set of options has been made

inside the "Common options" section of this chapter.

Key status

This option allows the administrator to enable or disable the action for each key of the phone.
A key can have one of the next values:
- Inactive: The key has no action defined and, when pressed, Accolades will play the error message (if available)
and then the playback list will restart;
- Active: The call will move forward by accessing the folder with the key name (1, 2, 3, ...);
- Back: The call will move back to the previous step.
To change the status, the administrator has to click the key name (from the "Key status" container) and then click one
of the displayed buttons: , or .
The keys with the "Active" status will be displayed just under the "Folder" option set. They can be accessed to view

and manage the step that will receive the call.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.

Active keys list

The active keys (defined using the "Key status" option set) will be displayed automatically, sorted ascending, under
the "Folder" option set.
Each active key will contain one step that will receive the call for further processing, when the caller selects that

option.
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10.3.3.9 - IVR internal transfer step

This type of step will transfer the call to another entity defined inside the account. The call will exit the current IVR.
The step has only one parameter that can be edited by the administrator:

- To: defines the entity that will receive the call (user, waiting queue, another IVR etc.).

Step options

Edit

The option set allows the administrator to edit the parameter for this step.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.

10.3.3.10 - IVR send e-mail step

This step sends an e-mail using an external mail server. The server can be the one defined in the Accolades

configuration file or any external server.

Properties

The send email step has the following properties:
- Server: the server used for sending the email: Accolades (the server defined inside the Accolades configuration
file) or Custom (in this case additional fields will be displayed, to input the credentials for the server);
- Host: (only for a custom server) the address of the server (as an IP or a FQDN);
- Port: (only for a custom server) the port for the connection to the server;
- TLS: (only for a custom server) if a secure connection should be used;
- Username: (only for a custom server) the username for the mail server;
- Password: (only for a custom server) the password for the mail server;
- Sender email: (only for a custom server) the address from where the email will be sent;
- Wait for confirmation : if active, then the call will only move to the next step after the connection with the
server is closed (and the process is finished), otherwise the call will move to the next step without waiting for a
response from the server;
- To: the email address where the message will be sent;
- CC: an additional email address where the message will be sent;
- Subject: the title of the email message;
- Body: cthe content of the email message.
The parameters that have the dollar sign ($) in their name (to, cc, subject and body) can contain variables (defined
during the configuration step) using the format $variableName. When the step is being processed, the variables will be

replaced with their current values.
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Step options

Edit

The option allows the administrator to edit the parameters for this step.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.

Continue

After the step has been finished, the call will move further into the IVR structure, by accessing the step defined in the

"Ok" option.

10.3.3.11 - IVR time condition step

Accolades will parse a time condition and determine if the current call has been made during the defined work hours

or not. Based on that, the call will be processed accordingly.

Properties

The step has the following properties:

- Time condition: Defines the time condition that will be parsed. The time conditions can be defined inside the

account, using the BEQERIe[Iie]gkR tab.

- Media playback (when unavailable): This option defines if the audio files available inside the time condition
will be played to the caller when the call has been made outside the working hours.

- Offline step: The option defines the action to be taken when the call is made outside the working hours. The
"Default" value will take the call out of the IVR system and run the action defined inside the time condition. The
"Offline step" value will ignore the action defined inside the time condition step and move the call forward to the

Offline step.
Step options

Edit

The option allows the administrator to edit the parameters for this step.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.

Branch list

A list with all the available branches for the current condition.
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10.3.3.12 - IVR step: Mathematical operation

The step computes a mathematical operation, using any of the variables defined inside the configuration step of the

IVR. The result of the operation will be stored inside a variable.

Properties

The step contains the following properties:
- Variable name: the name of the variable used to store the result;

- Operation: the operation that will be performed (previously declared variables can be used: $totalCalls + 1).

Step options

Edit

The option allows the administrator to edit the parameters for this step.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.

Continue

After the step has been finished, the call will move further into the IVR structure, by accessing the step defines in the

"Ok" option.

10.3.3.13 - IVR step: Back X steps

The step returns the current call back inside the IVR algorithm with a certain number of steps.

Properties

The step contains the following properties:

- No. of steps: the number of steps that the call will be send back.
Step options

Edit

The option allows the administrator to edit the parameters for this step.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.
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10.3.3.14 - IVR step: Soubroutines

Using subroutines, it is possible for the IVR to join several branches into just one.
As an example, let us assume the case where the IVR needs to greet the caller with "Good morning", before 11:00,
"Good afternoon" between 11:00 and 18:00 and "Good evening" after 18:00. After the greeting, the called must press
a key to be transferred to the desired department.
In this case, using time conditions the call will be checked and send to one of 3 branches: morning, day, evening. After
the greeting has ended, a selection step is needed. You can define 3 identical selection steps, one for each branch, but
this solution is inefficient. This case can be managed using subroutines.
A subroutine from the IVR has 2 types of steps:

- Start subroutine;

- Stop subroutine.
The "Start subroutine" step has 2 further steps (folders) Sub and Ok. On the first access, the call will be sent to the Sub
folder. In our case, the Sub folder will contain all time conditions and the media playback steps (so 3 branches).
After the media playback step the administrator will insert a "Stop subroutine” step (each branch will end with this
type of step). When the call reaches the end step, the IVR will return the call to the Ok folder from the "Start

subroutine" step. In our case, the Ok folder will contain the department selection step.

Step options

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.

10.3.3.15 - IVR step: CLID check

The step will check the caller ID of the inbound call against a number list defined on the account (using the

IN[V[gglol=I8IEIR tab from the account info page).

If the phone number is found inside the list then the call will move forward to the "Tracked" step, otherwise the call

will continue to the "Ok" step.
Step options

Edit

The option allows the administrator to edit the parameters for this step.

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.
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10.3.3.16 - IVR step: Add to campaign

This step adds the caller phone number to an existing campaign, to be called at a later time.

Step options

E Add to campaign

The phone number will be added to a campaign, to be called later.
Campaign Campaign is not defined

Add number to campaign

The step has the following properties:

- Campaign: the campaign where the phone number will be saved.

Step options

Edit

The option allows the administrator to edit the parameters for this step.

Add to campaign

Campaign Undefined —

Add number to campaign

Folders

The folder management is made using the "Folders" option. A description for this set of options has been made inside

the "Common options" section of this chapter.
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11. Time conditions

11.1 - Time conditions overview

Time conditions can filter incoming calls based on the time and date. Using this concept, Accolades can inform the
caller that did not call during work hours (and thus avoiding the situation where a caller keeps on ringing, without any
feedback).
The time conditions are defined at an account level and can be attached to any instance that can receive external calls
(users, waiting queues, IVR etc) by using the .
The following criteria can be used for filtering incoming calls:

- Hour and minute;

- Weekday;

- Day and month;

- An exact date.

Basic concepts

The time condition module uses the following concepts:
- set of days;
- daily schedule;
- rule;

- process.

Set of days

A set of days consists of a list of recurring days (weekly, yearly, unique).

For example, a "Working days" set can be defined, for each week, that contains the weekdays between Monday and
Tuesday.

Another example can be a set of legal holidays: 1st of January, 2nd of January, 25th of December etc.

Also, a set containing unique days can be defined (for example legal holidays with variable dates: 8th of April 2018,
28th of April 2019, 19th of April 2020).

Daily schedule

A daily schedule consists of one or more intervals. Depending of these settings calls can be allowed or rejected.
For example, a schedule named "Regular schedule" can be defined, having the following structure:

- 00:00 - 08:00 no incoming calls allowed;

- 08:00 - 16:00 incoming calls are allowed;

- 16:00 - 00:00 no incoming calls allowed.

Rules

A rule consists of a pair between a set of days and a schedule. The rule will check the date of the call and will compare
it to the selected set of days. If the date is defined inside the set of days, then Accolades will check the time of the call
and, based on the defined schedule, will decide if the call is allowed of rejected.

According to the previous examples, a rule can be defined by linking the "Working days" set with the "Regular
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schedule" timetable.
When an incoming call is received, Accolades will check the current day of the week and, if it is between Monday and

Friday then Accolades will apply the "Regular schedule” timetable.

Process

A process has one or more rules that Accolades will process, one by one, based on their priority, to determine the
status of the call.
The process is the final object that is selected by the Accolades administrator and applied to an IVR, waiting queue or

user.

11.2 - Time conditions day sets

A set of days consists of a list with one or more days that Accolades will use for determining the action for an

incoming call.

Types

Based on their frequency 3 types of sets can be defined in Accolades:
- weekly: the set contains one or more days of the week: Monday, Tuesday, Wednesday, Thursday, Friday,
Saturday, Sunday;
- yearly: the set contains one or more days from a year: 1st of January, 2nd of January, 25th of December;
- unique: the set contains exact days: 8th of April 2018, 28th of April 2019, 19th of April 2020;
Usually the weekly type is used for defining the regular schedule for an account. The yearly type is used for defining
the legal holidays that have the same date, from one year to another. The unique set of days is used for the legal
holidays that have a changing date, based on the year (for example, the Easter).
Based on the level they are defined, there are 2 types of sets:
- Defined on a server level: these types can be selected in any account and are usually used for defining the legal
holidays;
- defined on an account level: these types can only be selected inside the account (on a regular basis, these types

of sets are not used).

Management

The sets of days defined at an account level can be added and viewed from the account info page, using the

The page has many sections, one of them being called "Sets of days". Here all the sets for this account are displayed.
To add a new set, the administrator must click the fWA%e[eN button from the section menu.

The sets of days defined at a server level can be accessed from the main menu, using the module and the

& Time condition [EE

To edit or delete a set of days, the administrator must first access the set info page and then press the M=le[i¥l or

button, from the page menu.
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Properties

A set of days has the following properties:
- Name: the generic name for the set;
- Description: an info text, that will be displayed to the administrator, when this set is selected for creating a rule;
- Frequency: the frequency for the defined days: weekly (Monday, Tuesday etc.), yearly (1st of January, 2nd of
January, 25th of December) or unique (8th of April 2018, 28th of April 2019).
- List of days: A list with the defined days for this set.

11.3 - Time conditions daily schedule

A daily schedule defines one or more intervals inside a full day. Based on those intervals, a call can be allowed or
rejected. Any number of daily schedules can be defined for an account (for example, regular work hours, short
schedule etc.).
The schedule is defined by setting up any number of thresholds, that change the status of the previous interval
("available" or "unavailable").
For example:

- 00:00 - unavailable;

- 08:00 - available;

- 16:00 - unavailable.
The above example defines the intervals in a chronological order. Starting with 00:00 the calls are rejected. Starting

with 08:00 and until 16:00 the calls are processed. And finally, after 16:00 the calls are rejected (until the end of the
day).

Management

The daily schedule management is performed from the account info page, using the tab.

The schedules are listed inside the "Daily schedule" section.

To add a new schedule, the atelell button must be pressed, from the section menu.

The schedule info page can be accessed by pressing the Mlai{e} button, displayed after the administrator clicks on the

name of the schedule.

To edit or delete a schedule, the administrator must click the or button, from the page menu.

Properties

A daily schedule has the following options:
- Name: a generic name for the schedule;
- Account: the account that contains the schedule;
- Description: a generic description for the schedule (that will be displayed to the administrator, when selecting it
for a rule)
- Schedule (threshold list): A list with the hours and minutes that are used for changing the status of the incoming

calls.
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11.4 - Time conditions processes

A process inside the "Time condition" is the object that an administrator will attach to an instance that can receive
incoming calls (IVR, waiting queue, user).

A process is composed of one or more rules that Accolades will check to allow or reject the call.

Management

Time condition process management is performed from the account info page, using the tab.
The processed are defined inside the "Processes" section.

To add a new process the administrator must click the WAte[eN button, displayed inside the section menu.

The process info page can be accessed by clicking the Blgl{e] button, displayed after the administrator clicks on the
process name.

To edit or delete a process the administrator must access the process info page and then click on the or

button, from the page menu.

Properties

A process from the time conditions has the following properties:
- Name: The generic name of the process;
- Account: The account linked to the process;
- Forcing: Property with 3 possible values: inactive (calls will be processed according to the defined rules),
available (all calls will be accepted, regardless of the defined rules), unavailable (all calls will be rejected,
regardless of the defined rules);
- Unavailable notice: The property defines a file to be played to the caller when the incoming call is places
outside of the working hours. If a file is defined, then the administrator can download the file and in the edit
window a file can be selected for upload).
- Unavailable action: The property defines the action to take when an incoming call is received outside of the
working hours (hang up the call or transfer it to another entity);
- Time zone: The time zone for computing the hours defined in the process;
- Description: A short description for this process;
- Schedule (rules): A list of instructions that will be processed when the process handles a call.

If the process has a file defined as an unavailable notice and the call is placed outside of the working hours, then

Accolades will play that file before the action defined as an "Unavailable action" is triggered.

List of rules (schedule)

When the process receives a call, Accolades will process all the defined rules, sorted ascending, based on their
priority. If a rule matches the current day, Accolades will store the schedule defined for that rule and then will keep on
processing the following rules.

WARNING! The processing of rules is not halted when a valid rule is processed. All the rules will be checked, always
and the schedule will be checked afterwards.

Rules management is made from the process edit window, by using the "Rules" section.
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12. Call center

12.1 - Call center module overview

Accolades can provide all the necessary features for a regular call center:

- Call center management (supervisor features);

- Call spy;

- Device management (for hot seat features);

- Agent interface;

- Call details records;

- Campaigns management;

- Reports;

- Dashboard for a fast call center overview;
The options displayed above are available from the module. This module is visible only if the
logged in administrator has the necessary permissions to access at least one of the module options (the administrator is
a supervisor, an agent, can view call details from the call center, can generate activity reports or can start dashboard
instances).
Some options of the Call center module can be accessed only if the administrator has a phone device connected to his

account, to perform some specific procedures (placing and receiving calls and call spy functions).
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12.2. Agent

12.2.1 - Call center agent overview

The agents that are using the call center will perform the required tasks from the module, by
selecting the section.

On a normal use of the application, the agent does not need to access other modules and / or options from the main
menu, all the required functions are available in the Agent interface.

To use the interface, the agent has to have a phone device linked to his Accolades account.

If no device is linked to his account, then Accolades will ask the agent to link a phone, before displaying the call
center interface.

You can not use the Call Center interface without linking a phone first.

Based on the agent status, on the upper part of the page one or more tabs will be displayed: BSJEUUEN, Nle[ETaiiiiA,
Edit identity } Edit address Unknown caller | :

Contact selection 8 Call history | Agent template

The tabs are not always visible. They are shown according to the agent status in call center, the agent permissions and
the active modules on the company account (for example, the tabs for the CRM module will be displayed only if the

module is enabled on the account that the agent is using).

12.2.2 - Call center agent: Status

The agents logged in the call center will perform any necessary procedures from the [RNOE|NOEWEE module, by
selecting the [, ALl scction.
The BSJEWIEN tab is divided into 4 or 5 sections, depending on the agent permissions:
- Remarks for the current call (available if at least one call has been processed since the interface has been loaded);
- Queues list;
- Active campaigns list;
- Phone

- Last call / current call.
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= Agent: Cosmin Staicu

call category
' Undefined

== Queue list

' pause control for all queues ® Cosmin Yealink T21

@ Product Info Last call

f8cb549544

° Online orders
Phone number

Duration

Call ID
Campaign list :

ACME SRL

_ MName  Avallable Reschedued
" Feedback soclal media 7 1 E3 E

@ callback Product Info E
Y— ()

Status interface

Remarks for the current call

This section allows the agent to save some data about the current call. The saved data can be later viewed on the call

history page.

Remarks
de orice agent

Call remarks

All information about the call can be edited using the container on the upper part of the page. Two properties can be

edited:
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- Call category: The category for the call. The available categories can be defined for each account using the
account info page, the tab.
- Remarks: The agent can input a text description for the call.
To validate the data the agent must click the BSEWEN button. After the data has been saved, Accolades will display the
remarks using a non-editable view. To further edit the data, the agent must first press the J=e[i¥ button.

The agent can save the remarks for the current call as many times as he wants.

Queues list

The section displays a list with all the waiting queues available to the agent. On the upper part of the container (placed
near the "Queues" text) the menu for log in and log out from the queues is placed. The menu has two buttons for these
procedures: and . The buttons are hidden (and are available after
pressing the menu button, placed near the "Queues list") to avoid pressing it by mistake.

The Pause button allows for controlling the agent status on all logged queues.

x +/ Login to all queues | X Logout from all queues

pause control for all queues

Waiting queue Waiting Total calls
v Product Info 0 0
Active
@ Online orders
Inactive

| 1
Waiting queues management

The waiting queues are displayed as a table with 4 columns:
- Agent status;
- Queue name;
- Total waiting calls;

- Total processed calls;

Agent status

The agent status is displayed on the first column, as an icon and a text.
The status can have one of the following values:
- Active: the agent can receive incoming calls from the queue;
- Personal pause: the agent is on a personal break (and will not get any calls from the queue);
- Business pause: the agent is on a business break (and will not get any calls from the queue);
- After call pause: the agent is on a after call break, to wrap up any procedures, after the call has been finished
(the agent will not get any calls from the queue);
- Inactive: the agent is not logged in to the queue;
The "after call" break can be triggered manually, by the agent or automatically, by Accolades. To set up an automatic
after call pause, the "Auto break after call" option has to be enabled, from the administrator (agent) info page, the

"Call center" section.
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Queue name

The second column from the table displays the name of the waiting queue. The agent can press the queue name to
display a menu for controlling the queue status. The options are displayed based on the queue status. Using this menu

the agent can log in and log out from the queue or toggle different types of breaks.

