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1 Introduction

This solution is an upgrade of the helpline call and case management system currently handling VAC
cases to incorporate GBV cases and case management. This is a documentation of the different
components to guide the users in the daily operations and configurations on the different modules.

1.1 System components
The solution is made up of a number of modules including call management, case management,
quality assessment and additional media channels such as email, SMS & social media.

1.2 Requirements for using the system:
v' A computer
v' Good internet connectivity (Optional for core items)
v' Abrowser

2 Installations

2.1 Browser installation
A user is at liberty to use any browser they are comfortable with. Chrome browser is highly
recommended for the system. To install the Chrome browser;
a) Go to https://www.google.com/chrome.
b) Click Download Chrome.
c) Check the box that asks if you want to make Chrome the default browser.
d) Click Accept and Install.
e) Go to the folder of downloads and locate the setup download by searching
ChromeSetup.exe
f)  Click on the setup. A dialog box will appear on the screen asking if you want to allow the
program to make changes to the computer. Click yes to agree to the installation.
g) Chrome browser will start downloading and installing.

Downloading... 2 minute(s) remaining

G‘n\nulm-

}

Figure 1:Chrome browser downloading
h) Once the installation is done, you will be prompted to close the process and the browser will
be launched.

Installation complete.

@ chrome

Figure 2: Installation Complete

Generic Helpline — User Manual 1
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3 The Helpline System

3.1 Accessing the system
The system shall be accessible to users upon installation via a dedicated IP address mapped to a
subdomain for users within the helpline centre and via a public link for remote users. The IP and link
shall be accessible on any modern browser. The links are as follows:
Local IP: helpline.subdomain.com
Public Link:
3.1.1 Helpline System Login
A login page will appear as shown in Figure 9 once one accesses the links provided. The user is
required to type in the username and password provided by the administrator and click the sign-in
button to access the helpline account using.

- Username e.g test

- Password e.g P@sswOrd

Log in
Usemame

Password

Remember me Forgot Password

Figure 3: Login Page

3.2 Call & Queue Management

3.2.1 Queue Status

Users with call option are able to manage their time and availability for calls easily using status
options provided which include {Join Queue/Leave Queue}.

The queue status dropdown shows the current users extension number assigned during user
creation.

On Break ‘ 4
test
Extension 200
Join Queue
) Tota
My Profile
| 13¢
Logout
| 10¢
B Nakuru 5¢
¢ C @ sysmchiadinekenyscok OO0 N=0a
@
o Available 02s A D
AN
This Month
Case Categories Case per Location

Generic Helpline — User Manual 2
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Figure 4:SIP Queue Status
3.2.2 User Profile

This displays personal details for t erson currently logged in. This also provides an option for one
to change their password to one of their liking.

Queue Status
Options

My Frofile 
Change Password Extension

Nitmher

4\

Active Campaigns

User Profile

Availability

Answered Calls
Missed Calls

Average Talk Time
Max Talk Time
Average Hold Time
Max Hold Time

Total Break Time Today

Average

Availability History

Figure 5: User profile view
Change Password

The change password button under the user profile gives the user the form as shown in the figure
below. To change the password, one needs to have the current password and match the new
password in the fields provided.

Change Password

Current Password
New Password

Confirm Password

Change Password Cancel

Figure 6: Change password form

Generic Helpline — User Manual 3
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3.2.3 Integrated Softphone

Softphone for receiving and/or dialling out is integrated within the CRM. On dialling a number, it
looks like in the diagram below:

€ © B syswmchidinakanvhcoky L # OO0 » = 0& ¢

e T
Ringing 0:05 ﬂ o

Inbound Call > 254757308573 ems.‘.m || oo + Ad °-<;s|qnu

Mo Mat 3 Conltacte % prank CHELSEA 7 minutes ago

0-00t0 4P 1 1001 4 ¢

Figure 7: SIP Phone & Making a call

3.2.4 Receiving A call

When a call comes in from an outside line, the sip phone rings and upon receiving, a case form pops
for case creation further explained in Case Capture Section.

— * ©
Inbound Call > 254733579365 e"““?' || roe + Ax °'*B'|QUD
Select Reporir LR — Acty History D E

Becky Tangweria, 15.17, Female %= Dropped ROSE 5daysago 3.40PM

Meru » Soutniment * Mkuene

© . ;
W 254733579365 @ Silent LOLA Sdaysago 339 PM
. Complete  CLK-13849 SASHA 6daysago 1213PM
1001 4 b
1 3003 4P

When the reporter exists and is selected, the reporter details form is pre-populated and the user can
proceed to the next section, otherwise the user can click on the “New Reporter” button to created
new details.

