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Workspace Web Edition Help

Workspace Web Edition Help

This is the Agent help for Workspace Web Edition 8.5.2 for on-premises deployments. Are you looking for
Genesys Engage cloud Workspace Web Edition Agent Desktop 9.07? It can be found here.

Tip
Workspace Web Edition Agent Desktop Help is available in the following localized
editions:

* French (Canadian)

¢ French (France)

e German

* Japanese

» Korean

¢ Portuguese (Brazilian)

e Spanish (Latin American)

Link to video

Workspace lets contact center agents communicate with customers and team members through
channels such as calls, chats, and email. You can

e respond to or contact customers through the channels assigned to you

get help from team members
» find standard responses and answers to customer questions

¢ Change your status to Ready when you are ready to receive new interactions or Not Ready when you
need more time to work on your current interaction or are away from your desktop. Your system might
be set up to enable you to extend your after call work.

e Forward your calls to a different phone number.

Ready? Watch the video for a quick tour of Workspace, and then get started.
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Workspace Web Edition Help

Looking for answers to specific questions? Try these topics:

* Customer interactions
¢ Internal interactions
e Voicemail

* Channels

¢ Contact Directory

Lost? See Navigating Workspace.

Are you a supervisor? You can also monitor agents and calls and provide email quality assurance. Or
check out the Workspace video on the left!

Want quick Workspace video tutorials? See our "How To" Videos collection!

Tip

e The pictures and videos in this Help document show native Genesys Workspace. Your
company might have customized many features including corporate logos and the
name of the product. This document uses the name Workspace to mean the Agent
Desktop application that you use to handle calls and other interactions and to manage
your work and your contacts.

e The screen shots and videos show the Dashboard tab. This is available only in the cloud
version of Workspace Web Edition.
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Getting started

Workspace Web Edition is your gateway for handling calls (both inbound and outbound) and other
interactions, such as chat or emails.

What you see in Workspace depends on your contact center and your role within it, so
you might not be able to do or see all the things covered in this help. If you think you
should be able to do or see something you can't, check with your supervisor or
system administrator.

Now that you know what Workspace Web Edition is, you're probably wondering how to use it. This
Getting Started page will get you logged on and ready to take a call. Let’s get started.

Tip

e The pictures and videos in this Help document show native Genesys Workspace. Your
company might have customized many features including corporate logos and the
name of the product. This document uses the name Workspace to mean the Agent
Desktop application that you use to handle calls and other interactions and to manage
your work and your contacts.

e The screen shots and videos show the Dashboard tab. This is available only in the cloud
version of Workspace Web Edition.

Workspace Video Tutorials

Want quick video tutorials? See our "How To"
Videos collection!

Check out this video about how to handle a phone

calll Link to video
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Getting started

Log in to Workspace

S Genesys
Workspace
S Genesys Web Edition 8.5.200.90
Workspace
Web Edition 8.5.200.90 Please fill in your current phone number, or select
browser communication
cspencer S220

BREEEEEE

| Use browser communication

Log In Change login account

! Log In

D 2015 Genesys Telecommunications Laboratories, Inc. Genesys
Suite applications are covered by U.S. and Foreign Patents

© 2015 Genesys Telecommunications Laboratories, Inc. Genesys
Suite applications are covered by U.S. and Foreign Patens

Open a supported browser (if you are using browser communication, use Chrome) and go to the link
for Workspace that your supervisor gave you.

Log in with your username and password. You might also have to enter some additional information:

* |If prompted, enter your phone number, place, or preferred language.
e If your system uses browser communication, select Use browser communication.

¢ |f this is your first time logging on, a dialog box might be displayed asking you to change your
password.

If you are not sure about any of the prompts, ask your supervisor for help.

Please read the following tips and important notes:

Tip
* Clicking Change login account takes you back to the main log in screen.

* Workspace has a security feature that might be set up for your account that logs you out
if you stop using Workspace for a while. Workspace first displays a message to warn you
that you are going to be logged out. If Workspace logs you out, just log back in again
when you are ready to start using Workspace.
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* Workspace does not let you change your password. Contact your administrator to have
your password changed.

e To ensure that your account and password remain secure, ensure that auto-fill,
"remember me", and password manager are disabled in your browser. Your
administrator might already have done this for you. If your browser asks you if you want
it to remember passwords, select No or Never. If you have questions about password
security, contact your supervisor, administrator, or IT personnel.

* You may log in only to a single Workspace session at a time. You must log out of one
session before logging into a new session.

* To log out of Workspace, you must use the Exit option from the menu in the upper right-
hand corner. You won't be able to log out if you have any active calls or interactions.

Single Sign-On environments

You might work in an environment that uses Single Sign-On (SS0) identity authentication. If you do,
your log in experience will be a little different. After entering your username in the application login
screen, you will be taken to your company's authentication provider where you will enter your
username and password. After that, you will no have to log in again until your authentication expires
which is typically every eight hours. Using SSO means that once you log in to one application, you
will not have to log in to any other applications that are also set up for SSO.

Remote and virtual desktop environments

You might work in an environment that uses Virtual Desktop Infrastructure (VDI, sometimes called
VMware) to run Workspace. This means that when you start Workspace, it is displayed on your
screen, but it is not actually running on your workstation, it is running on a remote machine.

In VDI environments, your administrator installed the Genesys Softphone on your workstation before
you logged in, or, you were instructed to install it by clicking on an installation hyperlink in an email
or other document.

When you start your workstation, the Genesys Softphone automatically launches
and the Genesys Softphone icon is displayed in your system tray. Until you log in
to Workspace, this icon looks like this: 2. After you launch Workspace and the
Genesys Softphone is connected, the Genesys Softphone icon looks like this: K.
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Place

£ Genesys

Workspace
Web Edition 8.5.207.28

Welcome Kris

-

Flease provide your place )

Changelogin account

@ 2014-2016 Genesys Telecomnmunications Laboratories, Inc.
Genesys Suite applications are covered by LS. and Foreign
Patents.

During login, you might see a window that asks you to input your Place.

Your Place is the name or number of the workstation or phone you are using. If you do not know what
to enter, ask your supervisor.

If you do not see this window, your account is set up to always log you in on the same Place.

Tip
By default, the last Place that you logged in is already in the Place field.

If you move around from Place to Place, you might have to enter a different Place each time that you
log in.

Change your status to Ready

Link to video

To receive calls, you must be in a Ready status (indicated by a green checkmark beside your name).
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Getting started

If you need to change your status, go to My Channels and toggle the voice channel to Ready.

Tip: You can also change your status for all channels in one easy step. Click your name at the top
right-hand corner of the screen and select Ready.

Watch the video for a short demonstration of changing your status.

What happens if not all channels are available when | log in?

© Genesys * Workspace ©' Canle Spencer =

Type name or number G E

My Workspace

My Channels My Campaigns My History

Media Status Forward
@ voice, instant messaging Mot Ready (00:01) No Active Forward
Q) chat @ Out OF Service (00:02)
© email @ Out Of Service (00-02)

@ workitem @ Out Of Service (00:02)

0 Channel(s) ‘chat’, 'email’, ‘workitem’ are not available. You will not be able 1o send or receive any interactions.

Sometimes when you log in, one or more of the channels that you are assigned might not be
available.

You will know that one or more channels are not available because you will see a warning message at
the bottom of the Workspace window.

When this happens, you can still log in, but when you look at your My Channels tab, you'll see that
one or more channels have the Out Of Service status. When a channel is out of service, you cannot
log on or off on that channel and you cannot set your status.

When the channel becomes available again, a message will be displayed at the bottom of the
Workspace window. You can use the My Channels tab to change your status on that channel.
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Setting your status to Not Ready with a Reason

My Channels My Campaigns My History My Statistics Contact Center Statistics
Media Status
& voice, instant messaging 2 NotReady - Case Review 1
Q) chat % Mot Ready © Ready
Mot Read
& email & Mot Ready © / I
Mot Ready - Case Review
3 outboundpreview % Mot Ready
Mot Ready - Coffe
(@ workitem & Mot Ready

Mot Ready - Lunch
Mot Ready - Training
After Call Work

e
¢
¢
¢
&
@

Do Mot Disturb
(& Log Off

Sometimes you need to set your status on one or more channels to Not Ready so that you do not
receive new interaction on that channel. You can choose to set the status to Not Ready or Not Ready
with a reason. Your administrator sets up the Not Ready Reasons that are available to you from the
Status drop-down menus.

Tip

If you manually set your status to Not Ready while you are handling a phone call,
chat, or email, the system starts recording your time in that state rather than the time
spent handling the call. Some contact centers have the Pending state enabled so that
the Not Ready state does not take effect until after you end your phone call or chat
interaction, or after you send your email or place it in a workbin.

Handle an inbound call

Link to video

Make sure your softphone or phone device is connected and ready.

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 10
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Getting started

Need help with your softphone? See How do | use my web phone with Workspace?

When a call arrives, you'll get a pop-up in the bottom right-hand corner of your screen. You might also
hear a sound to alert you that a call has arrived.

Click Accept to connect the call. If you Reject the call, or ignore the pop-up, it goes to the next
available agent.

Tip

If your account is set up to automatically answer calls, you will not see the pop-up

To get you started, here are some common call handling features:

= Hold

- hesume
~ Transter
~ Hang up

4

= Mark Done

After the call is complete, you might enter an After Call Work state, during which you can complete
any tasks related to the call. For example, you could add a Note or select a Disposition code.

Tip
If dispositions are mandatory in your contact center, you will not be able to close a
call without specifying a disposition

Watch the video for a short demonstration of how to handle a voice call.

Log in, log out, log on, log off, and exit, what's the difference?

You log in and log out of the Workspace Agent Desktop application. Logging in means launching the
application in your browser and identifying yourself to the system so that you become authorized to
receive interactions and use the various features that are enabled for you.

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 11
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Typically, you log in to Workspace Agent Desktop at the beginning of your shift and log out (Exit) at
the end of your shift. To log out of Workspace, you must use the Exit option from the menu in the
upper right-hand corner. You won't be able to log out if you have any active calls or interactions.

You log on to and log off of channels in Workspace Agent Desktop. Channels include voice, email,
chat, and so on. Channels are the media that you use to interact with contacts. When you log in to
Workspace Agent Desktop, you are usually logged on to all the channels assigned to you, and when
you log out (exit) of Workspace Agent Desktop, you are logged off from all the assigned channels. In
some environments, you might be logged off from one or more channels when you log in because the
channel is out of service or your administrator has set up your account to be logged on to specific
channels only.

Use the My Channels tab to log on or log off one or more channels. Logging off of all your channels
does not log you out of Workspace Agent Desktop. You must still exit the application to log out.

You can log on or log off all your assighed channels by using the Global Status menu.

What do | do next?

You might want to learn more about:

e Media channels

* Handling calls

¢ Working with contacts

¢ Using standard responses

e Managing your workbins (which store your work in progress)

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 12
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Navigating Workspace

Having trouble finding your way around Workspace? If you need help identifying a button or field,
hold your mouse pointer over it to reveal a tooltip.

Do you use a screen reader? Do you navigate Workspace using a keyboard? You can find out all about
it here!

Main view

Link to video

The main view lets you access the most common features that you use every day, such as managing
your channels, campaigns, KPIs, workbins contacts/customers, and messages.

Some of the tabs include:

e My Channels — Set your status on individual channels, such as voice, chat, and email.

My Campaigns — View and manage your Outbound campaigns.

Watch the video for a quick tour of the Workspace main view.

Tip
The video includes a description of the Dashboard tab. This is available only for the
Cloud version of Workspace.
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Navigating Workspace

Supporting views

@ CaroleSpencer + % ~ | @ ~

My Channels
My Campaigns
My History
Total Abandoned Total Answ
Dashboard
0 0
My Statistics
0 0
Contact Center Statistics
0 0
0 0 My Workbins
0 0 My Team Workbins
0 0 My Interaction Queues
0 0 Contact Directaory
f' ﬂ
- 0 T

Use = to access all of the views available to you, including returning you to the tab views.
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Contact Center Statistics and KPIs

Total Answered (Agent Group SIPOne) 11 - Carole Spencer - Q - ﬂ -

Click to open the menu

Total Abandoned (Agent Group SIP One) 1 - Carole Spencer -

Current Target State

Inbound Calls

Total Answered (Agent Group SIP One)
Tntal Abandoned {Agent Group SIP One)

Hover over the
Total Answered (Agent Group SIPOne) 11 -~

gadget to see the
full set of statistics

Current Target State
Inbound Calls 10
Total Answered (Agent Group SIP One) 11
Total i _ o

A Inbound Calls 7

Current Target State
A Inbound Calls
/%, Total Answered (Agent Group SIP One) 7

M Total Answered (Agent Group SIP One) 0O

Current Target State
&y  Inbound Calls
&0 Total Answered (Agent Group SIP One)

Alarms and

warnings are 20000) 0
. . @ Total Answered (1234567) 0
Iﬂd{ﬂdtﬂd by tt’lﬂ Ei Total Answered (DNGroup1) 0
I'C ones Total Answered (Frenchy) b
& Total Abandoned (French) 0

Internal Calls 2
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Navigating Workspace

There are three places where you can view and track your performance and the performance of your
contact center:

e The Statistics Gadget in the main menu bar

¢ The Contact Center Statistics tab in My Workspace

e The My Statistics tab in My Workspace

Note: Some or all of these features might not be available in your environment.

Statistics Gadget

The Statistics Gadget helps you to stay up to date on certain key statistics. Your administrator
decides which statistics are available for you to view.

The Statistics Gadget displays one statistic at a time, giving you the current status of service level,
number of calls waiting, number of calls you have handled, and so on.

Hover your mouse pointer over the Statistics Gadget to see the current values
for all of the statistics that have been assigned to the gadget by your
administrator.

The red circle with the number tells you how many alarms currently apply to the statistics being
evaluated by the gadget.

If more than one statistic has been assigned to the gadget, click it to open a list of currently available
statistics and select a different one to display. A check mark is displayed next to the current statistic.

Here are the icons that you might see in the Statistics Gadget, the Contact Center Statistics tab, and
the My Statistics tab:

e A worst icon is displayed if the evaluation of the performance is the worst of your group (0).
e An erfr%r icon is displayed if the evaluation of the performance is below the expected error level for the
KPI (%),

* A warning icon is displayed if the evaluation of your performance for the KPI goes beyond the expected
warning level for the KPI (k).

To see all of the statistics available for your contact center or for yourself (all your KPIs), clicﬁhe

appropriate tab in My Workspace. You can also choose these tabs from the Available Views (=)
menu.

Contact Center Statistics tab

The items displayed on this tab are statistics for Routing Points, Queues, and other contact center
fascilities.

The Contact Center Statistics tab displays statistics that summarize the state of various conditions,
such as waiting time, calls in queue, average maximum waiting time, service level, and answered
and abandoned calls, that are monitored by your contact center.

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 16
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Click the Contact Center Resource column head to change the sort order of the resources.

My Wet ki e
[P S —

L AR A g W L Ll SR b Sy R Wl (R A sbssheas s Amsms

My Statistics tab
This tab displays the list of your Key Performance Indicators (KPIs).

The KPIs that are displayed are set up by your system administrator. The statistics might be for your
agent group rather than for you personally.

Click the Objects column heads to change the sort order of the KPlIs.

Quick Search

(4] |Wanq X |°
&

Wen Wang

1IVINOD

¥in Wang

Vanessa Wang

I |
Page 1 |ofl 1-40f4 10 =~ | perpage

In the Quick Search field, you can enter the name or other information, such as a phone number or
email address, of a contact, then click the magnifying-glass icon to begin the search of the contact
database.

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 17
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Chronology slider

Information History

Bl Leat Mortn Leat Wesk Leat Day

The chronology slider lets you search the contact history for interactions that took place within a
certain time period. The slider has four positions:

¢ All—Search the entire database from the most recent interaction back to the earliest interaction
¢ Last Month—Search the database from the most recent interaction back to one month ago
¢ Last Week—Search the database from the most recent interaction back to one week ago

e Last Day—Search the database from the most recent interaction back to one day ago

Page controls

4 4 PageZof48 M 11-200f473 | 10 ¥ | perpage

Page through the list of search results by doing any of the following:

+ Go to the Next Page ()
* Go to the Previous Page ()
+ Go to First Page (I4)

¢ Specify the number of items that are displayed on each page by using the per page drop-down list.

Genesys Engage cloud Workspace Web Edition Agent Desktop Help
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List and Grid views

L 2L =

Garid view
~  Wang Wen L +190 » B Wen

+  Wang Xin L +19 B Xin W3 E

Vanessa

Yaness

The List view displays an unsorted list of all of the contacts in the contact database that match the
search criteria.

Grid mode results are returned in tabular form and sorted according to the default search field, such
as Last Name. The Grid view can be used to help to refine your search by sorting the results.

Click a column head in the Grid view to sort the list based on that criterion. Click a column head a
second time to switch between ascending and descending sort order.

Show/Hide panel details

The Show Details Panel on Bottom/Hide Details Panel button (O ~) enables
you to specify how the Details panel is displayed. The details panel can be shown
or hidden, and, when shown, can be displayed below or to the right of the
window.

Click the Show Details Panel on Bottom/Hide Details Panel button to choose one of the
following views:

. El—DispIays the Details panel below the workspace area.

« [J—Hides the Details panel.

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 19
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Interaction Bar

avilmai (@ 0009 QX RS Q- G~

The Interaction Bar is displayed in the main view whenever you have one or more active interactions.
If you have multiple active interactions, only the tools for the current active interaction are displayed.
The toolbar for other active interactions collapse until you click them to make them current.

Each interaction is represented by a control bar. You can use the control bar to perform basic actions
that are specific to the interaction type, such as ending a call.

e Click the control bar for an interaction to give it the focus. All other open interactions are collapsed to
the Interaction Bar.

¢ Click the small colored bar on the left of the interaction control to toggle between pinned mode and
floating mode. In floating mode, other open views appear dimmed behind the interaction view.

Entries in the Interaction Bar flash (or blink) when specific events occur that might require your
immediate attention.

Tip: To allow for the maximum space in the Interaction Bar, when you are handling an interaction,
the Team Communicator is reduced to a button.

Team Communicator

Link to video

Team Communicator lets you find someone in your company's internal directory (such as a team
member, a routing point, or an agent group), and sometimes someone outside your company, such
as an external resource person or even a customer contact. It's useful for getting help or consulting
with someone while working with an interaction.

To start a call or email interaction, just click in the Team Communicator search field and start typing a
name, number, or email address.

You can also filter the search results:

J E to search all contacts
. to search your favorites

L
o to search recent contacts
10

-
e K

-

o

to group (or ungroup) your results by category or type
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Navigating Workspace

L
If you miss a call, the clock button changes to orange, like this: . Click it to display any missed
calls. If you hover your mouse pointer over the contact entry, a tooltip displays the missed call
information, including date, time, and known contact details.

Tip: When you close the Team Communicator, or if you switch the filter to All contacts or Favorite
contacts, the Recent button changes back to white if you have viewed your recent and missed calls,
or if you have called back all of your missed calls.

Watch the video for a short demonstration of how to use Team Communicator.

Tip
If you are using Workspace in Accessibility Mode, the Team Communicator remains
collapsed. To open it, navigate to the Team Communicator button, then press Enter.

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 21
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Party Action menu

—_-
avitmai @ o010 N T B -

Origin: Inbound email g
Q
Subject: Account upgrade "—-:|
N b -]
Account Number Pa I-"t':g Action Menu L1
Customer Segment: Bronze Env
Phone Manufacturer: Personne
Subscription Date: 6/24/2013 12:34:00 PM
Subscription Description UBL:  <a href="http://maobile jfee fr"=Subscription plan</a=
[+] AvrilMai @ Inbound 6_/
: . =]
Call to 222+14255551212 ﬁ
|I| | 12/8/2017 3:26:00PM J 5
Q
To: web@mcr.dev E
m
Please send me information on how | can updagrade to a gold account. w

AL Mai

The Party Action menu is a part of every interaction. You can use it during an interaction to launch a
secondary interaction. For example, while you are handling an email interaction from a contact, you

can use the Party Action menu to call the contact if their phone number address is stored in your
corporate database.
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How to provide feedback when something goes wrong

Katelondon + & ~ @ ~

@ Hep

Feedback

About kas{;le Web Edition
e o P oma AT ~raa

& Suggestion Report issue

Please provide description

Cancel

Sometimes web-based applications don't work as expected. There might be network connection
issues, or the system that sends you phone calls, emails, and chats might be slow or behaving in odd
ways. Sometimes the sound quality of a phone call is bad. Sometimes an error message is displayed
on your desktop.

These and other issues are problems that you should report to your supervisor. Open the Help menu
and select Feedback to open the Feedback window. Choose the type of feedback that you want to
give, either a suggestion or to report an issue, describe the problem or suggestion by typing in the
text box, then click Send to submit your feedback. This information, along with logs about what you
were doing in your most recent Workspace session, are sent to Genesys and are available to
Customer Care for later reference.

If for some reason Workspace becomes disconnected from your network and you have to close your
browser and launch a new one to log in again, Workspace automatically opens the Feedback window
to let you write a report about the disconnection problem immediately.

After you complete a feedback report, please tell your supervisor about it. He or she might want to
call Genesys Customer Care about the problem and will be able to refer to the feedback you just
submitted.
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Keyboard Navigation and Accessibility

Workspace lets you navigate the interface entirely by keyboard. This means that you don't have to
use a mouse to activate different features or select buttons.

It also means that you can use a screen-reader application to perform all the functions you need.

Whenever an event happens in Workspace, like you get a new interations or an error message is
displayed, Workspace makes a sound to alert you.

All the different ways that you can use the keyboard and a screen-reader to move around are
described in this section.

Workspace lets you use keyboard shortcuts combinations for some common actions. Ask your
administrator for a list of the shortcuts that are set up for Workspace.

Shortcut Key Combinations

A shortcut is a combination of keys that you press to make something happen in
a Workspace window.

OS Shortcuts

The computer operating system also has shortcut keys to let you copy, cut, paste, undo, delete, find,
maximize window, minimize window, open menu and select command, switch application, cancel,
change focus, and so on. Consult your operating-system documentation for a list of supported
keyboard shortcuts.

