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Workspace 8.5 User's Guide

Workspace 8.5 User's Guide

User's Guide for Genesys Workspace Desktop Edition (Workspace). For less detailed information
about the topics covered in this User's Guide, see the Workspace Desktop Edition Help.

Getting Started Handling Interactions

Find information about Workspace and Find information about handling
learn how to log in and start using the interactions, such as voice (and voice with
application. video), Internal IM, E-mail, Chat, and SMS.

Getting Started Handling Interactions

Workspace Concepts Outbound Campaigns

Log In Finding Interactions
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Handling Social Media Contact Management

Find information about handling Social

Find information about viewing and
Media interactions.

managing previous interactions with a

contact.
Twitter
Finding Interactions
Facebook
Managing Contact Histor
RSS ging y

Managing Your History
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Using Workbins Team Lead Functionality
Find detailed information about accessing

Find information about how a Team
interactions that are stored in a workbin.

Supervisor can monitor, coach, and
barge-in on agents who are handling
voice and chat interactions.
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Using Workbins Team Lead Functionality
Using Workbins to Access Stored

Monitor, Coach, and Barge-in Interactions
Interactions

Contact Center Tasks

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

system messages, and personalize your
workspace.

Contact Center Tasks

View KPIs And Statistics

Document Change History

A list of topics that are new or that have
changed since the previous release.

Change History

For information about releases 8.1.2 and
earlier, see the PDF version of the
Interaction Workspace 8.1.3 User's
Guide
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Getting Started

Getting Started

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

This topic contains the following sub-topics (click a link below or use the TOC on the left to navigate
this section):

* Workspace Concepts

* LogIn

* Main Window Basics

* Manage Your Status

e Forward Your Calls

* Find A Contact Or An Internal Target

Videos

There are some videos on the Workspace Help landing page that you might find useful. Even more
videos are available for the latest Cloud version of Workspace. The user interface is a little different,
but you might find these videos instructive.
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Getting Started Workspace Concepts

Workspace Concepts

This lesson introduces you to 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
Workspace a total agent solution. The 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

* Workspace Windows and Views

¢ Team Communicator Overview

¢ Finding Contacts, Internal Targets, and Interactions

* Definition--Role-Based

¢ Definition--Role Privilege

¢ Basic Use-Case Summary

Introduction

Workspace is the customer-interaction user interface for the Genesys 8 suite.

The Workspace application enables you to manage, from your workstation desktop, both Public
Switched Telephone Network (PSTN)-based and Internet-based contact interactions.

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 Workspace, or you might have a specialized role created for you by your
administrator that enables you to handle specific types of interactions.

Workspace Desktop Edition User's Guide 7



Getting Started Workspace Concepts

Workspace Windows and Views

Workspace displays on your workstation desktop a set of Views and Windows, that contain the
components, features, and controls that enable you to perform the tasks that are assigned to you,
based on your privileges. The Views and Windows 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 views, such as the Case Information view, are displayed in separate windows. Other views are
part of a window, such as the Voice Interaction window; these are displayed in one window along with
other components, features, and controls .

Refer to the Workspace Desktop Edition Help for details on the functionality in each window and view.

Views, Windows, Components, Features, and Control Overview

The Workspace Views and Windows enable you to perform multi-step tasks and
provide you with many functional options. The following Windows are included in
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.

= Genesys

Workspace
Desktop Edition 8.5.000.32

User Name

Password

u More

-

© 2009-2014 Genesys Telecommunications Laboratories, Inc
Genesys suite applications are covered by U.S. and Foreign
Patents.

Workspace Login Window

¢ Main Window--Enables you to manage your status, contacts, and settings; view your Key Performance

Workspace Desktop Edition User's Guide 8



Getting Started Workspace Concepts

Indicators (KPIs) and system messages; and launch new interactions.

-
= M

Workspace Main Window

« 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.

My Statistic

KPI m €
Current Ready duration
00:00:35

“ e (1]

Workspace 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).

© Ravi Pache - Workspace

Case Information

Origin: Inbound chat

Account update

Workspace Interaction Preview
* Voice Interaction Window--Enables you to view all of the information that is necessary to handle a

voice interaction with a contact. This window also contains information about contacts and the Team
Communicator.

* Web Callback--Enables you to view all of the information that is necessary to handle a Web Callback
voice interaction with a contact.

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

¢ Consultation--Enables you to initiate a call to an internal expert or support person. It is part of the
Team Communicator functionality.

e E-Mail--Enables you to view all of the information that is necessary to handle an email interaction with

Workspace Desktop Edition User's Guide 9
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a contact.

Chat--Enables you to view all of the information that is necessary to handle a chat interaction with a
contact.

¢ 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.

* 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 email.

* 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.

e 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 Workspace functionality for processing voice interactions as well as other media types.

Infarmation History
Mo MW Y Fber + [Quick search a o
== “ O
Status Subject Start Date -~
i Done Re: Account update LIIBE0N4T
i Done Account update 2620141
w8  Done System suppodn LEBIN40

Page 1 ofl 1-30f% |10 = perpage

Details Hote Case Data

Account update
From: RP@mail dom 2/26/2014 1:45:09 PM
Te:  web@mer.dey

Can you please send 1o me my account update information?

Workspace Contact History

Components, Features, and Controls

The Workspace Components, Features, and Controls 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. Components, Features, and Controls are usually
contained within a View, but they might also be displayed in stand-alone windows or panels.
Components, Features, and Controls behave like mini-applications. You can hide or show them and
expand them or collapse them by clicking buttons in the View or Window in which they are contained.
Refer to the Workspace 8.5 Help for details on the functionality in each window and view.

Workspace Desktop Edition User's Guide 10
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The following Components, Features, and Controls are included in Workspace; however, through
customization, many more can be created:

e 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.

¢ 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.

* Note 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 email 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.

¢ 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 email 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 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).

Workspace Desktop Edition User's Guide 11
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* 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.

Workspace Main Window

Genesys - Workspace JohnDavis ~ @ ~ | @ ~ | _ O X

Case Information

[ <] Information History
Origin: Inbound chat o

(=] Arch. Al MW 1D ;

=z W WV Filter v Quick search Q o
~ RaviPache @ Connected BeE =

g | w o=
[9:49:55 AM] Mew party 'Ravi Pache' has joined the session ;
[9:49:58 AM] Chat System: Agent will be with you shortly (through Chat Server Status Subject Start Date ~ el
ChatServer) ...
[9:50:12 AM] Mew party 'John Davis' has joined the session u®  InProgress Accountupdate 3/5/2014 9:49:55 AM

K& InProgress Re:Product update 2/27/201411:06:22 AM
.|
Page 1 of 1+ » 1-100f10+ 10 = perpage

= Details Note Case Data

w

o

= Re: Product update

= From: "Web Contact Center” <web@mcr.dev->  2/27/2014 11:06:22 AM

- “v To:  RaviP@mail. dom

In a queue
Dispositions Note

On 2/26/2014 4:56 PM, Ravi Pache wrote:
= Has a new product update been released?

Link to video

The Workspace Main Window (see the Workspace Main Window figure) is a module that enables you
to manage your channels, status, KPls, 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, display the Statistics Gadget, and exit the application. For more information about the functions
that are available in the Main Window, see the following lessons:

¢ Docking, Undocking, and Auto-hiding--Main Window Basics

* 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

Workspace Desktop Edition User's Guide 12
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Getting Started Workspace Concepts

* 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

Link to video

Voice Interaction Window

= Genesys + Workspace sP5321~ @ -~ | @ ~ | _OX

Case Information [ <] Information History
Origin: Inbound call to 4001 o
(=] Arch. A MW 1D
Queue: 4001 = A Filter |b_ ck search Q | (-]
b
= W O
~ RaviPache (& Connected e B0
Status Subject Start Date - End Date Processed
Dispositions Note %, InProgress 3/5/2014 9:57:09 AM SIP 5321
w8 Done Account update 3/5/2014 9:49:55 AM 3/5/2014 9:55:02 AM  John Davi:
&= InProgress Re: Productupdate 2/27/201411:06:22 AM John Davi:
0 __________________________|
Page 1 of 1+ » 1-100f10+ 10 = perpage
= ;
o Details Note Case Data
o
(=]
= . . . .
] Select an interaction to view details.
7]

Save

The Voice Interaction window (see the 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

Workspace Desktop Edition User's Guide 13


https://player.vimeo.com/video/446916486?title=0&byline=0&portrait=0

Getting Started Workspace Concepts

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

* 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
¢ 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

Web Callback Interaction Window

© Genesys « Workspace JohnDavis + & ~ | @ ~ | _OX
Ravi Pache e 00:00:04 Q ‘2 c = ‘k = EEE .!A.'

Case Information + o~

Origin: Outbound call to Ravi Pache g

~ Ravi Pache (® Connected [ JON -[¢]

Callback Information

Subject: Internet service down

Phone Number: 111200198

Type: ASAP

Scheduled Date: 3/24/2014

Time (Contact): from 3:08 PM till 3:23 PM

SISNOdS3H

Dispositions Note

Save

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 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.

Workspace Desktop Edition User's Guide 14
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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
* 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

Outbound Campaign Voice Interaction Window

Genesys - Workspace Katelewis ~ @ ~ | @ ~ | _ O X

oa11400 (H oooose RE LS Q

Origin:  Outbound campaign call to 0411400 ©  View: All Responses -
S =
Queue: 122 = =
7 x = O
Call Type: Support 9
o _ Response
Priority:  High P
Reason: Broken TV ~ & Bill Pay
Segment: Gold E what is Bill Pay
» [ Business and Personal Accounts E

~ 0411400  Connected
» I Cash Advance

Record Information - » [ Change Contact Info

Phone Type: Home Phone » I Check Card or ATM
I
call From: 00:00 o
} g What is Bill Pay
Call Until: 23:59 =
7]
cardNumber: 651651 o Dear <$ Contact.FullName $=-
DateHeure: Monday, November 13, 2006 5:54:00 PM Bill Pay is a free feature of PFS Online Banking that allows you to view and
pay your bills online. In addition, with Bill Pay, you can elect to receive e-
Character: 5 Bills - electronic versions of your paper bills - from your Premier Financial
Services credit card to a variety of companies. You can also manually enter
Name: valeurpardefautdfvid Payees which are not already in our system.
Price: 103 To use Bill Pay, you need a PFS checkng account or persenal credit card.
GSW_CUSTOMER_ID: 1 You also need internet access and a supported browswer.

Sinrerelv-

The Outbound Campaign Voice Interaction window (see the Workspace Outbound Campaign Voice
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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

Workspace Desktop Edition User's Guide 16
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Email Interaction Window

Genesys - Workspace Katelewis ~ @ ~ | @ ~ | _ O X

Case Information i O Information History
- i L (w]
Ravi Pache @ Inbound e B2 8 wmmowwmow — A
My account is frozen S, -
From: RaviP@mail.dom 3/5/201410:18 AM © W M
To:  web@mer.dev
| am unable to access my account. | get a message that my account is Status Subject Start Date ~ End Date g
locked. What should | do? .
ocke atshou © & InProgress My accountisfrozen 3/5/201410:18:42 A
RP
%, Done 3/5/2014 9:57:09 AM  3/5/2014 9:58:2
I | —
Page 1 of 1+ » 1-100f10+ 10 = perpage
-] Details Note Case Data
Dispositions Note -
S
Disposition Code % Select an interaction to view details.
@ None A
Accepted
Rejected
Transferred

The Email Interaction window (see the Workspace E-Mail Interaction window figure) enables you to
view all of the information that is required to handle an email interaction with a contact.

You can view information about the email, 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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Chat Interaction Window

© Genesys « Workspace Katelewis ~ & ~ | @ ~ | _ O X

Case Information + A 8
=
Origin: Inbound chat =
~ RaviPache @ Connected | Ul -[&)]
[10:22:11 AM] Mew party 'Ravi Pache' has joined the session
[10:22:13 AM] Chat System: Agent will be with you shortly (through Chat Server ChatServer) ...
[10:22:18 AM] New party 'Kate Lewis' has joined the session
=
m
Hello, how can | help you today? I %
Send =
w
m
7]
-
Dispositions Note
Save

The Chat Interaction window (see the 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

¢ 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

e 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 18
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SMS Interaction Window

© Genesys « Workspace John Davis ~ @

Bill Edwards (@) o

Case Information + o~ fd] Information History
Origin: Inbound SMS Page Mode
2.

