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XGen Plus Automated Inward Routing (AIR)

Introduction

In today’s scenario, customer care plays a critical role in serving the customers. Normally organisations
have support IDs as Customer Care or Support or Sales or Enquiry. Normal procedure allows all
customers to send a mail to these IDs and expect a fast response. It is easy for a customer to send
emails to such support IDs, but what about the Companies/Agents handling these IDs?

Let’s consider some scenarios to understand the intensity of the situation.

Scenario 1: Multiple Customer Care Agents

You run a company with a multiple employees working as Customer Care agents and all agents access
customercare@yourdomain.com email account. Who is responsible for looking at the Customer Care
emails? Do all agents follow and track all the emails received in the Customer Care mailbox? If yes, how
do you find out which agent replied to which email? How do you assign the emails to different Customer
Care agents? Do you have another ticketing system in place to assign emails to customer care agent?

Scenario 2: Tracking Emails

You are a Customer Care agent working on one particular issue. You are sending your replies through
Customer Care Account. How do you track the emails received in response to your replies? Do you dig
through the whole Customer Care account mailbox to view your email replies? Are you sure you will not
miss any email in this way?

Scenario 3: Performance Monitoring
With so many Customer Care agents working from the same account, how do you make sure load is
equally distributed among all agents? Above all, how do you monitor the performance of different agents?

Keeping all the above scenarios in mind, XGen Plus have come up with an in-built assignment module
called Automated Inward Routing - AIR.

. What is Automated Inward Routing (AIR)?

Automated Inward Routing, shortly called AIR, is the module through which you can have automated
rules to allow one email id of the organisation being served by multiple agents with strict rules and
responsibilities assigned to each agent automatically.

Overall functionality of AIR is given in the steps below:

e Customer Care admin creates a rule in Customer Care account to forward all incoming mails to
Customer Care group

¢ Mails coming to Customer Care agent mailbox are automatically assigned to different agents on
Round Robin basis

e Agents can view their assignments in their own mailbox through ‘Assignments’ tab

e Agents can work on the assignments, send replies, add notes & tags for the assignments and
even view the history of each assignment individually

¢ Replies to the assignments are sent through Customer Care account and not through agent’s

account

¢ Any mail coming in response to any agent’s reply will automatically be assigned to that particular
agent

e Customer Care Admin can monitor the workload and performance of each agent through admin
tab
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Automated Inward Routing (AIR)
Automated Inward Routing (AIR) is an assignment module that comes in-built with XGen Plus. AIR gives

you freedom from any extra ticketing system and allows easy load distribution and monitoring for your
Support/BPO/Customer Care group. Let’s see how.

Please note that we have taken the example of Customer Care group for explaining the steps in detail.

Create Group for Customer Care —
Create a group for Customer Care/Support on Domain level and add the agents’ email IDs to the group

admin@dil.in 8 i
Server Administrator 5 @
Logout Mails Domain
Server Groups
Group Name ] Save Search Text >
List of Groups:- List of Users of group : customeragent
¥ allmail (545) X &= == Email T
R e — — | -
L’ customeragent (5 | |2 X a’}‘ % el LUl — Xy Lo
St e van. Jo ] basheera basheeras@dil.in 12/31/20
[F] noc noc@dil.in 12/01/12
1 Rajesh rajeshks@dil.in 12/31/20
1 Shailesh shailesh@dil.in 04/25/12
[] Shelza shelza@dil.in 12/31/20
Action move to E Group Name

Fig. 1 XGen Plus - Create a ‘CustomerAgent’ group on Domain level
Please note that the group will be created through Domain Administrator.

