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1 Introduction

1.1 Goal 

This document describes only a part of iMX TEL used by managers in telephony campaigns (outgoing, incoming, after appointments or in direct call).
It is additional part of the document « IMX_TEL ADMIN V4.1 doc » and is a global representation of the integrated module iMX TEL for telephony management and its iMX administration.

Any matter that has not been handled in the User document can be viewed in the Administrator document.

The new functions in version 4.2 that are at user level are:

· Call transfers in  « advance » mode – check 2.5 Call transfer

· The called number is already visible in the case form – check 2.2.1 Pop-up of the case synthesis screen

Check the iMX Tel administration documentation for more details and the other new points.

2 FORMS FOR USERS 

2.1 Standby form

This is the standby screen where the user is positioned, which in terms of telephony means that he / she is available and ready to:

· process telephony cases (i.e. campaigns of incoming calls, campaigns of outgoing calls Telephone Appointments (TA));
· Handle extra telephony “diary” cases (campaigns of diary cases, diary appointments (DA)).

The form is accessible via the menu:

PRODUCTION/CASES PROCESSING/ Telephone Session
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The list of the displayed campaigns includes all active (incoming, outgoing, diary) campaigns assigned to the user, as well as the campaigns of users delegated to him/her, all of which by order of priority (defined in the campaigns). 
PS: Campaigns highlighted in red are launched campaigns, yet temporarily inactive either because they have been suspended or because the current time does not match the schedules entered for this campaign. 
The check box "TA processing" indicates if user participates or not in TAs (Telephone Appointments), and DA (Diary Appointments), a very useful option for the users allocated to the incoming or the outgoing campaigns that avoids disturbing such users by appointments. 
The check box "Calls processing" indicates if user participates or not in the calls on the selected above outgoing campaigns (calls created after the setting in the application by IMXTEL of strategy of calls after busy calls, non answered calls, dropped calls).
The ‘Active’ indicator has the following values:
· INACTIVE – the user is not active;
· LINE – the user’s availability has been declared via a click on F1; however, he/she has not opened his / her phone line yet. 
· ACTIVE – the user is on (clicking on F1 indicates he / she is available and his /her phone line is on).
The number of pending outgoing calls corresponds to the number of initial calls to be processed by the user (and by any other users if they share these cases) in the outgoing campaigns allocated to him that are checked to be currently processed. This number is completed by the number of TA-s allocated to the user during the day (if the box TA processing is checked).
The number of pending calls corresponds to the number of calls to be processed by the user and by the other users if they share these cases in the outgoing campaigns allocated to him that are checked to be currently processed (this number is equal to 0 if the box Calls processing is unchecked).

The number of incoming pending calls corresponds to the number of calls queued as incoming campaigns to which the user is allocated.

The field ‘Calls processed’ = number of processed calls in telephony (incoming calls + calls of outgoing campaigns + TA+ Direct calls) by the user all over the day. 
The field ‘Diaries processed’ = the number of cases processed via Diary campaigns or the Diary Appointments by the user all over the day. 
The field ‘Promises made’ = the number of promises made by the user all over the day. 
Starting of user’s activity:

When the user reaches this form via the menu, he is not automatically declared available. He may uncheck the campaigns which he does not wish to be processed for the moment (the selection checked/unchecked might continue in the course of the day).

If the telephony functions in open line mode, the user must open his line and dial an abbreviated number afforded by his administrator (then he must not hang up his line physically in order to continue to use open line mode, otherwise he should re-open his line as entering the abbreviated code)

To start the user must press F1 and so he announced himself available in iMXTEL for receipt of calls.

The launched calls are shown in “idle” form’s bottom (when campaigns are not in over-dialling mode):

:
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Back to the « idle » form after call processing:

If the telephony is announced in mode of automatic waiting reset, the user is automatically considered available once the case is exited; otherwise he must press F1 to announce himself available after each processed case.

Management of work pauses:

If the telephony is declared in mode of automatic waiting reset, the user has to be ready to pass in pause before exiting the last processed call; otherwise he/she risks taking up almost immediately a case for processing. 
To do this, he must click first on the button BREAK of the progress bar (see § 2.3), and once the case is exited, he will be in mode PAUSE on the form of telephone waiting.

When in this state, the user is declared unavailable for iMXTEL and is able to receive no call. One press of F1 is necessary for the user to declare himself available.

