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User Login

(i) callzen

Sign In to your account

& Sign In With Googie » Login using the SSO

Or

» Login using credentials

A




Navigation

Use the tabs on top of the screen to navigate between sections

@ Callzen | i Dashboard  © Calls % Chats & Agents & Moments

T

Smart Clusters  [5] Checklist 7 Automation [ Coaching &1 Settings




Calls Page

The user can see all the calls in the system on the calls tab

@ Cauzen | Dashboard Calls ™ Chats ™ Agents ™ Moments & Smart Clusters (5] Checklist " Automation Dy Coaching & Seuings

Calls Tanant Sales Agants » JU “; \/ T l 114 B View By: Today

Cali Durstion: > 30 secs X View By: Today X Transcribed Calis X Check List: Tenant Freedo... X
Customer Phone Agent Namue Dispose Name § Mamants Call Score o= Checkitst ] Auda
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1At
1Qessssansty ) G
Snehal Bagadal INT-Pitched Relax 3 poative 2 negative ' 18 neatrat 0r * 5 B7% Tenant Relax Flan Chackist  « = 64% Tenant Froedom Flan CF
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Calls Page: Team Selection

To filter the calls by teams, select the team(s) from the team selector

@ Callzen I Dashboard Calls ™ Chats o Agents ™ Moments = Smart Clusters
Calls
Teams {32) Selected (0
>all Duration inscribed Calis X
Customer Pha wes8 Nams § Moments Call Score

Qexesnaeng
Tenant Sales Agents Ip

Lagal Agents

4Oeesssseny

connected 4 postive 1 et
Buyer Sales Agents
4Geenew ey T mb o™ o oy At
9 3 up pos ke
Select Al
sgeessssesy,
Swarnika Srivastava Re-Activation 15 positive ¢ Yoautral
pgeasssssng
Bishal Guha To other agent ! positive § 1 nautral
yQesssransgy
Bhuvana R Maating Scheduled 4 positive | negative seutral

* A person will only be able to see the teams, he/she is a part of
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Calls Page: Moments Overview

To view the tagged Moments against a call, hover over the Positive/Negative/ Neutral Chip in Moments Column
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Calls Page: Checklist Selection

I To select the checklist, use checklist selector accessible by clicking the icon on right of Checklist header

@ Ca"zen | Dashboard Calls ™ Chats ™ Agenia ™ Moments W Smart Clugters 2 Checklin = Automatian N Coaching
Calls oot saies Agents ” # |
) noc ol U
.............
......
..... V]
V]
V]
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Calls Page: Checklist Details

To view the checklist details at glance, click the checklist to see all eligible moments, their tagging status, weightage
and overall score

@ callzen | Dashboard Colls % Chats & Agents ™ Moments Smart Clusters (5] Checklist ' Automation () Coachng Settings

Ca"s Tonsnt Sales Agents ”| K ) 1 [ 14 &) View By: Today

n >30pecs X ww Uy Yoday X Trorscribed Catn X e I Tenamt Retax PL. X
Phane Agent Nama Drapose Nama § Moments Cwil Soom o= Checkdim Audo
wgE
SkSayefAll NBTS2 INT-Piched Relax 1 peshiee | segatne
MN2 Tenant Relax Plan Che 292% 3
...... Jg 5
ShalkMohamma INT-Pitiched Maone ) peshive | segainm ® Foristy omsw a Plian Criwchd
gy Capturing 810 Mecgusrumut o
JatinkKumar NBTS2 INT-Pichad Mone 3% Toward Froscom Fan Chechint  « 1y <
0B &
Megha Mukherneoa INT-Piched Relux
4l &
Shuvankar Saha INT-Piiched Relax stive 1V egdine RPN AN Tenart Froodom Man Crocein Sl
gy 8
VishalKumarSingn INT-Prchad Relax

*The weightage of moments is used to calculate the checklist Score which is used later to calculate the Call Score




Calls Page: Call Score and details

To view the Call Score details, click the call score to see all eligible checklists and their details

@ Ca”zen Dashboard Calla ™ Chats ™ Agents ™ Moments ™ Smart Clusters 1= Checklist 7 Automation X Coaching Settings