Total waiting calls

The value indicate, in real time, the total number of calls waiting for an available agent to be processed.

Total processed calls

Displayed value stated the total number of calls processed by the agent, since he logged in to the queue. The value will
be reset (will be changed to 0) only when the agent logs out from the queue. The value is not reset if the agent closes
the Accolades interface (the browser) or shuts down his computer.

The value will also be set to O if the Accolades server is reset.

Campaign list

The section displays the active campaign for the accounts that the agent has permissions.

Campaign list

ACME SRL
Name Available Rescheduled

~ Feedback social media 7 1 m Template
O Call back Product Info 0 0 Template
" Products marketing 19 o I3

Campaign control

The campaigns are displayed using a 6 column table:
- The campaign status, as in icon: an hourglass for the campaign that have contacts waiting to be processed and a
check icon for the completed campaigns. If the campaign has rescheduled calls that are waiting to be called then a
red exclamation mark will be displayed to the right of the hourglass.
- The campaign name.
- The number of contacts waiting to be processed by the agent.
- The number of contacts rescheduled for a later date.

- The BSEIfeaeolii=08 button, used for assigning an available contact to the agent, for starting a call (this button

is only displayed for the campaigns that have contacts with the "waiting" status).

- The BEEIleEIEY button will display the WACERQIRE[o]EIEY tab, that contains the text with the information that

the agent has to provide to the called person, during this campaign.
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Phone

This section allows for management of the phone used by the agent, for call center procedures.

X

Phone Cosmin Yealink T21
External CRM f8cb549544

Phone device management

The section menu can be used for disconnect the agent from the phone, by pressing the Disconnect button. This
operation will log out the agent from any active queues (and the phone will be available for any other agent).
The section displays two properties:

- phone: the generic name of the device used by the agent;

- External CRM: in ID used to connect an external CRM software to the Accolades server (see the External CRM

API).

Last call / current call

Depending on the agent status, the interface will display information about the last call or current call.

Last call

Campaign Feedback social media

Phone number _

Duration 00:05
CallID 1641403341.1565

Finish break
Add to campaign

Reschedule call

Last call

The following properties can be viewed:
- the name of the queue / campaign for the current / last call;
- the phone number of the caller;
- the call duration;
If the agent is on a break, on at least one queue, then the section will display the button, that will set
the Active status on all logged in queues.
After the agent has received at least one call, this section will display the button. Using it the

agent can easily add the current call to a campaign (for example, a campaign named "to be called tomorrow"). This
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way, the agent can very easily save contacts into several groups (campaigns). Only the campaign that have the "Add
current call" property set to "active” can receive contacts this way.

If the call belongs to a campaign and the campaign has the reschedule call enabled then the button
will be displayed. Using it the call can be rescheduled to la later date.

12.2.3 - Call center agent: Unknown caller

The agents that are using the call center will perform any procedures from the module, by selecting
the [ LA option.

The BELQIGIONTaRCENETE tab is only displayed if the agent has the necessary permissions for viewing customers and if

the Customer module is active on the account.

Status nknewn caller

Gall category
Undefined

Remarks

Unknown caller

Add new

Unknown caller tab

If the phone number of the caller has not been found in the database, Accolades will display an interface that allows
the agent to select an existing client of add a new one. To make the selection, the agent has to press either the
It is not mandatory to select a customer for each call. If the agent does not wish to assign a customer to an ongoing

call, then the interface will only allow for the remarks field to be filled in and saved.

12.2.4 - Call center agent: Identity

The agents that are using the call center will perform any procedures from the [[RROEUNOEWE module, by selecting
the [ JCELE option.
The MleZIIIA tab is only displayed if the agent has the necessary permissions for viewing customers and if the

Customer module is active on the account.
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— Customer: Cosmin Staicu

Status ] m Call history

Call category
Undefined

Remarks

— Identity —— Phone numbers

Famity name  Staicu o744 (mobil)

Given name Cosmin

Sex Male
Date of kirth  Unspecified

E-mail

—— Addresses

home

Identity tab

The interface allows for viewing and editing data about the customer for the current call. The tab is divided into 4
sections:

- Remarks;

- Identity;

- Phone numbers;

- Addresses.

Remarks

This section will be displayed only if the Customer (CRM) module is active for the account, if the agent has the

permissions to edit the customers and if the agent has been called at least once.
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Call category
Undefined

Remarks

de orice agent

Save

Call remarks

The section allows the agent to store remarks about the current call, remarks that will be saved to the database for later
viewing in the call history.

The agent has to fill in the remarks in the editable area of the section. After the remarks have been completed, the
agent will press the BSEWEN button, to store the text in the database. The saved remarks for the current call are
displayed above the editable area, in the Saved remarks zone.

The agent can save the remarks as many times as he wants.

Identity

The section displays info about the identity of the customer of the current call.

X =8

Family name Staicu

Given name  Cosmin
Sex Male
Date of bith  Unspecified
E-mail

Caller identity

The agent can edit the displayed data by pressing the M=6[ifl button. This action will load the interface for editing the

customer identity.

Phone numbers

A customer can have one or more phone numbers attached to his account. Based on these numbers, Accolades will

search the customer in the database to display the data to the agent, during a call.

o748 (mobil)

Phone numbers

The current phone number (the one that is in used for the call) is displayed in bold.

To add a phone number, the agent has to press the Wate(eR button, from the section menu.
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The interface for editing and deleting a phone number can be enabled by pressing on the phone number.

If the agent deletes the phone number currently in use (the number that the customer is calling from) then Accolades
will not be able to identify the client in the database. Because of this, the interface for adding a new customer or
selecting an existing one will be displayed to the agent.

If the phone number used by the caller does not match with any number stored for the displayed customer, then

Accolades will display the button, to quick add the number to the phone list, for the customer.

Addresses

Accolades allows for storing one or more addresses for each customer.

X

home

Address list

To add an address the agent has to press the WAe[eR button, from the section menu.
To edit or delete an address, the agent has to first press the name of the address and then select the desired option

from the available buttons.

12.2.5 - Call center agent: Call history

The agents that are using the call center will perform any procedures from the module, by selecting
the [ LA option.

The NOELRAIES (I8 tab is displayed when the agent receives a call.
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—— Customer: Cosmin Staicu

Status Call histary

Call category
Undefined

Remarks

Call history

06 January 2022 {13:37)
H{Inbound Abandanad)

06 January 2022 (11:59)
(Cutbound Abandonad)
da

06 January 2022 {11:56)
(Outbound Abandoned)

Ll

Call history

The interface allows for a fast viewing of the call history for the customer.
The calls are displayed as a list, sorted from the newest call to the oldest. Each call contains the following data:

- date and time of the call;

- call direction (inbound / outbound) and call status (answered / abandoned);

- remarks saved by the agent, for the call.
Depending on the agent permissions, the interface can display all the calls for the selected customer or just the calls
processed by the agent (if the agent has the permission to view only his own calls).
To reduce the data displayed, the call list does not contain anything about the current call (time, direction or even
remarks). The data about this call will only be visible in the list when a new call will be processed by the agent, for the

same customer.

12.2.6 - Call center agent: Agent template

The agents that are using the call center will perform any procedures from the module, by selecting
the [ IS0 option.

The PAGEINRCEINIGIEIEY tab will be displayed when the agent is initiating a call from an outbound campaign or when
the agent presses the MICIMIOIEIEY button, from the campaigns table inside the tab.

113




— Agent: Cosmin Staicu

| Status | Agenttemplate

— Agent template

Campaign Products marketing

Hello. My name is X004 from ACME SRL.
Do yau know that we've just added new products to our portfalia? | am sure that we can find something just for you,
Do you have 5 minutes availabla?

Agent template

The tab will remain available (displayed near the other active tabs):
- until the agent selects the M®i[ef{=H button, available inside the container menu for the current template;

- until the agent receives a call from a waiting queue.

12.2.7 - Call center agent: Edit identity

The agents that are using the call center will perform any procedures from the [(RROEUNOEWE module, by selecting
iy @& Agent option.
=o[|Ne[ST1iIAA tab will be displayed after the agent clicks on the B=6[i8 button from the Identity panel, on the

Identity K1
— Customer: Cosmin Staicu
Personal info
Family name Staicu .
Given name Cosmin ~
Sex Male —
Date of bitth Does not matter ]
E-mall customer e-mail "
il
Remarks
Cancel
Agent template

The interface allows setting up the following properties:
- Family name: the family name of the caller;
- Given name: the given name of the caller;
- Sex: the sex of the caller;

- Date of birth: the date of birth of the caller;
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- E-mail: the email address of the caller;
- Additional fields: from the NOEIN=TII=Y tab of the account, additional fields can be defined, for the identity set;

- Remarks: remarks for the caller.

12.2.8 - Call center agent: Edit phone

The agents that are using the call center will perform any procedures from the module, by selecting
the [ LA option.

=o/iNe]glolal=] tab is displayed after the agent clicks on the phone number from the Phones container, inside the
Identity [EE1:8

ECI.IStOITIeI': Cosmin Staicu

Edit phone number

Name maobil

Phone number L

Submit

Edit phone

The phone definition contains two properties: the phone name and the phone number.

12.2.9 - Call center agent: Edit address

The agents that are using the call center will perform any procedures from the ﬂ.'ﬁ_‘.h (61O T8 module, by selecting
the [ 08 option.

=efj&=Too[f=EE:] tab is displayed after the agent clicks on a address name from the Addresses container, inside the

Identity KeleH
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Edit address

Name haorne

Street type Street

Street

Neo. =

Block

Entrance

Floor

Apartment

Intercem

Town

County

Postal code g

Country -

Remarks

Edit address

12.2.10 - Agent call center: Reschedule call

The agents that are using the call center will perform any procedures from the [[RROCINOEWE module, by selecting
the [ LA option.

R BIENGEN tab allows the agent to reschedule a campaign call to a later date. To start the reschedule

process, the agent must press the BREEEFIERENN button from the tab, during or after a campaign call.
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Current call

Campaign Feedback social media
Phone number
Duration —
CallD 1641822655 1668

Add to campaign

e call

Reschedule call button (status tab)

The button for call rescheduling is only displayed for a call that belongs to a campaign with the Reschedule call
feature enabled. More info about the reschedule feature can be found in the Info section from the Campaigns chapter.

The interface for the tab can be visualized below.

— Customer: Cosmin Staicu

Reschedule call

Call can be started By any agent

The contact can be called by any agent, aier the defined date and fime,

@
<

Scheduled date 11 January 2022

Scheduled time 12:00 O v

Submit

Call reschedule interface

The following properties can be defined, for a rescheduled call:
- Call can be started: Defines the agent that will be notified about the call, at the defined date. Can be "by any
agent be " (the contact will be called by the first available agent) or be "only by me be " (the contact will not be
visible to any agent, just to the agent that reschedules the call).
- Scheduled date: The day for the future call.
- Scheduled time: The time for the future call.

The interval between the current time and the rescheduled time can not be smaller than one hour.

The campaigns that have rescheduled contacts, that can be called (the rescheduled time has passed) are shown with an

exclamation mark. An example is shown in the description of the tab, from this documentation.
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12.2.11 - Call center agent: Add to campaign
The agents that are using the call center will perform any procedures from the [[ERRCEUROWEA module, by selecting

the [ JACEWA option.
The PACRONEREIs[N tab allows the agent to add the current call to a campaign, to be calledlater. To start the

process, the agent must press the WateleRteNeZ=1gg|oE1le[gl button from the tab, during or after a call.

Last call
Waiting queue  Product Info
Phone number s
Duration --—

CallD 16418583004 .1680

Add to campaign button (Status tab)

After the button has been pressed, the agent must select the campaign where the call will be added.

Campaign

l Feedback social media

I To be called later

Campaign selection interface

The list for the campaign selection only contains the campaigns that have the "Add current call” option enabled. More
info about enabling the option can be found in the Campaign chapter, Info section.
A call can be added to a campaign using two methods:

- Unscheduled call

- Scheduled call for a defined date and time

Unscheduled call
An unscheduled call can be called from a campaign at any time, by any agent. This method needs the "Scheduled call"

parameter to be set to "No".
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Add to campaign

Campaign To be called later o

Scheduled call Mo

The contact can be called amytime, by any agert

Remarks

Cancel Submit

Unscheduled call interface

The following parameters will be defined:
- Campaign: The campaign where the call will be added to
- Scheduled call: defines if the called will be scheduled to a defined date and time or not (unscheduled call will
have this parameter set to "No");

- Remarks: remarks for the call, that will be displayed to the agent, before starting the call.

Scheduled call

A scheduled call will be available for calling only after a defined date and time. The campaigns that have scheduled
contacts, that can be called (the scheduled time has passed) are shown with an exclamation mark. An example is
shown in the description of the tab, from this documentation.

The interface for scheduled called is shown below.

Add to campaign

Campaign To be called |later Q P

Scheduled call Yes (can be called by any agent)

The contact can be called by any ager, after ihe defined dafe and time.

Scheduled date 12 January 2022 ) v
Scheduled time 1200 DIV

Remarks

Submit

Scheduled call interface

- Campaign: The campaign where the call will be added to

- Scheduled call: defines if the called will be scheduled to a defined date and time or not. If set to "No" then the
call is not scheduled. If set to "Yes" then two additional options are available: "can be called by any agent" (the
contact will be shown to the first available agent) and "can be called only by me" (the contact will be shown only
to the agent that does the reschedule)

- Scheduled date: The day for the future call;

119




- Scheduled time: The time for the future call;
- Remarks: remarks for the call, that will be displayed to the agent, before starting the call.

The interval between the current time and the rescheduled time cannot be smaller than one hour.

12.2.12 - Call center example (queue): existing customer with a known number

The Accolades interface for agents is quite flexible and allows for performing several tasks, according to the specific
demands for the current call.
The following steps are just an example that can be applied in most cases. But keep in mind that there will be
situations where the agent has to perform additional tasks, depending on the call nature. For a high efficiency, the
agent has to be familiar with the entire Accolades interface, for the Call center agents.
The example assumes that the agent already has the Accolades Agent interface opened, from the
module, the option. Also, the agent needs to have a phone device attached to his account (if not, then
Accolades will ask for this step to be competed, before accessing the Agent interface).
When an agent receives a call from a customer that has the phone number stored in the database, the agent can follow
the next steps:

- the agent phone is ringing;

- Accolades will search the database for the phone number, it will find the number and it will display to the agent

the customer identity (the tab will be displayed);

- the agent processes the call;

- the agent can view the call history, for the customer, by accessing the tab;

- the agent can fill in remarks for the call, on the top of the page and save them, using the BSEVN button.

