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Stratus Agent

Self-Service Capabilities
for your
Contact Center



Self-Service Toolkit

User Roles

Supervisor Dashboard
Opening Hours

Service & User Management

Reporting



Stratus User Roles

&
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Training Effort

briefing

focus on the customer, not on the software

Dashboard

personal & service statistics

No additional Client/Toolbar

Teams client only

Agent Information

customer transparency

informed before & during the conversation

All Channels - One View Agent Input

don‘t get lost in multiple windows/applications pop-up buttons only when needed



SUPERVISOR

Self Governance

manage your services & teams fully independent

Dashboard Agent Skill & Group Management

flexibility and transparency take care of your people directly

create your individual views

Reporting

statistics real-time and historic

Opening Hours Interaction & Coaching

define working times listening, whispering, barge-in

manage stand-by duty permanent supervisioning



Architecture

integrated & standardised

RBAC Concept Agent & SV Management

define roles and rights single/bulk adding & editing

’ e manage skills & services
organise all divisions

Status & Reporting Placeholder

overall system overview callflow distribution adjustments

utilisation statistics



SUP ISOR

Self-Service for Supervisors

= REPORTING (@ SUPERVISOR CONTROL Aqua Anna Antanov M Profile1 £

SERVICE OVERVIEW

PERFORMANCE

Z Handled by Voicemail
£ Handled by Calloack
3 I Handled by Workfl
3 £ Hangup before Accept
€ 2 Hangup in Queue
= Hangup in IVR
% Service Reachabiity
% % Handled in SLA

Monday

HEATMAP [ caus | FAVORITES

o
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SUPaSOR

® Agent and Service Information & Interaction
® Manage Agent Traits & Responsibilities

® Perform Agent Interactions

® Plan Callback Tasks

® Manage Lost Calls

® Create Emergency/Temporary Announcements

Live Agent Sessions

First

State Name Last Name
- X
®®

stening

Live Agent Sessions

State First Name Last Name
& g %
al

I Whispering

Live Agent Sessions




SUPERVISOR

® Agent and Service Information & Interaction

Lost Tasks
. . oo, o
® Manage Agent Traits & Responsibilities
Name 1 Organization Lost 15 Lost Since 00:00 PDF
4 USA:Western Division  America-Caribbean 3 3
.

Q Pe rfo r m Age nt I nte ra Ct I O n S Customer Started Time until Acc...  Timein IVR Time Waiting i... = Action Callback Task
sip:gg@dev.local  13:36:36 00:00:01 00:00:00 00:00:15 ©® -
sip:gg@dev.local  13:36:15 00:00:01 00:00:00 00:00:12 @@ -

Q P I a n ( :a | | ba C k I a S kS Sipinavy.tmpp...  13:35:19 00:00:05 00:00:00 00:00:15 @@

USA Mails : Western Div... Customer Care Services 0 1]
I > M 10w 1-100f10items

Q C t E /T ! t Initiate Callback Task X

g y p y PROPERTIES DEFAULT PARAMETERS
Initiating Service Support DE
Lost Tasks ® ' aidini
Name Organization Lost 15 Lost Since 00:00 PDF Target Number +41 58 404 33 33
American Airlines Support Luware o 0
3 A S o Due Date and Time © 'mmediately
4 American Airlines Tickets Top Level o 0
Customer Started Time until Accepted Time in IVR Time waiting in Queue Action Callback Task ( Custom 6/16/2017 - 07:30 PM -
sip:mhingis@ps.local 09:40:38 00:00:00 00:00:00 00:00:10 (OS] -
sip:mhingis@ps.local 09:40:38 00:00:00 00:00:00 00:00:10 Maximum Retries 3 v
sip:mhingis@ps.local 09:40:38 00:00:00 00:00:00 00:00:10 —
sip:mhingis@ps.local 09:40:38 00:00:00 00:00:00 00:00:10 HITegAp batwasn Retriey Ao 2
sip:mhingis@ps.local 09:40:38 00:00:00 00:00:00 00:00:10 (OIS) oo
riority High -
sip:mhingis@ps.local 09:40:38 00:00:00 00:00:00 00:00:10 ® @ CANCELLED
Comments
American Appartments Rent and Sale Solutions 0 0 Ej
American Car Sales Solutions o 0
American Support Center 3rdLevel o 0
Austria Baden Call Support 0 0
Austria Bregenz Call Support 0 0 CANCEL
Austria Graz Call Support 0 0




SUPaSOR

® Agent and Service Information & Interaction

Emergency Case Creation

® Manage Agent Traits & Responsibilities Name Traring

Description: for testing only

® Perform Agent Interactions

® Plan Callback Tasks organization:

« Enable Emergency Routing

® Manage Lost Calls g o

Language English (United Kingdom)

® Create Emergency/Temporary Announcements ——

Speech

@ suPERVISOR CONTROL

Text for IM

Service Dimension

Sip Name Organiza tion Agents
SAVE & CLOSE CANCEL
. Clier 0

sip:czier.app.de@labs.luw...  Clier App DE

sip:czier de@labs luware_.. | CZier DE CZier 0
siprczier.sales.de@labs.lu... | CZier Sales DE Clier 0
.@ @ X
o) @ TexttoS h & Text to IM
sip:aiaar.SL.,..,..ese ey ase,.portDE CZier 1 eX O eec eX O
sip:czier.support.de.queu... CZier Support DE Queue Clier 1

sip:verba.demo.lync@labs... Verba Demo Lync 0 Q Fa St I n p ut
@® Multiple Languages




@® Agent and Service Information & Interaction

® Customize Layout to your preferred view

® Select & move widgets
® Manage filters
® Set thresholds

® Access further walls

SERVICE

Service States

btal number of

agents associated to this service in the

Service State (graphical)

This widget shows the current state of services

Inbound Service Statistics

Sh

ervice statistics over the last day and 15 min to
estimate the performance of the cc

Inbound Service Statistics 00:00 Bar
Chart

Shows the todays service statistics as a bar chart

Inbound Service Statistics 15' Bar Chart

Shows the service statistics of the last 15 min as a bar chart

Inbound Service SLA / Reachability Bar
Chart

Shows the todays service SLAs and reachabllity as a bar chart

Lost Tasks

Shows the lost tasks per service of the current day.

Best Ranking Inbound Services
Shows the best performing (1st Reachability, 2nd Service
Level) s

Settings: Distribution Group Status

s of the day.

Worst Ranking Inbound Services

PROPERTIES Shows the worst performing (1st Reachability, 2nd Service
Level) services of the day.
Organization Unit Inbound Service
~ Statistics

Shows service statistic r the last day and 15 min to

estimate the performa

@ Groupable

Service Dimension

The services list

A5 Records per Page:
5 .

Distribution Group Status

Shows an overvie he number of agents associat

1on Policy/Traits a ed 0

elegeloleloflelefofolofe

{cHOl} OF {c} {cH (o} (c} [o} L (o} (o} (o} {c

same distributio:
Service) and thelr a

Header Font:

Default... . Default W...

Content Font:

Default... . Semibold

Default Weight

Semibold



SUP#SOR

Settings: Distribution Group Status

@® Agent and Service Information & Interaction s
® Customize Layout to your preferred view S
® Select & move widgets | e

® Manage filters

Settings: Distribution Group Status

@® Set thresholds

THRESHOLDS

Signed in

® Access further walls

{ DELETE

Ready

Not select... v~

Pending Tasks

Mot select... v

Longest Waiting Task

00:00:10
Not selected

WindowsMediaPla|

1m23s_VBR_53.3kL|

[
DELETE

SAVE & CLOSE



SUPaSOR

® Agent Information & Interaction e L |18

"o (/SR P

(GA: Lifs Insurance Service / Smoky Tranfer Service " -

[ ° ° H nnnnnnn Button

® Service Information & Interaction 0 s 10 0w 0 no o
® Live Reporting -> KPl Widget customization 0 w10 0 10 0 - -

® \Web Reporting 0 - 10 0 100 0

mmmmmmmmmmmmmmmmmmmmmmmmm

]
® Customer Journey Filters can be used to |
’ : ; » Select the KPI’s to be displayed in the widget
* Historical Reporting * Select the Services that should be considered for the KPI(s)

Thresholds can be used to
* Change Widget background color
* Play notification sound 92

|
| ILUCSSelectableAgents
[

Service Level 00:00
EERY B ‘B 2 B

Gray Ma...




@ suplason

Opening Hours




n@u sumﬁson
X

@® Authorized users control the process

| Service Time |

® Using categories for control resom .
B open

@ Standby duty management

@ 'nternational Holiday

B Local Holiday

@ National Holiday

| 13.03.2020 E | 11:00 E

REPEAT

|

NEVER DAILY WEEKLY MONTHLY YEARLY

REPEAT EVERY
c week(s)

REPEAT ON
SUN MON TUE WED THU FRI SAT

© MEVER

(O AFTER 1 occurrence(s)

