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Overview

The Monitor tab is where your team sees what your Al agent is doing and steps in when a customer needs a
person. It has five pages:

PAGE WHAT IT'S FOR

Dashboard Today’s numbers, trends over time, why customers get in touch, and scheduled email reports

Conversations  Every call, chat, text and email, with the transcript, summary, recording and the path the Al agent

took

Live View Conversations happening right now, so you can listen in, coach the Al agent or hand a conversation
to aperson

Inbox Where CSRs pick up and answer the conversations routed to them

Outages Service interruptions you post for the Al agent to share with callers, and the problems customers
report

This handbook is for supervisors, CSRs, customer admins and testers. If a button in a task is missing for you,
your role doesn’t include it. Ask your administrator.

To start, sign in to the platform and select Monitor in the left menu. The pages your role can use appear
under it.
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071 Dashboard

The Dashboard shows how today is going, how things have moved over time, and why customers get in touch.
Supervisors also use it to email reports to people who don’t signin.

01 Readtoday’s numbers 04 View acustom report
02 Track trendsin Success Metrics 05 Schedule a weekly report
03 See why customers get in touch 06 Change, pause, send or delete a scheduled report

Read today’s numbers
The Daily Dashboard answers one question: how is today going? Check it a few times a day, and after
anything unusual, such as a main break.

1. Select Monitor > Dashboard. The dashboard opens on the Daily Dashboard tab.
2.Read the Inbound section. It's marked Day-to-date, so it counts from midnight until now.

Under each number, read the change, for example "vs last Thu". It compares today with the same
weekday last week, up to the same time of day.

To see exactly what a card counts, hover over the small info icon beside its name.

Scroll to Transfer health. It shows how today’s transfers to your team went: how many were started and
completed, how many met a busy line or no answer, and how long callers waited.

If your team runs outbound campaigns, scroll to Outbound to see today’s outbound calls.

Scroll to Conversation Reasons to see today’s top reasons customers got in touch. Select the arrow
beside areason to see how those conversations ended.

Scroll to Snapshot, marked Live. It shows what is happening right now. Active in Dial Al is how many
conversations are open, and By Channel breaks them down by voice, web chat, text and email.

If your team answers conversations in the Inbox, read Lifecycle, Live Skill Queues and Agent Workload.
They show how many conversations are queued, assigned and in wrap-up, and how busy each CSR is.
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Dashboard

Daily Dashboard

Success Metrics

Conversation Reasons

Custom Reporting Scheduled Report

Inbound Day-tL}date

Total inbound ©

279

™ +8.1% vs last Thu

Routed by DNI list ©

2

> 0.0% vs last Thu

Al handled ©

88% 243

™ 42.0% vs last Thu

Average handle
time

3:06

v —5.6% vs last Thu

Al deflected O Transferred © Abandon rate &
77% 213 19% 51 4% 1

™ +3.5% vs last Thu + —9.4% vs last Thu v =15.9% vs last Thu
Flagged

conversations

2% s

« =30.7% vs last Thu

Auto transferred O

3

> 0.0% vs last Thu

The Inbound section of the Daily Dashboard, with each card’s change from the same weekday last week.

What the Inbound cards mean

CARD WHAT IT COUNTS

Total Inbound conversations so far today

inbound

Al handled The share the Al agent took care of: conversations it completed, plus transfers where it did everything
the flow asks before handing off

Al deflected The share the Al agent finished with no person involved, including callers sent to an automated line
such as the payments line

Transferred The share handed to a person on your team

Abandonrate

Auto transferred

Routed by DNI list

Average handle time

Flagged
conversations

The share of customers who left before the conversation was resolved

Conversations sent straight to a person, outside the Al agent’s flow. They aren’t part of Total

inbound.

Callers on your Do-Not-Interact list, sent straight to a person without the Al agent. They're
part of Auto transferred.

How long your team spends on a conversation, from assignment to completion

The share of today’s conversations flagged for review

TIP If Busy or No answer starts to climb under Transfer health, you may be short of people on the phones.

NOTE The Live numbers refresh on their own. You don’t need to reload the page.
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NOTE The Daily Dashboard counts every flow in your organization. For one flow’s numbers, use Success
Metrics.

Track trends in Success Metrics

Success Metrics shows how your numbers moved over a period you choose, for one flow or all of them.
a On the Dashboard, select the Success Metrics tab. Start, End and Flow appear at the top.
Set Start and End to the period you want. The last 30 days is a good place to start.

Open Flow and choose your flow, for example Dial District Water — Inbound. The charts redraw for that
flow. With no flow chosen, the page shows all flows.

Read What changed. It sums up the biggest moves compared with the period before, in plain words,
such as a lower transfer rate or more leak reports.

Read the Performance tiles for the period at a glance: Total conversations, Al handled, Al deflected,
Transferred, Avg conversation duration and Routed by DNI list.

Read Resolution Trends to see how each rate moved, day by day.

Read Conversation Volume to see when customers get in touch. A spike often matches an event, such
as the day of a main break.

Use Inbound conversations by hour of day to plan staffing. Hover over any bar to see the exact
number.

Read Flow Behaviour. State Outcomes shows the steps of the flow where conversations most often
ended.

Dashboard
Daily Dashboard ~ Success Metrics ~ Conversation Reasons ~ Custom Reporting  Scheduled Report

Start End Flow

Sep 8, 2026 Oct 8, 2026 Dial District Water — Inbound ~ | Figures reflect production conversations only; test conversations are excluded

What changed vs last month

“ Leak or Outage Report calls up 15% — 1663 vs 1448
« Transferred rate down 4% — 20% vs 21%
" Conversations up 4% — 9491 vs 9095

Billing Inquiry calls up 5% — 2556 vs 2443

Performance

Total conversations © Al handled © Al deflected ¢ Transferred O Avg conversation duration

9,491 85.7% 74.0% 201% 00:03:13
+ 105 auto-transferred

Routed by DNI list © k

57

Success Metrics for the Dial District Water flow over 30 days, with What changed and the Performance tiles.
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See why customers get in touch

Conversation Reasons groups conversations by why the customer got in touch, such as a billing question or
aleak report.

On the Dashboard, select the Conversation Reasons tab. A map and a list appear.
Under Flow, choose your flow, for example Dial District Water — Inbound.
Under Time range, choose a period, such as Last 30 days.

Read Conversation distribution on the right. It counts recent conversations by reason, for example
Billing Inquiry or Leak or Outage Report.

Select areason in the list. Its conversations light up on the Conversation map. Each dot is one
conversation.

Drag the map to turnit, and scroll to zoom.

Select a dot. That conversation’s transcript opens.

