
Release Note

What's New!

Agent Report and Summary:

Search Option
● Select Date Range: View agent performance data from the last 7, and 15 days and get

a comprehensive report for the last month also.
● Choosing a date range allows access to the corresponding “Data Type”.

● Select Data Type:
1. Consolidated: See a combined report of all agents of a specific date range,

providing an overall view of performance metrics.
2. Individual: Access detailed reports for each agent, allowing for individual

performance evaluations



Calling Group:

Admin can create groups with 4 different calling formats:

1. Idle Time: Agents with more idle time get the next call.
2. Talk Time: Agents with less talk time get the next call.
3. Priority: Agents receive calls based on assigned priority (e.g., an agent with priority 1

gets calls before an agent with priority 2).

Note: If the sticky agent option is enabled, the Priority format will not work.

4. Group Counter-Based (Default): Agents with fewer calls get the next call which has
more idle time.

Failover in Groups:

● This option can be selected in both "Add Group" and "List Group".
● If selected, the agent will receive calls last, only if other agents do not pick up.
● Failover is not available if a sticky agent is assigned to the group.
● If a group has both failover and priority options enabled, failover will take the first place,

and priority will be disabled. (For example, if an agent has both priority 1 and failover
enabled, they will receive calls based on the failover setting.)



Only View

● Only View: If selected, the assigned admin can only view all information, without making
any changes.



Campaign:

Call Priority:

● Calls are directed based on user-set priority numbers, with the highest priority getting the
first call.

● Users can set call priorities using serial numbers.
● If “special characters”, “alphabetical letters”, or the Number “0” are used in the list,

those calls will be assigned the least priority.

Note: The priority column must be filled out to enable this call priority feature.

Campaign Timings:

● This feature lets you schedule the exact times when the autodialer will be active each
day.

● For the enabled days, you can enter one or more time slots by specifying "From" and
"To" times.

● This feature ensures that campaign calls are made only during specific times, allowing
users to configure the times according to their campaign requirements.

● This feature is only available for new campaigns. For existing campaigns, the timing
settings will not apply. If users want to set campaign timings, they must create a new
one.



Retry Attempts:

● You can set retry attempts between 1 to 5.
● The first retry will occur (for example, 5 minutes) after the initial call attempt. The

system will attempt to place the call again within the mentioned time period.
Note: If a campaign call picks by customers in first attempt. Then other retry attempts will
automatically be disabled



Feedback System

● Agents can transfer calls to the IVR feedback system without disrupting the customer
experience.

● The IVR feedback feature can be activated by pressing “9” on the keypad during a call.
● Customers can provide feedback using keypad inputs Dual-Tone Multi-Frequency

(DTMF) during their interaction with the IVR system.

Note: This feature is only available in hardphone mode, currently unavailable on
softphone.

Feedback Module :

● Agents can access a feedback menu to upload audio files for IVR prompts in the “Add”
option.

● Agents can upload multiple audio files, each representing a different IVR question for
feedback.

● The system provides clear options for uploading files, adding questions, and handling
errors effectively.

Live Call:

● Call Monitoring: Supervisors or Admin can listen to live calls without the agent or
customer knowing.

● Call Whispering: Supervisors or Admin can speak to the agent during the call without
the customer hearing.

● Call Barging: Supervisors or Admin can join the call and speak to both the agent and
the customer during ongoing calls.




