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O6uee onucaHue

OnepaTop BTOPOW NMNHUM 3aHMMAETCA peLleHeM BONPOCOB NOb30BaTeNEeN BbIXOAALWMX 3a
pamMKn NPOCTON CnpaBkn N TPEBYIOLWMX Y3KOCNEeLManM3npoBaHHbIX 3HaHW 1 OEeNCTBUN

3aTparmsarowx nepcoHasibHbl AaHHbIE KITMEHTA.

Pabo4yee mecTo onepaTopa BTOPOM NNHUM NPenoCcTaBNAET NO/b30BaTENO BECH PYHKLUMOHAN
onepaTopa NepBon IMHUM N HEKOTOPbIE AOMNOHUTENbHbIE BO3MOXXHOCTU, Takue Kak: MpoCMOTpP
nyna BXoaAawmx 4aTtos, o6paboTka A0NAroCPOYHbIX 06palleHUin, NHCTPYMEHTbI paboThl ¢
nepcoHasnbHbIMU AAHHBIMW U aKKayHTOM KIIMEHTA, a Tak)Ke MEHeO)KMEHT onepaTopoB NepBomn

JINHUN.

New chat

Announcement
more 10 h ago

Katherine
Ryan
Mildred L

Sandra

Announcement

Lorem ipsum dolor sit amet, consectetuer adipiscing elit. Fusce et
enim et nisi pellentesque vestibulum. Aenean ultrices est id velit.
Ut mi leo, egestas non, eleifend at, faucibus vel, orci. Maecenas
condimentum porta pede.

Terry Hansen
1)

Austin, US (15:30) via Android v Solved < Forward O Hold

Hello! I need a little help here

Katherine Cooper

Incoming message

Ryan Black

Incoming message

Another incoming message

Hold

0 Client Personal
<8 Information

&)
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Banking
Accounts
Debit Card
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Contactless payment technology

Ti vings account
Loyalty Program
How to Apply

Banking Terms and Conditions

Online banking
Accounts
Debit Card
Individual payre

vings account
Loyalty Program
How to Apply

Banking Terms and Conditions

History Operators

Chat pool

Statements

=

Credit history
Px

Credit Cards
Advantages

Grace period
MasterCard PayPass
EMV chip

Gold cards

World M

Additional

Credit card limit increase

Second Credit Card
Card type change

Equal Payment Plan

Fraud cases

EMV chip
Gold cards

Additional services

Bank cards

Investment Products
Bundles

Mutual Funds

Fixed Income

Offshore Banking

Qualified Investor

Documents



Cnucok o6palieHuu

MoMmmo BXxoaAWMX obpalleHnii y NoNb3oBaTenAa eCTb BO3MOXXHOCTb CaMOMY MHULMANN3NPOBaTb
nepenuncky ¢ KNIMEHTOM, TakXXe Kak 1 Nepenunucky ¢ gpyrmm onepaTtopom Niobon nuHum (Bkovasa
BTOpPYt0). KonnuuecTBo obpalleHnin y ornepaTtopa BTOPOW IMHUM HE OrpaHnUYeHo.

|£| New chat “ HOI

LERTS

Contact client

Announcement O  Clier
more 10 h ago < Info!
LIENTS Other operator
Katherine B_ Mobi
Technical assistance - man
Ryan
. Supervisors
Mildred L
Sandra Cancel
Banking
Accounts
Debit Card

Individual pay
Contactless p:
Katherine Cooper )
Deposit
Tiered savings
Loyalty Progrz
How to Apply
Banking Term:



UHCTpYMEeHThI

MoMMMO CKpUMNTOB, B PACMOPAXKEHNM onepaTopa NPUCYTCBYIOT PasfiyHble MHCTPYMEHTbI (B TOM
yncne HOMBMAyanbHble ANA ero cneuvanusaunm) No3BonALWme coBepLllaTb 4ENCTBUA C
NepCoHasbHbIMM AAaHHBIMU KIIMEHTA (ero akkayHTOM).

New chat Announcement Tools Hold History Operators Chat pool a
Lorem ipsum dolor sit amet, consectetuer adipiscing elit. Fusce et
enim et nisi pellentesque vestibulum. Aenean ultrices est id velit. Bank cards

Announcement Ut mi leo, egestas non, eleifend at, faucibus vel, orci. Maecenas
more 10 h ago condimentum porta pede.