12.2.13 - Call center example (queue): unknown customer

The Accolades interface for agents is quite flexible and allows for performing several tasks, according to the specific
demands for the current call.
The following steps are just an example that can be applied in most cases. But keep in mind that there will be
situations where the agent has to perform additional tasks, depending on the call nature. For a high efficiency, the
agent has to be familiar with the entire Accolades interface, for the Call center agents.
The example assumes that the agent already has the Accolades Agent interface opened, from the
module, the option. Also, the agent needs to have a phone device attached to his account (if not, then
Accolades will ask for this step to be competed, before accessing the Agent interface).
When an agent receives a call from a customer with no mach in the database, the agent has to follow the next steps, to
add him to the database:
- the agent phone is ringing;
- Accolades will search the database for the phone number without any result so Accolades will display the
Unknown caller E1s

- the Agent will select the WA R EN AV (Ii[=1@ button;

- Accolades will display the interface for adding a new identity;

- after the data for the customer identity has been filled in and validated, Accolades will display to the agent the

[elZIINA tab;

- in the "Phone Numbers" section from the B[EIiiiiA tab the agent has to press the to add the phone

number of the current call to the identity.
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12.2.14 - Call center example (queue): existing customer with a wrong phone

number

The Accolades interface for agents is quite flexible and allows for performing several tasks, according to the specific
demands for the current call.
The following steps are just an example that can be applied in most cases. But keep in mind that there will be
situations where the agent has to perform additional tasks, depending on the call nature. For a high efficiency, the
agent has to be familiar with the entire Accolades interface, for the Call center agents.
The example assumes that the agent already has the Accolades Agent interface opened, from the
module, the option. Also, the agent needs to have a phone device attached to his account (if not, then
Accolades will ask for this step to be competed, before accessing the Agent interface).
During the call processing a situation where an agent receives a call from a customer whose phone number is
registered to another customer, can occur.
This can happen when, for example, customer A has been saved to the Accolades database with a phone number and,
after that, customer A has given away his phone number to customer B.
When customer B calls the call center, Accolades will automatically display the customer A identity.
To fix this situation, the next three steps have to be followed:
- the phone number will be deleted from the existing identity (customer A);
- the agent will search for customer B (and if he has no records in the database, the agent can add him to the
database);
- the phone number will be added to the customer B identity.
The detailed steps for the above procedure are as it follows:
- the agent phone is ringing;
- Accolades will search the database for the phone number, it will find it and will automatically display to the agent
the identity info for customer A (the tab);
- the agent will process the call, the customer will state the fact that he is not customer A;
- from the tab, "Phone numbers" section the agent will click the current phone number (the number
displayed with bold characters);
- Accolades will display the interface for editing the phone number, with several options on the bottom part, one of
them being the button;
- the agent will click the delete button and, after confirming the operation, the phone number will be deleted from
the database (without deleting the customer A identity);

- Accolades will automatically perform a new search based on the calling phone number and, because no records

will be found, the MBIINalelTaReE=1ETd tab will be displayed;
- the agent can either select an existing customer, with the BSE| RV ilplsNolbE  (o]yl=1@ button, or add a new one,
by selecting the WAle MR ol [E18 button;

- after the identity has been established, the agent will add the phone number, by pressing the button
from the B[EaIIiA tab, "Phone numbers" section.
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12.2.15 - Call center example (campaign): starting a call

The Accolades interface for agents is quite flexible and allows for performing several tasks, according to the specific
demands for the current call.
The following steps are just an example that can be applied in most cases. But keep in mind that there will be
situations where the agent has to perform additional tasks, depending on the call nature. For a high efficiency, the
agent has to be familiar with the entire Accolades interface, for the Call center agents.
The example assumes that the agent already has the Accolades Agent interface opened, from the
module, the option. Also, the agent needs to have a phone device attached to his account (if not, then
Accolades will ask for this step to be competed, before accessing the Agent interface).
An agent can start a call to an available contact from a campaign straight from the interface, with no need to dial the
phone number. First the agent will select an available contact and then he will start the call. The following steps need
to be followed, to achieve that:
- The agent asks for an available contact, from the server, by pressing the button, placed right to
the campaign name (the button is displayed only for the campaigns that have available contacts);
- If no contacts are available, Accolades will display a message indicating this and the procedure will end;
- If the server found an available contact, Accolades will display info about the contact in the
(St contacao
- The agent can view info about the contact, as they are defined inside the campaign, in the INFO section (name of
the campaign, phone number and remarks about the contact);
- Accolades will also search the phone number from the campaign in the customer database for the account and if a

customer is found the interface will display info about the customer (identity info, call history);

- The agent can request another contact from the server by using the and buttons;
- If the displayed info is OK then the agent can start the call to the contact, by pressing the button (the agent

phone will start ringing and after it is answered the server will automatically dial the contact phone number);

- After the agent has picked up the phone, the interface will change to the editing mode, to allow the agent to fill in

all the info about the call in progress.
Keep in mind that a displayed contact is reserved to the agent viewing the info. That means that, when an agent
requests a contact, the server will search the available contacts, excluding the ones that are being viewed by other
agents (it is not possible for two different agents to view the same contact, at the same time). Because of this, a contact
from a campaign is displayed to an agent for only 2 minutes, while the contact is being excluded from searches. After
2 minutes, the contact will become available once again and it will disappear from the agent interface.
The call to a contact has to be initiated within the 2 minutes interval, started when the contact has been

requested from the server.
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12.3. Management

12.3.1 - Call-center supervisor interface
The page for managing the call center can be accessed from the [ROE|NOEWEE module, by selecting the

B Management EEutoe

The interface will display a list with all the waiting queues that can be managed by the administrator (supervisor). A
call back campaign can be initiated (or edited) by pressing the from each queue menu
For every waiting queue the following information will be displayed:
- a list with all the agents assigned to the queue;
- total count of the waiting calls, on the queue;
- a list with all the waiting calls (including the waiting time for each call).
Below the section with the waiting queues, Accolades displays a list with the active campaigns for the accounts that

the administrator has permissions.

Agents list

From the waiting queue menu, the administrator can choose the type of agents that are displayed (all agents, only the
active agents, only the inactive agents), along with the sorting order (alphabetical or by total number of processed
calls).
The agents are listed in a 5 columns table:

- agent status in the queue;

- phone device status (used by the agent) in the queue;

- name of the agent;

- current call duration;

- total calls processed by the agent, since he logged in to the queue;

Agent status in queue

The agents list contains all agents assigned to the queue.
Each agent has a status, as it follows:
- Active - The agent is logged on the queue (he can receive calls);
- Inactive - The agent is not logged to the queue (he can not receive calls from the queue);
- Pause - (personal, business, after call) The agent is active on the queue, but he is on a break (he can not receive
calls from the queue);
The agents can start a break on any active queue. For example, an agent active on 3 queues will receive calls only
from one of them, if he has breaks set up for the other two.
If an agent is active on a queue, then he can be logged out from the queue, by selecting the respective option from the

menu displayed when the agent name is being clicked. If the agent is inactive then no actions can be triggered.
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Phone device status

The phone status is displayed only for the active agents on the queue.
The status can have any of the following values:
- Available - the phone is not used at this time, the agent can receive calls, if he is not on pause;
- Ringing - the phone is ringing;
- In call - the phone is in use;
- Offline - No connection can be established between the phone and Accolades server, the agent will not receive
any calls.
Unlike the agent status, which is different for each queue, the phone status is the same for every queue. For example,
if a phone is used in a call, then its status will be "in call" on every queue (the status can not be "available" if the
phone can not receive calls). Also, if the agent uses the phone for outgoing calls, then the phone status will be set to

"in call" for all waiting queues.

Agent name

The column displays the agent name, as it is defined in Accolades. A menu with actions will be displayed when the

administrator (supervisor) clicks on the agent name.

Agent priority

The column displays the agent priority, for receiving incoming calls. The value 0 is for an agent that receives calls in a
regular manner. Higher values will indicate that an agent will receive fewer calls, compared to someone with a lower
value. The value 15 indicates that the agent will receive as fewest calls as possible.

The priority value can be defined by clicking on the agent name and then selecting the appropriate option.

Call duration

The column displayed the current call duration.

Total calls

The column displays the total number of calls, processed by the agent, on the queue. The value is counted from the last

login of the agent to the queue. When the agent logs out of the queue, the value is set to O.

Total waiting calls

The section displays, in real time, the number of waiting calls (calls that are waiting for an agent to become available)

for the queue.

Waiting calls list

The section displays a list with all the waiting calls, along with the waiting time (in real time) for each call.

Campaign list
The section displays the active campaigns for the accounts that the administrator has access to. For each campaign the
following info will be displayed:

- Campaign name (if the supervisor clicks the campaign name then Accolades will load the campaign info page);

- Total - total number of contacts for the campaign;
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- Waiting - total number of contacts waiting to be processed;

- In call - total number of contacts being processed right now;

- Finished - total number of contacts that had been processed successfully;

- Unavailable - total number of contacts that had been called by the agents, but there were no answer (Accolades
defines the unavailable status if the number of calls is equal or greater than the Maximum calls for contact value,
defined in the campaign info page);

- Error - total number of contacts that could not be called because the phone number was invalid.

12.3.2 - Listening to ongoing calls

Accolades allows for the supervisors (if they have the necessary permissions) to listen to ongoing calls, from the call
center. This process can be managed from the Accolades interface.
A call spy (listening to an ongoing call) can be started from the ,
section.
The administrator (supervisor) can listen to ongoing calls only if he has a device linked to his account (see the
preferences menu from the upper-right side of the page).
If the administrator (supervisor) has the permission to listen to the agents calls, then the icons that display the device
status "in call" (the second column of the "agent list" table (device status) can be pressed to display a menu for starting
a call spy.
Based on the administrator permissions, the menu can display up to 3 types of spying:

- listen - the supervisor can only listen to the ongoing call (he can not be heard in the main call);

- whisper - the supervisor can only be heard by the agent;

- barge in - the supervisor can be heard by both the agent and caller.

After selecting a spying mode, the administrator phone will start ringing.
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12.4. Devices

12.4.1 - Devices connected to the call center interface

For an agent or a supervisor to be able to use the call center features, he has to have a phone device linked to his
account. This type of operation allows the call center to use shifts (the same phone can be used by several agents, one
at a time).

A phone can be linked to a single administrator (agent) at a time.

If an administrator / agent forgets to unlink the device, when logging out of the call center, then the supervisor can
force this action, from the module, by selecting the section.

The page will display a list with all accounts that the administrator is allowed to manage, as a call center. For each

account a list with all the devices that can be linked to an account is displayed.

Device management

VoIPIT SRL

Phone Agent

ﬁ.

Undefined
Inactive

®

/ Undafined
Inactive

I=
&
=
@

&

P
&
cr
e

Cosmin Yealink T21 Linia 2 Cosmin Staicu

8)ie

IUndefinec
Inactive

I JJ Laptop

Active

Device management interface

The devices are listed as a table, with 3 columns:
- device status;
- device name;

- linked agent name.

Device status

Each device can be "Active" on "Inactive". The status is listed as an icon, with a text under it. The "Active" status
describes a device that has an administrator / supervisor / agent linked to it. The "Inactive" status shows that the device

has no account linked to it.
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Device name

For a better management workflow, Accolades allows to define a generic name for each device. The second column of
the table shows the name stated above. If the administrator has the necessary permissions, then the name can be

clicked, to access the device info page.

The name of the linked account

The third column lists the name of the linked administrator / supervisor / agent. If no account is linked to this device,
then the "undefined" value will be displayed. If the administrator has the necessary permissions, then the name can be

clicked, to access the account info page.
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12.5. Call details

12.5.1 - Call center call search

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

The call details section displays all calls processed by the call center and can be accessed from the [(RROEIRS=IC 1

module, by selecting the ﬁ LIS option.

=—=Call center - Call details
W 1 - 30 of 1807 results Sortby  Date = v

Date and time Queue | Campaign Agent Phone no. Type Status Duration  Waiting Call category A

11.03.2022 —== e .
19:59:44 (ROU) Product Info Undefined y S Inbound Abandoned 00:00:00 00:00:08 Undefined ACME SRL

AR Feedback soctal media Cosmin Staicu e Outbound  Abandoned  00:00:00  00:00:00 Undefined ACME SRL
18:48:50 (ROU) it 3 | — :00: -00:

it Product Info Cosmin Staicu N Inbound Completed  00:00:04  0O0:00:10 Undefined 3 ACME SAL
15:36:01 (ROU) (— = 00 00: )

ey Feedback saclal media Cosmin Stalcu s Outbound ~ Completed  0:00:10  00:00:00 Undefined » ACME SRL
15:35:48 (ROU) p - 00 00 U

e Product Info Undefned — Inbound Abandoned  DO:0000 000008 Undefined ACME SRL
15:30:04 (ROU) ’ ) :00: 00

R Feedback saclal medi Cosmin Stal — Outbound  Abandoned  0C:00:00  00:00:00 Undefined ACME SRL
16:23:28 (RCKJ] e S0cCial 1] Smin alcu { —J an 00 R I il

11.03.2022 : : e - = ]
T Feedback soclal media Cosmin Stalcu . ) Outbeund  Abandoned 000000  00:00:00 Undefined ACME SRL

R0 Feedback saclal medi Cosmin Stal — Outbound ~ Completed  00:00:11  00:00:00 Undefined b A SR
19:19:30 (ROU) B sacial ia smin Staicu i m—" mplet :00: 200 ncefi y

11.03.2022 Bedtock cociol o Coip st - Cesdbeoind oot 0000 42 oo.o0.a0 Do fined ‘)

Call details

On the upper side of the page Accolades will display the total number of results that are matching the search criteria,
along with the display order. The inactive filters are hidden and can be displayed by pressing the arrow near the total
number of results value.

The call info page, for each call, can be accessed by pressing the date and time of the call (if the administrator has the

required permissions).
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“Jr 1 - 30 of 1807 results

Date and time Queue / Campaign Agent Phone no.

11.03.2022
19:59:44 (ROU) Product Info Undefined — |

11.03.2022 ; ) e —
19:48:50 (ROU) Feedback social media 0

11.03.2022
19:38:01 (ROU) Product Info - = = : 1

11.03.2022 : : _— _
19:35:48 (ROU) Feedback social media — : 0

11.03.2022 S
19:30:04 (ROU) e Undefined |

11.03.2022 ) ) = —
19:23:25 (ROU) Feedback social media 3 = 0

11 03 2052

Call info page

If the agent has a phone attached to his account, then the "Phone Number" column will display the phone number as a

link. By clicking this link, a call can be started, using the linked phone device.

Sort by Date
on Agent Phone no. Type Status Duration  Wa|
Undefined ! - S Inbound Abandoned 00:00:00 00:
==
dia — P — ) Outbound Abandoned 00:00:00 00:
—_ ‘ - -__,} Inbound Completed  00:00:04  00:
dia — f Outbound Completed 00:00:10 00:
Undefined e y Inbound Abandoned 00:00:00 00:
dia — e Outbound  Abandoned  00:00:00  00:
Quick dial link

If the CRM module is enabled on the account and the call belongs to a CRM contact then the interface will display a
link with the contact name. By clicking on the link, Accolades will load the info page for the CRM contact.
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Sort by Date

gn Agent Phone no. Type Status Duration  Wa|
Undefined ) q - Inbound Abandoned 00:00:00 00:

dia = ( s ) Outbound Abandoned 00:00:00 00:
S __ ) Inbound Completed 00:00:04 00:

dia e ) Qutbound Completed 00:00:10 00:
Undefined = s ) Inbound Abandoned 00:00:00 00:

dia = p s v Qutbound Abandoned 00:00:00 00:

CRM contact

If a call has been recorded and the administrator has the required permissions, the Accolades will display the
"Download" column. The calls that are available for download will have a link displayed, as a down arrow.
If a call has been recorded and the administrator has the required permissions, then Accolades will display the

"Download" column. The calls that have been recorded will display a button to listen or download the audio file.

bort by Date = v
us Duration  Waiting Call category Remarks  Playback Account
ned 00:00:00 00:00:06 Undefined ACME SRL
ned 00:00:00 00:00:00 Undefined ACME SRL

pted 00:00:04 00:00:10 Undefined m ACME SRL

"'l-.__.’

Eted 00:00:10 00:00:00 Undefined L ACME SRL
ned 00:00:00 00:00:06 Undefined ACME SRL
ned 00:00:00 00:00:00 Undefined ACME SRL
Recorded call

12.5.2 - Call center call info page

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The call info page can be accessed from the call details page, by pressing the date and time of the call.

Any administrator (no matter if it is a supervisor or an agent) that can perform searches in the call center calls, can
also access the call info page, for any search result.

The page displays the following data:

- The waiting queue for the call or the campaign that was used for starting the call;
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- The agent that processed the call;
- The phone number;
- The call status;
- Call duration;
- The account for the call;
- The customer (from the CRM module) assigned to the call;
- Remarks (probably filled in by the agent, during the call).
Two buttons can be displayed on the page menu, depending on the administrator permissions:
- The
- The EBLQlleElN button allows for downloading the recorded audio file of the call (if it is available).

=6[i button will access the page for editing the customer and the remarks for the call;

If the call has been followed by an After call survey, successfully finished, then Accolades will display an additional

section, called "After call survey", that displays the answers given by the caller.

12.5.3 - Call center call data edit

To start editing the data about a call, the administrator has to press the B=e[if] button, from the call info page, on the
page menu.
Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The interface allows for editing the customer assigned to the call and the remarks of the call. If Accolades is operated
in a regular mode, this interface should not be used.
To be able to perform the stated procedures, the administrator has to have the required permissions and the CRM

module has to be active on the account.
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12.6. Campaigns

12.6.1 - Campaign overview

A campaign is the process by which the agents in a call center are calling a list of phone numbers (called contacts)
from a list previously defined by a supervisor.
To run a campaign the following steps have to be followed:
- The supervisor will define a new campaign, having the INACTIVE status;
- The supervisor will set up the contacts to be called by the agents (the contacts can be defined one by one, from
the Accolades interface or can be loaded from a .csv file);
- The supervisor will turn on the campaign (the status will become ACTIVE);
- The campaign will show up on the agents interface;
- The agents will call the contacts in the list, one at a time;
- The campaign will be finished after all the contacts have been processed;
- The supervisor can download a list with each contact status;
- If it is the case, the supervisor can decide to rerun the campaign for the contacts that did not answer;

- The supervisor will delete the campaign.

12.6.2 - Campaign management
The campaign management for the accounts that the supervisor has access to is done from the -J./Tr Call center

module, by clicking on the option.

The interface will display a list with all the available accounts for campaign management. For each account a list with

the defined campaigns is displayed.

Campaign list

== ACME SRL

{Active) Call back Info

{Inactive) Feedback social media

Campaign management interface

Adding a campaign

To add a new campaign, for an account, the supervisor has to click the flate[eN button, available in the section menu,
left to the account name. Because there is a limited number of campaigns for each account, there are cases when the
button is not available. The maximum number of campaign does not check the campaign status (it does not matter if

the campaign is Active or Inactive).
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Campaign list

Cxem >

(Active) Call back Info

{Inactive) Feedback social media

Add campaign button

When adding a campaign the supervisor has to fill in all the information described in the tab.

View, edit and delete a campaign

The procedures for viewing, editing and deleting a campaign are done from the campaign info page, that can be

accessed by pressing the flgi{e} button, visible after pressing the campaign name.

