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CircleOne CRM

User Manual- s> A comprehensive guide to using CircleOne CRM efficiently.

Version: 1.0
Date of Publication: 26th March, 2025
Company: Botgo Pvt Ltd

About this manual:
Welcome to the CircleOne CRM User Manual. This guide is designed to help you navigate and
utilize CircleOne CRM efficiently. Whether you are a new user or an experienced
professional, this manual provides step-by-step instructions and best practices to enhance
your CRM experience.
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Introduction:

CircleOne CRM is a powerful customer relationship management tool developed by Botgo
Pvt Ltd. It is designed to streamline sales, customer interactions, and workflow
automation, providing businesses with an efficient way to manage client relationships.
Key Benefits:

e Centralized Customer Data

e Sales Pipeline Management

e  Workflow Automation

e Real-time Analytics & Reports

e Enhanced Collaboration Tools
This manual will guide you through each feature and provide best practices to maximize
productivity.
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Getting Started:
Sign up with your business details on our registration page. The email address you provide
will be set as the default admin. Please use a support or admin email associated with your
company, such as “admin@companyname.com”.

Create an account
Log In

First name Last name

‘Work Email

Business Name

circleonecrm.com

Contact Number

| Agree the Terms and Conditions *

Cancel

You must verify your registration by clicking the link sent to your registered email address.

After completing registration and verifying your tenant, you can log in using the initial password
sent to your email. You will be required to change this password upon your first login.

Circle-One is designed to provide businesses with the flexibility to customize the product according
to their specific processes. The Settings option allows you to configure various aspects of your
business operations within the platform.

After logging in, go to Settings to configure the process and setup. There, you'll find all the modules
where you can customize your required business processes.

Settings ->Users->
Users: The "Users" option includes two configurable settings: Teams and Fields.

e Teams: While creating teams, you can assign access rights based on modules, aligning with the
predefined roles in the application—Agent and Manager.
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Enter Taam Nama

Suppert

Seleet Role

Agent v

Module Permission

Module Access Access

Dasnboard

Users Edit
Customers Edit
Email Edit
Ticket Edit
Leads Edit
Pnone Ean
Chat Edit
Reparts Edit

Settings Edit

e Fields: These represent the input fields for user details. You can create labels and define the
field types required when adding new users. You can also define additional properties for each
field, such as:

+ Mandatory: Requires the field to be filled in.

%+ Unique: Ensures the field value is not duplicated.

%+ Editable: Determines if the field can be modified after creation.
%+ Masked: Hides the field content for security purposes.

You can also rearrange the sequence of the fields after they have been created.

Label + Add X
Choose Type

Text Email Number Tel-phone Text-area Check-box

Date-time Date Time Drop-down Mutti-level

Mark as required Mark as unique Mark as masked Mark as editable

User module - To create a user, click on Users in the top menu bar, then select Add User. Enter
the user details, assign a specific role, and grant access to one or multiple teams within the user
profile.

The initial login password for a user will follow the format: “Username@123”. For example, if the
username is Rahul, the initial password will be “Rahul@123”. Upon first login, the user will be
prompted to change the password. The login URL for users will be the same as the one used by the
admin.

In this section, you can also:
e Edit User Profile: Modify user details as needed.
o Change/Edit Teams: Update team assignments.
o Change/Edit Roles: Adjust user roles between Agent and Manager.
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e Delete User: Possible but not recommended, as it may impact associated data.
o Deactivate User: Users can be deactivated for 7 days or more if needed.

e Release Session: Admins can manually release a user's session if required.

e Reset Password: Admins can reset a user's password if required.

io' () Dashboard ~ A\ Activity = 88 users & Contact B3 Email BB Tickel B Leats h [all Reporis ~ B3 Seitings Service ~
“
Users &,
= Search Fiter Select team Activs users ((JJJ Deacivated users Add user
User Userid T Created date T Last updated date Role Branch user Action
Abhiney ® 2900172025, 557 PM Agant No 4 ¢ B & B8
Debabrata 9 171072024, 1037 AM 0B/U3/2025, 227 PM Agent No & ¢ B &% B
(D= T 1500212024, 345 PM Manager No 4 ¢ ®H & B

Settings ->Customer->

Customers: The "Customer” option includes three configurable settings: Account fields, Contact
fields & Tags.

e Account fields: These represent the input fields for account/company details. You can create
labels and define the field types required when adding new users. You can also define
additional properties for each field, such as:

Mandatory: Requires the field to be filled in.