VISA Credit card X-7154 Active
exp.: 04/19 last used Today, 17:54

Terry Hansen
.’uin.;‘y US (15:30) via Android v Solved < Forward © Hold Terry Hansen ATM cash out

Transactions Reissue Block

Katherine
Ryan MasterCard Debit card X-2643 Active
exp.: 11/18 last used Today, 17:54
Mildred - Terry Hansen PayPal *Adobe Online shop*
Transactions Reissue Block
Sandra

Issue a new card

Hello! I need a little help here

Katherine Cooper

Incoming message

Ryan Black

Incoming message

Another incoming message

B aTom npumepe onepaTtop UCNOoNb3yeT MHCTPYMEHT paboTbl ¢ 6GAHKOBCKUMN KapTaMu, KOTOPLIN
No3BONAET NPOCMaTPUBaTh CMMCOK KapT KIIMEHTA, BbiMyCcKaTb HOBbIE N 6/TIOKUPOBAaTh
MUCMNoNb3yeMble.

KonunyecTBo [OCTYNHbIX MHCTPYMEHTOB HE OrPaHNYEHO U MOXKET MOMJIHATLCA N0 Mepe
HeobXxoaMMOCTH.



OTno)eHHble ob6palleHuA

OnepaTtop BTOPOM IMHUN HE MMEET BPEMEHHbIX PAMOK OJ1A pPeLUeHNA obpaleHna 1 MoXeT
TpaTUTb Ha 3TO CTOMbKO BPEMEHU, CKONbKO eMy noTtpebyeTcaA. [nA yaobcTaa BbINOMHEHNA 3TOrO
cueHapuA Kaxxaoe obpalleHne knmeta umeeT KHOmMkKy «Hold» KoTopoe nepeBoauT nepenncky 3
cnmncka obpalleHn B OOHOUMEHHbIW pasgern.

Iftp' I;Iran?e:r] By v Solved <~ Forward ® Hold

Katherine
Ryan
Mildred -
Sandra
Hello! I need a little help here
Te hav
If:"‘;"' Terry Hansen's problem on hold retrieve (5)

Paspen «Hold» no3sBonAaeT nonb3oBaTento nckaTb, ObICTPO NpocMaTpmBaTh U BO30OHOBMATL
OTNIOXXeHHble obpalleHua (nepmeLaTb nx obpaTHO B CNUCOK obpatueHnn). B cnyyae nonyveHusa
HOBOro coobLLeHMA OT KNueHTa obpalleHne aBTomaTUu4eckn nepexoguT n3 pasgena «Hold» B
CNMCOK ObpaLLeHNin BHE 3aBMCUMOCTM OT TEKYLLEro COCTOAHNA AOCTYNHOCTW oneparopa.

New chat Announcement Tools History Operators Chat pool

Lorem ipsum dolor sit amet, consectetuer adipiscing elit. Fusce et
enim et nisi pellentesque vestibulum. Aenean ultrices est id velit.

Last message Preview and ID

Announcement Ut mi leo, egestas non, eleifend at, faucibus vel, orci. Maecenas . e
more 10 h ago condimentum porta pede. Anthony Castillo Today, 16:12 25
Melissa Pierce Today, 14:42 254-51-71
Terry Hansen v Solved < Forward ® Hold
Austin, US (15:30) via Android Marilyn Contreras Today, 12:01 254-51-77
Katherine
Roger Hansen 254-51-77
FIEN0, Can you neip me wiu onine oanking ¢
Ryan
Sure, what's your problem?
Mildred -
how to set it up?
Sandra

Are you using the web browser or you need a mobile app?
I'm using Chrome browser

Ok, I need a minute to check this information for you, please stand by.

