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1. Kontaktu centra Operatora darba vide

11. Darba vide
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1.2. Darba uzsaksana - pieslegsanas Kontaktu centram
Lai pieslégtos Kontaktu centram:
1) Web parlika ievadiet adresi hitp://xxx.tg.lv

2) levadiet ieprieks izsniegto
e Lietotajvardu laucina: Login Name,
e Parolilaucina: Password,

Login to Admin Panel

Telegroup@admin

assssasaas
LAT H
Login
Forgot your password?

! Péc pirmas pieslégdanas lietotajvards un parole var tikt saglabata atmina !



1.3. Kontaktu centra Operatora darba virsma, zvanu

sanemsana
JUs varat redzét online reZima eso$u situaciju par agentiem

ana

| toomirntt st

WR(O) Aija Maisina CSET)
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Péc pieslég$anas Kontaktu centram nospiediet ikonu “levadiet Jisu numuru’, lai
sanemtu ienakoSos zvanus. levadiet savu telefona numuru (iso vai nepiecieSamas “avarijas
situacijas” gadijuma (mobilo
LAD & Zvanu sanem: \

levadiet jO0su numuru: I:I  Apstipringt

@ Lidzu ievadiet jisu numuru lai sanemt zvanus

VR (0)

Nospiezot ikonu ,Uzlikt Pauzi”, ienakosie zvani netiks sanemti.

LAD & Zvanusanem3ana . Neatbildétiezvani S F
Telefona numurs; 27222444 Aktivs :'-.va_n-s: W II ikt pauﬂ_
© lziet no rindas Pauze: N&

IVR (0)

nav

! Ja statuss tiek izmainits zvana laika, statuss nomainisies péc zvana beigSanas !



1.4. Darba beigsana, izieSana no rindas
P&c darba laika beigam nospiediet ikonu iziet no rindas un zvani Jums netiks sititi

LAD & Zvanu sanem3ana

Telefona numurs: 27222444 Aktivs zvans: He

Pauze: Né

WM Uzlikt pauzi

IVR (0}

nav

Dienas beigas aizveriet KC ar ikonu ‘‘1ziet no sistémas”

Janis Balodis

Limenis Mr.2 {admin)

|ziet no sistemas




Agentu statusi Kontaktu centra

1. Agents atrodas rinda gatavs pienemt ienakoSo zvanu

Sandra Skulte 62901
Vita Vitola 62401

2. Agents rinda aizvérta KC web lapa (zvani turpinas nakt)

Janis Balodis user level Rinds [Aizvsrts CRM)

3. Agents rind3, aizvérta KC web lapa, Sis status paradas 15 minasu laika (laiku varam mainit) péc KC web
lapas aizvérsanas un zvani vinam netiek sGtiti

4. Agentsrinda ar PAUZI cits iemesls

5. Agents rinda ar PAUZI pusdienas

6.Agents nav aktivs (nav pieslédzies rinda)

Inese Ondrupe 62700
Iveta Erina 62303

7. agents aizpilda klienta kartinu



1.5 Zvana sanemsana, Klienta kartinas aizpildiSana

Ienakot zvanam tiks atvérta klienta kartina, kura varat registrét pieteikumu,
atzimét attiecigo temu (Wrapup kodu), beigas janospiez i Saglabat

Pieteikumu saraksts Atpakal pie saraksta

Mutiski iesniegto Kiientu iesniegums ADE lauks / 2vejn Komentari
Nafias produkt Neu projekt
Dabasgaze Valsts atbalsts Pievienotinformaciju
Tehnikas katalogs Kiientu registracija /izmainas
Mobila listotne
™MINLS Agrovide
NIM (Natura 2000) Skolas auglis /piens
Riska panaldica CSDD / Auto nodeva
Neapstiadats LiZ Lep
IMA mod parst infrastr Mazie | Jaunie lauks
LEADER Tarisms / URA
iR Projekta aizpildiEana EPS
COVID attalsts Imports / Eksports
Sezonas laukstr @Loc
PVD VAAD
vTUA VMD
Z01ZMNT Cits
TESTS 2vans kolggim
Talrunis *
25037785

Nosaukums *

LAD ZC

saglabat

Velak nospiezot ikonu “Edit” iesp&jams klienta kartina informaciju labot

Time

00:04:06 >

00:03:25

Edit
Fa
00:12:23 >

00:01:45



1.5 Zvanu sanemsana, paradresacija izmantojot Telegroup SIP

programmu

1. Jaaktivizé (jaatver)

(% Online

% i, =
1 248 Foer
= 5 [
7 rer gruv gz
* o] #
R + &)
= call =
o | - e
| - "
ono | [c | [aa | [Cone] [REE
lelegroup
Online DB01765555

