c% sinch

Contact Pro
24q2

hhhhhhhhhhhhhhhhhhhh

Q




c% sinch

The 2492 release shows that customer feedback has impact.

We've put a great effort in improving Communication Panel resiliency in network
connectivity issues. We've improved the Serving Status functionality in
Dashboard, thanks to feedback from customer service team leaders.

We've also been able to develop something completely new in form of Event
Driven Integrations. m sure our customers and system integrator partners will
find it interesting and useful - and come up with new use cases.

Markku Helin, Head of Product Management, Sinch Contact Pro

© 2024 Sinch All Rights Reserved



c% sinch

Agenda

This 2492 Show and Tell presentation 1. Communication Panel content and
is available on Sinch Contact Pro usability enhancements

Community Pages.

And as always, list of all changes 2. Chat, messaging and email

including corrections will be available improvements

on https://docs.cc.sinch.com/

3. Dashboard content and usability
enhancements

4. Sinch integrations for Contact Pro

5. Integration enablers and
improvements

6. Miscellaneous improvements

© 2024 Sinch All Rights Reserved


https://community.sinch.com/t5/Contact-Pro/bd-p/Contact_Center
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Communication
Panel

content and usability enhancements




Offering screens improvements

Improvements to the conversation
offering screens.

* Agents are informed via the offering
screen when they are the Required
Agent for a conversation

* Agents are informed via the offering
screen when they are the Preferred
Agent for a conversation

* Required agents are also informed
of the expiry time for the
requirement

*  Picklist maintains displaying of
expiry time for preferred and
required agent (via tooltip)

Documentation about required and preferred
agent functionality:

https://docs.cc.sinch.com/cloud/preferred-
and-required-agent/en/index.html

(v () Ready
Home Picklist Conversations

My Conversations

@ sarah_jane.co...

Pending (0)

Viewing (0)

| <& Show Less |

19

Communication Panel Offering screen where agent is the Required Agent

¥) Available ~

Incoming Email

X

= You are currently the required agent.
1 This is valid until 3/17/2024, 1:50:17 PM

ﬁ From Queue
stg.qal-1
® Customer
sarah_jane.conner@ .com
@ Waiting Time
00:00:20
@ Subject
Re: Change of address EmaillD 586262
@ Queue Info

Email SLA two working days

Q

Incoming: 1:48:28 PM

1)

Home

Ready

Picklist

My Conversations

@ sarah_jane.co...

Conversations

+

&

eV
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+) Available v~ &

FI'( Incoming Emaiil
i You are currently the preferred agent.
From Queue
b
stg.qal-1
@ Customer
sarah_jane.conner@ .com
@ Waiting Time
00:00:13
@ Subject

Re: Querying account status EmaillD 586257 EmaillD 586257

Queue Info

©

Email SLA two working days

Auto-Answering in 00:00:07
" Deline |

Q + B @ &

Incoming: 1:50:56 PM Dev

Communication Panel Offering
screen where agent is the
Preferred Agent

© 2024 Sinch All Rights Reserved
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Improved handling in case of Network connection loss

Call capability improvement

+ Communication Panel requires a stable network for real v) Available -
time communications, like calls.

(X) 12:00:57 PM - Softphone is unable to connect with server.

* There can be short breaks in workstation’s network

connectivity, for example, brief network loss. Notification in CP about connectivity issue. @ Communication Panel T3~ X | -
N} [5]  https://login-eu-w1.dev.ccsinch.com/t.. O
» This has caused issues because the user has been unaware Error " . .
B . . Qeac out login-eu-wl.dev.cc.sinch.com X
of network connectivity loss. Softphone is unable to connect with
server. icklis [] Connection is secure >
* Communication Panel now detects a network loss, and 12:00 » login-eu-w1.dev.ccsinch.com £ bermissions for thissite
oy ore . . OS notificati bout tivity i , Camera Cgy Block (default) »
+ In addition to notification in CP, user sees also an riotification aboul connectivity issue %
Operating System notification of the event. Microphone 0 Ao ~
merg Notifications J_g Allow ~
» Also, when network connectivity is recovered, user is 7) Available v T D Alow
notified both in CP and with OS notificaton. =~ - G o
i vention for this site @ Floc
(i) 12:01:58 PM - Your softphone is ready. G Tracking prevention for thissit N
+ Clicking the OS notification will take the user to ek leru

Trackers (0 blocked)

Communication Panel Ul. Notification in CP about softphone recovery.

