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1 Globitel Connect Help Center

Getting Started
D g

Get to know the system and learn how

to use it when you first start, View here.

My Profile

If you need to manage or modify
details related to your profile, View
here.

@ FAQs

For more help and information,
View here.

2 Handling
T2 Interaction

Learn how to handle customers’
interactions and all actions related to
this, View here.

P

DDU” Real Time
Monitor

For Managers. How to manage your
team and get full view of the contact
center activities, View here.

A Customer
Access

Learn what will the customers see
when they interact with you through
the system, View here.

O
C@ Administration

For Administrators. Learn how to
manage the system and modify
business and handling rules, View here.



< | Getting Started >

Clobitel



1 Login

Logging in is the initial step to access Globitel Connect. Your permissions, such as Agent or
Supervisor, will determine the system features and functionalities available to you.

How to access the Log In page?
To access the Globitel Connect web application, follow these sample instructions:
1. Open your preferred web browser. This could be Google Chrome, Firefox, Microsoft Edge, or
Opera.
2. Inthe address bar, enter the server URL in the following format: http://Server_Name:Port/gc-
mobile. Please ensure you replace Server_Name and Port with the specific details provided to
you from your administrator.

() Tip

The preferred web browser for Globitel Connect is Google Chrome. You can download it from this link. It
supports all operating systems, including Windows, Mac, and Linux.

How to log in?

LOGIN

: v Globitel Connect
:

lobitel

To Log in to your account on Globitel Connect, follow these steps:
1. Type your User Name in the 'Username Account' field.

2. Next, input your Password in the 'Password' field.


https://www.google.com/chrome/

3. Click on the 'Login' button or press Enter to proceed.

& Tip
Please make sure to use the correct credentials provided to you for a successful login. Also, you can change
your password to protect your account after the first login. You can find the details here.

Related Articles:
o Dashboard
e Testing your Camera and Microphone
e Getting ready for engagements

e Change My Password



2 Share Screen (Required)

This is a crucial step for you to start using the system. You will need to share your browser entire
screen with the system so that it records your screen activities for the purpose of Quality
Monitoring.

Caution

The system will not allow you to proceed or handle interactions if you do not perform this step.

Alert !

You must share the entire screen.

How to share your browser entire screen?
After you log in, the system will automatically show a pop-up window, where you need to follow
these steps:

1. Click on the "Entire Screen" tab in the pop-up window.

2. Proceed to select your entire browser screen.

3. Finally, click on the "Share" button to commence the screen sharing.




Choose what to share with agc.globitel.com:8443

The site will be able to see the contents of your screen

. ’ Chrome Tab F Window Entire Screen

I
I
| Select a tab to share
LOGIN 1
I
agent10 |
I
| : nnect
el I
|
C oan |
I
lobite| 1
1 Cancel Share
\ 1
I
I
I
I
I
I
|
I
1
Choose what to share with agc.globitel.com:8443
The site will be able to see the contents of your screen
Chrome Tab Window Entire Screen
e N
LOGIN - mnect
= I e e
I 1
agent10 ——
|
Entire screen 1 t
cecessecaanes \ Y,
| . nnhec
el
|
QO oein !
|
lobite|
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& Tip
The system will record all your screen activities as long as you're logged in. It will stop recording your screen
activities only if you log out.

Related Articles:
e Testing your Camera and Microphone
e Getting ready for engagements

1



3 My Dashboard

This is the first screen you will access after logging in and sharing your screen. It's a landing page that
provides comprehensive details about customers interactions, your own performance, and being
ready to receive new customer interactions. This is extremely useful for giving you a view of what's
happening around you.

This screen consists of the following parts:

1. Stats cards (queue and appointments).

2. Profile and status panel.
3. Interaction history and appointments grid.
= Globitel Connect mﬁféﬁ“: C : agent1 °
Queue Status
Profile
AN T ]

In Queue Now Longest Waiting Time Appointments Today
0 00:00 12

My Calls My Calls  Appointments Today v
agent1

Supervisor
Date/Time Customer Name CSAT Duration

22 % 2024-08-09 17:21:58 ) e e 5 (00:02:09)
agent1@globi NWC_AgentsTeam962788233987 2024-08-09 17:19:156 Abdelrahman Ragab 5 (00:00:22)
tel.com
2024-08-09 17:09:33 Abdelrahman Ragab - (00:01:55)
2024-08-09 17:05:49 Saja ANDROID - (00:00:00)
Q  Default - MacBook Pro Mi... ¥ Test 2024-08-09 17:05:49 Saja ANDROID - (00:00:16) L
My CSAT ® My CSAT My Availability @ My Availability My AHT Login Time

(JqQ FaceTime HD Camera (Bui... ¥ Test ® Team CSAT ® Team Availability

00:01:28 00:56:32
. Team 00:01:01 Team 19:08:04
X...}

3.1 Stats Cards (Queue Status)

These are cards at the top of the dashboard screen that give you an idea of what is happening with
the customers at the current moment. There are three cards to show you the following:
e In Queue Now (#): This is the number of customers that are currently waiting in the lobby to
be answered.
e Longest Waiting Time (MM:SS): This displays the time of the customer who has been waiting
the longest.
o Appointments Today (#): This is the total number of all customer appointments for the
current day.

12



S X 5

In Queue Now Longest Waiting Time Appointments Today

1 02:32 1

3.2 Profile and Status Panel
The profile panel displays your profile information, which includes:

e Profile Picture: Your image displayed during customer calls.
e Full Name: Your full name displayed during customer calls.
e Email: Your registered email in the system.

e Team: The team you belong to.

e Phone Number: Your work phone number.

The status panel allows you to update your current availability status, preparing you to start getting

ready for engagements with customers

13



Profile

agent1
Supervisor
22 (S
agent1@globiNWC_AgentsTeam962788233987

tel.com

@ Default - MacBook Pro Mi... ¥ Tast

(0)Q FaceTime HD Camera (Bui... ¥ Test

. v
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3.3 Interaction History and Appointments Grid

This grid shows you the history of your interactions with customers and all upcoming appointments.

& Tip

If you have supervisor permissions, you will be able to see all interactions history and appointments for your

team.

Interaction history tab covers the following information:

Name

Date & Time

Customer Name

CSAT (Customer
Satisfaction Score)

Description

This shows the start date and time of each interaction.

This shows the full name of the customer.

This displays the customer's rating of the call, which is a rating between 1(lowest
rating) to 5 (highest rating) based on the survey result and in case of norating it

shows "--".

This refers to the duration of each interaction. The colors indicate the start and

Duration end periods. For instance, green indicates 0 to 2 minutes, yellow indicates 2 to 4
minutes, and red represents 4 to 6 minutes.
My Calls My Calls  |Appointments Today v

Date/Time Customer Name CSAT Duration

2024-08-09 17:21:58 G gl 5 (00:02:09)

2024-08-09 17:19:15 Abdelrahman Ragab 5 (00:00:22)

2024-08-09 17:09:33 Abdelrahman Ragab (00:01:55)

2024-08-09 17:05:49 Saja ANDROID (00:00:00)

2024-08-09 17:05:49 Saja ANDROID (00:00:16)

My CSAT @ My CSAT My Availability ©® My Availability My AHT Login Time

® Team CSAT ® Team Availability
00:56:32

e

00:01:28
I Team 00:01:01

Team 19:08:04

15




Appointments tab covers the following information:

Name Description

Appointment Time Shows the appointment slot in date and time format.

Call Completion This displays the current status of the appointment if it is upcoming,
Status completed or cancelled.
Appointments My Calls Appointments

Appointment Time Call Completion Status
2024-08-0116:55:00 - 2024-08-0117:00:00 Upcoming

Related Articles:
e Getting ready for engagements
e Interaction history

e Appointments

16



4 Testing Your Microphone & Camera

This feature allows you to test your camera and microphone before interacting with customers,
ensuring that your computer's microphone and camera are working properly.