2.Atbildam ienako$o zvanu zvanu ar ikonu “Atbildét” |

= f & =
Name - Number
m Efina Diklava-Tislenko 62000
£
Q|
¥ Ringing 0601*65555

~— ]

—

‘Telegroup
phone

¢ 65551 Bl 67797708 |3

Answer

Incoming Call

65551

Answer with Video

Answer
cal Hold

Dedine

X

R

|;—| TEET

Aoty

Close Al

End Call

SIP aplikacija un japarliecinas ka status ir

vai “Answer”



3.Lai paradresétu zvanu nozpiezam pogu Hold

Telegroup p... — O Py 65551 — O s
H q-* 3&{_ EH © 65551 B 67797708 Efina Dioklava-Tislenko Last Call Close Al
B = Transfer | | Conference || End call
Name Number - - -
‘wll Efina Doklava-Tislenko 52000 [12:48:50] Ringing
" Connecting...
124 Connected
125 Call on Local Hold
nzs 7] Call Ended
[12:54:32] Ringing
[1z:s Connecting...
[1z2:s Connected
[12:55:21] Call Ended
[12:5 Ringing
Mz:s Connecting...
Mz:s Connected
[12:5 Call on Local Hold
[12:56:41] Callis Active
~
< >
Q|
B a i 1272 NEN*EEEER

4. Sazvanam numuru,ar kuru gribam savienot un inform&jam, ka tiks
savienots ar zvanitaju

Telegroup p...  — O * 27222444 = m} x
HH -1:" ,a,_ = il 655517 " e7maTIOB Elina DOkava-Tislenko 2722404 | Lastcal Close Al
Call Video Call
=3 53] Caling...

51 Session Progress

. JoeF

] Connecting...

] Connected

B Mo

] Call Ended

Q vz

< - @
O] call =
£ - I+
4 - I+

[ono] [ ac | [(aa | [conF ] [rec|

lelegroup

NENT*AESER

I Hald n27 7 2.95



5. Tad izv€lamies Transfer * Attended transfer un savienojam ar zvanitaju

Telegroup p...  — O X . 27222444 = O X
HH 1:" 282 =/ | i s5551 [ 67797708 [F Eina Diiava-Tiskenko [ © 279+ [+] | Lestcal || Closeal |
= =
? n E Transfer 1| Conference | | End Call
Call Transfer |—
~| Bl 112:58:53] calling...
L h Attended Transfer > 6553
[12 ] Session Progress
1 2#ec 3oer ‘ [12:58:58] Connecting...
43H| 5JKL SMNO ‘ [12 ] Connected
[12:58:00] Call Ended
7 FoRs gruv Qwxrz ‘ Bl [13:01:35] Calling...
[13:01:35] Session Progress
‘ o H 0' H # ‘ [13:01:39] Connecting...
L| [12:01:35] Connected
(e |+ [ <]
] call =
- - f
= E
! - I |
oo | Ac || A |[conF | Rec]




1.6 Neatbildéto zvanu sadala, pieteikumu saraksts

Neapstradatie zvani — registrs, kura tiek uzkrata informacija par aktivajiem,
neapstradatajiem zvaniem, kurus nepiecieSams apstradat;

Neatbildétie zvani

Pievienoanas datums IVR Rinda Atzvans Ateikums Meklgtvisos laukus
Datums no M Datums Iidz s s B
Pievienosanas datums ! VR Rinda Zvanija Atteikums Zvanailgums Azvans
2022-01-26 16:13:49 26255020 00:00:13 [/}
2022-01-26 10:52:36 22330102 00:00:00 [}
2022-01-25 13:47:28 LAD ZC 28344103 [be: atzvans | 00:00:13 m
2022.01-25 12:02:09 28833092 00:00:16
2022-01-25 11:46:35 29552554 00:00:00 [ltzvanijs iiients ]

2022-01-24 16:00:23 29337821 00:00:01 mn

Ja klients ir sazvanijis Jus atkartoti vai tam ticis atzvanits tad tas tisk atzimets riﬁdigﬁ

