Q Bongacloud

Make every call count

Endser Document ati on

Il ntroducti on
Wel come to the Docs -esdegcet i @anl lofCeonutrerc ustotliuntg or
comprehensive documentation to help you navig

pl atfor m. Whee¢heongdutuet amer service expert
detailed guides, tutorials, and references ar
journey. Dive in to discover how Bonga Cloud c

cust omeri cxee operati ons.

Soci al s

Keep in touch with our tidings.
.Facebook
. X (Formerly Twitter)

1
2
3.l nstagram
4. What sApp

Professional Li stings
1 Kenya Business Directory

T Capterra
T GooHr ms



https://www.facebook.com/BongaCloud/
https://twitter.com/BongaCloud/
https://www.instagram.com/bonga_cloud
https://api.whatsapp.com/send?phone=254709785785&text=Greetings!%20I%20would%20like%20you%20to%20assist%20make%20my%20calls%20count!
https://www.businesslist.co.ke/company/149705/bonga-cloud
https://www.capterra.com/p/10013972/Bonga-Cloud/
https://www.goodfirms.co/software/bonga-cloud
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y come here?

| comBe ntga COls@wd.usment ati on!
are delighted to present this comprehensi
rvice Platform. This documentation 1is desi
i dance and resources to eyectively wutilize
cei operations.
nga Cloud is arrobuptit abhdrmeahateempower s
ceptional customer support experiences. Wit
amless integration capabilities, sW®euU varce e
ocesses, Improve agent productivity, and dr
this wuser documentati on, y owys twa @ |t u¥tnodr i dael tse
|l pful tips to help you maximize the potenti
tting started or an experienced reser tlho sk
cumentation will serve as your comprehensiyv
pics covered in this documentation include:

1T Getting Started: Learn how to set up youtl
conWwgure essential settings.

1T Managing Tickets: Discover how to create, ¢
tickets eyciently.

T Knowl edge Base: Expl ore how to create and
your customeesvwcehopel bns.

T Reporting and Analytics: Dive int8ohbe rep
Cl ooudal l owing you to gain insights into yoc
make -draitwawen deci sions.

T Integrations: Le8onghowi tbhomdothnhiergrtaoel s and

enhance productivity and provide a seamles



We are committed to your success andvagre he
Should you have any questions or require fur
is readily avdpol abbhent mohb b btpovdgasyu!lt our

Pr-eequi sites
Bonga Cloud is a fully fedged cloud solwution,
party software; to make it work at the very

internet connection & your awesome sel f.

To get started, we have out(anetdha thleaty es®dW@BL
need to hedomsiederroceedi ng with, tthhei so nvbiolalr dmak

customer interaction seamless:
Har dwar &6B RAM and a core i3 (or equivalent) compu
Softwa&Anetug@ate version of your favorite web browse

I nternet Co5nnle ckbipvsi tdyedi cated bandwi dth to your <co

License I nformati on
This PaaS software |icense ("License") i's a
"Licensee" BongaY@u ébfueddameld to as "Licensor" or

the PaaS software (" Software").

1.Grant of License: Li c-ersbusgmmamtsst celriachd nes d @
t o use t he Softwar e for i nternal busi nes:¢

conditions of this License.

2.License Restrictions: Licensee shall not :
derivative works of the Software; (b) revel
Softwar e, except to the extent permitted b

or distribute the Software to any third p
competing product; (e) remove ofr alter an

Software.


https://bongacloud.com/

3.lntell ectual Property: The Software and all

shal l remain the exclusive property of Lic
or ownership of the Software is transferre
4 . Support and Mai ntenance: Licensor may, at
mai ntenance services for the Software. Any
agreement and fees, i f applicable.
5.Warranty Disclai mer : The Software is provi
Licensor disclaims all warranties, whether
not | imited to the warranties of merncdhant a

no-nnfringement.

6.Li mitation of Liability: Il n no event shall
incidental, or consequenti al damages ari si
Software, even if Licensor has been advi se

7. Terminati on: This License is eyective unt.
License i mmediately wupon Licensee's breacl
Licensee shall cease al/l use of the Softwa

8.Governing Law: This License shall be gover
t hleaws of Kenya and other jurisdictions that

subsidiari esAayerdatseputhes arising from this .

the exclusive qauritsdiaft itome odf arheement i oned.

By using the Software, you acknowledge that vy«

agree to be bound by its terms and conditions



Ter
The

ms and Conditions
se terms and conditions ¢t hehé& AGoéeewmaneée" as

(" SaasS") provided by Bonga Cloud Limited ("Pr

agr
1

Pro
sub

us e

T

ee to be bound by this Agreement. | f you dc

.Services

vider agrees to provide access to and us.

scription plan. -elxscelruss itbvrea,n gifaam alelde ar ingmt t

the SaaS solely for their internal busi ne
The trial duration spans 14 calendar days,
agent l ogins wil|l be deactivated. Tri al a
package will be deactivated within 3 days
upgr ade, accounts wil/ be permanently del ¢
inception.

Al | charges are to be paid in advance, typ
the signup date of the preceding month. Ho
wi || be adjusted based on the | eap year st
Your billing cycle commences on the day o

Organi zations can modify their subscriptio

cycl e.

During the initial setup phase, administra
[ Trial, Basi c, Pr o, Premi um, Gol d] t hat
organi zation's billing structure.

Aut omat ed payment s wi || be processed e Xxc

payments may be accommo daaltteedr niant isvpee cpi aayl mecnat:
accepted upon prior notiwcation.

Organi zations are expected to maintain a p

only be feasible iIif a positive available b
Admi ni strators possess the capability to
However, adherence to concurrent |l i censes

l imited to the active | icense count wi t hin



M DI Ds i f remain unused for 14 days i .e., an

pool -$elfl reg, they can be reserved monthly
f Each organization is allotted storage for
candidates for deletion to accommodate new
ensures access to recording WwWles fooda peri
any additional storage needs must be commu

2.Subscription and Fees:

Users agree to pay the fees associated with ¢t
pricing schedule provided by Providefundads$ ea

Provider reserves the right to change fees wi
3.Use of Saas:

Users agree not to:

1 Reverse engineer, decompile, or disassembl
T Use the SaaS for any wunl awful purpose or i
T Share |l ogin credentials with unauthorized
T Upload, transmit, or distribute any conten

4 DataPamdacy

Provider may collect and use data generated f
Privacy Policy. Users retain ownership of t h
measures to secure and protect it.

