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A brief introduction to Comnica CC

Customer experience
on every channel

Comnica CC offers you connection to your
customers via phone, email, chat or
messages, and soon through video.

Blend your channels any time or use them separately in
your campaigns.

Smart call
management

Neither your customers nor your operators
are kept waiting. Be it an inbound or
outbound call, Comnica CC'’s intelligent
dialer connects people in a flash.

You can set the call routing system by countless
parameters for each of your campaigns. Use the dialer in
preview, progressive and predictive modes for outgoing
calls.



A brief introduction to Comnica CC

Easy-to-use,
transparent interface

No need for installation, the client
platform launches with a click. Operators
can easily log in even from their home.

A secure internet connection, a workstation and a
comfortable headset is all you need to start working.

Real-time control,
continuous quality
assurance

With Comnica CC you can follow all
processes in your call center real-time.

You can control the operators’ work, the database of
ongoing campaigns and deployment of KPIs (ATT, SLA,
Hitrate). You also can keep an eye on your clients in the
queue. Listen in to the calls real-time and contact your
operators via chat if intervention is needed. Former call
recordings can be found in a second.



A brief introduction to Comnica CC

Sophisticated
reports, simple
visualization

Comnica CC logs and analyzes all your
data to present them in real-time
statistics.

Our software forms your reports in clear-cut diagrams
providing comprehensive overview of customer service
processes. Not only for your supervisors, but for the C-
suite management too. Reports can be forwarded in
emails with a single click.

C

Data protection and
security

We are taking enterprise-level security
measures in Comnica CC. Conversations
are protected by encrypted data
connection. Audio files and customer
information are stored according to the
highest technological standards.

Our cloud infrastructure is located in the three most
secure domestic server parks with a geo-redundant
distribution, thus all data are accessible from multiple
locations. Customer data is managed in accordance with
GDPR.



The main interfaces of Comnica CC

COMNICA

A Projecs
Project list

Dialer latency: 4ms | Microphone:

Incall: @ Predictive: @ Current work phase: Lunch | Time in work

Paused: 31:13  Lunchtime: 00:00  Education: 00:00 / Avg: 00:00 | Talking:00:00// Avg:00:00 | Registration: 00:00 / Avg: 00:00

Projects (default view) - Curtentsate: | Lunch
Current time in state: | 30:27
Successful terminations: 0 Failed terminations: 0
PROJECT f ils: 0 Successful 0 Allcalis:0  Alllost calis:0
Callback list
Bulgarian ME PRIORTY PHONE NUMBER PROJECT NAME CALLBACK TIME OTHER INFC
Catalan _
Czech
English
English No IVR B 2
prenark Request
U, SN ] Q e

French

] Eric
Gerinan Singleton

Administration
page

access to client, monitor
and wallboard

Client Monitor

Wallboard

interfaces

project/database and
user management

listening to and rating
recorded calls

generating statistics
using default or
custom filters

editing scripts,
managing
terminations

managing inbound or
outbound calls

callback list

changing agent states

predefined dialogs,
information sheets
(scripts)

real time monitoring

tracking current
changes in the number
of incoming calls

listing currently active
calls, agent states

real-time generated call
statistics

incoming calls in IVR
state (queue or talking
state) per language

agent status per
location

average time spentin
each agent states




Comnica CC — Administration page C

E Projects . - ‘: .
COMNICA Project list Available directly from @Chrome or ‘ Firefox.
E Monitor
O Glient Projects (default view) - @ New project | Fiiter v
[l Wallboard
& Projects PROJECT STATE PROJECT TYPE -
@ Terminations
A Seatisti English Active X
anll tatistics
) Calls German Active &
Il T— Hungarian Active X
S Users Italian Active A
(@) Settings

It provides:

access to client, monitor and wallboard interfaces
project/database and user management

listening to and rating recorded calls

generating statistics using default or custom filters
editing scripts, managing terminations

b4 B v Y

EXPORT COPY TO CLIPBOARD ACTIVATE INACTIVATE



Comnica CC — Administration page C

COM N ICA E Projects

Project list
E Monitor
B Clien: Projects (default view) ~ @ New project | Filter v
[l Wallboard
Projects
) PROJECT STATE PROJECT TYPE -
@ Terminations
English Active *
_"./i Statistics g -~
German Active :
) Calls -~
. " 4
[ — Hungarian Active L
Italian Active A

rc} Users

(@) Settings

our Menu provides one-click access to the Client, Monitor and Wallboard
Main landing page: Projects where you can