Create a Rule for Customer Care Account —

Once the Customer Agent group has been created, open Customer Care mail account and create a rule
for forwarding ‘All Mails’ to Customer Agent group:

FILTERS
Block Rules

Rule All Mails B Message
Action | Choose Option = save

| RULES ACTIONS :

ILE Al Mails assign to CUSTOMERAGENT
[l subject line contains renewal assign to RENEWAL
& Subject line contains Advance Renewal Notice assign to RENEWAL NOTICE

Fig.2 Create a rule to forward all emails to ‘CustomerAgent’ group

This rule will make sure all incoming mails for Customer Care email account and forwarded to email Ids
present in customer care agents on round robin basis.
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Customer Care Agent’s Assignments —
Customer Care agents can view the assignments (emails) assigned to him/her through ‘Assignments’ tab

Automated Inward Routing (AIR)

Wortds Most Adeanced § M Geroer
I Man L Search

Aangrmerts |
4 Filtar By :
4 Actions :

il from

i info

" renewal

| newslettor
Total Records Fetched [3)

Conpose Comacts Tash Cabwr i
Subject
Aart, ! action required

Advance Renewal Notice

FosUNENOWN: Reduce TCO and operating costs

:An]'eﬁiﬁinﬁ]l Folders | Filters | Settings

Date Actions
02;06 prm e ©
09:46 am > O

06 Jul s O

Filter By —

Fig. 3 Agent’s view of assignments

Customer Care agents can filter the assignments based on date, Account, ‘Assigned From’, status of
assignments and through assignments tags as shown in the screenshot below

ASBYTEcts
¥ Filver By : |
Mall from 01.07.2011

Al Coen Closed

& Actions :

From

I info

[ renemal
[ =2 nfo

e

newsletter

Tatal Records Fetched [13)

ALCOUNE | customercarsiiol n

Rephed < Sent [[] Tag

Subject

Alart,. 11! action required
Advance Renawal Notics!
Adart,. 1 action requiread

Alert,.. 111 action required

Fw:UNKNOWN: Reduce TCO and operating costs

Aseigned From Aasgned by any v

Date Actions
02106 pm s @
04:46 am ° é)
03:29 am > C

06 , @
26 Jul s @

Actions —

Fig. 4 ‘Filter By’ allows agents to filter assignments

Agents can take various actions on assignments including assigning to another agent, open/close the
assignments or put reminders on assignments.

Asngrmenis

& Filver By :

T Actions !

Assign To

From

o
renewal
info

Total Records Fetched [3]

Select Azsign To

v (@ OPEN ((BCLOSE [

Sulyect
Alert.. M action required
Advance Renewal Notice!

Alert, . /1l acbon required

Reming Me an 70772011 1543

Date Actions
02:06 par » k"
09:46 am s ©
03:29 am s &

Fig. 5 Take actions on assignments through ‘Actions’ window

Assignment actions have been described below in detail.
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» Assign to another agent —

XGen Plus allows agents to select the assignment(s) and move it to another agent’s queue as and when
required. So, in case any agent is overloaded with assignments, he/she can easily move assignments to

another less overloaded agent’s queue.

Assgrments

* Filter By :

Mail from 01-07-2011 Accoun!  customercaredRal in v Assagned From | Assagned by ey
D Al & Open () Closed 3 Replied ¢ Sant [ Tag [Apply Filtsr

T Actions :

Assgn To Selact Asugn To v @EOPEN (BCLOSE []| RemindMeon | D770 1537

Select A:zw’o'!o
CUSTOMERAGENT

O fom batreenss3d n Date Actions

M info nocd in rired 02:06 pm s @
9 renewal mls-.':h'i\!l.: e 09:46 am > @
0 newsletter FWUNKNOWN: Reduce TCO and operating costs 06 Jul o O

Total Records Fetched [3]

Fig. 6 Move assignments to another agent’s queue

Also, this transfer of assignments will be recorded in the history of assignment transferred.

» Open/Close the assignment —
Agents can select single/multiple assignments and open/close the assignments from ‘Actions’ pane.