5. I ntell ectual Property

Al | i ntell ectual property rights, including b

SaaS and related materials are owned by Pro

transferable |license to use the SaaS during t



6.Support and Maintenance

Provider will provide technical support and m:

outlined in the support agreement .
7. Terminati on

Either party may terminate this Agreement wit.l

i tosbl i gati ons. Upon termination, user s acces
out standing fees wil/ be due.
8.Limitation of Liability
Provider's Iliability for any damages arising ¢
total fees paid by the user for the preceding
9.l ndemni WwWcation
Users agree to indemnitfy, defend, and hol d Pi
damages, and expenses arising from the use of
10Governing Law
This Agreement i's governed by and construed |

other jurisdictions that Bonga Cloud Ltd and
from this Agreement wi || be subjectt st ooft hteh e

aforementioned.

By using the Saas, users acknowledge that the
terms and conditions. This Agreement constitou

parties and supersedes any prior agreements o



Acco@Qmeéati on

Tdully wutilize the capabilities of Bonga Cl ol
signing up for a valid account, your organi zat
with customers, enhancing the overall experie

Vi sigonthael get started!

TrAaktount
I f you're interested in exploring the feature:

come to the right placeur Fexilstfireg aocsesumgn in
You &/aghwmf/ you have an existing account.

Step 1: rGoipageé& hand7rc/ihao/o seando wmitihc€lont iTru e/
button.

Choose Account Type

Help Page

Choose a Package Trial Account

Continue Trial >

Already have an account? Sign In



https://app.bongacloud.com/
https://app.bongacloud.com/#/register

Step

SteggoBWr mati on

2

You wi | | be

Sign Up For Bonga Trial

e infc ation below to get start

Business Name * Phone Number *

Bonga Cloud +254 709 785 785

Shortened Descriptor * @
At Bonga Cloud we make every call count!

Describe your business in a short form
Corporation Type *

Limited Company

Contact Email *

support@bongacloud.com|

Already have an account? Sign In.

required

t oCaintlbming sro.me

/
N/
\V/

Someone form our Team will contact your in THr!

Ok, got it!

i0% , s pwwn ¢ x id tuipc.k e

pop




Li xecount

Great job! At
service to new heights.

options and
Srighbutmron to

this

choose

S

a

t age, you've made the dec
You' || be prompted to
subscriptivoan , | iscenpsg. clf

proceed.

Step 1: rGaipmagced handChrkdosxs&k adNP8ekeaegtet
packagBengaagnmPrd ocl i Canbbrntréh en.

Choose Account Type @

one of t h

Help Page
_ Choose a Package Trial Account
-
Account Type
Select your account type Choosea package o
Business Info Bonga Gold Bonga Premium
10000000 20000.00
Account Info
Set Your admin account Bonga Pro Bonga Basic
Select DIDs 15000.00 10000.00
Select your preferred DID
Completed
A ki s i W
Step 2: HFudilneansTylbagrawi/lsl. be used to

organi zation

Wi

t The

identi fy

8magh &€ddudssangbuWchbbDean

veri fy yoNagw,accloidiok: fobhvu dtéhoen .

1


https://app.bongacloud.com/#/register

O

Account Type

ct your account type

Business Info

Your B ed Info

Account Info

Set Your admin account

Select DIDs

Select your preferred DID

Completed

Woah, You 2

Business Details
Help Page

Business Name * Phone Number *

Bonga Cloud +254 709 785 785

Shortened Descriptor * @

At Bonga Cloud we make every call count!

Corporation Type *

Limited Company v

Contact Email *

suppon@bongacloud.con{

¢« Back

Already have an account? Sign In.

lIIiHHHHHHHIIIIII

3:

oud, it

Step
Cl

anyone

O

Account Type

Business Info
Your B Re

Account Info

ur admin account

Select DIDs

Completed

S

Addduntn Thhehtea i Wisl. |
Il mportant to

j ust

be admi

choose a

your

Nowe § b uoknttolotdtéboeru.s h!

Account Details

Admin roles

First Name Last Name
Jane Doe
Email

janedoe@bongacloud.com

Password

Confirm Password

essssssssssssansancas

¢« Back

Already have an account? Sign In.

n

secur e

strat

pa:



Step 4: Choose a
an identity tied
and only pick one
Once

t o

cont act

your

number

This i

organi zati on,

S

S

0]

a

vV e

cho

sati sWweld,agnaa kt ont tehefTbemk BoKoaddt Noak|l
t h@ont bmaé on.

One last step! Choose you DID range
Read more
about DIDs
O Available DID Extentions
254111015042
o]
A::io'u?t Ty?? “ 254111015047
Business Info 254111015046
Your Business Related Info
254111015043
Account Info
% S et 254111015039
Select DIDs
Please Note!
Completed The default number is fi rged a fee. Extension
Wosh. You are Pricing per Agent
lag'eea Terms and conditions
Step 5: Do a quick review of the informat
t hBRadhitt on at any stage to make changes.

on



O Please confirm your info before submitting

Bonga Cloud

At Bonga Cloud we make every call count!

Account Type

Select your account type support@bongacloud.com

janedoe@bongacloud.com

Business Info q 254111015042

Your Business Related Info

Account Info

admin account « Back Submit >

Select DIDs Already have an account? Sign In.

Completed

Woah, You are se!

Ot her wi se, Sebmrmktom tloecompYetre abdeopmocwisisll |
you can |l ogin to explore or make | icense payme
A password and veriwcation code wil/l be shar

reqguire these details to |l ogin the Wrst time.

Verify Your Email

Verification Code o

1234

Customer Support Redefined

Resend verification code

Click Rers etntde ver i #mattihen eweecha you | ost your pr



Account Activati on

From ti madmoni smeators may choose to deactiva

circumstances, such as addressing pending bil
When your account i s deactivated, certain rest
to make or receive calls, and agent |l ogin 1is
can reactivate the account by following the o

St ep sli:t oMpihaege and provide your &7y gbantwiomls t h

Sign In

Create an Account
Email

support@bongacloud.com D

Password Forgot Password ?

........ Customer Support Redefined

Step 2: Upon provision of your-updmiamneredaehor

you that your account is currently deactivate

X

Your Account is deactivated !

Try again!

