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Thank you for choosing tiggadesk! 
 
 
Tiggadesk comes pre-configured and you can start tiggadesk straight out of the box. 
 
We’ve provided you with a phone number and an email address. Every call to this phone or 
email to this tiggadesk email address, are converted into a ticket. Tickets are collected in a pool 
which is accessible to all your agents. The pool handles the assignment of tickets and tasks, 
makes collaboration possible and avoids double handling. 
 
Any call to your tiggadesk number is answered in your company name. Then the caller is 
connected to one of the workstations (agents). Compare this with having a receptionist, who 
handles the calls, asks people to wait, tells a caller that someone is not at their desk, or guides 
the caller to the waiting area. 
 
In this guide, we show you how you can refine and tailor the standard setup even more. By 
doing so, you optimize the customer experience and the efficiency of the remote working team. 
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General 
The setup menu (‘setup’) can be found under ‘management’ in the menu at the left. The 
following buttons will become visible in the main area: 
 
 
 
 
 
 
Changing settings 
Items that you can change will have these symbols: 
  

Eye: show all data for this field 
Pencil: show editable data for this field 
Bin: delete this line or data 
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Account Tab 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The account page shows your general account data (left side), as well your payment settings 
(right side) 
 
 
 
Account ID  Your Tiggadesk account number. Use it when you contact us. 
 
Account Name The name used when answering your incoming calls 
 
Address  The address we put on the invoices 
 
Description  You can write a short description here about your company 
 
Contact Person The name of the person we can contact or send communication to.  

By default, this is the name used when you signed up 
 
Contact Email  The verified email address of the contact person.  

By default, this is the verified email you used when you signed up 
 
Contact Mobile The verified mobile phone number of the contact person 
 
Account Status When your account is up and running this will show "Active" 
 
Created At  The date when you created your account 
 
To edit click on “Update Details” 
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The right side shows the payment settings of your account 
Usage Wallet Balance The amount available in your wallet. You can top up manually by  

Clicking the top up button. You can also set the auto topup here. 
 
Payment details Show the last 4 digits of the registered credit card. You can change 
   or update the card by clicking the Update Card button 
 
Auto Top Up  Disabled (default). You can set an amount to top up your account if the  
   Value goes below a threshold. Monies that you transferred into your  

usage wallet are refundable (see t&c). Bonus amount in the wallet can 
not be redeemed for cash. If Auto Top Up is active, the disable button  
can be found here. 

 
Plan   Shows you which plan you are on. From time to time our  

recommendations engine might suggest you a plan that suits your  
situation better. 

 
Subscription Type Active/Inactive. As long as you have a running account, the subscription 
   Status will be active. You can cancel your subscription anytime by 
   simply clicking the Cancel-button at the right. 
 
Balance composition Your wallet can contain Standard Top Ups and Bonus Credits 

1. Standard: Any Top Up amount that you have transferred into the 
wallet. Does not expire and amount refundable, see t&c’s 

2. Bonus credit(s): Credit(s) received from tiggadesk. Non-refundable, 
not redeemable for cash. Bonus amounts have an expiry date. 
Hoover over the pie to see the expiry date.  

Note: when using tiggadesk, the oldest bonus will be used first for any 
usage charges. When there are no (more) bonus credits, usage charges 
will be deducted from your standard top up amount.  
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Departments Tab 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
In the base package, the calls are directly and evenly over the number of workstations (agents) 
you have created. This shows by “direct to Agent’.  
 
If all workstations are busy, the caller will be queued and connected to the first available agent.  
 
In this section you can split incoming calls into different departments, such as sales, 
accounting and support.  
 
Subsequently you use the Skill matrix to define which agent answers which department. The 
incoming call ticket will now also automatically show for which department the call was. This 
will help you to understand why and for what customers are calling. 
 
Example 
When adding a department, a “voiceprompt” is added to your phone menu. You can chose the 
order by selecting which button the caller has to press.  
 
In the above example screen, the caller gets the following phone menu:  
press 1 for sales, press 2 for accounting, press 3 for customer support or press 4 for general 
enquiries. 
 
 
You can add a maximum of 6 departments to your menu. 
 
Make sure that you assign agents to the departments in the Skill Matrix. 
 
DTMF key  This is the numeric key on the phone’s keypad. 

The caller presses this number to go to this option. The menu will 
always be sorted ascending, 1 to 6 

Categories  Categories are optional. By using categories you can refine the 
choices within a department. 
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For instance: if the caller has chosen Sales, you ask whether the call is 
about a new or existing sale or about a delivery date.  
The way you set them up is similar to how you add departments. Adding 
categories will provide insight in the reason for the call. 
 