Caution

Please ensure your computer has an integrated or built-in camera and microphone to use Globitel Connect.

Without these, you won't be able to receive interactions.

4.1 Test my Microphone

& Tip
The system selects the built-in microphone by default. You can click the "Test" button to start testing this
microphone.

To test external microphone, follow these steps:
1. Connect your microphone to your computer.
Click on the drop-down list next to the microphone icon in the profile panel.
Select the custom microphone you want to test.
Click on the "Test" button and start speaking to view your voice frequency.

vk W

Finally, click on the "Stop" button to end your test.

17




Profile Profile

0 0

Profile

0

creating manual creating manual creating manual
Supervisor Supervisor Supervisor
=) EXS S 2 S (=) EXY A
User1@Globit GC Web 96279000000 User1@Globit GC Web 96279000000 User1@Globit GC Web 96279000000
elConnect.co  Agents elConnect.co  Agents elConnect.co  Agents
m m m
None
3
@ Default - Internal Micropho... ¥ Test 2 | O Default - Internal Microphone (Builtin)
Internal Microphone (Built-in) @ Defaut - Intornal Microph... |+ S0P
Test
FaceTime HD Camera - Tes
O Test O Microsoft Teams Audio Device (Virtual)
()4 FaceTime HD Camera v Test
C v O v ey
® v

4.2 Test my Camera

4

& Tip

The system selects the built-in camera by default. You can click on the "Test" button to start testing this

camera.

To test external camera, follow these steps:

1.

A W

Connect your camera to your computer.
Click on the drop-down list next to the camera icon in the profile panel.
Select the custom camera you want to test.

Click on the "Test" button to start viewing your face in the profile picture.

Finally, click on the "Stop" button to end your test.

18




Profile

creating manual
Supervisor

8 S

Userl@Globit GC Web 96279000000
elConnect.co  Agents
m

Q Default - Internal Micropho... ¥ Test

1 (4 FaceTime HD Camera v Test
) v Ready

Related Articles:

e Getting ready for engagements

Profile

creating manual
Supervisor

a8 S

Userl@Globit GC Web 96279000000
elConnect.co  Agents
m

@ Default - Internal Micropho... ¥ Test

None

2 (O FaceTime HD Camera =

Profile

.

creating manual
Supervisor

£ S

Userl@Globit GC Web 96279000000
elConnect.co  Agents
m

Q  Internal Microphone (Buit-in) ~ Test

+ Stop

(O FaceTime HD Camera
Test

° v
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5 Interaction History

The interaction history feature provides a comprehensive overview of your past calls with customers.
How can | access the interaction history?
On the "Dashboard" page, you can view the details of your calls in the "My Calls" grid. The following

information is available:

Name Description

Date & Time This shows the start date and time of each interaction.

Customer Name This shows the full name of the customer.

CSAT (Customer This displays the customer's rating based on the rating survey results after the
Satisfaction Score) interaction and is a rating from 1 (lowest rating) to 5 (highest rating).

This refers to the duration of each interaction. The colors indicate the start and
Duration end periods. For instance, green indicates 0 to 2 minutes, yellow indicates 2 to
4 minutes, and red represents 4 to 6 minutes.

& Tip

You can filter your previous interactions by "This Month", "Today", "This Week", or "Last Month".

Also, you can view the call statistics and charts as follows:

e My CSAT (%): Displays the Customer Satisfaction Score (CSAT) percentage out of 100, based
on survey results for you and your team.

e My Availability (%): Shows data on agent availability for you and your team. It calculates the
ratio between overall ready time and duty time for selected durations (today, this week, this
month, and last month). Ready time includes on-call and available time, while duty time
encompasses on-call, available, online, do not disturb, and break times.

e My AHT (HH:MM:SS): Displays the average handling time (AHT) for all records, measured in
hours, minutes, and seconds, for you and your team.

e Login Time (HH:MM:SS): Displays the total time logged in from the login moment to the
current time for you and your team, measured in hours, minutes, and seconds.

20




My Calls My Calls  |Appointments Today
Date/Time Customer Name CSAT Duration
2024-08-09 17:43:13 Abdelrahman Ragab 5 (00:00:36)
2024-08-09 17:21:58 S aaJllae 5 (00:02:09)
2024-08-09 17:19:15 Abdelrahman Ragab 5 (00:00:22)
2024-08-09 17:09:33 Abdelrahman Ragab - (00:01:55)
2024-08-09 17:05:49 Saja ANDROID - (00:00:00)
My CSAT ® My CSAT My Availability @ My Availability My AHT Login Time
® Team CSAT ® Team Availability
00:01:15 01:01:14
l Team 00:01:24 Team 21:28:35
This Month [l
My Calls My Calls Appointments
This Week
Date/Time Customer Name CSAT Duration Last Month
2024-08-09 17:43:13 Abdelrahman Ragab 5 (00:00:36)
2024-08-09 17:21:58 G peallae 5 (00:02:09)
2024-08-09 17:19:15 Abdelrahman Ragab 5 (00:00:22)
2024-08-09 17:09:33 Abdelrahman Ragab - (00:01:55)
2024-08-09 17:05:49 Saja ANDROID - (00:00:00)
My CSAT @ My CSAT My Availability @ My Availability My AHT Login Time
® Team CSAT ® Team Availability
00:01:15 01:02:15
l Team 00:01:24 Team 21:32:26
Related Articles:

e Dashboard

e Getting ready for engagements



6 My Appointments

The Appointments feature provides an overview of all upcoming and scheduled appointments with

customers.

How do | access the list of upcoming appointments?
On the Dashboard page, you can view appointment details through the “Appointments”
tab. The following information is available:

Name

Description

Appointment Time

This displays the appointment booking slot by the customer in date
and time format.

Call Completion Status

This displays the current status of the appointment if it is upcoming,
completed or cancelled.

Appointments

Appointment Time

2024-08-0116:55:00 - 2024-08-0117:00:00

Related Articles:

e Dashboard

My Calls Appointments

Call Completion Status

Upcoming

e Testing your Camera and Microphone

22



7 Getting Ready for Engagements

Now, you have logged in; you can start handling interactions with customers. Here you need to tell the
customers that you are ready. Otherwise, you will not receive any interaction as the system will assume that

you are busy.

A Caution

If you are a supervisor handling only interactions transferred from your team members, you need to be ready.

Otherwise, the system will assume that you are busy and you will not receive any transferred interactions.

How to get ready for engagements?

To be ready for interactions, press the "Ready" button located under your profile panel in the dashboard.

Profile Profile

©

&

creating manual

creating manual
Supervisor

Supervisor

Q 22 S

N
User1@Globit GC Web 96279000000

elConnect.co  Agents
m

User1@Globit GC Web 96279000000
elConnect.co  Agents
m

QJ Default - Internal Micropho... ¥ Test @ Internal Microphone (Built-in) ¥ Test

(JQ FaceTime HD Camera ¥ Test 0Oq FaceTime HD Camera ¥ Test

Read
o v [ J Not Ready B% eady

Related Articles:
e Dashboard
e Testing Your Microphone & Camera

23
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8 Receiving A New Interaction

If you are ready, the system will begin sending customers' interactions for you to handle them.
When a new interaction is allocated to you, a notification window will appear on your screen
accompanied by a ringing tone.
This notification window provides the following details:

e Whether the call is for a new appointment or immediate support interaction.

e Options to enable or disable your camera.

o Customer information, including the customer's name, email, and phone number.

o Options to answer or reject this interaction.

8.1 Answer the Call

Press the green "Answer { "icon to accept the call and start interacting with the customer.