Campaign list

— ACME SRL

{Active) Call back Info

{Inactive) Feedback social media

Campaign info button

Turning on or off the campaign

The campaigns can have an Active (the campaign will be visible to the agents) or Inactive (the campaign will not be
visible to the agents) status.
The status can be modified by pressing the or button, visible after the supervisor pressed the

campaign name.
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Campaign list

== ACME SRL

{Active) Call back Info

{Inactive) Feedback social media

Start campaign

Campaign list

— ACME SRL

{Active) Call back Info

{Inactive) Feedback social media

(D Info page

Stop campaign

12.6.3 - Campaign information

The info about a campaign properties can be viewed and edited from the ﬂih OEINTIICET] module, by selecting the
option. After pressing on the campaign name, the interface will display the button that, if

pressed, will load the campaign info page.

Campaign list

— ACME SRL

{Active) Call back Info

{Inactive) Feedback social media

Campaign info access

The tab displayes general info about the selected campaign.
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— Feedback social media

[ Contacls kst ] [ Load contacts ]

Information —Agents list

Feedback social media
Description —-

Name

=

Maximum calls for 7
contact

Minimum duration
between calls

Updated contacts

1 Minutes

This campaign
Active

Selected agents
60 days

Status
Visibility

Completed contacts
storage interval

Add curent call
Reschedule active call
Caller ID

Account

Active

Active: (default: current agent)
Default (agent caller id)
ACME SRL

Agent template

Here you can type a text what will be available to the agent, during the calls.

Campaign info page

To edit the info, the l=le[i¥l button has to be pressed, from the page menu. To delete a campaign, the supervisor has to

press the button, from the page menu.

Information

The first panel of the interface contains general info about the campaign.

Information

Feedback social media
Description  ---

Mame

Maximum calls for
contact

Minimum duration
between calls

Updated contacts
Status
Visibility

Completed contacts
storage interval

Add curent call
Reschedule active call
Caller ID

Account

7
1 Minutes

This campaign
Active

Selected agents
60 days

Active

Active: (default: current agent)
Default (agent caller id)
ACME SRL

Campaign info

The "Information" section contains the following properties:
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- Name: The property defines the name of the campaign as it will be displayed in the Accolades interface (to the
supervisors and to the agents).

- Description: The property defines a description of the campaign, as it will be displayed in the Accolades
interface (to the supervisors and to the agents).

- Maximum calls for contact: The property defines the maximum number of attempts to call a contact. When the
total calls for a contact is equal or greater than this value, the server will consider that the contact is unavailable.

- Minimum duration between calls: The value defines the time interval between two consecutive calls for the
same contact, if the previous attempts were unsuccessful. The property is used when an agent asks for an available
contact from the Accolades server, by pressing the button.

- Updated contacts: The property defines what happens when a contact from this campaign, that answers a call, is
also present in other active campaigns within the account. The property can have one of the following values: This
campaign (will update just the contact from this campaign, the other campaigns will be ignored), All call-back
campaigns (will update all the call-back type campaigns), All campaigns (will update all contacts from all active
campaigns within the account).

- Autoupdate: (available only for the callback campaigns) defines if an unanswered call will be automatically
added to the campaign or not.

- Status: The property defines the status of the campaign (Active or Inactive). The campaign status can be
modified from the campaign management page (the module, the option).

- Visibility: The property defines the agents that can view the campaign. Can be set up to "All agents" (the
campaign is visible to all agents) or "Selected agents" (the campaign is visible only to selected agents from the list
attached to the campaign).

- Completed contacts storage interval: The maximum amount of time for keeping the completed contacts (with
status "completed" or "error"). The contacts having the last call before this interval will be automatically deleted.

- Add curent call: (not available for call-back campaigns) The value allows the call center agents to add the
contact from the current call to this campaign. It is used for making the current call for future follow (for example,
you can add the current call contact to a "call tomorrow" campaign, straight from the agent interface)

- Reschedule current call: Defines if a contact can be rescheduled to a later date, for another call. If INACTIVE
then no rescheduling is allowed. If ACTIVE (DEFAULT: CURENT AGENT) then the contact can be rescheduled
to a later date and, if the agent does not edit the default option from his interface, the contact will be shown only to
the current agent. The ACTIVE (DEFAULT: ANYONE) states that the contact can be rescheduled and can be
called by any available agent.

- Caller ID: Defines the phone number used as a caller ID, when starting calls from this campaign. If the option is
set to DEFAULT then the caller id of the agent placing the call will be used. Using this option the administrator
can select another entity from the account (an waiting queue, an IVR or another user) so all calls from this
campaign will be initiated using the caller ID of the selected item.

- Account: The campaign account.

Agent list

This section is available when viewing the campaign info and only if the "Visibility" property is set to "Selected

agents". The list defines the agents that can view the campaign.
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= Agents list

Staicu Cosmin

Agent list

To add an agent, the administrator must press the Wate[eR button from the section menu.

<Em)

Staicu Cosmin

Add agent

To delete an agent, the administrator must push the @BEIEIEN button, visible after clicking on the name of the agent in
the list.
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—— Agents list

Staicu Cosmin

Delete agent

Agent template

Accolades allows the administrator to define a template text that will be displayed to the agent when he starts a call.

Agent template

Here you can define a text for the agents to read, during a call

Agent template

Usually the text contains the information that the agent has to provide to the called contact.

12.6.4 - Campaign contact list

The info about a campaign properties can be viewed and edited from the ﬂ.'ﬂ_‘.h OEINTIIET] module, by selecting the
Ef (0101 [oF=1e[al option. After pressing on the campaign name, the interface will display the button that, if

pressed, will load the campaign info page.
The management of the contacts for a campaign is done from the NOIopi=ei-NE[S8 tab from the Campaign info page.

The tab displays all the contacts from the campaign, their status along with the total calls number for each element.
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— Feedback social media

Information Contacts list Load contacts

N 1-210f 21 results Sorthy | Stalus = =
D select all
Phone number Remarks Total calls Status
D 1 Error
O 5 Completed
O 1 Completed
O 0 On call
(]} 2 Unavailable
D 2 Scheduled
{21 February 2022 08:00)
D 1 Scheduled
(19 January 2022 12:00)
O 0 Waiting
Contact list

The procedure for searching entities managed by Accolades is similar to all modules inside the application.

Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

Add contacts

Accolades allows for adding contacts to the campaign one by one. The procedure can be started by pressing the

2%e[el buton from the page menu.

+ Add | i Delete all contacts |_|:| Remove duplicates

# Download
nformation m Load contacts

Add button

When adding a contact, the supervisor has to fill in all the info presented in the contact info page.

To add multiple contacts, from a .csv file, the HEeElRelelgiz6] tab has to be used.

Delete contacts

From this tab, the contacts can be deleted in two ways:

- using the EBEIEIEEINIEME] button, displayed in the page menu;

- by selecting contacts, using the checkbox left to the contact and then pressing the button (the button is

139




displayed only if at least one element is selected);

X ez . s | [FJRemove duplicates

Information m Load contacts

# Download

Delete all button

W 1-21 of 21 results Sortby  Stalus

- W

D selectall @
o Phone number Remarks Total calls Status

‘/) 1 Error
L‘-'

v 5 Completed

| = 1 Completed

M il 0 On call

Delete button

Remove duplicates

Accolades can auto remove the duplicated contacts inside the list. The check is based on the last 10 digits of the phone

number (the numbers 0722123456 and +40722123456 are identical). To start the process, the administrator must press

the MEEIWAENe[IoI=IEE] button inside the page menu.

X

i Delete all contacts l Iﬁ Remove duplicates

Information m Load contacts

# Download

Remove duplicates button

Download list

The displayed list can be downloaded using the button, from the page menu.

x + Add | @ Delete all contacts Iﬁ Remove duplicate

Information m Load contacts

Download button
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Contact info page

The contact info page, for a certain contact can be accessed by pressing the phone number for the contact.

12.6.5 - Load contacts

The info about a campaign properties can be viewed and edited from the ""__-'" (OEUNLENIEd module, by selecting the

option. After pressing on the campaign name, the interface will display the button that, if
pressed, will load the campaign info page.

Campaign list

— ACME SRL

{Active) Call back Product info

(Active) Campaign

(Active) Customer feedback

Available campaign list

Using the BEeERTIEGE] tab, the administrator can load contacts into a campaign from a .csv file, that will be

uploaded to the server. Accolades will process the file and will display to the supervisor the results.

Campaign

Information [C ontacts list | MEGELELEETES

Info

«csv file types are accepted, with the following structure:

« first column; "number”;
+ second column: "remarks”;

The "number" column contains the phone number that will be dialled.

The “remarks" column can store some text that will be displayed to the agent when calling {the column can be emply, but it has to be defined).
Extra columns can be added after the two required columns {they will be ignored).

The first row from the file has to contain the table header (with the column name)

Aternplate for the csv file can be downloaded from here.

Load contacts

File (.csv, max 1mb)  select a file = A

Special characters Autodetect =

Load contacts tab

On the first part of the page some properties for the .csv file are displayed:
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- the first row has to contain the name of the column (header row);

- the first column will be called number and it will contain the phone number to be called;

- the second column of the file will be called remarks and it will contain remarks about the contact (remarks that
will be displayed to the agent);

- if the file has additional columns, after the previous two, then Accolades will ignore them;

The supervisor can download a template for the .csv file (with the table header already defined) from the interface.

Selecting and uploading the file
The file will be selected from the File input field and it will be sent to the server using the button.

CSV file types are using 2 types of special characters: a value separator (semicolon or comma) and an encapsulating
character (a double quote) used for enveloping the values containing the value separator. If the Special Characters
option is set to Autodetect then Accolades will try to detect the characters directly from the file. The Manual option
allows the user to directly select the values.

Accolades will process the file and after that the processing result will be displayed to the administrator.

If the file is not valid, then Accolades will display an error message, where the reason for rejection of the file will be

explained.

File processing result

If the file is valid then Accolades will display the results of the file processing.

Campaign
Status
Total 4
valid 2
Error 2 (Some rows are not valid)
Display mode Total =
Contact list
Phone number Remarks Status
1 0744444444 some remarks about this contact ok
2 0745555555 ok
3 5678 Invalid phone number
4 dfgt Invalid phone number

Processing result

When the result is displayed, the contacts are not added to the campaign, they are just shown to the administrator, for
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validation.
On the upper part of the page the global results of the processed file are displayed:
- Total contacts processed;
- Total valid contacts;
- Total invalid contacts.
The displayed results can be filtered using the "Display mode" option.
The lower part of the page contains a list with all the contacts processed from the .csv file. The invalid contacts are

displayed using a red background.

Load contacts into the campaign

After checking the processed results, the administrator can load the valid contacts into the campaign, by pressing the

validation button placed on the lower part of the page.

12.6.6 - Contact info page

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The contact info page for a campaign can be accessed from the H®loiEledIS8 tab, displayed inside the campaign info
page.

Information
Campaign  Feedback social media
Phone number [T .
Totalcalls
Status Scheduled
Scheduled date Undefined A
Scheduled time g g A
Will be called by Selected agent

Agent Undefined A

Remarks

Contact edit interface

The contact info page allows both viewing and editing the data about a contact.
The following properties of the contact are displayed on the page:
- Campaign: the campaign the contact belongs to;

- Phone number: the phone number to be called;
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- Total calls: (only for existing contacts) total number of calls made to this contact;
- Status: the contact status (in some cases the status can be updated);
- Scheduled date: (only for scheduled contacts) the starting date for the availability of the contact;
- Scheduled time: (only for scheduled contacts) the starting time for the availability of the contact;
- Will be called by: (only for scheduled contacts) the agent that will call the contact (any agent or a selected
agent);
- Agent: (only if "Will be called by" is set to "Selected agent") the agent that will call the contact;
- Remarks: the remarks to be shown to the agent, before starting the call.
After viewing the data, the administrator can validate any editing done to the contact or he can return to the contact

list, using the buttons, placed on the lower side of the page.

144



12.7. Callback

12.7.1 - Call back campaign description

The call-back system allows Accolades to select the calls received by a waiting queue that have not been processed by
any agent.
The following cases are valid as callback contacts:
- A caller rang once and the call has not been answered;
- A caller rang 6 times and no call has been answered;
- A caller rand 3 times with no answer. The 4th time an agent processed the call. After that, the caller rand again
and the final call was unanswered.
A caller is defined as a callback contact when the last call from this caller has not been answered.
The following cases are NOT valid for callback:
- A caller rang last week, with no answer but the callback campaign has been defined for this week.
- A caller rang 4 times on the waiting queue with no answer. After that, he called on another queue from the same
account and the call has been processed;
- A caller rang on 2 different queues, with no answer. Later, he was called by an agent, during a campaign.
A contact will be added to a callback campaign as long as the last call was unanswered, at an account level.
After the selection has been done, the contacts can be automatically added to a callback campaign. The management
procedures for the new campaign are similar to the ones described in the "Campaigns" chapter.
There are some differences between the regular campaigns and the callback ones.
- the callback campaigns are not counted in the campaign limit for the account;
- a waiting queue can only have one callback campaign (active or inactive);
- manual adding of contacts is disabled (only callers that were in the waiting queue and have not been answered
can be added, using the graphic interface).
The callback campaigns are partially real-time. Contacts can be added only by a supervisor. But the deletion of
contacts will be done automatically by Accolades. If a contact is defined in a callback campaign and, while the
campaign is running that contact calls a waiting queue and gets an answer, then that contact will be deleted from all

the callback campaigns defined for that account.

12.7.2 - Call back campaign initialization
The callback campaigns can be initialized from the supervisor interface, by accessing the vl."?'u (OE NG module

and selecting the E \EREGElEI option.

The interface will display each waiting queue that can be managed by the supervisor. The button for editing the
campaign is called and it is placed in the menu corresponding to each waiting queue. By
pressing the button, the campaign info page will be accessed. If no campaign is defined for the waiting queue, then it
will be defined automatically. By accessing the campaign info page using this button Accolades will display the
interface from where the supervisor can define the campaign properties, along with the starting date for the interval to

be analysed.
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12.7.3 - Add contacts to a call back campaign

To add new contacts to the callback campaigns the supervisor can only use the interface for this type of campaigns.
No contacts can be added one by one or by using .csv files (these features are only available to the regular campaigns).
The interface for adding new contacts can be accessed in two ways:

- from the queue management interface (the option E \VEEGEIlld from the -1"?'1.\ OEINOENETd module), by

using the Call back campaign inside the menu attached to each waiting queue;

- from the tab, by using the button placed in the page menu, in the campaign info page.
The second option can only be used for existing campaigns. For new campaigns only the first method is available (as
there is no campaign info page to be accessed).

For the new campaigns, the first procedure for adding contacts allows for setting up the starting date for the interval in
which the calls will be searched. For example, a callback campaign can be defined, using the calls from the last 7
days.

If the supervisor adds contacts to an existing campaign, then the starting date for the interval will be automatically set
to the last update of the campaign.

After the search has been finished, Accolades will display a list with all contacts that qualify for the callback. The
contacts are only displayed, but they are not added to the campaign. To finish the procedure, the supervisor has to
validate the operation, by pressing the validation button displayed on the lower part of the page.

If the supervisor does not want to add the contacts to the campaign, then he can cancel the operation by pressing the

cancel button placed on the lower part of the page.
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12.8. Dashboard

12.8.1 - Dashboard overview

Accolades can display various data about the call center as a dashboard.

This layout is optimized for large screens, running without any user interaction.

A dashboard has one or more slides that will be displayed one after the other. A slide can contain indicators about a
single waiting queue. If it is desired, a dashboard can have more slides for the same waiting queue.

Each slide can have one or more indicators, according to the user preferences.

The slides will be displayed one after the other at 1 minute intervals. If the dashboard has only one slide, then the
indicators will be updated every minute.

The layout is very flexible and can be configured in a lot of ways. Each indicator can be individually selected, in any

order.

Example: Call center with just one waiting queue

A dashboard with only one slide

The layout will be initialized with only one slide that will have 4 indicators for the waiting queue:
- Top agents based on processed calls;
- Average call duration
- Average waiting time for the callers;
- Average queue load for the last hour.

Because just one slide is displayed, the data will be updated every minute.

A dashboard with 2 slides, for the same waiting queue

The first slide will contain the following indicators:
- Top agents based on processed calls;
- Average queue load for the entire interval.
The second slide will contain the following indicators:
- Average call duration for the entire interval;
- Average call duration for the last hour;
- Average waiting time for the entire interval,
- Average waiting time for the last hour.

Because there are 2 slides displayed, Accolades will change them every minute.

Example: Call center with 3 waiting queues

A dashboard with only one slide

The layout will start with only one slide that will contain 4 indicators, for a single waiting queue (the other queues will
be ignored by the dashboard):
- Top agents based on processed calls;

- Average call duration;
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- Average waiting time for the callers;
- Average queue load for the last hour.

Because the dashboard has only one slide, the indicators will be updated every minute.

A dashboard with three slides, one for each waiting queue

The layout will start with only three slides (one for every queue) that will contain 4 indicators each:
- Top agents based on processed calls;
- Average call duration;
- Average waiting time for the callers;
- Average queue load for the last hour.

Because there are three slides, Accolades will switch between them every minute.

12.8.2 - Dashboard indicators

A slide from the dashboard can have one or more indicators specific to the call center workflow.