Example 
The caller chose the Sales department, and subsequently they will hear: Please tell us the 
nature of your call. Press 1 for new sales enquiries, press 2 to follow up on an existing order or 
press 3 to receive an update on your item's delivery date. 
 
You can add a maximum of 6 categories to a department. 
 
Advanced feature – Emergency Department 
when you add this, the caller will hear this right after the welcome message. This can be useful 
if you work with people (eg installers) in the field, and if they call, you want them to be 
connected to your in-house specialist immediately.  
 
Example: welcome to ABC. If you are one of our installers, press 1 now otherwise hold the line.  
 
If the caller holds, the normal menu will follow automatically. If the caller presses the key, they 
will go directly, without having to listen to the menu, to an installation specialist that you have 
assigned to this type of caller. This is defined in the Skill Matrix. 
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Phone Line Tab 
 
 
 
 
 
 
 
 
 
 
Shows your tiggadesk number (DDI); If you have an existing 1300/1800 number redirect or 
(terminate) your calls to this number.  
 
Any call received on this tiggadesk number is registered and ticketed. Callers will hear your IVR 
(automatic voice menu). On this page you can define your working schedule (open/close times). 
If needed you can add extra incoming lines (for instance if you have multiple branches). 
 
 
 
 
DDI   Your tiggadesk number: assigned to you when you activated tiggadesk 
 
Helpdesk Number The number your customers call.  

 
Example: Your customers are used to call your 1300, 1800 or business 
mobile phone number. You terminate or divert the incoming calls on 
your tiggadesk number (DDI). To do so, contact your 1300/1800 supplier 
or when diverting a mobile or landline, use (from the phone you want to 
divert) the following command:  

  
Diverting calls from a landline: 
**21**(enter the number you’re forwarding to, including area code)*10#  

 
Diverting calls from a mobile: 
**21**(enter the number you’re forwarding to, including area code)*10# 
 
Queue Time  Shows how long you want the caller to queue before announcing ‘we  
   will call you back’ 
 
Call Back In  This sets the max time it will take you to return a missed call.  
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When editing the phone line – expanded menu 
DDI    Your tiggadesk telephone number 
 
CLI / CLI to display If you use multiple telephone number, you can set which of your lines 

you want to show the recipient during an outbound call. 
 

Helpdesk Number When you are rerouting of forwarding call traffic from a 1300, 1800,  
0800 or a mobile number, enter this number here. Eg your  
customers call 1300 133200 and not your tiggadesk number directly.  
 

Entering the number that your customers use to contact you, makes it possible to use it as a 
token in when creating sms and email templates. 
 
Default Department In order to deliver incoming calls to your team, you need to set a default  

Department and make sure you assign team members to it in the skill  
Matrix. 
 
In case you want to skip your telephone menu (see below), calls will  
be delivered to the set default department and its associated team  
members. 

 
Working Schedule Shows the days and time telephone calls are switched to your team  

members. Per day you can set the start and closing time. If someone 
calls you outside of the working schedule, the telephone system 
automatically:  
- Informs the caller of the next upcoming time you that are available 

to take a call, and  
- creates a call back ticket that will be inserted in the workflow 
 

The announcement of your next opening day works in conjunction with the events (special 
days, public holidays) that you set on the calendar. Make therefore sure you always have your 
calendar up to date! 

 
Time Zone  The opening hours (Working Schedule) for this ddi are announced to the  

set time time zone that of the telephone number. Normally they are  
based on the geographical location of this number. 
 

This is relevant if you are using eg Aus and UK or US phone numbers for these customers. 
They will get an announcement according to their time zone. Your agents will get calls 
connected according to these time zones.You could then work with different support team in 
different time zones targeted at different customers. 
 
Tickets creation times in reports are according this set time zone. 
 
Switching Response Time default = 1 second 

This setting manages the incoming call response time. This is  
how quickly the platform answers the incoming call. In some cases 

when  
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diverting or forwarding calls from 1800/1300/0800 or others to your  
tiggadesk number, the first word of the welcome greeting can not be  
heard. This issue is caused by delays in voice transmission on the 
various networks. 

 
In most cases our default setting (1 sec) works perfectly fine. However, 

if  
you experience that the first part of your greeting is not audible, change  
the setting to 2 or 3 seconds until you can hear the complete 

welcoming  
message. 

