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Handle An SMS or MMS Interaction

Handle An SMS or MMS Interaction

[Modified: 8.5.110.13, 8.5.121.03]

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 or MMS 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 email client.

By definition, SMS are short messages. 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.

Multimedia Message Service (MMS) is a multi-media component of voice and Internet communication.
In Workspace, MMS enables you to receive images sent to your contact center from a mobile device,
a web interface, or an email client. Images are displayed to you as thumbnails. To view the image full-
size, double-click it or right-click it and select Open from the context menu. It will open in the default
application specified in the Windows operating system. If you have the correct permissions, you can
click the Save icon or right-click an image and select Save from the context menu to save it.
[Added: 8.5.110.13]

Workspace supports two SMS modes:

* Page—You receive a single inbound SMS to which you can send a response or handle in other ways. You
can also receive images from a contact.

e 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 or MMS 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

Purpose: To handle an inbound SMS interaction properly.
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Prerequisites

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

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

* You are the internal target of the inbound interaction.

Start

1. When you are the target of in inbound SMS interaction, a preview of the inbound interaction is displayed

on your workstation desktop in an interactive-notification view (see the SMS Interaction interactive
notification figure).
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Here is my account number. ..

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.

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)

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.

If your account is configured for auto-answer, the Interaction Preview is not displayed and the message is answered automatically
unless your account is configured 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:

* Click Accept to display the interaction.
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2.

e Click Reject to return the interaction to the queue.

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

If you accept the interaction, the inbound SMS Interaction window is displayed (see the SMS Page Mode
Interaction window figure).
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SMS Page Mode Interaction window

The Inbound SMS Interaction window provides the following functionality:

* Read messages from the contact in the message-transcript area of the SMS Interaction window.

Tip

Sometimes URLs (links to websites) are sent to you by a contact. URLs in the SMS transcript are always
displayed as the actual address. Contacts cannot send you a disguised URL in an attempt to direct you to
a malicious website. You will be able to read the URL before clicking on it. If you hover your mouse pointer
over the URL, a tooltip is displayed that lets you see the address.

Compose a message/response. 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.

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 email 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
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3.

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.

e Your account might be configured to let you assign an interaction with an unknown contact to a
known contact in the contact database by using the Manual Contact Assignment feature.

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 and type of interaction(s) in progress (except voice interactions) for the current contact.
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Your account might be configured to notify you 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.

3)

3 Recent Interactions in last day:

%, 2/21/2014 4:08:46 PM
w i 2/21/201412:55:59 PM Open new account
«Wl 2/20/20147:26:22 PM  Account login failed

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

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 your account is configured for you 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)

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 Session 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:
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* Use the Note 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

* Your account might be configured to let you assign an interaction with an unknown contact to a
known contact in the contact database by using the Manual Contact Assignment feature.

* View and use the Standard Response Library to insert a standard response into your reply message.
See Inserting a Standard Response into an Email 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).
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SMS Session Interaction window Case Information, Contact Action area,
toolbar, and message area

6. 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).
» Start a consultation with another party:
e Start an Instant Messaging consultation. See Lesson: Initiating an Instant Messaging session.

e Start a Voice consultation. See Starting a Voice Conference.

7. 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.

Workspace Desktop Edition User's Guide 6


https://docs.genesys.com/Documentation/IW/8.5.1/Help/Manual_Contact_Assignment

Handle An SMS or MMS Interaction

End

Lesson: Handling an inbound MMS interaction
[Added: 8.5.110.13]
Purpose: To handle an inbound MMS interaction properly.

Prerequisites

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

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

¢ You are the internal target of the inbound interaction.

Start

1. When you are the target of in inbound MMS interaction, a preview of the inbound interaction is
displayed on your workstation desktop in an interactive-notification view.

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.

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)

MMS are sent 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.

If your account is configured for auto-answer, the Interaction Preview is not displayed and the message is answered automatically
unless your account is configured 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 display the interaction.
e Click Reject to return the interaction to the queue.

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

2. If you accept the interaction, the inbound MMS Interaction window is displayed (see the MMS Interaction
window figure).
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]

MMS Interaction window

To view an image, double-click the image thumbnail or right-click the image thumbnail and select Open from the context menu to
open the image in the default image viewing application on your workstation.
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MMS can be opened full-size in your default image viewing application

The Inbound MMS Interaction window provides the following functionality:

* Read messages from the contact in the message-transcript area of the SMS Interaction window

Tip

Sometimes URLs (links to websites) are sent to you by a contact. URLs in the SMS transcript are always
displayed as the actual address. Contacts cannot send you a disguised URL in an attempt to direct you to
a malicious website. You will be able to read the URL before clicking on it. If you hover your mouse pointer
over the URL, a tooltip is displayed that lets you see the address.

