~ DeepCall

A User Guide On -

DeepCall
Agents

Author(s) : Tanuj Gupta
Created On: 27 Dec, 2022
Last Update: 20 Dec, 2023
App Version : DC 2.0
Document Version : 2.0.1




Agents

~ DeepCall



Table of Index

S. No. Title Page No.
1. Agent List 6
2. = Add Agent 13
38 = Bulk Create Agent 15
4. = Bulk Update Agent 16
5% = Search By 17
6. Group List 19
7. = Add Group 20
8. = Group List Action 21
9. = Search By 22
10. Role 24
11. = Role List 25




~ DeepCall

Table of Index

S. No. Title Page No.
12. = Search By 26
13. Login Log 28
14. = Search By 30
15. Break List 32
16. = Breaks Add 33
17. = Search By 34
18. Break Log 35
19. = Search By 36
20. Break Report S
VAR = Heatmap and Line Chart 38
22. = Log and Counter Table 39




1. AGENT 2. GROUP 3. ROLE

e Agent List e  Group List e AddRole
e Add Agent e Add Group e Role List
e Bulk Create Agent e Search By e Search By
e Bulk Update Agent
e Search By
4. LOGIN LOG 5. BREAKS
e Login Activity e List
e Search By e Log
e Report

~ DeepCall



Agent List

(Agents

Agent Limit

[ Active Agent List ][lnActive Agent List ][ Deleted Agent List ]

S.No Age!

v

List of all active
agents.

A new Page will
open with
inactive agent

listing.

5 Aashish Avastlyi -

Abhimanyu Sl... ~

Abhimanyu Sh... -

Abhimanyu Te... ~

A

\/

Agent Accounts
which are
deleted

Phone : I
Email: I

Address : Sarv

DeepCall

SUN MON TUE| WED THU FRI SAT

(ruelveo [ en]sor}

SUN MON TUE| WED THU FRI SAT

SUN MON TUE| WED THU FRI SAT

Destination

Type

Value

Type
Value

ctvl.sarv.com says

Are you sure to Deactivate

Dev_test

Executive

Team Lead

e Total Active Agent Count.

Deleted tabs.

© Add Agent

Both ROOT

Botf
Both ROOT
Both ROOT

Cancel “

e Counter will change according to Inactive &

" Bulk Create Agent

& Bulk Update Agent & Download

Created by

e )

User

User

View Detail

Edit Details

Delete Agent
Change Permission

Set Default IVR

Change Contact List Permission
Change Campaign Permission

Group Permission

Refogin
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Agents Status

e  Active: The agent is active in attending and making calls.
e Inactive: The agent is inactive & calls will not be passed to the

agent.

° Deleted: Once deleted, the agent account cannot be reactivated.
A popup will appear for final confirmation on deletion.

Agent Limit

e  The default agent limit is set to 2.

e  This limit can be changed as per the plan bought.

@ Agent Permission

MANAGE_ACTION
MANAGE
CONTACT_LIST
OBDCAMPAIGN
PERFORMANCE

LIVE_CALL

DeepCall

Permission

REPORT MODULE

List Call Log

Quick Call Logs

VIEW CALL DETAIL

LOG_REPORT

AGENT REPORT

CRM REPORT

Action

View Details
o  Already set details will be opened.
Edit Details
o  The set details can be edited & saved again.
Delete Agent
o Click to Delete agent account.
Change Permission- Agent Permissions
o  Alist of all permissions for agents will open. Users
can decide what permissions to apply & remove.

Allow Permission

Blue: Permission Assigned
Grey: Permission Removed
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Set Default IVR for Agent

o

A list of IVRs created will open. Users can choose to apply
the default IVR & change it at any point in time.