Unique: Ensures the field value is not duplicated.

Editable: Determines if the field can be modified after creation.
Masked: Hides the field content for security purposes.

=+ +

You can also rearrange the sequence of the fields after they have been created.

Settings->Customers->Account fields

Label =+ Add X

Choose Type

Text Email Number Tel-phone Text-area Check-box

Date-time Date Time Drop-down

Mark as required Mark as unique Mark as masked Mark as editable

e Contact fields: These represent the input fields for contact details. You can create labels and
define the field types required when adding new users. You can also define additional
properties for each field, such as:

#+ Mandatory: Requires the field to be filled in.
4+ Unique: Ensures the field value is not duplicated.
+ Editable: Determines if the field can be modified after creation.
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+ Masked: Hides the field content for security purposes.
You can also rearrange the sequence of the fields after they have been created.

Settings->Customers->Contact fields

Customer contact fields

Option

Label Field Type Mandatory Unique Masking Editable Actions
Name Text X
Email Email X
Mobile No. Telephone X
‘Whatsapp No. Telephone X
Thwitter Id Text X

Facebook Id Text x

Alternate mobile no Number X P
Address Text-area x 2
city Text % o T
State Text % o u

Tags: Tags will allow you to categorize contacts or accounts based on priority for services. For
example, you can label a customer as VIP, Frequent Customer, or Platinum Customer. These tags
can be added from this panel.

Settings->Customer->Tags

T30 | Frequent buyeq E

Customer Module: Once the Customer Module is configured, users can create
Account/Company details or Contact details in this section. To create a contact/account, click
on “Customer” in the top menu bar, here, you can:

e Add Contacts and Accounts with respective Tags, if applied.

e Search for specific contacts or accounts.

e Download contact and account data from this panel.
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‘c» () Dastboard = A- Actviy~ SR Users 2 Comact 5@ Emal 3 Teket [ Leads (@ Reports - 2 setings sales~ A
€ Account &,
= Search Filler \ D contact Account
Accounts T Created Date T Tag Action
., - 208172025, 10 43 40 2 ®
[ 1 JEE 161012024, 348 M 4 |
Alcargo 251172024, 11:09AM PRt
) Customer oSy
= Search Filter Account @D cont Contact
Moma T Email T Created Date T Last Interaction Date T Tags Account Action
JR— 13012025, 9 54 AM 27012025, 11,00 A o ®
Asbar A 161172024, 1117 400 03012025, 12,44 PM ¢ ®
Ajay Ratnani 251172024, 11:18 A 251112024, 11:19AM L W
J— 18102024, 301 PA 112024 326 M 2

General: The "General” option includes three configurable settings: Disposition, Priority and
Business hours.
o Disposition: Disposition helps categorize interactions and can be defined as a multi-level
dropdown.
+ Team-wise Dispositions: Different teams can have their own specific dispositions.
+ Edit & Delete: Dispositions can be modified or removed if needed. (Deleting a
Disposition is not recommended, as it will also remove any associated data linked to
that disposition.