Q
(=]
=
>
~ Bill Edward Inbound
ill Edwards (@ Inboun 3] ceneral
[15:28:54] Bill Edwards: Here is my account number... Title (None) -
First Mame » Bill
Last Name* Edwards
Phone Number
+3329814345644 (Mone) > X
o Add Phone Number ~
Characters Remaining: 150
E]
Thank you. % E-mail Address
Send % Enter E-mail Address (Mone) -
<4 Add E-mail Address ~
Dispositions Note
Save

The SMS Interaction window (see the 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

e 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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IM Interaction Window

© Genesys « Workspace Katelewis ~ @ ~ | @ ~

-0Ox

(W Jimmiler ) oo0048 @Y

Case Information

Origin: Instant messaging from Jim Miller

SISNOdS3H

~ Jim Miller ) Connected

[11:03:28 AM] Jim Miller initiated an Instant Messaging invitation.
[11:03:29 AM] Jim Miller: Hello, Kate, | need some help with my ACW.
[11:03:31 AM] Kate Lewis accepted the Instant Messaging invitation.
[11:03:53 AM] Kate Lewis: Sure, Jim, how can | help you?

The Instant Messaging (IM) Interaction window (see the 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

My Statistic

KPI m €
Current Ready duration
00:00:35

“rp (1)

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).

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

Workspace Desktop Edition User's Guide 21



Getting Started Workspace Concepts

Team Communicator Overview

The Team Communicator feature is a universal lookup tool and dialer 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, agent group, skill, or interaction 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 email address to find an internal target or contact, and then
select the action that you want to perform, such as:

e Calling (dialing) a contact

¢ Calling (dialing) an internal target

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

¢ Adding a contact to your list of favorites

¢ Conferencing an interaction

e Transferring an interaction

e Starting a consultation

¢ Sending an email message to a contact
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Finding Contacts, Internal Targets, and
Interactions

[Modified: 8.5.136.07]

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

e Grid view in newer environments

e Grid view in older environments

e List view in older environments

Tip

In some contact centers only one of the two views might be available. In this case, the
List (*=) and Grid (&%) buttons are not displayed. (Modified: 8.5.105.12) In new
environments, only Grid view is available.

Grid View In newer environments

[Modified: 8.5.136.07]

The Grid view in newer environments displays a sortable list of all of the contacts in the contact
database that match the search criteria.

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

e Contact History view/My History view — See:

e Lesson: Managing Contact History.

Grid View In older environments

Grid view performs a "starts-with" search that searches each field of the contact database for the
phrase (name, phone number, email 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 View-mode search:

* Contact History view/My History view — See:

e Lesson: Managing Contact History.

For more details on search results and the functionality in each window and view, see the Workspace
8.5 Help.
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List view In older environments

List view performs a "keyword" search that searches each field of the contact database for the word
or words (name, phone number, email address, or other criteria) that you provide in the search field.
Each field of the database is searched by using a "starts-with" search for the keyword(s) that you
provide.

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.

Refer to the Contact Directory topic in the Workspace Desktop Edition Help for more information
about search results.

The following views employ the List View-mode search:

* Main Window — See:

* 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.

¢ Blending a voice consultation with an IM consultation.
e E-Mail Interaction Window — See:

» Starting a Voice Conference.

* Transferring a Voice Call.

* Blending a voice consultation with an IM consultation.

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:

* Manage Contacts.
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Related Information

Contact History help
e Contact Search help
* Interaction History help
¢ Interaction Search help

e Team Communicator help
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Role-Based Access Definition

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.

Workspace comprises a set of Graphical User Interface (GUI) elements called views. The role that is
assigned to you determines which 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
email; 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 Workspace functionality include the
following:

e Junior Agent
e Senior Agent
e Team Lead
e Supervisor

* Expert Agent

Related Information

e Team Leads and Supervisors

* Team Lead and Supervisor help
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Role Privilege Definition

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).

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 and Windows. Views contain the user-interface
elements, such as buttons, menus, and text fields, that enable you to interact with Workspace. Views
typically perform single functions, such as setting preferences, viewing KPIs, or viewing the history of
an interaction. Windows contain views that are grouped into a single composite interface.
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Basic Use-Case Summary

The purpose of this user's guide is to enable you to learn the basic functionality of Workspace. See
the Workspace 8.5 Help for more details about each user-interface component. To access the context-
sensitive Help from any window in the 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 Workspace, you might be locked out of 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 Workspace, you
must reauthenticate and reset your status to Ready to receive new interactions. For
more information, see the Inactivity Timeout topic in the Workspace 8.5 Help.

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

¢ The Workspace ClickOnce application is installed on your local web server.

The Workspace ClickOnce application is installed on your workstation.
* You are configured as an agent.

* Your workstation operating system is Windows Vista, Windows 7 or Windows 8.
Starting the Application and Handling an Inbound Interaction

Use a Microsoft Internet Explorer 8 or higher web browser to launch the Workspace bootstrap
application. This bootstrap application enables you to login to your system and download the
Workspace application.

1. Before you launch Workspace, if you are using a softphone (a headset connected to your workstation),
make sure that your headset is plugged in.

When you log in to Workspace, the application is enabled for any headsets that are plugged into your workstation. If you want to use a
different headset, exit Workspace, plug in the new headset, then relaunch Workspace.

2. Double-click the Workspace icon on your desktop to start the Workspace application.
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Log in to the system (see Lesson: Logging in to Workspace).
Enter your additional authentication information.
Enter a media channel, or select one from the list.
In the Main Window set your status to Ready (see Lesson: Going Ready in the Workspace Main window).
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

e Lesson: Handling an inbound email interaction

e Lesson: Handling an inbound chat interaction

* Lesson: Handling an inbound SMS interaction

e Lesson: Handling an inbound workitem interaction

* Lesson: Handling a predictive or progressive Outbound-Campaign voice interaction
Or, retrieve an interaction from a workbin. See:
* Lesson: Accessing and handling interactions that are stored in a workbin
. Handle each inbound interaction. This step can include any or all of the following functions:

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

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

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

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

* Update the Note (see Managing Contact History).

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

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

Related Information

¢ Workspace Functionality Overview help
e Launching Workspace help

* Workspace Components, Features, and Controls help
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[Modified: 8.5.114.08, 8.5.112.08, 8.5.108.11, 8.5.138.04]
In this lesson, you will learn how to launch the Workspace application from your workstation, provide

authentication information, and log in to your system.

This lesson contains the following sections:

* Getting Started
¢ Changing Your Password

¢ Remote and Virtual Desktop Environments

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 Workspace and authenticate
yourself on the system.
Lesson: Logging in to Workspace
Purpose: To authenticate yourself on the system and choose your channels.
Prerequisites

e Your workstation is running a supported operating system.

e Your workstation has a supported browser application installed.

e Your account is configured as an agent.

e Workspace is installed on your workstation.

Start

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

Warning

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.
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Getting Started

When you log in to Workspace, the application is enabled for any headsets that are plugged into your workstation. If you want to use a
different headset, exit Workspace, plug in the new headset, then relaunch Workspace.

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

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

2

Workspace
Desktop
Edition
Open the Start menu and choose Workspace from the Genesys Telecommunications
Laboratories program group.
Select the Workspace ClickOnce web link that was provided to you by your system administrator.

When you launch Workspace, the application might automatically update. Depending on how your system is
configured, you might have the opportunity to reject the update. If you do not accept the update, it will be

offered to you again the next time that you login.

3. In the Login view, enter your user name and password (see the Initial login view figure). If you do not

purpose, contact your supervisor or administrator to determine what login information to use.

know what information to enter in the login screen or if you have multiple accounts, each for a different
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Patents.

Initial login view

If you are working in a Single-Sign On Environment, you will not have to login to Workspace. In a Single Sign-
On environment, after you launch Workspace and the splash screen is displayed, the Advanced Login
Parameters view or the main window is displayed. Skip to step 5 or step 7.

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

Workspace 8.5 Help.

Warning

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 Workspace, but not to the SIP Voice channel. To
complete logging in to the SIP Voice channel, plug in your USB headset.

4. Check or keep checked Log in using recent place if the Place name that is displayed in the Login
view is the same as the Place (phone set and workstation) where you currently sit; it will be displayed

in the Login view if you typed it in the last time you logged in from this same Place). Uncheck this
selection if you do not always use the same phone set and workstation and the displayed Place name

does not match the Place name where you are sitting. In this case, you must enter extra information in
the second log in view to make sure that when calls are directed to you, they ring on the phone where

you are working instead of on a phone that you previously logged in to.
5. Click Log In to login, or click Cancel to stop logging in; this closes the Login view.

6. After you have successfully authenticated, 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
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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

Workspace
Dezktop Edition 8.5.000.32

Welcome

Place

+ voice

Queue: SIP Voice Queue -

+ instant messaging

h in

ECEE -

© 2009-2014 Genesys Telecommunications Laboratories, Inc
Genesys suite applications are covered by UL5S. and Foreign
Patents.

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

* If you do not always sit at the same Place (phone set and workstation), or if you did not check Log
in using recent place in the first login view, you should verify that you enter the correct Place in
the Place field. If the Place is incorrect, calls might be directed to a different phone set at a different
workstation.

* In some environments, agents have more than one Place to choose from when specifying their Place
during log in. For example, they might log in from their workstation in the office one day and from
their home phone or mobile the next. If this is the set up in your environment, your administrator or
supervisor will give you different Place names to use depending on what phone you are using to
login to Workspace. Enter the Place in the Place field of the second login window. [Added:
8.5.138.04]

* Your contact center might use Place Groups as well as Places for login. Refer to Logging in to a Place
Group for more information. [Added: 8.5.114.08]

* Your account might be configured to check and uncheck eServices media channels, such as chat,
SMS, email, social media (for example, Facebook and Twitter), and workitems (such as fax). Upon
login, unchecking media channels for which your account is configured means that you will not be
logged into those channels when Workspace starts.
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To log on a channel, right-click it and select Log On from the menu

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, your account 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.
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+ voice

Queise: SIP Voice Queus -

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

8. If authentication is successful, the Main Window view 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 your account is
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 Workspace Main window.

Changing Your Password

There are a number of reasons why you might have to or want to change your Workspace login
password. For reasons that are related to the security of your company, your account might be
configured so that your password expires automatically after a specified number of days. For your
personal security, your account might be configured with a temporary password when the account is
assigned to you, and you might be required by your system administrator to change your temporary
password before you can login to Workspace for the first time. You might also want to change your
Workspace login password for other reasons -- for example, your company might not have a specific
policy about how often your password should be changed or you might have accidentally revealed
your password to an unauthorized person.

In all of these scenarios, you use the Workspace Change Password dialog box to change your
password. Consult with your system administrator about the specific password security policy that
your company implements.
Lesson: Changing your Workspace password
Purpose: To change your Workspace system login password.
Prerequisites

e Your workstation is running a supported operating system.

* Your workstation has a supported browser application installed.

e Your account is configured as an agent.

e Workspace is installed on your workstation.
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Start
1. To manually change your password, from the Main Menu, select Change Password. The Change
Password dialog box is displayed. Perform the following steps:
a. Enter your current password in the 0ld Password field.
b. Enter your new password in the New Password field.
c. Enter your new password again in the Confirm Password field.

d. Click OK to change your password or click Cancel to close the dialog box without changing your
password. If you made any errors, after you click OK you will be asked to re-enter the information. If
you entered all of the information correctly, your password is changed to the new password that
you specified.

2. If you are required to change your password by your administrator, the Change Password dialog box is
displayed automatically. Perform the following steps:

a. Enter your new password in the New Password field.
b. Enter your new password again in the Confirm Password field.

c. Click OK to change your password or click Exit to close the dialog box and quit Workspace without
changing your password. If you made any errors, after you click OK you will be asked to re-enter the
information. If you entered all of the information correctly, your password is changed to the new
password that you specified.

Remote and Virtual Desktop Environments

[Added: 8.5.109.16]

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

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

When you start your workstation, the Workspace Standalone SIP Endpoint automatically launches and

i
the Workspace SIP Endpoint icon () is displayed in your system tray. Until you log in to Workspace,
this icon is grey.

After you launch Workspace, the Workspace SIP Endpoint icon turns red () to indicate that it is
active.

Troubleshooting Workspace SIP Endpoint

In the event that your Workspace environment loses connection to the Workspace SIP Endpoint, a
message might be displayed asking you to start the Workspace SIP Endpoint application. You can
start the Workspace SIP Endpoint by selecting the Workspace SIP Endpoint application in the Start
menu of your workstation.
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If you are instructed to do so, you can stop the Workspace SIP Endpoint by right-clicking on the icon
in the system tray and then selecting Exit from the pop-up menu.

Related Information

* Login help
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Main Window Basics

In this lesson, you will learn how to use the Main Window docking and auto-hide features.

This lesson contains the following sections:

¢ Docking the Main Window
e Auto-hiding the Main Window

Main Window Overview

Link to video

Main Window Tips & Tricks

Link to video

Resizing the Main Window

Link to video

Docking the Main Window

If your administrator has enabled these features, you can dock the Workspace Main Window toolbar
at the top of your desktop (monitor display) so that it is always accessible at the top of your display. If
you turn on the auto-hide feature, the Main Window toolbar "rolls up" to reveal your entire desktop
area.