Qs New Appointment

o o

Abdelrahman Ragab
aragab@globitel.com
01156296241

-® ©

A Caution

Be sure to activate the microphone sound and turn on the camera (if required) when answering the call.

25




Q. New Appointment

9 5 |G

Abdelrahman Ragab
aragab@globitel.com
01156296241

8.1 Reject the Call

To reject the call, press the "Reject ¢ "redicon.

A Caution

If you do not answer to an incoming interaction within 5 seconds, the system will assign this interaction to
another ready team member and set your status to "Not Ready". If you press "Reject", the interaction will be
sent back to the queue, and your rejection of the call will be recorded in the system. This option should be
used only in emergency situations.

26




Q. New Appointment

9 o

Abdelrahman Ragab
aragab@globitel.com
01156296241

@ 0O~

Related Articles:

e Testing your Camera and Microphone
e Call Transfer

e Change Background and/or Blur

e C(Chat

e Exchanging Documents

27



9 Conference Room Functions

Once you have answered the call, the conference room will appear, enabling interaction with the
customer. You view the customer's photo and hear their voice.
The conference room page is divided into three main sections:

1. Meeting Panel: This section displays the live photos and microphones status of the customer

and yourself.
2. Customer Information Panel: This section showcases the customer's information.

3. Conference Functions: This section provides the necessary actions you can perform during

the meeting.

Globitel Connect

In Queue Longest Waiting Abdelrahman Ragab
[
Customer View

Customer Info G
Customer ID 11223344
Age 28
City
Name Abdelrahman Ragab
Email aragab@globitel.com
Mobile 01156296241

National ID 11111111111

Gender

o RN ) K
ot & O O = A W SN p— -

Stop Video Mute Chat Share Screen Transfer Conference Background Effect

9.1 Conference Functions
Here are eight functions you can utilize during interactions with customers in a conference:

1. Turn your camera ON/OFF.

2. Mute/Unmute your microphone.

3. Share your screen with customer.

4. Transfer the call to another ready agent.
5

Initiate a conference call with the supervisor.

28



6. Change the background while sharing your camera.
7. Chat with the customer.

8. Exchange documents with the customer.

9.1.1 Turn your Camera On/Off

To toggle your camera on or off during customer interaction, click on the "Camera" icon. You can find this in
the conference functions section, located at the bottom of the meeting room page.

Globitel Connect

In Queue Longest Waiting Abdelrahman Ragab
0

Customer Info G
Customer ID 11223344
Age 28
Province
city
Name Abdelrahman Ragab
Email aragab@globitel.com
Mobile 01156296241
National ID 1111111111
Gender
[
el 9 O D = By SRR W ...
Stop Video Mute Chat Share Screen Transfer Conference Background Effect

29



9.1.2 Mute/Unmute your Microphone

To toggle your microphone mute or unmute during customer interaction, click on the
"Microphone" icon. You can find this in the conference functions section, located at the bottom of
the meeting room page.

Caution

Do not mute your microphone during interaction with the customer. You may only mute it if your action does
not require speaking with the customer.

Globitel Connect

In Queue Longest Waiting Abdelrahman Ragab
0

Customer Info (4
Customer ID 11223344
Age 28
Province
City
Name Abdelrahman Ragab
Email aragab@globitel.com
Mobile 01156296241

National ID 11111111111

Gender

SD\/qd % g] Sh% T:, . ?Kg . k:{_}gdm ®Recording [ New Appointment m
9.1.3 Initiate a Conference call with the Supervisor

You can create a conference call with a ready supervisor by clicking on the "Conference" action. The
ready supervisor will appear, or you can search for them by name to add them to the meeting.
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10 Call Transfer

This function enables you to transfer your active interaction with customer to another ready and

available agent for handling.

How can | transfer the call to another agent?

To transfer the call, follow these steps:

1.

2
3.
4

Click on the "Transfer" button located in the meeting functions section.

. A pop-up window will appear, showing available agents by default.

You can search for a specific agent by typing their name in the search box.

Finally, select the agent and click on the "Transfer" button.

32



In Queue Longest Waiting
4
Customer Info [
CustomerID 11223344
Age 28
Province
City
Name Abdelrahman Ragab
Email aragab@globitel.com
Mobile 01156296241
National ID 111191
Gender
(@
Stop Video
In Queue Longest Waiting
0 0:0
Customer Info G
Customer ID 11223344
Age 28
Province Riyadh
ciy Riyadh
Name Abdelrahman Ragab
Email aragab@globitel.com
Mobile 01156296241
National ID RN
Gender Male
(@
Stop Video
In Queue Longest Waiting
0 0:0
Customer Info [
Customer D 11223344
Age 28
Province Riyadh
City Riyadh
Name Abdelrahman Ragab
Email aragab@globitel.com
Mobile 01156296241
National ID ETERET]
Gender Male

Stop Video

Abdelrahman Ragab

9 ) ™ = % o

Mute Chat Share Screen | Transfer Conference  Backgrou

Effect

Abdelrahman Ragab

Transfer

[ showAll

Ready Agents

o T
L]

g OO O = KB

‘
Mute Chat ShareScreen  Transfer  Conference Backgroind Effect

Abdelrahman Ragab

Transfer

Show All

All Agents
P
agent10

agent2

agent3

s — Y o!
9 O ) = % o
Mute Chat Share Screen Transfer Conference  Background Effect

®Recording [T N

®Recording [ New Appointment

recorting [new appointment ([ RN

33



Related Articles:

e Chat
e Exchanging Documents
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11 Change Background and Blur

While using your camera, you can utilize this feature to change or blur the background during
customer interactions.

A Caution

Use this function only when using your camera with a customer.

11.1 How to Change the Background Image?

Follow these steps to change your background image:
1. Click the "Change Background" button located in the conference functions section of the
meeting room.
2. A"Background Effect" panel will appear.
3. Select your preferred background image from the "Image Background" section.
4. Finally, you can see this effect in the meeting section. Customers will see this background

while interacting with you.
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11.2 How to Apply a Blur Effect to the Background?

Follow these steps to apply a blur effect for your background:

1

Click the "Change Background" button located in the conference functions section of the
meeting room.

A "Background Effect" panel will appear.
Select "Blurred" from the "Blurred Background" section.

Finally, you can see this effect in the meeting section. Customers will see this background while
interacting with you.
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& Tip
You can remove the background image or blurred effect by selecting "No Effect" from the "Background Effect"

panel.

Related Articles:

e Room Functions
e Chat
e Exchanging Documents

39



12 Screen Sharing During the Interaction

During customer interactions, you can share your screen to provide necessary information or
explain how to use the services that require screen sharing.
How can | share my screen with a customer?
It's simple, just do follow these steps:
1. Click on the "Share Screen" button, which is located in the meeting functions section.
2. Inthe pop-up window, select the required tab, such as Chrome Tab, Window, or Entire
Screen.
3. Then, select the screen you need to share.

4. Finally, commence screen sharing by clicking on the "Share" button.
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Tip
To stop sharing your screen, simply click the "Share Screen" button again. It's located in the meeting functions

section.

Related Articles:
e Room Functions
e Exchanging Documents
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13 Chat

The chat feature allows you to exchange text with customers during an interaction. This feature is
especially helpful when you need to share details such as numbers or addresses that require

memorization. It's also beneficial when the internet connection is weak and you need to convey

crucial information.

How can | chat with customer?

You can chat with a customer by following these steps:
1. Click the "Chat" button located in the conference functions section of the meeting room.
2. The chat panel will appear, where you can view customer messages.