Set Default IVR for Agent (#136)

@ Harshit (#48)

@ Ritika (#49)

@ Testing By Abhimanyu (#618)
@ Vodasip (#98)

@ Kota (#132)

@ Dheeraj (#154)

@ Shivam (#177)

@ Priva IVR (#834)
@ SUbrato (#44)

. CRM OBD IVR (#52)
@ VvodanewsSIP (#75)
@ Bharti (#40)

@ Sachin (#41)

M Gaurav (#42)

‘ Close \




Contact List Permission

S.No Permission Allowed Permission

1 All .
2 Hierarchy .
3 Created By Self

4 Assigned to Agent

5 Assigned to Role .
6 Assigned to Group .

° Contact List Permission

All: If enabled, the user will get permission for all the contact lists that are there in the panel.
Hierarchy: If enabled, the user will get permission to access the contact list for the hierarchies below their level in the
panel.
Created By Self: If enabled, the contact list created by that particular user will be permitted to be used.
Assigned to Agent: If enabled, users will get permission to access the contact list that is assigned to them.

o  Assigned to Role: If enabled, the user will get permission to access the records for the roles that are assigned to
them.

o  Assigned to Group: If enabled, the user will get permission to access the group which includes selected Agents.
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Campaign Permission

S.No. Permission Allowed Permission
1 All .

2 Hierarchy + calls which are not assigned to anyone

3 Self + calls which are not assigned to anyone

° Contact List Permission
o All: If enabled, then the user gets permission access for all the campaigns that are created in the panel.
o Hierarchy + Calls that are not assigned to anyone: If enabled, user gets the permission for the campaigns for the
hierarchies that are below his level and the calls which are not assigned to anyone.
o  Self + Calls that are not assigned to anyone: If enabled, user gets the permission to access the campaign list which
are created by them and the calls which are not assigned to anyone.

DeepCall
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Assign Group Permission to Agent

N

w

o

DeepCall

Permiss!

on Allowed Permission

Al ()
Created By Hierarchy .
Created By Self

Involve Self .
Involve Hierarchy .

Group Permission

(0]

A list of all group permissions to agents will open. Users can decide what permissions to apply & remove.
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e  Ref Login

o  User/Admin can click to log into any agent account via this option.

Hi, Aashish A... (#133s5)

4 Campaign

Campaign

[ 35

A Notification

- DeepcCall

0]
¥
L e €’ Calling List (a1 campaion)
Hits
pending (JRefiesl)  Recent Calls
Contact No. Campaign
Web Logir call Login
Talk Duration alk
00:00:00 00:00:00
He Min Sec He Min Sec

FirstName

Break

00:00:00

Hr Min Sec

Hold
00:00:00
Hr Min Sec

H

Status

Avg Hold

00:00:00
Hr Min Sec

Enter Number = !O
« Callback ey
Contact No. CallbackTime  Remaining

Action

CallBox @

¥ ﬂ
LA

Currently no live call going on
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Agent = Add Agent

Enter Agent details in the form in detail.
Choose the role of Agent & assign a group.
Type
o Inbound (IBD)
o Outbound (Campaign)
o Both
e Destination
o  SIP WebRTC, Mobile, Destination.
o  The call will land on this number.
Working Day & Hours.
offTime Dest(Destination)
o  SIP WebRTC, Mobile, Destination.
e Assign DIDs to an Agent.
o  Anagent can view reports of only
assigned DIDs
o  This could be 1 or multiple.
IP Phone User.

- DeepCall

© Add Agent

-+ Add Agents

© Agent Details

532 View Agents

13
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Agent = Add Agent - Destination

In Destination, Type has four options;

e SIP: Divert your calls to an IP softphone.

e WebRTC: Login using a password while
eliminating multiple sessions.

e Mobile: Divert your calls to a mobile
number.

e Landline: You can also divert your call to
a landline.

In offTime Dest(Destination), Type has same
four options;

SIP
WebRTC
Mobile
Landline

DeepCall

v Type
SIP

WebRTC

Mobile
Landline

3CH

SIP

WebRTC

Select

Mobile

Landline
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Agent - Bulk Create Agent

&+ Bulk Create Agent ————— 2, Bulk Create
L
Drag and drop files here
Browse For File
-

Upload File

(@ Field Description

@ Please note that we are considering first row as header so it will not be inserted.