Calls

This indicator displays as a chart, the percentage of processed calls from the total number of received calls. Under the
chart Accolades will display two more values, as a text: the total number of calls and the total number of abandoned

calls.

Average call duration (overall)

The indicator displays the average call duration, for the entire interval. Also, on the lower part of the indicator the

shortest duration and the longest duration of a call will be displayed, for the entire interval.

Average call duration (last hour)

The indicator displays the average call duration, for the last hour. Also, on the lower part of the indicator the shortest

duration and the longest duration of a call will be displayed, for the last hour.

Average waiting time (overall)

The indicator displays the average waiting time for a caller (for the entire interval), before being answered by an
agent. On the lower part of the indicator the shortest duration and the longest waiting time for a call (for the entire

interval) will be displayed.

Average waiting time (last hour)

The indicator displays the average waiting time for a caller (for the last hour), before being answered by an agent. On
the lower part of the indicator the shortest duration and the longest waiting time for a call (for the last hour) will be

displayed.

Queue load

The indicator displays the queue load for the waiting queue, divided into intervals. Depending on the entire duration,
an interval can stretch between 10 minutes and an hour.

The interval length is determined by Accolades, according to the length of the displayed interval. For example, if the
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first shift is displayed (08:00 to 16:00) then at 09:00 Accolades will display 6 intervals of 10 minutes each. But at
15:00 the intervals will have a length of 30 minutes each.
The values are calculated using the following formula: (total call duration + total breaks duration ) / (entire interval

duration * number of agents).

Queue load (overall)

The indicator displays the queue load for the entire interval.
The values are computed using the following formula: (total call duration + total breaks duration ) / (entire interval

duration * number of agents).

Queue load (last hour)

The indicator displays the queue load for the last hour.
The values are calculated using the following formula: (total call duration + total breaks duration ) / (3600 * number of

agents).

Top agents

The indicator displays the top agents, sorted by total number of processed calls.

The value is calculated based on the total number of calls, regardless of the corresponding waiting queue. For
example, if agent A has 10 calls on the current queue and 5 calls on another queue and agent B has 5 calls on the
current queue and 15 calls on another queue then, regardless of the displayed queue agent B will always be on top of
agent A.

For each agent the total number of calls for all queues and total number of calls for the current queue is displayed.

12.8.3 - Dashbaord configuration and initialization
The section for configuring and starting a dashboard can be accessed from the -l."?'h OFEINOETETd module, by selecting

the |4 FEBERIIEIEN option.

Add slide

A dashboard has one or more slides. To add a new slide the /ate[eN button has to be pressed, from the page menu. This
action will display the interface to configure the properties of a new slide.

After the slide has been configured, the user has to press the BSEWEN button (to save the configuration) or the

(8% [)[e=1l button (to cancel the operation).

Slide properties

A slide contains the following properties:
- Name - the name of the slide, shown on the upper part of the layout, when the dashboard is displaying this slide
(for example, "Shift 1");
- Queue - the waiting queue for this slide;
- From hour - the starting hour for the interval;
- Until hour - the end hour for the interval;
- indicators - indicators that will be displayed inside the slide.

When a slide is added or edited, the interface displays 10 slots for loading indicators. These indicators will fill in the
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dashboard on the order of the slots. If a slot is not being used, then it will have the "Inactive" value. It is not mandatory
to fill the slots continuously (for example slot 1 can be "Average call duration", slot 2 can be "Inactive" and slot 3 can

be "Top agents". The dashboard will ignore the inactive slots.

Editing or deleting the slide

To edit an existing slide, the user has to press the B=6[if button, from the slide menu.

To delete a slide, the user has to press the fBEIEIER button, from the slide menu.

Initialization

For the dashboard to be started, at least one slide has to be defines. Also, the dashboard can not be started if there is a
slide being edited.
To start the dashboard, the user has to press the launch button, placed on the bottom of the page. Accolades will start

the dashboard in a new window.

12.8.4 - Dashbaord templates

To simplify the dashboard initialization process, Accolades allows for saving up to 6 templates for each administrator
account. This way, when your workflow requires starting up the dashboard each day, you will not have to configure
the interface each time. You will configure the layout just once, you will save the configuration as a template and,
when you have to start the dashboard, you will only have to load up the template.

The page for configuring the dashboard has a section called "Templates". Using this interface, the administrator can

load or save up to 6 templates.

Save template

After a dashboard layout has been configured, with one or more slides defined, the user can save the configuration by
pressing the button, from the "Templates" section.

After the button has been pressed, the user has to select one of the 6 slots for saving the configuration. If the user
select a slot that already contains a template, then it will be overwritten.

The next screen, after the slot selection asks the user to fill in a name for the template. It is recommended to also input

some remarks, to better identify the template, when loading it up later.

Load template

To load an existing template, the user will have to press the button from the section with the same name.
Accolades will display the 6 slots for saving templates, from which the user has to select the required one.

If the selection has a template (the user has selected a slot that does not have the Undefined value) then Accolades will
display the description of the template (if it has one) along with the button. By pressing the button, the
template will be loaded.

Starting the template

After the template has been loaded, the user can start the dashboard in the normal way, by pressing the button placed
on the lower part of the page.
If it is necessary, the user can edit the loaded configuration. The edited fields will not be saved to the template, but

they will be processed by the dashboard.
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12.9. Call center reports

12.9.1 - Call center reports overview

Call center reports can be generated only for the past 120 days (approx. 4 months). Earlier records are deleted

from the database

Accolades can generate several types of reports based on the call center activity. To enable further processing of data,
the reports can be downloaded to the supervisor computer.

The report page can be accessed from the module, by selecting the ;‘ Reports Eyiteit

To generate a report, the supervisor will have to first fill in the fields from the corresponding report section and after

that the BYAEWA button has to be clicked.

View and download

A generated report will be displayed first to the Accolades interface. If the supervisor desires, he can download the
report by pressing the button, placed in the page menu.

Templates

Some types of reports can save up to 6 templates for certain types of data. For example, a template can be defined for
all calls processed today, from 08:00 to 16:00 (first shift). Using templates, the supervisor does not have to set up the
input fields each time a repetitive report is generated.
The steps for adding a new template are as it follows:
- To save a template, the "Template" field has to have the "Custom" value selected, for all fields to be visible;
- The supervisor will set up all the fields for generating the report;
- The fields with dates can only have relative values (today, yesterday), exact days are not allowed;
- After the fields have been set up, the supervisor has to press the button, visible after the section
menu button is clicked (the button near the report name);
- The supervisor will select one of the 6 slots for saving the template (if a slot with an existing template is selected,
it will be overwritten);
- After selecting a location, Accolades will ask for a name and a description for the template;
- The template will be saved after pressing the button, placed under the description field.
To edit an existing template, the supervisor has to take the following steps:
- The supervisor will select the existing template, using the "Template" field;
- After the template has been selected, the supervisor will select the "Custom" option for the "Template” field;
- The fields for the report will be displayed, with the values of the previously selected template;

- The steps from the add template section will have to be followed.

12.9.2 - Call center report: Agents activity

Call center reports can be generated only for the past 120 days (approx. 4 months). Earlier records are deleted

from the database

The report will generate an activity overview off all agents, for each waiting queue, for each campaign with at least
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one call and for each agent logged in to the call center.
For each agent logged in to the queue in the selected interval, the following data will be displayed:
- Agent: the name of the agent;
- Active: total time spent by the agent, logged in to the waiting queue;
- In call: the duration of all agent calls;
- Pause - after call: the total duration of all after call breaks, for the agent;
- Pause - business: the total duration of all business breaks, for the agent;
- Pause - personal: the total duration of all personal breaks, for the agent;
- Available: the total time spent by the agent waiting for a call;
- Total calls: total number of calls processed by the agent.
For each campaign with at least one call in the selected interval, the following data will be displayed:
- Agent: the name of the agent;
- Total calls: total number of calls started by the agent;
- Total answered calls: total number of calls answered by the calee.
- In call: the duration of all agent calls, from the campaign.
The last table of the report displays global information about the agents with some activity during the selected interval.
The following columns are displayed:
- Agent: given name and family name for the agent;
- Total calls: Total calls the total number of calls processed by the agent (the number of incoming calls from the
waiting queues added with the number of calls started by the agent from the campaigns);
- Total answered calls: the total number of calls answered (the total number of incoming calls from the waiting
queues added with the number of answered calls from the campaigns);

- In call: The total duration of calls processed by the agent in the selected interval.

12.9.3 - Call center report: Agents pause

Call center reports can be generated only for the past 120 days (approx. 4 months). Earlier records are deleted

from the database

The report will display all the breaks for each waiting queue, grouped by agents.

The reports lists all agents for each queue and, for each break the duration, type, start date and hour will be displayed.

12.9.4 - Call center report: Call statistics

Call center reports can be generated only for the past 120 days (approx. 4 months). Earlier records are deleted

from the database

The report displays data about the calls for all waiting queues available to the supervisor.
The report is generated as a table, with the following columns:
- Total calls received: total number of calls received by the waiting queue;
- Total calls answered: total number of calls answered by the agents;
- Percent of calls answered: the percent of answered calls, from the total number of calls received by the queue
(the value is computed based on the first and second column of the table);

- Total waiting time: total duration spend by the callers waiting for an available agent;
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- Minimum waiting time: the shortest interval spent by a caller, waiting for an available agent;
- Average waiting time: the average interval spent by a caller waiting for an available agent;

- Maximum waiting time: the longest interval spent by a caller, waiting for an available agent;
- Average waiting time: the average interval spent by a caller waiting for an available agent;

- Total talk time: total duration of calls, during the selected interval,

- Minimum talk time: the duration of the shortest call, during the selected interval;

- Average talk time: the average duration of a call, during the selected interval;

- Maximum talk time: the duration of the longest call, during the selected interval.

12.9.5 - Call center report: After call survey

Call center reports can be generated only for the past 120 days (approx. 4 months). Earlier records are deleted

from the database

The section computes two types of reports:
- areport with the status of the calls initiated by Accolades to perform the after-call survey;
- areport with the answers to the survey.
The process for generating a report uses the following properties:
- report type: defined the analyzed data: the status of the initiated calls or the given answers;
- waiting queue: defines the waiting queue to be analyzed;
- analyzed calls: defines the call category to be processed: all calls from the queue or just the calls from the
current survey (ignoring the calls from previous surveys);
- From date: the starting date for the report;
- From hour: the starting hour for the report;
- To date: the finishing date for the report;

- To hour: the finishing hour for the report.

Calls report

The report contains the status of the outgoing calls started by Accolades. It is displayed as a table with the following
columns:

- Total: total number of initiated calls;

- Completed: total number of completed surveys;

- Partial: total number of partially completed surveys;

- Error: the number of calls that could not be started (for example, to an anonymous number);

- Unavailable: total number of calls that were started without being able to contact the destination (for example:

no signal on the mobile device);

- No answer: the total number of calls that did not get an answer;

- Busy: the total number of calls with a busy signal.

Answers report

The report displays the answers given by the callers to one or more surveys, for one waiting queue. It is displayed as
one or more tables, one for each survey.

A table has the following columns:
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- Question: the text of the question, as it was filled up in the question definition;
- PPairs of columns Key 0-9, Total 0-9: the key column displays the text for the corresponding answer, for the

given key and the total column displays the total number of answers for that key.
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13. SMS

13.1 - SMS overview

Sending methods

Accolades can send SMS messages to mobile phone numbers using 3 main methods:
- Sending to arbitrary numbers;
- Sending to a CRM customer;
- Sending a large number of messages by uploading a .csv file (SMS campaign).
The SMS management is available by accessing the module from the Accolades menu.

Limitations

Because of the procedures used to send messages to the mobile network carriers Accolades has a couple of restrictions
for the messages:

- Messages longer than 160 characters are truncated;

- No diacritical marks are allowed (letters with diacritical marks are automatically converted to their Latin

counterparts).

SMS status

The process of sending a SMS message is not instant. When a user sends a message (regardless of the method used),
the SMS is just queued by the Accolades server, for further processing. The processing interval is usually just a couple
of seconds but, in certain situations it can take a few minutes.
Because of this process, a message can have one of the following states:

- Waiting: the message has been received by the Accolades server and it is waiting to be sent to the mobile carrier;

- Sending: the message has been sent to the mobile phone carrier and it is waiting for a confirmation;

- Send: the mobile phone carrier acknowledged that the message has been received;

- Error: the message cannot be sent.
Warning: Not all the carriers can confirm that the message has been received by the mobile device. There are cases
when the mobile phone in unreachable (for example without signal). In this case the mobile carrier will retry to send
the message later. Although the message has not yet reached the mobile device, the carrier notifies the Accolades

server that the message has been sent.

13.2 - Sending SMS to an arbitrary number
The procedure for sending a SMS message to an arbitrary number can be started by accessing the . New SMS

menu from the module.

The interface will display 3 parameters to be filled up by the user:
- Account: the account used for sending the sms;
- Phone number: the phone number for the destination;
- Message: the message to be sent.

The message will be send after the user presses the validation button on the bottom of the page.
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13.3 - Sending SMS to an CRM customer

To send a SMS to a CRM customer from the database the user has to access the customer info page and then the
tab.
Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

In the displayed page the Phone numbers container shows the customer phone numbers. To send a SMS message to
one of those phone numbers, the user has to click on one of the numbers and then press the fS1VS} button. Accolades
will display the fields for composing the message.

For more information check the "Identity" section inside the "CRM (customers)" chapter.

13.4 - Search SMS

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

To start a search inside the sms messages stored inside the database the user has to access the menu
from the module.
The following search criteria can be set up for the search:

- Account: the account that sent the messages;

- Phone number: the destination phone number;

- From / until: the time limits for the messages;

- Campaign: the campaign that has been used for sending the messages;

- Status: the message status.

The values used for the search filters can be further edited from the search result page. To start the search, the user has

to press the BSEEIEIRSIYEY button, operation that will load the search results page.

13.5 - SMS campaigns

Accolades allows for sending a large number of SMS messages, using a SMS campaign.

The SMS campaigns are managed from the j (OE T[N menu inside the ‘ SIV/Y module from the

Accolades menu.

By accessing the page, Accolades will display a section that contains the list of campaigns for the selected account.
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== ACME SRL

= Campaign list

Campaign list interface

To change the account, the use has to press the NOjER[EREToeellla]8 button from the page menu.

X [

= Campaign list

Change account button

Adding / editing a campaign
To add a campaign, the user has to click the from the "Campaign list" section menu.

= ACME SRL

New campaign button

To edit an existing campaign, the administrator must press the M=e[I¥ button, visible after the campaign has been

selected.

— ACME SRL

—— Campaign list

Campaign options
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The interfaces for adding and editing a campaign are similar, as shown in the image below.

SMS campaign

Information

Account ACME SREL
Name SMS campaign ~

Remarks

Adding / editing a campaign

Accolades will then display the interface for setting up the properties of the campaign:
- Name: the name of the campaign, as it will be displayed to the Accolades users;
- Remarks: (optional) remarks for this campaign.
To confirm or cancel the process, the user has to press one of the buttons placed on the bottom of the screen.

After the procedure has been completed, Accolades will load the campaign list for the current account.

Delete

To delete the campaign the user has to press the MBEIEIER button, visible after the user clicks on the campaign name.

— ACME SRL

—— Campaign list

SMS campaign

& Load CSY

# Edit

Campaign options

When a campaign is deleted the messages are NOT deleted but will be unlinked from any campaign.

Loading a .csv file

Accolades allows uploading a .csv file (created using a spreadsheet application, like Excel) to one of the existing SMS

campaigns. Accolades will parse the content of the file and will extract the messages that will be send.
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File selection

To upload a file, the user has to first click the button, visible after clicking on the campaign name.

Accolades will then display a page with two sections: info about the csv file structure and the form for uploading.

SMS campaign

Information

csvfile types are accepted, with the following structure:

* first column: "number”;
o second column: "message”;

The "number” column contains the phone number that will be dialled.
The "message” column contains the text message that will be send. The message has to conform with the following conditions:

= 160 characters maxrmum {the characters over this limit will be deleted);
= no diacritical marks (these caracters will be converted into standard letters).

Extra columns can be added after the two required columns (they will be ignored)
The first row from the file has to contain the table header (with the column name)

Atemplate for the csv file can be downloaded from here.

Load contacts

4

File {.csv, max 1MB) select a file

Special characters Autodetect

CSV uploading interface

The .csv file must have the following structure:
- First column will be named "number" and it will contain the phone number where the message will be sent;
- The second column will be named "message" and will contain the message that will be sent to the phone number
from the first column;
- Any number of additional columns (will be ignored by Accolades);
- File size cannot exceed 1MB.
If it is the case, the user can download a template for the file, from the page.
The file will be selected using the form on the lower part of the page and uploaded to the server, using the
button.
Accolades will parse the file and display the results to the user, using the next window. The messages are not queued

for transmission yet, so that the user can have a final look at the file.

