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1.3 Email Channel Ticketing
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1.5 Comment on Twitter, Instagram, Facebook
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1.6 Feature Ticket Escalation
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Login Verification Forgot Password

MR l BLAST MESSAGES

Use these awesome forms to login or create new

account in your project for free.

N |

O Remember Me
Login

1.7 Feature Email Blast Login

FILTER BY

1.8 Feature Email Blast Template
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2. Infrastructure CRM System Digitals Listening Tools
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™
Saya bukan robot
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*‘ C REPUBLIKA CO.ID, JAKARTA Sekretaris Daerah Pemprov DKI Jakarta, Marullah Matali,

mengatakan, dengan

Select All Objects
Spokespersons

MRT Jakarta -

MRT v

¥lingko tidak mengubah tarif angkulan massl

arulah Matall,
1 DKI Syafrin Liputo

2.2 Dashboard Stream, Analytics and Insights d
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Sonar Platform - Social Media M X (& WhatsApp X + v = X

<« C' @ appsonarplatform.com/dashboard oo g Q =2 w » 0O o H

ar Analytics l /' REPORTS -

Raw Data Report X

Raw Data

Generate and download raw data for further analysis or visualization

0

Name Source Groups Type Generated at Repeat Status

niine Media Posts 1005 Posts - Online Media  MRT Jakarta Custom  08/06/2022 08:31 AM @
105 - 1854851895

Pasts Online Media Posts 1005 Posts - Online Media ~ MRT Jakarla Custom 08/06/2022 08:30 AM @
3105 - 1654651837

ok Posts 1005 3105 Posls - Facebook MRT Jakarta Custom 07/08/2022 1145 AM @

fullMei MRT Jakarta Custom  06/06/2022 0836 AM

Feeds Instagram Posts 1005 Posts - Instagram MRT Jakarta Custom 06/06/2022 08:04 AM @
3105 - 1654477443

Pasts Tu weot-Reply. MRT Jakarta, MR Custom  0B/0G/2022 @
Retweet 53105 -

1654477368

2.3 Report Menu for Convert Data to Excel

3. Perangkat Kerja seperti PC/Laptop SDM di Layanan Non Voice
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4. Lokasi Kerja dan Ruangan Kerja termasuk kursi dan meja di Layanan Non Voice

5. Menyediakan Wallboard Monitoring

00:00:57 00:00:29

. CRM System Availability

IT Support Respond Time

Telah dilakukan respond time pada system kurang dari 15 menit.

IT Support Troubleshoot Time

Telah dilakukan trouble shoot time pada system kurang dari 120 menit.
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C. Operational Report
1. Schedule Managing Capacity 24/7 periode September 2022
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Anisa Anally 43 [ ] ] ] [ i i ] ] 8 i i i i i [
Ryun Handani 4134 3 R ] ] [} i [] ] [] ] []

Ruth B2 Pasarbs 8 ] ] ] [ [} [] [} [l [] [] [] ] [ ] [

2. Reporting Omni-Channels Platform & Digital Listening Tools

Summary Reporting
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11381 & 2022.06-0908:36:30 Kirsticimelda — 17980178176531167 Instagram Comment mrtjkt
R

11380 &F 2022-06-0908:36:00 hafizzz 85 —_— 17980178176531167 Instagram Comment metikt
ulandari
Rei

11379 & 202206-0908:29:33 endanghalla S 17580178176531167 Instagram Comment mrtjkt
Retno !

11378 & 2022-06-09 08:29:21 welnysayow Instagram Direct Message mrtjkt

Wulandari
. Retno

1377 & 2022.06-0908:27:57 littlebeasty9901 - Instagram Direct Message metit
Retno

11376 & 2022-06-0908:27-33 mamamute official Instagram Direct Message mrtikt

Walandari
11375 & 2022.06.0908:26:28 dannigiovani Retno Instagram Direct Message mrtjkt
. L Wulandari = = .

Ret

1374 & 2022.06-0908:25:52 DanaYudhistira o 1534707023425589248 Twitter Comment mrtjskarta
R
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3. Respond Time Contact Center Non Voice

osv

Status Priority First Response Time First Agent Response Time Handling/Resolution Time Hold Ticket Time SLA In/SLA Out Other Info
New 00:00-00 00:00:00 00-00:00 00:00:00 °
New 00:00-00 00:00:00 00-00-00 00:00:00 o

Solved 00:03:11 00:00:00 00-00-00 00:00:00 o

Solved 00:01:30 00:00:00 00-00-00 00:00:00 G

Solved 00:01:38 00:00:00 00-00-00 00:00:00 °

00:02:43 00:00:00 00:00:00 00:00:00 o

Solved 00:01:54 00:00:00 00:00:00 00:00:00 o

00:01:38 00:00:00 00:00:00 00:00:00 o
Solved 00:00:55 00:00:00 00:00:00 00:00:00 o
Solve 00:04:30 00:00:00 00:00:00 00:00:00 @
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4. Quality of Agent

©

5. Pencapaian Zero Fraud
No Zero Fraud

6. Lampiran CV Agent dan Support Team

https://drive.google.com/drive/folders/1wrkUQeVE2rqDo-DtoOVa5I10MXQ5C5pzr?usp=sharing

7. Nama Agent & Support

No NAME TITLE

1 Annisa Amalia QA Transportasi

2 Vika Paula Devita Agent Sosmed Transportasi

3 Fahrul Roji Agent Sosmed Transportasi

4 Yudistira Fajar Setiawan Agent Sosmed Transportasi

5 Indah Ismayanti Agent Sosmed Transportasi

6 Retno Wulandari Agent Sosmed Transportasi

7 Enni Yuliani Agent Sosmed Transportasi

8 Daru Harjito Agent Sosmed Transportasi

9 Rafly Andreas Agent Sosmed Transportasi

10 [ Larasati Ayuningtias Agent Sosmed Transportasi (Back Up Indah)
11 | Arizka Azhari TL Transportasi

12 | Ryan Handani CDA Transportasi (Resign 15 September)
13 | Ruth BR Pasaribu CDA Transportasi




