Bridgepoint-Discovery Session #1
11.12.2024 10 Am
Bridgepointe – Discovery Session #1
Talk Desk attendees: Samantha Sanchez, Tristan Bateman
EGIA Attendees: Clinton, Nathan, Maria
EGIA Tasks to complete prior to next meeting: 
1. Shared work space 
2. Update the Excel
a. Ring Groups Column 
i. Add name of the queues where people get dropped into when a call comes in. 
3. Clean up the numbers that we currently have and see which users have more than one number that we can clean up. 
Meeting Notes 
· Shared files so both the EGIA Team & Talkdesk Team can colab, 
· Must be able to pass documents 
· & place for the meeting recordings to be dropped. 
· Maria – to create a folder under: IT General under Kb – Under talk desk 
· Shared folder: Egiasfs10-> IT-> Abtech Technologies -> KBee -> IT Dept -> It General -> talk Desk 
· Name folder: 
· Give access to: 
· Nathan 
· Clinton
· Samantha
· Tristan 
· Once created – send invite via Shared folder & let Clinton so he can confirm with TalkDesk team. 
Tristan: 
Flow Chart 
· List of Phone Numbers 
· EGIA-Talkdesk Data Collection Workbook.xlsx 
· Phone numbers(2) 
· These numbers are some of the ones that need to be imported which are Direct call. 
· The Vision: 
· All these numbers will be assigned to the extension flow 
· The System will look at the DNIS value which will look for the agent who is assigned this DNIS then pass the call to that agent. 
· To maintain this this option: admin will need to add and remove numbers depending on new hires and those who are no longer with the company. 
· Example of code block of how we will enter numbers: 
  const DID =     
  {     "8585273638":"asena@anchorgeneral.com",
  }

Things to think about
·  Then we need to set up the contact call center phone numbers 
· Numbers where clients call to speak with the Rep. 
· We will split the list of numbers in half
· Voicemails
· Call comes in 
· System records the dialer phone number form DNIS
· System uses the DNIS to look for the agent which the client is trying to reach.  
· System will direct the call to the agent & it will ring on their phone.  
· After 35 seconds, if agent does not pick up -> then the caller is asked to leave a Voice Mail. 
· For an agent to create a personalized VM they need to create a recording (everyone) within the system.
· Once recorded, select Download. 
· We need to access the URL to set it up. 
How find VM:
· Voice mails live under talk desk app
· Email notifications can also be set up. 
· Voicemail transcription made available 
· Recording URL will also be available & are downloadable
Call Main  Flow: 
Call comes in – They get a Greeting message. DNIS looks where to route the call & sends to Agent. If caller wait time for agent to pick up call = 35 seconds -> then call lands to Agent Voice Mail. 
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