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Interaction Workspace 8.1 User's Guide

Getting Started

Find information about concepts and
terminology and learn how to log in and
start using the application.

Getting Started

Handling Interactions

Find information about handling
interactions, such as voice, IM, E-mail,
Chat, SMS, and Social Media.

Handling Interactions

Contact Management

Find information about viewing and

managing previous interactions with a
contact.

Contact Management

Using Workbins

Find detailed information about accessing
interactions that are stored in a workbin.

Using Workbins

Team Lead Functionality

Find information about how a Team
Supervisor can monitor, coach, and
barge-in on agents who are handling
voice and chat interactions.

Team Lead Functionality

Contact Center Tasks

Find information about how to view KPIs
and statistics, receive business and

system messages, and personalize your
workspace.

Contact Center Tasks
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Getting Started

Getting Started

These lessons introduce you to Interaction Workspace, the next-generation Genesys agent desktop
interface, and show you how to get started accepting interactions. Getting Started

* Interaction Workspace Concepts

* LogIn

* Manage Your Status

¢ Forward Your Calls

e Find A Contact Or An Internal Target
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Interaction Workspace Concepts

This lesson introduces you to Interaction Workspace, the next-generation Genesys agent desktop
interface. Privilege- and role-driven capabilities, as well as features that focus on the needs of the
user, make Interaction Workspace a total agent solution. The Interaction Workspace agent interface
enables users to invoke interactions that are related to existing interactions--ensuring a consistent
customer experience. This lesson contains the following sections:

¢ Introduction

* Interaction Workspace Windows and Views

e Team Communicator Overview

¢ Finding Contacts, Internal Targets, and Interactions
» Definition--Role-Based

* Definition--Role Privilege

¢ Basic Use-Case Summary

Introduction

Interaction Workspace is the customer-interaction user interface for the Genesys 8 suite. The
Interaction Workspace application enables you to manage, from your workstation desktop, both
Public Switched Telephone Network (PSTN)-based and Internet-based contact interactions. Interaction
Workspace enables you to handle customer interactions, manage your status, and interact with
others in your contact center. Privileges are assigned to you, based on your role. You might be a
junior agent who has only a limited set of media and controls, you might be an expert agent who has
access to all of the privileges that are available through Interaction Workspace, or you might have a
specialized role created for you by your administrator that enables you to handle specific types of
interactions.

Interaction Workspace Windows and Views

Interaction Workspace displays on your workstation desktop a set of Composite Views, which are
composed of Atomic Views components that enable you to perform the tasks that are assigned to
you, based on your privileges. Composite views enable you to perform multiple functions, such as
previewing and accepting interactions; or managing your status, settings, and contacts. Atomic views
typically enable you to perform a single function, such as viewing case information or specifying a
disposition code. Some atomic views, such as the Case Information view, are displayed in separate
windows. Other atomic views are part of a composite view, such as the Voice Interaction window;
these are displayed in one window along with other atomic views. See the Interaction Workspace 8.1
Help for details on the functionality in each window and view.

Workspace Desktop Edition User's Guide 7
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Composite Views

The Interaction Workspace composite views enable you to perform multi-step tasks and provide you
with many functional options. The following composite views are included in Interaction Workspace;
however, through customization, many more can be created:

* Login Window--The first view that you see (see Log In). It enables you to identify yourself and, if
required, enter additional login data, based on your role or on the technical environment.
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¢ Main Window--Enables you to manage your status, contacts, and settings; view your Key Performance
Indicators (KPIs) and system messages; and launch new interactions (see Interaction Workspace Main
Window).
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* Gadget--Enables you to manage your status and contacts, create new interactions, and access
information about interactions that are currently active (see Interaction Workspace Gadget).
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« Statistics Gadget--Enables you to view your KPIs and Contact Center Statistics in a permanent view.
Statistics can be viewed in a ticker and/or in a static view (see Statistics Gadget).

* Interaction Preview--Displays an interactive notification of a new inbound interaction. The preview
includes case information to enable you to decide whether to accept, reject, or redirect the interaction
(see Handling Voice Interactions).

Workspace Desktop Edition User's Guide 8
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Interaction Workspace Concepts
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* Voice Interaction Window--Enables you to view all of the information that is necessary to handle a
voice interaction with a contact (see Interaction Workspace Voice Interaction Window). This window
also contains information about contacts and the Team Communicator (see Atomic Views).
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* Web Callback--Enables you to view all of the information that is necessary to handle a Web Callback

voice interaction with a contact.
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¢ Outbound Campaign--Enables you to view all of the information that is necessary to handle an

Outbound Campaign voice interaction with a contact.
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¢ Consultation--Enables you to initiate a call to an internal expert or support person. It is part of the
Team Communicator functionality (see Atomic Views).
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e E-Mail--Enables you to view all of the information that is necessary to handle an e-mail interaction with
a contact.
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e Chat--Enables you to view all of the information that is necessary to handle a chat interaction with a
contact.
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¢ SMS--Enables you to view all of the information that is necessary to handle an SMS Page interaction or
an SMS Session interaction with a contact.
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¢ Facebook--Enables you to view all of the information that is necessary to handle a Facebook Page
interaction with a contact.
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¢ Twitter--Enables you to view all of the information that is necessary to handle a Twitter Page interaction
with a contact.
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* RSS--Enables you to view all of the information that is necessary to handle a RSS Web Feed interaction
with a contact.
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¢ Workitems--Documents that might be directed to you for handling. They include numerous non-

interactive media types, such as faxes, that you might have to view while you are handling interactions
of another type, such as e-mail.

e Internal IM--Enables you to initiate an Instant Messaging (IM) session with an internal expert or
support person. It is part of the Team Communicator functionality (see Atomic Views)
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* History--Enables you to view case data (business context of the case). Compiles the attached data that
is associated with the main interaction of the case into a Case History (see Manage Contacts). It is part
of Interaction Workspace functionality for processing voice interactions as well as other media types
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Atomic Views

The Interaction Workspace atomic views are mapped to privileges. They enable you to perform
single-step tasks, provide you with one or two functional options, and provide you with information
that supports your current task. Atomic views are usually contained within a Composite view, but
they might also be displayed in stand-alone windows or panels. Atomic views behave like mini-
applications. You can hide or show them and expand them or collapse them by clicking buttons in the
composite views in which they are contained. The following atomic views are included in Interaction
Workspace; however, through customization, many more can be created:

¢ Case Information--Provides you with critical information about the active interaction. The information
that is provided is configured by your system administrator.

¢ Contact Summary--Provides you with critical information about the contact who is involved in the
active interaction.

* Voice Media--Enables you to control the active voice interaction or start a new interaction.

* Voice Internal--Enables you to control the active internal voice interaction or start a new internal
interaction.

e Case Toolbar--Enables you to hold, connect, and end current interactions.

* Dispositions--Enables you to assign one or more codes to an ongoing or terminated interaction to
qualify or characterize the outcome of the interaction, and a call result for outbound campaign
interactions.

* Notepad View--Enables you to record information about the current interaction.
* History List--Enables you to view the history of interactions with the selected contact.

* History Interaction Details--Enables you to view the details of previous interactions with the selected
contact.

¢ Contact Record--Enables you to view information about contacts that has been collected by your
contact center.

* Responses--Enables you to access a database of pre-written standard responses for your interactions.
You can insert these responses as replies into any e-mail or chat message, or you can read them to the
contact during a phone interaction. You might be configured to use suggested responses that are rated
according to their relevancy to the content of the inbound interaction.

Workspace Desktop Edition User's Guide 15
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¢ Team Communicator--Enables you to call an internal target or contact, start a conference, or transfer
the current interaction.

e Child Interaction Navigator--Enables you to view and select any "child" interactions that you have
initiated that relate to the current customer interaction (the parent interaction), such as an internal
consultation call or a chat with another agent.

¢ IM Media--Enables you to initiate or receive Instant Messaging (IM) interactions.
¢ My Status--Enables you to monitor the status of your media channels.

* My Messages--Provides you with up-to-date information about the status of your contact-center,
changes that are related to your activities, and business messages that your leads send to you.

* Workbins--Enables you to store e-mail and other interactions that are to be handled later. Interactions
that are stored in a workbin can be accessed in any order. Items that are stored in a workbin are owned
by the owner of the workbin.

¢ Preferences--Enables you to control the appearance of various Interaction Workspace interface
components.

* Recent Items--Enables you to select a recent contact from a drop-down list.

« My Campaigns--Provides you with a list of all of your active Outbound Campaigns. If you are part of a
pull-preview campaign, you can get a new campaign record.

¢ My History--Enables you to view a record of your recent activity.
¢ My Statistics--Enables you to view your Key Performance Indicators (KPIs).
* Contact Center Statistics--Enables you to view the statistics of your contact center.

¢ Schedule a Callback--Enables you to set a later date and/or time to callback a contact from a
campaign list.

Interaction Workspace Main Window

The Interaction Workspace Main Window (see the Interaction Workspace Main Window figure) is a
module that enables you to manage your channels, status, KPIs, contacts, workbins, and campaigns.
It can be used to initiate interactions, either directly or through a search of the contact database and
interaction history. The Main Window supports simultaneous interactions on one or more channels
and provides the interaction Preview interactive notification. You can use the Main Menu to set
preferences, launch Help, switch to the Gadget, display the Statistics Gadget, and exit the
application.
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Interaction Workspace Main Window

For more information about the functions that are available in the Main Window, see the following
lessons:

* Go Ready--Manage Your Status

¢ Set a Forwarding Number--Forward Your Calls

* Find an Internal Target or a Contact--Find A Contact Or An Internal Target

¢ Call an Internal Target or a Contact--Handle Voice Interactions

¢ IM an Internal Target--Handle Internal Instant Messaging

¢ E-Mail a Contact--Handle An E-Mail Interaction

« Manage Workbins--Using Workbins

« Manage Contacts--Manage Contacts

* View Statistics--View KPIs And Statistics

* Receive Messages--Receive Business And System Messages

* Change the Appearance of Interface--Personalize Your Workspace

Interaction Workspace Gadget

The Interaction Workspace Gadget (see the Interaction Workspace Gadget figure) is a module that
acts as a simplified version of the Interaction Workspace Main Window (see Interaction Workspace
Main Window). It enables you to view the status of your channels and initiate a new interaction. It
also enables you to use the Main Menu to set preferences, launch Help, change Place, change
channels, toggle to the Main Window, and exit the application.

Interaction
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Workspace Gadget

For more information about the functions that are available in the Gadget, see the following lessons:

¢ Go Ready--Manage Your Status

¢ Set a Forwarding Number--Forward Your Calls

* Find an Internal Target or a Contact--Find A Contact Or An Internal Target
¢ Call an Internal Target or a Contact--Handle Voice Interactions

¢ IM an Internal Target--Handle Internal Instant Messaging

e E-Mail a Contact--Handle An E-Mail Interaction

« Manage Workbins--Using Workbins

* View Statistics--View KPIs And Statistics

* Receive Messages--Receive Business And System Messages

* Change the Appearance of Interface--Personalize Your Workspace

Interaction Workspace Voice Interaction Window

The Voice Interaction window (see the Interaction Workspace Voice Interaction window figure) and the
Web Callback Interaction window enable you to view all of the information that is required to handle a
voice interaction with a contact or an internal target. You can view call status, history, and case data.
You can control the call, conference or transfer the call, enter notes about the call, and send DTMF.
For more information about the functions that are available in the Voice Interaction window, see the
following lessons:

¢ Find an Internal Target or a Contact--Find A Contact Or An Internal Target

¢ Call an Internal Target or a Contact--Handle Voice Interactions

e Start a Voice or IM Consultation--Handle A Voice Consultation

¢ Transfer to an Internal Target or a Contact--Transfer A Voice Call

¢ Conference with an Internal Target or a Contact--Conference A Voice Call

e Transition an IM Consultation to a Voice Consultation--Blend Different Media Into A Single
Conversation

¢ Record a Call--Record Interactions
* Set a Disposition Code--Apply Disposition Codes
¢ Manage Contacts, Contact Case History, and Set a Note--Manage Contacts

¢ Use Standard Responses--Using The Standard Response Library
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Interaction Workspace Voice Interaction window

Interaction Workspace Web Callback Interaction Window

The Web Callback Interaction window enables you to view all of the information that is required to
handle a web callback interaction with a contact (see the Interaction Workspace Voice Interaction
window figure). You can view call status, history, and case data. You can control the call, conference
or transfer the call, enter notes about the call, and send DTMF. For more information about the
functions that are available in the Voice Interaction window, see the following lessons:

* Find an Internal Target or a Contact--Find A Contact Or An Internal Target

¢ Call an Internal Target or a Contact--Handle Voice Interactions

« Handle a Web Callback interaction--Handle Web Callback Interactions

e Start a Voice or IM Consultation--Handle A Voice Consultation

¢ Transfer to an Internal Target or a Contact--Transfer A Voice Call

¢ Conference with an Internal Target or a Contact--Conference A Voice Call

* Transition an IM Consultation to a Voice Consultation--Blend Different Media Into A Single
Conversation

¢ Record a Call--Record Interactions
e Set a Disposition Code--Apply Disposition Codes
¢ Manage Contacts, Contact Case History, and Set a Note--Manage Contacts

¢ Use Standard Responses--Using The Standard Response Library
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Interaction Workspace Voice
Interaction window

Interaction Workspace Outbound Campaign Voice Interaction Window

The Outbound Campaign Voice Interaction window (see the Interaction Workspace Outbound
Campaign Voice Interaction window figure) enables you to view all of the information that is required
to handle an Outbound Campaign voice interaction with a contact. You can view call status, history,
case data, and record information. You can control the call, conference or transfer the call, enter
notes about the call, and send DTMF. For more information about the functions that are available in
the Outbound Campaign Voice Interaction window, see the following lessons:

* Find an Internal Target or a Contact--Find A Contact Or An Internal Target

¢ Call an Internal Target or a Contact--Handle Voice Interactions

* Transfer to an Internal Target or a Contact--Transfer A Voice Call

¢ Conference with an Internal Target or a Contact--Conference A Voice Call

 Handle an Outbound Campaign Voice Interaction (including Rescheduling a call)--Handle

Outbound-Campaign Voice Interactions
¢ Record a Call--Record Interactions
¢ Set a Disposition Code--Apply Disposition Codes
¢ Manage Contacts and Contact Case History--Manage Contacts

¢ Use Standard Responses--Using The Standard Response Library
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Interaction Workspace E-Mail Interaction Window

The E-Mail Interaction window (see the Interaction Workspace E-Mail Interaction window figure)
enables you to view all of the information that is required to handle an e-mail interaction with a
contact. You can view information about the e-mail, history, and case data. You can reply to the
interaction, save to a workbin, transfer the interaction, start a conference, and enter notes about the
interaction. For more information about the functions that are available in the E-Mail Interaction
window, see the following lessons:

* Find an Internal Target or a Contact--Find A Contact Or An Internal Target

¢ Call an Internal Target or a Contact--Handle Voice Interactions

e Start a Voice or IM Consultation--Handle A Voice Consultation

¢ Transfer to an Internal Target or a Contact--Transfer A Voice Call

* Transition an IM Consultation to a Voice Consultation--Blend Different Media Into A Single
Conversation

* Set a Disposition Code--Apply Disposition Codes
« Manage Contacts and Contact Case History--Manage Contacts

* Use Standard Responses--Using The Standard Response Library
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Interaction Workspace E-Mail Interaction window

Interaction Workspace Chat Interaction Window

The Chat Interaction window (see the Interaction Workspace Chat Interaction window figure) enables
you to view all of the information that is required to handle a chat interaction with a contact. You can
view chat status, history, and case data. You can control the interaction, start a conference, transfer
the interaction, and enter notes about the interaction. For more information about the functions that
are available in the Chat Interaction window, see the following lessons:

* Find an Internal Target or a Contact--Find A Contact Or An Internal Target

e Call an Internal Target or a Contact--Handle Voice Interactions

e Start a Voice or IM Consultation--Handle A Voice Consultation

* Transfer to an Internal Target or a Contact--Transfer A Voice Call

* Conference with an Internal Target or a Contact--Conference A Voice Call

* Transition an IM Consultation to a Voice Consultation--Blend Different Media Into A Single
Conversation

* Set a Disposition Code--Apply Disposition Codes
« Manage Contacts and Contact Case History--Manage Contacts

* Use Standard Responses--Using The Standard Response Library

Workspace Desktop Edition User's Guide 22



Getting Started

Interaction Workspace Concepts

| ol Mai () (0o:08:29)
Case Informaltion
Origin: Inbourd chat

w Al Mai Q) Connected

e SR EL S|

[9:-12:23 ] tew party 'tomill Mad' has wined the secgan
[9:12:76 PM] sysheme: agent wil b with you shortly ...
[9z12:2% PM] Kew party "Jobn Dawvis” has joined the sesson
[9:15:20 PH] John Davis: Helo

| Disposition Code | mote |

Sengl

Save

129IN00 -

e

Irformatian
¥ J Remcmt
General
Tt (Man=)

First Nam=* L0y |

Last ama * Mai

Fhone Mumber
SEEES5S [ M)

idd Fhone Numbsr =

E-mail Adilress

&_maigmai. | Campus

_'jill: = Primary

mailgmailoc |[test
2dd E-mal Address

i e

Interaction Workspace Chat Interaction window

Interaction Workspace Twitter Interaction Window

The Twitter Interaction window (see the Interaction Workspace Twitter Interaction window figure)
enables you to view all of the information that is required to handle a Twitter social media interaction
(Tweet). You can view information about the interaction such as the user profile, history, and case
data. You can reply to the interaction, transfer the interaction, start a conference, and enter notes
about the interaction. For more information about the functions that are available in the Twitter
Interaction window, see the following lessons:

* Twitter-Specific Functionality--Handle A Twitter Interaction

* Find an Internal Target or a Contact--Find A Contact Or An Internal Target

¢ Call an Internal Target or a Contact--Handle Voice Interactions

* Reply to a Tweet Using Another Supported Media, such as Voice (Handle Voice Interactions), E-
mail (Handle An E-Mail Interaction), or SMS (Handle An SMS Interaction).

e Start a Voice or IM Consultation--Handle A Voice Consultation

* Transfer to an Internal Target or a Contact--Transfer A Voice Call

* Set a Disposition Code--Apply Disposition Codes

« Manage Contacts and Contact Case History--Manage Contacts

¢ Use Standard Responses--Using The Standard Response Library
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Interaction Workspace Twitter Interaction window

Interaction Workspace Facebook Interaction Window

The Facebook Interaction window (see the Interaction Workspace Facebook Interaction window figure)
enables you to view all of the information that is required to handle a Facebook social media
interaction (post or comment). You can view information about the interaction such as the user
profile, history, and case data. You can reply to the interaction, transfer the interaction, start a
conference, and enter notes about the interaction. For more information about the functions that are
available in the Facebook Interaction window, see the following lessons:

* Facebook-Specific Functionality--Handle A Facebook Interaction
* Find an Internal Target or a Contact--Find A Contact Or An Internal Target

¢ Call an Internal Target or a Contact--Handle Voice Interactions
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* Reply to a Facebook Post or Comment Using Another Supported Media, such as Voice (Handle

Voice Interactions), E-mail (Handle An E-Mail Interaction), or SMS (Handle An SMS Interaction).

¢ Start a Voice or IM Consultation--Handle A Voice Consultation

* Transfer to an Internal Target or a Contact--Transfer A Voice Call

¢ Set a Disposition Code--Apply Disposition Codes

* Manage Contacts and Contact Case History--Manage Contacts

¢ Use Standard Responses--Using The Standard Response Library
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Interaction Workspace Facebook Interaction window

Interaction Workspace RSS Interaction Window

The RSS Interaction window (see the Interaction Workspace RSS Interaction window figure) enables

you to view all of the information that is required to handle an RSS web feed interaction. You can view
information about the interaction such as the source of the web feed, the headline, content, history,

and case data. You can transfer the interaction, start a consultation, and enter notes about the
interaction. For more information about the functions that are available in the RSS Interaction

window, see the following lessons:

¢ RSS-Specific Functionality--Handle An RSS Interaction

¢ Find an Internal Target or a Contact--Find A Contact Or An Internal Target

¢ Call an Internal Target or a Contact--Handle Voice Interactions

« Start a Voice or IM Consultation--Handle A Voice Consultation
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¢ Transfer to an Internal Target or a Contact--Transfer A Voice Call
¢ Set a Disposition Code--Apply Disposition Codes

« Manage Contacts and Contact Case History--Manage Contacts
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Interaction Workspace RSS Interaction window

Interaction Workspace SMS Interaction Window

The SMS Interaction window (see the Interaction Workspace SMS Interaction window figure) enables
you to view all of the information that is required to handle an SMS Page interaction or an SMS
Session interaction with a contact. You can view SMS status, history, and case data. You can control
the interaction, transfer the interaction, and enter notes about the interaction. For more information
about the functions that are available in the SMS Interaction window, see the following lessons:

* Find an Internal Target or a Contact--Find A Contact Or An Internal Target

¢ Call an Internal Target or a Contact--Handle Voice Interactions

¢ Handle An SMS Interaction--Handle An SMS Interaction

¢ Transfer to an Internal Target or a Contact--Transfer An SMS Interaction

* Set a Disposition Code--Apply Disposition Codes
« Manage Contacts and Contact Case History--Manage Contacts

¢ Use Standard Responses--Using The Standard Response Library
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Interaction Workspace SMS Interaction window

Interaction Workspace IM Interaction Window

The Instant Messaging (IM) Interaction window (see the Interaction Workspace Instant Messaging (IM)
Interaction window figure) enables you to view all of the information that is required to handle an IM
interaction with an internal target. You can send an IM to another agent (internal target) or receive an
IM from an internal target. If you start the IM from an active Interaction, you can share contact
information with the IM target. You can also transition from an IM consultation session to a voice
consultation. For more information about the functions that are available in the IM Interaction
window, see the following lessons:

¢ IM an Internal Target--Handle Internal Instant Messaging

¢ Transition an IM Consultation to a Voice Consultation--Blend Different Media Into A Single
Conversation
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Statistics Gadget

Statistics can be viewed either in the Main Window by selecting the My Statistics tab or the
Contact Center Statistics tab in your Workspace, or by using the Statistics Gadget (see the
Statistics Gadget displaying Contact Center Statistics figure).
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Currant Ready duratien
D010 00

Statistics Gadget
displaying
Contact Center
Statistics

The Statistics Gadget displays statistics in two ways:

e A statistics ticker
e A tagged-statistic view
The advantage of the Statistics Gadget is that you can view your KPIs and Contact Center Statistics

continuously without having to open your Workspace and clicking back and forth between tabs. For

more information about the functions that are available in the Statistics Gadget, see the following
lesson:

¢ View Statistics--View KPIs And Statistics
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Team Communicator Overview

The Team Communicator feature is a universal lookup tool that searches all of the directories to
which you are connected. Use the Team Communicator to find an internal target such as a team
member, Routing Point or queue; or, if you are connected to the contact database, you can use it to
find a contact. The Team Communicator can filter the results of your search or group the results into
categories to help you to quickly find the internal target or contact for whom you are searching. Enter
a name, telephone number, or e-mail address to find an internal target or contact, and then select
the action that you want to perform, such as:

e Calling a contact

e Calling an internal target

¢ Sending an Instant Message (IM) to an internal target

¢ Adding a contact to your list of favorites

e Conferencing an interaction

e Transferring an interaction

e Starting a consultation

e Sending an e-mail message to a contact

Finding Contacts, Internal Targets, and Interactions

Two different types of search routines are employed by Interaction Workspace to enable you to
search for contacts and internal targets:

¢ Grid mode

e List mode

Grid Mode

Grid mode performs a "starts-with" search that searches each field of the contact database for the
phrase (name, phone number, e-mail address, or other criteria) that you provide in the search field.
Results are returned in tabular form and are sorted according to the default search field, such as Last
Name. The following views employ the grid-mode search:

* Contact History view/My History view--See:

* Lesson: Manage Contacts.

For more details on search results and the functionality in each window and view, see the Interaction
Workspace 8.1 Help.

List Mode

List mode performs a "keyword" search that searches each field of the contact database for the word
or words (name, phone number, e-mail address, or other criteria) that you provide in the search field.
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Each field of the database is searched by using a "starts-with" search for the keyword(s) that you
provide. Results are returned in a list that is sorted according to the rules of Lucene scoring. 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 contacts or favorites are displayed. The following views
employ the list-mode search:
* Main Window/Gadget--See:
* Communicator Overview Team Communicator Overview.
* Finding an Internal Target or a Contact.

¢ Sending and Receiving Internal Instant Messages.

¢ Voice Interaction Window--See:
» Starting a Voice Conference.
* Transferring a Voice Call.

e Blending a voice consultation with an IM consultation.

¢ E-Mail Interaction Window--See:
» Starting a Voice Conference.
* Transferring a Voice Call.

* Blending a voice consultation with an IM consultation.

e Chat Interaction Window--See:

e Starting a Voice Conference.

* Transferring a Voice Call.

* Blending a voice consultation with an IM consultation.
* Workitem Interaction Window--See:

e Starting a Voice Conference.

* Transferring a Voice Call.

* Blending a voice consultation with an IM consultation.
e Contact History view/My History view--See:

* Lesson: Manage Contacts.

For more details on search results and the functionality in each window and view, see the Interaction
Workspace 8.1 Help.

Definition--Role-Based

The Genesys 8 suite of products implements role-based access to functionality (role privileges). Users
are categorized by their role. The role that is assigned to you determines which role privileges (see
Definition--Role Privilege) you are enabled to perform based on privileges assigned to your role.
Interaction Workspace comprises a set of Graphical User Interface (GUI) elements called views. The
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role that is assigned to you determines which Interaction Workspace views are enabled for you to
use. The views enable you to complete your assigned tasks. For example, you might be configured
for voice and chat but not e-mail; you might be configured to transfer interactions and consult with
other agents, but not to initiate new outbound interactions. Examples of roles that might be enabled
for some or all of the Interaction Workspace functionality include the following:

e Junior Agent
e Senior Agent
e Team Lead
e Supervisor

e Expert Agent

Definition--Role Privilege

The Genesys 8 suite of products implement role-based access to functionality (role privileges). Users
are categorized by their role. The role that is assigned to you determines which tasks you are enabled
to perform. A role privilege is a single functionality or set of functionalities that are required to
complete a Use Case (see Basic Use-Case Summary). Interaction Workspace contains role privileges
that are used to handle customer interactions, manage your status, view your KPIs, set personal
preferences, and consult with team members. Role privileges are made available through views.
Interaction Workspace is composed of both atomic views and composite views. Views contain the
user-interface elements, such as buttons, menus, and text fields, that enable you to interact with
Interaction Workspace. Atomic views typically perform single functions, such as setting preferences,
viewing KPIs, or viewing the history of an interaction. Composite views contain atomic views that are
grouped into a single composite interface.

Basic Use-Case Summary

The purpose of this user's guide is to enable you to learn the basic functionality of Interaction
Workspace. See the Interaction Workspace 8.1 Help for more details about each user-interface
component. To access the context-sensitive Help from any window in the Interaction Workspace
interface, open the Help menu, or press the F1 key on your keyboard. This section summarizes the
high-level steps that you might follow to handle a voice interaction.

Warning: During your use of Interaction Workspace,
you might be locked out of Interaction Workspace
and have your status set to Not Ready if you do not
use your keyboard or mouse for an inactivity period
that is defined by your administrator. If you are
locked out of Interaction Workspace, you must
reauthenticate and reset your status to Ready to
receive new interactions. For more information, see
the Inactivity Timeout topic in the Interaction
Workspace 8.1 Help.
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Prerequisites

To begin these role privileges your system must meet the following requirements:

The Interaction Workspace ClickOnce application is installed on your local web server.
¢ The Interaction Workspace ClickOnce application is installed on your workstation.
* You are configured as an agent.

* Your workstation operating system is Windows Vista. or Windows XP.

Starting the Application and Handling an Inbound Interaction

Use a Microsoft Internet Explorer 6.0 or higher web browser to launch the Interaction Workspace
bootstrap application. This bootstrap application enables you to login to your system and download
the Interaction Workspace application.

1. Double-click the Interaction Workspace icon on your desktop to start the Interaction Workspace

application.
Interaction
Workspace
2. Log in to the system (see Lesson: Logging in to Interaction Workspace).
3. Enter your additional authentication information.
4. Enter a media channel, or select one from the list.
5. In the Main Window set your status to Ready (see Lesson: Going Ready in the Interaction Workspace
Main window).
Your default view might be the Gadget. Only basic communication and agent
status functionalities of Interaction Workspace are available from the Gadget.
6. Accept inbound interactions that are routed to you. See:

* Lesson: Handling an inbound voice interaction

* Lesson: Handling a web callback interaction

* Lesson: Receiving an Instant Messaging session

* Lesson: Handling an inbound e-mail interaction

* Lesson: Handling an inbound chat interaction

e Lesson: Handling an inbound SMS interaction

* Lesson: Handling an inbound workitem interaction

* Lesson: Handling a predictive or progressive Outbound-Campaign voice interaction
Or, retrieve an interaction from a workbin. See:

e Lesson: Accessing and handling interactions that are stored in a workbin).

7. Handle each inbound interaction. This step can include any or all of the following functions:
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15.

e Start a voice, IM or chat consultation (see voice conference Lesson: Starting a voice conference or a
chat consultation Lesson: Starting a chat consultation).

» Transfer the call (see Lesson: Starting a voice transfer).

e Conference the call (see Lesson: Starting a voice conference).

* Update the Contact History (see Managing Contact History).

* Update the Notepad (see Managing Contact History).

* Send or receive an internal Instant Message (IM) (see Instant Messaging Overview).

* Employ a Standard Response (see Inserting a Standard Response into an E-Mail Interaction).

. Complete the interaction.

. If required, enter a disposition code (see Assigning Disposition Codes).
10.
11.
12.
13.
14.

Click Mark Done.

Complete any required aftercall work.

Click the close box to close the corresponding Interaction window.

Set your status to Ready (see Lesson: Going Ready in the Interaction Workspace Main window).

View your Key Performance Indicators (KPIs) or the KPI status of your group (see Lesson: View KPIs And
Statistics).

After you have completed all of your tasks for the day, select Log Out from the Main Menu.
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Log In

In this lesson, you will learn how to launch the Interaction Workspace application from your
workstation, provide authentication information, and log in to your system. This lesson contains the
following section:

¢ Started Getting Started

Getting Started

To begin accepting interactions, you first must be authenticated on your network, and then you must
log in to your system. The following procedure describes how to start Interaction Workspace and
authenticate yourself on the system.

Lesson: Logging in to Interaction Workspace

¢ To authenticate yourself on the system and choose your channels.
Prerequisites

e Your workstation is running a supported operating system.
* Your workstation has a supported browser application installed.
* You are configured as an agent.

¢ The Interaction Workspace is installed on your workstation.
Start

1. (SIP only) Plug in your USB headset.

Note: Depending on the configuration of your
environment, your volume settings from your
previous session might be retained when you log
out, and they are used when you log in.

2. Start the Interaction Workspace application by doing one of the following steps:

* Double-click the Interaction Workspace icon on your workstation desktop.

3

Inkeraction
\Warkspace

* Open the Start menu and choose Interaction Workspace from the Genesys
Telecommunications Laboratories program group.

* Select the Interaction Workspace ClickOnce web link that was provided to you by your system
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administrator.

3. In the Login view, enter your user name and password (see the Initial login view figure).

S Genesys Interaction Workspace

Wersien 8,1.300,17

Lizar Marne: | <YOU Mame
Passwaord: | <yaur passeod >
v More [ogin ][ concsl |

£ 2008-2012 Genesys Telecommunications Laborakonies, Inc. Ganesys cuite
applcations are coversd by LS, and Foralgn Pakents.,

Initial login view

In some cases, you might be required to enter additional information about the application that you want to use and about the

host and port from which the application is being served. For more information, see your system administrator and the
Interaction Workspace 8.1 Help.

Note: Depending on the configuration of your
environment, if you login to a SIP Voice channel
without having your configured USB headset
plugged in, you might be logged in to Interaction
Workspace, but not to the SIP Voice channel. To
complete logging in to the SIP Voice channel,
plug in your USB headset.

4. Click Log In to log in, or click Cancel to stop logging in; this closes the Login view.

5. After you have successfully logged in, a new view opens in which you can specify additional information,
based on the tasks that you want to perform. The contents of the view are defined by your
administrator; they are specific to your role. Additional information that you might have to specify
includes your Place, your queue, your agent login, your agent password, your phone number, and the
media (such as Voice, Instant Messaging, or workitems, such as faxes) that you want to use. The

"Example of the System Parameters login view" figure shows an example of a secondary login view.
The view that is displayed on your screen might be different.

< Genesys Ini_:e:igut:;n Workspace

‘Welcoma John Davis,
Plexss provide reguestsd login infarmation.

Place: “your plagas

[#] woice
Queua: | weies Queve "

[+f] instant massaging

Chang login account [oc ][ camcal |

o 2003-2012 Ganasys Telecommunications Laboratories, Inc. Genasys suite
applications are cavered by LS, and Foreign Patents.

Example of the System Parameters login view. Your view might be different.

* You might be configured to check and uncheck eServices media channels, such as chat, SMS, e-mail,
social media (for example, Facebook and Twitter), and workitems (such as fax). Upon login,
unchecking media channels for which you are configured means that you will not be logged into
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those channels when Interaction Workspace starts. You will have to login to those channels
manually from the Workspace view in the Main Window or Gadget.

Note: If you are logging in to participate in an Outbound Campaign, you must unselect the Instant
Messaging channel.

e |If your company is using a SIP Server, you might be configured to log in by using a remote phone
number at which you can be reached if you are not logged in from a phone that is on the internal
phone system of your company (see the Remote phone number field in the System Parameters
login view figure).

If you are logging in remotely, enter the remote phone number to which your calls will be routed in
the Phone Number box in the System Parameters Login view.

|+ wolos
Quauat [iﬁ:ﬂ'ﬁl ] v]
Phane Numiber: | |

Remote phone number field in the System Parameters login view
6. Click OK to submit your information. Click Cancel to stop logging in; this closes the Login view.

7. If authentication is successful, the Main Window view or Gadget is displayed. If your status is configured
to be set to Ready by default, you are ready to receive interactions that are routed to you. Your system
administrator specifies what your status is for each channel when you login. If you are configured to be
Not Ready for one or more channels, your system administrator might specify a Not Ready Reason for

the channel. To start receiving interactions on a Not Ready channel, you must change the status to
Ready.

End

Next Steps

¢ Set your status to Ready. See Lesson: Going Ready in the Interaction Workspace Main window.
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Manage Your Status

In this lesson, you will learn how to manage your status in the Main Window. This lesson contains the
following section:

* Going Ready

Note: You might be locked out of Interaction
Workspace and have your status set to Not Ready if
you do not use your keyboard or mouse for an
inactivity period that is defined by your
administrator. If you are locked out of Interaction
Workspace, you must reauthenticate and reset
your status to Ready to receive new interaction. For
more information, see the Inactivity Timeout
chapter in the Interaction Workspace 8.1Help.

Going Ready

To begin accepting interactions, you must set your status to Ready. The following procedure describes
how to set your status to Ready, so that you can receive interactions.

Lesson: Going Ready in the Interaction Workspace Main window

* To set your status to Ready, so that you can receive interactions.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e (SIP only) Plug in your USB headset. If you login to a SIP Voice channel, Interaction Workspace checks to
determine whether the USB headset that you are configured to use is plugged in. If it is not, you will be
logged in to Interaction Workspace but not to the SIP Voice channel. Ensure that you plug in your USB
Headset to use the SIP Voice channel.

Interaction Workspace detects when your USB headset is plugged in or unplugged and will set your
status accordingly. If your USB headset is not plugged in a message will be displayed.

Start

1. If your status is configured to be set to Ready by default, you receive interactions that are routed to you
as soon as you log in.

2. Otherwise, click the Status icon to change your status to Ready (see the Example of a Status menu
figure), so that inbound interactions can be routed to you.
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Example of a Status menu

You can also choose to set your status to a different Not Ready reason, such as:
* Not Ready
* Not Ready - Lunch
e Not Ready - Break
* After Call Work

The Not Ready reasons that are displayed in your Ready Status menu depend on how this menu has been configured by your
system administrator. In most cases, if you have set your status to one of the Not Ready states, inbound interactions cannot be
routed to you.

Note: When you are handling an interaction, the
system interrupts the display of the amount of
time that you are in the current state.

Warning: If, while you are handling an interaction for a given
channel, you set your status to either Not Ready, Not Ready
- <reason>, or After Call Work (ACW), the system does
not display the amount of time that you are in that state until
the interaction is complete. This feature enables your break
or ACW time to be displayed according to recorded statistics.

3. You can check your ready status by placing your mouse pointer over the Status icon (see the Status
Summary ToolTip figure).
i) Hate Lewis
Corditianally R=ady {00:20:53)
Legged in sinee 7:30 PM
Using Flace_1001
i) voece: B Mot Ready (D0:03:05)
{J) irstant messaging: @ Ready  (00:20:53)

Status Summary ToolTip

The status summary includes your login name, Place, channels, and channel status. If you are logged in
to more than one channel, detailed status for each channel is displayed; otherwise, only your ready
status is displayed. If you are participating in an Outbound Campaign and are waiting for authorization
to logout, you can check the status of your request in the Status Summary ToolTip.

4. If you are logged in to more than one channel, you can manage the ready status of each channel
individually by using either the My Channels tab in the Workspace of the Main Window or the My
Channels window, which is opened from the Gadget.

a. In the Main Window, click Workspace.

b. Click the My Channels tab (see the My Channels tab figure).
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[y Charnels l‘_ My History My Statistics Il ‘Contact Center Statistics |

Media Eaus Forvard
&) vaics @ Ready (00:04:52) Mo Active Forward
i) instent messeging @ Ready (00:02:02)

My Channels tab

If you are participating in an Outbound Campaign and are waiting for authorization to logout, you
can check the status of your request in the My Channels view.

c. Right-click the channel that you want to update, and set your status by using the Status menu, as
you did in Step 2.

End
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Forward Your Calls

In this lesson, you will learn how to forward your call by using the My Channels tab in the Main
Window. This lesson contains the following section:

* Forwarding Calls

Forwarding Calls

You can forward your calls to a different destination.

Lesson: Forwarding your calls to a different destination

Purpose:

¢ To specify a different destination to which your calls are directed temporarily and to cancel a forward.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

Start

1. To forward calls to a different destination, in the Main Window, click Workspace.
2. Click the My Channels tab.

3. On the media channel that you want to forward, right-click in the Forward column, and select Forward
(see the Main Window Workspace My Channels Forward menu figure).

‘B ~ Interaction Workspace £ | Lgow @ *|_0OX

l?mmwmber
| MyChannels | Myistory | MyStatistics | Call Center Statistics |
Media Stahs Forward

@) voice £ Not Ready (00:00 o Actim Enmemed
) insantmessaging @ Ready (00:57:23) Foraard
Main Window Workspace My Channels Forward menu

The Forward dialog box is displayed (see the Forward dialog box figure).

Type farward destirabon on media waics,
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Forward dialog box
4. Enter the phone number to which you want to forward your calls.

5. Click Apply to set the forward. Click Cancel to return to the My Channels tab without forwarding your
calls.

Canceling Your Call Forward

6. If you have an active forward set and you want to disable it, in the My Channels tab, right-click in the
Forward column and select Cancel Forward (see the Main Window Workspace My Channels Forward

menu selecting Cancel Forward figure).

B ~ Interaction Workspace £~
Tipe name or rumber
| MyCharnels | MyHistory | MyStstisties | Call Center Statisties |
Media Status Forward
@) voice & Not Ready (00:06  Forwardg——===
(O insant momaging @9 Ready (01:03:02) Farard

Main Window Workspace My Channels Forward menu selecting Cancel Forward

The Cancel Forward dialog box is displayed (see the Cancel Forward dialog box figure).

Cancel Forward

Ara you suge you wank ko cancel forward b '1014° on media
woige?

[ swoty || cancel |

Cancel Forward dialog box

7. Click Apply to cancel the forward. To keep the forward active, click Cancel; this action removes the
active forward and changes the Forward status to No Active Forward.

End
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Find A Contact Or An Internal Target

In this lesson, you will learn how to use the Team Communicator feature to find a contact or an
internal target in your contact database or company directory. This lesson contains the following
section:

e Finding an Internal Target or a Contact

* Using Favorites

Finding an Internal Target or a Contact

If you want to find an internal target in your company directory, or if you want to find a contact in the
contact database, use the Team Communicator feature of the Interaction Workspace Main Window or
the Interaction Workspace Gadget. The Team Communicator feature enables you to find an internal
target or a contact by entering basic information about that contact, such as name, phone number,
or e-mail address. Use the filtering and sorting functions to quickly find the person that you want to
contact. Save the contact as a favorite to find the contact even more quickly the next time that you
want to contact them. The procedures in this lesson demonstrate using the Team Communicator to
start a voice interaction; however, the procedures are applicable to any media that an agent is
configured to use. This section contains the following procedures:

¢ Lesson: Using the Team Communicator feature to find an internal target

e Lesson: Using the Team Communicator feature to find a contact

These procedures focus on initiating voice interactions; however, you can use these same techniques
to create a new e-mail, send an IM, or transfer any type of interaction.

Lesson: Using the Team Communicator feature to find an internal target

¢ To find an internal target in the corporate directory.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Going Ready in the Interaction Workspace Main
window).

Start

1. In the Main Window or in the Gadget, click in the Team Communicator Quick Search field (see the Main
Window Team Communicator control and Quick Search field figure).

{ J2)
[ Types |
Main Window Team Communicator control and Quick

Search field
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Do

The Quick Search field is a universal lookup tool. It might be configured to provide lookup in the Universal Contact Server or
simply internal target lookup.

The Team Communicator is available in other windows, such as the Voice Interaction window and the E-
Mail Interaction window, in which it can be used to find conference and transfer targets. The actions
that are available to you depend upon which window you are using, which role you are assigned, and
what information is available about the target.

Enter the name, telephone number, or other information about the team member or other internal
target whom you want to find.

As you enter text, Interaction Workspace searches the internal and contact database and lists potential matches (see the Example
of Team Communicator search results with agent filtering figure). A pop-up view lists potential contacts and indicates the status
of each internal target. Click the X to clear the search field.

]

(&) (] () [poert -]
Jim Miler

@ tey &b

e &

2 Meiching Internal Targets

0 Matching Contacts

Example of Team Communicator search results with
agent filtering

Below the Quick Search field are the following five controls (see the Main Window Team
Communicator control and Quick Search field figure), from left to right:
Search Al1l--Click to select from all matching internal targets and contacts.

Show and Search My Favorites--Click to show in the list only contacts/internal targets that either you
or your system administrator has flagged as favorites.

Show and Search My Recents--Click to select from the last 1 to 10 contacts/internal targets whom you
have contacted directly.

Filter by Type--Click to search by type, including Agent, Agent Group, Contact, Queue, Routing
Point, and Skill (see Step 3).

Sort Results by Type/Categories--Click to arrange the search results by type/category.

one of the following to find an internal target:

e Use the Filter Type drop-down list to filter the internal targets by type.

Al Types - ]

The filters that you see might include the following:
e ALl Types--Show all contacts and internal targets that contain the specified search criteria.
¢ Contact--Show contacts that contain the specified search criteria.
e Agent--Show only agents that contain the specified search criteria.
e Skill--Show only skills that contain the specified search criteria.

e Agent Group--Show only agent groups that contain the specified search criteria.
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¢ Queue--Show only queues that contain the specified search criteria.
e Interaction Queue--Show only interaction queues that contain the specified search criteria.

* Routing Point--Show only Routing Points that contain the specified search criteria.

* Toggle sorting by type/category on or off by clicking the Sort Results by Type/Categories folder icon:

e Click the Action Menu drop-down list that is displayed next to the icon of the internal target for whom you
are searching (see the Internal target Action menu figure).

| 3im x
MiE[e)]r=s 3
Jim Milar
H . @ rosdy
@y call
“ Sand Inctank Mescage

' Add to Favories

Internal target Action menu

To perform an action, do one of the following:

* Select the type of internal interaction that you want to launch:
¢ Voice interaction (see Calling an internal target)

¢ |Instant Messaging (IM) interaction (see Lesson: Handle Internal Instant Messaging)

* Select Add to Favorites to add the contact to your list of favorite contacts.

* Place your mouse pointer over the contact icon to view additional contact information.

End

Lesson: Using the Team Communicator feature to find a contact

¢ To find a contact in the contact database.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
* You have a connection to the contact database.

* You are configured for outbound communication.
Start

1. In the Main Window or in the Gadget, click the Team Communicator Quick Search field (see the Main
Window Team Communicator control and Quick Search field figure).

{ )
(i Types |
Main Window Team Communicator control and Quick

Search field
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The Quick Search field is a universal lookup tool. You must be configured for outbound communication
to use the Team Communicator for lookup in Universal Contact Server.

2. Enter the name, telephone number, or other information about the contact with whom you want to
communicate. As you enter text, Interaction Workspace searches the internal and contact database and
lists potential matches (see the Example of Team Communicator search results with Contacts filtering
figure). A pop-up view lists potential contacts.

(et <
(&) (] (&) [cona -]
@ - Avrd Mal L'_.i.;!
w5 - Mark Avram Li.;!
* = Fad Fache L—i.".!
w3 = Vanessa Wang Lé
0 Matching Intermel Targets
4 Matching Cantacts

Example of Team Communicator search results with
Contacts filtering

Below the Quick Search field are the following five controls (see the Main Window Team Communicator control and Quick Search
field figure), from left to right:

* Search Al1l--Click to select from all matching internal targets and contacts.

e Show and Search My Favorites--Click to show in the list only contacts/internal targets that are
flagged as favorites by either you or your system administrator.