3. To send a message, type it in the message box and press "Enter".

A Caution

If you have important information related to an interaction, copy that before the call ends. Otherwise, the data

from the chat will be lost when the call is ended.
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Related Articles:
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14 Exchanging Documents

The uploading documents feature allows you to exchange files with customers during an interaction. This
feature is especially helpful when you need to share documents such as invoices.
How can | share documents with customer?
You can share documents with customer, do the following steps:
1. Click the "Chat" button located in the conference functions section of the meeting room.
2. The chat panel will then appear, where you can view messages or files from the customer.
3. Click on the "File" icon.
4. The file manager will open for you to select the file.
5

Select the specific file that you want to share and press "Enter" to send it to the customer.

A Caution

If you have important files related to an interaction, download that before the call ends. Otherwise, the files

from the chat will be lost when the call is ended.

& Tip

Supported file types include Images, Videos, Documents (PDF, Docx, XLSX), and Zip files.
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15 Requesting a Meeting

As a customer, you have the ability to request a new appointment or immediate support, which will
initiate interaction with an agent.
How to request a new meeting?

1. Navigate to the URL provided by customer support or find it on the customer support page.

2. Input the necessary personal information: National ID, Account Number, Account Type,
Name, Age, Mobile, Email, and City.

3. Choose the type of meeting you want. There are two options: 'Appointment’, which enables
you to select a custom date and time, or 'Immediate Support', which is for requesting a
meeting now.

Click 'Book Appointment' to begin the meeting request process.

5. A pop-up will appear containing the link to your meeting.

6. If you selected immediate support, you can copy and paste the link into a new browser tab
to start a meeting with an agent.

& Tip

If you requested a meeting, an email containing the meeting link and your details will be sent to you.
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National Water Company

National ID AccountNumber

AccountType Name

" Personal T ‘ ‘
Age Mobile

Email City

example@domain.com

[hora . ‘
@ Appointment O Immediate Support

Appointment Date Available Times

17/03/2024

aubqllolallabul [

National ID AccountNumber
10226565356 10000
AccountType Name
[ personal | Mahmoud Mohamed
Age Mobile
23 01156296241
Email City
mm@globitel.com Abha v

@ Appointment O Immediate Support

Appointment Date Available Times

17/03/2024 Get Available Times ‘ [ 2230- 2245 -
Book App t @

e o e e e e e e e e e ==y

Your appointment will be at 03/17/2024.

the below is the appointment link:

htpsiage globitl ; S )

A notification has been sent to you with the appointment details.
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16 Starting a Meeting

After requesting a meeting, click on "Ready for Engagements" to begin interacting with an agent.

A Caution

Make sure your default microphone is unmuted and your camera is turned on before you start interacting with
the agent.

The meeting room will be displayed, and it features two sections:
1. Meeting Panel: This section shows the live feed and microphone status of both the agent and yourself.

2. Meeting Functions: This section contains various actions you can perform during the meeting.
16.1 Meeting Functions

Here are seven functions you can use during your interaction with the agent in the meeting room:

1. Turn your camera ON/OFF.

Mute/Unmute your microphone.

Share your screen with the agent.

Change the background while your camera is on.
Chat with the agent.

Exchange documents with the agent.

N o ovoA w N

Hang Up to end the meeting and rate your experience.

& Tip

After ending the call, you can rate your experience with the agent on a scale from 1 to 5, with 5 being the
highest and 1 the lowest.
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17 Modify Profile Photo

You can update your profile picture through the profile section located within your workspace
(dashboard) by clicking on the camera icon next to the default photo to activate the camera and take

a profile photo so that it appears to customers when interacting with them.

Profile Profile

creating manual

creating manual
Supervisor

Supervisor

22 S

Userl@Globit GC Web 96279000000
elConnect.co  Agents
m

22 S

User1i@Globit GC Web 96279000000
elConnect.co  Agents
m

@ Default - Internal Micropho... ¥ Test @ Internal Microphone (Built-in) ¥ Test

+ Stop

(Jq FaceTime HD Camera
Test

(Oq FaceTime HD Camera ¥ Test

. v . 7

Related Articles:
e Dashboard

e Testing your Camera and Microphone
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18 Change Password

You can change your current password to secure your account or if you're logging into the system
for the first time and need to change the provided password.
How can | change my current password?
To change your password, follow these steps:
1. Click on the drop-down list near your profile picture in the header.
2. Select "Change Password" from the drop-down.
3. A pop-up will appear for changing your password.
4. Enter your current password in the "Current Password" field.
5

Finally, enter and confirm your new password and click "Save".

& Tip

Ensure you create a strong password with at least eight characters. It should include at least one number, one

special character, one uppercase letter, and one lowercase letter.
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19 Track Agents Performance

As a supervisor, you can oversee your team's performance and access a detailed statistical analysis of
agent statuses.

How can | access the team monitoring page?
To access the team monitoring page, follow these steps:

1. Click the options icon on the left side of the header.
2. From the drop-down menu, select "Team Monitoring".

3. You will view the team monitoring page.

There are four cards on the team monitoring page, described as follows:

19.1 In Queue Now

The "In Queue Now" card provides managers with real-time statistics about customers for the
current day:

e In Queue Now (#): Displays the total number of customers currently in the virtual queue
awaiting agent interaction.

e AVG. Waiting (MM:SS): Displays the average waiting time of customers who typically wait
beyond the Acceptable Average Wait Time, a time configured by the administrator (default
is 10 minutes).

e Longest Waiting (MM:SS): Indicates the wait time of the customer who has been waiting the
longest.

19.2 Handled Interactions

Within the "Handled Interactions" card, managers can view the following real-time statistics about
handled calls for the current day:

Handled Interactions (#): This represents the total number of interactions answered by
agents, not including those that were abandoned.

e AVG. Response Time (MM:SS): The Average Response Time shows the average time taken
to initially respond to customer calls.

e AVG. Duration (MM:SS): The Average Handle Time represents the average duration of calls
managed by agents.

e Abandoned: This displays the total number of calls abandoned by customers.
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19.3 Agents

The "Agents" card enables managers to view the following real-time statistics about agents for the
current day:
e Agents (#): This shows the total number of agents in the team.

o Agents Ready (#): This represents the total number of agents ready to accept customer
calls.

e Agents Available (#): This signifies the total number of agents currently active and available
in the system.

e Agents On Call (#): This indicates the total number of agents currently engaged in

customer calls.

19.4 Appointments Today

Within the "Eligible Appointments Today" card, managers can view the following real-time statistics
about the last and next appointments for the current day:

e Appointments Today (#): This represents the total number of appointments for the current
day.

o Last Appointment: This indicates the time slot allocated for the last appointment of the
day.

e Next Appointment: This represents the time slot designated for the next upcoming
appointment.
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20 Monitoring Team Interactions & Appointments

feature allows you to monitor all of your team's interactions and appointments and is divided into

two sections:

o Team Interactions: Provides you with the status of the team's availability and offers statistics

on customer satisfaction and the number of calls handled for each agent.

e Team Appointments: Provides a list of all appointments that have been booked and the

completion status of each call.

20.1 Team Interactions

The "Team Status" tab allows supervisors to track the interactions of each team member (agent) in

real-time.

b Tip

You can filter your team interactions by "This Month", "Today", "This Week", or "Last Month".

The following information is available:

Name

Description

Agent Name

This is the full name of the agent, given in the format: First Name, Last Name.

Current Status

This shows the agent's real-time status and time, indicating whether they are
online, ready for calls, currently on a call, or offline.

Log In Time This shows the date and time the agent logged into the system.

Handled This is the total number of calls the agent has handled.

AHT (Sec) This is the average duration of calls managed by agents in seconds.

CSAT (Customer This displays the customer's rating based on the rating survey results after the

Satisfaction Score)

interaction and is a rating from 1 (lowest rating) to 5 (highest rating).
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& Tip

The colors on the current status indicate the start and end periods. For instance, green indicates 0 to 2
minutes, yellow indicates 2 to 4 minutes, and red represents 4 to up.