Settings->General->Disposition

SETTINGS
CONFIGURATION
Service New disposiion
Complaint + Vd o
Bug reported v i o]
Request + ' o]
New requirement v Vi W

e Priority: You can define the priority of a ticket or issue type based on its categorization or
disposition, allowing you to clearly differentiate critical issues from regular ones. The default
priority levels are:

+ Urgent
+ High

+ Medium
+ Low

These priorities can be assigned to each Disposition/Issue Type to ensure proper handling.
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Settings->General->Priority

SETTINGS
CONFIGURATION

Complaint
Bug reported
Request

High
New requirement

e Business Hours: Every business process follows specific operational guidelines, and various
business rules can be configured team-wise in Circle-One to help control and organize
operations. Key configurations include:

+ Business Hours: Define working hours to manage ticket allocation and Service Level
(SL) compliance.

#+ Flexible Scheduling: Set specific working hours or a 24x7 setup based on operational
needs.

+ Team-Specific Hours: Each team can have its own custom business hours.

Settings->General->Business hours

SETTINGS
CONFIGURATION

(GMT+5:30) Chan specitic hous. (P 247
Monday @D oven 1200 AM © T 1200AM
Tuesday @D oven 1200 AM © To | iZ00AM
Wednesazy (D) Opn 1200 4 © T | o
Thursaay @D ovn 1200 M © T 12o0am
Friday @D open 1200 AM © T 1200AM

Salurday Close 1200 &M @ T 1200AM

Sunazy Closs 1200M @ T 1200AM

Ticket: The "Ticket" option includes seven configurable settings: Workflow, Mapping, Ticket fields,
Notifications, SL (Service level), Access control, Scheduler.

e  Workflow: A structured process that helps manage customer issues, inquiries, or service
requests efficiently, ensuring that none are overlooked.
Resolving customer queries involves multiple interdependencies between teams. A predefined
workflow simplifies the agent’s task by automatically allocating tickets to the appropriate team
based on the process flow. Additionally, tickets can also be assigned manually when necessary
or as per the configured access control.

The statuses are primarily categorized into four types: Active, In Progress, Closed, and
Reopen.

o You can customize the labels for these statuses.

o Multiple "In Progress” and "Closed" statuses can be defined as needed.

o Every update can trigger auto-allocation to a specific team if configured.

BOTGO TECHNOLOGIES PVT. LTD | B 67, Sector 67, Noida 201301, Uttar Pradesh, India



botgo

customize ¥ automize PP opTiMIZE

o Multiple such workflows can be defined to streamline ticket management.

Settings->Ticket->Workflow

‘0’ () Dashboard ™ A- Actvity ™ 82 Users Scomat  Bg Emal R Texet B Leaos [ Repons»  Z2T setings Service~
New Workflow
Add a ticket name
Active stage
Closed stage
Feapen stag
Select workflow
New workflow
Service v
Open In progress Close D Reopen
Assigned to Assigned to
Internal testing in v v Issue resolved- in
Open 9 Issue assigned to dev ¢
progress stage testing
——_——. | T ———————— - ] ————_—— -
Visible to Visible to
Assigned to Assigned to Assigned to
v v Assigned to telephon v
Re-assigned to dev 9 | phony Resolved
____________ =y —————— e ey eam —————— e ey
Visible to Visible to Visible to
Assigned to
v
Reopen
____________ Y
Visible to
v

You can add, edit, and delete any information as needed. However, once a workflow is created and

tickets are assigned to it, deleting the workflow is not recommended, as it may result in data loss
for those tickets.
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Mapping: Dispositions are to be assigned to the appropriate workflow.

Settings->Ticket->Mapping

Service ~ Selecta Workflow  ~

[J Disposition Disposition hierarchy

Mapped to workflow

Complaint Complaint

Request Request

Ticket Fields: These represent the input fields for ticket details. You can create labels and

define the field types required while creating a new ticket. You can also define additional
properties for each field, such as:

4+ Mandatory: Requires the field to be filled in.
#+ Unique: Ensures the field value is not duplicated.

+ Editable: Determines if the field can be modified after creation.
+ Masked: Hides the field content for security purposes.

You can also rearrange the sequence of the fields if required after they have been created

Settings->Ticket->Ticket Fields

Ticket name fields

Service ~

Option

Label

Field Type Mandatory Uniq Masking Editable Actions
Module +  Check-box X YR
ssue in detail Text-area X PZalT|
Solution Text-area x S u

¢ Notifications: The "Notification” option includes 3 configurable settings: Auto ticket generation,

Auto ticket notification & Manual ticket notification.

