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/A REVINATE Reservation Sales

° PRODUCTS LEADS TRACKING REPORTS CAMPAIGNS MARKETING TOOLS ACCOUNT SETTINGS
Launching agent portal
Agent/Supervisor Portals
Team Chat Start Date | 9/13/2024 Phone Number Agent Al m
End Date | 9/13/2024 Call Results | All Connection Status | All
. pliance | All Default Report
e Enter Reservation Sales, Select
P rod ucts’ Age nt PO rta I Only () PM Transfer Only (] Multi Select Mode

. ] Voice Connection
e Allow microphone if prompted

Set Phone Number
e Choose your voice connection: O Integrated Softphone @

o If using a deskphone select:
Set Phone Number

O If using a USB headset select:

Integrated Softphone

Remember Setting




Accessing the dashboard

e Select the application icon in
the top left.

A REVINATE

Applications =
e Select agent to access to portal s =
= pplications
to answer calls. 8 employ
ees 0 Selected Start typing to find user Q
SECURITY SETT|  GENERAL
- {3 Admi NAME ™ ROLE TYPE USERNAME
Login A min
APl User DO NO... jack.
@ Supervisor
Brent Administr... 0038@100...
OMNICHANNEL ROUTING Kelli Administr... 0054@100...

A ACD
O Agent




e Agent phone state

Agent portal dashboard

/A REVINATE ® O o @(Coosa:;g;ng

e The lefticon panelis
where you will find
important tools.

32
liil

“D Contact History

e Gray panel is where you
will find the voice control
center when a call is
delivered.

No Records Found

(=]
=@ NoAssignments

Il EJI[]@HBE“‘Q@

e Interaction panel —9




Agent phone state

Upon logging in, your phone
state will be “unavailable.”

Hover over unavailable to choose
the next phone state.
o Available means you are
ready to receive calls.

The timer will show how long
you have been in the state.

Action Center ~

Action Center

7 RESERVATION SALES (4

My Start Page [/
Call Compliance 4

Scoreboard Report [

Booking Method Report [

Campaigns (4
My Coaching Goals

Revinate Home

N REVINATE @ 0 o © Go Available

@ Available
@ Away
@ Break
@ Coaching
@ Lunch
@ Meeting

@ Training

G Logout

NOTE: To log out of the agent portal, agents
must select log out from the dropdown.




Icon panel

A REVINATE ® 0O o @ I
e The lefticon panelis
where you will find
important tools.

Contact r—| .
History = YD Contact History

©

Search

Jo

e The red boxes indicate
the priority icons you will
interact with daily.

Directory

Schedule

i

No Records Found

(oET  —

Nl 0| Assignments
Workspace

Reporting

g &

El




Contact History

N REVINATE g HeldPartyAbandon

7D Contact History

+ F B 08/28/24 3:05 PM

D &
e (Call History displays the | W i
most recent interactions ( —
o inbound calls &
o outbound calls @ a— AN
o

I8, DEF-ShortNew Closed

o VO|Ce|a|l.S 18, DEF-ShortNew Closed
i) ¢
[ (22 ] +0 W . 08/27/24 4:51 PM
e No Assignments I8, DEF-ShortNew Closed
+ . . 08/27/24 3:47 PM
I8, DEF-ShortNew Closed
‘E 0w 08/27/24 3:46 PM
18, DEF-ShortNew Closed
1 " 08/27/24 2:24 PM

I8, DEF-ShortNew Closed




Queue

Displays the number of calls in
the queue.

Wait will display the seconds
for the longest call has been
waiting.

©
X

No Assignments

IIIElU@aﬁup

A REVINATE
& Queue Counter
CHANNEL
@ Digital
% Inbound Voice
Q0 Voicemail

B Workitem

CONTACTS IN QUEUE

0

0

0

e o » @

Coachin,
(08:50)




IMPORTANT NOTE: Once you have selected a contact
list from the dropdown, you MUST press enter in the
Directory search box to allow the contacts to appear!

e Contains contact A REVINATE ® 8 o @

information for property 2 B

departments and other Q
gents -
73 Kayla

@ Unavailable Al

o
+
il
g
3
3

agents on your team.

e First select the dropdown—"

W ) Kelli .
i = Favorites
to find contacts o &
= No Assignments @ Bailey Agems

o] @ Logged Out Skills

Teams

addressBook_1000039




Custom Workspace

e Links to Reservation Sales
for the agent start page and
call compliance.