Also, you can view the call statistics and charts as follows:

e Team CSAT (%): Displays the Customer Satisfaction Score (CSAT) percentage out of 100, based

on survey results for your team.

e Team Availability (%): Shows data on agent availability for your team. It calculates the ratio

between overall ready time and duty time for selected durations (today, this week, this

month, and last month). Ready time includes on-call and available time, while duty time

encompasses on-call, available, online, do not disturb, and break times.

e Team AHT (HH:MM:SS): Displays the average handling time (AHT) for all records, measured in

hours, minutes, and seconds, for your team.

e Team Login Time (HH:MM:SS): Displays the total logged-in time from the moment of login to

the current time for your team, measured in hours, minutes, and seconds.

Team Interactions

Agent Name Current Status

agent1i@example.com @ online (00:00:20)

agent2@example.com

agent3@example.com

agent4@example.com

Team CSAT Team Availability

60% 5%

Team Interactions

Log In Time

Team Appointments

Handled

3

[

[

2

Team Avg.Handling Time

00:01:01

Today v

AHT (Sec) CSAT Action

88 5
0 [
0o [

Team Login Time

19:08:26
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20.1.1 What actions can | take to monitor a current interaction (3-dot icon - (-))?

In the "Team Status" section, supervisor can perform actions by clicking on the options icon. Actions
such as "Listen," "Whisper," or "Barge In" are available during an active interaction.

Listen: This feature allows the administrator to silently listen in on a call
made or answered by an agent. This can aid in assessing the agent's
performance and understanding customer interactions.

Whisper: This feature enables the administrator to provide live advice and
guidance to an agent during a call. The administrator's line is unmuted,
but the audio is only delivered to the agent, thus not interrupting the call. W Bageln
Barge In: This feature allows administrators to join a live call, making it a

three-way conversation. This is particularly useful in situations where the

agent may need assistance in handling a difficult call.

| 2 Listen

;‘) Whisper

20.2 Team Appointments

The "Team Appointments" tab enables supervisors to monitor and manage all appointments across

the entire organization in real time.

The following information is available:

Name

Description

Customer Name This shows the full name of the customer.

Appointment Time  This displays the appointment booking slot by the customer in date and time format.

Customer Info Displays all information about the customer, including required details.
Call Completion This displays the current status of the appointment if it is upcoming, rescheduled,
Status completed, or cancelled.

Action (3-dot icon) Allows the supervisor to cancel upcoming appointments.
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Team Appointments Team Interactions | Team Appointments - Export Date From-To (& Export

Customer Name Appointment Time Customer Info Call Completion Status Action

Abdelrahman Ragab 2024-08-0116:55:00 - 2024-08-01 17:00:00 Upcoming

¢ Customer Info

Customer ID

Age

Riyadh
Abdelrahman Ragab
aragab@globitel.com
01156296241
11111111111

Male

Customer Class

HTip

The supervisor can export appointments by selecting start and end dates, then clicking export to download the
team appointments as an Excel file.
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= Globitel Connect &,F’_‘:‘L‘,’,,“,“(’L;‘E;";@ ’ agent!

31

Supervisors can cancel a scheduled appointment by selecting it from the team appointments tab,

clicking the three-dot icon under ‘Actions,” and confirming the cancellation.

Related Articles:

(]

o Dashboard (Workspace)

Cancel
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21 Login

Logging in is the initial step to access Globitel Connect Administration Portal.
How to access the Log In page?
To access the Globitel Connect Admin Portal, follow these sample instructions:
1. Open your preferred web browser. This could be Google Chrome, Firefox, Microsoft Edge,
or Opera.
2. Inthe address bar, enter the server URL in the following
format: http://Server_Name:Port/gc-mobile. Please ensure you
replace Server_Name and Port with the specific details provided to you from your
development team.
How to log in?
To Log in to your account on Globitel Connect Admin Portal, follow these steps:
1. Type your User Name in the 'Username' field.
2. Next, input your Password in the 'Password' field.
3. Click on the 'Login' button or press Enter to proceed.

HTip

Please make sure to use the correct credentials provided to you for a successful login. Also, you can change
your password to protect your account after the first login. You can find the details here.

Clohitel

Globitel Connect

Related Articles
e Change Password
e System Settings
e About the System
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22 My Dashboard

This is the first screen you will access after logging in. It's a landing page that provides
comprehensive details about interactions summary and current interactions. This is extremely useful
for giving you a view of what's happening around you.

HTip

You can export the dashboard data as an Excel file by clicking on the Export button in the top-right corner.

This screen consists of the following parts:
1. Filters Section.
2. Interactions Summary Stats
3. Current Stats.

8 Globitel Connect = ‘Administration Portal © 08/09/2024 19:04:43 ’ NWC_Root ~
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22.1 Filters Section
This section allows you to apply various filters to view the related statistics according to the selected
criteria.
There are three filter criteria as follows:
1. Team: Filter data for a specific team or use the default option (All Teams).
2. Agent: Filter data for a specific agent or use the default option (All Agents).
3. Time Interval: Filter data by custom dates, such as This Month, Today, This Week, or Last
Month.
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22.2 Interactions Summary

This section appears after the filter section on the dashboard screen, providing a summary of

interactions for the current month by default. You can use filters to view custom data. There are six
cards displaying the following:

Handled Interactions (#): The total number of interactions except the missed calls.

Average Response Time (MM:SS): The average waiting durations time for all the interactions,
shown in minutes:seconds format.

Abandoned Calls (#): The total number of calls abandoned by customers.

Availability (%): Shows data on agent availability, either for the entire team or specific team. It
calculates the ratio between overall ready time and duty time for selected durations (today,
this week, this month, and last month). Ready time includes on-call and available time, while
duty time encompasses on-call, available, online, do not disturb, and break times.

CSAT (%): Displays the Customer Satisfaction Score (CSAT) percentage out of 100, based on
survey results for all agents.

Average Handle Time (MM:SS): The average duration of calls managed by agents, shown

in minutes:seconds format.

22.3 Current Stats

This section provides an overview of the current team's real-time activities on the system. There are

five cards displaying the following:

Queue Length (#): The total number of customers currently in the virtual queue awaiting
agent interaction.

Average Wait Time (MM:SS): Displays the average waiting time of customers who typically wait
beyond the Acceptable Average Wait Time, a time configured by the administrator (default is
10 minutes).

Agents Online (#): The total number of agents ready to accept customer calls.

Agents Available (#): The total number of agents currently active and available within the
system.

Agents On-Call (#): The total number of agents currently engaged in customer calls.

Related Articles:

Change Password
Roles Management
System Settings
About the System
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23 Roles Management

Under roles management (Privileges Groups), you can create a new group of roles, update selected

groups, and delete selected groups. You can select this group of roles when adding a new user to

determine their access to the agent or admin portal according to these roles.

H Tip

You can export all privileges groups in CSV, Excel, or PDF format.

How can | access roles management (privileges groups)?

To access roles management section, follow these steps:
1. Click on the User Management drop-down in the left side panel.
2. Select "Privileges Groups" from the drop-down.

3. Anew page will appear displaying a list of all groups.

HTip

You can search for any group by typing the group name in the search box to view the matched results.

3 Globitel Connect —  Administration Portal © 07/04/2024 04:18:14 ,’ NWC_Root v

[g[] Dashboard
S |~ [
% User Management M

nn Search: Group Name v
Teams
Skills Group Name
Users NWC_Agents
Change Password NWC_AdminGroup
/ System Management
Show 10 v entries .
@ About System Previous Next

Showing 1 to 2 of 2 entries

69




23.1 Add Role

You can add a new group by clicking on the "[#]" icon on the main page of the privileges groups

management and filling in the following fields:

e Group Name: Use this field to add a friendly name for this group, such as "Admin Group" or

"Agent Group".