Workspace Shortcut Keys

Workspace supports three shortcut key combinations that you can use to make you more productive.
These are the default shortcuts (your administrator might have set up different shortcuts for you):

e Alt+N — Jump to the next interaction if you have multiple interactions open

¢ Alt+B — Jump to the previous interaction if you have multiple interactions open

e Alt+L — Jump to the last error message that you received

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 24
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Keyboard Navigation

Workspace supports keyboard navigation for all features, functions, options, and
menus.

If you do not use a mouse or if you are using a device for accessibility that needs keyboard
navigation, you can still use all the Workspace features. Many expert users prefer to use keyboard
navigation to maximize productivity.

Colors and appearance changes as you select different items on the Agent
Desktop. For example, buttons change color and menus open with the current
selection highlighted by color.

Basic navigation using the TAB key

The simplest way to navigate by keyboard is to use the TAB and SHIFT+TAB
keys.
¢ Tab—Moves your focus to the next menu, field, button, view, and so on.

* Shift + Tab—Moves your focus to the previous menu, field, button, view, and so on.

Movement occurs from left to right and from top to bottom, unless the ordering
of components dictates otherwise. Navigation moves from component to
component within a view, and from view to view within the application.

Navigation Shortcuts

This table shows you the keyboard shortcuts that let you control Workspace without using a mouse.

Workspace Keyboard Shortcuts
Shortcut Description

¢ Move left in @ menu bar or out of a submenu.
Left Arrow * Move to the next tab on the left.

* Move left in the history slider.

e Move right in a menu bar or out of a submenu.
Right Arrow e Move to the next tab on the right.
* Move right in the history slider.
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Shortcut
Up Arrow
Down Arrow
Alt+Down Arrow

Enter

Space

Escape

Description
Move up in lists and menus.
Move down in lists and menus.

Open a selected drop-down list.

For a modifiable list, apply the edit mode, or validate the
modification.

For a button, execute the associated action.

For a menu item, execute the associated action.

For some controls, select or clear the check box
that has the focus.

For a modifiable list, cancel the edit mode.
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"How To" Videos

This topic features a collection of videos from the Genesys Vimeo channel that demonstrate some of

the most commonly used features of Workspace Agent Desktop.

Logging in and going Ready

e Logging in to Workspace Agent Desktop

[+] Show video: Logging in to Workspace
n Link to video

¢ Using the status controls

[+] Show video: Status Controls

Link to video

e Quick tour of the Main Window
[+] Show video: Main View Overview
- Link to video

Handling voice calls

* Taking a Voice Call

[+] Watch video: Taking a Voice Call
- Link to video

e Transferring a call to an Agent Group

Genesys Engage cloud Workspace Web Edition Agent Desktop Help
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https://player.vimeo.com/video/120393922?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120393750?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120393836?title=0&byline=0&portrait=0
https://player.vimeo.com/video/126529978?title=0&byline=0&portrait=0

"How To" Videos

[+] Watch video: Transferring to an Agent
Group
Link to video

¢ How to make a new call

[+] Watch video: Finding a Contact

¢ How to mute/unmute and control the volume of a call

[+] Watch video: Controlling your microphone

and speakers
Link to video

Using a web phone

¢« Web Phone Browser Communications Overview

[+] Watch video: Using a Web Phone

- Link to video

¢ Using the Browser Communications Diagnostics Tool to Troubleshoot Call Quality Problems

[+] Watch video: Troubleshooting call quality

issues
Link to video

Outbound Campaigns

Here are four tutorial videos that give you a quick overview of being an agent in an Outbound
Campaign. The first video introduces Outbound Campaigns, the second demonstrates Predictive and
Progressive (automatic) campaigns, the third demonstrates Preview (manual) campaigns, and the
fourth demonstrates Push-Preview (semi-automatic) campaigns.

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 28


https://player.vimeo.com/video/132448558?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120393608?title=0&byline=0&portrait=0
https://player.vimeo.com/video/211555940?title=0&byline=0&portrait=0
https://player.vimeo.com/video/147246511?title=0&byline=0&portrait=0
https://player.vimeo.com/video/147041627?title=0&byline=0&portrait=0

"How To" Videos

¢ QOverview

[+] Show video: Outbound Campaign
Overview

Link to video

e Automatic record retrieval (and scheduling a callback)

[+] Show video: Automatic Mode

Link to video

¢ Manual record retrieval

[+] Show video: Manual Mode

Link to video

¢ Semi-automatic record retrieval

[+] Show video: Semi-automatic Mode

Link to video

Handling email

¢ Receiving a new email

[+] Show video: Receiving a new email

Link to video

¢ Sending an outgoing email

[+] Watch video: Sending an email

Link to video

¢ Forwarding an email as an attachment
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https://player.vimeo.com/video/169314660?title=0&byline=0&portrait=0
https://player.vimeo.com/video/169628530?title=0&byline=0&portrait=0
https://player.vimeo.com/video/170052030?title=0&byline=0&portrait=0
https://player.vimeo.com/video/233393949?title=0&byline=0&portrait=0
https://player.vimeo.com/video/213151797?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120393437?title=0&byline=0&portrait=0

"How To" Videos

¢ Forwarding an email in-line

¢ Using the forward combination menu

Handling chats

¢ Handing a chat interaction with a customer

¢ Sending a URL to your customer

Handling Workitems

¢ Handing a workitem interaction

[+] Watch video: Forwarding an email as an
attachment

Link to video

[+] Watch video: Forwarding an email in-line

Link to video

[+] Watch video: Using the forward
combination menu

Link to video

[+] Show video: Handling a chat

Link to video

[+] Show video: Sending weblinks to your
contact

Link to video
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https://player.vimeo.com/video/243027495?title=0&byline=0&portrait=0
https://player.vimeo.com/video/243027747?title=0&byline=0&portrait=0
https://player.vimeo.com/video/243027658?title=0&byline=0&portrait=0
https://player.vimeo.com/video/126529975?title=0&byline=0&portrait=0
https://player.vimeo.com/video/167829168?title=0&byline=0&portrait=0

"How To" Videos

[+] Show video: Handling a workitem

Link to video

Finding and managing contacts

¢ How to find a contact using the Team Communicator

[+]1 Watch video: Finding a Contact

Link to video

e Contact Directory Overview

[+] Show video: Contact Directory Overview

Link to video

Finding Contacts using Quick Search

[+] Watch video: Contact Directory Quick
Search

Link to video

* How to view details as a grid or list in the Contact Directory

[+] Show video: Contact Directory Viewing
Details as a Grid or a List

Link to video

¢ How to call or email a contact using the Contact Directory

[+] Show video: Contact Directory Phone and
E-mail

Link to video
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https://player.vimeo.com/video/195880194?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120393686?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120394136?title=0&byline=0&portrait=0
https://player.vimeo.com/video/76532218?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120394009?title=0&byline=0&portrait=0
https://player.vimeo.com/video/120394073?title=0&byline=0&portrait=0

"How To" Videos

Finding Interactions

Contact History Tab

e Contact History Quick Search

e Contact History Advanced Search

e My History Quick Search

e My History Advanced Search

¢ |nteraction Search Quick Search

¢ Interaction Search Advanced Search

[+]1 Show video: Contact History

Link to video

[+] Show video: Contact History:Quick Search

Link to video

[+] Show video: Contact History: Advanced
Search

Link to video

[+] Show video: My History: Quick Search

Link to video

[+] Show video: My History: Advanced Search

Link to video

[+]1 Show video: Interaction Search: Quick
Search

Link to video
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https://player.vimeo.com/video/120394265?title=0&byline=0&portrait=0
https://player.vimeo.com/video/190299410?title=0&byline=0&portrait=0
https://player.vimeo.com/video/190299234?title=0&byline=0&portrait=0
https://player.vimeo.com/video/190299555?title=0&byline=0&portrait=0
https://player.vimeo.com/video/190299503?title=0&byline=0&portrait=0
https://player.vimeo.com/video/190282216?title=0&byline=0&portrait=0

"How To" Videos

[+] Show video: Interaction Search: Advanced

Search
Link to video

Browser history

¢ Viewing the Browser History of Your Customers

[+] Watch video: Viewing the Browser History

of Your Customers
Link to video

Instant Messaging in your organization

¢ Sending and receiving texts with others in your organization

[+] Watch video: Texting with others in your

organization
Link to video

Using supervisor features

Supervisors can use the Team Lead Workbins

¢ Team Lead Workbins Overview

[+] Watch video: Team Lead Workbins

Overview
Link to video
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https://player.vimeo.com/video/190281632?title=0&byline=0&portrait=0
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Channels

Channels

Channels are the different methods, such as email and chat, that you use to communicate with
customers and team members in your contact center.

What does each channel do?

Each channel lets you communicate with your contacts in different ways. You can make and receive
phone calls (known as the Voice channel). You can also receive and reply to emails, interactive live
chats, Facebook messages, Tweets on Twitter, and Workitems such as faxes and PDFs. Use Instant
Messaging to exchange text messages with your coworkers. You can also use a co-browse session to
navigate your company website with a contact.

Why can't | see all the channels?

Depending on your assignment, you might have all, some, or just one of the channels available to
you.

Aren't chats and IMs the same thing?

Yes, to the extent that they both enable real-time text communication. In Workspace, the chat
channel is used to communicate with customers and Internal IMs lets you communicate with people
in your contact center. IMs are not saved.

What's the difference between a consultation and a conference?

Both activities involve getting help from an agent or supervisor. Consultations let you communicate
with a team member privately while handling an interaction. Conferences let someone else from your
contact center join the chat or phone call with your contact.

If you want to perform a warm transfer or a two-step transfer, click Consult to talk to the consultation
target and then click Transfer to transfer the call.
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What can | do in the My Channels tab?

Use the My Channels tab to:

¢ Change your status on a channel
¢ Log off from a channel
e Turn on/off your Do Not Disturb status (applies to all channels)

e Forward calls that are directed to your extension to another extension

Tip

If you manually set your status to Not Ready while you are handling a phone call,
chat, or email the system starts recording your time in that state rather than the time
spent handling the call. Some contact centers have the Pending state enabled so that
the Not Ready state does not take effect until after you end your phone call or chat
interaction, or after you send your email or place it in a workbin.
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Can | use more than one channel at a time?

—
avitmai @ o010 N 5 NF -

Origin: Inbound email g
Q
Subject: Account upgrade "—-:|
N b -]
Account Number Pa I-"t':g Action Menu L1
Customer Segment: Bronze Env
Phone Manufacturer: Personne
Subscription Date: 6/24/2013 12:34:00 PM
Subscription Description UBL:  <a href="http://maobile jfee fr"=Subscription plan</a=
[+] AvrilMai @ Inbound 6_/
: . =]
Call to 222+14255551212 ﬁ
|I| | 12/8/2017 3:26:00PM J 5
Q
To: web@mcr.dev E
m
Please send me information on how | can updagrade to a gold account. w

AL Mai

Your environment might be set up to let you use another channel while you are active in a different
one. For example, you might want to call a contact while you are handling their email or chat request.

To do this, use the Party Action menu in the Interaction Status area to find a list of all phone
numbers and email addresses your company has for the contact, and select the one you want to use.

If the connection is made, the status area and interaction control buttons are updated to include the
new channel.

You might also be set up to handle multiple interactions over different channels simultaneously, such
as three emails, two chats and a call with different customers.

If your account is set up for it, you can also click a phone number or email address that your contact
sends you as a chat message to call or email the contact.
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What happens when | mark an interaction as Done?

= Genesys » Workspace

Extend After Call Work Time O indefinitely

My Workspace
My Channels My Campaigns Dashboard My Statistics
Media

M voice
Q) chat

& After Call Work

The answer depends on your account setup.

v

You might have to mark an interaction as Done before you can close the interaction view.
When you click Mark Done, your status might automatically change from After Call Work to
Ready, Not Ready, or some other value, or you might have to manually set your status to Ready,
or some other value, after you complete your after call work.

You might be allotted a certain amount of time after each call to perform After Call Work (ACW). If so,
your status for the voice channel will be After call work until the time interval has passed, then it
might change to Ready or Not Ready. You might also be able to extend your after call work time
indefinitely, if a call requires more than the usual amount of after call work.
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Customer interactions

A customer interaction has two parts: the actual communication with the customer over one or more
channels, and the tools that help you address the customer's issue.

What you see in Workspace depends on your contact center and your role within it, so
you might not be able to do or see all the things covered in this product help. If you
think you should be able to do or see something you can't, check with your supervisor
or system administrator.

What kinds of customer interactions can | receive?

Depending on your assignment, you might receive interactions through almost any channel, directly

from customers or by way of a consultation, conference, or transfer. Some contact centers are set up
to always direct interactions from the same customers to the same agents. If your assignment is set

up this way, then you will be able to assist certain customers whenever they call, email, chat, and so
on when you are available.

What kinds of customer interactions can | start?

Depending on your assignment, you can:

e call a customer directly
* make outbound calls as part of a campaign
e send an email

e send Tweets or post to Facebook, though more likely your social media interactions will begin with
customers

Only customers can initiate chats and co-browse sessions.

Can | use more than one channel at a time?

In some cases, you can use multiple channels during a single customer interaction. You can, for
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instance, send an email to customer you are speaking with.

Where can | find answers to common contact questions or
problems?

First, try the Knowledge Center, standard responses, your own contact history, and any customized
knowledge repositories your contact center uses. If none of those options works, you can start a
consultation with one of your team members.

How do | search through previous interactions with customers?

You can view customer interactions in three ways:

e My History lets you browse your interactions
¢ The Contact Directory lets you browse all interactions with a customer or team member

e Interaction Search lets you browse the complete interaction database using either a Quick Search or an
Advanced Search.

How do | accept an incoming interaction?

New interactions (calls, chats, emails, or social media postings) arrive at your workstation in a pop-
up. In some contact centers you can decide whether to accept or reject the interaction, in others, the
interaction will be answered automatically. If you take no action at all, it will eventually time out and
go to the next available agent.

If you're configured for auto-answer, of course, you can't choose to reject an interaction.

Many internet browsers also display notices to you about interactions and other events. You can
manage these notifications through the settings in the browser. See the help for the browser you are
using if you want to control browser notifications.

Why do my emails contain odd-looking codes?

Standard responses use "tokens" (such as <$ Contact.FullName $>) that replace a code with
specific text. For instance, Dear <$ Contact.FullName $> becomes Dear John Smith in the email.
If you copy and paste token code (such as <$ Contact.FullName $>) into your draft email, the
replacement happens only after you send the email. To see the replacement text before sending, you
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must click Insert Standard Response Text.

What are these other websites I'm seeing?

Internal and external websites might be integrated into your Workspace Main view by your
administrator. At the Workspace level, the external website is displayed in dedicated tabs. These tabs
allow you access to the website without leaving Workspace.

At the case level, there are two ways to display websites depending on the display mode of the main
interaction type.

¢ For voice, the external website is displayed in the background when an interaction is selected. When the
interaction is unselected or closed, the external website is replaced with the previous panel displayed
in the background.

¢ For multimedia, the external website is displayed in a dedicated view in the case itself.

How do | set a disposition code?

You can assign one disposition code to an ongoing or terminated interaction to characterize the
outcome of the interaction.

The Disposition Code view is a tab in the Interaction view. It contains a list of choices that you can
click to specify the outcome of the interaction. A search field is available to search among the
disposition codes.

The Disposition Codes are organized within grouping folders, which cannot be selected as
dispositions. These grouping folders do not correspond to business attributes, as they are only textual
information.

Select a disposition for the interaction. Once a disposition is selected, the disposition list is hidden
and the selected disposition appears in a textbox located at the top of the listing. You can't edit a
disposition but you can select a different one to replace it.

The complete path to the disposition is available as a tooltip of the disposition name.

Depending on your system configuration:
* You might have to set a disposition code before you click Mark Done.

* You might be able to click Mark Done without a disposition code.

¢ The Disposition Code view might not be displayed.
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How do | add a note to an interaction?

The note is a feature that enables you to enter comments about the current interaction or about a
selected interaction. You can view the note in most channels as well as contact history, My History,
and My Workbin.

Important: You must click Save to store your note.

How do | work with case information?

= Genesys * Workspace

p— —
W vaicavam @ 160 N Vg BF

Case Information

Origin: Inbound email c G.SE’
Account Number: 15 t\r\e

Customer Segment: EBronze Env -{"\)\\5 ;‘Of\

Phone Manufacturer: Personne % ofw\‘ﬁk .E,W\W'I\
Subject: Warranty service W w\ G.T"
Subscription Date: 6/24/20713 1:34:00 PM ‘J'{Erw

Subscription Description URL:

~ Mark Aviam € Inbound
Warmmanty service
From: Marka&v@mail.dom T/10/2015 2:10:45 PM
To:

Hella,

Iwould like to book an zppointment for wamranty service on my lzptop.

The case information view (also called attached data) provides information about an interaction — for
example, an account number or type of service.

Some case information might be displayed as the title of the web page, an anchor, or a link. If the link
is active, it is displayed as blue text. Links might be displayed as a URL or hyperlink display text, and
might have a tooltip that tells you want to do or where the link goes. Links might open as a new tab
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or a new window; your administrator might override your browsers settings for this behavior.

To make changes, select the field you want to edit or delete. Fields that you can edit display a pencil
icon when you roll your mouse pointer over them.

You can add more fields with (&,
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Calls

Tip
Are you experiencing any of the following issues? Contact your supervisor, Genesys administrator, or IT
personnel. These issues are related to your organization's settings or network.

e Cannot login.

e Channels out of service.

e Servers out of service.

* No ring tone when a new interaction is directed to you.

» Calls dropping.

Workspace provides you with controls and features that let you handle voice interactions with
contacts or team members. For information about making calls, see the following topics:

¢ How do | start a call or an email message?
e Outbound campaigns

* Videos: Handling voice calls

How do | handle an incoming call?

Link to video

Handle it myself
¢ Handle it myself with help

e Transfer it

e Instantly

e After a consultation

¥
End the call

If you want to perform a warm transfer or a two-step transfer, click Consult to talk to the consultation
target and then click Transfer to transfer the call.
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Customer interactions Calls

How do | use my mobile or desk phone to answer a call?

If you use a mobile phone or a desk phone instead of a headset connected to
your workstation to handle calls, you might have to handle things a little
differently if your contact center uses Nailed Up connections. If you don't use a
Nailed Up connection, just use Workspace to answer your calls as usual.

How do | handle calls with a Nailed Up connection?

If your contact center uses Nailed Up connections, your supervisor should tell you to use your phone
to answer calls, not the Workspace desktop.

Log in and set your status to Ready as usual.

When a new call is directed to you, a notification pops up on your desktop to inform you that you
have a new call. DO NOT click Accept to dismiss the pop-up!

Answer the call on your phone. Information about the call is displayed in Workspace.

®
Don't end the call by hanging up your phone. Use Workspace to end the call by clicking .

If you end the call by hanging up your phone, Workspace cannot automatically
answer your calls, and you will have to answer them yourself using your phone.

Where can | get help to handle a call?

£ Genesys * Workspace

aviivai (@ o000 RERE Q-G-8 & -

Case Information

Origin: Inbound call to 9001

Account Number: . Kate Lewis
® Logged Off

Customer Segment: Eronze Env

- Kristi Sippola
Phone Manufacturer: Personne T —
Subscription Date: 0/24/2013 12:34:00 PM

Subscription Description URL:  <a href="http://maobile_ free fr'>Subscripti...

~ +14255551212 (@ Connected

® Start Instant Message Consultation

Dispositions Note

=
m +14255551212 x
")

Enter note
Add Phone Mumber
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¢ Look for standard responses
e Search the knowledge base

* Search contact and interaction history

W9
e Start a consultation

L
Start a conference

If you want to perform a warm transfer or a two-step transfer, click Consult to talk to the consultation
target and then click Transfer to transfer the call.

What other actions can | take during a call?

-

Avril Mai (W Connected

New E-mail to A_Mai@mail.dom

) .

[ TP

¢ Send an email or make another call
¢ Update contact information

¢ Record the call
ﬂ
* Hold and resume “'
L J |

| ) |
* Dial digits KIIA without using your phone. For instance, you can use this dialer when you are navigating
a phone system. You might not hear tones when you dial using this tool.

How do | control the volume of my headset and mute myself?

Link to video

Your administrator can set up the controls for your microphone and speakers on your headset to let
you mute and unmute yourself and/or your contact, and let you control the volume of your
microphone and speakers.

Depending on how things are set up, you might see different configurations of buttons:

e Mute/unmute your microphone
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Customer interactions

Calls

[ ]
"!"v

Adjust the volume of your microphone

-
-3

Mute/unmute your speaker

Adjust the volume of your speaker

)|~ R

A
)

|¢ e |

Adjust the volume of both your microphone and your speaker

4 @8 Support

4 @ Hardware
Appointment
Configuration
Defect
Question

4 @ Software
Appointment
Configuration
Defect
Question

uonewiopul
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End call

¢ Take notes

e Select a disposition code if required

4

¢ Mark Done

e Change status as needed

What happens when | put someone on hold?

Avil Mai (B 0019 % RS
> )

Avril Mai @ 00:11
Avril Mai @ 00:30
Avril Mai @I 01:03

You can see how long you have placed a caller on hold, if enabled.

C
After you click Hold (), a timer and progress bar begin to count the seconds that the call is on
hold.

The progress bar changes from green to yellow to red as time goes by. If the progress bar changes to

3
red, the call might have been on hold too long and you should click Resume () to update the
contact and let them know that they are still on the call.
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How do | manually select a Caller Identification?

My Workspace

Flease select your Caller [dentification

Sales i

Continue Cancel

When you make a call, you might have to choose a Caller Identification to be displayed on the phone
of the contact. This feature might also be enabled for calls that you are transferring or conferencing.

The person you call sees the Caller ID you select. The previous Caller ID that you selected is selected
by default. To hide your identity, you can select Anonymous if available. Ask your supervisor about
when to use this feature.

How do | record a call?

The Call Recording functionality (for VolP/SIP enabled agents only) enables you to
record the current voice interaction with a contact or an internal target.
Workspace supports two different types of call recording: emergency recording
and controlled call recording. Your system administrator configures the type of
call recording that is supported in your environment.

Your contact center might record every call. You might not have the ability to control
call recording. You will receive a notification that recording is in progress.

If your account is set up for emergency recording, you can start and stop recording by using a single
toggle button.

If your account is set up for controlled recording, you can start a recording, pause a recording,
resume a recording, and end a recording.

Call recording enables you to perform the following functions:

s ]
 Record the call — Select Record the Call () to record a call.
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o
e Stop recording the call — Select Stop Recording the Call () to stop recording a call that you are
currently recording.