Reporter Details ®
Reporter's Name Age Group

Atim stella = ERN 05-09 = >
Location Sex
ANORTHERN*ADJUMANI*EAST - m v
MOYO"PAKELE*PERECIMARINYO*ADJUMANI EAST

COUNTY

Nearest Landmark Language

Phone Number MNational 1D Mationality

0773978160 98776654466544 =4
Alternative Contact Email Tribe

0753387147 stellaakullu83@gmail.com Acholi = hd

Next

Figure 8:Selected Reporter Details

Generic Helpline — User Manual 4
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4 Case Capture

There is a universal case capture form taking into consideration the different case sources which
include but not limited to call, walkin, SMS, email, CHATBOT, etc.

The case form fields are grouped into reporter details, client details, case details, perpetrator details
and case status details. The case capture process is as described in the steps below.

4.1 Reporter Details

For a call cases, the system searches automatically if the caller number has any existing call details
which shall be populated under reporter details. If there is no history, then user creates a new
reporter.

For a walk-in case, a system user can search the system contacts with the reporter name.

New Contact x
Name Age DOB Age Group
or

Location Sex

1 v v
Nearest Landmark Nationality

v

Phone Number Alternative Phone Email

Figure 9:Reporter Form

4.2 Case type action
The caller does not necessarily call to report a case, so the system has an option for other call
classification which are necessary for data capture which include: Service, Follow Up, Information
Inquiry and New Case report as shown in the figure below. This has four sections: filling of case
details, update of reporter details, creating perpetrators and creating clients.

Case Category *

Information > Child Abuse  x e

#

Advice and Counselling

Child Maintenance & Custody
Disability

Information

Nutrition

VANE

1-6of & 1)

Figure 10: Case Type Action

Generic Helpline — User Manual 5
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4.2.1 Case Follow Up
This is for reporters who are following up on the status or giving an update of previously created

cases. This presents a list of cases under the reporter’s phone number and a form to search for other
cases. The cases shall be listed and the selected case is opened for further update as described in the

Dash
All Cases |~ il. Reports & Download

Search Case

Case Reporter Client Perpetrator Sevices Referals

Q  Search
CaselD
D  Created By Created On Source Catege Created On h | Status
Other 11649 Anneth 29 Dec 2022 10:57 AM call Nutritie n Closed
Channels Created By g
11648 john 29 Dec 2022 10:40AM  call Inform; Closed
Er 11647 Agness 29 Dec 2022 10:18 AM call Informi Source v Closed
11646 Anneth 29 Dec 2022 10:14 AM call Informi Closed
@ Category hdl
QA 11645 abdalla 29 Dec 2022 10:07 AM call Informi Closed
o 11644 Agness 29 Dec 2022 10:04 AM  call Advice  GBY Related - Closed
Setlings
11643 veronica 29 Dec 2022 9:40 AM call Nutritic n Closed
og Priority v
Wallboard 11642 Agness 29 Dec 2022 9:06 AM call Nutritic Closed
11641 29 Dec 2022 AM ] k
6 veronica 9 Dec 2022 9.03 cal Inform: g - Closed
11640 Anneth 29 Dec 2022 8:55 AM call Child b n QOngoing
11639 Agness 20Dec 2022850 AM call Inform; E5calated To v Closed
11638 Ester 29 Dec 2022 0:43 AM call Inform: Closed
Case Assessment ~
11637 mage 28 Dec 2022 10:58 PM call Nutritic n Closed
11636 mage 28 Dec 2022 10:41 PM  call Inform;  Status in Justice System ¥ Closed
11635 mage 28 Dec 2022 10:35 PM call Inform: Cancel Apply Closed
11634 kelvin 28 Dec 2022 10:04 PM call VANE . - _ Ongoing
11633 Ester 28 Dec 2022 10:00 PM call Information Yes Low Closed
Case Update Section.
© TzcHL- 11847 ® i) o
Reported By Case Category
| Infarmatinn > Child Ahiea
©® TzcHL- 9310
Reporter Case Category *

Mwinyi Hassan, Female, Female
Mbeya Region * Rungwe District Council * Kiwira Ward
Maarest Landmark: AIC church Kitongall