Dashboard

Daily Dashboard Success Metrics ~ Conversation Reasons  Custom Reporting Scheduled Report

Conversation Reasons

See what people are reaching out about. Each labelled point is a reason; nearby dots are recent conversations that match it.
Drag to rotate, scroll to zoom, and click a conversation to open its transcript.
Flow O Time range

Dial District Water — Inbound Last 30 days

Conversation map Conversation distribution
Last 132 conversations by assigned reason
132 conversations - 1unassigned - 1%
® Leak or Outage Rep... e 29
@ Start, Stop or Transf.. e 27
I. Billimg Inquiry — 26 2

@ Payment Arrangeme... emm— 20

@ Service Issues —_— 16

® Account Management s 12
® Sservice Setup . 1
€ N Uncategorized 1
.
S ?
.
. ',
% ¢ . "
;.3‘ = Uncategorized conversations Click to open

The customer called to ask whether the paym..

Conversation Reasons for the Dial District Water fiow, with Billing Inquiry selected in the list.

TIP Check Uncategorized now and then. A big group of uncategorized conversations about the same topic may
mean you need a new reason. Ask your Dial Al team to add it.

Dial Al - Monitor handbook



View a custom report

Custom Reporting shows dashboards built for your organization, such as a weekly view for your leadership
team.

° On the Dashboard, select the Custom Reporting tab. The Dashboard list and two date fields appear at
the top.

e Under Dashboard, choose the dashboard you want. Its charts appear.

° Set Start Date and End Date. The charts redraw for that period.

Custom Reporting

Dashboard Start Date End Date
Average Sentiment v 2026-09-08, 12:00 AM O 2026-10-08, 11:59 PM m]

The Custom Reporting controls: the Dashboard list, Start Date and End Date.

NOTE If the tab says "No dashboards found’, none has been set up for you yet. Ask your Dial Al team.

TIP For the rows behind the numbers, export a CSV file from Conversations. See "Export conversationsto a
CSVfile"

Schedule a weekly report

A scheduled report emails a summary to the people you choose, on the days you choose. Anyone on the list
getsit, even without a sign-in.

On the Dashboard, select the Scheduled Report tab. Your team'’s reports appear as cards.
Select Schedule Report. The Create Scheduled Report dialog opens.
In Report Name, enter a name your team knows, for example "DDW weekly summary".

In Recipients (Comma or New Line Separated), enter each email address on its own line, for example
marcos.ellery@dialdistrictwater.example and dana.whitfield@dialdistrictwater.example.

Open Frequency and choose Weekly. The Days check boxes appear.

Under Days, select Mon.

In Send Time, enter 8:00 a.m. The time is in your computer’s time zone.

Open Report Window and choose 7 Days. Each report then covers the 7 days before it's sent.

Under Report Content, select the sections to include, for example Conversation Summary, Success
Metrics and Conversation Reasons.

Under Status, check that the switch shows Active. An inactive report is saved but never sent.
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w Select Create. The dialog closes, and the new card shows who gets the report, when it sends, the time
frame it covers, and when it last went out.

°Create Scheduled Report
Report Name
o DDW weekly summary
Recipients (Comma or New Line Separated)
marcos.ellery@dialdistrictwater.example
danawhitfield@dialdistrictwater.example
Frequency
Weekly v
Days
Mon O Tue O wed O Thu
O Fi 0 sat O sun

Send Time
08:00 AM o

Report Window

7 Days v

O By Platform

O Agent Activity

Status

@ Active

Cancel SendNow @

The Create Scheduled Report dialog filled in for a report every Monday at 8:00 a.m.

TIP Select Send Now instead of Create to save the report and send the first copy right away. It's a good way to
check how the email looks.

Report options

FIELD CHOICES

Frequency Daily or Weekly (with the days you pick)

Report 12 Hours, 24 Hours, 48 Hours, 7 Days or 1 Month

Window

Report Conversation Summary, Outbound Summary, Success Metrics, Conversation Reasons, By
Content Platform and Agent Activity

Change, pause, send or delete a scheduled report

Each report card has four buttons: Edit, Pause (or Resume), Send Now and Delete.

ﬁ To change areport, select Edit on its card. The Edit Scheduled Report dialog opens.
9 Make your changes and select Save.

e To stop areport for a while, select Pause. The card’s badge changes from Active to Inactive.

° To start it again, select Resume.
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B To send a report right now, select Send Now on its card. Last sent updates on the card.

IMPORTANT Deleting areport can’'t be undone.

e To remove a report for good, select Delete on its card. The Delete scheduled report dialog opens.

a Check the report name, then select Delete.

02 Conversations

Conversations holds every call, chat, text and email. Open one to read what was said, see what the Al agent
did behind the scenes, and check whether anything went wrong.

01 Find conversations with filters 07 Play or download a recording
02 Save aview for your team 08 Review a flagged conversation
03 Export conversations to a CSV file 09 Tagaconversation

04 Read aconversation 10 Follow a customer’s journey

05 Follow the Al agent’s path on the Flows tab 11 See how the customer felt

06 Get aconversation explained

Find conversations with filters

1. Select Monitor > Conversations. The list opens with the newest conversations first.
2. Inthe column headers, select the funnel icon beside Flow. A list of flows opens.

Choose your flow, for example Dial District Water — Inbound. The list shows only that fiow.
Select the funnel beside Date. Start date and End date appear.
Set the dates, then select Apply. The list shows only that period.

Use the other column funnels the same way, for example Platform, Status, Flagged or Tags. To see only
flagged conversations, select the funnel beside Flagged and choose Flagged.

Use the row of filters above the list for searches that have no column, such as Direction, Repeat
contacts, Content, Semantic and Call reason.

To clear one filter, select the x beside it. To clear them all, select Clear all.
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Conversations ?l i Export <, Compare to last week v

I Direction Environment @ Repeat contacts Content Semantic Call reason -] Clear all @I —:8 View: Unsaved changes v
D = Platform = Contact = Status = F\OVEJ Duration Last Message Date = Flagged = Functions
25631 Cj rafael.okorodunn@ex... &5 % Dial District Water — Ink 0 min, 42 sec :g':i"“'es porm 2026207 (R
25537 @)/ +1(555) 555-0179 @ 3o Dial District Water — Int 20 min, 2 sec 2 hours ago g;lt 8, 2026, 11:30 F G C R E
25588 [;j anselm.becker@exa... @ 3. Dial District Water — Int O min, 59 sec 2 hours ago 23 §,,2026,11:40 C EC
25589 Ej elowen.strand@exam... @ 3. Dial District Water — Int 0 min, 54 sec 2 hours ago Aolt\:dt 8, 2026, 11:49 F Eg EC
25587 Ej theo.marchetti@exa... 69 2. Dial District Water — Int 1 min, 15 sec 2 hours ago 2;; B;;2026:10:38 F Cg
25586 &Z gullpointdental@exa... @ 2, Dial District Water — Int 1 min, 20 sec 2 hours ago g:; 8,2026,11:48 F [:9 Cc
25585 &]/ odessa.vantongeren... @ 25 Dial District Water — Int 1 min, 8 sec 2 hours ago 2:; 6,.2026,11:45 F r'o S
25580 [;j owen.halvorsen@exa... @ 3. Dial District Water — Int 1 min, 5 sec 2 hours ago 2:; £;2026:11:47 Vi G (E

The Conversations list filtered to the Dial District Water flow, with the filter row above it.