Calls Terant Sakes Agents U\ 3 TL H! 8 Viewby: Today

tatjon > 30 secs X View By Today X Transcribed Cats X fck List Tenant Relax Pl X
Phane Agont Namvw Dapose Name § Mossnts Canh Scarm o= Chuchlint | Audo
a5 i
SkSayofAl NBTS2.. INT-Fitched Rolox Y Deskivn | hepaive 17 rewstrnd Ternart Hoks Mas Crockint
"7 ( 2 s
ShakMohammmadir. INT-Pitched Mone... J peattee 1 negaree \ ¢ Terr! Redas Pl Chnchint Terart Asnare Plan Dhachint
g a
JatinKumar N8T52 INT-Pitched Mone... Terwtt Sntax Pl Checkint &5 TIN Tenant Freedom Sas Oaachint '
o 8
Megha Muknerjee INT-Pitched Relox Hema Man Choocn
‘43 " . 2
Shuvanks Saha INT-Pitched Relox T panthes 1 epares nant Sadax Flar Oreckint * 5 0AN Tenant Praaschoen Pl Chachlinl e
ah | =
VishaumarSingh INT-Pitched Relox et Rales Man Chocent

*If multiple checklists are eligible, the call score is calculated by taking equal weighted mean of the checklist score




Calls Page: Column Selection

[ ] To add/remove columns from the view, you can use Column Selector on top right

(D Ca"zen | Dashdoard 2z = Chats ™ Agents T Momests Srart Clusters = Checialist ¥ Actomation % Coscheng
Calls o somsgen I © N e
> secs X e Today X Tramscribed Cats X Yenart Qetae M x Show Columns

Created On

Last Updated On

3*e
ow-UD U3
wudres
......... -
vrefegrradteny - -
pest 3
e -
oe
Y Temare Sesss S Cwea b o DAY Temger Sremmee Sagr Shecater

2 Yemert Star M ety

*The options show in column selector can be changed by changing configuration only accessible to admins




Calls Page: Filters

115 Additional Filters can be accessed by clicking on the icon

Filters >

L vaw
Calender

(L) Call Dotails
Talktime
Trannctiption Status
Overlap Duration
Silence Duration

.| Meta Data
Campalgn Name
Mode Of Calling
Process Name
Dispose Namo
Disconnected By
Sowce
State
Sub State

[=) Insights
Moments

Highights

Submit




Calls Page: Filters

Additionally, filterable values can also be directly filtered by clicking on the value in cell, then clicking on “filter by
this Value”

rﬂl ’Ca"zen Dashbowd Calls = Chats ™ Agents T Moments ¥ Smart Chusters % Checklint ™ Automation 0 Coeching Settings

Calls Tenant Suws Agents |” N TL 4 @ Today
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peessners 10 5
Patrabva Margnret INT-Michad Relax Ypeamier VO e 10 vt . PUN Tovare Pwne Mas Orabdnl . 1% Teniast Froodern Ma
Lleeenens 'Y,
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Audio Detail Page

Q? On clicking the play button on the calls page, user can view the Audio page

The transcription
(D callzen Dushboard < Calla 88 Chats & Aqents 0 Moments N SmariClaiors (5 Chackisl P Autometion () Coaching @ Settings of the call can be
seen on the left
panel.

ShalkMohammadirfan NBTS29040 ® Agent Custorner BT Q Search Transcript
Sep 05,2023 10:28 AM for & mins 45 s=cs

Salutation Tenant Bud, Capturiv Location Captu Tenant Mo... Relocs Relocatic Tenm Ci

The audio D O 30 OO0 O 9O
- NE . - N ‘TN TEE T R
player can be g

used to play : : o : The moments

the audlo Capturing Capturing Mam, N o harnaha | ) tagged Can be
b 0.00/646 @ 0 viewed againSt
” each chunk

Session Info

The calls
details can be

viewed under = oshdon A M The
the session
info

thvisavene 14 BatfofB2 7130803501713 ShaikMohammadirfan N Sop 05,2023 10:28 AM 12/12 Tenant Relax Plar

. individual

o transcript phrase

— can also be used

S | to navigate the
call audio.




Audio Detail Page: Summary

The summary of the call can be viewed on the bottom of the audio page.