@ Sequence of the columns must be same as mentioned in the example file.

1

~

w

IS

~

@

FullName

MobileNo

Email

Address

Roleld

Type

Destination Type

Destination Value

‘compulsory

compulsory

e To Bulk Create Agent, upload the CSV file by dragging and dropping or browsing the file with the compulsory

fields shown in the above screenshot.

e You can download the sample file which is attached here, to get an idea.

~ DeepCall
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Agent = Bulk Update Agent

1, Bulk Update
&, Bulk Update Agent

I

Drag and drop files here

Browse For File

Upload File

@ Field Description

@ Please note that we are considering first row as header so it will not be inserted.

@ Sequence of the columns must be same as mentioned in the example file.

1

~

w

IS

o

®

©

Agent Id

FullName

MobileNo

Email

Address

Roleld

Type

Destination Type

Destination Value

e To Bulk Update Agent, upload the CSV file by dragging and dropping or browsing the file with the compulsory

fields shown in the above screenshot.

e You can download the sample file which is attached here, to get an idea.
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Agent - Search By

e Here, the User can perform a search using
parameters like - Agent ID, Agent Name, Phone,
Email, Address, Role Name, Destination Type,
Destination Value, Parent ID, Working Days,
Type, and Create Date.

e User can search with one parameter or multiple
parameters as well to refine their search.

~ DeepCall

Q, Search

Agent Id

Phone

Address

Destination Type

Select Destination Type

Parent Id

Type

Please Select Type

Agent Name
Email
Role Name
Select Role v
Destination Value
Working Days

(o [won 08 (v [0 [ 7 [

Create Date
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Group List

Agent Groups
S.No. Group Name Agent
1 #10289 Up112-beta-test #2941 Suraj Jat  #9115SurajRawat ~ #160 Gagandeep #4689 Manoj Kumawat #4688 Vivek
) #10288 TAM #16644 Abhishek Sharma #1585 Tarun Jangid
3 #10287 VinayUP112 #129 Vinay Sharma ~ #17679 Vinay Test ~ #17680 Vinay Test1 ~ #17678 Vinay UP112
4 #10286 webrtc group #16967 Komal Kanwar Webrtc
e Check out all the groups added to date. e Status
e The agent column lists the names of ©
agents added to each group. A Ot
. ° ion
e Created by & Create date with each group. co 0
O

~ DeepCall

Created By

92885958
92885958
92885958

92885958

Active
Inactive

Edit

Assign Group to Agent

Create Date

14 21-Nov-2023
© 7:26:02AM

£ 18-Nov-2023
® 332:56PM

£ 18-Nov-2023
© 327:52PM

1 18-Nov-2023
® 95218 AM

Status

© Add Agent Group

Action

% -

19



Group - Add Group

~ DeepCall

© Add Agent Group
© Create New Group of Agent %
Group Name
‘ Cancel ‘ [ Create Group

Users can enter their name and click on ‘Create Group.
The group will be created and added to the list.

20



Group List - Action

© Assign Group
& Edit Group of Agent %
Select Agents To Assign
Group Name
Developers #2941 Suraj Jat x | | #9115 Suraj Rawat x | | #4689 ManojKumawat x | | #160Gagandeep x | | #4688 Vivek x

#2941 Suraj Jat

@ Attend Call
#9115 Suraj Rawat ¥ Attend Call
[ Cancel } [ Edit GI'OUP J #4689 Manoj Kumawat @ Attend Call
#160 Gagandeep @ Attend Call
#4688 Vivek @ Attend Call
Edit
Cancel Save

e Rename your group.

Assign Group to Agent/Select Agents to Assign
e Add and remove agents.

e  Multiple selection.

- DeepCall 21



Group - Search By

° Here, the User can perform a search
using parameters like - Group Name,
Group ID, and Select Date Range.

° User can search with one parameter or
multiple parameters as well to refine
their search.