* Show and Search My Recents--Click to select from the last 1 to 10 contacts/internal targets whom
you have contacted directly.

Filter by Type--Click to search by type, including Agent, Agent Group, Contact, Queue, Routing
Point, and Skill (see Step 3).

* Sort Results by Type/Categories--Click to arrange the search results by type/category.
3. Do one of the following to find the contact:

e Use the Filter Type drop-down list to view only contacts by selecting Contact.
Contact -

The filters that you see might include the following:

e All Types--Show all contacts and internal targets that contain the specified search criteria.
e Contact--Show contacts that contain the specified search criteria.

e Agent--Show only agents that contain the specified search criteria.

e Skill--Show only skills that contain the specified search criteria.

e Agent Group--Show only agent groups that contain the specified search criteria.

¢ Queue--Show only queues that contain the specified search criteria.

e Interaction Queue--Show only interaction queues that contain the specified search criteria.

e Routing Point--Show only Routing Points that contain the specified search criteria.
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» Toggle sorting by type on or off by clicking the Sort by Types/Categories folder icon:

* View only contacts by clicking the Matching Contacts link:

0 Matching Internal Targets
5 Matching Contacts

4. Click the Action Menu drop-down list that is next to the contact for whom you are searching (see the
Contact Action menu figure).
T Al Mai

4 Call 5555555
ewt E-mail (AMaZmail.dom)
New E-mail {mail@mail.com)

¢ Add t Favorites

Contact Action menu

To perform an action, do one of the following:
* Select the telephone number to launch a Voice interaction (see Lesson: Calling a contact).

* Select the e-mail address to launch a new e-mail interaction (see Lesson: Creating and sending a
new e-mail interaction to a contact).

* Select the SMS number to launch an SMS interaction (see Lesson: Creating an outbound SMS
interaction).

* Select Add to Favorites to add the contact to your list of favorite contacts.

* Place your mouse pointer over the contact icon to view additional contact information.

End

Using Favorites

You can designate internal targets and contacts as "favorites" by using the Action Menu of the Team
Communicator. A favorite is an internal target or contact whom you call frequently, or whom you
want to be able to find quickly. When you designate an internal target or contact as a favorite, you
might be configured to assign that contact to a favorite category. Favorite categories might be pre-
defined by your administrator, or you might be configured to create your own categories. Corporate
favorites are read-only. If you are using the Team Communicator in an interaction window, the
corporate favorites that you see might be different from the corporate favorites that are displayed in
the Team Communicator in the Main Window or the Gadget. Your administrator might configure your
system to display corporate favorites that are related to the interaction.

Lesson: Creating and using favorites in the Team Communicator

* To designate as a favorite a contact or an internal target whom you call frequently, or whom you want
to be able to find quickly.
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Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

Start

1. Find an internal target or contact (refer to the Finding a contact by using Team Communicator figure) by
using the Team Communicator (see Lesson: Using the Team Communicator feature to find a contact).

lmr S
(&) () [©) [contac 7]
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» Jan Avis
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251165157 o5 o5 m

0 Matching Internal Targets
& Matching Contacts

Finding a contact by using Team Communicator

2. Open the internal target or contact Action Menu and select Add to Favorites (refer to the Contact
Action Menu Add to Favorites option figure).

Aoy b4
(€8] (1] (&) [contac -]

Ty - Avril Mai
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Call {5555555)

Call (+33.325974685)

Mew E-mail (aMai@mail.dom)

MWew E-mail (mail@mail.com)

New SMS (5555555)

Mew SM5 (+33.325974635)

BDRBEKE IS I

5

‘& Add to Favorites

Contact Action Menu Add to Favorites option

The New Favorite dialog box is displayed (refer to the New Favorite dialog box figure).
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Category: I M
FirstName Ayl

LagiNams Mai

Phane Numbar: 5555555

+33.325974685

F-mail Address: A_Mai@mail.dom

mail@mail.com

[ ok I[ Cancel

New Favorite dialog box

3. (Optional) The New Favorite dialog box enables you to specify a category for your new favorite. Do one
of the following:

* Select a pre-defined category from the Category drop-down list (refer to the Specifying a category
in the New Favorite dialog box figure). Pre-defined categories might be defined by your
administrator, or you might have created one previously.

* Create a new favorite category. In the Category drop-down list (refer to the Specifying a category in
the New Favorite dialog box figure), enter a new category name.

Cafagory: Gold -
FirstVams Ayl

LastNams Mai

Phone Number: 5353535

+33.325974685

F-mail Addrass: A_Mai@mail.dom

mail@mail.com

I OK I[ Cancel

Specifying a category in the New Favorite dialog box

4. Click OK to create a new favorite. Click Cancel to close the New Favorite dialog box without creating a
new favorite. If you created a new favorite, she or he will be displayed with a gold star next to the
name of the internal target or contact (refer to the Contact designated as a favorite in the Team
Communicator figure).
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Contact designated as a favorite in the Team Communicator

5. In the Team Communicator, to view only favorites whom you have specified () or who have been

specified by your administrator ({E) click the Favorites filter button .) in the Team Communicator
control panel (refer to the Favorite filtering in the Team Communicator figure).

IA':.r X-
&) (53 [©) [contace -]

Ty w Al Mai Q

Favorite filtering in the Team Communicator

6. To view your favorites by category, click both the Favorites filter button and the Categories button (

). The favorites are sorted into the categories that either you or your administrator has defined
(refer to the Favorites sorted by category in the Team Communicator figure).
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Favorites sorted by category in the Team Communicator

End
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Handling Interactions

These lessons show you how to handle interactions of various types. Some types, such as Voice and
Chat, enable you to transfer, conference, or consult with another target in your call center. The
Common Interaction Management tasks enable you to use functionality that is common to many
of the interaction types. Handling Interactions
* Voice Interactions
» Handle Voice Interactions
* Handle A Voice Consultation
* Transfer A Voice Call
» Conference A Voice Call
* Record Interactions
* Web Callback
* Handle Web Callback Interactions
¢ Outbound Campaigns
* Handle Outbound-Campaign Voice Interactions
* IM Interactions
¢ Handle Internal Instant Messaging
¢ Chat Interactions
* Handle A Chat Interaction
* Handle A Chat Consultation
» Transfer A Chat Interaction
* Conference A Chat Interaction
¢ E-mail Interactions
* Handle An E-Mail Interaction
* SMS Interactions
* Handle An SMS Interaction
* Transfer An SMS Interaction
e Social Media Interactions
* Handle A Twitter Interaction
* Handle A Facebook Interaction

¢ Handle An RSS Interaction

« Workitems
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« Handle A Workitem Interaction

¢ Advanced Media Blending

* Blend Different Media Into A Single Conversation
¢ Common Interaction Management

» Edit Case Information And Record Information

* Using The Standard Response Library

e Apply Disposition Codes

* Using The Interaction Bar
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Handle A Voice Call

In this lesson, you will learn how to accept an inbound voice interaction by using Interaction
Workspace. Also, you will learn how to use the Team Communicator feature to call a contact or an
internal target. The Team Communicator enables you to find a contact or an internal target, send an
Instant Message (IM) to an internal target, call a contact or an internal target, e-mail a contact,
initiate a conference call, or transfer a call. This chapter contains the following sections:

¢ Receiving a Voice Interaction

* Making a Voice Call

Note: Refer to Handle Outbound-Campaign Voice

Interactions, to use the Voice interaction view to
handle Outbound Campaign calls.

Receiving a Voice Interaction

If you are the selected internal target for an inbound interaction, you receive a notice on your
workstation desktop. You can decide to accept or reject the interaction. If you accept it (answer it),
the interaction window is displayed. The interaction window contains information about the call and
the controls that you need to complete the interaction.

Lesson: Handling an inbound voice interaction

¢ To handle an inbound voice interaction properly.
Prerequisites

* You are logged in to Interaction Workspace (see Getting Started).

¢ Your status is Ready for the voice-media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).

* You are the internal target for the inbound interaction.
Start

1. Your hard phone or soft phone rings, and a preview of the inbound interaction is displayed on your
workstation desktop in an interactive-notification view (see the Voice Interaction Preview interactive
notification figure).
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a Franca Ferreira - Interaction Workspace

Case Information

Origin:  Inbound call o 75110
Call Type: Claim

Priority:  High

Reason:  Broken TV
Segment: Gold

Voice Interaction Preview interactive notification

The Interaction Preview contains a summary of call information, including contact information and call
metrics. The Interaction Preview might also contain Case Information, which is part of the case data

regarding the call.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the

followings steps:

* Click Accept to answer the interaction.

e Click Reject to return the interaction to the queue.

* Do nothing. The interaction will time-out and be redirected.

3. If you accept the interaction, the call is answered in your hard phone or soft phone, and the Voice
Interaction window is displayed (see the Voice Interaction window figure).
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Voice Interaction window

4. You can use the Voice Interaction window to do the following:

* View contact records. See Lesson: Finding and viewing an interaction in the contact database.

* View contact history. See Managing Contact History.

e Launch the Team Communicator. See Starting a Voice Conference, Transferring a Voice Call, and
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Blending a voice consultation with an IM consultation.
* Set a disposition code. See Assigning Disposition Codes.

* Use the Notepad to add information about the interaction to the interaction history. See Managing
Contact History.

* View and edit the case information for the interaction. See Managing Contact History.

* Link to a web-page from a hyperlink in the Case Information view. The case information might
contain a hyperlink to enable you to view a web-page that is related to the interaction, such as
customer records. Click the hyperlink in the Case Information view to open a new browser window
and view the link. Place your mouse pointer over the hyperlink to preview the web page from the
Case Information view. The hyperlink might be a URL or highlighted anchor text.

5. If there are interactions in progress for the current contact, the number of interactions is displayed
beside the connection status of the interaction (see the Dynamic Contact History Matrix displaying the
number and type of interactions in progress for the current contact figure). Place your mouse pointer
over the icon to display the number and type of interaction(s) in progress (except voice interactions) for
the current E'ontact.

Q)

41 Interactions In Progress:
(7] email (40) .
[ chat(1)
= BB
Dynamic Contact History Matrix displaying

the number and type of interactions in
progress for the current contact

6. You might be configured to be notified if there are recent interactions for the current contact; if so, the
number of recent interactions is displayed beside the connection status of the interaction (see the
Recent interactions matrix displaying the list of interactions with the current contact within the last day
figure). Place your mouse pointer over the icon to display the number and type of recent interactions
for the current contact. If you click the icon, the Contact view is opened and the History tab is
displayed. Your system administrator defines the contents as interactions during the last-specified
number of days.

2 Recent Interactions in last day:

] 1/17/2014 2:29:00 PM
] 1/17/2014 1:44:10 PM

T
Recent interactions matrix displaying the list
of interactions with the current contact within
the last day

Place your mouse pointer over the icon to display the number and type of recent interactions for the current contact. If you click
the icon, the Contact view is opened and the History tab is displayed. Your system administrator defines the contents as
interactions during the last-specified number of days.
7. If you connect with the contact successfully, you can do any of the following:
* Terminate the call (see Step 6).

e Put the call on hold and retrieve the call. The call status changes to On Hold, and then back to
Connected when you retrieve the call.

* Use the keypad to send DTMF to the contact.

e Start a voice or IM consultation.
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* Conference the call (see Starting a Voice Conference).

* Transfer the call (see Transferring a Voice Call).

* View and read standard responses (see Lesson: Using The Standard Response Library).
* For SIP enabled agents, additional call actions are available:

* Record the call (see Lesson: Record Interactions).

e Mute and unmute the call.

e Adjust the microphone and speaker volumes.

Note: For information about how to use the functionality in the interaction window, see the Interaction
Workspace 8.1 Help.

8. When the interaction is complete, either you or the contact can end the call. If you want to terminate
the call, click the End Call button.

9. If required by your configuration, specify a disposition code that qualifies the outcome of the interaction
by selecting an outcome from the disposition code drop-down list or radio button list in the
Disposition Code view (see Disposition Codes Assigning Disposition Codes).

10. Click Mark Done.

11. If the Voice Interaction window does not close automatically, close the Voice Interaction window after
you have clicked Mark Done for each of the active interactions.

12. Complete your after-call work.
End

Next Steps

* Set your status to Ready. See Lesson: Going Ready in the Interaction Workspace Main window.

Lesson: Dealing with a stuck interaction

e To close the Interaction window if the interaction has become stuck in the system.

Prerequisites

¢ You are logged in to Interaction Workspace (see Getting Started).

* You are unable to close the Interaction window because the interaction has become stuck in the system

Start

1. If you are unable to close the Interaction window because the interaction has become stuck in the
system, right-click the tab in the Interaction window that represents the interaction (see the Force
Close This Case menu figure).

Ayl Mal - BExternal - Interaction Worksp... — O X

| #wril Mai @) (00:00:16) |

Farge Clags this Case... . ti I
Case Data History “ §
Segment: Gold Caller: Al Mai ;;4

Force Close This Case menu
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Select Force Close This Case from the pop-up menu.

2. In the Close Case dialog box, confirm that you want to force-close the interaction (see the Close Case
dialog box figure):

Close Case %

@ Ara you swre you wank ko closs this case? Ik contzing L non-closad Interactiands)!

T — | ——

Close Case dialog box

e Click Yes to force-close the case. The Interaction window closes. The status of the interaction
remains as In Progress in the history until you mark it as Done.

¢ Click No to cancel the action and return to the Interaction window.

3. Complete your after-call work.

End

Making a Voice Call

Interaction Workspace enables you to call either an internal target or a contact after you find the
target/contact in your company directory by using the Team Communicator feature of the Interaction
Workspace Main Window or the Interaction Workspace Gadget.

Note: Refer to Handle Outbound-Campaign Voice
Interactions to use the Voice interaction view to
handle Outbound Campaign calls.

This section contains the following lessons:

* Lesson: Calling an internal target
¢ Lesson: Calling a contact

e Lesson: Directly dialing a contact

Lesson: Calling an internal target

¢ To make a voice interaction with an internal target.
The Voice Interaction window enables you to view all the information that is necessary to handle a
voice interaction with an internal agent. The window contains tabs that enable you to handle more
than one interaction simultaneously. The information that is displayed to you in this view depends on
your assigned role and the case information that is available about the internal target.

Prerequisites

e You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

Workspace Desktop Edition User's Guide 56



Handling Interactions Handle A Voice Call

* You have found the internal target and have selected an Internal Voice Interaction (see Lesson: Using
the Team Communicator feature to find an internal target).

Start

1. When you choose to call an internal target (see Lesson: Using the Team Communicator feature to find
an internal target), the Voice Interaction window opens. The status is Establishing (see the Voice
Interaction window displaying status as Establishing figure)

John Davis - Unknown - Interaction Workspace

| Jahn Davis i) (00:00:05)

Case Information

w Jchn Davis @) Establishing

Voice Interaction window displaying status as Establishing

Wait for the internal target to accept your invitation.

2. If the internal target accepts your invitation, the status in the Interaction window changes to Connected
(see the Voice Interaction window displaying status as Connected figure). You are now connected to the
internal target.

John Davis - Internal - Interaction Workspace

| John Davis @) (00:00:45)

Case Information
Origin: Internal cal ta John Devis

w John Davis ig) Cornected

Voice Interaction window displaying status as Connected

If the internal target rejects or fails to accept your invitation, then the call status changes to Ended. To try to call the internal
target again or to call a different internal target, repeat Step 1.

Note: You can click the Team Communicator My Recents button to try to call the internal target again.
For more information, see the Interaction Workspace 8.1 Help.

3. If you successfully connect with the internal target you can do one of the following:
e Terminate the call (see Step 4).

* Put the call on hold, and then resume the call. The call status changes to On Hold when you put the
call on hold, and then back to Connected when you resume the call.

* Use the keypad to send DTMF to the internal target.

e Start a voice or IM consultation.

e Conference the call (see Starting a Voice Conference).

e Transfer the call (see Transferring a Voice Call).

* For SIP-enabled agents, additional call actions are available:
¢ Record the call (see Lesson: Record Interactions).

* Mute and unmute the call

* Adjust the microphone and speaker volumes
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Note: For information about how to use the functionality in the interaction window, see the Interaction
Workspace 8.1 Help.

4. When you have finished speaking with the internal target you can terminate the call or wait for the
internal target to terminate the call.

If you want to terminate the call, click the End Call button. The call status changes to Ended,
and the call is released (see the Voice Interaction window displaying status as Ended figure).

John Davis - Internal - Interaction Workspace

| John Davis i) (00:11:09)
Case Informalion
Origin: Internal cal to John Davis

= JohnDads g} Ended
@ -

Voice Interaction window displaying status as Ended

5. After a call is released, one or more of the following actions might be available to you, depending on
your assigned role or the configuration of your system:

¢ Click Mark Done to close the Interaction window.

* Select a disposition (call outcome).

Note: Your system might be configured so that you cannot click Mark Done until you have selected a
disposition code. See Assigning Disposition Codes for more information about Disposition Codes. After a
call has been released and you have completed any required post-call tasks, the Voice Interaction
window closes.

End

Lesson: Calling a contact

¢ To make a voice interaction with a contact.

When you choose to call a contact, the Voice Interaction window is displayed. It enables you to view
all the information that is necessary to handle a voice interaction with a contact. The information that
is contained in this view depends on your assigned role and the case information that is available
about the contact.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have found the contact and have selected an External Voice Interaction (see Lesson: Using the
Team Communicator feature to find a contact).

Start

1. When you choose to call a contact (see Lesson: Using the Team Communicator feature to find a
contact), the Voice Interaction window is displayed. The Status is Establishing (see the Voice
Interaction window displaying status as Establishing figure). Wait for the contact to accept your
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invitation.
911120000198 - Bxternal - Interaction Workspace O

| 811120000198 @) (00:00:13)
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Origin: Cuthound call fo 911120000158

LIINGD -

w 911120000198 i@} Connected

B aE-ES

Voice Interaction window displaying status as Establishing

2. If the contact accepts your invitation, the status in the Voice Interaction window changes to Connected
(see the Voice Interaction window displaying status as Connected figure). You can now talk to the
contact.

Ravi Pache - BExternal - Interaction Workspace

| RaviPache (@) (00:00:07) |
Case Infermation (.
Origin: Cutbound call to Ravi Pache

LTVINOD | |

w RaviPache ig) Cormected

o S e S

Voice Interaction window displaying status as Connected

If the contact rejects or fails to accept your invitation, the call status changes to Ended (see Step 1).
3. If you connect with the contact successfully, you can do one of the following:
* Terminate the call (see Step 4).

e Put the call on hold and retrieve the call. The call status changes to On Hold, and then back to
Connected when you retrieve the call.

* Use the keypad to send DTMF to the contact.

» Start a voice or IM consultation.

* Conference the call (see Starting a Voice Conference).

» Transfer the call (see Transferring a Voice Call).

* For SIP-enabled agents, additional call actions are available:
* Record the call (see Lesson: Record Interactions).

* Mute and unmute the call.

e Adjust the microphone and speaker volumes.

Note: For information about how to use the functionality in the interaction window, see the Interaction
Workspace 8.1 Help.

4. When you have finished talking to the contact you can terminate the call or wait for the contact to
terminate the call. If you want to terminate the call, click the End Call button. The call status changes
to Ended, and the call is released (see the Voice Interaction window displaying status as Ended figure).
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Ravi Pache - External - Interaction Workspace
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Voice Interaction window displaying status as Ended

5. After a call is released, one or more of the following actions might be available to you, depending on
your assigned role:

e Click Mark Done to close the Interaction window.

e Select a disposition (call outcome).

Note: Your system might be configured so that you cannot click Mark Done until you have selected a
disposition code. See Assigning Disposition Codes for more information about Disposition Codes. After a
call has been released and you have completed any required post-call tasks, the Voice Interaction
window closes.

End

Lesson: Directly dialing a contact

¢ To make a voice interaction with a contact by directly dialing a phone number.

When you choose to call a contact, the Voice Interaction window is displayed. It enables you to view
all the information that is necessary to handle a voice interaction with a contact. The information that
is contained in this view depends on your assigned role and the case information that is available
about the contact.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ You have the number of the party that you want to call.

* You have found the contact and have selected an External Voice Interaction (see Lesson: Using the
Team Communicator feature to find a contact).

Start

1. In the Main Window, Gadget, or an interaction window, click in the Team Communicator Quick Search
field (see the Main Window Team Communicator control and Quick Search field figure).
| o

(8] [52) (] (2 Types - \

Main Window Team Communicator control and Quick
Search field

2. Enter the telephone number that you want to directly dial (see the Team Communicator displaying a
directly dialed number figure).
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Team Communicator displaying a directly dialed number

As you enter text, Interaction Workspace searches the internal and contact database and lists potential matches (see the Team
Communicator displaying an unknown directly dialed number figure).

. ~ Interaction Workspace

3333333 E

(&) [ (&) (conac )
Ty - 3333333 &l

Team Communicator displaying an unknown directly
dialed number

3. To dial the number, click the phone icon that is next to the number that you entered in the Action
menu. If the party is reached, the Voice Interaction window is displayed (see the Voice Interaction
window for a directly dialed call figure).

Avnl Mai - External - Interaction Workspace _ O

| il Mai @) (00:00:04)
Case Information (o]

Origin: Cutbound call to Al Mai

LIELNGD =

- tord Mai g} Connected

SISHOCSTY =

Voice Interaction window for a directly dialed call

4. Handle and complete your call (see Lesson: Calling a contact).

End
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Handle A Voice Consultation

In this lesson, you will learn how to use the Team Communicator feature to find an internal target
(such as an agent, Routing Point, or queue) or a contact and start a voice consultation from an
interaction window, such as voice, e-mail, and chat. You can also use the first procedure in this lesson
to find a contact and start a voice consultation. The second section demonstrates how to handle a
Voice Consultation request. The Team Communicator enables you to find an internal target or a
contact, send an Instant Message (IM) to an internal target, call an internal target or a contact,
initiate a conference or consultation, or transfer a call. This lesson contains the following sections:

¢ Starting a Voice Consultation

¢ Receiving a Voice Consultation

Starting a Voice Consultation

The Interaction Workspace Voice, E-Mail, and Chat Interaction windows enable you to start a voice,
chat, or instant messaging consultation with an internal target or a contact about your current
interaction (see Lesson: Handle Voice Interactions), e-mail interaction (see Lesson: Handle An E-Mail
Interaction), or chat interaction (see Lesson: Handle a Chat Interaction). Interaction Workspace also
enables you to instantly transfer or conference your call with an internal target or a contact. You can
do this with or without first starting a consultation. For instant transfers, the call is transferred as
soon as the other party accepts the interaction. For instant conferences, the conference starts as
soon as the other party accepts the interaction.

Lesson: Starting a voice consultation

Purpose:

e To find an internal target (such as an agent, Routing Point, or queue), and then start a voice
consultation.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have an active interaction with a contact (see Receiving a Voice Interaction, Receiving and Handling
an Inbound E-Mail Interaction, or Receiving and Handling an Inbound Chat Interaction).

Start

1. In the active interaction window, click the Start Consultation button to open the Team Communicator
(see the Finding an internal target for a voice consultation in the active Voice Interaction window figure
for an example of a voice interaction).
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Finding an internal target for a voice consultation in the active Voice Interaction
window

2. Use the Team Communicator to find the internal target with whom you want to start a consultation (see
the Lesson: Using the Team Communicator feature to find an internal target).

3. Click the Action Menu drop-down list is displayed next to the name of the internal target with whom
you want to consult, and then select Start Voice Consultation (see the Start Voice Consultation
menu option figure). The contact is put on hold. When the internal target accepts the interaction
request, you can speak to the internal target agent.

Avnl Mai - External - Interaction Workspace

| il Mai i) (00:02:54)

Case Information -~
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Start Voice Consultation menu option

If the consultation target does not accept your request, the consultation request is released, but your
contact might still be on hold. You must click the Resume Call button to take your contact off hold.

4. When you are connected to your consultation target, the internal target is added to the Interaction
Workspace Interaction window (see the Voice Interaction window, displaying a consultation call that is
connected to the internal target while the contact party is on hold figure).

w 5555555 ig) On Held

LAl Sl aali
_ Disposition Code  Mote |

cm.-m-m-'\j-{m]

| ~ Jahn Devis g Connacted

R

Voice Interaction window, displaying a consultation call
that is connected to the internal target while the contact
party is on hold

5. During your consultation, you can alternate between the contact and the consulting party by clicking
the Resume Call button. Doing this puts the active party on hold and connects you to the other party.
During your consultation, you can start a conference with your consultation target or another target
(see Starting a Voice Conference).

6. To end your consultation, click End Call. Your consultation target might also end the call.

End

Receiving a Voice Consultation

The Interaction Workspace Voice, E-Mail, and Chat Interaction windows enable you to receive a voice,
chat, or instant messaging consultation with an internal target.

Interaction Workspace also enables agents to instantly transfer or conference calls to you. Agents can
do this with or without first starting a consultation. For instant transfers, the call is transferred as

soon as you accept the interaction. For instant conferences, the conference starts as soon as you
accept the interaction.

Lesson: Receiving a voice consultation request

Purpose:

¢ Receive an invitation to a consult about a voice interaction from another agent to provide assistance to
that agent in completing an active interaction.

Prerequisites
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* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ Your status is Ready for the voice-media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).

* You are the internal target for the voice consultation interaction.

Start

1. Your hard phone or soft phone rings, and a preview of the inbound interaction is displayed on your
workstation desktop in an interactive notification window (see the Voice Interaction Consult Preview
‘interactive notification figure).
|ig) John Davis - Interaction Workspace
| Case Infarmation -

Origin:  Corsubiation call from John Davis
Call Type: Suppart

Priorily:  High

Reason: Broken TV

Segment: Geld

Voice Interaction Consult Preview interactive notification

The Interaction Preview contains a summary of information about the call with the contact and the
identity of the agent that is requesting consultation. The Interaction Preview might also contain Case
Information, which is part of the case data regarding the call.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
followings steps:

* Click Accept to answer the consultation interaction.
* Do nothing. The interaction will time-out.

3. If you accept the interaction, the call is answered in your hard phone or soft phone, and the Voice
Consultation Interaction window is displayed (see the Voice Consultation Interaction window figure).
John Davis - Consult - Interaction Workspace — O

| John Davis ig) (00:01:09)

Case Information (o} |}
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Call Type: Support 5

Priority: High
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Voice Consultation Interaction window
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You can use the Voice Consultation Interaction window to do the following:
* View contact records. See Lesson: Finding and viewing an interaction in the contact database.
* View contact history. See Managing Contact History.

e Launch the Team Communicator. See Starting a Voice Conference, Transferring a Voice Call, and
Blending a voice consultation with an IM consultation.

* View the case data for the interaction. See Managing Contact History.

e Link to a web-page from a hyperlink in the Case Information view. The case information might
contain a hyperlink to enable you to view a web-page that is related to the interaction, such as
customer records. Click the hyperlink in the Case Information view to open a new browser window
and view the link. Place your mouse pointer over the hyperlink to preview the web page from the
Case Information view. The hyperlink might be a URL or highlighted anchor text.

4. If you connect successfully with the agent that is requesting a consultation, you can do any of the
following:

e Terminate the call (see Step 5).

* Put the call on hold and retrieve the call. The call status changes to On Hold, and then back to
Connected when you retrieve the call.

e Use the keypad to send DTMF to the contact.
» Start a voice or IM consultation.
* Conference the call (see Starting a Voice Conference).
e Transfer the call (see Transferring a Voice Call).
* View and read standard responses (see Lesson: Using The Standard Response Library).
* For SIP enabled agents, additional call actions are available:
* Record the call (see Lesson: Record Interactions).
e Mute and unmute the call.

¢ Adjust the microphone and speaker volumes.

Note: For information about how to use the functionality in the interaction window, see the
Interaction Workspace 8.1 Help.

5. When the interaction is complete, either you or the agent can end the call.
If you want to terminate the call, click the End Call button.

6. The Voice Interaction window closes automatically. You do not have to click Mark Done or set a
disposition for a consultation call that you have received.

End

Next Steps

¢ Set your status to Ready. See Lesson: Going Ready in the Interaction Workspace Main window.
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Transfer A Voice Call

In this lesson, you will learn how to use the Team Communicator feature to transfer a voice call to an
internal target or to a contact. The Team Communicator enables you to find an internal target or a
contact, send an Instant Message (IM) to an internal target, call a contact or an internal target,
initiate a conference, or transfer a call. This lesson contains the following sections:

* Transferring a Voice Call

¢ Transferring an Interaction to an Active Consultation

Transferring a Voice Call

The Interaction Workspace Voice Interaction window enables you to transfer your current voice call to
another party. In a consultation transfer, the current call is put on hold while you talk to the transfer
target. In an instant transfer, the call is transferred as soon as the other party accepts the interaction.
This section contains the following procedures:

e Lesson: Starting a voice transfer

* Lesson: Receiving a transferred call

e Lesson: Transfer to an active consultation

Lesson: Starting a voice transfer

e To transfer your current interaction to an internal target or a contact.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have an active interaction with a contact (see Receiving a Voice Interaction).
Start

1. In the active voice interaction, click the Instant Voice Transfer button to open the Team
Communicator (see the Finding an internal target for a voice transfer in the active Voice Interaction
window figure) to find the internal target to whom you want to transfer the current interaction (see the
Lesson: Using the Team Communicator feature to find an internal target).

Workspace Desktop Edition User's Guide 67



Handling Interactions Transfer A Voice Call
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Finding an internal target for a voice transfer in the active Voice Interaction window

2. Click the Action Menu drop-down list that is displayed next to the name of the internal target to whom
you want to transfer the interaction and select Instant Voice Transfer. The contact is put on hold.
When the internal target accepts the interaction request, the interaction is instantly transferred to the
transfer target. The interaction window on your desktop closes. If the transfer target does not accept
your request, the transfer request is released, but your contact is still on hold. You must click the
Resume Call button to take your contact off hold.

3. Complete your after-call work.

4. Set your status to Ready.

End

Lesson: Receiving a transferred call

* To receive an invitation to a accept a transferred call from another agent, to provide assistance to that
agent in completing an active interaction.

You might be invited to accept a one-step or two-step transfer.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

Start

1. If another agent wants to transfer a voice interaction to you, they can choose between an instant
transfer and a transfer from a consultation. You are notified of the consultation request by the
Interaction Workspace Interaction Preview interactive notification (see the Interaction Preview
interactive notification, informing you of a transfer request figure).

Workspace Desktop Edition User's Guide 68



Handling Interactions Transfer A Voice Call

|ig) John Davis - Interaction Workspace

|
|| History

|| Origin:  Censultalizn eall fram Jahn Davis
|| Duration: 00:00:08

Interaction Preview interactive notification, informing you of a
transfer request

Click Accept to accept the transfer or to consult first with the calling agent:

* If the calling agent initiated an instant transfer, the call is immediately transferred to you. Go to
Step 3.

* If the calling agent initiated a consultation transfer, the Interaction Workspace Voice Interaction
window is displayed (see the Voice Interaction window, displaying your status as connected to the
calling agent figure). It shows your status as connected to the calling agent.
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Voice Interaction window, displaying your status as connected to the calling agent

2. If the transferring agent used a consultation transfer, the Interaction Workspace Voice Interaction
window enables you to perform the following functions while you are speaking to the calling agent,
before you accept the transferred call:

* Speak privately with the calling agent about the call, before the call is transferred to you.

* End the call--This function ends your participation in the consultation call; the call is not transferred
to you.

* Put the call on hold and retrieve the call.
e Send DTMF by using the keypad.

* Conference the call.

* Transfer the call.

* For SIP enabled agents, additional call actions are available:
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¢ Record the call (see Lesson: Record Interactions).

¢ Mute and unmute the call.

e Adjust the microphone and speaker volumes.

For information about how to use the functionality in the interaction window, see the Interaction
Workspace 8.1 Help.

3. If the calling agent completes the transfer to you, the Interaction Workspace Voice Interaction window is
updated to display the status of the party to whom you are talking. The status changes to Connected

(see the Voice Interaction window, displaying your status as connected to the transferred contact
figure).

Avril Mai - External - Interaction Workspace

| avril Mai gy (00:00:11)
Case Information

Origin:  Inbourd call bo B33
Status:  Transferred call by Jobn Davie
Call Type: Suppoet

LWLNGT - |

Priority: High
Reason: EBrcken TV
Segment: Gold

w 5555555 i) Cornected
B s v E @~

| Dispasition Code | Hote |

SASNOSIT + |

Sawa

Voice Interaction window, displaying your status as connected to the transferred
contact

The Interaction Workspace Voice Interaction window enables you to use all the functionality of an
inbound call (see Step 3 of Lesson: Handling an inbound voice interaction).
4. Click End Call to terminate your connection to the call. The Interaction Workspace Voice Interaction
window is updated to display the status of the call as Ended (see the Voice Interaction window,
displaying the status at the end of a conference call figure).
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Voice Interaction window, displaying the status at the end of a conference call

If required by your configuration, specify a disposition code that qualifies the outcome of the interaction
by selecting an outcome from the Disposition Code drop-down list or radio-button list in the
Disposition Code view (see Assigning Disposition Codes).

Click Mark Done.
Close the Voice Interaction window.

. Complete your after-call work.

® N o w

. Set your status to Ready.

End

Transferring an Interaction to an Active Consultation

You can transfer your current interaction to your consultation target. You can also transfer a voice
interaction to other types of consultation, such as IM, by following the same steps that are presented
in the following procedure, beginning at Step 2.

Lesson: Transfer to an active consultation

* To transfer the current interaction to a party with whom you are already consulting.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have an active interaction with a contact (see Receiving a Voice Interaction).

Workspace Desktop Edition User's Guide 71



Handling Interactions Transfer A Voice Call

* You have an active consultation with another party (see Lesson: Starting a voice consultation).

Start

1. During your active consultation (see the Voice Interaction window, displaying a consultation call that is
connected to the internal target while the contact party is on hold figure), you can perform any of the

following functions by using the Voice Consult toolbar.

* Alternate (toggle) between the contact and the internal target by clicking the Resume Call button
alternately on the toolbar for the respective call. The other party is put on hold until you toggle back

or complete the conference.
End the call to the internal target and resume the call with the contact.

* Send DTMF to the internal target.
For SIP-enabled agents, additional call actions are available:

¢ Record the call (see Lesson: Record Interactions).

¢ Mute and unmute the call.

¢ Adjust the microphone and speaker volumes.
For information about how to use the functionality in the interaction window, see the Interaction

Workspace 8.1 Help.
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Voice Interaction window, displaying a consultation call
that is connected to the internal target while the contact

party is on hold

2. To transfer your active interaction to your consultation target, click the Instant Transfer button. The
Team Communicator is displayed showing a list of your active consultations (see the Voice Interaction
window, displaying an instant voice transfer from a consultation call figure).

Workspace Desktop Edition User's Guide



Handling Interactions Transfer A Voice Call

Avnl Mai - External - Interaction Workspace

| Al Mai gy (00:16:38)

Case Information (al P
Oirigin: Irbourd call ko BRE g
Queue: 122 g
Call Type: Support
Priority: High
Reason: Brcken TV
Segments Gold

- 5555555 &g) On Hold

L Sl S

:_D Tipe fame oF Aumber P A
...... @ |m 'l @
Activa Consultations
w

John Davis = |
> v €} Conditicrully Rasdy E Sae
¢, Irstant Veice Transfer !

Voice Interaction window, displaying an instant voice transfer from a consultation call

3. Complete the transfer by clicking the Instant Voice Transfer button that is beside the name of the
target to whom you want to transfer the interaction. The contact is transferred to the consulting target.
The call status changes to Ended (see the Voice Interaction window, displaying status as Ended figure).

w EEESEES g Ended
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| Disposiion Code | Note |

Voice Interaction window, displaying status
as Ended

4. After a call is released, one or more of the following actions might be available to you, depending on
your assigned role:

e Click Mark Done to close the Voice Interaction window.

* Select a disposition (see Assigning Disposition Codes).
Note: Your system might be configured so that you cannot click Mark Done until you have selected
a disposition code.

5. Close the Voice Interaction window.
6. Complete your after-call work.

7. Set your status to Ready.
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End
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Conference A Voice Call

In this lesson, you will learn how to use the Team Communicator feature to find an internal target
(such as an agent, Routing Point, or queue) or a contact and start a voice conference from an
interaction window, such as voice, e-mail, and chat. You can also use the first procedure in this lesson
to find a contact and start a voice conference. The Team Communicator enables you to find an
internal target or a contact, send an Instant Message (IM) to an internal target, call an internal target
or a contact, initiate a conference or consultation, or transfer a call. This lesson contains the following
sections:

¢ Starting a Voice Conference

e Start a Conference with an Active Consultation

Starting a Voice Conference

The Interaction Workspace Voice, E-Mail, and Chat Interaction windows enable you to conference your
current voice, chat, or instant messaging interaction with an internal target or a contact about your
current interaction (see Lesson: Handle Voice Interactions), e-mail interaction (see Lesson: Handle An
E-Mail Interaction), or chat interaction (see Lesson: Handle a Chat Interaction). Interaction Workspace
also enables you to instantly transfer or conference your call with an internal target or a contact. You
can do this with or without first starting a consultation. For instant conferences, the conference starts
as soon as the other party accepts the interaction. This section contains the following procedures:

¢ Lesson: Starting a voice conference

e Lesson: Receiving a conference call

* Lesson: Starting a Conference with an Consultation

Lesson: Starting a voice conference
Purpose:

¢ To find an internal target (such as an agent, Routing Point, or queue), and then start and complete a
conference call with the internal target and the current contact.

You can also call a contact to initiate a conference.
Prerequisites

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have an active interaction with a contact (see Receiving a Voice Interaction, Receiving and Handling
an Inbound E-Mail Interaction, or Receiving and Handling an Inbound Chat Interaction).

Start
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1. In the active interaction window, click the Instant Voice Conference button to open the Team

Communicator (see the Finding an internal target for a voice transfer in the active Voice Interaction
window figure in Transfer A Voice Call lesson) to find the target to whom you want to conference with

the current interaction (see the Initiating a conference from an active interaction figure for an example
of a voice interaction).
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Initiating a conference from an active interaction

2. Complete the conference by clicking the Instant Voice Conference button beside the name of the

target, or open the Action menu and select Instant Voice Conference. The conference begins as
soon as the internal target accepts the interaction request. Depending on the configuration of your
system, this option might not be available. You, the contact, and the internal target agent are placed

into a three-way conference (see the Voice Interaction window, displaying a conference with a contact
and a second agent figure).
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Voice Interaction window, displaying a
conference with a contact and a second agent

During the conference call you can perform the following actions: Use the Conference Party Action Menu (next to the Party Status)
to do one of the following:

* Delete from Conference--Terminate the connection to the party. This action ends the call to the
party, but continues the call with the other party.

Prevent Listening--Disable listening for the selected party. The party can still talk, but the party
cannot hear what you and the other party say

Allow Listening--Enable listening for that party. The party can hear what the other two parties are
saying

End the Call--Both lines are disconnected (go to Step 4).
e Put both parties on hold.
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* Instantly transfer the call to another target.

* Instantly conference the call with another target.

* Send DTMF to the internal target.

* For SIP-enabled agents, additional call actions are available:
* Record the call (see Lesson: Record Interactions).

* Mute and unmute the call.

e Adjust the microphone and speaker volumes.

For information about how to use the functionality in the interaction window, see the Interaction
Workspace 8.1 Help.

w 5555555 igd Ended
w John Diavis a Ended
Voice Interaction window displaying an

ended conference with a contact and a
second agent

3. The internal target agent can choose to release the call. If this happens, the internal target agent is
disconnected, but you remain connected to the contact. You can complete your call with the contact,
transfer the contact, or start a new conference call.

4. If you have completed your call and the internal target agent is still connected, when you click the End
Call button, the call is transferred automatically to the internal target agent. Go to Step of the Lesson:
Calling a contact. If you have completed your call and the internal target agent has already
disconnected from the conference, go to Step 4 of the Lesson: Calling a contact.

5. During your consultation, you can transfer the call to your consultation target, or to another target. You
can also start a conference with your consultation target or another target.

End

Lesson: Receiving a conference call

Purpose:

e Receive an invitation to a conference call from another agent to provide assistance to that agent in
completing an active interaction.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ Your status is Ready for the voice media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).

Start

1. If another agent wants to conference with you and a contact about their current interaction the agent
can initiate a voice conference. If the other agent is handling a voice interaction and initiates a voice
conference request, you are notified of the request by the Interaction Workspace Interaction Preview
interactive notification (see the Interaction Preview interactive notification, informing you of a
conference request figure).
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|ig) John Davis - Interaction Workspace

|
|| History

|| Origin:  Censultalizn eall fram Jahn Davis
|| Duration: 00:00:08

Interaction Preview interactive notification, informing you of a
conference request

Click Accept to connect to the conference:

e If the calling agent initiated an instant conference, you are immediately in the conference with the
contact. Go to Remaining Connected After the Conferencing Agent Disconnects.

» If the calling agent initiated a voice consultation conference, the Interaction Workspace Voice
Interaction window is displayed and shows your status as connected to the calling agent (see the
Voice Interaction window, displaying your status as Connected to the calling agent figure).

John Davis - Consult - Interaction Workspace

| John Davis () (00:00:23) |
Case Information -
Call Type: Support
Priorily: High

Reason:  Broken TV
Seqgment: Gold

Consultation: John Davis ™ ' (00:00:22) =
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Voice Interaction window, displaying your status as Connected to the calling agent

2. The Interaction Workspace Voice Interaction window enables you to perform the following functions
while you are speaking to the calling agent, prior to joining the conference call:

* Speak privately with the calling agent about the conference prior to joining the conference.

* End the call--This function ends your participation in the consultation call; you are not joined to the
conference.

* Put the call on hold and resume the call.

e Send DTMF by using the keypad.

» Start a conference call.

* Transfer the call to a different internal target.

» For SIP-enabled agents, additional call actions are available:

¢ Record the call (see Lesson: Record Interactions).
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¢ Mute and unmute the call.

e Adjust the microphone and speaker volumes.

For information about how to use the functionality in the interaction window, see the Interaction
Workspace 8.1 Help.

3. If the calling agent joins you to the conference, all three parties can hear and speak to one another. The
Interaction Workspace Voice Interaction window is updated to display the status of the parties to whom
you are talking. The status changes to Connected (see the Voice Interaction window, displaying
Conferenced status figure).

* Joha Davis Connectad

w 555ssss i) Connected

| Disposition Code | Note

Voice Interaction window, displaying
Conferenced status

When you are in a conference call, you can perform the following functions:
* Use the Conference Party Action Menu (adjacent to the Party Status) to do the following:
* Delete From Conference--Terminate the connection to the party.

* Prevent Listening--Disable listening for the selected party. The party can still talk, but the
party cannot hear what you and the other party say.

¢ Allow Listening--Enable listening for that party. The party can now hear what the other two
parties are saying.

* For SIP-enabled agents, additional call actions are available:
¢ Record the call (see Lesson: Record Interactions).
¢ Mute and unmute the call.

¢ Adjust the microphone and speaker volumes.

For information about how to use the functionality in the interaction window, see the Interaction
Workspace 8.1 Help.

e End the call Terminates your connection to the conference. The calling agent remains connected to
the contact.

* Set a disposition code for the call.

e Link to a web-page from a hyperlink in the Case Information view. The case information might
contain a hyperlink to enable you to view a web-page that is related to the interaction, such as
customer records. Click the hyperlink in the Case Information view to open a new browser window
and view the link. Place your mouse pointer over the hyperlink to preview the web page from the
Case Information view. The hyperlink might be a URL or highlighted anchor text.

Remaining Connected After the Conferencing Agent Disconnects

If the calling agent releases the call, the calling agent is disconnected, but you remain connected
to the contact (see the Voice Interaction window showing that the calling agent has left the
conference, but you remain connected to the contact figure). You can complete your call with the
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contact, transfer the contact, or start a new conference call.

Avril Mai - External - Interaction Workspace

| avril Mai g) (00:28:58)
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Voice Interaction window showing that the calling agent has
left the conference, but you remain connected to the
contact

4. Click End Call to terminate your connection to the call or conference. The Interaction Workspace Voice
Interaction window is updated to display the status of the conference as Ended (see the Voice
Interaction window, displaying the status at the end of a conference call figure).

Avril Mai - External - Interaction Workspace _Ox

| #vril Mai ig) (00:39:35)
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Origin:  [nbound call bo E28
Call Type: Support
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Reason: Broken TV
Segment: Gold
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~ 5ESE5SS i) Ended

) Done ¥
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@ Hind 2
) Rejected
) Trensferred
i) Accepted

Voice Interaction window, displaying the status at the end of a conference call
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If required by your configuration, specify a disposition code that qualifies the outcome of the interaction
by selecting an outcome from the Disposition Code drop-down list or radio-button list in the
Disposition Code view (see Assigning Disposition Codes).

Click Mark Done.
Close the Voice Interaction window.

Complete your after-call work.

© N o w

Set your status to Ready.

End

Start a Conference with an Active Consultation

You can add your consultation target to your current interaction by starting a conference with the
target. The following procedure demonstrates how to start a voice conference with a party that you
are in a voice consultation; however, it is also possible to start a voice conference from other types of
consultation, such as IM, by following the same steps that are presented in the procedure.

Lesson: Starting a Conference with an Consultation
Purpose:

¢ Transition your consultation call to a conference call by adding the consultation target to your call.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have an active interaction with a contact (see Receiving a Voice Interaction, Receiving and Handling
an Inbound E-Mail Interaction, or Receiving and Handling an Inbound Chat Interaction).

* You have an active consultation with an internal target (see Lesson: Starting a voice consultation or
Lesson: Receiving a voice consultation request).