e Agent action center is
located here:
o Follow up leads
o In-process leads
o Attention leads

o O
2

|||E 0 B ® b

No Assignments

Action Center ~

Action Center

7 RESERVATION SALES [©

My Start Page [/
Call Compliance

Scoreboard Report [

Booking Method Report [

Campaigns 2
My Coaching Goals [

Revinate Home [

/A REVINATE

@ﬂ(/\s@

Coaching
(08:50)
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Reporting

H b Coaching
e Displays easy access | il @ 8 « @
information for the agent 9 & = @ oy
Productivity Performance
to review their productivity Q ——
Productivity (94%) Today Yesterday last7days  Custom
and performance. &
Agent states Time
g © Available (94%) I N o0:6:24
Available I 0:56:25
Team (21%) 04:34:29
& & W -
©  Working (5%) B 00:03:12
— .o
= & InboundContact I o0:03:12
IE‘ oAssignments Team (7%) 01:26:18
© Unavailable (1%) | 00:00:42
= Meeting | 00:00:00
Unavailable | 00:00:05
InboundPending | 00:00:13
Call Wrap Up ] 00:00:24
Team (69%) I, 14:42:16
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Inbound/Outbound Call



Changing agent phone state

/N REVINATE , ﬁ (l.{l;ﬁ;;ilél;le

e Hover over the initials in - o
. () = 4D Contact History
the top right.

Q

JoRNC)
2

Al Codes (7)

1]

@ Available
Q@ Away
@ Break

@ Coaching

e Agent must be in available
to receive a call.

0 & B ®

No Records Found @ Lunch

& @ Meeting

i &

No Assignments @ Training

[ Logout




Incoming call

e \When the call is delivered the
agent will go into a working
status.

e The voice control panel will also
appear and the agent will need
to select accept.

e Once the call delivers, you will
see the lead form in the
interaction window or it can pop
out into a new tab.

o) 'Ef = AppSpace
Q| +1 8675300 e kC)]
DEF-ShortNew o

= | 867-5300 JE—

® e 1%, OB:-Hello

B 867-5309

@ 1 OB-tello

(=] 867-5309
18, CB:-Hello

I &

867-5309
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o) & o

09/06/24 814 AM

09/05/24 913 PM
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App Space

& 9 Q

o &
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E DEF-ShortNew
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& m o
o
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A REVINATE Reservation Sales

Lead Form

Booking RezGuide

Lead Information @

First Name

Last Name. [

] Tollfree Number (844) 713-0408

Home Phone | 867-5309
P —
R —
Calling Phone __Eﬁ?-s}ug

. —

Check In Date.

Working
(00:47)

Address

Address2

city [

State

zip Code

Country




Voice control panel

e This where the agent will handle all of the

call functions when speaking to a guest.

O Il Hold - hold music plays
o & Mute - no hold music
o = Keypad - digit press

o M Launch - take payment & desk phone transfer

O & Hangup - disconnect the call
0 @ Qutcome - call disposition
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fo) 2 App Space
q | +1e67-5309 " K D Q =
DEF-ShortNew 00:46 S —
; 4%, +1867-5309
DEF-ShortNew
k4 ~
&
o HH U Lead Form
] - @ Booking RezGuide Lead Information @
+ =
1 867-5309 e
DEF-ShortNew 00:46 First Name | ]
. Last Name J T
Home Phone | 867-5300
T —
I8, +1867-5309 B
. —
Em:ll.ldﬂre;;:: JONALRTG [ 1Optout
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DEF-ShortNew
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g
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Consult/Transfer

Transferring a Call:

An enhanced feature that allows
agents to consult with a different
team member before transferring
(warm transfer) or the agent can
immediately transfer the call (cold
transfer.)

Select consult/transfer
The directory will appear and select the
person or skill from the dropdown

double arrow to cold transfer
v, telephone icon to warm transfer

N REVINATE

o & App Space
q 9498675309 ", ﬁ ‘9 q =
DEF-ShortNew e7min T
= sales
I8, 9498675309
i
DEF-ShortNew
= B o A REVINATE Reservation Sales
~
@ ase
o
N — @) Booking RezGuide Lead Informatiod
- A\ REVINATE
5 & App Space i
Q g4t i~ ® < - - s . !D
DDDDDDDDDD oz3
0 | Q.
= -
41, + 0408675300
& Agents '
DEF-ShortNew
]
o Y 2
" °
() © %) Brent
-
o ®
-~ 1) Kelli
= s umie| ' [
) Kelli m

NOTE: You must hit the enter key in the search bar
to populate the details of the directory selection.




Internal Transfer

Internal Transferring of a Call:
This will occur when you are
transferring a call to a 3 or 4 digit
extension from your desk phone.

e Select launch
Select desk phone transfer

e Dial the extension into the phone on
your desk
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DEF-ShortNew
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DEF-ShortNew
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i m Lead Form

3

= Take Payment

= Desk Phone Transfer

Lead Information @

First Name

Last Name

Home Phone | 867-5309

I ——
c:um[+

S e —

Email Address: DNA JRTG _OptOut

Check In Date

i OO

Campaign = new campaign

Tolifree Number (§44) 713-0408

Address 1

Address 2

city[

state

2ip code

Country

0

NOTE: You must select desk phone transfer for the

call to transfer to the extension.




