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Access the dashboard

L]
1. Accept your invitation request sent by email and follow the O airca "

link to create your password

2. Go to dashboard-v2.aircallio ines@aircall.io

3. Login with your professional email and password

Forgot password?

Create an account
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https://dashboard-v2.aircall.io/
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o
e 504 197 G oQUIck search bar
ZQuickSearch

aTotal added users

°Access Aircall Apps
Download our apps!

and start making calls :) m— o Logout from the session

eTotal numbers on the account

0sX Windows i0s Android
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Adding and configuring numbers



Creating a new humber

Step1
Click =—ppr HOREZMIWI

2. Location

1. Name

) :
= L) - (I e

Argentina Australia Austria Belgium Brazil

3.Great!

NAME your number in order to find it CHOOSE the country code of
more easily your number
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SELECT a specific region for your
number



Creating a nhew humber

5. Assign to teammates

4. Choose a type m 6. Assign to integrations
£Q ines
Teams @ Zendesk - 8 connected numbers(s)
1 2 3 = o °
® . Ssmr
() Uiere © rtercom -7 connactas rumoe
Classic IVR
A standard Aircall phone number An automated menu for call routing e
Im‘jess:::::u) @ Hubspot - 27 connected numbers(s)
ADD the number to active
DEFINE the number type between ASSIGN the number to teams or ; :
: teammates in order for them to Integrations to ensure
classic or IVR .
use synchronization

0 The phone system for modern business - aircallio 7



Configuring a number

®
©

&)

AU *

Numbers |9

Argentina 2

Australia

AUSTRALIAN OFFICE

@. Australian Office [ive |

aze 3
\9) Integrations

Numbers’ sections

Numbers are grouped by country and listed in alphabetical order
Number's status: @ line is open, @ line is closed

Click on a humber to open settings

Number’s details
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Configuring a classic number

Integrations

CHECK if your number is linked to an integration

@ Frome DEFINE and personalize your line’s business hours

o Freshdesk

ALWAYS OPEN ALWAYS CLOSED
Business Hours

SET the right time zone

18:30

ESTABLISH a call distribution preference

(UTC+02:00) Paris / \
Call Distribution

Simultaneously ring for Randomly selecting
all agents when available agents to
o Onboarding - EMEA | 2 2 | v simultaneous v queue for 3 min reC@iViﬁg calls redirect an incoming call
-6 Ines Bottarelli (You)

<@ Arthur Andre Customers can queue for a

duration of your choice if no
agents are available
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Configuring an IVR humber

If caller presses on 1

Call Distribution o

IF 1 Avustralian Support e v -- Select an option -~

Redirect to an aircall number

9 Redirect to an external number

IF 2 v Australian Sales Create a new number

b) direct the call to an external phone number
c) create a new Aircall number from scratch

o i a Here you can choose to:
o§ direct the call to an existing Aircall number
(follow the process described in slide 6)

o Click to switch to either classic or IVR mode o Click to add an extra IVR option
o Click on the drop-down menu to select a different number e Click on to preview your built-up IVR tree

o Click on the drop-down menu to select a different option
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Configuring a number

Supervisors

Isabelle Kazungu

Call Recording

o Activate the call recording

Callback request

Enable call back requests

Mandatory call tagging

o Make post call tagging mandatory

A

Click to add more supervisors
Any supervisor will be given the ability to use
that phone number to make outbound calls
(but won't be receiving any) and the ability
to follow its full activity from the Phone App
in the All calls section

Enable the call recording to be able to listen to the
previous phone conversations
Note: the recording can be paused at anytime during
a call

Give the option to your customers to be called back
at a different time rather than waiting
Note: make sure to update your welcome message

Make sure your agents tag all their calls through the
mandatory call taggin option
Note: agents will only be able to take/make the next
call if they select a tag first
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Configuring a number

Music & Messages

° o Welcome message e e

a IVR message Click on the pen to modify your message

© Mvsiconhold play to listen to it

(see options in the next slide)

o Voicemail

o Absence message

o Click to enable the option/message

o IVR message is automatically enabled and needs to be edited for the line to work
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Configuring a number

@ Write a text to be read automatically v @G>  Upload a mp3 file . 4

Choose from aircall media library

Bensound - Retrosoul
Drop your MP3 file here
Danish Z
Dutch ~
= Bensound - Jazzy Frenchy
[V Engish T -
French
German

Japanese

Norwegian
Polish

Sty
Portuguese How to record an audio file?

