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Introduction 
Welcome to the Docs section of our cutting-edge Call Center solution! Here, you'll ʬnd 
comprehensive documentation to help you navigate and harness the full potential of our 
platform. Whether you're a seasoned customer service expert or just getting started, our 
detailed guides, tutorials, and references are designed to assist you at every stage of your 
journey. Dive in to discover how Bonga Cloud can empower and streamline your business and 
customer service operations. 
  
Socials 
Keep in touch with our tidings. 
1. Facebook 
2. X (Formerly Twitter) 
3. Instagram 
4. WhatsApp 

 Professional Listings 
¶ Kenya Business Directory 
¶ Capterra 
¶ Good Firms 

 

 

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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Bonga Cloud 

Why come here? 
Welcome to Bonga Cloud˒s User Documentation!  

We are delighted to present this comprehensive user documentation for our Customer 
Service Platform. This documentation is designed to provide you with the necessary 
guidance and resources to eʮectively utilize our solution and enhance your customer 
service operations.  

Bonga Cloud is a robust and feature-rich platform that empowers businesses to deliver 
exceptional customer support experiences. With its intuitive interface, powerful tools, and 
seamless integration capabilities, you are enabled to streamline your customer service 
processes, improve agent productivity, and drive customer satisfaction to new heights.  

In this user documentation, you will ʬnd detailed instructions, step-by-step tutorials, and 
helpful tips to help you maximize the potential of Bonga Cloud. Whether you are a new user 
getting started or an experienced user looking to explore advanced features, this 
documentation will serve as your comprehensive guide throughout your journey. 

Topics covered in this documentation include: 

¶ Getting Started: Learn how to set up your account, navigate the platform, and 
conʬgure essential settings. 

¶ Managing Tickets: Discover how to create, assign, track, and resolve customer support 
tickets eʯciently. 

¶ Knowledge Base: Explore how to create and manage a knowledge base to empower 
your customers with self-service options. 

¶ Reporting and Analytics: Dive into the reporting and analytics capabilities of Bonga 
Cloud, allowing you to gain insights into your customer service performance and 
make data-driven decisions. 

¶ Integrations: Learn how to integrate Bonga Cloud with other tools and systems to 
enhance productivity and provide a seamless customer experience. 

 



We are committed to your success and are here to support you every step of the way. 
Should you have any questions or require further assistance, our dedicated support team 
is readily available to help you. To learn more, visit our website today! 

Pre-requisites 
Bonga Cloud is a fully ʭedged cloud solution, this means you do not need to install any third-
party software; to make it work at the very least you require a computing device, stable 
internet connection & your awesome self.  

To get started, we have outlined a few essential requirements (at the very least) that you 
need to consider before proceeding with the onboarding process, this will make your 
customer interaction seamless: 

Hardware ̱ 4 GB RAM and a core i3 (or equivalent) computing device with audio capabilities. 

Software ̱ An up-to-date version of your favorite web browser e.g., Chrome, Safari, Microsoft Edge. 

Internet Connectivity ̱ 500 Kbps dedicated bandwidth to your computing device. 

 

License Information 
This PaaS software license ("License") is a legal agreement between you (referred to as 
"Licensee" or "You") and Bonga Cloud (referred to as "Licensor" or "We") governing the use of 
the PaaS software ("Software"). 

1. Grant of License: Licensor grants Licensee a non-exclusive, non-transferable license 
to use the Software for internal business purposes, subject to the terms and 
conditions of this License. 

2. License Restrictions: Licensee shall not: (a) modify, adapt, translate, or create 
derivative works of the Software; (b) reverse engineer, decompile, or disassemble the 
Software, except to the extent permitted by applicable law; (c) sublicense, lease, lend, 
or distribute the Software to any third party; (d) use the Software to develop a 
competing product; (e) remove or alter any proprietary notices or labels on the 
Software. 

https://bongacloud.com/


3. Intellectual Property: The Software and all related intellectual property rights are and 
shall remain the exclusive property of Licensor. Licensee acknowledges that no title 
or ownership of the Software is transferred under this License. 

4. Support and Maintenance: Licensor may, at its discretion, provide support and 
maintenance services for the Software. Any such services shall be subject to separate 
agreement and fees, if applicable. 

5. Warranty Disclaimer: The Software is provided "as is" without warranty of any kind. 
Licensor disclaims all warranties, whether express, implied, or statutory, including but 
not limited to the warranties of merchantability, ʬtness for a particular purpose, and 
non-infringement. 

6. Limitation of Liability: In no event shall Licensor be liable for any indirect, special, 
incidental, or consequential damages arising out of the use or inability to use the 
Software, even if Licensor has been advised of the possibility of such damages. 

7. Termination: This License is eʮective until terminated. Licensor may terminate this 
License immediately upon Licensee's breach of any provision. Upon termination, 
Licensee shall cease all use of the Software and destroy any copies in its possession. 

8. Governing Law: This License shall be governed by and construed in accordance with 
the laws of Kenya and other jurisdictions that Bonga Cloud Ltd and its 
subsidiaries operate in. Any disputes arising from this Agreement will be subject to 
the exclusive jurisdiction of the courts of the aforementioned. 

By using the Software, you acknowledge that you have read and understood this License and 
agree to be bound by its terms and conditions. 

 

 

 

 



Terms and Conditions 
These terms and conditions (the "Agreement") govern your use of the Software as a Service 
("SaaS") provided by Bonga Cloud Limited ("Provider"). By accessing or using the SaaS, you 
agree to be bound by this Agreement. If you do not agree to these terms, do not use the SaaS. 