See current projects, their state (active or inactive) and their type (incoming or outgoing)
create new projects

modify generic project settings

assign users to projects/queues

manage and apply custom filters to project database

set up message templates (SMS)

construct or modify scripts (predefined dialogues, information sheets)

b4 B v Y

EXPORT COPY TO CLIPBOARD ACTIVATE INACTIVATE



Comnica CC — Administration page

COMNICA A Projects
Project list

C

E Monitor
B Clien: Projects (default view) - @ New project | Fiter v
[l Wallboard
Projects
B PROJECT STATE PROJECT TYPE
@ Terminations
English Active L
_"./i Statistics g -
German Active L
{r) Calls -~
) . 4
[ — Hungarian Active L
Italian Active A

ﬁ% Users

@ Settings

Terminations and their categories can be listed and by

applying filters to built-in or created terminations, their categories and descriptions

StatistiCS can be used to monitor workflow by

applying custom filters to call times

keeping track of the current state of your database

using terminations summaries and unterminated records statistics
supervising worklogs (by agent, project or date)

b4 B v Y

EXPORT COPY TO CLIPBOARD ACTIVATE INACTIVATE




Comnica CC — Administration page C

COMNICA A Projects
Project list

E Monitor
O Glient Projects (default view) ~ @ New project | Filter
[l Wallboard
Projects
A PROJECT STATE PROJECT TYPE -
@ Terminations
English Active e
_"./i Statistics g -
_ German Active e
fi ) Calls -
) ; 4
[ — Hungarian Active L
) " 4
& Users Italian Active L

(@) Settings

In the Calls menu you can

apply custom filters to call recordings to find those you’re looking for

listen to call recordings and download them as voice files
review and rate each call to evaluate how individual agents handle customer queries

b4 B v Y

EXPORT COPY TO CLIPBOARD ACTIVATE INACTIVATE




Comnica CC — Administration page — Calls

COMNICA

our advanced filtering options can

Calls (default view) - help you to easily narrow down the sound files. T
o PROJECT  Choose v AGENT | Choose v PHONE NUMBER TERMINATED = (hoose ™ n
TERMINATION CODE =~ Choose v CALLSTARTED | 2018.12. 31. - 2019.01.06. W W CALLLENGTH | Enter an interval v RATING | Choose v ROWS 50 v

MANAGE COLUMNS

Sound file exists

Manage or add multiple T—

columns to expand your Last listener

search conditions. Last date of ls...
Rated by

Date of last rat...

Rating

1D

Project

Agent

Phone number

Terminated

EXpOI"[ your filtered results in a .csv or .xls file or simply Termination c...
copy it to your clipboard. Termination c...

.4 B

EXPORT COPY TO CLIPBOARD




Comnica CC — Administration page - Calls C

COMNICA
® -
. .
) calls
By clicking on the phone numbers you can .
: b . p. . Y Listen, evaluate or download
edit records (permissions needed). _
sound files.
) M 437 Hungarian Mr. White 36709788655 v

Website assistance 2019.01.04. 18:00:25 00:00: O IMER *ah. 4

Playback interface:

agent and customer soundwaves are separated
adjust volume or speed

zoom in or out on the soundwave

P 1X | 00:01/00:12 | wf)) m— Q +| & 1)



Comnica CC — Administration page

@ Sent messages

Sent messages list view

Sent messages (default view) ~ Filter v

Wallboard

Projects
AGENT TO TEMPLATE TEMPLATE TYPE PROJECT SUBJECT SENT AT = DELIVERY STATUS

Terminations

it Mr. Orange 36709788653 Hungarian SMS Hungarian 2019.01.04. 19:50:43 Delivered

tatistics

o Mr. Orange 36709788653 Hungarian SMS Hungarian 2019.01.04. 18:07:48 Delivered

alls

Mr. White 36703305440 Hungarian SMS Hungarian 2019.01.04. 11:20:39 Delivered

Sent messages

Users Mr. White 36207735193 Hungarian SMS Hungarian 2019.01.04. 111411 Delivered

@ Fifrm Mr. Orange 36305042573 Hungarian SMS Hungarian 2019.01.03. 13:53:00 Delivered

Mr. Pink 36207735193 Hungarian SMS Hungarian 2019.01.03. 13:43:34 Delivered
Mr. Orange 36203422416 Hungarian SMS Hungarian 2019.01.03. 13:37:00 Delivered
Mr. Orange 36305042573 Hungarian SMS Hungarian 2019.01.03. 13:36:24 Delivered
Mr. Orange 36305042573 Hungarian SMS Hungarian 2019.01.03. 13:36:06 Delivered
Mr. Pink 36704668000 Hungarian SMS Hungarian 2019.01.03. 13:36:03 Delivered
Mr. Orange 36305042573 Hungarian SMS Hungarian 2019.01.03. 13:35:51 Delivered
Mr. White 367097886660 Hungarian SMS Hungarian 2019.01.03. 13:35:47 Delivered
Mr. White 36709788663 Hungarian SMS Hungarian 2019.01.03. 13:34:50 Delivered
Mr. Pink 36207735193 Hungarian SMS Hungarian 2019.01.03. 13:33:59 Delivered
Mr. White 36304680037 Hungarian SMS Hungarian 2019.01.03. 13:33:51 Delivered