Lesson: Docking the Main Window
Purpose: To dock the Workspace Main Window at the top of your desktop.

Prerequisites

¢ Your workstation is running a supported operating system.

* Your workstation has a supported browser application installed.
* You are configured as an agent.

e Workspace is installed on your workstation.

* You are logged in to Workspace.
Start

1. Click and hold on the Workspace Main Window title bar.
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2. Drag the title bar to the top of your display, double-click the title bar, or click Maximize.
The Main Window will automatically become docked to the top of your desktop display area. When the
Main Window is docked, your effective desktop area is reduced by the width of the Main Window. Any
open windows, including maximized windows, on your desktop are moved down to accommodate the
Workspace Main Window. When the Main Window is docked, the Minimize and Maximize buttons are
disabled.

Tip
To move the Main Window to the top of your display without docking, hold the Ctrl key while dragging the title
bar.

3. To undock the Main Window, click and drag it away from the top of your display. Your desktop area
returns to full size and the Workspace Main Window returns to the size it was before you docked it.

Auto-hiding the Main Window

Lesson: Auto-hiding the Main Window

Purpose: To hide the Workspace Main Window when it is docked to increase the size of the desktop
work area.

If another toolbar that is docked at the top of the screen is already in auto-hide mode,
you cannot enable the Workspace Main Window auto-hide mode. If you try to enable
the auto-hide mode, the following message is displayed: "You cannot auto-hide the
Main Window here. Another window is already in auto-hide mode on this edge of your
display."

Prerequisites

e Your workstation is running a supported operating system.

* Your workstation has a supported browser application installed.
* You are configured as an agent.

e Workspace is installed on your workstation.

* You are logged in to Workspace.

¢ You have docked your Main Window.

Start

1. When the Workspace Main Window is docked, you can choose to enable the auto-hide feature. Select
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Auto-Hide the Main Window from the Main Menu or from the Workspace menu in the System Tray.
In Auto-Hide Mode, the Workspace Main Window is hidden at the top of the display and the desktop
area returns to full size when Workspace is not the active application.

2. To hide the Workspace Main Window, click your desktop or in another application window.
3. To display the Workspace Main Window when it is hidden, do one of the following actions:
* Click the Workspace Task Button in the Task Bar

* Move your mouse pointer to the top of your desktop display area

4. To disable the auto-hide feature, de-select Auto-Hide the Main Window from the Main Menu or from
the Workspace menu in the System Tray.

Related Information

e Main Window help: This article includes detailed information about all the options for customizing the
appearance and behavior of the Main Window, including what to do if Workspace always covers other
windows.
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Manage Your Status

[Modified: 8.5.108.11, 8.5.139.06]

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

* Going Ready

Link to video

Warning

* Inactivity Timeout: You might be locked out of 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 Workspace, you must
reauthenticate and reset your status to Ready to receive new interaction. For more
information, see the Inactivity Timeout topic in the Workspace 8.5 Help.

* Locking your workstation: If you lock your workstation with or without first setting
your status to Not Ready, your administrator might have set up your account to
automatically change to Not Ready, with or without a Not Ready Reason. When you
unlock your workstation, your status will remain in the Not Ready state until you set it to
Ready. [Added: 8.5.139.06]

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 Workspace Main window

Purpose: To set your status to Ready, so that you can receive interactions.

Prerequisites

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

e (SIP only) Plug in your USB headset. If you login to a SIP Voice channel, 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 Workspace but not to the SIP Voice channel. Ensure that you plug in your USB Headset to use the SIP
Voice channel.

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

Tip
Some environments are configured to change your status automatically. For example,

your status might change from After Call Work to Ready when you mark an interaction
as Done.

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.

SIP 5321 -

& Ready Ctri+Alt+R
Not Ready - Break
Not Ready - Lunch
Mot Ready - Training
After Call Work Ctrl+Alt+Z

& Do Not Disturb

Log Off

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
* Not Ready - Break
* After Call Work
The Not Ready Reasons that are displayed in your Global 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.

Warning

When you are handling an interaction, the system interrupts the display of the amount of time that you are in
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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).

D SsIP5321

Conditionally Ready (00:00:27)
Logged in since 10:50 AM
Using Place_5321

Last user connection on 2/14/2014 12-12:32 PM

M voice: Mot Ready (00-00:59)
) instant messaging: &) Ready  (00:00:27)
@ chat: () Ready  (00:00:24)
© email: (& Ready  (00:00:22)
@ SMs: Not Ready (00:00:58)
@ webcallback: Mot Ready (00:00:58)

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. You can use the Global Status menu to log on to all channels that are logged off, or to log off from all channels

without logging out.

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 the My Channels tab in the Workspace of the Main Window.

a. In the Main Window, click the Access and use Workspace supporting views button (E) to

display the Supporting Views menu, then select My Channels.

b. You can use the My Channels tab to log on and log off individual channels (Note: This feature might
not be available in your environment). Right-click the channel that you want to update, and set your
status by using the Status menu for that channel, similar to what you did in Step 2.

To see what channels are logged on or off, either open the My Channels tab or hover your mouse

pointer over the Global Status icon.

+ Warkspasce

You can use the My Channels tab or the Global Status icon to
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determine which channels are logged on or off

End

Related Information

¢ Manage Status help
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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

Tip

Your administrator might not enable the Forward column in your environment.

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 Workspace (see Lesson: Logging in to Workspace).
Start

1. To forward calls to a different destination, in the Main Window, Click the Access and use Workspace
supporting views button (=) to display the Supporting Views menu, then select My Channels to
display the My Channelstab.

2. 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).

My Channels My Campaigns My History My Statistics Contz
My Status Forward Infosmation
D voce D Not Ready (00-30-11)  No Active Fnrsaed

1
Fomward
Q rotant messaging ) Ready  (00:3009)

¥ bt i his Baads (6030 16
Main Window Workspace My Channels Forward menu

The Forward dialog box is displayed.
3. Enter the phone number to which you want to forward your calls.

4. Click Apply to set the forward. Click Cancel to return to the My Channels tab without forwarding your
calls.
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Canceling Your Call Forward

5. 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. The Cancel Forward dialog box is displayed.

6. 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

Related Information

* Forwarding calls help
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Find A Contact Or An Internal Target

[Modified: 8.5.118.10]

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
sections:

* 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 Workspace Main Window.

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 email 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 lessons are applicable to any media that an agent is configured to use. These lessons

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

Lesson: Using the Team Communicator feature to find an internal target
[Modified: 8.5.118.10]
Purpose: To find an internal target in the corporate directory.
Prerequisites

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

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

* All Types

Main Window Team Communicator control and Quick Search field
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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.

2. 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, Workspace searches the internal and contact
database and lists potential matches. A pop-up view lists potential contacts and indicates the status of
each internal target. Click the X to clear the search field.

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:

e Search All—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 either
you or your system administrator has flagged as favorites.

e Show and Search My Recents—Click to select from the last 1 to 10 contacts/internal targets whom
you have contacted directly. Workspace might be configured by your administrator to store and
display recent calls, including missed calls, in the Team Communicator view. When this feature is
specified, recent voice interactions are displayed in the Team Communicator with a specific visual
indicator (in/out/missed), and the tooltip for each record display additional information about the
corresponding call event (for example: call type, call timestamp, and missed status, if applicable).

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 an internal target:

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

Jim x

% + o CINE

- Jim Miller Q

Ready

1 Matching Internal Target(s)

Example of Team Communicator search results with Agent filtering

The filters that you see might include the following:

e A1l Types—Show all contacts and internal targets that contain the specified search criteria.
¢ Contact—Show contacts that contain the specified search criteria.

¢ 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.
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¢ 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:

4. 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).

John *

SN o

John Davis
Lo Ready

t, Ccall

# Send Instant Message h

“ Remove from Favorites

¥ Edit Favorite
Internal target Action menu

To perform an action, do one of the following:
* Select the type of internal interaction that you want to launch:
e Voice interaction (see Calling an internal target)

¢ Voicemail call — you might be able to call the voicemail box of an agent or agent group by
selecting the Voicemail icon (EH). [Added: 8.5.118.10]

e Instant Messaging (IM) interaction (see 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
Purpose: To find a contact in the contact database.

Prerequisites

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

* You are configured for outbound communication.
Start

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

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, Workspace searches the internal and contact database and lists
potential matches. A pop-up view lists potential contacts and indicates the status of each internal
target.

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 Al1—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. Workspace might be configured to display recently missed calls; if so,
calls that were directed to you that you did not answer are also displayed.

e 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:

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

Contact
Contact

. -~ AwnlMai

L Mark Avram

R Pache

Ravi Pache

4 Matching Contact(s)

Example of Team Communicator search results with Contact filtering

The filters that you see might include the following:
* ALl Types—Show all contacts and internal targets that contain the specified search criteria.

¢ Contact—Show contacts that contain the specified search criteria.
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¢ Agent—Show only agents that contain the specified search criteria.

¢ 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.

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

» Toggle sorting by type on or off by clicking the Sort by Types/Categories folder icon: E

* View only contacts by clicking the Matching Contacts link:

1 Matching Internal Target(s)

31 Matching Contact(s

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).

Lo Avril Mai

%, Call (5555555)

¢, Call(3618)
i Mew E-mail (AMai@mail. dom)
0 Mew SMS (5555555)

W Add to 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).

e Select the email address to launch a new email interaction (see Lesson: Creating and sending a new
email 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.
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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. 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

Purpose: 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.

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

= Genesys « Workspace

mail .dom b 4

* B

Avril Mai
Mark Avram
R Pache
Ravi Pache

Vanessa Wang

5 Matching Contact(s)

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).
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= Genesys « Workspace

mail .dom *

5+ o EEE—

| SR LA ET

R, Call (5555555)
t, Call (3616)
i New E-mail (AMai@mail dom)

= New E-mail (mail@mail.dom)
[ New SMS (5555555)
0 New SMS (3616)

¥ Add to Favorites N

Contact Action Menu Add to Favorites option

The New Favorite dialog box is displayed (refer to the New Favorite dialog box figure).

Edit Favorite *

Category: -
First Mame: Awril
Last Mame; ai
Phone Mumber 3616
5555555
E-mail Address: A_Mai@mail.dom

mail@mail dom

oK | 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.
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Category. ’ Gold =i
First Mame: Al [%
Last Marme: biai
Phone Mumber: 3616
5555555
E-mail Address: A_Mai@mail.dom

mail@mall dom

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 star next to the name of
the internal target or contact (refer to the Contact designated as a favorite in the Team Communicator
figure).

= Genesys - Workspace

Contact

Avril Mai
Mark Avram
R Pache

Ravi Pache

Vanessa Wang

5 Matching Contact(s)

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 () click the Favorites filter button () in the Team Communicator
control panel (refer to the Favorite filtering in the Team Communicator figure).
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= Genesys « Workspace

mail. dorm| *

t, - Avil Mai A *x 5

t, ~ RaviPache * S

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).

= Genesys + Workspace

miail.dom| x
2 Contact - @
Gold 2 Y TP

g, - Al Mai +
Silver ~

t, ~ RaviPache

Favorites sorted by category in the Team Communicator

7. You can edit a favorite to add, remove, or change a category. Select Edit Favorite () from the
Action Menu to display and use the Edit Favorite dialog box.
You can remove an internal target or a contact from your list of favorites by selecting Remove from

Favorites () from the Action Menu.
Notes:

* You cannot edit or remove Corporate Favorites. These favorites are controlled by your administrator.

» If you added a target as a Personal Favorite and then your administrator adds this same target as a
corporate favorite, that target will be designated as a Corporate Favorite in the flat view, and as
both a Personal Favorite and Corporate Favorite in the categorized view.

End

Related Information

e Team Communicator help
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Handling Interactions

[Modified: 8.5.146.06]

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 contact center. The

Common Interaction Management tasks enable you to use functionality that is common to many
of the interaction types.

This topic contains the following sub-topics:

¢ Voice Interactions

Handle Voice and Voice with Video Interactions
Handle A Voice Consultation

Transfer A Voice Call

Conference A Voice Call

Record Interactions

Callback

Handle Genesys Callback Interactions

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

Handle an Altocloud Chat Interaction

¢ E-mail Interactions

Handle An E-Mail Interaction

¢ SMS Interactions

Handle An SMS Interaction
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e Transfer An SMS Interaction

¢ Social Media Interactions
¢ Handle A Twitter Interaction
« Handle A Facebook Interaction

¢ Handle An RSS Interaction

¢ Workitems

e 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

This video shows you how to manage the display of the interaction, the contact information and
history, and the standard responses in the Interaction Window.