Step 3: dJlriycKApmutndhe you will be redirected t

updated to allow you to activate your account


https://app.bongacloud.com/

Sign In

Create an Account

Email

support@bongacloud.com

Password Forgot Password ? o

Customer Support Redefined

Activate Account

Step 4: Provide youranadnmniln &derfepdneantthileadicdc oavgrati n

success you wil/l be redirected to the dashboa



User Gui de

Two roles are curramadeynts urpoploerst.ed, admin

Admi n Account Login

The admin account grants you access to handl e

as managing billing and payments, reviewing s
agent performance. I't al so al |l owsu yroeug itsot enra nvai
Bonga Cl oud, you wi || receive an email wi t h

successful veriWwcation, simply go to the | ogi

Sigbhutmon to access your admin account .

Remember not to share your credentials with a

Sign In

Create an Account
Email

support@bongacloud.com o

Password Forgot Password ?

........ Customer Support Redefined

I n the event you have forgbvrtgot yfads nNfgamaiNdrhd
| ogpiamge, provide your e maSiulbnaudtdtircers.s lafndy adri c&km
within Bowga Wibudreceive instructions on hov

i nbox.

Forgot Password ?

Email O

support@bongacloud.com

m Cance'

Customer Support Redefined




After a successful | og

your working area bein

Dashboard

Thadmdashboard i s avail
athe organization | eve
the industry as detail

$

Outbound
Calls

253 o

14 23

Missed calls Abandoned calls

0

Abandoned calls

Inbound stats

Average Handling Time 3.02 Mins
Average Queue Time 0.4 Mins
Average Abandonment Rate 9.09 %
Occupancy Rate 43.68 %
Adherence Rate 39.58 %

i n, t o

g on t

abl e t
| . Bonga

ed bel

Active Calls
Incoming

3

Outgoing

0

Outbound stats

Average Handling Time

Average Queue Time

Average Abandonment Rate

Occupancy Rate

Adherence Rate

right

nform

i s a nayv

view of

on t he ¢

empl oys

0 Mins

0 Mins

N. B. Al ]l statistics on

| nboCaldTlse t ot al number of sucesTshiud

t hat were answered.

Mi ssed Reédlers to the calls that
coul d be a rbeesiung uwonfa vaagielnatbsl e

cal l centers t o track

satisfaction and ti mel

the dashboard

and

y resol

are for

rcead rl ess enra

we 6. e Tnhoets ea ncsaw e

attendir
t he numb

gueries



Aba
bef

Ser
t ha
t he

Av e
han

per

AV e
que

rou

Av e
bef
cal

sat

Occ
per
t ot

ma n

Adh
sch
per
adh

al |

Con
att

ndoneldhe&sad |asre i nstances of unanswered call

<

o 9 O

o ®© O o O

e receiving assistance from any agent .

ce Levellt Aigy etehmeendgr eement between the oi

deWwnes the expected | evel of service. |t
service |l evel threshold agaemtsdgd.he numbe
age HanRépmgsdmime the average duration it
I a customer interaction, i ncluding the
or mi ng anycalelcetsazsaaky @(EPowBdh as updeaptoirng)r. ec
age Qu®eéedMsmeo the average amount of tir
e before their call I's answered by an ava
i ng and stayng in the call center.

age AbandRefmemd¢ htRatpper cent age of callers w
re reaching a |ive agent or having their
ers who abandon the call odtt aofentelcda st cctusslt
sfaction, call center eyciency, and servi
pancyt Rasea measure of how occupied call

od. I't is calculated by divi-dahy wbek) obw
| -ilnoggende. Occupancy rat e h ealnpds weosr skd sosa d
gement . A higher occupancy rate indicate
rtant to maintain a balanced occupancy to
rencdhRateneasures the extent to which ca
dul ed work ti me, including their start t
ent age. Monitoring adherence rate édelps

rence i ssues, all owing call centers to t.
cati on.

ectefders to the tot al number of active ca
nded tovikkyhiann tahgee rtel evant queue.



On Qué&be number of currently wentiondgecaloln eicn

to the next available agent.
On | ViRese are callers who are currently being
Response (1 VR) system. They are yet to be cor

assistance.

I n Call Actions
Bonga dmtudwinisspering, " "spyiaagmnresralnyd " dfae gi ed

carhdni toring features:

Spytnédl so known as silent monitoring, spying
bet ween agents and customers without their a
evaluate agent performance, assess <caly gual

policies.

Whi speriTings feature all ows supec¥rtviinseorgsuiaodra nman
agents during |ive calls without t he cust ome
communi cate with agents through a headset, h e
valabl e for training pur poses and supporting

i nteractions.

Bar ginBgarging all ows supervisors to join |ive

participating in the conversation to provide

Sspying, barging enables supervisoesi hg suppon
or resolving issues as needed. Barging is usef
additional support to agents.

To activate any in call action, follow the pr.

Step 1: AGo/ veetClhd/omm on the dashboard to view
Cl oud.



Active Calls

Step 2: Choose the acti oSp Whoius,pwdannt.g aAo cpmd rl f awi nd
wi || appear, showing the active channel for t

the ongoing cal/l

Spying On

Once the agent or caller ends the call, the ¢
endihe administrator can optionally | eave the

These call monitoring features ar e essenti a
supervisors to maintain quality standards, suj
satisfaction. l't's i mportant for usemsitdyund
and ethically to respect the privacy and con¥

Active Agents
As an administrator, you can eyortlessly tra

they' re on a call, on a break, or engaged in



extensions, potentially i mpacting their capac

cust omeRurctahlelrs .agent actions
qgueue.

are available to

Active Agents

To change the agent.s state:

StepNatigate to Agent Actions and Relhmwose Firilwen :
Queowassi gn Tbh&Ouewrresponding queue
di spl ayed.

names for

Active Agents

Stepgl Agkent Amtdi ccrhsoose t he appRepiovat é&r opt Qo a/

or "Assign." Select the relevant queue for mo\



Assign Agent To Queue -- Remove Agent from Queue

Agent * Salact .
Agent * Select Qusus * pent Select Cueue

Abra Kadabra

Outbound

e close m

Step 3: Qlpiddkudotno n gteou rsaagvearstt .as €©n success, you
received by t he Opfoop duips nbhieslsow.t .Cl i ck

Success

Agent queue updated successfully

We Di al er

This Bonga Cloud.s propriety software tool th
out bound call s «dbiarseecdt liyntferrofnace .wdlt epamiwnat e:
softwar e, traditional phone systemstiovri tlya radwe
Vol P (Voice over Internet Protocol) technol og
To access the web dialer, click on the ~oatin
portal. It is usually |l ocateMoanéov@gmwubobhomcec

the web dialer by CdliickkitwygtCanw /ft hendyrere nmost
reports.