Start
1. To transition an active consultation to a conference, click the Instant Call Conference button on the

main interaction toolbar (see the Interaction window displaying an active interaction and an active
voice consultation figure).
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Interaction window displaying an active interaction and an active

voice consultation
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Team Communicator in the active interaction window, displaying the

Active Consultations

2. The Team Communicator opens and displays your active consultations (see the Team Communicator in
the active interaction window, displaying the Active Consultations figure). Click the Instant Call
Conference button in the Action menu that is next to the name of the consult party with whom you
want to start a conference call.

Avnl Mai - External - Interaction Workspace _ O X
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The consultation interaction is closed and the consultation target is added to the conference call (see the Interaction window
displaying a conference call with two parties figure).

Avril Mai - External - Interaction Wo
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Interaction window displaying a conference call with two parties.

3. Complete the conference call by following Lesson: Starting a voice conference.

End
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Record Interactions

In this lesson, you will learn how to use the call recording functionality of Interaction Workspace. This
lesson contains the following section:

* Recording a Voice Interaction

Recording a Voice Interaction

The Voice Recording functionality (for VolP-/SIP-enabled agents only) enables you to record the
current voice interaction with a contact or an internal target. You can start a recording, pause a
recording, resume a recording, and end a recording. You might also be configured for automatic or
system-guided recording. If this is the case, you receive a notification that recording is in progress.

Lesson: Recording a voice interaction
Purpose:

e To record a voice interaction to be reviewed later by your administrator or supervisor.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Going Ready in the Interaction Workspace Main
window).

* You are handling a voice interaction (see Lesson: Handle Voice Interactions).
Start
1. To start the current voice interaction with a contact or an internal target, click Record the Call on the
I:FEL?oIbar in the Voice Interaction window or in the Interaction Bar on the Main Window.
.

When you are recording a call, the color of the call icon in the connected-parties area changes to red:
w Syl Mai @ Connected
A K T

2. To control the recording of the call, use the call-recording control buttons and drop-down menu:

* To pause the recording of the call, click Pause Recording the call

* To resume the recording of the call after you have paused, click Resume Recording the Call
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©

3. To stop the recording the call, open the call-recording control menu and select Stop.

Call recording stops and the color of the call icon in the Call Status area changes back to blue. The file
that contains the contents of the recording of the session is stored on your system network.

End
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Handle Web Callback Interactions

In this lesson, you will learn how to accept a web callback voice interaction by using Interaction
Workspace. This lesson contains the following sections:

* Receiving a Web Callback Interaction

Receiving a Web Callback Interaction

A web callback interaction is initiated when a contact visits your company's web site and submits a
request for an agent to telephone the contact at a time that the contact specifies. If you are the
selected internal target for a web callback interaction, you receive a notice on your workstation
desktop. You can decide to accept or reject the interaction. If you accept it (answer it), the interaction
window is displayed. The interaction window contains information about the call and the controls that
you need to complete the interaction. The Web Callback Interaction window is similar to the Voice
Interaction window (refer to Receiving a Voice Interaction). It enables you to view all the information
that is necessary to handle a web callback interaction with a contact who has requested a callback
from your company web page.

Lesson: Handling a web callback interaction

e To handle a web callback voice interaction properly.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* Your status is Ready for the web callback-media channel (see Lesson: Going Ready in the Interaction
Workspace Main window).

* You are the internal target for the inbound interaction.
Start

1. Your hard phone or soft phone rings, and a preview of the inbound interaction is displayed on your
workstation desktop in an interactive-notification view (see the Web callback Interaction Preview
interactive notification figure).

{5) Avril Mai - Interaction Workspace
| Case Information -

| Origin: [nbound webcallback

| Update about mry claim

Web callback Interaction Preview interactive notification

The Interaction Preview contains a summary of call information, including contact information and call
metrics. The Interaction Preview might also contain Case Information, which is part of the case data
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regarding the call. The case data might include information that the contact entered in a form on your
company's web page.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
followings steps:

e Click Accept to answer the interaction.
* Click Reject to return the interaction to the queue.

* Do nothing. The interaction will timeout and be redirected.

3. If you accept the interaction, the Web Callback interaction window is displayed on your desktop. The
window contains Case Information, call controls, and Callback Information (see the Web Callback
interaction window case and callback information figure).

Case Information LE Y

Origin: [rbound webeallback

w il Mai ) Ready to call Wes) &g

Callback Information =
Subject: Uadats sbaut my claim
Phone Number: 22301001
Type: ASAP
Scheduled Date: 6/20/2012
Time (Contact): frem 1:00 PR Gl 1:25 PM

Web Callback interaction window case and callback
information.

Callback Information provides you with the subject of the call, the number provided by the contact, and the scheduled date and
time for the call. The status of the call is Ready to Call. In this state, you can review the Case Information and the Callback
Information before you connect the call to the contact. You can use the Web Callback Interaction window to do the following:

* View contact records. See Lesson: Finding and viewing an interaction in the contact database.

* View contact history. See Managing Contact History.

e Launch the Team Communicator. See Starting a Voice Conference, Transferring a Voice Call, and
Blending a voice consultation with an IM consultation.

Schedule a different callback time. See the Lesson: Scheduling a callback.

* Set a disposition code. See Disposition Codes Assigning Disposition Codes.

Use the Notepad to add information about the interaction to the interaction history. See Managing
Contact History.

View and edit the case information for the interaction. See Managing Contact History.

Link to a web-page from a hyperlink in the Case Information view. The case information might
contain a hyperlink to enable you to view a web-page that is related to the interaction, such as
customer records. Click the hyperlink in the Case Information view to open a new browser window
and view the link. Place your mouse pointer over the hyperlink to preview the web page from the
Case Information view. The hyperlink might be a URL or highlighted anchor text.

If there are interactions in progress for the current contact, the number of interactions is displayed
beside the connection status of the interaction (see the Dynamic Contact History Matrix displaying
the number and type of interactions in progress for the current contact figure). Place your mouse
pointer over the icon to display the number and type of interactions in progress (except voice
interactions) for the current contact.
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41 Interactions In Progress:
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Dynamic Contact History Matrix displaying

the number and type of interactions in
progress for the current contact

You might be configured to be notified if there are recent interactions for the current contact; if so, the number of recent
interactions is displayed beside the connection status of the interaction (see the Recent interactions matrix displaying the list of
interactions with the current contact within the last day figure). Place your mouse pointer over the icon to display the number
and type of recent interactions for the current contact. If you click the icon, the Contact view is opened and the History tab is
displayed. Your system administrator defines the contents as interactions during the last-specified number of days.

2 Recent Interactions in last day:

] 1/17/2014 2:29:00 PM
] 1/17/2014 1:44:10 PM

T
Recent interactions matrix displaying the list
of interactions with the current contact within
the last day

4. Click Call to connect with the contact. The call status changes to Establishing until the contact
answers the call. If the call times out because the line is busy or the contact does not answer, the
status returns to Ready to Call.

5. If you connect with the contact successfully, the call status changes to Connected. You can do any of
the following:

e Terminate the call (see Step 6).

* Put the call on hold and retrieve the call. The call status changes to On Hold, and then back to
Connected when you retrieve the call.

* Use the keypad to send DTMF to the contact.

» Start a voice or IM consultation.

* Conference the call (see Starting a Voice Conference).

* Transfer the call (see Transferring a Voice Call).

* View and read standard responses (see Lesson: Using The Standard Response Library).
* For SIP-enabled agents, additional call actions are available:

* Record the call (see Lesson: Record Interactions).

e Mute and unmute the call.

e Adjust the microphone and speaker volumes.
Note: For information about how to use the functionality in the interaction window, see the
Interaction Workspace 8.1 Help.

6. When the interaction is complete, either you or the contact can end the call. If you want to terminate
the call, click the End Call button. The call status returns to Ready to Call.

7. If required by your configuration, specify a disposition code that qualifies the outcome of the interaction
by selecting an outcome from the disposition code drop-down list or radio button list in the
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Disposition Code view (see Assigning Disposition Codes).
8. Click Done.

9. If the Web Callback Interaction window does not close automatically, close the Web Callback Interaction
window after you have clicked Done for each of the active interactions.

10. Complete your after-call work.
End

Next Steps

* Set your status to Ready. See Lesson: Going Ready in the Interaction Workspace Main window.
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Handle Outbound-Campaign Voice
Interactions

In this lesson, you will learn how to handle an outbound-campaign voice interaction by using
Interaction Workspace. This lesson contains the following sections:

* Qutbound Campaigns

¢ Handling an Outbound-Campaign Voice Interaction

Outbound Campaigns

As an agent, you might be working on calling campaigns (for example: collections, telemarketing, or
fund raising) in which the contact interactions are outbound voice calls that are based on calling a
predetermined list of contacts.

Note: To participate in Outbound Campaigns, you
must not be logged in to the Instant Messaging
Channel.

There are two delivery modes of outbound calls, manual and automatic. Your supervisor determines
in which mode you will work. In manual mode, you make outbound calls by requesting an interaction
from a preset calling list. Manual delivery has one dialing mode:

* Preview--The system displays contact-related data to you, and then you make the call to the contact.

In automatic mode, outbound calls are directed to your desktop. Automatic delivery has three dialing
modes:

¢ Push Preview--The system displays contact-related data to you, and then you make the call to the
contact.

¢ Progressive--The system dials customer numbers automatically and transfers a call to you only if the
connection was successfully established.

e Predictive--The system estimates the number of free agents on the basis of current statistics, and
might start to dial before any agents are free.

Starting and Stopping an Outbound Campaign

If your supervisor or someone else at your company loads into Genesys Outbound Contact Manager
an Outbound Campaign to which you are assigned, you will receive a warning message that informs
you that a specific campaign has begun and that you are assigned to that campaign (see the
Outbound Campaign Loaded message box figure).
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Campalgn Loaded
Name: Coeporatelampalgn
Description: Outhound Campaign for Upgrade Offer

o |

Outbound Campaign Loaded message box

The message box contains information about the Outbound Campaign. Your administrator determines
the content of the message box and the information that is provided to you. Click OK to close the
message box. When the Outbound Campaign begins and outbound interactions are going to be
directed to your desktop (or made available to you in the case of Preview campaigns), the Campaign
Started message is displayed on your desktop (see the Outbound Campaign Started message box
figure).

Outbound Campaign
Campaign Started

Mame: CorperataCampaign
— % Delivery Mode: Sutomatic

Description:  Qutbound Campasgn for Upgrade Offer

o]

Outbound Campaign Started message box

Click OK to close the message box. When the Outbound Campaign ends and no more outbound
interactions are going to be directed to your desktop, the Campaign Stopped message is displayed
on your desktop (see the Outbound Campaign Stopped message box figure).

Campalgn Stopped
Name: CreporateCampalgn
Description: Outhound Campaign for Upgrade Offer

o |

Outbound Campaign Stopped message box

Click OK to close the message box. When your administrator unloads the Outbound Campaign from
Genesys Outbound Contact Manager, the Campaign Unloaded message box is displayed (see the
Outbound Campaign Unloaded message box figure). You will no longer receive interactions from the
unloaded campaign unless it is loaded and started again.

Campaign Unleaded

Name: CreporateCampalgn
Description: Outhound Campaign for Upgrade Offer

o |

Outbound Campaign Unloaded message box
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Click OK to close the message box.

Handling an Outbound-Campaign Voice Interaction

This section shows you how to handle interactions for the four types of Outbound Campaign that are
supported by Interaction Workspace. The agent workflow for Predictive and Progressive campaigns
are identical; only the timing of the arrival of the interaction on your desktop and the connection to
the contact are different. In Preview interactions (also called pull-preview), you must request the next
contact record. In push-preview interactions you are given the opportunity to view the Outbound
Campaign interaction and connect manually to the contact or send the record back to the calling list.
This section contains the following procedures:

* Lesson: Handling a predictive or progressive Outbound-Campaign voice interaction

¢ Lesson: Handling an ASM predictive or progressive Outbound-Campaign voice interaction

¢ Lesson: Handling a preview Outbound-Campaign voice interaction

* Lesson: Handling a push-preview Outbound-Campaign voice interaction

¢ Lesson: Scheduling a callback

Lesson: Handling a predictive or progressive Outbound-Campaign voice
interaction

Purpose:
* To handle a predictive or progressive Outbound Campaign voice interaction properly.
Prerequisites

* You are logged in to Interaction Workspace (see Getting Started).
e You are not logged in to the Instant Messaging channel.

e Your status is Ready for the voice-media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).

* You are part of a predictive or progressive Outbound Campaign.
* You have been notified that the campaign is loaded and running (see Starting and Stopping an
Outbound Campaign).
Start

1. Your hard phone or soft phone rings, and a preview of the outbound interaction is displayed on your
workstation desktop in an interactive-notification view (see the Outbound Predictive/Progressive Voice
Interaction Preview interactive notification figure).
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@) Mark Avram - Interaction Workspace

Case Information

Call Type:

Campaign Description:  Qutbound Campaign for Upgrads Offer

Upgrads Offer

Campaign Mamee: CamparateCampaign
Conlact Phone Number: 1,555,654, 7830

Reasii:

Preduct upgrade availabls

Outbound Predictive/Progressive Voice Interaction Preview
interactive notification

The Interaction Preview contains a summary of call and campaign information. The Interaction Preview
might also contain Case Information, which is part of the case data related to the call. Contact your
system administrator for more information about the contents of this window.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
followings steps:

* Click Accept to call the contact.

* Click Reject to return the interaction to the queue.

* Do nothing. The interaction will time out and be redirected.

3. If you accept the interaction, the call is connected in your hard phone or soft phone, and the Outbound
Voice Interaction window is displayed (see the Predictive/Progressive Outbound Campaign Voice
Interaction window figure).

Reason:

w Mark Avram
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Contact Phone Number: 1.555.654,7850
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Call Type: Upagrads Cffsr

Campaign Descriplion:  Outbeurd Campaign for Upgreda Offs
Campaign Name: ComporatzCampeign
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Predictive/Progressive Outbound Campaign Voice Interaction window
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You can use the Outbound Campaign Voice Interaction window to do the following:

View contact records (see Lesson: Finding and viewing an interaction in the contact database).
View contact history (see Managing Contact History).
Set a call result and a disposition code, or add the contact to the Do Not Call list (see Step 5).

Use the Notepad to add information about the interaction to the interaction history (see Managing
Contact History).

View and edit the Case Information--Summary information about the campaign. It might contain the
name of the campaign, a description of the campaign, the phone number of the contact, and so on.

View and edit the Record Information--Specific information about the record. It might contain a
range of time for which the contact has indicated availability, the name of the contact, or
information about the nature of the call.

View and read responses (see Lesson: Using The Standard Response Library).
Terminate the call (see Step 4).

Put the call on hold and retrieve the call. The call status changes to On Hold, and then back to
Connected when you retrieve the call.

Use the keypad to send DTMF to the contact.
Start a voice consultation (see a Voice Consultation Starting a Voice Consultation).

Transfer the call (see Transferring a Voice Call).

Note: When you transfer an ASM call, the outbound record is also transferred. The ownership of the
record might also be transferred to the transfer target if this agent is also part of the Outbound
Campaign. If the agent is not part of the Outbound Campaign, the ownership of the record stays
with you.

Schedule a callback (see Lesson: Scheduling a callback).
Note: For information about how to use the functionality in the interaction window, see the
Interaction Workspace 8.1 Help.

When the interaction is complete, either you or the contact can end the call.

If you want to terminate the call, click the End Call button.

4. If required by your configuration, specify a call result and/or a disposition code that qualifies the
outcome of the interaction.

a.
b.

C.

Click the Dispositions tab to make it active.

(Optional) In the Call Result drop-down list, select a call result (see the Outbound Campaign
Interaction window Call Result drop-down list figure).
Disposilions | Note

Call Result

Outbound Campaign Interaction window Call Result drop-down list

(Optional) Select an outcome from the Disposition Code drop-down list or radio-button list in the
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Disposition Code view (see the Outbound Campaign Interaction window Call Result and Disposition
Code views figure and also Assigning Disposition Codes).
Disposilions | Note
Call Result
[Answered -
[0 oo Hat c21

Outbound Campaign Interaction window Call Result and Disposition
Code views

d. (Optional) If the contact requests to be put on the Do Not Call list, select Do Not Call in the Call
Result view (see the Outbound Campaign Interaction window Call Result and Disposition Code
views figure).

e. Click Mark Done. This step might be performed for you automatically when you end the call or set a
disposition code.

f. If the Voice Interaction window does not close automatically, close the Voice Interaction window
after you have clicked Mark Done for each of the active interactions.

g. Complete your after-call work.

h. Set your status on the Voice channel to Ready to receive the next call.
End

Next Steps

e Set your status to Ready. See Lesson: Going Ready in the Interaction Workspace Main window.

Lesson: Handling an ASM predictive or progressive Outbound-Campaign voice
interaction

Purpose:

* To handle an ASM predictive or progressive Outbound Campaign voice interaction properly.
Prerequisites

* You are logged in to Interaction Workspace (see Getting Started).
* You are not logged in to the Instant Messaging channel.

¢ Your status is Ready for the voice-media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).

* You are part of an ASM predictive or progressive Outbound Campaign.

* You have been notified that the campaign is loaded and running (see Starting and Stopping an
Outbound Campaign).

Start
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1. Your hard phone or soft phone rings, and a preview of the outbound interaction is displayed on your
workstation desktop in an interactive-notification view (see the Outbound ASM mode Predictive/
Progressive Voice Interaction Preview interactive notification figure).

&) ASMCPP - Interaction Workspace

i Case Infarmation

Origin: Irbound call ko 'Unidentifiad

Outbound ASM mode Predictive/Progressive Voice Interaction
Preview interactive notification

The Interaction Preview contains a summary of call and campaign information. The Interaction Preview
might also contain Case Information, which is part of the case data related to the call. Contact your
system administrator for more information about the contents of this window.

2. You can choose to accept or redirect the interaction in the Interaction Preview by performing one of the
followings steps:
e Click Accept to call the contact.
* Do nothing. The interaction will time out and be redirected.

3

. If you accept the interaction, the Outbound ASM voice-interaction window is displayed (see the
Outbound ASM Voice Interaction Window in Establishing state figure). The call is in Establishing state,

which means that the call is not yet connected to the contact. However, you are connected to the call
and are reserved for the call.

ASMCPP - External - Interaction Workspace

| AsMCPP @) (0o:01:35) |
Case Information

Origin: Inbound cal o Unidantifiad’

SISNOSAT ~ |

w ASMOPP g Connacted

B S ™

Record Information

Estabilishing the call..
| Dispositions |

- Disposiion Code

@ MNone

D) Rejected

71 Transfemed

) mcrepted

Outbound ASM Voice Interaction Window in Establishing state

4. As soon as the contact answers you are connected to the contact. The call is connected in your hard
phone or soft phone, and the Outbound Voice Interaction window is displayed (see the Predictive/
Progressive Outbound ASM Campaign Voice Interaction window figure).
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(4115500 - External - Interaction Workspace

| 04115500 & (00:02:15)
Case Information -

L
Origin: Inbsund cal o 04115300 E
H

w 04115500 (g} Connected

'6¥ &X i e
Record Information -

Call From: 0500

CardNumber; 123436784

DateTime: Monday, January 01, 1500 12:00:00 AM 4
FirstMame:  Avril

LastMName: Mai

UpgradePrice: 24.59

| Dispositions | Hote |

Sate

Predictive/Progressive Outbound ASM Campaign Voice Interaction

window

You can use the Outbound Campaign Voice Interaction window to do the following:

View contact records (see Lesson: Finding and viewing an interaction in the contact database).

View contact history (see Managing Contact History).
Set a call result and a disposition code, or add the contact to the Do Not Call list (see Step 5).

Use the Notepad to add information about the interaction to the interaction history (see Managing
Contact History).

View and edit the Case Information--Summary information about the campaign. It might contain the
name of the campaign, a description of the campaign, the phone number of the contact, and so on.

View and edit the Record Information--Specific information about the record. It might contain a
range of time for which the contact has indicated availability, the name of the contact, or
information about the nature of the call.

View and read responses (see Lesson: Using The Standard Response Library).
Terminate the call (see Step 4).

Put the call on hold and retrieve the call. The call status changes to On Hold, and then back to
Connected when you retrieve the call.

Use the keypad to send DTMF to the contact.
Start a voice consultation (see Starting a Voice Consultation).

Transfer the call (see Transferring a Voice Call).

Note: When you transfer an ASM call, the outbound record is also transferred. The ownership of the
record might also be transferred to the transfer target if this agent is also part of the campaign. If
the agent is not part of the Outbound Campaign, the ownership of the record stays with you.

Schedule a callback (see Lesson: Scheduling a callback).
Note: For information about how to use the functionality in the interaction window, see the
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Interaction Workspace 8.1 Help.

5. When the interaction is complete, either you or the contact can end the call. If you want to terminate
the call, click the End Call button.

6. If required by your configuration, specify a call result and/or a disposition code that qualifies the
outcome of the interaction.

a. Click the Dispositions tab to make it active.

b. (Optional) In the Call Result drop-down list, select a call result (see the Outbound Campaign
Interaction window Call Result drop-down list figure).
Disposilions | Mote

Call Result

_
Mo Arssar
Angwering Machins

EBugy

wrong Mumber
Urkngwn

() Trenshemed
() Acrepbed

Outbound Campaign Interaction window Call Result drop-down list

c. (Optional) Select an outcome from the Disposition Code drop-down list or radio-button list in the
Disposition Code view (see the Outbound Campaign Interaction window Call Result and Disposition
Code views figure and also Assigning Disposition Codes).

Disposilions | Mote

Call Ramult
|P~lmw1=d -
[ oo Mot can

Dasposition Code
) Mone

) PRejected
() Transferred

@ Arrepbad

Outbound Campaign Interaction window Call Result and Disposition
Code views

d. (Optional) If the contact requests to be put on the Do Not Call list, select Do Not Call in the Call

Result view (see the Outbound Campaign Interaction window Call Result and Disposition Code
views figure).

7. Click Mark Done. This step might be performed for you automatically when you end the call or set a
disposition code.

8. If the Voice Interaction window does not close automatically, close the Voice Interaction window after
you have clicked Mark Done for each of the active interactions.

9. Complete your after-call work.

10. Set your status on the Voice channel to Ready to receive the next call.

End

Lesson: Handling a preview Outbound-Campaign voice interaction

Purpose:
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¢ To handle a preview Outbound-Campaign voice interaction properly.
Prerequisites

* You are logged in to Interaction Workspace (see [[LogIn#Getting_Started|Getting Started]).
* You are not logged in to the Instant Messaging channel.
* You are part of a preview Outbound Campaign.

* You have been notified that the campaign is loaded and running (see Starting and Stopping an
Outbound Campaign).

Start

1. When a Preview Outbound Campaign is started, you are notified by an interactive message (see the
‘Outbound Campaign Started message box for Preview mode campaigns figure).
Outbound Campaign

Campaign Started

@ Name: CerporataCampaign
- Delivery Mode: Manusl

Description:  Outhound Campasgn for Upgrade Offer

|52 GetRecord | | ok |

Outboupd Campaign Started message box for Preview mode

campaigns

Perform one of the following steps:
* Click Get Record to retrieve and preview the next available campaign record (see Step 6).
* Click OK to close the message box (see Step 2).

* Do nothing. The message box closes after a specified time interval (see Step 2).

2. When you are ready to get a contact record, open your Workspace view (refer to the Interaction
Workspace Help to learn about how to display your Workspace view from the Main Window or the
Gadget).

3. Select the My Campaigns view (see the My Campaigns view in the Main Window figure).
‘I ~ Interaction Workspace =+ | g @ *|_0OX

8,5 Get Record |
Nama Dedteary Mode  Desonphicn
f CorporateCampaign Manual Outhound Campaign for Upgrads Ofer

My Campaigns view in the Main Window

4. Select the Preview campaign to which you are assigned (see the My Campaigns view in the Main
Window figure).

5. Click Get Record.
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6. A preview of the outbound interaction is displayed on your workstation desktop (see the Outbound
Preview Voice Interaction Preview window figure).

Avril Mai - Interaction Workspace _Ox

| Avril Mai ()

Case Information - |

Campaign Descriplion:  Outbound Campaign for Upgrade Offe
Campaign Name: {LerperateCampaign
Contact Phone Number: 33315574685

LN * |

| 31305074665 = 4V Call G Dachine v
Record Information -

Call From: as:00

Call Until: 2300

DateTime: Monday, January 01, 1500 12:00:00 AM
FirstName: Al

LastMame: Ma

UpgradePrice: 24,99

CardMumber: 123456783

CISHNOESTY =

Outbound Preview Voice Interaction Preview window

The Interaction Preview contains a summary of call and campaign information. The Interaction Preview
might also contain Case Information, which is part of the case data related to the call. Contact your
system administrator for more information about the contents of this window.

7. You can choose to do any of the following:

e Change the contact phone number--Click the phone number, and select a new one from the drop-
down list.

» Call the contact--Click Call to display the Outbound Campaign Voice Interaction window (see Step
8).

e Decline the call--Click the Decline button and choose either to send the record back into the queue
by selecting Call this contact later or to cancel the record by selecting Do not call this
contact for this campaign.

(& Decline = _'
Cell this contact later
Do nat call this contact for this campaign

Click Done to get the next record from the campaign calling list. Click Done and Stop to stop receiving
new records.

8. If you choose to call the contact, the call is connected in your hard phone or soft phone, and the
Outbound Voice Interaction window is displayed (see the Outbound Campaign Voice Interaction window
figure).
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Avnl Mai - External - Interaction Workspace
| Al Mai : @) (00:00:24)

Case Information

Orrigim: Outbeund call to &vril Mai

Campaign Mame: Camporat=Carnpaign
Contact Phone Numbear: 33325074685

Campaign Description:  Outbeund Campaign for Upgrads Off=

w nwidl Mai i) Connectad

B e o T
Call Information

Call From: £a:00

Call Untilz 23:00

DateTime: Morday, January 01, 1500 12:00:00 AM
Firsthame: Al

LastName: Mai

UpgradePrice: 24,55

CardNumber:  12345673%

| Dispositions

k|

|| - call Resun

[urknmun

[7] Do Mt call

- Disposition Code
| @ Mone

(D) Rejected
) Trensfemed
() Accepted

Outbound Campaign Voice Interaction window

You can use the Outbound Campaign Voice Interaction window to do the following:

Set a call result and a disposition code, or add the contact to the Do Not Call list (see Step 10).

View and edit the Case Information--Summary information about the campaign. It might contain the
name of the campaign, a description of the campaign, the phone number of the contact, and so on.

View and edit the Record Information--Specific information about the record. It might contain a
range of time for which the contact has indicated availability, the name of the contact, or
information about the nature of the call.

View and read responses (see Lesson: Using The Standard Response Library).
Terminate the call (see Step 9).

Put the call on hold and retrieve the call. The call status changes to On Hold, and then back to
Connected when you retrieve the call.

Use the keypad to send DTMF to the contact.
Start a voice consultation (see Starting a Voice Consultation).

Transfer the call (see Transferring a Voice Call).

Note: When you transfer an ASM call, the outbound record is also transferred. The ownership of the
record might also be transferred to the transfer target if this agent is also part of the campaign. If
the agent is not part of the Outbound Campaign, the ownership of the record stays with you.
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e Conference the call (see Starting a Voice Conference).

* Schedule a callback (see Lesson: Scheduling a callback).

Note: For information about how to use the functionality in the interaction window, see the
Interaction Workspace 8.1 Help.

9. When the interaction is complete, either you or the contact can end the call. If you want to terminate
the call, click the End Call button.

10. If required by your configuration, specify a call result and/or a disposition code that qualifies the
outcome of the interaction.

a. Click the Dispositions tab to make it active.

b. (Optional) In the Call Result drop-down list, select a call result (see the Outbound Campaign

Interaction window Call Result drop-down list figure).
Disposilions | Nole

Call Result

Outbound Campaign Interaction window Call Result drop-down list
c. (Optional) Select an outcome from the Disposition Code drop-down list or radio-button list in the
Disposition Code view (see the Outbound Campaign Interaction window Call Result and Disposition
Code views figure and also Assigning Disposition Codes).

Disposilions | Nole

Call Ramult
|P~lmw1=d
[ oo Mot can

Outbound Campaign Interaction window Call Result and Disposition
Code views

d. (Optional) If the contact requests to be put on the Do Not Call list, select Do Not Call in the Call

Result view (see the Outbound Campaign Interaction window Call Result and Disposition Code
views figure).

5. Click Mark Done. This step might be performed for you automatically when you end the call or set a
disposition code. The Done button contains a drop-down list that you can use to do the following:

* Click Done to mark the interaction as Done, and to get the next record from the campaign calling
list.

& Dene ~
&) Dore
@ Dane And Stap

e Click Done and Stop to mark the interaction as Done, and not have another record open
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automatically. To get a new record, see Step 2.

6. If the Voice Interaction window does not close automatically, close the Voice Interaction window after
you have clicked Mark Done for each of the active interactions.

7. Complete your after-call work.
End

Next Steps

¢ Set your status to Ready. See Lesson: Going Ready in the Interaction Workspace Main window.

Lesson: Handling a push-preview Outbound-Campaign voice interaction
Purpose:

* To handle a push-preview Outbound Campaign voice interaction properly.
Prerequisites

* You are logged in to Interaction Workspace (see Getting Started).
e You are not logged in to the Instant Messaging channel.

¢ Your status is Ready for the voice-media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).

* You are part of a push-preview Outbound Campaign.
* You have been notified that the campaign is loaded and running (see Starting and Stopping an
Outbound Campaign).
Start

1. Your hard phone or soft phone rings, and a preview of the outbound interaction is displayed on your
workstation desktop in an interactive-notification view (see the Outbound Push-Preview Voice
‘Interaction Preview interactive notification figure).

{75 Mark Avram - Interaction Workspace

| Case Infarmation '-Ii
Origin: Internal Push Preview
Campaign Description: OQutbound Campaign far Upgrads Offar
Campaign Mame: CarparataCampaign

Contacl Phone Number: 1.555.654.7650

Outbound Push-Preview Voice Interaction Preview interactive
notification

The Interaction Preview contains a summary of call and campaign information. The Interaction Preview
might also contain Case Information, which is part of the case data related to the call. Contact your
system administrator for more information about the contents of this window.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
followings steps:

e Click Accept to call the contact.
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e Click Reject to return the interaction to the queue.

* Do nothing. The interaction will time out and be redirected.

3. If you accept the interaction, a preview of the outbound interaction is displayed on your workstation
desktop (see the Outbound Preview Voice Interaction Push-Preview window figure).

Mark Avram - Interaction Workspace —Ox
| Mark Awram G{M:ﬂﬂ:}g}

Case Information =} [»
Origin: Iriternal Push Preview %
Campaign Descriplion: Outbound Campaign fer Upgrade Offer §
Campaign Name: LerperateCampaign

Contact Phone Number: 1.555.654.7350

| 15556547850 = g° Call O Decline ¥
Record Information —

Call From: 0a:00

Call Untilz 2300

DateTime: Monday, Jaruary 01, 1500 12:00:00 &AM
FirstName:  Mask

LastName: Syram

UpgradePrice: 24,53

CardNumber; 123456783

SISHOLSTY

Note |

Outbound Preview Voice Interaction Push-Preview window

The Interaction Preview contains a summary of call and campaign information. The Interaction Preview
might also contain Case Information, which is part of the case data related to the call. Contact your
system administrator for more information about the contents of this window.

4. You can choose to do any of the following:

* Change the contact phone number--Click the phone number and select a new one from the drop-
down list.

e Call the contact--Click Call to display the Outbound Campaign Voice Interaction window (see Step
5).

e Decline the record--Click the Decline button and choose either to send the record back into the
queue by selecting Call this contact later or to cancel the record by selecting Do not call
this contact for this campaign.
€& Decine - _

Call this centact later

Da nat call this contact for this campaign

5. Click Done to get the next record from the campaign calling list.
e View contact records (see Lesson: Finding and viewing an interaction in the contact database).

e View contact history (see Managing Contact History).
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6. If you choose to call the contact, the call is connected in your hard phone or soft phone, and the
Outbound Voice Interaction window is displayed (see the Push-Preview Outbound Campaign Voice
Interaction window figure).

Mark Avram - External - Interaction Wo e _Ox
| Mark Avram (g (00:00:33) |

Case Information =i [
Oirigin: Outbaund call ba Mark Svram g‘
Campaign Descriplion: Outbound Campaign fer Upgrade Offer §
Campaign Nama: LCerperataCampaign

Contact Phone Number: 1.533.654.7350

w Mark Avram a Connected

R Sa i =l S

Record Information -

Call From: 000

Call Uintil: 2300

DateTime: Mangay, Jaruary 01, 2500 12:00:00 AM
Firsthame: Mark

LastName: Lyram

UpgradePrice: 24,55

CardMumber; 123456783

CASHOGETY -

| Dispositions | Note |

Call Result
|l.lrh1n'r.rn -
[ oo bt Cat

Dispastion Coda
i'i- Nona

() Rejected
() Transfemed
0 Accepted

Push-Preview Outbound Campaign Voice Interaction window

You can use the Outbound Campaign Voice Interaction window to do the following:
* View contact records (see Lesson: Finding and viewing an interaction in the contact database).
e View contact history (see Managing Contact History).
* Set a call result and a disposition code, or add the contact to the Do Not Call list (see Step 7).

* Use the Notepad to add information about the interaction to the interaction history (see Managing
Contact History).

* View and edit the Case Information--Summary information about the campaign. It might contain the
name of the campaign, a description of the campaign, the phone number of the contact, and so on.

* View and edit the Record Information--Specific information about the record. It might contain a
range of time for which the contact has indicated availability, the name of the contact, or
information about the nature of the call.

* View and read responses (see Lesson: Using The Standard Response Library).
* Terminate the call (see Step 6).

e Put the call on hold and retrieve the call. The call status changes to On Hold and then back to
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Connected when you retrieve the call.
e Use the keypad to send DTMF to the contact.
» Start a voice consultation (see Starting a Voice Consultation).

e Transfer the call (see Transferring a Voice Call).
Note: When you transfer an ASM call, the outbound record is also transferred. The ownership of the
record might also be transferred to the transfer target if this agent is also part of the campaign. If
the agent is not part of the Outbound Campaign, the ownership of the record stays with you.

* Conference the call (see Starting a Voice Conference).

* Schedule a callback (see Lesson: Scheduling a callback).
Note: For information about how to use the functionality in the interaction window, see the
Interaction Workspace 8.1 Help.

* When the interaction is complete, either you or the contact can end the call.
If you want to terminate the call, click the End Call button.

7. If required by your configuration, specify a call result and/or a disposition code that qualifies the
outcome of the interaction.

a. Click the Dispositions tab to make it active.

b. (Optional) In the Call Result drop-down list, select a call result (see the Outbound Campaign
Interaction window Call Result drop-down list figure).
Disposilions | Note

Call Result

Outbound Campaign Interaction window Call Result drop-down list

c. (Optional) Select an outcome from the Disposition Code drop-down list or radio-button list in the
Disposition Code view (see the Outbound Campaign Interaction window Call Result and Disposition
Code views figure and also Assigning Disposition Codes).

Disposilions | Note

Call Result

Outbound Campaign Interaction window Call Result and Disposition
Code views

d. (Optional) If the contact requests to be put on the Do Not Call list, select Do Not Call in the Call
Result view (see the Outbound Campaign Interaction window Call Result and Disposition Code
views figure).

8. Click Mark Done. This step might be performed for you automatically when you end the call or set a
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disposition code.

9. If the Voice Interaction window does not close automatically, close the Voice Interaction window after
you have clicked Mark Done for each of the active interactions.

10. Complete your after-call work.

11. Set your status on the Voice channel to Ready to receive the next call.
End Next Steps

e Set your status to Ready. See Lesson: Going Ready in the Interaction Workspace Main window.

Lesson: Scheduling a callback
Purpose:

¢ To reschedule an Outbound-Campaign voice interaction for a different date and/or time and/or phone

number.
Note: Refer to the Interaction Workspace Help for
detailed information on all of the features of the
Reschedule view.
Prerequisites

¢ You have an active Outbound Campaign interaction that you want to reschedule for a different date and/
or time.

Start

1. You can reschedule an Outbound-Campaign call (for example, if the contact is too busy to respond now)
to a different date and/or time by using the Schedule a Callback function. In the Outbound Campaign
voice interaction window, in the call-action toolbar, click Schedule a Callback.

m

The Schedule a Callback view is displayed (see the Schedule a Callback view figure).

[] Schedule Callback 1}
Atz 727011 [|12:05 PM| 3 Personal Callbadk
4 Juhy, 2011 [

Su Mo Tu We Th Fr Sa

To: (0471020 |

Schedule a Callback view

2. Click the Schedule Callback check box to reschedule the call.
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3. To set a new date, perform one of the following steps:
* Enter a new date in the date field.

* Click a new day in the calendar view. Use the left and right arrow buttons to change the month and
year.

4. To set a new time, perform one of the following steps:
* Enter a new time in the time field.

e Click an hour in the clock view and a minute in the clock view. The clock view enables you to set
minutes in 5-minute increments.

5. To reschedule the call from you personally, click Personal Callback. Leave the Personal Callback
check box clear to send the interaction back to the calling queue.

6. To select a new number for the contact, click the Phone drop-down list and choose a different number.

7. To add a new number that is to be used for the callback call, click the To drop-down list and select New
phone number. The New Phone Number view is displayed (see the New phone number controls in the
Schedule a Callback view figure).

[#] Schedule Callback [

At: 7272011 [12:05 PM| g [T] Personal Callback

4 Tuly, 2011 ]

Su Mo Tu We Th Fr

Sa
WM MMM AT
2 4 5 & F B 8
0 I 12 13 14 15 16
IT 18 19 28 21 FI 13
Mo x[n n m

E

31 1 2 F 4 5

~ To: |Mew Phens Humber... = |
Enter Phone Aumber | | {Nana) -]

From: | 08:00 AM| 2 ik |08:00 PM &

New phone number controls in the Schedule a Callback view
8. Enter a new number in the Number field.
9. Select a type of number from the Type drop-down list.

10. Specify a From time and an Until time in the respective From and Till drop-down lists. These drop-down
lists constrain the time during which the new number is available to accept a callback.

11. After you have specified a new date and/or time and, if necessary, a new number, the Schedule a
Callback button changes to the Callback Scheduled button.

L2

i
Click End Call to disconnect the call.
12. Click Mark Done to schedule the callback.

End
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Handle Internal Instant Messaging

In this lesson, you will learn how to use the Team Communicator feature to send an Instant Message
(IM) to an internal target and receive an IM from an internal target. The Team Communicator enables
you to find an internal target or a contact, send an Instant Message (IM) to an internal target, call a
contact or an internal target, initiate a conference, or transfer a call. This lesson contains the
following sections:

¢ Instant Messaging Overview

* Sending and Receiving Internal Instant Messages

* Sending and Receiving Consultation Instant Messages

You cannot participate in Outbound Campaigns if
you are logged in to the Instant Messaging channel.

Instant Messaging Overview

Instant Messaging is a type of real-time, text-based communication between two or more participants
over a network. IM enables you to convey a text message immediately and receive an immediate
text reply without the overhead and time delay that are associated with e-mail and other text-based
communication technologies. This feature enables you to send an IM to another agent (internal
target) or receive an IM from an internal target. The Interaction Workspace IM view provides
identification of all connected parties, as well as a timestamp for each message.

Note: At this time, it is not possible to save the
contents of an IM session or record notes in the
Notepad view.

You can conduct an IM session from the following windows/views:

e Main Window (opens in an IM Interaction window)

¢ Gadget (opens in an IM Interaction window)

¢ Voice Interaction (opens in the Voice Interaction window)
e E-Mail Interaction (opens in the E-Mail Interaction window)
e Chat Interaction (opens in the Chat Interaction window)

e Workitem Interaction (opens in the Workitem Interaction window)

Sending and Receiving Internal Instant Messages

Interaction Workspace Instant Messaging (IM) is carried by a SIP switch. To send and receive instant
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message, your contact-center must have a SIP switch, and your role must include the IM task.

Note: Interaction Workspace supports only internal
IM sessions.

This section contains the following procedures:

¢ Lesson: Initiating an Instant Messaging session

¢ Lesson: Receiving an Instant Messaging session

Lesson: Initiating an Instant Messaging session
Purpose:

¢ To find an internal target (such as an agent, Routing Point, queue), and begin a text-based message-
exchange session.

Prerequisites
¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
Start
1. Use the Team Communicator in your Main Window view or in your Gadget to find the internal target with

whom you want to start an IM session (see Find A Contact Or An Internal Target).

2. Select Send an Instant Message from the Action Menu drop-down list next to the name of the
internal target in the Team Communicator pop-up result-list (see the The Send an Instant Message
option of the Team Communicator Action menu figure).

| 3o x I
(&) [ [©)] (2oert ’l

John Cavis =
Ta - @ Ready &'
% Send Instant Maccage &

| add b Favontes

The Send an Instant Message option of the Team
Communicator Action menu

The IM interaction window is displayed.

3. Enter a message to your target. The session starts in the Interaction window (see the An Instant
Messaging session in the Interaction window figure) when you send your first message. The target is
presented with an interactive notification that enables the target to accept or reject your invitation to
engage in an IM session. You are notified if the target accepts, rejects, or lets your invitation time-out.
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John Davis - Intermal - Interaction Workspace _ o %
| John Davis () (00:01:21) |
Case Information

Origin: Internal inslant maseaging to Jahn Davis

STENOSTY * |

 John Dds ) Cornected

Wed

Wiebcome to Instant Messaging. Send a message to start the
SCRFON

[5:57:26 PM] Kate Lewis: HzBa John

[5:57:31 PH] John Davis accepted the Instant Metzaging
insitation.

[5:57:44 PH] John Davisz Hello Kate

An Instant Messaging session in the Interaction window

If your target accepts your invitation, you can conduct an IM session by entering a text message to the
internal target in the text field at the bottom of the view.

5. Click Send or press the Enter key on your keyboard to send your message to the internal target. The
text of your message is displayed in the Transcript field of your interaction window. Messages from
you are identified by your login name and a color that is different from the one that is used to identify
replies from the internal target. Replies from the internal target are displayed in the Transcript field
along with your messages. Messages are displayed in the order in which they are sent and received.
Each message is tagged with a timestamp (see the An Instant Messaging session in the Interaction

window figure). The Interaction window displays the name of the party to whom you are connected and
the status of the connection: Establishing, Connected, or Ended.

6. When your session is complete, click the End IM button to end the IM session. The internal target can
also do this.

7. Click the Done button to close the Interaction window.

End

Lesson: Receiving an Instant Messaging session

Purpose:

e To receive an invitation to a join a text-based message-exchange session with another agent.

Prerequisites

e You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

Start
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1. If another agent selects you as an internal target for an IM session, an interactive notification is

displayed that invites you to accept or reject the invitation to join the IM session (see the Instant
Messaging interactive notification figure).

i John Davis - Interaction Workspace

Case Information [a}|

Origin: Internal inslant messaging from John Devis

|
Hello Kate |

Instant Messaging interactive notification

2. Do one of three things:

* Click Accept to display the new IM interaction in your Interaction window.

e Click Reject to refuse the IM interaction.
e Allow the invitation to time-out. The interactive notification is dismissed.

If you clicked Accept, the session starts in your Interaction window. The tab that is displayed at the top
of the Interaction window indicates the agent logon of the internal caller with whom you are in an IM
session. The status of the connection: Not Connected, Connected, or Ended, is displayed near the top
of the Interaction window. The large text field contains a transcript of the IM session. Your logon and the
logon of the internal caller are displayed above your messages in different colors to help you to identify
who is writing. Each entry is marked with a timestamp. Messages are displayed in the order in which

they are sent and received (see the Interaction window displaying an Instant Messaging session that
was initiated by another agent figure).

John Davis - Intermal - Interaction Workspace _ o x
| John Davis () (00:00:51)

Case Information

Origin: Internal instant mesaging from John Davis

w IJchn Davis ) Connected

WEd |

SISHOUSTY * |

John Dawis milisbed an Instant Messaging irvilatian, [7:26:45 PM)
[¥:26:45 PM] John Davis: Hello Kate

[#:26:52 FFM] Kate Lewis acoepted the Instant Messaging
invitakion,

[7:27:26 PM] Kate Lewis: Hello John

Interaction window displaying an Instant Messaging session that was
initiated by another agent

4. Reply to the calling agent by entering your message in the field that is displayed next to the Send
button.

5. Click Send or press the Enter key on your keyboard to send your message to the internal caller.

6.

When your session is complete, click the End IM button to end the IM session. The caller might also do
this.
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7. Click the Done button to close the Interaction window.

End

Sending and Receiving Consultation Instant Messages

Interaction Workspace Instant Messaging (IM) enables you to start an IM Consultation from an active
interaction, such as voice, e-mail, or chat.

Note: Interaction Workspace supports only internal
IM sessions.

This section contains the following procedures:

¢ Lesson: Starting a Consultation IM session from an active interaction

* Lesson: Receiving a Consultation IM session from an active interaction and transitioning to a Voice
Consultation

Lesson: Starting a Consultation IM session from an active interaction

Purpose:
¢ To start a Consultation IM session from an active interaction.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have an active interaction with a contact (see Receiving a Voice Interaction, Receiving and Handling
an Inbound E-Mail Interaction, or Receiving and Handling an Inbound Chat Interaction).

Start

1. On your active Interaction view, click Start Consultation to open the Team Communicator (see the
Start Consultation Team Communicator in an active interaction figure) to find the internal target with
whom you want to start an IM session.

2. Enter the name, e-mail address, or phone number of the internal target (see the Start Consultation
Team Communicator in an active interaction figure).

3. From the internal target Action menu, select Start Instant Message Consultation (see the Start
Consultation Team Communicator in an active interaction figure).
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e Q

@ Foady ]
w9, St Volce Consultation E

) st Instant Message Consultadion

Start Consultation Team Communicator in an active interaction

4. A new Internal IM message view is displayed in the active interaction view. The status is Not Connected
(see the Internal IM message view in an active interaction window figure).