TIP Content looks for exact words in the transcript. Semantic finds conversations by meaning, even when
those words were never said. Select Semantic, describe the kind of conversation, such as "caller upset
about a high bill’, and select Search. If nothing comes back, lower Minimum similarity.

TIP Tofind customers who keep getting in touch, use Repeat contacts and set how many conversations count
asrepeat.

Save a view for your team

A saved view keeps a set of filters, so you can come back to them in one step.

row shows Unsaved changes.

Select the save icon beside the View: button.

Select Save as new view. The Save View dialog opens.

In View name, enter a clear name, for example "DDW flagged — needs review".
Select Save. The View: button now shows your view’s name.

To open a view later, select the View: button and choose it under Saved.

IMPORTANT Saved views are shared with everyone in your organization. Renaming, overwriting or deleting a
view changes it for your whole team. Save your own view instead of changing someone else’s.

Dial Al - Monitor handbook
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(Supervisor) To make a view the one everyone sees first, select View:, open the : menu beside the view,
and select Set as default. A star marks the default view.

v -

| —:9 View: DDW flagged — needs review

- =2 saved views
Jate

Yt 8, DEFAULTS
'™ All Conversations A4
Yot Y s AvED
WM
v~ DDW flagged — needs review
)ct 8, )
M Production Calls Rename | edit view
Test Calls )
)ct 8, Delete view
WM 1

Set as default l

ct 8, 2026, 11:48 ‘
" X G-

The saved views list, with the : menu open beside a team view showing Set as default.

NOTE All Conversations, under Defaults, is the built-in view. Select it to clear your filters.

Export conversations to a CSV file

Export downloads the conversations in your current filter as a spreadsheet file.
a Filter the list to what you need, or open a saved view.
e Select Export. The Export Conversations dialog opens.

° Optional: under Internal Params, choose extra details to add as columns, for example an account
number.

IMPORTANT The file can contain customer names, phone numbers and account details. Store and share it the
way your organization handles customer data.

° Select Download. A file named exported-conversations.csv downloads.
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Export Conversations

Download a .csv file of all conversations based on your current filter.

Internal Params

| ¥ |

Selected: AccountNumber e

= -

The Export Conversations dialog with an account number added under Internal Params.

Read a conversation

The transcript is the word-for-word record of the conversation. The Details tab saves you reading every line.

In the list, select a conversation. It opens with the messages on the left and the Details tab on the right.
Read the messages from top to bottom. The customer and the Al agent are on opposite sides.

Between the messages, small rows show what the Al agent did behind the scenes, such as looking up
an account. Expand a row to see what the Al agent sent and what came back.

Look for a Transfer Suggested or Forced Transfer marker. It shows where the conversation was handed
toward a person.

On the Details tab, read Summary. It tells the story in a few sentences. Select Show more if it's cut off.
Read Analysis. When a conversation is flagged, it explains why.

Read Conversation Vitals for the Outcome, the Contact ID and the Reason, the conversation reason.
If the reason is wrong, select it and choose the right one.

If the conversation has Key details, such as an account number, select a value to copy it.
Select Identifiers & Metadata to see the platform, the date, and the start and end times.

To move to the previous or next conversation in your list, use the arrows at the top.
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Conversations > 25513 > © Details o° Flows € Sentiment <% Create a test scen v
& Thought 2 Customer journey 2 Bl C Conversation Vitals
Complete
Hello, Journey summary v Outcoms O] o
My water bill this month is almost Lucille Brannock reported a bill almost double her usual. Grace found a repaire... ContactiD lucille, bralnnock
double what it normally is and | @example.com
can't figure out why. Nobody's Octs @ ID: 25513 Leak or Outage Report (Completed Leak or Outage
been home more than usual. Can 218 PM The customer called to investigate an unusually high water bill. Reason 4, Report
someone look into this? Account is The agent identified a repaired toilet leak, opened a leak- Potentially Service
DDW-4044878, the house is 419 adjustment request, and explained the required receipt and fssures
Birch Lane. photo; billing review remained pending. Topics: high water bill, Duration 1 min, 38 sec
leak adjustment
Flow Dial District W...

Thanks, Lucille Brannock

oct8 ) ID: 25534 Account Management (Completed
2:29PM The customer called to find where to send a repair receipt and Identifiers &
photo for a leak credit. The CSR gave an email, portal, office M Matadata
address, 30-day deadline, and advised including the request Platform
and account numbers; the customer said that was all. Topics: Web
leak credit, document submission

021817 PM

[ Documentation v

Thank you for reaching out to Dial

District Water. I'm Grace, and I'm Date
happy to help you look into your Oct 8, 2026
higher bill this month. Start/ End

To verify your account and assist
you, I'll need one more piece of
information:

2118 PM - 2:19 PM

Parameters (3

¢ lucille.brannock@example.

Please provide either:

Tags &
Review

* The phone number on your
Dial District Water account,
OR Sumpmary %

« The 5-digit ZIP code for your The daStomer called to investigate an unusually high water bill. The agent
service address identified a repaired toilet leak, opened a leak-adjustment request, and
explained the required receipt and photo; billing review remained pending.

Topics: high water bill, leak adjustment

E

Once | have that, | can help you
request a free high-bill review.
This includes a meter re-read and
acheck of your hourly usage data

e e e e e e

Analysis
The agent correctly identified the high usage, opened request SR-510932, and

nravidad tha rasaint daadlina and cihmiceinn antinne Hawavar aftar tha tanl

A conversation with the messages on the left and the Details tab showing the customer journey, Conversation Vitals and the
Summary.

TIP Ifalookup failed, its row shows it. That often explains why a conversation went wrong.
NOTE Alwritesthe Summary, Analysis and Reason. They're usually right, but the transcript is always the record.
NOTE Card numbers are never shown in full. If a customer reads out or types a card number, the transcript

masks it.

Follow the Al agent’s path on the Flows tab

A flow is the set of steps the Al agent follows in a conversation. The Flows tab shows the flow and where this
conversation wentinit.

Open a conversation.

Select the Flows tab. The flow appears as a diagram of steps joined by lines, and it opens on the step
the conversation reached.

Follow the lines to see where the Al agent could go next.

Drag to move around the diagram, and scroll to zoom.
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® Detailsl o° Flows I@, Sentiment <, Explain this call| v

®Medical Needs @

The Flows tab showing the Dial District Water flow, from the first step to the step this conversation reached.

