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User Interface - outbound agent call
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Calls from the below call centers are
being routed to you.
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Calvin Chen

User Portal S

calvin.chen@dialpad.com
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ur Dialpad Number
+1 604-245-7945

o B
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e Basicinformation

e Voicemail seftings
(925) 291-7029

e Personal Working
Hours Ond rou-l-ing Your Number: +1 604-245-7945
rules
e Spam blocking
e [Executive Assistant il e
H H User & Voicemail PIN @
e Permissions | ISP
e Emergency Services
IOCO.I.ion Personal Settings (default)
o
[oo) Voicemail Drop @
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Admin Portal

™Y Diclpad Office

° ;
R Office

Dialpad Office Users

Centralize place for setting = & exront e
call routing, office a

administration, billing, user
mGnOgemenTl Ond Departments Abhishek Suri t k@ pa Y (415) 805-2148

Call Centers Adam Kabbeke

integrations

Adan Maghibon jan.maghibon@dialpad.corr (704) 703-1707
Adonis Bulatao c > om (925) 291-7509
Adrian Lam

Akash Sethi ash.sethi@dialpad.cor (925) 291-0976

Albin Thomas ‘ 15@ i.corr (925) 291-0773

o C

(«} Akshay Kumar (415)
(U]

()

(o Aldrin Macaraig irir i Y (415) 805-6576

@ dialpad



Admin Portal

s Office MAIN LINE

Office Call Routing

o Business Hours & Call Routing ‘

OPEN HOURS ROUTING

Business Hours

Choose when you want to receive calls for this office mainline. You are now able

t your business hours, allowing for overnight shifts and lunch breaks.

When do you want to receive calls?

QoS Dashboard O Always take calls (24/7)

® Only during specific hours
Departments
Timezone
(GMT-05:00) US/Central
Routing O Display all time zones.
S—— Business Hours

Monday 8:00 am - 5:30 pm

Authentication
Tuesday 8:00 am - 5:30 pm
Wednesday 8:00 am - 5:30 pm
Thursday 8:00 am - 5:30 pm
Friday 8:00am - 5:30 pm

Saturday 8:30 am - 3:00 pm

Call Routing @

Determine how calls are routed during open and closed business hours.

AVAILABILITY
Open hours routing agents; Longest idle

Closed hours routing 5 voicemail
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Know how your customers feel with Live Customer Sentiment

Annie Vu | (415) 515-5555 n

’

Support West

MY INBOX (555) 180-0422

CONTACTS Active Calls

DEPARTMENTS Refresh

a Adeline Bowers (555) 134-9874 : @ Negative View Call

Omar Hadid (555) 446-8369 : ®N View Call

RECENT CONTACTS

O

Sarah Smith

Kal Reddy

Keith Harrison

Jarred Jones

Paul Miller

Amanda Shah

(555) 795-3322

(555) 566-3219

(555) 789-6543

(555) 134-9874

(555) 446-8369

(555) 795-3322

@ Negative

View Call

View Call

View Call

View Call

View Call

View Call




Step in to assist agents when they need it most with Real-Time Coaching

i Dialpad

Active Call

a Adeline Bowers

MY INBOX

= CONTACTS
COACHING GROUPS

RECENT CONTACTS

@ RECORDING

Listening in

AGENT
Adeline Bowers

CUSTOMER
Noreen Smith

TAKE CALL

BB VIEW CONVERSATION

Annie Vu
On call with (095) 805-2378

3

&

ANNIE

team to try to resolve your
issue today. Would you be
able to explain to me the

issue you are having?

CUSTOMER

| am very frustrated. | was
charged for a monthly
subscription | did not use. |

would like a refund!

ANNIE

| am sorry you were charged
for additional months on the
Acme service. Are you able to
send me a screenshot of the

receipts so | can verify?

CUSTOMER

Why do you need to verify
this charge. | have told you |
was overcharged. | am very
unhappy about this?




Annie Vu
Marketing at Aerolabs
(415) 62 8

P Recommendations

ONBOARDING
"l am having issues setting up my
Recommendations account. Can you help me?"

. ~

SLOW DOWN! ACCOUNT SET-UP

1. Download the the Aerolabs app
You're speaking pretty from the Apple App Store.
fast. Don't rush a
good thing.

- Ghris Wills new account"

Gemma Smith

2. Launch the app and click "create

3. Enter your email address and a
password you would like to use for

this app.

New Products

Was this helpful?




Keep a pulse on your Call Center with Live Call Alerts

Alerts

Service level

Your service level has dropped below 89%.

12:00 | 6 minutes ago

No agents on duty

All of your agents are off duty.

12:00 | 6 minutes ago

Denna Stevenson off duty

Denna missed a call and has been
automatically set to off duty.

12:00 | 6 minutes ago

Call queue volume

10 or more callers are queued.



Exhibit E: Page 12
Get reliable metrics on queue activity with Real-Time Dashboards

P AEROLABS SUPPORT LIVE OPERATIONS ANALYTICS

CLOSE ALERTS 6

E Dashboard INBOUND (@ OUTBOUND

CALL VOLUME CUSTOMER SERVICE LEVEL
-‘J € Answered &
( f Completed Calls

] Q Voicemails

‘ " Missed Calls

‘ Abandoned Calls

l

|

|

:’ ‘ ‘ | @ short-abandoned
’ J‘ I ‘ A ‘ P Calls

CALL DURATION AGENT STATUS
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