Auto ticket generation: Auto ticket generation determines whether emails should be
automatically converted into tickets. Toggle "On" to activate or “Off” to deactivate.

Settings->Ticket->Notification->Auto ticket generation
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Service v Auto ticket generation Q Auto ticket notification Manual ticket notification

e Auto ticket notification: Toggle the button "On" to enable event-based ticket
notifications. Choose from Creator, Customer, or Assignee to send predefined
messages internally or externally. You can also define when notifications are triggered
based on ticket statuses like Active, In Progress, or Closed.

While adding content to notifications, you can include:
+ Assigned By: Displays who assigned the ticket.
%+ Sender Name: Shows the name of the sender.
#+ Ticket ID: Adds the unique ticket identifier.
#+ Ticket Description: Includes the description added when creating the ticket.
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Settings->Ticket->Notification->Auto ticket notification

«D’ () Dasmbosa s A- Acwiye  SRUses 2 Conac 6P Emal 8 Tl B9 Leads GiReporis = 32 Sefings

SETTINGS
CONFIGURATION

sence o scka grarsior. @) ottt (@) el chet ntcaton

Auto ticket rules

ceessiully created wih Ticket ID {ficket k) and deseription ({licke!_deseription]]. assigned by {{assigned_byl}

e Manual Ticket Notification: Toggle the button "On" to enable event-based ticket
notifications. Choose from Creator, Customer, or Assignee to send predefined
messages internally or externally. You can also define when notifications are triggered
based on ticket statuses like Active, In Progress, or Closed.

While adding content to notifications, you can include:
+ Assigned By: Displays who assigned the ticket.
+ Sender Name: Shows the name of the sender.
#+ Ticket ID: Adds the unique ticket identifier.
#+ Ticket Description: Includes the description added when creating the ticket.

Settings->Ticket->Notification->Manual ticket notification

SETTINGS
CONFIGURATION
— P— PI— R o)

Thanks & Regards
Bolgo Py Lid]

#

SL (Service Level): SL (Service Level) can set the expected response and resolution time for
tickets or issues. Various SL types can be configured in the application, including:

e SL by Customer Tags
e SL by Disposition Priority
e  Workflow-Based SL

SL by customer tags: SL by customer will allow you to define the turnaround time for
customers based on their assigned tags. You can:

o Set SL times according to customer tags.
o Predefine escalation points to notify via email in case of an SL breach.
o Configure multiple escalation levels for better issue resolution.
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Tag Escalation Level Hours Minutes Mail ID Actions

Platinums Escalation Level 1 1 6 | + v

SL by disposition priority: SL by disposition priority allows you to define the turnaround time
based on the priority of the disposition. You can:

o Predefine SL times according to disposition priority.

o Set escalation points to notify via email in case of an SL breach.

Select team

Botgo v

Priority Hours Minutes Mail ID
Low 0 0
Medium 0 0
High 0 0
Urgent 0 0

Workflow based SL: It can define the turnaround time for a created workflow. You can:
o Assign SL to each status configured within the workflow.
o Set up escalation levels to trigger notifications if the SL is breached.

Select team Select disposition

Botgo v Select disposition

Status Escalation Level Hours Minutes Mail ID

New 1 Jjay@blugwnhirlio + v
Demo 1 coy@bluewhirlio + v
Proposal 1 riya@bluewnirl.io + v
Negotiation 1 joy@bluewhirl.io + v
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e Ticket Routing Rules: In ticket routing rules you can enable and define which teams
can assign tickets to others while also setting up routing logic, including round-robin,
active logins & team-based assignment.

