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Overview

The Dial Al platform is where your team works alongside the Al agent that answers your customers by phone,
chat, text and email. Here you watch how the Al agent is doing, step in when a customer needs a person, keep
its knowledge current, and check its work.

This handbook is for everyone on your team. It shows you how to sign in, how the screenis laid out, what each
tab in the left menu is for, and who on your team uses it. Each tab has its own handbook with the step-by-
step tasks.

NOTE What you see depends on your role. Your left menu shows only the tabs and pages your role allows, so it
may be shorter than the pictures in this handbook.

07 signin

You sign in with your work email. Use a current desktop browser, such as Chrome or Edge.

01 Setup your sign-in 03 Signout
02 Signin

Set up your sign-in
When your Customer Admin or your Dial Al team adds you to the platform, you get an email with a link to set
up your sign-in.

1. Open the email and select the link. A page opens where you set your password.
2. Follow the steps on the page. When you finish, the platform opens.
3. Bookmark the platform’s address, so you can find it again.

TIP If the email doesn’t arrive, check your junk folder. Then ask your Customer Admin to check the email address
they entered.
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Signin

a Open the platform address your Dial Al team gave you. The Sign In page opens.
e Enter your work email and your password.

a Select Sign In. The platform opens.

NOTE If your organization signs in with its own work accounts, the Sign In page shows a button for that. Select
it and sign in the way you do for your other work apps.

TIP If you forget your password or can't sign in, ask your Customer Admin or your Dial Al team for a new sign-in
link.

Sign out
° At the bottom of the left menu, select your name. A menu opens.

o Select Log out, then confirm. The Sign In page opens.

TIP  The same menu has Theme, where you choose a light or dark screen, or let it follow your computer.

02 Find your way around

Every page has the same layout: the left menu on the left, and the page you're working on to its right.

Use the left menu

The left menu has two parts. A narrow strip of tabs runs down the far left. Beside it, a list shows the pages of
the tab you'rein.

1. Select a tab, such as Monitor. Its pages appear beside it: Dashboard, Conversations, Live View, Inbox
and Outages.
2. Select a page, such as Dashboard. The page opens on the right.
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Dashboard

Daily Dashboard Success Metrics

Conversation Reasons

Custom Reporting

Scheduled Report

Inbound Day-to-date

Total inbound <
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L =5.1% vs last Tue

Routed by DNI list ©

2

> 0.0% vs last Tue

Al handled ©
88% {3
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Average handle
time
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77% 255

T +0.3% vs last Tue

Flagged
conversations

2% s

W =15.7% vs last Tue

Transferred O Abandon rate O Auto transferred ©
20% 65 4% 12 a4
& =0.7% vs last Tue v —2.8% vs last Tue > 0.0% vs last Tue

The platform with Monitor open: the tabs on the far left, the Monitor pages beside them, and the Dashboard on the right.

The tabs appear on screen in this order: Assistant, Monitor, Build, Docs, Agent, Outbound and Settings.
This handbook goes through them in the order most people learn them.

What elseis in the left menu

¢ Your organization’s name sits at the top of the menu. If you work for more than one organization on the
platform, select it to switch.

e Recent lists the pages you opened last, so you can go back quickly.

e Pinapage: point to a page in the list and select its star. The page stays at hand as anicon in the strip of
tabs. Select the star again to unpin it.

e Atthe bottom of the strip you find Ask Al (if your role includes it), Softphone (if your team takes calls in
the browser), Notifications and Help.

e Your name is at the very bottom. Select it to change the theme or log out.

8
Assistant
| ®
Monitor

7
Build

D
Docs
&
Agent

&

Outbound

@&

Settings.

&
Q

Dial Al

MONITOR
= Dashboard

Conversations

o

>

Live View

Inbox

/\ Outages

RECENT

@ Dashboard

The left menu up close: the strip of tabs, the Monitor pages, the Recent list and the buttons at the bottom.
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TIP Press Ctrl+B (88+B on a Mac) to hide or show the list of pages and give the page more room.