Link to video

Tip
Minimizing and Restoring the Disposition Code and Note views. If you need more space in the Interaction

view you can minimize or restore the Disposition tab and Note tab area by clicking the chevron. [Added:
8.5.146.06]
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Click the image if animation does not start.

Related Information

¢ \oice Tasks Overview help

* Callback interaction help

¢ Chat Tasks Overview help

¢ Email Tasks Overview help

e SMS and MMS Interactions help

¢ Workitems help

¢ Using Workspace Plugin for Skype for Business help
* Facebook Interaction help

¢ Twitter Interaction help

¢ RSS Interaction help
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¢ Internal IM help
¢ Outbound Campaigns Overview help

* Workspace Components, Features, and Controls help
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Using the Interaction Bar

[Modified: 8.5.116.10]

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.

The Interaction Bar is displayed at the bottom of the Main Window whenever you have one or more
active interactions. Each interaction is represented by a control bar. If you are engaged with a contact
in more than one simultaneous interaction, such as simultaneous Chat and Voice interactions, both
interactions are represented by the same control bar. You can use the control bar to perform basic
actions that are specific to the interaction type, such as ending a call.

] v
g (1 [

Main Window displaying the Interaction Bar for a
voice interaction

Working on Multiple Interactions at the Same Time
[Added: 8.5.116.10]

You might be allowed to work on more than one interaction at the same time. Your administrator
might set up your system so that new interactions interrupt the current interaction that you are
working on, or your administrator might set up Workspace so that when you accept a new interaction
while you are working on another interaction, the new interaction opens in the background and your
current interaction keeps the focus.

This behavior might be set up differently for each of your media channels. For example, a newly
accepted email interaction might appear in the background and newly accepted voice interactions
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might receive the focus.

Tip
* Newly created outbound/outgoing interactions always receive the focus.

e When interactions are accepted, but are displayed in the background, your reporting/
focus time calculations might not begin until you select the interaction window and give

it the focus.

Lesson: Managing multiple interactions by using the Interaction Bar
Purpose:

¢ To manage interaction windows and interaction functionality from the Main Window.
Prerequisites

* You are logged in to Workspace (see Lesson: Logging in to Workspace).
¢ You are handling one or more interactions.

¢ You are using the Main Window view.

Start

1. Active interactions are displayed in the Interaction Bar 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 (for example: voice, chat, or email).

By o~ = | =

Main Window displaying the Interaction Bar at the bottom

Click the control bar for an interaction to give it the focus. All other open interactions are collapsed to the Interaction Bar.
If you place your mouse pointer over an interaction in the Interaction Bar, two things occur:

* 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.

* The media icon in the interaction is a button that activates when you place your mouse pointer near
it. If you click the media icon, Workspace switches to that interaction without opening the
interaction view.

oo e . EEEEEITE YT :

Use the switch media button to switch media without opening the
interaction view.

Entries in the Interaction Bar flash (or blink) when specific events occur that might require your immediate attention. Chat, SMS
Session, and IM interactions flash when a new message is received.
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Tip

Your system might be configured so that all interaction control bars are automatically collapsed in the Interaction Bar. This might be done

to enable you to see a third party application or other content in the Main Window before or during the handling of an interaction. To
display an interaction view for a collapsed interaction, click the control bar. Added: 8.5.106.19

2. If you click another interaction box, it becomes active and changes color, and controls are displayed
(see the Main Window, displaying an active email interaction in the Interaction Bar figure).
@ [ v O warn L:.--.-_minm.m_.ﬁ_i.

0 b DY
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R -
Main Wind(-)w, displaying -an active email interaction in the Interaction
Bar

3. To control the interaction from the Interaction Bar, click 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 Workspace User's Guide and the
Workspace 8.5 Help for information about the functionality of each control.

4. Each interaction can be displayed in any of the following three modes:
1. Collapsed to the Interaction Bar
2. Pinned

3. Floating

Your administrator has the option to specify which modes are available for each channel. For example, if you

are an email-only agent, you might be enabled to use only the pinned mode; if you are a voice-only agent,
you might be enabled to use only the floating mode.

Click the small colored bar on the left of the interaction control to toggle between pinned mode and floating mode. Each
interaction can be set to pinned or floating mode independently.

* Pinned mode — the interaction view is displayed in the Main View below the Interaction Bar, and
all other views, such as My Channels, are hidden. Contact view and Response view are accessible.

L]
Eusa

Main Window Interaction Bar with a pinned interaction

Link to video
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Using the Interaction Bar

* Floating mode — the interaction view is displayed as a small view that is attached to the bottom
of the Interaction Bar. If other interactions are currently open in pinned mode or if one the

workspace views, such as My Channels is currently displayed, they will appear dimmed behind the
floating interaction view.
o

waEe- G-l od

e

=

Main Window Interaction Bar with a floating interaction

Link to video

Interaction Bar interaction boxes by type
Interaction Type

Interface
Chat
E-Mail
Instant Message
SMS

Voice

End

Related Information

* Interaction Bar help
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Handle A Voice Call

In this lesson, you will learn how to accept an inbound voice interaction by using 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, email a contact, initiate a conference
call, or transfer a call.

Consultation
Status
Main menu
Help

Conferenc

<
B
<
S

Record

SIP5321~ @'~ | @~ | _OX

Tip

Workspace might be configured by your administrator to store and display recent
calls, including missed calls, in the Team Communicator view. When this feature is
specified, recent voice interactions are displayed in the Team Communicator with a
specific visual indicator (in/out/missed), and the tooltip for each record displays
additional information about the corresponding call event (for example: call type, call
timestamp, and missed status, if applicable) and calls that were directed to you that
you did not answer are displayed in the Team Communicator when you click Show
and Search Recent.

This chapter contains the following sections:

¢ Receiving a Voice Interaction
e Making a Voice Call
* Handling a Voice Call with Video

Tip
Refer to Handle Outbound-Campaign Voice Interactions, to use the Voice interaction
view to handle Outbound Campaign calls.
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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
Purpose: To handle an inbound voice interaction properly.
Prerequisites

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

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

O Avril Mai - Workspace

Case Information

Origin: Inbound call to 4001
Ouewe: 4001

Accept Reject
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.

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 configured for auto-answer, the Interaction Preview is not displayed and the call 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]
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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 answer 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 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 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.

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

* Set a disposition code. See Assigning Disposition Codes.

* Use the Note 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.

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.
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5.

6.

7.

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 contact.

k2 Be

2 Interactions In Progress:

= email
M chat

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.

3)

3 Recent Interactions in last day:

%, 2/21/2014 4:.08:46 PM
e 2/21/201412:55:59 PM  Open new account
wWl 3/20/20147:26:22 PM  Account login failed

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.
If you connect with the contact successfully, you can do any of the following:

* 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.

e 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:

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

* Mute and unmute the call.

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

Workspace 8.5 Help.

e For a demonstration of the various call timers, including Total Duration, Hold
Duration, and Post Call (After Call Work) Duration that might be available for you to
use, see the Call Timers section in the Workspace 8.5 Help. [Added: 8.5.111.21]

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 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

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

Lesson: Dealing with a stuck interaction

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

Prerequisites

* You are logged in to 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).

W L]

[
Force Close this Case...

Force Close This Case menu

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

2. Inthe Close Case dialog box, confirm that you want to force-close the interaction (see the Close Case
dialog box figure):
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e Ase you sure that you wan B close thas case? It contans | non-closed mieraction(s)!

=

Close Case dialog box

* 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

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 Workspace Main Window.

Tip
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
e Lesson: Calling a contact

* Lesson: Directly dialing a contact

Lesson: Calling an internal target

Purpose: 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

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

* 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).
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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. 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.

Origin: Intemmal call to Kate Lewis

= Mate Lewss 3 Connected

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.

Tip
You can click the Team Communicator My Recents button to try to call the internal target again. For more
information, see the Workspace 8.5 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.

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

» Start a voice or IM consultation.

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

* Mute and unmute the call

* Adjust the microphone and speaker volumes

Tip
e For information about how to use the functionality in the interaction window, see the

Workspace 8.5 Help.

* For a demonstration of the various call timers, including Total Duration, Hold
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Duration, and Post Call (After Call Work) Duration that might be available for you to
use, see the Call Timers section in the Workspace 8.5 Help. [Added: 8.5.111.21]

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).

) Kate Lewis (W 00:00:32

Case Information

Origin: Internal call to Kate Lewis

* KatelLewis @ 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:

e Click Mark Done to close the Interaction window.

* Select a disposition (call outcome).

Tip
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

Purpose: 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
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* You are logged in to Workspace (see Lesson: Logging in to 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. Wait for the contact to
accept your invitation.

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.

oooo1a U3 {2 L SR

Case Information
Origin: Dutbouwnd call to Ravi Pache

» Favi Pache E Connecied

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 Record Interactions).

* Mute and unmute the call.

e Adjust the microphone and speaker volumes.

Tip
e For information about how to use the functionality in the interaction window, see the

Workspace 8.5 Help.

e For a demonstration of the various call timers, including Total Duration, Hold
Duration, and Post Call (After Call Work) Duration that might be available for you to
use, see the Call Timers section in the Workspace 8.5 Help. [Added: 8.5.111.21]
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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.

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

¢ Click Mark Done to close the Interaction window.

* Select a disposition (call outcome).

Tip
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
Purpose: 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 Workspace (see Lesson: Logging in to Workspace).
e 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 or an interaction window, click in the Team Communicator Quick Search field (see
the Main Window Team Communicator control and Quick Search field figure).

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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= Genesys + Workspace

| 6555555 X

2 *x All Types 2

L 5555555
| R Avril Mai

0 Matching Internal Target(s)
1 Matching Contact(s)

Team Communicator displaying a directly dialed number

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

= Genesys + Workspace

13333333 X

L, - 3333333

0 Matching Internal Target(s)
0 Matching Contact(s)

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).

5 « Workspace

‘ origin: Outbound call to Awil Mai

» Avril Mai i Connecled

Voice Interaction window for a directly dialed call
4. Handle and complete your call (see Lesson: Calling a contact).

End
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Handling a Voice Call with Video

Calls that originate from smart phones, tablets, and computers might also contain a video stream
sent from the webcam of the device. If you are the selected internal target for an inbound voice with
video 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 with video
Purpose: To handle an inbound voice with video interaction properly.
Prerequisites

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

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

¢ You are enabled to receive voice and video interactions.

¢ 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 Voice and Video Interaction Preview interactive notification figure).

O Avril Mai - Workspace

Case Information

Origin: Inbound call to 4001

Voice and Video Interaction Preview interactive notification

Queue:; 4007

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:

e Click Accept to answer 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 Voice Interaction view is displayed in the interaction bar (see the Voice
and Video Interaction view figure).
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Voice and Video Interaction view

Refer to Receiving a Voice Interaction for more information about handling a voice interaction and using
the voice controls.

4. If the video stream that is associated with the call is not configured to open automatically, click Start

Video:

The video view is displayed in a separate window. Use the following controls during a voice and video
call:

. EE — Click to start or stop your video stream component of a video-enabled voice call. Use
this feature to prevent the contact from seeing the video stream from your webcam; you will
continue to see the video stream from the contact. This has no effect on the voice call. The video
stream sends a message to your contact that says "On Hold". If you put the voice call on hold, the
video call is also put on hold.

[ L]

. — 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. When you put the call on hold, the video stream is also put
on hold. You and the contact can no longer see each other's video streams. A "Video on Hold" video
message is displayed to the contact.

. — Click to show or hide in the Video Interaction window the thumbnail view of your video
stream.

. — Click to toggle the view of the Video Interaction window between the inbound video stream
and the video stream from your webcam.

You can resize or maximize the Video Interaction window by clicking and dragging the edges of the window. Workspace
remembers the size and position of the last Video Interaction window that you used.
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Waorkspace

Workspace Video window

d
Click Stop Video: to close the Video Interaction window. This does not end the call, it only stops the video stream from
being displayed and stops sending your video stream to the contact.

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. When you end the voice call, the video stream will also end and the
Video Interaction window is closed.

6. 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).

7. Click Mark Done.

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.

End

Related Information

e Voice Call help
* Video Call help

¢ Troubleshooting and Frequently Asked Questions
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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, email, 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.

Tip

For a simplified guide to handling consultations, refer to the Workspace Agent Help

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.

Tip

Workspace might be configured by your administrator to store and display recent
calls, including missed calls, in the Team Communicator view. When this feature is
specified, recent voice interactions are displayed in the Team Communicator with a
specific visual indicator (in/out/missed), and the tooltip for each record displays
additional information about the corresponding call event (for example: call type, call
timestamp, and missed status, if applicable), and voice consultations that were
directed to you that you did not answer are displayed in the Team Communicator
when you click Show and Search Recent.