Information
9 Your softphone is ready.

Granting notification rights in browser for the Contact

: . - Pro tenant-specific web page.
This feature requires browser permission for notifications. o fenantTspectiic Web page

In case of CRM integration, permission should be granted for
CRM web page.

12:01 » login-eu-w1.dev.cc.sinch.com

OS notification about softphone recovery. e Gl A d 6
© inc ights Reserve
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Improved handling in case of Network connection loss

Call capability improvement

* Communication Panel requires a stable network for
real time communications, like calls.

* There can be short breaks in workstation’s network
connectivity, for example, brief network loss.

» This has caused issues especially with call allocation
stage.

» Communication Panel now detects a network loss, and

* If call is allocated and user does not have network
connectivity, CP retracts (withdraws) the offering,
and the call is allocated to the next best agent.

» Conversation details shows this event with specific
“NoPhone” reason. This event is not counted as user
decline in reporting.

3/17/2024, 2:50:27
PM

00:00:00

3/17/2006, 25052 oo
PM .
3/17/2024, 2:51:02

00:00:09
PM

00:00:00

00:00:25

00:00:35

Call could not be connected.
Your network connection

became unstable.

Q

Toast message informing an issue occurred

during the allocation

Conversation is queueing +358'\72‘7C“‘

Conversation allocated to

agent

Sinch Phone Queuel

. Paul

Sinch Phone Queuel
+35817270

Conversation no longer
allocated +35817270

Sinch Phone Queuel

NoPhone

Dashboard’s conversation details records the event as ‘NoPhone’

© 2024 Sinch All Rights Reserved 7
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Notifications when user is set to Not Ready

Informing Communication Panel user about status change

Communication Panel can change user’s status to Not
Ready, if the user has forgotten himself/herself to Ready,
and system is allocating conversations to that user.

This has caused issues because the user has been unaware

I__/ W\I Not Ready (®) Communication Panel T3 ® 4
of the automatic status change, especially if CP window is S

A [5] | https://logi -0
not active and the ringing sounds are muted. Automatic Status Change 2eac About login-eu-wl.dev.cc.sinch.com X
o e ope . . S |i‘| Connection is secure >
* In addition to notification in CP, user sees also an Your status was changed to "Not Ready" | ‘
Operating System notification of the Not Ready event. as there was no response to the last 2 £ Permissions for this site
conversation offerlngs.
Camera @ Block (default) »
+ Clicking the OS notification will take the user to \ §
. . Microphone & Allow ~
Communication Panel UL.
merg Notifications L Allow ~
This feature requires browser permission for notifications. Notification in CP Automatic Status Change Cookies (2 cookies in use) 0 Allow
Q Q Q Q 1 racking prevention for this site L:é Block
In case of CRM integration, permission should be granted for G Tracking prevention for this I
CRM Web page. Trackers (0 blocked) ' '
Information
Your status was changed to "Not Granting notification rights in browser for the Contact

Pro tenant-specific web page.

response to
ion offerings.

OS notification about user’s status change to Not Ready.
© 2024 Sinch All Rights Reserved 8
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Smart Link allows user to select source number

Usage when selecting Smart Link
number:

» Agent is now able to select their
calling ‘from’ number when using
the Click to call action.

g ¢ i H From:
* ‘From’ dropdown list is populated 4 o _
. Show Details 1748 (Sinch Phone Queue1 +...
based on user rights to call queues.