NOTE You can look at the flow, but you can't change it here. If the flow should behave differently, report an issue
or ask your Dial Al team.

NOTE A conversation that didn’t run a flow shows "No Flow"

Get a conversation explained

Explain this call asks an analyst agent to walk through what the Al agent did in a conversation, and why.
0 Open a conversation.

a Select Ask Al, the sparkle button beside the tabs. A short list of tasks opens.

° Select Explain this call. A chat panel opens, and the analyst agent writes its explanation.

° Read the explanation. Ask a follow-up question in the chat if you need more.

TIP Tryitonaflagged or transferred conversation. Ask, for example, "Why did the Al agent transfer this call
instead of setting up the payment arrangement?”

NOTE The explanation is written by Al. Check anything important against the transcript and the Flows tab.
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Play or download a recording

Phone calls have a recording, which plays on the Details tab.

Open a phone call. The recording player sits on the Details tab.
Select Play. The recording starts.
Select anywhere on the waveform. Playback jumps to that moment.

Hover over the colored band on the waveform to see how likely the caller was to want a person at that
moment.

To slow down or speed up, select More Actions, then Playback Speed.

To save the file, select More Actions, then Download.

NOTE Ared break mark onthe waveform, such as "0:47 not recorded’, is a gap in the recording. Recording stops

while a caller enters card details, so card numbers are never recorded.

TIP  You can also download from the Actions menu (}) at the top right. Under Export, choose the transcript or

the recording.

Review a flagged conversation

After each conversation, an Al reviewer reads it and flags any that need a person to look. A red flag means the
reviewer thinks something went wrong. Your job is to check whether it was right.

On Conversations, filter Flagged to Flagged. The list shows only flagged conversations.
Open a flagged conversation. The Details tab opens.

Read Analysis to see why the reviewer flagged it.

Read the transcript yourself before you decide.

If the flag was right, leave it, and deal with the problem through your usual process, such as reporting an
issue.

If the flag was wrong, select Tags & Review on the Details tab. The section opens.
Select Review actions. The Review flag dialog opens.
(Supervisor) Select This flag was wrong. A box opens for your explanation.

(Supervisor) Explain what the reviewer missed. For example: “The caller asked a general question. The
grace period and due date are the same for every customer, so no verification was needed.”

(Supervisor) Select Record correction. Your correction is saved and used to improve how this flow’s
conversations are reviewed.
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Review flag

>hoose how to update this conversation's review flag.

I (@ This flag was wrong o

| TJ Remove flag ]

Cancel

The Review flag dialog with This flag was wrong and Remove flag.

IMPORTANT Remove flag deletes the flag and its reason from the conversation and saves no correction. Use
This flag was wrong when the reviewer made a mistake. Use Remove flag once the issue has been
dealt with and the flag needs no more attention.

m To clear a flag, select Review actions, then Remove flag, then confirm. A message confirms the flag
and its reason were removed.

Tag a conversation

Tags label a conversation so you can find it later, for example to mark conversations the billing team should
follow up.

Open a conversation. The Details tab opens.

Select Tags & Review. The section opens.

Under Tags, select Add. If the conversation already has tags, select Tags instead. The Update Tags
dialog opens.

If no tag row is showing, select Add Tag to Transcript. A new row appears.
Choose a tag key, for example Follow-up.

Enter a value, for example "Billing team”.

Select Save. The tag appears under Tags.

Toremove a tag, open Update Tags, select the delete icon on its row, and select Save.
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Update Tags X

(2
]

Add or update tags for the selected transcript. "Create Tag Templates"

Billing team
F Follow-up x

W

&

I Add Tag to Transcript + m I

The Update Tags dialog with the tag Follow-up set to Billing team.

NOTE You can only use tag keys your organization has set up for the flow. Ask your Dial Al team to add a new
one.

Follow a customer’s journey

The customer journey lists every conversation with the same customer, so you can see what happened
before and after this one.

Open a conversation. On the Details tab, Customer journey sits in the middle.

Read the journey. Each conversation with this customer appears in order, with its reason, outcome and
a short summary.

Read Journey summary for the whole story in one line. Expand it to read more.

Select a conversation number to open that conversation.

To see every conversation from this phone number or email address, select the Contact ID under
Conversation Vitals. The list opensin a new tab.
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Customer journey 2 conversations ¢ Contactld: lorcan.whitlow@examp...

Journey summary v

Lorcan Whitlow first t:gte in about his bill but could not be verified, and was p...

octg ) ID: 25542 Account Management (Completed
2:31PM The customer called to check their bill amount. Account
verification failed with the provided account number and ZIP
code, then house number; the customer became frustrated,
declined a representative, and ended the call after being
directed to an online account portal. Topics: bill inquiry, accou...

Oct 8 . ID: 25571 Billing Inquiry | completed
2:42 PM The customer called to ask whether paying a water bill a few
days late would incur a fee. The agent gave specific grace-
period, due-date, and late-fee information without verification or
a supporting lookup, and the customer ended the call. Topics:

A customer journey with two conversations and the journey summary at the top.

TIP Inthe Conversations list, you can also open arow’s --- menu and select Past Contacts.

TIP  (Supervisor, CSR) To leave a note on the journey, such as "Called back about the disconnect notice,
arrangement set up’; open the Actions menu (:) and select Add Note.

See how the customer felt

The Sentiment tab charts emotions over the conversation, such as confusion, satisfaction or gratitude. It
helps you find the moment a conversation turned.

a Open a conversation and select the Sentiment tab. The chart appears.
e Select Customer, Agent or All to choose whose emotions you see. Agent means the Al agent.

e On a phone call, turn on Replay Mode at the top. The recording plays while the transcript builds line by
line, which is a good way to show a new team member how a call unfolded.
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93 Details ~ ° Flows € Sentiment RS
Customer Agent All I

0:00 024 057 119

- Confusion -o- Joy/Gratitude o Neutral - Satisfaction

The Sentiment tab with the Customer view selected and the Replay Mode switch at the top.

03 Live View

Live View lists every conversation happening right now, on every channel. From here you can listen to a call,
coach the Al agent, or hand a conversation to a person.

01 Watch live conversations 05 Send aconversation to a queue

02 Listeninonacall 06 Answer a chat, text or email yourself
03 Coach the Al agent during a conversation 07 Enda conversation

04 Transfer a call to a person 08 Setup Live View

Watch live conversations

1. Select Monitor > Live View. Each live conversation appears as a card with its channel, conversation

number, customer, status and how long it has run.
2. Read the status on each card. It tells you who has the conversation: Handled by Al, In queue,
Assigned to CSR, Taken over by CSR or On hold.

° Watch the card’s color on calls. A red or amber tint means a high or medium risk that the caller wants a
person.