1]
* Pause recording the call — Select Pause Recording the Call () to pause recording a call that you
are currently recording.

o
* Resume recording the call — Select Resume Recording the Call () to stop recording a call that
you are currently recording.

When you are recording a call, the call icon in the connected-parties area changes to red.
When you pause a call recording, the red call icon changes back to gray.

A call-recording icon (.) is displayed in the title bar of the Main View when a call
recording is active.

How do | forward my calls?

To forward calls to a different extension or phone number, on the selected media
channel, in the Forward column, click No Active Forward and Forward.

This action opens the Forward dialog box. Enter the number to which you want to forward your calls
and click Apply. Click Cancel to return to the My Channels tab without forwarding your calls.

If you have an Active Forward set and you want to disable it, on the voice channel, in the Forward
column, select Forwarded to <number>, and select Cancel Forward to <number>.

In the Cancel Forward dialog box, select Yes to cancel the forward; this removes the active forward
and changes the Forward status to No Active Forward. To keep the forward active, select No.

When an Active Forward is set, no call is received by the application.

How do | call someone back?

If you are handling a call and the call drops you can call the contact back either

by opening Team Communicator, filtering for Recent Calls (), and selecting
their name, or by opening the Party Action menu and selecting the contact's
phone number from the pop-up menu.
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Email

Email

The email interaction window enables you to view all of the information necessary to handle inbound

and outbound email interactions with a contact.

How do | handle an inbound email?

Link to video

Typical actions you can take with an email are:

]
halesl to reply to the email, using your own message or a standard response.

—
-
. to reply all.

4
md to transfer the email to another agent.

.."
. P to forward the email to an external resource.

« I _ltosaveitin your workbin.

¢ View the associated case data.
¢ Add a note or disposition code.

e Mark it as done.

Watch the video to see what happens when an email arrives at a workstation.
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How can | get help with an email?

= Genesys * Wo

tﬁ} Mark Avram u

A% ¢

Case Information

Origin: Outbound email

Choose an

~ Mark Avram & Outbound

From: Contact Center E a C tf'o Vt

To_.. MarkAv@mail.dom AddCc =

Subject:

Font - sze ~ B U 7 H-

fli
'|
i
[l
ll
I

¢ Check the associated case data for information that might help you.

Call the contact, if your site has this feature and their number is available in your contacts list.

19
to start a consultation with a team member.

]
. to forward the email to an external third-party resource for additional support or help.

If you are sending the email to someone else, you can add your own notes or instructions for that
person to review.

If you want to perform a warm transfer or a two-step transfer, click Consult to talk to the consultation
target and then click Transfer to transfer the call.
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How do | compose and send an email?

Carole Spencer ~ & ~

Case Information

Information History
Origin: Outbound email o
=]
= 2
* Mark Aviam € Outbound =
O General
=
From: Contact Center |Z| = Title Mr El
To... MarkAv@maiI.dn"n AddCc ~ First Name* Mark x
Subject:
I%' Last Name* Avram x
Font v|5ize-|ng.vEE_§§§_§‘ m
)
g Phone Number
7
m
m 2223615 X

Add Phone Number

=

E‘ E-mail Address

E MarkAv@mail.dom x
=

=]

=

Add E-mail Address

From: Web Contact Center
Contact Center
Web Contact Center

There are three main ways to compose and send an email in Workspace:

¢ Reply to an active interaction.

¢ Find a contact (using your internal team or contacts directory) and select the email option from their
contact details.

e During a call, click the party action menu and select New E-Mail to....

While the outbound email window is open, you can compose a message, add any required notes,
dispositions, attachments, and recipients, and then send the email.

Use the From drop-down to choose a different 'from' email address. Your administrator sets the 'from'
default address.
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If you are not yet ready to send it, you can save it as a draft in your workbin, or delete it.

Forwarding an email as an attachment to an external resource

Link to video

To send a copy of an email interaction as an attachment to an external resource (someone in your
company directory that is outside of the control of the Genesys environment — for example, your
back office). A forwarded inbound email is copied as an attachment to a new email interaction from
you. You are still responsible for responding to the original inbound email interaction. You might or
might not be required to wait for an answer to this forward, depending upon your corporate policies
and processes.

.
To forward the email, click Forward () on the active inbound email window
toolbar. This feature is available only for current email interactions.

To add a target to the To address field, do one of two things:

¢ Type an email address in the address field. Click Add Email Address to enter the email address of the
target in the address field. If your environment is set up to let you add multiple addresses, you can click
in the address field and enter additional email addresses.

¢ Click the To... button beside the To address field to display the Contact Search view. You can use this
view to perform a search of the Contact Directory for targets. The Contact Search view can also be
used to add Cc targets (if Cc is available in your environment).

To display the Cc address field, click Add Cc. The Cc address field is displayed below the To address
field. You add target email addresses to the Cc field in the same way that you add addresses to the
To address field. Click X to remove the Cc address field.

To add a comment, information, or instructions to the forwarded email interaction for the target,

enter your message in the Enter Forward Instructions area, above the original email that you are
forwarding.

~
To send the forwarded inbound email to the targets, click () Complete Forward.

When you forward an email, it is temporarily stored in your In-Progress workbin
until the forward is completed, then it is removed from the workbin.

Forwarding an email inline to an external resource

Link to video

To send a commented copy of an email interaction to an external resource (someone in your
company directory that is outside of the control of the Genesys environment — for example, your
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back office). This is called inline forwarding. A forwarded inbound email is copied into a new email
interaction. The new email has a note with the date and contact name or the header of the email that
you are forwarding and below that, the contents of the original email quoted. You are still responsible
for responding to the original inbound email interaction. You might or might not be required to wait
for an answer to this forward, depending upon your corporate policies and processes.

To forward the email, click Forward () on the active inbound email window
toolbar. Usually this feature is available only for current email interactions;
however, some contact centers might give you the ability to forward email
interactions from the Interaction History that have already been closed.

To add a target to the To address field, do one of two things:

¢ Type an email address in the address field. Click Add Email Address to enter the email address of the
target in the address field. If your environment is set up to let you add multiple addresses, you can click
in the address field and enter additional email addresses.

¢ Click the To... button beside the To address field to display the Contact Search view. You can use this

view to perform a search of the Contact Directory for targets. The Contact Search view can also be
used to add Cc targets (if Cc is available in your environment).

To display the Cc address field, click Add Cc. The Cc address field is displayed below the To address

field. You add target email addresses to the Cc field in the same way that you add addresses to the

To address field. Click X to remove the Cc address field.

To add a comment, information, or instructions to the forwarded email interaction for the target,

enter your message above the original email that you are forwarding.

To send the forwarded inbound email to the targets, click ( ) Complete Forward.

When you forward an email, it is temporarily stored in your In-Progress workbin until the forward is
completed, then it is removed from the workbin.

Forwarding from History

You can inline forward from the Interaction History. In the following windows, select an interaction
and click &

¢ Interaction History
¢ Contact History
¢ My History

Forwarding either inline or as an attachment

Link to video

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 54


https://player.vimeo.com/video/243027658?title=0&byline=0&portrait=0

Customer interactions Email

Some contact centers are set up to enable you to choose whether you want to forward an inbound
email in-line or as an attachment. If this feature is enabled for you, the Forward button has a drop
down menu that lets you choose how you want to forward an email.

Click Forward to open the menu.

Forward as an Attachmé

Choose one of the following options:

e Forward

e Forward as an Attachment

Follow the steps in the sections above, depending on which way you are
forwarding your email.
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How does email quality assurance work?

Customer Agent
< _ 8

= A

il

Reviewers

Workspace lets you and your team lead or supervisor work together to perform a Quality Assurance
(QA) review of outbound emails. If your contact center is set up for email QA, any emails that you
send are first sent to a reviewer for approval.

Here's an example of how a typical email QA review cycle might work:

¢ A customer sends an email to an agent.
e The agent sends a reply, which is directed to a reviewer.

e The reviewer either approves the email (sends it to the customer) or rejects it (holds it back for
changes). The reviewer might make the updates themselves, or send it back to the agent with notes or
instructions. The Case Information for the interaction might also show a Rejected status.

* After the changes are made, the review process repeats.

(Ask your administrator about the QA review process in your contact center as it might differ from the
one described here.)
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Chat

The chat channel lets you handle customer chats. To chat with your team members outside of a
consultation, use instant messaging.

This page describes the typical options for handling a chat interaction. During a chat session, you and
your contact send messages back and forth in real-time. When your contact is typing, you will see a

notice that they are writing a response, but you won't see what they have written until they send it.
The Interaction View keeps track of the conversation and allows you to review what has been said.

How do | handle a chat interaction?

Link to video

When you accept a chat request, the name of the contact is displayed at the top of the screen and
the timer for the pending response indicator starts. The color of the indicator begins as green, then
changes to yellow if you have not responded within the specified time limit. If you still do not
respond, the indicator changes to red and begins to flash.

Some of the things you can do while handling a chat include:

e Transfer () the chat to someone else in your company.

Start a chat conference (E) with yourself, the customer, and someone else in your company.

e Start a Voice (internal targets and contacts) or Chat (an internal target only) consultation. If you want to
perform a warm transfer or a two-step transfer, click Consult to talk to the consultation target and then
click Transfer to transfer the call.

e Call or email the contact, if there is a phone number or email address in the contact database. (You can
also launch a call or email from the Party Action menu by clicking an email address or phone number.)
If your account is set up for it, you can also click a phone number or email address that your contact
sends you as a chat message to call or email the contact.

¢ Add a disposition code or note.

End the chat () and mark it as done ( v ).

If you place your mouse pointer over the interaction in the Interaction Bar, you can see the elapsed
time of the interaction and the last lines of the chat transcript. Connection-status information is
displayed next to theParty Action menu.

Note: If you have a pending response and the Chat Interaction window is not the active window, it
will start flashing in the Windows taskbar, regardless of the pending-response indicator status (green,
yellow, or red).
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Watch the video to see what happens when a chat request arrives at a workstation.

Pushing weblinks (URLs) to your contacts

Link to video

Some agents might be set up to push website links (URLSs) to contacts. If you are, you will see a down
arrow below the Send button.

& =

"

Show URL editor h

—

Click the button to open the URL Editor below the chat text editing area. Type or paste the website
address (URL) that you want to send to your contact and click Send.

— »

D o 1 i Hul e [

To check the URL before you sent it, click the link symbol (%81 ¥) to open the URL in your browser. This
way you can be sure that you are sending your contact to the correct website.

If you have sent previous URLs, a down arrow is displayed next to the link symbol in the URL Editor
area. Click the arrow to open a menu that contains a list of URLs that you have sent to your contacts.
Select one of the URLs to push it to your contact. You can use arrow keys to navigate through the list
of URLs: up and down highlights the next URL, left or right selects it and inserts it into the Push URL
field.

Your contact will receive a message in their chat window telling them to click the link that you sent
them.
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Facebook

The Facebook channel enables you to handle interactions with contacts and team members on the
popular social networking service.

You must be a registered user before using the site, so that you can create a personal profile, add
others as friends, and exchange messages, including automatic notifications, when friends update
their profile.

Businesses use Facebook to reach their target customers, choosing their audience by location, age
and interests. Businesses can also promote their Facebook page or website, use Facebook's "Like"
button to increase their advertising influence, and build a community around their business.

Note: You cannot attach files or pictures to your comments.
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How do | handle a Facebook interaction?

-
X%
Case Information C
origin: Inbound facebook o
z

~ MancyDye @ Offline

w Mancy Dye - @ 3

Wqunye i 124 I- -
May 0T at 9:51 PM + Total Comments : 4

These flowers really fascinated me on my recent trip..| have never seen the hills Jﬂi

Timeline Photos

A river of Lupine flowers flowing to the sea. Photo by Stan Russell

@ Nancy Dye - Workspace

(Case Information

© - Comments: 4of 4 « Collapse All Orig: Sotnd facebook

These flowers really ...

\-} Amanda Terra i F- ¢

s May 07 at 10:28 PM - Total Replies: 0
I love lupines.

/Mde\/\)

When a new inbound Facebook interaction is sent to your workstation, a preview of the interaction is
displayed at the bottom right-hand corner of your desktop.

Accept Reject

If you accept the interaction, the inbound Facebook interaction view is displayed with the original-
routed post on the left margin under the Facebook interaction toolbar. Subsequent comments are
indented underneath the original post.

To view your Facebook contact information, select Show Info to open a user profile tab or select the
username to open the Facebook page with user profile information.

To reply to an original post, click Comment on the right of the post. Your comment is attached with
the post and sent to your Facebook contact.

Some of the things you can do while handling a Facebook interaction include:

¢ Transfer the interaction to someone else in your company.
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e Start a chat conference with yourself, the customer, and someone else in your company.

e Start a voice (internal targets and contacts) or chat (an internal target only) consultation. If you want to
perform a warm transfer or a two-step transfer, click Consult to talk to the consultation target and then
click Transfer to transfer the call.

e Call or email the contact, if there is a phone number or email address in the contact database. (You can
also launch a call or email from the chat transcript area by clicking an email address or phone number.)

¢ Respond with another media channel, such as voice or email.
e Reply with a Standard Response.
e Add a disposition code or note.

¢ End the interaction and mark it as done.

What actions can you take while viewing comments

£ Genesys - Workspace

£ Genesys * Workspace

(%) Atison 0grien ) 0033 Hx n 'a

(Case Information

Origin:  Inbound facebook Case Information

Origin:  Inbound facebook
~ facebook party: Alison OBrien @ Invited

w facebook party: Alison O'Brien Q@ Invited

APP PAGE

ﬂ Labuprofen @
APP PAGE ﬂ Labuprofen @

8 Alison O'Brien
MBI July 31 at B:10 AM + Total Comments : 0

Alison O'Brien F-0O -
B July 31 at 8:10 AM # Total Comments : 0

Hello, | am wondering if you can help me

[i ] Hello, | am wondering if you can help me
x ELabupmfen i ] Comment Delete Like
Type your comments/reply here| \’/Nﬁ-
send [
Type message Select Comment

You can reply to your Facebook contact. Select "Comment" and type your message in the text box.

Select the Show Info button to open the user profile then select the Post tab to view the total
comments count. Total comments also appears above the original post. Your administrator sets up
the number of comments to display per page. If the number of comments exceeds the set number,
Show more appears. Click Show more to view additional comments.

[+] Show more screenshots.
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= Genesys * Workspace

Y aisonosien @ 222 BB B, B

‘Case Information

Origin:  Inbound facebook

S’/\O W IVLFO ~ facebook party: Alison O'Brien €9 Invited
ﬂ Labuprofen [ ]
APP PAGE
Alison O'Brien F-O - A
July 31 at 8:10 AM « Total Comments : 4

Hello, | am wondering if you can help me

@+ Comments:20f2 # Collapse Al Comment Delete Unlike

X Alison O'Brien Post
Update Time: Jul 31 at 10:22 AM
Can create new Comments: true
Total Comments Count: 4 I Ota r CO [N\ ments
Comment Order: ranked
Likes: 1

E Labuprofen [ AR

July 31 at 9:51 AM + Total Replies : 2

Thanks for your call, yes | can help. Please tell me more

0‘ Hide & Comments:2of2 + Expand All Comment Delete Like

Commented By Agent] Agent] at 2251 PM
(@alisonavobrien

1 9:52 AM + Total Replies: 0 » 0 * Show
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Display the actionability and sentiment

£ Genesys * Workspace

ISl aisonozien @ e [ B, IR ' Sg ’ tfmem t

(Case Information ~

|

— |

@ Negative =
= Neutral
© Positive

Origin:  Inbound facebook

~ facebook party: Alison O'Brien 0 Invited
E Labuprofen i ]
APP PAGE

S8 Alison O'Brien F-©-2
B July 31 at 1:16 PM = Total Comments : 2

Hellg, | am locking fer help with a problem. ¥ Actionable F-

L
Comygfient Delete Unlike L’ke

e fovev

o Mot Actionable

Actionability

When a Facebook interaction arrives, you can see Actionability and Sentiment icons, which could
have one of the following values:

¢ Actionability — Can be actionable, not actionable, or undeclared

¢ Sentiment — Can be Positive, Negative, Neutral or undeclared
Actionable Facebook posts are colored yellow and non-actionable posts are colored gray. Facebook
comments are automatically expanded and colored yellow if they are actionable, and collapsed and

colored gray if they are non-actionable. You can update each Facebook comment's Actionability and
Sentiment icon.

If you favor an interaction, select Like.

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 63



Customer interactions Facebook

Reply to comments

£ Genesys * Workspace

el aisonomien @ 021z A B, IR
(Case Information

Reply to original post

Origin:  Inbound facebook

+ facebook party: Alison Q'Brien 0 Invited
g Labuprofen @
APP PAGE

BN ntison 0'Brien
3 July 31 at 8:10 AM » Total Comments : 4

Hello, | am wondering if you can help me

@+ comments: 202  Collapse All Comment Delete Unlike

s Labuprofen -
July 31 at 9:51 AM + Total Replies: 2

Thanks for your call, yes | can help. Please tell me more.

Subsequent posts

@+ Hide + Comments - 20f 2 « Collapse All Comment Delete Like
B nison OBrien
3 July 31 at 9:52 AM ¢ Total Replies : 0

Thank you E

- O -

0+ Hige petete Like W=
. F-]
& Alison O'Brien ’.,' Q- o
] July 31 at 10:22 AM + Total Replies: 0

s P
0+ Hige Delere Like J

Labuprofen July 31 at 10:20 AM « Total Replies: 0 « @@ * Show @ Negative 'j -

Note

You can reply to the original routed Facebook post, or reply to a Facebook comment. The subsequent
comments are indented underneath the original post. Select the applicable comment, enter your
reply (you can cut and paste text), and select Send.
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Reply to a private message: log in

My Channels Dashboard

Media Status
Q chat Mot Ready
© email Mot Ready
) facebook 5 Mot Ready
) facebook private message ) Ready
W twitter I3 Mot Re

® Log Off

You can reply to a private message from a Facebook contact (you cannot send new private
messages). To do so you must log in to a special channel called facebook private message.

Reply to a private message: enter your reply

29 Brian Tested g U553 B4
o Information Histol
Origin: Inbound facebooksession a
[=]
- 2
~ Brian Tested ) Connected =
O General
=1
0 chats exchanged with this contact in the past 24 hours. Title
[January 25, 12:55:42 PM]Brian Tested: Hi, | was wondering about your new products you have to offer? First Name™
[January 25, 12:56:24 PM]Brian Yee: Yes, absolutely | am able to share some new information with you.
[January 25, 12:56:38 PM]Brian Yee: What are you interested in specifically? Last Name™

BrianTested has not sent any message since 12:55:42 PM. Facebook session has expired and is now over,

\jw‘ezr text

Dispositions Note

Once you've logged in to the facebook private message channel, you can accept private message
interactions and reply to them in a way very similar to the way you conduct chat interactions.
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Post to Facebook

£ Genesys * Workspace

(§) Anonymous 9 0o:10 Hx H_, 'E

Agentl Agentl ~ & -~ | @ ~

Case Information
O Facebook v

Origin:  Inbound facebook
| Exit N

Anonymous

Account:| Labuprofen s

ﬂLahupmfen \
Type your message here|
N elect Facebook

Select Account

Send

Note

You can post to your Facebook contact's page. From the drop-down menu beside the Agent icon,
select Facebook. Select the account to which you want to send the post. Type your message and
send it to your contact.
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Twitter

Twitter, a popular online social networking and micro-blogging service, lets you send and read text-
based messages called Tweets. These messages are posted to a person's Twitter feed, sent to their
followers, and are found on Twitter by searching.

Twitter also has a suite of advertising products to help brands and businesses promote their content
within the Twitter experience. Businesses can use Tweets to reach Twitter users while they search for
their interests on Twitter.

Note: You cannot attach files or pictures in your comments.
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How do | handle a Twitter interaction?

£ Genesys * Workspace

Case Information

Origin: Inbound twitter
Subject: Win a powerful BEAM Electrolux Allian...
Subscription Date:  7/30/2015 11:26:30 AM

~ twitter party: jhuskersam(Chrissy C.. W Connected

njhuskersam Chrissy Cinfel 4 162¢)6E61 M - F - O ~

December 8 at 6:36 PM « Reply from jhuskersam
Win a powerful BEAM Electrolux Alliance Central Vacuum System & Q 30 Cleaning Set ($1780 value) #Giveaway http://t.co/QrRnmpx67Tm

(i ) Reply Retweet Quote Tweet Favorite

Dispositions Note

¥ Chrissy Cinfel

Case Information

O V-"g "na [ 'rwe et Origin: Inbound twitter

Subject: Win a powerful BEAM Electrolux A
Subscription Date Toast:  7/30/2015 11:26:30 AM

Win a powerful BEAM Electrolux Allian...

Accept Reject

When a new inbound Twitter interaction is sent to your workstation, a preview of the interaction is
displayed in the bottom right-hand corner of your desktop.

If you accept, the inbound Twitter interaction view is displayed and the original-routed Tweet appears
in the left margin under the Twitter interaction toolbar.

Select Reply, or select the down arrow after Reply.

Your message is displayed to the contact on Twitter. Your message is also added to the transcript area
of the Twitter interaction view.

To view your Twitter contact's profile information, select the Show Info icon or click the username to
open the Twitter page that contains the user's profile information.

Some of the things you can do while handling a Twitter interaction include:
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e Transfer the interaction to someone else in your company.
e Start a chat conference with yourself, the customer, and someone else in your company.

e Start a voice (internal targets and contacts) or chat (an internal target only) consultation. If you want to
perform a warm transfer or a two-step transfer, click Consult to talk to the consultation target and then
click Transfer to transfer the call.

e Call or email the contact, if there is a phone number or email address in the contact database. (You can
also launch a call or email from the chat transcript area by clicking an email address or phone number.)

e Respond with another media channel, such as voice or email.
e Reply with a Standard Response.
¢ Add a disposition code or note.

¢ End the interaction and mark it as done.

Display the number of your Twitter contact's Tweets and
followers

£ Genesys * Workspace

Y woeiecoy Wm0 O, [ Statuses count

Case Information ~

Origin:  Inbound twitter

Subject: @mommykatandkids #Giveaway #Win the @...