Pieteikumu saraksts registrs, kura tiek uzglabata informacija par

pieteikumiem

Pievienosanas datums | Kategoria Menedters  Gruppa | Taimmis  Comment Time
20220126 17:0:10 Kisnt roistacis /imainas Ads Provofeis LADZC 20479079 parKiantu dsu zmainu veikianu 000406 =
20220126 170618 Tonniss katalogs s Provofieis LADZC 26640889 K Kutparkientu 000325 B
20220126 4527 it roistaci izmainas; P SondraSkite  LADZC 20413931 KaKutpare-paksniedii 001222 a&
20220126 163007 WA o parstnfaste Inesesemns  LDZC 2307980 000145 B
20220126 162940 WA o parst nfaste Bubadide  LADZC 23009191  jaudipar B2 sadslu un mérkiem Savenots arV aneku 000537 5
20220125 162813 £PS: M Mo st st JanaBaa  LADZC 20076251 parmérdem 000508 >
2022012 162657 it reistacia /izmainas; EPS Iifalansone  UDZC 29204315 Kavarletotteikas katalogu 000620 >
20220125 162445 WA mo/parst infrastr SandraSwite  LDZC 29299715 000355 >

2220126162218 THINLS; MAmod! pist st hesVidna  LADZC 20168068  SSGmaksEums.valjau cmaksds. WA tehnikas lagice w2 aF



NepiecieSamibas gadijuma izmantojot filtrus iesp&jams atlasit
informaciju péc kategorijas, Agenta (menedzera)

Kategorija

a»

Menedieris

PievienoZanas datums

Datums no I Datums lidz

Mekl&tvisos laukus

Meklgt RESET

1.5. Adenta statistika

|l Detalizéta statistika

iespé€jams apskatit statistiku

NospieZot ikonu

. Zvanu cenfrs ~

Ll Detalizéta statistik:

Zvanu centrs  Detalizéta statistika

iE Zvanu saraksts

5 @ Live monitoring logs
Skirot Datums

Pa diendm v 2022-01-20 il 2022-01-27

Agentu — konta statusu statiska péc dazadiem parametriem ka pieméram: darba laiks, zvanu skaits,
sarunu ilgums, pauze, izejoSo zvanu ilgums utt



Operatora kopskats

Darba laiks Atbildétie Vid&jais sarunu laiks  P; i iis Pauze i Pauze (cits iemesls) Izejosie
Laiks Mindtes Skeits  Laiks Mindtes Laiks Sekundes Laiks Mindtes Laiks Mindtes  Laiks Mingtes Skaits  Laiks Mindtes
[LAD.JBara] Jana Bara 413520 249550 63 044205 '283.08 00:04:34 27437 00:20:03 | 20.05 020905 180.08 O00:4514 4523 28 00:56:36  56.60
[LAD.Jansone] Inita Jansone 29:46:46 1786.77 50 03:15:47 19578 00:0354 23494 01:34:50 94.83 01:05:00 65.00 031310 193.17 24 00:25:43 2572
[LAD IErina] lveta Erina 1611326 97343 24 022956 °14993 O00:06:14 37483 00:20:59 2098 00:3543 3572 02:34:49 15482 5 00:0316 3.27
[LAD.VBuka] Valda Buka 350242 210370 60 031528 '19547 00:03:15 195.47 00:16:33 | 16.55 0050015 5025  05:50.40  350.67 00:00:00 0
[LAD.IPetersone] Inese Patersone 16.08:24 06857 29 022541 "14568 00:.05:01  301.41 00:21:51 21.85 00:00:00 0O 00:25:05 25.08 10 00:2235 2258

[LAD.LKadakovska] Linda Kadakovska  40:37:23  2437.38 51 02:47:25 "167.42 00:03:16  196.96 00:36:21 | 36.35 03:09:54