Call +3584048 (Hidden) Make a Cal
+ Last selected ‘From’ number Send Message 785 (Phone Extension) From:
maintained thereafter. Send WhatsApp Message 6600 (Callback.Sales) 1748 (Sinch Phone Queuel +...
Create Callback Request 8500 (Marketing, Sales and Promotions Hotline) To
L +3584048
¢ 43584048 1748 (Sinch Phone Queue1 +358172 )
3391 (Sinch Phone Queue2 +3582480 (Hunt Group)) Call Close

© 2024 Sinch All Rights Reserved 9
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Email display name

Queue Management : E-Mail Queue : stg.ga1-2

Save Qﬂl Save and Close ﬁ' Delete | L Add New @ Copy | 5 Reset ¥ Close
System admin can now define sender name for email. > gasics

|' Numbers/Addresses

* Previously email send from Contact Pro looked like

t 4 | Address 4 | Display Name riority | Extension Langu... | E-Mail Account
Suppor @acme'com' = T . T Sinch Contact Pro = Finnish E R
ST = . CO 11 Sinch Support English (US) < A . C 071
* With 2492, you can define sender name in front of email,
such as Acme SUppOf't <support@acme.com> Email Display Name setting for Queue addresses in System Configurator
The sender's name can be defined for both queue and Use Rl Wsnsgement: st Suonen, ks oo
persona| email addreSS. gaaav;iﬂ] Save and Close T Delete | [ Copy [ Add New | ¥ Reset ¥ Close Show D | Number Viewer | & W »
First Name Jukka User Settings Template | CC Supenvisar [7) open |
The feature works only with SMTP email sending method. Lasttame Humest & L)
Title Chat Address jukka@chat.com
Location Chat Name Jukka
B Time Zone | Europerkyiv [¥]  E-thail Address jukka@email. com
User Interface Language | English (US) TJ Email Display Name Jukka @ Sinch 1
. rompt Language innis| 2 |_J Use E-Mail Address in Sender's E-Mail Replies
Note 1: Email prompts send by Contact Pro system do not e = I iame [

support the display name and the display name cannot be
used as search value. Searching for emails is with email
address.

Email Display Name setting for Personal address in System Configurator

Note 2: Incoming email display name is not used as customer
identifications. Customer identification is based on actual
email address.

Sinch Contact Pro vy <stg.ci

To Jukka Suhonen

Example of received email showing the sender’s name and address.

© 2024 Sinch All Rights Reserved n
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Emaill display name in Communication Panel

Email display name is shown in Communication Panel when

* Creating new email.

* Choosing the From-address for email

Pre-requisite is that email display name is defined in System

Configurator.

Home Picklist

My Conversations

9 jukka suhonen@

Conversations

From:

To:

Pending (0}

Viewing (0)

Subject:

i @

~
Mo
lil o
BN

Kind Ragards

Sinch Contact Pro ¥ stg.c

Jukka @ Sinch jukka@email.com

Sales EmailtAch @ B stg gat-

| Sinch Contact Pro + stg.gai-

Sales E Hunt stg.qa1-3¢

Sinch Support stg.qat

stg.0al-hox@s

Agent choosing From-address for outgoing email.

00:21
&2

=

5 & @

B P ®

x|

Create New Email

From:

[ Jukka @ Sinch  jukka@...
| Jukka @ Sinch : jukka@email.com

Sales EmaillAoA @ £ : stg.
Sinch Contact Pro ¥ : stg
Sales E Hunt : stg.gat-3@s
Sinch Support : stg.gal-4

stg.gat-4 : stg.qat-dxxxg

Agent creating a new email.

© 2024 Sinch All Rights Reserved
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Dashboard

content and usability enhancements

© 2024 Sinch All Rights Reserved 13
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Serving Status

C% Dashboard = :
New view to Dashboard’'s Home view e ] [ca| R
*  Serving Status builds on customer feedback of
its predecessor Queue Serving Status chart
° o i
g : °:
* Keep updated about the status of your © o
Queues, Agents and Conversations from one ©
view Default layout with equal vertical cards showing key info
* Dynamic updating based on card selection
made @ o
(=)
S o
* By default, only key information is shown ; e
. °
(=}

* Reposition & rescale cards within your Serving
Status tab

o¢

* Agent statuses based on simply identifiable
icons or icons with durations, if chosen

OBusy 502 312 vasiable / 033248 548

Focus more on your queue stats and the conversations being handled

O Busy

000

00000

Queues statistics and Agent statuses being the focus © 2024 Sinch All Rights Reserved



Serving Status — Getting Started

* Create new tab, add card
Serving Status.