~ twitter party: WayneLecoy(WayneL . WF Connected =

WaynelLecoy Wayne Lecoy RGeS K- F- O -
December 8 at 6:24 PM ¢ Reply from WayneLecoy
@mommykatandkids #Giveaway #Win the @Arbonne_Canada Sky for Men Gift Set-$66 Value-CAN-Dec. 21 http:fgo/dxPAgomCDU

o Reply Metweet Quote Tweet Favorite

Number of followers

The number after the Statuses Count icon indicates the number of user Tweets. You can also see
how many followers the user has.
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Display the actionability and sentiment

& 472¢9 27165 K ntlmen
http://t.co/dxPAgom{ @ Negalwe&_/ Se t‘ 6 t

= Neutral
© Positive

Reply Retweet Quot

o n- £o - Actionability

¥ Actionable
y Mot Actionable

21 http://t.co/d
: Reply Retw

rfite

S a2@s A - O -
21 hitp//tco/ S Follow F O[[OW

r" ]
e Reply Retyy -~ - % avorite

When a Twitter interaction arrives, you can view Actionability and Sentiment icons, which could
have one of the following values:

* Actionability — Can be actionable, not actionable, or undeclared.

¢ Sentiment — Can be Positive, Negative, Neutral, or undeclared.

You can become or stop being a follower of an author of the Twitter message. Select the Followed
button to unfollow the selected account.
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Post to Twitter

£ Genesys * Workspace

r )
{E} Anonymous ’ 00:26 -x D_, rﬁ

Case Information

+ @® (<]
Origin:  Inbound twitter g
=]
=
Anonymous
5100F5100L + & ~ | @ ~
Timeline:| TW SMS M

gptd Fostatweet

| @ Facebook

u,ﬂxpaForSMS

Exit...

Select Post a tweet

Characters remaining: 140

Dispositions Note

Select Timeline

You can post a tweet to your Twitter contact's page. From the drop-down menu beside the Agent

icon, select Post a tweet. Select the Timeline you want to post the tweet on. Type your message
and send it to your contact.
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Workitems

Workitems are documents that might be directed to you for handling. They include many media
types, such as faxes or PDFs, that you might have to view while you are handling interactions of
another type, such as email.

The Workitem interaction window enables you to view all of the information necessary to handle a
workitem.

How do | handle a workitem?

Link to video

Typical actions you can take with a workitem are:

. to transfer the workitem to another agent.

n
. E] to save it in your workbin.
¢ View the associated case data.
¢ Add a note or disposition code.

e Mark it as done.

Watch the video to see what happens when a workitem arrives at a workstation.
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How can | get help with a workitem?

= Genesys * Workspace

(] aviival @ 3527 (- o 4 &L~
___t ne et ber
2 x All Types

Case Information

Origin:  Inbound workitem

Subject: Wed Nov 16 16:19:15 CET 2016 g
b
(3] Gener,
~ Avril Mai @ Connected =
Ti
Media Type: waorkitem
Interaction Type: Inbound
=LE[) L%

¢ Check the associated case data for information that might help you.

e Call the contact, if your site has this feature and their number is available in your contacts list.

4
. to start a consultation with a team member. If you want to perform a warm transfer or a two-step
transfer, click Consult to talk to the consultation target and then click Transfer to transfer the call.

If you are transferring the workitem to someone else, you can add your own notes or instructions for
that person to review.

Transferring a Workitem

To transfer a workitem that you have accepted, click the Workitem Transfer (

) is displayed. Choose a transfer target. The target must be configured to
receive interactions of the type of the workitem. Select <workitem type>
Transfer.

If the target accepts the interaction, the interaction window on your desktop closes.

If the target rejects the interaction, the interaction window reopens on your
desktop and displays an error that informs you that the target has rejected the
interaction.
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Blend Different Channels Into A Single
Conversation

The Customer Experience power of Workspace comes from seamless blending of channels into a
single conversation.

You can chat with a contact online, while at the same time speaking together on the phone and
composing an email message to send information in writing!

You can have a conference call with a contact and someone else in your company, and at the same
time send Instant Messages to the person in your company.

When you are consulting with someone else in your company, the Team Communicator shows you a
list of your active consultations to make it quick for you to choose who to transfer or conference the
interaction to, or who to add a different type of consultation (voice or chat). If you want to perform a
warm transfer or a two-step transfer, click Consult to talk to the consultation target and then click
Transfer to transfer the call.

= Genesys - Workspace

Oiigisc Inbousd chal

" AT:A4 PR Revril Mk | 3o haveng trout
200 PA] o Dawie: O ‘What s B " - Kale Lewss
= Corditceally Hrady

W, Instant Ghat Transfer

J A b Favaites

Team Communicator displaying active consultations

This article shows you many different use cases for channel blending (omnichannel) that you can use
to improve customer experience (CX)!

[+] Guide to media blending combinations

The table Some of the available media blending by type of interaction lists some of the media
blending combinations that are available from each media channel, including consultations. The table
Available consultation types and blending consultation types by interaction-type lists the
media blending combinations that are available for each consultation media-type.

Some of the available media blending by type of interaction

Interaction Media blending and consultation

. Voice consultation
LeiaIlEsiisy IM consultation

. Voice consultation
Voice (Internal target) _
IM consultation

IM (Internal target) Voice (Internal target)
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Interaction Media blending and consultation
Voice
Email (inbound from contact) Voice consultation
IM consultation
Voice
Email (outbound to contact) Voice consultation
IM consultation

Voice
Voice consultation
Chat .
IM consultation
Chat consultation
Available consultation types and blending consultation types by interaction-type
. es 2nd transition
Interaction 1st consult 1st transition consult e hie
Voice Voice consult IM consult X
. Voice consult IM consult X
E-mail :
IM consult Voice consult X
. IM consult Chat consult
Voice consult
Chat consult IM consult
Voice consult Chat consult
Chat IM consult
Chat consult X
Voice consult IM consult
Chat consult -
IM consult Voice consult
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Blending one media with another

S Genesys * Workspace

Case Information

E Ravi Pache (W Connected

New E-mail to RaviP@mail.dom

N

Type name or number Q

L
e

All Types
L e

‘ Active Consultations

Krieti < ,pola Q
» Conditionally Ready “

{ree fr-Subscrintion plane /3

While you are handling a call, chat, or email, it's easy to add a new media-type to a blended
conversation.

Click to open the Action menu that is next to the name of the party.
The Action menu displays the media channels that are available for blending.

The Team Communicator has an Action menu for each party that you are consulting.
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Blending an email interaction with a voice interaction

S Genesys * Workspace

Case Information

E‘ Avril Mai (W Connected

New E-mail to A_Mai@mail.dom

U

Enecasss

= Genesys * Workspace carole Spencer =

— -
Rl aviva © 000 B AN @S @ooss GQO-G-HI-0- 8-

Case Informatinn

~ Avril Mai (¥ Cennected € Outbound

From: Contac

To... A_Mai@mail.dom AddCc -
Subject: |

‘ Font

v|SiZEv|B u ; |-

You can email the person that you are talking to on the phone while you are talking to them. You can
also do the opposite, call a contact from the new outgoing email window while you are writing the
email.

Click the party Action menu to open it and select the type of interaction you want to start.

If the contact has more than one email address you can confirm during the call which address to use.
The new email interaction opens as part of the voice call interaction view.

If the address is not in the Contact Database, use Team Communicator to start a new email
interaction by typing the email address in the Team Communicator search field. In this case, the new

email will open in a separate view, not in the voice interaction view; however, your phone call will not
be interrupted.
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Blending a voice interaction with a chat interaction

= Genesys * Workspace Carole Spencer ~

avilvai Q) o154 WY BB -
Case Information

E Avril Mai ) Connected

Call to 222+14255551212 "has joined the session
. : . be with you shertly (through Chat Server ChatServer) .
: New E-mail to\_IMai@mail.dom ¥ ¥ (throug SEver)

[ty 'Carole Spencer’ has joined the session
| Mew E-mail to mail@mail. dom ow can | help you taday?

[6:35:5Z PM[ AvrilN= Tam Raving trouble making an on line purchase. My credit card number is not being accepted.
[6:36:21 PM| Carole Spencer: Let me call you and verify your number.

=

= Genesys * Workspace Carole Spencer ~ &

=

=

- Qo BBV 8-

[6:34:41 PN e V' has joined the session
[6:34:43 PM| Chat System: Agent will be with you shortly (through Chat Server ChatServer) .

[6:34:49 PM| Carole Spencer: Mew party 'Carole Spencer' has joined the session

[6:35:13 PM| Carole Spencer: Hello. How can | help you today?

[6:35:52 PM| AwvrilM: | am having trouble making an on line purchase. My credit card number is not being accepted.

[6:36:21 PM| Carole Spencer: Let me call you and verify your number.

You can call a contact that you are chatting with, but you cannot start a chat with a contact that you
are talking to on the phone.

During a chat with a contact you might want to call the contact. Use the party Action menu to select
one of the phone numbers for the contact that is stored in the Contact Database.

The new voice call interaction opens as part of the chat interaction view.
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Blending internal voice interactions and internal IM interactions

Workspace enables you to blend media during internal interactions, whether you
are calling agent-to-agent, or are consulting with another party while you are
handling an interaction with a contact, you can add different media to your
internal interactions.

To add an IM to your voice consultation call, or your internal voice call, use Team Communicator to IM
or call the party. At this time, the party Action menu is not supported.

The next few sections show you how to combine Voice and IM in your internal conversations:
¢ Blend an internal IM with an active internal voice interaction

¢ Blend an internal IM consultation with an active internal voice consultation

¢ Blend a voice consultation with an IM consultation
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Blend an internal IM with an active internal voice interaction

£ Genesys * Workspace

Case Informa..-n

origin:  Internal call 1o KT

~ Kristi Sippola (W Connected\Tﬂam Communicator

Carole Spencer ~

Kristi Sippola e 00:55 t‘ ‘2 t. (. - ==E v (2 - ,!.glv
~

Kristi Sippola
|« - e "

L. Call{5322)

# Send Instant Message

@ Monitor Agent 'h

= Genesys * Workspace

Case Information

Instant messaging to Kristi Sippola

Origin:

« Kristi Sippola O Connected

Welcome to Instant Messaging. Send a message to start the session
[8:05:09 PM] Carole Spencer: Hello Kristi, here is the account number 5555-5555-5555
[8:05:14 PM] Kristi Sippola accepted the Instant Messaging invitation.

You can add an internal IM interaction to an active internal voice interaction and handle both at the
same time.
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During a call with someone in your company, you might want to send them an IM, perhaps to provide
them with an account number, a name, a telephone number, and so on.

To add an IM interaction to your conversation, type the name, phone number, or other information
into the Team Communicator field to search for the person. When you find their name, select Send
Instant Message.

Type something in the IM text field and click Send to start the conversation.

Blend an internal IM consultation with an active internal voice
consultation

You can add an internal IM consultation to an active internal voice consultation
and handle both by switching back and forth between interactions.

During a call with a contact you might want to start a voice consultation and then blend in an IM
consultation.

First start a voice consultation with someone in your company.

After you connect to the person you are consulting with, open the Team Communicator to start an IM
with the same person (or a different person).
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You can switch back and forth among your call with your customer, your voice consultation, and your
IM consultation with the person in your company.
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Contacts

Contacts can be team members or customers and are stored in the Contact Directory. From the
Contact Directory, you can call or email a contact, manage a contact's profile information (such as
their name, phone number, email address), and review a contact's past interactions.

Where are my contacts?

Link to video

There are a few different ways that you can access your contacts:
* Open your Contact Directory by selecting Contact Directory from the Supporting Views menu. This
contains all of your contacts, such as team members, customers, and any external contacts.

¢ Use the Team Communicator to quickly contact a team member, or a favorite or recent contact. This
tool is accessed from the Type name or number search bar near the top of the screen (or by clicking

-
ili-

-
the | = | button, if you are working with an interaction).

Watch the video to see an overview of the Contact Directory.

How do | find a contact in the Contact Directory?

Link to video
The easiest way is to use the Quick Search option.

Start typing a name, phone number, or email address into the Quick Search field and the matching
results are returned in the Contact list.

Customize the search results by using === to toggle between grid or list view, or click the headers to
sort by column (list view only).

Watch the video to see how you can search the directory and customize the results.
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What is the difference between List View and Grid View?

The Contact Directory uses two different kinds of search modes to find contacts
in the Contact Database.

e List View — searches each field of the contact database for the keywords that you specify and displays
an unsorted list of all of the contacts in the contact database that match the search criteria.

e Grid View — searches each field of the contact database for the phrase that you specify and displays a
list of records where at least one record field contained the search phrase.

See below for more details about these views.
List View

Click the Show Contacts in List View button (i=) to display the Contact Directory List view.

The List view displays an unsorted list of all of the contacts in the contact database that match the
search criteria.

The search is a 'keyword' search that searches each field of the contact database (name, phone
number, email address, or other criteria) for the word or words that you provide in the search field.
The search engine tries to match any word of each field specified in the search criteria (that are
allowed by your administrator for Quick Search or that you manually specified for Advanced Search)
of the database by using the selected matching mode 'starts with' to search for the keyword(s) that
you provide.

Examples:

¢ Quick search using the keywords John Daly as the criteria in a quick search defined to apply to only the
First Name and Last Name fields will match a contact where First Name=/ohn and Last Name=
Daly

¢ Quick search using the keywords John Junipero as the criteria in quick search defined to apply to only
First Name, Last Name, City, and Address, will match a contact where First Name=J/ohnny and
Address = 2001, Junipero Serra Blvd.

Results are returned in a list that is not sortable. If the result set is too large, you can refine the
search results by adding more keywords to your search criteria (the sort order in this context is
undefined).

Tip

Genesys does not currently support mixed character sets in contact database searches, so, for example, it
is not possible to search for words in Chinese Simplified characters and Latin characters in the same search
string, and the sequence of Chinese Simplified characters immediately followed by Latin characters will not
be considered as two words.
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= Genesys » Workspace

L

Contact Directory
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Grid View

Click the Show Contacts in Grid View button (EE) to display the Contact Directory Grid view.

Grid mode performs a search that considers each field of the contact database (name, phone
number, email address, or other criteria) as a phrase (as opposed to the list view mode that
considers each field as a tokenized list of words) and uses the search criteria that you provide as a
phrase, not as a list of words.

Examples:

¢ Quick search using the phrase John Pa as the criteria in a quick search defined to apply to only the First
Name and Last Name fields will match a contact where First Name=/ohn Paul and Last Name=Doe

* Quick search using the phrase John Daly as the criteria in quick search defined to apply to only the First
Name and Last Name will not match a contact where First Name=J/ohn and Last Name=Daly

Results are returned in tabular form and sorted according to the default search field, such as Last
Name.

The Grid view can be used to help to refine your search by sorting the results.
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Click a column head in the Grid view to sort the list based on that criterion. Click
a column head a second time to switch between ascending and descending sort
order.
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What actions can | take with a contact?
Link to video

e Call or email the contact.
e View and manage their profile Information.

¢ View their History of interactions.

e Use 1>-c to delete the contact.

* Use More Actions to perform other actions (depends on your permissions).

Watch the video to see how you can call or email a contact from the Contact Directory.

How do | work with an interaction with an unknown contact?

Information History
B O Reset
General
: r
Title M. -
First Name» Mark
Last Mame = Pavram x

Phone Number
¥| 555.654.7890 | Office ~ X @ Primary

r .
"317 Mobile -

Add Phone Number -

E-mail Address
Trkav@mail dom IFWUrIc address

14
b

Add E-mail Address -
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Your Genesys software administrator has the option to set up your contact center to handle
interactions with contacts that are not already in your organization's contact database.

Your contact center might be set up to create new contacts automatically when someone calls in from
an unknown phone number. In that case, all you have to do is update the contact information in the
Contact tab of the interaction with the rest of the contact's information, such as name, email
address, and so on.

Your contact center might be set up so that no new contact is created when someone calls in from an
unknown phone number. In this scenario, you might be granted the ability to create a new contact
and add him or her to the contact database manually. If this feature is enabled for you, follow these
steps:

1. Click Create new contact }+ to open the contact Information view and create a new contact.

2. Add the contact's information in the information fields. You can also add additional phone numbers and
email addresses for the new contact, and specify a phone number or email address as the primary
contact number or address.

3. Click Save E to save the contact's information to the contact database.

4. If you decide not to save the new contact information, click Reset O to reset and clear any unsaved
information.

Your contact center might be set up so that you do not have the capability to create a new contact
when someone calls in from an unknown phone number. In this scenario, the Create new contact

2, button and the contact Information tab are not displayed. In some contact centers you can still

search for completed voice interactions from unknown contacts in the My History and Interaction

Search views, but in other contact centers, interactions from unknown contacts are not saved in the
contact database.
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How do | set up my favorites?
2 x All Types
t. ~ Hamaguchi

R Call (+55.11.50)

Y. Call (+55.059)

i E-mail (Hamaguchi@genesyslab mag)

i.;'. Add to favorites

t, ~ ChrisH Add to favorites

Typically, your favorites are team members you contact frequently. You can mark a contact as a
favorite by selecting Add to Favorites from the drop-down actions menu in Team Communicator.
You can also assign the favorite to a category.

To see your personal and corporate favorites, select n (favorites filter) on the Team Communicator
bar.

Favorites are marked with a (star). Use the filters and sorting options to change the types,
categories, and order of your favorites.

To make changes to a favorite, use Edit Favorite. To remove a favorite, use .

Favorites marked with * (locked star) are corporate favorites, and can't be edited or removed. The
same favorite can belong to both your personal and corporate favorites, but it will be shown as a
corporate favorite in the results list.

Note: A favorite that you created by directly dialing a contact will appear only in a favorites search
and your list of recent calls if you previously called the person.
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Contact and interaction history

Workspace lets you look at the interactions that you and your coworkers have worked on in the past.
You can view information about the interactions, including notes and case data. You can also open
and process some interactions.

How can | find the interactions I've worked on?

The My History view enables you to view and manage your previous interactions with a contact.

To display the My History view in the main view, click = and select My History.

The Chronology slider lets you see all of your interaction history, or just those from the last day,
week, or month.

The My History view Filter button enable you to refine your results by displaying only those
interaction types that you select.

The Quick Search field enables you to enter keywords or a phrase to search for in the contact's

interactions, such as the subject of an email or chat, the body of a chat transcript, a customer name,
the name of the agent who handled the interaction, or other text that your administrator allows you

to access.
[+] Show video: My History: Quick Search
n Link to video

The Advanced Search feature enables you to choose conditions to search only within the limits that

you define.
[+] Show video: My History: Advanced Search
n Link to video

When you find the voice, chat, email, workitem, Facebook, or Twitter interaction you are searching
for, select it to view the details and other information.

| S

You can open some interactions for editing or handling. Just select it and click -

You can open email interactions and forward them inline to an external resource. Just select it and
click &,

Use the Show Details Panel on Bottom/Hide Details Panel button (] ) to change the display
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of the Details panel.

How do | explore the history of a contact?

The Contact History view lets you see and manage previous interactions with a contact you have
selected from the Contact Directory or from the information view of the current voice, chat, email,
workitem, Facebook, or Twitter interaction.

[+] Show video: Contact History
n Link to video

Use the Contact History view to do the following:

e Find interactions for the current contact or the currently selected contact.

¢ View information about the selected interaction.

The Chronology slider lets you see all of your interaction history, or just those from the last day,
week, or month.

The Contact History view Filter button enable you to refine your results by displaying only those
interaction types that you select.

The Quick Search field enables you to enter keywords or a phrase to search for in the contact's

interactions, such as the subject of an email or chat, the body of a chat transcript, a customer name,
the name of the agent who handled the interaction, or other text that your administrator allows you

to access.
[+] Show video: Contact History:Quick Search
- Link to video

The Advanced Search feature enables you to choose conditions to search only within the limits that
you define.

[+] Show video: Contact History: Advanced
Search
Link to video

When you find the voice, chat, email, workitem, Facebook, or Twitter interaction you are searching
for, select it to view the details and other information.

| Sy

You can open some interactions for editing or handling. Just select it and click -
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You can open email interactions and forward them inline to an external resource. Just select it and
click =&,

Use the Show Details Panel on Bottom/Hide Details Panel button ((J ~*) to change the display
of the Details panel.

How do | find any interaction?

Sometimes you need to find an interaction that someone else at your contact center worked on, or
maybe you worked on it, but you can't remember who the contact was or when you worked on it. You
might be a team lead or supervisor who is looking for interactions related to a specific topic or was
processed by a specific agent or agents.

The Interaction Search view lets you search the entire interaction database for all media types, with
all contacts, and handled by any agent.

To display the Interaction Search view in the main view, click = and select Interaction Search.

The Chronology slider lets you see all of your interaction history, or just those from the last day,
week, or month.

The Interaction Search view Filter button enable you to refine your results by displaying only those
interaction types that you select.

The Quick Search field enables you to enter keywords or a phrase to search for in the contact's
interactions, such as the subject of an email or chat, the body of a chat transcript, a customer name,
the name of the agent who handled the interaction, or other text that your administrator allows you
to access.

The Advanced Search feature enables you to choose conditions to search only within the limits that
you define.

When you find the voice, chat, email, workitem, Facebook, or Twitter interaction you are searching
for, select it to view the details and other information.

| Sy

You can open some interactions for editing or handling. Just select it and click -

You can open email interactions and forward them inline to an external resource. Just select it and
click =&,

Use the Show Details Panel on Bottom/Hide Details Panel button (] ) to change the display
of the Details panel.

Using Quick Search

The Quick Search field lets you to enter keywords or a phrase to search for in the interaction
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database, such as the subject of an email or chat, the body of a chat transcript, a customer name,
the name of the agent who handled the interaction, or other text that your administrator allows you

to access.
[+] Show video: Quick Search
- Link to video

Searches of customer information like name and address, and of interaction information like subject
or body text are 'starts-with' searches, meaning that each of the fields that you are allowed to search
for words or strings, are searched for words that start with the keywords that you enter in the Quick
Search field.

Searches of information that has been customized by your administrator are 'equals' searches,
meaning that the search looks for exact matches with what you enter. Ask your administrator about
custom information.

Text search is:

¢ Not case sensitive. TEXT, Text, text, and teXt are all treated as the same word.
e Searchable as either a group of individual words or as sentences.

* Put a group of words in double quotes to search for a specific sentence. Searching for "Find me"
returns all interactions that contain the exact match for the phrase 'Find me'.

* Otherwise, each word is treated as a separate search condition. Searching for Find me returns all
interactions that contain one word that starts with Find and one word that starts with me.