 
Queue Time  You can set the maximum time you want your callers to wait. Different  

industries have often different customer expectations. 
You can set the max queuing time from 5 minutes to 30 minutes.  
 
 

 
Call back in days? This sets the announcement in how many days you will call someone 

back that did not get to speak to someone in your team. 
 

Example: Your queue time is 5 minutes. If a caller waits 5 minutes in the queue and there is still 
no agent available (all talking), tiggadesk will tell the caller: 'unfortunately we're still unable to 
take your call. Your number has been adding to our priority call back list. We will call you back 
in maximum … business day(s)" 
 
Example: a caller calls outside business hours, tiggadesk will inform the caller that the 
telephone number has been added to your call back list, and that you normally call back within 
(value of this the Call Back In) Business Days. 

 
The call back in days setting also defines when a unprocessed ticket becomes 'Urgent". 4 
hours before the 'call back in' time expires, the ticket will get the Urgent status. Using this 
feature creates consistent responses to your caller. 
 
Skip the menu  If you don’t want a phone menu, or temporarily want to disable your 
   menu, you can skip it and have callers directly connected to a team 
   member. The calls will be distributed to the first available agent that is 

free and associated with the default department. 
 
If the team members are all on the phone, the caller will be queued. 

 
Enqueue repeat call Default = no.  

Scenario: Someone called you outside office hours, or hung up whilst  
waiting in the queue. A call back ticket is generated. However, before  
you could call this person back, they call again. Tiggadesk recognizes  
this caller and informs the caller: 
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“You are on our priority call back list and we will return your call  
shortly. If you’re calling about another matter or you want to speak to a 
team member now, press 1”. 
 
 
 
If the caller doesn’t press anything, the line will be disconnected after a  
“thank you for calling”-message. If they press 1 they will be  
connected to a team member. If there are multiple callers waiting for a  
team member, the caller will be queued. 

 
This is useful when you have peak times in eg customer enquiries and want to spread the 
workload. This way the caller knows that you did not forget about them, and you can decide 
when (at what point in time) you’ll talk to them. 

 
 
If selected ‘Yes” the caller who has a call back ticket open, they will go  
automatically to agent, without the above message 
 
Especially in after sales, support or customer care environments this  
feature can be very helpful to manage call (work) loads.  
 

 
 
Example: many people will call at the start of your day, at lunch or around the end of the 
afternoon. These peaks can be managed using this feature. By informing them that you will call 
back, you explain your process, discourage them slightly and as a result, you can call them 
back at a time more suitable. By giving the caller the option to press 1 and still be connected, 
the caller is still in control.  
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Mailbox Tab 
 
 
 
 
 
A shared email box that automatically tickets received emails makes your customer 
communication independent from any email client (eg a outlook mailbox) or a particular 
employee looking after emails. Now you’ll have emails and calls in one spot that is accessible 
from any computer, no matter where you are.  
 
Tiggadesk includes free dedicated emailboxes for every department that you create (see 
“Departments Tab”). 
 
Identical to the way you distribute your calls over a number of departments and their assigned 
agents (see Departments Tab), you can distribute your emails to specific agents as well.  
 
Emails received in tiggadesk mailboxes are automatically ticketed and put in the workflow 
 
For every Department that you create, tiggadesk automatically creates a mailbox for that 
department as well. 
 
Agents assigned to departments (see “Skill Matrix Tab”) can work on calls and emails for that 
department. Agents that have not been assigned to this department can’t see these emails. A 
supervisor can see all. 
 
In our base package, the calls are directly and evenly over the number of workstations (agents) 
you have created. This default routing is called ‘Direct to Queue”. A mailbox “directtoqueue” is 
also automatically created. 
 
Any email sent to this email address will be automatically ticketed and inserted in the general 
workflow. 
 
Adding departments 
Tiggadesk automatically creates a mailbox for every department you add. If you are currently 
using multiple (generic) email boxes, such as info@, sales@ or warranty@ , you can set up the 
departments, and forward the emails to their respective mailbox. This provides detailed insight 
in the call and email traffic.  
 
Even though email boxes are automatically created when adding departments, you don’t have 
to use them. If you need only one email box to forward mails to, we recommend that you use 
the “directtoqueue” box and ignore the other created ones 
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Example 
Your company is called vinology wine and spirits. You have setup tiggadesk with 3 agent 
(+yourself as supervisor). You have forwarded you incoming calls to your tiggadesk phone 
number. Now forward your emails to directtoagent.vinologywinesandspirits.213@tiggadesk.com ; 
this address is found in the mailbox tab. 
 