* To initiate an Internal IM session, enter a message and click Send.

e To cancel the IM session, click the Done button.

Consultation: John Davis # =

| w lhn Cavie ) Not Connectad

@ Dena

‘Welcome o Instant Messaging. Send a message o start the
fe==n

el

Internal IM message view in an active interaction window
5. If you sent a message (see the Initial message sent to IM Consultation target figure), the internal target
receives an interactive notification of your instant message that includes your initial message (see the
Instant Messaging consultation interactive notification figure).
Consultation: John Davis # (00:00:09) 8

w lchn Davs ) Cornected

GEd

Wiebcome to Instant Messaging. Send a message to start the
ey

[11:15:0F PH] Kate Lewis: Hellz John, can you help me
with this call?

Send

Initial message sent to IM Consultation target

6. If the internal target accepts your invitation, you and the target are engaged in an internal IM session

(see the Active IM Consultation session in an active interaction window figure).
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Avnl Mai - External - Interaction Workspace

| Al Mai i) (0D:08:34) | i
I LSS R R
| Disposition Code | mote |

the se=mion

help me with this esll?

[11:19:39 PM] John Davis accepted the Instant
Maseaging inviabion.

[11:19:58 PM] John Davis: Yes! |

[11:19:35 PM] Kate Lewis: Hello John, can you pleass |i

Serd

e

Active IM Consultation session in an active interaction window

All the Case Information about the interaction with the contact is displayed in the IM interaction window of your internal target
(see the Interaction window displaying an Instant Messaging session that was initiated by another agent figure). The Contact
Information and Contact History tabs enable your internal target to view information about your contact and to search the
contact history database. The Information tab is read-only. You can do the following in the Consultation IM interaction window:

* Enter messages in the message field.

* Click Send to send the message to the internal target.
* Review the message transcript in the message transcript area.

e Click End session to terminate your IM Consultation.

End

Lesson: Receiving a Consultation IM session from an active interaction and

transitioning to a Voice Consultation

Purpose:

¢ To handle an IM consultation request and handle a request to transition to a Voice Consultation.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ Your status is Ready for the voice-media channel (see Lesson: Going Ready in the Interaction Workspace

Main window).

* You are the internal target for the IM consultation interaction.
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Start

1.

If another agent, who is handling an interaction, selects you as an internal target for an IM consultation
session, an interactive notification is displayed that invites you to accept or reject the invitation to join
the IM consultation session (see the Instant Messaging consultation interactive notification figure). The
notification displays the invitation message from the agent and the case information for the interaction
‘that the agent is handling.

|i Kale Lewis - Interaction Workspace

| Case Information -
| Origin:  Consukatan instant messaging from Kate Lawis

| call Type: Suppart

| Priogity:  High

| Reason:  Broken TV

| Segment: Gold

Hello John, can you help me with this call?

(] (et

Instant Messaging consultation interactive notification

. Do one of three things:

* Click Accept to display the new IM interaction in your Interaction window.
e Click Reject to refuse the IM interaction.

e Allow the invitation to time-out. The interactive notification is dismissed.

. If you clicked Accept, the session starts in your Interaction window. The tab that is displayed at the top

of the Interaction window indicates the agent logon of the internal caller with whom you are in an IM
session. The status of the connection: Not Connected, Connected, or Ended, is displayed near the top
of the Interaction window. The large text field contains a transcript of the IM session. Your logon and the
logon of the internal caller are displayed above your messages in different colors to help you to identify
who is writing. Each entry is marked with a timestamp. Messages are displayed in the order in which
they are sent and received (see the Interaction window displaying an Instant Messaging session that
was initiated by another agent figure). All the Case Information about the interaction with the contact is
displayed in the IM interaction window of your internal target (see the Interaction window displaying an
Instant Messaging session that was initiated by another agent figure). The Contact Information and
Contact History tabs enable you to view information about the contact and to search the contact
history database. The Information tab is read-only.
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Kate Lewis - Consult - Interaction Workspace _ 0O %

| KateLewis () (00:00:28)

Origin:  Corsultation instant messaging from Kate Lewis
Call Type: Support

Priority:  High

Reason: Eroken TV

Segment: Gold

Consultation: Kate Lewis % (D0-00:28) B

| w Kate Lewis fg Cornected

WEd

| »
LVINGD = |

mn

i
SFENOLISTH T

Fai,

[11:19:36 PM] Kate Lewis: Hello John, can you please
help me with this eally

[11:19:41 PM] John Davis acoepted the Iretant
Masasging invitation.

[11:19:58 PM] John Davis: Yes! =

=

Interaction window displaying an Instant Messaging session that was
initiated by another agent

4. Reply to the calling agent by entering your message in the field that is displayed next to the Send
button (see the Interaction window displaying an Instant Messaging session that was initiated by
another agent figure). The IM consultation session can be transitioned to a Voice consultation (see
Blending Internal Voice Interactions and Internal IM Interactions).

5. Click Send or press the Enter key on your keyboard to send your message to the internal caller (see the
Interaction window displaying an Instant Messaging session that was initiated by another agent figure).

6. When your session is complete, click the End IM button to end the IM session. The caller might also do
this (see the Interaction window displaying an Instant Messaging session that was initiated by another
agent figure).

7. Click the Done button to close the Interaction window.

End
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Handle A Chat Interaction

In this lesson, you will learn how to handle inbound chat interactions, and how to check the spelling
of your chat messages before you send them. This lesson contains the following sections:

* Receiving and Handling an Inbound Chat Interaction

¢ Spelling Check

Receiving and Handling an Inbound Chat Interaction

If you are the selected internal target for an inbound chat interaction, you receive a notice on your
workstation desktop. You can decide to accept or reject the interaction. If you accept it, the Chat
Interaction window is displayed. The Chat Interaction window contains information about the
interaction and the controls that you need to complete the interaction.

Lesson: Handling an inbound chat interaction

e To handle an inbound chat interaction properly.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e Your status is Ready for the chat-media channel (see Lession: Going Ready in the Interaction Workspace
Main window).

* You are the internal target for the inbound interaction.
Start

1. A preview of the inbound interaction is displayed on your workstation desktop in an interactive-
notification view (see the Chat Interaction interactive notification figure).
{5) Avril Mai - Interaction Workspace

i Case Information -
| Origin: Irbound chat

| l'lclpwith on line pm\:hnrﬂ:

Chat Interaction interactive notification

The Interaction Preview contains a summary of information that pertains to the interaction, including
contact information and interaction-type. The Interaction Preview might also contain Case Information,
which is part of the case data about the interaction.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
followings steps:
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e Click Accept to display the interaction.
e Click Reject to return the interaction to the queue.

* Do nothing. The interaction will time-out and be redirected.
3. If you accept the interaction, the inbound Chat Interaction window is displayed (see the Chat Interaction
window figure). The Inbound Chat Interaction window provides the following functionality:

e Compose a message/response.

* Check the spelling of your message/response (see Lesson: Using Spelling Check to find potentially
misspelled words in a chat message).

* Send a message/response.
* Select, verify, and send a URL (see the Interaction Workspace 8.1 Help).

The message-transcript area of the Chat Interaction window contains color-coded, time-stamped
message lines from your company's system, as well as the messages that are sent by the contact and
your replies (see the Chat Interaction window figure). A different color is designated for each message
type. The colors are defined by your system administrator.

Avril Mai - External - Interaction Workspace

| #vril Mai () (00:01:28)

Case Infermation
Origin: Inbourd chat

LowvINGD = |

w fwrl Ma () Comnected

W o g

[B:10:03 PM] Mave party ‘Svril Mai' has joined the session
[B:10:06 PH] system: agent will be with you shoetly ...
[B:10:14 PM] Maw party ‘Kabe Lawis' has joinad the session

SISHOSTY + |

Hella
Sand
]
| Disposition Code | Mote
Sana

Chat Interaction window

4. To begin interacting with your contact, enter a message in the message area, and then click Send. Your
message is displayed to the contact in the chat interface that the contact is using to communicate with
you. Your message is also added to the transcript area of the Chat Interaction window. Your system

administrator configures how your name appears to your contacts. It might be your real name, your
user name, or a nickname.

5. Messages that are sent by your contact are displayed together with your messages in the message
transcript area (see the Chat Interaction window progress bar and message area figure). When you
receive a message from the contact, a small progress bar is displayed near the top of the Chat
Interaction window, on the Chat icon. The progress bar expands from left to right. It begins as green,
changes to yellow, and finally changes to red, to indicate that a response is expected from you. See the
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Interaction Workspace 8.1 Help for more information about the behavior of the Chat Interaction
window.

While you are interacting with your contact, you can use the following functionality in the Chat
Interaction window:

* Use the Notepad to attach a note to the interaction history. See Managing Contact History.
* View and edit Case Information for the current interaction.
* View and manage contact history. See Managing Contact History.

* View and manage contact information. See Lesson: Finding and viewing an interaction in the contact
database.

e Link to a web-page from a hyperlink in the Case Information view. The case information might
contain a hyperlink to enable you to view a web-page that is related to the interaction, such as
customer records. Click the hyperlink in the Case Information view to open a new browser window
and view the link. Place your mouse pointer over the hyperlink to preview the web page from the
Case Information view. The hyperlink might be a URL or highlighted anchor text.

* View the Standard Response Library if you decide to call the sender instead of replying to the e-mail.
See Inserting a Standard Response into an E-Mail Interaction

* Call the sender by clicking the Action menu drop-down list that is displayed next to the contact
name.

| Aril Mai (3] (00:02:35)

Case Information -
Drigin: Inbound dhat

w Auril Mai () Connected

F q- LT__‘J. g ?- "

[B:10:03 PH] New party "Avril Mai' has joired the sessian

[B:z110:06 PH] system: agent will ba with you shortly ...

[B:10:14 PHM] Maw party 'Kate Lewis' has jeinad the session
[B:11:38 PM] Kabe Lewis: el

[B:z12:38 PH] Awril Mai: Hello, 1 need help with my on line purdhase:

Chat Interaction window progress bar and message area

6. If there are interactions in progress for the current contact, the number of interactions is displayed
beside the connection status of the interaction (see the Dynamic Contact History Matrix, displaying the
number and type of interactions in progress figure). Place your mouse pointer over the icon to display
the number_?nd type of interaction(s) in progress (except voice interactions) for the current contact.

Q)

41 Interactions In Progress:
(7] email (40) .
[ chat(1)
] BIE
Dynamic Contact History Matrix, displaying

the number and type of interactions in
progress

You might be configured to be notified if there are recent interactions for the current contact; if so, the number of recent
interactions is displayed beside the connection status of the interaction (see the Recent interactions matrix displaying the list of
interactions with the current contact within the last day figure). Place your mouse pointer over the icon to display the number
and type of recent interactions for the current contact. If you click the icon, the Contact view is opened and the History tab is
displayed. Your system administrator defines the contents as interactions during the last-specified number of days.

Workspace Desktop Edition User's Guide 120



Handling Interactions Handle A Chat Interaction

2 Recent Interactions in last day:

] 1/17/2014 2:23:00 PM
B] 1/17/2014 1:44:10 PM

™
Recent interactions matrix displaying the list
of interactions with the current contact within
the last day

7. If you want to transfer the interaction to another internal target or consult with another internal target
about the interaction, you can perform the following functions:

* Instant Transfer the chat to another internal target. See Transferring a Chat Interaction).

e Start a consultation with another party:

» Start an Instant Messaging consultation. See Lesson: Initiating an Instant Messaging session.
e Start a Voice consultation. See Starting a Voice Conference.

e Start a Chat Consultation. See Starting or Receiving a Chat Consultation.

8. When you are finished interacting with your contact, click End Chat to stop the current chat interaction.
After you or the contact has ended the chat session, you can perform the following functions:

* Select Mark Done for the current interaction. The transcript is saved in the contact history and the
Chat Interaction window is closed.

* Set a disposition code. See Assigning Disposition Codes.

End

Spelling Check

You might be enabled to use the Spelling Check functionality. The Chat Interaction window has
automatic spelling check capabilities that enable you to correct misspelled words or add words to
your personal dictionary.

Lesson: Using Spelling Check to find potentially misspelled words in a chat
message

¢ To verify the spelling of the content of an outbound chat message.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ You have an active Chat interaction (see Receiving and Handling an Inbound Chat Interaction).
Start

1. Begin entering text in the message area of a Chat Interaction window (see Lesson: Handling an inbound
chat interaction). You can enter text by typing at the insertion point, pasting content from another
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document, or inserting a standard response (Lesson: Using The Standard Response Library).

2. When Spelling Check is on, words in the message area that are not in the specified dictionary are
underlined by a red, wavy line. The Chat message composition area, displaying a misspelled word that
is underlined in red figure shows a chat message that contains a word that is not in the English
(United States) dictionary (the default dictionary for this user). The misspelled word is happening,
which is misspelled as happppening.

[9:11:42 PM] New party “8vril Mai' has joined the s==ion

[9:11:44 PM] system: agent will be with you shartly ..

19:11:48 FM] Hew party Kate Lewis' has joned the session

[9:12:04 PM] Kate Lewis: Hello!

[9:12:32 PM] Avril Mai: Hello, I am having trouble making an on line purchasa

Chat message composition area, displaying a misspelled word that is underlined in red
3. You can correct the spelling by using one of two methods:
e Edit the word(s) manually.

* Right-click the word to display the Spelling Check menu.

Oy, what is hep ningr

happening

happenstance
....................................... appertaining

: appending

unhappiness

Ignore
Ignore Al
Add s My Dictizrary

Cust Cr+-X
Cogry Cirl+C
Pagie Crl+v
Selert All Cirl+4

¥ | Spell Cheding
Lengusges *

Chat Interaction window Spelling Check menu

4. If you right-clicked the misspelled word to display the Spelling Check menu, you can do one of the
following:

* Select the correct spelling from the list of suggestion (bold text).
» Ignore--Select to ignore this instance of the word that is not in the specified language dictionary.

e Ignore All--Select to ignore all instances of the word that is not in the specified language
dictionary for this interaction only.

e Add to My Dictionary--Select to add the spelling to your personal dictionary (not your corporate
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dictionary).
* Spell Checking--Select to turn the Spelling Check functionality off or on.

* Languages--Select to open the list of available language dictionaries. You can select a different
language dictionary.

End
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Handle A Chat Consultation

In this lesson, you will learn how to use the Team Communicator feature to find an internal agent and
start a chat consultation. A chat conference enables an internal target to participate in the current
chat session with you and your contact. A chat consultation enables an internal target to view the
chat transcript between you and your contact, and to chat with you privately in a second chat session
in the same Chat Interaction window. The Team Communicator enables you to find an internal target
or a contact, send an Instant Message (IM) to an internal target, call an internal target or a contact,
initiate a conference, or transfer a call. This lesson contains the following section:

¢ Starting or Receiving a Chat Consultation

Starting or Receiving a Chat Consultation

The Interaction Workspace Chat Interaction window enables you to consult with an internal target
about your current chat interaction. Your internal target can see the messages that you exchange
with your contact, but the contact does not see the messages that you exchange with your internal
target. Chat consultation is only available from an active Chat interaction. A chat consultation
between two agents is ended if the chat with the contact is ended. This section contains the following
procedures:

¢ Lesson: Starting a chat consultation

* Lesson: Receiving a chat consultation request

Lesson: Starting a chat consultation

Purpose:

¢ To find an internal target (such as an agent or Routing Point), and then start and complete a chat
consultation with the internal target, without the current contact seeing the messages that you
exchange with the internal target.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ You have an active Chat interaction with a contact (see Lesson: Handling an inbound chat interaction).

Start

1. In the active Chat Interaction window, click the Start Consultation button and then use the Team
Communicator (see the Finding an internal target for a chat consultation in the active Chat Interaction
window figure) to find the internal target with whom you want to start a consultation (see the the Team
Communicator feature to find an internal target Lesson: Using the Team Communicator feature to find
an internal target).
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R e e

[10:40:47 PM] Kate 2200

[10:40:51 PH] Avril .
L:n:-umpu] x::_- @ [*‘ﬂﬂ“ -|

= with? N
[10:41:50 PH] Avril | [0 o JohnDevis
[10:42:12 PM] Kate @ Foudy

i [ Skart Chat Consultation

RGN

T Add to Favarites

Finding an internal target for a chat consultation in the active Chat
Interaction window

. Click the Action menu drop-down list that is displayed next to the name of the internal target with
whom you want to consult, and then select Start Chat Consultation. An interaction notification is
displayed on the desktop of your target.

When the internal target accepts the consultation request, you can chat with the internal target agent
without the contact reading the messages that you exchange.

If the consultation target does not accept your request, the consultation request is released.

3. When you are connected to your consultation target, the chat interaction with the internal target is
added to the Chat Interaction window below the interaction with your contact (see the Chat Interaction

window, displaying a consultation chat with an internal target below the chat interaction with the
contact figure).

= John Davis i) Connected |

End

[10:43:02 PM] New party John Davis” has jained the session
[10:45:00 PM] John Davis: Halla Kats, do you nesd halp with 2 contact?
[10:45:27 PM] Kale Lewis: Yes, my conbact's credit card was rejected,

Chat Interaction window, displaying a consultation chat with an internal target
below the chat interaction with the contact

You can perform any of the following functions by using the Chat Consult toolbar and interface:
¢ End the consultation.

Call the internal target by using the Action menu drop-down list next to the party name.

IM the internal target by using the Action menu drop-down list next to the party name.
e Mark Done the chat consultation.

The transcript of your interaction with the contact, and any notes you might have recorded, are displayed in
the Chat Interaction window on the desktop of your consultation target. However, the consultation target
cannot interact with your contact (see the Chat Consultation Interaction window figure).

The internal target agent can choose to release the consultation. If this happens, the internal target agent is
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disconnected, but you remain connected to the contact.

If you click the End button and the internal target agent is still connected, the session is transferred
automatically to the internal target agent. If you have completed your chat interaction and the internal
target agent has already disconnected from the conference, go to Step 8 of the Lesson: Handling an
inbound chat interaction.

End

Lesson: Receiving a chat consultation request
Purpose:

e Receive an invitation to a consult about a chat interaction from another agent to provide assistance to
that agent in completing an active interaction.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ Your status is Ready for the chat media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).

Start

1. If another agent wants to consult with you about a chat interaction, they will initiate a chat consultation.
You are notified of the consultation request by the Interaction Workspace Interaction Preview (see the
Consultation Interaction Notification that is displayed on your desktop figure).

iz) Avril Mai - Interaction Workspace

Case Information -
Origin: Consultation chat

Help with on line purchase

Consultation Interaction Notification that is displayed on your
desktop

Click Accept to connect to the chat interaction.

2. The Interaction Workspace Chat Consultation Interaction window (see the Chat Consultation Interaction
window figure) enables you to perform the following functions while you are chatting with the agent
who initiated the consultation:

* View the transcript of the chat session between the contact and the agent who initiated the
consultation.

* Send messages to the agent who initiated the consultation.

* Receive messages from the agent who initiated the consultation.
* End the consultation.

e Call the agent who initiated the consultation.

¢ Mark Done the chat consultation.

Workspace Desktop Edition User's Guide 126



Handling Interactions Handle A Chat Consultation

Avril Mai - Consult - Interaction Workspace

admaiQooozss) |
Case Information = ]
g

H

| Origin: Cansultation chat

[10:40:25 PH] Mew party "Avril Mai® has jained the session
[10:40:27 PH] system: agent will ba with you shortdy ...

[10:40:30 PH] Mew party 'Kate Lewis” has joiraed the session

[10:40:47 PH] Kale Lewis: H=lal

[18:40:51 PH] Awril Mai: Hello, [ nesd halp with my on line purchase

[10:41:32 PH] Kate Lewis: | am pleased io help you, What are you having trouble with?
[10:41:50 PH] Avnl Mai: My credit card was repected

[10:42:12 PH] Kate Lewis: One moment, I will have a look

Consultation: Kate Lewis & (00:00:19) B

|'rKaLELmEODN':ma:I |

; E..:I =

[10:43:02 PM] New party Jchn Davis has joired the sasdon

[10:45:00 PM] John Davis: Hells Kate, do you nesd help with a contact?
[10:45:2F PM] Kate Lewis: Yes, my contact's credit card was rejected,

Chat Consultation Interaction window

End
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Transfer A Chat Interaction

In this lesson, you will learn how to transfer chat interactions to an internal target. This lesson
contains the following section:
* Transferring a Chat Interaction

¢ Starting a Chat Transfer to an Active Consultation

Transferring a Chat Interaction

The Interaction Workspace Chat Interaction window enables you to transfer your current chat
interaction to another party. In this section, you will learn how to use the Team Communicator feature
to transfer a chat interaction to an internal target. The Team Communicator enables you to find an
internal target or a contact, send an Instant Message (IM) to an internal target, call a contact or an
internal target, initiate a chat conference, or transfer chat interaction. This section contains the
following procedure:

e Lesson: Starting an instant chat transfer

* Lesson: Receiving a transferred chat

¢ Lesson: Starting a chat transfer to an active consultation

Lesson:

Starting an instant chat transfer

e To find an internal target (such as an agent, Routing Point, or queue), and then transfer the chat to the
internal target.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have an active interaction with a contact (see Lesson: Handling an inbound chat interaction).
Start

1. In the active Chat Interaction window, click Transfer to open the Team Communicator (see the Finding
an internal target for a chat transfer in the active Chat Interaction window figure) to find the internal
target to whom you want to transfer the current interaction (see the Lesson: Using the Team
Communicator feature to find an internal target).
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Avnl Mai - External - Interaction Wo e}
| il Mai () (00:06:56)

Case Information

Origin: Inbound chat

w furl Mai i) Connected

TS S L L

[z John

tor | €8] (£ [©) (e -]
=2 Joh Davie

Bl 2~ @ ey

IE. Irstant Chat Transfer

Rk .

Tdp Add bs Favarites

Finding an internal target for a chat transfer in the active
Chat Interaction window

2. Click the Action Menu drop-down list that is displayed next to the name of the internal target to whom
you want to transfer the interaction and then select Instant Chat Transfer. An invitation is sent to
the target to accept the chat transfer. If the target accepts the interaction transfer request, the
interaction window closes on your desktop and opens on the desktop of the transfer target (see the
Transferred Chat Interaction window displayed on the desktop to the transfer target figure).

Avril Mai - External - Interaction Workspace

| il Mai () (00:03:44)
Case Information -
Origin: Inbound chat

LoWLNGD = |

w turil Mai () Connected

[RRECREE T

i erg E
[&:12:38 PM] Avril Mai: Hello, [ nesd help with my on line purchass

[8:14:36 PM] Kate Lewisz [ am pleased to help you. What are you having trouble
with?

[8:15:02 PM] Awril Maiz My cradit card was rejected

[8:15:43 PFM] Kate Lewis: One moment, [ wall redirect you to acoounbing
[8:18:06 FM] Mew party "John Davis’ has joined the session

[8:20:08 PM] John Davis: I see that you are having trouble with your credit card
purchass

[8:21:04 FFM] Party 'Kate Lews' has left the session

T een fix that far you
Send
=r—]
| Disposition Code  Note |
| Trarsferred on 1/4/2011 8:17:53 PM by Kate -

Sana

Transferred Chat Interaction window displayed on the desktop to the transfer target

If the target does not accept the interaction transfer request, the Chat Interaction window remains
displayed on your desktop and an error is displayed both at the top of the window and in the
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Interaction Workspace My Messages interactive notification.

End

Lesson: Receiving a transferred chat

¢ To receive a transferred chat interaction from another agent.
Prerequisites

e You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e Your status is Ready for the chat media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).

Start

1. If another agent wants to transfer a chat interaction to you, they can choose between an instant
transfer and a transfer from a consultation. You are notified of the consultation request by the
Interaction Workspace Interaction Preview interactive notification (see the Interaction Preview
“interactive notification, informing you of a transfer request figure).

S} Avril Mai - Interaction Workspace

| Case Information =
Origin: [rbound chat

|l.'-l'r||'-'-:pun:hni=

Interaction Preview interactive notification, informing you of a
transfer request

Click Accept to accept the transfer or to consult first with the calling agent:

e If the calling agent initiated an instant transfer, the call is immediately transferred to you. Go to
Step 3 of the Lesson: Handling an inbound chat interaction.

* If the calling agent initiated a consultation transfer, the Interaction Workspace Chat Interaction
window is displayed. It shows your status as connected to the calling agent.
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Avril Mai - External - Interaction Workspace

| Avril Mai () (00:00:34)
Case Information .
| Origin: Inbound chat

Lo¥INGD - |

| sl Mai () Comnected

IE‘ '3' "‘_I'--||I' . L’?. |

[B:34:36 PM] New party ‘Al Mai has joined the session

[B:34:4D PM] syslem: agent will be wilth you shertly ...

[8:34:46 PM] system: agent will be with you shortly ...

[8:34:48 PM] Now party “Kate Lewis has joined the seeson

[B:34:58 PM] Kate Lewis: Hello

[8:35:41 PM] Awril Mai: Hello T need help with my on line purchase,
[B:36:33 PM) Kate Lewis: T will transler you to someane who can help,
[8:237:24 PM] Party 'Kate Lews' has l=ft the sesson

[B:37:24 PM] New party John Dais’ has jained the session

CASHOSTY =

i, .-;rd
.
| Disposition Code  Note |
i Tramsferred an 2/25/2011 §:37:17 PM by Kate -
i save

Chat Interaction window, displaying your status as connected to the chat
party

2. You are now the owner of the chat interaction. Refer to Step 3 of Lesson: Handling an inbound chat
interaction, for information about handling a chat interaction.

End

Starting a Chat Transfer to an Active Consultation

The following procedure demonstrates how to transfer a chat interaction to a party with whom you
are in a chat consultation; however, it is also possible to transfer from other types of consultations,
such as voice, by following the same steps that are presented in the procedure.

Lesson: Starting a chat transfer to an active consultation
¢ To transfer the chat to an internal target with whom you are currently engaged in an active consultation.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ You have an active interaction with a contact (see Lesson: Handling an inbound chat interaction).

Workspace Desktop Edition User's Guide 131



Handling Interactions Transfer A Chat Interaction

* You have an active consultation with an internal target (see Lesson: Starting a chat consultation).

Start

1. In the active Chat Interaction window, click Instant Chat Transfer to open the Team Communicator
(see the Team communicator displaying current consultation party as default for Instant Transfer
figure). The Team Communicator is displayed‘_ishowing a list of your active consultations.

- twrd Mai () Connected
W
[6::'

o @D -] (@

[6: —t— -

:J..r - Juhn Davis
i} conditiorally Raady

Team communicator displaying current consultation party as default
for Instant Transfer

2. Complete the transfer by clicking the Instant Chat Transfer button that is beside the name of the
target to whom you want to transfer the interaction. The interaction is transferred to the target. The
interaction window closes.

End
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Conference A Chat Interaction

In this lesson, you will learn how to transfer chat interactions. This lesson contains the following
sections:

» Starting a Chat Conference

¢ Starting a Chat Conference with an Active Consultation

Starting a Chat Conference

The Interaction Workspace Chat Interaction window enables you to instant-conference your current
chat interaction with an internal target. In an instant conference, the conference starts as soon as the
other party accepts the interaction. This section contains the following procedure:

¢ Lesson: Starting an instant chat conference

* Lesson: Receiving a chat conference

* Lesson: Starting a chat conference with an active consultation

Lesson: Starting an instant chat conference

Purpose:

¢ To find an internal target (such as an agent, Routing Point, or queue), and then start and complete a
chat conference with the internal target and the current contact.

Start

1. In the active Chat Interaction window, click the Instant Conference button to open the Team
Communicator (see the Finding an internal target for a chat conference in the active Chat Interaction
window figure).

| w furil Mai Q) Connected

-

5 o7 S
Bt | (£ ©) (o= ]
troubls with
10:01:52|| 17 o JOhnDed |ﬁ
;l{l:l:ll:li y @ Foady

7 Irstant Chat Corferance |

T Add bs Favarits

Finding an internal target for a chat conference in the active Chat
Interaction window

2. Click the Action Menu drop-down list that is displayed next to the name of the internal target with
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whom you want to conference, and then select Instant Chat Conference. When the internal target
accepts the interaction request, a Chat Interaction window opens on the desktop of the conference
target. The Chat Interaction window displays the entire transcript of the chat session between you and
the contact (see the Chat Interaction window on the desktop of your conference target displaying the
chat transcript and connection status figure).

- il Mai Q) Connected

w Kabe Lewiz Q) Connected

|@ [3' KE:I' :_%' .'|
I ll.l.l.IJJ.._l.l rl'lj FEOLT LW L Oill ool LY TSR LR ENOL ca T puud IlﬂTIIH UL
with?
[10:01:52 PH] Avril Mak: My oredit card was rajected
[1D:02:15 PM] Kale Lewis: One moment, T will have a lock
[10:03:48 PM] New party John Davis' has jined the session
[10:04:45 PM] John Davis: Hello, yes, T cen help
[10:05:09 FM] Avril Maiz Great! Thank you!
[10:05:27 PM] John Davis: My pleasure

Send

|, g

Chat Interaction window on the desktop of your conference target displaying the chat
transcript and connection status

The internal target is added to the chat session in your Chat Interaction window. You, the contact,
and the internal target can each see what is sent by the others (see the Chat Interaction window
displaying the chat transcript and connection status of your conference figure).

v il Mai Q) Connscted
w Xohn Cavis i) Connacted

- - "
W - |-
LA EL BT P | R LEWID. AR ITRA IS L W e O s,
[10:03:48 PM] New party "John Davis’ has joined the session
[1D:04:45 PM] John Davis: Hello, yes, T can help
[10:05:00 PHM] Avril Mai: Grast! Thank you!
[10:05:2F FHM] John Davis: My pleasuns B

Great, Jchn, thank you
Send

||

Chat Interaction window displaying the chat transcript and
connection status of your conference

If the conference target does not accept your request, the conference request
is released.

3. If you click the End button and the internal target agent is still connected, the session is transferred
automatically to the internal target agent. If you have completed your chat interaction and the internal
target agent has already disconnected from the conference, go to Step 8 of the Lesson: Handling an
inbound chat interaction.

End
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Lesson: Receiving a chat conference
Purpose:

¢ To receive and join a conference chat interaction with another agent and their active chat interaction
party.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e Your status is Ready for the chat media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).

Start

1. If another agent wants to chat conference with you and a contact about their current interaction, the
agent can start a chat conference. If the other agent is handling a chat interaction and initiates a chat
conference request, you are notified of the request by the Interaction Workspace Interaction Preview
interactive notification (see the Interaction Preview interactive notification, informing you of a
_conference request figure).
i) Avril Mai - Interaction Workspace

| Case Information =]
Origin: Inbound chat

|0r||'l'b=pudu-p=

Interaction Preview interactive notification, informing you of a
conference request

Click Accept to connect to the conference. The Chat Interaction window is displayed (see the Chat Interaction window, displaying
your status as Connected to the conferencing agent figure).
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Awnl Mai - External - Interaction Workspace

| Avril Mai ) (00:00:56)

Case Information -
Origin: Inbourd dhat

LIRS~ |

w fvid Mai Q) Connocted
w Kats Lawic (3} Connactad

SC N S

E:l:;??:f_l-:l: I’Hi N.::'.'..' party :'K-'Ir: Lewas' has ]-:',m{'d the :._'-r_-.'-n::n

[2:22:42 PM] Kabe Lewis: Hella

[2:23:00 PM] Avril Mai: HeBo, 1am having trouble with my on bne purchase,
[2:2-1!03 PH] Kabe Lewis: I can get our an line specializt to help you with your
purchasa,

[2:25:06 PM] New party John Davis’ has joined the session

L]

Hellg, kavw can 1 help youd

| Dispasition Code | mNote
Cenferenced on 3/15/2011 2:25:00 PM by Kake -

Chat Interaction window, displaying your status as Connected to the conferencing agent

2. The Interaction Workspace Chat Interaction window enables you to perform the following functions
while you are chatting with the conferencing agent and the contact:

* End the connection"This function ends your participation in the consultation call; you are not added
to the conference.

e Start a conference.

* Transfer the chat to a different internal target.

For information about how to use the functionality in the interaction window, see the Interaction
Workspace 8.1 Help. When you join the conference, all three parties will see any text that you enter
into the Chat Interaction window. Your status is Connected (see the Chat Interaction window, displaying
your status as Connected to the conferencing agent figure). When you are in a chat conference, you
can perform the following functions:

e Use the Conference Party Action Menu (adjacent to the Party Status--see the Conference Party
Action Menu figure) to do the following:

e Call--Start a voice call to the party.
¢ Start Instant Message Consultation--Start an IM consultation with the party.
* New E-mail--Terminate the connection to the party.

* Delete From Conference--Terminate the connection to the party.

For information about how to use the functionality in the interaction window, see the Interaction
Workspace 8.1 Help.

* End the chat--Terminates your connection to the conference. The conferencing agent remains
connected to the contact.
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» Set a Disposition Code for the chat.

w vl Ma () Connected
w KateLewis () Connected

J wy Call
" Skart Instant Message Consultation

e : fdalist to help you with your
ol New E-mail
Imﬁiun

?

“[2:27:25 PH] John Davis: I can help you with that

Conference Party Action Menu

al:

Remaining Connected After the Conferencing Agent Disconnects

If the conferencing agent releases the chat, the conferencing agent is disconnected, but you remain connected to the contact (see
the Voice Interaction window showing that the calling agent has left the conference, but you remain connected to the contact
figure). You can complete your interaction with the contact, transfer the contact, or start a new conference.

w nwril Mai () Connected

h‘] S S T '@v i

[2:23:00 PM] Avril Mai: Hella, 1 am hawving trouble with my on Ine purchase.
[2:24:03 PH] Kate Lewis: I can gt cur on line spedialist to help you with your
purchass,

[2:25:06 PM] MNew party John Davis’ has jomed the session

[2:25:01 PH] John Davis: Hella, how can I help you?

[2:27:05 PM] Awril Mai: My credit card was rejected.

[2:27:25 PM] John Davis:z | can help you with that.

[2:29:45 PM] Party Kate Lewis' has left the session

0
K

L
| =

[

Voice Interaction window showing that the calling agent has left the conference, but you

remain connected to the contact

w

. Click End the Chat to terminate your connection to the conference. The Interaction Workspace Chat

Interaction window is updated to display the status of the conference as Ended. If required by your
configuration, specify a disposition code that qualifies the outcome of the interaction by selecting an
outcome from the Disposition Code drop-down list or radio-button list in the Disposition Code view

(see Assigning Disposition Codes).
Click Done.
Close the Chat Interaction window.

. Complete your after-call work.

~ o v s

. Set your status to Ready.

End

Starting a Chat Conference with an Active Consultation

The following procedure demonstrates how to conference a chat interaction to a party with whom you
are in a chat consultation; however, it is also possible to conference from other types of
consultations, such as voice, by following the same steps that are presented in the procedure.
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Lesson: Starting a chat conference with an active consultation

Purpose:

¢ To conference the chat with an internal target with whom you are currently engaged in an active
consultation.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
* You have an active interaction with a contact (see Lesson: Handling an inbound chat interaction).

Start

1. In the active Chat Interaction window, click the Start Consultation button and then use the Team

Communicator (see the Finding an internal target for a chat consultation in the active Chat Interaction

window figure) to find the internal target with whom you want to start a consultation (see the Lesson:
Using the Team Communicator feature to find an internal target).

w awrdl Mai () Connectad

i g Dy f i I U |
[6:39:51 PM] systen Jahn X
[6:29:54 PM] Naw pa @
[G:40:1F PH] Kate L
[6:40:53 PH] Avril &
purchess,

[6:42:00 PM] Kate L

Jchn Cavis S1P [ =

Finding an internal target for a chat consultation in the active Chat
Interaction window

2. Click the Action menu drop-down list that is displayed next to the name of the internal target with
whom you want to consult, and then select Start Chat Consultation (see the Team Communicator

displaying a list of available consultation media figure). An interaction notification is displayed on the
desktop of your target.

w Al Mal Q) Connected ]

e SR

k.4
[6:39:54 PMH] New 2 |
[6:40:17 PM] Kate L b @
e B —
purchass,
[6:42:01 PM] Kate L

e
--------------------- = ‘ "‘- smmmuuagacmﬂuum
J (5 Stast Chat Consultation

grorizozossoitemioiiiemioiiioy 'fﬁ Add to Favarites
e itinn Coeds

Team Communicator displaying a list of available consultation media

The chat consultation interaction is added to your active chat interaction window (see the Chat Interaction window displaying an
active chat interaction and a chat consultation figure).
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| & H-i{nu:mm] |

Case Information Y N
Origin: Inbourd chat _%
w fvid Mai Q) Connected
SR S
[6:39:51 PM] system: agent will be with you shortly .. -
[6:39:54 PM] Mew party 'Kats Lewis' has joined the ssssion
[6:40:17 PM] Kabe Lewis: Hala! =
[Gr40:53 PH] Avril Mai: Hellaw, | need help with my on bne |7
purchass,
[G:42:00 PH] Kabe Lewis: Yes, [ can hefp youl -
Send
]
]
Sawe

| w John Cavis Q) Connected

=

[6:43:01 PM] New party John Davis’ has joined the session
[6:43:48 PM] Kate Lewis: Hello John, can you assist my
contact?

[6:44:08 PM] John Davix: Yes, pleass <tard b conferance,

Chat Interaction window displaying an active chat interaction and a
chat consultation

3. To transition your active chat consultation to a chat conference, click the Instant Chat Conference
button on the main interaction toolbar (see the Team Communicator displaying the list of active
consultations figure). The Team Communicator opens and displays your active consultations (see the
Team Communicator displaying the list of acE__i!ve consultations figure).

w nvrd Ma () Conrected
e T

[G:3m51 P

J5]
[6:39:54 P
[6:40:17 P ["‘9“ -
[6:40:53 P| Active Consultations
purchasa, |©
[6:42:01 P R - Tahn Cavis é%l
@ Corditiona®y Raady

Team Communicator displaying the list of active consultations

4. Click the Instant Chat Conference button in the Action menu that is next to the name of the consult
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party with whom you want to conference with your chat interaction (see the Team Communicator

IH'FIAHIME (g} Connectad

displaying the Instant Chat Conference optioa_ﬁgure).

[G:39:51 P T3pe mame or mamber 2

[G:39:54 P
[6:40:17 P
[6:40:53 P
purchass,

[Bra2:01 P . Jzhn Cavis | (&)
| T {0 Corditionaly Ready &!
“||f) Instant Chat Conference
- Send
U Add o Favontes v

Team Communicator displaying the Instant Chat Conference option

An invitation to join the chat is sent to your conference target. If the target accepts the invitation, the consultation chat ends (see
the Status of the chat consultation interaction after the consultation party has been conferenced to a chat interaction figure) and
the target is conferenced with you and your contact (seethe Status of the chat consultation interaction after the consultation

party has been conferenced to a chat interaction figure).

| Disposition Code | Mote | _
Conferenced on 3/14/2011 &:45:03 PM by Kake - ¥

Sane

Consultation; John Davis 9 (00:02-37) B

| ~ Jahn Davis o) Ended

bl

| [6:43:01 PM] New party John Davis’ has joired the session
| [6:43:48 PM] Kate Lewis: Hello John, can you assist my

| conact?

[6:44:08 PM] John Davis: Yes, please stat a confefence,
[6:45:03 PM ] Party "1ohn Davis' has l=f the secgon

Status of the chat consultation interaction after the consultation
party has been conferenced to a chat interaction
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v nrdMa Q) Cornectad
w John Davis (G Connected

W
[6:39:47 PM] Maw party 'Avril Mai' has jeired the seisn -
[6:39:51 PH] system: agent will be with you shortly ...
[6:39:54 PM] Neaw party 'Kate Lewis' has joined the sassion
[6:40:17 PH] Kate Lewis: Hella!

[6:40:53 PH] Awril Mai: Hellow, I need help with my on ne |5
purchass,

[6:42:01 PH] Kate Lewiss Yes, [ aan help youl

[6:45:03 PH] Mew party John Davis' has joined the seesion
[6:46: 11 PM] John Davis: Hello, how can [ help wou?

S
|— — |
Conferenced on 3/14/2011 6:45:03 PM by Kaks -
Sae

SASHOSTY -

The Chat Interaction window displaying an active chat interaction

with a conferenced party that was transitioned from a chat
consultation.

5. Complete your chat conference (see Lesson: Starting an instant chat conference).

End

Workspace Desktop Edition User's Guide

141



Handling Interactions Handle An E-Mail Interaction

Handle An E-Mall Interaction

In this lesson, you will learn how to handle inbound e-mail interactions and launch outbound e-mail
interactions. This lesson contains the following sections:

* Receiving and Handling an Inbound E-Mail Interaction

¢ Creating and Handling a New or Reply E-Mail Interaction

* Transferring or Forwarding an E-Mail Interaction

¢ Resending a Previously Sent E-mail Interaction

¢ Spelling Check

* Printing and Print Preview

¢ E-Mail Quality Assurance (QA) Review

Receiving and Handling an Inbound E-Mail Interaction

If you are the selected internal target for an inbound e-mail interaction, you receive a notice on your
workstation desktop. You can decide to accept or reject the interaction. If you accept it, the
Interaction window is displayed. The E-Mail Interaction window contains information about the
interaction and the controls that you need to complete the interaction.

Note: You might be configured to have your
outbound e-mail interactions sent to your team
lead or supervisor for a Quality Assurance (QA)
review prior to sending the e-mail interaction to
your contact. Refer to E-Mail Quality Assurance
(QA) Review.

Lesson: Handling an inbound e-mail interaction=

e To handle an inbound e-mail interaction properly.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e Your status is Ready for the e-mail-media channel (see Lesson: Going Ready in the Interaction
Workspace Main window).

* You are the internal target for the inbound interaction.
Start

1. A preview of the inbound interaction is displayed on your workstation desktop in an interactive-
notification view (see the E-Mail Interaction interactive notification figure).

Workspace Desktop Edition User's Guide 142



Handling Interactions Handle An E-Mail Interaction

@ Avril Mai - Interaction Workspace

[ Case Information [
Origin: Inbound email |

|Hew account information |
E-Mail Interaction interactive notification

The Interaction Preview contains a summary of information that pertains to the interaction, including
contact information and interaction type. The Interaction Preview might also contain Case Information,
which is part of the case data about the interaction.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
followings steps:

e Click Accept to display the interaction.
* Click Reject to return the interaction to the queue.

* Do nothing. The interaction will time out and be redirected.

3. If you accept the interaction, the inbound E-Mail Interaction window is displayed (see the Inbound E-Mail
Interaction window figure). The Inbound E-Mail Interaction window provides the following functionality:

* Reply or Reply All to the sender of the e-mail message and other recipients. See Lesson: Replying
to a inbound e-mail interaction.

e Save the e-mail in the In Progress workbin and close the E-Mail Interaction window. See Managing
Contact History.

* Transfer the e-mail message to another internal target or forward it to an external resource. See
Transferring or Forwarding an E-Mail Interaction.

* Select Mark Done for the current interaction, save the e-mail message in the contact history and
close the E-Mail Interaction window; the processing of the corresponding e-mail thread with the
contact is complete.

* Consult with an internal target or with a contact. See Starting a Voice Conference or Lesson:
Initiating an Instant Messaging session.

» Set a disposition code. See Assigning Disposition Codes.
* Use the Notepad to attach a note to the interaction history. See Managing Contact History.

* View and edit Case Information for the current interaction. Link to a web-page from a hyperlink in
the Case Information view. The case information might contain a hyperlink to enable you to view a
web-page that is related to the interaction, such as customer records. Click the hyperlink in the
Case Information view to open a new browser window and view the link. Place your mouse pointer
over the hyperlink to preview the web page from the Case Information view. The hyperlink might be
a URL or highlighted anchor text.

e Call the sender by clicking the Action menu that is displayed next to the contact name. See Making
a Voice Call

* View and manage contact history. See Managing Contact History

* View and manage contact information. See Lesson: Finding and viewing an interaction in the contact
database

* View the Standard Response Library if you decide to call the sender instead of replying to the e-mail.
See Inserting a Standard Response into an E-Mail Interaction.

Workspace Desktop Edition User's Guide 143



Handling Interactions Handle An E-Mail Interaction

e Print the e-mail message. See Printing and Print Preview.

Avril Mai - External - Interaction Workspace

| #vril Mai ) (00:01:03)

Case Information -
| Ongin: Inbaund email

LT = |

w pund Mal () Inbound

b Ty |

New account information
Frome A_Maidmal.dom 1125/2010 #:1E PM
To:  web@merdey

Fleass sznd me information about opening 2 e account,

Tk

Dispasition Code | Note |

Inbound E-Mail Interaction window

If there are interactions in progress for the current contact, the number of interactions is displayed
beside the connection status of the interaction (see the Dynamic Contact History Matrix displaying the
number and type of interactions in progress figure). Place your mouse pointer over the icon to display
the number_?nd type of interaction(s) in progress (except voice interactions) for the current contact.

Q)

41 Interactions In Progress:
(] email (40) .
3 chat(1)
[ BIE
Dynamic Contact History Matrix displaying

the number and type of interactions in
progress

You might be configured to be notified if there are recent interactions for the current contact; if so, the number of recent
interactions is displayed beside the connection status of the interaction (see the Recent interactions matrix displaying the list of
interactions with the current contact within the last day figure). Place your mouse pointer over the icon to display the number
and type of recent interactions for the current contact. If you click the icon, the Contact view is opened and the History tab is
displayed. Your system administrator defines the contents as interactions during the last-specified number of days.