Mar Ieioee Sawch Compotn & Cortacts Task Caknide

Assgnaerts

4 Filter By :

T Actions :

Assign To Salact Azsign To v @OPEN (GCLOSE [ [ RemindMeon | 07072011 15 43

From Subpect

SHE

Dae Actions
nfa Alert,.. 11 achon required i ols skt chose selaciad) torarsation 02/06 pm s @
=l renewal Advance Renewal Notice! 09:4% am ® ®
| nfo Alart.. )11 action required m IT 03:29 am s O
Total Records Fetched [3]
Fig. 7 Close the selected assignments
Agents can also re-open any closed assignments for further re-work.
Azzgnmets
4 Filer By :
T Actions :
Assign To Selact Azsign To v @OoPEN (GCLOSE [ | RerindMecn | 070072011 1543
1 Fem Subject Date Actions
r] nfa Alert. . )1 action required 02:06 pm ¢ ® )
D0 you sark 10 re-upan sadacted commrsation”
| renewal Advance Renewal Notce! 09:46 amn * @
| nfo Adart, )11 action requirad ‘T 03:29 am |, o O
Total Records Fetched [3]

Fig. 8 Re-open closed assignments
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» Add reminder for assignment —
Agents can select any assignment and add reminder to it so as to be reminded about that assignment at

a later stage. Agents are shown a reminder pop-up on the scheduled reminder time.

Assirments
4 Filter By :
T Actions :
Assion To Select Azmgn To v Gi OPEN @Cl OSE |« Ratrung Me on 0780772011 1604
Ga To Month; Jul 2001 (wl X
From Subject ! Actions
r ¥ Al " on reguired 1 1 i ¢
i info ert action reguire Su | o | Tu |we| ™ [ Fr szl . o
[ renewal Advance Renemal Notica! F ey p | el e " ®
newsletter Fu:UNENOWN: Reduce TCO and operating costs | P T=1 e o B R a ®
U 3 518
Total Records Fetched [3) lastizalial a1l
1 1121314151628 |
819 21|22 2g|
: kel |
4(25|26 20 (29|30 | 30|
{ +—
I N O
|8407/2011 H: 11 '8%IM: 00w
Change

Fig. 9 Add reminders for assignments

Activity Tracking —
Agents can record any activity done on assignments through Notes, Tags, and History as explained

below in detail.

» Add Notes —
Agents can add notes to assignments for easy reference later on. Notes can be added by clicking on

‘Note’ icon (“%) on the right side of assignments. There is no limit on the number of notes added to the

assignment.
From Subject Date Actions
O i
info alert,.. 1l action required 02:06 pm l:l Y @®
- % B
Tags: X
Add Notes:

Save | Cancel

Notes: History Count: 1

Note from customercare@dil.in : 07-07-2011 15:43
information only.

Fig. 10 Add notes to assignments
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» Add Tags -
Agents can add tags to assignments by clicking on ‘Apply Tag’ icon ( ) present in the right menu of
assignments. Agents can also select from pre-defined tags or select their own tags for assignments.

info Alert... 111 action required 02:06 pm | . l;_“,_l @
. .
Tags: ACTION, INFORMATIONAL SUPPORT X

Click on predefined tag(s) to add

| BlLLING | BUG | COMPLAINT | EMGQUIRY | ESCALATE | SUPPORT |
TESTIMOMIAL | URGEMNT

Add Tag(s):
[&ction, Infarmational SUPPORT

Save | Cancel

Fig. 11 Add tags to assignments

‘Filter By’ allows the search of assignments based on Tags added to them as displayed below.

Axugremmnts
T Fllter By :
Mall from D4.07-2011 Account | cutomsrcans@al in v Assagned From | Assigned by oy ~
Al & Open Closed Replied Sont [] Tag WFORMATION Apply fiter

4 Actions :
[ from Subgect Date Actions
f" o Alert, .. ' achion required 0z:06 pm > @_)
Total Records Fetched [ 1]

Fig. 12 Filter assignments by tags

» Close/Re-open Assignments —
Agents can also close or re-open the assignments by clicking on open/close icons (@' / G5”) present in
the right menu of assignments. Agents can close the open assignments after completing work on them as

well as re-open any closed assignment for further re-work as required.