Upon clicking on either of the above button, ¢

to do the foll owing:

1.Di al Ext ekenyali nGalclospy paste or click throug
area to directly c@dlddtotuotn boyn ctlhiec kDinagl poand .t

v +254 709 785785

2.Di al | nt elrpnoanl cQailclksn h gtr o /It ihrek, you wi | | be
a |list of agents and admin currentCg/ /1l ogge

button that gives you the ability to init.i



Externa Internal

Internal calls
Jane Doe

John Doe

To close the widget Xbstmphy usluia¢ k yomouhd

right of the web dialer widget.

Acti veWhCaan la cal |l i's initiated the web di
indicate the number being callngd ngs wehlect

with a |ive second(s) call duration count e

Connected
+254709785785
00:34

@ q

weybu are presented with the following in

.Mut_.dhis disables your computing device.s m
.HolLAll ows the caller to wait (while |Iisteni
agent to attend to synchronous tasks.

.End _Malnlgs wup the call



Cal | FI ow

Thi s diessitghmehar eaan Admini strator gets to deWne

pr

ocedures within Bonga Cloud, it is very i mp

the most of your customer journey.

Sc

enari os

Thesel VaR et e mphladetfeesr -dteoW nperde structures or desi ¢

fr

amework for building I nter adttihven \Bomihddd R sop

templwitlels sieel to create consistent and standa

wor kaows .

Cu

i n

rrently, Bonga Cloud supports mul tiple, %
teracti nrgefweirtrhsSdt ereenr a © s .

Bonga Cloua wiugppoaadge bOO6WAISMPS IGSIMe Ul aw, Al a

et

pr

To

St

Wi

cC.,optut mhbr audi o experience we recommend th

ecedence:

1.PCM 8 HHz2, M®&nNno: This is a standard PCM (P
a sample ratvetofdedPthHz aobémoeb) (audigobe
2.PCM 16 -bkiHz,, niobn o : Like the previous format .
16 kHz.

3.PCM 48 -kkiHz, m&no: This format has a sampl e

hi gher audio quality but also results in |
create a new scenario, follow the procedur

ep 1: Clrieak eo Matamemnt/aot ed at t he t,opa-upgpht o

Il appear requesting you name it and choose



Create a new IVR scenario

Please contact us

Name *

Bonga Cloud Support IVR

Choose Scenario Setup *

Basic Language Service
— N = ==
= .
Levels: 1
[ == o
Levels: 2 Levels: 3

Levels refer to choices the caller has to make

BasContains 1 | evel tree structure and a m:
this scenario is when you would | ike to act

service/organi zaastkhenfkmld d ductt oamwédi t for an

Lange@gnt ains 2 |l evel tree structuAetwpidca
use of this scenario is when you would 1|
| anguage options to introduce yadvi sertwvhe:
caller to wait for an available agent
ServQaorettains 3 | evel tree structure and a 1
of this scenario is when you would I|ike to
options to introduce your sreerquwiecsetd btrlgeant b a
wait for an avail able agent

NBEXxampl es given are possi bl e scenari ofFhebut y

admi ni sanatoeate as many scenari os as you wan



Step 2: Cdamcikghiartet ohet o accept the scRamagfi o c|

button to c¢clear the form detail s.

Step 3: | f ydondé¢puciteedo,0oey oture vi ew i s changed
can ubio&edi o Wl es to your preselected scenar |

t h@Ghoosdukit/loam and selecting your desired audi

Bonga Cloud Support IVR: IVR Setup
Introduction
Key Press 1 Key Press 2
Service1 Edit Title
Attach audio| Choose File |No file chosen
N. B: Your view will change to a playable audi

audi o ¥/l e.

Step 4:marmiup tclaemt a u diaam dtnreese by c | £a&lkd tntgo o nn & xhte |
t he/ tp/reo,vi de t he new nSankadndncliocheonsni shet he

Introduction

> Aud

Key Press 1 Key Press 2

Service1 ¢ Service 2

> Aud




St epnaccoMmplsiestwwipdul d [ ook | i kewwhiltheewld rleaev e alby ¢

i ncl pdiaryabl e audi o buttons to preview the wup
names.

Bonga Cloud Support IVR: IVR Setup =
Introduction ¢
Key Press 1 Key Press 2
Service 1 | Service 2
Step 6: OSlaiveek Baant vtphne t o save your | VR scenario

recebyedhe pop W dediosvmi L£d iictk.

Success

Step 7: You can view all previously created I\
namedd / [/ VRAnSye te/sptsr.y wi th a blue checkmar k age
actthestry wil/l not hAdve/ et bkborthest deghtto



All IVR Setups

| Bonga
| Kambi

| Bonga Cloud Support IVR

Step 8: You can activate aWytotrleéeroscenaevenbhbsy
an existing oneebywuekltioomki nfpuomwitiHe be presente

a\yr ming your actions.

Activated Deleted

scenario activated scenario deleted

Active Hour s

Wor ki ng Days and Hours

This rtefehe speciWwc time periods during which
stayed to handle incoming calls from customer
when agents are available to answer ecravlilcsesand
An administrator can conWwgure the timing of ¢t}
to play when the call center is inactive e.g.
di yerent audios foToeaecthc fdmwe olfourhe wietetkki.n Bon
the procedure bel ow:

Step 1: Sedaypmer iwond kb yn:g

- Toggling i f the day of the week ibsuta omor ki



Monday From 08:00 To 23:00

Tuesday o From 08:00 @ To 23:00 @

- Settiongrtbseponding working@g3bh®umHs shetfweere al
t he week by ad 9 @diiiage dpni ctkheer

Set Working Days and Hours

Monday 0 From 08:00 @ To 23:00 O
Tuesday 0 From 08:00 @ To 23:00 ©
Wednesday 0 From 08:00 @ To 23:00 @
Thursday 0 From 08:00 @ To 22200 ©
Friday 0 From 08:00 O To 23:00 ©
Saturday From 08:00 To 23:00

Sunday From 08:00 To 23:50

Step 2: I f you desire t-0fouycee ohnoeu rasultdseen s$urmeg Etghe

audi o daop.osgfhl e i s set and upload the associat

Set Working Days and Hours

Monday o From 08:00 © To 2300 O

Tuesday 0 From 08:00 @ To 23:00 O
Wednesday 0 From 08:00 @ To 2300 O

Thursday 0 From 08:00 ® To 22:00 @

Friday o From 08:00 ® To 23:00 ©

Saturday From 08:00 To 23:00
Sunday From  08:00 To 2350
0 Use single audio for all days (») Audio ¥ Delete Audio

Update Hours




custom awdikos

proceed

your act.