L

2 Recent Interactions in last day:

] 1/17/2014 2:29:00 PM
R] 1/17/2014 1:44:10 PM

—
Recent interactions matrix displaying the list
of interactions with the current contact within
the last day
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End

Creating and Handling a New or Reply E-Mail Interaction

You can create new e-mail interactions in two ways by replying to an inbound e-mail interaction (see
Lesson: Handling an inbound e-mail interaction) and by using the Team Communicator (see Lesson:
Using the Team Communicator feature to find a contact) or Contact Directory (see Lesson: Finding
and viewing your interactions in the contact database) to find a contact and select the contact as the
target of a new outbound e-mail interaction.

Lesson: Replying to a inbound e-mail interaction=

e To send a reply to e-mail interactions that have been directed to you.
Prerequisites

e You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
¢ You have accepted the inbound or transferred e-mail interaction.

* You have clicked Reply or Reply All in the inbound E-Mail Interaction window (see Lesson: Receiving
and Handling an Inbound E-Mail Interaction).

Start

1. If you clicked Reply or Reply All in the inbound E-Mail Interaction window, the outbound E-Mail
Interaction window is displayed (see the Outbound E-Mail Interaction window, displaying text content
type figure).

You might be configured to have signatures
inserted automatically into new or reply e-mail
interactions based on the sender that you select.
The signature will be placed automatically below
the text insertion point and above any text that
is quoted from the e-mail message to which you
are replying.

You might be configured to have the contents of the original
e-mail included in the body of the reply e-mail.

The outbound E-Mail Interaction window provides the following functionality:

* Send--Sends your response to the sender and other recipients, and saves a copy in the Contact
History. The corresponding inbound interaction is marked done automatically.

* Send Interim--Sends your response, closes the outbound E-Mail Interaction window. The inbound e-
mail interaction is reopened in the same window. You can create a second reply e-mail message, or
you can consult about the reply with another party. If you close the inbound E-Mail Window, you can
re-open it from the In-Progress workbin (see Using Workbins to Access Stored Interactions).

* Save--Store what you have written so far.

e Save in Draft Workbin--Store what you have written in the Draft workbin (see Using Workbins to
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Access Stored Interactions) and close the outbound E-Mail Interaction window.

e Add Attachments--Open an Explorer window and navigate to a file that is to be sent with the

outbound e-mail.

* Delete--Discard the outbound reply without saving a copy in the Contact History or the In-Progress
workbin. The inbound E-Mail Interaction window is displayed again on your desktop. The interaction

is not marked done.

e Consultation (Voice/IM)--Launches a consultation session with another party. Use the Team
Communicator to start a voice or IM session with another party (see Starting a Voice Conference or
Lesson: Initiating an Instant Messaging session). The consultation interaction is displayed at the
bottom of the outbound E-Mail Interaction window.

* Print the e-mail message. See Printing and Print Preview.

Avnl Mai - External - Interaction Workspace

| il Mai &) (00:00:38)

Case Information -
Origin: Outbound emadl

w 2l Mai (5} Outbound

RS

From: | “Web Contast Center” <web@merdevs -]
Tow. | A_Mai@mail.dam; AddCc

Subjeck: Ra: New sccourt information

| Text = MsthniLedS* g

O 12/29{2010 1:0% PM, Ayril Mai wrata:
» Pleasa send me information about opening a new account.,

SATHOISTE -

Outbound E-Mail Interaction window, displaying text content type

2. You can edit any of the outbound e-mail parameters before you send the e-mail.

¢ To change the name of the sender, click the From drop-down menu and select an alternate sender.

¢ To change the target of the outbound e-mail, click the To button.

The Contact Search dialog box is displayed (see the Contact Search dialog box figure).
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Contact Search dialog box

i. Enter the name, phone number, or e-mail address of a target and then click the magnifying glass.

i. Select the target in the results table. For more information about contact search, see Lesson: Finding
and viewing your interactions in the contact database.

iii. Click To, Cc, or Bcc to specify that the target is the primary recipient, a copied recipient, or a blind
copied recipient.

iv. When you have finished adding recipients, click OK. Click Cancel to return to the outbound E-Mail
Interaction window without changing the recipient(s).

¢ You can also add carbon copy (Cc) and blind copy (Bcc) recipients by clicking the Add Cc drop-down
menu and selecting Add Cc or Add Bcc respectively.
A new Cc or Bcc field is added in the recipient area. Click in the text field to open the Team
Communicator and select a recipient, or click Cc or Bcc to open the Contact Search dialog box (see
the Contact Search dialog box figure). You can remove Cc and Bcc fields by clicking the X that is
displayed next to the field.
You can edit the To, Cc, and Bcc fields by typing directly into the fields. The Team Communicator is
displayed to enable you to select a recipient from the contact database.

¢ You can edit the default subject of the e-mail. By default, the subject of the inbound e-mail is used.

* You can add content to the e-mail in three ways:

. e Enter your text at the insertion point.
¢ Paste text into the text field from another document.

¢ Insert a standard response (see Lesson: Using The Standard Response Library).

* You can check the spelling of the content of your reply by using the Spelling Check functionality (see Lesson:
Using Spelling Check to find potentially misspelled words in an outbound e-mail message).

e You can choose to send your reply as plain text or as HTML-formatted text. To change between plain text
and HTML, in the e-mail content area, select either Text or HTML in the format toolbar. If you switch from
HTML to text, all formatting"including paragraph alignment (left, right, centered, indented, numbered, and
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bulleted), fonts, faces (bold, italic, and underlined), font size, and font color--is lost.

e |If you are using HTML formatting, you can specify the following parameters:

* Font--Select one of your installed fonts from the Font drop-down list.
* Font size--Select the point size of your text. Available font size depends on the font that is selected.

* Face--Click the Bold, Italic, and Underlined buttons to select and un-select any combination of these
faces.

* Color--Click the color box to open the color picker, and select a color.

* Paragraph type--Click the numbered or bulleted button to change paragraphs to a numbered list or a
bulleted list, respectively. Click the button again to revert to standard paragraphs.

* Paragraph alignment--Click the paragraph alignment buttons to align paragraphs left, right, centered, or
justified.
Formatting is applied to either selected text, or any text that you enter or paste at the insertion point after
you have set formatting parameters.

¢ You can call (see Making a Voice Call) or send a new e-mail (see Lesson: Creating and sending a new e-mail

interaction to a contact) to the sender by clicking the Action menu drop-down list that is displayed next to
the contact name.

e You can set a disposition code. See Assigning Disposition Codes.
* You can use the Notepad to attach a note to the interaction history. See Managing Contact History.

¢ When you have completed composing, formatting (optional), and checking the spelling of your response,
click the Send drop-down menu and select Send or Send Interim to send the reply e-mail message to the
recipient(s).

End

Lesson: Creating and sending a new e-mail interaction to a contact=

» To create a new e-mail interaction and send it to a selected recipient or recipients.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e Your role enables you to send new e-mail.

Start

1. There are multiple ways to create a new e-mail interaction:

e From the Team Communicator, find a contact (see Lesson: Using the Team Communicator feature to
find a contact), and select New E-Mail from the Action menu.

e From an open interaction (voice, e-mail, chat, or workitem), select New E-Mail from the Action
menu drop-down list that is displayed next to the contact name (see the New E-Mail option in the
Action menu drop-down list that is displayed next to an active contact name figure).
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Comvultation: John Davis ™ (00:03-05)
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New E-Mail option in the Action menu drop-down
list that is displayed next to an active contact
name

* From the Contact Directory, find a contact, and select New E-Mail from the E-Mail Action menu or
from the More Actions menu.
A new E-Mail Interaction window is displayed on your desktop (see the New E-Mail Interaction
window figure). The name of the contact is specified in the To field, and your default sender address
that is displayed in the From drop-down list.

Note: You might be configured to have signatures
inserted automatically into new or reply e-mail
interactions based on the sender that you select.
The signature will be placed automatically below
the text insertion point and above any text that
is quoted from the e-mail message to which you
are replying.

The new E-Mail Interaction window has the same functionality as the reply E-Mail Interaction window (see Lesson: Replying to a
inbound e-mail interaction), except that the Notepad tab is not available.

Avnl Mai - External - Interaction Workspace _ O X
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Procedure: Replying to a inbound e-mail interaction

2. When you have completed composing, formatting (optional), and checking the spelling (see Lesson:

Workspace Desktop Edition User's Guide 149



Handling Interactions Handle An E-Mail Interaction

Using Spelling Check to find potentially misspelled words in an outbound e-mail message) of your new
e-mail, click the Send button to send the new e-mail to the recipient(s).

End

Transferring or Forwarding an E-Mail Interaction

The Interaction Workspace E-Mail Interaction window enables you to transfer or forward your current
e-mail message interaction to another party. In this section, you will learn how to use the Team
Communicator feature to transfer an e-mail interaction to an internal target or to a contact or to
forward an e-mail to an external resource that is configured in your corporate directory. The Team
Communicator enables you to find an internal target or a contact, send an Instant Message (IM) to an
internal target, call a contact or an internal target, initiate a conference, or transfer a call. This
section contains the following procedures:

e Lesson: Initiating an e-mail transfer

* Lesson: Initiating an e-mail forward to an external resource

Lesson: Initiating an e-mail transfer=

¢ To find an internal target (such as an agent, Routing Point, or queue) and then transfer the e-mail
message to the target.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have an active interaction with a contact (see Receiving and Handling an Inbound E-Mail
Interaction).

Start

1. To transfer the e-mail message, in the active E-Mail Interaction window, click Transfer to open the
Team Communicator (see the Finding an internal target for an e-mail transfer in the active E-Mail
Interaction window figure) to find the internal target to whom you want to transfer the current
interaction (see Lesson: Using the Team Communicator feature to find an internal target).

Workspace Desktop Edition User's Guide 150



Handling Interactions Handle An E-Mail Interaction

Avnl Mai - External - Interaction Workspace

| Avril Mai () (00:00:54)
Case Information
Origin: Inbound =mail

LWINGD = |

w Avrd Madl alnhu-.nd

o GO &-

New acco 1900 "

T (2] [*] (@] (s yees - 11/2%{2010 £:54 PM

Please sen &~ Johm Davis

............. @recy L'f.|
E-meil Transfzr -
@ il Tr: 'L-f ;
v Add k2 Faveeites I‘J %
| Disposil |‘:‘-"|

| Y w Johm Carr
Finding an internal target for an e-mail transfer in the active E-Mail Interaction window

2. Click the Action Menu drop-down list that is displayed next to the name of the internal target to whom

you want to transfer the interaction, and then select E-Mail Transfer. An invitation is sent to the
target to accept the e-mail transfer. If the target accepts the interaction transfer request, the
interaction window closes on your desktop and opens on the desktop of the transfer target. If the target
does not accept the interaction transfer request, the E-Mail Interaction window remains displayed on
your desktop and an error is displayed both at the top of the window (see the Interaction Workspace E-
Mail Interaction window displaying a message that the transfer target rejected the transfer request
figure) and in the Interaction Workspace My Messages interactive notification.

| il Mai () (00:00:23)

& Error (1002): The karget rejected < b
Caxe Information "~ g
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Interaction Workspace E-Mail Interaction window displaying a message that the transfer target rejected
the transfer request

End

Lesson: Initiating an e-mail forward to an external resource

¢ To find an external resource, and then forward the e-mail message to the target.

Prerequisites

e You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ You have an active interaction with a contact (see Receiving and Handling an Inbound E-Mail
Interaction).
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Note: Depending on how the Forward to External
Resource Business Process is designed by your
administrator, the Notes tab might be used to
contain instructions to generate the e-mail
interaction that is sent to the external resource.

Start

1. To forward the e-mail message to an external resource, click Forward the email to External
Resource on the active inbound e-mail window toolbar to open the Team Communicator.

i

2. Enter the valid e-mail address or find a contact to which the e-mail message is to be forwarded.

3. Click the Action Menu drop-down list that is displayed next to the name of the external resource to
whom you want to forward the interaction, and then select E-Mail Forward to External Resource.
The interaction window closes on your desktop and the e-mail message is forwarded to the in-box of
the external resource.

End

Resending a Previously Sent E-mail Interaction

You can use the Contact History view (refer to Managing Contact History) to resend a previously sent
outbound e-mail to the original contact to follow-up with the contact about the interaction. The status
of the outbound interaction must be Done. You can edit the contents of the e-mail interaction before
you send it.

Lesson: Resending a previously sent e-mail interaction=

* To resend an e-mail interaction that has been marked Done to the same recipient.

Prerequisites

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e There is an outbound e-mail interaction in the Contact History that has already been sent to the contact
and is now marked as Done. The e-mail interaction might be a new outbound e-mail interaction, or it
might be a reply e-mail interaction.

Start

1. In the Main Window or Gadget, or in the Contact Directory of an active interaction window, open the
Contact History (refer to Lesson: Finding and viewing an interaction in the contact database).

2. Find the e-mail interaction that you want to resend and select it.
3. Click Resend.

A

e

The E-mail Interaction window is displayed. The message text of the original outbound e-mail
interaction and any attachments are copied to the new interaction. The To, From, and CC fields are
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copied from the original outbound e-mail interaction.

4. Add the new message text (your follow-up message) in the e-mail text field. You can add content to the
e-mail in three ways:

* Enter your text at the insertion point.
e Paste text into the text field from another document.

* Insert a standard response (see Lesson: Using The Standard Response Library).
Refer to Lesson: Replying to a inbound e-mail interaction and Lesson: Creating and sending a new e-
mail interaction to a contact for information about the options that are available in the outbound E-
mail Interaction window.

5. You can check the spelling of the content of your follow-up message by using the Spelling Check
functionality (see Lesson: Using Spelling Check to find potentially misspelled words in an outbound e-
mail message).

6. When you have completed composing, formatting (optional), and checking the spelling of your e-mail
interaction, click the Send button to send the e-mail interaction to the recipient(s).

End

Spelling Check

You might be enabled to use the Spelling Check functionality. The outbound E-Mail Interaction window
has automatic spelling-check capabilities that enable you to correct misspelled words or add words to
your personal dictionary.

Lesson: Using Spelling Check to find potentially misspelled words in an outbound
e-mail message

¢ To verify the spelling of the content of an outbound e-mail message.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have an active e-mail interaction (see Receiving and Handling an Inbound E-Mail Interaction or
Creating and Handling a New or Reply E-Mail Interaction).

Start

1. Begin entering text in the composition area of a new (Lesson: Creating and sending a new e-mail
interaction to a contact) or a reply (Lesson: Replying to a inbound e-mail interaction) outbound e-mail
message. You can enter text by typing at the insertion point, pasting content from another document,
or inserting a standard response (Lesson: Using The Standard Response Library).

2. The Spelling Check functionality is controlled by the Spell Check toolbar (you might have to expand the
E-Mail Interaction window to see the toolbar).

English (United 59
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e Click the Spell Check button to turn Spelling Check functionality on and off.

* From the Language drop-down list, select the spelling dictionary (language) that you want to use.

3. When the Spelling Check functionality is on, words in the text composition area that are not in the

4.

specified dictionary are underlined by a wavy, red line. The mail composition area displaying a
misspelled word that is underlined in red figure shows an e-mail message that contains two words that
are not in the English (United States) dictionary. The first is the name of the contact and the
second is the word order, which is misspelled as ordder.

From: ["Contact Canter” <main@mer.dev> v
A_Msigraildam: v

Subjectz You ardar has shippad

Ted = [5]Engish (unted 5 -
Diezr Awril Mai,
This e-mail is to infoem you that your ordder has shipped today)

E-mail composition area displaying a misspelled word that is underlined in red
You can correct the spelling by using one of two methods:
* Edit the word(s) manually.

» Right-click the word to display the Spelling Check menu.

5. If you right-clicked the misspelled word to display the Spelling Check menu, you can do one of the
following:
* Select the correct spelling from the list of suggestion (bold text).
» Ignore--Select to ignore this instance of the word that is not in the specified language dictionary.
e Ignore All--Select to ignore all instances of the word that is not in the specified language
dictionary for this interaction only.
e Add to My Dictionary--Select to add the spelling to your personal dictionary (not your corporate
dictionary).
* Spell Checking--Select to turn the Spelling Check functionality off or on.
* Languages--Select to open the list of available language dictionaries. You can select a different
language dictionary.
End

Printing and Print Preview

You can use the Print Preview window to specify the format of e-mail interactions before you print
them.
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Lesson: Formatting and printing e-mail interactions

e To preview, format, and print an e-mail interaction.
Start

1. From an active E-Mail Interaction window, click Print. The Print Preview window is displayed.

2. The Print Preview window contains controls for designing your print layout, and it contains the Print
Layout view. You can preview your printout in the Print Layout view. The Print Layout view contains the
following controls:

* Zoom in/out--Change the magnification of the view to see more or less detail.
* View at 100%--View the layout at the full printed page size.

* Fit the page into the view by page width--Make the view fit the of the layout fit the width of the
window.

* Fit the whole page into the view--Make the entire page fit the window.

* View pages as front and back pairs side-by-side--For two-sided printing, view front and back pages
side-by-side.

You can change these view settings at any time while you have the Print Preview window displayed.

3. From the Destination drop-down list, select a destination printer from the list of available printers on
your network.

4. Specify which pages to print:
e Al1--Click A1l to print the entire e-mail interaction.
* Page Range--Enter one or both of the following in the Page Range text field:
¢ A range of page numbers, for example: 2-6
¢ Individual page numbers that are separated by commas., for example: 1,3, 4.
5. Specify the number of copies to print in the Copies field.
6. Specify a Portrait or Landscape layout.
7. Specify the page margins:

e Select Uniform Margins to make all the margins match the value that you specify for the top
margin.

» To specify different margins for the top, left, right, and bottom margins, de-select Uniform Margins.
Margin units are determined by your local settings.

8. Select Add Page Numbers to add page numbers to the printout.
9. Print the e-mail interaction by applying the layout that you specify:
* Click Print to print the specified layout.

e Click Cancel to close the Print Preview window.

Otherwise, click Print using the System Print dialog box to open the System Print dialog box.

End
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E-Mail Quality Assurance (QA) Review

You might be configured to have your outbound e-mail interactions sent to your team lead or
supervisor for a QA review prior to sending the e-mail interaction to your contact (refer to Receiving
QA Feedback), or you might be configured to be a QA reviewer (refer to the Lesson: QA Review of E-
Mail Interactions).

Receiving QA Feedback

Your QA reviewer might return the e-mail interaction to you to be updated, or the reviewer might
accept the e-mail and allow it to be sent. The review process might require more than one iteration.
E-mail interactions that are sent for review might be directed to the reviewer or it might be stored in
a workbin that is specifically for reviews. The reviewed e-mail interaction might be returned to you
directly or it might be stored in a workbin that is specifically for e-mail interactions that are to be
updated or reworked. The status of the review is displayed in the Case Information view for the
interaction so that you know whether you have to update the e-mail interaction content or not. If the
status is Rejected (or some other disposition that is defined by your system administrator), then the
e-mail interaction was not sent to the contact. The reviewer might update the content of the e-mail or
the reviewer might add instructions for you in the Notepad view. After you have completed the
updates to the e-mail interaction, click Send to deliver the e-mail interaction back to the reviewer for
approval or rejection. Refer to Receiving and Handling an Inbound E-Mail Interaction, Creating and
Handling a New or Reply E-Mail Interaction, and the Interaction Workspace 8.1 Help for information
about using the E-Mail Interaction window.

Providing E-Mail QA Feedback

You might be configured to review outbound e-mail interactions created by agents that you

supervise, lead, or review, for Quality Assurance (QA) purposes. If you are a reviewer, outbound e-
mails are directed to you prior to being sent to a contact. As a reviewer, you might be configured to
receive e-mail interactions for review by an interaction preview or you might be configured to retrieve
outbound e-mail interactions from a workbin (refer to Lesson: Using Workbins).

Lesson: QA Review of E-Mail Interactions

e To review outbound e-mail interactions from an agent and provide feedback to the agent before sending
the e-mail interaction to the recipient.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e Your status is Ready for the e-mail-media channel (see Lesson: Going Ready in the Interaction
Workspace Main window).

* You are the internal target for the outbound interaction.
Start

1. When an e-mail interaction for review is directed to you, an interaction preview is displayed on your
desktop.
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* Click Accept to display the interaction

e Click Reject to return the interaction to the queue.
The Interaction Preview window displays the Case Information view:

e The Origin field specifies the sender of the interaction and indicates that it is for review.

e The QA Review Status field is editable. It contains attached data that specifies the status of the
review. When you first receive it, the status might be Unknown or For Review, depending on
how your administrator has configured your system. There might be other information about the
priority of the interaction or the business area to which it belongs.

2. If you accept the e-mail interaction for review, the Review E-mail Interaction window is displayed on
your desktop:

e The Case Information view is displayed in the Interaction window.
* The Origin field specifies the sender of the interaction and indicates that it is for review.

* The QA Review Status field is editable. It contains attached data that specifies the status of the
review.

e The Party Action menu displays the e-mail monitoring icon to indicate that the agent is under
review.

o

e The Interim Send button is not available for review e-mail interactions.

Review the interaction and provide feedback to the agent who originated the outbound e-mail
interaction.

Depending on the policy at your company, you might provide feedback by directly editing the content
of the e-mail interaction, or you might add notes for the agent in the Notepad view, or you might
discuss the content with the agent verbally.

3. Inthe Review E-mail Interaction window, you can do the following tasks:
* Update the Review Status in the Case Information view
» Edit the content of the e-mail interaction
e Set a disposition
* Add text to the Note tab

* Use other standard E-mail Interaction window functions (refer to Receiving and Handling an Inbound
E-Mail Interaction)

4. When your review is complete, set the status to one of the following states:
* Accepted--The e-mail interaction is sent to the contact when you click Send.

* Rejected--The e-mail interaction is sent back to the agent or to a workbin that contains reviewed
interactions when you click Send. The QA Review Status in the Case Information is updated to
Rejected.

* Unknown--The e-mail interaction is sent back to the review queue or to a review workbin when you
click Send.

5. Click Send.

End
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Handle An SMS Interaction

In this lesson, you will learn how to handle inbound Short Message Service (SMS) interactions and
how to check the spelling of your SMS messages before you send your message. This lesson contains
the following sections:

¢ Receiving and Handling an Inbound SMS Interaction

* Creating an Outbound SMS Interaction

¢ Spelling Check
SMS is a text-messaging component of voice and internet communication. SMS enables the exchange
of text messages between you and a contact through your computer. Typically, a contact will send
you SMS from a mobile device, a web interface, or an e-mail client. By definition, SMS are short
messages. Interaction Workspace supports 160 characters per message. If you attempt to send a
message that is longer than the character limit, additional messages, each up to 160 characters, will
be sent so as to accommodate your entire message. Interaction Workspace supports two SMS modes:

* Page--You receive a single inbound SMS to which you can send a response or handle in other ways.

¢ Session--You receive an inbound SMS that starts a chat session with a contact. SMS Session is non-real-
time two-way communication between you and your contact through your computer.

Receiving and Handling an Inbound SMS Interaction

If you are the selected internal target of an inbound SMS interaction, you receive a notice on your
workstation desktop. You can decide to accept or reject the interaction. If you accept it, the SMS
Interaction window is displayed. The SMS Interaction window contains information about the
interaction and the controls that you need to complete the interaction.

Lesson:

Handling an inbound SMS interaction

e To handle an inbound SMS interaction properly.
Prerequisites

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e Your status is Ready for the SMS-media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).

¢ You are the internal target of the inbound interaction.

Start
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1. A preview of the inbound interaction is displayed on your workstation desktop in an interactive-
“notification view (see the SMS Interaction interactive notification figure).
|{C) Bill Edwards - Interaction Workspace {
| Case Information -
| Origin: Inbound SM5 Page Maode

|I-lm: is my acoount number...
[sone].

SMS Interaction interactive notification

The Interaction Preview contains a summary of information that pertains to the interaction, including contact information and type
of interaction. The Interaction Preview might also contain Case Information, which is part of the case data about the interaction.
The Interaction Preview informs you of whether the SMS was sent in Page Mode or in Session Mode:

* In Page Mode, you can reply to the message, transfer it, contact an internal target or contact to
discuss it, or mark it as Done.

* In Session Mode, if you reply to the interaction, a chat session is started that uses the SMS channel
to exchange non-real-time messages.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
followings steps:

e Click Accept to display the interaction.
* Click Reject to return the interaction to the queue.
e Do nothing. The interaction will time out and be redirected.

3. If you accept the interaction, the inbound SMS Interaction window is displayed (see the SMS Page Mode
Interaction window figure).

Bill Edwards - External - Inferaction Workspace

| Bill Edwards (&} (00:01:02) |
Case Information [al 4 | Infarmation | Histary
Origin:  Inbsund SMS Page Mode % & &3 Reset

&l Edvards ) Connected General

Title (Nonz) (=
B = ﬁ Dane ? S Y . —

First Mams = Eill X
11 eszage exchanges with this contact in the past 24 hours JE—
thow messages Last Mama * Edwards X
[2:58:58 PM] Bill Edwards: Here is my aocount number... —— i)

Address Erler Aot

Iy
Characters Ramairing: 150 Phone Number
kpau, g +332081434 I{Hme} 'I b
i fckd Phone Numbar w
Send
E-mail Address
| Dispositions | Wote Erter Em... | (hone) =]
Add E-mail Address -
San'a

SMS Page Mode Interaction window
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The Inbound SMS Interaction window provides the following functionality:

Compose a message/response.

Check the spelling of your message/response (see Lesson: Using Spelling Check to find potentially
misspelled words in an SMS message).

Send a message/response.

Call or e-mail the contact if the relevant information is available in the contact database.
Transfer the interaction (see Step 7).

Mark the interaction as Done.

Set a disposition code for the interaction.

Add a note to the interaction.

View and edit Case Information for the current interaction.

Link to a web-page from a hyperlink in the Case Information view. The case information might
contain a hyperlink to enable you to view a web-page that is related to the interaction, such as
customer records. Click the hyperlink in the Case Information view to open a new browser window
and view the link. Place your mouse pointer over the hyperlink to preview the web page from the
Case Information view. The hyperlink might be a URL or highlighted anchor text.

View and manage contact history. See Managing Contact History.

View and manage contact information. See Lesson: Finding and viewing an interaction in the contact
database.

The message-transcript area of the SMS Interaction window contains color-coded, time-stamped
message lines from your company's system, as well as the messages that are sent by the contact
(see the SMS Page Mode Interaction window figure). If the interaction is in Session Mode, your
replies are also displayed. A different color is designated for each message type. The colors are
defined by your system administrator.

4. If there are interactions in progress for the current contact, the number of interactions is displayed
beside the connection status of the interaction (see the Dynamic Contact History Matrix, displaying the
number and type of interactions in progress figure). Place your mouse pointer over the icon to display
the number_?nd type of interaction(s) in progress (except voice interactions) for the current contact.

Q)

41 Interactions In Progress:

(7] email (40) c
[ chat(1)

# Il BIE

Dynamic Contact History Matrix, displaying
the number and type of interactions in
progress

You might be configured to be notified if there are recent interactions for the current contact; if so, the number of recent
interactions is displayed beside the connection status of the interaction (see the Recent interactions matrix displaying the list of
interactions with the current contact within the last day figure). Place your mouse pointer over the icon to display the number
and type of recent interactions for the current contact. If you click the icon, the Contact view is opened and the History tab is
displayed. Your system administrator defines the contents as interactions during the last-specified number of days.
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2 Recent Interactions in last day:

] 1/17/2014 2:23:00 PM
B] 1/17/2014 1:44:10 PM

™
Recent interactions matrix displaying the list
of interactions with the current contact within
the last day

5. To reply to your contact, enter a message in the message area, and then click Send. Your message is
displayed to the contact on the SMS device that the contact is using to communicate with you. If the
interaction is in Page Mode, after you click Send, the interaction window is closed and the interaction
is automatically marked as Done, unless you are configured to set a disposition code before you close
an interaction window (see Assigning Disposition Codes). Go to Step 8. If the interaction is in Session
Mode, your message is also added to the transcript area of the SMS Interaction window. After you click
Send, the SMS Interaction window is minimized. You can restore the window in two ways:

* By selecting the interaction from the Microsoft Windows taskbar

* By clicking it in the Interaction Bar at the bottom of the Main Window (refer to Lesson: Using The
Interaction Bar for information about using the Interaction Bar)

6. In SMS Session Mode, messages that are sent by your contact are displayed together with your
messages in the message-transcript area (see the SMS Interaction window Case Information, Contact
Action area, toolbar, and message area figure). While you are interacting with your contact, you can
use the following functionality in the SMS Interaction window:

* Use the Notepad to attach a note to the interaction history. See Managing Contact History.
* View and edit Case Information for the current interaction.
* View and manage contact history. See Managing Contact History

* View and manage contact information. See Lesson: Finding and viewing an interaction in the contact
database

* View the Standard Response Library if you decide to call the sender instead of replying to the e-mail.
See Inserting a Standard Response into an E-Mail Interaction.

* Call the sender by clicking the Action menu drop-down list that is displayed next to the contact
name (see the New E-Mail option in the Action menu drop-down list that is displayed next to an
active contact name figure).

SmsFrom +331298143456 ) (00:00:43) ]

Case Information -

| Origin: Inbound SMS Session Mode

| ~ Smsfrom +332203:43455 () Cormectad

3 messages wera exchanged with this customer In the past 24
hours

Sheow

[5:18:42 PM] SmsFrom +33208143456: .Chat, Here i my
acoount number: 0123455783

[5:19:04 PM] Kate Lewis: Thark you.

Characters Remaining: 0160

|
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SMS Interaction window Case Information, Contact Action area,
toolbar, and message area

7. If you want to transfer the interaction to another internal target or consult with another internal target
about the interaction, you can perform the following functions:

* Instant-transfer the SMS to another internal target. See Lesson: Starting an instant SMS transfer).
e Start a consultation with another party:
» Start an Instant Messaging consultation. See Lesson: Initiating an Instant Messaging session.

e Start a Voice consultation. See Starting a Voice Conference.

8. When you are finished interacting with your contact, click Done to stop the current SMS interaction.
* The transcript is saved in the contact history and the SMS Interaction window is closed.

* Set a disposition code. See Assigning Disposition Codes.

Warning: SMS sessions are configured to expire if
no messages are sent or received within a certain
interval that is defined by your administrator. Click
Done to close the SMS Interaction window after
time out occurs.

End

Creating an Outbound SMS Interaction

Interaction Workspace enables you to send an SMS to any device or system that is capable of
receiving an interaction in this format. You can use the Contact Action menu of the Contact
Directory or an active interaction to open the SMS Interaction window and create a new SMS
interaction (see the Contact Action menu in an active-interaction window figure).

= pvrl Msi (Q) Connected i) Ended
Fy Call #33298114456
7 New E-mail Campus (AMaigmail dam)
New E-mail kst {misil@maieam)

E“ Hew SM5+33258114456
| TE-a750 M1 Avrl Mair Ha

Contact Action menu in an active-
interaction window

[ [

Unlike inbound SMS interactions, outbound SMS interactions support only Page Mode interactions. In
Page Mode, you send a single outbound SMS to your contact.

Lesson:

Creating an outbound SMS interaction

* To create an outbound SMS interaction properly.
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Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

Start

1. From an active interaction, open the Contact Action menu (see the Contact Action menu in an active-

interaction window figure).

Avril Mai () (00:01:03) |

Case Information
Origin: Inbound email

w turil Mai {Z) Inbound

Sy Call $33258114456

' i) Mew SMS +332381144

To:  wabBEmcordev

Hella,

Contact Action menu in an active-

in

teraction window

Alternately, from the Contact Directory, find a contact (Lesson: Using the Team Communicator feature to find a contact), and then
open the Contact Action menu (see the Contact Action menu in the Contact Directory figure).

Al
g+ | gzgleete  Mare Achons =
= Avril Mai

¥4 Call +332981 14456

[B) Mew M5 +33298114456
[ Wew E-mal &_MalZmall.dom
7] Mew E-mal mall@maill.com

x %l

m 5 -
bt 15 ] -
Iy v
"y -
wy -

Lesson: Using the Team Communicator feature to find a contact

2. Select New SMS.

3. If you started a new SMS from an active interaction, the SMS view is displayed in the interaction window
that is displayed below the active interaction (see the An SMS interaction, blended into an active e-mail
interaction figure).
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o turil Msi (Z) Trbeund (G} Connectad Qo)

TP

Hew acoount information
From: &_MaiZmail.dom £/17/2011 8:55 PM
To:  wabBmerdes

Hella,

T e eangerend ebout seme brensactions n my last staternent, [ carnct
idzntify thern. What chould T da?

il Mai

From: | +#3320B143322 = | To: +33298114456

Characters Remaining: 125160

Please s2nd ma your socount number)

An SMS interaction, blended into an active e-mail interaction

If you started a new SMS from the Contact Directory, a new SMS Interaction window is displayed (see the New SMS Interaction
window figure).

| Avril Mai (& (00:00:43)
Case Informaticn [l
Origin: Outbaund SM5 Pags Made

LIANCD -

| w furil Mai ) Connected &)

From: |+3320B143322 = | To: +33298114456

Characters Remaining: 84/160

Hellz [ 2m reviswing your contect recards ard [have |
same gquestions far you.

N5 -

New SMS Interaction window

4. To send an SMS interaction (Page Mode), in the SMS text area, enter your message and then click Send.
The message is sent to your contact and the SMS view or SMS Interaction window is closed.

End

Spelling Check

You might be enabled to use the Spelling Check functionality. The SMS Interaction window has
automatic spelling-check capabilities that enable you to correct misspelled words or add words to
your personal dictionary.
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Lesson:

Using Spelling Check to find potentially misspelled words in an SMS message

e To verify the spelling of the content of an outbound SMS message.
Prerequisites

e You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ You have an active SMS interaction (see Receiving and Handling an Inbound SMS Interaction or Creating
an Outbound SMS Interaction).

Start

1. Begin to enter text in the message area of an SMS Interaction window (see Lesson: Handling an inbound
SMS interaction or Lesson: Creating an outbound SMS interaction). You can enter text by typing at the
insertion point, pasting content from another document, or inserting a standard response (Lesson:
Using The Standard Response Library).

2. When Spelling Check is on, words in the message area that are not in the specified dictionary are
underlined by a red, wavy line. The Chat message composition area, displaying a misspelled word that
is underlined in red figure shows a chat message that contains a word that is not in the English
(United States) dictionary (the default dictionary for this user). The behavior of Spelling Check is the
same in all windows. The misspelled word is happening, which is misspelled as happppening.

[9:11:42 PM] Mew parby “furil Mai' has joined the ssesien

[9:11:44 PM] system: sgent will be with you shartly ...

[9:11:48 PM] New party Kafe Lewss' has joned the sassion

[9:12:04 FM] Kate Lewis: Hello!

[9:12:32 PM] Avril Mai: Hello, I am having trouble making an on line purchase

Chat message composition area, displaying a misspelled word that is underlined in red
3. You can correct the spelling by using one of two methods:
e Edit the word(s) manually.

» Right-click the word to display the Spelling Check menu.
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Oy, what is hep ning?

happening

happenstance
....................................... appertaining

: appending

unhappiness

Ignore
Ignore Al
Add b3 My Dictianary

Cust QX
Cogry Carl+C
Pacie Cirl+v
Selert All Cirl+4

¥ | Spell Cheding
Lenguages ¥

Chat Interaction window Spelling Check menu

4. If you right-clicked the misspelled word to display the Spelling Check menu, you can do one of the
following:

End

Select the correct spelling from the list of suggestion (bold text).
Ignore--Select to ignore this instance of the word that is not in the specified language dictionary.

Ignore All--Select to ignore all instances of the word that is not in the specified language
dictionary for this interaction only.

Add to My Dictionary--Select to add the spelling to your personal dictionary (not your corporate
dictionary).

Spell Checking--Select to turn the Spelling Check functionality off or on.

Languages--Select to open the list of available language dictionaries. You can select a different
language dictionary.
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Transfer An SMS Interaction

In this lesson, you will learn how to transfer SMS interactions to an internal target. This lesson
contains the following section:

* Transferring an SMS Interaction

Transferring an SMS Interaction

The Interaction Workspace SMS Interaction window enables you to transfer your current SMS
interaction to another party. In this section, you will learn how to use the Team Communicator feature
to transfer an SMS interaction to an internal target. This section contains the following procedures:

* Lesson: Starting an instant SMS transfer

¢ Lesson: Receiving a transferred SMS

Lesson:

Starting an instant SMS transfer

e To find an internal target (such as an agent, Routing Point, or queue), and transfer the SMS to the
internal target.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have an active interaction with a contact (see Lesson: Handling an inbound SMS interaction).
Start

1. In the active SMS Interaction window, click Transfer to open the Team Communicator (see the Finding
an internal target of an SMS transfer in the active SMS Interaction window figure) to find the internal
target to whom you want to transfer the current interaction (see the Lesson: Using the Team
Communicator feature to find an internal target).
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2.

Bill Edwards ) (00:00:44)

Origin: Irbound M3 Pags Mods

Case Information al

~ il Edwards {5 Conneched

L Add to Favorites 1 o

Finding an internal target of an SMS transfer in the active SMS

Interaction window

SAHOLSTE

Click the Action Menu drop-down list that is displayed next to the name of the internal target to whom
you want to transfer the interaction and then select SMS Transfer. An invitation is sent to the target to
accept the SMS transfer. If the target accepts the interaction-transfer request, the interaction window
closes on your desktop and opens on the desktop of the transfer target (see the Transferred SMS
Interaction window displayed on the desktop of the transfer target figure).

Bill Edwards - External - Interaction Work.... _ 0O X

|  Bill Edwards ) (00:00:18)
Case Information -

Origin: Inbourd SMS Page Mads

w Bl Edwards ) Connected

ﬂ @m ?' v

B messages were exchanged with thes contact in the past 24 hows

Shiow Mess3g25
[9:09:30 PM] Bill Edwards: Hare iz my account number:
012345676

Characters Ramaining: 0160

| pispositions | Note

Trangferred on 61772011 9:0%:2% PM by Kate -

San'a

LR * |

L d

S3MOISTY

Transferred SMS Interaction window displayed on the desktop of the

transfer target

If the target does not accept the interaction-transfer request, the SMS
Interaction window remains displayed on your desktop and an error is
displayed both at the top of the window and in the Interaction Workspace My
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Messages interactive notification.

End

Lesson:

Receiving a transferred SMS

e To receive a transferred SMS interaction from another agent.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e Your status is Ready for the SMS media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).

Start

1. If another agent wants to transfer an SMS interaction to you, you are notified of the consultation request
by the Interaction Workspace Interaction Preview interactive notification (see the Interaction Preview
interactive notification, informing you of a transfer request figure).

&) Bill Edwards - Interaction Workspace
Case Information -

Origin: Inbound SMS Pags Mods

Here s my aocoount nuwme..

Interaction Preview interactive notification, informing you of a
transfer request

Click Accept to accept the transfer. The interaction is transferred to you immediately.
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Bill Edwwards - External - Interaction Work.... —_ O X
|  Bill Edwards j (00:00:13)
Case Information .

Origin: Inbourd SMS Page Mads

LN + |

w Bl Edwards () Connected

E @m ?' -

B messages were axchanged with this contact in the past 24 haws

Show messages
[9:09:30 PM] Bill Edwards: Here is my accourt number:
012345578

-

Characters Ramaining: 0160

S3ENOSTY

| Dispositions | Mote
Trangferred on 6/17/2011 9:109:2% PM by Kate -

Saa

SMS Interaction window, displaying your status as connected to the
SMS party

2. You are now the owner of the SMS interaction. Refer to Step 3 of the Lesson: Handling an inbound SMS
interaction, for information about how to handle an SMS interaction.

End
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Handle A Twitter Interaction

In this lesson, you will learn how to handle inbound Twitter interactions (Tweets), how to check the
spelling of your messages before you send, and other Twitter-specific functionality. This lesson
contains the following sections:

¢ Receiving and Handling an Inbound Twitter Interaction

» Twitter-Specific Functionality

¢ Interaction Workspace Functionality

About Twitter

Twitter is an online social networking service and micro-blogging service that enables its users to
send and read text-based posts of up to 140 characters, known as Tweets. It has been described as
"the SMS of the Internet." These messages are posted to the user's Twitter profile or their blog, sent
to their followers, and are searchable on Twitter search. 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 users while they search for their interests on Twitter.

Receiving and Handling an Inbound Twitter Interaction

If you are the selected internal target of an inbound Twitter interaction, you receive a notice on your
workstation desktop. You can decide to accept or reject the interaction. If you accept it, the Twitter
Interaction window is displayed. The Twitter Interaction window contains information about the
interaction and the controls that you need to complete the interaction.

Lesson:

Handling an inbound Twitter interaction

e To handle an inbound Twitter interaction properly.
Prerequisites

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* Your status is Ready for the Twitter-media channel (see Lesson: Going Ready in the Interaction
Workspace Main window).

¢ You are the internal target of the inbound interaction.

Start

1. A preview of the inbound interaction is displayed on your workstation desktop in an interactive-
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notification view (see Figure - Twitter Interaction notification).
E] Genesys ES1 - Interaction Workspace
Case Information ey

Origin: Inbound twitter

1| systems of other count...

!

Twitter Interaction notification

The Interaction Preview contains a summary of information that pertains to the interaction, including
contact information and type of interaction. The Interaction Preview might also contain Case
Information, which is part of the case data about the interaction.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
followings steps:

e Click Accept to display the interaction.
e Click Reject to return the interaction to the queue.

* Do nothing. The interaction will time out and be redirected.

3. If you accept the interaction, the inbound Twitter Interaction window is displayed. The Twitter
Interaction window figure shows the window after clicking the down arrow to reply.
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Genesys ES1 - BExternal - Inferaction Works... - 0O X

, Genesys ES1 E] (00:02:39) I

Case Information all €€

| Origin:  Inbound twitter

~ Genesys ES1 [ Connected Q130 §i5)
El- B @ oone -

GenesysES1 GenesysES1  gé1 [Ji11s &5~ @~
January 15 at 2:32 PM
systems of other countries. That year, and @ 2014-01-15
14:32:03.334 for @GenesysES] HistoryMention

(1] Reply ~

SISNOdS3H +

Twitter Interaction window

4. If there are interactions in progress for the current contact, the number of interactions is displayed

beside the connection status of the interaction (see Figure - Dynamic Contact History Matrix). Place

your mouse pointer over the icon to display the number and type of interaction(s) in progress (except
voice interactions) for the current contact.

|y (133) | G2

133 Interactions In Progress:
E] twitter (133)

1059 5
Dynamic Contact History Matrix

You might be configured to be notified if there are recent interactions for the current contact; if so, the number of recent
interactions is displayed beside the connection status of the interaction (see the Figure - Recent interactions matrix). Place
your mouse pointer over the icon to display the number and type of recent interactions for the current contact. If you click the
icon, the Contact view is opened and the History tab is displayed. Your system administrator defines the contents as interactions
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during the last-specified number of days.

L

2 Recent Interactions in last day:

B7] 1/17/2014 2:25:00 PM
B"] 1/17/2014 1:44:10 PM

—
Recent interactions matrix

The original-routed Tweet appears in the left margin under the Twitter interaction toolbar.

5. To reply to the Tweet, just click on Reply, or click the down arrow after Reply. A drop-down menu is
displayed.

6. Select one of the following:
* Reply--Reply to a Tweet by using the @username prefix, which is automatically inserted

* Reply to All--Reply with a status Tweet that includes mentions. Reply to multiple persons by using
@username prefix

e Send Direct Message--When the Twitter message author is a follower, you can send a direct
message to the author as a form of reply

* Retweet--Re-post someone else's Tweet without comments
e Retweet with Comments--Re-post someone else's Tweet with comments
7. Enter your reply or retweet. You can copy and paste selected text.

8. When through, click Send. Your message is displayed to the contact on Twitter. Your message is also
added to the transcript area of the Twitter Interaction window.

End
Next Steps

* You may wish to use some of the Twitter-Specific Functionality described below. For example, you may
wish to update the Twitter classification or follow/unfollow the Twitter-user. You may also wish to use
some of the features in described in Interaction Workspace Functionality. When you are finished, click
Done to stop the current interaction.The information is saved in the contact history and the Twitter
Interaction window is closed.

Twitter-Specific Functionality

The Twitter Interaction window provides some Twitter-specific functionality.
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Follower Follow/Unfollow
Actionability
Statuses Count |
| GenesysES2 Genesys ES2 SO k- B- @-
Bt January 20 at 12:30 PM
I'm friend 1230
- IShow Infa Followers Count Sentiment

Buttons and Icons for Twitter-Specific Functionality
You can:

e Display Twitter-user profile information. Click the Show Info button to display the user profile
information. You can also click the user name to open the Twitter page that contains user profile
information (see the Buttons and Icons for Twitter-Specific Functionality figure).

¢ Display the number of Twitter-user Tweets. The number after the Statuses Count icon indicates the
number of user Tweets (see the Buttons and Icons for Twitter-Specific Functionality figure).

« Display the Actionability and Sentiment of the Twitter interaction. When a Twitter interaction arrives, you
can view Actionability and Sentiment icons (see the Buttons and Icons for Twitter-Specific Functionality
figure), which could have one of the following values or be undeclared:

» Actionability--Can be actionable, not actionable, or undeclared.
e Sentiment--Can be Positive, Negative, Neutral, or undeclared.
Actionable Tweets are colored yellow and non-actionable Tweets are colored in gray. Actionability and

Sentiment are based on the classification and screening results that are described in the eServices
8.1 User's Guide.

Update the Actionability and Sentiment of the Twitter interaction. While processing the interaction, you
have the option to change the value of the corresponding Actionability and Sentiment key by clicking
the related icon and then choosing the correct value.

¢ Display the Followers Count. The number after the Follower Count icon (see the Buttons and Icons for
Twitter-Specific Functionality figure) indicates the number of Twitter users following this account.