Zasgnnests
Messaga from webpage @
4 Filter By :
?/ Do you want to cloce selectad conver sation?
4 Actlons :
" |_'J.“ || Concal
] From Subject - Oste Actions
v ube Ae ! Re ! Fw : fadure delivery[Error In Connection: feadTimeout 12112 pm > c)
. Host :g.mx.mad. yahog.com. )
Alert. action reguired 10:16 am > Ic)

Fig. 13 Close assignments by clicking on © icon

Ansignmwees
‘ i - _
Filter By Message Trom webpag X
4 Actions !
? DO vou Wk Lo re-cpan seleciad Convrsation?
] From Subject Oate AcCTions
M lube Re : fe 1 Pw o )| concd 12:14 pm s ®
- [Most 1g.mx.m
7] info action required 10:16 am s ©O

Fig. 14 Re-open closed assignments by clicking on C icon
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» View History —
Any action taken by the agent on assignment is recorded as history of assignment. E.g. History will record
moving the assignment to another agent's queue, addition of tags & notes, opening/closing the

assignment. Agents/Admin can view the history of any assignment by clicking on ( ) icon as shown in
the screenshot below.

~ Fom Subject Nate Actions
v info Alert, ) 1' acton required 02:006 pm > ®

Action History Action Count(s):

Date Action Type Action By Remarks

07.07.2011

04:20 prm T shetza@dil ir Action, Informational SUPPORT

0419 pm Tag Action, Informational

0419 pen Tag Action

03:42 pr Notes cu arcare@dil in mformabion only

02:06 pm Open shelzag@dilin

02:05 prm Assign customarcara@dil in To - shelza@di in

Close

Fig. 15 View Assignment History

Admin Reports —

Admin can view the tracking report through ‘Admin’ tab. Admin can see the number of assignments,
notes, tags, replies, closed & open assignments for each agent in a tabular form. Admin can also see
every agent’s remaining work in percentage.

sasgTame oeaTs
T Report
Va 146 1 Ao Jjut -

- L anterile Marth aarch
Agants Axegneants Hotrs Tngged Hepling Clomad Opan Pending Works|
ans 0 0 Q ( Q q oM
atlge: 1 0 0 ' 1 oo
Dasbasny 0 0 0 0 ) 0
mn 0 0 0 ( g o
I 0 0 0 oo
Unaalita 10 1 9 10 oM
ey | 0 0 Q om
23%3 0 0 om
naieah ) 0 0 oo
anica ( 0 ( (]
Tatal " 1 ) 0
Maormues Ervais hare: Oata b Lod<Cestomur nolad ie

Fig. 16 View Admin report
Admin can also filter the report for individual agent as shown below:
AsgTura Recern
* Repon
(THY] 146 1 R i apany - -

& Tode Yeutmniny Merth -
Lganty Arsigrmeeas Hotns Tagged Hephnd Chosnd Open Peading Works|
asaitta - 1 ! T 10 0 om
Tats » ! b T 10 0 00
Massogrmn Emmes W lebasys Lariederuy asie

Fig. 17 Filter Admin report for individual agent
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. Conclusion

AIR is a very powerful and useful tool to manage any Customer Care/Support/BPO accounts easily
without any extra ticketing system or installation. It automatically takes care of everything — right from
assigning work maintaining load distribution to tracking the status of assignments. With AIR, agents will
not have to continuously monitor the support mail account and administrators will not have to keep
tracking every email and work individually. AIR gives required freedom to agents as well as
administrators.

AIR is yet another unique approach of XGen Plus in moving towards perfection and for becoming world’s
most advanced email server.

For more details regarding AIR and XGen Plus, please visit www.xgen.in.
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