Checking the process result

After the file has been parsed, Accolades will display the result.
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SMS campaign

Status
Total 5 Mescages
Valid 3 passages
Errers 3 hdessages
Display mode Total =
SMS list
Phone no. Message Status
1 - PF mesaj sms valid ok
2 = Vi mesaj sms valid ok
z) Jad mesaj sms invalid Phane number is not valid
4 aTes Phaone number is nat valid
5 (o mesaj sms valid ok
Results

The following information will be presented:
- Total number of contacts;
- Total number of valid contacts (that will be queued for sending);
- Total number of invalid contacts (only if there are any);
All valid messages will be displayed to the user for a final checkup. If it is the case Accolades will display the contacts
using multiple pages.
If the user finds the information ok, then the messages can be queued for sending using the validation button on the

bottom of the screen.

View contacts

The BYAENAeIlNi(e]gN (visible after the user pressed the campaign name) will start a search in all SMS messages, using

the campaign as a filter (see the "Search” section of this chapter).

=— ACME SRL

—— Campaign list

SMS campaign

Campaign options
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14. CRM (Customers)

14.1 - CRM module overview

The customers module enables basic data management features for the account customers: name and surname, date of
birth, phone numbers, address, call history with individual remarks for each call.
You can use the module in two ways:

- From theflt MOV o]y lTEN menu.

- during a call, from the [ LA menu, inside the [(RROEIROd module.

Usually, the i SMOISe]nlEIEW module is used for general management procedures: searching, adding, deleting etc.

The d.f?'b OFIINOETNETd interface is used by the agents registered to waiting queues. When an agent receives a call,
Accolades will search the phone number and will display info about the caller. If the phone number is not found then
the agent can add the caller to the database. The call center interface is optimized for operational speed.

The call center interface is explained in the "Call center” chapter, the "Agent" section.

14.2 - Add CRM customers from a CSYV file

Accolades allows for a fast add of a batch of customers, from a .csv file (a file format that can be managed using
spreadsheet applications like Excel).
The process for adding multiple customers to the database can be started from the module, by
selecting the option.
To complete an upload process, the administrator has to go through the following steps:

- Creating and uploading the .csv file;

- File processing and result validation;

- Adding the valid results to the database.

Creating and uploading the .csv file

The first page displayed to the administrator has on the upper part, some info about the expected structure for the .csv
file to be uploaded. If it is the case, the administrator can download a file with a table header, using the link provided

at the end of the info section.
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Info

The user can upload files In the .csv format, with the following structure:

column 1: "family name";
column 2: "given name";
column 3: "sex";

column 4: "date of birth”;
column &: "email;
column & “remarks”;
column 7: "phones®;
column & "addresses”;
column 9: "field1*,
column 10: *field2";
column 11: *field3";
column 12: *fieldg",
column 13: *fields",
column 14: *fieldg",
column 15: *field?",
column 16: *fielda",
column 17: *fieldg",
column 18: *field10®,
column 19: *field11*;
column 20: *field12*,
column 21: *field13*,
column 22: *fleld14*;
column 23: *field15*,
column 24: *field16*,
column 25: *field17*,
column 26: *field18*,
column 27: *field19*,
column 28: *field20*
other columns (will be ignored).

The *family name* cantains the family name of the customer.
The *given name*® contains the given name of the customer.
The *sex" column cantains the custamer gender (*m® for ale, "f* far female or no value for unspecified).

The *date of birth" column defines the date of birth for the customer, using the format DO-MM-YYY (for example 03-01-2000 for 3rd of January 2000) or no value
for unspecified.

The *email" column defines the email address for the custamer (or an empty field if no email will be defined).
The "remarks" column defines the remarks for the customer (an empty field can be set for no remarks).
The "phones” column defines one or more phone number for the custamer (if more phone number are defined, then they must be separated by a space).

The "addresses" column defines one or more addresses for the customer, The values are encoded using an csv encapsulated siring (a csv value inside the csv
wvalue). If no addresses are defined for the customer, then an empty string can be used. More details about addresses can be found here,

Columns *field1" - "field20" represents the custom columns defined in the account info page, the "Call Center" tab.
If there are any additional columns after the mandatory ones, Accolades will ignore them.
The first row from the file must contain the table header (with the column name).

Atemplate for the .csv file can be downloaded from here.

File structure

To start the upload process, the administrator has to select the account where the customers will be added, from the

"Account" field. Also, the file to be uploaded will be selected using the "File" input, from the "Load customers"

section, placed on the bottom of the page.

Load customers

Account

File (.csv, max 1mb)

Special characters

Undefined Q A
select a file ® A

Autodetect —

Send file

File upload form
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CSV file types are using 2 types of special characters: a value separator (semicolon or comma) and an encapsulating
character (a double quote) used for enveloping the values containing the value separator. If the Special Characters

option is set to Autodetect then Accolades will try to detect the characters directly from the file. The Manual option

allows the user to directly select the values.

The file will be uploaded to the server, after pressing the BSIslgleRillz} button.

.csv file processing and checking the results

After the file has been sent to the server, Accolades will first check the file structure. If the file does not comply with
the requirements from the first step (info section) then the interface will display an error (along with a reason).

If the file structure is correct, Accolades will check each row of the file. The interface will display a summary of the
validation process: the total number of records processed, the number of valid records and the number of invalid
records. For a record to be valid, each column format has to comply with the data presented on the first page of the
procedure. Also, the customer has to have at least one phone number defined.

Keep in mind that at this moment the customers have not been added to the database, but just displayed for

validation purpose.

Status

Totd &

Valid ©

Emor 2 (Some rows ane not vakd]

Display mode Totsl

Contact list
Famly o, Sex  Date of bi Emal  Remark Ph Ad Status
name ven name L1 ate rth Sl Marks ane idregges = - - - - - - s s s s s = e = s s = = e o=
lenescu Minai n o o1t 0744123451 3 ok
lonescu Ana 1 2T0d.1531 0744123452 120 Ve ak
Popsscu Minai m 270 0744122453 0744123454 z ok
Popescu Ana m T0a.183 - Phane is not valid
Popascu lonul m 7041811 0744123455 Tview ak
Popescu Maria i 274k 1981 0744123456 : Data i natvalid
lonescu lonut m 2T0a.153 0744123457 Wiew ak
lonescu Mana m 27-04-1981 0744123456 view n

Customer validation

The rows with validation errors (that will not be added to the database) are being displayed using a red background.

Using the "Display mode" option, the administrator can view all records, just the valid rows or just the rows with

CITOrS.

Adding the valid results to the database

After the rows have been checked, the administrator can load the valid customers to the database or he can cancel the
operation, by using the validation button or the cancel button from the lower part of the page.
If the validation button has been pressed, Accolades will start to add the customers, while displaying the procedure

status.
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14.3 - Add, edit, delete CRM customers

The page for adding a new customer is called . JiYe[ell and it can be accessed from the module.

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

To edit an existing customer, the B=e[i¥ button from the has to be clicked (the tab can be found in the
client info page).

To delete an existing customer, the button from the has to be clicked (the tab can be found in
the client info page).

14.4 - Search CRM customers

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

To start a search, the administrator has to access the @\ SEEl option from F SIS e]ylETEN menu.

The starting page will display the following filters:
- the account where the customer will be searched;
- the name of the customer;
- the surname of the customer;

- the phone number.

To start the search the BSEEI NI lyylzIE] button has to be pressed.

14.5 - CRM customers search results

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

After a search has been started Accolades will display the search results. The results will be stored in the current
session and can be accessed anytime from the module, by selecting option.
On the upper side of the page Accolades will display the total number of results that are matching the search criteria,
along with the display order. The inactive filters are hidden and can be displayed by pressing the arrow near the total
number of results value.

The results are rendered as a list. For viewing additional info about the element, along with a button to access the
customer info page, the user has to click on the customer name.

Accolades will display a total of 10 results per page. To switch between pages, the controls placed on the bottom of

the page will be used.
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14.6 - CRM identity

Accolades displays data about an element using a page called "Element info" (ex: Administrator info, Account
info, Virtual fax info etc.). To access an info page the administrator, usually, has to start a search in the
required module (ussualy by selecting the "Search" option from the module menu) then access the element info

from the search result page.

The allows for viewing and editing the identity related data about the customer.
For a better management, the properties are grouped into several sections.

- Personal info;

- Phone numbers;

- Addresses.

Personal info

The section contains info about the identity of the customer. If an email address is defined for this customer then the

user can press on it, to start composing an email (an external e-mail software is required).

Phone numbers

The section contains the phone numbers for this customer. A phone number has two properties the phone number and
a generic name (ex: home, work, mobile etc.).

To add a phone number the user has to click the WAe[eR button, available in the Phone numbers section menu.

The phone number has to be unique at an account level. You can not have two customers with the same phone
number.

To edit a phone number, the B=[i¥ button has to be pressed, displayed after clicking on the phone number.

To delete a phone number, the BBEIEIER button has to be pressed, displayed after clicking on the phone number.
If the user has a phone device selected (from the preferences menu, phone option) then Accolades will display the
(0% 1[N button, for the click to call feature. When pressed, this button will start the procedure for calling the customer:
- The user phone will ring;
- The user has to answer the call;
- After the user has answered, Accolades will dial the customer;
- The call is started.
If the SMS module is active on the account that the customer belongs to then the administrator can send a SMS

message to one of the phone numbers for the customer, by pressing the BSIYSY button.

Addresses

The section contains a list with the addresses defined for this customer. An address has several properties along with a
generic name (like home, work etc.).

To add an address the Ae[ell button has to be pressed (available in the Address section menu). After clicking on the
button the interface for adding a new address will be displayed.

To edit an address the user has to press the M=6[il button, displayed after the generic name of the address has been
clicked.

To delete an address the user has to press the button, displayed after the generic name of the address has

been clicked.
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14.7 - CRM customer call list

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

The tab allows for viewing the call history for the selected customer.
On the upper side of the page Accolades will display the total number of results that are matching the search criteria,
along with the display order. The inactive filters are hidden and can be displayed by pressing the arrow near the total

number of results value.

14.8 - Customer SMS list

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

The BSLVYSY tab allows for viewing the SMS history for the selected customer.
On the upper side of the page Accolades will display the total number of results that are matching the search criteria,
along with the display order. The inactive filters are hidden and can be displayed by pressing the arrow near the total

number of results value.
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15. Calls details

15.1 - Call details records search

The procedure for searching entities managed by Accolades is similar to all modules inside the application.
Because of this, a detailed description of the procedure for searching the database (not depending on the
search result type) has been done on the first part of the documentation, inside the chapter. Interface -

Searches

Using this section an administrator can view all calls processed by the accounts, where he has credentials.

Start a search

To start a new search within the call records, the administrator needs to access the ﬁ Call details (Beta) gZgstJil
from the app menu, then click on the @‘ SEENl button.

Call search

Account ACME SRL

Call category Dioes not matter

Call ID 3l 1D

From number ram numbe

From Does not matter

Te number Ta numbe

To Dioes not matter

From date 31 May 2023

To date Undefined

Call type Does not matter

Status Does not matter

Special cases Dioes not matier

Search

Call records search interface

Available filters

The results can be filtered, using the following options:
- Account: If enabled, then only the calls from the selected account will be shown. Otherwise, all calls from all

accounts (according to the administrator credentials) will be available.
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- Call category: The filter is available only if an account is selected. The administrator can select one of the call
categories defines on the selected account (using the tab, inside the account info page).

- Call ID: Each call processed by the server has an unique ID, formatted as number.number (ex: 1687969668.949).
Using this filter an existing call, with a known identifier, can be quickly viewed.

- From number: The phone number from where the call started.

- From: The Accolades entity (user, waiting queue, fax etc.) from where the call started.

- To number: The destination phone number.

- To: The Accolades entity (user, waiting queue, fax etc.) where the call has been sent.

- From date: The date from where the search will start (by default this filter is enabled, going back one month).

- To date: The last date of the searched calls.

- Call type: The call type as one of the values: inbound (from an external number to an account), outbound (from
an account to an external destination), local (a call inside an account).

- Status: The final status of the call: answered, no answer, busy, error.

- Special cases: The following options are available: error (ex: invalid phone number), voicemail (the call reached
a user voicemail), time condition (the call was blocked from the regular path, due to an active time condition, like
outside working hours), channel limit exceeded (the call has been blocked as the maximum concurrent calls limit,
purchased for the account, has been reached), account suspended (the account has been suspended, due to various

reasons, usually unpaid invoices).

Search results

After a search has been started, Accolades will show the results, as a table. Above the filters section two tabs are

All calls gt Call center B

Using the BBJe)WglleETell button from the page menu the administrator can save the search results, as a .csv file.

available:

"All callse'" tab
The PAURCENE] tab will show all processed calls.

@tep L s ¥ Nowcal £3Preferences 3] Logout

— Call details
e 1 - 30 of 201548 results Sorty Cile and bme = =
From date: 37 b
Date, time, call ID Call type From To Endpaoint Duration  Status Category Remarks Audic  Account

26.08 2023 s i =

16.15:20 (ROU; oL — —— ¥ =
1ESI05671E 1.’3—1;:.! [Naticmal) Exiemal Extarnal 00:0004  Answered J] &

26,08 2023 — S

16:14.34 (ROL) UL — - = = e
‘-sr.-miha?z AT34305 [Nstional) o Exismal Extamal 000003 Answared ¥ 5

zg ug gzaou Outbound —— - |

16:1 » E= =
'-69:0:;(.550 .Inslg:.c [National) of Hm——— Exiemal Extarrel 000013 Answared ) = 55

26,08 2023

16:12.29 (ROU) Inbound — .- 2= 000140 Answered b Eo B
AESI0S554R AT34E08 External ¥ v .~

26.08 2023 D —_— _— )

16:11:02 (ROUY . - b = — !
TEFIS5461 4754806 (National) o = Exterrial f— 00011 Answered ; 7

26.08:2023 o — — - ) . r:J

I‘Bw- of 6718
Search results 4€*“ All calls
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The results table contains the following columns:
- Date, time, call ID: Date and time of the call, along with the call ID, unique inside the Accolades system.
- Call type: The call type: local (a call inside the account), inbound (a call from an external source towards an
account), outbound (a call from an account to an external destination).
- From: Info about the entity that started the call. For outbound calls, the column will display the phone number,
the user (device) and the administrator / agent (if available) that started the call. For inbound calls the caller ID is
shown, along with the CRM contact (if available).
- To: Info about the initial destination of the call. For inbound calls (started outside the account) the column will
display the destination phone number (VoIPIT number), the entity that was called (user, IVR, queue etc.) along
with the linked administrator (if available). For outbound calls the destination phone number will be displayed,
along with the linked CRM contact for that number (if available).
- Endpoint: The last entity that processed the call. For outbound calls, usually this column is identical to the "to"
column. For inbound calls the column has a different value when the call is diverted. For example, a call is first
processed by an IVR then redirected to a waiting queue. In this case, "to" column will display the IVR and the
endpoint will display the waiting queue.
- Duration: The call duration, formatted as hours:minutes:seconds.
- Status: Final status of the call: answered, no answer, busy, error.
- Category Remarks: Call category (if defined) and remarks about the call. These properties can be defined
during the call, by the agent or later, from the call info page.
- Audio: If the call has an attached audio file, then, using this option the administrator can listen or download the
recording (credential required).
- Account: The account that processed the call.

- Options: A contextual menu with various options for the call.

"Call center' tab

The NOEINENIETR tab will only display calls from a waiting queue or from a campaign. Any other calls are hidden.
Also, a call from a waiting queue is displayed as answered only if an agent answered it (the answer event from the

IVR or waiting queue is ignored).
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@Hep L e ¥ Nowcal £3Preferences 3] Logout

= Call details

Only calls o wailing queues and calls from campaigns ane being desplayed. Columng ane showing cuslom data for call center management. A cal from a waiting queus is answared only i it wes processed by an agenl. The call duration does nol include the inferval
when the caller was waiting for an agent 1o be avalabis

Ale 1 - 30 of 53955 resulls Sorby  Dale andome =

From dabe. 27 July 2023 X

Date, time, call ID Call type Queue | Campaign  From To Endpaint Agent Waiting duration Duration Status Category Remarks Audio Account

26.08:2023 o |

161229 {ROU) Inbound == - @ = 00,00 09 000177 Answirod ¥ [ ;
TEFIOSEE4 4T 34808 Extarnai - — 5

26,08 2023 |

16.03 33 (ROU) Inboung == - ————— = 000500 000000 Noanswer = |
1653055012 47234793 External y == E= H

26.08.2023 e

1E0332ROU] ____ jobound, | e perorey e B = 000015 00134 Answerad ) [ [
ES0055071 473479 3=
ey | L Externas e 00:03.00 00.00.00 No answer =

26.08 2023 - (:}

roge (K o 170

Search results 4€“ call center

The results table contains the following columns:
- Date, time, call ID: Date and time of the call, along with the call ID, unique inside the Accolades system.
- Call type: The call type: local (a call inside the account), inbound (a call from an external source towards an
account), outbound (a call from an account to an external destination).
- Queue / Campaign: The waiting queue or the campaign of the call.
- From: Info about the entity that started the call. For outbound calls, the column will display the phone number,
the user (device) and the administrator / agent (if available) that started the call. For inbound calls the caller ID is
shown, along with the CRM contact (if available).
- To: Info about the initial destination of the call. For inbound calls (started outside the account) the column will
display the destination phone number (VoIPIT number), the entity that was called (user, IVR, queue etc.) along
with the linked administrator (if available). For outbound calls the destination phone number will be displayed,
along with the linked CRM contact for that number (if available).
- Endpoint: The last entity that processed the call. For outbound calls, usually this column is identical to the "to"
column. For inbound calls the column has a different value when the call is diverted. For example, a call is first
processed by an IVR then redirected to a waiting queue. In this case, "to" column will display the IVR and the
endpoint will display the waiting queue.
- Agent: The Accolades agent that processed the call..
- Waiting duration: The time the caller waited for an available agent (only valid for waiting queues).
- Duration: The call duration (the time that the caller waited for an available agent is not included).
- Status: The final status of the call: answered, not answered, busy. Warning! For waiting queues, a call is
answered only if it has reached an agent.
- Category / Remarks: Call category (if defined) and remarks about the call. These properties can be defined
during the call, by the agent or later, from the call info page.
- Audio: If the call has an attached audio file, then, using this option the administrator can listen or download the
recording (credential required).
- Account: The account that processed the call.

