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Handle Outbound-Campaign Voice
Interactions

[Modified: 8.5.115.17, 8.5.145.06]

In this lesson, you will learn how to handle an outbound-campaign voice interaction by using
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.

Warning

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.

* 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.
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Starting and Stopping an OQutbound 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).

Outbound Campaign
ﬁ] MName: Corporate Campaign

Deseription: Outbound Campaign for Upgrade Promotion

0K
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

Hame: Corporate Campaign

F}] Delivery Mode: Autormatic

Description:  Qutbound Campaign for Upgrade
Promation

oK
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).
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Outbound Campaign

Campaign Stopped
F& ) Mame: Corporate Camipaign

Deseription: Quthound Campalgn for Upgrade Pramation
oK
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.

Outbound Campaign

Campaign Unloaded
" ) mame: Corporate Campaign
Description: Outbound Campaign for Upgrade Promation
0K

Outbound Campaign Unloaded message box

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 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

e Lesson: Handling an ASM predictive or progressive Outbound-Campaign voice interaction
e Assured Connection calls

¢ Lesson: Handling a preview Outbound-Campaign voice interaction

¢ Lesson: Handling a push-preview Outbound-Campaign voice interaction
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* Lesson: Rescheduling a call as 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 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 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).

O 998746343 - Workspace

Casze information

Qrigin:  Qutbound campaign call to 998746343

Outbound Predictive/Progressive Voice Interaction Preview interactive
notification

Queue: 122

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.

Tip

If you are using a screen reader, your system might be configured to give the focus to the Interaction Preview
window. In this scenario, your screen reader will automatically read the window title to you. Navigate to the
content area to have your screen reader read the Interaction Preview content. However, if your system is not
configured to give the focus to the Interaction Preview window, to have your screen reader read the contents
of the Interaction Preview window, you must use screen navigation to give the focus to the Interaction
Preview. (Added: 8.5.101.14)
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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.
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 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).

Predictive/Progressive 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).
* 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 Note 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.
e Start a voice consultation (see Starting a Voice Consultation).

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

* When you transfer an ASM call, the outbound record is also transferred. The

ownership of the record might also be transferred to the target agent, depending
on how your system is set up.

* You might have to set a call result or disposition before you complete a transfer or
a conference to another agent, for example to a back office worker. If you forget,
an error message is displayed and you are prevented from transferring the call
unless you set the call result. After this action, the Call Result and Record
Information becomes read-only. [Added: 8.5.117.18]

* Reschedule a call as a callback (see Lesson: Rescheduling a call as a callback).

Note: For information about how to use the functionality in the interaction window, see the
Workspace 8.5 Help.

4. 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.

5. 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).

Dispositions MNote

Call Result

Unknown

Answered

X

Answering Machine
Busy

No Amswer

Wrong Number
Unknown

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).
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Dispositions Note

Call Result
Answered
Do Mot Call
Disposition Code

Mone

(@ Accepted
Rejected
Transferred

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

* Set your status to Ready. See Lesson: Going Ready in the 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 Workspace (see Getting Started).
* 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 Workspace Main
window).

* You are part of an ASM predictive or progressive Outbound Campaign.
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* 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 ASM mode Predictive/
Progressive Voice Interaction Preview interactive notification figure).

3 ASMCPP

Case Information

Origin: Inbound call to ‘Unidentified’

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.

Tip

If you are using a screen reader, your system might be configured to give the focus to the Interaction Preview
window. In this scenario, your screen reader will automatically read the window title to you. Navigate to the
content area to have your screen reader read the Interaction Preview content. However, if your system is not

configured to give the focus to the Interaction Preview window, to have your screen reader read the contents

of the Interaction Preview window, you must use screen navigation to give the focus to the Interaction
Preview. (Added: 8.5.101.14)

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

3.

followings steps:
e Click Accept to call the contact.

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

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.

[ETT

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/
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Progressive Outbound ASM Campaign Voice Interaction window figure).

'
=1

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).
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 5).

* Use the Note 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).

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 consultation (see Starting a Voice Consultation).

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

e When you transfer an ASM call, the outbound record is also transferred. The
ownership of the record might also be transferred to the target agent, depending
on how your system is set up.

* You might have to set a call result or disposition before you complete a transfer or
a conference to another agent, for example to a back office worker. If you forget,
an error message is displayed and you are prevented from transferring the call
unless you set the call result. After this action, the Call Result and Record
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Information becomes read-only. [Added: 8.5.117.18]

* Reschedule a call as a callback (see Lesson: Rescheduling a call as a callback).

Note: For information about how to use the functionality in the interaction window, see the
Workspace 8.5 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).

Dispositions Mote

Call Result

Unknown

Answered

Answering Machine h
Busy

Mo Amswer

Wrong Number

Unknown

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).
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Dispositions Note

Call Result
Answerad

Do Mot Call
Disposition Code
MNone
(@ Accepted

Rejected
Transferred

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

Assured Connection calls
[Added: 8.5.145.06]

Some Progressive and Predictive campaigns use Assured Connection mode to reserve an agent
before the call is connected to a contact. Reserving an agent ensures that there is no delay for a
contact when he or she answers the call. This mode is typically used for VIP or high-value customers
in a calling list.