*  Select your queues and relevant
column data for your needs

* Default layout provides three
vertically equally spaced cards
Queues, Agents & Conversations

Edit Tab

Title

Serving Statug

oK

Cancel

CX Dashboard
Home
o
A My Statistics Seving Status
@
Qu
<
g

& aot1 ® o 00:00
® 0 00:00
ant @ o 00:00

Default layout of Serving Status.

Select All & Agents (0}

c% sinch

Select Statistic

Type

Queue Serving Status

Serving Statug

OK

Cancel

Card Settings: Queues

Queues Columns

Select Queue Group or Queues
> W Al Queues

d ‘ Undo ‘ OK Cancel

2 ®

@ | AddNewTab { EditTab | | Add Card

© 2024 Sinch All Rights Reserved
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Serving Status - Operation

1. From the Queues card select a queue, many queues or all queues to see the agents logged into those queues
2. From the Agents card select an agent, many agents or all agents to see conversations they are handling

Auto refreshing takes care of updating the queue, agent and conversation information

CZ0O Dashboard ZE e o
Home & Add New Tab l | Edit Tab Add Card
In)
&
My Statistics Seving Status (Default) 55 Qs & Agents 55 Qs & Conw. 55 Agents & Conw. Caompaigns Wallbeard Qss Demo
2
W2
Queues (1) Select Al @& &y Conversations (s) &
« - =
_ Ty dueuir sitin igned i F Progessad Status rofil Conversetiors™ 7 ype - tatus Durat Durat
= U — e status
[Simeh (e B P 00 " Sy /G - al % 1%-08.00 osm shrmoe
& (Sinch Conv APIl WhatsApo +44753 0 00:00 ) _— e Paul N In Process 03:00 TaskQueusatask.com TaskQueus N Days
- Pau
all Salest 0 o000 _—~"0 -’ mael, Paul © Busy / Callin Y 2% 0848 03N shmael,
L ] 9 Paul ' In Process 00:51 customer.service@info.com TaskQueus 1 Days
0o 0000 0 (2) ) .
- \ £ ) shmael, .
_— P e 9 Paul In Process 00:46 customer.service@info.com TaskQueue N Days
Call.Saless -0 oocoo [0 rau
Ishmael, . Operator
p y r s 03: 4 3:14
0 oocoo (1) 0 10 Paul ol o o4 direct 054
shmael,
0 00:00 1] Paul In Process 01:48 sarah_jane.conner@outlook.com  stg.qgal-1 02:07
0 00:00 0
0 00:00 2 1 12
0 00:00 o
9 (o] 00:00 [¢]
(% J(mpays) (1 ) 0 0

Serving Status is available as a ‘Add Card’ option, designed for usage with a dedicated tab.

© 2024 Sinch All Rights Reserved
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Sinch
Integrations

for Contact Pro customers

© 2024 Sinch All Rights Reserved
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Sinch Campaigns Integration

Mobile,
3584935
358484862307

Marketing
campaign

target list

Mobile SMS Opt-In,

Upload
via SFTP

WhatsApp
Campaign

Chat Bot

WhatsApp Chat

Customer

Kauniainen
Espoo

Call me on my mobile

Hi Markku, we would recommend changing your
current electricity plan to EON OkoStrom Flex. The
fixed energy price in this pl 23 ct/kWh with
& guaranteed price until 31,
nterested? Please choose o
below.