@ Ca"ZEn | Dashboard ' Calla ™ Chais ™ Agents ™ Moments Smart Clusters (= Checklst ¥ Automation 0) Coaching Settngs
® Solutation & Deposit ® Location ® Copturing Tenant Move._ ® Tont Q, Search Transcript
From 00:00:08 From 000017 From 00:00:50 From D001 0% From O
Summary €3 Hella, good m Thes I Hushrar
f from NoBrok 1
Rental property search in Hyderabad
Hanhn kya r

« The customer ia lockang for & 2BHK remal property in Hyderabad, Hyderabad with & budget of Rs 15000 to Re. 13,000
« The agent suggests No Broker wabsite, which does not charge any commission or brokerage, and the customer can search for properties ¢

based on thew requarerments without any hidden charges Mam, Nok W . - EAnane !
« The agent suggests a plan 10 1the customar based on her requirements o
« The Tenam Retax Plan, which assigna a telephamc relationalug manages 10 the customer 1o help her find propecties on the No Broker app

and register her preferences Ha bolye
« I the customer inds a sultabie property, the relstionship manager will iInform the customer and arrange 8 meeting with the property owrer

at a convensent time L mam, aapne rant ke Iye noor "

L Mar ropecty?
« The plan costs Rs. 2,999 + 18% GET, and the vaiidity of the plan is for 45 days C
« The customer will get 50 owner detalis contacts and a premium filter option If she does not find a property through this plan
1, soarch kary

« The Relux Plan is another plan called the Refax Plan that costs 354994 18% GST and offers 50 owner contact details. This plan does not 0

Include the option of negatiation of rent or deposit with the owner, but offers the same property detalls and a refundable deposi

€3 nam. Main jsan sakia hun sapka
‘ " " . it | o )

None mentioned

.

None mentioned




What are Moments ?

* A moment is a intent of a user of conversation.
* It is be used to capture the smallest unit of intent

* Example: good morning, mention of an entity like company name,
voice breakup, asking for refund, gratitude etc.

* Although, multiple intents can be added to a single moment during
configuration, one moment must be used to capture one intent only.

* Wrong configuration may affect the tagging behavior, leading to false
positives or negatives.




Moments Page

All the moments can be viewed under moments tab.

Deuhboard Calla ™ Chats ™ Agems Moments Smart Cludters =] Checklint

() callzen |

Moments Q (I

Aclive X
3 -
Momaents itedt Date Source State
0S: Token NB Sep 4, 2023 3:05 PM Moment Scraer
) aNB ep 4 2023 301 PM Moment Scraer
0S: Tanant Nama NB Sep 4, 2023 2:58 PM Moment Scresr
OnDemand Support Sep 4, 20231279 PM Moment Scraen
Cx ask Callback Sep 4, 202312712 PM Moment Screen
Number of Contacty Sep 4, 2023 11149 AM Moment Screen
OB Saes: Super Assure Plan Sep 3, 2023 6:08 PM Moamen! Screer
0B Sades: Assure Plan Sep 3, 2023 557 P\ Moment Scraer

*If a team is selected, only moments eligible for that team will appear

™ Automation 00 Conchiny

A AR A AR A A A

These can be
activated/deactiva
ted by from the
moments page by
clicking on the
button under
‘Actions’ column.

The moment
details can be
viewed/ edited
by clicking on
the down button
under Actions
section



Moments Page: Column Selection

[:D Columns can be added or removed by using the column selector accessed by clicking the icon on the right

GD ca"zen Deuhboard Calla ™ Chats N Agems Momenta Smart Clusters =] Checklint ™ Automation 0% Conching Settings
Moments am o«
e Active X Show Columns

Moments 4
&3 - .

Campagn Name
Momants Croated Date Source Caller Type Actions

Mode Of Caling

0S: Token NB Sep 4, 2023 3:05 PM Moment Scraen s -
Process Name

0§: Sourca NB Sep 4, 2023 3:01 PM Moment Scraer Created Date ' -«
Crestad By

0S: Tananm Nama NB Sep 4, 2023 2:58 PM Moment Scresr Source 5 o«
State

OnDemand Support Saop 4, 20231219 PM Moment Scraer 5 o«

Cx ask Callback Sen 4, 20231212 PM Moment Screen 2 Success [ &

Number of Contacty Sep 4, 2023 1149 AN Moment Screen ¥ Success o«

0B Sades: Super Assure Plan Sep 3, 2023 6:08 PM Mament Screen ) Succeds o«

0B Sales: Assure Plan Sep 3, 2023 5:57 PV Moment Scraen ¥ Success -«




Moments Page: Filter

11X The various table filters can be accessed by clicking on the filter icon on the top right.