In Assured Connection mode, you are called by the campaign before the contact is dialed. This is
known as the Engaging Phase. When you Accept an Assured Connection call, the interaction is
displayed on your desktop and the status is Connected. During the Engaging Phase you hear call
waiting music to let you know that the call is engaged.

If you are reserved for a call, you are restricted from performing certain tasks, including logging off
the Voice channel, starting a new call, and exiting Workspace. If you attempt to perform certain
actions during the Engaging phase, you might see a message like this one:
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System

Subject: You have been reserved for a call. Please try this action again after
the assured call is completed.

Sender  System

Priority.  High
Date: 15.01.2021 2:36:58
Audience: SIP_5320

Once you are connected to your contact, you handle the call as a normal
Outbound Campaign call.

Lesson: Handling a preview Outbound-Campaign voice
Interaction

[Modified: 8.5.115.17]
Purpose: To handle a preview Outbound-Campaign voice interaction properly.
Prerequisites

* You are logged in to Workspace (see 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).
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Outbound Campaign

Campaign Started

Hame: Corporate Campaign

o

Description:  Qutbound Campaign for Upgrade
Promotion

KR Get Record OK

Outbound Campaign Started message box for Preview mode
campaigns

Perform one of the following steps:

e 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).

. When you are ready to get a contact record, open your Workspace view (refer to the Workspace 8.5
Help to learn about how to display your Workspace view from the Main Window).

. Select the My Campaiﬂns view (see the My Campaigns view in the Main Window figure).

L} | ]
by e =

e gty Wy Bttt Dot Bt

LB
B ey Mk B i
e ] R et

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.

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

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.

[+] Show: Auto-dial and timed auto-dial
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In some contact centers, administrators might have set up preview campaigns that automatically dial the call after you get a
record or accept an interaction. In this scenario, you are automatically connected to contacts. Skip the next step.

In some contact centers, adminstrators might have set up preview campaigns that automatically dial the contact in a specific
number of seconds after you get or accept a record. In this scenario, the Interaction Preview displays a timer that informs you
about how many seconds you have to view the preview before the call is automatically connected.

Case Information

Origin: Outbound campaigg call to 3333333337

= 333333337 @ Calling In 00:16

Record Information

Phone Type: Home Phone

Call From: 00:00

A timer is displayed if your account is set up to enable you to view the
Interaction Preview before the call is automatically connected.

7. If your account is not configured for auto-dial, 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 or choose Other Phone Number ([Added: 8.5.115.17]) if this feature is available in your
environment to open the New Phone Number dialog box. If you have to change the phone
number and the number you want to call is not part of the phone number selection menu, do the
following:

i. Select Other Phone Number to open the New Phone Number dialog box. If your account is
configured for timed auto-dial, the timer pauses until you click Call or Cancel.

ii. Enter the new phone number.
iii. Select a phone number type.

iv. Click Call to call the contact or Cancel to close the New Phone Number dialog box without
dialing a new number.

o —

H P 513531
Qrigin: Dathound cammpaign cf B

| Hoeves Phone - FRATSA3453 F

= G114 ) Feady To Call T——

Hesres Phane - 351 351

Meww Phone Mumbed

[Added: 8.5.115.17]

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

o -
Call this contact later
Do not call this contact fnhis 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).

L}

LT T

el

i 10

<] o

-
-
-
SwEm
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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).
e 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.

e 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).
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* When you transfer an ASM call, the outbound record is also transferred. The

ownership of the record might also be transferred to the target agent, depending
on how your system is set up.

* You might have to set a call result or disposition before you complete a transfer or
a conference to another agent, for example to a back office worker. If you forget,
an error message is displayed and you are prevented from transferring the call
unless you set the call result. After this action, the Call Result and Record
Information becomes read-only. [Added: 8.5.117.18]

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

You might have to set a call result or disposition before you transfer or conference a call to another agent, for example to a back

office worker. If you forget, an error message is displayed and you are prevented from transferring the call unless you set the call
result. After this action, the Call Result and Record Information becomes read-only. [Added: 8.5.117.18]

* Reschedule a call as a callback (see Lesson: Rescheduling a call as a callback).

Note: For information about how to use the functionality in the interaction window, see the
Workspace 8.5 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).

Workspace Desktop Edition User's Guide

17



Handle Outbound-Campaign Voice Interactions

Dispositions Mote

Call Result

Unknown

Answered

Ao N

Answering Machine
Busy

Mo Amswer

Wrong Number
Unknown

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).

Dispositions MNote

Call Result

Answered

Do Mot Call
Disposition Code
MNone
(@ Accepted

Rejected
Transferred

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).

11. 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.

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

12. 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.

13. Complete your after-call work.
End

Next Steps

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

Lesson: Handling a push-preview Outbound-Campaign voice
iInteraction

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

Prerequisites

* You are logged in to 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 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).

& 3333333340 - Workspace

Caze information

Origin: Outbound campaign call to 3333333340

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.
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2.

3.