PS: It is also possible to switch to PAUSE on the screen of phone hold via the TEL PAUSE button provided there is no current call for the user. 
Error messages when the form is accessed:

A number of application error messages may appear when the form of telephone waiting is accessed, when the user’s or the telephony context is incorrect. These messages must be forwarded to your administrator.

2.2 Form pop-up when a call is answered
When the telephony system gets in touch with a participant or receives an incoming call, the communication is transferred to an active and available user (see §2.1), and a form is automatically displayed on the workstation of this user when the communication starts.
PS: If the option “answerers detection” is enabled, then for the outgoing calls, the communication involved party – user is started at the end of the vocal analysis and only if no connection to a fax / answerer exists. 
2.2.1 Form pop-up of case overview
IMXTEL automatically displays the form of case overview (selection of a form parameterized by category code of the users) in the following cases:

· outgoing call
· TA
· incoming call with recognized number for only one person (possibly with many cases) and who has an authorized role for the case form pop-up (parameterized in TEL_LISTE_ENT values list)
The typical form is the form of case overview e_dossier or the parameterized form (e_dossier2...), with:

a) A telephony banner in the form (just above the case status) including the type of call (« Campaign XXX» or « Incoming call » or « Appointment »), the name/1-st name and the function of the participant being called/calling and possibly the type of the number being dialled (cell phone, office phone, etc...)  :

b) A progress bar under case overview form described in details in §2.4. 
Example with e_dossier:
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Example with e_dossier2:
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Refer to the detailed specification of the e_dossier and e_dossier2 screens about the full description of these screens.
This form allows starting the discussion, and user is enabled to use all menus PRINCIPAL, ELEMENTS,… generally used in management outside the IMXTEL, but in telephony he/she is recommended to use form  TELDOS FOLLOW-UP with the  accelerators described in §2.7. 
To do so (open the TEL DOS FOLLOW-UP form), the user can double click in the field showing the campaign name or take the shortcut via one of the submenus of the menu block (the top right-hand side of the screen). 
Rules of management of the Case form:

a) For the case of the incoming calls, if the recognized number belongs to an individual involved in several cases, the most recent one will be displayed and it is up to the user to determine which case (s) is (are) really concerned knowing that he/she has an easy access to this list by the standard form” RELATED CASES” from the Case form.

b) The button “EXIT CAMPAIGN” appears systematically in the Case form when the respective case is declared to be currently in an outgoing campaign, whether the form is automatically displayed following a phone call or manually displayed following a user’s action outside the telephony.

The use of this button allows the user to exit the case of ALL campaigns in process (the status of the deleted calls becomes CANCELLED). 

This functionality is very useful to avoid the unnecessary and out of place telephony re-launches during the day when the user already processed all worthy cases.

However, cases exit automatically the campaigns if their status has been changed from the selected status in the « current selection » criteria
So this button is used for campaigns based on files (since there is no notion for the selected status) or in case when user’s action does not change the case status but it is worth that this case should not be called.
c) In case of the telephone appointment, an additional form is displayed to represent the explicative title previously entered  during the appointment

PS: While a case with non processed Appointments is open outside the telephony, an additional form is displayed to declare the existence of these Appointments and to enable the access to their form of consultation/entry/remove.
2.2.2 Form pop-up of case selection

IMXTEL automatically displays the form of case selection in the following cases:

· Incoming call with non recognized telephone number
· Incoming call with recognized telephone number of a caller that has not parameterized role in TEL_LISTE_ENT list)

Such telephone number is declared non recognized when it is not displayed (hidden n°), or displayed but not assigned to any individual from the base

Typically this form is e_fhsel for case selection, with:

c) A telephony banner in the form (at the bottom) showing the respective incoming campaign and the telephone number of the caller if it is recognized

d) A progress bar under the case search form described in detail in §2.4
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From this form, the user may, after discussion with the participant, enter the criteria for access of the respective case.

In this case, the overview form described in §2.2.1 is being displayed.

PS : the tel number displayed in the case search form can be copied (CTRL C) and then pasted (CTRL V) in the individual data card when the respective case is reached

2.2.3 Form pop-up of individual selection

IMXTEL automatically displays the form for individual selection in the following case:

· Incoming call with recognized telephone number on several individuals

Typical cases:  
One case on behalf of Mr X, and another case on behalf of Mrs X, both individuals Mr and Mrs X have the same home telephone number
One case on behalf of Mr X for client Y and another case also on behalf of Mr X but for client Z => Mr X has been declared twice in the base with the same telephone number
Typically, this form of individual selection is the form of cases selection e_fhsel previously filled in with the individuals whose telephone number has been recognized:
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Via this form while discussing with the involved party, the user could choose the appropriate individual and open the list of his/her cases, then open the case relative to the call.