Emails that are received on this email box, appear automatically in the workflow (ticket pool) and are 
visible for all 3 agents.  
 
Once an agent assigns the ticket to themselves, the ticket is no longer visible to other agents. This 
avoids that 2 agents would try to work on the same ticket. 
 
 
Priority and meeting KPI’s 
You can set the time frame in which the emails in the workflow have to be processed (a 
deadline). Before the end of the set max time, the ticket will receive the status “Urgent”.  
 
Max processing time can be set to for instance 3 days. This means that after 2.5 working days, 
the ticket status automatically gets updated to “Urgent’. If you make sure that there are no 
‘Urgent’ marked tickets by the end of a day, it automatically means that the team met the 
KPI’s. 
 
If an agent has assigned a ticket to themselves, but does not process it (for instance became 
ill), the ticket will be returned to the workflow 4 hours before the end of the maximum time 
frame. 
 

This mechanism ensures that no ticket is forgotten. However, once the agent has 
started a reply (in other words: actively looks after the ticket), tiggadesk assumes that 
this ticket is ‘being processed’ and won’t reverse it back into the workflow. 
 
If an agent goes on annual leave, sick leave or leaves the company, the supervisor 
should check for open tickets assigned to this agent, and  
1. release these tickets back into the workflow; or  
2. reassign them to another agent. 
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Workforce Tab 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The workforce tab shows you the number of agents you have in your workforce. Your 
workforce consists of workstations (agents).  
 
Agents can have different roles: Fully managed, semi managed and unmanaged. Mostly and in 
our standard configuration, agents will be fully managed: they use their computer and a (soft) 
phone to answer calls and work on tickets. Fully managed agents will get calls delivered to 
their phone when they log into the portal. 
 
Semi Managed Agents have a tiggadesk system phone, but don’t need to be behind their 
computer or logged in. When these agents answer the phone, the generated ticket will be 
automatically closed after hanging up and marked as completed. 
 
Name   The name of the agent 
Email   The login/username of the agent to login to the portal.  

When setting up or adding the seats, tiggadesk created an username: 
agent1234@tiggadesk.com. This is not a real email address but an auto-
generated unique username for the agent to log in.  
 

We recommend to change this username to the agent’s real email address. This is the easiest 
to remember for everyone. Only the supervisor can change this field. 

 
Role   The role this agent has. See above explanation. 

Fully managed agent: 
A fully managed agent gives you the best control. The agent’s phone will 
only ring when they are logged in via the portal. You can set these 
agents to only make outbound calls, only receive calls or do both.  
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You can define whether they are allowed to make outbound calls via a 
ticket only, or that they can use their system phone directly. Allowing 
via tickets only, gives you even more control on who the agent is 
allowed to call.  
 
Semi managed agent: 
A semi managed agent has a system phone, that is always on and will 
ring independently whether this agent is logged on via the portal or not. 
Best comparable with a normal business telephone system (PABX). The 
phone will not ring outside your office hours. Like the fully managed 
agent, you can set whether to allow this agent to make calls from their 
phone or not. 
 
Fully/Semi managed agents: 
Because inbound and outbound calls are fully distributed and organized 
via the platform, the platform ‘knows’ when someone is busy and on the 
phone. This means that calls are automatically queued, distributed to 
others when available etc. 
 
Unmanaged agents however are part of your platform, but for instance 
use their landline or a mobile to receive their calls on. In case they 
would be on the phone with eg a relative or friend, the platform is not 
aware of this call. When trying to deliver a call to this unmanaged agent, 
the call can’t be queued. This is because the platform can’t detect when 
this friend call ends: compare it with you calling a friend who is busy. 
You can only retry and retry until the friend has hung up the phone. 
 

To set whether the agent is allowed to make outbound calls by pressing 0 on their (virtual) 
system phone, you go to the individual agent, click ‘edit’ and set “Allow Direct Outbound via SIP 
Client” to “Yes”. 
 
Is logged in  Shows the current (real time) log in status 
Block incoming calls Even when the agent is logged in, you can block incoming calls. 

This feature can be helpful if you want to agent to focus on outgoing 
calls or processing email tickets. 

Is busy   Shows the current call status of the agent 
When the agent is busy, the green button “Start Coaching” appears. 
 

 
 
 
 
 
 
 
When pressing this button, your (supervisor) phone will ring, and when 
you pick up, you will be added to the conversation that the agent has.  
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Coaching means that you can listen and interact with the agent during a live call between 
agent and customer. Only the agent can hear you. This is helpful when coaching or training 
agents.  
 