1. Services 

Provider agrees to provide access to and use of the SaaS according to the selected 
subscription plan. Users are granted a non-exclusive, non-transferable right to access and 
use the SaaS solely for their internal business purposes. Explicit things to know: 

¶ The trial duration spans 14 calendar days, concluding at midnight. After this period, 
agent logins will be deactivated. Trial accounts that are not upgraded to a paid 
package will be deactivated within 3 days of their period elapses. In the absence of an 
upgrade, accounts will be permanently deleted after 14 days from their unused 
inception. 

¶ All charges are to be paid in advance, typically on the previous day corresponding to 
the signup date of the preceding month. However, for the month of February, billing 
will be adjusted based on the leap year status. 

¶ Your billing cycle commences on the day of payment, which will vary over time. 
Organizations can modify their subscription solely during their subsequent billing 
cycle. 

¶ During the initial setup phase, administrators are required to select a Bonga package 
[Trial, Basic, Pro, Premium, Gold] that will serve as the foundation for the 
organization's billing structure. 

¶ Automated payments will be processed exclusively through MPESA. Manual 
payments may be accommodated in special cases, with alternative payment methods 
accepted upon prior notiʬcation. 

¶ Organizations are expected to maintain a prepaid credit balance. Outgoing calls will 
only be feasible if a positive available balance is present. 

¶ Administrators possess the capability to add additional agents to the system. 
However, adherence to concurrent licenses is enforced. This implies that logins are 
limited to the active license count within a single session. 



¶ DIDs if remain unused for 14 days i.e., an inactive license will be reverted to available 
pool for re-selling, they can be reserved monthly based on the available pricing model. 

¶ Each organization is allotted storage for recordings up to 5 GB with older ʬles being 
candidates for deletion to accommodate newer ʬles past the said limit. Bonga Cloud 
ensures access to recording ʬles for a period of up to 3 months; following this period, 
any additional storage needs must be communicated for further arrangements. 
 

2. Subscription and Fees: 

Users agree to pay the fees associated with their chosen subscription plan as outlined in the 
pricing schedule provided by Provider. Fees are payable in advance and are non-refundable. 
Provider reserves the right to change fees with reasonable notice. 

3. Use of SaaS: 

Users agree not to: 

¶ Reverse engineer, decompile, or disassemble the SaaS. 
¶ Use the SaaS for any unlawful purpose or in violation of any applicable laws. 
¶ Share login credentials with unauthorized users. 
¶ Upload, transmit, or distribute any content that is unlawful, harmful, or infringing. 

 
4. Data and Privacy 

Provider may collect and use data generated from the use of the SaaS, subject to Provider's 
Privacy Policy. Users retain ownership of their data, and Provider will take reasonable 
measures to secure and protect it. 

5. Intellectual Property 

All intellectual property rights, including but not limited to copyrights and trademarks, in the 
SaaS and related materials are owned by Provider. Users are granted a limited, non-
transferable license to use the SaaS during the subscription term. 

 



6. Support and Maintenance 

Provider will provide technical support and maintenance for the SaaS according to the terms 
outlined in the support agreement. 

7. Termination 

Either party may terminate this Agreement with cause if the other party materially breaches 
its obligations. Upon termination, users' access to the SaaS will be disabled, and any 
outstanding fees will be due. 

8. Limitation of Liability 

Provider's liability for any damages arising out of the SaaS or this Agreement is limited to the 
total fees paid by the user for the preceding three months. 

9. Indemniʬcation 

Users agree to indemnify, defend, and hold Provider harmless from any claims, liabilities, 
damages, and expenses arising from the use of the SaaS. 

10. Governing Law 

This Agreement is governed by and construed in accordance with the laws of Kenya and 
other jurisdictions that Bonga Cloud Ltd and its subsidiaries operate in. Any disputes arising 
from this Agreement will be subject to the exclusive jurisdiction of the courts of the 
aforementioned. 

By using the SaaS, users acknowledge that they have read, understood, and agree to these 
terms and conditions. This Agreement constitutes the entire understanding between the 
parties and supersedes any prior agreements or understandings. 

 

 

 

 



Account Creation 
To fully utilize the capabilities of Bonga Cloud, it is necessary to create a user account. By 
signing up for a valid account, your organization gains the advantage of seamless interaction 
with customers, enhancing the overall experience. 

Visit the portal to get started! 

Trial Account 
If you're interested in exploring the features of Bonga Cloud without any obligations, you've 
come to the right place. Feel free to sign in using your existing account. 

You can Sign In if you have an existing account. 

Step 1: Go to the register page and choose Trial Account and click on the Continue Trial 
button. 

 
 

 

 

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


Step 2: You will be required to ʬll in some information, then click on the Continue button. 

 
Step 3: Conʬrmation is shown, click Ok, got it!  to exit the pop-up. 

 



Live Account 
Great job! At this stage, you've made the decision to elevate your organization's customer 
service to new heights. You'll be prompted to select a contact number from a list of available 
options and choose a subscription license. If you already have an account, simply click the 
Sign In button to proceed. 
Step 1: Go to the register page and click on Choose a Package, select one of the available 
packages e.g., Bonga Pro and click on the Continue button. 

 
 

Step 2: Fill in your Business Details. This will be used to identify and communicate with your 
organization within Bonga Cloud. The email address you choose will receive a notiʬcation to 
verify your account. Now, click on the Continue button. 

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


 
Step 3: Fill in the Account Details. This will be your administrator account within Bonga 
Cloud, it is important to choose a secure password and keep it safe without sharing with 
anyone else, just like your toothbrush!  Now, click on the Continue button. 