Filters >

.| Meta Dot
Campaign Name
Moade Of Calling
Process Name
Dispose Name
Disconnected By
Sowrce
Stote
Sub State
Moment Detalls
Smart Momants
Moment Activation Status
Moment Type
Validation Status

Sowce

f‘juhnm




Moments Creation: Details

On Clicking button on Moments page, the moment creation flow starts

Detalls
—_—

Moment Datails

o Fill the details of
the moment in
the space
provided. The Call
catm filters can change
m - based on the
st e configuration of
the organization

Greetings
[ Neutrsl | Negative

( Fitered |  Globe Positive

call Finer | Team |

*All required fields must be filled to be able to go to next page




Moment Creation: Keyword

Select the type of the moment using the moment type selector: Semantic, Keyword, Instructional

For Keyword
Moment, three

Detalls Definition

types of
.. Semantc Momant | Keyword Momant | Inatructional Momant
conditions can be
used: After entering all
. Kontaing one of v o B . .
* Contains one [ ) ] 7 the information,
Containg All
of: OR Does not conten i\ aqHH user can check the
condition T ] sample phrases
. N Q KN . . .
« Contains All: P g against which this
AND condition Viw sacie / moment will be
* Does not tagged by clicking
contain: S “View Sample
exclusion 7 st Phrases”

*The Does not contain condition can only be used after any one of the other condition has been used




Moment Creation: Semantic

Add the phrase in the input section in the left and you will get the similar phrases suggested by the system

owiak  Dwfihion Enter sample
phrase to see the
( Semantic Momant | Xeyword Momant Instructional Momant exa m p I es
A0 Phirees*
good morning
|
1o phrases smile to Qood mawning
good morning pritésh sir main kunal baat kas raha hun no + I *
broker webaite se
very good morning sir this ia preamangul calling from no ’
poter e Add the phrases
an sir good moming my name Is sharan | am cafling from no N
b {
PO to to create
yaah good morning sir this &5 sadhya calling fro i
o all the added pryases Doy
heio mam good moming this is deeraj calling from no brokes N ANCa you search and add pivases m O m e nt
website . o, .
definition.

helio goad moming mam am ras mata no broker weosite
Intha

helio yeah hal mam good marning my name is gurd caling
from the no broker dot com

* Need to add minimum of 3 sentences in the moment.

Tip: If the desired sentences always include 1/2 words, enter only those words to see all sentences which include those words, example :good morning , voice, company name etc.
If sample phrase has < 3 words, the system will search for all sentences where these words are must present (unlike semantic search)



Moment Creation: Semantic

Add all the relevant phrase for semantic moment definition.

Detalls Definitian

mur Typat 4SS M sees

[ Samantic Moment | Keyword Moment Instructiona Momant ¥ Aad phruses s ditteron anguages 10 Impeove moment 1aggng

PUTPAN [ — ah good morming sie mesa naam abale hain mein X M i n i m u m of 3

Qood morning sir mal amir baat kar rha hoon nobroker se
good morning | have recelved call from your v h
| wide pnrases are
Poraing residts for phyvases simiar 1o good momwng air s’ amv dasl k' iha hoon

pobToNer s good morneng sir thank yau for calling no broker v req u i red to be

WA elenie PR ITRIEIND BV I SN SOUT B D R RSN &Y 50 you are looking for a rental property ngnt sir

X _ added.

