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[Modified: 8.5.110.13]

Tip
Are you looking for tutorials to help you learn how to use this feature? Check out the
Related Resources section at the bottom of this article.

A workbin is like a personal queue, in which you can store emails and other interactions (workitems)
to be handled later; however, unlike with a queue, interactions that are stored in a workbin can be
accessed in any order; interactions can be assigned to agents, places, agent groups, or place groups.
Iltems that are stored in a workbin are owned by the owner of the workbin.

os « Workspace

By Worlkding *

» Ferporal Worlkdbang
i My Draft E-masds (7]
B by ksl E-rraals i1 Poegress (5) & - SEDS =
Ta Sabjuct ra—
K Awergierad . Booound updale follos up 410014 S S0 30 PR
= A Mum@eadd B Indormabion sbout n HZ0A S0 T8 P

My Dralt E-mads

b

Cotiads B Case Data

LR updens ol

Froam: “Donbaec Danier” amaanggamar dewa AR5 S P
T AveareEerad dom

Fuin: Azasgrad bo Jun b - Ky Deadt [ -musds secichar.

My Workbine Ditar Vansasa Wang- I
I vow i 1a bl e il Frovee Feaadul Sorvin Chodiing, drvesi. meimsny mairbel, 08, o £5 # {iee
by Taem Weorkbiny Bunibing, o i0 tha Contnmar Sorvice pugs = Onling Banking and chok Bhe “Add sddtional socoant” ok

by It acthon Qieises

Interactions are placed in workbins in different ways: by routing strategies, by saving in-progress
interactions (interactions that are not marked as done), or by a Team Lead (supervisor) who manually
moves interactions.

To open the Workbin view from the Main Window, click the Access and use Workspace supporting

views button (E) to display the Supporting Views menu, then select one of the following Workbin
views:

e My Workbins
¢ My Team Workbins

¢ My Interaction Queues
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The list of available workbins depends on the configuration of your system.

The Workbins view comprises three areas:

* Workbins Explorer: Enables you to select workbin folders from your personal workbins and your
shared workbins. For agents whose accounts are configured as Team Leads, you can change the
explorer view to the following views:

* My Workbins: For all agents, a view of your personal workbins.

* My Team Workbins: For Team Leads, a view of all of the workbins that belong to agents that you
supervise.

* My Interaction Queues: For Team Leads, a filtered view of your queues and workbins.

¢ Workbin view: Lists all of the interactions that are stored in the selected workbins; includes
information about the status of the interaction; enables you to sort, search, and perform actions on
interactions

¢ Workbin interaction information: Enables you to view the Details tab, the Notes tab, and the Case
Data tab for the selected interaction

Workbin Explorer

The Workbin Explorer enables you to view a list of your personal and shared workbins, and to
navigate to a specific workbin to view its contents in the Workbin view.

Choose a workbin view by clicking the one of the Workbin Explorer view buttons:

My Workbins: For all agents, a view of your personal workbins.

¢ My Team Workbins: For Team Leads, a view of all of the workbins that belong to agents that you
supervise.

¢ My Interaction Queues: For Team Leads, a filtered view of your queues and workbins.

To view a workbin, click it in the Workbin Explorer.
My Workbins

- Personal Workbins
B My Draft E-mails (1)
B My Inbound E-mails in Progress (1)

The number of stored email messages and/or workitems in each workbin is indicated in parentheses
next to the name of the workbin folder.

To navigate directly to a specific workbin from the Main Window, click the Access and use

Workspace supporting views button (E) to display the Supporting Views menu, then select one
of the following Workbin views:
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¢ My Workbins
¢ My Team Workbins

e My Interaction Queues
The list of available workbins depends on the configuration of your system.

Some of the workbins which might be configured for your My Workbins view include:

* In-Progress: Contains inbound email messages or other workitems that have not been processed
¢ Draft: Contains outbound (reply) email messages that have been saved as draft

e Custom: Your administrator might have configured you to view additional workbins.

My Team Workbins

For Team Leads, this view in the Workbins Explorer contains a list of all the agents that you are
configured to supervise. To view the workbins for the agents that you supervise, click the name of the
agent in the list, then click the workbin to open it.

My Interaction Queues

For Team Leads, this view in the Workbins Explorer contains a list of filters that are defined by your
system administrator. Click a filter or a queue to view its contents in the Workbin view.

Interaction filters search the interaction database for interactions that meet certain criteria, such as

time in queue, date received, interactions state, and so on. Filter results are "snapshots" of the state
of the interactions in the database at the time that the query was executed. Snapshot views are not

updated automatically. You must click Refresh (D) to review the latest changes to the database.

Workbin View

[Modified: 8.5.110.13]

The Workbin view enables you to view, sort, search, and perform actions on selected interactions. To
select an interaction, click it.
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Selecting multiple interactions.