* Display the designation that the user is a Follower. The Follower icon (see the Buttons and Icons for
Twitter-Specific Functionality figure) indicates that the user is a Twitter follower.

* Follow/Unfollow a Twitter user. You can become or stop being a follower of an author of the Twitter
message. Click the Followed button to unfollow this account (see the Buttons and Icons for Twitter-
Specific Functionality figure). A menu appears where you can select Unfollow. The button changes to
Not Followed (see the Buttons and Icons for Twitter-Specific Functionality figure). Or, in case you change
your mind, click the Not Followed button. The menu re-appears where you can select Follow.

e Automatic insertion of mentions. An @ sign and mention are automatically inserted into replies. The @
sign is used to call out usernames in Tweets, like this: Hello @JoeBelow! When a user name is preceded
by the @ sign, it becomes a link to a Twitter-user profile.

e Reply to all participants in the current Tweet thread. Click Reply, or click the down arrow after Reply. A
drop-down menu is displayed. Select Reply to All.

e Send a direct message to an author of a Tweet message. When the Twitter message author is a follower,
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you can send a direct message to the author as a form of reply.

¢ Retweet. Click the down arrow after Reply, select Retweet from the menu, and enter your Retweet.
Right-click, select Spell Checking from the menu, correct any spelling errors, and then click Send.

¢ Retweet with comments. You can make a new Tweet, including the text of current message, and add
additional comments. A Retweet indicator (RT) is automatically inserted at the start of the message
text. Click down arrow arrow after Reply, select Retweet with Comments, enter the comment text (you
can copy and paste selected text), and click Send Retweet with Comments.

¢ Open a clickable shortened URL. Twitter messages are limited to 140 characters. If you enter a URL in a
Twitter message, a lot of the available characters for your reply are already taken. To overcome this
problem, Twitter, in its web interface for creating messages, converts very long URLs into short URLs. In
a short URL, the long URL is replaced by a shorter URL in the form of an automatically generated
combination of letters and digits. Interaction Workspace supports shortened URLs.

¢ Open a Twitter user profile page by using clickable mentions. The @ sign is used to call out user names
in Tweets, like this: Hello @JoeBelow! Click a user name preceded by the @ sign to link to a Twitter user
profile.

¢ Perform a search in Twitter by using a clickable #hashtag. Twitter uses the # symbol, called a hashtag,
to mark keywords or topics in a Tweet. Hashtags help you to find Tweets of interest. You can use the
hashtag symbol # before relevant keywords in Tweets to categorize those Tweets to display more
prominently in a Twitter Search. Clicking on a hashtagged word in any message shows you all other
Tweets in that category. Hashtags can occur anywhere in the Tweet.

e Display In-Reply to Tweet. If the delivered Tweet interaction is a reply to another Tweet, Interaction
Workspace enables you to view the original Tweet by clicking on the user name located after "In Reply
to". A new browser window opens to display the parent Tweet in Twitter.

Interaction Workspace Functionality

While you are interacting with your Twitter contact, you can use the general Interaction Workspace
functionality in the Twitter Interaction window.

Warning: Some of the procedures and tasks below
are media-specific, but you can apply the
information when working with Twitter interactions.

¢ Use the Notepad to attach a note to the interaction history. See Managing Contact History.
* View Case Information for the current interaction.
¢ View and manage contact history. See Managing Contact History

¢ View and manage contact information. See Lesson: Finding and viewing an interaction in the contact
database.

e Use the Standard Response Library for pre-written text for replies and comments. Click the vertical
Responses button in the Using The Standard Response Library lesson.

* Cross over into another media channel. If, as an agent, you learn other contact information (not Twitter-
specific), such as a contact's phone number or e-mail address, you can manually enter this information
on the Information tab. The corresponding choice for other media channels is then displayed when
you click the Party Action menu that is next to the name of the contact. You can then reply by using a
voice call, an e-mail, an SMS message, or any other supported media channel for a Twitter contact.
Interaction Workspace displays a drop-down list of available channels to access a contact.
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e If you want to transfer the interaction to another internal target or consult with another internal target
about the interaction, you can perform the following functions:

* Instant-transfer the interaction to another internal target. See Lesson: Starting an instant SMS
transfer, which is similar to the Twitter procedure.

e Start a consultation with another party:
* Start an Instant Messaging consultation. See Lesson: Initiating an Instant Messaging session.
e Start a Voice consultation. See Starting a Voice Consultation.

¢ When you are finished interacting with your contact, click Done to stop the current interaction.

¢ The information is saved in the contact history and the Twitter Interaction window is closed.

e Set a disposition code. See Assigning Disposition Codes.
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Handle A Facebook Interaction

In this lesson, you will learn how to handle inbound Facebook interactions, how to check the spelling
of your messages before you send, and other Facebook-specific functionality. This lesson contains the
following sections:

¢ Receiving and Handling an Inbound Facebook Interaction

* Facebook-Specific Functionality

¢ Interaction Workspace Functionality

About Facebook

Facebook is a social networking service and website. Users must register before using the site, after
which they may create a personal profile, add other users as friends, and exchange messages,
including automatic notifications, when they update their profile. Businesses can use Facebook to
reach their target customers, and choose 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. A plug-in for Interaction
Workspace enables it to handle Facebook social media interactions. This lesson contains information
about how to handle Facebook interactions.

Receiving and Handling an Inbound Facebook Interaction

If you are the selected internal target of an inbound Facebook interaction, you receive a notice on
your workstation desktop. You can decide to accept or reject the interaction. If you accept it, the
Facebook Interaction window is displayed. The Facebook Interaction window contains information
about the interaction and the controls that you need to complete the interaction.

Lesson:

Handling an inbound Facebook interaction

¢ To handle an inbound Facebook interaction properly.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e Your status is Ready for the Facebook-media channel (see Lesson: Going Ready in the Interaction
Workspace Main window).

* You are the internal target of the inbound interaction.

Start
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1. A preview of the inbound interaction is displayed on your workstation desktop in an interactive-
notification view (see the Facebook Interaction interactive notification figure).

n Masha Ivanova - Interaction Workspace
Case Information -

Origin: Inbound facebook

Walking the streets of the world's leading fashion c...

The Interaction Preview contains a summary of information that pertains to the interaction, including
contact information and type of interaction. The Interaction Preview might also contain Case
Information, which is part of the case data about the interaction.

Facebook Interaction interactive notification

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
followings steps:

e Click Accept to display the interaction.
* Click Reject to return the interaction to the queue.

* Do nothing. The interaction will time out and be redirected.

3. If you accept the interaction, the inbound Facebook Interaction window is displayed. The Facebook
Interaction window figure shows the window after clicking the information button to display a user
profile.
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1 Masha lvanova - BExtemal - Interaction Workspace
Masha Ivanova [ (00:01:58)
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Facebook Interaction window

4. If there are interactions in progress for the current contact, the number of interactions is displayed next
to the connection status of the interaction (see the Dynamic Contact History Matrix, displaying the
number and type of interactions in progress figure). Place your mouse pointer over the icon to display
the number and type of interactions in progress (except voice interactions) for the current contact.

O (19) | & (19) ‘
15 Interactions In Progress:
[} facebook (19)

fE -~ (&~
Dynamic Contact History Matrix, displaying the
number and type of interactions in progress
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You might be configured to be notified if there are recent interactions for the current contact; if so, the number of recent
interactions is displayed beside the connection status of the interaction (see the Recent interactions matrix displaying the list of
interactions with the current contact within the last day figure). Place your mouse pointer over the icon to display the number
and type of recent interaction(s) for the current contact. If you click the icon, the Contact view is opened and the History tab is
displayed. Your system administrator defines the contents as interactions during the last-specified number of days.

)

2 Recent Interactions in last day:
B] 1/17/2014 2:25:00 PM
B7] 1/17/2014 1:44:10 PM

Recent interactions matrix displaying the list
of interactions with the current contact within
the last day

The original-routed post is on the left margin under the Facebook interaction toolbar. Subsequent
comments are indented underneath the original post.

To reply to an original post, click Comment on the right of the post. A text box drops down.
Enter your comment.You can also copy and paste selected text.

Right-click and select Spellchecking. Correct any spelling errors.

© N o v

When through, click Send. Interaction Workspace associates your comment with the post. Your message
is displayed to the contact on Facebook.

End

Next Steps

¢ You may wish to use some of the Facebook-Specific Functionality described below. For example, you
may wish to update the Facebook classification. You may also wish to use some of the features in
described in Interaction Workspace Functionality. When you are finished, click Done to stop the current

interaction.The information is saved in the contact history and the Facebook Interaction window is
closed.

Facebook-Specific Functionality

The Facebook Interaction window provides some Facebook-specific functionality.
Mumber of Likes Actionability

Male/Female — 8 /51 5~ & ~— Sentiment

Buttons and Icons for Facebook-Specific Functionality

You can:

¢ Display Facebook-user profile information. Click Show Info to open a user profile tab. You can also click
the user name to open the Facebook page with user profile information. The author's gender appears in

the user profile and also displays as an icon (see the Buttons and Icons for Facebook-Specific
Functionality figure).

e Display the number of Facebook likes. The number next to the thumbs-up icon indicates the number of
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likes.

¢ Expand or collapse the Comments view. You can expand the comments by clicking View. After clicking
View, Hide appears so you can close up the comment. You can also select Expand All or Collapse
A1l in the Comments view to view/hide all comments at once.

¢ View the total number of comments and show more comments. Click the Show Info button to open the
user profile then click the Post tab to view the total comments count. Total comments also appears
above the original post. Your administrator configures the number of comments to display per page. If
the number of comments exceeds the configured number, Show more appears. Click Show more to view
additional comments.

e Display the Actionability and Sentiment of the Facebook interaction. When an Facebook interaction
arrives, you can view Actionability and Sentiment icons (see the Buttons and Icons for Facebook-
Specific Functionality figure), which could have one of the following values or be undeclared:

e 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. Each Facebook comment has its own Actionability and
Sentiment icon, which can be updated if necessary. Actionability and Sentiment are based on the
classification and screening results as described in the eServices 8.1 User's Guide.

¢ Update the Actionability and Sentiment of the Facebook classification. While you are processing the
interaction, you have the option to change the value of the corresponding Actionability and Sentiment
key by clicking the related icon and then choosing the correct value.

¢ Reply to the original routed Facebook post including checking the spelling (see Lesson: Handling an
inbound Facebook interaction).

¢ Reply to a Facebook comment. Subsequent comments are indented underneath the original post. Click
the applicable comment, enter your reply (you can cut and paste text), have your reply spell-checked,
and click Send.

e Automatic Insertion of mentions. You can use Facebook's mention feature. You can have an @ sign and a
mention (examples: @facebook name or @company name) inserted into a reply when you click
Comment.

¢ To delete a comment, click the down arrow after Comment and select Delete from the drop-down list.
The comment can be deleted if this action is allowed by the author of the post.

Warning: A comment can be deleted if this action is
allowed by the author of the post. Click the Show
Info button to open the user profile then click the
Post tab. If your administrator has set Can remove
comments to true, you can delete comments.

Interaction Workspace Functionality

While you are interacting with your contact, you can use the following general Interaction Workspace
functionality in the Facebook Interaction window:
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Warning: Some of the procedures and tasks below
are media-specific, but you can apply the
information when working with Facebook
interactions.

e Use the Notepad to attach a note to the interaction history. See Managing Contact History.
* View Case Information for the current interaction.
¢ View and manage contact history. See Managing Contact History

¢ View and manage contact information. See Lesson: Finding and viewing an interaction in the contact
database.

¢ Use the Standard Response Library for pre-written text for replies and comments.Click the vertical
Responses button in the middle of the window to open the library. You can search by keywords or open
folders and view response text. When you click Comment, an additional icon with a plus sign is
displayed. Click this icon to add the standard response content to the reply message. Also see Lesson:
Using The Standard Response Library.

e Cross over into another media channel. If, as an agent, you learn other contact information (not
Facebook-specific), such as a contact's phone number or e-mail address, you can manually entered this
on the Information tab. The corresponding choice for other media channels is then available when you
click the Party Action menu that is next to the name of the contact. You can reply using a voice call,
an e-mail, an SMS or any other supported media channel for a Facebook contact. If a channel is not
configured or if the contact information for this channel is absent, No possible action is displayed.

e If you want to transfer the interaction to another internal target or consult with another internal target
about the interaction, you can perform the following functions:

* Instant-transfer the interaction to another internal target. See an instant SMS transfer Lesson:
Starting an instant SMS transfer), which is similar to the procedure for Facebook.

e Start a consultation with another party:
* Start an Instant Messaging consultation. See Lesson: Initiating an Instant Messaging session.
e Start a Voice consultation. See Starting a Voice Consultation.

* Set a disposition code. See Assigning Disposition Codes.

¢ When you are finished interacting with your contact, click Done to stop the current interaction. The
transcript is saved in the contact history and the Facebook Interaction window is closed.
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Handle An RSS Interaction

In this lesson, you will learn how to handle inbound RSS interactions fed from the web, how to view
the web feed source, headline, and content; how to display channel and item category information;
and how to display/update Actionability and Sentiment. This lesson contains the following sections:
¢ Receiving and Handling an Inbound RSS Interaction
* RSS-Specific Functionality

¢ Interaction Workspace Functionality

About RSS

RSS is a family of web feed formats used to publish frequently updated works"such as news
headlines, content, and blog entries"in a standardized format. An RSS source or document, (which is
called a "feed" or "channel") includes full or summarized text, plus metadata such as publishing
dates and authorship.

Genesys software allows business users to avoid manually inspecting all of the web feeds they are
interested in, and instead subscribe to websites such that all new content is sent to Interaction
Workspace when it becomes available.

A plug-in for Interaction Workspace enables it to handle RSS social media interactions. This lesson
contains information about how to RSS interactions.

Receiving and Handling an Inbound RSS Interaction

If you are the selected internal target of an inbound RSS interaction, you receive a notice on your
workstation desktop. You can decide to accept or reject the interaction. If you accept it, the RSS
Interaction window is displayed. The RSS Interaction window contains information about the
interaction and the controls that you need to complete the interaction.

Lesson:

Handling an inbound RSS interaction

e To handle an inbound RSS interaction properly.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ Your status is Ready for the RSS-media channel (see Lesson: Going Ready in the Interaction Workspace
Main window).
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* You are the internal target of the inbound interaction.

Start

1. A preview of the inbound interaction is displayed on your workstation desktop in an interactive-
notification view (see the RSS Interaction interactive notification figure).

.ﬁ. Songle News - Interaction Workspace
Case Information -
Origin: Inbound rss

RSS Interaction interactive notification

The Interaction Preview contains a summary of information that pertains to the interaction, including
contact information and type of interaction. The Interaction Preview might also contain Case
Information, which is part of the case data about the interaction.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
followings steps:

e Click Accept to display the interaction.
e Click Reject to return the interaction to the queue.

* Do nothing. The interaction will time out and be redirected.

3. If you accept the interaction, the inbound RSS Interaction window is displayed. The RSS Interaction
window figure shows an example interaction.

Soogle News (&) (00:00:23) |
Case Information

Origin: Inbound rss

w Soogl News gy Connectad

B © o B
.. Top Stories - Soogle Mews by Top Stories - Sooghe News
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and wvou'll dize health case costs by 355 bibon Keap otasity rates a1ty
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RSS Interaction window

The original-routed RSS interaction appears in the left pane under the RSS interaction toolbar (see the
RSS Interaction window figure).

4. If there are interactions in progress for the current contact, the number of interactions is displayed
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beside the connection status of the interaction (see the Dynamic Contact History Matrix displaying the
number and type of interactions in progress figure).

G (3) : General
Tithe
3 Interactions In Progress:

| S _,:-.';

.. ......... res ES] me

- ime

Dynamic Contact History Matrix displaying
the number and type of interactions in
progress

Place your mouse pointer over the icon to display the number and type of interaction(s) in progress (except voice interactions) for
the current contact. You might be configured to be notified if there are recent interactions for the current contact; if so, the
number of recent interactions is displayed beside the connection status of the interaction (see the Recent interactions matrix
displaying the list of interactions with the current contact within the last day figure). Place your mouse pointer over the icon to
display the number and type of recent interactions for the current contact. If you click the icon, the Contact view is opened and
the History tab is displayed. Your system administrator defines the contents as interactions during the last-specified number of
days.

2 Recent Interactions in last day:

B] 1/17/2014 2:23:00 PM
B] 1/17/2014 1:44:10 PM

T
Recent interactions matrix displaying the list

of interactions with the current contact within
the last day

5. You can then view the source of the RSS interaction, the headline, and content (see the RSS Interaction
window figure).

End

Next Steps

¢ You may wish to use some of the RSS-Specific Functionality described below. You may also wish to use
some of the features in described in Interaction Workspace Functionality. When you are finished, click

Done to stop the current interaction.The information is saved in the contact history and the RSS
Interaction window is closed.

RSS-Specific Functionality

The RSS Interaction window provides some RSS-specific functionality.
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Buttons and Icons for RSS-Specific Functionality
You can:

1. View RSS Web Feed Source, Headline, and Content. The RSS interaction window lets you view the
source of the web feed, the headline, and content. Click on the headline to go directly to the associated
page on the website.

2. View Channel and Item Category information. Click the Show Info button (see the Buttons and Icons for
RSS-Specific Functionality figure) to view the channel copyright, language, published date, and item
category.

3. View the Actionability and Sentiment of the RSS interaction. When an RSS interaction arrives, you can
view Actionability and Sentiment icons (see the Buttons and Icons for RSS-Specific Functionality figure),
which could have one of the following values or be undeclared:

e Actionability--Can be actionable, not actionable, or undeclared

* Sentiment--Can be Positive, Negative, Neutral, or undeclared

Actionable RSS interactions are colored yellow and non-actionable RSS interactions are colored in gray.
Actionability and Sentiment are based on the classification and screening results that are described in
the eServices 8.1 User's Guide.

4. Update the Actionability and Sentiment of the RSS Interaction. While processing the interaction, you
have the option to change the value of the corresponding Actionability and Sentiment key by clicking
the related icon and then choosing the correct value.

Interaction Workspace Functionality

While you are interacting with your RSS interaction, you can use the general Interaction Workspace
functionality in the RSS Interaction window.

Warning: Some of the procedures and tasks below
are media-specific, but you can apply the
information when working with RSS interactions.

* Use the Notepad to attach a note to the interaction history. See Managing Contact History.
¢ View Case Information for the current interaction.
¢ View and manage contact history. See Managing Contact History

e View and manage contact (web feed source) information. See Lesson: Finding and viewing an
interaction in the contact database.
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e If you want to transfer the interaction to another internal target or consult with another internal target
about the interaction, you can perform the following functions:

* Instant-transfer the interaction to another internal target. See Lesson: Starting an instant SMS
transfer, which is similar to the RSS procedure.

e Start a consultation with another party:
* Start an Instant Messaging consultation. See Lesson: Initiating an Instant Messaging session.
e Start a Voice consultation. See Starting a Voice Consultation.

¢ When you are finished interacting with the item, click Done to stop the current interaction.

¢ The information is saved in the contact history and the RSS Interaction window is closed.

e Set a disposition code. See Assigning Disposition Codes.
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Handle A Workitem Interaction

In this lesson, you will learn how to handle inbound workitem interactions. Workitems are documents
that might be directed to you for handling. They include numerous non-interactive media types, such
as faxes, that you might have to view while you are handling interactions of another type, such as e-
mail. This lesson contains the following sections:

* Receiving and Handling an Inbound Workitem Interaction

¢ Transferring a Workitem Interaction

Receiving and Handling an Inbound Workitem Interaction

If you are the selected internal target for an inbound workitem interaction, you receive a notice on
your workstation desktop. You can decide to accept or reject the interaction. If you accept it, the
Workitem Interaction window is displayed. The Workitem Interaction window contains information
about the interaction and the controls that you need to complete the interaction. This section
contains the following procedure:

* Lesson: Handling an inbound workitem interaction

Lesson:

Handling an inbound workitem interaction

e To handle an inbound workitem interaction properly.
Prerequisites

* You are logged in to Interaction Workspace (see Getting Started).

e Your status is Ready for the workitem-media channel (see Lesson: Going Ready in the Interaction
Workspace Main window).

* You are the internal target for the inbound interaction.
Start
1. A preview of the inbound interaction is displayed on your workstation desktop in an interactive-

notification view (see the Workitem Interaction (in this case, a fax) interactive notification figure).
{C) Avril Mai - Interaction Workspace

| Case Information [a]
Origin: Irbound fax
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Workitem Interaction (in this case, a fax) interactive notification

The Interaction Notification contains a summary of information that pertains to the interaction,
including contact information and type of interaction. The Interaction Notification might also contain
Case Information, which is part of the case data about the interaction.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
followings steps:

e Click Accept to display the interaction.
e Click Reject to return the interaction to the queue.

* Do nothing. The interaction will time-out and be redirected.

3. If you accept the interaction, the inbound Workitem Interaction window is displayed (see the Inbound
Workitem Interaction window figure). The Inbound Workitem Interaction window provides the following
functionality:

» Transfer (forward) the workitem to another internal target. See Transferring a Workitem Interaction.

* Save the workitem in a workbin and close the Workitem Interaction window. See Using Workbins to
Access Stored Interactions.

* Select Mark Done for the current interaction to save the workitem in the contact history and close
the Workitem Interaction window. See Managing Contact History.

* Stat a voice or IM consultation with an internal target or with a contact. See Starting a Voice
Conference or Lesson: Initiating an Instant Messaging session.

» Set a disposition code. See Assigning Disposition Codes.
* View and edit Case Information for the current interaction
* Initiate a voice consultation. See Starting a Voice Conference.

e Link to a web-page from a hyperlink in the Case Information view. The case information might
contain a hyperlink to enable you to view a web-page that is related to the interaction, such as
customer records. Click the hyperlink in the Case Information view to open a new browser window
and view the link. Place your mouse pointer over the hyperlink to preview the web page from the
Case Information view. The hyperlink might be a URL or highlighted anchor text.

* Call (or e-mail) the sender by clicking the Action menu that is displayed next to the contact name.
See a Voice Call Making a Voice Call.

* View and manage contact history. See Managing Contact History.

* View and manage contact information. See Lesson: Finding and viewing an interaction in the contact
database.

* View the Standard Response Library if you decide to call the sender. See Inserting a Standard
Response into an E-Mail Interaction.
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Inbound Workitem Interaction window

4. If there are interactions in progress for the current contact, the number of interactions is displayed
beside the connection status of the interaction (see the Dynamic Contact History Matrix, displaying the
number and type of interactions in progress figure). Place your mouse pointer over the icon to display
the number_?nd type of interaction(s) in progress (except voice interactions) for the current contact.

Q)

41 Interactions In Progress:
(7] email (40) .
7 chat(1)
= BB
Dynamic Contact History Matrix, displaying

the number and type of interactions in
progress

You might be configured to be notified if there are recent interactions for the current contact; if so, the number of recent
interactions is displayed beside the connection status of the interaction (see the Recent interactions matrix displaying the list of
interactions with the current contact within the last day figure). Place your mouse pointer over the icon to display the number
and type of recent interactions for the current contact. If you click the icon, the Contact view is opened and the History tab is
displayed. Your system administrator defines the contents as interactions during the last-specified number of days.

)

2 Recent Interactions in last day:

B] 1/17/2014 2:23:00 PM
B] 1/17/2014 1:44:10 PM

—
Recent interactions matrix displaying the list
of interactions with the current contact within
the last day

End
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Transferring a Workitem Interaction

The Interaction Workspace Workitem Interaction window enables you to transfer your current
workitem interaction to another party. In this section, you will learn how to use the Team
Communicator feature to transfer a workitem interaction to an internal target or to a contact. The
Team Communicator enables you to find an internal target or a contact, send an Instant Message (IM)
to an internal target, call a contact or an internal target, initiate a conference, or transfer a call. This
section contains the following procedure:

* Lesson: Initiating a workitem transfer

Lesson:

Initiating a workitem transfer

e To find an internal target (such as an agent, Routing Point, or queue), and then transfer the workitem to
the internal target.

Prerequisites

e You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ You have an active interaction with a contact (see Receiving and Handling an Inbound Workitem
Interaction).

Start

1. In the active Workitem Interaction window, click Transfer to open the Team Communicator (see the
Finding an internal target for workitem transfer in the active Workitem Interaction window figure) to
find the internal target to whom you want to transfer the current interaction (see the Lesson: Using the
Team Communicator feature to find an internal target).

Avril Mai - External - Interaction Workspace

| avril Mai ) (00:01:48)
Case Information
Origin: Inbound fax
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Finding an internal target for workitem transfer in the active
Workitem Interaction window
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2. Click the Action Menu drop-down list that is displayed next to the name of the internal target to whom
you want to transfer the interaction and select Workitem Transfer. An invitation is sent to the target
to accept the workitem transfer. If the target accepts the interaction transfer request, the interaction
window closes on your desktop and opens on the desktop of the transfer target. If the target does not
accept the interaction transfer request, the Workitem Interaction window remains displayed on your

desktop and an error is displayed both at the top of the window and in the Interaction Workspace My
Messages interactive notification.

End
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Blend Different Media Into A Single
Conversation

In this lesson, you will learn how to use the Interaction window to manage a conversation with a
contact or other party by using different media types simultaneously. Interaction Workspace enables
you to blend more than one media type into your conversation. You can chat with a contact online,
while simultaneously speaking together on the phone and composing an e-mail message to send
information in writing. You can also manage a conference call with a contact and an internal party,
while simultaneously conducting an IM session with the internal party. You can receive a phone
number or e-mail address in an e-mail, chat, or SMS interaction, and then click it to launch a new
interaction. Interaction Workspace provides many ways to blend interaction media simultaneously.
The following sections provide some examples of what you can do:

* Media Blending Overview

¢ Blending One Media with Another

* Blending an E-Mail Interaction with a Voice Interaction

* Blending a Voice Interaction with a Chat Interaction

¢ Blending Internal Voice Interactions and Internal IM Interactions
* Click to Blend

The procedures in this lesson demonstrate the principles of media blending; they do not show all the
possible media-blending combinations.

Media Blending Overview

Interaction Workspace enables you to handle multiple, related interactions in a single window, and
transition from one media type to another within the same window. For example, if you are handling
a chat interaction with a contact, you can start an IM consultation in the same window, and then you
can add an e-mail interaction while you add a voice consultation. When you are engaged in one or
more consultations with another party, such as another agent or other internal target, Interaction
Workspace displays a list of your active consultations (see the Team Communicator displaying active
consultations figure) whenever you display the Team Communicator by clicking the Instant
Transfer, Instant Conference, and Start Consultation buttons in the active interaction.

L}

w ford Mai () Connected

34 p= R
MBS 5@l
[6: Active Consultations

oll-|

o JuhaDave |
W T @b condticrally Rasdy e

z
fsaie]

Workspace Desktop Edition User's Guide 194



Handling Interactions

Blend Different Media Into A Single Conversation

Team Communicator displaying active

consultations

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

Voice (Contact)

Voice (Internal target)

IM (Internal target)

E-mail (inbound from contact)

E-mail (outbound to contact)

Chat

SMS

Workitem

Media blending and consultation

E-mail

SMS

Voice consultation
IM consultation

IM

Voice consultation
IM consultation
Voice (Internal target)
Voice

SMS

Voice consultation
IM consultation
Voice

SMS

Voice consultation
IM consultation
Voice

E-mail

SMS

Voice consultation
IM consultation
Chat consultation
Voice

E-mail

SMS
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Available consultation types and blending consultation types by interaction-type

Interaction 1st consult 1st transition consult 2nd transition consult
Voice Voice consult IM consult X
. Voice consult IM consult X
E-mail i
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

Blending One Media with Another

From an active interaction, to add a new media-type to a conversation, click on the Action menu that
is next to the name of the party (see the Active party Action menu displaying available media figure).

Consultation: Jobn Davis ™ (00:03:05)

| w Jahn Davis i) Connacted

Wy Call
|

| 0 Send Instant Message
[ New E-mai

Active party Action menu displaying
available media

The Action menu displays the media channels that are available for blending. The media that are
available depends on several factors, including which media are available in your environment, what
contact information is available, and to which media channels you are logged in. The Team
Communicator also displays the Action menu for each party with whom you have an active
consultation when you click the Start Consultation button.

 frilMal g Connected ‘

T

| oi ition Code - Tipe narme af funber ) J:‘
(£ () (2] [agene -] (@
r———— A e
Jehm Davi (=)
T Gm:1isﬁnuﬁrﬂndy &

= Start Vakca Consultation

| w John Davis ) Connected

: o Add b Favories
wEd =]
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Active Consultations Action menu in Team Communicator

Blending an E-Mail Interaction with a Voice Interaction

You can e-mail a contact or other party with whom you are engaged in a voice interaction. The

opposite scenario is also possible; you can call a contact from an active E-Mail Interaction window.

Lesson:

Blending an E-Mail interaction with a current Voice interaction
Purpose:

¢ To add a different type of media to an existing interaction.
Prerequisites

e You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ You have an active interaction with a contact (see Receiving a Voice Interaction).
Start

1. During a call with a contact you might want to send an e-mail message to the contact. The Voice

Interaction window (see the Voice Interaction Window figure) enables you to add an e-mail interaction

to the conversation in the same window.
Avril Mai - External - Interaction Workspace _Ox
| Avril Mai gy (00:00:19)

Case Information "
Origin:  [rbound eall to 223

Queue: 122

Call Type: Support

Priority: High

Reason: Broken TV

Segments Gold

LaNGT = |

+ #vrl Mal ig) Connected

GRS

| Disposition Code MNote

SIENOET |

Voice Interaction Window

To open the list of available media for the contact, in the interaction window, click on the Party Action menu that is next to the

name of the contact (see the Interaction window Party Action menu figure).
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- pvrd Mai ig) Connected
. % Call 5555555 L
"] New E-mail Campus (AMai@mad.dom) 4
Wew E-mail bast {mail@meicam) g

L4

€[

Interaction window Party Action menu

2. Select the e-mail address to which you want to send the e-mail message (see the Interaction window
Party Action menu figure). The E-Mail Interaction view is added to the Voice Interaction window (see the
Voice interaction and e-mail interaction blended in the same window figure). You can now compose an
e-mail message to the contact.

+ Avrd Mal ammi:bed al:h.rﬂ:-:mnd

HEE P WS e e o T

From: | "Cantact Center™ <mainGmer.devs |
To.. | A_MaiEmail.dom; AddCc =
Subject:

W - - B

“
fa_|
CASNOLETT -

Voice interaction and e-mail interaction blended in the same window

3. Complete the e-mail (Lesson: Creating and sending a new e-mail interaction to a contact) and voice
(Lesson: Handling an inbound voice interaction) interactions.

End

Blending a Voice Interaction with a Chat Interaction

You can call a contact or other party with whom you are engaged in a chat interaction. The opposite
scenario is not possible; you cannot start a chat interaction from an active Voice Interaction window.

Lesson:

Blending a voice interaction with a current chat interaction

Purpose:
¢ To add different media-types to an existing interaction.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
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* You have an active interaction with a contact (see Lesson: Handling an inbound chat interaction).

Start

1. During a chat with a contact you might want to call the contact. The Chat Interaction window (see the

Chat Interaction Window figure) enables you to add an voice interaction to the conversation in the
same window.

Avril Mai - External - Interaction Workspace _OXx
| Averil Mai (T (00:01:58)
Case Information

Origin: Inbourd chat

Lowanan = |

w A Mai Q) Connected

Ll S o s

[7:03:50 PH] Mew party "Avril Mai' has joined the session
[7:03:53 PH] system: agent will ba with you shortfy ...
[7:03:58 PH] Maw party ‘Kabe Lawis' has joined the saacion
[7:04:18 PH] Kate Lewis: Hella

[7:04:58 PM] Avnl Mai: Hallo, | am hawving trouble with my on
line purchasa.

1 can befp you wish that, [ will phone you at your
number, Cand

[

Chat Interaction Window

To open the list of available media for the contact, in the interaction window, click on the Party Action menu that is next to the
name of the contact (see the Interaction window Party Action menu figure).

Avril Mai () (00:02:52)
Case Information
Origin: Inbourd dhat

LoANeD - |

w sl Ma Q) Connected

T4 Call 5555555

Mew E-mail Campus (AMsiSmai dam)
Hew E-mail best {mailEmailcom)

_—

A
=

Interaction window Party Action menu

2. Select the phone number that you want to call (see the Interaction window Party Action menu figure).
The Voice Interaction view is added to the Chat Interaction window (see the Chat interaction and voice

interaction blended in the same window figure). Both interactions have the Connected status. You can
now speak with the contact.
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Avril Mai () (00:03:18) @) (00:00:10)
Case Information (al
Origin: Inbourd dhat

LIPINGD

w vl Mai () Connected §g) Connected

WETET R STETE TR

Chat interaction and voice interaction blended in the same window

3. Complete the chat (Lesson: Handling an inbound chat interaction) and voice (Lesson: Handling an
inbound voice interaction) interactions.

End

Blending Internal Voice Interactions and Internal IM Interactions

Interaction 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. This section contains the
following procedures:

* Lesson: Blending an internal IM with an active internal voice interaction
¢ Lesson: Blending an internal IM consultation with an active internal voice consultation.

¢ Lesson: Blending a voice consultation with an IM consultation.

Lesson:

Blending an internal IM with an active internal voice interaction

Purpose:

e To add an internal IM interaction to an active internal voice interaction and handle both in the same
window.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Going Ready in the Interaction Workspace Main
window).

¢ You have an active call with an internal target (see Lesson: Calling an internal target).
Start

1. During a call with an internal target, you might want to blend an IM interaction into your conversation.
The Voice Interaction window (see the Active voice interaction, with an internal target figure) enables
you to add multiple conversations in the same window.
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2.

John Davis - Intermal - Interaction Workspace _ o x

| John Davis (g} (00:00:39) _
Case Information

Origin: Internal call to John Daas

SEENOEETE T ||

w John Cavis gl Connected

W0 G- G- [ E-

Active voice interaction, with an internal target

To add an IM interaction to your conversation, click the Party Action menu next to the name of your internal target and select
Send Instant Message (see the Party menu in the active Voice Interaction window figure).

John Davis () (00:02:05) ]

Case Information

Origin: Internal call to Jakn Davis

SISHOSTY * |

w Jchn Cavis ﬂ Cornected
3 Cal i
% Send Instank Messags

| [ New E-mail

Party menu in the active Voice Interaction window

The IM interaction view is displayed in the active Voice Interaction window (see the Starting an IM
interaction in the active interaction window figure).

Enter a message to your target. The session starts in the interaction window (see the Starting an IM
interaction in the active interaction window figure) when you send your first message. The target is

presented with an interactive notification that enables the target to accept or reject your invitation to
engage in an IM session.

You are notified if the target accepts, rejects, or lets your invitation time-out.
| John Davis () (00:03:02) ()

Case Information

Origin: Internal call to Jabn Davis

SIGHOISTY * |

w John Davis &g Cornected () Mot Connected

RS Y S

Wedeams ta Instart Metzaging. Send 2 mestage to stait the
Szl

Hella Jshin

Zand

Starting an IM interaction in the active interaction window

If your target accepts your invitation, you can conduct an IM session by entering a text message to the

internal target in the text field at the bottom of the view (see the Starting an IM interaction in the active
interaction window figure). The transcript of your conversation is displayed in the message transcript

area (see the Message-transcript area of the IM interaction view figure).
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John Davis (g} (00:01:06) () (00:00:45) |

Case Information o) B
Origin: Internal call to Jabn Davis g
w Jochn Davis @) Cornected () Connacted &

Welome to Instant Messaging, Send a message to start the
O

[3:14:41 PM] Kate Lewis: Hella John
[3:14:45 PH] John Davis amepted the Instant Messaging

inwitation.
[3:15:22 PH] John Davisz Hello Kate -

Message-transcript area of the IM interaction view

4. Complete your voice interaction by following Lesson: Calling an internal target. Complete your IM
interaction by following Lesson: Initiating an Instant Messaging session. You can end either of the
interactions while keeping the other active.

End

Lesson:

Blending an internal IM consultation with an active internal voice consultation

Purpose:

¢ To add an internal IM consultation to an active internal voice consultation and handle both in the same
window.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Going Ready in the Interaction Workspace Main
window).

* You have an active interaction with a contact (see Receiving a Voice Interaction).

Start

1. During a call with a contact you might want to start a voice consultation and then blend in an IM
consultation. The Voice Interaction window (see the Voice Interaction Window figure) enables you to
add multiple consultation conversations in the same window.
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Avnl Mai - External - Interaction Workspace _ O X

| Al Mai gy (00:00:21)

Case Information (Al P
Origin: Irbound call ko B2E §
Queue: 122 E
Call Type: Support
Priority: High
Reason: Broken TV
Segments Gold

' + #l Mal ig) Connected

R S = I S T

 Disposition Code | Mote | g
&

Voice Interaction Window

Start a consultation call with an internal target or other party by using the following Lesson: Starting a voice consultation. The

consultation is added to the current interaction window (see the Voice Interaction window, with an added voice consultation
figure).

| w vl Mai g On Held

TG e

SIEMOISIE T |

Save

Consultation: John Davis ™ ' (D0:00:28) -

| w Jahn Davie g} Connacted

WEE

Lesson: Starting a voice consultation

2. To add an IM consultation an active voice consultation, click the Start Consultation button on the
main interaction toolbar (see the Team Communicator, displaying active consultations figure).
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w il Ms g} On Hald

G E, —
| Disposition Cade B
&) (] (&) o=t -
Active Consultations
. lohnDas |&
- b canditicrally Ready
w Jahn Cavis ig) Conrected |
wEE

Team Communicator, displaying active consultations

The Team Communicator is displayed. It displays a list of your active consultations (see the Team
Communicator, displaying active consultations figure).

3. Click the Action menu that is next to the name of the party with whom you want to start an IM

consultation (see the Active Consultation Action menu figure) to display a list of available media for the

party.
w Avnd Mal a On Hold
|D‘i!— tion Code Type navme or nurber
(8] () [©) [sgane
Active Consultations

. . lohn Das
| SO ————— | " Conditicrally Ready
(sl Ll R %y Skt Tnstent Message Consulbation

Active Consultation Action menu

4. Click Start Instant Message Consultation (see the Active Consultation Action menu figure). The IM

interaction view is displayed in the active interaction window beneath your active voice consultation

view (see the An Instant Messaging consultation added to the current voice consultation figure).
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Comultation: John Davis ™ | (D0:03:36) [~ ]

~ John Davis @) Conrected

i
g
o
;
E

‘Welcome to Instant Messaging. Send a messaga to start the
RSN

o

SI5MOdSTY ¥ ||

An Instant Messaging consultation added to the current voice
consultation

. Enter a message to your target. The session starts in the Interaction window (see the An Instant

Messaging consultation added to the current voice consultation figure) when you send your first
message. The target is presented with an interactive notification that enables the target to accept or
reject your invitation to engage in an IM session. You are notified if the target accepts, rejects, or lets

your invitation time-out.

. If your target accepts your invitation, you can conduct an IM session by entering a text message to the

internal target in the text field at the bottom of the view (see the An Instant Messaging consultation
added to a voice consultation in the Interaction window figure). See the Lesson: Starting a Consultation
IM session from an active interaction, for information on how to handle an IM interaction.

Consultation: John Davis ™ [00:04:33) =

Consultation: John Davis ® (p0:00-53) B

| w Jahn Davis i) Connected

(=

Welcome to Instant Messaging. Send a message to start the
SRELian

[9:24:43 PM] Kate Lewis: Hello John

[9:24:46 FrM] John Davis acoepted the Instant Messaging
invitabian,

[:24:54 PM] John Davis: Hello Kat=

End

Lesson: Starting a voice consultation

See the Lesson: Starting a voice consultation, for information on how to handle a voice consultation.
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Lesson:

Blending a voice consultation with an IM consultation

Purpose:

e To add an internal voice interaction to an active internal IM interaction and handle both in the same
window.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Going Ready in the Interaction Workspace Main
window).

¢ You have an active interaction with a contact (see Receiving a Voice Interaction).

Start

1. During a call with a contact you might want to start an IM consultation and then blend in a voice
consultation. The Voice Interaction window (see the Voice Interaction Window figure) enables you to
add multiple consultation conversations in the same window.

Avril Mai - External - Interaction Workspace _OXx

| il Mai gy (00:00:21)

Case Information (a) P
Oirigin: Irbound call ko B33 g
Quewe: 122 g
Call Type: Support
Priority: High
Reason: Brcken TV
Segments Gold

w Avnl Mal Eﬁll:c-mev:bed

RS A

SISNOEETT - |

Voice Interaction Window

Start a consultation IM with an internal target or other party by using the following Lesson: Starting a Consultation IM session from
an active interaction. The consultation is added to the current interaction window (see the Voice Interaction window, with an
added IM consultation figure).
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Consultation: John Davis # (D0:00-56) B

SIENOISTY T |

| w ohn Davie ) Connected
(W

Welcome to Instant Messaging. Send a message to start the
Seginn

[5:32:17 PM] Kate Lewis: Hello Jobn

[5:32:21 Pr] John Davis acoepted the Instant Messaging
irvitabian,

[5:32:29 PM] John Davix: Hallo Kat= [ |

Send

Lesson: Starting a Consultation IM session from an active interaction

2. To add a voice consultation to an active voice consultation, click the Start Consultation button on the
main interaction toolbar (see the Team Communicator, displaying active consultations figure).

Ivn-.ﬂmi @) Connectad |

P s O

Disposition Code | Mot | o
(&) (5] [©) [roem -]
Active Consultations |
il Tnﬂf&dwh_dr |8

e
Consuftation: John Davis @ (U773 g

Welcome to Instant Messaging. Send a message to start the
Seatinn

[5:32:17 PH] Kate Lewis: Hzlls John

[5:32:21 PM] John Davis acoepted the Instant Messaging
irvitatian.

[5:32:29 PM] John Davis: Hell Kat= s

e

Team Communicator, displaying active consultations

The Team Communicator is displayed. It displays a list of your active consultations (see the Team
Communicator, displaying active consultations figure).

3. Click the Action menu that is next to the name of the party with whom you want to start a voice
consultation (see the Active Consultation Action menu figure) to display a list of available media for the
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party.

w Al M3l i) Connected

R S L R S

_| Dispasiti c“k. -' Note Tipe rame ar fumbar

(8] () [©) [s0em

Active Consultations

%'hmm

i) Corditiorully Resdy

Conmutation=Johm Daves" I 51 [EY- WPRTATTR oot e

| w John Davis i) Connected

|z

1 Add o Favorites

Active Consultation Action menu

4. Click Start Voice Consultation (see the Active Consultation Action menu figure). The voice
interaction view is displayed in the active interaction window beneath your active IM consultation view

| w Jahn Davis k) Connact=d

[@ied T

Welcomne to Irnstant Meszaging. Send a message to start the
sE5E0n

[5:32:17 PM] Kate Lewis: Hello John

[5:32:21 PM] John Dants accepted the Instant Messaging

[5:32:29 FHM] John Davis: Hello Kate

4

Irvitatian,
l Gend

Consultation: John Davis ™ (00:00:32) a2

A voice consultation added to the current IM consultation

(see the A voice consultation added to the current IM consultation figure).

Consultation: John Davis % (00:04:00) (-1 | |
I3

The target is presented with an interactive notification that enables the target to accept or reject your
invitation to engage in a voice consultation.

You are notified if the target accepts, rejects, or lets your invitation time-out.

. If your target accepts your invitation, you can speak with your voice consultation target. See the
Lesson: Starting a voice consultation, for information on how to handle a voice consultation. See the
Lesson: Starting a Consultation IM session from an active interaction, for information on how to handle

an IM interaction.

End

Click to Blend

Interaction Workspace can recognize phone numbers and e-mail addresses in e-mail, chat, and SMS
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interactions. When Interaction Workspace recognizes an e-mail address or phone number in an
interaction, it converts the information into a link. When you click a link, it can launch a new
interaction.

Lesson:

Creating a new e-mail interaction by clicking an e-mail address link in a chat
interaction

Purpose:

* To create a new e-mail interaction by clicking an e-mail address link in another interaction.

The principles of this procedure are applicable to e-mail links in chat, e-mail, and SMS interactions.

Prerequisites

¢ You are logged in to Interaction Workspace (see Lesson: Going Ready in the Interaction Workspace Main
window).

¢ You have an active chat, e-mail, or SMS interaction.

Start

1. If you are handling a chat interaction (see Lesson: Handling an inbound chat interaction), and your
contact sends you an e-mail address in their message, Interaction Workspace will convert the e-mail
address to an address link (see the Chat interaction with a clickable e-mail link from the contact figure).
The link is underlined and highlighted in a color that is distinct from the other text.
| Awril Mai G (o0:01:40) |

Case Information -

Origin: Irbound chat

w uril Mai () Connected ﬂ(41}|

- hj I"EF" iﬂ;"’ - @" -

L0340 M) S¥SLERS odeTil wan a2 vl y o S0y .
[6:24:00 PH] MNew party ‘Kabe Lawis' has joined the session
[6:24:31 PH] Kabe Lewis: Hslla H

i ¥
addrecs: B HﬁEmﬁ'.ﬂﬂﬁ

Chat interaction with a clickable e-mail link from the contact

2. To create an e-mail interaction, click the link. The E-Mail Interaction view is displayed within the Chat
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Interaction window (see the Chat Interaction window containing an E-Mail Interaction view that was
added by clicking an e-mail address link in the chat transcript figure).
| #wril Mai (G (o0:02:45) () (00:00:40)

| Case Information a
Origin: [rbourd chat

» Avril Mai (Q) Connected () Outbound ﬂ[‘t1}|

I 1 i
WE e UTEE W 8w
[(IDZ£33% | SYSLERNZ Syotil wil De Yl y 00 il o 21
[6:24:00 PH] Maw party 'Kats Lewis' has joined the sassion |
[6:24:31 PH] Kate Lewis: Hello
[6:25:25 PH] Awnil Mai: Hello, can you e-mail my my statement? Here is my
address A Maifmail.dom =1
Yed
Sand
==l
Tow | A_MaiEmaldom; AddCe |
Subject:  Account inguiry
HTML= _ Tahoma “lu FEroeiE]]|
Hella Mz, Mz, o
1 &m attacking your recent statement.