 



Step 4: Choose a contact number! This is a very important step, the number you pick will be 
an identity tied to your organization, so choose wisely.  You can cycle through 10 numbers 
and only pick one.  

Once satisʬed, click on the I agree to the Terms & Conditions check box and ʬnally click on 
the Continue button. 

 
 

Step 5: Do a quick review of the information you provided; you can cycle back by clicking on 
the Back button at any stage to make changes.  



 
Otherwise, click on the Submit button to complete the process! Your account will be created, 
you can login to explore or make license payments before you start making or receiving calls. 
A password and veriʬcation code will be shared to the provided email address, you will 
require these details to login the ʬrst time. 

 
Click on the Resend veriʬcation code in the event you lost your previously sent code. 

 



Account Activation 
From time to time, administrators may choose to deactivate their account due to diʮerent 
circumstances, such as addressing pending billing, technical, or human resource matters. 
When your account is deactivated, certain restrictions apply. As an example, you won't be able 
to make or receive calls, and agent login is not possible. However, as an administrator, you 
can reactivate the account by following the outlined procedure: 

Step 1: Visit the login page and provide your credentials then click on the Sign In button. 

 
Step 2: Upon provision of your admin credentials, you will see the pop-up banner informing 
you that your account is currently deactivated. 

 
Step 3: Click on the Try Again! button, you will be redirected to the login page whose view is 
updated to allow you to activate your account. 

https://app.bongacloud.com/


 
Step 4: Provide your admin credentials again and click on the Activate Account button, on 
success you will be redirected to the dashboard and your account will now be activated. 

 

 

 

 

 

 

 

 

 

 

 

 



User Guide 
Two roles are currently supported, admin and agent roles. 

Admin Account Login 
The admin account grants you access to handle various administrative responsibilities, such 
as managing billing and payments, reviewing system and call reports, and overseeing ticket 
agent performance. It also allows you to manage your own account. Once you register with 
Bonga Cloud, you will receive an email with instructions on verifying your account. Upon 
successful veriʬcation, simply go to the login page, enter your credentials, and click on the 
Sign In button to access your admin account. 

Remember not to share your credentials with anyone else! 

 

In the event you have forgotten your password, click on the Forgot Password? link on the 
login page, provide your email address and click on the Submit button. If your email is valid 
within Bonga Cloud, you will receive instructions on how to reset your password in your 
inbox. 

 



After a successful login, to the left is a navigation panel to access multiple system facets with 
your working area being on the right view of the page. 

Dashboard 
The admin dashboard is available to inform on the call center Key Performance Indicators 
at the organization level. Bonga Cloud employs leading, standard customer service KPIs in 
the industry as detailed below. 

 
N.B. All statistics on the dashboard are for the current day only. 

Inbound Calls ̱ The total number of successful calls made to the agents. This represents calls 
that were answered. 

Missed Calls  ̱Refers to the calls that were not answered by call center agents. These calls 
could be a result of agents being unavailable or busy attending other calls. It is essential for 
call centers to track and minimize the number of missed calls to ensure customer 
satisfaction and timely resolution of queries.  



Abandoned Calls- These are instances of unanswered calls where the caller exited the queue 
before receiving assistance from any agent. 

Service Level Agreement  ̱It is the agreement between the organization and its customers 
that deʬnes the expected level of service. It speciʬes the number of calls answered within 
the service level threshold against the number of calls oʮered, as a percentage.  

Average Handling Time  ̱Represents the average duration it takes for a call center agent to 
handle a customer interaction, including the time spent talking to the customer and 
performing any necessary post-call tasks (such as updating records or generating reports). 

Average Queue Time  ̱Refers to the average amount of time a caller spends waiting in a 
queue before their call is answered by an available agent. It indicates the eʯciency of call 
routing and staʯng in the call center. 

Average Abandonment Rate  ̱Refers to the percentage of callers who hang up or disconnect 
before reaching a live agent or having their call resolved. It represents the proportion of 
callers who abandon the call out of the total number of incoming calls. It reʭects customer 
satisfaction, call center eʯciency, and service level adherence. 

Occupancy Rate  ̱It is a measure of how occupied call center agents are during a speciʬc 
period. It is calculated by dividing the total handle time (talk time and after-call work) by the 
total logged-in time. Occupancy rate helps assess agent productivity and workload 
management. A higher occupancy rate indicates agents are actively engaged, but it's 
important to maintain a balanced occupancy to avoid burnout and maintain service quality. 

Adherence Rate  ̱This measures the extent to which call center agents adhere to their 
scheduled work time, including their start time, breaks, and end time; expressed as a 
percentage. Monitoring adherence rate helps identify potential attendance or schedule 
adherence issues, allowing call centers to take corrective actions and optimize resource 
allocation. 

Connected  ̱refers to the total number of active calls where callers are currently being 
attended to by an agent within the relevant queue. 



On Queue - The number of currently pending calls in the said queue, waiting to be connected 
to the next available agent. 

On IVR  ̱These are callers who are currently being served by the incoming Interactive Voice 
Response (IVR) system. They are yet to be connected to an appropriate queue for further 
assistance. 

 

In Call Actions 
Bonga Cloud contains "whispering," "spying," and "barging" abilities commonly referred to as 
call monitoring features: 

Spying: Also known as silent monitoring, spying enables supervisors to listen in on live calls 
between agents and customers without their awareness. This feature helps supervisors 
evaluate agent performance, assess call quality, and ensure compliance with company 
policies.  

Whispering: This feature allows supervisors or managers to provide real-time guidance to 
agents during live calls without the customer's knowledge. Supervisors can discreetly 
communicate with agents through a headset, helping or coaching as needed. Whispering is 
valuable for training purposes and supporting agents in handling complex customer 
interactions. 