yeah hai hal mam very good marming this is
primankur calling from no broker wabsite

good morning s | am spoorthl from no braker | am speaking + O n Ce d O n e

ha namasta mam main raj baat kar raha hun no broker s&

ha namaste mam mein ra) bast karaha hu no broker e 4 hah good moming madam * 3 d d i n
, . _ . g
ah sir good evening | amsparti from no broker | am speaking + very good morning sir this ks preamangul caling v .
#h good moming sir amspoort! from no broker + oacibiadiomivais p h ra SeS, CI I C k
Ji namaste sir mein ra) bast kar raha hu no broker se + N ext-
ha namaste mam mein raj bast karahahu no broker se 4
9o0d morning i | am spoortl from na broker | sm spesking 4
ha namaste sir mein ra) baat kar raha hun no broker se t

| Save a8 Draft ‘[n
\




Moment Creation: Validation

The moment definition will validated and if no errors are found, the moment will be created

Details Definitian Feedback

Upon successful
creation, user will
be asked for
feedback

Validating Moment

Please do not close this window, moment validation in .
progress, it will only be a few moments, » ~
»




Moment Creation: Validation Error

In case of any error, the corresponding cluster will be highlighted and the user must to take action to resolve the error

Detalls Definition

—
Mamant Typs* LR TS
( Semantc Momant | Keyword Momant  inatructional Momant @ ASd stwanas v immad longuagan b Maprove emert fagind
Ao Piraes® Deep Sosrch ah good maming madam 0
yeah good moming madam 18
|
hawing resufts for phisses wimilar to { Toks Action Vv
LA e
» Pevaan aous not ewton Wil INe subisoquant phrates. Dakne the phisse 10
|l namaste s men raj baat kar raha hu no broker se +  uwidate momunt
ha namaste mam mein raj baat karahahu no broker so + md moming | have recelved call from your .
good morning sir | am spoorti from no broker | am speaking +
| Toke Action v
ha namaste sir main raj baat kar raha hun no broker sa + S— ——
mam good morning this side saurav caing you from no N ater O
broker
very good morning sir this is preamangul ~
|
yes sir a good afternoon this is amer calling from no broker + caling fram no broker website o
ha mam men natin baat kar raha tha no broker dot com se + yeah hal hal mam very good morning this Is -
primankur caling from no broker website el
haliosir aji baat kar rahs bun no broker dot com 56 +
. ha namaste mam mein raj baat kar raha hun .
ha good afternoon sir main raf baat kar raha hu no broker sa + 0o b & )

*A cluster is a group of similar sentences (Minimum of 3 sentences). A moment can have many cluster of sentences.




Moment Creation: Validation Error

If there is an error, User can search for similar sentences to complete a cluster, force Add the current cluster, or

delete the cluster.

Details Definition

Marmert Typu®

| Semantic Moment | Koyword Moment Instructional Moment
At P Qo Sawet
|
hawing residts for phyases simiar it
J namaste sir mein ra) baat kar raha hu no broker se 4
ha namaste mam mein ral bast karahahu no brokes se +
@ood morming sk | am spoortl from no broker i am speaking +

ha namaste sir mein ray baat kar raha hun no Droker se 1

mam good morming this side saurav calliing you from no

broker &2
yes s a good afternoon this is amer calling from no broker +
na mam mein natin baat kar raha tha no broker dot com se 1
helloslr aji baat kar rana hun no broker dot com s& +
ha good aftemaoon sir mein raj bast kar raha hu no broker se +

*Add anyway’ will force add the incomplete cluster

¥ Acd phruses i differon ngudges 10 impeove momant tagging

ah good moming madam

yeah good morting madam 8

Take Action v

Bhrase cdows nat match wim e sibsequent phinses Delete the phrase 1o

2 vabdine moment

QoLd morning | have received call from your O
side

| Take Action Vv |

Chitar O Suggest simiar phrases

very good morning sir this is preama  Add anyway
calling from no broker website
Delete phrases

yeah hal hai mam very good morming trs-1s -~
primankur calling from no broker webasite

ha namaste mam mein raj baat kar rahs hun -
no broker se L

Each cluster
requires a
minimum of 3
sentences



Moment Creation: Validation Error

To add similar sentences, click on ‘Suggest similar phrases’ and add the relevant sentences that you find.