This lesson contains the following sections:

» Starting a Voice Consultation

¢ Receiving a Voice Consultation

Starting a Voice Consultation

The Workspace Voice, Email, 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 A Voice Call), email interaction (see Lesson: Handle An Email Interaction), or chat
interaction (see Lesson: Handle a Chat 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

Workspace Desktop Edition User's Guide 81


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

Handling Interactions Handle A Voice Consultation

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: 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 Workspace (see Lesson: Logging in to Workspace).

* You have an active interaction with a contact (see Receiving a Voice Interaction, Receiving and Handling
an Inbound Email 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).

O Gt 0l 1 o B
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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.

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 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).
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enesys « Workspace

Origin: Outbound call to Avril Mai

= Avril Mai {8 On Hold

Dispositions Mote

Consultabion: Kate Lewis (% (00:00:24)

= Kate Lewis (M Connected

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.

Tip
Depending on how your system is configured, when you end the call with the consultation target you might
automatically be reconnected with the contact who was on hold or you might have to manually reconnect the

<
call by clicking Resume (.). The manual reconnect feature enables you to make another consultation call
without being reconnected and having to put the contact on hold again.

[Added: 8.5.103.10]

End

Receiving a Voice Consultation

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

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

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

O John Davis - Workspace

Case Information

Origin: Consultation call fram John Davis

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.

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 reject the interaction in the Interaction Preview by performing one of the
followings steps:

e 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).
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Voice Consultation Interaction window

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).

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).
* 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 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
Workspace 8.5 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
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disposition for a consultation call that you have received.
End

Next Steps

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

Related Information

* Voice Consultation help
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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 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

Tip

Workspace might be configured by your administrator to store and display recent
calls, including missed calls, in the Team Communicator view. When this feature is
specified, recent voice interactions are displayed in the Team Communicator with a
specific visual indicator (in/out/missed), and the tooltip for each record displays
additional information about the corresponding call event (for example: call type, call
timestamp, and missed status, if applicable), and calls that were transferred to you
that you did not answer are displayed in the Team Communicator when you click
Show and Search Recent.

Lesson: Starting a voice transfer
Purpose: To transfer your current interaction to an internal target or a contact.

Prerequisites

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

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

Start
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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).

= il i ) Condted

Disgasiions

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

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

Tip

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

Prerequisites

* You are logged in to Workspace (see Lesson: Logging in to 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
Workspace Interaction Preview interactive notification (see the Interaction Preview interactive
notification, informing you of a transfer request figure).
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O John Davis - Workspace

Case Information

Origin: Consultation call fram John Davis

Interaction Preview interactive notification, informing you of a transfer
request

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)

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 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.

Consullation: John Darvs N (00

= JohnDaves @ Conrecied

Voice Interaction window, displaying your status as connected to the
calling agent

2. If the transferring agent used a consultation transfer, the 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:
* Record the call (see Lesson: Record Interactions).

¢ Mute and unmute the call.
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¢ Adjust the microphone and speaker volumes.
For information about how to use the functionality in the interaction window, see the Workspace
8.5 Help.

3. If the calling agent completes the transfer to you, the 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).

= Genesys + Workspace

Origin:  Crutbomrid call b dvrd Wi

Satus: Transdered call by Jobn Duves

= Awrl Mai @ Connecied RE B

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

The 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 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).

S Genesys « Workspace

() Aviil Mai (B 00:01:30

Case Information

Origin: Outbound call to Avril Mai

Status: Transferred call to Kate Lewis

* Avril Mai ™ Ended

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 v

Set your status to Ready.

End
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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
Purpose: To transfer the current interaction to a party with whom you are already consulting.

Prerequisites

* You are logged in to Workspace (see Lesson: Logging in to Workspace).
¢ You have an active interaction with a contact (see Receiving a Voice Interaction).

¢ 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 Record Interactions).

e 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 Workspace
8.5 Help.
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 Genesys - Workspace

Origin: Outbound call to Avril Mai

= Avril Mai {8 On Hold

Dispositions Mote

Consultabion: Kate Lewis (% (00:00:24)

= Kate Lewis (M Connected
L 4
C Qi

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).

Drigin: Duthourd call io &l Mas LI Caeirurealy Rtudy

= Inatant Teareder
= AwilMai  On Hold S =

¢ Add o Favoeiies

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

. 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).
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S Genesys « Workspace

O

Case Information

Origin: Outbound call to Avril Mai

Status: Transferred call to Kate Lewis

* Avril Mai ™ Ended

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.

End

Related Information

¢ Voice Call help
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Conference A Voice Call

[Modified: 8.5.109.16]

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, email, 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
¢ Suspending and Reinstating a Party from a Conference

e Start a Conference with an Active Consultation

Link to video

Starting a Voice Conference

The Workspace Voice, Email, 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 Handle A Voice Call), email interaction (see Handle An Email Interaction), or chat
interaction (see Handle a Chat 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 lessons:
* Lesson: Starting a voice conference
¢ Lesson: Receiving a conference call

¢ Lesson: Temporarily suspending a party from a voice conference

e Lesson: Starting a conference with an active consultation

Tip
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Workspace might be configured by your administrator to store and display recent
calls, including missed calls, in the Team Communicator view. When this feature is
specified, recent voice interactions are displayed in the Team Communicator with a
specific visual indicator (in/out/missed), and the tooltip for each record displays
additional information about the corresponding call event (for example: call type, call
timestamp, and missed status, if applicable), and conference calls that were directed

to you that you did not answer are displayed in the Team Communicator when you
click Show and Search Recent.

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.

Tip

You can also call a contact to initiate a conference.

Prerequisites

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

¢ You have an active interaction with a contact (see Receiving a Voice Interaction, Receiving and Handling
an Inbound Email Interaction, or Receiving and Handling an Inbound Chat Interaction).

Start

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).

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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avilmai By 000740

Case Informatsn

Onginc Dutbound call to Avril Mai

= AvrilMai @ Connected
* KateLewis 8 Connected

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.

» Suspend From Conference—Disable listening and talking for the selected party.
* Reinstate To Conference—Enable listening and talking for that party.

* End the Call—Both lines are disconnected (go to Step 4).

e Put both parties on hold.

* Instantly transfer the call to another target.

* Instantly conference the call with another target.

e Send DTMF to the internal target.

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

* Record the call (see 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 Workspace 8.5
Help.

W Avilma @ 00:03:40

Case Information

Origin: Outbound call to Avril Mai

+ AvrilMai (3 Ended
~ KateLewis 3 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 5 of the
Lesson: Calling a contact.

If you have completed your call and the internal target agent has already disconnected from the
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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: 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 Workspace (see Lesson: Logging in to Workspace).

* Your status is Ready for the voice media channel (see Lesson: Going Ready in the 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 Workspace Interaction Preview interactive

notification (see the Interaction Preview interactive notification, informing you of a conference request
figure).

O John Davis - Workspace

Case Information

Origin: Consultation call fram John Davis

Interaction Preview interactive notification, informing you of a
conference request

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)

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 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).
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= JohnDawvis @ Conmecied

Voice Interaction window, displaying your status as Connected to the
calling agent

2. The 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.

e 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 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 Workspace 8.5
Help.

3. If the calling agent joins you to the conference, all three parties can hear and speak to one another. The
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)

@

Came Informartion . A

Owigie: Dutbound call 1o &emil Ma

= JohnDavs @ Connecied
= MmilMla @ Connecied e B@iE

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.
¢ Suspend From Conference—Disable listening and talking for the selected party.
* Reinstate To Conference—Enable listening and talking for that party.
* For SIP-enabled agents, additional call actions are available:
¢ Record the call (see Lesson: Record Interactions).

¢ Mute and unmute the call.
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¢ Adjust the microphone and speaker volumes.
For information about how to use the functionality in the interaction window, see the Workspace
8.5 Help.

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

* Set a disposition code for the call.

* 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
contact, transfer the contact, or start a new conference call.

Owigie: Outtound call to Kvnl Ma

* &l Wai iy Conmected ke @i

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 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).

[E] Awril Mai e 00:01-20

Case Information

Origin: Outbound call to Avril Mai

» AvrilMai W Ended

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 v

Set your status to Ready.
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End

Suspending and Reinstating a Party from a Conference

[Added: 8.5.109.16]

You can temporarily prevent one party in a conference call from listening to the call or talking in the
conference. You might choose to do this so that the suspended party cannot hear confidential
information that the party is not permitted to hear. A suspended party hears on hold music until he or
she is reinstated to the conference.

Lesson: Temporarily suspending a party from a voice conference

Purpose: To prevent one party in a conference call from listening to the call or talking in the
conference.

Prerequisites

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

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

¢ You have an active consultation call.
Start

1. During a conference call it might be necessary to prevent one of the parties from listening to the call
and from talking in the conference. Use the Party Status indicator, beside the Party Action menu to
determine whether a part is currently able to listen and talk in the conference. Any party with the

keyword Connected beside his or her name can hear the call and can talk in the conference.

S Genesys - Workspace

Origin: Inbound call to 5320

- 3617 M Connected

- Kate Lgwis Connected

Kate Lewis and 3617 are both connected to the conference
call.

2. To prevent a party from hearing the call and talking in the conference, click the Party Action menu and
select Suspend From Conference.
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= Genesys + Workspace

Origin: Inbound call to 5320

* 3617 @ Connected

+ KateLewis W Connected

@ Start Instant Message Consultation
Delete From Conference
Suspend From Conference

“Suspend the party from the conference

Selecting Suspend From Conference in the Party Action menu of Kate
Lewis.

When a party is suspended from a conference, the Call Conference icon () changes to the Call Conference Suspended icon (

@) and the keyword Suspended is displayed beside his or her name.

= Genesys - Workspace

Case Information

Origin: Inbound call to 5320

> 3617

- Kate L§wis ¥ Suspended

Kate Lewis is suspended from the conference.

3. To allow a suspended party to hear the call and talk in the conference, click the Party Action menu and
select Reinstate To Conference.
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= Genesys + Workspace

Origin: Inbound call to 5320

* 3617 (O Connected
* Kate Lewis (™ Suspended

¥ Start Instant Message Consultation

Delete From Conference

Reinstate the party to the conference

Selecting Reinstate To Conference in the Party Action menu of Kate
Lewis.

All parties can now listen and talk in the conference.

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 active consultation

Purpose: Transition your consultation call to a conference call by adding the consultation target to
your call.

Prerequisites

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

* You have an active interaction with a contact (see Receiving a Voice Interaction, Receiving and Handling
an Inbound Email 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

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.
Aol M G O 01 79 u u' r‘" .-:1_'

Actrve Condultsten

Fale | v
Cordtonally Seady
N intant Call Canbaiendd
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Team Communicator in the active interaction window, displaying the
Active Consultations

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).

Oviginc Ouithound call to Avril Mai

= AvrilMai @ Connected
= KateLewis @ Connected

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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Related Information

¢ Voice Call help
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Record Interactions

In this lesson, you will learn how to use the call recording functionality of 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.

Your account 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: To record a voice interaction to be reviewed later by your administrator or supervisor.

Prerequisites

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

* You are handling a voice interaction (see Handle A Voice Call).

Start

1. To start the current voice interaction with a contact or an internal target, click Record the Call on the

v
toolbar 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 Avril Mai (W Connected
2. To control the recording of the call, use the call-recording control buttons and drop-down menu:

1]
* To pause the recording of the call, click Pause Recording the call ().

o
* To resume the recording of the call after you have paused, click Resume Recording the Call (
).

]
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

Workspace Desktop Edition User's Guide 105



Handling Interactions Record Interactions

contains the contents of the recording of the session is stored on your system network.

End

Related Information

* Voice Recording help
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Handle Callback Interactions

[Added: 8.5.111.21]

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

* Scheduling a Callback Interaction

Receiving a Callback Interaction

A callback interaction is initiated when a contact visits your company's web site or calls your
company from a mobile phone 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 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 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 callback
interaction with a contact who has requested a callback.

Lesson: Handling a callback interaction
Purpose: To handle a callback voice interaction properly.

Prerequisites

* You are logged in to Workspace (see Lesson: Logging in to Workspace).
e Your status is Ready for the voice channel (see Lesson: Going Ready in the Workspace Main window).

* You are the internal target for the Callback 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 Callback Interaction Preview interactive
notification figure).
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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. The case data might include
information that the contact entered in a form on your company's web page, or on their mobile device, or through an IVR.

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.

If your account is configured for auto-answer, the Interaction Preview is not displayed and the call 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.

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 Callback interaction window is displayed on your desktop. The window
contains Case Information and Callback Information.

4. When your are connected to the contact, the Callback Voice Interaction window is displayed on your
desktop. The window contains Case Information, call controls, and Callback Information
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4

Callback interaction window. 1-Case Information. 2-Callback
Information set up by your administrator.

If you connect with the contact successfully You can do any of the following:

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 Record Interactions).