Settings->Ticket->Ticket Routing Rules

Manual Assign - Service -

Routing For Configure Team

O Round Robin
(O Team Assignment

(O Active Logins (RR)

Assign to

[J Development [ sales O service

o Ticket Schedular: Ticket Scheduling will automate ticket creation by setting predefine
details. It will allow to predefine ticket creation with details such as:
o Start Date & End Date - Defines the active period for ticket generation.
o Frequency - Specifies how often the ticket should be created (e.g., daily, weekly,
monthly).
o Time for Ticket Creation - Sets the exact time when the ticket should be generated.

Settings->Ticket->Ticket Schedular

Schedule a Ticket

Title ™

Ticket Description

Customer Details

Email id * Customer Name *

Channel

Select Channel *

Select v
Disposition
Disposition * Remarks *
Select v
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Ticket Module: After configuring the ticket module, you can create tickets here,

and all the

configured settings will be visible in this panel. The multiple views include. Standard View, List

View, and Card View.

‘0’ (r) Dashboard = A Activity = 88 Users & Contact &8 Email R Ticket & Leass [l Reports = 5 Seftings

My Team - = Search Fiiter

[

REF-AD-173745076747 Soulpay
New prospe
# New prospect

Debabrata Sanjeev Kumar Debabrata ow Enterprise sales | 21-01-2025 144247

REFID-173743677954  Aar Kay Finance

1t level .

] Istloveldiscussion =
Debatwata Yash Raj Malhos s | 21012025 104939

REFAD-173743626001 Spay Technology Put. Lid

1t level

# fstlevel discussion  ~
Debsbrata Deepa Homnani Debabrata Low Enterprise sales | 21012025 10:41:30

Standard View -

Sales ~

€ Ticket List View . Enterpriso sales  +

List View

Ticket

ard View

e Ticket work panel: This panel will allow users to manage tickets using the configured
workflow. Users can update stages, ticket details, and channel history, add internal/external

notes, view the audit trail, create tasks, and upload/view attachments if any.

€] Ticket Information

Customer Information rd REF-ID-173814933555 Medical insurance
Acmum() Contact
4} Py Archana  r§040 9088888888 . Low Onboarding | 29-01-2025
Name:  Archana ®8 16:45:35
- R 0 _ Channel History Messages Trail Tasks
o
Insurance Type Current Income
| Medical Insurance -
Nominee Date of birth
DD-MM-YYYY

L2 g k]

Change Status

Policy selection

Attachment

SAVE

Email: The "Email" option includes four configurable settings: Email configurations
Notifications, and SL.

. Template,

¢ Email Configuration: You can configure your official email ID for sending and receiving mails in

the platform via Gmail or Microsoft 365 by providing the required details.
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IMAP/POP3

Email server

Gmail

Email *

Password *

Host Name *

Port ~

Server”

select server

Setting->Email->Email configurations->SMTP

SMTP
Email configuration

Email server

Gmail

Email

Password

SMTP server address

Team

Choose Team

User

o Template: This is where you can predefine email templates to streamline repetitive emails

and enhance agent productivity.

Settings->Email-> Template
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Add new template x
Subject

<
()]

Hi Hz Sans Serif 2 Normal B B I LE)

EEcE L

Compose your email.

Notifications: The "Notification" option includes 2 configurable settings: Auto Response and

Email Notifications.

Auto Response: Auto-response feature will automatically send predefined replies to incoming

emails or tickets. It will help acknowledge customer queries instantly, provide essential
information, and set expectations for response times.

Settings->Email ->Notification->Auto response.

Auto Response
Service v

support@botgo.io v

Auto response Oﬁc On

Sender name

Ticket id

Hi {{Sender Name}},

[Thank you for contacting us.
‘e will get back in the next 24working hours.
[Thank you for your patience.

[Thanks & Regards,
Botgo Pyt Ltd|

Email Notification: You can set up event-based email notifications to notify the team or
customers with predefined content.
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Settings->Email->Notification

Email Notification Off @@lL) on

Email Notification

Customer v
fsseneety
Send to Customer

~

Save

e SL: First Response SL can set the maximum time within which an agent/user must respond to a
customer query. You can
o Set up escalation levels to trigger notifications if the SL is breached.