Then, you need to select which portal to link with this group. There are two portals:

1. Administration Portal: Select roles for accessing the administration portal, such as managers.

2. Agent Portal: Select roles for accessing the agent portal, such as agents or supervisors.

23.1.1 Administration Portal Roles

Role

Description

About System View Only

Allows viewing of system information.

Auto Reports Add with View

Allows adding and viewing auto-generated reports.

Auto Reports Delete with View

Allows deleting and viewing auto-generated reports.

Auto Reports View Only

Allows viewing of auto-generated reports.

Change Password

Allows the user to change their password.

Customer Form Add with View

Allows adding and viewing customer forms.

Customer Form Delete with View

Allows deleting and viewing customer forms.

Customer Form Update with View

Allows updating and viewing customer forms

Customer Form View Only

Allows viewing customer forms.

Dashboard

Allows access to the dashboard stats.

Privilege Groups Add with View

Allows adding and viewing privilege groups.

Privilege Groups Delete with View

Allows deleting and viewing privilege groups.

Privilege Groups Update with View

Allows updating and viewing privilege groups.

Privilege Groups View Only

Allows viewing privilege groups.

Routing Rule Add with View

Allows adding and viewing routing rules.

Routing Rule Delete with View

Allows deleting and viewing routing rules.

Routing Rule Update with View

Allows updating and viewing routing rules.

Routing Rule View Only

Allows viewing routing rules.

Skill Add with View

Allows adding and viewing skills.
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Skill Delete with View

Allows deleting and viewing skills.

Skill Update with View

Allows updating and viewing skills.

Skill View Only

Allows viewing skills.

System Settings Update with View

Allows updating and viewing system settings.

System Settings View Only

Allows viewing system settings.

Team Add with View

Allows adding and viewing teams.

Team Delete with View

Allows deleting and viewing teams.

Team Update with View

Allows updating and viewing teams.

Team View Only

Allows viewing teams.

Users Add with View

Allows adding and viewing users.

Users Delete with View

Allows deleting and viewing users.

Users Update with View

Allows updating and viewing users.

Users View Only

Allows viewing users.

Finally, click on "Save" to add the role to the system.

@ Globitel Connect

Dashboard
Add Group

Group Name
Teams New Group
skills

¥ Administration Portal
Users
Change Password

Auto Reports Delete with View
System Management

Auto Reports View Only
About System Change Password
Customer Form View Only

Dashboard

Agent Portal

Agent Portal Access

Related Articles:
e Users Management
e Skills Management
e System Settings
e About the System

© 07/04/202404:18:14 , NWC_Root v

About System View Only

Auto Reports Add with View
Customer Form Add with View
Customer Form Delete with View

Customer Form Update with View
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24 Teams Management

Teams management allows you to manage all teams in the system by adding new teams, updating
selected teams, and deleting selected teams. It helps you add team levels, such as managers,
supervisors, and agent teams, to the system. These teams can be linked to agents when adding

users or creating routing rules.

HTip

You can export all teams in CSV, Excel, or PDF format.

How can | access teams management?

To access teams management section, follow these steps:
1. Click on the User Management drop-down in the left side panel.
2. Select "Teams" from the drop-down.

3. Anew page will appear displaying a list of all teams.

HTip

You can search for any team by typing the team name in the search box to view the matched results.

@ Globitel Connect —  Administration Portal © 07/04/2024 04:18:14 ,’ NWC_Root v
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Change Password Web Team 2 Shared ;
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© About System NWC_AdminTeam 0 Not Shared 1

Show 10 v entries previous et

Showing 1to 4 of 4 entries
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24.1 Add Team

You can add a new team by clicking on the "[# " icon on the main page of the teams management
and filling in the following fields:
e Team Name: Enter the name or title of the team.
e Queue Limit: Set the maximum queue length for this team.
e Priority: Assign a priority level for this team, ranging from 1 (Lowest) to 5 (Highest).
e Shared Queue: Enabling this option allows interactions to be shared with other agents,
enabling sharing of the queue among agents.

Finally, click on "Save" to add the team to the system.

A Caution

No calls will be accepted when the number of waiting customers in the queue reaches the maximum limit.

@ Globitel Connect — Administration Portal © 07/04/2024 04:18:14 ,’ NWC_Root v

o Dashboard
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Privileges Groups Team Name

Add Team

New Team
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Users 5
Change Passwor d

/ System Management 1 Lowest

@ About System Shared Queue
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HTip

You can update or delete the selected team by clicking on the respective update or delete icon.

Related Articles:
e Routing Rules

e Users Management
e System Settings

e Dashboard
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25 Skills Management

Skills management allows you to manage all skills in the system by adding new skills, updating
selected skills, and deleting selected skills. It helps you add skill levels, such as language skills,
communication skills, and management skills, to the system. These skills can be assigned to agents

when adding users or creating routing rules.

HTip

You can export all skills in CSV, Excel, or PDF format.

How can | access skills management?

To access skills management section, follow these steps:
1. Click on the User Management drop-down in the left side panel.
2. Select "Skills" from the drop-down.

3. Anew page will appear displaying a list of all skills.

G Tip

You can search for any skill by typing the skill name in the search box to view the matched results.

© 07/04/2024 04:18:14 ’ NWC_Root v
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Change Password NWC_Defaultskill 300 Shared 1
/ System Management Mobileskill 10 Shared 5
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Showing 1 to 4 of 4 entries
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25.1 Add Skill

You can add a new skill by clicking on the "[#] " icon on the main page of the skills management and
filling in the following fields:
o Skill Name: Enter the name or title of the skill.
e Queue Limit: Set the maximum queue length for this skill.
e Priority: Assign a priority level for this skill, ranging from 1 (Lowest) to 5 (Highest).
e Shared Queue: Enabling this option allows interactions to be shared with other agents,
enabling sharing of the queue among agents.

Finally, click on "Save" to add the skill to the system.

@ Globitel Connect —  Administration Portal © 07/04/2024 04:18:14 .’ NWC_Root v
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You can update or delete the selected skill by clicking on the respective update or delete icon.

Related Articles:

e Routing Rules

e Roles Management
e System Settings

e About the System

e Dashboard
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26 Users Management

Teams management allows you to manage all users in the system by adding new users, updating

selected users, and deleting selected users. It is essential to add agents, supervisors, and admins to

enable them to start accessing the agent and admin portals.

b Tip

You can export all users in CSV, Excel, or PDF format.

How can | access users management?

To access users management section, follow these steps:

1. Click on the User Management drop-down in the left side panel.

2. Select "Users" from the drop-down.

3. Anew page will appear displaying a list of all users.

HTip

You can search for any user by typing the username in the search box to view the matched results.

@) Globitel Connect ——  Administration Portal

1] Dashboard
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Teams
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Change Password Yaman
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26.1 Add User

You can add a new user by clicking on the " [#" icon on the main page of the teams management

and filling in the following fields:

Username: Enter the username the user will use to log in.
Full Name: Type the full name of the user.

Password: Add the initial login password for this user.
Confirm Password: Re-type the password to confirm it.
Group: Select the privilege group for this user.

Team: Select the related team for this user.

Phone Number: Add the phone number of this user.
Email: Add the email address of this user.

Status: Set the user as active to allow portal access.

Is Supervisor? Grant the user supervisor permissions.

You can select skills for this user by clicking on the "+" icon under the skills section while adding a

new user.

Finally, click on "Save" to add the team to the system.

8 Globitel Connect — Administration Portal © 07/04/2024 04:18:14 ’ NWC_Root v
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HTip

You can update or delete the selected user by clicking on the respective update or delete icon.

You can update or delete the selected user by clicking on the respective update or delete icon.