Qon | 3/14/2020



Service & User Management

+ ADD

siPurl t Y  FIRST NAME ¥ LAST NAME Y Rrowtes T

sipimst_cjordan@inno... (T} Christian Jordan

sip:mst_czier@innova...  (T) Christopher Zier




AGENTS

PROFILES

+ ADD

SIPURI T

Jo007@mi6.co.uk

ernst.s.blofeld@spectre.com

m.corleone@corlcone.it

hp@athena.com

acooper@cnn.com

neil@we.fbi.com

shannity@fox.com

arnie@muscles.com

theduke@gearbox.com

jane.fonda@holly.com

tim@apple.com

anna.kendrick@holly.com

peter.sellers@holly.com

tim.burton@directors.com

michael.mann@directors.com

sean.spicer@whitehouse.gov

russel.crowe@holly.com

cary.grant@holly.com

hitchcock@holly.com

grace.kelly@holly.com

ORGANIZATION UNIT

FIRSTNAME 7

James

Ernst Stavro

Michael

Hercules

Anderson

Sean

Armnold

Duke

Jane

Tim

Peter

Tim

Michael

Russel

Cary

Alfred

Grace

REASON TYPE

PRESENCE STATES AA CONFIGURATION

& DELETE

LASTNAME 7 ORGANIZATION UNIT T ROLES
Bond

Blofeld

Corleone

Poirot ! P (s |
Cooper

Caffrey

Hannity

Schwarzenegger

Nukem

Fonda

Cook

Kendrick wood A ]
Sellers

Burton

Crowe ywood A (S ]
Grant
Hitchcock

Kelly

sececreoacents [ ER)  vorauacents EIID

GENERAL INFORMATION

SEARCH:

PROFILES

TOTAL P

EXPERTISE

Interviews

Marketing

TV Shows

Late Night

Morning Shows

Talk Shows

Premiere

LANGUAGE

English

German

LICENSE CONNECTED TO LUCS03

PARTIALLY SELECTED I FULLY SELECTED

AGENT TRAITS SUPERVISOR CONFIGURATION ROLES

SHOW OFFDUTY PROFILES DISPLAY INACTIVE TRAITS

- EU Release US Release US Release 2
+ ADD
T ¢ G
o
- J s E - L L H - L M H - L M H

R .




Vi1 IS C |

GENERAL INFORMATION AGENT TRAITS ADMIMISTRATION ROLES AGENT/SUPERVISOR ROLES

Manage individual

user permissions - ;""“"‘“fﬂ“’; -
based on roles and SR NS BEE NE N RCRE B8 B 2
organization units ” § i ° : T 5 oE Ol

DE-Demo vE-EEN-E-E-E-E-REN-N-NEVE

GENERAL INFORMATION AGENT TRAITS ADMINISTRATION ROLES AGENT/SUPERVISOR ROLES
Users Roles Permissions
Supervisor Agent @ — ;
Web Reporting Portal Reporting Web >

Agent
Service
Agent
Customer
Service
Agent
Customer
Service
Agent
Service

AVAAVAY

B supervision
0
<
<
O
<
<
<
<

DE-Demo



ADD NEW AGENT

Add a user by SIP address manually or

search for an AD user by name, SAM, UPN or SIP.

& DOWNLOAD .CSV TEMPLATE

SELECT USER
—




EDDDDDDDDDDDDEE

000

service T T
DE-Demo Department - DE
DE-Demo Department - EN
DE-Demo Department - FR
DE-Demo Department 1 - DE
DE-Demo Department 1 - EN
DE-Demo Department 1 - FR
DE-Demo Department 2 - DE
DE-Demo Department 2 - EN
DE-Demo Department 2 - FR
DE-DEmo Department 3 - DE
DE-Demo Department 3 - EN
DE-Demo Department 3 - FR
DE-Demo Stratus Hotline
DE-Demao VIP - DE
DE-Demo VIP - EM

DE-Demo VIP - FR

SIP URI Y
sipide_demo_departmen...
siptde_demo_departmen...
sipide_demo_departmen...
sipide_demo_departmen...
siptde_demo_departmen...
sipide_demo_departmen...
sipide_demo_departmen...
siptde_demo_departmen...
sipide_demo_departmen...
sipide_demo_departmen...
siptde_demo_departmen...
sipide_demo_departmen...
sipide_stratus_demo@e...

siptde_demo_vip_de@e...

sipide_demo_vip_eni@e...

sipide_demo_vip_fr@em...

ou

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demo

W DELETE

WORKFLOW INSTAN... T

WFI_DE-DEMO _DEPAR...

WFI_DE-DEMO_IVR_DEPAR...

WFI_DE-DEMO_IVR_DEFAR...
WFI_DE-DEMC_SENDAGEN....
WFI_DE-DEMO_SENDAGEN....
WFI_DE-DEMO_SENDAGEN....