2 Phease qued 1ot match with 1he subsoquen ghrases. Dslete 1he phrate 1o
© ynicdate moment

gaod moming | have received call from your 0
side )

An Premies

heto ha you call nomai got miss call from yo ®
mere pass marning call aayl thl issl number pe

ha mein manosh bol raha hun sspka phane says
1haa miss callaaya thea abhl

ah ( got | racalved ae call an this morning

| Cancet ] Confy




Moment Creation: Validation Success

If all errors are resolved, user will see the moment created successfully page.
Click on “Give Feedback” to give start giving feedback required for moment activation

Details Definitian Feedback Playground

Moment Created Successfully !

{7

One last step!

Moment Tagging Feedback

Help CaliZen tag your momants better , complete the phrase-match
feedback to improve and activate the momant




Moment Creation: Feedback

This feedback is used to more accurate moment tagging, so please provide the feedback carefully

Details Definitian Feedback Playground
Give the feedback
nmm goed morning chatan k] b C I ic ki n on
yeah mam good aftemoon 2] y g
thumbs up and
Solost The Right Phresss y2ah hal good good aftermoon o
:'v‘:n’;‘;:»;:;r::;l;r‘;v),l;a W10 s Weieh mathies yes sir good morning tall me & d OW n b utto n .

You, the phvose n g No, ™he phiase = 8 bae y@ﬂﬂ nnk’l. 0000 momng &

e . hai mam ah ah good moming yas tef me 1] T h U m bS U p : Th e
Mo - ah good morning shes tell me ™ ph rase is releva nt
ot ,—."“.f,’ etuesla b 60 /0 good moming yeah mam tell me

Dot Baore good moming tell me madam (] Thumbs down: The

ah yeah mam ha good afternoon (Iw]

phrase is not
relevant




Moment Creation: Tagging Attributes

The user can

choose to loosely

or strictly tag the
tagging will lead
to more false

Detalls Definition Fosdback Tagging Attributes Playground

The moment
can be activated

by clicking on positives.
“tag from now”
toggler

To tag the

defined moment
on previous calls,
select the

&2 duration from
the dropdown
and submit.




Smart Clusters

Title: Phone number <«——— Al Generated Title ——

Cross Sell Offer Piach 45K S08 50 3 Aahan Sharma Dec 15,2022 04:06 PI

$ Smant Moments (190) 3 Upda uster with 15,245 new call Tl
# Troubleshooting Poor Audio = # Asking for Contact Number ey # Explaining Plan Benefits
(N ) —» i .
Quality e of the Customer Y

Smart Cluster =— s

« 30% Calls Present

v . o 25% Calls Present
Iew Moment | P 2 View Mamant | eslaagese

l I I I'Il I I ‘ | I | ‘ | # Explaining Payment Details # Providing Information About $ Explaining Plan Validity

to the Customer Refund

I I I I I ‘ I I I * 12% Cabs Present - * 2% Callg Presant » 20% Calbs Present
L ﬂ l l « View Moment § | Femny

*Smart Clusters can be used to automatically create moments or get uncover patterns are occurring in calls.
These can also be used to get user insights.




Smart Clusters: Create New Job

To create a job, click on “Create New Cluster” on the top right corner and fill the required details.
The fields may vary based on the organization configuration

Create New Cluster

Group Name ¢

Hood Subsorptions - Agent

(Ul Chat

Campaign Name * Made Of Calling *

HoodSubisenplion « - manual » Inbound -

Process Name * Caller Type

BSubServceOUT «  BSUbSardoM « -

Clustering Density ()
[




Smart Clusters

All the created clusters / moments can be seen by opening the accordion associated with the job

(D callzen |

Dashboard Calle

Smart Clusters

Call

Grop Name

Inbownd outgolng calls

# Gimart Moments

Chat

Anatysed Transcrpls

11688

S Updats

§ Enquiring About Rental Budget

WHAT I8 your minimum 1o maximum rants
budget

pir dokivye LS Tme me bame uss time ke
Nisnab se check Karma padoega sir kitna yaha
po rent budgat ja raha hain kitna plans ||

one eight two sur maximum rent budge!
Kitna rahega saphka

View Mutmars £

Enable sto tag Enobde auto update

Chats

cluster with new

v Agents ™ Momaents Smart Clusters

Maments Crested Justarning Density

£ Enquiring About Bachelors Staying In the Property

11 s for farmily or 11 s for bachelor

nght and are you looking for ah are you going
10 stay with your famdly of are you looking for
bachelors