Hello! I need a little help here

Carol Harrison 7 May 254-55-85
Type message Deborah Guzman 7 May
. Jason Brown 5 May
Katherine Cooper
Kathleen Hanson 5 May
Brittany Jackson 3 May
9 chats on hold

Incoming message

Ryan Black

Incoming message

Another incoming message



NMyn o6paLieHnm

Ona onTumusauum paboTsl Cry>x6bl NOAAEXKM B LLESIOM, onepaTop BTOPON IMHUN MOXET
npocMaTpuBaTh BCe BXogALME obpalleHna n obpabaTbiBaTb 4aXKe TE€ U3 HUX, KOTOpble Obln
aZipecoBaHbl oriepaTopam nepsoun MMHUN.

New chat Announcement Tools Hold History Operators
- Lorem ipsum dolor sit amet, consectetuer adipiscing elit. Fusce et Cliant Waiting time
e : 2 Clie Waiting time D
enim et nisi pellentesque vestibulum. Aenean ultrices est id velit.
Announcement Ut mi leo, egestas non, eleifend at, faucibus vel, orci. Maecenas i
more 10 h ago condimentum porta pede. Anthony Castillo Not assigned 10 min
I Melissa Pierce Not assigned 3 min
Terry i R LSy Hmn v Solved <« Forward @® Hold .
— i & Marilyn Contreras Not assigned 1 min
Katherine Jason Brown Not assigned 1 min
Ryan Brenda Bowman Deborah Guzman (10) 14 min
Mildred - Roger Hansen with Bobby Castro (10 chats), starts 14 min ago
FENY, Can you neip me wiu oninne panking ¢
andr:
sandra Sure, what's your problem?
how to set it up?
Are you using the web browser or you need a mobile app?
Hello! I need a little help here I'm using Chrome browser
Type message Ok, I need a minute to check this information for you, please stand by.

. 4 Assign to me <~ Forward
Katherine Cooper

Anthony Castillo Deborah Guzman (10) 13 min

Melissa Pierce Bobby Castro (10) 12 min

Marilyn Contreras Bobby Castro (10) 12 min

Jason Brown Brittany Jackson (9) 12 min 254-55-85
Incoming message Brenda Bowman Deborah Guzman (10) 11 min 254-51-71

11 chats total
Ryan Black charsto

Incoming message

Another incoming message



MeHe>KMEHT onepaTtopoB NepBON JINHUM

KaxxgoMy nonb3oBaTtesnto 4OCTYNEeH CNMCOK OnepaTopoB NEPBOM NMNMHUN C YKa3aHUEM KX
TEKYLLEero cratyca n paboyen Harpysku.

New chat Announcement Tools Hold History Chat pool
, Lorem ipsum dolor sit amet, consectetuer adipiscing elit. Fusce et Work load User ID
enim et nisi pellentesque vestibulum. Aenean ultrices est id velit. S U
Announcement Ut mi leo, egestas non, eleifend at, faucibus vel, orci. Maecenas
more 10 h ago condimentum porta pede. ® Carol Harrison 7 chats
® Deborah Guzman 5 chats 71
ry Terry Hansen v Solved < Forward ® Hold ) o
A Sl A Jason Brown 5 chats (not accepting new) 254-51-77
Katherine ® Kathleen Hanson 2 chats
Ryan ® Brittany Jackson No chats
Mildred - Anthony Castillo Not receiving new chats
ildr
Melissa Pierce Offline (Today, 11:58)
Sandra
Marilyn Contreras Offline (Today

6 of 8 operators online

Hello! I need a little help here

KapTouka onepaTtopa nepBow IMHUN COAEPXUT KPaTKY MHOPMaLMo O COTPYAHMKE, CMINCOK
aKTUBHbIX N 3aBEPLLEHHbIX YaTOB (CO BCEMWN MHCTPYMEHTaMM CNUCKa YaToB B «Myne
obpalleHnin»):

New chat Announcement Tools Hold History Operators Chat pool a
Lorem ipsum dolor sit amet, consectetuer adipiscing elit. Fusce et
enim et nisi pellentesque vestibulum. Aenean ultrices est id velit. Frank Berry
Announcement Ut mi leo, egestas non, eleifend at, faucibus vel, orci. Maecenas
more 10 h ago i
me condimentum porta pede. Location: United States
Phone: (650) 765 2855
by LRy v Solved < Forward ® Hold Birthday: 27/08/1985
- Email: frankberry@example.com
Katherine Open chat Reset password Delete profile picture
Ryan
Mildred -
Client Waiting time D
Sandra Anthony Castillo 13 min 254-55-85
Melissa Pierce 12 min 254-51-71
Marilyn Contreras 12 min 77
Jason Brown 12 min 85
; "
Hello! I need a little help here Brenda Bowman 11 min 71
Type message
Katherine Cooper
Client Elapsed time Status D
Anthony Castillo 2 min Solved
Melissa Pierce 5 min Solved 254-51-71
Marilyn Contreras 5 min Forward to Peter Henry 254-51-77
Jason Brown 2 min Times up 254-55-85
Incoming message
Brenda Bowman 6 min Solved 254-51-71