Use the Filter menu to see only interactions of a certain type, like voice, email, or chat. Perhaps that
interaction you are looking for was handled through a chat. To see only chat interactions, select
Show chat interactions from this menu.

When you find the interaction you are searching for, select it to view the details and other
information in the Details, Notes, and Case Data tabs.

Use the Show Details Panel on Bottom/Hide Details Panel button (0] ~) to change the display
of the Details panel.

Using Advanced Search

The Interaction Search Advanced Search feature lets you choose a set of conditions that you want to
use to limit the search to only those interactions in the interaction database that match the
conditions you specify.

[+] Show video: Advanced Search
n Link to video
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©)

Click next to the Quick Search field to open the Advanced Search view.

Tip

Your administrator decides what conditions you are allowed to search on, so your Interaction Search view
might not exactly match the screen shots and video.

For the Add Condition menu, your administrator might have set up groups of conditions which appear as
submenus. This makes it easier for you to find the condition you want to use.

This is what the Advanced Search view looks like:

Use the controls described here to set up your search, then click Search to find the interactions that
match the conditions that you specify.

When you find the interaction you are searching for, select it to view the details and other
information.

Filter

Use the Filter menu to see only interactions of a certain type, like voice, email, or chat. Perhaps that
interaction you are looking for was handled through a chat. To see only chat interactions, select
Show chat interactions from this menu.

Add Condition

Use the Add Condition menu to add search criteria to the Advanced Search view. When you make a
selection from this menu a new condition entry is added above the Search button. Add as many
conditions as you need. The view will scroll if necessary.

To remove a condition, click the X next to the entry.
Each condition entry that you add lets you refine your search. For example, you might limit your

search to interactions that have a status of "In Progress". You might know approximately when the
interaction was handled. the Start Date and End Date conditions let you limit the search to
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interaction handled before, on, between, or after a certain date.

For some conditions, you might have to enter text instead of selecting criteria from a menu or picking
a date.

Text search is:

¢ Not case sensitive. TEXT, Text, text, and teXt are all treated as the same word.
e Searchable as either a group of individual words or as sentences.

e Put a group of words in double quotes to search for a specific sentence. Searching for "Find me"
returns all interactions that contain the exact match for the phrase 'Find me'.

* Otherwise, each word is treated as a separate search condition. Searching for Find me returns all
interactions that contain one word that starts with Find and one word that starts with me.

For some conditions, you might have to search the contact database or search for someone in your
contact center, such as other agents who processed the interaction you are looking for. For searches
of contacts and internal targets, the Team Communicator opens when you click in fields such as
Processed By.

Match All/Any Conditions

Use the Match All Conditions option to limit the search to only those interactions that meet All of
the conditions that you specify.

Use the Match Any Conditions option to find the interactions that meet at least one of the search
conditions that you specify.

Viewing Search Results

The search results are displayed in the interactions table. The search result table is not sortable. To
sort the interactions table, clear the search field to display the full history set.

Workspace returns a maximum of 100 interactions. If you do not find the interaction you are searching for,
you might have to refine your search criteria further.

Navigating the Search Results Table

After you click the magnifying glass in Quick Search or Search in Advanced Search, Workspace looks
through the interaction database to find interactions that meet the conditions that you specified.

All the interactions that are found are displayed for you in the Search Results table. The table
displays results in pages if many interactions are found. If multiple pages are returned in the search
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results, page through the list of search results by doing any of the following:

* Click the Go to the Next Page button (™) to view the next page.

e Click the Go to the Previous Page button () to view the previous page.

¢ Click the Go to First Page button (H) to return to the start of the list of search results.
+ Click the Go to Last Page button (P) to return to the start of the list of search results.

e Specify the number of items that are displayed on each page by using the per page drop-down list.

Details, Notes, and Case Data

The Details, Note, and Case Data tabs display information for any interaction that you select in the
Search Results table.

¢ Details — displays interaction specific information. For example, if you have selected an email
interaction, the Subject, From, To, State, and body of the email interactions are displayed.
* Note — enables you to view notes written by the agents who handled the interaction.

¢ Case Data — enables you to view the Case Data/case information and other attached data for the
selected interaction.
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Workbins

A workbin is like a personal queue or storage area where you can store email, Facebook, Twitter, and
Workitem interactions to be handled later.

As an agent you have two different workbins that you can use. If you are a Supervisor (Team Lead),
you might have additional workbins that you can use to manage the interactions of the agents that
you supervise, and you might be set up to edit Case Information.

You can access all of your workbins from the Supporting Views (E) menu.

How do | use the My Workbins view?

To view another workbin, select it in the Workbin explorer on the left-hand side of
the view. The number of unopened email messages in each workbin folder is
indicated next to the name of the workbin folder.

The list of available workbins depends on how your system is set up by your administrator. Some of
the workbins which might be configured for you include:

* In Progress contains unprocessed inbound email interactions and Facebook and Twitter messages that
you've saved by clicking Save In My Inbound E-mails in Progress Workbin.

¢ My Drafts contains outbound email interactions and Facebook and Twitter messages that you've saved
by clicking Save in My Draft E-mails Workbin.

To view details, notes, and case data about an interaction that is stored in one of your workbins,
select it. Information about the selected interaction is displayed in the tabs at the bottom of the
Workbins view. To display the interaction information tabs, click the Show/Hide Details Panel

button. (=)

-t
To open an interaction for editing or handling, select it and click ™.
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Standard responses

Standard responses

The Responses view enables you to access a database of prewritten standard responses for your

interactions. You can insert a response as a reply into any outbound interaction, such as an email or a

chat message, or you can read them to the contact during a phone interaction.

After inserting a response into an outbound interaction, such as an email or a chat message, you can

modify the contents of the text.

Show video: Adding a Standard Response to an outgoing email:

Link to video

Using the Responses View

Any Keyword Search™ | Search

» Il Action

» Il Actionabilty

» Il Attachment

» [l Autc Response
» Il AutoBot

I EB

» [ Chat Transcript
» [ Field Code

» Il Financial service

1IVINOD Y4 ©

S3SNOdS3H

23 PM » Il ForAutomatedTreatment

» Il Forwarding

» B HTML

» I Misc

» Il OES_Samples

» [l Folitesse

+ Il Premier Financial Services
+ Il Reminder

uonRWIOH|

m 0o
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To access the Responses view, select the vertical RESPONSES button on the active-interaction
window.

The Responses view comprises two main areas: the Responses Explorer folder view and the response
display area. You can find responses in one of two ways:

1. Browse using the Responses Explorer folder view

2. Search the responses database by typing in the Search and Filter field.

Responses Explorer

(4] Any Keyword Search ™ | Search
n ...........
g " Hl AL ilnnsin
g » Il Auto Response
= » [l AutoBot

» [l BIE

» [ Chat Transcript 1'
B » Il Field Code
o v @8 Financial service
rrl [ - . .
% + wm Errors in transactions
o
=
ﬁ El Wrong amount
w ) . )

» Il Unidentified transaction

» Il ForAutomatedTreatment
a _
— First contact
)
E Dear <3 Contact.FirstName+" "+Contact.LastMame S=.
o Thank you for your recent inguiry about your last account st t¥Ve are investig:
—
=
=

1 3

The Responses Explorer contains a tree view of folders (standard-response categories) and pages
(standard-response documents). You can:
¢ Select a response in the explorer area (1) to view its contents (2).

¢ Navigate the responses folders and documents by selecting folders to open or close them and selecting
documents to select them.
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Insert standard-response text into the current interaction at the insertion point by selecting a response
document and then selecting Insert Standard Response Text |f=f||_

Show and hide the responses details area by selecting Show Detail/Hide Detail O=

View the contents of the selected response document in the responses details area.

e Copy content from the responses details area and paste it into the message area of your email or chat
interaction. Standard responses use "tokens" (such as <$ Contact.FullName $>) that replace a code
with specific text. For instance, Dear <$ Contact.FullName $> becomes Dear John Smith in the
email. If you copy and paste token code (such as <$¢ Contact.FullName $>) into your draft email, the
replacement happens only after you send the email. To see the replacement text before sending, you
must click Insert Standard Response Text.

Search and Filter

The Search and Filter area enables you to specify keywords for which to search in your company's
Standard Response Library. It has the following features:

e Search field—Enter the keyword for which you want to search, and click the magnifying-glass icon to
initiate the search.
e Search type—A drop-down list that enables you to search using one of the following strategies:
* Any Keyword Search—Find all responses that contain at least one of the specified keywords.
* All Keyword Search—Find all responses that contain all of the specified keywords.

* Exact Text Search—Find all responses that contain the specified keywords in the order in which
they are specified.

Any Keyword Search~ | New Account Q

Exact Text Search 0

All Keywords Search

Any Keyword Search @

» Il Attachment

Tip
The search is applied to the selected view; to clear the search criteria and display all
contents, click the X in the search field.
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Knowledge Center

What is Knowledge Center?

Knowledge Center allows you to make the best use of your enterprise knowledge by capturing,
storing, and distributing that knowledge wherever it is needed. With Knowledge Center you can
quickly provide the right answers to customers, leading to better overall customer service.

How can Knowledge Center help me do my job?

With Knowledge Center, you can:

* Provide suggested articles to customers

¢ Provide feedback to enhance search accuracy and relevancy

¢ Create knowledge articles through the built-in content management system
* Browse a list of categories to help you find the right answer, quickly

¢ Review a history of customer searches and answers, read and ignored

How do | access the plugin?

To access the Knowledge view, select the vertical Knowledge tab on the active-interaction window:
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Customer interactions Knowledge Center

= Genesys * Workspace
Case Information + A 0 Ask
<3
Origin:  Inbound chat =
=
=} Ask aqu
~ JaneDoe () Connected = q
m
[1:01:21 PM| JaneD: New party 'JaneD’ has joined the session 1 All kno
[1:01:27 PM| 5100F 5100L: New party '5100F 5100L" has joined the session ™
Cus
KMOWledge tﬂb No rec
=
o
=
m
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(=]
=
u
m
Dispositions Note
n
o
o
=
=
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How do | interact with Knowledge Center?

(<] Browse History
= ’
=
g Ask i
sk a question
=
-
m
E Kno —
(<] Ask @Histuw
> /
Cu =
No g Alldocuments ¥  Knowledge FAQ ¥ Chat ¥
=
m
e R U
m
Adm | -
0 Ask Browse ( History :l
Cent 2z
Arch E )
o Current Session ¥ ALL v
Cogll =
=
o
ﬁ Date Type Knowledge base ID Language Query

There are 3 different ways you can interact with Knowledge Center:

e you can ask your question from the Ask tab
* you can browse a list of categories from the Browse tab

e you can view user history from the History tab

The next few pages will take you through all the main functions of Knowledge Center and how you
can work with this plugin.
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Using the Ask tab

How do | ask a question?

Fowse | MROTT—— T

Ask a guestion Q

Allknowledge bases ¥

Customer's Recent Questions

Mo recent questions.

Asking the knowledge base a question is easy and very intuitive. Once you've opened up the Ask

menu by clicking on the Ask tab, you simply type your question in the field and then choose your
knowledge base and language (both are set up by your Administrator).

As you type, notice that the knowledge base automatically begins suggesting questions for you.
These are based on previous Knowledge searches and keywords used. If you see a question in the list

that matches yours, you can select it here. If not, continue typing your question and click the
magnifying glass icon.

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 103



Customer interactions Knowledge Center

| found my answer, now what?

Ask Browse History

What is Genesys Knowledge Center

Knowledge FAQ ¥ Chat v

3903 IMONH & O

(What Is Genesys Knowledge Center?

mnnlmlﬂmih

Ask Browse History

o pTaTTI N Pl

s to convert your knowledge in

What is Genesys Knowledge Center

< What Is Genesys Knowledge Center?

@ 2016-09-02 @ 5 Channels: any

w 3903 TMONN @ @

The ultimate goal of Genesys Knowledge Center is to convert your knowledge into answers to the g
using this knowledge. The heart of the system is the Genesys Knowledge Center Server, which is dy

o s e A FEACIAIMNMEINES

f=1 Copy content ¥7 Add to favorites

B Wasthis helpful?@
0

g ok g g g

Please, leave a comment

Clicking on the question expands the result to display the answer. If you've found the answer to your
question, you can either read the answer to the caller (if on a voice call), or you can copy and paste
the answer directly into the Workspace chat window.

The document you are viewing may also have additional files attached which you can download by
clicking the attachment link.

If the answer provided has been helpful, this is your chance to improve the knowledge base by
providing feedback. Leaving a star-rating and a comment allows the system to better serve your
future interactions by training the knowledge base to know which answers are the most suitable.

You can also add this answer to your favorites by clicking the Add to favorites button. All favorites
are stored under the Browse tab.

To exit the article, simply click the back arrow next to the question.
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What if | didn't find an answer or | don't like the answer
provided?
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Genesys Knowledge Center Workspace Plugin, Genesys Knowledge Center CMS

Related categories

General
Genesys Knowledge Center Server
Genesys Knowledge Center Workspace Plugin

Mo relevant resulis

Compose an answer

e Do you want to compose an answer for this question?

Create Answer

* Question

How can | improve the knowledge base?

* Answer

Categories
Administrator eXtension for Gen...
Archiving
Configuration
Feedback
General
Genesvs Knowledoe Center CMS

e Do you want to send this answer to the customer?

Send to customer

KN -
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If the system could not provide you a valid answer to share with your customer, taking the time to
suggest an answer will enable the knowledge base to improve over time, thanks to your input.

To make a suggestion to the system, simply click the No relevant results button at the bottom of
the page and confirm that you wish to compose a new answer. In the Create Answer window, you
can:

e Edit your question

e Suggest the answer

e Select the categories where the question and answer belongs
Once you've confirmed all the details, the system asks you if you'd like to send this answer to the

customer. Clicking Yes automatically copies your answer into the chat window in Workspace, saving
you valuable time.

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 107



Customer interactions Knowledge Center

Using the Browse tab

What are categories and why would | use them?

Ask @isww

Alldocuments ¥ Knowledge FAQ ¥ Chat v

I903TMON & O

Knowledge FAQ

Administrator eXtension for Genesys General (10) Genesys

ST = A BEEL Genesys Knowledge Center CMS (15) @

LOELLLEL: Genesys Knowledge Center Pulse Plugin (1)

Configuration (5) Genesys Knowledge Center Server (33)

Fee

Ask Browse

History

All documents Knowledge FAQ

3903TMONH & ©

Configuration X

How long is information stored in the historical database?
The default depth of the historical database is 14 days. This value can be changed by editing the TTL option in the reporting,
Genesys Knowledge Center Server, History, Configuration

Why do | need to configure two communication ports for the Genesys Knowledge Center cluster?
Genesys Knowledge Center (GKC) Server carries out two different types of communication. The HTTR/default port enabl
Genesys Knowledge Center Server, Configuration

How many nodes can be added to the cluster?

The minimal configuration is one node per cluster. Although there is no limit to the maximum number of nodes in a cluster,

([afe] )|

Categories make it easy for you to browse a list of questions and answers that might be useful for
your customer interaction. When you click the Browse tab, you are presented with a number of
category options that, when clicked, display questions and answers relevant to that category. This is
particularly helpful if you know the topic but you're unsure of the question to ask. To clear the
category, simply click the "x" on the category name and it brings you back to the main list.

Categories are initially set up by your Administrator however you can help improve
the knowledge base by adding your own questions and answers and defining their
categories.
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Using the History tab

What is the user history and why would | use it?

© Ask Browse History
> ’
2
o Current Session ¥ ALL v
=
[
S
ﬁ_“l Date Type Knowledge base ID Language Query
22 minutes ago OPEN knowledgefaq en
22 minutes ago FEEDBACK knowledgefag en
22 minutes ago FEEDBACK knowledgefaq Can | search for knowledge base articles in French or other languages
22 minutes ago OPEN knowledgefaq en
22 minutes ago SEARCH knowledgefaq | 11 l Can | search for knowledge base articles in French or other languages
22 minutes ago SEARCH knowledgefag en Can | search for knowledge base articles in French or other languages
g 22 minutes ago FEEDBACK knowledgefaq en
o
Z_' 23 minutes ago OPEN knowledgefag en
=
ﬂ 23 minutes ago OPEN knowledgefag en
Details
Type: FEEDBACK
Knowledge base ID: knowledgefag ( 2 ,
Date: 2016-09-06 12:49:25
Feedback type: LIKE
Query: Can | search for knowledge base articles in French or other languages
How can | archive older knowledge base articles?

Clicking on the History tab brings you to the user history. The user history allows you to see all the
queries made by your customer using self-service in the Current Session. It can also display All
History which shows you the entire history of the customer's queries over time.

The main reason you would use this information is to give you a better understanding of the issue
your customer is facing by providing you with the list of questions they have been asking the system.
Also, by viewing the history you can see if this is a new issue or possibly a recurring one. The user
history helps you quickly decipher things like these, making you well-prepared for your interaction.

The user history consists of two parts:

1-The History events table at the top
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2-The details view at the bottom

How do | see what the customer has already asked Knowledge
Center?

=
2
o Cument Session ¥
=
m
g SEARCH
@ Date NO ANSWER Knowledge base ID Language Query
22 minutes ago OFEN knowledgefaq en
FEEDBACK
22 minutes ago FEEDBACK knowledgefaq en
22 minutes ago FEEDBACK knowledgefaq
22 minutes ago OPEN knowledgefaq en
knowledgefag £ Ca

Viewing the Current Session enables you to view the current history of your customer's recent
interactions with self-service. From here you can filter your view of their questions a number of ways:
e ALL - shows all events in the history
« SEARCH - shows only requests to find the answer (along with the results shown to customer)
* NO ANSWER - shows the questions the customer had where no answer found was returned
* OPEN - shows answers that were opened and reviewed by the customer

e FEEDBACK - shows positive and negative votes on the queries the customer made

The Current Session view is only available if your customer had been using self-
service capabilities before contacting you for help. If they contacted you first, this
option will not be active since there is no current session history to view.
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Can | see a customer's whole inquiry history with Knowledge
Center?

=
=
2 All History v AL v - . . .
g Last 24 n lect7osye  Lest30daye &
=
0
ﬂ Date Type Knowledge base ID Language Query
33 minutes ago OPEN knowledgefaq en
33 minutes ago FEEDBACK knowledgefaq en
33 minutes ago FEEDEACK knowledgefaq en Can | search for knowle
33 minutes ago OPEM knowledgefaq en

efaq Can | search for knowled

Viewing All History enables you to view your customer's entire interaction history with self-service.
This option also provides you with the same way to filter as you can when viewing Current Session.

The added feature when viewing All History is that, from this view, you can also use the time line to
view a specific range of time.
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What information is provided in the Details view?

0o Ask Browse History
Zz
Z
o Current Session ¥ ALL v
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ﬂ Date NO ANSWER Knowledge Dwge ID Language Query
37 minutes ago OPEN knowledgefaq en
FEEDBACK
37 minutes ago FEEDBACK knowledgefaq en
38 minutes ago FEEDBACK knowledgefaq en Can | search for knowledge base articles in Frenc
38 minutes ago OPEN knowledgefaq kn
38 minutes ago SEARCH knowledgefaq n Can | search for knowledge base articles in Fren
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o
5 38 minutes ago OPEN knowledgefaq en
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ﬂ 38 minutes ago OPEN knowledgefaq en
Details
Type: FEEDBACK
Knowledge base ID: knowledgefaq
Date: 2016-09-06 12:49:25
Feedback type: LIKE
Query: Can | search for knowledge base articles in French or other languages
=]
ﬁ How can | archive older knowledge base articles?
bl
o

When you click a history event in the history table, the bottom part of the view is updated to show
the details of that event. The information provided depends on the type of event you've filtered on.

With the ALL filter selected, all information is shown.

With the SEARCH filter selected, the following information is shown:

e the date the event was recorded
e the question the customer asked

e the answer given to the customer

With the NO ANSWER filter selected, the following information is shown:
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¢ the date the event was recorded

¢ the question the customer asked
With the OPEN filter selected, the following information is shown:

¢ the date the event was recorded

e answers the customer opened

With the FEEDBACK filter selected, the following information is shown:

the date the event was recorded
* the type of the feedback (positive or negative)
¢ the question the customer asked

¢ the answer the customer left feedback on
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Co-browse sessions

A Genesys Co-browse session lets you and a customer navigate the same web page at the same
time. Unlike conventional screen-sharing applications where one party sees an image of the other
party's browser, in a Genesys Co-browse session both you and the customer share the same instance
of the web page.

Start a Co-browse session

£ Genesys * Workspace SIP 5320 ~

el sonooe osas WL WE - Vg - A8 -

Case Information ~ L4 &5 Exit Session Session ID: 386292729 Mode: Pointer #

. n
Origin:  Inbound Chat o nesys.com/solutions

o
JohnDoe @ Connected 5 e

- SN

, - SO 5 SEEENS
[3:15:24 PM| John Doe: New party 'John Doe’ has joined the session
[3:15:27 PM| Chat System: Agent will be with you shortly (through Chat Server Home I Solutions

ChatServer)

[3:15:30 PM| SIP 5320: New party ‘SIP 5320 has joined the session
[3:16:44 PM| John Doe: {start: 724064044}

[3:19:03 PM| John Doe: {start:386292729}

CO — b V-o W$6 Deploy Genesys Solutions for Better Customer Experiences

Solutions

{

0
Session >
m
w
b

S I|solutions: v
Dispositions Note &
w
e REQUEST A DEMO
Save

=
n}
o
]
=]
o
=
v

an— _\ m X

The customer must initiate a Co-browsing session. You cannot start a Co-browse session. Websites
set up for Genesys Co-browse include a Co-browsing button that the customer must click to start a
Co-browsing session.

Clicking the Co-browsing button will present the customer with a session ID. If you are engaged in
chat with the customer, the Co-browse session will automatically start in your workspace. Once the
Co-browsing session starts, you see a special message in chat—{start:123123123} for example,
where 123123123 is the session ID.
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Note: For security considerations, you will only see a placeholder of certain website elements.

Start a Co-browse session using a session 1D

£ Genesys * Workspace SiPs320 ~ & - | @ -
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[3:15:30 PM| SIP 5320: New party 'SIP 5320 has joined the session — ]
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If you are on a call or a chat and your Co-browse session does not automatically start, you can use a
session ID to start a Co-browsing session.