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. The message-transcript area of the MMS 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). A different color is
designated for each message type. The colors are defined by your system administrator.

Save the image file (if you have the correct permissions).
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» Call or email the contact if the relevant information is available in the contact database.
e Transfer the interaction (see Step 6).

e 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.

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 and manage contact history. See Managing Contact History.

e View and manage contact information. See Lesson: Finding and viewing an interaction in the contact
database.

e Your account might be configured to let you assign an interaction with an unknown contact to a
known contact in the contact database by using the Manual Contact Assignment feature.

3. 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 and type of interaction(s) in progress (except voice interactions) for the current contact.
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M chat
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Your account might be configured to notify you 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.

3)
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Recent interactions matrix displaying the list of interactions with the
current contact within the last day

4. 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.
After you click Send, the interaction window is closed and the interaction is automatically marked as Done, unless your account is

configured for you to set a disposition code before you close an interaction window (see Assigning Disposition Codes)—go to Step
7.
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5. 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 MMS to another internal target. See Lesson: Starting an instant SMS transfer).
Transferring an MMS is the same as transferring an SMS.

e Start a consultation with another party:

e Start an Instant Messaging consultation. See Lesson: Initiating an Instant Messaging session.
e Start a Voice consultation. See Starting a Voice Conference.
6. When you are finished interacting with your contact, click Done to stop the current SMS interaction.
e The transcript is saved in the contact history and the MMS Interaction window is closed.

* Set a disposition code. See Assigning Disposition Codes.

End

Creating an Outbound SMS 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).
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Origin: Qutbound call to Avril Mai
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= New E-mail to Personal (AMai@mail dom)

= Mew E-mail to Work address (mail@mail.dom)
O New SMS to 5555555

0 MNew SMS to Mobile (3616) N

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. You cannot send outbound MMS
interactions.

Lesson: Creating an outbound SMS interaction

Purpose: To create an outbound SMS interaction properly.
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Prerequisites

* You are logged in to Workspace (see Lesson: Logging in to Workspace).
¢ Your role enables you to send new SMS.

Start

1. From an active interaction, open the Contact Action menu (see the Contact Action menu in an active-
interaction window figure).

Awril Mai e 00:00:44 (:. {-‘: t:'

Case Information

Origin: Qutbound call to Avril Mai

- Avril Mai W Connected
= Mew E-mail to Personal (AMai@mail.dom)

= MNew E-mail to Work address (mail@mail dom)
0 Mew SMS to 5555555

0 New SMS to Mobile (3616)

Create a new SMS

Contact Action menu in an active-interaction 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).

Contact

Al

2

ATl Mg

- Awril Mai

- Al M

Y. Call (5555555)
. Call Mebile (361E)
& New E-mail interaction to Personal [AMai@mail.dam)

B Méw E-rmanl nterachion to Work addiess [mall@mml dom)
0 MewSMS to (S555558)

0 MewSMs lu-Mnhilelﬂ-ﬁ"‘}
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 email
interaction figure).
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An SMS interaction, blended into an active email 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).
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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.

Lesson: Using Spelling Check to find potentially misspelled words in an SMS
message

Purpose: To verify the spelling of the content of an outbound SMS message.

Prerequisites
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* You are logged in to Workspace (see Lesson: Logging in to 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 SMS message composition area, displaying a misspelled word that
is underlined in red figure shows an SMS 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.

o bvibde ) Cwfbound Ll

Frgm el i w B MM

i, bt o Pppabang

SMS 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.
Olkeay, what is happpening?

appending
appertaining

appealing
appeasing
Ignore
Ignore All

Add to My Dictionary

Dispositions
Cut Ctrl+X

Copy Cirl+C
Paste Cirl+V

Select All Cirl+a

[ Check Spelling

Languages b
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SMS 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.

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.

5. If you try to send a message that contains misspelled world, your system might be configured to display
a warning dialog box that asks you to confirm that you want to send the message without correcting
the potential misspelled words. Click Yes to send the message anyway, or click No to return to the
message and correct the misspelled words. [Added: 8.5.105.12]

End

Related Information

¢ SMS and MMS Interactions
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