2556363636 W Yes ® No Unknown

Is this Case GBV Related? *

O Reporter is alsa a Client
Case Narrative *

Clients The child was kicked by the the father in te stomach
Zinu Hamisi, 11«15, Female x
Mbeya Region * Rungwe District Gounoll * Kiwira Ward
Nearest Landmark. AIC Kiwira kingokf
v @ p

+ Add a Client Status * Escalated To

Perpetrators

Mohamed All, . Male x
Mbaya Region * Rungwe District Coundl * Kiwira Ward
Mearest Landmark

v o=

+ Add a Perpetrator
Related Files

Services Offered

FReferals

Social Wellar i

Figure 11: Follow Up Case list

Generic Helpline — User Manual 6
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4.2.2 Information Inquiry.

This leads to an FAQ and information page and/or form. The content of FAQs shall be always
updated by system administrators and during the call when the information Inquiry is selected and
the question asked does not exist.

Case Category *

Information &7

#

Mnformation
Child Abuse
Child Rights
Info on Helpline
Legal Issues
Missing Child
Other
Qutside Mandate
School Related Issues
1-80f 8 1)

4.2.3 Counselling
This refers to counselling service offered to callers who do not necessarily have an abuse case to be

recorded. When this option is selected, a form with counselling category field, narrative, service
offered and service comments by agent is opened for the agent to fill.

Case Category *

Advice and Counselling  x hd

#

AAdvice and Counselling
Bullying
Child in Conflict with the Law
Discrimination
Drug/Alcohol Abuse
Family Relationship
HIV/AIDS
Homelessness
Legal issues
Missing Child

Peer Relationships

Physical Health

4.2.4 New Case
This takes us to the case form described in Case Form Section of this documentation where the user
creates a case as described under Case Fields section.

4.3 Case Details
These are the fields relating to the specific case as explained by the reporter to the system user.

Generic Helpline — User Manual
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4.3.1 Case Fields

il O TzcHL- 0437

Reported By Casa Category
VANE > Child Neglect

) Case Hstory # Edi & P

Resemary Mushi, 18-25, Female

Iinga Repion * Iringa Municipal Councl * Miwawa Ward * Ikanongo ‘A’ Misa Is Case GBV Related?

. ZssT00TEZ00 @

sa Isaghsaggsaghsdghgdsahgsgads
Clients dyfydsaghsaggsaghsdghgdsahgsga

Azua Fundi, 11-15, Male

tinga Region * Mufind| Disirict Gounell * kongos! Ward * Hulavanu Low Ongoing

nark: Kanisa

. =
Perpetratars
Michale,

[

Related Files

Servioes Offered
Relerral

Know About 116

Figure 12: Case Details

The new case report section has additional items captured which include: Client details, perpetrator
details, case status and an option to update reporter details.

4.3.2 Reporter Details Update

Reporter details are being edited since they have already been created.

Edit Reporter x
Reporter's Name Age DOB Age Group
Rosemary Mushi 24
Location Sex

e

Iringa Region > lIringa Municipal Council > Mkwawa h h

Ward lkonongo 'A' Mtaa

Nearest Landmark Nationality
Phone Number Alternative Phone Email
255700116200

Cancel Update

Figure 13: Reporter Details Update

Generic Helpline — User Manual 8
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4.3.3 Client Details

Client details are captured in the form presented when once clicks the plus sign next to “Client
Details” label. More than one clients can be added and they shall be listed as below:

Edit Client Details

Client's Name

Azua Fundi

Location

Iringa Region > Mufindi District Council > lkongosi

Ward Itulavanu

Nearest Landmark

Kanisa

Phone Number Alternative Phone
Reporter's Relationship with Relationship
Client Comment

Neighbour  x v

Is the Client Attending School?

' Yes @® No O Unknown

Reason for not attending school

Hakuna Pesa

Is the Client Disabled?

' Yes ® No O Unknown

Figure 14: Client Details

One can add more than one clients and perpetrators but clicking the ° sign next to the respective
label. The added clients and/or perpetrators shall be listed for update as show in the diagram below:

Clients

Azua Fundi, 11-15, Male

x
Age DOB Age Group
12
Sex

m ¥

Nationality

Email

Iringa Region > Mufindi District Council *> lkongosi Ward > ltulavanu

Nearest Landmark: Kanisa

. ]

+ Add a Client

Generic Helpline — User Manual
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Figure 15: Added clients listing
4.3.4 Perpetrator Details

Perpetrators can be added at this point and a case can have more than one perpetrators, each one
will be added and listed in the perpetrators section.