Related Articles:
e Dashboard
e Roles Management
e Teams Management

e System Settings
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27 Change My Password

You can change your current password to secure your account or if you're logging into the system
for the first time and need to change the provided password.
How can | change my current password?
To change your password, follow these steps:
1. Click on the User Management drop-down in the left side panel.
Select "Change Password" from the drop-down.
A new page will appear for changing your password.

Enter your current password in the "Current Password" field.

ok~ wN

Finally, enter and confirm your new password and click "Save".

b Tip

Ensure you create a strong password with at least eight characters. It should include at least one number, one
special character, one uppercase letter, and one lowercase letter.
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Related Articles:
e Dashboard
e Routing Rules
e Customer Form
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28 System Settings

Under System Settings, you can edit system localizations and settings by changing the editable fields.

This is helpful to customize your system identity and cretira.

)

How can | access System Settings?
You can access System Settings by selecting "System Management" > "System Settings" from the left-

side menu.

HTip

You can export all system settings in CSV, Excel, or PDF format.

@ Info

You can search for any setting by typing the setting name in the search box to view the matched results.

28.1 What Types of System Settings Can | Edit?

You can edit any system setting by selecting the corresponding row and then clicking on the edit "[="

icon to start editing that key.
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Setting Name

Description

enableRejection

Enables or disables the call rejection feature, with 1 enabling and 0 disabling

the feature.

common_page

This page router when an unhappy scenario happens. This is a hyperlink

value of the page.

lobby_video

Path to the video displayed to waiting customers before their appointment.

This used to upload video (Supported video type ( MP4)).

default_avatar

The avatar that will appear in chat for the agent if no capture/profile picture is

available. This used to upload images (Supported background image type (

gif, jpg, png, jpeg, svg)).

Backgroundimage

This key serves to present the available options of background images when
the background effect feature is enabled. This used to upload images

(Supported background image type ( gif, jpg, png, jpeg, svg)).

enableBackgroundimage

This setting toggles the display of background effects during calls, with 1
enabling and 0 disabling the feature.

middleLogo

The company logo displayed on the portal. This used to upload images

(Supported background image type ( gif, jpg, png, jpeg, svg )).

ringtone

The path for call ringtone. This used to upload ringtone sound (Supported
sound type (.MP3)).

reminderEmail

Message template (Arabic and English) for reminder Email, Mandatory
placeholders: %name%, %senderName%, %scheduledTime%,
%appointmentLink%, %CancelLink%. For example: { "ar_AR": "¢ =
%Named%,\Nes 3l dae sa (lis 58N 35 Y1 34l 138 YhsenderName%
[%scheduledTime%].\n Y slecaid sasall sl slial 3 sa gal) Tl 1 e 3 ola
L&l \nae sall Jayl ) %appointmentLink%\n\n 2 sl L 1 e S8l sla jll cae gall oy
slal \nedy! Ll ; 9% CancelLink%\n\neaill cubl 0", "en™: "Dear %name%,\nThis
email is a reminder from %senderName% about your appointment on
[%scheduledTime%].\nPlease click the below link on the scheduled time to
join a call\nAppointment Link: %appointmentLink%\n\nTo Cancel Your
appointment, please click on the below link.\nCancellation Link:
%CancelLink%\n\nRegards" }

cancellationSMS

Message template (Arabic and English) for cancellation SMS, Mandatory
placeholders: %name%, %scheduledTime%, %customerFormLink%. For
example: { "ar_AR": "¢ x= %name%,\n[%scheduledTime%] oS asn A 2l clae s
4y LAl s (s )ls Gl e se e sla ) ple ) (oY el Ul (55805 50 dlae sa elal) i
SAIANN2S 5e o sale Y olial 3 5a sall L ) e &) ol i\nCustomer form link:
%customerFormLink%\n\ncadl cubi &, "en™: "Dear %name%,\nOur
scheduled appointment is on [%scheduledTime%], but due to some

emergency/urgent piece of work, | am sorry to notify you that we will have to
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cancel our scheduled appointment. Again, | am sorry for any inconvenience. |
am kindly requesting you to reschedule another appointment.\n\nPlease click
the link below to reschedule an appointment:\nCustomer form link:

%customerFormLink%\n\nRegards" }

cancellationEmail

Message template (Arabic and English) for cancellation Email, Mandatory
placeholders: %name%, %scheduledTime%, %customerFormLink%. For
example: { "ar_AR": "¢ = %name%,\n[%scheduledTime%] oS! s b 2aall e 5o
20 50 Jaa ela i zle ) Y el Ul (a5 5e ae sa elad) s adly & L) s (5l ikl
DALAN\N2e 50 jaa sale Y olial 2 ga gall Tl ) e 3l els \n%customerFormLink% : Ll
eSaall 3 e\ N\Nebail) cubl 4, "en': "Dear %name%,\nOur scheduled
appointment is on [%scheduledTime%], but due to some emergency/urgent
piece of work, | am sorry to notify you that we will have to cancel our
scheduled appointment. Again, | am sorry for any inconvenience. | am kindly
requesting you to reschedule another appointment.\n\nPlease click the link
below to reschedule an appointment:\nCustomer form link:

%customerFormLink%\n\nRegards" }

enableMultipleAppointments

Flag to enable the customer to schedule multiple upcoming calls, with 1

enabling and 0 disabling the feature.

reservationSMS

Message template (Arabic and English) for reservation SMS, Mandatory
placeholders: %name%, %senderName%, %scheduledTime%,
%appointmentLink%, %CancelLink%. For example: { "ar_AR": "%name%

Us e\n[%scheduledTime%] = %senderName% alus )l sda asldll dlac ga (i Sle Sy
e\ G aleaidl sl gl o olinf 3 g sall Jagl 5l e il sl )
LdLd\n%appointmentLink% :ae sall ad A\n\n. 25 sall Ll 1 e 8 ela )l cae sl Y
su\n%Cancellink% :+d¥) L An\naibadll cull &, "en”: "Hello %name%,\nThis
SMS is to notify you regarding your upcoming appointment with
%senderName% on %scheduledTime%.\nPlease click the below link on the
scheduled time to join a call.\nAppointment Link: %appointmentLink%\n\nTo
Cancel Your appointment, please click on the below link.\nCancellation Link:
%CancelLink%\n\nRegards" }

Related Articles:
e Dashboard
o Skills Management
e Teams Management

e Routing Rules
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29 Customer Form Attributes (Custom Attributes)

Under Customer Form Attributes, you can customize the customer form for call requests by adding
custom attributes. This allows customers to fill in these fields when requesting a call or appointment.
It helps you tailor the data requested from customers and use it within the system by creating
routing rules for these fields.

How can | access Custom Attributes?

You can access Custom Attributes by selecting "System Management" > "Customer Form" from the
left-side menu.

How can | sort attributes?

You can sort the list of attributes by dragging and dropping the rows to change their order in the

table.

