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Lindsay Mann
o v Accept
IVR_Queue_fb - 00:01
cedriclam@gmail.c.
v
Queue_email - 00:01

Jose Torres

IVR_Queue_1

Jason Welch 12:32 PM
IVR_Queue_1 @ 00:10

+1(412) 288-3782

IVR_Queus_1

+1(234) 312-0000

IVR_Queue_1

12:21 PM

Jose Torres

9, Transfer L2 Conference
02:01

Bot 11:27 AM

We can use location services to help you. Click the button below to send me your location.
Bot 11:27 AM

You are currently located in Cook County.

Thank you.

Jose Torres  11:27 AM

What are tax withholdings on unemployment?
Bot  11:27 AM

Tax Withholdings

Learn about income tax withholding and estimated tax payments. Use
the IRS Withholding Calculator to check your tax withholding and...

atch?v=withholding123

Thank you!
Jose Torres
When can | expect my first unemployment check?

Bot 11:27 AM

| will need to transfer you to an agent to assist you with this. Which channel would you prefer?
You joined this ¢ ation 11:26 AM
You 11:27 AM
Hi Jose, | see you just completed your unemployment application and that you are wondering when you can expect your first
check?
Je rres  11:27 AM
Yes, I'm looking for work but need meney fast for bills and food.
You 1:27 AM

Understood, let me check my system to make sure everything is squared away.

Write a message to Michael Littlefoot

¥ O @ Available

]—j Customer Information -,:'f- Contact History
Contact History
March 25, 2020

. Information Query

Sandra Jeffersan - Queue_cha

2 Update Address
Sandra Jeffersan - Queue_Voice_EP

March 20, 2020

Password
®

Sandra Jefferson - Queue_chat

Information Query

Sandra Jefferson - Queue_email

March 18, 2020

. Information Query

Sandra Jefferson « IVR_Queue_fb

® Account Information

Sandra Jefferson « Queue_Voice_EP
March 05, 2020

o Information Query

n - Queue_chat

Account Information

erson - Queue_Voice_EP

Information Query

Sandr. erson + Queue_chat

[E) Call Guide

923 AM

12:01 PM

©03:23

11:05 AM

@ 06:33
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-

Webex Contact Center N ) @ Auvailable
= +1 (412) 288-3782
< £l[212)288-5782 {3 Consult 0, Transfer () Pause Recording
— I s IVR_Queue_1 %, 00:01 =
ALZFVYRIWV IR VAN Ea—

TIONINDIYRFr I R—=Y

. ) i g
Charles Patterson Phone Number DNIS +1-800-900-8989

— Custaomer Service Queue 12 IVR Path IVR_Path1
1
ﬁ Queue Name IVR_Queue_1 RONA 32
Jason Welch
0 I LN 5 —
— I A I ~ — —
—
Twitter Chat
— = IVR Transcript J{ Customer Experience Jo (V) Contact History
EE := wwﬁg = ranscrip J{ Customer Experience Journey (V) Contact History

+1(408) 555-0001 Webex Experience Management

Customer Service

Address 3772 AVE NE Sierra Road, Long Long Alternate Number 00083472385
County, San Francisco, CA 94001, Unit...

E—khIT—I 1T Vk

b Terry Rowland

'S

~ - { Search { Pinned Information
ITI—yvxV O77 . . spainadI
J milittlefoot@gmail.com Customer Name Michael Littlefoot

NPS: 9 /10 CSAT:3/5

Customer Service @ NPS a/10

%, Collected 25 Apr '19, 04:52 pm

3/5

{2 4 pinned guestions Show () User Comment The guy on the phane was very helpful and understanding.

[E] The guy on the phone was very helpful and understanding. Was testing some Was able to resolve my Issue within no time.