— DeepCall

o

Q Search

Group Name

Select Date Range

Group ID

22
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Role
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Role

Create Role:
Create a new role & choose what you wish the agents
with this specific role to view in their account.

Can see

e Allrecords: An agent with an assigned role can
see all the records in the hierarchy.

e Own records: Can see only their account
records.

e Own records & records of an agent just under
him/her: Can see records of self and downline.

e Own records and records of agents up to any
level under him/her: Can see records of all
agents under it.

~ DeepCall

© Create New Role

Role Name

Can See

{ Cancel \ Create Role
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Role List

Roles © AddRole
S.No. Role Name Agent Status Action
o 21-Nov-2023
1 #5916 TME Lea 92885958 0
© 8:22:07AM
2 #5915 Tikona L [— TT ZTNov20.
® 821:51AM
3 ent 92885958 Bl o as 1
O 821:32AM -
- 21-Nov-2023
4 #5913 Team Lead 92885958 8 ot 0 -
i © 821:06AM :
19 21-Nov-2023 Ao -
5 S tive |

f Edit Role x ® Role Permission

6
AGENT .
Role Name BALANCEL0G
APITOKEN
Management VR socs
LONGCODE SETTING MODULES
Can See

CUSTOM_USER FIELDS

CAMPAIGN

DOCKETRULE

SMSSETTINGS

DASHBOARD

U_DASHBOARD

ORMANCE
LIVE_CALL

Cancel [ Edit Role ‘

LIVE QUEUE
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Role - Search By

° Here, the User can perform a search using
parameters like - Role Name, Role ID, and
Select Date Range.

° User can search with one parameter or
multiple parameters as well to refine their
search.

— DeepCall

Q, Search

Role Name

Select Date Range

Role ID

26
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Login Log
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Login Log

Login Activity

S.No. Agent ID

1 #130 Aanchal Parnami ~
2 #129 Vinay Sharma ~

3 #129 Vinay Sharma v

4 #131 Ajay >

5 #189 Dheeraj Goyal ~

6 #431 Pragya Sharma ~

- DeepcCall

Login

Manual

Manual

Manual

Manual

Referral

Manual

Logout

Login Time

9 04-May-2021
© 4:34:15PM

9 04-May-2021
© 4:21:43PM

9 04-May-2021
© 417:31PM

&) 04-May-2021
© 4:10:27PM

£ 04-May-2021
© 4:08:23PM

9 04-May-2021
© 4:03:23PM

Logout Time

Duration Status More Action
@ Logout
® Logout
(active | © Logout
©® More Info (#6428)
SSID ZERZQfTitbAJKL DPmV8Luwkeazin1ESDMhSNQoROqIw7DumD2E
Login IP
Logout IP

28



These logs include

Login & Logout

e Manually: Agent logged in/out using unique login access.
e System: Ref. Login from the User/Parent account.
e  Forcefully: The User/Parent account can forcefully log out of the agent.

Time/Duration

Login Time: Agent login time details.
Logout Time: Agent logout time details.
Duration: Time duration between Agent Login and Agent Logout. In short total working hours of the agent.
Status
o Active: Click to change the status to Inactive.
o Inactive: Click to change the status to Active.

More

e |P Details of Agent System while Login & Logout.
Action

e Logout: Click & confirm if the user wishes to log into the Agent account forcefully.

DeepCall
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Login Log - Search By

° Here, the User can perform a search using
parameters like - Logout Source, Agent ID,
Select Login Date Range, and Status.

° User can search with one parameter or

multiple parameters as well to refine their
search.