Edit Perpetrator Details

Perpetrator's Name

Michale

Location

Nearest Landmark

Phone Number

Relationship with Client?

Perpetrator's Guardian's Name

Additional Details

Enter Additional Details

Figure 16: Perpetrator Details

Alternative Phone

Shares Home with Client?

X

Age DOB Age Group
0
Sex

'
Nationality

o
Email

Cancel Update

Added perpetrators shall also have a listing as described for client in diagram on “Added Clients

Listing”

4.3.5 Case View

This provides a platform for viewing the created cases, once a case has been submitted, a user will
be redirected to the case view. From the case view page, one has an option to edit the case, print or

export to PDF.

Generic Helpline — User Manual

10



unicef &

for every child

[
© TzcHL- 9400

Reported By
Tahitha, 06-10, Mals

Neavest Landmar

C—
Clients
Tahitha, 06-10, Male

Neavast Landmar
L o=

Perpetrators
Related Files

AwarenessVinformation Provided

Know About 118
Radio Advertisement

Figure 17: Case View

4.3.6 Case Update/Edit

Dar Es Salaam Rsgicn * Kinandari Municipal Council * Msasani Ward

Dar Es Salzam Regicn * Kinondari Municipal Council * Msssani Ward © Oysterbay

Advice and Gounselling * Child in Gonflict with the Law

Is Gase GBY Related?

Na

test test

Priaity

Low

Status Escalated To

Ongoing

@ Case History # Ea & Pin

When an old case is selected for update, the case details are presented in an editable form with the
fields being prefilled. The case related information such as reporter, client and perpetrator details
are as in the case capture form. The case update option does not allow for a change on the case

narrative.
©® TzcHL - 9409
Reporter

Tabitha, 06-10, Male

Dar Es Salaam Region * Kinondoni Municipal Council * Msasani Ward * Oysterbay

Nearest Landmaric

. =
O teporter is also a Client
Clients

Tabitha, 06-10, Male
Dar Es Salaam Region * Kinondoni Municipal Council >
Nearest Landmark:

[

+ Add a Client

Perpetrators

4+ Add a Perpetrator
Related Files

Services Offered
AwarenessVinformation Provided  x

How did you know about 1167

Radio Advertisement  x

Figure 18:Case Update View

Generic Helpline — User Manual
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Case Category *

Advice and Counselling > Child in Conflict with the Law

Is this Case GBV Related? *

Yes ® No Unknawn

Case Narrative *

test test

Priority * Status *
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Escalated To

Cancel
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4.3.7 Case History

Case edit allows for the editing of the case narrative by either a supervisor, a case manager and/or
the person who created the case. When a case is edited the system automatically generates a case

history.

&) TZCHL- 9463

| Case Updated

Case History
29 Dec 2022 1158 AM  test ¢ Not Mandatory for Tanzania
7 Nov 2022 10:59 AM  test Case Created Nat Mandatory for Tanzania

Figure 19: Case History

4.4 Disposition

B CaseDeais

& et

Low Priority ~ Closed

Low Priority  Ongoing ‘walkin

The agent might need to dispose of the call due to some reasons. This will be catered for under the
disposition segment. The disposition options shall be configured by the administrator.

Call Ended 0:19

Figure 20: Form Disposition

Inbound Walkin >

Select Reporter Q, searh + MNew Contact
Na Matching Contacts

o-oolo 4P

Figure 21: Call Disposition Reasons

Disposition

Unknown Caller

- Abusive
Blank
Complain
Completed
Dropped

*) Feedback

Inauiry

Activity History
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Close
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Figure 22: Case Report Filters

5 Dashboards

5.1 User Dashboards

The user can carry out multiple roles depending on the user rights given, as seen through the
elements on the dashboard in Figure below

This Month

1Dec 2022 10 28 Dec

2022

Case Categories

Both VAG & GBY
Information
Total W Advice and
W Nutrition

990 Cases

Calls

974 Cases

SMS

Soclal Media

Walkin

16 Cases

W VANE
B Disability

¥ Child Maintenance &

Daily Gases

S #
T 6T T B oF oF o o F T :
2% qef"{ A .iod{ A;a“; > % .g&d‘f ‘i\"i «Mn'd; ) CRAICL N