- Options: A contextual menu with various options for the call.
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Listen to call recordings

Audio files with the call record are available by pressing the button from the "Audio" column.

Duration  Status Catagory Remarks Audio A
- DOOO04  Answered - o
[ OOO003  Answearsd o ¥
- 000013 Answered T )
000148 Answerad — |
Listen to a call recording

Keep in mind that the call recordings option is only available when enabled by VoIPIT. Also, the storage space is

limited, so older recordings will get overwritten when new files are created.

Additional options

The last column of the table contains a menu with some options for the call.

s Category Remarks Audic  Account

oo ¥ E i

parexd ‘_.-': == |£
Ty 2 il

wared L] = | 1

Menu toggle button

After the button has been clicked, Accolades will display the available options for the call.

Contextual menu

The following operations can be shown:
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- Call: a new call will start, from the administrator phone to destination number;

- Call using the queue CLID: (only for calls received by a waiting queue) a new call will start, from the
administrator phone to destination number, using the waiting queue caller ID;

- Add to campaign: adds the phone number to an existing campaign;

- Reschedule call: (only for calls belonging to a campaign) the call will be rescheduled at a later date, in the same
campaign;

- Add to list: the phone number will be added to a number list.
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16. Server

16.1 - Server identity

This page displays info about the server identity inside the Accolades system. The page can be accessed from the main
menu, by fist selecting the menu and then the section.

- Identity type: The identity type for the server owner: a person or a company.

- Name / Family Name, Given Name: The name of the company or the name of the owner of the server.

- E-mail: The email address for the server owner.

- Server name: The generic server name, as it is displayed inside the Accolades system.

- Server address: The server address, as an IP address or a FQDN (ex: client.voipit.ro).
The data displayed inside this section can not be edited from the browser. The data is stored inside the server

configuration file: (/etc/accolades/configurare.ini).

16.2 - Asterisk commands

Using this section, an administrator can issue Asterisk commands to the server. The page for these commands can be

accessed from the main menu, by selecting the section and then the I AN CUSLECMNEYS

submenu.
SIP Reload Dial plan reload
To apply pending changes, this module must be reloaded! To apply pending changes, this module must be reloaded!

Dial plan reload

Queue reload MOH reload

Queue module from the Asterisk service will be reloaded Music on hold module from the Asterisk service will be reloaded

Queue reload MOH reload

Dial plan regenerate

Regeneration type Full regeneration (26 items)

All specific extensions will be delefed and then recakcuisied

Dial plan regenerate

Available commands

The following commands can be issued:
- SIP reload: The Asterisk server will reset the SIP module (if an exclamation mark is displayed then the module
needs to be restarted, to apply pending changes);
- Dial plan reload: The Asterisk server will reload all instructions for the Dial Plan module (if an exclamation
mark is displayed then the module needs to be restarted, to apply pending changes);

- Queue reload: The Asterisk server will reload all data related to the waiting queues (if an exclamation mark is
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displayed then the module needs to be restarted, to apply pending changes);

- MOH reload: The Asterisk server will reload all data related to the "Music on hold" instances (if an exclamation
mark is displayed then the module needs to be restarted, to apply pending changes);

- Dial plan reload: the entire dial plan (for the entire server) will be deleted and a new set of instructions will be

generated, based on the database settings.

16.3 - Server status
The page contains data about the server status. It can be accessed from the main menu, by selecting the

section and then the %D SN submenu.

The following data is displayed:
- Storage space: The section contains data about all the mounted partitions inside the operating system.
- Processor load: Values for the last minute, last 5 minutes and the last 15 minutes are displayed.
- Uptime: The uptime for the server running the Accolades client.

- Memory: Load status for the server RAM..

16.4 - Time conditions (server)

A detailed description for the time conditions (regardless of the module that implements it: IVR, waiting

queues, regular phones) can be found inside the Time Condition section of this manual.

Accolades allows the administrator to define some sets of days, for the time conditions, available to all accounts. This

page can be accessed from the meniul aplicatiei, by selecting the g SEIWEI option and then the

[ o] n 0ng
& Time condition SIS

Add

To add a new set of days, at a server level the administrator must press the WAG6[eR button, available inside the main

container menu.

View set info

The info page for a set of days can be viewed by pressing the button, available after the user clicks on the name
of the set.

16.5 - Provisioning

The module allows the administrator to set up templates for provisioning files, used for devices configuration. It can

be accessed from the app menu, by selecting the i JESI%ZI@l menu and then the i Provisioning [HildutSili

Provisioning templates

==File list

“faalink X4

Templates interface
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The interface allows for templates editing, templates that will be later used for user provisioning (see the
tab). The templates can include variables that will be updated by Accolades, with user values, when the

template is used.

Add / Edit

To add a template, the user must press the Wate[ell button, from the file list panel.

Provisioning templates

‘Yealink X X

Add button

To edit an existing template, the administrator must press the J=e[i#l button, displayed after selecting a template.

Provisioning templates

—File list

Yealink XX

2 Edit

Edit button

The interface for template editing is shown below.
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Yealink X.X

Information

Name ealink X X v

Remarks

— Content

The following variables can be used

» $acc1_username; Username

» $acc1_password; User password
= $accl_localCid; Local callerid

» $acc1_mac; User MAC value

The digit inside the variable prefix ($acc_1) is used for loading multiple users inside the same fils

template example

user 1:faccl_username;
pass 1:§accl password;
label l:jaccl_localCid;
mac 1:faccl_mac;

user :faccl_username;
pass 2:§accl_password;
lakel Z:facci_localCid;

mac 2:5accl mac;

Edit interface

The interface is divided into two sections: template info and template content.
The info panel allows the administrator to define a name and a short description for the template.
To load the template from an external file, the button can be used, inside the "Content" panel menu.
The content from the template can be edited from the dedicated section. The following parameters can be used:
- $accl_username;: The username of the user;
- $accl_password;: The password of the user;
- $accl_localCid;: The local number assigned to the user;
- $accl_mac;: The MAC address of the user.
The digit inside the variable name defines a parameter set. A template can handle multiple parameters sets, for
multiple users. For example, if a template for a device with 3 phone lines is created, then the template will contain 3
parameters sets: Saccl_###, Sacc2_###, S$Sacc3_###. When a provisioning file is generated, based on this

template, the administrator can select the phone line, to be assigned to each user.

Delete

To delete a template, the administrator must push the @BEIEIEY button, available after a template is selected.
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Provisioning templates

== File list
Yealink XX

B Delste

Delete button

16.6 - Monitored IP

Accolades server temporary stores all the authentication requests with invalid credentials and, also the HTTP requests
for invalid pages (requests ended with 404 status). Using this module, the server manages a brute force attack
protection.

If the number of invalid requests passed a defined threshold, then the server will reject any new request from the
monitored IP for a certain amount of time.

The page can be accessed from the main menu, by selecting the section and then the

@ \CTaNIGe]:IelId submenu.

The monitored IPs are displayed as a list. The administrator can click on an element to display detailed information
about the entry. A monitored IP has the following properties:
- Status: The entry status: "still active" (the requests from that IP are still allowed) or "blocked" (the server will
reject any new connection from that IP).
- API: The number of invalid requests left until the IP will be blocked.
- Frontend: The number of invalid authentication requests to the Accolades server, left until the IP will be
blocked.
- Backend: The number of invalid HTTP requests (ended with status 404) until the IP will be blocked.
- Expires on: The time limit for the monitoring process (if no invalid requests are made until this threshold then
the monitoring process will stop)
If the administrator has the necessary permissions then an entry can be deleted by pressing the button,

available after an IP is selected.
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16.7. Reports

16.7.1 - Global reports

This module is used for generating global reports, at a server level. The page can be accessed from the main menu, by

fist selecting the [ JSISIVEYll menu and then the

16.7.2 - Financial reports

. WREEY section.

The module can generate reports with the financial status for all accounts defined on the server. It can be accessed

from the app menu, by selecting the menu and then the
Financial Reports f&LY

iﬂ RCIlolgsl submenu. If this page is not

already selected, then the administrator must click on the

Financial reports

Financial reports

Invoices

Billing date 08 Fehruary 2022 .

Generate

Financial reports interface

Invoices

The report generates a list with every account having a specified billing day, defined inside the account interface. To
generate the report, the admin must first select the billing date. Only the days available for billing, defined at a server
level, are available to be selected. For example, if February 8, 2022, is selected then the report will contain a list with
all accounts having the billing date set to 8. For each account the invoice will be computed, for the interval between
January 8, 2022, and February 7, 2022.

After the button is pressed, Accolades will generate the report and will display the results, just like the in

image below.

Invoices
08 February 2022
Account Account code Subscription Additional ROU minutes cost Additional SMS cost International minutes
ACME SRL - 10000 euro 0.00 euro 0.00 euro 0
Fa '=iun Ty 000 euro 0.00 euro 0.00 eura 1]
0.00 euro 0.00 euro 0.00 euro 0

Invoices report
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17. API

17.1 - API overview

Accolades provides several APIs allowing the phone service to be integrated with external applications.

Call notifications (to the final user computer, to identify the caller inside an external CRM

application)

The API uses a web-socket opened by the final user computer (a call center agent). When the agent is about to enter a

call, the API will notify the listener, using the web socket, with the phone number of the caller.

User experience

When the phone rings, the external CRM application, installed on the agent computer will open the contact info page.

Backend

The external CRM application will listen (directly or using a connector script that can be hosted by Accolades) on a
specific port (using the WSS protocol). When a call is about to be sent to the agent, Accolades will send a message,
using the existing connection, to the agent computer with several info about the call, including the phone number. The
CRM application receives the package and needs to process it (probably the app will search the database for the
contact corresponding to the phone number and then open the contact info page).

If the CRM is web-based, then the web-socket management and message management part of the code is already

written inside this documentation.

External server requests from the IVR interface

The IVR (Interactive Voice Response) represents the system used by a caller to interact with an automated phone
system: "Pentru limba romana apasati tasta 1, for English press 2".
Using HTTP(S) requests, Accolades can query an external server where it can send parameters and receive
instructions.
For example:
- The caller, after starting the call will have the following message played: "To check the status of your order,
please input the order number and then press the pound key."
- The caller inputs, using the phone keypad: 12345#
- The Accolades server starts a HTTP(S) request to an external server, where it will send the value provided by the
caller
- The remote server will answer the request with a status value like "toTheCourier"
- Based on the value received, Accolades will play to the caller a recorded message, like "Your order has been

picked up by the courier. "
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Call notifications (to an external server, for call history and current call management)

Using HTTP(S) requests, Accolades will send data about an ongoing call to an external server. Notifications for call

answer, call hang up and notifications during the call (to implement a pre-pay system, for example) can be sent.

REST API for commands originated from external applications

The following instructions can be received:
- Start a call directly from external applications (click2call features)

- Send SMS from external applications

User experience (click2call)

The process to start a call runs as follows:
- The user pressed the Call button, inside an external application;
- The external application starts a HTTPS request to the Accolades server, where the destination phone number is
included, as a parameter;
- The phone on the user desk will start ringing;

- After the user picks up the phone, the destination number will be dialed automatically.
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17.2. External CRM

17.2.1 - External CRM API overview

For a better integration with your systems Accolades provides a module (API CRM) for notifying a local application
(running on the agent's computer) about an inbound or outbound call.
Using this API, the local CRM application can display automatically the additional info (probably from a local

database) about the caller.

Workflow

The notification procedure is illustrated below.
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VolIPIT servers

accolades.voipit.ro

Server for managing
the Accolades
graphical interface.

client.voipit.ro

Server for the
Accolades telephony

system.

v

3

VolIPIT server

receives a

call.
|

4

Using the The The CRM The server The callis
browser, the Accolades software sends the delivered to
agent server openes a phone the phone.
connects to notifies the connection number to
the browser with the the CRM
Accolades about the Accolades software.
server. call. server.
e s
Browser CRM/ERP software . i VolPphoneor
: . ' software for '
I Using the browser the The CRM/ERP app, ' ¢ managing calls.
E agent manages his external to the VoIPIT '
: status in the system. =
call-center.

The call-center agent computer VoIP phone

External CRM API workflow

- Using the browser, the agent logs in to the Accolades server.

- The CRM software will start, from the same computer, a connection with the VoIPIT server and will listen for
events.

- The VoIPIT server receives a call.

- The call is sent to the VoIP device used by the agent.

- The VoIPIT server notifies the browser about the call.

- The VoIPIT server notifies the CRM software about the call, sending the caller phone number also.

To integrate a CRM app, your software must manage steps 2 and 6.
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Limits
Because these services are provided from the cloud, API CRM module has several security restrictions implemented,
to deliver a secure service.
- the server will provide notifications as long as the agent has the Accolades web interface opened (Menu / Call
center / Agent). If the agent closes the web interface, then the API CRM connection will be closed by the server;
- API CRM connections can only be initiated from the same IP address as the one that the agent uses. If a
connection is initiated from a different IP then an [P_MISSMATCH error will be triggered;
- only one API CRM connection per agent is possible. If a second connection is initiated, then an

CONNECTION_EXISTS error will be triggered.

17.2.2 - Workflow description for external CRM API

API CRM delivers only the notification event for an incoming call or when the phone is used to start an outbound call.
The management for this event and the integration with your CRM application must be done by you. If you wish, we
can provide service for implementing this feature on your CRM applications.

For creating a connection, you will need the unique id of the connected agent. This ID is displayed in the External

CRM field, placed inside the PHONE container.

= Queue list = Phone

ere=GoeminYealink T21
External CRM f8cb549544

Last call

Pause

Y
pause control for all queues (L

Queue Waiting Total calls

External CRM field

An API CRM session will follow the next steps:
- Establish the connection;
- Authentication;
- Authentication answer;
- Additional data download (optional);
- Call events sent by server;

- Closing the connection.

Establish the connection

The connection with the server runs using web-sockets protocol. The messages are formatted using the JSON

standard. The requests will be send to our url: wss://client.voipit.ro:14327.

Authentication

After the connection has been established, the CRM application must send an authentication message to the Accolades
server.

{"type":"authRequest", "idCrm":"£f8cb549544"}

The message has two parameters:

- ""type'':"authRequest'': defines the type of package: authRequest (authentication requests);
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- "idCrm'':"'f8cb549544'': defines the ID of the agent that will be notified.

Authentication answer

Following the authentication request, the server will send an answer with the connection status.
{"type":"authSucces", "version":"X.X.X"}
{"type":"authFailed", "reason":"REASON"}
"authSucces" message is send when the connection has been accepted by the server. The package also contains the
current version of the API - "version"
"authFailed" message is send when the server denies the authentication request, also providing a reason:

- ID_NOT_FOUND: the ID was not found on any connected agent;

- IP_MISSMATCH: the agent IP is different from the IP that requested the API;

- CONNECTION_EXISTS: the agent already has an API connection running.

Additional configuration data

While the call center is running Accolades uses 3 types of entities:
- the phone: either a physical device or a software application;
- the account: the group that contains all the phone inside the call center (and probably inside the company that
owns the call center);
- the agent: the person that uses the phone.
Using the Accolades interface, each of these entities can have a text, up to 2000 characters in length, that can be used
for storing configuration settings (please check the tab from the info page for each of this type on entities). You
can use any type of format for storing data: JSON, XML, CSV or any other structure.
To get the additional data for each entity, the CRM application has to send to the Accolades server the following
package:
{"type":"configuration"}

The Accolades server will respond with data about the account, phone and agent, with a package structured as it

follows:

{
"type": "configuration",
"account": {

"id": "15",

"data": "INFO_ACCOUNT"
by

"phone": {

"id": "27",

"data": "INFO_PHONE"
b

"agent": {

"id": "321",

"data": "INFO_AGENT"

by

184



The package contains the following properties:
- type: the type of this package: configuration;
- account, phone, agent: a set of properties for each of the 3 entities described above: account, phone and call
center agent;
- id: the unique numerical ID for the described entity;
- data: the data (text) stored by Accolades for that entity.
The id for the entities is unique at an entity level. That means that it is impossible to have 2 different agents, both with

the id 15, but it is possible to have an agent with the id 15 and an account with the id 15.