 
 
 
 
 
During or after the customer hangs up, you can give the agent feedback and evaluate the 
conversation. 
 
If you mute your phone whilst connecting to the agent, the agent will not notice that you are 
listening in.  
 
Besides listening in on live conversations, you can also retrieve recordings of conversations. 
 
Is Active  Roles marked as Active are currently in your plan. 

Deactivate a role when an agent is leaving or there is no need for this 
agent any longer. You can add anytime. Adding an agent is charged pro-
rata; when deactivating an account the account will be cancelled at the 
end of the calender month. 

 
 
 
 
CREATING A NEW WORKFORCE MEMBER (Add a seat) 
You can add roles (seats) at any time. They will be added to your fixed monthly cost. 
The costs will be calculated on a pro-rata basis and charged the moment you create 
the role. 
 
Role   Select the role for the new team member (compulsory) 
   Unmanaged (contacted via deskphone or mobile) 

Semi managed (can log in but does not have to log into the portal  
to receive calls, often in combination with a SIP desk phone) 
Fully managed (agents log in to receive calls. Process calls via tickets) 
Supervisor (as fully managed, but has highest privileges, receives the 
escalations, can reassign tickets, stats, coaching, create additional roles 
etc) 
Administrator (has same privileges as supervisor, however can not make 
or receive calls with the system. Normally used to manage the account 
itself. Every tiggadesk account has minimal 1 administrator.) 
Emergency redirect if using the emergency routing, the calls will go to 
this person (eg outside office hours, eg someone who has the 
emergency standby watch. Often connected via mobile) 

Username  Enter a username (compulsory) 
Password  Enter a password so the user can login to the portal (compulsory –  

the user can change this later) 
First Name  You can enter the first name here (non compulsory) 
Last Name  Enter the last name (non compulsory) 
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Mobile Number This person’s mobile number (non compulsory) 
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Desk Phone number This person’s landline number (non compulsory) 
Block incoming calls No (default, no changes) 
Channel  Choose the channel that we use to communicate with this user: 
   SIP route tiggadesk creates a sip (softphone) user upon creation 

Voip route chose this if you want to create a user that uses a mobile 
phone or deskphone (emergency contact, unmanaged members) 
PSTN route – legacy routing, no longer valid 
Web route -  user communicates via the RTC protocol (in beta test, 
available Q1 2021) 

Channel number Leave empty, except when you have chosen VOIP route under  
channel. If Voip route, enter here the team members mobile or  
landline number in international formal, starting with the country  
code. E.g. 61402123546 or 6132583692. 

Channel password Leave empty. Will be auto filled during creation and contain the 
password for the Sip account. 

Extension  (non compulsory) You can enter a 3 digit extension number for  
this user, any value between 100 and 999. Can also be done  
afterwards. 

Allow Direct Outbound via SIP Client? (default = No) 
This means that this user can dial directly from a softphone  
(Zoiper, LinPhone) or from a SIP desk phone without having to  
create a ticket. Has to be set to ‘Yes” for semi-managed roles. 

 
 
Create the user: 
Click Save to create this user. In the workforce table you can now find this user. Click on the 
magnifying glass for this user to find the Sip domain, sip user name and sip password to 
configure your SIP phone or softphone. 
 
If you’re using the Fanvil series SIP deskphone, you can also download the configuration file 
and upload that into the Fanvil for auto configuration. See your Fanvil phone instruction 
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Skill Matrix Tab 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Once you have defined “Departments” you have to define who will be receiving calls for that 
department, and in what order. If you look at this screen, you’ll see that callers who chose 
option 1 in the menu, Tigga Sales, will be connected to Sanil first, Kahwa second and Rob third.  
 
If Sanil is not logged in, then the platform will go to Kahwa first, then try Rob and then again 
Kahwa.  
 
If all 3 are busy, the caller will be automatically queued and connected to the first available of 
the three. 
 
If, within office hours, no one is logged in, the call will go to Rob. Since Rob is an unmanaged 
agent and the platform does not know the actual status of Rob’s phone, the platform will try 
regardless (see difference managed vs. unmanaged agents). 
 
If you want the calls to be randomly distributed over the Sanil, Kahwa and Rob, give all agents 
the same value, eg “1”.  
 
Department with no assigned Agents 
If you create departments, but do not assign any agent to the departments, the caller will be in 
the waiting queue until the maximum queuing time has been reached. The Skill Matrix Tab will 
have a red warning zone for each department that does not have agents assigned to it. 
 