290ec2022 28Dec2022 27Dec2022 26Dec2022 25

M call 12 34 kil 24
™ walkin o 0 0 o
Tatal 12 34 3 24
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B.e25888

B o g o+ i3 L i L L
L L g
y O (O A

M Kagera Region

M Mara Region

= Rukwa Region

M Manyara Region
Dodoma Region
Kigoma Region

™ Moragoro Region

M Tanga Region

M Mwanza Region

M Tabora Region
Fuvuma Region

M Anusha Region

M Gaita Ragion

M Singida Region

™ Dar Es Salaam

M Songwe Ragion

™ Mpeya Region
Shinyanga Region

M iringa Regian
Kilimanjaro Region

B Simiyu Region

M Njombe Region

M Katavi Region
Mtwara Region

B Pwani Region

M Lindi Region

M (blank)

Total

g
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Figure 23: Generic Dashboard
5.2 Wall Dashboard

This dashboard displays real-time statistics of the helpline System and is meant for centre
management. This helps in the monitoring of the Helpline service delivery and daily activities.

ABANDONED ANSWERED DUMP IVR MISSED NOANSWER TOTAL
2 s s e " 5 1

Counsellors Online 0
Ext. Name Caller Answered Missed  Talk Time Queue Status Duration
Calls in Queue 0
TODAY'S CASES
Queue Avg Wait Time
ESCALATED CASES CLOSED CASES
350
300 - -
2244 | 176714
250 -
o0 = ALL CASES TOTALS CALLS
150 -
100
50 I I B B
| s = . - EH B
120 110 100 %0 80 70 60 50 40 30 20 10 0

Calls is a major source of cases to the helpline. When a call comes in, it will ring on the
agents/counsellors on queue one by one. The diagram below shows an incoming call with options to
receive or reject. Details related to the calling number are displayed if they already exist within the
system.

“« C @ system.childinekenya.co ke helf e a 2 & OO0 »=021
Q vl -]
wow 0w 400
inbound Call > 254757308573 @ || e 4o (e
Select Reporter Q, search + New Contact Activity History @
Ne Matching Contacts . Prank CHELSEA 7 minutes ago
0 -0of0 4P 1-1001 4P
Figure 24: Incoming Call
Q0110112233 ® Available =
Connected 2:08 o Hold ° Action o Hangup
My Activities ¥ e ]
Q\ Inbound Call 2:08

Reporter Details 0700116101 —

Figure 25: Incoming Call Options
When the user opts to hang-up a call, a form pops for them to give a reason as to why they are

hanging-up on the caller before successfully disconnecting the caller.
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Connected 0:34

Call Hangup By Agent
Select Hangup Reason

) Appreciation

O Abusive Call

) Counssllor Request
) Complaint

) Dropped

) Greeting

O Insufficient Information
) Prank

O Silent Call

) Testing Line
Hangup

Figure 26: Hang-up Reasons

7 Quality Assessment

QA is a role played by the supervisor to assess the quality of service in the calls made at the helpline.
A QA form will pop up when a call record is selected for analysis and the audio recording tied to the
call will start playing. The supervisor will listen to the recording as they rate it against the parameters
set as shown below.
The QA button is located on the left side bar menu. It has three categories.

v’ Calls records

v" Analyzed records

v Analysis reports
For each parameter chosen, a score will be displayed.
After filling the QA form, the supervisor will submit the form. The system will sum up the calculation
and display the score on the specific agent. The system will also do an average of the call statistics
and display on the monitoring wall.
Note The report above will list the calls that are yet to be analysed. The supervisor will click on the
analyse link to perform QA.

QA form can be found under call record listing, calls that have not been analysed shall have a button
for QA as active under the supervisor account.
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Call History v & [ = o [
Inbound 101 - 110 101 1.56 0:05 usr answered
3 Nov 2 7 Inbound 10 - 016 0:00 0:00 phone abandoned
3 Nov 2021838 Inbound 100 - 043 000 000 phone abandoned
2 Nov 2021 11:26 Inbound 100 - 019 000 000 phone abandoned
-4 004 4O
Figure 27: Call Listing For QA
QA Form %
Inbound Call From 101 To 110, 3 Mov 2021 12:27 > Talk Time 1:56

QOpening / Listening 0 Pro- 0 Resolution/ 0 Hold ] Closing 0 Feedback Total Score 0
Greeting activeness Counselling Procedures
0 0 0 0 0 O“n
Opening Call Greeting
1. Use of call opening phrase Yes  Partialy = MNo
2. Section Comments
MNext

Figure 28: QA Form

The QA form is a step by step process with questions on every section having a score that adds to
the total score. Once a section has been scored, the next button can be used to the next section. A
previous button is available for succeeding sections.

