Worktual Contact Centre for Copper CRM User Guide

Worktual Contact Centre is a cloud-based CCaaS (Contact Centre as a Service)
solution designed to streamline customer communication across call, chat, email,
and social media. Built to integrate seamlessly with Copper CRM, Worktual
empowers support and sales teams to manage interactions in a unified interface.
Prerequisite:

e Users should have a valid Worktual account.

e Users should have a valid Copper CRM account.

Worktual Account;:

e User should have an active Worktual Contact Centre account with admin/
supervisor/ agent access.

e To create a Worktual account click here - https://worktual.co.uk/pricing/?tab=ai-

contact-centre.

Installation Procedure:

e User can view Worktual Contact Centre on the Copper CRM marketplace. To
install and user Worktual Contact Centre within Copper CRM, user have to
follow the below steps explained:

1. Once the user login to the Copper CRM, in the top right corner of the
home screen user can see the account user name in a drop down list
format.

2. User should click to the dropdown list and click integration among that
as shown in the below image.
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3. Now, under Integrations page user have to scroll down and locate to
the embeded app over there.
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4. Now the user have to click the + option in the embeded app category
and fill the as mentioned below:
I.  Name: Worktual Contact Centre
[I. URL: https://copperintegration.worktual.co.uk
lll. Locations -> Action Bar -> Click the required icon
IV. Optional Advanced Categories: {'voip": true}
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5. Now there will the icon to the top right corner of the screen where users
can click to that and start using Worktual Contact Centre within Copper
CRM.
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Use-Case:

The below mentioned points explains about the use-case of intagrating Worktual
Contact Centre with Worktual CCaas.

1. DISPOSITION STATUS:

After completing a live interaction between a Worktual Contact Centre
user and a customer, the user updates the disposition status, which records
the outcome of the interaction.
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2. INCOMING CALL:

Customers can initiate live calls to directly connect with contact centre
agents, ensuring that their queries are addressed quickly and effectively. This
real-time communication not only reduces wait times but also enhances
customer satisfaction by providing immediate assistance and personalized
support.

@ worktual i... People QTp Search by name, email, domain or phone number
- — = Worktual -
Create New Potential Customer n Rat
N -
Feed Owner ° Incoming Call...
% Tasks TPI Admin x rers - .
Work Emal
: LOG ACTIVITY CREATE NOTE New Customer
$ Sales pipeline ——————
work phone S +442071404478
Projects pipeline 916379130889 +
C to add a not
Work Website tpi custom queue
A  People Today Answer in
& Companies Linkedin 00:22
A You added a note +
T 2:07 AM
testing summary
Automations: Address
My Tracked Emails Visibility
o Everyone -
% Custom Reports You assigned this to You (1)
'|'e 2:06 AM
+ Add new field
hitps://app.copper.com/companies/591382/app#/browse/list/tasks/default - -~

3. CLICK-TO-CALL:

To contact a customer, the agent simply clicks on the phone number
displayed in the customer information panel. Once clicked, the system
automatically initiates a call to that customer, removing the need for manual
dialling. This quick and seamless process not only saves time but also helps
agents focus on providing faster and more efficient customer support.
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4. ASSIGNMENTS:
In the Assignments section of the Worktual Contact Centre, agents can
easily view all tasks assigned to them. If an assignment remains unresolved,
the agent has the option to address it directly or reassign it to another agent
with the relevant expertise. This ensures that customer issues are handled by
the most qualified team member, leading to faster resolutions and improved
customer satisfaction.
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