Get the session ID from the customer and enter it in the Session ID field, then click the globe icon.
You should now see the customer's browser. You do not need to navigate to the same page as the
customer. Co-browse uses the session ID to make sure that you and the customer are viewing the
same page. As soon as the session starts, the customer receives a notification on their screen that
they have started a Co-browsing session.

Note: Genesys Co-browse does not support conference or transfer for chat and voice.
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Use Pointer Mode

Current Co-browse Mode =

&2 Exit Session Session ID: 38629272¢ Mode: Pointer 4

1

1OVINOD 4 O

= Genesys

ver Home / Solutions

Solutions

| Genesys Solutions for Better iences

When you first join a Co-browse session, you are in Pointer Mode. You can see what the customer
sees but you cannot perform any actions in their browser. You cannot navigate, input information, or
submit forms.

You and the customer can see each other's mouse movements at all times and your mouse clicks
create a red circle effect around your mouse pointer. Use the red circle effect to direct the customer
to specific sections on the web page.

At any time, you can send a request to the customer to enable Write Mode.
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Switch to Write Mode

siP5320 - % -~ | @ ~

Click to switch to Write Mode

& Exit Session Session ID- 386292729 Mode: Pointer I
e

Mwww_genesys.com/solut
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1

LOVLINOD 4 ©

= Genesys

ver Home / Solutions

Solutions

| Genesys Solutions for Better iences

In Write Mode, both you and the customer can perform conventional user actions. Both of you can
enter text and click buttons.

To switch to Write Mode, click the pencil icon at the top right corner of the Co-browse area. The
customer is asked to approve the switch to Write Mode. Write Mode is enabled only if the customer
approves. You receive a notification about the customer's response.

If the customer approves the switch to Write Mode, the pencil icon turns into a pointer icon.

If Write Mode is disabled by administrators, you will not see the pencil icon.

In Write Mode, you can navigate by clicking links in the web page or by using the
following navigation options in Workspace Web Edition:

e Click the back and forward arrows.

e Type a URL into the URL bar and press the Enter key.

¢ Click the refresh button to reload the page.
Administrators can limit which interactive elements are enabled for you in Write Mode. For example,
administrators may choose to disable certain links. By default, all Submit buttons are deactivated for

agents and nothing happens when you click one. Customers can always submit forms as if they were
browsing normally.

Important: You can only co-browse while the customer is on your company's site. If the customer
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goes to another site, the co-browse session stops until they come back to your site.

Switch back to Pointer Mode

Click to switch back to Pointer Mode

& Exit Session

Lol W hittp://www _genesys.com/solutions

— € Switched to Write mode. Now
H G e n e Sys you can interact with the page.

erver Home / Solufions

Solutions

Deploy Genesys Solutions for Better Custome

LOVINOD M ©

periences

To switch to back to Pointer Mode, click the pointer icon at the top right corner of the Co-browse area.

The customer can also switch back to Pointer Mode at any time.
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Stop a Co-browse session
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Once a Co-browse session starts, both you and the customer have the ability to end the session with
the Exit Session button.

You can also end the Co-browsing session by ending your ongoing chat or call with the customer.

If the customer exits the session, you are notified and your browser no longer displays a view of the
customer's browser. Likewise, if you exit the session, the customer receives a notification.
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Manage your virtual browser

&2 Exit Session Session ID: 386292729 Mode: Pointer #

. +1.888.436.3797 ? Support Login Select Region

LOVINOD 4 ©

@Genesys“ Customer Experience Solutions Platform Se

Home [/ Solutions

Solutions

3
Deploy Genesys Solutions for

Better Customer Experiences

s3asNods3d H

As customer interactions have expanded across multiple touchpoints, many companies
have been forced to manage front and back office efficiency with a mix of disconng
multi-vendor solutions. As a result, customers have broken experien needlessly test
their patience and loyalty, while organizations don't realize, 1onal efficiencies or

financial returns.

= Extra Scroll

hat's required 15 an |ntegrateﬁl-in-one customer experience platform that preserves
customer context across all touchpgints and communication channels available from the
cloud or in your data center. It take§ these capabilities to measurably optimize front and
back office workforces, increase efflciencies, improve end-to-end customer experiences
along the customer journey, and reduce your total cost of ownership.

Genesys can help you successfully irgplement best-in-class solutions to improve customer
loyalty, increase sales and collections)and align your customer care with strategic business
goals—all while delivering operational §fficiencies and lower costs across your
organization.

The size of your virtual browser (a window on your computer that displays the customer's browser
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window) matches the actual size at the customer's end. Scroll bars appear to help you navigate the
customer's browser if their window is bigger than your Workspace Web Edition Co-browse area.

Data masking

Administrators can limit which fields are readable to you; asterisks (****) display anywhere that
characters are masked. For example, administrators might choose to mask only the customer's
password and social security number—or an entire page—from all agents.
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Browser history

Workspace lets you to view a customer's browser history before you assist them, to see if they are
searching randomly or for something specific.

[+] Watch video: Viewing the Browser History

of Your Customers
Link to video
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How do | see which page my customer was on when invited to
engage’?

S Genesys * Workspace

Denis 0-03:48 L 8 "- > &

Current Web Page: PlayGround

Engagement Start Page: PlayGround

v Denis nnected

[11:41:32 AM] Denis " New party 'Denis " has joined the session
[11:41:34 AM] Chat System: Agent will be with you shortly (through Chat
Server ChatServer) ...

[11:41:36 AM] John Davis: New party 'John Davis' has joined the session
[11:41:42 AM] Denis : Hello!
[11:41:45 AM] John Davis: Hi!

You can see the web page your customer was browsing when an engagement invite was sent to
them, and also the page they are currently displaying.

The current customer's case information is visible on the left side of the active-interaction window.

The name of the web page your customer was browsing when an engagement invite was sent to
them is labeled Engagement Start Page, and the name of their current page is displayed right
above it.
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How do | view a list of the web pages my customer has been
browsing?

n AN (o151 PlayGround-Singleton PlayGround-Timeout30

Q

o

5

g Description  Started Duration  Url

=
PlayGround  4/24/2015,11:41:07AM  00:00:00  http://135.39.45.211:8081/playground/PG.html
PlayGround  4/24/2015,11:38:17 AM  00:02:49  http;//135.39.45.211:8081/playground/PG.html
PlayGround  4/24/2015,11:36:27 AM  00:01:50  Hitp://135.39.45.211:8081/playground/PG.html
PlayGround  4/24/2015,11:14:45 AM  00:21:41 http://135.39.45.211:8081/playground/PG.html
PlayGround  4/24/2015,11:14:31 AM  00:00:}2  http://135.39.45.211:8081/playground/PG.html#

&)

o PlayGround ~ 4/23/2015, 12:02:49 PM http://135.39.45.211:8081/playground/PG.html

m

(72}

8 PlayGround  4/23/2015,12:02:10 PM http://135.39.45.211:8081/playground/PG.html

= T

wn

m

w

2 Next Last 1-100f12 10 & perpage

Details

I/—Se{ecteal web page

i . .. A
Intreducing
Ex: [Ty

»

periencelPlatform®
A kb,

You can see a list of the web pages your customer has been browsing during their current visit, as
well as the contents of the currently selected web page.
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To access the Web Activity view, select the vertical WEB ACTIVITY tab on the active-interaction
window.

You now see, on the upper right side of your window, a list of the web pages your customer has been

viewing during their current visit. On the lower right of your window, you can see the contents of the
currently selected web page.

If your customer has signed in to your website, you may not be able to view the
contents of the web pages they have been browsing.

How do | filter the list of web pages?

John Davis ~

@ @ ®

PANe1 L) PlayGround-Singleton PlayGround-Timeout30

Description  Started Duration  Url

PlayGround  4/24/2015,11:41:07 AM  00:00:00 http://135.39.45.211:8081/playground/PG.html

PlayGround  4/24/2015,11:38:17 AM  00:02:49  http://135.39.45.211:8081/playground/PG.html
PlayGround  4/24/2015,11:36:27 AM  00:01:50  http://135.39.45.211:8081/playground/PG.html
PlayGround  4/24/2015,11:14:45 AM  00:21:41  http://135.39.45.211:8081/playground/PG.html
PlayGround  4/24/2015,11:1431 AM  00:00:12  http://135.39.45.211:8081/playground/PG.html#

PlayGround ~ 4/23/2015,12:02:49PM  23:11:41  http://135.39.45.211:8081/playground/PG.html

L e 12:02:T0 PM  00:00:38_ edaiemsst== ~*a3-talavground/PG.html

You can filter the web page list by selecting a category.

Above the list of web pages, there is an area of highlighted text that tells you that you are displaying
web pages in all categories.

Click the categories listed next to it to filter out all of the pages that are not in that category.
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Internal interactions

Internal interactions are communications between you and other people inside your company. They
are typically internal-only, such as consultations, transfers, instant messages (IMs), and messages
from your system or administrators, but can also be conferences that involve the customer. Your
supervisor might also use barge-ins or agent monitoring to listen silently or communicate with you
and/or the customer.

How do | contact people in my company?

S Genesys * Workspace

- Agent v

t., - Carc*. Spencer

@ voice: © Ready
8| @ chat: Mot Ready
® vo = email: Mot Ready © R
W twitter: Mot Ready
Q ch{ @ facebook: Not Ready
© e O instant-message: © Ready

) facebook

The Team Communicator tool lets you search through your company directory for an agent,
supervisor (team lead), agent group, or other target that you want to call, consult with, or transfer to.
If you want to perform a warm transfer or a two-step transfer, click Consult to talk to the consultation
target and then click Transfer to transfer the call.

Type in the name of the person that you want to call, then hover your mouse pointer over their name
in the list of search results. A pop-up is displayed that lets you know whether that person is ready to
take a call, is on a break, is busy, or is logged off.

If the person is available, use the action menu to call them. If not, try a different channel, such as
Instant Message, or try again later.
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How do | start a consultation?

—

= Genesys * Workspace

avitmai ) 0137 WL B - Wiy~ S8 .

- X Agent

Kate Lewis
# -

® Logged Off

- Kristi Sippola
t‘ Conditionally Ready iﬁ

%, Start Voice Consultation (5322)

h rt (Tt T e b etiooe

Start Voice Consultation (5322) |
= Kristi Sippola € Connected # start Instant Message Consultation

Consultation

roemcriUmber

| o

222+742555512

Add Phone Nu

531SNOdS3H

ant Messaging. Send a message to start the sessign
=ar; Hi Kristi, can you pleasebe

A consultation lets you discuss an active call, email, chat, or workitem with another team member.
It's different from a conference because the customer is not connected to the session.

9
starts a consultation.

Search your list of team members to find the person or internal target (an agent group, a routing
point, or a skill) you want to consult with and select the type of consultation you want. Once
connected, you can monitor the status and use the controls as you would for any other interaction.

Some things to keep in mind:
e Either party can end the consultation, but ending the consultation does not end your interaction with
the customer.
e If you end the session with the customer, the consultation remains active.

e Consultations are private — the customer can't see or hear your discussions.
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¢ The team member can see the case and contact information and, if any, the chat transcript.

v

e To close an active chat, both you and the consulted team member must mark it done

If you are on a call and start a voice consultation, the original call is put on hold while you consult
with your selected team member.

3
. resumes the original call (and also allows you to toggle between the two calls).

*
. ends the consultation and resumes the original call from hold.
If you start a chat or IM consultation, a new window opens where you can send private messages to
the team member. You can also start multiple consultations. For example, you can start a voice
consultation while an IM consultation is in progress.

Prior to a conference or transfer, you can consult with your team member by selecting Consult in the
toolbar. After the consultation request is sent, the initial call is put on hold.

While in a consultation, you can also complete a conference or transfer between
your team member and your customer. To do this, select Instant Call Transfer (

-
) or Instant Call Conference ( ), and select the same button beside the
desired team member's name.

How do | call an Agent Group

S Genesys * Workspace

Account / 3617 @ no2s QX RS Q- ¢~
TR ()

I Q i Acoount Services

1 egents available

L. Call (Account Services)

¥ Add to favoritk Call (Account Services)

Enter note
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In some contact centers, agents are assigned to specific groups. For example, some agents in a
company might speak different languages, have particular product expertise, or have a higher level
of security clearance. These are all specialties that might be associated with an agent's group.

If your administrator has enabled this capability, you can enter the name of the agent group instead
of the name of an agent when looking for a team member. Click the Action Menu drop-down list that
is displayed next to the name of the agent group that you want to call.

Sometimes, no one in the agent group is available to take the call. If your administrator has set up
Workspace to display the number of available agents in the agent group, then you will see a message
underneath the group name that tells you how many agents are available. If there are no agents
available, you might have to wait to make the call.

In some scenarios, the agent group availability information might be 10 to 30 seconds
behind.
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How do | start a conference?

= Genesys * Workspace

Case Information

Origin: Inbound call to 901

Account Number: G - Dave Williams
Customer Segment: Bronze Env Lol e

Phone Manufacturer: Personne S Instant Call Conference (5321)
Subscription Date: 6/24/2013 12:34:00PM «!

Subscription Description URL: Subscription plan

- 3615 @ Connected
Dispositions Note

Enter note

Starting a conference allows you to add another person to your current call or chat. It's different from
a consultation because the customer is also connected to the session.

e
starts a conference when working in voice.

E starts a conference when working in chat.

Search your list of internal targets to find the person, agent group, routing point, interaction queue,
or skill that you want to add and then select the conference channel you are requesting. The
conference begins as soon as they accept the request. (When sending a conference request to an
agent group, the agent availability information might be 10 to 30 seconds behind, so you might have
to wait to see if an agent is available to join the conference.)

Some things to keep in mind:

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 130



Internal interactions Browser history

* You can always consult with a team member before adding them to a conference.

* In a voice conference, the person you added can choose to release the call. This disconnects them from
the conference, but your call with the customer continues.

e If you disconnect from the call but the person you added to the conference is still connected, the call
continues without you. Your system might be set up to end the conference after you disconnect if the
person that you added is not part of your company.

e Everyone connected to the conference can see or hear what the other parties are discussing, unless you
remove or selectively mute a participant.

* Your account might be configured to remove a party from a conference. Select the Party Action menu
on the Voice Interaction view and select Drop from conference to remove that party from the
conference.

A team member can select Leave to drop from the conference.

How do | transfer an interaction to another team member?

Link to video

You can transfer a call, email, or chat to another team member instantly, or you can consult with
them first. For example, you could put the current call on hold while you talk to another team
member to see if they will accept the transfer.

_}
transfers a voice call.
transfers a chat.
£3

md transfers an inbound email.

Some things to keep in mind:
e The Case information of the interaction might be displayed to you, the person you transfer to, and your
administrator.
e If your transfer request is not accepted, you must manually take your contact off hold.

* If there are no agents available, you might have to wait to transfer the call. (When transferring to an
agent group, the agent availability information might be 10 to 30 seconds behind, so you might have to
wait to transfer if there are no agents showing as available.)

 If the transfer target is busy (not Ready or logged off), you can transfer to voicemail if this feature is
available.

Watch the video to see how a transfer works.
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How do | send an Instant Message?

Link to video

The Workspace Instant Message (IM) channel lets you send and receive Instant Messages (IM) with
your team. If this feature is available in your environment, it will be available through your voice
channel.

To send an IM, find the team member and select Send Instant Message. Type a message and hit
Send. If the person accepts, you can message back and forth.

ends the IM session.

4

closes the window.

How do | receive an Instant Message?

Link to video

Watch the video to see how to answer an Instant Message request from one of your coworkers.
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How do | read my messages?

@ CaroleSpencer + % ~ | @ ~

My Channels
My Campaigns
My History
Total Abandoned Total Answ
Dashboard
0 0
My Statistics
0 0
Contact Center Statistics
0 0
0 0 My Workbins
0 0 My Team Workbins
0 0 My Interaction Queues
0 0 Contact Directaory
f' ﬂ
- 1] o

You might receive messages from the Genesys system.

When a new message arrives, you'll see a preview notification (you might also hear a sound/tone
play).

Common messages include:

¢ System-based messages (such as when a switch, channel, or contact server is out of service)

¢ Voicemails (if enabled)

You can view most messages on the My Messages page. In the Main View, click the Access and

use Workspace supporting views button (=), then select My Messages. The most recent
messages are displayed on top, with a color and a status to indicate the priority.

If you have voicemail messages, you'll see an indicator beside the mailbox, like this: 6
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To call your voicemail box select it from the Supporting Views menu (E). A new internal interaction
is launched. Use the keypad to enter your authentication information.

Tip: If you hover your mouse pointer over the message waiting indicator, you can see the number of
messages in each of your voicemail boxes.
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Team Communicator

How do | start a call or an email message?

To start a voice call or an email interaction, just click in the Team Communicator and start typing
information about who you want to call or email. The Team Communicator is a feature that lets you to
find someone in your company's directory (an internal target) or someone from outside your
company (like a contact) who has their information stored in the contact directory.

You can enter a name, part of a name, a phone number, or an email address into the Team
Communicator field and immediately start a call or email message to that person. Your administrator
might set up your system to restrict whom you can search for.

= Genesys * Workspace
Type name or number G _

My Workspace

My Channels My Campaigns Dashboard

Main Window Team Communicator. Use this to type
in names, phone numbers, and email addresses.

Watch video: Finding a Contact

Link to video

You might be dealing with a customer who has an issue that you need help to resolve. Just use the
Team Communicator to start a voice call with the person in your company or outside your company
who can help you.

The Team Communicator is part of the Main View, and it is also available in the following views
Interaction windows (for transfer, conference, and consultation actions):

* Voice

e Chat

e E-mail

* Facebook

* Twitter
Type a name or number in the Team Communicator text field to begin your search. When you click in
the field, the Team Communicator toolbar is displayed. The toolbar enables you to search All, your

Favorite, Corporate Favorite, or Recent contacts and internal targets. It also enables you to filter by
contact or internal-target type and to group or ungroup your search results.
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In the Main View

How do | use the Team Communicator in the Main View?

The Main View contains the Team Communicator Quick Search field. The Quick Search field is a
universal-lookup tool. The tool can search both the contact database and the internal-target directory.
Your system administrator might have configured it to provide universal contact lookup or simply to
provide internal-target lookup.

The Team Communicator, for starting calls, emails,
transfers, conferences, and consultations

Starting a call or email

When you select Team Communicator, a toolbar is displayed. Enter a name, telephone number, or
other keywords in the field to begin your search. As you type, the Team Communicator suggests
known agents, contacts, and other resources.

Click the name of the person that you want to contact from the results list.

You can still start an interaction with someone who is not in your company database by typing in the
full telephone number or email address and then clicking the Call or Email button in the Action Menu
beside the name or email address.

The toolbar enables you to filter your search results of contacts and internal targets by types of calls
or contacts:

e Search all contacts (E)
¢ Search favorite contacts ()
¢ Search recent contacts ( )

3
It also enables you to filter by contact or internal-target type, and to group or ungroup () your
search results by category or type.

Your system might be set up to alert you if you have missed a call.

Click in the Team Communicator text field to open the Team Communicator. If you have a missed call,

L
the Show and search recent () button is orange. Click the button to display the list of missed
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calls. A small downward pointing outlined arrow icon is displayed beside the number of the party who
called you. If you hover your mouse pointer over the contact entry, a tooltip displays the missed call
information, including date, time, and known contact details.

In the Team Communicator, a contact who has called recently has one of three small arrows
displayed beside the contact's name.

e 1 — A solid downward pointing arrow indicates an answered call
e [ — An upward pointing arrow indicates an outbound call to the contact

« Bl — An outlined downward pointing arrow indicates a missed call

To get details about the call, whether answered, missed, or outbound, hover your mouse pointer over
the contact name or number.

When you close the Team Communicator, or if you switch the filter to All contacts
or Favorite contacts, the Recent button changes back to white if you have
viewed your recent calls and missed calls or if you have called back all of your
missed calls.

Calling and Emailing

You use the Team Communicator to make a new voice call or email interaction.

Starting a New Interaction

To launch a new interaction (external or internal interaction), use the Team Communicator to find and
select a target or contact. Enter the name of an internal target (agent, skill, agent group, or Routing
Point) or a contact name, telephone number, or email address in the universal-lookup field.

., ~ MarkAvram

L. Call (+1.555.654.7890)

B E-mail (MarkAv@mail dom)

E-mail{MarkAvEmail.domi ]

As you type, Workspace Web Edition searches the internal target and contact databases and lists
potential contacts and internal targets.

From the list, you can:
* Select the kind of interaction you want to launch, voice or outbound email.

You can use the Controls in Team Communicator to do the following:
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¢ Filter and sort the list of search results.

e Perform actions on a selected contact for calling.
Watch video: Starting a new email
Link to video
Watch video: Making a new voice call

Link to video

Filter/Sort Your Results

Filtering and Sorting the List of Search Results

The Team Communicator search is a “keyword” search that checks each field of the contact database
for the word or words (name, telephone number, or other criteria) you provide in the search field.
Each field of the database is searched by using a “starts-with” search for the keywords you provide.

Results are returned in a list that is sorted according to the scoring rules. In most cases, you can
refine the search results by using the filtering features of the list view. For example, you can filter
your search results so that only agents or queues are displayed.

Result types might include the following:

e All types

* Agent

¢ Agent Group
¢ Routing Point
o Skill

» Contact

¢ |nteraction Queue

W

Select the Sorting by Category icon () to arrange the search results by category. You can
collapse categories by selecting the arrow displayed beside the name of the category.

Below the Quick Search field are four controls you can use to list previous contacts quickly.

From left to right, the buttons are the following:

. E Search All — Select from all matching internal targets and contacts. Does not affect the sort
order.

. Show and Search my Corporate Favorites — Click to show only contacts/internal targets that
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you have flagged as corporate favorites. Sort is by category or type.

L
. Show and Search my Recent Contacts/Targets — Select from the last 1 to 10 contacts/internal
targets you have directly dialed,emailed, or monitored. Sort is by date.

* Filter by Type — Select the type to search, including Agent, Contact, Routing Point, Skill, Queue,
Interaction Queue, and Agent Group.

e
+ kel Sorting by Category/Sorting by Type — Select to sort by category or type.

Using Favorites

How do | use Personal and Corporate Favorites?
A favorite is someone with whom you interact frequently.

The Workspace Team Communicator enables you to mark contacts and internal targets (like other
agents, your supervisors (team leads), or call routing) as your personal favorites. This is useful if you
have a supervisor that you need to contact regularly for help about specific types of customer issues
or a routing point to which you must regularly direct certain types of inquiries.