The QA form has an audio player for the call recording, the audio player has controls for the user to
pause, play or rewind the audio.
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1 Feedback

X

P Talk Time 1:56

Total Score 19

56 *

Figure 29: QA Audio Player

8 Contact list

This is the list of all registered members. They are listed as a report exportable in CSV format.

Contacts

Isaac Nivwamanya

Meg Karash

Meg Karash
Isaac Namwaya
Jamee Apal
kamboi

darius

Kimani Joseph
Henry

Netson Adagl
James Nganga
Amaheno

Melsan Adagi

Isaac Niwamanya 0700116101
Cheruiyot

Cheruiyol

Cheruiyol

Cheruiyol

Cheruiyol

Cherulyol

Mary

Meg Karash

Meg Karash

Isaac Namwaya 0700116100
James Apoio

kemboi

darius 0700111222

Kimani Josaph
Henry
Nelson Adagl

James Nganga

0725456324

254723457189

254723457189

Amaheno 755625625

MNelson Adagi 254723457189

Figure 30:Contact List

Click on any of the contacts to view and to edit.
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7 0ct 2021 1443

6 Oct 2021 19:42

5 Oct 2021 17.02

50c1 2021 16:54

50c1 2021 16:54

50c1 2021 16:53

15 0ct 2021 16:53

15 0ct 2021 11:38

12 0ct 2021 2138

12 0ct 2021 2137

6§ Oct 2021 14:50

40ct 2021 17:45

40012021 14:34

3001 2021 12.14

30c1 2021 11

300120211

30020211

30020211

20ct 2021 18:42

20c 2021 1253

052

050

046
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Contact ®
First Name Isaac Niwamanya Edit
Last Name lsaac Miwamanya
Phone
Email 0700116101
Location

0 0 15 Oct 2021 11:38

Figure 31:Individual Contact View
Edit contact form

Edit Contact

First Mame Isaac Niwamanya
Last Name Isaac Niwamanya
Fhone

Email 0700116101
Membership

DMNC Status

0700116100 0 0 6 Oct 2021 14:50
Figure 32: Individual Contact Edit
Every person contacting the centre in one way or another via the system shall be added to the
contact list.
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9 Reports

The reports are divided into two major categories: call reports and Case reports each with both
report listing and report pivots. Every report — call and case, has options which include: switching

between list & pivot, download and filter.

-

Figure 33: Report Options

9.1 Callreports
9.1.1 Call List

These are reports from incoming calls. The listing on the call reports is based on the standard call
records and with relevant filters as per the related fields.

Call History

3 Nov 2021 1227 Inbound m - 10 10 156 005
3 Now 2021 1217 Inbound 10 - 016 000 000
3 Nov 2021 838 Inbound 100 - 043 0:00 o000
2 Nov 2021 11:26 Inbguna 100 - 019 000 oo

Figure 34: Call Record List

9.1.2 Call Pivot Report

This give more flexibility in generating statistical reports numeric and graphical.

ust

phone

phone

phona

Count Percent  Unique Callers  Repeat Callers  Avg Wait Time (in seconds)  Avg Talk Time {in seconds)  Avg Hald Time (in saconds)
Count None m Day  Week Monihi  Year
o ] 0
o0 00 00

Inbound Answered 60-79 L Ril] 0 0

Abandoned 4050 M (blank) 0

019 W (blank; 0 1

Total 1 1

Figure 35: Call Pivot Reports

9.2 Casereports

Moo o -

answered

abandoned

abandoned

anandoned

Direction

1-40i4 4

Extension x| v

® xaus Timeseries
XAxis Grouping
Line Chart

@ Ear Chart

B stacked

Downioad Report

Save

Save As

These are reports on cases created within the system irrespective of the case source, they have
filters as per the case fields on the case capture and date created.
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9.2.1 Case List

This is a listing of the cases recorded on the helpline system with options to view and edit individual
cases. The listing gives a brief understanding of the nature of cases in the columns displayed such as
case source, category, location, gender among others.