ah | am looking Tor male pg actusily

| »0 this are you looking aut for family for

faw Momant L

= Cheoklin " Automation 0N Conchng Settings

Usar Name Request Date Matus

Tanmay Saxona Aug 02,2023 04:48 PM @ Completed

£ Explaining the Process of Connecting with perso

50 you will be getting a call from jotl

| a0p abi call matia mein ¥ poocte karta hun
call sap

will giscannect and | will comes back 1o you

o

| o mere ko call ne rahs ha uske bant kirke plr

*Only relevant clusters are created as Smart Moments. The rest can be seen by clicking “All Clusters”



Checklists

Checklists are set of moments which can be used to evaluate the call against a script.

@ Ca”ZQn | Dashboard Calln ™ Chats ™ Agents ™ Moments N Smart Clusters Cheoklest \# Autornation

% Coaching Settings

Checklist Tanant Salas Agerta OEEESERTIN Create Checkiist

All the
Checkiist Name ampalan Name Caller Type Mode of calling Process Name Created Date Actions

created : ‘

C h ec kl ists Ca n Tenam Assure Plan Checklist RMSales agent nbound SalesTenantOUT Aug 23,2023 4:4) P\ o«

be See n O n Tenant Freedom Plan Checklist RMSales agent manual TenantAuto2IN Aug 23,2023 4:41 PM

”Checkl |St ” Tenant Relax Plan Chackiist AMSalas agent Auto TenantAutolN Aug 23, 2023 £:39 PM

The checklist can
be activated or
deactivated by
clicking on the
< . toggler under the
page. “Actions” column




Checklist Creation: Details

On clicking on the checklist page, Checklist creation flow will start

Detads

Checklist Details
‘:‘la: (I;l::(:‘klvl;l | D.e;f::p‘[:(;n‘rl K. Add the
i R relevant
fer - ((Toam) information in
op— the space

provided. The
fields may vary
based on the
organization
configuration

Terart Saley Agonts » ousumer X sgent &




Checklist Creation: Moments Addition

Add the active moments from the left side. The global moments can be found by selecting the Global radio button.
The rest of the moments can be found under filter.

Soite: Add the moments
to the checklist

® Fiter | Global
1 repport buildng

FREINS AMOUntL owrier

Over Promising Tanant Budgat . sdionn 1)

Payment Initiated

Instant property alerts 3 Location v sddicem 1]

The user may or

4 Retund expianation S may not give the
weightage to
moments. But it
should be
consistent. Either
weightage must
be given to all
moments or none

No Brokerage sefvice
Agent asking phone numbes
Share Number

Pitched Tenant Moneyback plan $_Riintro ¢ Mdwwe
Relocation

Pitchod Tenant Freadom Plan

Pitched Tanant Relax Pran

Capturing BHK Requiremant

+F+++F+F A+

Plan Amount Explanation




Checklist Creation: Moments Addition

Weighted checklist can be used by adding weightages.

Detalls Momants

®) Fliter ) Glabal
1 rapport bullding

MBS SIN0oUrit Owier

Ovear Promasing 2 Tenant Budget
Payment Initiated
Instant property alerts 3 Location
No Brokerage service
Agent askng phone number 4 Hefund explanation
Share Numbar

Pitchad Tenant Moneyback plan S RMintro
Relocation

Pitchad Tenant Freedom Plan
Pitchad Tenant Ralax Plan

Capturing BHK Requiremant

+ + + + + 4+ + + + + 4+ + 4

Plan Amount Explanation

*The call score will be calculated based on the weightage defined.
*If no weightage is given, all moments are given equal weightage by default.

+ 20

e s Draf l m

The user need to
add weightage to
all the moments
added if it is given
to any of the
moment.



Checklist Creation: Conditionality

The checklist can be conditionally eligible or not.

If unconditional,
then, it will be
eligible across all
the calls that
match against the
call filters defined
in the details page



Checklist Creation: Conditionality

If conditionality is enabled, then, it will be eligible only across all those calls, where the condition is met.

The conditions can
Detally Momants Condition be One Of four
condition:

@)  Enctle Dupendant Conditiens

Currently, the
condition can be
based on the
moments only.