° To narrow the list, select Show filters. Use Direction, Duration, Status, Risk or Platform.
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To change the order, open the sort menu and choose Longest first. Long conversations are often
where callers need help.

Select a card. The conversation opens beside the list, and its transcript follows the conversation as it
happens.

Optional: select more cards. They open side by side.

To open the full conversation page, select the number on the card.

To close a panel, select Close conversation (the X).

Live View Monitor @ ) €3 Settings

|: l 1|, Default order ° o e
| Duration v | Status v | | Risk - +1(555) 555-0154 & & oOf: |X

ent (1) v X Clearall 3
Osterly Bay.

Platform | Envi

[Lf #2628 +1(555) 555-0195  HMandieabyal  0:19 c20215 P
(1) [ Documentation
’ (f #2s627 +1(655)655-0154 [ Mandieabyar | 0:22
I'm sorry to hear that. Let me report this
right away.
[ #25630 +1(555) 555-0148  HMandieabynr  0:13
(Y #25629 marisolthome@examp... Handied .. 0:16 @5 reportieakorMal...

Your work order number is WO-six zero

[ #2568 +1(555) 5550133 bandeaty 011 nine nine nine five. Crews are already on
site for an outage in your area, and your
report s linked to it. Water service is
expected to be restored by the end of
the day on Friday, October ninth.

Until then, there is a boil-water notice in
effect. Bring tap water to a rolling boil for
one minute and let it cool before
drinking, making ice, brushing teeth,
preparing food, or making baby formula.
Bathing is fine as long as you don't
swallow the water. You can also get
bottled water at the Osterly Bay
Community Center on Pier Avenue, open
eight a.m. to eight p.m. daily until the
notice is lifted.

Is there anything else | can help you
with?

02:02:19PM

Conversation Details (- ~

Live View with the list of live conversations on the left and one conversation open on the right.

TIP Filters stay in place, so you can leave Live View open on a second screen.

NOTE The buttonsin a conversation’s header are icons. Hover over one to see its name: Add Coaching,
Transfer, Enqueue and End. The Actions menu (:) holds the rest.

NOTE If the list says "No Conversations’, there are no live conversations, or none match your filters.

Listeninon a call

Listening in lets you hear a live call in your browser. The caller and the Al agent don’t hear you.
a In Live View, select a phone call’'s card. Its panel opens.
9 In the panel header, open the Actions menu (:).

° Select Listen In. The call's audio plays in your headset.
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To stop, open the Actions menu again and select Stop Listening.

NOTE Listen In works on phone calls only. It isn’t available while a call waits in the queue or is in wrap-up.

Coach the Al agent during a conversation

Coaching sends the Al agent a private instruction in the middle of a conversation. The customer never sees
or hearsit.

G Open a live conversation in Live View.
e In the panel header, select Add Coaching. A box opens.

a Enter a short instruction, for example: "The caller is on Lakeview Drive. Confirm the main break and the
boil-water notice, then offer the bottled water location.”

° Select Confirm. A message says "Coaching added.”

ult order ~ o

, +1 (555) 555-0154 5 B © i X

Add Coaching

Provide help to the agent by adding a thought that will be injected into the conversation.

Al
The caller is on Lakeview Drive. Confirm the main break and the boil-

water notice, then offer the bottled water location. Q,
) {3/
==

Al U 13
02:02:16 PM

The Add Coaching box open over a live conversation, with an instruction typed in.

The Al agent uses the coaching on its next reply. The coaching shows as its own event in the transcript, so
anyone reviewing the conversation later knows you stepped in.

NOTE You can't coach aconversation that a person is handling, or one that has ended.

Dial Al - Monitor handbook
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Transfer a call to a person

Transfer hands a live phone call to one of your team’s contacts, such as Field Services Dispatch. It works on
phone calls only.

IMPORTANT The call leaves the Al agent right away. Check the contact before you confirm.

Open a live phone call in Live View.

In the panel header, select Transfer. The Transfer Call dialog opens and asks "Which contact would you
like to transfer the call to?"

Choose a contact, for example Field Services Dispatch.

Select Confirm. A message shows the transfer starting, then confirmsit.

NOTE The contacts come from your organization’s Contact Book. If a contact is missing, ask your customer
admin to add it.

Send a conversation to a queue

Sending a conversation to a queue hands it to your team’s Inbox.
° Open a live conversation in Live View.
a In the panel header, select Enqueue. The Send to Queue dialog opens.

a Choose how to route it:
o Auto assign by skills: the next available person with the right skills gets it.
o Queued without auto-assign by skills: it waits in the queue for anyone to take it.
o Specific agent (Supervisor): choose a person under Select agent, for example Simone Achebe for a

billing question.

° Select Enqueue. The card’s status changes to In queue or Assigned to CSR.
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Send to Queue

@ Auto assigrl:sy skills

(O Queued without auto-assign by skills

(O Specific agent

Close Enqueue

The Send to Queue dialog with its three routing choices.

NOTE Onthisscreen, "agent” in Specific agent and Select agent means a person on your team, not the Al
agent.

Answer a chat, text or email yourself

Self Assign takes a chat, text or email from the Al agent so you can answer it yourself.
Open a live chat, text or email in Live View.
Open the Actions menu (i) and select Self Assign. The conversation is assigned to you.

Reply from your Inbox. See "Reply to a chat or text”.

When the Al agent can carry on, open the Actions menu and select Return to Al. The Al agent picks the
conversation back up.

NOTE Self Assign isn’'t available on phone calls. For a call, use Transfer or Enqueue.

End a conversation

IMPORTANT Ending a conversation hangs up the call or closes the chat for the customer. It can’t be undone.
Use it only when the conversation is truly over.

G Open the live conversation in Live View.
9 In the panel header, select End. The End Conversation dialog asks you to confirm.

a Select Confirm.
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Set up Live View

Two controls at the top right change how Live View behaves.

e Monitor is a switch that turns on monitoring mode. Live conversations are shared out among everyone
monitoring and open on their own. When you turn it off, your open conversations go to the other monitors.
[t also turns off on its own if the browser tab stays hidden for a minute.

e Settings opens Live View Settings. Auto Open opens new conversations as they appear, Audio Alert
plays a sound for each new one, Auto Clear removes conversations when they finish, and Max
Conversations limits how many open at once.

04 Inbox

The Inbox is where CSRs pick up the conversations routed to them: calls, chats, texts and emails, all in one
place.

01 Setup yourInbox 06 Answer anincoming call

02 Setyour status 07 Answer an email

03 Acceptor reject a conversation 08 Take over a waiting conversation
04 Approve or redirect an action the Al agent 09 Wrap up a conversation
prepares 10 Use the customer panel

05 Reply to achat or text

Set up your Inbox

Your Inbox settings decide which conversations reach you and how many you take at once.