You can also "unfavorite" (remove) a contact or target from the list of favorites when you no longer
need to quickly find them.

Your administrator might also have chosen for you specific targets as "corporate favorites". In Team

Communicator, corporate favorites are marked by a locked star icon (). This means that you
cannot "unfavorite" (remove) them from the list of favorites. Your administrator might designate
corporate favorites for you that change based on your role in the company or by the contact with
whom you are currently interacting.

The favorites that you choose are marked by a white star ().

Choosing Personal Favorites

To help you to find contacts and internal targets quickly, use the Action Menu in the Team
Communicator next to the name of the contact or target. Follow these steps:

1. Find the internal target or contact in the Team Communicator.
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| Avril Mai

3 « o CEN -

L.~ Avril Mai

e~ Avril Mai

s~ Avril Mai

3 Matching Contacts

Type in the name, phone number, or email address of the target you
want to find

2. Click to open the Action Menu that is displayed beside the name of the internal target or contact that
you want to add to your favorites, and select Add to Favorites.

Avril Mai *

L.~ Avril Mai

L. Call (5555555)

i E-mail (A_Mai@mail.dom)

B E-mail (mail@mail. dom)

7‘.7. Add to favorites

Click Add to Favourites

The New Favorite dialog box is displayed.

Hew Favorite

Category | |
First Namse il
Lag1 Name (LFT

Phone Mumber: 5555555

E-mail address.  A_Mak@mail dom
maik@mail dom

The New Favorite dialog box

* If you want, use the Category drop-down list to define a new category for your favorite, or select
from a list of existing categories.
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Categony:

First Hame
Silver

Last Marm
Phone Number 5555555

E-mail address:  A_Mai@mail. dom
mil@mail dom

0K Cancel

(Optional) Choose or create a category for your new favorite

* Click OK to add the internal target or contact as a favorite. If you did not choose a category, and
you choose to view favorites by category in the Team Communicator, the new favorite is listed in
the Uncategorized Favorites category.

Type name or number

+ = T
Gold

L. ~ & Mark Avram

Silver

. ~ RaviPache

L. ~ VanessaWang

Uncategorized Favorites

. ~ Avril Mai

Viewing favorites by category

Viewing and Managing Your Favorites

When you want to see the complete list of your personal and corporate favorites, click in the Team
Communicator search field, then click the Favorites filter button (see the figure below).
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Type name or number

L. ~ = Man ‘vram
Silver

. ~ RaviPache

L. — VanessaWang

Uncategorized Favorites

L.~ Avril Mai

Click the Favorites filter button to see your personal
and corporate favorites

Use the Type filter drop-down list to change the types of contacts and targets are listed in the Team
Communicator. You can view just agents, contacts, agent groups, routing points, or skills, or you can
view all types of targets.

Type name or number G

2 & All Types

(N 5

Select a type

( - Carokes 2

3 [
Click the Favorites filter button to see your personal
and corporate favourites, then filter by type using
the Type drop-down list

Use the Sorting by Category button to arrange the list of favorites into their designated categories.
Any favorites that have not been assigned to a category are listed in the Uncategorized Favorites
category.
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Type name or number

L. ~ = Mark Avram

Silver

. ~ RaviPache

L. — VanessaWang

Uncategorized Favorites

L.~ Avril Mai

Click the Favorites filter button to see your personal
and corporate favourites, then click the Sort by
Category button to list favorites by category

A favorite that you created by directly dialing a contact will appear only in Favorite search and in your list of
recent calls if you previously called the person. If you do not apply the Favorites filter to your search, only
the following object types are searched: Agent, Contact, Routing Point, Skill, Queue, Interaction Queue, and
Agent Group.

You can edit a favorite to add, remove, or change a category. Select Edit Favorite () from the
Action Menu to display and use the Edit Favorite dialog box.

You can remove an internal target or a contact from your list of favorites by selecting Remove from
Favorites () from the Action Menu.

Editing the Category of a Personal Favorite

When you want to add, remove, or change the category that you have assigned to a favorite contact
or other target, you can use the Team Communicator to edit the category.

First, use Team Communicator to find the favorite either by entering the name in the search field and/

or by clicking the Favorites button (). Next, open the Action Menu next to the name of the
contact or other target and select the Edit favorite option.
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= Genesys = Workspace

Type name or numbser Q,

.80 M - W Contact

Lo~ Al Ma

L Call(5555555)
B E-mail (A_Mai@mail dom)
B E-mail (mail@mail dom)

¥ FRemove from favorites

* Edit favorite

Edit favarite |
Find the favorite you want to edit then use the Action
Menu to select Edit favorite

The Edit Favorite dialog box is displayed. Make the change to the category by editing the content of
the Category field. You can modify the category, delete the category, or change the category.

Category Gokd =

First Mamse Avril
Lasy Name [EET

Phone Mumber: 5555555
E-mail address.  A_Makimail dom
mailigim adl dom
OK Cancel
Edit favorite

Click OK when you are done to save the modification.

Removing a Personal Favorite

When you no longer want a contact or other target that you have added as a favorite to be on your
list of favorites, you can use the Team Communicator to remove the favorite.

First, use Team Communicator to find the favorite either by entering the name in the search field and/

or by clicking the Favorites button (). Next, open the Action Menu next to the name of the
contact or other target and select the Remove favorite option.
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= Genesys = Workspace

Type name or number Q

Contact

. = =Mark Avram

Y Call(+1.555654.7890)
B E-mail (Mark&v@mail dom)

*  Remove from favorites

¥ Edit favorite Rermave from favantes

Find the favorite you want to remove then use the
Action Menu to select Remove favorite

A confirmation dialog box is displayed when you choose Remove favorite. Click Yes if you are sure
that you want to remove this contact or target from your list of personal favorites. Click No to keep
the contact or target on your list of personal favorites.

9 Are you sure that you want 10 remove this favorite?

b Il ~

This confirmation message request that you confirm
that you really want to remove the selected favorite
from your list of favorites

* You cannot edit or remove corporate favorites. These favorites are controlled by your
administrator.

e If you added a target as a personal favorite and then your administrator adds this same
target as a corporate favorite, that target will be designated as a corporate favorite in
the flat view, and as both a Personal Favorite and Corporate Favorite in the categorized
view.
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Outbound campaigns

As an agent, you might work on campaigns (for example, collections, telemarketing, or fundraising)
where you make outbound calls to contacts. You can view and manage your campaigns from the My
Campaigns tab.

What types of campaigns are available?
You might be working with one of the following campaign types:

e Preview campaigns, in which you manually request (or pull) a number to dial from the system.
e Progressive or Predictive campaigns, in which the system automatically connects you to a contact.

e Push-Preview campaigns, in which the system automatically sends you a record to preview, then you
click to connect the call.

Video Tutorial: Outbound Campaigns

Here are four tutorial videos that give you a quick overview of being an agent in an Outbound
Campaign. The first video introduces Outbound Campaigns, the second demonstrates Predictive and
Progressive (automatic) campaigns, the third demonstrates Preview (manual) campaigns, and the
fourth demonstrates Push-Preview (semi-automatic) campaigns.

¢ Overview

[+] Show video: Outbound Campaign
Overview
Link to video
e Automatic record retrieval (and scheduling a callback)

[+] Show video: Automatic Mode
“ Link to video

e Manual record retrieval

[+] Show video: Manual Mode
Link to video
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Outbound campaigns

Team Communicator

e Semi-automatic record retrieval

[+] Show video: Semi-automatic Mode

Link to video

How do | work with Preview campaigns?

£ Genesys * Workspace

Type name or number Q&

My Workspace
My Channels My History Dashboard
8 Get Record
Status Name Delivery Mode
Running Preview.040115A 14C762EFT46.. Manual

My Statistics

Bing

Description

040115A@TestOutbound_AG

Outbound Campaign

Campaign Started

Name: Preview.040115A 14C762EF74604D4160414
f }l

Delivery Mode: Manual

Description: 040115A@TestOutbound_AG

EE K% Get Record 0K

In campaigns using Preview dialing mode, you request a record from the system and then dial the
contact. You can preview the case information and other details before you start the call. You must be
in a Ready status to receive interactions.

You'll get a pop-up notification each time an administrator loads or starts a new campaign. When you
get the Campaign Started pop-up, you can choose:

¢ Get Record to retrieve a contact record from the campaign list.

¢ OK to join the campaign. (With this option you'll have to retrieve a record manually. Go to My
Campaigns, select the campaign you want to use, and select Get Record.)
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When you have previewed the record, use:

to call the contact. When the call is connected, you can monitor the call status and use the
standard voice call controls to manage the call.

=

to decline the record. You can then choose Call this contact later to return the record to the
campaign list or Do not call this contact to remove the contact from the campaign list.

to stop receiving records(Done and Stop).

To start receiving records again, go to My Campaigns, select the campaign you want to use, and
select Get Record.

If asked, select the caller ID details you want to use.
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How do | work with Progressive and Predictive campaigns?

= Genesys * Workspace

) defaulTensne €W 0021 QX 8 2 - & -~

i

Outbound Campaign Call - Connecting...

CampaignsIP@Agent Group SIP Ong

default

EMGAGING

GSY SESSION_DBID| g

= Genesys * Workspace

defaultTenant §

Outbound campaign call to 9993616

Group Mame: CampaignSIP@Agent Group
CardMumber: '
Character: b
GSW Application ID: 124
GSW_CALL_TYPE: REGULAR
GSW_CALLING_LIST: Calling List SIP
GSW_PHONE: 89993616
CEW SCCCINK DDIN. 106

» 0993516 (M Connected

In campaigns using Progressive and Predictive dialing modes, you are connected automatically to
outbound calls.

You'll get a pop-up notification each time an administrator loads or starts a new campaign. When you
get the Campaign Started pop-up, click OK to join the campaign.

If your status is Ready, either you are automatically connected to the call, or a new interaction
preview appears and you can then Accept to connect the call, or Reject to return the record to the
top of the calling list. If you do nothing, the interaction goes back to the top of the calling list.
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When you accept the call the contact or customer is not yet on the line. In the pop-up notification and
in the call Case Information areas, you will see that the Origin of the call is Outbound Campaign
Call - Connecting...

As soon as the person answers the phone and the call is connected, the Origin of the call changes to
Outbound campaign call to <name or number of contact>. Information about the call might be
added to the Case Information area.

When you're connected to the contact, you can view the campaign call information, the Call Status,
and the available Call Actions. Use the standard call controls to manage the call.

Note: In some environments, you might not be connected to the outbound call until after the contact
has answered the phone. In this case, you will not see that the Origin of the call is Outbound
Campaign Call - Connecting..., instead it will immediately show you the name and or number of
the contact.

How do | work with Push-Preview campaigns?

Katelewis ~ @ ~ | @ ~

© Information History
Outbound campaign call to 0411400 O
o
Campaign Name: Campagnelucent ._-:| 35
Calling List Name: Calling List Lucent E General +
-
Contact Phone Number: Title (None) ¥
Number of previous attemps made: 0 N
First Name i
Loyalty Gard Number: 0 Enter First Name
Car Price: 10.31 = Last Name™® Enter Last Name
Customer Name: ﬁ
Charactar: % Phone Number
o
~ 0411400 ¢@ Connected E 0411400 (None) v | X
m
L Add Phone Number
Note
E-mail Address
I? Enter E-mail Address (None) v
=
=L
e Add E-mail Address
3
&
=
=

Save

s

In campaigns using Push-Preview dialing mode,a record is delivered to your desktop automatically
from the system and then you dial the contact. You can preview the case information and other
details before you start the call. You must be in a Ready status to receive records.
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In the My Channels tab, Push Preview is a separate channel from Voice. You must set
the outboundpreview channel to Ready to receive records.

You'll get a pop-up notification each time an administrator loads or starts a new campaign. When you
get the Campaign Started pop-up, click OK to join the campaign.

If your status is Ready, a new interaction preview appears. You can then Accept to connect the call,
or Reject to return the record to the top of the calling list. If you do nothing, the interaction goes
back to the top of the calling list.

When you have previewed the record, use:

to call the contact. When the call is connected, you can monitor the call status and use the
standard voice call controls to manage the call.

=]
to decline the record. You can then choose Call this contact later to return the record to the
campaign list or Do not call this contact to remove the contact from the campaign list.

v
to close a record.

If asked, select the caller ID details you want to use.
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How do | schedule callbacks for a campaign?

I Schedule Callback

At 4/9/2015 04:38PM 2
Personal Callback

O o [+]205 [+] ©

Sy Mo Tu We Th Fr Sa

19)| 20/ 21| 22|| 23| 24

26| 27| 28| 24| 30

T":| Home Phone - 998746343 h

Mew Phone Mumber... Addres

During a campaign, you might not be able to reach the contact or they might request to be called
back at another specific date and time. You can schedule a callback at any time while you are
handling an Outbound campaign call, even after the call has ended.

E opens the Schedule Callback window, where you can set a date, time, and even a different
phone number for the callback. You can also specify whether the callback is personal (you will handle
the callback) or whether any available agent will handle the callback.

Tip: During Preview campaigns, you might be able to use this feature to postpone a preview call
before the call is dialed.

When you've set the desired properties for the callback, the Schedule Callback button changes to

to indicate that a callback is scheduled. You can then end the call.

If you need to make changes to a scheduled call back, you can open the Schedule Callback window
and make changes to the settings.

To cancel a scheduled callback, clear the Schedule Callback box. This must be done before closing
the Outbound Record or the Interaction Preview.

When a rescheduled callback is directed to your workstation, an interaction preview is displayed as
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usual. The only difference is that the Case Information includes an indication in the Origin field that
the call is a Callback or a Personal Callback.

Note: You might see an error message displayed in the Workspace interface when you try to mark
done an Outbound interaction that you have rescheduled. This can happen if the specified
rescheduled date and time are invalid (for example, you might have set the rescheduled date and
time in the past). You must fix any errors or cancel the reschedule first before you can mark the
interaction done.
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Supervising agents

Some workers at contact centers are designated to be Team Leads or Supervisors. In this role, it is
your responsibility to ensure that the agents that you supervise are successful.

The Supervisor Role

As a supervisor, your account might be set up to enable you to perform different tasks to manage
and support your team, assist with interactions, manage in-progress interactions and queues.

Supervisor tasks include the following:

1. Monitor, Coach, and Barge-in

Workspace enables you to monitor, coach, and/or barge-in to voice and/or chat interactions that are
being handled by the agents that you supervise.

Depending on how your environment is set up, you might be set up to monitor individual agents or
calls. If you are set up to monitor agents, then if an agent transfers a call, the monitoring of the call
ends. If you are set up to monitor calls, then you continue to monitor the call as it moves through
your company's system.

Overview

You can monitor their performance on voice calls and chat interactions, coach them on voice calls
and chat interactions as part of their training or to help with a difficult-to-handle contact, or join
(barge-in to) a voice call or chat interaction to help the contact directly.

You select which agent to monitor by using the Team Communicator. You might also have the option
of monitoring interaction queues (Routing Points); you select Routing Points by DN from Team
Communicator.

Tip
¢ You can monitor only one agent at a time on the voice channel.

* You can monitor several agents simultaneously on the chat channel.

e If an agent that you want to monitor is logged in to both the voice and chat channels,
you can monitor that agent on both channels.

* You might be set up to monitor calls that are routed to an IVR if you are monitoring
routing points.
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When the agent whom you are monitoring accepts an interaction, an interaction notification is
displayed on your desktop. If you accept the interaction, an interaction window is displayed on your
desktop, and you are connected to the voice call or chat interaction.

If you are monitoring the agent, neither the agent nor the contact can hear you or are aware of your
presence unless the agent's account is configured to notify the agent when he or she is being
monitored (an icon is displayed in the Voice interaction window), or he or she might be configured to
be monitored without his or her knowledge.

If you are coaching an agent during a voice call, the agent can hear you, but the contact cannot. If
you are coaching an agent during a chat interaction, the agent can see your chat messages, but the
contact cannot.

You can choose to join (barge-in to) a call or chat interaction.

Workspace enables you to switch from certain team supervision modes to others.

2. Agent State

The My Agents dashboard lets you view and manage the state of the agents that you supervise. You
can log out agents or change their status to Ready or Not Ready.

Overview

A common thing for agents to do is to forget to logoff of media channels at the end of the day or
when they are on an extended not ready state, for example for meetings or lunch. If your agent
accounts are set to auto answer calls, this behavior can result in interactions being accepted by an
agent's unattended workstation. You can monitor the states of all the agents that you supervise and
change them to ensure the best customer experience. You can log agents off globally from all logged
on channels.

Agents might also forget to change their state to Ready or to Not Ready. The My Agents view lets
you view and change agent state for each channel.

3. Email QA Review

Workspace enables you to review outbound email interactions created by agents that you supervise,
lead, or review, for Quality Assurance (QA) purposes. If you are a reviewer, outbound email
interactions are directed to you before being sent to a customer. As a reviewer, your account might
be set up to direct outbound email interactions to you, or you might have to retrieve outbound email
interactions from a workbin.

4. Workbin and Queue Management

You can open, mark done, delete, and move in-progress interactions that are stored in the workbins
of your team members and in interaction queues that you manage.
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How do | monitor my agents?

When you monitor a selected agent who is in the group of agents that you supervise, an interaction
preview window tells you that the selected agent is handling a voice or chat interaction. You can
monitor the next interaction of an agent. Your account might also be set up to let you monitor the
current voice interaction of an agent.

You can start monitoring an agent in your group by using the Team Communicator to find the agent.
In the Action Menu, select Monitor Agent (@).
You can end monitoring an agent by using the Team Communicator and selecting Stop Monitoring

in the Action Menu (@).

You can stop monitoring the current interaction by clicking End Monitoring (@) in the Call Actions
toolbar in the interaction window.

Monitoring a Voice Interaction

Monitoring an agent who is handling an interaction means that you can listen to a voice interaction
between an agent and a contact without the agent or contact being aware that you are listening.
Agents can be configured to be notified when they are being monitored. You can monitor the current
or next voice interaction of an agent.

Tip

You can monitor only one voice agent at a time.

1. Use the Team Communicator in the Main Window to find an agent in the agent group to which you have
been assigned as a Supervisor or to find a Routing Point.

= Genesys « Workspace

Jim Miller
@ Logged Off

Jim Miller
Ready

-

2 Matching Internal Target(s)

2. Open the Action Menu for the agent whom you want to monitor and select Monitor Agent.
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= Genesys * Workspace

Jim Miller
Coenditionally Available

@® Monitor Agent

A Coach Agent

¥ Add to favorites

Or, to monitor the next interaction if your account is set up to let you monitor the current or next interaction, open the Action
Menu for the agent whom you want to monitor and select Monitor, then select Agent. To monitor the current interaction (if your
account is set up for this feature), open the Action Menu for the agent whom you want to monitor and select Monitor, then
select Current Voice Interactions.

Carole Spencer
Conditanally Availahle Jashboard

. Call(5320)

L ] Zend Instant Messa i

CoRe
am LOBCH
| Current Voice Interactson

Or, to monitor calls on a Routing Point if your account is set up to let you monitor the next interaction on a Routing Point, open the
Action Menu for the Routing Point that you want to monitor and select Monitor.

F N 3 - W Fouting Foint

%, - 5D00_SIP_One

Y Sl (50000
@ Monitor

% Add to favorites

A system message is displayed that informs you that monitoring of interactions on your configured channels has started for the
selected agent.
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In the Team Communicator, the Action Menu for the agent (or Routing Point) whom you are monitoring changes to the Stop
Monitoring button.

= Genesys + Workspace

Jim *

Jim Miller
(& Logged Off

Jim Miller

>

@ -

¢ Call

¥ Add to Favorites

3. When the monitored agent accepts a voice interaction, a notification is displayed on your desktop. Click
Accept to begin monitoring the interaction. The Voice Interaction Monitoring window is displayed on

your desktop and you are connected to the call. Neither the contact nor the agent can hear you, but
you can hear both parties.

If you do not click Accept, the notification is dismissed automatically.

In some environments, if the agent is already handling an interaction when you start monitoring, you
immediately start monitoring the call.

If the account of the monitored agent is configured so that the agent is notified when he or she is being

monitored, an eye icon is displayed next to the party-interaction icon in the Voice Interaction window
on the agent's desktop.

S Genesys « Workspace

e
()
i

Case Information

Origin: Inbound call to 4§

Queue: 4001

~ RaviPache (& Connected

The same icon is displayed in the Voice Interaction Monitoring window on your desktop next to the party Action menu.
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= Genesys + Workspace

Origin: Monitoring of call between 3615 and 5320

~ RaviPache &) Connectedh
~ JimMiller & Connectedh

4. During a monitoring session, you can perform the following actions from the Voice Interaction
Monitoring window:

P
e End Monitoring—Click End Monitoring () in the Supervisor controls of the Call Actions toolbar
to end the monitoring session.

e Barge-in—Click Barge-in () in the Supervisor controls of the Call Actions toolbar to join the
monitored call. Both parties will be able to hear you. You can switch back to monitoring by clicking

End the Call ( ) in the Call Actions toolbar.

If you stopped monitoring, you are disconnected from the call. The monitoring-indicator icon is

removed from the Voice Interaction window of the agent.
If the agent ends the call while you are still monitoring the agent, the monitoring session ends

automatically.

5. Click Done to close the Voice Interaction Monitoring window and mark the interaction as Done.

6. To stop monitlorir)g the agent, use the Team Communicator to find the agent (or Routing Point) whom
you are monitoring.

7. Open the Action Menu for the agent (or Routing Point), and select Stop Monitoring.

= Genesys + Workspace

Jim *

* Jim Miller
* ¥ ® Logged OF

@ ~ Jim Miller

¢Z% Stop Monitoring X
¢ Ccall

¥ Add to Favorites

A system message is displayed that informs you that monitoring of interactions on your configured
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channels has ended for the selected agent.

Monitoring a Chat Interaction

Monitoring an agent who is handling an interaction means that you can read a chat interaction
between an agent and a contact without the agent or contact being aware that you are reading the
interaction. Agent accounts can be configured to notify agents when they are being monitored. You
can monitor the next interaction of an agent.

1. Use the Team Communicator in the Main Window to find an agent (see the Main Window Team
Communicator figure) in the agent group to which you have been assigned as a Supervisor.

= Genesys - Workspace

Jim Miller
& Logged Off

Jim Miller
Ready

2 Matching Internal Target(s)

2. To monitor the next interaction, open the Action Menu for the agent whom you want to monitor and
select Monitor Next Interactions (see the Internal Target Action Menu figure).