2 Customer Response
@ NPS:4/10 CSAT:3/5
£ Issue Was Resolved? Michael Littlefaot
llason Welch 12:32 PM %, Collected 25 Apr'18, 03:21 pm
2 <

e : ® 00:10 <z 3 pinned questions Show
v uaue = . 4

NPS: 8 {10 CSAT:3/5
Cindy Smith 12:15 PM

IVR_Queue_1 © 02:15

%, Collected 25 Apr'18, 03:21 pm

<z 2 pinned guestions Show

Amy Adams 12:10 PM NPS: 8/ 10 CSAT:3/5

[ alallate] T PPy, czeoe R e
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FrRILZ 1 D0 - Optimization
E‘J—TEEE,E g Cheries Patterso ;;tlil:m-yu i ;‘;22““3?32 Contact History e “ \‘ |
Charies Patterson Phane Number +1-A0- B55-0001 7|7|\/\I'7\/|\f’\,_v\//\_\/
Q@ AVNRIURFvRI 0 =Em e ST
ik i Riseress nmmn;emm Cance Ordar IJ +— |\I R RN |\
@ MLALEDOBE == mumem Jry
- PTY et 10:13
o lad - B VR Transcript ) Customer Experience Jour 1'- i Diygsang
@ ! ;:LT:’M' 13:24 Contact History
g it 1 mintefoot@gmallcom Mareh 71, 2020
I Culoitsr Laivics Cancel Crder
Sandta Andarson « Cus Vigses_ER :_.I" .
“ D @ o i o
. | il o o  weros
s o | @ T s
Adens 1210 P MAsrch 71, 2020
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f' l \~ , h W e- Webex Contact Center Xy @ Available 2523v  SJ
o +1(412) 288-3782 o]
ﬁ G D 12ize0sne 00:01 - i Hold 4} Consult £, Transfer (1) Pause Recording (x) End
IVR_Queue_|
ol IVR Transcript 0 7,—7|\ “rj\ |\:\: N 0 N
ol p AN Y N—
® Charles F
Customer Se
*EI—“ ( ) wl\ y 4 X : Virtual Agent  1:15 PM
o ﬁ""" / I IVR Flight Booking = Confidence: 1 10 PM (B 9
N 7 IJ 7 I\ o Jason We Hello, how may | help you today? ! o
S
o Z BN Source Boston ) _ |\ —_ |\
Flight Booking | Confidence: 1 :E I / L /
Terry Rov Destination Seattle
e c Customer 1:14 PM
Date 22nd of August _ _ _ .
Hi, | want help in booking a flight from Boston to Seattle on the 22nd of August.
Number 2
1(a
= M fae) Sentiment: 1
Customer S¢
1:24 PM & Virtual Agent 1:15 PM
mlittlefoo i i : : - .
— Sy HghtBockingil onidonces s Ok, | can definitely help with that. Do you have any special requests?
Source Seattle Flight Booking | Confidence: 1
Destination n
Al Y San Jose c Customer 13:14 PM
| . Date 29th of August | want to book another flight from Seattle to San Jose on the 29th of August.
PY Jason W
IVR_Queue Sentiment: 1
‘ - 1:24 PM
< Gindy St Flight Booking | Confidence: 0.9 & Virtual Agent  1:15 PM
i [N Qaattle Yes, | can book that as well. Any special request for this one?
Flight Booking | Confidence: 0.9 e Virtual Agent  1:15 PM
m Ay Adams 12:10.B8 Yes, | can book that as well. Any special request for this one?
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; £ @ Available 2523~  SJ 7'7#/\'7\/#:\:7\//\0_\/

X Customer Experience Journey () Contact Histo

JE—phIT— b

Customer Experience Journey L
Q, Search = i

MPS: 9 /10 CSAT:3/5
%, Collected 25 Apr '19, 04:52 pm
42 4 pinned questions Show

[E] The guy on the phone was very helpful and
understanding. Was testing some

MNPS: 4 /10 CSAT:3/5
%, Collected 25 Apr '18, 03:21 pm
%2 3 pinned guestions Show

MPS: 8/ 10 CSAT:3/5
%, Collected 25 Apr '18, 03:21 pm
¢z 2 pinned questions Show

NPS: 4 /10 CSAT:3/5
%, Collected 25 Apr '18, 03:21 pm

%= 3 pinned guestions Show
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Optimization
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X Experience Journey

ara a ‘ana Harris
8:44 £ Transfer &% Conference
Em V€ )

= ‘— - o — Google Map
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Map Satellite
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TAINYT

TRARINYTDNATIILRX:
94 N E—REET—7FE—
NDE

NDAIIA XA T ANy T

Lindsay Mann
IVR_Queue_fb - 00:01

cedriclam@gmail.c.