1. Select Monitor > Inbox, then select Configure Inbox. The Inbox settings page opens.
2. Under Skills, check Your skills. Conversations that need these skills are routed to you.

Under Channels, turn on Receive calls to take phone calls.
Set Chats at once and Emails at once to how many you can handle together.

Optional: turn on Auto-accept chats or Auto-accept emails to take new ones as soon as they're
assigned.

Under Call transfers, enter a Mobile phone number if transferred calls should ring your phone. Leave it
empty to take calls in the browser.

Select Save.

Select Back to Inbox. The Inbox opens again.
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Inbox > Settings

Inbox settings & Back to Inbox
Choose what's routed to you, how much you take on at once, and where transferred calls reach you.

Skills

Conversations that need these skills are routed to you.

Your skills

8 Biling E| Field Services v

Channels
Which conversations reach you, and how many you handle at once,

Voice calls

Receive calls
Calls are routed to you while you're available.

(o)

Chats

Chats at once Auto-accept chats
The most chats routed to you at the same time.  Take new chats as soon as they're assigned

3 ° (o]

Emails

Emails vt once Auto-accept emails
The most fails routed to you at the same time. Take new emails as soon as they're assigned.

5 ()

Call transfers
Where calls reach vou when they're transferred to vou

The Inbox settings page with skills, channels and limits.

Set your status

Your status decides whether new conversations reach you.
o In the Inbox, next to Set Status:, open the status menu.

9 Choose Available to start receiving conversations.

IMPORTANT When you choose Busy or Offline, new conversations go to your teammates, and any
conversations routed to you by skill go back to the queue.

° Taking a break? Choose Busy. At the end of your shift, choose Offline.
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.
© Available - £23 Configure Inbox

The status menu open with Available, Busy and Offline, beside Configure Inbox.

NOTE You stay available only while the platform is open, so keep the tab open during your shift.

Accept or reject a conversation

Your conversations line up on the left. Each card shows the channel, the customer, the status and how long it
has waited.

0 In the queue, select a conversation. It opens in the middle of the page, with the customer’s details on
the right.

9 Read the conversation so far, and the customer panel. Customer shows their account details and their
journey with you. Reading it first saves the customer from repeating themselves.

e Select Accept to take the conversation. You can now reply.

° If you can’'t take it, select Reject. It goes back to the queue for the next person with the right skills.
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Inbox @, Createatestscenariol v SetStatus: (@) Available v 53 Configure Inbox

) Search conversations rafael.okorodunn@example.com s o . o
(S R TGO © End S @ S Customer ( Details C Sentiment

i —_—_—
£ sunniva.halloran@ex... #25527 .

3:46:54 PM
Subject: Leaving Budget Billing . Customer
g Function Response
Assigned 4m A| AccountNu.. DDW-4043040 0 42
Thanks, Rafael. Your past-due balance is $228.40. You
- #25628 it it i i i
[ +1(555) 555-0195 can split it |nto.uD to 6 monthly paymgnts, with the first Customer journey 2 conversations
3 one due when it's set up. Would you like a member of our
Vhiting forios Over n team to set it up with you? ¢ Contactld:rafael.okorodunn@exa...
() marisol.thorne@exa... #25629 03:47:06 PM Journey summary v
e i Vek please. 4 payments would work best for me. Rafael set up a four-month payment a...
= QszAsEY octs Q ID: 25514
() rafael.okorodunn@ex... #25631 2:20 PM
&H Queued v Payment Arrangement
Taken Over just now
X Completed
& Assigned v The customer called to
Emails 1/5 - Chats 1/ 3 in progress -
arrange installments for
&, Take Over i a past-due water bill.
The CSR verified the
3 Pending:cr.. @ @ account, reported the...
octs Q ID: 25547
€, The Al wants to run createPaymentArrangement ZBPN et Arargamant
accountNumber: DDW-4043040 Corgiaed
nstaliments:; 6 The customer called to

firstPaymentDue: today retrieve the due dates

for a 4-payment
Give instructions  [ICZRTIEIT
arrangement set up

earlier. The CSR verifi...
%, Suggested reply — edit before sending

Hi Rafael, thanks for waiting. | can set up your payment arrangement now.
YYour $228.40 past-due balance would be split into 4 monthly payments of

The Inbox with the queue on the left, a web chat open in the middle and the customer panel on the right.

TIP Tofind a conversation by name or number, type in Search conversations above the queue.
TIP To skip accepting, turn on auto-accept in Configure Inbox.

NOTE The line under the queue shows how many chats and emails you have in progress, out of your limit.

Approve or redirect an action the Al agent prepares

Sometimes the Al agent prepares an action, such as setting up a payment arrangement, and waits for a
person to approve it. Nothing happens until you approve.

Find the card that starts "The Al wants to run" It shows the action and its details, such as the number of
installments.

Check the details against what the customer asked for.

Ifit's right, select Approve. The Al agent carries it out.

If it needs a change, select Give instructions. The Give the Al instructions box opens.
Enter what to change, for example “"Set up 4 installments, not 6.”

Select Send instructions. The Al agent prepares a new version for you to check.
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<, The Al wants to run createPaymentArrangement

accountNumber: DDW-4043040
installments: 6
firstPaymentDue: today

Give ins%tions «~ Approve

<, Suggested reply — edit before sending

Hi Rafael, thanks for waiting. | can set up your payment arrangement now.
Your $228.40 past-due balance would be split into 4 monthly payments of
$57.10, with the first one due today. Does that work for you?

B 7 = i= O Discard () Regenerate

A payment arrangement waiting for approval, with Give instructions and Approve, and the Al agent’s suggested reply below it.

Reply to a chat or text

0 Accept or take over the chat. The reply box at the bottom shows the Al agent’s suggested reply, marked
"Suggested reply — edit before sending”.

9 Read the suggestion and edit it so it sounds like you.
° Select Send, or press Enter. Your reply reaches the customer.

° To clear the box, select Discard.

TIP Press Shift + Enter for a new line without sending.

NOTE If the Alagent drafts a newer suggestion while you're typing, "A new suggested reply is ready” appears.
Select Replace my reply to use it.

NOTE (Supervisor) To get a different suggestion, select Regenerate, say what to change, and select
Regenerate again.

Answer an incoming call

0 When a call is routed to you, an Incoming call dialog appears with the caller’s details.
a Select Accept. You join the call, and the call controls appear.

° Use Mute and Unmute, and Hold and Resume, as you need.
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To pass the call on, select Transfer and choose a contact, asin Live View.
e When the call is over, select Hangup.

NOTE If Accept is grayed out with "Connect your softphone or add a phone number to accept calls’, add a
Mobile phone number in Configure Inbox, or ask your supervisor.

Answer an email

o Select the email in the queue. The Al agent’s draft reply is ready under the customer’s email, with the
Subject: line.

a Select Accept.
o Read and edit the draft. Use the toolbar for bold, lists and headings.