Barging: Barging allows supervisors to join live calls between agents and customers, actively 
participating in the conversation to provide immediate assistance or intervention. Unlike 
spying, barging enables supervisors to interact directly with both parties, oʮering support 
or resolving issues as needed. Barging is useful for handling escalated situations or providing 
additional support to agents. 

To activate any in call action, follow the procedure below: 

Step 1: Go to the Active Calls section on the dashboard to view all ongoing calls within Bonga 
Cloud. 



 
Step 2: Choose the action you want to perform, such as Spy, Whisper, or Barge. A call widget 
will appear, showing the active channel for the agent. You will be momentarily connected to 
the ongoing call. 

 
Once the agent or caller ends the call, the channel will also be closed on the administrator's 
end. The administrator can optionally leave the channel as well. 

These call monitoring features are essential for call center management, enabling 
supervisors to maintain quality standards, support agent development, and ensure customer 
satisfaction. It's important for users to understand how to use these features responsibly 
and ethically to respect the privacy and conʬdentiality of agents and customers. 

 

Active Agents 
As an administrator, you can eʮortlessly track your agents' status, identifying whether 
they're on a call, on a break, or engaged in other tasks. Moreover, you gain insight into their 



extensions, potentially impacting their capacity to handle crucial inbound and outbound 
customer calls. Further agent actions are available to manipulate the agent states e.g. change 
queue.  

 
 

To change the agent˒s state: 

Step 1: Navigate to Agent Actions and choose the appropriate option from Remove From 
Queue or Assign To Queue. The corresponding queue names for the selected agent will be 
displayed. 

 
Step 2: Click Agent Actions and choose the appropriate option, either Remove From Queue 
or "Assign." Select the relevant queue for moving or removing the agent accordingly. 



 
 

Step 3: Click on the Update button to save your new agent˒s state. On success, you will be 
received by the pop up below. Click OK to dismiss it. 

 
 

Web Dialer 
This is Bonga Cloud˒s propriety software tool that allows your agents to initiate and manage 
outbound calls directly from a web-based interface. It eliminates the need for third-party 
software, traditional phone systems or hardware by leveraging internet connectivity and 
VoIP (Voice over Internet Protocol) technology. 

To access the web dialer, click on the ʭoating blue, call button while logged in to the admin 
portal. It is usually located at the bottom right of your view/page. Moreover, you can access 
the web dialer by clicking on the green Click to Call button found on most system wide 
reports. 



  

Upon clicking on either of the above button, an interactive widget will pop up that allows you 
to do the following: 

1. Dial External Calls - Key in, copy paste or click through a phone number in the availed 
area to directly call out by clicking on the Call button on the Dialpad. 

 
2. Dial Internal Calls  ̱Upon clicking on the Internal tab link, you will be presented with 
a list of agents and admin currently logged in to the system, with an adjacent Call 
button that gives you the ability to initiate a call to their respective extensions.  



 
To close the widget, simply click on the blue X button usually found at the bottom 
right of the web dialer widget.  

3. Active Call - When a call is initiated the web dialer will change its appearance to 
indicate the number being called as well as the call status e.g., ringing, connected 
with a live second(s) call duration counter. 

 
As well, you are presented with the following in call functionalities: 

1. Mute  ̱This disables your computing device˒s microphone from capturing your audio. 
2. Hold  ̱Allows the caller to wait (while listening to advertisements/music) enabling the 
agent to attend to synchronous tasks.  

3. End Call  ̱Hangs up the call. 



Call Flow 
This is the design area where an Administrator gets to deʬne every detail relating to the call 
procedures within Bonga Cloud, it is very important to master these conʬgurations to make 
the most of your customer journey. 

Scenarios 
These are IVR templates that refer to pre-deʬned structures or designs that provide a 
framework for building Interactive Voice Response (IVR) systems within Bonga Cloud. IVR 
templates will be used to create consistent and standardized IVR menus, prompts, and 
workʭows.  

Currently, Bonga Cloud supports multiple, versatile templates with similar ways of 
interacting with them referred to as Scenarios. 

Bonga Cloud supports a wide range of audio formats like WAV, MP3, GSM, Ulaw, Alaw, Opus 
etc., but for optimal audio experience we recommend the following WAV formats in order of 
precedence: 

1. PCM 8 kHz, 16-bit, mono: This is a standard PCM (Pulse Code Modulation) format with 
a sample rate of 8 kHz, 16-bit depth, and mono (single-channel) audio.  

2. PCM 16 kHz, 16-bit, mono: Like the previous format, but with a higher sample rate of 
16 kHz. 

3. PCM 48 kHz, 16-bit, mono: This format has a sample rate of 48 kHz, which provides 
higher audio quality but also results in larger ʬle sizes. 

To create a new scenario, follow the procedure below: 

Step 1: Click on the Create Scenario button located at the top right of your view, a pop-up 
will appear requesting you name it and choose one of the available scenarios. 



 
- Basic: Contains 1 level tree structure and a maximum of 2 audio ʬles. A typical use of 
this scenario is when you would like to acknowledge the caller and introduce your 
service/organization/product and ask the caller to wait for an available agent. 

- Language: Contains 2 level tree structure and a maximum of 3 audio ʬles. A typical 
use of this scenario is when you would like to acknowledge the caller and give 
language options to introduce your service/organization/product, then advise the 
caller to wait for an available agent. 

- Service: Contains 3 level tree structure and a maximum of 6 audio ʬles. A typical use 
of this scenario is when you would like to acknowledge the caller and give multiple 
options to introduce your service/organization/product, then request the caller to 
wait for an available agent. 