Chat mein WhatsApp ~ Call me on my mobile

Email me a quotation

Email me a quotation

Email to
Customer

Call to

Manual
upload
Sinch Sinch Sinch Chatlayer Sinch Contact Pro (contact center)
Campaigns Conversation (chatbot) . ; :
API Human agent interface Queuing and routing
WA templates Dialog .
. : Phone dialer and call Out-of-the-box
WA Business automation > ¢ t
Message o A ¢ _ _ handling integrations and
personalization - CECLIS "l APIs for fetching " Live chat and embedding with
- Conversation and pushing W i : SAP Service Cloud and
Message sendin
itk mgetadata g (Campaign) . conversation handling SAP S/4HANA
metadata Email handling

c% sinch

Completed
interaction(s)

© 2024 Sinch All Rights Reserved



Sinch Campaigns Integration o sich

Marketing WhatsApp Chat Bot WhatsApp Chat Completed
campaign Campaign interaction(s)
target list

v § Sinch Communication Panel @ X + - o X
Mobile SMS Opt-In,
Kauniainen C @ % login- . ) 4 = w O =00
3 358484862387 Espoo S
(V) reagy J) Available @
Home Conversations
Chat me In WhatSApp Web Chat 00:55 Customer Data (Sinch Campaign) X =]
Previous Conversations (38) 1 o - =
é;éu’w‘ o : B
&
Sinch Campaign Details
Chat started. R ®
e e o S ot corer 05y | G0404862307 @
current elac:nc:jy plsn to EON OkoStrom o The Warm welcome @ to Sinch Contact Pro customer service for Emarsys Campaigns. One B &
fixed energy price in this plan is 44.23 ct/kWh with of our customer service representatives will be with you shortly. 546094906
a guaranteed price until 3 R
nterestad? Please choose one of the options 2:05 PM e o
v Your position in the queue is 1. Estimated waiting time is 60 minutes. - N
Chat me in WhatsApp Call me on my mobile éON Strom Oko
Markku joined the chat. B
Email me a quotation T S 57 kW
User: Ok
Bot Excellent, we have placed an order for you, thanks and have a great dayl 31.03.2024
Manual User: Menu
Bot Excellent, we have placed an order for you, thanks and have a great dayl o
upload User: Chat me in WhatsApp hitps:/fwww.eonplus.de/media/BildAngebot png
It\ark
Sinch Sinch Sinch Chatlayer Sinch Contact Pro (contact center) -
Campaigns Conversation (chatbot) . ; :
API Human agent interface Queuing and routing e
WA templates Dialo . Enocnat] | £
P . g Phone dialer and call Out-of-the-box —
WA Business automation ; . . a " a
Message o Accounts _ _ handling integrations and
personalization ” "l APIs for fetching - Li hat and embedding with i 120502 P
q f Ive chat an 9
. and pushin S .
vaload Message sendmg Convers'atlon contht g conversation hand"ng SAP Service Cloud and Communication Panel with customer’s
via SFTP with metadata (Campaign) SAP S/4HANA WhatsApp chat and Extension area
metadata Email handling displaying Campaign Details

© 2024 Sinch All Rights Reserved



Sinch Campaigns Integration o sich

Marketing WhatsApp Chat Bot Call to Completed

campaign Campaign Customer interaction(s)
target list

v ® Sinch Cofimunication Panel @ X + - o X
Kauniainen @ R % login-eu-cl.ccsinch.com/standarddemoy/ect/latest/communicationpanel/index.html ¢ e n) =00
E
— ‘z:\ Read) 9) Available - &
Home Cofiversations
My Conversation wo ¥ Campaign Call +356403510898 v Preview
Campaign dail First Name: Email Address
Markku markku@helin fi
Pending (0) Last Name: Product
Helin E.ON OkoStrom Flex i
Call me on my mobile
E.ON OkoStrom Flex +38
e energsprice il P
a guaranteed price until 3 44.23 cUkWh 0/3
b:z’jsted’ Please choose one of the options B T e
31122024
Person remarks:
Callback created for Markku Helin via Sinch Campaigns bot.
M a n u al Customer Remarks
upload
Sinch Sinch Sinch Chatlayer Sinch Contact Pro (contact center)
Campaigns Conversation (chatbot) . ; :
API Human agent interface Queuing and routing |
WA templates Dialog ; o | can
. : Phone dialer and call Out-of-the-box
WA Business automation ; . . a + a
Message o Accounts _ _ handling integrations and - )
personalization ” "l APIs for fetching - Live chat and embedding with 1217.20PM
. i and pushin i . . .
Upload Message sending Convers'atlon contht g conversation handling SR SN Communication Panel with campaign
via SFTP with metadata (Campaign) i . SAP S/4HANA ' _call in preview mode.
metadata Email handling Campaign details shown to the agent
prior calling.