WFI_DE-DEMO_SENDAGEN...

WFI_DE-DEMO_SENDAGEN...

WFI_DE-DEMO_SENDAGEN...

WFI_DE-DEMC_SENDAGEN....
WFI_DE-DEMO_SENDAGEN....
WFI_DE-DEMO_SENDAGEN....
WFI_DE-DEMC_IVR_LANG. ..
WFI_DE-DEMO_VIP_SEND...
WFI_DE-DEMO_VIP_SEND...

WFI_DE-DEMC_VIP_SEND...

1-160f18 ()

GENERAL INFORMATION

CONVERSATION MAIL

ANSWERING MACHINE

WORKFLOW CONTEXT

COMVERSATION MAILTO

D Use Recording Definition From Incoming Service

EMERGENCY

EMERGENCY CASE EMERGENCY CASE VALID UNTIL

DISTRIBUTION

COMVERSATION MAIL CC

| [RM] Weather Emerge... n |13.03.2020 E 15:36 E

WORKFLOW PREVIEW

Ll

=
M
A

O

START
PLACEHOLDERS
NAME USED IN ACTIVITY
SDE-DEMO - VT - VIPS VT -VIP

CALLBACK

-

i
e

— LT i

/

N

Srcuts

DE-DEmo Department 3 - DE
DE-Demo Department 3 - EN
DE-Demo Department 3 - FR
DE-Demo Stratus Hotline

DE-Demo VIP - DE

DE-Demo VIP - EN

DE-Dema VIP - EN|

 UNSAVED CHANGES You have unsaved changes to one Service.

VT - German

—

VT - Freach

—

T -Englich

—

VT - VIR

m SAVE & APPLY



19 €
Placeholders in Workflow Structure

®Simple Call Distribution adjustments
through use of Placeholders

® The Placeholder functionality allows users to
change a workflow (callflow) in a comfortable
way using predefined values, enabling a
single reusable workflow for call distribution
across multiple teams.

® Example high-level view of a workflow: Each
element marked with a star is a Placeholder
which is configurable on the fly.

) 4

Accept Call

v
“ 1/ Case status

'b_j Customised to team

Emergency

——— Activated—» ﬂ _-_— Disconnect Call
W




=h I 11

2 T ou T
oL MAME ORGANIZATION UNIT DESCRIPTION
+
o . DE-Demo - AR DE-Demo DE-Demo - A& DE-Demo - DE-Demo Agent Assistant
fh Organization Units -
by
Organization Units =
a
AASETTINGS
@ Distribution
= U4 Break button during ACW O Allow ACW extension ol Allow ACW cancel
Distribution Policy % . £ . .
Traits é SIGHAL RONA TYPE NOT-READY-REASON REQUEST TYPE CONVERSATIONS TO CLOSE
= | Aa Balloon | Manual Answer n | All Service Conversations n
) Agents =
= TIME
*  Agent Assistant < hh:mm:ss
Profiles i .
Reason Types RESET TO DEFAULT PROFILE BACKOFF TIME IN SEC
E E
@® service
OM RING OM ACCEPTED
Conversation Context D Extended Toast
Crossselling Codes
Emergency Cases
Messages D Enable Conversation Context Restore I}
Opening Hours
Recording Definitions SHARE CONTEXT INFORMATION
Recording Mail Templates | Mot Shared n
Recording Share Definitions
Standby Duty Notifcations STARTUP APPLICATIONS

Task Completion Codes
APPLICATIONS

Topology Select Startup A

000




—
o
—

h Organization Units

Organization Units

@ Distribution

Distribution Policy
Traits

3 Agents

Agent Assistant
Profiles
Reason Types

@ service

Conversation Context
Crossselling Codes
Emergency Cases
Messages

Opening Hours
Recording Definitions
Recording Mail Templates

Recording Share Definitions

Standby Duty Notifications
* Task Completion Codes

= Topology

Authentication Tokens
Component Defaults
Components
Credentials

Frontend Pools
Mailboxes

Server

System Settings
Tenants Exchange
Tenants 0365

Trusted Application Pools
Trusted Applications

%, Workflow

External Sources

Music on Hold Playlists
Placeholders

Resources

Survey Question

Workflow Instances Survey
Workflow Structures

+ ADD

=
a
@

MPLET

=
=

name b

Aftersales activity

Chesse

Chips

Chocolate

Devices & Parts

Fish

Lasagne

New car

Warranty

ou

DE-Demao

DE-Demo

DE-Demo

DE-Demo

DE-Demo

DE-Demao

DE-Demo

DE-Demo

DE-Demo

1-3ofo

<

MAME

ORGANIZATION UNIT

Chocolate

| | DE-Demo




Reporting suegfysor ‘@'