Call events sent by server

If the connection has been authenticated, the server will send a message to your CRM application when a call is sent to
the agent. The message has the following structure:
{
"type": "incomingCall",
"phoneNumber":"0211234567",
"uniqueId":"1608743891.1344"
"callCenter":"yes"
}
The message has three parameters:
- type: defines the message type: incomingCall or outgoingCall;
- phoneNumber: the phone number for the call;
- uniqueld: the unique ID of the call, as a number.number value;
- callCenter: (yes or no) if the parameter is set to "yes" then the call was processed using the call-center module
(an inbound call from a waiting queue or an outbound call from an outgoing campaign), if the parameter is set to
"no" the a direct call is being processed (the device has been directly called or someone has dialled a number using

the device).

Version check

The current API is at version 1.1.0. The versioning system uses the Sequence-based identifiers (major.minor.patch),
including the compatibility between versions standard.

To check the version running on the server, the client has to send a request package like this:
{"type":"version"}

Based on that request, a package will be received from the server:

{"type":"version", "value":"1.1.0"}

Closing the connection

If the Accolade server decides to terminate the connection, for any reason (for example, if the agent has closed the
web-interface) then the server will send a message that notifies the closure, just before the connection is terminated:

{"type":"connectionClosed"}
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17.2.3 - Integrating a connector into the Accolades interface

To integrate Accolades and an external CRM application, usually, you have to create a small software, called a
"connector".

The connector has to receive data from the Accolades server (using the External CRM API), then process the data,
send and receive data from the external CRM etc.

If the connector uses web technologies (JavaScript) to run, Accolades can integrate the connector straight into the

agent interface, inside an iframe.

Creating the connector

The connector can be created using one or more files. The following extensions can be used: htm, html, js, css. The css
extension is allowed, but it is useless for the moment, as the iframe is not displayed (but this option will be
implemented in the future).

It is not allowed to have folders inside the connector structure. All the files will be stored into a single root folder.

The connector MUST have a file called index.html. This file will be loaded inside the agent interface. Any other file

can be accessed from within the index.html file.

Loading and enabling the connector

To be available for use, the connector has to be sent to the Accolades server, so it can be later served to the agents.

The loading process is performed within the account info page, using the tab (access the editing interface from
the page menu). When a connector is uploaded to the server, the previous files are deleted. The server does not keep
backups.

If the connector has only one file, the administrator can upload it as it is. If a connector with multiple files is used, then
those files have to be archived (using the zip format) prior to upload. Although the zip format allows for folders to be
used, Accolades will ignore those folders and extract all the content into the root folder.

Warning! During the extraction process, Accolades will only process the files having the extensions: htm, html, js, css.
Any other extension will be ignored (you can not use php files, for example).

Also, from the tab, the administrator has to configure the account to use the uploaded connector, by setting up

the "External CRM API Connector" option with the "Custom connector” value.

Running the connector

If an account has a custom external connector enabled, then the process for loading up the call center agent interface
will follow the next steps:

- the agent selects from the page menu the option;

- the page with the agent interface starts to load;

- after the loading is completed, the page will initiate a live connection with the Accolades server, to run specific

Accolades features;

- after the connection has been initiated successfully, the iframe will load the index.html file from the connector.
When loaded, the index.html script will receive some parameters, using the GET method. This parameters can be
processed, using javascript, to extract the required data. The following parameters are available:

- serverFqdn: the FQDN (name) of the server providing the API (ex: client.voipit.ro);

- serverPort: the port used for the connection (ex: 14327);

- agentld: the id (External CRM) of the agent.
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17.2.4 - Javascript client for integration with API

A client for API CRM written with JavaScript and HTML is shown below.

The client is written so it can be integrated inside the call center agent interface. The script will read from the GET
request, the parameters required for the API connection to be initiated. The script will output all the messages received
from the server to the browser console.

The sourcecode listed below can also be checked on GitHub.

External CRM API
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17.3. IVR integration

17.3.1 - API for IVR integration

An IVR is a system that allows the caller to interact with the telephony server, using the phone numeric keys. Probably
you already know mesages like: "Please input the account number followed by the hashtag key." or "You have to pay

123 euro".

The IVR system can interract with an external server, using HTTP(S) requests. Using this API, Accolades can send

and receive data, data that can be later used inside the system.

Example

- The IVR starts a playback with the message: "Please input the order number, followed by the hashtag key";
- The caller will press 12345#;

- Accolades will make a HTTPS request to an external server, sending by POST the value 12345;

- The external server will respond back to the Accolades server with the value "inTransit";

- The IVR will playback to the caller: "Your order has been sent to the pickup location.

Step technical dataa

More info (including configuration) can be found on the page IVR/Structure management/Step types/HTTP request.
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17.4. Call notification

17.4.1 - Call notification API

This API allows an external system to be notified about the current calls. The notifications are made of HTTP or
HTTPS requests that Accolades will initiate to a web server, triggered by one of the following events:
- a call has been answered (for a call that has this API enabled);
- the server wants to hangup a call and asks for a confirmation or a new duration limit (for a call that has this API
enabled);
- a call has been hung up (for a call that has this API enabled).

Enable and configure

This API can be enabled at a user (phone) level, for each user. If you are using the "cloud" service, then you probably
do not have access to the configuration interface. In this case you can contact the provider, to enable the API.
The interface for the API management is available in the user info page on the tab.
For the API to run, the following information must be provided:
- the protocol used for the requests (http or https, probably https);
- the web server where Accolades will send the notifications, as a FQDN (ex: notifications.server.ro) or as an IP;
- the port used for the request (probably 80 for http and 443 for https);
- the path to the file that will process the request (ex: /callNotifications/answer.php).
An incorrect configuration will hang up the call when it is processed by Accolades (for example, if the file that

processes the request does not exists).

Notification structure

A notification is sent as a HTTP or HTTP request, to the server stated in the configuration tab.

The data about the call are sent as POST values:
- apiName: ("callNotification") The name of this API (the parameter can be used to distinguish between the
various API systems of the Accolades platform, when the destination server uses the same script to process
multiple APIs).
- event: ("answer", "confirmHangup" or "hangup") The type of event that triggered the notification. Can be
"answer" if a call has been answered or "confirmHangup" if the maximum duration for the call has been reached
and the server needs to know if the duration is extendes or the call is dropped or "hangup" if a call has been hanged
up.
- callld: (text like numerical.numerical) The unique identifier for the call inside the Accolades system. The value
can be used to match different notifications for the same call (the "answer" event and the "hangup" event).
- userld: (numerical) The unique id of the entity (phone) that triggered the event.
- userType: ("user") The type of entity that trigger the event (currently this property only has the "user" value - the
event was triggered by a phone).
- callDirection: ("outbound" or "inbound") The call direction relative to the entity that triggered the notification.
Can be "inbound" (an incoming call to an Accolades user) or "outbound" (a outgoing call started by an Accolades
user).

- callerld: (text) The phone number of the caller. For calls without a specified caller ID "Anonymus" value will be
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returned.
- partnerNumber: (text) The phone number that the Accolades user is connected to (for the outgoing calls, the
dialed number and for the incoming call the caller ID of the caller).
- answered: ("yes" or "no") The call status when the notification was sent. The "yes" value defines a call that was
answered, the "no" value is for a call that was not answered. The events of type "answer" will always have this
property with the "yes" value because the event is triggered after a call has been answered. The "hangup" type of
events can have this property either "yes" (a call that was answered has been hung up) or "no" (a call that was still
ringing has been hung up).
- startTime: (Unix Time) The time that the call has been initiated (for the outgoing calls - the time that the
Accolades system started to dial the number, for the incoming calls - the time that the Accolades system sends the
call to the Accolades user). This parameter always has a value (it cannot be 0)
- answerTime: (Unix Time or 0) The time that the call has been answered. If the notification is for a call that has
not been answered, then this parameter is set to 0
- hangupTime: (Unix Time or 0) The time that the call has been terminated. If the notification is for an ongoing
call, then this parameter is set to O.
- hangupCode: (numeric) Call hangup cause, as a numerical code. A list with the available codes can be found
inside the Asterisk manual. For example, code 16 states a normal hangup.
- hangupDescription: (text) A text description for the hangup cause. A list with the available codes can be found
inside the Asterisk manual.
- error: (text) The parameter is an empty text if no errors were triggered. If an error exists, then this parameter
contains the error description.
- errorCode: (400, 500 or empty text) The error code for the triggered error. If no errors were triggered, then this
parameter is empty. Otherwise the 500 value indicates an error inside the Accolades system, 400 indicates an error
in the response received by Accolades from the external server.

The values startTime, answerTime and hangupTime are provided using the Unix Time format (the number of second

since January 1st, 1970, 00:00:00.

Server response to the request

When an "answer" or "confirmHangup" type notification is sent Accolades will parse the server response. Based on
this statement, 3 cases can occur:
- the response has no content (an empty text), so the call will just move forward;
- the response can be parsed as a JSON object, so Accolades will trigger different actions, based on the content of
the object;
- Any other case will trigger an error so Accolades will hang up the call and will send an "hangup" event with the

€rror.

Responding to an "answer'' event

The JSON answer can have the following parameters:
- confirmHangup: If the parameter has the "yes" value then Accolades will emit a "confirmHangup" event, after
the maximum duration defined below. For any other value, the call will be dropped after the interval has passed;
- callMaxDuration: The maximum duration for the call (in seconds). After this interval, the call will automatically

be terminated. If the parameter is missing, it is O or it has a non-numerical value then the call will not be
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automatically terminated. The maximum allowed value for this parameter is 7200 (2 hours). If a higher value is
provided then it will be overwritten with 7200. The minimum allowed value is 30 seconds (if it is not 0). The

values between 1 and 30 will be automatically overwritten to 30.

Responding to an ""confirmHangup'' event

The JSON answer can have the following parameters:
- confirmHangup: If the parameter has the "yes" value then Accolades will emit a "confirmHangup" event, after
the maximum duration defined below. For any other value, the call will be dropped after the interval has passed;
- callMaxDuration: The maximum duration for the call (in seconds). After this interval, the call will automatically
be terminated. If the parameter is missing, it is O or it has a non-numerical value then the call will be terminated.
The maximum allowed value for this parameter is 7200 (2 hours). If a higher value is provided then it will be
overwritten with 7200. The minimum allowed value is 30 seconds (if it is not 0). The values between 1 and 30 will

be automatically overwritten to 30.

JSON formatting

Warning! The JSON object must be formatted according to the standard. The keys must be encapsulated in quotes.
Correct format: {"callMaxDuration":"120","confirmHangup":"yes"}.

Incorrect format: .
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17.5. REST

17.5.1 - REST API overview

The Accolades platform allows external applications to send commands to the server using HTTP requests. This API

uses the REST architecture, with some small exceptions due to the nature of the platform.

Issuing a request

An API command starts with an HTTPS request to the Accolades server, using the standard HTTPS port: 443.
The entire URL for the request looks like:

https://client.voipit.ro/

/

/

where:
- accountNumber: the account number of the account targeted by the request (see the Me[EIiiiA tab of the
account info page).

- requestPath: The path for the request, as it is defined in this document.

Parameters

All the parameters for a request are send using the POST method. Any value send using the GET method will be
ignored. The values will be encoded using the URL encoding standard (percent-encoding).
All requests will contain the account API password, using a post parameter named password. The password is defined

inside the account info page, using the tab.

Server response

When the server response is received, you must first check the http status for the response. Based on the processing
result, the Accolades server will send a 200 OK status for valid requests of another value if an error has occurred. A
list with the error codes is available inside the "Error codes" section.

If the request was successful, then Accolades will always send back a response formatted as a JSON object. A JSON

content type header is also send: "content-type: application/json".

Error log

When an error occurs in processing a request, Accolades will append an error description to the account log, available

in the tab, inside the account info page.

Testing

Before any real request is send, you can send test requests, using PING packages (check this type of request in this

document).
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IP blocking

Accolades server allows a single IP to send a limited number of invalid requests (failed authentications or invalid
paths). If your IP sends more requests, then the allowed threshold then Accolades will reject, for a limited amount of
time any new requests with a 403 - Forbidden status.

The IP can be deleted from the temporary blacklist from the main menu, using the module, the

@ \lelalite]g=TelIM section. Because Accolades is a cloud-based service, if you need to unlock your IP, before the ban

expires automatically then you need to contact VoIPIT.

17.5.2 - REST API error codes

The status of the processing result for the request is send to the client as the http response status, using the standard
codes defined in the http protocol. A valid request will return the 200 (OK) status. An invalid request will return one
of the codes listed below.

When an error occurs, Accolades will append a description of the error to the account log, available inside the account

info page, the tab.

Status: 400 (Bad request)

The parameters send with the request are not valid, for the request type. The error is recorded to the account log page.
The response is sent as a JSON object with the following content:

{

"type" : "Error",
"message" : "Bad request",
"code"™ : "400"

Status: 401 (Unauthorized)

The credentials provided for authentication are invalid. There are 3 cases when this error occurs:
- The account number provided in the URL is invalid. The error is not logged because there is no account to log to.
- The account is valid, but the API module is not active. The error is not logged, as the API is not enabled.
- The account is valid, the API module is active but the provided password in invalid. The error is logged to the
account.

The response is sent as a JSON object with the following content:

{

"type" : "Error",
"message" : "Unauthorized",
"code" : "401"

Status: 403 (Forbidden)

The server is not processing requests from the source IP, as too many invalid requests have been made, in a defined
interval. The IP is temporary blacklisted. The error is not logged to the account (as the server just checks the IP and
drops the request, with no further actions).

The response is sent as a JSON object with the following content:
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"type" : "Error",
"message" : "IP address rejected",

"code"™ : "403.06"

Status: 404 (Not found)

The request is made for a resource that does not exists. The error is not logged to the account, as the server does not
process invalid resources.

The response is sent as a JSON object with the following content:

{

"type" : "Error",
"message" : "Not found",
"COde" . "404"

Status: 413 (Payload Too Large)

The request size is larger than the maximum allowed size.

The response is sent as a JSON object with the following content:

{

"type" : "Error",
"message" : "Payload Too Large",
"code" : "413"

Status: 500 (Internal server error)

The server tried to process a request but failed for an unknown reason. You should contact VoIPIT, for a detailed error
check. The error will PROBABLY be added to the account log.
If an answer is sent back as a JSON object, then it will have the following content:

{

"type" : "Error",

"message" : "Internal server error",
"code" : "500"

}

17.5.3 - PING command

The "ping" command can be used for testing purposes, for checking that an external app can issue valid commands
and process responses. This way some tests can be performed before issuing more complex requests.
When the command is processed correctly, a new entry will be appended to the account log (this way the Accolades

server confirms that the requests was processed ok).
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Command structure

To start the request, a http request must be sent to the url:

https://client.voipit.ro/

/ping/

The following parameters will be sent, using the POST method:

- password: the API password for this account.

Server response

Always check the http response status (should be 200 - OK) before processing the response. Otherwise check

your request for invalid parameters.

If the request was processed successfully then the server will append a new entry to the account log and a JSON
package will be sent back:

{ "type" . "pong" }

17.5.4 - DIAL command

The "dial" command is used to start a call from a phone (physical device of softphone) connected to the Accolades
server. It can be used for implementing click2call features for applications not related with the Accolades platform (for
example, CRM type software).
If a valid request is received by the Accolades server:

- the target phone (inside the Accolades server) will start ringing;

- someone will pick up the call;

- after the call is answered on the targeted phone, Accolades will automatically dial the destination number.

Command structure

To start the request, a http request must be sent to the url:

https://client.voipit.ro/

/dial/

The following parameters will be sent, using the POST method:
- password: the API password for this account;
- deviceld: the id of the device that will start the call (check the API tab from the user info page);

- phoneNumber: the phone number that will be dialed (destination number).

Server response

Always check the http response status (should be 200 - OK) before processing the response. Otherwise check

your request for invalid parameters.

If the request was processed successfully then a JSON package will be sent back:

{ "type" N "Ok" }
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17.5.5 - SMS/SEND command

The "sms/send" command is used to send a SMS message to a destination. It can be used for implementing click2sms
type features inside any external application (for example, an CRM).
After the sending process has been finished Accolades can notify an external server, using a http(s) request, with the

transmission status (message sent or an error has occurred).

Command structure

To start the request, a http request must be sent to the url:

https://client.voipit.ro/

/sms/send

The following parameters will be sent, using the POST method:
- password: The API password for this account.
- phoneNumber: The phone number where the SMS will be sent (destination number).
- message: The SMS message that will be send to the destination.
- sendResultTo: (optional) A URL where Accolades will send a status notification with the SMS result (sent or
error), after the sending process has been finished.

- messageld: (optional) An id (as a text) that will be included in the notification described above.

Server response

Always check the http response status (should be 200 - OK) before processing the response. Otherwise check

your request for invalid parameters.

If the request was processed successfully then a JSON package will be sent back:

{ "type" H "ok" }

Status notification

If the parameter "sendResultTo" is defined and has a value then, after the sending process has been finished,
Accolades will start a http(s) request to the URL defined in the sendResultTo parameter. The following parameters
will be send:

- apiName: ("sms") The name of this API (the parameter can be used to distinguish between the various API

systems of the Accolades platform when the destination server uses the same script to process multiple APIs).

- type: ("deliveryReport") The type of this package, relative to this API

- status: ("sent" or "error") the result of the transmission process: sent (the message was delivered to the carrier) or

error (a transmission error has occurred)

- id: (text) The id of the SMS message, as it was defined in the original request

- errorMessage: (text) (available only if the status parameter is error) The description of the error thrown by the

sending process.
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