~ DeepCall

Q Search

Logout Source

Select Logout Source

Select Login Date Range

Agent Id

Status

. Active . In-Active

Close Seamh’ Download in Excel

30
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Break List

Break List

S.No. Title Create Date Type Max Count Max Time (Min.)
1 Meeting g ﬂ';g;?f; Meal Break 3 120

2 Training g 211]’;;\512; Meeting Break 1 1

3 Block g ‘;732“;"22;;3 Quality Break 20 120

4 Tea Break L 07 Nov s Quality Break 2 30

® 2:36:41PM
5 Lunch g ()56:512\;2:;3 Meal Break 2 30
e List

o Name of break

o Date & Time Created

o  How many counts are allowed

o How much duration is fixed for each break
o  What is the ending strategy

o  Edit the break value via Action.

~ DeepCall

Ending Strategy

Automatic (Till Working Hours)
Automatic (Till Working Hours)
Automatic (Till Working Hours)
Manual

Manual

Search By

Status

‘A‘ ‘r‘ ‘r‘
& S 3

© Add Break

Action

xR

o  Easy searching using parameters on

the page.

32



Breaks - Add

e Title: Add title as per the nature of your break.

o Type
o  Quality Break
o  Meal Break
o  Meeting Break
e Max Count: Up to 20 breaks can be taken.

e Max time: Breaks total duration is set to 120
minutes.

e Ending Strategy
o  Manual
o Automatic (Till working Hours).
o  Automatic [End of the Day (Midnight)].
o  When Agent Logout

~ DeepCall

© Add Break

Title

Max Count (Limit: 20)

Ending Strategy

Select Strategy

Type

Select Type v

Max Time (Limit: 120 min.)

Cancel | Add Break

33



Break List - Search By

e  Search By with existing parameters like - Title,
Type, and Select Date Range.

e User can search with one parameter or Q Search
multiple parameters as well to refine their
SearCh. Title Type
Select Break Type v
Select Date Range
Close | | search |

— DeepCall
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Break Log

Break Logs :

Agent

#16618 Shivangi Sharma
#7162 Manisha Yadav
#1815 Kaushiki Mishra

815 Kaushiki Mishra

~ DeepCall

Break Title Break Type BELIE
(& 14-Dec-2023
Lunch Meal Break 0
1:38:58 PM
& 14-Dec
Lunch Meal Break 0 b
D 1:38:44PM
[ 14-Dec-2023
Tea Break Quality Break D 12:01:00 PM
& 13-Dec-2023
h
Lunc Meal Break D) 21231 PM

Break Logs

o

o

Daily logs of breaks taken by agents.
Type of break.

Break Start time & End time.
Duration of break.

Break-end strategy.

End Time

[ 14-Dec-2023
O 2:37:35PM

(£ 14-Dec-2023
D 2:37:01PM

& 14Dec2023
© 12:30:10PM

() 13-Dec-2023
319:19PM

Duration

58 Min. 37 Sec.

58 Min. 17 Sec.

29 Min. 10 Sec

01 Hr 06 Min. 48 Sec

CSV Download the logs <

Search By with existing parameters «—

End Break Strategy

Manual

Manual

| @ csv Download

Manual

Manual




Break Log - Search By

e Search By with existing parameters like - Q Search
Agent, Break, Break Type, End Break Strategy,
Select Date Range, Time Violation, and Agent Break
Condition. Select Agent v Select Break v

e User can search with one parameter or

Break Type End Break Strategy
multiple parameters as well to refine their
Select Break Type v Select v
search.
° The condition has four options - Equal TO(=), Select Date Range Condition Duration
Not Equal To(!=), Greater Than Equal To(>=), Condition v

and Less Than Equal To(<=).

. Time Voilation

Reset ‘Seamh‘

~ DeepCall



Break Report

The red line refers to the breaks taken: 4 Breaks in this case so 4 lines. If the single break is taken then the single line will
display. Hover on each line to see the break type. The Length of the line is decided according to the duration of the break.

¥ Break Report

< 01 Apr - 30 Apr, 2021 »

Aggent el Ben< | Gt Peaw Lk s
Aakash Saxena Avg. 00:10:57
Breaks
Aanchal Parnami Lﬂ‘- [:: i~ @~
Breaks
Chart Table
1. Heatmap 1. Log
2. Timeline 2. Counter

~ DeepCall

(&
Meeting ~ Tea Break ~ Training ~
Avg. 00:00:00 Avg. 00:00:00 Avg. 00:00:00
Breaks Breaks Breaks :
i ~ B~ i~ [~ k- B~
Breaks Breaks Breaks

Charts & Tables are created for each record.
Analyze the breakdown & details under each break taken.