Tip

If you are using a screen reader, your system might be configured to give the focus to the Interaction Preview
window. In this scenario, your screen reader will automatically read the window title to you. Navigate to the
content area to have your screen reader read the Interaction Preview content. However, if your system is not
configured to give the focus to the Interaction Preview window, to have your screen reader read the contents
of the Interaction Preview window, you must use screen navigation to give the focus to the Interaction
Preview. (Added: 8.5.101.14)

If your account is set up for auto-answer, the Interaction Preview is not displayed and the call is answered automatically unless
your account is set up to enable you to preview the case information before the interaction is auto-answered. In this case, when
you receive an auto-answer interaction, the Interaction Preview is displayed on your desktop. A timer that counts down the
number of seconds until you are connected to the contact is displayed in the Accept button (refer to the following figure). You
can click Accept before the timer runs out or wait for the timer to run out. The Reject button might also be displayed if your
administrator wants you to have the option of rejecting an interaction before it is auto-answered.[Added: 8.5.105.12]

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.
* Click Reject to return the interaction to the queue.

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

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).

1
]

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.

[+] Show: Auto-dial and timed auto-dial

In some contact centers, administrators might have set up preview campaigns that automatically dial the call after you get a
record or accept an interaction. In this scenario, you are automatically connected to contacts. Skip the next step.

In some contact centers, adminstrators might have set up preview campaigns that automatically dial the contact in a specific
number of seconds after you get or accept a record. In this scenario, the Interaction Preview displays a timer that informs you
about how many seconds you have to view the preview before the call is automatically connected.
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Case Information

all to 3333333337

Origin: Outbound campaigng

= 333333337 @ Calling In 00:16

Record Information

Home Phone
Call From: 00:00

Phone Type:

A timer is displayed if your account is set up to enable you to view the
Interaction Preview before the call is automatically connected.

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.

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

* 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.

Q- A

Call this contact later

Do not 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).

* View contact history (see Managing Contact History).

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).
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K
{
L)

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).
* View contact history (see Managing Contact History).
e Set a call result and a disposition code, or add the contact to the Do Not Call list (see Step 7).

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

e 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).
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 consultation (see Starting a Voice Consultation).

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

* When you transfer an ASM call, the outbound record is also transferred. The
ownership of the record might also be transferred to the target agent, depending
on how your system is set up.

¢ You might have to set a call result or disposition before you complete a transfer or
a conference to another agent, for example to a back office worker. If you forget,
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an error message is displayed and you are prevented from transferring the call
unless you set the call result. After this action, the Call Result and Record
Information becomes read-only. [Added: 8.5.117.18]

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

Important

You might have to set a call result or disposition before you transfer or conference a call to another agent, for example to a back
office worker. If you forget, an error message is displayed and you are prevented from transferring the call unless you set the call
result. After this action, the Call Result and Record Information becomes read-only. [Added: 8.5.117.18]

* Reschedule a call as a callback (see Lesson: Rescheduling a call as a callback).
Note: For information about how to use the functionality in the interaction window, see the
Workspace 8.5 Help.

7. 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.

8. 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).

Dispositions MNote

Call Result

Unknown

Answered

SO
Answering Machine
Busy
No Amswer
Wrong Number

Unknown

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).
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Dispositions Note

Call Result
Answerad

Do Not Call
Disposition Code

Mone

(@ Accepted
Rejected
Transferred

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).

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

10. 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.

11. Complete your after-call work.

12. 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 Workspace Main window.

Lesson: Rescheduling a call as a callback

Purpose: To reschedule an Outbound-Campaign voice interaction for a different date and/or time
and/or phone number.

Tip
Refer to the Workspace 8.5 Help for detailed information about 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.
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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 Reschedule a Callback function. In the Qutbound Campaign

voice interaction window, in the call-action toolbar, click Reschedule a Callback (). The
Reschedule Callback view is displayed (see the Reschedule Callback view figure).

[] Reschedule Callback W

At: | 2/16/2016

(%, ]

-

To: Home Phone - 9993617

Reschedule Callback view

. Click the Schedule Callback check box to reschedule the call.

N

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.

* Click the up and down arrows to change the hours and minutes.

U

. 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. [Modified: 8.5.115.17]

* In some environments, all rescheduled calls are personal callbacks. In this case, you will not be able
to change the selection.

* In some environments, all rescheduled calls are campaign callbacks (any active agent in the
campaign can make the callback). In this case, the Personal Callback check box is not displayed.

(e}

. 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
Reschedule Callback view figure).
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+" Reschedule Callback

At: 2/24/2016

04:19 PM =

4 February, 2016 »
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6§ 7 8 9 10

To: | New Phone Number._.
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1
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13
20
7

5
12

(Nome)

x

+ Personal Callback

n 1

From: 12:00 AM o Till: 17:59 PM

New phone number controls in the Reschedule 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 time displays. These values
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 Reschedule

Callback button changes to the Callback Scheduled button (). Click End Call to disconnect the

call.

12. Click Mark Done to reschedule the callback.

End

Related Information

e Outbound Campaign Overview help

e Qutbound Preview Calls help

¢ Qutbound Push Preview Calls help

e Outbound Progressive Calls help

¢ Call Actions for Outbound Calls help
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