Chat Interaction window containing an E-Mail Interaction view that was
added by clicking an e-mail address link in the chat transcript

3. Compose an e-mail message to the recipient (Lesson: Creating and sending a new e-mail interaction to
a contact). The controls for the e-mail interaction are displayed next to the chat controls (see the Chat
Interaction window containing an E-Mail Interaction view that was added by clicking an e-mail address
link in the chat transcript figure).

4. Click Send to send the e-mail interaction to the address that you clicked. You can also click Save, Save
In Draft workbin, Add Attachment, or Delete"see Creating and Handling a New or Reply E-Mail
Interaction.

5. Complete the chat interaction (see Lesson: Handling an inbound chat interaction).

End

Lesson:

Creating a new voice interaction by clicking an phone number link in an SMS
interaction

Purpose:

* To create a new voice interaction by clicking a phone number link in another interaction.
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The principles of this procedure are applicable to phone number links in chat and SMS interactions.

Prerequisites
* You are logged in to Interaction Workspace (see Lesson: Going Ready in the Interaction Workspace Main
window).

¢ You have an active chat or SMS interaction.

Start

1. If you are handling an SMS interaction (see Lesson: Handling an inbound SMS interaction), and your
contact sends you a phone number in their message, Interaction Workspace will convert the phone
number to a link (see the SMS interaction with a clickable phone number link from the contact figure).
The link is underlined and highlighted in a color that is distinct from the other text.

| - +33236143456 h Connected

| B - ﬂ Done %' |
| 5 mesages were eochanged with this custamer in the past 24

| heurs

[3:56:01 PM] +33298143456: Pleats call mea at: 5555555

SMS interaction with a clickable phone number link from the
contact

2. To create a voice interaction, click the link. The Voice Interaction controls are displayed within the SMS
Interaction window and the connection status is added to the interaction-status view (see the SMS
Interaction window containing Voice Interaction controls that were added by clicking a phone number
link in the SMS body figure).

| w 1433298143456 {Cp Connacted i) Cornected

e i

GRSl T A
7 messages were exchanged with this oustomers in the past 24 l
hours |

Show messajes |
[4:13:07 PM] +33298143456: Please call ma at: 5555555 |

SMS Interaction window containing Voice Interaction controls
that were added by clicking a phone number link in the SMS
body
3. Complete the voice interaction (see Lesson: Calling a contact).

4. Complete the SMS interaction (see Lesson: Handling an inbound SMS interaction).

End
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Edit Case Information And Record
Information

In this lesson, you will learn how to edit the Case Information of your interactions and the Record
Information of your outbound campaign voice interactions. Sometimes when you receive an
interaction, there might be errors in the Case Information. For example, a contact might have given
erroneous or incomplete information to the IVR, or selected the wrong language preference.
Interaction Workspace enables agents who are configured to edit Case Information to make changes
to specified fields in the Case Information and Record Information views (refer to the Interaction
Workspace Help for more information on these views). You can correct fields while you manage the
interaction, or you can update fields to reroute the interaction to a different agent or queue. This
lesson contains the following section:

* Editing Case Information

Editing Case Information

You can edit the case information of active interactions if you are configured with this privilege. There
are four types of Case Data that you can update:

e Text (string)
¢ Check boxes (Boolean)
¢ Dates (date)

¢ Numbers (integer and enum)

Lesson:

Modifying case information

Purpose:

* To specify a different value for a Case-Information field that is configured to be editable.

Warning: You can also use this procedure to edit
the Record Information of your outbound campaign
voice interactions.

Prerequisites

* You are configured to edit case information.

e You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
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* You have accepted an interaction that contains case data.

Start

1. When the interaction is displayed on your desktop, view the Case Information view. Move your mouse
pointer over the view to see which fields are editable. Editable fields are indicated by a small pencil
icon (see the Case Information view, with both editable and non-editable fields figure).

Case Information gp &
Origin: Tnternal eall frem Lucenk 1004

Queeane: 13

Call Type: Suppert

Document #: 5300
Document Hame: Users Guide .

End Dabe: Menday, June 06, 2011 10:58:42 AM
International:  [J]

Prinrily: High .

Reasan: Eraksn TV

Segment: God

Slart Dales Friday, May D8, 2011 10:11:05 AM .
Updated: [ -

Case Information view, with both editable and non-editable fields

Editable check boxes appear as active, while non-editable check boxes appear as inactive (that is, dimmed--see the Case
Information, with both editable and non-editable check boxes figure).

End Date: Menday, Jure 06, 2011 10:53:42 &M
Internatlianal:

Priorily: High

Reason: Eraken TV

Segment: Geld

Slart Dale: Friday, May DS, 2011 10:11:05 &M .-
Updated: ]

Case Information, with both editable and non-
editable check boxes

Sometimes, not all of the case data is available. There might be fields missing. If you are configured to
add missing fields, the Add Field button is displayed in the Case Information toolbar.
7

a. Click Add Field to display a drop-down list of fields.
b. Select a missing field to display the field in the Case Information view.
Click X to remove the field.
2. Enter the missing Case Data.
3. Press Enter to add the Case Data to the case information for the interaction.
e Click an editable check box to select it (see teh Case Information with an editable check box selected

figure); click it again to de-select it (see the Case Information, with both editable and non-editable check
boxes figure).
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End Date: Manday, June 05, 2011 10:52:42 &AM
International: [+
Priority: High
Reason: Brokan TV
Segment: Gzld
Start Datbe: Frday, May 06, 2011 10:11:05 AM -
Updated: 5]
Case Information with an editable check box
selected

Click an editable data-time field to edit it. A calendar and time-picker view is displayed (see the Case
Information date and time editor figure).

Friciey, May 06, 2011 10:11:05 AM [=]
4 May, 2011 L4 ) P ;\\\
Su Mo Tu We Th Fr Sa / vl
2025 26 27 8 2 20 |+ 1
1 2 2 4 5 Fe8 F |
E 9 10 11 12 13 14 N Yy
15 16 17 1B 19 20 2t T s e
2015 B T —
% 3001 1 02 3 4
- . s
[10:21:05 an &
Friday, May 05, 2001 10:11:05 AM

Case Information date and time editor

To set a new date, use the arrows to move the month and year forward and backward, respectively. Click a day to select it.

To set a new time, click an hour, minute, or second, and then use the up and down arrows to increase or
decrease the value respectively, or use your keyboard to enter a new value.

Click an editable drop-down list to change its value (see the Case Information drop-down list editor figure).
Fricrty: High >,

Heason: Laws
Segment:

Middhs ‘
Stark Diabe: TodF, Midy Uy cULL LG LLolD At o

Case Information drop-down list editor

To edit a text value, click the value to open the text-edit field. Modify the value and press Enter (see the

Case Information editable text field figure).
O YT, E=IFIREE IR

Document #: 5200

Nnenmaant Manmas | loeee Coida
Case Information editable text field

End
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Using The Standard Response Library

In this lesson, you will learn how to access a database of prewritten standard responses for your
interactions.

Warning: You can insert responses as replies into
any e-mail message, chat message, or SMS
message, or you can read them to the contact
during a voice interaction or Outbound Campaign
call.

This lesson contains the following section:

* Inserting a Standard Response into an E-Mail Interaction

Inserting a Standard Response into an E-Mail Interaction

Your contact center might have a database of standard responses that you can access to compose
prewritten replies to the e-mail, chat, and SMS interactions of a contact. You can find and insert
standard responses manually, or use suggested responses that are based on relevancy. Your
administrator defines the standard responses to which you have access. The responses to which you
have access might be restricted by business area, language, or other criteria that is specific to your
business or role. This section contains the following procedures:

* Finding and inserting a standard response into an e-mail interaction

¢ Searching the Standard Response Library for a standard response

¢ Searching the Standard Response Library for a suggested response

Lesson:

Finding and inserting a standard response into an e-mail interaction=

e To send a pre-written response to a customer interaction (e-mail, chat, or SMS).
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ You have accepted the inbound or transferred e-mail interaction or created a new interaction (see
Lesson: Handling an inbound e-mail interaction or Lesson: Creating and sending a new e-mail
interaction to a contact).

e If you are handling an inbound e-mail interaction, you have clicked Reply or Reply All in the inbound
E-Mail Interaction window (see Lesson: Replying to a inbound e-mail interaction).
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Start

1.

If you are configured to use standard responses, all Interaction Workspace interaction windows, such as
the E-Mail Interaction window (see the Blank outbound E-Mail Interaction window figure), enable you to

access the Standard Responses Library.

Avril Mai - External - Interaction Workspace
| Avril Mai (5) (00:01:14)
Case Information

Origin: Outhound emad

- purl Mz (5} Outhourd

ETEE &R

] 4

Lowinog = |

From: ['ccrrlactcarta"' <mainE&mer.davz

A_Mai@mail.dern;

Subject;  Account Fallew Up

I|-|'|'||.|!_--- :;E: -

Disposition Code
Hone

Repected
Transfarred

Aecepted

oooe

Blank outbound E-Mail Interaction window

To open the Responses view in any interaction window, including e-mail, chat, and voice, click the Responses button, which is
located on the left-hand side of the interaction window and below the Contact button.

535NOdS53Y =

2. The Responses view is displayed. The Responses view has two view modes: tree mode (see the
Responses tree-mode view of an interaction window figure) and list mode (see the Responses list-mode

view of an interaction window figure).
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]
.
;

SIENCHETY -

Any Keyword Ssarch «

Smarchh

Viewz [MRﬁpﬂmﬂs

L

M (] Aute Resporse

M (2] auteBot

# LB

M (2] chat Transcript
M [ Fnancial zervica
M (£ Forwarding

M (] 025 _Samples

M (21 Premier Finangal Services

M ] remindsar
M (] sAF_Mwo
M (21 survey emails

M (] webCallbadk notifications

Responses tree-mode view of an interaction window

Similar to the tree view of Microsoft Windows Explorer, the tree view enables you to explore folders of responses by category. The
list mode enables you to view the response documents in a table view that is sortable by document name or folder name.

4t

Racpanga
[ setting up Recuming Transfers (23 \Premier Finandal S=n
[ Chaek Card faaturas
[ what is a pending interaction 3 'Premisr Finencial Sen

= 3

Patant Catagery

[ \Pramisr Firamsial San,

[ accounts &vallabla Ording (3 \Premier Finandal Sen
[ Survey for Inbound email [ \survey emalls

[ Survey far Chat [ \Survey amails

[y HealthCare appointment reminds [ \Remindar

[ Appomtment Reminder 3

[ First contact [ \Financial sarvica

[ Wirarg ameunt [ \Financial service

[ Altzrnative mearchant nams 1 \Financial servics

[ First contact (1 \Financial sarvice

Responses list-mode view of an interaction window

-

Click folders in the tree view to open them and view sub-folders and documents.

You can also search for a specific response by title or content by using the search functionality (see
Lesson: Searching the Standard Response Library for a standard response).

3. To view or use a standard response, click the document in either mode (see the Responses view, with a
selected standard response figure).

A
%.
il

Any Kayword Ssarch =
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2y
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= [ Errors in transactions
LY First contact
[ vireng amaount

# tl Urédenbfied transaction

# (1 Fenwarding

bt
=
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Responses view, with a selected standard response

When a document is highlighted, you can perform the following actions:

* Preview the contents of the response by clicking Show Detail (see the Responses view, displaying

the details of the selected response figure).

£ BT

il [ &ube Resporse
[ (] futeBet
m Clee
[ (1 Chat Transcript
& [ Fnancial servics
= [ Errors in transactions
[ First contact
[ Wirong amaunt
® [ Uridentdfied tranzacticn
# (3 Ferwanding
¥ (0] oes_Samples
¥ (22 Premier Finangal Services
[ 3 remindar

Wrong amount

= O

-

Dear <& Contact.Firsthame+" "+ContactLastName 5>,

Ve do not agrea that the transaction ameount is incormect, The
iritial charge was mads in EU and we therefore added & 1%

cumency exchanga fee to the oriainal amsount.

Responses view, displaying the details of the selected response

* Insert the response into your interaction at the insertion point by clicking Insert Standard

Response Text.

* Add the document to your list of favorite responses by clicking Add Standard Response into
Favorite Responses. You can then filter the tree mode or list mode to show only your favorites by
clicking the View drop-down list and then selecting Favorite Responses instead of ALL Responses.
The A standard response inserted into an outbound e-mail interaction figure shows a selected
response in the tree-mode view, the associated Details view, and inserted into the e-mail
interaction text composition area. You can add multiple responses in the same interaction.
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Avnl Mai - External - Interaction Workspace
| Avril Mai () (00:03:55)

Case Information ML v —p———— 5z
Origin: Outbeund emad g
E-l' Wiswaz |AJ.III¢=pmse. v]
v fwril Ma () Otbourd FToTT
_ = — & @ = O
HEE R = [ 2wt Respenss 2
= O AutoBat

From: | "Contact Centar™ <main@mer.days - = Ol
A_Maigemail.deen; addce v = [ Chat Transcript

= [ Finercisl servics

Sarhyg Aocount Follaw Up
LS Bl [ Errars in transactions

- — [ First contact
AHTML = tshame =in s [ wrarg ameurt
Diar Svril Mai, «  m (3 Unidentified trarsaction
Ve d ot agrea that the transaction ameunt is incomect, The # [ Forwarding —
Inebial change was mada in EU and wa tharefors addad a 1% @ [ 2Es_samples
eurrency axchange fes ba the eriginal smaunt. # [ Premier Financial Seraces
E @ 3 Reminder b
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....... R — —
Dispasition Code Wi g net agres that the transaction amount is incormect, The
@ Mone initial charge was mads in EU and we therefare added a 1%
currency exchanga fes bo the original amount
O Resected e ™
) Transferred
) Accepted

......................

A standard response inserted into an outbound e-mail interaction

4. Complete and send or transfer the interaction (see Lesson: Replying to a inbound e-mail interaction or
Lesson: Creating and sending a new e-mail interaction to a contact).

End

Lesson:

Searching the Standard Response Library for a standard response=

* To use search tools to find a response in the Standard Response Library.

Warning: If you are configured to use responses,
the Responses view is available for the E-Mail,
Chat, SMS, and Voice Interaction windows.

Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have accepted the inbound or transferred interaction or created a new interaction.

Start

1. You can use either the tree mode or list mode to search manually through the list of standard responses
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(see Lesson: Finding and inserting a standard response into an e-mail interaction), or you can use
keyword searches to identify quickly the responses that contain the information that you want to send
to your contact. In the responses view, type a word or words into the search field and then click the
magnifying glass or press Enter to return all documents that meet the criteria that you specify (see the
Responses All Keyword Search figure and the Responses Exact Text Search figure). The Responses
search function enables you to perform three standard searches:

* 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

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

& Keywords Seardh 'i Bmount Ea-
Viewi: [ﬂlﬁﬁwms ']

|4 =g

|_] Setiing up Recurrng Transfers

=) [ Check Card or Visa
| ) Chack Card featires

=] = Pending Interacticns
|1 What Is a pending imteraction

B [} Finencial senice
= o) Errors in trancstions
| ) wirang amount

Wrong amount

Dwer < Centech.FirstNema+” "+Contact.LastName $=.

e do not agres that the wansaction amaunt i incomect. The initial charga
vz madk in EU and we therefore added 2 1% cumency excharge fee to the
crigiral amaunt,

Responses All Keyword Search

Exact Text Search = | trarsactisn amaunt R
Wiz [Mlﬂ.ﬁpmaﬁ ']
| & = 8 |

= =) Finareial sardce
=] &= Efrors In fransactions

| Wrong amount

Wrong amount

Diear <& Contack Firsthame+" "+ Cankact Lastiams 53,

Wa do not agree that the transactian amount is incormedt. The initial charge
wizs made in EU and we therefors added a 1% curmency exchange fez to the
arigirel amaurt

Responses Exact Text Search

2. Use the View menu to search through All Responses or your Favorite Responses (see the Favorite
Responses filter figure).
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Wiews |Hmkﬁﬁl:sm T|

3 =
F [ Financial serdce
[=] =} Erreas iin transactions
|} wrong amaunt

Favorite Responses filter

3. Click the Show Advanced Search Options button (two downward pointing chevrons) to display the
advanced filtering options. The advanced filtering options enable you to specify whether to search in
Responses Names, Responses Body Text, or both (see the Advanced response filtering options figure).

All Keywerds Seasch = | amsunt -
Search for Text In: o Raspanzes Names

o Aaspanses Body Texdt
Wiew: |Niﬁmmw= T|

Advanced response filtering options

4. When you have found the responses for which you are searching, you can insert it into your interaction
at the insertion point (go to Step 3 of Lesson: Finding and inserting a standard response into an e-mail
interaction) or you can read it to a contact on a voice call.

End

Lesson:

Searching the Standard Response Library for a suggested response=

e To use a suggested response from the Standard Response Library.
Prerequisites

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ You have accepted the inbound or transferred e-mail interaction.
Start

1. In the Responses view, from the View menu, select Suggested Responses (see the Tree view of
Suggested Responses in the Responses view of a reply e-mail interaction window figure).
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View:  |Suggested Resporses *]

3% =g
Rasponse Relavancy
= 2 Erors in transactions B4 %

J First contack
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_] CRMCase0penad
| Emziltbandonecipdogy
= [ Finandal sanvice 5 % -
m Fo Unidentifisd transsetion -
Tree view of Suggested Responses in the Responses view of a
reply e-mail interaction window

=

i

Suggested responses are displayed in either list view or tree view. In list view (see the List view of the Suggested Responses view
figure), you can sort by column. Click a column heading to sort by that field; click the same column head to reverse the sort
order. In tree view (see the Tree view of Suggested Responses in the Responses view of a reply e-mail interaction window figure),
the responses are sorted by relevancy to the inbound interaction to which you are replying.
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| Firgt eentact 50 % [ Financial servics\ln
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List view of the Suggested Responses view

2. To search through the Suggested Responses list, you can use either the tree mode or list mode to
search manually through the list of standard responses (see Lesson: Finding and inserting a standard
response into an e-mail interaction), or you can use keyword searches to identify quickly the responses

that contain the information that you want to send to your contact (see Lesson: Finding and inserting a
standard response into an e-mail interaction).

3. When you have found the response for which you are searching, you can insert it into your interaction

at the insertion point (go to Step 3 of Lesson: Finding and inserting a standard response into an e-mail
interaction) or you can read it to a contact on a voice call.

End
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Apply Disposition Codes

The Interaction Workspace Disposition Code view enables you to assign to an ongoing or terminated
interaction one or more codes that qualify or specify the outcome of the interaction. The Disposition
Code view is part of the Interaction window. It contains a checklist of options that you can click to
specify the outcome of the interaction. Your system might be configured so that you cannot click
Mark Done until you have selected a disposition code. Your system might be configured so that the
Disposition Code view is not displayed. This lesson contains the following section:

* Assigning Disposition Codes

Assigning Disposition Codes

Many contact-centers attach data to interactions that specifies the outcome of each interaction. The
outcomes are defined by the contact-center administrators. Each outcome is assigned a disposition
code that enables contact-center personnel or systems to determine whether an interaction was
successful, transferred, or whether a follow-up interaction is required. Interaction Workspace employs
a simple radio-button interface to enable you to assign a disposition code to your interaction quickly
and easily.

Warning: In some Outbound Campaign interactions,
the Disposition Code view has additional features.
See Lesson: Handle Outbound-Campaign Voice
Interactions.

Lesson:

Applying a disposition code to a voice interaction

Purpose:
¢ To attach information about the outcome of the current or selected interaction.

A disposition code can be set at different times depending on the configuration of your system. Your
system might require you to set the disposition code before you click Mark Done to complete an
interaction. Your system might require you to set the disposition code before you transfer or
conference the interaction. The following procedure assumes that you must set the disposition code
before you click Mark Done.

Prerequisites
* You are logged in to Interaction Workspace (see Getting Started.

* You have an open Voice Media interaction (see Receiving a Voice Interaction).

¢ Your assigned role requires you to assign disposition codes to interactions.
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Start

1. If the customer has not ended the call, but you are ready to hang up, in the active Voice Interaction
window (see Receiving a Voice Interaction), click End Call (the phone-set button that has a red X; see
the Inbound Voice Interaction window, with no disposition code set figure).

Avnl Mai - External - Interaction Workspace

| avril Mai ig) (00:00:25)

Case Information -

Origin:  [nbourd call bo E38
Quieue: 122

Call Type: Support

Priority: High

Reason: EBroken TV
Segment: Gold

LoRNGT - |

- 5555555 dg) Connected

RS fa- e B
| Dispasitions ~ Mote ]

SASNGETT -

Inbound Voice Interaction window, with no disposition code set

2. Click the Dispositions tab (see the Dispositions view, with no disposition code set figure) to display
the Disposition Code selector.
| Dispositions  Note |
; Despostition Code
|| & Hone
|| © Rejected
7 Trareherred

Dispositions view, with no disposition code set

3. Click the Disposition Code radio button to specify the outcome of the call. The available options are
configured by your system administrator, and might not be the same values that are shown in the
Dispositions view, with no disposition code set figure and the Voice Interaction window, with disposition

code set figure.
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Avnl Mai - External - Interaction Workspace

| Avril Mai @) (00:02:36)

Case Information -

[
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- 5555555 g Ended

3 Done

| Dispositions  Hotc |
Dispasition Code

) Mone
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&) Transfarmed

@ Arcepted

SASHOSTT ~ |

Voice Interaction window, with disposition code set
4. Click Mark Done.

5. If the Voice Interaction window does not close automatically, close the Voice Interaction window after
you have clicked Mark Done for each of the active interactions.

6. Complete your after-call work.

End
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Using The Interaction Bar

In this lesson, you will learn how to use the Interaction Bar in the Main Window to manage one or
more interactions. This lesson contains the following section:

* Managing Interactions

Managing Interactions

The Interaction Bar enables you to use a simplified control set to handle one or more interactions
without having to make the interaction window active. It also enables you to restore, or bring to the
front, any active interaction window.

Lesson:

Managing multiple interactions by using the Interaction Bar

Purpose:

e To manage interaction windows and interaction functionality from the Main Window.

Prerequisites

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
* You are handling one or more interactions.

* You are using the Main Window view.

Start

1. If you have one or more active interactions, the Interaction Bar is displayed at the bottom of the Main
Window (see the Main Window displaying the Interaction Bar at the bottom figure). Interactions are
"docked" in the Interaction Bar. The interactions appear as boxes that are identified by a name,
number, or other contact information, as well as an icon that represents the interaction type (refer to
the Interaction Workspace Help).

* Interaction Workspace ; logOut & «|_DOX

Dremmernme

E Roger Reeves ﬂlE Pﬁml.m‘lsﬂl

Main Window displaying the Interaction Bar at the bottom

You can minimize interaction windows or cover them with other windows and then access them quickly and easily by clicking the
interaction box in the Interaction Bar. If you place your mouse pointer over an interaction in the Interaction Bar, a ToolTip is
displayed that summarizes the content or the attached data for the interaction. The ToolTip also includes a summary of all the
interactions that are involved in this thread, as well as any consultation interactions that are related to the interaction.

Entries in the Interaction Bar flash (or blink) when specific events occur that might require your
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immediate attention. Chat, SMS Session, and IM interactions flash when a new message is received.

2. If you click another interaction box, it becomes active and changes color, and controls are displayed
(see the Main Window, displaying an active SMS interaction in the Interaction Bar figure).

~* Interaction Workspace 2~ | logOuw & v |—0OX

Workomcs Voktws oo Hesons
2 wmove O [EEETER T & - J[o vriee O]

Main Window, displaying an active SMS interaction in the Interaction Bar

The controls are a subset of the controls that are available in the interaction window for the interaction.

3. To open an interaction window from the Interaction Bar, click the box icon on the left-hand side of the
interaction box (see the Main Window, displaying an active SMS interaction in the Interaction Bar
figure).

4. To control the interaction from the Interaction Bar, click on the interaction box, and then use the
controls. Different controls are available for different interaction types (see the Interaction Bar
interaction boxes by type table). Refer to the interaction-specific chapters of the Interaction Workspace
User's Guide and the Interaction Workspace Help for information about the functionality of each

control.
Interaction Bar interaction boxes by type
Interaction Type Interface
Chat
E-Mail

Instant Message

SMS

Voice

End
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Contact Management

These lessons introduce you to Interaction Workspace contact management. The Interaction
Workspace Contact History view enables you to view and manage previous interactions with a

contact. Contact Management

* Manage Contacts
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Manage Contacts

The Interaction Workspace Contact History view enables you to view and manage previous
interactions with a contact. This lesson contains the following sections:

* Managing Contact History
¢ Managing Your History

* Managing Contacts and Contact Information

Managing Contact History

The Contact History view enables you to view and manage previous interactions with a contact. You
can find and select previous interactions by using the following views:

¢ Contact Directory (see Lesson: Finding and viewing an interaction in the contact database)

e Information view of the current voice interaction (see Lesson: Handle Voice Interactions)
Interactions are stored with various attributes. You can use these attributes to find specific
interactions. Search results are shown in the interactions table. You can sort, filter, and perform
actions on the interactions that you select. Use the Contact History view to do the following:

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

e Perform the following actions on selected interactions:

* Mark open interactions as done
* Merge interactions

* Unmerge interactions

¢ View information about selected interactions

This section contains the following procedures:

¢ Lesson: Finding and viewing an interaction in the contact database
¢ Lesson: Finding and viewing an interaction in the contact view of the Interaction window
* Lesson: Using the History tab Quick Search to find an interaction

¢ Lesson: Using the History tab Advanced Search to find an interaction
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Lesson:

Finding and viewing an interaction in the contact database

Purpose:

¢ To find and view or modify existing interactions for a contact in the contact database.

Prerequisites

* You are configured to view or manage the contact database.

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

Start

1. On the Interaction Workspace Main Window, click Contact to display the Contact Directory tab.

| Contaet Direstery
Quick search PR
i{.i. | fjgDedet=  Mare Actions ~ M=
Mo s
| EETEYTT] |
| 14 {page 0 of0 b 0-00f0 (10 ~|perpage |

Contact Directory tab

2. Click in the Quick Search field and enter the name of the contact for whom you are searching to find
the contact in the contact database.

3. Click the magnifying-glass icon, or press Enter, to begin the search.
4. Click the name of the contact in the search-results table or list.

5. In the Show Details Panel drop-down list, display the Details panel (see the Contact Details view,
displaying the Contact Information tab figure).

Workspace Desktop Edition User's Guide 230



Contact Management

Manage Contacts

| Information || Hestery
| Bl 3 Resst
General
Titla
First Mame*
Lt Miame ™

Phone Numbser
5555555

#dd Phana Number

E-mail Address
& _Maigmal.daom
mail@rmaid.com
Add E-mail Address

(Nane} s
il
Mai X
I o x
-
Campus [v| % (@ primary
tast v % O

Contact Details view, displaying the Contact Information tab

6. Click the History tab to display the contact History view (see the Contact Details view, displaying the
Contact History tab figure).
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Contact Details view, displaying the Contact History tab

7. Find the interaction that you want to view by using one of the following search types:

* Quick Search--Enables you to search for any attribute that begins with the value that you enter.
For example, you could search for a disposition code of 2 or find all interactions that are related to
the subject of billing. See Lesson: Using the History tab Quick Search to find an interaction.

* Advanced Search--Enables you to use multiple criteria to refine your search. The Advanced Search
pane contains drop-down lists of search criteria, such as Status, Start Date, and Subject. It also
contains drop-down lists with modifiers that determine how the criteria will affect the search. See
Lesson: Using the History tab Advanced Search to find an interaction.

8. If more than one interaction matches your search criteria, specify the time interval that is to be used to
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filter your search results by using the Chronology slider.
Arch. All 1M 1W 1D

The slider has five positions that represent different time intervals:

Arch.--Search the database for messages that have been archived.

All--Search the entire database from the most recent interaction, back to the earliest interaction.
1M--Search the database from the most recent interaction, back to one month ago.

1W--Search the database from the most recent interaction, back to one week ago.

1D--Search the database from the most recent interaction, back to one day ago.

9. If more than one type of interaction matches your search criteria, use the Type filters to search only for
interactions of a specific type. Select the filter type from the drop-down list to turn the filters on and off.
When a filter is on, a check mark appears beside its name in the menu.

Rlter v Quick search

+  Show All Interactions

Show Phone calls
Show Emails

Show TMs

The interaction filters might include the following types:

Show All Interactions

¢ Show Voice Interactions

e Show E-mail Interactions

Show Chat/Instant Message Interactions
Show SMS Interactions

Show Other Media Interactions--Includes workitems and social-media interactions

Your administrator might also include filter types that are related to your specific
role in the company, such as the type of customer that your deal with or the
business area for which you are responsible.

If more than one interaction matches your search criteria, you can sort the contents of the search-results
table by an attribute. The attributes are defined by your system administrator. To sort the interactions by
one of the attributes, click the column headings that match the attribute that you wan to use to sort the
results (see the History View for the current or selected contact figure). Your available search criteria might
include one of the following:

e Status--The disposition code that was assigned to the interaction, if any

* Subject--For e-mail interactions only

* Start Date--The date and timestamp when the interaction was first received
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* End Date--The date and timestamp when the interaction was marked Done.

Interaction Workspace enables you to view contact interactions either by attributes or as threads. Click the
Show Interactions in Grid View/Show Interactions in Tree View button ( /Eb to specify how the
Contact History panel is displayed. Grid View displays interactions by attribute and Tree View displays
interactions chronologically by thread. A thread is a group of two or more interactions with a single contact
that were created in the same context (e-mail replies, multichannel conversations, social-media threads,
and so on).

Click an interaction to select it. The Details panel displays information about interactions on the Details
tab, the Notepad tab, and the Case Data tab (see the History View for the current or selected contact
figure). If you are configured to see the detailed status of the in-progress interaction, the status of the
interaction is displayed in the Details tab. If the status of an e-mail interaction in the Contact History view

is in one of the in-progress states, when you select the interaction, the Open button (i&) is displayed (if the
e-mail is in a queue, a workbin, or in routing"including outbound in-progress e-mails).

a. Click Open to open the e-mail interaction in the current active interaction window, or in a new E-mail
Interaction window if you are opening the e-mail from the Main Window or Gadget Contact History view.

b. After you open the in-progress e-mail interaction, you can read or handle it as an inbound e-mail
interaction or an outbound e-mail interaction (refer to Lesson: Replying to a inbound e-mail interaction
and Lesson: Creating and sending a new e-mail interaction to a contact). You can also click Put back in

original location (E’) to return the e-mail interaction back to the In-Progress workbin or into a
queue.

c. If you are configured to manage contact data, open the Actions menu and then choose one of the
following actions:

¢ Mark Done--Displayed only if an interaction is still in progress. If you complete an interaction, select
it in the interactions table, and then click Mark Done. The status of the interaction will be changed to
Done.

* Change Contact--Assign a different contact for the selected interaction.

When you have finished working on the selected interaction in the Main Window, clear the search results by
clicking the X button beside the search field. When you have finished working on the selected interaction in
the Interaction window, close the Information view by clicking the Contact button on the right-hand side of
the current interaction.

End

Lesson:

Finding and viewing an interaction in the contact view of the Interaction window

Purpose:

¢ To find and view or modify existing interactions for a contact in the contact database from an active
interaction.

Prerequisites

* You are configured to view or manage the contact database.

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
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¢ You have an active interaction.

Start

1. In the active interaction window, click Contact to display the Contact Directory tab (see the Contact

Titie (hane) [se
First Mame * Bl

Last Mame * Mai x

Phone Number o i
ESESESE (Nare) [se]|

#dd Phana Number

E-mail Address
A Maigmaildam Campus [w| ®  (EiPrimary
mail@mail.com tagt vl O
&dd E-mail Addrass -

Contact Details view displaying the Contact Information tab

The Information tab displays information about the current contact.

2. Click the History tab to display the list of interactions for the current contact (see the History View for

the current or selected contact figure).
1| Infermation '[ Histary |
2 Illl;ﬂ‘.-*;' “:| ":Il 1[: ...................................................
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History View for the current or selected contact

3. Find the interaction that you want to view by using one of the following search types:

* Quick Search--Enables you to search for any attribute that begins with the value that you enter.
For example, you could search for a disposition code of 2 or find all interactions that are related to
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the subject of billing. See Lesson: Using the History tab Quick Search to find an interaction.

* Advanced Search--Enables you to use multiple criteria to refine your search. The Advanced Search
pane contains drop-down lists of search criteria, such as Status, Start Date, and Subject. It also
contains drop-down lists with modifiers that determine how the criteria will affect the search. See
Lesson: Using the History tab Advanced Search to find an interaction.

4. If more than one interaction matches your search criteria, specify the time interval that is to be used to
filter your search results by using the Chronology slider.
Arch. All 1M 1W 1D

The slider has five positions that represent different time intervals:
* Arch.--Search the database for messages that have been archived.
* All--Search the entire database from the most recent interaction back to the earliest interaction.
e 1M--Search the database from the most recent interaction back to one month ago.
* 1W--Search the database from the most recent interaction, back to one week ago.

e 1D--Search the database from the most recent interaction, back to one day ago.

5. If more than one type of interaction matches your search criteria, use the Type filters to search only for
interactions of a specific type. Select the filter type from the drop-down list to turn the filters on and off.
When a filter is on, a check mark appears beside its name in the menu.

Flter = Qwick search

+  Show All Interactions

Show Phone calls
Show Emails

Show TMs

The interaction filters might include the following types:
* Show All Interactions
* Show Voice Interactions
e Show E-mail Interactions
* Show Chat/Instant Message Interactions
e Show SMS Interactions

¢ Show Other Media Interactions--Includes workitems and social-media interactions

Your administrator might also include filter types that are related to your specific role in the company,
such as the type of customer that your deal with or the business area for which you are responsible.

6. If more than one interaction matches your search criteria, you can sort the contents of the search-
results table by an attribute. The attributes are defined by your system administrator. To sort the
interactions by one of the attributes, click the column headings that match the attribute that you wan
to use to sort the results (see the History View for the current or selected contact figure). Your available
search criteria might include one of the following:

» Status--The disposition code that was assigned to the interaction, if any.
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7.

8.

* Subject--For e-mail interactions only.
* Start Date--The date and timestamp when the interaction was first received.

* End Date--The date and timestamp when the interaction was marked Done.

Interaction Workspace enables you to view contact interactions either by attributes or as threads. Click

the Show Interactions in Grid View/Show Interactions in Tree View button (/) to specify
how the Contact History panel is displayed. Grid View displays interactions by attribute, and Tree View
displays interactions chronologically by thread. A thread is a group of two or more interactions with a

single contact that were created in the same context (e-mail replies, multichannel conversations,
social-media threads, and so on).

Click an interaction to select it. The Details panel displays information about interactions on the
Details tab, the Notepad tab, and the Case Data tab (see the History View for the current or selected
contact figure). If you are configured to see the detailed status of the in-progress interaction, the status
of the interaction is displayed in the Details tab. If the status of an e-mail interaction in the Contact

History view is in one of the in-progress states, when you select the interaction, the Pull button (l&) is
displayed (if the e-mail is in a queue, a workbin, or in routing"including outbound in-progress e-mails).

a. Click Pull to open the e-mail interaction in the current active interaction window, or in a new E-mail

Interaction window if you are opening the e-mail from the Main Window or Gadget Contact History
view.

b. After you pull the in-progress e-mail interaction, you can read or handle it as an inbound e-mail
interaction or an outbound e-mail interaction (refer to Lesson: Replying to a inbound e-mail
interaction and Lesson: Creating and sending a new e-mail interaction to a contact). You can also

click Put back in original location (E?) to return the e-mail interaction back to the In-Progress
workbin or into a queue.

9. If you are configured to manage contact data, open the Actions menu and then choose one of the
following actions:

* Mark Done--Displayed only if an interaction is still in progress. If you complete an interaction,
select it in the interactions table, and then click Mark Done. The status of the interaction will be
changed to Done.

* Change Contact--Assign a different contact for the selected interaction.

When you have finished working on the selected interaction in the Main Window, clear the search
results by clicking the X button beside the search field. When you have finished working on the selected
interaction in the Interaction window, close the Information view by clicking the Contact button on the
right side of the current interaction.

End

Lesson:

Using the History tab Quick Search to find an interaction

Purpose:

¢ To search for any interaction by status, end date, and start date.

Prerequisites
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* You are configured to view or manage the contact database.
¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have completed Step 1 of Lesson: Finding and viewing an interaction in the contact database.
Start

1. To search the contact history, in the History tab, type in the Quick Search field (see the Contact History
view Quick Search tool figure) the attribute value for which you are searching. You can use the standard
Windows wildcard characters--such as ?, *, _, and %"to expand your search.

Duick search Lo
Contact History view Quick Search tool

Warning: Quick Search is a contains search.

2. Click the magnifying-glass icon, or press Enter, to search for the criteria that you have entered. Your
search results are displayed in the Search Results table (see Lesson: Finding and viewing an interaction
in the contact database).

3. Click the X to clear the Quick Search field and the Search Results table.

End

Lesson:

Using the History tab Advanced Search to find an interaction

Purpose:

¢ To enter multiple interaction criteria to refine your search of the contact database. The Advanced Search
pane contains drop-down lists of search criteria, such as Status, Start Date, End Date, and Subject.
It also contains drop-down lists with modifiers that determine how the criteria will affect the search.

Prerequisites

* You are configured to view or manage the contact database.
* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have completed Step 1 of Lesson: Finding and viewing an interaction in the contact database.
Start

1. To search the contact history, in the History tab, enter in the Advanced Search view (see the Contact
History view Advanced Search tool figure) the attribute value or values that you want to find. You can
use the standard Windows wildcard characters to expand your search.
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@ Match Al Conditions () Match Ary Condition
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£dd Condition =

Contact History view Advanced Search tool

* From the column of search attributes on the left, choose the attribute within which you want to
search from the drop-down lists.

e From the column of search modifiers to the right of the attribute column, choose how the search
string should be considered.
Menus for predefined fields, such as Status, contain the predefined field names from the
database--for example: Al1, Done, and In progress.

Menus for date fields contain the following choices:
* On--The exact date.
* On or after--The specified date or any date after.
» Before--Before the specified date.
Menus for text fields contain the following choices:
* Contains--The specified text string occurs anywhere in the selected criterion.
* Begins With--The specified text string occurs at the beginning of the selected criterion.
* Is--The specified text string exactly matches the criterion.

Enter the search value in the text field on the right-hand side. If your criterion is a start date or end date, use the calendar pop-up
window to specify the date, then select a Match Conditions option to specify whether ALl or Any of the search conditions that
you have specified are applied.

2. Click the magnifying-glass icon, or press Enter, to search for the values that you have entered. Your
search results are displayed in the Search Results table (see Lesson: Finding and viewing an interaction
in the contact database).

3. Click the X to clear the Advanced Search fields and the Search Results table.

End

Managing Your History

The My History view enables you to view and manage previous interactions between you and a
contact. You can find and select your previous interactions by using the following views:

* My History tab in the Main Window

e My History window
Interactions are stored with various attributes. You can use these attributes to find specific

interactions. Search results are shown in the interactions table. You can sort, filter, and perform
actions on the interactions that you select. Use the My History view to do the following:
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e Find interactions for contacts whom you have handled
e Perform the following actions on selected interactions:
* Mark done open interactions

* Assign interaction to another contact

¢ View information about selected interactions

This section contains the following procedure:

* Lesson: Finding and viewing your interactions in the contact database

Lesson:

Finding and viewing your interactions in the contact database

Purpose:

* To find and view or modify your interactions for a contact in the contact database by using the My
History view.

Prerequisites

* You are configured to view or manage the contact database.

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

Start

1. Do one of the following:

* On the Interaction Workspace Main Window (see the Main Window, displaying the My History tab in
Workspace view figure):

a. Click Workspace to display your workspace.

b. Click the My History tab to display all of your interactions.
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Main Window, displaying the My History tab in Workspace view
2. To find all of your interactions with a specific contact, do the following:
i. Clickinthe Quick Search field and enter the name of the contact for whom you are searching.

¢ The Quick Search enables you to search for any attribute that begins with the value that you
enter. For example, you could search for a disposition code of 2 or find all interactions that are
related to the subject of billing. See Lesson: Using the History tab Quick Search to find an
interaction.

ii. Click the magnifying-glass icon, or press Enter, to begin the search. When the search is complete, a
list is displayed of all of your interactions in the contact database that match your search criteria.

To find a specific interaction in the list of search results, you can filter the results by date, interaction
type, or advanced criteria.

3. To filter the search results by date, specify the time interval that is to be used to filter your search
results by using the Chronology slider.
Arch. All 1M 1W 1D
The Chronology slider has five positions that represent different time intervals:
* Arch.--Search the database for messages that have been archived.
e All--Search the entire database from the most recent interaction back to the earliest interaction.
* 1M--Search the database from the most recent interaction back to one month ago.
e 1W--Search the database from the most recent interaction, back to one week ago.

e 1D--Search the database from the most recent interaction, back to one day ago.

4. To filter the search results by type of interaction, use the Type filters to search only for interactions of a
specific type (see the My History view Filter menu figure). The interaction types are: Voice, E-mail, and
Chat/Instant Message. Select the types to display from the Filter drop-down menu. The Filter menu
options turn the filters on and off. When a filter is on, a check mark is displayed next to its name in the
menu. Your administrator might include filter types that are related to your specific role in the
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company, such as the type of customer that your deal with or the business area for which you are
responsible.

' Filter = Mai
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Show [Ms

My History view Filter menu.

5. The Advanced Search enables you to use multiple criteria to refine your search. The Advanced Search
pane contains drop-down lists of search criteria, such as Status, Start Date, and Subject (see the
Advanced Search view displaying the My History tab figure). It also contains drop-down lists with
modifiers that determine how the criteria will affect the search. See Lesson: Using the History tab
Advanced Search to find an interaction.
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Advanced Search view displaying the My History tab

6. If more than one interaction matches your search criteria, you can sort the contents of the search-
results table by an attribute (see the Search results displaying the My History tab figure). The attributes
are defined by your system administrator.

| MyChanmels | My History | My Stafistics | Call Center Statistics

A Bl 1M IW 1D
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Search results displaying the My History tab
To sort the interactions by one of the attributes, click the column headings that match the attribute that you want to use to sort

the results (see the Search results displaying the My History tab figure). Your available search criteria might include one of the
following:

* Status--Done or In Progress
* Subject--For e-mail interactions only
» Start Date--The date and timestamp when the interaction was first received

* End Date--The date and timestamp when the interaction was marked Done

7. Interaction Workspace enables you to view contact interactions either by attributes or as threads. Click

the Show Interactions in Grid View/Show Interactions in Tree View button (/El) to specify
how the Contact History panel is displayed. Grid View displays interactions by attribute and Tree View
displays interactions chronologically by thread. A thread is a group of two or more interactions with a

single contact that were created in the same context (e-mail replies, multichannel conversations,
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social-media threads, and so on).

8. Click an interaction to select it. The Details panel displays information about interactions on the
Details tab, the Notepad tab, and the Case Data tab (see the Main Window, displaying the My History
tab in Workspace view figure). If you are configured to see the detailed status of the in-progress
interaction, the status of the interaction is displayed in the Details tab. If the status of an e-mail
interaction in the Contact History view is in one of the in-progress states, when you select the

interaction, the Open button (i?:.?) is displayed (if the e-mail is in a queue, a workbin, or in routing--
including outbound in-progress e-mails).

a. Click Open to open the e-mail interaction in the current active interaction window, or in a new E-mail

Interaction window if you are opening the e-mail from the Main Window or Gadget Contact History
view.

b. After you open the in-progress e-mail interaction, you can read or handle it as an inbound e-mail
interaction or an outbound e-mail interaction (refer to Lesson: Replying to a inbound e-mail
interaction and Lesson: Creating and sending a new e-mail interaction to a contact). You can also

click Put back in original location (E?) to return the e-mail interaction back to the In-Progress
workbin or into a queue.

9. If you are configured to manage contact data, open the More Actions menu and then choose one of
the following actions:

* Mark Done--If you complete an interaction, select it in the interactions table, and then click Mark
Done. The status of the interaction will be changed to Done.

* Change Contact--Assign a different contact for the selected interaction.

More Actions ~ | i

|' '#1-- Change Contact... I D
% Done 70142

10. When you have finished working on the selected interaction in the My History tab, clear the search
results by clicking the X button beside the search field.

End

Managing Contacts and Contact Information

The Contact Directory view enables you to view and manage contacts and contact information. You
can manage contacts by using the following views:

¢ Contact Directory (see Lesson: Finding and viewing an interaction in the contact database)

¢ |Information view of the current voice interaction (see Lesson: Handle Voice Interactions)
Interactions are stored with various attributes. You can use these attributes to find specific
interactions. Search results are shown in the interactions table. You can sort, filter, and perform
actions on the interactions that you select. Use the Contact Directory view to do the following:

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

¢ Perform the following actions on selected interactions:
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e Mark done open interactions
* Merge contacts

* Unmerge contacts

* View information about selected interactions
This section contains the following procedures:

e Lesson: Adding a contact

* Lesson: Deleting a contact

¢ Lesson: Updating contact information

¢ Lesson: Merging contacts

* Lesson: Manually assigning an interaction to a contact

¢ Lesson: Unmerging contacts

Lesson:

Adding a contact

Purpose:
e To add a contact to the contact database.

Prerequisites

* You are configured to view or manage the contact database.