NB: Examples given are possible scenarios, but you can design the call ʭow as you see ʬt. The 
administrator can create as many scenarios as you want but only one can be active at a time! 



Step 2: Click on the Conʬgure button to accept the scenario choice or click on the Reset 
button to clear the form details. 

Step 3: If you clicked on the Conʬgure button above, your view is changed to a canvas you 
can upload linked audio ʬles to your preselected scenario. Upload the audios by clicking on 
the Choose File button and selecting your desired audio ʬle. 

 
N.B: Your view will change to a playable audio button on a successful upload of the chosen 
audio ʬle. 

Step 4: You can manipulate the audio tree card names by clicking on the Edit button next to 
the Title, provide the new name and click on the Save button to persist the changes. 

 



Step 5: An accomplished setup should look like what we have below with all the tree cards 
including playable audio buttons to preview the uploaded audios and desired tree card 
names. 

 

 

Step 6: Click on the Save Setup button to save your IVR scenario. On success, you will be 
received by the pop up below. Click OK to dismiss it. 

 

Step 7: You can view all previously created IVR scenarios within Bonga Cloud from the section 
named All IVR Setups. Any entry with a blue checkmark against it indicates it is currently 
active, this entry will not have further actions to Activate or Delete to the right side of it. 



 

Step 8: You can activate any other scenario by clicking on the Activate button or even delete 
an existing one by clicking on the Delete button. You will be presented by the success popup 
aʯrming your actions. 

 

 

Active Hours 
Working Days and Hours 
This refers to the speciʬc time periods during which the call center is fully operational and 
staʮed to handle incoming calls from customers or clients. These are the designated hours 
when agents are available to answer calls and provide customer support or other services. 
An administrator can conʬgure the timing of the call center as active as well as provide audio 
to play when the call center is inactive e.g., after work hours with one audio for every day or 
diʮerent audios for each day of the week. To set your active hours within Bonga Cloud follow 
the procedure below: 
Step 1: Set the working day or period by: 

- Toggling if the day of the week is a working day or not using the blue toggle button. 



 
- Setting the corresponding working hours between 0000  ̱2359 Hrs. for each day of 
the week by clicking on the associated time picker. 

 
Step 2: If you desire to use one audio for everyday out-of-oʯce hours, ensure the Use single 
audio for all day˒s toggle is set and upload the associated audio ʬle. 

 



Step 3: If you desire to use custom audios for each day out of oʯce hours, ensure the Use 
single audio for all day˒s toggle is not set and proceed to upload the individual associated 
audio ʬles for the days in the week. 

 
Step 4: Click on the Update Hours button to persist your active hours changes. On success, 
you will receive a prompt aʯrming your actions. 

 
Holidays 
A holiday is considered a full non-working day within Bonga Cloud. Any calls received on this 
day will be greeted by an out-of-oʯce audio. To add holidays within Bonga Cloud, follow the 
procedure below: 



Step 1: Give your holiday a name, pick a date for the holiday and upload an audio that will be 
played to the caller when the holiday date is active. Your audio will be uploaded automatically 
once you select it and a prompt displayed on success.  

 
Step 2: Click on the Add Holiday button to persist your changes; on success you will be 
greeted by a prompt which will momentarily disappear. 

 
Step 3: To view all available holidays within Bonga Cloud, check under the Holiday List 
section. You can see the name, date, and play the linked out-of-oʯce audio and a toggle to 
deactivate an active holiday. 

 
Step 4: To delete an existing holiday, click on the associated Delete icon.  



 
Step 5: Accept the conʬrmation prompted by clicking on the OK button. You can click on the 
Cancel button to discard deleting agent action. 

 
That is, it! You have successfully conʬgured and managed your holidays within Bonga Cloud. 

Blacklist 
This is a list of phone numbers or contacts that are intentionally blocked or ʭagged to 
restrict communication with them. The purpose of a blacklist is to prevent unwanted or 
nuisance calls from reaching or going from call center agents or to restrict communication 
with speciʬc individuals or entities for various reasons e.g., Unwanted calls, Do-not-Call 
compliance, fraud prevention or customer requests. 

N.B: Bonga Cloud gives the ability to block incoming calls from speciʬc numbers as well as 
outgoing calls to speciʬc numbers. 

To manage your database of blacklisted numbers within Bonga Cloud, follow the procedure 
below: 

Step 1: To add a number to the blacklist, click on the Add Number to Blacklist button located 
to the right of your view. 



 
Step 2: A pop up will be presented that allows you to ʬll in the number to blacklist, 
additionally you can select the Block Type to either block outbound calls, block inbound 
calls or both by checking the associated checkbox. 

 
Step 3: Click on the Submit button to persist your changes. On success, you will be prompted 
with a popup, click on the OK button to dismiss it. 

 
Step 4: To review all your blacklisted numbers within Bonga Cloud, go to the Blacklist section. 
This view also gives you the ability to whitelist previously blacklisted numbers. 



 
Step 5: You can whitelist numbers in bulk or individually. For bulk, check the PHONE NUMBER 
checkbox to select all the numbers you would like to whitelist and click on the Delete 
Selected button. 

 
Step 6: For single number whitelisting, just click on the associated Remove button. 

 
Step 7: Accept the conʬrmation prompted by clicking on the OK button. You can click on the 
Cancel button to discard the whitelisting action. 



 
Call Center Settings 
Global settings are conʬguration and parameters that aʮect all call center operations. These 
settings deʬne the overarching rules, behaviors, and standards that govern how the call 
center operates and interacts with its customers. Global settings are set at the system level 
applying to all agents and customer interactions within Bonga Cloud˒s ecosystem. 