 
 
 
 
 
 

In this case the Customer support department 
has no assigned agents and will therefore be  
marked in red.  
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Calender Tab 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The calender tab shows events such as public holidays or when you have had your system in 
night mode.  
 
Public Holiday event The platform will tell your callers that your staff is not available. 

It will announce working days and hours. 
Night Mode  The platform will tell your callers that staff us momentarily not available. 

In comparison to a public holiday, it will not announce working days and 
hours, since night mode is only activated during normal office hours. 

Event   Triggers the same action from the platform as Night Mode. 
Chose Event eg for a company day, a day that staff is off-site or any 
other planned event. This functions as a reminder that that day no staff 
was taking calls and hence, will make interpretation of performance 
statistics easier at a later stage. 

Other    Triggers the same action from the platform as Night Mode.  
For any event that you don’t want to classify in one of the three options 
above. 

 
Night mode is a useful feature when you have an impromptu or ad-hoc meeting where all your 
agents are required. Any incoming call during Night Mode will be normally registered and 
ticketed. 



 

tiggadesk setup guide V3.0 0721 

 
 
Adding an event 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Type   Select the type of event you want to add. See describtion above. 
Title   Give the event a title. Free textfield 
Description  Optional further description of the event for your convenience. 
Colour   You can pick a colour for the different events. 

This will make your overview of different types of events during the 
year, much easier. 

Start   The start date and time of the event. 
You can define the starting time in 5 minutes increments. Choose date, 
hour, minutes. Time is set in 24 hours format (7:55pm = 19:55) 

End   The end date and time of the event. 
You can define the starting time in 5 minutes increments. Choose date, 
hour, minutes. Time is set in 24 hours format (7:55pm = 19:55) 

Save   When completed the form, press “save” to add the event to calender 
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SMS Templates Tab 
 
 
 
 
 
 
 
 
 
With tiggadesk you can send your customers SMS’s. This can be useful to remind customers 
of dates, appointments, payments or other agreements. If you have websites or webforms that 
your customers need to go to, you can send them a link via SMS for their convenience. 
 
Within the SMS module, you can compose SMS on the go, but you can also define templates. 
Templates work faster, and every SMS that you send out, will be the same. No more typing 
mistakes or bad sentences – not every agent is a word smith, so the use of templates will 
increase the professional impression your company makes. 
 
You can define a template from scratch, or you can use one of our templates from the library. 
You can also use one of our templates as a basis, and change it to your liking.  
 
Keep in mind, that the maximum length of an SMS is 160 characters. Especially You can write 
more characters, but then you will be charged for the extra SMS’ needed.  
 
 
Creating a new template 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Brand   You can create SMS templates for particular departments 

(also called brands). 
This means that these templates will only be visible to the agents you 
have assigned to these departments in the Skill Matrix Tab. 

Title   Give the template you create a title. This title will appear in the list 
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of available templates for the particular department and agent. 
Content  Write the content of the SMS here or pick a template from the library. 

You can pick a template from the library and change the content or 
tokens. 

Tokens are the fields in a template that are the variables. At the bottom of the template builder 
you find the the standard tokens, such as caller_name or customer_name. These tokens will be 
replaced with the values the platform finds in its data base.  
 
Example: you write this template: Dear <caller_name>, thank you for contacting 
<Customer_name>. Your ticket number is <Ticket_ID>. For more information, please call us 
after 7 days on <Customer_number>. 
 
Note that in these scenarios, the customer data is your company, and your caller is the fields 
starting with “caller”. 
 
If you have entered the caller details during the conversation, and eg your company is 
TiggaSales with contact number 02 8718 1234, pressing send “SMS” in ticket 124587 will result 
in the following text: 
 
Dear John Jones, thank you for contacting TiggaSales. Your ticket number is 124587. For more 
information, please call us after 7 days on 02 8718 1234. 
 
You can also define tokens yourself: when the template is called, the agent only has to fill in 
the token fields.  
 
Agents: Compose the SMS in the ticket from the template 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

tiggadesk setup guide V3.0 0721 

 
 
 
 
 
In this case, the agent is working on ticket 5317 and there is only one (1) template available to 
the agent: “send the Kyoono link to the iOS app store”. When the agent clicks this template and 
“Preview” they can see what the message looks like. The message can always be manually 
overridden. Press Send to deliver the SMS to this customer. 
 
 
The SMS template library 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
When pressed the button “Load from Library” the above library is shown. Pick the template that 
you want to make available to the agents by clicking load. Where needed, adjust the tokens or 
text to your needs. 
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eMail Templates Tab 
 
 
 
 
 
 
 
 
 
 
With tiggadesk you can receive and answer eMails.  
 
