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[bookmark: _Toc199431401]Primary Customer Contact Information
	Contact Name/ Title
	Role
	Email

	Clinton Kramer/ Director - IT Program Manager
	Project Champion 
	ccramer@egia.org

	Maria Alatorre/ 
	Project Sponsor
	malatorre@egia.org

	Nathaniel Odom/ Service Desk Manager
	
	nodom@egia.org


[bookmark: _2otzfje7ai1j][bookmark: _Toc199431402]Project Recap
Project Kick Off Date: 11/7/2024
Initial Go Live Date: 4/10/2025
Number of Agents Live: 55
Location(s) Deployed: Sacramento, CA and Remote
Project Folder: SharePoint Link

[bookmark: _x9c0bdlmiito][bookmark: _Toc199431403]Deployed Configuration Summary 
· Total # of Talkdesk Voice Studio Flows in scope: 1
· Main Flow
· Modules for individual flows
· Features & Functions of Voice Flows
· Language – English
· Time of Day Routing
· Holiday Routing
· Department Routing via DNIS Values
· Virtual Agent
· Helps consumers find there rebate status and information
· Provides helpful FAQ’s

Talkdesk Phone
· All users deployed to Talkdesk phone to handle direct calls to individual phones

Dispositions
· Disposition codes/sets deployed for each department

[bookmark: _cxpjrmdyi3t0][bookmark: _Toc199431405]Outbound Configuration
· Click-to-Call & Manual Dialing

[bookmark: _fdxhpcvya5l2][bookmark: _Toc199431406]Integrations / Products
· Intercom Standard Integration
· Work Force Management

[bookmark: _cudrmous3lnh][bookmark: _Toc199431407]Connectivity / Telephony
· Agent Telephony - WebRTC, Conversations 

[bookmark: _8koezwgtkah7][bookmark: _Toc199431408]Deployed Business Continuity Plan - BCP 
The following options and strategies were deployed as part of this project as part of the Business Continuity Plan in the unlikely event of service disruption.
· Client will be responsible for incorporating Business Continuity protocols following the guidelines provided by Talkdesk in the Whitepaper: Business Continuity Planning  
· Client will utilize a recorded audio file to direct callers to use chat and/or email contact options in the unlikely event that there is an emergency or outage.  
· Data Collection Workbook Link (see: Phone Numbers tab for mappings)

[bookmark: _jof19kckdd][bookmark: _Toc199431409]Training Disclosure and Links
[bookmark: _3lxj6psqi90l]As part of your implementation, you received the following training sessions: 
· Admin Training (1/21/2025) – Link 
· Supervisor #1 Training (1/29/2025) – Link 
· Supervisor #2 Training (2/5/2025) – Link 
· Agent #1 Training (1/29/2025) – Link 
· Agent #2 Training (2/5/2025) – Link  
[bookmark: _f35axlyguprl][bookmark: _lek16sfnaqsb][bookmark: _1w4d7zqbonl9][bookmark: _Toc199431410]24/7 Available Resources  
Use these resources as a starting point for day-to-day questions, immediate knowledge acquisition, and care guidelines for the Talkdesk solution:
· Knowledge Base - Comprehensive how-to guides, FAQs, and videos
· Talkdesk Academy - Free online certification programs for agents, supervisors, and administrators.
· Talkdesk Community - Connect and collaborate with other CX leaders and get exclusive access to Talkdesk product information. 
· Release Notes - Follow to stay in the loop on all product updates
· Talkdesk System Status - Subscribe to be notified of any system performance degradation.
· Troubleshooting Guidelines for Admins - eBook provides troubleshooting steps and FAQs regarding our products' usage. It will help you to determine the symptoms and applicable workaround.
[bookmark: _fuwo4zmso46k][bookmark: _Toc199431411]Technical & System | Number Questions, Billing Inquiries & Issues  
· Customer Care Team (Technical & Product)- contact as a secondary alternative if you are unable to find your answers with the links above, or anything related to a ‘Break/Fix’ problem with the platform -> see here for tips on how to best Reach out to Customer Care at Talkdesk
· Break/Fix indicates something that was working previously that is no longer working today (does not include change requests for your configuration). 
· Phone Numbers Team - contact in relation to purchasing or porting Phone Numbers 
· Billing Team - contact regarding costs, invoicing, updating payment methods, or billing disputes -> Billing FAQs - understand how to read your bill, manage licenses, payment    methods, etc.
⭒Admins may submit support request tickets via our Customer Care Portal⭒
[bookmark: _hloo80pe0tco][bookmark: _zh5l0k4z4syf][bookmark: _Toc199431412]Post Live Care - account questions, TD success contacts, engagement & expectations
[bookmark: _Toc199431413]Account Related Inquiries - Customer Success 
Contact [customersuccess@talkdesk.com] for any non-customer care related inquiries & escalations. If added support is needed, our team of CSMs handle things such as adoption, best practices, and the best utilization of a Talkdesk solution. With this distro, a team of multiple CSMs is available allowing for broader visibility, and a speedy response to support your account. This CS alias is monitored by our leadership team who is responsible for triaging any reported question or issue and will allocate the best CSM resource to support and resolve.

Reasons to contact the TD Customer Success Team:
· Dissatisfied with Current Solution
· Lack in Response
· Escalation Support

Customer Success Team Responsibilities: Our CSMs are available to assist with account-related inquiries, change requests, new product enablement, feature consultation, and the management of your subscription. They are here to guide you through your partnership with Talkdesk and will partner with you to establish both short- and long-term goals as well as align your solutions to drive your CX Center forward.

Escalation Path:
First Line = submit Customer Care Ticket - for quickest resolution, navigate to most relevant Talkdesk Customer Care team for your inquiries: 
· Technical Issues = Technical and Product Support
· Purchasing/porting phone numbers = Phone Numbers
· Invoice Issues/Questions = Billing
Second Line = email customersuccess@talkdesk.com 
[bookmark: _Toc199431414]Services Team 
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