AGENT TRAINING MANUAL FOR VICIDIAL SYSTEM

Steps to log in to the Eyebeam Softphone

Step 1: Click on the Eyebeam softphone icon , _
Step 2: Enter username and Password (" ogn =
Username: _ oo
Please log in to your account ...
Password:
Select Remember Settings and click on Log In R v
Password: essess
¥ Remember Settings
Help Cancal Log In
o
Step 3: Place headset on your head and check microphone and
sound settings.
Exit the soft phone.
Step 4: Click on the dropdown arrow and select exit.
Open Diagnostic Log
Open Diagnostic Folder
Help
Step 5: Confirm the exit. Confirm to Quit m
O O  Are you sure you want to close The
% Ohio State University eyeBeam?
[~ Do not show this dizlog box again
oK. Cancal
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AGENT TRAINING MANUAL FOR VICIDIAL SYSTEM

Steps to log in to the ViciDial Dialer System

Step 1: Bookmark the following link. This is the front page for the
dialer. Here you will log in as an agent:

https://callcenter.chrr.ohio-state.edu

Step 2: Welcome screen select your user type

Click on the SUBMIT Button.

Interviewers: Select Agent Login ViCidial Welcome
Agents CM : Select Agent CM i
Admin and sytem personnel: Select Administration Agent CM
Administration
Timeclock
Step 2: Access your Phone Login
Click on the Submit button. VICldial Phone Login
Enter your Phone Login: Ehonsloeee
Enter your Phone Password: Phone P‘“;:’B‘::
Click on the Submit button. VIR B s
Step 3: Access your Campaign Login
Timeclock
Enter your User Login:
Enter your User Password:
Select Campaign: VICldial Campaign Login

User Login: mlowden
User Password: «-=«--
Campaign:| - PLEASE SELECT A CAMPAIGN - E
[ SUBMIT | [ Refresh Campaign List |

WERSION- 221350 RINTD: 1065162014

IMPORTANT: As soon as you successfully log in, your eyebeam phone will ring. Answering this call
will put you in a conference that you will stay in until you log out of ViciDial. DO NOT manually hang
up the eyebeam. Always use the ViciDial web agent page to hang up with the customer and dial.
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AGENT TRAINING MANUAL FOR VICIDIAL SYSTEM

Live Call/ No Live Call visual status on the top right portion
of the agent page.

Script tab will display the script you are to read to the
gatekeeper

Once you are done talking to the respondent or gatekeep
click on the HANGUP CUSTOMER button which will take
you to the disposition screen

er

¢

Toggedin L
" PAUSED oo
DECISION SCREEN Feview tha Lead than Y seconds:
You are automatically in PAUSED mode, and in between G LEAD PREVIEW o —
|eads_ M = Last: Lee
Address2: Addrass3
M- — J Columbus ate: on o8 8: <3220
To access the next case: = ronus (S T B e
PARK CALL Phone: 6144427320 DialCode: 1 Alt. Phone: ®i144s27328
__TRANSFER - CONF_| Show. Email: miswaanchm ow. adu
Step 1: Select LEAD PREVIEW _uanouR cusTOMER | Comments:
T
Step 2: Click on (DIAL NEXT NUMBER] to display the next =
respondent's information on the screen.
Step 3: Click on DIAL LEAD or SKIP LEAD or
SET DISPOSITION - CEEEAEE | Creamerr
ARSI EEtE) SRS TIRIIC | SRS IEImeT (WOTEG  Acan
dulertis OFF
Logged in as User. mlowden on Phone: SIP/30120 to campaign: RMTEST LOGOUT
o 2013-10-04 11:11:01  session
LIVE CALL SCREEN VICldial scrirT o s PAUSED oinc 0RBENS
STATUS: Called: (614)442-7320 UID: M1004111019001394564 seconds: 31

Reverse Mortgage Seript refresh
.1am calling on behalf of The Ohio State University. lay | please

DIAL NEXT NUMBER

[l LEAD PREVIEW

RECORDING FILE:
RMTEST_8144427320_2013... .
RECORD ID. zavieze  c° P10 118)
__STORRECORDING | 5 (cqniinue with 1.1.2)

WEB FORM
WEB FORM 2 1.1.2 [IF NOJ: According to our records, Bob Lee received counseling for a reverse margage at some paint
inthe last six years. Are you the spouse, partner or Power of Attorney for Bob Lee?

1.1.1 Hello. My name i
speak with Bob Lea?

m

TRANSFER - CONF

HANGUP CUSTOMER

1.1.3[YES to 1.1.2] Did you also participate in counzeling for the reverse mortgage?

SEND DTMF

Ad) .
& & Case History

Yes, and|am the spouse/partner (Continue with 1.1.5 TELL THIS PERSON, *BECAUSE YOU COMPLETED
THE COUNSLEING FOR AREVERSE MORTGAGE, | CAN TALK WITH YOU")
Yes, and | had a Power of Attorney (Confinue with 1.1.5 TELL THIS PERSON: BECAUSE YOU COMPLETED ~

Agent web-client version: 2.2.1-258  BUILD: 100510-2014
Show conference call channel information

Server: 140.254 214.35
Agents View =

Alertis OFF

CALL DISPOSITION SCREEN
d the call by clicking on

HANG UP CUSTOMER ] you can select the call disposition

and click on SUBMIT

You can also access the CALL DISPOSITION screen by
clicking on SET DISPOSITION from the DECISION
SCREEN without clicking on DIAL LEAD.