Spanish
Swedish ! You must own the rights to the content of the MP3 you are uploading

Ringing Sound

Write your message to be read by one upload your own recorded messages in Choose your hold music from our
of our robots mp3 format selection list
Choose the language and the voice

Note: Don't forget to hit SAVE after selecting either of the options above
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Adding and configuring users




Creating users & teams
Eea @ (o

&g  create team Add a new user

®

create user

A new user will cost you O€ / month
—

1. About your new teammate

Click on team in the left sidebar menu e

John John@doe.com

Click on user or create a team o

2. Assign to teams

Fill in the user’s first name, last name and email address

&

0000006 §

Enable if you would like to set the new user to be an Administrator
(R 2usens )
Assign the new user to o team
Click invite to send a validation email
Note: If you need to add multiple users (10+) our Onboarding team can assist you
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Configuring users

(2]
Users
e Ines SFAR (You) Ainsley Vande Creek Alejandro Varona Alessandro Oliveri Alex Kiehne
® D

As an

you are able to configure each of your users’ profiles

o Team Section

Search bar for team & users

e Click on user’'s name to open the profile (see next slide)
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o

TWO ways to get to a user’s profile:

Option 1. - Click on team
- Search the name of the user
- Select an option from the suggestions

Option 2: - Click on team
- Select a user




Configuring users

@ 0. Ines SFAR (You) 0 e
@® Working Hours .
Working Hours

(UTC+02:00) Paris Ines
15 INES SFAR (YOU) Admin Privilege
SFAR
F enc
Associated Numbers & Teams Inss@atrcdllly
Email Notifications
English
208
o User’s profile being viewed

& Change password

e List of preferences you are able to set up

e Click to change any personal information (name, emaiil, language, password, )
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Configuring users

AVAILABLE

Enable to make the user an Admin

b) Set default number & country ISO
c) Choose a ringtone
d) Set an after-call unavailability

daily follow-ups

>

Working hours defining the availability to receive calls

DO NOT DISTURB

List of numbers that can be used and teams belonging to

Add an external phone number to activate the forwarding

a) Define the number to display when activating the forwarding (incoming calls)

Enable to receive an email when s.o leaves a voicemail, assigns a call to you or for

The phone system for modern business - aircallio

Working Hours

Associoted Numbers & Teams

Numbers

Forward-to devices

Phone number

Admin Privileges

Calling Preferences

Email Notifications
Voicemails by email
© ”,
Email on eoch coll assigned to you

© Daily summary of colis to follow up

(UTC+02:00) Paris

Teams
EMEA Onboarding

$ EMEA Astrente

SIP Devices

Show your Aircoll Number
France - Onboarding
Fronce

Bombu

0 min 40 sec




Reading Analytics




Calls & stats

01 Apr 2019 - 30 Apr 2019 Al zelected

e Get an overview of your activity o m

16722 6308 10414

Calls & stats section

Calis & Stats

Overall activity of your lines

Detailed breakdown of missed calls

e Improve your customer service

The missed call percentage is:
of calls were outside of business hours.

Average stats about users’ activity

of calls were hung up by the caller during a required listening welcome message.

of calls were hung up by the caller within the first 10 seconds.

Click to export data and view details

D o cots were ende by the calle whike navigating the IVR number.

of calls went to volcemall because no user was available.

EED) o cols went to v

picked up the call.

o Improve your productivity

86 03:13
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Advanced analytics

The Advanced Analytics section is one of the main features of the Professional and Custom plans.

They are located in the Calls & Stats section of the Dashboard.

Filters allow you to limit or modify the call data you wish to see,

e.g. view a specific line or date range.

06 May 2019 - 12 May 2019 Anytime - Not applied -
- Not applied - - Not applied - - Not applied -
= o=
You can choose to see the graph by ) ) or and

select the timezone to filter the calls.