Cases Ve & csy m e Repots

88 27 0ct 2021 10:33 Low Array Ambrose, Female, 1yearto 2 years NORTHERN, ADJUMANI, EAST MOYO, PAKELE, PALANYUA
PALANYUA, ADJUMANI EAST COUNTY

87 27 0ct 2021 10:32

86 27 Oct 2021 10:32

85 27 Oct 2021 10:32

84 27 0c120215:29 Low Array vevey, Female, 18yrs and above NORTHERN, ADJUMANI, EAST MOYO, PAKELE, PERECI,
MAANYALWA. ADJUMANI EAST COUNTY

83 27 0ct 2021 5:14 Array vevey, Female, 18yrs and above NORTHERN, ADJUMANI, EAST MOYO, PAKELE, PERECI,
MAANYALWA, ADJUMANI EAST COUNTY

82 27 Oct 2021 5:11 Array vevey, Female, 18yrs and above NORTHERN, ADJUMANI, EAST MOYO, PAKELE, PERECI,
MAANYALWA, ADJUMANI EAST COUNTY

81 27 0c1 2021 5:10 Array vevey, Female, 18yrs and above NORTHERN, ADJUMANI, EAST MOYO, PAKELE, PERECI,
MAANYALWA, ADJUMANI EAST COUNTY

80 27 0ct 2021 5:10 Array vevey, Female, 18yrs and above NORTHERN, ADJUMANI, EAST MOYO, PAKELE, PERECI,
MAANYALWA, ADJUMANI EAST COUNTY

79 27 Oct 2021 5:09 Low Array vevey, Female, 18yrs and above NORTHERN, ADJUMANI, EAST MOYO, PAKELE, PEREC!,
MAANYALWA, ADJUMANI EAST COUNTY

78 27 0ct 2021 5:05 Medium Array vevey, Female, 18yrs and above NORTHERN, ADJUMANI, EAST MOYO, PAKELE, PERECI,
MAANYALWA, ADJUMANI EAST COUNTY

77 27 0c1 2021 5:02 Array vevey, Female, 18yrs and above NORTHERN, ADJUMANI, EAST MOYO, PAKELE, PERECI,
MAANYALWA, ADJUMANI EAST COUNTY

7% 27 Oct 2021 5:01 Aray vevey, Female, 18yrs and above NORTHERN, ADJUMANI, EAST MOYO, PAKELE, PEREC!,
MAANYALWA, ADJUMANI EAST COUNTY

ptopl 5 27 Oct 2021 5:00 Aray vevey, Female. 18yrs and above NORTHERN. ADJUMANI. EAST MOYO. PAKELE. PERECI.

Figure 36: Case Report Listing

Filters
Priar
CaselD
Low years
Created On v
Category ~
Priority v
Low we
Status hd
we
Source v ke
Reporter Name we
Feporter Phone we
Low Reporter Location v we
Medit we
Cancel
FaTay VLWLV, Temdgns, 1oyis anu audve

Figure 37: Case Report List Filters
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9.2.2 Case Report Pivot
Pivot reports are custom reports based on a X and Y axes matrix. The X-Axis based on time (Hour,
Day, Week, Month and Year) and the Y-Axis based on the different available fields in the case

capture.

¥ Axis: | Status

=

Category ® W

Bl category

D Created By

[] Escalated To

] Priority

[ Refered To

u Status

[ service Offered
] Source

D Reporter Age Group
[ Reporter Sex

D Reporter Tribe

D Reporter Language
D Region

[ mistrict

1 county

D Sub County

[] Parish

] village

[ ] Constituenct

Figure 38: X-Axis Case Report Filters

Cases
Count Percent

Count

(blank) W (blank)
Pending W (blank)
Escalated W (blank)

Referad blank)

1970 Total

E v s e B
-

Total

Figure 39: Case Pivot Report
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10 System Notifications & Other Sources

The system notifications are alerts to the users on what they need to act on or information on what
is happening on the items related to them. Currently implemented to include incoming channels
such as SMS, Email and any other media through which the system receives communication.