And you can see displayed the form of case overview described in §2.2.1
2.3 Form pop-up at diary campaign 
When the system processes a case in Diary campaign (or in Diary Appointment), the screen e_dossier is displayed automatically on the user’s workstation determined by the system. 
e) Right above the case status on the screen a telephony banner appears as a reminder of the name of the Diary campaign concerned or the key word « Diary Appointment » all other fields empty. 

f) A progress bar below the case overview screen the details of which is described in §2.4, keeping in mind at this that the HANG UP and TRANSFER CALL buttons make no point in Diary campaign. 
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See descriptions of this screen §2.2.1 that are still valid for diary campaigns with the following minor differences: 
a) The call type will specify in the telephony banner whether it is about a Diary campaign or a Diary appointment. and the fields « Name, Role, Tel type, Tel No.” are not filled in since there is no communication engaged with a party. 
b)  The HANG UP and TRANSFER CALL buttons are not present in the progress bar. 
2.4 Progress bar
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The progress bar is automatically launched simultaneously with the telephony form when a call on a case is answered (see §2.2.1and 2.2.2
This form disappears automatically when the user quits the form « Case » or the form « Case Search »

Description of form zones:

· Progress bar displays the length of case processing (thus the time of communication is included)

· The displayed colour of the bar depends on the set parameterization (see Admin doc)

· The button HANG UP allows the user to end the call when in mode open line is in use; 
· The button CALL TRANSFER enables the user to transfer the call to another number (see §2.5) ), if the user has been allocated to the TRANSFER campaign

· The button BREAK announces the status of user when he is in Pause, i.e. that once the case is exited, he will not be automatically declared available for a new call (see §2.1 for more details). Lors de l’activation de ce bouton, le gestionnaire doit saisir dans une liste de valeur le motif de sa pause (valeurs paramétrées dans le DV TEL_PAUSE_RAISON).
· The ‘DISABLE’ button allows disabling the last numbered tel in case of communication to a user who reckons the phone is invalid (fax, not intercepted HS, No. assigned to the wrong person,… ) 
· Le bouton TRANSINB permet au gestionnaire de transférer l’appel vers un thème entrant sélectionné dans le liste (Rouge dans l’exemple) avec un Tel d’intervenant que peut être manuellement modifié (123456789 dans l’exemple)

2.5 Transfer of a call

Classical transfer
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This form allows the user to transfer a current call (whether incoming or outgoing) to another number.

The selection of telephone number is made either as a number is entered in field « Telephone number » , or as a number from the list of numbers is chosen (which can be reduced due to a special previous service)

The abbreviated numbers can be used (with a number of figures lower or equal to 5) which are recognized here as internal numbers and IMXTEL does not add an external code

When click on the button CALL TRANSFER, the user has been expecting the result of the transfer, displayed in field Status.

If the transfer is OK, the communication with the user’s initial speaker ends. 

The user can exit this form, and then exit the case to be in telephone waiting status.

Advanced transfer

If this option is activated (internally by CODIX), then the below screen is displayed (instead of the classical screen above) when the user presses the button TRANSFER of the progress bar:
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In this screen it is possible to carry out the following actions:
· HOLD to put on hold a communication (and at the same time play a message hold.wav)

· RETRIEVE to retrieve a communication put on hold by the button HOLD

· CONS CALL to make a call to the number entered in field Number after putting the initial communication on hold by the button HOLD 

· RELEASE to end the CONS CALL made
· TRANSFER to transfer the initial communication to the number entered in the field Number 
PS : the transfer is immediate at the moment the person associated to the number picks up => to allow the to be able to speak to that person first, before the transfer, it is necessary to do the following: HOLD, then CONS CALL, then RETRIEVE, then TRANSFER 

2.6 Assistance script

The assistance scripts are additional support a supplementary support to telephony campaigns. They help define a tree of themes and conversation instructions on which the user can rely when he/she has a caller on the phone.

These scripts when parameterized for being displayed (see Admin Doc) will complete the progress bar as follows:
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After a theme is chosen the user can proceed to the next theme.

The user may click on a selected theme, with automatic insertion of an information item in the case, if it was related to an answer during the script preparation.