© 2024 Sinch All Rights Reserved



Sinch Campaigns Integration

c% sinch

Marketing WhatsApp Chat Bot Email to Completed
campaign Campaign Customer interaction(s)
target list
v § Sinch Communication Panel @ X + - O x
Kauniainen G @ % login- 4 = w O =00
Espoo —
(V) Reagy J) Available @
Home Conversations
My Conversations From Reply Template X i
mark2 cirus@gmail.co aQa eN v | =
@ Cirrus, Mark 5 W ecoscorios - 2]
Pending (0) Hi, Thanks for your emaill Yes, we have @1
Cubject C.umpfligr\ f.ov\{ ’ 6 ®
Viewing (0) Request or quotation EION Strom Oko Hi {CUSTOMERNAME}, Thank you for y @1 ®@
- @
current electricity plan to E.O Request for quotatioy from Mark Girrus @1 Ea
fixed energy price in this plan Email Address: mark?. cirrus@gmail.com
a guaranteed price until 3 Phone number: +35& EN - Sinch 63 =
nterestad? Please choose one of the options <center sty “ab
below. Eroducz(SEsgl\t E\}\rfﬁn Oko &1
. . rice: ct/l " N
Email me a quotation A P A M
Manual
upload
Sinch Sinch Sinch Chatlayer Sinch Contact Pro (contact center)
Campaigns Conversation (chatbot) : _ _
API Human agent interface Queuing and routing fara )
WA templates Dialo . (Mark as Handied |
i WA Business autoriation Phone dialer and call Out-of-the-box
Message J A ot _ _ handling integrations and B + &
personalization ” ccounts "l APIs for fetching - Li hat and embedding with i 12:15.08 P
. i and pushin Ive chat an i o ) )
Upload Message sending Convers'atlon tp t & conversation handling SR SN Communication Panel with Email
via SFTP with metadata (Campaign) elomiet SAP S/4HANA showing customer’s details.
metadata Email handling Agent can write an email to customer
using campaign specific reply template
and/or free text.

© 2024 Sinch All Rights Reserved



Integrations

enablers and improvements




c% sinch

Open Data Protocol a.k.a. OData

Home  Workspaces ¥ APl Network ~ Q & @ 0 (u) Upgrade  ~ = X
OData enables you to consume Contact Pro A trverkspece BRI < o | oerimic | eorrcor v | omee  ~ 18
reporting data in any OData compatible solutions o - _Jitd _ N
and link with other business data. & ot wr - precensmeirsoo | [ ©
We invite our customers to start using Contact Pro e ———
OData service. To enable the feature, please create -
a support ticket. oy K s soss (B

Pretty T JSON = [a}

* We are working to extend capabilities and

finetuning the service. Service interruptions :
possible without notice.
* Supported OData versions are 3.0 & 4.0
+ User with required right has access to all
reporting data -
+ Content data excluded by default, can be

enabled per request

* Chat content

« CAD content [ ‘-TOData
* Internal remarks content ) o

Script results content -

B @ Q

=]

OData Collection in Postman, here top 10 from FactCEM Queues

© 2024 Sinch All Rights Reserved



Event Driven Integration Framework (EDI)

Low code integration framework, with No or
Low programming skills required to configure
the Event-Driven Integrations.

EDI Integrations are configured in System
Configurator, providing multiple options for
connecting with external services on all
conversation life cycle events.

Configure external end point details,
credentials, Queues for the integration and a
JSON specifications to drive the integration.

Support for GET, POST, and PUT methods
along with query params, http headers and
Basic authentication.

Phone and Chat channel including social
channels supported in 24Q2 release.