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
Workspace 8.5 Help.

You can also use the 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.

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

¢ Reschedule a different callback time. See the Lesson: Scheduling a callback interaction.

e Set a disposition code. See Assigning Disposition Codes.

¢ Use the Note 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.
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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.

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.

K2 Be)

2 Interactions In Progress:

= email
M chat

Dynamic Contact History
Matrix displaying the number
and type of interactions in
progress for the current
contact

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
W0 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

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.

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.

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

Complete your after-call work.

End
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Next Steps

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

Scheduling a Callback Interaction

There are three ways that you can schedule Callback interactions for a contact:

1. From an active interaction
2. From the Team Communicator

3. From the current callback interaction

These three methods open either the Reschedule Callback view or the New Callback dialog box
which enable you to choose a date and time for when the contact will receive a callback interaction
from your company.

Lesson: Scheduling a callback interaction
Purpose: To schedule a callback voice interaction properly.
Prerequisites

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

* You have the correct permissions to schedule callback interactions.

Start

1. Use one of the following three methods to schedule a callback interaction:
* From a current interaction of other types, such as voice calls, email, or chat, click Schedule
Callback () to open the New Callback view.

e From Team Communicator, find a contact, then from the Action Menu, choose New Callback to
open the New Callback view.

* From your current callback interaction, in the Interaction Toolbar, click Reschedule a Callback (

) to open the Reschedule Callback view.
= - | .

" hs o * "

The New Callback and Reschedule Callback windows use the same
features to schedule callback interactions
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2. Depending on how you started the callback interaction:
* In the New Callback dialog box, first make the following selections:

a. Choose a Callback Type from the drop-down list. If your contact center does not support
different callback types, this menu is not displayed.

b. Specify the time zone of your contact. This will be selected automatically if this information is
available in your contact database.

c. Choose a date from the calendar picker.

* In the Reschedule Callback view, first make the following selections:
a. Check Reschedule Callback.

b. Specify the time zone of your contact. This will be selected automatically if this information is
available in your contact database.

c. Choose a date from the calendar picker.

3. After you select a date, the schedule grid becomes active. Use the schedule grid to find a time slot that
is shown as available. Available time slots are highlighted in blue when you place your mouse pointer
over them. A tooltip indicates the time range and the number of callback appointments that are
available in the time slot.
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Choosing an available time slot for a callback interaction.
4. Select or enter an alternate phone number if necessary.
5. Add instructions for the agent who will handle the callback in the Instructions field.
6. To commit the callback to the system, do one of the following:
* In the New Callback dialog box, click OK.

* In the Reschedule Callback view, ensure that the Reschedule Callback checkbox is selected,
then click anywhere outside of the view.

End

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

Related Information

e Callback Information help
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Handle Web Callback Interactions

In this lesson, you will learn how to accept a web callback voice interaction by using 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
Purpose: To handle a web callback voice interaction properly.

Prerequisites

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

¢ Your status is Ready for the web callback-media channel (see Lesson: Going Ready in the 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).

(O Ravi Pache - Workspace

Casze Information

Origin: Inbound webcallback

Internel service down
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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 regarding the call. The case data might include
information that the contact entered in a form on your company's web page.

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 configured for auto-answer, the Interaction Preview is not displayed and the call 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]

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 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 and Callback Information. 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. 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.

Click Call this contact to call the contact (see the Web Callback interaction window case and callback
information figure). 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.
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S Genesys « Workspace
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Call this contact
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Origin: Inbound webcallback

+ RaviPache (& Ready to Call

Callback Information

Subject: Internet service down
Phone Number: 111200198

Type: ASAP

Scheduled Date: 3/24/2014

Time (Contact): from 3:08 PM till 3:23 PM

Web Callback interaction window case and callback information.

4. When the contact answers and the Callback Voice Interaction window is displayed on your desktop. The
window contains Case Information, call controls, and Callback Information

=1

= |

Web Callback interaction window.

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.

» 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:
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e Record the call (see 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
Workspace 8.5 Help.

You can also 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.

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

* Reschedule the callback to a different time. See the Lesson: Rescheduling a call as a callback.
e Set a disposition code. See Assigning Disposition Codes.

e Use the Note 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.

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.

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.

k@ @G

2 Interactions In Progress:

= email
M chat

Dynamic Contact History
Matrix displaying the number
and type of interactions in
progress for the current
contact

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

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.

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.

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.

Complete your after-call work.
End
Next Steps

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

Related Information

* Web Callback help

Workspace Desktop Edition User's Guide 118



Handling Interactions Handle Outbound-Campaign Voice Interactions

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

Call Result

Unknown

Answered

Mote

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
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.

[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).
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.
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

X

Answering Machine
Busy

Mo Answer

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} | ]
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My Campaigns view in the Main Window

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

. 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).
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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).
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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.

Workspace Desktop Edition User's Guide 136



Handling Interactions Handle Outbound-Campaign Voice Interactions

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.

Workspace Desktop Edition User's Guide 137



Handling Interactions Handle Outbound-Campaign Voice Interactions

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 D4:19 PM |
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To: | New Phone Number._. =

nter Phone Number| | (Mons)

+ Personal Callback

mn

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.

x

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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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

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 email 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 Workspace IM view provides identification of all
connected parties, as well as a timestamp for each message.

Warning

At this time, it is not possible to save the contents of an IM session or record notes in
the Note view.

You can conduct an IM session from the following windows/views:

e Main Window (opens in an IM Interaction window)

¢ Voice Interaction (opens in the Voice Interaction window)
e Email Interaction (opens in the Email Interaction window)
¢ Chat Interaction (opens in the Chat Interaction window)

¢ Workitem Interaction (opens in the Workitem Interaction window)

Sending and Receiving Internal Instant Messages

Workspace Instant Messaging (IM) is carried by a SIP switch. To send and receive instant message,
your contact center must have a SIP switch, and your role must include the IM task.
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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 Workspace (see Lesson: Logging in to Workspace).

Start
1. Use the Team Communicator in your Main Window view 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).

< Workspace

Jum x

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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e

An Instant Messaging session in the Interaction window

4. 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: To receive an invitation to a join a text-based message-exchange session with another
agent.

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

Start

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).

© Jim Miller - Workspace

Case Information
Hello Kate.

=l -

Instant Messaging interactive notification
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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. Do one of three things:
e Click Accept to display the new IM interaction in your Interaction window.
* Click Reject to refuse the IM interaction.

¢ Allow the invitation to time-out. The interactive notification is dismissed.

3. 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).

2

- —

et

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.

7. Click the Done button to close the Interaction window.

End

Sending and Receiving Consultation Instant Messages

Workspace Instant Messaging (IM) enables you to start an IM Consultation from an active interaction,
such as voice, email, or chat.
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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 Workspace (see Lesson: Logging in to Workspace).

* You have an active interaction with a contact (see Receiving a Voice Interaction, Receiving and Handling
an Inbound Email 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, email 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).

2« o CIR—

John Dawns
h y FAeady
L. Start Voice Consultation

¢ Add to Favorites @

LB e Favie x

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).

e To initiate an Internal IM session, enter a message and click Send.

e To cancel the IM session, click the Done button.
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Origin: Inbound call to 200/

Cuseue- 4000

= Ravi Pache (8 Conmected 0 B/

Digpaarong Hte

Consultation: John Dawns ﬂ

John Dawis. ) Mot Conneched

Elonr

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 O (000001

= JohnDavis 3 Connecied

#® End
2P 5322

Haelle Johin, 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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Consultabon: John Davie ) (D0:00-48)
= Jobn Davis Q) Connected
o end
SIP 5322 &
Hella John, can you Belp me with thes call?
John Davis

Yes

Send

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 Workspace (see Lesson: Logging in to Workspace).

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

¢ You are the internal target for the IM consultation interaction.
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.
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© SIP 5322 - Workspace

Case Information

Helle John, can you please help me with this call?

Instant Messaging consultation interactive notification

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. Do one of three things:
e 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.

3. 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.

< I

[

||

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).
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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 above).

7. Click the Done button to close the Interaction window.

End

Related Information

* Internal Instant Message (IM) help
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Handle A Chat Interaction

[Modified: 8.5.115.17, 8.5.113.11, 8.5.128.07, 8.5.142.05]

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.

Status

3
<
)
g

£
S

by

Kate Lewis ~ & ~

Schedule Callback
Consultation

Transfer
Conferenc

Tip
If your chat interaction includes the Altocloud tab on the right side, you can learn
about Altocloud interactions and journeys here.

This lesson contains the following sections:

¢ Receiving and Handling an Inbound Chat Interaction

Spelling Check
¢ Handling a chat interaction that includes chat bot Rich Media

e How do | continue a chat interaction?

Tip
Why is the Chat Interaction bar flashing? While your are handling a chat interaction, sometimes you
change your focus to another interaction, such as a chat with a different contact, a phone call, or an email,

or you might start using another application and its windows block the Workspace windows. [Added:
8.5.113.11]

In these situations you might notice that the Chat Interaction bar in the Interaction Bar begins to flash
yellow and that the Workspace icon in the task bar also flashes yellow.

This flashing notifies you that something has changed. Here are some of the reasons that the chat
interaction might flash in the Interaction Bar:
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* The pending response has reached the warning stage.

e Another agent has joined or left the chat (such as your supervisor or someone involved
in a consultation).

e The contact has left the chat.
e The chat session is about to timeout due to inactivity by you and your contact.
e The chat session has timed out due to inactivity by you and your contact.

* The chat session is about to close because the contact has disconnected. Your
administrator might specify that chat interactions close automatically after a contact
disconnects. They might also specify a timer before the chat closes to let you finish
after call work. Once a chat closes, you cannot add a disposition or a note. [Added:
8.5.128.07]

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
[Modified: 8.5.115.17, 8.5.121.03]
Purpose: To handle an inbound chat interaction properly.

Prerequisites

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

¢ Your status is Ready for the chat-media channel (see Lession: Going Ready in the 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).
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© Avril Mai - Workspace

Case Information

Origin: Inbound chat

Help with on line purchase

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.

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 configured for auto-answer, the Interaction Preview is not displayed and the chat 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]

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 Chat Interaction window is displayed (see the Chat Interaction
window figure). The Inbound Chat Interaction window provides the following functionality:

* Read messages from the contact in the transcript area of the Chat Interaction window.
» 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 Workspace 8.5 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
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type. The colors are defined by your system administrator.
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Chat Interaction window

Tip
Sometimes URLs (links to websites) are sent to you by a contact. URLs in the Chat 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.

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. You might
see a small circle in the bottom right of your message in the transcript. When the circle disappears, you
know that your message has been read by the contact.

John Davis - 11:55.§§ AM Q

Hello, how can | help you? o

Your system administrator configures how your name appears to your contacts. It might be your real
name, your user name, or a nickname.

When your contact is typing in their chat interface, a small notice appears next to the contact's name
in the chat transcript to notify you that they are typing. Your system might be configured to let you see
what the contact is entering before they send it (see the following figure). [Modified: 8.5.108.11]
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Your system might be set up to let you see what a contact is typing
before they send it to you
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Be careful not to respond to what the contact is typing before they have sent it to you!

Sometimes while you are chatting with a contact, you want to view earlier chat interactions with the contact, particularly if you
are working on an ongoing issue with the contact. For example, sometimes a contact might disconnect from a chat interaction
because the chat timed out or they lost connection on their device before the session was complete. When they reconnect, it is
important to have the earlier session for reference so that you do not ask for information that they have already provided.

You can access the entire history of interactions with a contact by clicking the History tab in the Contact view of the interaction
window; see: Lesson: Finding and viewing an interaction in the contact view of the Interaction window.

Your account might be configured so that older chat interactions with the contact are displayed, in chronological order, directly
above the current chat interaction. If your account is set up for this feature, in the transcript you will see text above the current
chat session indicating where the current chat begins and a message informing you that to see older chat sessions you must
scroll up. It might take a few seconds for older chat sessions to load and be displayed in the chat transcript. [Added: 8.5.122.08]
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When you scroll up, each older chat session is divided by a day, for example Yesterday or November 29, to make it easier for
you to find a specific session.
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Once all the older chat sessions have loaded a notice is displayed informing you from how long ago older chat sessions are
available.
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5. Your account might be set up to let you send emojis (emoticons or 'smileys') to your contact as part of
the text of a chat interaction. Emojis are little faces and other symbols that you can use to let your
contact know how you are feeling or to help them to know when something is good, funny, bad, or sad.
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Ask your supervisor or administrator about when to use emojis. To send an emoji do the following:

a. Click the Choose an emoji button (@) that appears next to the Send button to display the menu
of emojis that you can send.

b. Click an emoji to copy it to the message composition area.

Send

© ¢ ®
@
u@

c. Click Send.

[Added: 8.5.115.17]

. 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
Workspace 8.5 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 Note 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.