Within the eMail module, you can compose emails on the go, like in any other mailing program. 
However, you can also predefine email templates.  
 
Templates work faster, and every email that you send out, will be of the same quality standard 
or corporate style or identity.  
 
No more typing mistakes or bad sentences – not every agent is a word smith, so the use of 
templates will increase the professional impression your company makes. 
 
The email template builder uses ‘tokens’ for the variable values in an email. The mechanism of 
how to use tokens is identical to the process described in the SMS Templates tab. For detailed 
instructions on how to use or deploy these tokens, please refer to the SMS Templates Tab 
chapter. 
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Advanced Settings Tab 
 
 
 
 
 
 
 
 
 
 
 
SEND_SMS_FROM 
You can set the sender address for your SMS here, in alpha-numeric values, max 10 
characters. If you send a SMS, the value you enter here will be shown as the sender of the 
SMS at the receiver’s phone. 
 
You can’t receive SMS’s on tiggadesk. However, if you are using a company mobile phone, you 
can use this mobile phone number here. Commonly, your business name or an abbreviation of 
your business name is used in this field. 
 
Example: your company name is Eric Jones Plumbing, you could enter here Eric_Jones or  
Jones_Plmb 
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ADL - Automatic Dial List 

 
Setup and use the Automatic Dial List (ADL) 
Setting up an Automatic Dial List campaign consists of 3 steps: 

A. Selecting the contacts in the Contact CRM 
B. Creating an outdial campaign 
C. Exporting the selected contacts to the created outdial campaign 

 
 

A. Selecting the Contacts 
a.  Contacts are in the Contact CRM. You can only make ADL’s from existing 

contacts in your contact CRM. Go to the Contact CRM. 
• Make the selection  
• Click the Export to ADL button 
• Choose the campaign you want the selection to be added to. If you 

haven’t created a campaign, please go to step B first.  
b. Contacts are not yet in the Contact CRM. If you need to import new contacts, 

you can upload a CSV file into the contact CRM. 
• Create a list (in Manage Lists at the left) 
• Give the list a name and a brief description (this will help you later to 

remember what list this was) 
• press Save 
• Go to Import Contacts 
• Select the list you want to add the new contacts to. If it is the one you 

just created in the previous step, select that one 
1. NOTE: If you don’t see the list you just created, reload the 

webpage. 
• Click Upload Files 
• Select the CSV file you want to upload 

1. NOTE: the format (header names) of your CSV should be the 
same as in the example csv that you can download. 

2. NOTE: if using excel to make the csv, make sure that the phone 
number is shown correctly, and not in the common excel cell 
format eg 1.1168E+12. Make sure that  your original list in excel 
has the correct telephone number format before ‘save as csv’. 

• Click import.  
1. NOTE: if all correct, you will see a green bar stating “file 

successfully imported” 
2. NOTE: if your list cannot be completely imported, it might be too 

big. If too big, break it up in pieces.  
3. NOTE: in the management module, under Advanced Settings the 

supervisor can set the maximum no of records that can be 
uploaded. 
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B. Creating the outdial campaign. Only supervisors and admins can create ADL 
campaigns. 

• Go to the Management/setup/ADL module 
• Click Create New Outbound campaign  
• Define name, when you want the campaign to start and when it needs 

to stop  
1. NOTE: the agents will be able to flick the ADL switch for this 

campaign during this defined period. You don’t want your 
Christmas offer to go indefinitely. 

• You can add tags if you like. Adding campaign tags or keywords might 
make it easier to compare campaign results in the future when you 
have done multiple campaigns.  

1. NOTE: These tags are not inserted to the records you add to this 
campaign. 

• Click Save 
 

C. Export the selection or list from the contact CRM to the ADL.  
• Select the list or apply a filter to make a selection in the search area 
• Click Search, the result will now be shown.  
• Click Export to ADL 
• Choose the campaign that you want this selection to be added to 

1. NOTE: Add tags: these tags will be added to each individual 
record. For instance you could add a tag with the selection-
criteria you have used. Example: “customers from postcode 
4210”, or “address from supplied marketing list 26/7”, or “sign up 
action 31/8” etc. 

• Click Export 
1. NOTE: You can add more addresses/contacts to an existing list: 

make sure you click “avoid duplicates” if there might be multiple 
entries of the same contact. 
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Some practical tricks and hints. 
Checking if the selected entries are added to the campaign. 