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

Start

1. If you are configured to do so, you can add new contacts to the contact database by using one of the
following Contact Information views:

* The Contact Directory in the Contact Information tab. Click Create New Contact to launch the
Add Contact view.

(1
e The Contact Information tab of the current Interaction window.

The Contact Information view enables you to view and edit contact information (see the Contact Information tab figure). If the
contact is already in the contact database, their information will be displayed in this view. Use the fields to add or modify contact
information.
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Contact Information tab

2. Enter the contact information in the fields. A small red triangle appears in the top left hand corner of the
text field to indicate that the information is not saved.

3. Do one of the following:

¢ Click the Save icon to save the information in the contact database.

=l

* Click the Reset icon to clear any unsaved changes from the Add Contact view.

¥ JReset

4. If you want to add additional phone numbers and e-mail addresses for the new contact, click the Add
Phone Number or Add E-mail Address link. A new set of fields is added into which you can enter this
information.

5. To specify a phone number or e-mail address as the primary contact number or address, click the
Primary radio button beside the phone number or e-mail address that you want to specify as the
primary number or address (respectively) for the contact.

End

Lesson:

Deleting a contact

Purpose:
¢ To remove or delete a contact from the contact database.

Prerequisites
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* You are configured to view or manage the contact database.

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
Start

1. To delete a contact, you first must find the contact in the contact database and then select it in the
Contact Directory (see the Lesson: Using the Team Communicator feature to find a contact).

2. With one or more contacts that you want to delete selected, click the Delete icon.
haDelete

3. A confirmation dialog box is displayed.
e Click OK to remove the contact permanently from the contact database.

¢ Click Cancel to cancel the delete-contact function; this leaves the contact in the contact database.

4. When you have finished working on the selected interaction in the My History tab, clear the search
results by clicking the X button that is displayed next to the search field.

End
Next Steps

¢ Manage contact records. See Manage Contacts.

e Send or receive an internal Instant Message (IM). See Handle Internal Instant Messaging.

Lesson:

Updating contact information
Purpose:

e To update contact information in the contact database.
Prerequisites

* You are configured to view or manage the contact database.

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
Start

1. If you are configured to do so, you can edit contacts in the contact database by using the Contact
Directory in the Contact Information tab. The Contact Information view enables you to view and edit
contact information (see the Contact Information tab figure). If the contact is already in the contact
database, their information will be displayed in this view. Use the fields to add or modify contact
information.
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Contact Information tab

2. Enter the contact information in the fields. A small red triangle appears in the top left-hand corner of the
text field to indicate that the information is not saved.

3. Do one of the following:

¢ Click the Save icon to save the information in the contact database.

=l

* Click the Reset icon to clear any unsaved changes from the Add Contact view.

¥ JReset

4. If you want to add additional phone numbers and e-mail addresses for the new contact, click the Add
Phone Number or Add E-mail Address link. A new set of fields is added, into which you can enter this
information.

5. To specify a phone number or e-mail address as the primary contact number or address, click the
Primary radio button beside the phone number or e-mail address that you want to specify as the
primary number or address (respectively) for the contact.

End

Lesson:

Merging contacts
Purpose:
¢ To combine two contacts in the contact database.

Prerequisites
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* You are configured to view or manage the contact database.
¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
Start
. If there are two contact entries in the contact database for the same contact, you can merge the two

entries into a single entry. To merge a contact, you first must find the contact in the contact database
(see the Lesson: Using the Team Communicator feature to find a contact) and then select it in the

Contact Directory (see the Two contact entries for the same contact in the Contact Directory figure).
| Cantact Ciractary |
| & | dagbelete Mo Actions ~ i =R
l ih = RaviPache o T :
ik = Ravi Pache Ty -
| e l
|14 {page 1 o1 b 1-zufzpauapei

Two contact entries for the same contact in the Contact Directory

2. Click the More Actions menu and select Merge (see the Contact Directory More Actions menu figure).
More Actians +

| % call +51.11.20000139

W, Merge..,
‘k. Undo Merge

Contact Directory More Actions menu

3. The Merge Contact dialog box is displayed (see the Merge Contact <name> With dialog box figure).

Merge contact Ravi Pache with... b3
Pache E-2
Lack Marme .« First Name Phone Number E-rnail addrass
ﬂ *  Pache R T +9L1L,20000198  RaviPEmail.dom
E - Pachs Rawi Yy #9L11.20000198  RaviPEmailZdam
14 4 Poge 1 of1 b 1-20f2 (10 | per poge
Deseription Custamer called on teo Separale occasions
Rzazon Custamer gave different contact information on sacond cal|
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Merge Contact <name> With dialog box
Use the search tools to find the duplicate contact.
4. Select the duplicate contact.

5. If you are required to enter a description and/or reasons for the merge, use the fields after selecting the
duplicate contact.

6. Do one of the following:
e Click Merge to complete the merge of the two selected contact entries.

e Click Cancel to cancel the merge and return to the Main Window.

End

Lesson:

Unmerging contacts

Purpose:

* To unmerge into their original contact entries two contact entries in the contact database that
previously have been merged.

Prerequisites

* You are configured to view or manage the contact database.

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
Start

1. First, find the contact in the contact database (see the Lesson: Using the Team Communicator feature to
find a contact).

2. In the Contact Directory, select the contact who is to be unmerged.
3. Inthe More Actions menu, select Undo Merge.
4. A confirmation dialog box is displayed.

* Click Yes to unmerge into the original two contact entries.

* Click No to keep the contact merged.

End

Lesson:

Manually assigning an interaction to a contact

Purpose:
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e To assign an interaction with an unknown contact to a contact that is in your contact database.

Sometimes a known contact might connect anonymously to your contact-center by using a phone, e-
mail account, or other media that is not part of the information that is stored about that contact in
the contact database. If your system is not configured to create a new contact automatically for an
unknown contact, the Contact Information view for the current interaction window will be blank.

Warning: You can also use the Assign Another
Contact to This Interaction button to create a
new contact or to manually reassign an interaction
that has been assigned to the wrong contact. You
can also use the Change Contact view.

Start

1. If you are handling an interaction that has an unknown contact, there will not be a contact name
displayed in the party display area (seethe Interaction window with an unknown contact fiugre).
Custi? - External - Interaction Workspace

CustOO2 igh (D0:02:36) |
Case Information o .

Origin: Inbaund call ks 5320

LINGD ™ |

¥ Custi0Z i) Cornected

i i i s i ol

Interaction window with an unknown contact

2. If you identify the contact as being one of your known contacts, you can add the interaction to the

history of the contact. Click Contact to display the Contact Directory (see the Information tab of the
Contact Directory figure).

é Infornation | Histery
g §i Rosat &
General
e o
First Mame * “Enfer Fist Na..
Lasgk Narme ™ Enbar Last Nama

Phone Number
CustD0? (Mone) - |
Add Phans Mumber =

SASNOISTY +

E-mail Address
Enter Email A | (Hene) -
Add E-mail Address =

Information tab of the Contact Directory

3. Click Assign Another Contact to this Interaction (see the Assign another contact to this
interaction button figure).
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mation " Histary l

FJ Reset m
g

meral | Assign another contact to this interaction

- . - 1
Assign another contact to this interaction button

The Contact Search view is displayed (see the The Contact Search view and Quick Search field figure).

e

&

Mo fams

(14 4 Page 0 of0 b

| trformation | Histery |

|
0-00f0 [10_ | perpage

SIENOSTY - |

| & 63 Reset
General
Titde [Mone) -
Birst Name * Enfer Firsd Ma.
Lt Mame = Enter Last Name

The Contact Search view and Quick Search field

4. In the Quick Search field, enter the name or other identifying information of the contact.

5. Click the magnifying-glass icon to begin the search of the contact database (see the Quick Search

results figure).

Quick Search results

Wang ER-
& m |
* Wen Wang i - E ~ |*
* Min w,a'.g "“' - |:| - H
* Vanessa Wang & - E «

a ] J v

fo e ——

6. In the Search Results list or grid, select the correct contact (see the Search Results list figure).
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* Wen Wang £ - B - “°
* Xin Wang g - B - H
* Vanessa Wang % g - 4 =

|
4 4 Page 1 of1 P 1-4of4 pﬂrpage

J Information “ History

| W ¥ Reset
General
First Name * Vanessa 4
Last Mame * ‘Wang

Search Results list

7. Click Assign to assign this interaction to the selected contact. The interaction is added to the Contact
History (see the Assign button figure). Click Cancel to return to the blank Contact Information view.

[_asign [ cancel |
A3

| Assign the current interaction to this contact

Assign button

The title bar, tab, and party action area of the interaction window is updated to display the name of the contact (see the
Interaction window displaying the name of the contact figure).

J_ Vanessa Wang ig) (00:07:04) ]

Case Information [

Origin: Inbound call to 5320

w ‘anessa Wang @ Connected

WS- w-EH e ¥R

Interaction window displaying the name of the contact

End
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Using Workbins

In this lesson, you will learn how to access interactions that are stored in a workbin and belong to
you, your place, your agent group, or your place group. Workbins

* Using Workbins Lesson
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Using Workbins

In this lesson, you will learn how to access interactions that are stored in a workbin and belong to
you, your place, your agent group, or your place group. A workbin is like a personal queue, in which
you can store e-mail messages and other interactions that are to be handled later; however, unlike a
queue, interactions that are stored in a workbin can be accessed in any order; they can be assigned
to agents, places, agent groups, or place groups. Items that are stored in a workbin are owned by the
owner of the workbin. Open interactions can be saved to a workbin for future processing or
collaborative processing by the agent, place, agent group, or place group. Interactions can also be
distributed to workbins by Universal Routing Server. This lesson contains the following section:

e Using Workbins to Access Stored Interactions

Using Workbins to Access Stored Interactions

Interactions can be routed to you, your place, your place group, or your agent group and stored in a
workbin to be handled at any time.

Lesson:

Accessing and handling interactions that are stored in a workbin

e To use a workbin to open an interaction.

Prerequisites

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

¢ You are the owner of the workbin in which the interaction is stored.

Start

1. To open the Workbin view from the Main Window, click the Workbins button (see the Workbins view in
the Interaction Workspace Main Window figure).
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My Waorkbins

[=l Personal Workbins
B draft-wh (4)
[} E-mails - Rejected QA Review (0)
[t in-progress (2)

Workbins view in the Interaction Workspace Main Window

The Workbins view comprises three areas:

|. in-progress

29 RaviP@mail.dom  New account information

HRE O kg = |
From Subject Raceived
29 A Mai@mail.dem  Personal loan rates inform...  1/5/2012 7:21:43 PM

11/22/2010 7:14:23 PM

n

* Workbins Explorer--Enables you to select workbin folders from your personal workbins and your

shared workbins

e Workbin view--Lists all the interactions that are stored in the selected workbins, and includes
information about the status of the interaction; enables you to sort, search, and perform actions on

interactions

e Workbin interaction information--Enables you to view the Details tab, the Notes tab, and the Case

Data tab for the selected interaction (see the Workbins view in the Interaction Workspace Main
Window with a selected draft interaction figure)

2. In the Workbins Explorer, select the workbin that contains the interaction that you want to open.
3. In the Workbin view, scroll through the list of interactions to find the specific interaction that you want
to open (see the In Progress Workbin view in the Workbins view figure).
| in-prograss
EREO @} I m]
From

Subject

2]  RaviP@mail.dom  New account information

Facaived
11/22/2010 7:14:23 PM

‘| 1

In Progress Workbin view in the Workbins view

4. To change the sorting order of the interactions, click the column headings in the table of interactions.
Clicking the same column heading again reverses the sort order for that heading (see the Changed

sorting order in the Workbin view figure).
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draft-wh
E
To subject submitted
A_Hai@mail.dc:-% Re: New account informa...  §/25/2012 4:07:22 PM
A Mai@mail.dom 12f7/2011 7:08:47 PM
B RaviP@mail.dom  Re: Follow up about your..  5/25/2012 8:15:25 FM
B2 RaviP@mail.dom  Re: Follow up about your . 5/25/2012 8:19:25 PM

Changed sorting order in the Workbin view

5. Click the interaction that you want to handle when you find it in the Workbin view (see the Workbin view
with a selected e-mail interaction figure).

draft-wh
™
To Subject Submitted
BE] A Mai@mail.dom 12/7/2011 7:08:47 PM
RaviP@mail.dom  Re: Follow up about your...  5/25/2012 8:18:25 PM
B RaviP@mail.dom  Re: Follow up about your . 5/25/2012 8:19:25 PM
B A_Mzi@maildom  Re: New account informa...  §/25/2012 4:07:22 FM

Workbin view with a selected e-mail interaction

When you select an interaction, the following functionality becomes available for the interaction, depending on the interaction
type:

* Open--Opens the interaction in an Interaction window (see Lesson: Handling an inbound e-mail
interaction)

e Reply (for e-mail only)--Creates a reply and opens the interaction in an outbound E-Mail Interaction
window (see Lesson: Replying to a inbound e-mail interaction)

e Reply All (for e-mail only)--Creates a reply and opens the interaction in an outbound E-Mail
Interaction window and addresses the e-mail to the sender and all other recipients of the original e-
mail (see Lesson: Replying to a inbound e-mail interaction)

* Mark Done--Complete the interaction and close the interaction window; you might be configured to
specify a disposition code before you can click Mark Done (see Lesson: Handling an inbound e-mail
interaction and Assigning Disposition Codes)

End

Lesson:

Storing an interaction in your Draft workbin

¢ To use your Drafts workbin to store an outbound e-mail interaction to be completed at a later time by
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you or another agent.
Prerequisites

e You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You have accepted an inbound or transferred e-mail interaction (see Receiving and Handling an Inbound
E-Mail Interaction) or you want to create a new outbound e-mail interaction (see Creating and Handling
a New or Reply E-Mail Interaction).

Start

1. You can save a new outbound e-mail message or a reply outbound e-mail message (see Lesson:
Replying to a inbound e-mail interaction) to your Draft workbin. To create new outbound e-mail, use the
Team Communicator to find the contact, and select New E-Mail (see the New E-Mail option in the Team
Communicator Action menu figure and Lesson: Using the Team Communicator feature to find a
contact).

~ [nteraction Workspace

Bl X
(&) (%) (©) (oot 2

Fy w Al Mai o7,

(&)

|

Ty Call
. e E-madl [AMaiEmail.dam)

New E-mal {mail Borail.com)

7 Add o Favortes

Procedure: Using the Team Communicator feature to
find a contact

2. Compose your new or reply e-mail interaction in the E-Mail Interaction window (see the New outbound
E-Mail Interaction window figure).
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Awnl Mai - External - Interaction Workspace

| Avril Mai ) (D1:48:30) |
Case Information =i v ]
Origin: Cuthound emai %
- v Mai ) Ouibourd

o o -2 e B S

From: ['cmtad Centar™ «mainZmcr.dey> 'r]
&_Maigmail dern; tddce v
Subject:  Account follow up
MWL~ | Tehoma -u -BIrumiEEessE [¥],
Dear Ms, Mai,

Your account has bezn updated with the changas that you have requested.

SISNOEETT - |

| Disposition Code | Note |
@ Nona

O Rejected

) Transferred

) Aerepted

New outbound E-Mail Interaction window

3. To save the outbound e-mail interaction in your Draft workbin folder, click the Save in Draft Workbin
button.

The interaction window closes, and the interaction is stored in your Draft workbin.

4. If you want to open the interaction later to continue to work on it, click the Workbins button on the
Interaction Workspace Main Window (see the Workbins view in the Interaction Workspace Main Window
with a selected draft interaction figure). The Workbins Explorer displays the number of interactions in
each workbin, and your saved interaction is displayed in the Draft workbin. The Draft Workbin enables
you to use the following functionality:

* Find an interaction by scrolling through the list of interactions.
* Change the sort order of interactions by clicking the interaction list column heads.

e Open--Open the interaction in an inbound E-Mail Interaction window (see Lesson: Handling an
inbound e-mail interaction).

* Delete--Delete the interaction permanently from the Interaction Server database (if you have the
correct permissions).

* Details--View the sender and recipient information, subject, and contents of the selected
interaction.

* Use the Notepad to attach a note to the interaction history. See Managing Contact History

» Case Data--View Case Information and Disposition Code for the current interaction
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My Workbins | draft-wh
B Personal Workbing i) Lyl [I[ﬁ] g E
) draft-wh (4) !
[ E-mails - Rejected QA Review (0) To a Subject Submitted
[} in-progress (2) & Mazi@mail.dom  Re: New account informa...  §/25/2012 4:07:22 PM
&_Mai@mail.dom 12/7/2011 7:08:47 PM
B RaviP@mail.dom  Re: Follow up about your . 5/25/2012 8:19:26 PM
't RaviP@mail.dom  Re: Follow up about your..  5/29/2012 8:16:25 PM

| Detals  Notz  Cas=Data |
Re: Follow up about your service call

From: main@mcr.dev 5/29/2012 8:16:25 PM
To: RaviP@mail.dom
State: Assigned to John Davis 5IF - draft-wb workhin

My Workbins On 5/29/2012 8:08 PM, main@mcr.dev wrote: El

My Team Workbins Hella Mr. Pache,

Hjl' Interactions Filters 1 hona that won are caticfiad with the carvire that v recsived b nor

Workbins view in the Interaction Workspace Main Window with a selected draft interaction

5. If you want to hide or show column headings in the interaction list, right-click in the list and select the
headings that you want to hide or show respectively (see the Interaction list column-heading contextual
menu figure).

| draft-wh
= b o & ]
To Subject Submitted
] A Mai@mail.dom amtmimesy) 7:08:47 PM
RaviP@mail.dom  Re: Follow ¥ TO % 2 8:15:25 PM
‘] Ravif@maildom  Re: Follow Subject 2 B:15:25 PM
T A Mai@mail.dom  Re: New e 2 40722 FM
v submitted

Interaction list column-heading contextual menu

6. To show or hide the interaction information area, click the Show/Hide Details Panel button. The Draft
workbin with the interaction information area hidden figure shows the Draft workbin in which the
interaction-information area is hidden.
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Ty¥pe name or number ol

My Workbing [ draft-wh
El Personal Workbing i) Lyl Dﬁ @
B draft-whb (4)
[ E-mails - Rejected QA Review (0) To &

[} in-progress (2)

Il

A Mai@mail.dom
A_Mai@mail.dom
RaviP@mail.dom
RaviP@mail.dom

subject

Re: Mew account informa...

Fe: Follow up about your .
Re: Follow up about your..

Submitted

&/25/2012 4:07:22 PM
12/7/2011 7:08:47 PM
5f29/2012 B:19:26 PM
5/29/2012 8:16:25 PM

Draft workbin with the interaction information area hidden

7. When you have finished handling all the interactions in the Draft workbin, the Draft folder in the
Workbins Explorer shows 0 entries and the Draft workbin shows No items (see the Empty Draft workbin

figure).

My Workbins [ draft-wh

[=l Personal Workbins
£ draft-wh (0}

[} E-mails - Rejected QA Rey To
[ in-progress (3)

Subject

Submitted

No ifems=

Empty Draft workbin

End
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Team Lead Functionality

In this lesson, you will learn how a Team Supervisor can monitor, coach, and barge-in on agents who
are handling voice and chat interactions. Team Lead

* Monitor, Coach, and Barge-in Interactions
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Monitor Coach And Barge-in Interactions

In this lesson, you will learn how a Team Supervisor can monitor, coach, and barge-in on agents who
are handling voice and chat interactions:

¢ Monitoring an agent enables you to hear the interaction between an agent and a contact without either
party being able to hear you; or read the chat transcript between an agent and a contact without either
party knowing that you are reading the transcript. Agents might be configured to know when they are
being monitored (an icon is displayed in the interaction window), or they might be configured to be
monitored without their knowledge (silent monitoring).

* You can barge-in to an active voice interaction that you are monitoring between an agent and a contact
so that both parties can hear you. You can also barge-in to a chat session that you are monitoring.

¢ Coaching an agent enables you to hear the interaction between an agent and a contact without the
contact being able to hear you coach the agent; or 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 barge-in to an active voice interaction that you are coaching between an agent and a contact
so that both parties can hear you. You can also barge-in to a chat session that you are coaching.

This lesson contains the following sections:

* Monitoring a Voice Interaction

¢ Coaching a Voice Interaction

* Monitoring a Chat Interaction

* Coaching a Chat Interaction

¢ Switching Team Supervisor Modes
To use the Team Supervisor functionality, you must
be configured as a Supervisor for an agent group.
A Team Supervisor can monitor or coach as many chat agents as

he or she want to, but he or she can monitor or coach only one
voice agent at a time.

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 interaction of an agent.

Warning: You can monitor only one voice agent at a
time.
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Lesson:

Monitoring an agent who is handling a voice interaction

Purpose:

¢ To listen to an agent and a contact in a voice interaction without the agent or contact being able to hear
you.

Prerequisites

¢ You are configured as a Supervisor for an agent group.

* You are logged in to a Voice channel in Interaction Workspace (see Lesson: Logging in to Interaction
Workspace).

Start

1. Use the Team Communicator in the Main Window or Gadget to find an agent (see the Main Window
Team Communicator figure) in the agent group to which you have been assigned as a Supervisor.
{ 3ohrl % orl
1) () [©) [poem -]
=
. o JohnDavs
F T @ Losaed o
Jchn Dawis SIP
Ty ) Conditionally Resdy

2 Matching Intermal Targets
0 Matehing Contads

Main Window Team Communicator

33

2. Open the Action Menu for the agent whom you want to monitor and select Monitor Next
Interactions (see the Internal Target Action Menu figure). If there is a currently active interaction, it is
displayed in the Monitor menu; to monitor the current interaction, select it from the Monitor menu. To
monitor the next interactions, select Next Interactions.

"k-h sy John Cavis SIF -
& Candtionsly Resdy iy
'J"h Call

Sand [nstant Message

E;, Coach Mext Interactions
8, Maongr Mext [nberactions

ok Add b Favarites

Internal Target Action Menu

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.

John Davis 5IP ]

Q- i} condtionally Ready &
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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 will be dismissed automatically,
and you will not be able to monitor the interaction unless you stop monitoring and start monitoring the
same agent. If the agent is already handling an interaction when you start monitoring, a notification is
displayed immediately. If you click Accept, you will begin monitoring the call that is already in progress.
If the monitored agent is configured to be 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.

Case Information

Origin: [rbound call b2 5320

= Extemal gl Connected

The same icon is displayed in the Voice Interaction Monitoring window on your desktop next to the party Action menu.

w Extzrnal ﬁcumed:ed

w John Cavis 517 (@Rl Cornected

4. During a monitoring session, you can perform the following actions from the Voice Interaction
Monitoring window:

* End Monitoring--Click End Monitoring (8) in the Supervisor controls of the Call Actions toolbar
to end the monitoring session.

* Barge-in--Click Barge-in (Ei) 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 (ﬁ) in the Call Actions toolbar.

* Coach via Instant Messaging--Select Coach via Instant Messaging from the agent party Action
menu. An Instant Messaging session is added to the Voice Interaction window. You can coach the
agent whom you are monitoring by sending instant messages to them (see Handle Internal Instant

Messaging).
* Coach via voice--Select Coach via voice from the agent party Action menu, or use Unmute (Coach)
(‘k') in the Interaction toolbar to return to coaching.

For more information, see Lesson: Coaching an agent who is handling a voice interaction.
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, your monitoring session ends
automatically.

5. Click Done to close the Voice 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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m - Jehn Davis 5IP &

) Cordsionaly Ready
[ Stop Monitoring

4, call
(% Send Instant Maccage

i AOd to Favortes

Internal Target Action Menu

A system message is displayed that informs you that monitoring of interactions on your configured
channels has ended for the selected agent.

End

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 interaction of an agent.

Lesson:

Coaching an agent who is handling a voice interaction

Purpose:

¢ To listen and speak to an agent who is handling a voice interaction without the contact being able to
hear you.

Prerequisites

¢ You are configured as a Supervisor for an agent group.

* You are logged in to a Voice channel in Interaction Workspace (see Lesson: Logging in to Interaction
Workspace).

Start

1. Use the Team Communicator in the Main Window or Gadget 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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| Johrl x

e
BEEE= ) @
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&

Agent
o JERMDaviz
F T @ Logged o
Jchm Cawis SIP
) & ' Condtionally Resdy
2 Matching Internal Targets
0 Matching Contads

Main Window Team Communicator

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). If there is a currently active interaction, it is displayed in
the Coach menu; to coach the current interaction, select it from the Coach menu. To coach the next
interactions, select Next Interactions.

{ S @&
@ Cordtionaly Resiy ey

oy Cal
Send Instant Massage

e Coach Next Inberacticns
ﬁ Manitar Mexd [nkeractions

au Add bo Fawvarites

Internal Target Action Menu

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.

n. - Jchn Dawis SIP
{7 Condtionaliy Resdy &

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. If the agent is already handling an interaction when you start coaching, a
notification is displayed immediately. If you click Accept, you will begin coaching the call that is already
in progress.

The eye icon is displayed in the Voice Interaction Coaching window on your desktop next to the party
‘Action menu.
w Extzrnal ﬁ Cornectad

w John Cavis 517 (@Rl Cornected

4. During a coaching session, you can perform the following actions from the Voice Interaction Coaching
window:

* End Monitoring--Click End Monitoring (*) in the Supervisor controls of the Call Actions toolbar
to end the coaching session.

* Mute (Monitor)--You can switch to monitoring the call by clicking Mute (Monitor) (Q‘ ) in the Call
Actions toolbar.
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* Coach via Instant Messaging--Select Coach via Instant Messaging from the agent party Action
menu. An Instant Messaging session is added to the Voice Interaction window. You can coach the

agent that you are coaching by voice by sending instant messages to that agent (see Handle
Internal Instant Messaging).

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).
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Internal Target Action Menu

A system message is displayed that informs you that coaching of interactions on your configured
channels has ended for the selected agent.

End

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. Agents can be configured to be notified when they are being monitored. You can monitor
the current or next interaction of an agent.

Lesson:

Monitoring an agent who is handling a chat interaction

Purpose:

¢ To read the live transcript between an agent and a contact in a chat interaction without the agent or
contact being aware of you.

Prerequisites

* You are configured as a Supervisor for an agent group.

* You are logged in to a Chat channel in Interaction Workspace (see Lesson: Logging in to Interaction
Workspace).
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Start

1. Use the Team Communicator in the Main Window or Gadget 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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2. Open the Action Menu for the agent whom you want to monitor and select Monitor Next
Interactions (see the Internal Target Action Menu figure). If there is a currently active interaction, it is
displayed in the Monitor menu; to monitor the current interaction, select it from the Monitor menu. To
monitor the next interaction, select Next Interactions.
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Internal Target Action Menu

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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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, and you will not be able to monitor the interaction unless you stop monitoring
and start monitoring the same agent. If the agent is already handling an interaction when you start
monitoring, a notification is displayed immediately. If you click Accept, you will begin monitoring the
chat that is already in progress. If the monitored agent is configured to be notified when he or she is
being monitored, an eye icon is displayed next to the party-interaction icon in the Chat Interaction
window on the agent's desktop.

Case Information

Origin: [rbound chat

- ailtal (R Cormected

The same icon is displayed in the Chat Interaction Monitoring window on your desktop next to the party Action menu.
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4. During a monitoring session, you can perform the following actions from the Chat Interaction Monitoring
window:

e End Monitoring--Click End Monitoring (:) in the Supervisor controls of the Call Actions toolbar
to end the monitoring session.

* Barge-in--Click Barge-in (Ei) 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 (F) in the Call Actions toolbar.

» Coach via Instant Messaging--Select Coach via Instant Messaging from the agent party Action
menu. An Instant Messaging session is added to the Chat Interaction window. You can coach the
agent whom you are monitoring by sending instant messages to the agent (see Handle Internal
Instant Messaging).

e 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 (see Making a Voice Call).

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 (see or Receiving a Chat Consultation Starting or Receiving a Chat
Consultation).

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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Internal Target Action Menu

A system message is displayed that informs you that monitoring of interactions on your configured
channels has ended for the selected agent.

End
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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 current or next interaction of an agent.

Lesson:

Coaching an agent who is handling a chat interaction

Purpose:

* To read the chat transcript and send messages to an agent who is handling a chat interaction without
the contact knowing that you are reading the transcript and communicating with the agent.

Prerequisites

* You are configured as a Supervisor for an agent group.

* You are logged in to a Chat channel in Interaction Workspace (see Lesson: Logging in to Interaction
Workspace).

Start

1. Use the Team Communicator in the Main Window or Gadget 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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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). If there is a currently active interaction, it is displayed in
the Coach menu; to coach the current interaction, select it from the Coach menu. To coach the next
interaction, select Next Interactions.
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Internal Target Action Menu

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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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. If the agent is already handling an interaction when
you start coaching, a notification is displayed immediately. If you click Accept, you will begin coaching
the chat session that is already in progress. The eye icon is displayed in the Chat Interaction Coaching
‘window on your desktop next to the party Action menu.
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4. During a coaching session, you can perform the following actions from the Chat Interaction Coaching
window:

* End Monitoring--Click End Monitoring (*) in the Supervisor controls of the Call Actions toolbar
to end the coaching session.

* Barge-in--Click Barge-in (Ei) 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
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) 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 (see Making a Voice Call).

» Coach via Instant Messaging--Select Coach via Instant Messaging from the agent party Action
menu. An Instant Messaging session is added to the Chat Interaction window. You can coach the
agent whom you are coaching by chat by sending instant messages to that agent (see Handle
Internal Instant Messaging).

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.
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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).
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A system message is displayed that informs you that coaching of interactions on your configured
channels has ended for the selected agent.

End

Switching Team Supervisor Modes

Interaction Workspace enables you to switch from certain team-supervision modes to others.
During the monitoring or coaching of an active interaction, you can switch from one supervision
mode to another. The following transitions are supported:

¢ Monitoring to coaching--Use the party Action menu that is associated with the agent, or Use Unmute
(Coach) in the Interaction toolbar to return to coaching.

* Monitoring to barge-in--Click Barge-1in in the Supervision bar.

¢ Coaching to barge-in--Click Barge-in in the Supervision bar.

¢ Coaching to monitoring--Click End Chat, End Call, or End IM in the Interaction toolbar of the coaching
interaction to return to monitoring, or Mute (Monitor) in the Interaction toolbar to return to
monitoring.

e Barge-in to monitoring--Click End Call or End Chat in the Interaction toolbar to return to monitoring.
e Barge-in to coaching--Use the party Action menu that is associated with the agent.
Warning: Depending on the technical environment
of your voice channel, some voice specific

supervisor switching-modes might not be available,
for example:

Switching from coaching to barge-in might not be possible.
Switching from monitoring to barge-in might not be possible.
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Contact Center Tasks

In this lesson, you will learn how to use the KPI, Statistics, receive business and system messages,
and personalize your workspace. System Tasks

* View KPIs And Statistics
¢ Receive Business And System Messages

* Personalize Your Workspace
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View KPIs And Statistics

Interaction Workspace provides two views of performance: My Statistics and Contact Center
Statistics. The My Statistics view lists your Key Performance Indicators (KPIs). The Contact
Center Statistics view displays statistics about the Switches, Routing Points, queues, and other
objects. This lesson contains the following sections:

* Viewing Your KPIs

* Viewing Contact Center Statistics

* Viewing Statistics by Using the Statistics Gadget

Viewing Your KPIs

There are three ways to view the My Statistics view:

e From the My Statistics tab of the Main Window Workspace (see Lesson: Viewing your Key
Performance Indicators (KPIs))
e From the My Statistics window of the Gadget (see the Interaction Workspace 8.1 Help)

¢ From the Statistics Gadget (see Viewing Statistics by Using the Statistics Gadget)

The My Statistics view displays your KPIs. Your system administrator configures the KPIs that are
displayed to you. The following columns of information are available for each KPI:

e Error/Warning Level--The error or warning level, if either is exceeded
e Key Performance Indicator--A description of the statistic
e Personal--Your value for the statistic

e <Agent Group Name>--The value for the statistic for the agent groups to which you belong.

Lesson:

Viewing your Key Performance Indicators (KPIs)=

Purpose:

e To determine if you are meeting the performance targets that have been set for you by your contact-
center.

The My Statistics tab displays your current KPIs and agent group KPIs. The My Statistics tab
enables you to compare your performance with other members of your team. Warning and error icons
are displayed to indicate which KPIs require your attention.

Prerequisites
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* You are configured to view your KPlIs.

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You are using the Main Window view, not the Gadget. To view the My Statistics window from the
Gadget, select it from the Main Menu (see the Interaction Workspace 8.1 Help).

Start

1. In the Main Window view, click Workspace. The Main Window Workspace view opens below the Team
Communicator (see the Main Window Workspace view figure).
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Main Window Workspace view

2. In the Main Window Workspace view, click the My Statistics tab. The list of your Key Performance
Indicators (KPIs) is displayed (see the The My Statistics tab in the Main Window Workspace view figure).
This view is updated constantly so that you can view your current statistics.
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The My Statistics tab in the Main Window Workspace view
3. You can perform the following functions in the My Statistics tab:
e Click column heads to change the sort order of the KPIs.
* Right-click the My Statistics tab to access the shortcut menu that enables you to do the following:
* Show or hide columns
e Show or hide KPIs

e Turn KPI filtering on or off to show only items that have warnings

4. To close the Workspace view, click Workspace.

End
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Viewing Contact Center Statistics

There are three ways to view the Contact Center Statistics view:
e From the Contact Center Statistics tab of the Main Window Workspace (see Lesson: Viewing
statistics about call center resources)
¢ From the Contact Center Statistics window of the Gadget (see the Interaction Workspace 8.1 Help)

e From the Statistics Gadget (see Viewing Statistics by Using the Statistics Gadget)

The contact-center Statistics view displays statistics that summarize the state of various
conditions that are monitored by your call center, such as the percentage of abandoned calls, the
average call-waiting time, and the number of interactions in a queue. Your system administrator
defines which statistics and objects are displayed to you. The following columns of information are
available for each monitored object:

* Error/Warning Level--The error or warning level if either is exceeded

¢ Call Center Resource--A description of the type of object, such as a queue or a Routing Point

¢ Description--A description of the statistic

¢ Value--The value of the statistic

Lesson:

Viewing statistics about call center resources=

Purpose:

¢ To view statistics that summarize the states of various conditions that are monitored by your call center,
such as the percentage of abandoned calls, the average call-waiting time, and the number of
interactions that are in a queue.

Prerequisites

* You are configured to view statistics for your contact-center.
* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You are using the Main Window view, not the Gadget. To view the Contact Center Statistics window
from the Gadget, select it from the Main Menu (see the Interaction Workspace 8.1 Help).

Start

1. In the Main Window view, click Workspace. The Main Window Workspace view opens below the Team
Communicator (see the Main Window Workspace view figure).
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Main Window Workspace view

2. In the Main Window Workspace view, click the Contact Center Statistics tab. The list of statistics
about objects in your call center is displayed (see the Main Window Workspace view Contact Center
Statistics tab figure). This view is updated constantly so that you can view statistics from minute to
minute.
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Main Window Workspace view Contact Center Statistics tab

Statistics about switches, Routing Points, queues, and other objects, are displayed in the Contact
Center Statistics tab. You can drag column headings to change the order or the columns. Also, you
can click a column heading to sort the objects based on the value of the column.

3. You can perform the following functions in the Contact Center Statistics tab:
e Click column heads to change the sort order of the statistics.

* Right-click the Contact Center Statistics tab to access the shortcut menu that enables you to
do the following:

¢ Show or hide columns
e Show or hide statistics

e Turn statistics filtering on or off to show only items that have warnings

4. To close the Workspace view, click Workspace.

End

Viewing Statistics by Using the Statistics Gadget

Statistics can be viewed either in the Main Window by selecting the My Statistics tab or the
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Contact Center Statistics tab in your Workspace, or by using the Statistics Gadget. The Statistics
Gadget is a view of statistics that you can leave open all the time. The Statistics Gadget displays
statistics in two ways:

e In a statistics ticker

* In a Tagged Statistics view

The advantage of the Statistics Gadget is that you can view your KPIs and Contact Center Statistics
continuously, without opening your Workspace and clicking back and forth between tabs.

Lesson:

Viewing your KPIs and Contact Center Statistics continuously by using the
Statistics Gadget

Purpose:

¢ To view your KPIs and Contact Center Statistics continuously without opening your Workspace and
clicking back and forth between tabs.

Prerequisites

* You are configured to view your KPIs and/or you are configured to view statistics for your contact-center.

* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

Start

1. To show the Statistics Gadget, select Show Statistics Gadget from the Main Menu in the Main Window
or the Gadget. The Statistics Gadget is displayed (see the Interaction Workspace Statistics Gadget
figure).
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Interaction Workspace
Statistics Gadget

The Statistics Gadget displays configured statistics in a ticking region. Each statistic is displayed for a
specified period, then the next statistics is displayed.

2. Use the buttons at the bottom of the Statistics Gadget to control the view (see the Interaction
Workspace Statistics Gadget figure):

» To stop the ticker at a specific statistic, click the Stop button.
» To start the ticker, click the Play button.
* To view the next statistic, click the Forward button.

* To view the previous statistic; click the Back button.

3. Warning and error icons are displayed if one or more statistics exceed or drop below threshold values
that are configured by your administrator.
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* Click a warning or error icon to scroll immediately to the next statistics that is in a warning or error
state.

4. The Statistics Gadget enables you to tag specific statistics in a static view that is displayed below the
ticker.

* When a statistic is displayed in the ticker that you want to tag, click the Tag button: “o.
The Tagged Statistics view is displayed below the Statistics Gadget ticker view (see the Interaction
Workspace Statistics Gadget Tagged Statistic view figure).
¥FI i s
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Interaction Workspace
Statistics Gadget
Tagged Statistic view

several statistics in a single view (see the Interaction Workspace Tagged Statistic View stack figure).
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You can tag more than one statistic at a time. The Tagged Statistics view expands to accommodate
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Interaction Workspace
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The default maximum size of the Tagged Statistics view is five statistics; however, this value might be
set to a different size by your administrator. If you have tagged more than the maximum number of

stacked statistics, click the Up and Down arrow buttons at the bottom of the Tagged Statistics view
stack to scroll up and down through your tagged statistics.

6. To untag a statistic, click the Untag button: =

7. You can view your KPIs either as a graph or as text.
* Click the Graph View button to view the statistic as a graph: il

e Click the Text View button to view the statistic as text:
End
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Recelve Business And System Messages

Interaction Workspace provides functionality that enables you to receive, preview, and view
messages that are directed to you, your group, or your role. This lesson contains the following
section:

¢ Receiving and Viewing Messages

Recelving and Viewing Messages

Messages are displayed to you in three interfaces:

e The My Messages interactive notification
e The My Messages window

e The My Messages area in the Main Window

Lesson:

Receiving and viewing messages on your desktop by using the Main Window

Purpose:

¢ To receive messages of varying importance that are directed to you, your group, or your role by your
supervisor or administrator.

Prerequisites

¢ You are configured to receive broadcast messages.
* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

e You are using the Main Window view, not the Gadget.

Start

1. In the Main Window view, click the Messages button to view any system or business messages that you
might already have received. The messages are displayed in a scrolling list with the most recent
message at the top. Messages that are displayed in bold have not been read (see the Interaction
Workspace Main Window showing the Message Area open and displaying current messages figure).
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Interaction Workspace Main Window showing the Message Area open and displaying current
messages

2. To read a message that is displayed in the Message Area, do one of the following:

* Hover your mouse pointer over the message to view a pop-up that displays the content of the
message.

* Double-click the message to open the My Messages window.

3. If a new message is directed to you, the My Message interactive notification is displayed on your
desktop (see the Interaction Workspace My Messages interactive notification figure).
| Information

Supervisor

Important

Advice

Wesw promotion starts tomomoe

|

Interaction Workspace My Messages interactive notification

Do one of the following:

e Click Show--Displays the Message window. The message is also displayed in the Messages Area of
the Main Window. The message is marked as Read.

* Click Dismiss--Closes the interactive notification. The message is displayed in the Messages Area of
the Main Window. The message is marked as Unread (displayed in bold in the Message Area).

* Do nothing--The interactive notification is dismissed automatically after a time interval that is
defined by your system administrator; the message is displayed in the Messages Area of the Main
Window. The message is marked as Unread (appears in boldface in the Message Area).

4. If you clicked Show, the Message window is displayed (see the Interaction Workspace Business Message
window figure).

Workspace Desktop Edition User's Guide 280



Contact Center Tasks Receive Business And System Messages

Subject:  Advice

Sender:  Superdsar

6 Priarty:  Important
Diate: 4152010 £:17:15 FM
Audience:  Jakn

Nese pramotion stans tamorno

The Message window contains the full content of a message that has been directed to you, your group, or your role. As well as
displaying the content of the message, the Message window might contain the following information:

* Message Type--This information might be conveyed by text, the title bar, and/or an icon.
* Subject--Information about the content of the message.
* Sender--The identity of the sender of the message.

e Priority--This information might be conveyed by text and/or by the color of the border that
surrounds the information about the message.

* Date--The date and time that the message was sent.
* Audience--The target audience of the message.

e Other data that is defined by your administrator.
Click OK to close the Message window.

5. If you clicked Dismiss, or if you allowed the interactive notification to time-out by not clicking either
button, the Message window is not displayed. To view the contents of the message, you must open the
Message Area in the Main Window (see the Interaction Workspace Main Window showing the Message
Area open and displaying current messages figure).

End

Lesson:

Receiving and viewing messages on your desktop by using the Gadget
Purpose:

¢ To receive messages of varying importance that are directed to you, your group, or your role by your
supervisor or administrator.

Prerequisites

¢ You are configured to receive broadcast messages.
* You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).

* You are using the Gadget, not the Main Window view.
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Start

1. In the Gadget, select My Messages from the Gadget Main Menu. The messages are displayed in the My
Messages view. This view contains a scrolling list, with the most recent message at the top. Messages
in that are displayed in bold have not been read (see the Interaction Workspace My Messages window
displaying current messages figure).
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Interaction Workspace My Messages window displaying current messages
2. To read a message that is displayed in the My Messages view, do one of the following:

* Hover your mouse pointer over the message to view a pop-up that displays the content of the
message.

* Double-click the message to open the Message window.

3. If a new message is directed to you, the My Message interactive notification is displayed on your
desktop (see the Interaction Workspace My Messages interactive notification figure). Do one of the
following:

* Click Show--Displays the Message window. The message is also displayed in the My Messages tab of
the Main Window. The message is marked as Read.

* Click Dismiss--Closes the interactive notification. The message is displayed in the My Messages
window if it is open. The message is marked as Unread (appears in boldface in the Message Area).

* Do nothing--The interactive notification is dismissed automatically after a time interval that is
defined by your system administrator; the message is displayed in the My Messages window if it is
open. The message is marked as Unread (appears in boldface in the Message Area).

4. If you clicked Show, the Message window is displayed (see the Interaction Workspace Business Message
window figure). The Message window contains the full content of a business message that has been
directed to you, your group, or your role. As well as displaying the content of the message, the Message
window might contain the following information:

* Message Type--This information might be conveyed by text, the title bar, and/or an icon.
* Subject--Information about the content of the message.
* Sender--The identity of the sender of the message.

* Priority--This information might be conveyed by text and/or by the color of the border that
surrounds the information about the message.

* Date--The date and time that the message was sent.
* Audience--The target audience of the message.

* Other data that is defined by your administrator.
Click OK to close the Message window.

5. If you clicked Dismiss, or if you allowed the interaction notification to time-out by not clicking either
button, the Message window is not displayed. To view the contents of the message, you must select My
Messages from the Gadget Main Menu to display the My Messages window (see the Interaction
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Workspace My Messages interactive notification figure).

End
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Personalize Your Workspace

You can change the appearance of the Interaction Workspace interface by choosing a predefined
appearance from the Change Theme submenu. This lesson contains the following section:

* Changing the Appearance of Interaction Workspace

Changing the Appearance of Interaction Workspace

You can change the way that the Interaction Workspace looks by using a simple menu selection.
Interaction Workspace provides the default theme and an alternate theme that is called Royale. Your
system administrator might also have created additional themes for you to use.

Lesson:

Changing the appearance of the agent interface
Purpose:

* To alter the way in which the Interaction Workspace interface is displayed on your desktop.
Prerequisites

¢ You are logged in to Interaction Workspace (see Lesson: Logging in to Interaction Workspace).
Start

1. The blue appearance of Interaction Workspace is the default color scheme; it is called the Default
Theme (see the Main Window, displaying the Default theme figure).

« [nteraction Workspaca £ v lgow @ v|[_OX
l Time pame or mamber £ Workspace  Contact
[=] Unresd messsges: 2 Unread important messages: O Total 2

Main Window, displaying the Default theme

To change the color scheme of Interaction Workspace, in the Main Window or in the Gadget, open the Main Menu (see the Main
Window Main menu figure).
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t v | lgowt @ ~|_0OX
Switch bo Gadget
Show Statistics Gadget
Main Window plways on Top
Eefine Place / Chanrel informatizn
Chamga Thema b
Chack and Updats...

Log Out Cirl+2&1L+X

Main Window Main menu

2. Select a different theme from the Change Theme submenu (see the Main Window Main Menu, displaying
Change Theme to Royale option figure).

Switch to Gadpat

Shave Statistics Gadgat

Maln Window hways an Top
Refine Flace f Charnel infarmation
Changa Thama e Default
Chack and Update... Foyala

Log Out Chrl-+Al+X

Main Window Main Menu, displaying Change Theme to Royale option

Interaction Workspace provides two additional themes, which are called Royale and Fancy. Your system
administrator might have configured additional theme options from which you can choose.

3. The Main Window and all the other windows of Interaction Workspace are displayed with the new theme
(see the Main Window displaying the Royale theme figure).

L= Unresd messsges: 2 Unread important messages: 0 Toksl 2

Main Window displaying the Royale theme

End
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