Wt

v B Home
» ﬁ System Senices
v E.L System Management
| °| Number Range
| | Authentication Policy
|| Modules
Wessaging Senvices
|
|| Channels
| | Personal Data Retention Ti
| | System Languages
* [ call Switching
> ﬁ Reporting
| | Scripting Management
> E Directory Management
» (&5 Presence Management
> E Queue Management
» ﬁ IVR: Management
» ﬁ Outbound Management
L4 ﬁ User and Role Management
» ﬁ System Tools

System Management : Event-Driven Integrations : EDI Demo Requried Agent CAD

c% sinch

| Back |

Save U] Save and Close [l Delete | Copy [ AddNew | 53 Reset 3¢ Close

Show D | & b M

~ Basics

i

™

MName EDI Demo Requried Agent CAD

Description Fetches reqruied agent and CAD from Airtable

Endpoint URL https:/fapi.airtable. comi0iappY6o90DcqUrgUxsiTasks 1

Conversation Direction | Inbound

Conversation events that trigger this integration

| Received
) Queued
|| Allocated
[_J Accepted
|_J Rejected
|_J Transferred
|_J Forwarded
_J Ended

|_| Abandoned

} Direct Conversations

7]

¥ Queues

[v]

Add

4 | Name

(Sinch Conv API) WhatsApp +447537454088

~ Authentications

bl

2 | Avthanticatinn IN il Garrat

user-token

~ 150N for Configuration

=

Bearer henticati er-toke
I
"params”: [
*£ilterByFormula ileNumber= roe
1
1.
*response”: [
neerm: |

System Configurator Configurations for EDI

Prettify | Highlight Code

© 2024 Sinch All Rights Reserved



EDI use cases (1)

A MobileMumber A RequiredAgent A PreferredAgent A VIPQueueAddress

+35840357 Agent@sinch.com

EDI can be used for agent selection (required/preferred
agent) and for importing Contact Attached Data (CAD):

+ Agent Selection: Ability to fetch the Required or
Preferred agent from an external source and use that
data for agent selection.

* Import CAD: Ability to fetch Conversation Attached
Data (CAD) from external sources like CRM, Marketing
cloud, or CDP, and present it to an agent to facilitate
efficient customer engagement.

+ Easy to debug: Ability to present the external source
request details and response results in the CAD to
agent for easy troubleshooting of the integrations.

01GG5BNSV7625P1TYEC

BonusPoints A City A Address A LastHandledagent
@whatsapp.sinchconversation.com 100,000.0 Espoo Linnoitustie 4, 02600 Agent@sinch.com

Save @ Save and Close ﬁi Delete | Copy r_, Add New | £y Reset 3 Close

& LastContacted

2024-03-05 14:23

c% sinch

A ConversationiD

364C5AT5DAEBTT1EEAATTEDY

AirTable used for Demo

Show 1D | &= k4

=

= JSON for Configuration
{
"request™: {
"method": "GET",
"headers™: {
"authorization™: "Bearer {authentications.user-token}™
in
"params™: {
"filterByFormula™: "MobileNumber='{contact.source}'"
}
Yr
"response™: {
"set™: |
"requiredAgents": {
"agents™: [
" {response.body.records[0].fields.RequiredAgent}”
1,
"timeout": 90
}
Y
"save": {
"Record": "{response.body.records[-1]}",
"debug™: {
"method": "{n
"url™: "{
"params": T "
"status™: "{response.status}™
i
}
}
}

JSON configurations for Agent Selection, add Debug info to CAD

Prettify | = Highlight Code

© 2024 Sinch All Rights Reserved



EDI use cases (2)

A MobileNumber A RequiredAgent A PreferredAgent A VIPQueuehddress

+35840357 Agent@sinch.com 01GG5BMSVT625P1TYEC)

EDI can be used for pre-routing and queue selection:

* Queue Selection: Ability to influence which queue a
conversation is routed to by querying an external source
and utilizing that data during queue selection.

+ Conditional statements: Ability to embed complex logic into
integrations by applying conditional statement that can
utilize conversation data and data from external sources.