71.90 [ 00:06:17  6.28

[LAD.ITaurina] Inita Taurina 223900 1359.00 34 012719 '87.32 00:02:34 15409 00:20:04 | 20.07 00:.00:00 0O 00:07.04 7.07 1w 001950 19.83
[LAD.IGudkova] lluta Gudkova 07:03:13 42322 6 00:19:03 "19.05  00:03:10 19050 00:43:36  43.60 00:00:00 0 00:3427 3445 1 00:00:30  0.50
[LAD.BSvede] Baiba Svede 19:41:51 118185 23 02:0417 12428 00:09:24 32422 00:16:24  16.40 03:00:45 18075 0220015 14025 12 00:08:04  8.07
[LAD IVidina] Inese Vidina 361207 217212 37 0320132 °20053 00:0525 32519 02:20:48 14080 010819 6832 41033 6 001814 1823
[LAD.LAIksnite] Liene Alksnite 131338 79363 24 01:08:43 '6872  00:0251 17179 00:30:51 | 30.85 00:21:55 | 21.92 021945 | 13975 14 00:09:18  9.30
[LAD.UBerge] Una Berge 29510 8 00:32:44 "32.73 00:04:05 24550 00:05:04 507 00:00:00 0 01:06:30 66.50 [ 00:0536  5.60
[LAD.|Berzing] Inese Bérzina 28:33.03 1713.05 48 03:17:38 9763 00:04:07 247.04 00:36:41 | 36.68 01:14:40 7467 030228 18247 22 00:14:17 1428
[LAD.MTaube] Margita Taube 212918 1289.30 34 01:35:37 "95.62 00:02:458 16874 00:09:59 9.98 014225 10242 023159 151.98 16 00:09:27 9.45
[LAD.AProkofjevs] Aldis Prokofjevs 06:00:42 36070 5 00:14:24 1440 00:02:52 17280 00:0212 | 220 00:19:02  19.03  00:4348 4380 [ 00:02:09 215
[LAD.SSkulte] Sandra Skulte 232238 140263 41 03:50:57 °230.95 00:05:37 337.98 01:43:10 10317  00:36:02 36.03 02:28:07 14812 12 00:15:22 1537
[LAD.IStalidzane] lize Stalidzine 3320040 200067 1 00:00:53 '0.88 00:00:53  53.00 00:02:29 248 00:00:06  0.10 024114 161.23 00:00:00 0
[Telegroup@admin] Janis Balodis 00:39:49 39.82 00:00:00 'O 00:00:00 © 00:00:00 0 00:00:00 0 00:00:00 0

Skills Statistics Display — reédla laika statistika par sev piesaistitajam prasmém, apkalpoto zvanu skaits.
Cik zvani gaida rinda un cik ilgi rinda atrodas vecakais zvans.

MNeatbildeti unikalie zvani

Zvani
Arpus darba laika, rullitis nepab. 29

MNeatbildétie zvani 9

Atbildetie zvani
Kopa Vid&jais
Sarunu laiks = 36:54:20 [2214.48 min]  00:04:06 [246.97 sec]

Gaida rinda 08:24:30 [504 50 min ] 00:00:56 [56.26 sec)]

==5sec 120 zvani
==15sec 302 zvani
==30sec 27 zvani
== 60 sec 10 zvani

==120 sec 14 zvani

=120 sec B3 zvani

Izejosie zvani
Kopa
lzejosie 185

IzejoSie atbildétie 142

Kopa Vid&jais

Sarunu laiks 03:37:14 [217 .23 min ] 00:01:10 [70 .45 sec]



1.6. Jaunu lietotaju veidosana, tiesibu pieskirsana

Lietotajam ar “Admin” tiesibam ir iespé&ja sadalad administratori veidot, dzést vai mainit
agentu vardus utt

= Warplp Codes
& Administratori

Nospiezot ikonu & Administratori atversies logs, kura iesp&jams izmainit aplikacijas ricibu.

oF Uzstadumi ~

lrstAdTum Adm

D Liototajvards vards uzvards Tatrunis E pasts Gruppa Atcotts
o  Lspistaligzane [ Staligzane 20286145 ilze.stalidzane@lad.goul Limenis Mr2 (admin} Nomaint i parali
46 LaDadmin LADadmin Limenis Mr.2 (admin} Nomaint it paroli
a5 mo martins Bite Limenis Miz caaming Nomainm paron
&  Telegroup@admin Janis Balodis 27222444 janis@telegroup.iv Limenis Mr2 (admin} Nomaint m parali
14 Telegroup@admin2  Janis Dalodis Limenis Mr.2 (admin} Nomaint it parali
15 Janis@telearoup.iv Jamis aloais user level 1ao@io.v Limenis ML wsen Nomanit paron
21 Lap.amaising aia Waisina 26783601 aijamaisina@iad.gouly Limenis Me2 (user)

33 LAD AProkofievs Aldis Prokofevs 28050894 aldis prokofevs@lad goviv Uimenis NES (usen)
11 1AD ASvada Raina Svade 25714785 haina svede@lad ooviv | Tmenis Mra msen

20  LAD.DJansonc Dace Jancone 25782602 da. 5 ME3 (usen)

onc@lad.goviv Lim

DM IS IR SRR
oooooDOoDODDOOOO DOO

37 LAD Evasilieva Evita 25783662 evitwvasilieva@iad.uoviy Limenis ML3 (usen
& LaD.GSkoimeisters Gunda 25783550 gunda.skolmeistera@lad.goul Limenis Me2 (user)