After clicking on SUBMIT you will be taken to the DECISION
SCREEN where you will repeat the process to dial the next
lead.

DISPOSITION CALL :6144427320 Hangup Apgain minimize
CALL DISPOSITION
A - Answering Machine DC - Disconnected/ Operator
Interce
ANSBUS — Answering Machine
Business FAX — Fax Machine/Computer

B - Busy

CALLBK - Scheduled Call Back

CLEAR FS§
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AGENT TRAINING MANUAL FOR VICIDIAL SYSTEM

CALLBACK SCREEN

Callback dispositions will instruct the system to call an
available agent at a future date. Callbacks are set in the
Agents disposting screen which means the call must be
hung up before you can set the callback date/time. Agents
should get the date/time from the Respondent before
hanging up.

Select the hour the minutes and AM or PM.

Enter Soft Appointment or Scheduled Callback in the CB
Comments.

Select the date we are to return the call.

After a callback date and time has been selected click on
SUBMIT.

Select a CallBack Date -
Sclect aDate Below  Hour 07 ~ Minutes: 00 ~  PM ~
[ MY CALLBACK ONLY

CB Comments:

SUBMIT

October 2013 January 2014

1z [3[e]5

1
g

101
] [T}

February 2014 March 2014 April 2014 May 2014

June 2014 July 2014 August 2014

Bookmark the following link. Know the times your center is
open DO NOT set up or volunteer to make callbacks for
days and times when your virtual callcenter is closed.
Partner with your immediate supervisor to know your
center's schedule.

After a callback date and time has been selected click on
SUBMIT.

http://www.timeanddate.com/worldclock/converter.html

The system will dial that respondent at the scheduled time at their timezone
based on the areacode of their phone number.

DECISION SCREEN

Select LEAD PREVIEW and DIAL NEXT NUMBER to see
the next respondent’s information on the screen.

5aged in az User miowden on Prane: SIP/B0120 1o campaian RIMTEST)

VICldial ScRIPT '35 G0 ****" PAUSED oinonc

STATUS: Calling: (614)442-7320 UID:
Preview the Lead then or SKIF L EAD or SET DISPOSITION.

DIAL NEXT NUMBER Customer Time:
[¥] LEAD PREVIEW
RECORDING FILE:
RMTEST_8144427320_2013 Title: 1.
RECORD ID: 2371801
START RECORDING e °22 chethem Lo
Address2:

ToGoUT

saconds:

Channal:
Customer Information:
First: soo Mi: = Last: Lee

Addrass3:
WEB Farm

WEB FORM 2 B Columbus State: o+ PostCode: <2220
____PARkcALL | Phone: 6144427320 DialCode: ' Alt. Phone: e144427328
—TRANSFER-CONE Show: Email: micwsen@ehmos eou
HAnGuP cusTemer | C
When on manual mode you may be asked to preview the See Case History
case history before you DIAL LEAD manually. You can do (
so by clicking See Case History
-0 NO ACTIVE CALLBACKS Search for Case
=, HeAsIvE:
S —
Show conference call channel information [MUTE @ Acents View =
Alert is OFF
CALLS TO THIS LEAD SCREEN CALLS TO THIS LEAD:
# DATETIME LENGTH STATUS TSR CAMPAIGN LIST LEAD HANGUP PHONE METHOD

By clicking See Case History you will see all calls to this
LEAD. A quick study on the case and the outcomes will
help you determine if to dial this lead or if to skp the lead.

12013-10-08 15:38:01 88 INCALL  mlowden RMTEST 510 1394568 CALLER 6144427320 MANUAL
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October 9, 2013

AGENT TRAINING MANUAL FOR VICIDIAL SYSTEM

DECISION SCREEN

Click on Search for Case to get to the Search for
Leads screen:

Searching for a specific case is useful in the
event of an inbound call.

SEACH FOR LEADS SCREEN

Enter the search criteria and click on the Search
button the leads results will appear below for the
criteria you have entered.

From this screen you can select the case by
clicking on the Phone Number hyperlink or
select Show History which will display all calls to
this lead.

When on Autodialer Mode:

Alert ON/OFF turns on the visual indicator that a
live call has just been sent to you.

Click on Alert ON/OFF to turn on a web pop up
function when live calls are transferred into the
agent's conference. This option is located on the
bottom left of the agent screen. This will not
affect anything other than the web pop up.