8 Globitel Connect ~ Administration Portal © 08/00/2024 18:58:15  §  NWC_Root v

Dashboard
Customer Form

User Management

English Submit Button Text Arabic Submit Button Text
# System Management v
Aok or suppurt S
System Settings
Keys
Routing Rules
n ﬂ n * Drag and drop the rows in order to change the key order
About System Key Display Name Arabic Display Name Required Editable Type Parent Details Order
CustomeriD Customer ID paalall d; Yes No Text NA 1
age Age Sl Yes No Number NA 2
name Name - Yes No Toxt NA s
email Email R Yes No Email NA 4
‘mobile Mobile il aa, Yes No Number NA 5
NationallD National ID il 1 Yes Yes Text NA 6
Gender Gender il Yes Yes List [key"*1" "value""Male","parent_key":"""value_ar_AR"" <), 7

{key""2" "value":"Female","parent_key":""value_ar_AR"'%i"}]
ServiceTypeOther Other Description PRSI No Yes Text NA 8

Disability Special Needs s olalia) No Yes List ["key" "false" 'value""Not Required" "parent_key":" "value_ar_AR":"sas ¥}, 9
{key":"true","value":"Required","parent_key"" 'value_ar_AR":"ixs}]

AppointmentType Appointment Type PR No Yes List quest New Service","parent_key"""value_ar_AR"" L wiil 10
"Inquiry for Request
CustomerClass Customer Class Jeadll T Yes No List 1"
{key" arent_key":", L )
{key""GOVT","value""Government","parent_key":","value_ar_AR":"cssSa")]
AccountType Account Type lallts No No Text NA 12
AccountNumber Account Number sl 3, No No Text NA 13

29.1 Add Custom Attribute (Add Key)

You can add a new key (attribute) by clicking on the "[#]" icon and filling in the following fields:
o Key: Used to add a key value in the system.
o Display Name: Used to add the English-friendly display name.
« Arabic Display Name: Used to add the Arabic-friendly display name.
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o Type: Used to select the type of field, including Text, Number, Date, List, or Email.
e Required: Used to select whether this field must be filled out by the customer or not.

Editable: Used to enable or disable the agent's ability to edit the customer information value
for this key (attribute).

Finally, click on "Save" to add the key to the customer form.
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8 Globitel Connect Administration Portal

& Add Key

Display Name

Arabic Display Name Type

|| Select Type

Copyright © 2024 Globitel. All rights reserved.

8 Globitel Connect —  Administration Portal

& Add Key

Key Display Name

Arabic Display Name Type

Select Type

Select Type

Copyright © 2024 Globitel. All rights reserved

Related Articles:
e Dashboard

e Users Management
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30 Rules Management (Routing Rules)

Under Routing Rules, you can add custom rules for your team(s) and use these rules within the
system. This allows you to define rules for each team and add conditions using AND and OR logic for
Skills or Teams types.

How can | access Routing Rules?

You can access Custom Attributes by selecting "System Management" > "Routing Rules" from the

left-side menu.

& Tip

You can export all routing rules in CSV, Excel, or PDF format.

@ Info

You can search for any rule by typing the routing rule name in the search box to view the matched

results. Use the drop-down to select the search criteria: "routing rule name," "type," or "condition."

3 Globitel Connect —  Administration Portal © 07/04/202404:18:14 % NWC_Root v

no] Dashboard

& Routing Rules mm
& User Management <
System Management v nn n 4 Search: Routing Rule Name v

System Settings

Routing Rules Name Routing Type Condition
Customer Form
Age 18 Skills user_data->>'$.age' >= 18 AND user_data->>'$.age' <= 80
Special Needs Skills user_data->>'$.Disability' = 'true’
© About System
Age 15 Skills user_data->>'$.age' >= 14 AND user_data->>'$.age' <= 16
Show 10 v entries Previous Next

Showing 1 to 3 of 3 entries
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30.1 Add Rule

You can add a new rule by clicking on the "[#" icon and filling in the following fields:

e Routing Rule Name: Used to add the English-friendly name for the rule.

e Routing Type: Used to select the type of this rule. There are two types: Skills and Teams.
Then you need to add the condition(s). There are two types of conditions:

e AND condition: All specified conditions must be met for the rule to apply.

e OR condition: At least one of the specified conditions must be met for the rule to apply.

& Tip

You can add more rules or groups of rules using AND / OR conditions.

Finally, click on "Save" to add the rule to the system.

3 Globitel Connect —  Administration Portal © 07/04/2024 04:18:14 3 NWC_Root v

oo Dashboard
& Add Routing Rule

% User Management

# System Management A Routing Rule Name

agd|

System Settings

Customer Form Routing Type

Teams

© About System Team

NWC_AgentsTeam

Condition(s)
It Age v | greaterorequal ¥ 18
1T Age v lessorequal v |60

Related Articles:
o Skills Management
o Teams Management

e Users Management
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31 About System

Under the About System page, you can find system information such as product name, description,
current version, and license. The license information is helpful for providing the maximum number
of allowed agent users on your subscription.

You can access the About System page by selecting "About System" from the left-side menu to view

license information.
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0o Dashboard
& About System

% User Management <
/ System Management <

Product Name Globitel Connect

© About System Description Users traveling abroad will no longer face the connectivity obstacles posed by geographical boundaries, with Globitel's Roaming Solutions. A complete

suite of Roaming Solutions that enable operators to analyze, understand, control, and enhance their roaming service, is provided by Globitel for telecom
operators, Also Globitel offers a wide range of mobility products that cater to the needs of your mobile users. Mobility Solutions includes VoiceMail,
USSD Gateway, Ring Back Tone, Diameter Controller and much more.

Version 250
License 25 Agent
Copy Right Copyright © 2024 Globitel. All rights reserved.

Related Articles:
o Dashboard
e Roles Management

e System Settings
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32 FAQs

Globitel Connect is an easy-to-use communication platform offering comprehensive features to help companies
simplify and enhance customer support workflows and communications. It provides two portals, the
Agents/Supervisors Portal and the Admins Portal.

Open your browser and enter the server URL in the following format: http://Server_Name:Port/gc-mobile . Please
ensure you replace Server_Name and Port with the specific details provided to you from your

administrator or supervisor.

We recommend using Google Chrome for accessing Globitel Connect. You can download it here.

No, please ensure your computer has an integrated or built-in camera and microphone to use Globitel Connect.
Without these, you won't be able to receive interactions.

Globitel Connect provides a feature to test your camera and microphone before starting the interactions. You
can find more details on how to perform this test here.

You can't access your dashboard without sharing your entire browser screen because this action used to record
all your screen activities as long as you're logged in. It will stop recording your screen activities only if you log out.
You can find more details on how to perform this action here.
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https://www.google.com/chrome/

It's very simple. Just click on the 'Ready' button located under your profile panel on your workspace dashboard.

Yes, after accepting the customer's call, you can click on the 'Chat' icon under the room functions.

Globitel Connect provides you with a comprehensive set of features to manage the call, including sharing files
with the customer, changing the camera background while interacting, chatting with the customer, transferring
the call to another agent, creating a conference meeting, sharing your screen with the customer, and more.

It's very simple. Navigate to the URL provided by customer support or find it on the customer support page.
Then, fill out the form and select the meeting type. There are two options: 'Appointment,' which allows you to
choose a custom date and time, or 'Immediate Support,' which is for requesting a meeting right away.

Yes, you will receive an email with the meeting details, including the meeting URL, date and time, and your
information.

Globitel Connect provides you with a comprehensive set of features while interacting with the agent, including
sharing files with the agent, changing the camera background while interacting, sharing your screen with the
agent, and more.

Globitel Connect provides you with a comprehensive set of features to manage and monitor your team in real-
time, including tracking your team performance, monitoring team interactions, monitoring team appointments,
and taking actions.
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From the Team Monitoring section, you can use some actions provided by the system to
manage ongoing interactions, such as listening, whispering, or barging in to the current
interaction with the agent.

> Listen

20 Whisper

Q Barge In
Supervisors can cancel a scheduled appointment by selecting it from the team appointments Acton
tab, clicking the three-dot icon under ‘Actions,’ and confirming the cancellation.

Q cancel

Globitel Connect provides you with a comprehensive set of features to manage the system, including viewing
system stats and charts, managing roles, managing teams, managing skills, managing users, changing your
password, updating system settings, updating customer form, managing routing rules, and viewing my current
license.

You can change the portal's language by clicking the drop-down menu next to your profile picture in the header.
The system supports two languages (English and 4z 2 ).

Helpful?

S )
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Thank you for trusting
Globitel Connect

Clobitel