If necessary, the user can go back to the beginning of the script.

This form disappears automatically when the user exits the Case form

Description of form zones:

· Progress bar: described already in paragraph 2.2.3
· The field “ Script “ contains the name of the script being executed

· The field “Theme” displays the abbreviation of the current theme of conversation

· The field “Text” displays the contents of the text associated to this theme.

· In the lower part of the form the user can see the choices proposed in the script with the automatic information to insert after a click on a choice (in this case this information can be completed by values entered in the field “Free title” and “Amount”).

· Clicking on the button of choice loads the form with the next theme. The user can go back and correct the script development through the button “<<”, near the field “Theme”

2.7 Form of phone discussion follow-up 
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This form is accessible via the menu of the Case form, no matter if the user is inside or outside telephony (or by double-clicking on the campaign displayed on the “Case” screen when the user is in telephony).

In case of inside telephony, the form displays by default the name/first name of the involved party concerned by the call as well as his/her phones
In case of outside telephony, the form displays by default the name/first name of the case debtor as well as his/her phones
Besides, it is possible to select another case involved party through values list of field “Type of involved party” 

This form offers the following possibilities:

· It is possible to display the individual data card of the involved party selected in the upper part of the form by a double click on field “Name”

· Display of 20 buttons differing from case to case according to the client name, case category, campaign profile (for more details about settings see Admin Doc) 

· Click on one of the 20 buttons = according to the settings, either automatic creation in the history of the information case associated to the button, with the attachment of the whole entered text in field « Free title », or display of the form associated to this button  
· Once the case is exited, the Expert System processing of the entered information could lead directly (according to rules) to a change in the state of the case, to the issue of mail, to the sending of an e-mail, etc. 

· Insertion of information entered via the values list below the buttons, filtered in this way it shows only the list of authorized information concerning the active procedure of case. After a click on SAVE, the insertion is added with an attachment of the whole text entered in field « Free title »

· Insertion of a free title up to 300 symbols. After a click on SAVE, the insertion is added and completed by the amount which might be entered in the corresponding field 

·  It is possible to exclude an individual from the campaign through the button EXIT CAMPAIGN (see the rule for this button described in §2.2.1.
· The button VALIDATE DEADLINE for creation of an automatic reminder on the selected telephone number when a deadline in minutes is entered (the accelerator is used to make a TA (Telephone appointment without entering in the TA form with detailed description in §2.9)

· The button MAKE TA for more complex appointment, access the form RVT described in details in §2.9)

· Make a DIRECT CALL choosing one of the telephones displayed in the form: this is made through a choice of the respective telephone then pressing the key F8 (accelerator avoids entering the telephone number on the user’s telephone keypad) to use this possibility the user does not need to be obligatorily in telephony campaign (it must be allocated to the DIRECT Campaign). See §2.8 of DIRECT call functioning 

· The «Spread info in same individual’s cases» checkbox: unchecked by default, if checked however, this provides for spreading out the info entered in the screen over all the cases where the individual selected in e_teldossier is present. 
· The « SPREAD PROC. IMXTEL IN REL. CASES » button: when activated triggers the spread of the automatic IMXTEL PROCESSED info over all the cases where the individual selected in e_teldossier is present. 
2.8 DIRECT Call

This functionality is applied to some forms in which there is a part with the telephone numbers of the case involved parties (e.g.: to form e_teldossier described in §2.6), and it not necessary for the user to be in telephony campaign (but he/she has to be allocated to the DIRECT Campaign). 

DIRECT call is made by positioning the cursor on the phone number that should be dialed and pressing F8. This opens the following form:
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According to the settings (see Admin Doc – main settings « Reverse direct calls »), it is possible that either IMXTEL dials first the user, then the concerned involved party, or IMXTEL dials the concerned involved party and only in case of a picked up, transfer the call to the user.

The user can see the call progress (field « status » shows launched call, call in progress, processed call or call problem…) until the start of communication if the call is answered.

If the call is answered, it is possible that the user requests a call transfer (for more details see §2.5) 

Button “Unanswered” (‘HANG UP’) allows the user to hang up himself 
2.9 Telephone Appointments (TA) form
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This form is for consulting/entering/removing the Telephone appointments (TA) attached to the different involved parties from the respective case. 