03 Thetabs

Each tab below has a short description, the people who use it most, and the handbook that teaches it. Start

with Monitor, then follow the handbooks for your role.

01 Watch conversations in Monitor
02 Control when the Al agent answers in Agent

03 Reach customers first with Outbound

05 Manage your team in Settings

04 Keep the Al agent’s knowledge currentin Docs

Watch conversations in Monitor

Monitor is where most of your day happens. Dashboard shows how the Al agent is doing today and over time.

06 Check the Al agent’s work in Build

07 GetAlhelp from Assistant

Conversations holds every call, chat, text and email: open one to read the transcript, hear the recording, and
see the flow the Al agent followed. Live View lets you listen in on calls as they happen. Inbox is where CSRs

take over conversations that need a person. Outages is where you post a main break or other service
interruption, so the Al agent can tell callers about it. Customer Admins and Testers also open conversations
here to see how the Al agent handled them.

Covered in the Monitor handbook.

Conversations > 25537

&3 Thought v

Thank you for calling Dial District
Water. This is Grace. How can |
help you today?

02:30:43 PM

yeah hi. my water's coming out
kind of brownish. like light tea

color. is that normal? I'm on
Chestnut Street in Wrenford

02:30:56 PM

[ Documentation v

Let me check on that for you.
02:30:57 PM

[ checkServicelnte... v/

There's no outage in your area
right now, but we have had a report
of discolored water in Wrenford
that we're looking into. Try running
your cold tap for ten minutes to
see if it clears. If it doesn’t, call our

@ Details o° Flows & Sentiment

N

©)

Customer journey
No customer journey is available for this conversation.

<, Explain this call| v

Conversation Vitals

Complete
Qutcome @ o

Contact ID +11658).555-
179

Service Issues

Reason % potentially Leak or
Outage Report

Duration 20 min, 2 sec

Flow Dial District W...

Identifiers &
v

Metadata
Platform

Web

Date

Oct 8, 2026

Start/ End

2:30 PM - 2:50 PM

Tags & =
Review B <

One conversation in Monitor: the transcript on the left and the conversation’s details on the right.
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Control when the Al agent answers in Agent

Agent controls when the Al agent answers. Schedule sets your Al hours for each phone number: the share of
calls the Al agent takes at each time of day, plus holidays and after-hours. Workforce shows your team’s
coverage next to the Al agent's. Points of Contact lists the phone numbers, chats and email addresses the Al
agent answers.

Covered in the Agent handbook.

Dial Al Schedule

AGENT Today < > October11-17, 2026 Day Week Month [BELE
Homot @ Schedule SUNTT MONT2 TUE13 weo 14 THU1S Fmi16  saT17
2 October 2026 < D> Schedules
So Warkforce % s M T w T B 8 9 saved - 9 routing calls
Build . s DDW Main Line (+1 (555) 555-0100) - Follow hours - Al 60% in hours, 100%
) [& Points of Contact DDW After-Hours Line (+1 (555) 555-0111) &
A6 TGN 8 N9 B0 7AM Routing: Custom Routing tab
Doc n 2@)u s 6 v
- 18 19 20 21 22 23 24 8AM Monday
Agont 2% 26 27 28 29 30 3¢ Monday 5:00 PM to Tuesday 8:00 AM, every
9AM week.
| & 10 scheduled blocks - 75h this week
Al handles 100%
Settings
10AM
PHONE NUMBERS Tuesday CEED
[ All phone numbers AM Tuesday 5:00 PM to Wednesday 8:00 AM, every
A week.
DDW Main Line @ A FadiEaA00%
Follows DDW Office Hours 60%.. G ances o0k
DDW After-Hours Line 2
Custom - +1 (555) 555-0111 L Wednesday CEED
Wednesday 5:00 PM to Thursday 8:00 AM, every
2PM week.
HOURS OF OPERATION T
-, DDW Office Hours 3PM
Closed - opens Wed 8:00 AM Thursday CEED
-+ New calendar L1 Thursday 5:00 PM to Friday 8:00 AM, every week.
Al handles 100%
5PM
Fricay QR
6oM
Friday 5:00 PM to Saturday 8:00 AM, every week.
@ Al handles 100%
RECENT 7PM
(2] ) Schedule = Thanksgiving Day ((IEIED
Q Exception - Nov 26 - Al 100%
) Conversations Al handles 100%

Agent > Schedule: the week’s Al hours on a calendar, with the schedules for each phone number listed on the right.