Recording & Outbound 
Here are the available global toggle options: 

 
- Call Center Status: The call center's accessibility to callers can be controlled based 
on speciʬc times. When set to unavailable, an out-of-oʯce audio will be played for 
incoming calls. This feature is helpful when you need to temporarily disable the Bonga 
Cloud functionality. 

- Recording for inbound calls: Enforce a restriction on recording incoming calls. 
- Recording for outbound calls: Implement limitations on recording of outbound calls. 
- Allow Outbound calls: Control the ability of Bonga Cloud to initiate outbound calls. 



Special Audios 
These are a speciʬc group of audios used within preconʬgured situations within Bonga 
Cloud to deliver preset behaviors.  

They are listed below: 

- Toggle Audio: This message will be played when the administrator sets the call center 
to an unavailable status. 

- Invalid Audio: This prompt will play when a user selects an invalid option on the IVR. 
- Timeout Audio: This message will play when a user fails to select a digit within the 
speciʬed timeframe on the IVR. Usually 5 seconds. 

- Out-of-service Audio: This audio will be played when the administrator wants to 
communicate with all callers, such as during a service downtime or other global 
announcements. 

 

To upload any of the above audios, follow the procedure below: 

Step 1: Click on the Upload button within the speciʬc audio card. 



Step 2: A pop up entitled Upload Files is displayed, click on the Attach Files button to browse 
for your respective audio. Optionally, you can drag and drop a ʬle into the upload area. 

 
Step 3: Once an audio is selected, click on the Upload Files button to complete the upload 
process. On success, you will see a notiʬcation status aʯrming your actions. 

 
Step 4: To remove the selected ʬle, click on the Remove File button. That is all you need to 
do! All audios can be previewed in their relevant cards. 

Agents 
In this view, you can access a comprehensive list of agents available in Bonga Cloud. The list 
includes their names, email addresses, creation dates, and options to modify their proʬle 
information or remove them from Bonga Cloud. Please note that the Administrator account 



cannot be deleted. Additionally, each email in the system must be unique, preventing the 
addition of multiple agents with the same email address, even if they have been deleted 
previously. 

 

To add a new agent, follow the procedure below: 

Step 1: Click on the + Add Agent button at the top right of your view.  

 
Step 2: This will display a pop up that allows you to provide the agent˒s First Name, Last Name 
and Email. 



 
Step 3: Click on the Submit button to create your new agent role, or you can click on the 
Reset button to clear the form details. On success, you will see the notiʬcation below. 

 
To make changes to an existing agent: 

Step 1: Click on the associated Edit button. 

 



This will display a pop up that allows you to edit the agent˒s: 

- First Name and Last Name only. As mentioned, the email is unique within Bonga Cloud 
thus you cannot update this after signing up. 

- Blocking ability to Making outbound calls or Login.  

Step 2: Click on the Update button to save changes or on the Reset button to clear all form 
changes. You will be greeted with a success pop up aʯrming your actions. 

 
Step 3: To delete an agent account, just click on the associated Delete button.  

 
 



Step 4: Accept the conʬrmation prompted by clicking on the OK button and that is it! You 
can click on the Cancel button to discard deleting agent action. 

 
 

Disposition 
Call Disposition refers to the outcome or status of a customer call. It is the categorization or 
classiʬcation of the call based on its result, purpose, or resolution. When a call is completed 
or transferred to a call center agent, the agent will typically update the call disposition to 
reʭect the outcome or status of the call. The disposition information is important for 
tracking and analyzing call data, measuring performance, and generating reports. 

 

Setup 
To setup your disposition form within Bonga Cloud, follow the procedure below: 

Step 1: Click on the New Field button located on the top right of your view. 

 



Step 2: Fill up the Name of your form item, this will be the label of your disposition form item.  

- Choose a Parent (if applicable), this will mean whenever the parent option is selected, 
the currently conʬgured option will appear as a child to enable you make further 
selections. 

- The ʬrst Input Type, select which allows you to deʬne further, a list that will be tied 
to the currently conʬgured form item as options. This is a drop-down list. 

- Under the Options ʬled, provide the drop-down options in a comma separated list. 

 
- The second Input Type, text requires no further conʬguration as it results to a text 
ʬled within your disposition form. 

 



- Specify if the ʬeld is mandatory for selection within your disposition form by 
checking the toggle button as required. 

Step 3: Save the form details by clicking on the Save Field button or click on the Reset button 
to clear the form details. On success, you will be notiʬed by the pop up below, repeat the 
procedure above to complete your form. 

 
Step 4: Preview your form by scrolling down into the next section named Disposition Form 
Preview. This is a live preview which can be referred to as you build the disposition form. 

 



Step 5: To delete any of the conʬgured entries, click on the Delete button located to the right 
associated with the form item. 

 
Step 6: Accept the conʬrmation prompted by clicking on the OK button and that is it! You can 
click on the Cancel button to discard adding disposition options. 

 
Canned Templates 
Also known as pre-written responses or templates, are predeʬned messages that agents can 
use during customer interactions. These messages are created in advance and saved within 
Bonga Cloud for easy access and quick deployment. Canned messages help agents provide 
consistent and eʯcient responses to common customer inquiries or issues. 

To conʬgure your system-wide templates, follow the procedure below: 

Step 1: For SMS, provide the SMS Title and SMS Body and click on the Save SMS button to 
keep changes. 



 
Step 2: For Emails provide the Email Subject and Email Body and click on the Save Email 
button to keep changes. 