Customer Task

Service & Agent Task Power Bl

Reports

- Serwce JE

Agent Task

Service & Agent Task Reports

External Data Access

Agent States




sSUP

ISOR

Started Date TTotal(AT) %Handled(TRG) ‘ %HandledTransfe... ‘%Hc\dTime(AT) ‘ ‘Q)WorkTime(AT) ‘ ‘@Ho\dT\me(AT) ‘@WurlemeA(cepte ‘zwwknmevansferrm ‘EACWTimE(AD ‘
01082012 . 31082021 51883 97.51 3.36 461 00:03:46 || 00:00:06 00:03:50 00:02:16 00:01:24
= & .-
Task Type ervice Cumulated
K2 Inbound Service @ —
O internal Direct L=
Y O outbound Direct
O inbound Direct
%HoldTime...
Val Burchett 00:03:23 00:00:03 00:00:47 1745.00 600 255 141
2 Conan Ciobotaro 00:04:14 00:00:09 00:00:57 1761.00 1723.00 99.60 2:00 5.00 874 77
3 Valina Lope 000317 000020 000046 1729.00 Jry 170000 99,48 500 100 17.28 116
4 Layla Novkovic  00:04:31 000019 00:01:37 1609.00 1581.00 5907 10.00 500 483 082
Historical Agent Task OU || 5 Judith Elnor 00:03:58 00:00:03 00:01:46 1585.00 1532.00 0874 16.00 400 129 211
0 Garden 6 Fiss Dron 00:04:35 00:00:16 00:06:42 155200 1532.00 0961 100 500 511 129
vO Home 7 Christié MacCon.. 00:03:15 0000106 000016 154500 1451.00 g6 500 1100 784 B
O industrial 8 Juana Tilbury  00:03:19 00:00:03 00:01:17 153500 1481.00 5822 600 600 239 27
S 9 Einy Woodford - - 000215 - 000003 - - 080121 - 148900 - 136300 - - - - [GGAGIIIE €00 - 200 - 488 797
10 VivyanGrelka 00:02:49 00:00:03 00:01:18 1478.00 1415.00 9858 113.00 800 1375 288
n Christyna Fedor... 00:03:54 00:00:05 00:01:16 1467.00 1407.00 0898 500 10.00 5.84 310
SerVICe OVeI’VIeW 12 Willard Bellerby ~ 00:03:47 00:00:11 00:01:57 1451.00 1413.00 °910 00 200 556 174
Tasks Handled/NotHandled by Service Total Session Handled Rate @ Total Time gent QU Agent Time Period Based Result Group
1 o 1 62 6 1 AgentTaskActionGoup @ Accepted @CustomerAbandoned @Declined @ Missed @ Transferred IUniqueAgents —— IUniqueAgentsHandled
ng 3000 100
Lz . . 92 90 90
50 2270 78.73% 00:03:38 o S s o e e W
T 4 — 2500 % 92 3 91 — 75 gy T6 T8 75 n 30
e G w o 8 g n
@Handied @Not Handled :MM:: 5 o 52 57 e T “
S [ine ] sering N s C
[ I | = R 1500 82 V 42
a ] Accepted Agent Handled SLA Total Time Ratio by IVR, Queue and Connect n Resources 52 "
5
>} - 1000
) R0012 < 00:04:53 -
| o] 57.45 sUS ’ I
o 307sd. 45% H >
E 1 HanaiedByMachine @H: B H:MM:SS X e \\, o \“,A\ ar " & ,\, 0 iﬁ\ ’
" andiedByMachine @HandledByUser 45% M P o \“ Q« 5 ,\, { e \, e
o n Fived15Min
2 = Customer Hangup Customer Hangup 51%
]

2%

e Handled ®Not Handled

21614

Customer Hangup In IVR @ Customer Hangup In Queve

21.27%

D OhvrTimeSec(T) @ OQueveTimeSec(T) @ @ConnectedTime(T)

: @ Unique Task Results and Result Groups
@ Each Customer, Service- and Agent Task has

Hourly Heatmap by Day Tasks Handled/NotHandled by Service by Date/Time

Hour Monday Tuesday Wednesday Thursday Friday  Saturday Sunday

- a unique result in reporting
| . @ Support for all Task Types

@® Data can be filtered by Task Type

®Handled ®Not Handled - ®- Handled Rate*

Service Overview

System Handled

Agent Handled Customer Hangup Systeminfo | o