Step 3: I f you desire to use

singl e audiaw.osfgteai s not set and

audio Wles for the days in the week.
Set Working Days and Hours
Monday O From  08:00 To 2300 @ @ Audio B Delete Audio
Tuesday o From 08:00 To 23:00 @ @ Audio o Delete Audio
Wednesday o From  08:00 To 2300 © @ Audio B Delete Audio
Thursday o From 08:00 To 22:00 @ @ Audio W Delete Audio
Friday o From  08:00 To 2300 @ (») Audio T Delete Audio
Saturday From 08:00 To 23:00 @ Audio W Delete Audio
Sunday From  08:00 To  23:50 @ Audio ¥ Delete Audio

Use single audio for all days
Step 4: QU pidcakt eobmdatubyrean t o per si st
you will receive a prompt ayrming

Hol i days
A holiday
day wi | |

procedur e

Working hours saved successfully

i's ceovoyikd enrge dl agy

be gofegtedabgi an

bel o

W

your act

fwd ItlhimomBonga CI
doatadd

holi days

to

\

ou

W i

fo

u

e

on

d.
tf



Step 1: Give your holiday a name, pick a date
played to the caller whoewmudihe wiolli day W@t ®eadesd

once you select it and a prompt displayed on

Holidays
Holiday name Date

Ivr Audio

Add Holiday

Step 2: CAdad k Hadnu tdtdgen t o per s;peat syooesshgnge s

greeted by a prompt which wil/l momentarily di
Holiday added successfully

Step 3: To view all avail abl e holHdl/aiydda ywi Ltihs i
section. You can see the nafmgcedatndli caggdepl ay
deacvtate an active holiday.

Holiday List

Labor Day @ Audio o ]

Madaraka Day @ Audio o 1

Huduma Day @ Audio o 1

Mashujaa Day @ Audio 0 ]

Step 4: To del ete an exi stlen/ge theon.i day, click



Mashujaa Day @ Audio o ]

StepcBept the conWrmation @EAMampgvmoeud cbayn cclliicckki no

Canbaeftton to discard deleting agent action.

Are you sure you want to delete this audio?

That is, it! You have succebgffutdaysconttiguneBo:

Bl ackl i st

Thislist aof phone numbers or <contacts that a
restrict communication with them. The pur pose
nui sance cal losr fgrooino grletarcah®m mtger agents or t o r ¢
with speciwc individual s earg. entUntwaeastoe@kolrd av a rs

compliance, fraud prevention or customer requ

N. B: Bonga Cloud gives t hfer oanbislpecyi dteo nbal hobceka si
outgoi ngyg ocllcs ¥c number s.

To manage your database of blacklisted number
bel ow:

Step 1: To add a oluimblkAdtvotWiv@mbeb| bokBoatkodcat e
to the right of your view.



Blacklist

Calls Reports

Q. search Blacklist + Add Number to Blacklist

254709785785 Outbound , Inbound 4/4/2023

Step 2: A pop up wildl be presented that al |l
additional ly yB/uo cckatnd yseetl febamvt b hea dbl ® c k i nbound

cabksboth by checking the associated checkbox

Add Number to Blacklist X

Phone Number *

254709785785

Block Type

Block outbound calls Block inbound calls

Rese(

Step 3: Gluibebdustotnont hteo per si st your changes. On
with a popupPuctitiocnk toon dtihsemi ss it .

v/

Success

Number Blocked Successfully

Stepaoseview all your bl ackl i sdgedth@luandlelriss wi $ & ¢

This view also gives you the ability to white



Blacklist

+ Add Number to Blacklist

Step 5: You can whitelist number PHONEbLbWVWUWBE&ER i
checkbox to select al |l the numbers Yeletneul d
Se/ ebueton.

Blacklist -
3 Selected Delete Selected
254709785785 QOutbound , Inbound 4/4/2023
254709785795 Outbound 6/13/2023
254709785796 Outbound 6/22/2023
10

Step 6: For single number whiRteenovett ag, | ust

254709785785 Outbound , 7/18/2023

St &g&p Accept the conWrmati orOAputotmpr.edYdw ocdn ckli
Canbefton ttohedivshciatredl i shi ng



Delete Number from blacklist?

Cal I Center Settings

Gbbal sercdoin@arati on andypatamkeleest e hdthpereat i
settings deW%ne the overarching rul es, behavic
center opiemtbereasctamndwi th its customers. G|l obal

applinygo al landgenssomer i nBemgatClbogdwsté@dcosyst e

Recording & Outbound

Here are the available global toggle options:
Call Settings
~ O
Recording for inbound calls o
Recording for outbound calls O
Qutbound call management
Allow outbound calls O

- Call Centléve Staaltlusccenter' s accessibility t
on speciW¥c times. Whenrfegte taudinavwi ll abbe,
incoming calls. This feature is helpful whe

Cloud fumngti onal
- Recording forEnfnbrowerda crad dtsrri cti on on recor
- Recording for |laowtl eanemd sda /femcsadi mgp of out bo
- A/l ow Out bcoamtdr ela/VBBe ability of Bonga Clo



Speci al Audi os
Thesea agspeci Wc group of audios wused within pr

Cloud to deliver preset behaviors.

They are | isted bel ow:

Togg! e ThAoud/ message will be played when the

toummvail able status.

I nval i &d hAwsdipoaompt wi l | pl ay when a user se
- Ti meout TAudi onessage wi ||l pl ay wvihvaegrn ha nugs dédre
speciwed ti mefUsaurel loyn 8§ hredod/rRd s .

OQu-bfserviceThiudi audi o wi | | be played when
communi cate with al/l call ers, such as dur

announcement s.

Call center special audios

Toogle Audio Invalid audio Timeout audio

Upload Audio Upload Audio . Upload Audio

Out of service audio

Upload Audio

[ Q

To upload any of the above audios, follow the

Step 1: Uil aludowwno nthhien t he sp.eci Wc audi o card



Step 2:eAt pbh/leadad dA/s/pdsay e d , Atctla cchx ufoim/oaashteo br ov
for your respective audio. Optionally, you ca

Upload Files

Drag 'n' drop some files here, or click to select files

Step 3: Once an audiWpli za dbaftid/odne d,0 cclointpd ed re t

proc@msssuccess, you will see a notiWwcation st e
Upload Files

Drag 'n' drop some files here, or click to select files

Bonga Cloud PreFlight.mp3

Attach Files Jpload ! Remove File

Stefgodremove the sel eRetmod/ell Fet/cenl 1 Thaoni $ hel |

d oAl | audi os can be previewed in their relevan
Agent s

Il n this view, you can access a comprehensive
includes their names, emai | addresses, creat.i

information or remove them fr om mBiosntgraa tCd ro ualc c ¢



cannot be del eted. Addi tional ly, each email [

addition of mul tiple agents with the same em

previously.