The user can:

· Choose the involved party for whom he/she wants to assign a TA (use the list of values on the right of the field for 1-st name which offers different involved parties declared in the case)

· Choose a telephone number recognized for the selected party (use the list of  values on the left of the telephone field with the 3 telephone numbers stored in the individual data card), 

· or choose any number for temporary use for this TA.

· Choose to assign or not to assign to the TA a user other than the one suggested by default according to the main settings of IMXTEL (in this case remove the value previously set and use the list of values to select another user among those having authorization for IMXTEL).
· Capture the date and the time of the TA (entered by default with the current date/hour when the form is accessed) with the following control: Sunday and holiday not allowed + impossible to exceed the max time period of TA declared in the general IMXTEL parameters (see Admin doc). 
See the help screen below in order to choose a date on the calendar (the current date has been selected automatically by default and is highlighted).
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· enter an explication of the TA (displayed on the Case form when the TA is numbered)

If pressed the button near « First name », a form, which enables the choice of another party for whom a TA can be created is displayed:
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The button near « Telephone » selects the telephone number by type of involved party:
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Once validated, this TA is inserted in the list of TA-s, sorted by date and hour.
As long as not processed, there are 2 possibilities for a selected TA in the block list:

· Cancel it, via the button «CANCEL AT »

· Modify the user allocated to this AT via the button « CHANGE USER ». When the button is pressed, the complete list of users authorized for iMXTEL will be displayed. Once a new user is selected and saved, its name will appear at the place of the old TA selected 
The TA-s processing has priority with regard to the processing of the campaigns of calls (the concerned user is automatically reserved several seconds before the launching of the TA and the call is delayed as long as the user’s reservation becomes no longer possible, for example the time left for ending his/her previous call).

If the TA has not been answered during its activation (call out of service, without answer or busy), then:

If out of service (HS), then an alert message is generated « ALERT: TA with Out of service (HT) number » on the case.
If without answer or busy, then the TA is re-launched according to the strategy defined in the settings form of telephony (see Admin Doc)

As a result of these restarts, a warning for missed TA (« ALERT: THE LINE IS PERMANENTLY BUSY» or «ALERT: Missed TA») appears in the case.
PS 1: History of the answered TA-s in a case can be viewed in the list for field « answered TA-s »

PS 2 : The telephone appointments can also be generated by specific processing or by rules of management in the Expert System, even in the case of incoming calls if the caller has used a vocal server to enter the number of the respective case and the wished hour of reminder.

PS 3 : According to the telephony settings (see Admin Doc), the creation of a TA can lead to an automatic insertion of some information item stored in the case chrono which describes systematically the features of this TA.

2.10 Diary appointment (DA) form
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This screen allows viewing/entering/deleting the Diary Appointments (DA) attached to the relevant case.  

The user can: 
· Choose to assign or not to assign to the DA a user that is different from the one suggested by default (that is the logged in user) => in this case remove the pre-initialized value and use the list of values in order to select another user among those authorized to use IMXTEL
· Take not of the date and time of DA (filled in by default with the current date/time when getting access to the screen) with the following control:  Sunday and holiday are not allowed + no possibility to break the max deadline of DA as declared under the general parameters of IMXTEL (see Admin doc)
See the help screen below to chose a date in the calendar (with the current date automatically selected by default and highlighted).
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· Enter some explanation of DA (which will be displayed on the Case screen during the automatic transfer of the DA to the user concerned)
Once validated, this DA will be inserted in the list of diary appointments, sorted by date and time.
As long as not processed, there are 2 possibilities for a selected TA in the block list:

· Cancel it, via the button «CANCEL DA »

· Modify the user allocated to this DA via the button « CHANGE USER ». When the button is pressed, the complete list of users authorized for iMXTEL will be displayed. Once a new user is selected and saved, its name will appear at the place of the old DA selected 

Processing appointments take priority with regard to processing call campaigns (the user concerned is automatically ‘retained’ a few seconds before launching DA)
PS 1: The history of DA that have already been executed on a case can be viewed on the list associated to the “DA done” field.
PS2: Depending on the telephony parameterization (see Admin doc), creating a DA can entail automatic insertion of info doc stored in the case history and which retraces synthetically the characteristics of this DA. 
2.11 TA indications on the JAVAMENU 
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Via the 3 fields circled above, the user can be informed on the following: 
· The number of TA that have been assigned to him/her and overdue, i.e. their date/time has already expired
· The number of TA assigned to him/her and that have been waiting for future processing
· The date/time of the next TA that has not expired yet
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