Lists your Sent messages to

keep track of outbound SMS recipients and the delivery status of your messages

.4 B

EXPORT COPY TO CLIPBOARD




Comnica CC — Administration page

COMNICA

E Monitor

3 Client

[l Wallboard

E Projects

@ Terminations
_".1 Statistics

) Calls

L;T.L‘ Sent messages

,O; Users

@} Settings

C

ﬁc} Users
User list
Users (default view) -~ O ® Newuser | Filter o
USERNAME | (Choose - FULLNAME | Choose A STATE | Active ®w USERROLE  Agent ® v ROWS 50 n
FULL NAME USERNAME USER ROLE STATE
Mr. White white Agent Active
Mr. Pink pink Agent Active
Mr. Blonde blonde Agent Active
Mr. Orange orange Agent Active

In the Users menu yoUu’ll be able to

list current users and their roles assig N users to current projects

add new users and define their roles and define their roles
Mmanage existing users
modify project permissions per user

4 B v ®

EXPORT COPY TO CLIPBOARD ACTIVATE INACTIVATE



Comnica CC - Administration page — Adding Users

COMN ICA fc} Users / User list
New user

Full name: *
Username: *

E-mail address:

User state: (1) -

User role
Agent Requester Supervisor Admin
Allowed to log in on Can only access Oversees agents work. Can access all
agent page, can initiate recording- and project functions.
and receive calls. lists.

3



Comnica CC - Administration page — User permissions

COMN ICA ﬁ% Users / User list
User datasheet
-] Monitor
) (s Project permissions
Wallboard
Emjecs: Filter projects Q Filter projects Q
Terminations
English
Statistics Project Project permissions Weighting
German
Calls T .
| Hungarian .
S ) ¥ English operator x v 10 x v
Italian
U
== X  German Choose A Choose A
@} Settings
*  Hungarian operator x v 3 x ¥
x Italian Choose - Choose v

ADD ALL REMOVE ALL

4



Comnica CC — Administration page C

COMNICA @ setings )
General settings

E Monitor

3 Client )

- password strength: * (1) ®) Normal () Strong
Wallboard

A& Projects Password expires: * (1) 90 day

@ Terminations

_".1 Statistics

) Calls

L;T.L‘ Sent messages

Use own e-mail server (1)

roﬁ Users

@} Settings
General settings
Robinson lists

GDPR search

Settings menu lets you manage
General settings Agent states GDPR

set login password strength requirement create new agent states General Data Protection Regulation
set automatic password expiration date modify current agent states interface
(counts as work option)




Comnica CC = Client - Default view

COMNICA

Dialer latency: 7ms | Microphone: @ | Extension: 1020
Incall: @ Predictive: ® | Current work phase: Taking a break | Time in work phase: 00:03

Paused: 139:30 | Lunchtime: 30:40 | Education: 00:00 / Avg: 00:00 | Talking: 00:00 / Avg: 00:00 | Registration: 00:00 / Avg: 00:00

Currentstate: = Taking a break
Current time in state: | 00:03

Successful terminations: 0 | Failed terminations: 0
Successful outgoing calls: 0 | Successful incoming calls: 0 | All calls: 0 | All lost calls: 0

Queues Callback list

QUEUE NAME PRIORITY PHONE NUMBER PROJECT NAME CALLBACK TIME OTHER INFO

The agents can:

manage inbound or outbound calls

see their current callback list

use predefined dialogs, information sheets, scripts
send SMS with a single click

Manual call: Prework: Request status:

J J ] L Q Taking a break v

Log out



Comnica CC = Client - Default view

The default view can be divided into
4 maln sections.



Comnica CC - Client = First section c

Dialer latency: 7ms | Microphone: @ | Extension: 1020

Incall: @ Predictive: ® | Current work phase: Taking a break | Time in work phase: 00:03

Connection status indicators.
Call status indicators.

Work phases.

—— — —— - —_— - - - —— -



Comnica CC — Client — Second section

. .
Paused: 139:30 | Lunchtime: 30:40 | Education: 00:00 / Avg: 00:00 | Talking: 00:00 / Avg: 00:00 | Registration: 00:00 / Avg: 00:00

Current state: = Taking a break
Current time in state: | 00:03

Successful terminations: 0 | Failed terminations: 0

Successful outgoing calls: 0 | Successful incoming calls: 0 | All calls: 0 = All lost calls: 0

——— — — - ——— A — - - - — —

Spent time in different agent states and current agent state.
Terminations summary.