First Response SLA

Service v

Hours Minutes Mail ID

Email Module: This is where you view the email inbox where you can add assignees, set workflows

against respective emails, convert emails into tickets, and reply with workflow-mapped with trail
details.

€ Email

Inbox
B8 New Email

Inbox

Wy Team - = Search Filter
Starred
y Jan 22, 2025, 0451 PM
G Google Security alert - Unassigned jan
Sent
- G Google 2-Step Verification turned on Unassigned Jan2z. 2025, 0451 PM
Show (5w per page -
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e Leads: Leads are potential customers who have shown interest in your product or service. This
section will allow you to manage leads for collections, retentions, and other services by
creating targeted campaigns, enabling effective tracking, engagement, and conversion.

The "Leads” option includes 6 configurable settings Campaign creation, Workflow, Campaign
mapping, Campaign field, Campaign routing and Lead upload.

o Campaign creation: You can create multiple campaigns and assign teams & users to manage
them efficiently.

Settings->Leads->Campaign creation

X
Add Campaign
o @ on
Campaign name * Teams *
Select Team
Users * Start date and time *
- DD-MM-YYYY —:— 8
End date and time * Campaign type
DD-MM-YYYY —— [m]

Dialer type * SelectDID *

e Workflow: Each campaign can have a defined workflow for users to follow, which can be added
here.
Statuses include Active, In Progress, and Closed, with customizable labels and the option to
define multiple 'In Progress' states.
Multiple workflows can be added based on teams

Settings-Leads->Workflow.

Assigned to Assigned o Assig
- Product portioio
Open New Frospect 15t level Discussion "K Deme Dene
sen
s O =0 =™ -
it Visiole & beto
Assigned o Assig Assigned Assigned fo
Defning SOW v Proposal Sent - Negotistion N Lost
———————————— - —_—————— —_——————— —_—————
visie t teto Visible to e
Assigned o Assig
ol we
———————————— - —————
Visiie to visitie to
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You can add, edit, and delete any information as needed. However, once a workflow is created and
tickets are assigned to it, deleting the workflow is not recommended, as it may result in data loss
for those leads.
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e Campaign Mapping: Map the campaign to the workflow in this panel

Settings->Leads->Campaign Mapping

Select team

Dev Team v

Campaign

Dev Teams

Auto_Dial_Campaign

Dev Team

Mapped to workflow

Select

Auto Dial

Select

¢ Campaign Fields: These represent the input fields for lead details. You can create labels and

define the field types required when adding new leads. You can also define additional

properties for each field, such as:

+ Mandatory: Requires the field to be filled in.

+ Unique: Ensures the field value is not duplicated.

+ Editable: Determines if the field can be modified after creation.
+ Masked: Hides the field content for security purposes.

You can also rearrange the sequence of the fields after they have been created.

Setting->Lead->Campaign Fields

Campaign name fields
Select campaign

Botgo Campaign 2024 ~

Label

Account name

First name

Last name

Email

Phone number

Contact Owner

Description of the company

Address

Company website

Field Type

Text

Text

Text

Email

Number

Text

Text-area

Text-area

Text

Mandatory

x

Unique

Masking

Editable

Option

Actions

g u
Pt
!
g w

¢ Campaign Routing: Campaign routing will automatically assign incoming leads to specific
users based on predefined criteria, enabling seamless lead distribution. Routing logic includes

o Round Robin,

o Team Assignments,

o Active Logins (RR)

o Individual Assignment
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+ Individual Assignment - Will directly allocate leads/customers to a specific user, ensuring
responsibility.

+ Round Robin - Will distribute leads/customers sequentially among team members in a
rotating order.

+ Active Logins (RR) - Similar to round robin but assigns only to logged-in users.

+ Team Assignment - Assigns cases to a team, allowing any member to take ownership.