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 the Standard Response Library if you decide to call the sender instead of replying to the email.
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.
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Chat Interaction window progress bar and message area

7. Your account might be set up to let you receive files, including PDFs, .doc, images, and other types,
from your contact as an attachment to the chat interaction. The received file is displayed as a
thumbnail or as an icon that corresponds to the file type in the chat transcript. If there is a problem
with the transferred file, you will see the following icon and tooltip. You might have to request that the
sender check that they sent the correct file and then ask him or her to resend it.
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You might be allowed to save file attachments to your workstation or network:

* Click the save button on the thumbnail/icon, or,

* Right-click to open the file attachment action menu and select Save As. If more than one file has
been transferred, you can choose Save All to save all the files, including the files that you
transferred.

You might be allowed to open file attachments in the appropriate application, for example: Paint.

* Double-click the thumbnail/icon to open the file in the default application, or,

* Right-click to open the file attachment action menu and select Open.
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[Added: 8.5.115.17]

8. Your account might be set up to let you send files, including PDFs, .doc, images, and other types, to
your contact as an attachment to the chat interaction. There are two possible modes that might be
enabled for this feature: From your workstation or network, and from the Responses tab.

* To attach a file to a chat from your workstation or network, perform the following steps:
a. In the chat text composition field, Click @ Add Attachments.

Note: You can also drag and drop a file to the message composition area.
b. In the Open window, navigate to the file that you want to attach and select the file.

c. Click Open. The file name appears below the chat text composition field with a paperclip icon

next to it. You can click the file name to open a menu that lets you open and save the
attachment.

d. Click Send to transfer the file to your contact. The file appears as a thumbnail or as an icon that
corresponds to the file type in the chat transcript, and is sent to your contact.

Note: If there is a problem with the transferred file, you will see the following icon and tooltip.
Check that you sent the correct file and then resend it.
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e To attach a file to a chat from a standard response, perform the following steps:

a. Open the Responses tab and navigate to the file that you want to transfer.
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b. Double-click a response that contains an attachment or click Insert Standard Response Text
to add the file as an attachment.
Before or after you transfer the file, you might have the ability to open, save, save all, delete
(remove from the list of files to send), delete all, or print the file. Click the file name to display
the drop-down menu.

c. Click Send to transfer the file.
[Added: 8.5.115.17]

9. 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.

k@ BE

2 Interactions In Progress:

= email
M chat

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.

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
W0 2/20/20147:26:22 PM  Account login failed

10. 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:
e Start an Instant Messaging consultation. See Lesson: Initiating an Instant Messaging session.

* Start a Voice consultation. See Starting a Voice Conference.
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e Start a Chat Consultation. See Starting or Receiving a Chat Consultation.

11. 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.

e 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

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

Prerequisites

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

ofm

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:
* Edit the word(s) manually.

e Right-click the word to display the Spelling Check menu.
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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
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

Handling a Chat interaction that includes chat bot Rich Media

[Added: 8.5.142.05] In some Genesys Environments chat bots might be used to automatically
interact with your organization's contacts. Chat bots are programs that send information to contacts
through a chat widget when a contact visits your organization's website. Chat bots often handle the
initial exchange with a contact to determine whether or not the chat should be redirected to a live
agent as a new Chat interaction. Chat bots might also participate in an active chat session. Chat bots
can use Rich Media such as Quick Replies and Offer templates. Offer templates can include images or
video organized as a list, a selection list, or a carousel. Offer templates might leverage Mark Down
capabilities to enhance the appearance of the chat bot message.
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Lesson: Handling a chat interaction that includes chat bot rich media
Purpose: To take over a conversation with a contact from a chat bot.
Prerequisites
* You are logged in to Workspace (see Lesson: Logging in to Workspace).
Start

1. A chatinteraction is directed to you from your organization's system. The chat transcript contains one
or more messages exchanged between the contact and a chat bot. The transcript might include one of
the following Rich Media types:

* Quick Replies
e Offer templates
e Lists
* Markdown templates
Rich Media might also be available for you to review in the Responses tab.

2. Review the transcript. If the contact made a selection, such as one of the Quick Reply choices or one of
the offers in a contact action Offer template, the selection is displayed to you below the Rich Media. You
cannot interact with the Rich Media or make selections yourself. Use the transcript to know what the
contact is looking for so that you do not have to repeat the questions that were asked by the chat bot.

3. Continue to interaction with the contact according to the practices and requirements of your
organization.

End

Quick Replies

Chat bots might present your contact with a set of "quick reply" buttons that let the contact choose a
reply rather than typing a reply. The chat transcript will contain the standard question posed by the
chat bot and the text of the quick reply button clicked by the contact. Click the thumbnail to see an
example of what a quick reply might look like.
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The bot presented the contact with three options for ordering tea, Black, Green, and Mint. The
contact selected Black.

Contact actions

Chat bots can display descriptive text, pictures, videos, selection lists, and selection buttons, such as
Buy now, to contacts. If your company uses offer/information templates to enable contact actions,
such as clicking a button or selecting an item from a list, the chat transcript will contain the content
that was presented to the contact along with text telling you what the contact did. For example, if the
contact clicked the Buy now button, the transcript might say The contact clicked Buy now.

When a contact clicks on a button, list item, or other element, a corresponding action is executed. For
example, additional information is displayed or an order placement is initiated. Often actions might
send text back to the contact. All this information and the actions taken are displayed to you.

Click the thumbnail to see an example of what an offer/information template might look like and how
a contact action is displayed.
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The bot presented three different travel options with radio buttons to choose one. The contact chose
Thailand.

If a carousel offer template was displayed to the contact, you will see forward and backward
navigation buttons next to the templates that enable you to page back and forth through the
displayed templates. This is called a carousel template because clicking the navigation buttons
simulates flipping through a carousel of images or videos. Click the thumbnail to see an example of a
carousel template.
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In this example, the contact navigates through the carousel until they see an offer of interest. The
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buttons below the video of Norway enable the contact to either get more details about the offer or
book the offer immediately.

Lists

Chat bots might present your contact with a list of items, such as sales offers, that the contact can
review. Some lists are for information only, others might have selections set up by your administrator.
The transcript will include the list that was displayed to the contact, including any images or other
media, and any selections they might have made. Click the thumbnail to see an example of a list of
items presented to a contact.
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Markdown templates

Rich Media uses text markdown to enable your organization to format bot content. Click the
thumbnail to see some of the different ways that text can be formatted for presentation to contacts.

Workspace Desktop Edition User's Guide 167



Handling Interactions Handle A Chat Interaction

= Workspace

= Jahh Do D Conritnd
= MpBet Q) Comnecied

Thiidi i e
Thes 12 dorme ermpstaiuned ferf and some strongly

TR ST

Than o baallefed It
" idem )
" e
= Hemd

Thril i i St o lriit
1. iesil

i fem3
1 dem]

Thin s & ik 1
That 13 80 FnagE s

O ACNICOVOT

NS TH

This example shows a display image, headings, bold text, bulleted and numbered lists, hyperlinks,
and an embedded image.

Rich Media in the Responses tab

All the different rich media types can also be viewed in the Responses tab if your administrator sets
them up. You cannot transfer Rich Media from the Responses tab into the chat text field. They are
view-only. Click the thumbnail to see an example of a carousel template in the Responses tab.
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How do | continue a chat interaction?

¢ Some environments have asynchronous chat available. This feature keeps chats open after the last
agent leaves the session, and the agent can rejoin the session until the session is marked Done. Here's
how it works if it is available in your environment:
Link to video

Related Information

¢ Chat Interaction help
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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 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, agent group, skill, interaction queue, 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 Workspace (see Lesson: Logging in to 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 Lesson:
Using the Team Communicator feature to find an internal target). To consult with an agent group, a skill,
or an interaction queue, choose the name of the skill, group, or queue, and an available agent with that
skill or in that group or queue is notified of your consultation request.
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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. 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 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).
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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:

e End the consultation.
e Call the internal target by using the Action menu drop-down list next to the party name.
e IM the internal target by using the Action menu drop-down list next to the party name.

¢ 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 can choose to release the consultation. If this happens, the internal target is
disconnected, but you remain connected to the contact.

If you click the End button and the internal target is still connected, the session is transferred automatically
to the internal target. If you have completed your chat interaction and the internal target has already
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disconnected from the conference, go to Step 8 of the Lesson: Handling an inbound chat interaction.

End

Lesson: Receiving a chat consultation request

Purpose: 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 (see Lesson: Logging in to Workspace).
e Your status is Ready for the chat media channel (see Lesson: Going Ready in the 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 Workspace Interaction Preview (see the Consultation
Interaction Notification that is displayed on your desktop figure).

© Avril Mai - Workspace

Case Information

Origin: Consultation chat

Help with on line purchase

Consultation Interaction Notification that is displayed on your desktop

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 contents of the window to you.
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)

Click Accept to connect to the chat interaction.

2. The 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.
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e Call the agent who initiated the consultation.

e Mark Done the chat consultation.

o IR
omintin ¢ -

Oigen Corricflahon chaf
A TN ¥
Hhelio, e can | heelp wou foday? 1
E dml M 40T PM
el 1 hig ookl Makng an o e puichads Fi iy ced
tegm?

Eemn
Kabe Lews 1
Dt raement aned | wall chacil fod pou

= KibeLewis Q) Connected

" o

iy Ty el Wil Dl o Dt St decn

il 8

palls wate, Ml e a kook ol P cutlomenrs socoan

Eald L i
Thark i Jim

]

Chat Consultation Interaction window

The consultation part of a chat interaction is not consider as a standalone interaction in your activity history. It is owned by the original

contact interaction, not your history. The consultation part of the transcript of a contact interaction does not show up in the Contact
History nor the My History.

My History reports the contact-related interactions where the logged in agent engaged with the contact. Agents who are consulted are not
considered as engaged with the contact and as a consequence are not marked as ‘interaction owner’; therefore, this interaction does not
show up in the My History of this agent.

For example: contact engaged with Agentl - Agentl consults Agent2, you will have:

¢ 1 New entry in My History of Agentl - does not contain consultation transcript with
Agent2

* No entry in My History of Agent2

End
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Related Information

¢ Chat Consultation help
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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 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:
¢ 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

Purpose: 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 Workspace (see Lesson: Logging in to 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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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).
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Origin: Inbound chat

= AvrilM Q) Connected

Agent will be with you shortly (through Chat Server ChatServer)

New party 'Kate Lewis’ has joined the session

Kate Lewis 4:59:02 PM Q
Hello, how can | help you today?

E AvrilM 4:59:11 PM
Hello, | am having an issue making an on line purchase. There
might be an issue with my credit card.

Kate Lewis 4:59:26 PM Q
Let me transfer you to Jim.

Party ‘Kate Lewis’ has left the session
New party 'Jim Miller' has joined the session
Jim Miller

™

Hello, | see that you are having a credit card issue

Send
©e=
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

Workspace My Messages interactive notification.

End

Lesson: Receiving a transferred chat
Purpose: To receive a transferred chat interaction from another agent.

Prerequisites

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

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

Start
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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
Workspace Interaction Preview interactive notification (see the Interaction Preview interactive

notification, informing you of a transfer request figure).
© Avril Mai - Workspace

Case Information

Origin: Inbound chat

Help with on line purchase

Interaction Preview interactive notification, informing you of a transfer
request

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)

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 of the Lesson: Handling an inbound chat interaction.

* If the calling agent initiated a consultation transfer, the Workspace Chat Interaction window is
displayed. It shows your status as connected to the calling agent.
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Case Information |

Origin: Inbound chat

= AvrilM Q) Connected

Agent will be with you shortly (through Chat Server ChatServer)

New party 'Kate Lewis’ has joined the session

Kate Lewis 4:59:02 PM Q
Hello, how can | help you today?

E AvrilM 4:59:11 PM
Hello, | am having an issue making an on line purchase. There
might be an issue with my credit card.

Kate Lewis 4:50:76 PM Q
Let me transfer you to Jim.

Party ‘Kate Lewis’ has left the session
New party 'Jim Miller' has joined the session

Jim Miller 5-00-58 PM Q

Hello, | see that you are having a credit card issue

Send

©@¢ ™

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

Purpose: To transfer the chat to an internal target with whom you are currently engaged in an active
consultation.
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Prerequisites

* You are logged in to Workspace (see Lesson: Logging in to Workspace).
* You have an active interaction with a contact (see Lesson: Handling an inbound 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 showing a list of your active consultations.