° Select Send. The reply goes to the customer.

Inbox ¥, Create an issud ~  setstatus: @ Available v £33 Configure Inbox
) Search conversations ~, Leaving Budget Billing ) 5
Email - #25527 - Assigned Sahcoent X Reject &8 Move & @
£ sunniva . #26527 | - = N
Customer Email
Subject: Leaving Budget Billing
Subject: Leaving Budget Billing
Assigned am
From: sunniva.halloran@example.com
Message
(] +1(555)555-0195  #25628 Hi,
Waling for Teks Over 8m I'd like to come off Budget Billing please. I'd rather just pay what | use each month. Will | owe anything when | switch?

H marisol.thorne@exa... #25629 \Sunnlva Halloran 2199 Meadow Lane, Larch Hollow

03:46:54 PM.

wrap up 1im
%}) Queued v

() rafael.okorodunn@ex... #25631
& Assigned v

Taken Over just now

Emails 1/ - Chats 1/ 3 in progress

Subject: Re: Leaving Budget Billing

Hello Sunniva,

Thank you for contacting Dial District Water. You can leave Budget Billing at any time. Your fixed monthly amount of $86.00
ends, and from your next bill you'll pay for what you use each month.

If you've paid more or less than you used, the difference shows on your next bill. You can make the change in My Water
Account under Billing preferences, or reply to this email and we'll do it for you.

An email in the Inbox with Accept, Reject and Move at the top and the Al agent’s draft reply below.

TIP If you need to reply again after wrapping up, select Reopen.
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Move an email to a mailbox folder

Move puts the email thread in a mailbox folder for a person to work. It appears only on email addresses set up

with mailbox folders.

IMPORTANT After Move, the Al agent won't answer that thread again. Use it only when the thread belongs with
a person from now on. If you’re not sure, ask your supervisor.

G Select Move. A dialog with your mailbox folders opens.
a Choose the folder and select Move. The email moves to that folder.

To give an email back to the Al agent instead, open the Actions menu (:) and select Return to Al.

Take over a waiting conversation

Some conversations wait in the queue for anyone to pick up. Their card says Waiting for Take Over.
ﬁ In the queue, select the waiting conversation.

e Select Take Over. It’s assigned to you straight away, and you can reply.

Wrap up a conversation

Wrap-up is the time after a conversation to finish your notes and tags. The next conversation won't reach you

until you wrap up.
a End the conversation: select Hangup on a call, or End on a chat.
a Finish your work, such as adding tags, or a note from the Actions menu ().

° Select Wrap Up. The conversation leaves your queue, and you can receive the next one.

TIP Ifthe Alagent can carry on instead of you, open the Actions menu (:) and select Return to Al.

Use the customer panel

The right side of the Inbox shows what you need to know about the customer.
Select Customer to see their account details and their journey with you.
Select Details for the Al agent’s summary and the conversation details.

Select Sentiment to see how the customer has been feeling.

To make more room, select Hide customer context. To see the Al agent’s behind-the-scenes stepsin
the conversation, select Show Al activity.
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05 oOutages

When you post an outage, the Al agent tells callers about it. The Reported tab shows the problems
customers have told you about.

01 Review caller-reported outages 03 Update an outage

02 Postanoutage 04 Resolve, invalidate or reopen an outage

Review caller-reported outages

1. Select Monitor > Outages, then select the Reported tab. Each report shows Description, Address,
Source and Reported.

2.Read Source. Transcript # with a number means the Al agent logged the report during that
conversation. Select it to open the conversation. Taken by user means a staff member entered it.

° Look for several reports on the same street. That is often the first sign of an outage worth posting.

° If you see a cluster, post an outage (Supervisor) or tell your supervisor (CSR).

1)

Description Address Source Reported

@ e T g | T b, 202, 123250 7
i o ol o ost, St e et s sz s 20z, 22 o
e e e 200 27 s
Ve o e, ety 1962 Lot RORD 08 53 12552 s, 2028, 1232w 2
e, 2z 2320w s
Ezf.ffzjéﬁrih?ﬁ Eeilgcvf g;::e g;‘ ;‘;'ﬁ:‘z‘z ';::;Es ooffr:‘gf:: Transcript #25577 )t 8, 2026, 12:32 PM Vi

NOTE
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CSRs can see both tabs, so they can tell customers the same thing the Al agent does.

The Reported tab with several no-water and low-pressure reports from Osterly Bay, each linked to the conversation where the Al
agentloggedit.




Post an outage

The Al agent shares a posted outage with callers who ask. A clear post means fewer transfers during a busy
event.

What to put in the description. The Al agent shares it with callers, so write it the way you want it said:

e What's affected, such as no water, low pressure or a boil-water notice

e Where, by street names and the area covered

e What customers should do, such as where to get bottled water

e Plain words, with no internal codes or shorthand

Select Monitor > Outages. The Outages tab lists posted outages with their Status, Description and
Expected resolution.

Select Post outage. The Post outage dialog opens, with Posting tips on the left.

In Description, say what's affected, where, and what customers should do. For example: "Water main
break at Lakeview Drive and Gull Point Road, Osterly Bay. Crews on site. Boil-water notice for Osterly Bay
north of Harbor Street. Bottled water at Osterly Bay Community Center, Pier Avenue, 8:00 a.m. to 8:00
p.m."

Under Expected resolution, choose the date and enter the time you expect service back, for example
tomorrow at 6:00 p.m.

If you don't know yet, select Unknown instead, and update it later. The date and time fields are grayed
out.

Read the description once more, the way a caller would hear it.

Select Post outage. The dialog closes, and the outage appears at the top of the list as Ongoing. The Al
agent can tell callers about it straight away.
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Post outage

Description

Posting tips
5 o Water main break at Lakeview Drive and
pidoes posteciisrelare Gull Point Road, Osterly Bay. Crews on

pI:OVIded to the flow to share site. Boil-water notice for Osterly Bay
with callers. e )

e Be specific about what's
affected and where — "power
on 5th Ave between Main and D Unknown
Oak", not just "outage".

Expected resolution

e Add an estimated resolution Fri Oct 09 2026

date and time

06:00 PM

e Mark as resolved once service
is restored, or invalid if posted
by mistake

Cancel | Post outage I

The Post outage dialog filled in for the Lakeview Drive main break, with posting tips on the left.

TIP Be specific. "Water main break at Lakeview Drive and Gull Point Road" helps callers more than "outage in
Osterly Bay"

TIP Postas soon as crews confirm the problem. An estimated time helps callers plan, even if it changes.

Update an outage

Keep the outage current, so the Al agent tells callers the latest news.
On the Outages tab, select the pencil (Edit outage) on the outage’s row. The Edit outage dialog opens.