Present: ALL Present
Not Present: ALL
— these should not be
ot P present together

Frozent is any one of

Present is not one of

Present is any one of:
OR condition

Present is not one of:
any of the moments
should not be
present

| ow n Deatt




Agent Screen

The user can view all the agents under the selected team under the Agents team

ED Ca"zen Onshboeed Calis ™ Chats N Agents ® Moments Smart Clusters (5] Checklist " Automatior N Coschung Settings R ﬂ The ind iVid Ual
“ t detail
Agents  Ten ses gunis [ @ viewsy. Today agent detalls
can be view by
ety evie i T Totat Talktin Negative Emotia Actwns H H
Juitiaio Koo Tonant Ralax Plan Checklint ¢ EAEIIE TR i ORI NS e Cl ICkI ng o n the
icon under the

ShailkMohammadirfan N.., 46 '\ X ) 3:22 min 2:35 hr 13 @ 52
Actions column
IshupAll NBTS29037 39 ) AL ! 2140 min a4 3
*~ L
SkSayofAll NBTS28055 42 ‘ " o 3:52 min 2143 e 8 b
MdNayeem NBTS28844 27 . M 0 4:25 min 1:59 hr n T 33
Rajdipnath NBTS28831 46 , W 0 2:38 min 20hr n
Q% View the calls
Pavitra Dappadhuli o 0 ] 0 0 sec 0 sec 0

done by the
Sneha R 0 ) 0 ) 0 sec 0 sec 0 L 52 agent




Agents Screen: More Details

S ShalkMohammadirfan NBTS29040

Avorage Talk Spos
w 46 46 ;4 189 WPM
alln Made sitomers Npachod

170 WPMm 2N WPM

o W203 secs % 0% J\ 28.26%
—_— Talk Ratio Par Call " Negoty tormar Sentiment

216 secs




Automations

Under automation tab, the user can view all the rules defined under the current configuration

F‘l , Ca"zen Dashbowrd Calln % Chots ™ Agenms T Moments Seoart Clusters % Checkliat Atpmatior 0N Coasching Settinge

The rules can be

activated/
N Rules Congmion Rules Action rention Date Creation fy Updated By vecurences O / deactivated On

Dwner with multipde Prope Condibar Update Google Sheot Jul 06,2023 03.01 PMm Uy Shankar Uday Shankw 28008 - |u! 7’
RSB Seller Asking refund 1 Conditor Update Google Sheat Jul 06,2023 D2:08 P\ Nikita Patankar Nikrta Patankar 1270 - 9]
Pamting Lead from Listing 1 Conditrar Trigger & Wobhook Jul 06,2023 12:35 PM Uday Shankar Uday Shankar A2 L 0N
Potantial Dolay Condibar Update Google Shoat Iul 06,2023 17 48 AM Shiok Burr Shiok Bum 6478 L 0o /
Loan Leads from BuyarSer 7 Conditior Trigges & Wabhook Wl 05,2022 02:11 PM Shobhit Bamariy Chandraprakush Sainl 0 o N
Intent To List Leod(GS She Conditor Update Google Sheot 052023 1257 M Aubanpreat Sran Rubanproet Sran 544 @ N /
Intont To List Laad Conditior Trigges a Webhook ul 05,2023 1281 PM Rubanpreot Sran Uday Shankae 1607 «© r
Claaning laads from PAM onditiar Trigges & Webhook Jul (M.2023 07,40 PV Somesh Choudhary Somash Choudhary 434 L o Y 4
NRI Loads Londibar Trigger & Wabhook Jul 03,2022 0150 PV Autian pront San Rubanpreet Soan 1832 L (n]

*Automations/Connectors can be used to take actions if a trigger event has occurred in a call, for example, voice issue
moment has occurred, or long silence highlight, or negative customer sentiment has been identified etc.




Automation: Create Rule ( Triggers )

To create a rule, click on button on the top right of the page.

Croate Rule

Rula Name

Autamation Noms

thththth

llllllllllll

A

The triggers for
the rule can be
selected out of
the options
defined in the
dropdown



Automation: Create Rule ( Actions )

If the trigger is present, then the defined action will be performed.

A

The action can
be chosen

from the drop
down and the

relevant fields
filled