 
Step 3: Preview Templates already conʬgured within Bonga Cloud in the section named 
Added Canned Messages below the Canned SMS and Emails section separated by the 
channel column. 

 



Step 4: To delete any conʬgured canned messages by clicking on the associated Delete 
button. When prompted to conʬrm, you can click on the Cancel button to discard deleting 
the canned message. 

 
 

Billing 
The billing module typically handles the functionalities related to managing and processing 
payments, invoices, and billing information. It facilitates the ʬnancial aspects of the 
application's usage or services, including: 

- Manage your account balance: Your ˔credit˕ or talk time balance. 
- Administer Invoices: view and pay any pending subscription invoices. 
- Administer receipts: view and download paid payments including applicable taxes. 
- Control transactions: a list of all previous transactions made. 
- Reserve DIDs: Keep your number identity. 
- Renew Subscription: pay your monthly subscription. 



 

 

All automated payments within Bonga Cloud are currently being done through MPESA by 
Safaricom LTD (a mobile money service available in some countries) via a SIM Toolkit (STK) 
push, which is a mobile technology feature that allows interactive messages or commands 
to be sent from a service provider's server to a user's SIM card.  

It's important to note that STK push functionality may vary depending on the capabilities of 
the SIM card, the mobile device, and the speciʬc implementation by the service provider. 
Hence, manual MPESA payment options can be used by following the steps below at any 
payment point within Bonga Cloud: 

- Go to the MPESA menu on your phone. 
- Select Lipa na MPESA then Paybill and tap OK. 
- Select Enter Business Number and enter as provided and tap OK. 
- Select Account Number and enter as provided and tap OK. 
- Enter the Amount you wish to pay as provided and tap OK. 
- Enter your PIN and tap OK. 

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


Please note speciʬc information for each MPESA payment i.e.  The Business Number, Account 
Number and Amount are system-generated while making the payments. 

Occasionally, you may have a pending transaction within Bonga Cloud as you attempt to 
initiate a new transaction. In such situations, you will be expected to either process the initial 
transaction manually or cancel it (by clicking on the Clear Pending Payment button) before 
proceeding with your new transaction.  

 
Account Balance 
Your account balance will be consumed to make outgoing calls. To top up your account 
balance, follow the steps below: 

Step 1: Click on the Top Up Account button located at the center of the billing page. 

 
Step 2: A pop up will be displayed that allows you to input the desired amount and your 
MPESA number. After providing this information, click on the Submit button, otherwise, click 
on the Cancel button to abandon the transaction.  



 
Step 3: Upon clicking on the Submit button, you will receive an STK push on the provided 
MPESA number to complete your transaction. If you are unable to complete the transaction 
via the STK push, a manual method is oʮered for your convenience. 

 
Step 4: Click on the OK, got it button to dismiss the pop up. Your top up balance will 
immediately reʭect on your Bonga Cloud account wallet which can be viewed on the billing 
page or at the top right of your page. 

 



Reserve DID 
Within the Bonga Cloud ecosystem, you have the option to reserve your DID (Direct Inward 
Dialing) number for a renewable period of 3 months, even if you are not actively using it. This 
allows you to associate the DID with your account, which can be useful if you need to 
deactivate your account for an extended or unforeseen period.  

To make the most of this feature, follow the steps below: 

Step 1: Click on the Reserve button within the Company details section. A pop up will appear 
containing all the DIDs currently associated with your account, against them will be a 
checkbox for you to choose the speciʬc one(s) you would like to reserve. 

 

Step 2: Choose the desired DID(s) to reserve and provide your MPESA number, the amount to 
pay will be automatically displayed for your convenience.  

 

Step 3: Click on the Submit button to process your payment. An STK push will be sent to the 
provided number as well as availed manual MPESA payments in the event you cannot 
complete the payments via STK push. 



 
Step 4: Click on the OK, got it button to dismiss the pop up. 

Renew Subscription 
This payment holds signiʬcant importance within Bonga Cloud as it manages your existing 
license plan. All licenses are renewed monthly, precisely 30 days from the initial payment. 
During your subscription renewal, you can choose to upgrade or downgrade your package. 

To renew your subscription, follow the steps below: 

Step 1: Click on the Renew Subscription button, located within your Account Details section. 

 



Step 2: Input your MPESA number and select a package. 

 
Step 3: Click on the Submit button to process your payment. An STK push will be sent to the 
provided number as well as availed manual MPESA payments in the event you cannot 
complete the payments via STK push. 

 
Step 4: Click on the OK, got it button to dismiss the popup. 



Invoices and Transactions 
Bonga Cloud ensures that you receive a clear and predictable monthly invoice. You can easily 
ʬnd it in the Invoices section, where it displays the due date, status, package name, and 
amount. To make a payment, simply click on the Pay Now button and follow the Renew 
Subscription process. 

 
The transaction section in Bonga Cloud provides a record of all your payments made within 
the platform. This information serves accounting purposes, displaying details such as the 
transaction ID, payment amount, mode, and date. Moreover, you have the option to download 
or print the receipt by simply clicking the Download button. 

 
 

 



Account Settings 
Proʬle 
In this module, you can access and modify your account information in the Overview tab, 
such as your proʬle picture, email, name, company, country, phone number and password. 

 

If you would like to make changes to your proʬle, follow the procedure below: 

Step 1: Click on the Edit Proʬle button on the top right of your view. You can edit the 
following: Avatar, Full Name, Contact Phone, Company Site, Communication.  



 
Step 2: After editing the entries to your preference, click on the Save Changes button to 
persist your changes. Alternatively, you can click on the Discard button to clear all changes 
made on the form. 