= Genesys * Workspace

- Jim Miller
Conditionally Available

Y U

Coach Agent
% Add to favorites

A system message is displayed that informs you that monitoring of interactions on your configured channels has started for the
selected agent. In the Team Communicator, the Action Menu for the agent whom you are monitoring changes to the Stop
Monitoring button.
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= Genesys + Workspace

Jim *

£+ o I

»*

Jim Miller
® Logged Off
: Jim Miller

& -
@ Feady
%) Stop Monitoring

. call

¥ Add to Favorites

3. When the monitored agent accepts a chat interaction, a notification is displayed on your desktop. Click
Accept to begin monitoring the interaction. The Chat Interaction Monitoring window is displayed on

your desktop and you are connected to the chat session. You can read the chat transcript, but you
cannot send any text to the contact or the agent.

If you do not click Accept, the notification will be dismissed automatically.

If the agent is already handling an interaction when you start monitoring, you will have to wait for the
next interaction to start monitoring.

= Genesys » Workspace

(%] avilMai () 000045 Y. IR, - Wig- A8 -

Origin: Inbound chat

= Al Mai By Connected

[2:20:28 PM] New party "Aviil Mai' has joined the session
[2:20:30 PM] Chat System: Agent will be with you shortly (through Cha
[2:20:34 PM] New party “Jim Miller' has jeined the session
[2:20:49 PM] Jim Miller: Hello. How can | help you today?

The same icon is displayed in the Chat Interaction Monitoring window on your desktop next to the party Action menu.
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= Genesys » Workspace

Origin: Monitoring of chat between Avril Mai and Jim Miller

~ AwrilMai B Connected
» JimMiller {8 Connected

[7:20:28 PM] New party "Avril Mai’ has joined the session
[7:20:30 PM)] Chat System: Agent will be with you shortly (thro
[7:20:34 PM] New party "Jim Miller has joined the session
[T:20:49 PM] Jim Miller: Hello. How can | help you today?
[7:20:54 PM] "Kate Lewis’ is monitoring the session

4. During a monitoring session, you can perform the following actions from the Chat Interaction Monitoring
window:

P
e End Monitoring—Click End Monitoring () in the Supervisor controls of the Call Actions toolbar
to end the monitoring session.

e Barge-in—Click Barge-in () in the Supervisor controls of the Call Actions toolbar to join the
monitored chat session. Both parties will be able to see your messages. You can switch back to

monitoring by clicking End Chat () in the Call Actions toolbar.

* Coach via voice—Select Coach via Voice from the agent party Action menu. A voice session is
added to the Chat Interaction window. You can coach the agent whom you are monitoring by
speaking directly to the agent.

e Coach via chat—Select Coach via Chat from the agent party Action menu. A chat session is added
to the Chat Interaction window. You can coach the agent whom you are monitoring by sending chat
messages to the agent.

If you stopped monitoring, you are disconnected from the chat session. The monitoring indicator
icon is removed from the Chat Interaction window of the agent.

If the agent ends the chat session while you are still monitoring the agent, your monitoring session
ends automatically.

5. Click Done to close the Chat Interaction Monitoring window and mark the interaction as Done.
6. To stop monitoring the agent, use the Team Communicator to find the agent whom you are monitoring.

7. Open the Action Menu for the agent and select Stop Monitoring (see the Internal Target Action Menu
figure).
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= Genesys + Workspace

Jim *

£+ o I

y A

Jim Miller
® Logged Off

. Jim Miller
ﬁj‘ -
. Feady

%) Stop Monitoring

. call

¥ Add to Favorites

A system message is displayed that informs you that monitoring of interactions on your configured
channels has ended for the selected agent.

How do | coach my agents?

When you coach a selected agent who is in the group that you supervise, an interaction preview
window tells you that the selected agent is handling a voice or chat interaction.

You can start coaching an agent in your group by using the Team Communicator to find the agent. In

the Action Menu, select Coach Agent (). Your account might also be set up to let you coach the
current voice interaction of an agent.

You can end coaching an agent by using the Team Communicator and selecting Stop Coaching from

[/
the Action Menu (A).

You can end coaching the current interaction by selecting End Coaching (@) in the Call Actions
toolbar in the interaction window.

Coaching a Voice Interaction

Coaching an agent who is handling an interaction means that you can listen to a voice interaction
between an agent and a contact and speak to that agent without the contact being aware that you
are listening and speaking to the agent. You can coach the current or next voice interaction of an
agent.

1. Use the Team Communicator in the Main Window to find an agent (see the Main Window Team
Communicator figure) in the agent group to which you have been assigned as a Supervisor.
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= Genesys « Workspace

Jim Miller

@ Logged Off

Jim Miller
Ready

-

2 Matching Internal Target(s)

2. Open the Action Menu for the agent whom you want to coach and select Coach Agent (see the

Internal Target Action Menu figure). If there is a currently active interaction, it is displayed in the Coach
menu.

= Genesys * Workspace

Jim Miller
Conditionally Available

® Monitor Agent

A Coach Agent

‘k Add to favorites

Or, to coach the next voice interaction if your account is set up to let you coach the current or next voice interaction, open the
Action Menu for the agent whom you want to coach and select Coach, then select Agent. To coach the current interaction (if

your account is set up for this feature), open the Action Menu for the agent whom you want to coach and select Coach, then
select Current Voice Interactions.
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Team Communicator

nesys * Workspace

2 + B T »
i, - CamieSpence

rondbonaly Svainkle * & baoard My Svanis

@ Monaor

Call Acrtivity

Curent Voice Inferaction

A system message is displayed that informs you that coaching of interactions on your configured channels has started for the
selected agent.

In the Team Communicator, the Action Menu for the agent whom you are coaching changes to the Stop Coaching button.

= Genesys + Workspace

Jim

X

3~ o EEE—
Jim Miller

»* (® Logged Off

v oL Jim Miller

~ Feady

X stop Coaching

%, Call

Y Add to Favorites

3. When the coached agent accepts a voice interaction, a notification is displayed on your desktop. Click
Accept to begin coaching the interaction. The Voice Interaction Monitoring window is displayed on your
desktop and you are connected to the call. You can hear the agent and the agent can hear you, but the
contact can hear only the agent.

If you do not click Accept, the notification will be dismissed automatically, and you will not be able to
coach the interaction unless you stop coaching and start coaching the same agent.

= Genesys » Workspace

(=)

Ravi Pache @ 00:00:19 (]

Origin: Coaching of call between 3615 and 5320

- FRaviPache (& Connected

= Jim Miller & Coached

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 165



Supervising agents Team Communicator

4. During a coaching session, you can perform the following actions from the Voice Interaction Coaching
window:

e End Monitoring—Click End Monitoring () in the Supervisor controls of the Call Actions toolbar
to end the coaching session.

If you stopped coaching, you are disconnected from the call.
If the agent ends the call while you are still coaching the agent, your coaching session ends
automatically.

5. Click Done to close the Voice Interaction Coaching window and mark the interaction as Done.
6. To stop coaching the agent, use the Team Communicator to find the agent whom you are coaching.

7. Open the Action Menu for the agent and select Stop Coaching (see the Internal Target Action Menu
figure).

= Genesys + Workspace

Jim *

2+ o I

Jim Miller
+* ¥ © Logged OF

v oL Jim Miller
~ Feady
X stop Coaching

%, Call

Y Add to Favorites

A system message is displayed that informs you that coaching of interactions on your configured
channels has ended for the selected agent.

Coaching a Chat Interaction

Coaching an agent who is handling an interaction means that you can read the transcript of the
interaction between an agent and a contact and send chat messages to the agent without the
contact being aware that you are reading the transcript and communicating with the agent. You can
coach the next chat interaction of an agent.

1. Use the Team Communicator in the Main Window to find an agent (see the Main Window Team
Communicator figure) in the agent group to which you have been assigned as a Supervisor.
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= Genesys « Workspace

Jim Miller
@ Logged Off

Jim Miller
Ready

-

2 Matching Internal Target(s)

2. Open the Action Menu for the agent whom you want to coach and select Coach next interactions
(see the Internal Target Action Menu figure).

= Genesys * Workspace

- <im Miller
Conditionally Available

® Monitor Agent

A Coach Agent
_

‘k Add 1o favorites

A system message is displayed that informs you that coaching of interactions on your configured channels has started for the
selected agent.
In the Team Communicator, the Action Menu for the agent whom you are coaching changes to the Stop Coaching button.
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= Genesys + Workspace

Jim *

£+ o I

* -

Jim Miller
® Logged Off

o _ M Miller
Fleady
X stop Coaching

L, Call

. Add to Favorites

3. When the coached agent accepts a chat interaction, a notification is displayed on your desktop. Click
Accept to begin coaching the interaction. The Chat Interaction Monitoring window is displayed on your
desktop and you are connected to the chat session. You can read the chat transcript and send private
chat messages to the agent without the contact seeing your messages.

If you do not click Accept, the notification will be dismissed automatically, and you will not be able to
coach the interaction unless you stop coaching and start coaching the same agent.

The eye icon is displayed in the Chat Interaction Coaching window on your desktop next to the party
Action menu.

= Genesys » Workspace

Origin: Monitoring of chat between Avril Mai and Jim Miller

~ AwrilMai B Connected
» JimMiller {8 Connected

[7:20:28 PM] New party "Avril Mai’ has joined the session
[7:20:30 PM)] Chat System: Agent will be with you shortly (thro
[7:20:34 PM] New party "Jim Miller has joined the session
[T:20:49 PM] Jim Miller: Hello. How can | help you today?
[7:20:54 PM] "Kate Lewis’ is monitoring the session

4. During a coaching session, you can perform the following actions from the Chat Interaction Coaching
window:

V|
e End Monitoring—Click End Monitoring () in the Supervisor controls of the Call Actions toolbar
to end the coaching session.

e Barge-in—Click Barge-in () in the Supervisor controls of the Call Actions toolbar to join the
monitored chat session. Both parties will be able to see your messages. Your coaching session ends
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when you barge-in to the chat.

Click Done to close the coaching session in the window and mark the coaching interaction as
Done. You can switch to monitoring the chat session (see Monitoring a Chat Interaction in the
Monitor tab) by clicking End Chat ( ) in the Call Actions toolbar.

» Coach via voice—Select Coach via Voice from the agent party Action menu. An voice session is
added to the Chat Interaction window. You can coach the agent whom you are monitoring by

speaking directly to the agent.

If you stopped coaching, you are disconnected from the chat session.
If the agent ends the chat session while you are still coaching the agent, your coaching session ends

automatically.
5. Click Done to close the Chat Interaction Coaching window and mark the interaction as Done.

6. To end coaching the agent, use the Team Communicator to find the agent whom you are coaching.
7. Open the Action Menu for the agent and select Stop Coaching (see the Internal Target Action Menu
figure).
= Genesys + Workspace

Jim *

2+ o I

Jim Miller
+* ¥ © Logged OF

Jim Miller
Ready

X stop Coaching

%, Call

Y Add to Favorites
A system message is displayed that informs you that coaching of interactions on your configured
channels has ended for the selected agent.

How do | Barge-in on my agent's call?

When you barge-in (join) to an active interaction, you must already be monitoring the interaction.

To barge-in to an active interaction that you are monitoring, click Barge-in () in the Supervision
toolbar. Barge-in is a simple button if you are supervising a single channel interaction (voice or

chat).
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How do | switch my Agent Monitoring Mode?

Workspace enables you to switch from certain supervision modes to others. During the monitoring,
coaching, or barge-in of an interaction, you can switch from one supervision mode to another. The
following transitions are supported:

Monitoring to barge-in—Click Barge-in () in the Supervision bar.

Coaching to barge-in (chat only)—Click Barge-in ( in the Supervision bar.

Coaching to monitoring (chat only)—Click End Chat ().

4
¢ Barge-in to monitoring—Click End Call () or End Chat () in the Interaction toolbar to return to
monitoring.

¢ Use End Monitoring ( ) in the Interaction toolbar to end monitoring.

How do | manage the State of my agents?

The My Agents view lets you view and control the ready state and logged in state of all of the
agents that you manage.

If an agent is located on another switch than the supervisor, the My Agents tab does
not allow a supervisor to perform any operations on the agent, including monitoring
and changing DN state.

Open My Agents from the Supporting Views menu.
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= Genesys * Workspace
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This view has two parts, the filters and the table of agents. Use the filters to find agents by Group,
Channel, Status, and first and/or last name.

In the table of agents, click a status to change it, for example from Ready to Not Ready. To set an
agent to Ready or Not Ready on more than one channel, you must manage each channel separately.

To log an agent out of all channels, select Log Out from the Global Status column.

If an agent is Ready on one or more channels, but in a different state on one or more other channels,
their global status displays as Conditionally Ready.
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How do | review an outbound email?
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© Mark Avram

Case Informatic:

Origin:

Subscription Des™ggLi
Subject:

Subscription Date Toast: 6/24/2013 12:34:00 PM

- <& href="http://mobile_free fr_,

The Case
Information

informs you
that the email

Re: Warranty service

=

is for review

£ Genesys

Case Information

Origin:

Account Number:

E-maj

Digpositions MNote

il and specify day of week for appogmefie

Send a rejected
email back to

an agent to be  ——__
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QA Review of e-mail interaction edited by "Kristi §ippola’
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Approve (and send e-mail)
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Writing Style
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Outbound emails are directed to reviewers before they are sent to a contact. In this example, there is
problem with the email and it must be returned to the agent to be fixed.

1. When an email interaction for review is directed to you, an interaction preview window opens. The Case
Information indicate that the email is for QA review. In this example, the "Origin" field contains the text:

"QA Review of email interaction...". Click Accept to display the interaction. The email interaction is
displayed on your desktop.

* The Case Information view might be set up to provide you with information about who wrote the
email.

¢ The Email Review icon (@}) is displayed next to the name of the contact to whom the email
interaction will be sent once it is approved.

2. Review the content that the agent wrote in the email composition area. You can choose to fix any issues
yourself, or send it back to the original agent to fix. Depending on the policy at your company, you
might provide feedback by directly editing the content of the email interaction, or you might add notes
for the agent, or you might discuss the content with the agent verbally. Other actions available to you
include:

e Save changes that you made to the email interaction
* Move the email to a workbin to save the email in your draft email workbin to process later
» Attach a file to the email
* Delete the email
e Start a consultation
3.

Email interactions that are sent to you for review have a drop-down menu on the Send button. The
contents of this menu are set up by your administrator and so might be different than in this example.
Click to open the menu. Since a problem was found this email is being returned to the agent to fix. In
this example, the administrator has set up different Reject Reasons which will be included in the Case

Information when the interaction is returned to the agent. Clicke of the "Reject" options to send the
email back to the original agent.

4. Now you're ready to approve the email.
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How do | approve a fixed outbound email?
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If you are a reviewer, outbound emails are directed to you before they are sent to a contact. In this
example, the agent has fixed an earlier identified problem, and the email is directed to you to review.

1. When an email interaction for review is directed to you, an interaction preview is displayed on your
desktop. The Case Information will indicate that the email is for QA review. In this example, the "Origin"
field contains the text: "QA Review of email interaction...". Click Accept to display the interaction. The
email interaction is displayed on your desktop.

* The Case Information view might be set up to provide you with information about who wrote the
email.

¢ The Email Review icon (@}) is displayed next to the name of the contact to whom the email
interaction will be sent once it is approved.

2. Review the content that the agent wrote in the email composition area. You can choose to fix any issues
yourself, or send it back to the original agent to fix.

3. Assuming that the email is now okay to send to the contact, click the Send icon to open the menu. Since
the email is now ready to send to the contact, select the option that represents Accept. In this example,
the administrator has added the Approve (and send email) option to the menu.

How do | use the My Team Workbins?

You can perform the following functions on selected interactions in workbins by using the Workbin
Actions buttons (the available actions depend on the type of interaction that you have selected):

* Open -
e Mark Done

. Delete &% if you have the correct permissions

« Move to Queue -ll— if you have the correct permissions
+ Move to Workbin #— if you have the correct permissions

« Edit Case Information # — opens the Edit Case Information window to enable you to edit the content
of the Case Data tab for the selected interaction(s).

You can also control-click and/or shift-click items in a workbin to select more than one item. With
multiple items selected you can move them to a queue, move them to another workbin, mark them
as Done, or update the case information for all of them in the Case Data tab.

Link to video

Accessing and Using My Team Workbins

Choose My Team Workbins from the Supporting Views menu.
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My Channels

My Campaigns

My History

Dasribased

My SLMiSRS

Comac Cemter STATISNCS

My Workbins

Dy vl eractaon Cueues

Contact Directony

My e sianes

The My Team Workbins view contains an expandable list of all of the agents that you supervise who
have workbins. If you click the agent name or the arrow next to the name of one of your agents the
view expands to show you the workbins for that agent and the number of interactions stored in each.

= Lbenesys - Workspace

Type name or number G,

My Team Workbins
— My Team Workbins
* Caioks Spance (35 LR i
* Dgve Willarny P C ok SpEnce

* Wi Sippola ¥ Dawe Wilkami
{} I by Dl E-maails (1)

1 iy irasimaniad F vl i Preagivis (77
¥ e Sippola

‘

™

To view and manage the interactions that are stored in the agent's workbin, click the name of the
workbin. The list of interactions stored in the workbin is displayed for you in the panel to the right of
the workbin list.
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- - a LY
m - e ~

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 178



Supervising agents Team Communicator

When you select an interaction in a workbin or an Interaction Queue, the contents, notes, and case
data are displayed in tabs at the bottom of the Workbin view. Controls are displayed at the top of the
Workbin view that let you perform actions on the interaction that you selected.

Disrve Willcams - Wy Inboursd E-manls m Progress

- Subject

-] AV angEenad dom Unideniified iransaciion

[t by Nt Case Daa
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To weSEmCT dev

e,

I moticed an unidantfiad tansction on my bitest statemant. | s from XYZ

Ayl Mai

The following actions might be available to you, depending on how your system is set up by your
administrator or what interaction type you have selected:

* Open -

e Mark Done

. Delete &%

+ Move to Queue -l

+ Move to Workbin &

. Edit Case Information # Opens the Edit Case Information window to enable you to edit the content
of the Case Data tab for the selected interaction(s).

You can Ctrl-click and/or Shift-click items in a workbins to select more than one item. With multiple
items selected you can move them to a Queue, move them to another Workbin, mark them as Done,
or update the Case Information for all of them in the Case Data tab.

By W

e e e
chifr- kil and

pprleelich €0 ikl
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How do | manage My Interaction Queues?

You can perform the following functions on selected interactions in interaction queues by using the
Interaction Queues Actions buttons (the available actions depend on the type of interaction that
you have selected):

e Open - opens the selected interaction in the Workspace interaction view.
« Mark Done B— marks the interaction as Done and move it from the queue.

¢ Delete 3 deletes the selected interaction
¢ Move to Queue 4ll— moves the interaction to a different interaction queue

+ Move to Workbin #— moves the interaction to one of the queues of one of the agents that you
supervise, or to one of your own workbins

« Edit Case Information # — opens the Edit Case Information window to enable you to edit the content
of the Case Data tab for the selected interaction(s).

Accessing and Using Interaction Queues

Choose My Interaction Queues from the Supporting Views menu.

Carole Spencer ~ @ - 0 -

My Channels
My Campaigns
My History
Dashboard
My Statistics
Contact Center Statistics
My Workbins
My Team Workbins
My Interaction Queues
3
Contact Directory

My Messages

The My Interaction Queues view contains an expandable list of all of the interaction queues that
your account is set up to manage. Interaction queues might be grouped by type in folders. If you click

Genesys Engage cloud Workspace Web Edition Agent Desktop Help 180



Supervising agents Team Communicator

the folder name or the arrow next to the name of the folders, the view expands to show you the
queues in that folder. Click a queue to view its contents. The list of interactions stored in the queue
are displayed for you in the panel to the right of the queue list.

= Genesys » Workspace
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When you select an interaction in an interaction queue, the contents, notes, and case data are
displayed in tabs at the bottom of the interaction queue list view. Controls are displayed at the top of
the interaction queue view that let you perform actions on the interaction that you selected.
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Detads Hote Case Data

The following actions might be available to you, depending on how your system is set up by your
administrator or what interaction type you have selected:

e Open -

* Mark Done

. Delete &%

¢ Move to Queue ||

+ Move to Workbin &

« Edit Case Information # — opens the Edit Case Information window to enable you to edit the content
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of the Case Data tab for the selected interaction(s).

You can Ctrl-click and/or Shift-click items in a Queue to select more than one item. With multiple
items selected you can move them to another Queue, move them to a Workbin, mark them as Done,
or update the Case Information for all of them in the Case Data tab.
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How do | edit Case Information for interactions in Workbins and
Queues?

£ Genesys * Workspace

Type name or number Q

My Team Workbins

» SIP 5323 Kristi Sippola - My Inbound E-mails in Progress
¥ Carole Spencer

» Dave Williams M- - - |
¥ Kristi Sippola From .“ .

I Facebook Workbin Draft (0)
I Facebook Workbin InProgress (0)
I 1ty Draft E-mails (0)

&= My Inbound E-mails in Progress (..

Waorkbin Draft (0)

Edit Case Info rm

s MarkAv@maii-guii

Supervisors and Team Leads might
be set up to edit Case Information
for interactions stored in Workbins

Edit Case Information

Bought phone from our store?:

E-mail QA Request:

Phone Manufacturer: Personne

Special Discount on monthly Subscription:

Subject: Warranty service

Subscription Base Pricing:

Subscription Date: Maonday, June 24, 2013 12:34 PM

Ok Cancel
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Supervisors and Team Leads might be set up to edit Case Information for interactions that are stored
in @ Workbin or Queue. Select an interaction to enable the Edit Case Information icon. Click the icon
to open the Edit Case Information dialog box. The editing features of this dialog box work the same as
the editing features of the Case Information area of an interaction window.

You can edit case information for multiple interactions by selecting two or more interactions. The
following rules apply to editing the case information of multiple interactions:

e The Edit Case Information dialog box displays a mix of all of the case information fields that are
available in all of the selected interactions.

¢ Only the common editable fields, check boxes, and menus of the selected interactions are displayed
with the edit icon.

¢ |f an editable item has the same value for all of the selected interactions, that value is displayed in the
editable field.

e If an editable item has different values for one or more of the selected interactions, the field is displayed
as blank.
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