24 LADIDerzina Inese 25700672 inese berzina@lad.gouly Limenis NED (user)

25  LapiEnna weta Erna 25783673 Iveta.enna@iad.aouiv Limenis ML3 wsen Nomaini paron
16 LADIGudKova uta Guakova 28322115 iluta.gudkova@lad.goviv Limenis e (usen) Nomaint i parali
12 LADIJansone Inita Jansone 63237523 initajansone@lad goviv Limenis NED (user) Nomaint i parali
18 LAD.IPetersane Inese Petersone 25783690 Inese.petersone@lad.ooviv Limenis ML3 wsen Nomainm paron
A1 LaDJTaurina Inita Taurina 26500620  inftataurina@lad.goviy Limenis rMe3 (usen) Nomaint  parali

+ Jauns ieraksts

e AugSéja labaja sturt nospiezot ikonu
jaunu lietotaju aizpildot vajadzigos laucinus

Jus varat pievienot

Uzstadiumi Administratori

Vispargjie uzstadijumi Personiga informacija
Lietotajvards (only letters, numbers, underscores, dots, @)* Vards

Telegroup@admin

Parole * Uzvards
seasssnane

E-pasts * Talrunis

Gruppa*

Limenis Nr.2 (admin)

. 4 _ - . " o n .
Nospiezot pogu - Labot Jus varat nomainitt paroli esoSam lietotajam, mainit
tiestbas no “user” uz “admin’,



¢ Nospiezot pogu n Jus varat izdzést lietotaju



2. Kontaktu Centra sadalu (Wrapup kodu) redigesana.
Lietotajs ar administratora tiestbam var

Wrapup kodi.

Registrs, kur§ dod iesp&u biznesa klientam definét kodus, kurus operators — biznesa
klienta lietotajs var€s izmantot, apstradajot ienakoSo zvanu un to pabeigt. ,,Wrapup kodu”
registrs pieejams no kreisas izvélnes sadalas ,,Wrapup kodi”. Attéla tiek paradits ,,Wrapup kodu”
registra saraksta skats, no kura iesp&jams definét jaunu ,,Wrapup kodu” vai redigét kadu no
esoSajiem.

Uzstadijumi WarpUp Codes

" [1a [ID12] u Klientu registracija / izmainas
| [||:--3;uEF'S

"[m_]rDes] u Mutiski iesniegto Klientu iesniegums
T [||:-'-1_'ur-a1o:ilﬁ lietotne

" B [||::--:-5:n.#.DE lauks ! zvejn

| [|D-:n?5uNaﬂas produkti

- = [||::-:5fnTru1 IMLS

" [m] [||::--E~;u.#.grouide

] [||:--?jnNIh1 {(Matura 2000}

“ [100 [ 1D 21 :uGSDD.-'.#.uto nodeva

ma | [|:-22;urdeapstr;§d;§ts Lz

REE [|E}23juLEF'

“[m] 1D 24 u IMA mod! parstr! infrastr

“ [aa] 1D 11 fuTehnil-(as katalogs

- ;:15:1 [0 26 ] u Mazie [ Jaunie lauks
ECH [||:-2-5;uLE.J‘-.DER

" 7] [||:--::-5;ur-a1eiu projekti

“[q@a | [1D 27 ] u TGrisms I URA

" [1=a] [||:-255uEJZF

" [200 | [1D20] u Riska parvaldiba

" [za] [1D29) u Projekta aizpildisana EPS
" [za] 11D 10] u Valsts atbalsts

EERR R u COoOVID atbalsts

" [2a] 11D 18] n Skolas auglis / piens



No ,,Wrapup kodu” saraksta skata ir iesp&jams apliikot, redigét un dzest (u ) jebkuru

=+ Jauns ieraksts

no ierakstiem, ka ari registra definét jaunu ierakstu, izvéloties pogu ,,
,»Wrapup koda” ieraksta laboSanas dialoga logs paradits attéla.

Uzstadiumi WarpUp Codes
LV

Nosaukums

Klientu registracija / izmainas

Saglabat un atgriezties pie saraksta Saglabat un pievienot jaunu ierakstu

Attélotaja dialoga loga iesp&jams mainit vai redigét ,,Wrap up koda” informaciju. Poga
,»Saglabat un atgriezties pie saraksta” aizver datu laboSanas logu saglabajot veiktas izmainas.