Password Reset 
A voluntary option to update your current password. To make use of this feature, you need 
to know your current password ʬrst.  

Step 1: Click on the Reset Password button. Three ʬelds will be displayed namely Current 
Password, New Password and Conʬrm New Password. 

 

 

Step 2: Fill in the required information and click on the Update Password button. Otherwise, 
click on the Cancel button to discard all changes made. 



 

Account Deactivation 
Occasionally the Administrator can deactivate their account for various reasons e.g., 
temporarily to resolve any pending billing, technical or human resource issues. When your 
account is deactivated, you will not be able to: Receive or make calls and login as an agent. 
You can deactivate the account using the procedure below: 

Step 1: Read the banner warning regarding account deactivation and check the Conʬrm 
Account Deactivation box. 

 
Step 2: Click on the Deactivate Account button, your account will be temporarily deactivated, 
logged out of the system, and redirected to the login page. 

 

 

 

 



Reports 
Bonga cloud's reports are designed to oʮer real-time and historical insights into your 
organization's customer service journey. As a result, many reports automatically load data 
for the current day or week, depending on their speciʬc use case. This ensures that you have 
access to up-to-date information to make informed decisions. 

Call Insights 
Refers to the valuable information and analysis gained from analyzing phone calls and call-
related data aiding call center managers and supervisors understand the performance of 
their agents, the overall customer experience, and identify areas for improvement. 

Call Records 
This report provides a comprehensive overview of all calls made within Bonga Cloud, 
including both incoming and outgoing calls, for a speciʬc period. You have an option to 
download any available call recording you wish. 

 
 

Missed Calls 
These come in diʮerent forms, majorly when a customer calls and their call is not picked for 
one reason or another.  A respective status will be indicated against the DISPOSITION 



column giving the administrator the ability to process call backs to the probably lost sales. 
This list indicates all missed calls globally from all agents. 

 

Call Bill 
Regarding outgoing calls, you can easily track your talk time expenses, allowing you to 
reconcile your monthly call bill more eʮectively. This information proves valuable in 
managing your communication costs and ensuring accurate billing. 

 
Call Volume Trend 
This is the pattern or trajectory of incoming calls over a speciʬc period; a quantitative 
measurement that tracks the number of calls received by the call center at diʮerent 
intervals, such as hours, days, weeks, or months.  



Graphical: 

 
Tabular: 

 
Outbound Call Analysis 
A report that bears the insights of examining and evaluating outgoing calls made by call 
center agents to customers or prospects. It involves analyzing various aspects of these 
outbound calls to gain insights, measure performance, and improve the eʮectiveness of call 
center operations. The tabular report can be ʬltered per agent. 

 

 



Tabular: 

 
 

Queues 
Queue reports in a call center system provide a concise summary of the performance and 
status of call queues. These reports typically include information such as the number of calls 
waiting, average wait times, service levels, and agent availability. By analyzing queue reports, 
call center managers can gain insights into the eʯciency of call handling, identify potential 
bottlenecks, and make data-driven decisions to optimize overall customer service and agent 
productivity. 

KPI Analysis 
Key Performance Indicator (KPI) analysis involves the examination and interpretation of 
speciʬc metrics to evaluate the performance and eʮectiveness of the call center 
operations. KPIs serve as measurable values that reʭect critical aspects of the call center's 
eʯciency and customer service quality. 

In Bonga Cloud, you have access to the following for a speciʬed period: 

- ANSWERED: Refers to the number of incoming calls that were successfully picked up 
and handled by agents or the automated system. 



- ABANDONED: Represents the number of incoming calls that were terminated by 
callers before being answered or serviced by agents. 

 
- ABANDONMENT RATE: The percentage of incoming calls that were abandoned by 
callers before being answered, calculated as the ratio of abandoned calls to total 
incoming calls. 

- AVERAGE CALL TIME (MINS): The average duration, in minutes, that an agent or the 
automated system spends handling an incoming call. It includes talk time, hold time, 
and any additional post-call work. 

- HANDLING TIME (MINS): The total time, in minutes, that an agent spends actively 
handling a call, including talk time and any post-call work. It excludes hold time. 

- TOTAL CALLS: Represents the overall count of incoming calls, including both 
answered and abandoned calls, during a speciʬed period. 

The report data is ʬlterable by agent. 

 



Service Level 
In the context of call center reports, "service level" refers to a key performance indicator that 
measures the percentage of calls that are answered within a predeʬned target time. The 
target time is often set based on service level agreements (SLAs) and reʭects the call 
center's commitment to providing timely and eʯcient customer service.  

The percentage of calls answered within a speciʬed time frame, indicating the 
responsiveness of the call center. This is true for all queues available to you. 

Graphical: 

 
Tabular: 

 



Repeat Callers 
This refers to individuals who contacted your organization more than once for assistance or 
inquiries within a speciʬed timeframe. These callers may have unresolved issues from 
previous interactions, require further clariʬcation, or seek additional assistance.  

 

Monitoring and managing repeat callers can be crucial for optimizing customer satisfaction 
and operational eʯciency within the call center environment. 

 

First Call Resolution 
This metric refers to the ability of a customer service representative to address and resolve 
a customer's issue or inquiry during their initial contact with the organization, without the 
need for the customer to follow up or make additional calls. This is a metric used in call 
centers to gauge the eʯciency and eʮectiveness of customer service interactions. 

Achieving a high FCR rate indicates that the call center is proʬcient in resolving customer 
issues promptly and satisfactorily, which often correlates with higher customer satisfaction 
levels and improved operational eʯciency. 
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