Change the Description. For example, add "Water restored. Boil-water notice remains until two clean
samples 24 hours apart.”

Optional: change the Expected resolution date and time whenever crews give you a new one, or select
Unknown.

Select Save. The dialog closes, and the row shows your changes.

NOTE A boil-water notice often lasts longer than the repair. When the main is fixed but the notice is still on, say
so in the description and leave the outage open.
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Resolve, invalidate or reopen an outage

IMPORTANT Once you mark an outage resolved, the Al agent stops telling callers about it. Don't resolve too
early. Check that nothing is left to tell them, such as a boil-water notice.

When there’s nothing left to tell callers, select More actions (:) on the outage’s row. A menu opens.
Choose Mark as resolved. The status changes to Resolved.

If you posted an outage by mistake, open More actions and choose Mark as invalid. The status
changes to Invalid.

If a problem comes back after you resolved it, open More actions on that outage and choose Reopen as
ongoing. The status changes to Ongoing.

After reopening, edit the description so callers hear what'’s happening now.

NOTE You can't delete a posted outage. Mark a mistake as Invalid.

Quickreference

Supervisor
TO.. DO THIS
See how today is going Monitor > Dashboard > Daily Dashboard; read Inbound and the "vs last” lines
See one flow’s trends Success Metrics > set Start, End and Flow > read What changed

Schedule a weekly report Scheduled Report > Schedule Report > fill in > Weekly, Days, Report Window > Create

Test, pause or resume areport Onits card: Send Now, Pause or Resume

Export conversations Conversations > filter or pick a View: > Export > Download

Set the team’s default view View: > : beside the view > Set as default

Get a conversation explained Open the conversation > Ask Al > Explain this call

Correct awrong flag Tags & Review > Review actions > This flag was wrong > explain > Record
correction
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Coachthe Alagentonalive
conversation

Send to a specific person
Transfer a live call

Post or resolve an outage

CSR

TO..

Live View > select the card > Add Coaching > type > Confirm

Live View > Enqueue > Specific agent > Select agent > Enqueue
Live View > Transfer > choose a contact > Confirm

Outages > Post outage > fill in > Post outage; later, row : > Mark as
resolved

DO THIS

Start or pause taking conversations
Change skills or limits

Pick up an assigned conversation

Pick up a waiting conversation
Reply to a chat or text
Approve the Al agent’s action
Answer an email

Finish a conversation

Find a conversation

Tag a conversation
Listeninon a live call

See outages and customer reports

Dial Al - Monitor handbook

Monitor > Inbox > Set Status: > Available (or Busy for a break)
Inbox > Configure Inbox > change > Save

Select it inthe queue > Accept (or Reject to returnit)

Selectitinthe queue > Take Over

Edit the suggested reply > Send

Approve, or Give instructions > type > Send instructions
Select it > Accept > edit the Alagent’s draft > Send

Hangup or End > notes and tags » Wrap Up

Monitor > Conversations > column funnels (Flow, Date, Status)
Details > Tags & Review > Add > choose key, enter value > Save
Live View > selectthe card » : > ListenIn

Monitor > Outages > Outages tab, or the Reported tab
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Customer Admin and Tester

TO..

DO THIS

See how today is going (Customer Admin)
Open a conversation

See the path the Al agent took

Tag a conversation (Tester)

Clear a flag that’s been dealt with (Tester)

Troubleshooting

PROBLEM

Monitor > Dashboard > Daily Dashboard

Monitor > Conversations > filter > select the row

Open the conversation > Flows tab

Details > Tags & Review > Add > choose key, enter value > Save

Tags & Review > Review actions > Remove flag

WHAT TO DO

A tab or button in this handbook is
missing.

The Daily Dashboard numbers look higher
than your flow’s traffic.

Conversation Reasons shows no reasons

for your flow.

Custom Reporting says "No dashboards
found".

A scheduled report didn’t arrive.

Export is missing.

Atagkey you need isn’tin the list.

The Flows tab says "No Flow".

Listen In is grayed out.

Transfer is grayed out.

Dial Al - Monitor handbook

Your role doesn't include it. Ask your administrator.

The Daily Dashboard counts every flow in your organization. Use

Success Metrics and choose your flow under Flow.

Reasons haven't been set up for that flow yet. Ask your Dial Al team.

No dashboard has been set up for you yet. Ask your Dial Al team.

Check the card shows Active and the right recipients. Select Send Now
to test, and check your spam folder.

Exporting needs the Supervisor role.

Ask your Dial Al team to add it for your flow.

The conversation didn't run a flow, so there’s no path to show.

[t works on live phone calls only, and not while a call waits in the queue or
isinwrap-up.

Transfer works on live phone calls only. For a chat, text or email, use
Enqueue or Self Assign.
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Self Assign is grayed out.

[t works on live chats, texts and emails only. For a call, use Transfer or
Enqueue.

A contact is missing from the transfer Ask your customer admin to add it to the Contact Book.

list.

Your Inbox stays empty.

Acceptis grayed out on acall.

Move doesn’t appear on an email.

You posted an outage by mistake.

Glossary

TERM

Check your status is Available, your skills are set in Configure Inbox,
and the platform is open in your browser.

Add a Mobile phone number in Configure Inbox, or ask your supervisor.

Your email address isn’t set up with mailbox folders. Use Return to Al, or
answer it yourself.

Select More actions on its row and choose Mark as invalid. You can't
delete an outage.

MEANING

Agent, Al agent

Al deflected

Al handled

Coaching

Contact Book
Conversation
Conversation reason

CSR

Customer journey
Do-Not-Interact (DNI) list

Flag

Dial Al - Monitor handbook

The virtual agent that answers your customers. On a few screens, "agent” means a
person on your team: Specific agent, Select agent and Agent Workload.

The share of conversations the Al agent finished with no person involved.

The share of conversations the Al agent completed, plus transfers where it did
everything the flow asks before handing off.

A private instruction you send the Al agent during a live conversation.

Your organization’s list of transfer contacts, such as Field Services Dispatch.
One call, chat, text or email.

Why the customer got in touch, such as a billing question.

Customer service representative: a person on your team who answers
conversations.

All the conversations with one customer, in order.
Callers who go straight to a person without the Al agent.

Amark from the Al reviewer that a conversation needs a person to look at it.
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Flow The steps the Al agent follows in a conversation.

Outage A service interruption you post so the Al agent can tell callers about it.
Queue Where conversations wait for a person to pick them up.

Saved view A named set of Conversations filters, shared with your organization.

Self Assign Taking a chat, text or email from the Al agent to answer it yourself.

Skill What a conversation needs from the person who answers it, such as Billing or

Spanish. Conversations are routed to people with the right skills.

Tag A label on a conversation, made of a key and a value.
Wrap-up The time after a conversation to finish notes and tags, before the next one
reaches you.

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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