Ryan Black

Incoming message

Another incoming message



Ha6op chyHKUMK pabGoyero mecta onepatopa BTopoun
NUHUN

1. Bce pyHKUMM onepaTopa NepBOr MNHUMN.

2. [llaHenb MHCTPYMEHTOB NO3BO1IAIOLLAA NpoCcMaTpuBaTh U peaakTnpoBaTb AaHHble aKKayHTa
KNneHTa.

3. Hayvano HoBoW nepenucku.
3.1. TekCTOBbI MOUCK MO CMUCKY KIMEHTOB U OPYrnx onepaTtopos.
3.2. B0O3MOXXHOCTb Nepenucku ¢ Apyrumm onepartopamm BTOPON IMHUN.
4. OTnoXxuTb obpaweHune (KHonka «Hold»).
5. OTnoxeHHble obpalLieHnA

5.1. TpocmoTp cnucka oTM0XEHHbIX 06paLleHnin ¢ BbICTPbLIM NPeAnPOCMOTPOM NpU
HaBeeHN Kypcopa Mbiln Ha KpanHu npasbiv ctonbe, cnucka (MM ncnonb3yto
KNaBWULUHOE coYeTaHme).

5.2. TlepeHoC OTNOXXEHHOro obpatlleHnA B CNUCOK obpalleHnin AnA npoao/HKeHNsA
nepenucku.

5.3. CopTupoBka crnvcka obpalieHnii Mo UMEHU KNIMEHTA, BPEMEHM NOCNEOHEro
coobuweHnua u ID yaTa.

5.4. TeKCcTOBbIN NOUCK OTIOXEHHbLIX 06paLLEeHNIA.

6. [lyn obpaweHuni
6.1. TMpocMOTp BCEX TeKYLLMX obpalleHnin K onepaTopamM NepBon JIMHUN.
6.2. [lepeHa3Ha4deHne obpalleHuin (K cebe unm gpyromy onepatopy)
6.3. Bo3MOXHOCTb NnepeHanpaBuTb obpalleHue.

6.4. CopTupoBKa cnvcka no MMeHW KNMeHTa, oneparopa, BpeMeHu oxxmaaHma unm ID
yaTa.

6.4.1. [lpu copTnpoBKe No MMeHn onepaTtopa (Ha4ynHaA C HeHa3Ha4YeHHbIX
obpatleHui, nocne no angasnTy) BTOPbIM KPpUTEPUEM CTAHOBUTCA BpeMA
OXXnaaHunA, TPeTbUM NMA KNueHTa n nocnegHum ID.

6.4.2. [lpu copTMPOBKE MO BPEMEHN OXUOAHUA, BTOPON KPUTEPUIA - UMA
onepartopa (HaymMHaA C HeHa3HaYeHHbIX 0bpaLleHniA, nocne no
ancasunTy), TPETUN - UMA KNMEHTa, nocnegHun - ID.

7. MeHem>KMeHT onepaTopoB NepBon NNHUU
7.1. TlpocmoTp cnucka Bcex AO0CTYMHbIX NMOMb30BaTEIO 0NepaTopoB NepBOn JIMHUN.
7.2. TpocmoTp nHpopmaumm o6 onepatope.

7.2.1. C BO3MOXHOCTbIO Ha4aTb NEPENUCKY C HUM, COPOCUTL NApPOb UK
yoannTtb n3obpaxkeHne npocuna (asatap).

7.3. TIpoCcMOTP TEKYLLMX U 3aBEePLUEHHbLIX 0bpaLleHnii Co BCEMU BO3MOXXHOCTAMU nyna
obpalleHunin