Queue_email - 00:01

o Jose Torres
Messenger

Y )

+1(500) 432-3498
IVR_Queue_1

+1(500) 432-3498

IVR_Queue_1
° +1(412) 288-3782
IVR_Queue_1

o Serena Gadot
@ IVR_Queue_1

A—)\—I—ITVhk

12:32 PM
© 00:10

12:32 PM
© 00:10

12:32 PM
© 00:10

12:32 PM
© 00:10

Webex Contact Center Y

Jose Torres
Accept  Transfer 88 Conference ® End
o oz0

Michaelft@gmail.com

A Available

Contact History ) Call Guide

Appointment Scheduler

You joined this conversation 11:26 AM
Accept You 11:27 AM
Hi Jose, | see you just completed your unemployment application and that you are wondering when you can expect your first MON 9
check?
+1(412) 288-3782
Messenger

Jose Torres  11:27 AM

Disna Park..
Consutting

N O e Aviable it

12PM

8 November 2020 -

14 November 2020 <

TUE 10 WeD 11 THU 12

Jose Sandi..
Group Train..
Room 4C

Diana Park.. | AnneHa...
Training Consulting
Lobby Room 4C

Jose Sandi..

LUNCH BREAK

oM
o Anne H...
Jose Torres [ Customer Information Contact History (3 Call Guide Consuting

o Q Transfer &3 Conference (® End - Room 124
02:01

Appointment Scheduler

You joined this conversation 11:26 AM
8 November 2020 - 14 November 2020 Today
You 11:27 AM Sy
Consuing
Hi Jose, | see you just completed your unemployment application and that you are wondering when you can expect your first MON 9 TUE 10 WED 11 THU 12 FRI13 —

check?

S Group Train Consulting
Jose Torres  11:27 AM
Room 4C Room 24

Jose Sandi.. Anne Ha. Facility Resource

Yes, I'm looking for work but the check to be sent soon LA Employment Resource Center  88%

Anne Ha. Diana Park. | Anne Ho.
You 11:27 AM Gonsuting Trining Consuiting Address

. Room 124 Lobby Room 4C

Understood, let me check my system to make sure everything Is squared away. g Phone
1AM

Disna Park.. | Anne Ha Jose Sand

Jose Torres  11:28 AM Hour

Consulting Consulting Group Train.

Another question: | saw In the application there are some free training progrem-how do | sign up for the training? Room 38 11-126M Room 4C

56-45 Main Street, Los Angeles, CA 90045
(858) 670-1021
M-F SAM-5PM

126M Moreno Valley Employment Resource Center | 76%

You 11:28 AM UNCH BREAK
i ™ Address
Yes-we do provide the training and consulting service in a couple different locations. May | ask your address so | can find the e Ha, e Park,

Consulting Training

Room 12A Lobby

facility in your area? Phone

Hour
Jose Torres  11:28 AM

Diana Park. Anne Ha.

Sure. | live In downtewn area so anything close to downtown should work for me. Training Consulting
Lobly Room 18

You 11:29 AM

Jose Sandi. Address

Great! We do have one facility in downtown area. Let me pull up the schedule to see the next avaiable time slot.

Consuling s

Room 124

Facility Resource

LA Employment Resource Center  88%
Address 56-45 Main Street, Los Angeles, CA 90045
Phone (858) 670-1021

Hour M-F 9AM-5PM

1011 2nd Street, Moreno Valley, CA 92553
(852) 445-1123
M-F SAM-5PM

Business Help Center of Anaheim = 42%

1011 2nd Street, Moreno Valley, CA 92553

loca\ sac anan

Moreno Valley Employment Resource Center  76%
Address 1011 2nd Street, Moreno Valley, CA 92553
Phone (852) 445-1123
Hour M-F GAM-5PM

@ ®

Write a message to Michael Littiefoot Business Help Center of Anaheim  42%

Address 1011 2nd Street, Moreno Valley, CA 92553
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~ . Weekly meeting topics times and answer FAQs. Can someone help with their technical questions?
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o C |
}! Siera Lopez

a4

Sure! Send me a message with the details. This resources page is also helpful for FAQs.
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