Comnica CC - Client = Third section c

- L
Queues Callback list
QUEUE NAME PRIORITY PHONE NUMBER PROJECT NAME CALLBACK TIME OTHER INFO
Prole_cts/queues the callback list.
agent is currently logged
in to.




Comnica CC - Client = Fourth section c

. .
— — —— — o —_— - - - .- — —
Manual call and prework option,
dial/hangup/pause/mute buttons.
rework: Request status:
Q Status request dropdown, log out | @t - [

button.

Log out




Comnica CC — Monitor

COMNICA Live calls Projects

Operator name o | [ projec < | i -
Operator status v | [ ot seaus =
ACTIVE CONNECTIONS (0) o
EXTENSION OPERATOR CALL STATUS TIME IN STATUS CLIENT PROJECT
NO ACTIVE CONNECTION
Is used for:
real time monitoring
supervising current changes in the number of incoming calls
listing currently active calls, agent states
tracking live call statistics
LONELY OPERATORS (1) LONELY CUSTOMERS (1)
EXTENSION OPERATOR sTaTUS TIME IN STATUS PROJECT CLIENT TIME IN STATUS PROJECT
1029 Mr. Orange Taking a break 00:40 Hungarian 36709788653 00:11 Hungarian



Comnica CC — Monitor — Live calls tab c

COMNICA Live calls Projects

Filters can be applied to the Operator name ~ || pros v || car -
sections below. Operstor starus v | [ cosarus -
ACTIVE CONNECTIONS (0) &
EXTENSION OPERATOR CALL STATUS TIME IN STATUS CLIENT PROJECT

NO ACTIVE CONNECTION

Currently active, connected calls will be listed here.

LONELY OPERATORS (1) LONELY CUSTOMERS (1)
EXTENSION OPERATOR STATUS TIME IN STATUS PROJECT CLIENT TIME IN STATUS PROJECT
1029 Mr. Orange Taking a break 00:40 Hungarian 36709788653 00:11 Hungarian
Mr. Orange is logged in to the Hungarian project. He Meanwhile a customer is currently
is also currently Taking a break. waiting to take their call in the

Hungarian project.



Comnica CC — Monitor — Projects tab

COMNICA Live calls Projects =

Filters can be applied to the Prjec ™ | | ncoming Ougorg -
sections below.

PROJECT AGENT (A/B/R/O) ACTIVE CALLS CALLS TODAY MISSED CALLS PRIO
ENGLISH “ o0/0/0/0 0 0 0/0 1 v
GERMAN Y] 0/0/0/0 0 0 0/0 1 v
HUNGARIAN Y] 0/0/0/0 0 0 0/0 1 A
hour day week with weekends with comparison data
Agents SLA (90/A) ?  SLA(85/20) ?  SLA(75/10) B
28.57% 23.3% 22.28%
200% 100% 100%
— VAN
No logged in agents. {": 0% l ﬁ
v h k sz s p so v h k  sze s p so v h k  sze s p so

Real-time charts.

Number of calls answered by customer,

Call amount 7 AWT ? 0 LWT but was abandoned before it ?
connected to an agent.
38 pcs 00:00 minutes 00:02 minu
00:02 perc 00:20 perc
v h k sze s p s v h k sze s p s v h k sze s p s v h k sze s p sz

ITALIAN Y] 0/0/0/0 0 0 0/0 1 v



Comnica CC - Wallboard c

The Wallboard is a simplified extension of the monitor.

TOTAL IN 113 110 17 91 48 25 45
ANSWERED 259 99 96 13 78 44 22 39

AVAILABLE 0 0 0 1 1 1 2 1

BUSY 5 2 5 0 1 2 1 0
MISSED 41 14 14 4 13 4 2 0
WAITING 0 0 0 0 0 0 0

Progress bar shows the
operating time so far /
remaining time

AVERAGE 04:23 03:24 04:15

® TALKING @ REGISTERING @ READY ® IDLE @ PREWORK
Harry Maria Christian Charlie Olive ¥ Theodore N Dollie Julian
Burke Swanson Martinez Brewer Garza Cross Peterson Gilbert
Matthew Polly Carl Jayden Landon Pt Caleb Josie
Hogan Ramirez Thomas Cohen Chavez Marshall Wells
Vincent Louisa Melvin Kate Bess
Snyder Perry Sherman Dennis Dixon
Florence Caleb Clifford Tom
Cohen Carr McKenzie Harvey

Anne Evan Augusta Eric Olga Dylan Sallie

Harper Frazier Brock Singleton Bowers Mendez Curry

Marion
Stewart

Virginia
Copeland

Elijah
Higgins

Ernest
Massey

Harriet
Campbell
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Thank you for c COMNICA
your attention.