Agents ~
<+ Add Agent
Tuhumtu Beans john.jane@gmail.com jent 1 ) Edi Del
Abra Kadabra ane.doe@hotmail.com agent 11/24/2022 Edit Del
John Doe ohn.doe@gmail.com admin 8/23/2022 dit
10 v

To add a new agent, follow the procedure bel o

Step 1: @G| Udlkk Wugtetindire at t he top right of your

Calls Reports

+ Add Agent

Agents

Step 2: This will display a poA/i Nspimé hatast | Navs

anf8mail



Add an Agent

First Name * Last Name *

John Doe

Email* @

support@bongacloud.com

Notify user through email?

User will receive sign in details in email above

Step 3: CSubcrhiutbnom heo create your new agent
Reskutton to clear the form details. On succes

v/

Success

Agent added successfully

To make changes to an existing agent

Step 1: ClickEdmoetthenassociated

Agents

Home - Agents

earcl ents -+ ent
Q. Search Ag Add Ag

AGENT NAME EMAIL ROLE CREATED DATE ACTIONS

Calls Reports

John Jane john.jane@gmail.com agent 12/5/2022 Edit Delete




This will display a pop up that allows you to

- FirstafhNganet &alme. As mentioned, the email i
thus you cannot update this after signing
- Bl danky abWwakitryg toout aluongd nc al | s

Step CliclUp datuea hen t o save Rehséierg ¢ ® not ool ele

chanyes . wil | be greeted with a success pop up

v/

Success

Agent updated successfully

Step 3: To delete an agent Aelcbutmntonj ust cl i c!

Agents

Calls Reports
Home - Agents

earcl ents -+ ent
Q. Search Ag Add Ag

AGENT NAME EMAIL

ROLE CREATED DATE ACTIONS

John Jane john.jane@gmail.com agent 12/5/2022 Edit Delete




Step 4: Accept the conWr maOkKwn tprno mmtde d hbayt dls
can clic€canbattbe to discard deleting agent ac

Are you sure you want to delete this agent?

Di sposition

Call Disposition refers to the outcome or st af
classiwcation of the call based on its result
or transferred to a calll yentpaelrat &#g @ mte, ctah d ag
remect the outcome or status of the call. Tt

tracking and analyzing call data, measuring p

Setup

To setup your disposition form within Bonga C
Step 1: @leiwc uetitdd el olcatteap omi ght of your vie
Disposition

Disposition setup

Acer Models select Aspire One, Swift, Travel Mate, Aspire Vero
Type Of HP select Ryzen, Probook, Elitebook, Radeon,
Laptop Models select mac, acer, hp

Iphone Year select

Phone Model select iphone, samsung, techno,

Reason For Calling select laptop, phone, shop directions




Step 2: Mainelf yputrhéorm item, this will be the

ChooPar&nrmt appl itchabsl ewi |1 mean whenever the
the currently wohWgape@daoptaisorm child to e
sel ections.

The Knptut,sEymeitalhl ows you tpldse¥nehatur whet
to the currently conWgured -owm i1iem.as op:
UnderOpthidolnesd, provdadwntoetidomp i n a comma

Add a Disposition Field

Name *

Samsung Models

Input Type *

A Series, J Series, S Series,

Field Required?
Agents cant leave this fieid blank

The sdopwd.,.t Byepqundest her conWwgurtagai bexas

Wl ed within your disposition form.

Add an Disposition Field

Name *
Oppo

Input Type *

Text

Field Required?
Agents cant leave this field blank

Save field >




- Specify if the Weld is mandatory fboyr sel

checking the toggle button as required.

Step 3: Save the for &ade thavitéoswwnbeyl icRle clokait ntgh o Nt
to clear the form details. On success, you Wi

procedure above to complete your form.

v/

Success

field added successfully

Step 4: Preview your form by scrbDolslpionsg td own Fio
PrevibBws is a | ive rpafeevriaesnd ywohao cbhu icladn tbhee di s po

Reason Far Calling
laptop Y

Laptop Models

acer v
Acer Models
Aspire One v

Schedule Callback
dd/mm/yyyy [m] ]

Notes

“

lIiHHHHHHHIII lII=I==IIIl |IIEHHH%IHEHIII



Step 5: To delete any of ©Dekébauenbgult edacemrdr it s

associated with the form item
Disposition

Disposition setup + N

Acer Models select Aspire One, Swift, Travel Mate, Aspire Vero

Step 6: Accept the conWr ma®doantpmommided hlay ¢lsi
click Cambtwhhe on to discard adding disposition

Are you sure you want to delete this field?

Canned Templ at es

Al so knowni asepreesponses or templates, are pi
use during customer interactions. Thedd hmeassa
Bonga fCdroueslasy access and quick deployment. C.

consistent and eycient responses to common <cu
To conWwgur e-wadwer teymptleahes, foll ow the procedu

Step 1:pfFovi WSt heeni8/Ms&S Baoorddy c |l i Sla venbdiWleon t o

keepmanges.



Add Canned SMS

SMS Title *
PayaBill

SMS Body *

To make payments, use PayBill number 123456.

Step 2: pooviEdeematt b jeercEmai/ /| aBdd)x | | Slaven Emaeé /
button to keep changes.

Add Canned Email

Subject *

Payment Options

Email Body *

We currently support all mobile wallets in the country.

N

Save Email

Step 3: Pr evad lerwe aldeympd man¥gur ed withinna&ameda ClI

Added CannedbeWeoswCagheerd SMS aedtsiffopaa/r/as ed by |
channel <col umn.

Added Canned Messages
1 Instructions sms this is how you play Delete
2 introduction email email

this is to help you get up to speed

3 paybill sms our paybill is 3754374 on account bonga




Step 4: To del ete any conwgured canned ethes s a
but tWhre.n prompt edou oc am nd¥lCagkd @otnt otnh et e |de tsicrag d

t he cmeasdge

w ==

Billing
The Dbill iynpg cnaddul ehatndl es the functionalities
payment s, i nvoi ces, afnadc i b ii It laitreg it hfeo r ¥imaa n cina |
application'" s,imcdgigd or services

- Manaygoeur accountYolwal acmcedit- or talk time &
- Admi ni sveir ceisew and pay any pending subscri
- Admini ster receipts: view and downl oad pai
- Conttrroalnsactai dnsst of all previous transact.
- Reserv&KeBmiss number identity.