- Go to management/setup/ADL to can check the entries in your created 
campaign and their status 

During the campaign period (as defined in step B), every agent that toggles the ADL switch at 
the left upper corner (on/off) to on, the ADL will start dialing out. ADL stops when an incoming 
call is being received. 

- When the agent ends the incoming call and closes the ticket, the switch 
have to be hit again to restart the ADL process. The agent will receive the 
next call on the list. 

- The ADL will automatically keep on dialing out until  
• The end of the list has been reached 
• The campaign has expired 
• The toggle switch at the agents portal is switched to ‘off’ 
• An incoming call paused the ADL. After handling the call, the agent has 

to hit ‘Resume’ to reengage the ADL module 
 
The supervisor or admin can check the status of each entry in the management/setup/ADL 
module select the campaign. 

• Click the view (eye) symbol in a campaign to see the campaign details. 
• Click View dial list to see the actual status of the entries on the list.  
• NOTE: When entries are not yet called, their status will be PENDING 

until called. 
• You can add tags (in the contact CRM tag manager) that agents can 

add during the call.  
1. NOTE: This helps you to make future selections based or gather 

statistics on the result of the call. For instance create tags such 
as “call back”, “take me of the list”, “manager not available” etc.  

• By instructing your agents to use tags, you ensure that everyone uses 
the same spelling and convention. This will make analysing results 
easier, faster and more accurate. 

1. NOTE: Of course, agents can also add normal notes in the ticket 
during the conversation. 
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Report Tab 
 
 
 
 
 
The reports section (only visible to administrator and supervisor roles). This section shows the 
billing data/invoices, and summaries of calls, tickets and login/logouts of the staff. 
 
Result tables – General Features 
Select and Export icons are at the right side of a result table. 

 
 
 
 
 

Select view  The left button enables you to select which columns you want to see.  
Tick or untick your selection 

Export Result The right button will give create a CSV file of the results. The CSV can be 
used in for instance Excel or Numbers. This enables you to do further analysis. 

 
Table Header  
 
 
 
 
 
Sort results  You can sort results by clicking on the Blue label. Sorting goes A-Z or Z-A 
(alpha  

numerical). 
Search  In the box under the header you can enter a value, depending on the type of  

field. If you would be looking for a particular ticket, simply type the ticket 
number in the box under the label ‘ticket’ and press enter. The table will now 
show the result for this search. You can combine searches, eg Ticket Type and 
Call State. 
 

In a date field you can sort per month by entering ‘2020-02’ which will give you all entries for 
February 2020, or select a specific date by entering 2020-02-09 for the ninth of Feb, 2020. If 
you press export after you selected, the export will contain that selection. 
 
 
The Invoice Sub Menu 
 

 
 
 

The invoice tab shows you the available invoices, sorted per month. Click on preview to open 
and print or download the invoice as a pdf-file. 
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The Ticket Summaries Sub Menu 
 
 
 
 
The ticket summary contains all tickets of a certain period: the open, closed and auto closed 
tickets can be found here. Tickets that are automatically processed (closed, either no agent or 
‘back office’ as an agent) are also included in this view. 
 
Keep in mind, that one call or email could have created multiple tickets (a call can invoke 
multiple events = multiple tickets). In the export you can see ‘predecessor’ if a ticket was 
derived from a previous one.  
 
The view presented gives you the tickets. To select a month or date, enter the date in the 
boxes under the table’s header. See general features how to make selections and export 
reports. 
 
The exported report contains more data than the selection criteria on your screen. For good 
analysis, it is better to export and do selections, pivots or other statistical functions in a 
purposely designed program, such as excel.  
 
 
 
 
 
 
 
 
 
 
 
 
 
The Inbound Call Summaries 
 
 
 
 
The Inbound Call Summaries report gives you an overview of all incoming calls, and contain the 
details who answered, what was actioned and so one. Helpful if you want to compare team 
members performances with one another or see the total influx of calls per period. 
 
Identical to the tickets summary from a ‘how-to’ perspective. Select, export and process in eg 
excel or numbers. 
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Login/Logouts 
 
 
 
 
This feature shows you the login and logout data of your team members. You can select all, or 
individual team members, so you can compare and benchmark. 
 
Practically, comparing adherence (is someone logging in/out according agreement) and 
productivity (tickets in a team members name) can provide you with unbiased data on 
performance and workload. 
 
In order to properly use this function, it is important that all fully managed team members 
consistently log in and log out at the end of their working day. 
 
It is also only useful, if every team member uses their own log in data and log-ins and 
passwords are not shared amongst the team members. 
 