Taking payment

This process pauses the voice
recording while taking payment
from a guest.

e Select the launch button

e Select take payment

e As seen the marquee message
appears letting you know the
recording is paused.

e Once payment is received you
will select launch again and
select exit & resume

0o O

0 & &8 ®

I =

o+

A REVINATE

App Space

m
. I\ D Q =
DEF-ShortNew o6mn
ressales.revinate..
AN

DEF-ShortNew
n & o
sss
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/A REVINATE Reservation Sales

m Lead Form

» Take Payment

MARQUEE

Booking RezGuide

First Name[ l

Last Name [ ]

Gatingphone[ ]
EmailAdﬂress::] IDNACRTG (JOptOut

o 8 = @
24
2 Jack

Campaign | a new campaign

Tollfree Number (844) 713-0408

Working
[(75)

Address 1[

Address?2

city

State

Zip Code

NOTE: You must remember to resume the recording
when done receiving the credit card information.




Outcomes| call dispositions

e The outcomes dropdown
will appear once the caller
has disconnected.

e Complete the lead form
first before selecting the
call disposition.

e When selecting a
disposition the lead form
will automatically close.

JeINC)

0

0 & @8 ®

I &

O+

)
0498675300 o
Hello i

18, 9498675309

-Hello

/A REVINATE

' b Call Wrap Up
® 4 % @ (00:06)

o

Lead Form
Rox Lead Information @
® Outcomes v
J\_T’ Campaign | HelloWorld .. _ v
DEF_0 Tollfree Number (855) 396-7759 [1mg]
Booked_1 ] Address ]
Hot-Lead 2 ] Address 2| )
city
Not-Booked_3 ] [ ]
] State v
Property-Turn-down_4
:]\ JDNAJRTG [optout 2ip Code ]
Existing-Reservation-Inquiry 6
\ Nightsl:] Country v

NOTE: Do not enter notes into the notes field of
outcomes - this does not transfer to the lead form.




Outbound calling

When following up on a lead form, the
agent will open the lead form from the

action center and copy the phone number.

e Select the new outbound icon

e Paste the phone number in the
search bar

e Select voice call and select a skill
Select the call button to dial out

[C]

N REVINATE Reses

Lead Form

g

ala@M@mE

No Assignments

| Campaign 2 new campaign

Tollfree Number (§44) 713-0408

A REVINATE

R by Meeting
\-‘ (01:04:28)

uthound: 9498
\. Voice Call —

[ Select a skill

0B:-DEF
0B:-FS
0B:-Hello

OB:-NONE

Cancel _
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Listening to calls



Accessing call recordings

PRODUCTS LEADS TRACKING REPORTS CAMPAIGNS MARKETING TOOLS ACCOUNT

In ReSerVatIOn Sal-es you Wlu- access the Inbound Call Tracking (117 Calls: 1,046 Minutes)

inbound call tracking report Swtome sz <| ohanewumber| | ot o] |
End Date ‘9/9/2024 ‘ Call Results ‘ All v ‘ Connection Status | All v ‘ _‘
e Select the play button for the call g} } m,kg} d m|7‘ G

you want to listen to

(J Unreviewed Calls Only [J Res|Leads Only (J Scored Calls Only (J Booked w/o Pause Only [J PM Transfer Only [J Multi Select N

Score ELM M/R Call Date/Time City State Campaign Connection Status Agent Call Results Msg Minutes

Py A neW Wi nd OW fo r Wi ll O pe n With o (0 9/5/2024 12:55:04 PM  BEND OR  anewcampaign Dashboard Answered Laura Hot Lead @ 2
o O 9/5/2024 12:56:51 PM  BEND OR anew campaign Dashboard Answered Bailey Hot Lead @ 4
the Cxone Pl.ayer o [ 9/5/2024 12:54:40 PM DENVER co anew campaign Dashboard Answered Laura Existing Reservation Inquiry @ 1
° O 9/5/2024 12:52:59 PM DENVER co anew campaign Dashboard Answered Ryan Not Booked @ 3

o (J  9/3/2024 11:50:34 AM  KEYS FL anew campaign Dashboard Answered Steve Non Reservation Call 23
o O 9/4/2024 11:29:07 AM BEND OR anew campaign Veice Mail Derek Other Inquiry @ 7
o [ 9/4/2024 11:19:01AM BEND OR anew campaign Dashboard Answered Derek Misdialed @ 2




CXone Player

This enhanced audio player provides a

Interaction Details

more immersive playback experience.

TYPE DIRECTION
. - . . A .,_
e Interaction information is = o
R . CONTACTID START TIME
centralized for a cohesive License Required 065581 Sep 3, 2024 11:45:27 AM
ove rVieW at a gl_ance_ A Screen Recording license is required to view and play back screen recording. gL;:iTloN :[G::T NAME
e Timeline allows you to navigate L
and traCk the reCO rding. Start: Sep 3, 2024 11:45:27 AM | End: Sep 3, 2024 11:48:27 AM | Paused 00:00 / 03:00
| | T AT —x
e Playericons are designed for custower | TR TR T “
ease of use and improved .
ViSibi“ty. E !D @ ('; q)) “4'_ @ E INTERACTION DETAILS
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