Settings->Leads->Campaign Routing

Add Campaign

Sales v

Botgo Campaign 2024 v

(O Round Robin (O Team Assignment

O Active Logins (RR) (O Individual Assignment

e Lead Upload: Leads or customers can be uploaded in bulk or added single under
specific campaigns. Once uploaded, the system can assign them based on predefined
routing logic, ensuring efficient distribution.

Settings->Leads->Lead upload

Lead uploads

Select campaign

Botgo Campaign 2024 v

Single a Bulk

Account Name First Name Last Name Email

Phone Number * Contact Owner Description of the company Address

Company website City State Country
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Leads: After configuring the lead module, you can create leads here, and all the configured
settings will be visible in this panel. The multiple views include. Standard View, List View, and Card
View.

aaaaaaaaaaa an

view .
€ Campaign Standard view  ~ Botgo Campai

Sp—, List view

Select headers  ~ My Team - = Search Filter Standard view A W @
Card view
Al (1199) Open (1069) New Prospect (13) 15t level Discussion (30) Product portfolio sent (1
[m} Account name First name Last name Email Mobile no. Source
O  Roudglss 52254 s $3989888 $89888
[  Pangea Giobal Services 83 Landhe 589898388888~ pe2654
O MDinde s Thwarl £383888% 3888
O Swrar 5254 Cairse 9898888898 9098
O LeckixE-Vehicies Private Limited 9688 Roy $38388838388 $38888
Page 1 of 240 - 2 3 B

Telephony: It will enable inbound & outbound calling within the platform, allowing agents to
make, receive, and track calls. It will support features like call logging, recording and click-to-
call, enhancing communication, customer engagement, and productivity.

The "Telephony” option includes seven configurable settings Telephony server configuration,
Extension creation, Queue creation, Pause code, Agent mapping, DID and Disposition.

Telephony server configurations: This will integrate calling features within the application. It
will involve setting up SIP/VoIP settings and multiple such information.

Settings->Telephony-> Telephony server configurations

Add telephony server configuration

IP address

saL port

HTTPS port

HTTP port

Domain

Database user

Extension creation: You can create extension in this panel which will allow users to set up
unique internal numbers for agents within the telephony system. This will enable seamless call
transfers, direct dialling, and efficient internal communication within the CRM.

Settings->Telephony->Extension creation
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Add extension

Cancel save

e Queue creation: Queue creation allows you to add queue names for the IVR setup based on
business requirements. It helps manage incoming calls efficiently by directing them to the
appropriate agents or teams

Settings->Telephony->Queue Creation

Add queue

Cancel Save

e Pause code: A pause code is used to track the reasons why an agent/user is temporarily
unavailable to take calls. It will help monitor agents/users’ productivity and categorize non-
working time, such as breaks, meetings, or training sessions. Default pause codes are “Not
Ready” and “Manual Dial”.

Settings->Telephony->Pause Code
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Add pause code

e Agent Mapping: Agent mapping links extensions to agents and assigns agents to specific queues.
This ensures proper call routing and efficient handling of incoming calls.

Settings->Telephony->Pause Code

Agent mapping

Caller type
Select caller type

Select User

e DID (Direct Inward Dialling): Add DID numbers here for outbound and inbound calls. Agents can
select the desired number before dialling, and inbound call nhumbers should be added in this
panel for proper routing.

Settings->Telephony->DID
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Add DID

DID number *

e Disposition: Disposition will help categorize interactions and can be defined as a multi-level
dropdown.

o Team-wise Dispositions: Different teams can have their own specific dispositions.

o Process-wise Dispositions: Inbound and Outbound can have their own specific
dispositions.

o Edit & Delete: Dispositions can be modified or removed if needed. (Deleting a
Disposition is not recommended, as it will also remove any associated data linked to
that disposition.

Settings->Telephony->Dispositions

Add disposition

Dashboards & Reports: Each module—Email, Ticket, Telephony, and Lead—has dedicated
dashboards and reports for tracking performance, insights, and analytics
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