0 The phone system for modern business - aircallio

By clicking on the Export button on the
bottom right you can choose to extract
an Excel enclosing the Graph data or
the Raw data. The Excel enclosing this
information will be sent to the Admin’s
email.
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Advanced analytics - Activity

1 2 84 caLLs DURATION 2 13 2 CALLS Z}-d OYS + DURATION

The activity section is composed of 4 main
categories:

e Inbound calls - Number of inbound
calls received on your lines.

° - Average total
inbound call duration

e Outbound calls - Number of outbound
calls made on your lines.

e Outbound duration - Average total
outbound call duration.

EXPORT

0 The phone system for modern business - aircallio 22



Advanced analytics - Customer Service

éo ; 2 O/O |CNABLOLL;ND ON MISSED

e % Missed calls - Missed calls on your
lines. Gl
o - Percentage of
voicemails on your lines. 4
e Waiting time - Average amount of T
time (in seconds) callers have been in
the queue before being answered.
e Treatment time - The time that takes
for agents to take action on missed or
assigned calls in their inbox. Archived
calls are also included in the stats.
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Advanced analytics -Productivity

04:10 wwieiis e s 02:35 s 7.53 &l
e Inbound min/calls - Average number
of inbound minutes per call. - \\
. - Average number N Y
of inbound calls per agent. * \ A
e Outbound min/calls - Average number *—/7“'*\ il /t_ — H
of outbound minutes per call. il ' e, 9 e o
e Outbound callsf/user- Average number \ / s NS
of outbound calls per agent. \ A
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° - Al selected - - Not applied - - Not applied - - Al selected - o

O O 00:00 00:1.5 o 24

Filter your live feed display

calls missed longest average
SERVICE AVAILABLE

Set your service level and follow your
team’s performance

Calls & Stats

@) Analytics

®  Call Settings

Whisper to your colleague without
notifying the customer

¢, AlexKiehne is in call with +49 202 9631140 @ Avex Berlin o Coach
¢%  Charles Halford is in call with +41 44 254 69 00 @) Chorles - Switzerland Coach

T AlexKiehne hung up +43 1 409598753 @ Alex Berlin

Live Calls : ©) | @uwom e Atz @ elieliey

Follow agents’ statuses:

T Alex Kiehne called +43 1996212450 @ Avex Beriin >
AVAILABLE DO NOT DISTURB
* Tarek Fayed called Voxbone Porting Team (), French Office
T AlexKiehne called +49 341 35058519 @ AlexBeriin >
¥ Emma Genestoux took a call from Accueil lllustration (), Human Resources
+  Accueil lllustration hung up (), Clora Perso
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Create a new tag

Call Settings S
Call Settings | --

€ Tags ‘ Tags

Calls & Stats

Analytics

Here you can choose:
a the color
b the label

Activity Feed

Technical support
Q Call Settings
E—————

Click save and your tag will be added to the list.

Blacklist

Add all numbers from which

7 youdon’t want to receive calls.
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Activating integrations



Integrations

@ Hubspot

@ Freshdesk

My integrations o

Discover more integrations

(C) @ o (O)
o (>) o (=)
© © B

Slack Webhook, Zapier Zapier V2 (beta)

The phone system for modern business - agircall.io

Click on any CRM or Helpdesk to
create a new integration

Manage your integration by:
a) activating or deactivating
b)  configuring (if available)
c) deleting

You have to link your integrations
to numbers to enable the
synchronization.

You can have two or more
integrations from the same CRM

28



Managing your account




Account

>

Change your plan or check your bills
Verify or modify your credit card details

Update your billing information

View your list of active APIs

Refer Aircall to a friend and win a gift card

The phone system for modern business - aircallio

Account

Your Plan

Credit Card

AP| Keys

Referral Program
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Need help?

Contact our Support Team

Check our Help Center . _
support@aircall.io

help.aircallio

0 The phone system for modern business - aircall.io 31


https://help.aircall.io/
mailto:support@aircall.io

The phone system for modern business - aircall.io