This is on the top-right corner as shown on the figure below:

-
aw

n Break

0700116100 Missed,
1 | Cutbound Call 21 Oct 11:43 AM
1 0110112233 Abandoned,
Inbound Call 21 Oct 11:45 AM
0700116100 Mizzed,
Inbound Call 21 0ct 11:44 AM
0700116100 Missed,

Today ™

. Inbound Call

L Cutbound Call
010112233

L Inbound Call
0700116100

L Cutbound Call
0110112233

L Inbound Call
0700116100

. Inbound Call
0700116100

| Cutbound Call
0110112233

-

Lo

21 Oct 11:48 AM

21 Oct 11:44 &AM
Abandoned,

21 Oct 11:43 AM
Missed,

21 Oct 11:42 AM
Abandoned,

21 Oct 11:30 AM
Missed,

21 Oct 11:20 AM
Missed,

21 Oct 11:28 &AM
Abandoned,

Answered

0
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Figure 40: Web Online Case Report Form

11 System Settings

This provides the system administrators with the power to change and/update dynamic items

affecting system functionality. This currently has four items: Users, Campaigns, IVR prompts and

Categories.

Users

Categories

Figure 41: System Setting Options

11.1 Users
The system users are created and updated at this point, as stated, this is a function reserved for
system administrators.

It provides a listing of current users with view and edit options. A user view is available by clicking
individual user whereby an option to edit shall be available.

Users

Kkemboi
fdar
Johnte
Angerson
Laura

tost

Henry Kemboi 0723999000
fatard fatan

Johnte

Anderson 0711000213
Laura 0700112233

w

Figure 42: User Listing

MNew User

Username
First Name
Last Name
Phone
Email
Extension

Role

Figure 43: Ne

Generic Hel

Cancel

w User Form

pline — User Manual

Brian Mbai@bitz-

103

k7]

123

752

751

Supervisor
Counseilor
Counsetlor
Case Manager
Supervisor

Administator

27 Oct 2021 10:36

21 Oct 2021 11:09

20ct2021 11:32

20 Jun 2021 5:38

20 Jun 2021 5:37

-60of6 4P
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User =

Username kemhaoi Edit M

Full Names Henry Kemboi

16
Phone 0723959000 9
Email Brian.Mbai@bitz-itc.com :
Extension 103 '
Role Supervisar

Figure 44: User View

Edit User
Username lemboi
First Name Henry
Last Mame Kemboi 1
Phone 0723999000
Email Brian.Mbai@bitz-itc.com
Extension 103

Fole Supervisor = ~

Figure 45: User Update Form

11.2 Campaigns(Currently Disabled)
This configuration allows the users to be assigned to different call campaigns in the system.
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s Camy

s VR Prompts

Campaigns
CalleriD Type

1 438 Welcome

Figure 46: Campaign List

New Inbound Campaign

Mame:

CalleriD:

IVR: Q
Disposition List: Q
Agent Ring

Agent Wrap Up

Target SLA

Queue Timeout

Music On Hold + Add Music File

Exit Prompt Q

Figure 47: New Campaign Form

11.3 IVR Prompts(Currently Disabled)

Call 98

Seconds

Seconds

Seconds

Seconds

Created On

19 Aug 2021 11:57

This provides for adding and updating call IVR prompts. It is presented in a tree view as shown the
figure below. For a new item, click on add under the respective parent item and a field is presented

for a new item.

Users Campaigns VR Prompits Categories

IVR Prompts

= Menu TestIVR
DTMF Q

+ Add

+ Menu gbv exit

+  Menu New Mothers - Welcome Message
+  Dial Campaign Users Welcome

*  Capture Digits CSAT

*  Menu ewswe

+  Playback wawawg

+  Playback jkjkewew

+ New Voice Prompt

Figure 48: IVR Prompt View
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11.4 Categories

This is a provision for creating listing available for select options on the case form. They are
presented in a tree-view as they are hierarchical. The presentation is as is in the diagram below:

Users Campaigns VR Prompis

Categories

+  Age Group

— (Case Action

+  Closad
+  Escalate
+ Pending

+ Mew

+ Case Assessment
+ (Case Cafegories
+  Case Priority

+ (Case Status

+ Case Type

+  Couselling Categories

+  Couselling Senvices
+  Disability

+ MNew

A “New” button is available under every category for adding new items.

12 Conclusion

This user manual provides the directions for system use as provided by Bitz IT Consulting. This

document is initially a replica of the solution’s first version and may be updated with further system

upgrades.
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13 User Manual Sign-Off

By signing this document, | acknowledge that | have received stated deliverables to the agreed quality levels.
Signature:
Date:
Signature:
Date:
Bitz IT Consulting Ltd: Director Signature:
Name: James Nganga
Email: james.nganga@bitz-itc.com
Date:
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