Logged in as User. mliowden on Prone: SIP/IS0120 to campalgn: RMTEST LOGOUT
- 2013-10-08 15:29:24 session
VICldial scRriPT D: 8600051 PAUSED oions
STATUS: Calling: (614)442-7320 UID- seconds’
Preview the Lead then DIAL LEAD or SKIP LEAD or SET DISPOSITION
DIAL NEXT NUMBER Customer Time: Channel:
(4] LEAD PREVIEW, .
RECORDING FILE. Customer Information:
RMTEST_8144427320_2013. Title: ™M First: sob MI- & Last: Lee
RECORD ID: 2371501 N
START RECORDING Address1: 823 Chatham Ln
Address2- Address3:
. WEB FoRrm | elumbus Y
en Fonm = City: Celume: State: on PostCode: <3220
e Vendor ID: 190002 Gender: - mais -
PARK CALL Phone: 6144427320 DialCode: 1 Alt. Phona: si14s427328
TRANSFER - CONF
g Email: miewdnn@eher o mdu
HANGUE cusTOMER | Comments:
sEND DTME
See Case History
-0 NO ACTIVE CALLBACKS Search for Case
v MANUAL DAL
Agant wab-cliant varsion: 2 2 1.255  BILD. 1005102014 Server 120254 214 85
h. all channal information [MUTE @  Agenis View =
Alart is OFF
Search for Leads
Enter a number any or all of the fields below to search for a lead
Phone Number: 6144427320 Company Name: CHRR Case ID:
Lead ID CHRR Case ID Status First Name Last Name Company Name Callback List Show History 2
13s4s6s 100001 ERI  Bob Lee 921 ChathemIn  N/A 510 Show History E
1354565 100001 ERI Bob Lee 521 Chatham Ln w/a 510 Show History
1334566 100002 2 Bob = 922 Chathem In N/ 510 Show History
1334567 100003 2 b Les 923 Chasnamin WA 510 show missery
1334568 100004 2 Bob = 528 ChathamIn N2 510 Show History
1334563 100005 iy sob Lee 925 Cashamin WA 510 Show missory
1334570 100006 a Bob s 926 Chathamn WA 510 Show Hissory
1334571 100007 ansEUs  Bob Lee 927 Chashamin WA 510 Show missory
1354572 100008 A Bob Lee 928 Chatham Ln w/a 510 Show History
1334573 100008 caziaR  Bob = 925 ChathemIn  N/& 510 Show History
1334578 100010 cazLaR Bob Les 530 Chasnamin WA 510 gnow miscory
1334575 100011 2 Bob = 531 Chathamln N2 510 Show History
1334576 100012 CaLLEK Bob Lee 93z Cnashamin WA 510 Snow Hissory
1334577 100013 wm Ee = 533 Chatham1n WA 510 Show Hissory
1334578 100014 m B = 934 Chethem In WA 510 Show History
1354575 100015 ¥R Bob Lee 935 Chatham Ln w/a 510 Show History
1334580 100016 cALLER Bob = 936 Chathem In  N/R 510 Show History
1asasel 100017 casomn Bab Les 937 Chashamin  2013-20-10 13:00:00  $10  Show Hissery
1334582 100018 oAl Beb = 532 Chathamin N/ 510 Show Hissory
1334583 100019 Ww B Lee 935 Chashamin WA 510 Show missory
1354584 100020 NEW Bob Lee 940 Chatham Ln w/a 510 Show History
1334585 100021 Ww Bab = 941 Chethem In WA 510 Show History
13s4sas 100022 Gasazizzo mW  Bw Lee s42 Chetnamin WA 510 show mistory -
‘ f
Go Back
Logged in as User: mlowden on Phone: SIP/50120 to campaign: RMTEST LOGOUT
vlcl "'c’, SCR'PT 2013-10-04 11:10:27  session PAUSED
STATUS: Calling: (614)442-7320 UID: M1004111019001394564  Waiting for Ring... 9 seconds seconds:
DIAL NEXT NUMBER Reverse Mortgage Script refresh |,

1.1.1 Hello. My name is
speak with Bob Lee?

[ LEAD PREVIEW | am calling on behalf of The Ohie State University. May | please

RECORDING FILE:
RMTEST_6144427320_2012

RECORD ID: 2371898
STOP RECORDING

WEE FORM
WEB FORM 2

PARK CALL
TRANSFER - CONF

HANGUP CUSTOMER
SEND DTMF

i

": ‘ee Case History

Yes (skipto 1.1.5)

m

Mo (continue with 1.1.2)

1.1.2 [IF NOT: According to our records, Bob Lee received counseling for a reverse morigage at some point
inthe last sixyears. Are you the spouse, pariner or Power of Altorney for Bob Lee?

Yes (continue with 1.1.3)

Mo (skipto 1.1.4)

1.1.3[If YES to 1.1.2] Did you also paricipate in counseling for the reverse mortgage?

Yes, and | am the spouselpartner (Continue with 1.1.5 TELL THIS PERSON, ‘BECALISE YOL COMPLETED
THE COUNSLEING FOR A REVERSE MORTGAGE, | CAN TALK WITH YOU")
Yes, and | had a Power of Attorney (Continue with 1.1.5 TELL THIS PERSON: BECAUSE YOU COMPLETED =

Agent web-client version: 2.2.1-269  BUILD: 100510-2014
Show conference call channel information

Server: 140.254.214.85
Agents View +

Alert is OFF

S —
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