- Renew Sub:scprayptyioour mont hly subscription.



Billing

Company

g Flow International

Account Balance: Ksh 49.00

Reserve DIDs

&= |
Top Up Account
Account Details

254709785790

2024-02-29 10:40:58

Invoices

Bonga Basic 2024-02-29 10:40:58 DUE it
Bonga Basic 2024-01-29 10:40:58 | @

Alalut omat ed wiiayhmenn tBoargeu rClecu d g ntéheaiomd@@bS A by
Safar i c(loam nmolbDi | e money service avaM dPBEK) b s

push, whimotbiil® technology feature that all ows

to be sent from a service provider's server t

l't's i mportant to note that STK push function
the SI'M card, the mobile device, and the spe:
Hence, manual MPESA payment options can be u:

payment point within Bonga Cloud:

- Go t W/PtElBee¢ nu on your phone.

- Sel Ecpa nat WMPESHEAINIDI QKA p

- Sel EogtRursi nMusnhand enter as pPKovided and tap
- Seldctount avMudnbert er as PKovided and tap

- EnterAmohigwdu wi sh to pay @& provided and t a
- Ent er PAabnudr QKa p


https://www.safaricom.co.ke/personal/m-pesa
https://www.safaricom.co.ke/personal/m-pesa

Pl ease note speciWwc information for each MPES/

Number andrAmesygetnenmahielde making the payments.

Occasionally, you may have a pending transact
initiate a new transaction. Il n such situati on:
transmaniveohclayncelby cl i c&li agr oRe b d Borugt tistany)one & ¢

procieregdt h your new transaction.

You have a Pending Payment

Paybill : 4073193

Account Number: B7E1D637

Close Clear Pending Payment -

Account Bal ance

Amount: 1000.00

Your account bal ance wi ll beTa @mps wme dy otua make
bal ance, follow the steps bel ow:

Step 1: Cbpcklpowoattbemsiated at the center of th

Account Balance: Ksh 203.96

Top Up Account

Step 2: A pop up wil/l be displayed that allo
MPE®QA mber. After providingSahmiesttitohor mahieomw] s

on Chebatton to abandon the transacti on.



Top Up Account

If you need help with your a nt, Please contact us

Amount *

500

Your Mpesa Number * @

0709785785

Send Transaction receipt to registered email

Cancel

Step 3: Upon Swlbinwkti thagn ,o ny auh ewi | | receive an S

MPESA mber to compl etle yyoowr atrrea nusnaacbtlieon.o compl
via the STK pushoyarfednyalurmetomove niience.

v/

Payment Prompt Sent

If you dont receive the prompt, Pay manually
using

Paybill : 4073193
Account Number : 4531AE5B
Amount: 500

Stedp CliclkbOKon glblhtet/otn t o di smiss the pop up.

i mmedi ately remsect on your Bonga Cloud accoun
page or at the top right of your page.

Bal: Ksh 203.96 @ '




Reserve DID

Within the Bonga Cloudpéecosysbemespgpovehgoert D
Dialing) number for a renewable period of 3 m¢
all ows you to associate the DID with your ac

deactivate youxtamcdednor fonf ame®een period.
To make the most of this feature, follow the

Step 1: Resekbwwenonh heCarmhparep hel s RAe ptoipomp will
containing al/l the DIDs <currently associated

checkbox for you to choose the speciW¥c one(s)

Reserve DIDs

Step 2: Choose the desiredMPER@sSMb etro rtehsee ravro u;

pay wi || be automatically displayed for your

Reserve DIDs

Choose DID to reserve *

& 254

Your Mpesa Number *

0709785785

Amount to pay: 1000

e

Stegl Bck Sawbmt/uttet on t o process your payment . Ar
provided number as WePIEISpAaaysmeant asi liend tmhaen uaVv e nt

complete the payments via STK push.




Vv

Check your phone for payment prompt

If you dont receive the prompt, Pay manually using

Paybill : 4073193
Account Number : E384053D

Amount: 1000

Steggl 4ck OKn tplwaet tiom t o di smiss he pop up.
Renew Subscription

This payment holds signiWwcant i mportance with
|l icense plan. Al Imoiht hénysepracesebpeBw®d days fr
During your subscription renewal, you can cho
To renew your subscription, follow the steps |
Step 1: Renekw Snbbvibméeiphnj, ohocadedowntt PP et &y g

Account Details
Account No: 532369
Status: ACTIVE

2022-12-31 21:01:35

Renew Subscription

Next Invoice:




StepnputMBBESIA mbaenrslel ect a package

Pay Subscription through Mpesa

Please contact us

Your Mpesa Number * @

0790785785

Choose a package ©

Bonga Gold Bonga Premium
Ksh 145,999.00 Ksh 64,999.00
Bonga Pro Bonga Basic
Ksh 38,999.00 Ksh 14,999.00
Step 3: Gluibotkurtotnont hteo process your payment. Ar

provided number as WePIEISpAaaysmeant asi liend tnmhaen uaVv e nt
compl ete the payments via STK push.

v/

Payment Prompt Sent

If you dont receive the prompt, Pay manually
using

Paybill : 4073193
Account Number : CD028CCB
Amount: 14999

Ok, got it!

Step 4: @K,ckpaatnt/adamhet o di smiss the popup.



|l nvoices and Transactions

Bonga Cloud ensures that you receive a clear ¢
wnd 1t/ nwmoésereesi on, where it sdiafpmlekyag et mameye
amount . To make a paymwawyt Nawitmoml ya ndlRiéwlke Womw it

Subscrppdécesns .

Invoices

The transaction section in Bonga Cloud provid
the platform. This information serves account
transaction | D, payment amount, modép downdtat

or print the receilpPawmhoutdtroml.y cl i cking the

Transactions




Account Settings

Prowl e

I n this moadelcessyamdcaomdi fy younr Oaacecwotueas | nf c
such as your emarodheeqg nppiacntyy rpeb,o o et naynpdb epras swor d.

Profile

John Doe &

Overview

Profile Details

John Doe

Flow International
254709785785
Kenya

Email, Phone

) e

I f you would Ii ke to makéowhahgeproocevour peb

St eplilck C&d/ &t h®ruaX/oem on the top right o f y 0L

foll owing: Avatar, Ful | Name, Contact Phone,



Profile Details

Contact Phone * 254709785785

Step 2: After editing the enfSavesChautgamanr tr ¢
persist your changes. Al Dgs obauttéftvaenl ¢/l, e ayro ua lcla nc |

made on the for m.