BonusPoints A City A Address A LastHandledAgent

@whatsapp.sinchconversation.com | | 100,000 Linnoitustie 4, 02600 Agent@sinch.com

Save El Save and Close ﬁ Delete | Copy |__| Add New | ) Reset 3£ Close

JSON Specifications for Queue selection and usage of Conditional statements.

fF LastContacted

2024-03-05 14:23

Address}

{
"request™: {
"method": "GET",
"condition™: "contact.get_ attached data() ['Record']['fields
Ileduserls - i
"authorization™: "Bearer {authentications.user—-token}™
b
"params": {
"filterByFormula™: "MobileNumber='{contact.source}'"
}
b
"response": {
"set": {
"cueue": {
"address™: "{response.body.records[0].fields.VIPQueuech
}
}
}
}

['"BonusPoints'] :

c% sinch

A ConversationlD
364C5A75DAEBT1EEAATTED!

AirTable used for Demo

ShowID | & H

Prettify | | Highlight Code

”

© 2024 Sinch All Rights Reserved



EDI use cases (3)

A MobileMumber A RequiredAgent A preferredAgent

+35840357 Agent@sinch.com 01GG5BNSVT

EDI can be used for post-conversation data / content
updates and for dispatching surveys:

*  Webhook: Post Conversation updates to a webhook
or external services on various conversation events,
utilize the conversation data in your custom
applications according to the business requirements.

* Dispatch Surveys: Ability to dispatch surveys on the
conversation life cycle events. Contact Pro CMI API
and Sinch Conversation APl both can be utilized in
JSON specification to send survey messages.

A VIPQueueAddress

BonusPoints A City A Address

@whatsapp.sinchconversationcom 100,000 Espoo Linnoitustie 4, 02600

A LastHandledAgent

Agent@sinch.com

c% sinch

f# LastContacted A ConversationlD

2024-03-05 14:23 364C5AT5DAEBTT1EEAATTADY

AirTable used for Demo

=

t

JSON Specifications for send a CSAT survey SMS on Abandoning a call.

w JSON for Configuration
{
"request™: {
"method": "PATCH",
"headers": {
"authorization™: "Bearer {authentications.u
e
* JSON for Configuration "body”: {
"performlipsert™: |
"fieldsToMergeln™: [
"MobileNumber™
{ 1
"reguest™: { I
"authentication™: { "records": [
"type": "basic" i
"fields™: {
b "MobileNumber™: "{
"method"™ DOST" - .
"ConversationID"™
"headers": { "LastHandledfgent":
"u-api-key": "{authentications.api-key} "LastContacted™: "{co
T !
"body™: { 1
"destinations": { 1
"destination™: [ I
I }
"address": "{contact.source}" t
1
1
b,
"message": " See
"source": Esms.
"subType": "
}

Prettify | | Highlight Code

JSON Specifications for updating the
AirTable with Conversation Details
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Miscellaneous

improvements
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Email sender error handling for specific cases

In some cases, Contact Pro Email Sender were too eager to retrying sending of failed email, especially with
multiple recipients, where most of the recipient addresses were correct and even the 15t email was correctly
delivered.

Now we have enhancement for Email Sender not to retry message sending in following cases:

* b5.41Recipient address rejected
This may happen for example, due to a typo in one of the destination email address.

* b.11Recipient not found on this system
This may happen if one of the destination email address is not valid.

Additionally, Contact Pro operations can control list of error cases where Email Sender should not retry
sending email.

© 2024 Sinch All Rights Reserved
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CTR — Contact Trace Record

CTR file is metadata file for a call recording and is consumed by QMS
solutions, such as Calabrio.

In 2492 release we have enhancement for the file and now we have
added following info:

*  QueuelD
*  Queue name
*  Queue language

The data could be used for example to specify desired language for
speech to text engine.
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Technical update to Contact Pro service

Python in Contact Pro is now updated to release v.3.12.

We don't expect the upgrade to cause problems, but we do
recommend customer using customizers (IVR or Contact
Center) to verify the functionality in test environments before
2492 RTT upgrade.
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Release dates of 2492

Release to customers’ test tenants : 26th of March 2024

Release to customers’ production tenants : 20t of April 2024
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* Follow us on YouTube - Sinch Contact Pro
https://www.youtube.com/channel/UC_OEOXSWzDnApxK1kSLMPiQ

* Sinch Contact Pro community page
https://community.sinch.com/t5/Contact-Pro/bd-p/Contact_Center

* Help pages
https://docs.cc.sinch.com/

End

of Show and Tell presentation
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