Reach customers first with Outbound

Outbound is for contacting customers before they contact you. A campaign on the Campaigns page calls,
texts or emails a list of customers within the hours you choose. A high-usage alert is a good example. Each
contact shows how it went, with a transcript. Campaigns always skip numbers on your Do-Not-Call list.

Covered in the Outbound handbook.

Dial Al Outbound (3 New Outbound
E" OUTBOUND
et . Outbound Campaigns
Campaigns
pag Reach a list of contacts automatically. Each campaign places calls (or sends messages) through one of your flows, on a schedule you control — open a campaign to
manage its contacts and review every outcome.
Monitor
cﬁg Name = Type © T Status O T BatchSize © < Created = | Flow © = Scheduler O
B = Dial District Water —
Paperless billing invitation ) © Paused 5 Oct 8, 2026 m =] AU
Docs Q
8
=
Agent High usage — possible leak Dial District Water — High
hi ¢ © Paused 5 Oct 8, 2026 AT &)

| &
Outbound

Outbound > Campaigns: the list of campaigns with their type, status and flow.
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Keep the Al agent’s knowledge current in Docs

Docs holds the knowledge the Al agent answers from. Search lets anyone ask a question and see the answer
with the document it came from. Manage is where you add and update documents. FAQ holds short answers
to common questions. Keep them current, and the Al agent stays accurate.

Covered in the Docs handbook.

® .
Dial A
What is the income limit for Wrenford Water Assist for a family of four?

For a family of four, the income limit for Wrenford Water Assist is $64,000 per year
before taxes.

Documents:

I customer-assistance-programs.pdf

@ Ask me anything... =3

Docs > Search: a question about Wrenford Water Assist, answered with the document it came from.

Manage your team in Settings

Settings is where admins work. Users is where you add staff and set their access. Notifications controls who
gets an alert, and when. Operations holds your transfer contacts and Do-Not-Call list. Theme sets your
colors and logo. CSRs reach their own settings from Monitor > Inbox.

Covered in the Settings handbook.

Dial Al v Users

SETTINGS
Montor () Notifications User Management
‘,4? @ Users Create, filter, and manage admin users for your tenant.
Build
&l Qwerations
] All Users
Docs & Theme
o2 Permissions =
= O Name Email Status
Agent
| o Dana Whitfield danawhitfield@dialdistrictwater.exa O Offline
Settings
Hannah Corvell hannah.corvell@dialdistrictwater.ex: O Offline
Jordan Okafor jordan.okafor@dialdistrictwater.exar O Offline
Leo Brandt leo.brandt@dialdistrictwater.exampl O Offline
Marcos Ellery marcos.ellery@dialdistrictwater.exar O Offline
Priya priya. ialdistri O Offline
Ruth Calloway ruth.calloway@dialdistrictwater.exar O Offline
Simone Achebe simone.achebe@dialdistrictwater.ex O Offline
tomas.rivera- "
® jlomasiRlVerastind lund@dialdistrictwater.example O Offline

Settings > Users: the Settings pages in the left menu and the list of your team’s users.
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Check the Al agent’s work in Build

Build is where you check the Al agent’s work before and after changes. On Test Scenarios, testers try each
scenario with the Al agent and record whether it passed. Issues tracks anything that needs fixing.
Deployments shows how your rollout is going. Testers can also open a flow on Flows, read-only, to see the
path the Al agent follows, and Building Blocks lets you preview the voices the Al agent can use.

Covered in the Build handbook.