>

Today

0 Columns ~

Date Range

[ Excel
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Heatmap & Timeline Chart

HeatMap Chart: Through the HeatMap Chart, the user
can check the breaks taken during the “Date-Range”
selected in a Color Coding Scheme for an individual.

Timeline Chart: Through the Timeline Chart, the user
can check the breaks taken during the “Date-Range”
selected in a Graphical Representation for an
individual.

.||l ' HeatMap Chart
Here you can analyse the 24 Hour’s data
comparison of Total Breaks Duration of
Aanchal Parnami on May 01,2021 to
May 06, 2021 in a HeatMap Chart

"f’_ Timeline Chart
Here you can analyse the 24 Hour’s data
comparison of Total Breaks Duration of
Aanchal Parnami on May 01, 2021 to

May 06, 2021 in a Timeline Chart

~ DeepCall

B8 Break : Heatmap

‘Aanchal Pamami - May 01, 2021 to May 06, 2021

B -

01 May 2021

Log Table

Agent

#130 Aanchal Parnami

| Break : Line

Break Type

Meal Break

‘Aanchal Parnami - May 01, 2021 to May 06, 2021

4o
01 May 2021

Log Table

Agent

#130 Aanchal Pamami

T
02 May 2021

Break Type

Meal Break

02 May 2021

03 May 2021 04 May 2021
Start Time End Time
020219PM 02:46:20 PM

03 May 2021 04 May 2021

Start Time End Time
04 May, 202 4 May, 2021
020219 PM 02:46:20 PM

0 Explain X
05 May 2021 06 May 2021
BExcel
Durat Extra Info
00:44:01
OExplain X
' !
05 May 2021 06 May 2021
BExcel
Durat Extra Inf
00:44:01 (SN Tim
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Log & Counter Table

Log Table: Through the Log Table, the user can see only the break data of the particular day it is taken, on which the
date range is applied for an individual.

Counter Table: Through the Counter Table, the user can see the total time duration of all the breaks taken on that
particular day, on which the date range is applied for an individual.

i E Break : Log Table @ Explain %
Aanchal Parnami - May 01, 2021 to May 06, 2021
i Log Table m Log Table B Excel

Here you can analyse the data of Total

Agent Break Title Break Type Start Time End Time Duration Extra Info
Breaks Duration of Aanchal Parnami
. N 01 May, 2021 01 May, 2021 P Time Viol r
from May 01, 2021 to May 06, 2021 in a #130 Aanchal Parnami Lunch Meal Break 7o e 00:32:30 @ Time Violatior
LOQ Table o3 M 021 M 021
p May, 202 03 May, 202 y
#130 Aanchal Parnami Tea Break Meal Break G e 00:20:00
. Counter Table s 0 " ‘
. 04 May, 202 04 May, 202 A P
Here you can analyse the daily data of #130fAanchal Ramaml Lunch Meal Break 020219 PM 02:4620 PM uasol @ Time Violation
Total Breaks Duration of Aanchal 05 May, 2021 e
; #130 Aanchal Parnami Lunch Meal Break o ity 00:33:07 Time Violatior
Parnami from May 01, 2021 to May 06, 02:49:43 PM 03:22:50 PM @un
2021 in a Counter Table
[ Break : Counter Table Break Counter Table Daily Data © Explain x
Aanchal Parnami - May 01, 2021 to May 06, 2021
Counter Table (@ Excel
Agent 01 May 2021 02 May 2021 03 May 2021 04 May 2021 05 May 2021 06 May 2021
#130 Aanchal Parnami 00:27:57 00:00:00 00:15:57 00:42:48 00:30:22 00:38:46
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