To select more than one interaction, use Shift-click to select a range or Ctrl-click to select multiple
items.

Information about the selected interaction is displayed in the tabs that appear at the bottom of the
Workbins view.

To open an interaction, double-click it.

You can perform the following functions on selected interactions in workbins by using the Workbin

Act

ions toolbar:

To reply to the selected email, click Reply (H). Opens a reply to the interaction in an outbound E-mail
Interaction window.

To reply to all parties of the selected email, click Reply All (':E). Opens a reply to the interaction in an
outbound E-mail Interaction window and addresses the email to the sender and all other recipients of
the original email.

To open the selected email, click Open (ﬁ). Opens the selected email interaction in an inbound or
outbound E-mail Interaction window. Opens the selected workitem in a Workitem Interaction window.

To mark the selected interaction as done, click Done (). Completes the email and closes the
Interaction window; your account might be configured to specify a disposition code before you can click
Done; in that case, the interaction is opened to enable you to set the disposition code before allowing
you to click Done.

To delete the selected interaction, click Delete (Eic). Deletes the email from the contact database, if
you have the correct permissions.

To move the interaction to a queue, click Move to Queue (Zll) (if you have the correct permissions).
Opens the Team Communicator to enable you to select a queue to which you want to move the
selected interaction(s). Enter the name of the queue into the Team Communicator search field, then
from the Queue item Action menu, select Move to Queue.

To move the selected interaction to another workbin, click Move to Workbin (ﬂ) (if you have the
correct permissions). Opens the Team Communicator to enable you to find an agent or agent group
to which you want to move the selected interaction(s).

To edit the case data of the selected interaction, click Edit Case Information (.4") (if you have the
correct permissions). Opens the Edit Case Information window to enable you to edit the content of
the Case Data tab for the selected interaction(s).

To print the selected interaction, click Print (IE-I) (if you have the correct permissions). Opens the Print
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Preview window to enable you to print the selected interaction. [Added: 8.5.101.14]

¢ To refresh the Workbins view, click Refresh (O) (if the workbin is not configured to be automatically
updated). Refreshes the list of interactions in the workbin. [Added: 8.5.110.13]

The Workbin view is a table that lists all of the interactions that are stored in the currently selected
workbin. The four columns provide basic information about the interactions and their status. You can
change the sorting order of the table columns by clicking the column heads. Clicking the active
column head a second time reverses the sort order. Unhandled interactions are displayed in bold
text.

The Workbin view contains sortable columns for email interactions — for example:

* lcon: Displays the interaction type and status.
¢ From: Lists the names of the sender.
e Subject: Lists the subject of the interaction.

* Received: Lists the date and time at which the interaction was first received.
Your administrator sets up this view and decides what columns you have available.

To show or hide columns, right-click in the list area to open the column context menu and select the
column to show or hide.

Other media that can be stored in a workbin, such as workitems, might have different columns
configured for them. The columns that are displayed for interaction queues are configured by your
administrator. Ask your administrator for information about other columns.

Workbin and Interaction Queue Search
[Added: 8.5.110.13]

Your administrator might enable the search/filtering capability for some or all of your Workbins and
Interaction Queues. This feature lets you enter a search/filter value in a Quick Search field to limit
the contents of the list of items in the Workbin or Interaction Queue to only those interactions that

contain the value that you entered.

Your administrator decides which columns (or interaction properties) that can be used to limit the
display. For example, your administrator might configure an attribute, such as Priority for
interactions to enable you to search for interactions that have been assigned a specific priority. If the
search feature is enabled for you, ask your supervisor what values you are allowed to use.

Enter a search/filter value and press Enter or click the magnifying glass to find all the interactions
that contain the value.
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Workbin Interaction Information

Details, notes, and case data for the selected interaction are displayed in the interaction information
tabs. You might have to display the interaction information tabs. To do so, click the Show/Hide

Details Panel (DE) button.

The interaction information area contains the following tabs:

* Details: Information that is specific to the interaction, including To, From, attachments, and the body of
the interaction

* Notes: The content of the notes that are stored in the Contact History

* Case Data: The case data that is stored in the Contact History

Details

The Details tab contains a preview of the selected interaction, links to attachments, and the
following information about the email interaction:

e Subject

* Date and time at which the interaction was sent

e To (recipient) email address

* From (sender) email address

e Custom fields that are configured by your administrator
For workitem interactions, such as faxes, the Details tab contains the following information:

¢ Media Type
e Interaction Type

¢ Interaction Sub-Type
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Related Resources

The Workspace Desktop Edition User's Guide (English only) provides detailed lessons for using all the
features of Workspace. You might find the following lessons useful:

¢ Using Workbins

¢ Handle An Email Interaction

¢ Handle A Workitem Interaction
Related topics

e Email Tasks Overview
* Disposition Code

e Workitems
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