Dial Al Test Scenarios

BUILD

Monitor ° Test Scenarios O 8 pass @ Create Test Scenario
. i
Gt LN Define and track test scenarios to verify flows work correctly across published versions. l o LG
® 1 Fail
e f 53%
<,

Lo O Issues (] passing @ 1Biocked

(Y ® 2 Ready for review
[ Deployments

2 Not run
TRst Scenarios
20 4 Dial District Water ... All Versions A Collapse All
35 Building Blocks
Title Description Flow Assignee Latest Result Last Activi
Compliance (3)
No account details before verific... ~ Caller: anyone. Give an account number but refuse ... ~ Dial District Water — Inb... (&K Untested -
Spanish caller Caller: Priscilla Vandermeer, account DDW-401885...  Dial District Water — Inb...  (AK @
Medical reliance, transfer to a per... Caller: Edith Marlowe-Price, account DDW-404186...  Dial District Water — Inb... &K Blocked
~ Edge cases (5]
Final bill, unpaid Caller: Hollis Brennerman, account DDW-4071045, ... Dial District Water — Inb... &K Untested -

Account system unavailable Caller: test account DDW-4099999 (answers as if t...  Dial District Water — Inb... ~ — [ Pass ]
Wrong ZIP, then verified Caller: Marisol Thorne, account DDW-4041542. Giv... Dial District Water — Inb... &K [[Pass ]
5]
) High bill, adjustment already used  Caller: Owen Halvorsen, account DDW-4040505, Z...  Dial District Water — Inb... &K
Q RECENT Stop service, moving out of the a...  Caller: Desmond Achterberg, account DDW-40121...  Dial District Water — Inb... &K [ Fail )

Build > Test Scenarios: scenarios for the Dial District Water flow with their latest results.
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Get Al help from Assistant

Assistant holds Al helpers for your team, called analyst agents. Ask them about your conversations and
performance in plain English, and get answers as tables, charts and files. Scheduled agents can have a
weekly report ready when you start your day. The Ask Al button opens the same help over any page.

Covered in the Assistant handbook.

Dial Al

@ ASSISTANT

| s Q © 4/4 services connected O History
Assistant @ Chat -
{/) Manage Agents |
Monitor
(© Scheduled Agents il - oo | - =N
o Billing Leak or outage Payment plan Start, stop, move Account changes
Buid
D Compare with the week before  Which reasons were transferred most?
Docs . -
Billing questions led last week, followed by leak and outage reports and payment plans.
&
Agent
Outbound
@ List last week's leak reports in a table with the date, channel and outcome.
Settings
DATE CHANNEL  CONVERSATION ID  WHAT HAPPENED ourcone AcTIONS
Oct 8, 2026 2:30 PM VOICE 25536 Leak suspected; checks and Leak Adjustment expl... Resolved % B
Oct 8, 2026 2:24 PM WEB 25521 Street leak reported; work order logged Resolved % B
Oct 8, 2026 2:22 PM VOICE 25526 Low pressure in the boil-water area; outage confir... Resolved % B
Oct 8, 2026 2:31 PM SMsS 25540 Low pressure follow-up; work order linked Resolved % B
6] Oct 8, 2026 2:36 PM VOICE 265552 Main-break report; routed to Field Services Transferred % B
RECENT
(x} % Chat Four of the five leak and water reports were resolved by Grace. The main-break report went to Field Services, as it should.
Q » Dashboard

Assistant > Chat: an analyst agent’s answer, with a bar chart of contact reasons and a table of leak reports.
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04 Roles

Your role decides which tabs and pages you see. Your Customer Admin gives you a role when they add you. To
change it, ask your Customer Admin.

ROLE

WHAT THIS PERSON TYPICALLY DOES

MAIN TABS

HANDBOOKS TO
READ

CSR

Supervisor

Customer
Admin

Tester

Reads the Dashboard, reviews conversations, listens
inon live calls, takes over conversations in the Inbox,
and searches documents to answer customers.

Everything a CSR does, plus scheduled reports, flag
review, coaching on live calls, posting outages,
outbound campaigns, team schedules, issues, and

analyst agents.

Adds users and sets their access, sets up
notifications, keeps transfer contacts and the Do-
Not-Call list, sets Al hours and workforce, and keeps
documents and FAQs current.