Password Reset
A voluntary option to update your <current pas

to know your current password Wrst.

Step 1: Heiscekt oPebatshteomd  Three Wel ds Owirlrlende d
Passwor d, Neamn GRans¥srwo ke w Passwor d.

Password Management

Password
Reset Password

Step 2: Fill in the requwiprdad ei Plharsmwaotnido Ot ared w

click Cambwwhhe on to discard all changes made.



Password Management

Passw

Current Password New Password Confirm New Password

Account Deactivati on

Occasionally the Administrator can deactivat
temporarily to resolve any pending billing, t
account is deactivat edaceiywer omia mhe knkeootg isbhel gasb | aen

You camt ideate the account using the procedure

Step 1: Read the banner warning reg@amidimm ac

Account Delmexi/vation

Deactivate Account

You Are Deactivating Your Account

Deactivate Account

Step 2: Oliack Awm vtelm&t omour account will be ten
| ogged osuyts teehnd,t hedi rected to the |l ogin page.



Reports

Bonga <c¢cloud's reports -tairme dersd ghiest droi coayeri nr
organi zation's customer service journey. As a
for the current day or week, depersdithm@toryotuhdi

accesstalatapi nformation to make informed deci :

Cal | l nsights
Refers to itrhfeorvmadtuiadon eand anal ysis gained fror
rel at eali docaatlga center managers and supervisors

their agents, the overall customer experience

Cal | Records
This report provides a comprehensive overvie
including both incoming and oYutug ohanwe can | espt i

downl oad any available call recording you wis

Mi ssed Call s
These come in divyerent forms, majorly when a
one reason or anot her. A respecthODV $&€OSt &t ON



column giving the administrator the ashailleist.y t

This |ist indicates all mi ssed calls globally

Missed Calls

11/13/2023, 12:01:00 PM Tuhumtu Beans 254719166720 RINGNOANSWER INBOUND REPEAT_CALLER
11/13/2023, 11:50:57 AM John Doe 254791008315 RINGCANCELED INBOUND CALLED_BACK
11/13/2023, 11:50:57 AM NOT FOUND 254791008315 ABANDON INBOUND CALLED_BACK
n 8 ane D RINGCANCELED INBOUND CALLED_BACK
11/13/2023, 11:35:59 AM NOT FOUND 254742238684 ABANDON INBOUND CALLED_BACK

CaBi I |
Regarding outgoing <call s, you can easily tra
reconcile your mont hly <call bil |l more eyect.

managing your communication costs and ensurin

Call Bill
2023-05-15 - 2023-05-16 m Total Cost :Ksh 5.93
2 1 ( John D¢ LICK 0
1 A ( LER EREL K
11:41:01 PM 254709785785 John Dot CLICK_TO_CAL 00
1 C CK ] 0

Cal I Vol ume Trend
This is the pattern or trajector;g qbammictoant in
measur ement t hat tracks the number dbobfjercardtl s

intervals, such as hours, days, weeks, or mon



Graphical

Call Records Call Bill Call Volume Trend Outbound Call Analysis

Call volume graph 2023-05-22 aly Filter

11:00:00

@ Inbound: 2 calls

Tabul ar

Call volume Table

Q. search Calls 2023-05-02 To 2023-05-08 m

5/2/2023 INCOMING 3
5/5/2023 INCOMING 2
5/6/2023 INCOMING 2
Out bound Call Analysis
A report that bexrasninhegi asdgltval ahhting out g
center agents to customers or prospects. It
out bound calls to gain insights, measure perf.

center opbeatbbobar report can be Wltered per



Tabul ar :

Outbound Calls Table

Tuhumtu Beans 2023-05-21 To 2023-05-25 m

Queues

Queue reports in paowvaldle @erctoerci syestsautmmary of
status of call queues. These reports typicall:
waiting, average wait times, service |levels,
cal l c eangteerrs ncaann gain insights into the eycier

bottlenecks,-dandemakecdatans to optimize over;
productivity.

KPI Analysis

Key Performance I ndicator (KPIl) analysis invol
speciWwc metrics to evaluate the performance a
operaKPbesserve as measurable values that ren

eyciency and customer service quality.
Il n Bonga Cloud, you have access to the follow

- ANSWERED: Refers to the number of i ncoming

and handled by agents or the automated sys



- ABANDONED: Represents the number of i ncomi

callers before being answered or serviced

- ABANDONMENT RATE: The percentage of i ncomi
callers before being answered, calcul ated
incoming calls.

- AVERAGE CALL TIME (MINS): The average dur a
automated system spends handling an i ncomi

and any adeiatlilonwalr kpost

- HANDLI NG TI ME (MINS): The total time, in m

handling a call, incilcwmdilngvotra&l.k Itti mex cd nud eas
- TOTAL CALLS: Represents the overall count
answered and abandoned calls, during a spe
Threepdata is WItterable by agen

Agent

I Inbound 2024-05-15 2024-05-15 m

2024-05-15 96 ] 0% 2.31 Mins 2.92 Mins 96



Service Level

I n the context of call center reports, "servi
measures the percentage of <calls that are ans:s
target time is often set based rmen- escetrsvitclee | &

center's commitment to providing timely and e

The percentage of call s answered wi thin a

responsiveness Tohfi st hes ctarlule cfeorrt earl.] queues ava

Graphical

KPI Analysis Service Level

2024-02-03 - 2024-02-03

Tabul ar

Service Level Table

0 60% 0%
7 75% 0

8 48.57% 0%
o 48.39% 0%

10 62.79% 0%




Repeat Call ers
Threfstoe i ndivi dualds ywhho oaomtaséc¢tt haanoonnce for a
inquiries within a speciwed timeframe. These

previous interactions, require further clariWw

Repeat Callers

Monitoring and managing repeat callers can be
and operational eyciency within the call cent
First Call Resol ution

This meters to the ability of a customer serv

a customer's issue or inquirgrgaminatiitdniut it
need for the customer to f olflhliosw au pmeotrr i ma kues ea

centers to gauge the eyciency and eyectivenes

Achieving a high FCR rate indicates that the
i ssues promptly and satisfactorily, which oft

| evel s and i mproved operational eyciency.



Graphical:

KPI Analysis

Service Level

Repeat Callers

First Call Resolution

2024-05-09

omes m

4-05 4-0 024-05-1 2024 124-05-1 2024-05-14

Tabuar



















































































