Tries the Al agent against each test scenario, records
the results, opens the conversations and flows
behind them, and reports issues.

Monitor, Docs

Monitor, Agent,

Outbound, Docs,

Build, Assistant

Settings, Agent,
Docs

Build, Monitor

Monitor, Docs

Monitor, Agent,
Outbound, Docs,
Build, Assistant

Monitor, Agent, Docs,

Settings

Monitor, Build

NOTE Some pages appear in your menu because your role needs part of what they hold. If a page isn’'t in your

role’s handbooks, you don't need it for your work.

05 Getting help

Help is always close by.

Find help

1. At the bottom of the left menu, select Help (?). A small menu opens.
2. Select Documentation to read the platform’s guides, or Support to contact support.
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For anything about your setup, ask your Dial Al team. They set up the Al agent’s flows, phone numbers, chats

and email addresses, your analyst agents and your scheduled reports, and they can change them for you. For

access to a tab or page, ask your Customer Admin.

Quickreference

Everyone
TO.. DO THIS
Signin Open your platform address = enter your work email and password — SignIn
Log out Select your name at the bottom of the left menu - Log out

Switch light or dark screen

Open a page

Go back to a page you just used

Keep a page at hand
Hide or show the list of pages

Get help

Where to go

TO..

Select your name » Theme

Select atab in the left menu — select the page
Left menu - Recent

Point to the page — select its star

Ctrl+B ($+B on aMac)

Left menu - Help -» Documentation or Support

GO TO

See how the Al agent is doing today

Read a conversation

Listeninon alive call

Take over a conversation

Post an outage

Set when the Al agent answers

Run a campaign

Dial Al - Getting started handbook

Monitor > Dashboard

Monitor > Conversations

Monitor > Live View

Monitor > Inbox

Monitor > Outages

Agent > Schedule

Outbound > Campaigns

n



Find an answer in your documents
Add a user
Record atest result

Ask an analyst agent a question

Troubleshooting

PROBLEM

Docs » Search
Settings > Users
Build » Test Scenarios

Assistant > Chat, or Ask Al on any page

WHAT TO DO

You never got the email to set up your
sign-in.

You forgot your password or can’t signin.

A tab or page in this handbook is missing
from your menu.

You see the wrong organization’s name at
the top of the menu.

The list of pages beside the tabs has
disappeared.

Ask Al is missing.

You need a change to the Al agent's
flows, phone numbers or analyst agents.

Dial Al - Getting started handbook

Check your junk folder. Then ask your Customer Admin to check your
email address on Settings > Users.

Ask your Customer Admin or your Dial Al team for a new sign-in link.

Your role doesn’'t include it. If you need it for your work, ask your
Customer Admin.

Select the name and choose your organization.

Press Ctrl+B (38+B on a Mac), or select a tab.

Your role doesn't include analyst agents. Ask your Customer Admin.

Ask your Dial Al team.



Glossary

TERM MEANING
Alagent The virtual agent that answers your customers by phone, chat, text and email.
Al hours The share of calls the Al agent answers at a given time of day.

Analyst agent

Ask Al

Campaign

Conversation

CSR

Do-Not-Call list

Flow

Issue

Role

Test scenario
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An Al helper for your staff, on the Assistant tab, that answers questions about your
conversations and performance.
A button that opens an analyst agent’s chat over any page.

An outbound list of customers that the Al agent calls, texts or emails within the
hours you choose.

One call, chat, text or email exchange between a customer and the Al agent.

Customer service representative: a person on your team who talks with
customers.

Numbers that campaigns never contact.
The path the Al agent follows in a conversation.

A tracked item that someone should act on, such as a wrong answer the Al agent
gave.

What decides which tabs and pages you see and what you can do on them.

One situation a customer can be in, used to check that the Al agent handles it
correctly.

Need a hand?

Your Dial Al team is here to help with anything this handbook doesn’t
cover, and with changes only Dial Al makes, such as editing a flow or
adding a phone number.

Email support@dialai.ca
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