Avmild D [LERL

Origin: Inbound chat

Selected:
+ @ Email W Instant Chat Transfer
v [ Voice ¥ Add 1o Favorites
Page 1 of
Consultation: Jem Mallker O (0001 -30) . Information

= Jim Miller ) Connected

W End
Kate Lewis & Q
Yes please
Jimn Milller 1 M E
You can transfer the contact to me
Kate Lewis M E

S3ISNOLSIH

0K
Jim Miller is typing a message

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

Related Information

¢ Chat Interaction help
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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 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).

gt be e e vy Crae caed
s 1 I Frsap lran

Lt P o T PRy ELASC Ehowt P

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
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).
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Origin: Inbouwnd chat
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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).
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Origin: inbound chat
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Kabe Lewis
Let me contact my assockate about that

Wew party *Jim Millar* has jored The Bession

S il B

Hlla, how can | help you today

Send
Q&=

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.

Workspace Desktop Edition User's Guide 182



Handling Interactions Conference A Chat Interaction

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 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 Workspace (see Lesson: Logging in to Workspace).
e Your status is Ready for the chat media channel (see Lesson: Going Ready in the 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

Workspace Interaction Preview interactive notification (see the Interaction Preview interactive notification, informing you of a
conference request figure).

O Avril Mai - Workspace

Case Information

Origin: Inbound chat

Help with on line purchase

Interaction Preview interactive notification, informing you of a
conference request

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)

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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Origin: Inbeund chat
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Chat Interaction window, displaying your status as Connected to the
conferencing agent

2. The 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.

» 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 Workspace 8.5 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:

* 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.

e 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 Workspace 8.5 Help.

3. End the chat—Terminates your connection to the conference. The conferencing agent remains
connected to the contact.

4. Set a Disposition Code for the chat.

Workspace Desktop Edition User's Guide 184



Handling Interactions Conference A Chat Interaction
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Conference Party Action Menu

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.
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Voice Interaction window showing that the calling
agent has left the conference, but you remain
connected to the contact

. Click End the Chat to terminate your connection to the conference.
The 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).

6. Click Done.
7. Close the Chat Interaction window.

8. Complete your after-call work.
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9. 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.

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 Workspace (see Lesson: Logging in to 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).

B I T

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.

g i b s ey P (har v
bt s L | i s iy

s [T -
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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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 active consultations figure).

i, e £ | iy prms s ™

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

party with whom you want to conference with your chat interaction (see the Team Communicator
displaying the Instant Chat Conference option figure).
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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).
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Status of the chat consultation interaction after the consultation party
has been conferenced to a chat interaction
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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

Related Information

e Chat Interaction help
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Handle an Altocloud Chat Interaction

If you are set up to use the Genesys Altocloud plugin you will see the Altocloud tab on the right side
of the Chat interaction window.

Altocloud Journey might look different in your environment.

The Genesys Altocloud Agent's Guide contains all the information that you, as an agent, need to
understand and use the contents of the Altocloud tab.

Purpose: To view the details of a contact's visit to your company website before and after they
initiated a web chat interaction. This usually happens when your contact clicks a web chat widget,
requests a quote, or requests more information.

Get Started

e Get started
¢ A visitor's experience

* Engage About journey analytics in Genesys Engage (Workspace)
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Using the Altocloud tab

* Visitor details

* Visit details

e Customer journey map
* Segments assigned

¢ Qutcome scores

For information about how to handle a chat interaction, go here.
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Handle An Emall Interaction
[Modified: 8.5.113.11, 8.5.127.06]

In this lesson, you will learn how to handle inbound email interactions and launch outbound email
interactions. This lesson contains the following sections:

* Receiving and Handling an Inbound Email Interaction

e Creating and Handling a New or Reply Email Interaction

* Transferring or Forwarding an Email Interaction

* Resending a Previously Sent E-mail Interaction

¢ Spelling Check

* Printing and Print Preview

¢ Email Quality Assurance (QA) Review

Receiving and Handling an Inbound Email Interaction

If you are the selected internal target for an inbound email 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 Email Interaction window contains information about the
interaction and the controls that you need to complete the interaction.
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Your account might be set up to have your outbound email interactions sent to your
team lead or supervisor for a Quality Assurance (QA) review prior to sending the email
interaction to your contact. Refer to Email Quality Assurance (QA) Review.
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Lesson: Handling an inbound email interaction
Purpose: To handle an inbound email interaction properly.
Prerequisites

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

e Your status is Ready for the email-media channel (see Lesson: Going Ready in the 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 Email Interaction interactive notification figure).

© Mark Avram - Workspace

Case Information

Origin: Inbound email

New account information

Email 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.

Tip

If you are using a screen reader, your system might be set up 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

set up 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 email interaction is opened
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]

2. 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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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 Email Interaction window is displayed (see the Inbound Email
Interaction window figure).

The Inbound Email Interaction window provides the following functionality:

* Reply or Reply All to the sender of the email message and other recipients. See Lesson: Replying
to a inbound email interaction.

* Save the email in the In Progress workbin and close the Email Interaction window. See Managing
Contact History.

* Transfer the email message to another internal target or forward it to an external resource. See
Transferring or Forwarding an Email Interaction.

* View and save attached image files (for text and HTML formatted email interactions) and in-line
images (for HTML formatted email interactions).

If your contact inserted the image into the body of the email interaction, you will see it displayed along with the other email
content. You can save the image to a local or network drive by right-clicking on it and selecting Save image as from the
context menu.

If the image is sent as an attachment, you will see it displayed beside a paperclip icon above the body of the email
interaction.

Computer isswe

Fiomi: chemipeutl dév AFFTFA06E 11:49 AM
Ta:  main@mer dev

g miother-board-58155T_640pg (29xB)

| am hawing an Issue installing memory in my computer. Here ks a
picture of the board.

The paperclip icon indicates the email interaction has an attachment

Right-click the name of the attached file to perform the following functions:
¢ Open — Opens the file in the default application for the file type.
* Save As — Save the file to a local or network drive.
¢ Print — Print the contents of the file to a printer that you specify.

¢ Save All — Save all attachments to a local or network drive.

* Select Mark Done for the current interaction, save the email message in the contact history and
close the Email Interaction window; the processing of the corresponding email thread with the
contact is complete.

e 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 Note 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.
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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.

* 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 the Standard Response Library if you decide to call the sender instead of replying to the email.
See Inserting a Standard Response into an Email Interaction.

e Print the email message. See Printing and Print Preview.

Inbound Email Interaction window

Tip
Sometimes URLs (links to websites) are sent to you by a contact. URLs in the inbound email interaction view

might be plain text or they might be HTML. You will be able to read the URL before clicking it by hovering your
mouse pointer over the URL to display a tooltip that lets you see the address.

Warning

To avoid opening malicious web links, view hyperlinks using the tooltip before you click them.

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 and type of interaction(s) in progress (except voice interactions) for the current contact.

k2 Be

2 Interactions In Progress:
= email
M chat

Dynamic Contact History Matrix
displaying the number and type of
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interactions in progress

Your account might be set up for you 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.

3)

3 Recent Interactions in last day:

%, 2/21/2014 4:08:46 PM
i 272172014 12:55:59 PM  Open new account
w0 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

End

Creating and Handling a New or Reply Email Interaction

You can create new email interactions in two ways by replying to an inbound email interaction (see
Lesson: Handling an inbound email 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 email interaction.

Lesson: Replying to a inbound email interaction
[Modified: 8.5.113.11, 8.5.118.10, 8.5.127.06]
Purpose: To send a reply to email interactions that have been directed to you.

Prerequisites

* You are logged in to Workspace (see Lesson: Logging in to Workspace).
* You have accepted the inbound or transferred email interaction.
* You have clicked Reply or Reply All in the inbound Email Interaction window (see Lesson: Receiving
and Handling an Inbound Email Interaction).
Start

1. If you clicked Reply or Reply All in the inbound Email Interaction window, the outbound Email
Interaction window is displayed (see the Outbound Email Interaction window, displaying text content
type figure).
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Your account might be set up to have signatures inserted automatically into new or reply email 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 email message to which you are replying. Your account might be
set up to have the contents of the original email included in the body of the reply email.

e

Outbound Email Interaction window, displaying text content type

The outbound Email 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 Email Interaction window. The inbound
email interaction is reopened in the same window. You can create a second reply email message, or
you can consult about the reply with another party. If you close the inbound Email 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
Access Stored Interactions) and close the outbound Email Interaction window.

* Add Attachments—Navigate to a file that is to be sent with the outbound email. Note: Workspace
might be set up to restrict the types of files that you attach. If you select a restricted file-type, an
error message is displayed to inform you that your company does not permit the attachment of that
file type (for example, .exe, .bat, .jar, .js, and others).

* Insert Images—Insert images into the body of HTML formatted email interactions by copying and

pasting an image at the insertion point, or by clicking Insert Image (&) and choosing an image
file to insert. [Added: 8.5.113.11]

¢ After you have inserted an image, you can resize it by dragging on the corners or edges.

* Dragging on the corners maintains the relative width and height of the image. Dragging on the
edges distorts the image.

¢ |f you make an image smaller, the size of the image file that you send is reduced. This is useful if
the image that you want to send is greater than the size you are allowed to send.

¢ If you make an image larger, the quality of the image will not be as good and the size of the file
increases.

* Delete—Discard the outbound reply without saving a copy in the Contact History or the In-Progress
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workbin. The inbound Email Interaction window is displayed again on your desktop. The interaction
is not marked done.

* 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 Email Interaction window.

* Print—Print the email message. See Printing and Print Preview.
2. You can edit any of the outbound email parameters before you send the email.

e 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 email, click the To button.
The Contact Search dialog box is displayed (see the Contact Search dialog box figure).
Contact Search ®

H
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Contact Search dialog box

i. Enter the name, phone number, or email address of a target and then click the magnifying glass.

ii. 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 Email
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 in the Creating and Handling a New or Reply Email
Interaction section). 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 email. By default, the subject of the inbound email is used.
3. You can add content to the email in four ways:

e Enter your text at the insertion point.
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* Beginning with version 8.5.113.11, Workspace enables you to enter TABs in the email composition
area of outgoing email interactions by pressing the TAB key. Now, to use the TAB key to step to the
next control or field, you must first press Ctrl-TAB to step out of the text composition area. This
feature might be disabled in environments set up for accessibility; if so, you will not be able to enter

TABs in the email composition area, but you can use the TAB key to move to the next control in the
tab order.

* Paste text into the text field from another document. Beginning with version 8.5.150.06, Workspace
enables you to paste formatted text as plain text in HTML emails. This option discards source
formatting and applies the destination style to the copied text. Right-click the context menu and

click Paste Text Only to apply this style. You can also use the keyboard shortcut CTRL+ALT+V to
paste text only.

* Insert a standard response (see Lesson: Using The Standard Response Library).

4. Some agents might have to write emails in more than one language. Some languages use left-to-right
reading script and some use right-to-left reading script. If this feature is enabled for you, click in or
select the text that you want to reverse the direction of, then click one of the following buttons in the
text edit toolbar to change the reading direction of the text:

« 914 _ Set text to right-to-left reading direction.
« »¥] _ Set text to left-to-right reading direction.

Watch this video on changing text direction.
Link to video

[Added: 8.5.127.06]

5. 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 email message).

6. You can choose to send your reply as plain text or as HTML-formatted text. To change between plain text
and HTML, in the email 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 bulleted), fonts, faces (bold, italic, and underlined), font size, and font color—is lost.

7. If you are using HTML formatting, you can specify the following parameters:
e 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.

e 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.

8. The outbound email interaction view enables you to create and manage hyperlinks (links to websites).
[Added: 8.5.118.10]

a. URLs are detected automatically when you type them into your email interaction and press Space or
Enter (Return) on your keyboard. If the URL that you enter is not valid, a hyperlink is not created.
The format for URLs is defined by your administrator; if you are trying to type a URL and it is not
converted to a hyperlink, consult with your administrator about the format they have defined.
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b. If your email interaction is HTML formated, Workspace provides two other ways to create hyperlinks
by using the Insert Hyperlink dialog box. Open this dialog box by doing one of the following
actions:

1. Right-click at the insertion point and select Insert Hyperlink from the contextual menu.
2. Click the Hyperlink button (@),

Insert Hyperlink

‘

Texl 1o D|5'|:."|:|l
Genesys

Address

hittps:/ /v genesys com|

B -
Insert Hyperlink Dialog Box

The Insert Hyperlink dialog box has two fields:

* Text to Display — Enter text in this field if you want display text rather than the URL to be
displayed as a hyperlink. For example, if you want to add a hyperlink for your company website,
you can add the name of your company to this field, then the name of your company will be a
clickable link in the outgoing email. This is particularly useful when you are creating a hyperlink

with a very long URL and you do not want the whole URL to display in the email message. If you
leave this field blank, the URL is displayed for the hyperlink text.

e Address — Enter the fully qualified URL, including http:// or https://.

c. After you have inserted a hyperlink into your email interaction, you can manage it by right-clicking it
and selecting one of the following options from the contextual menu:

* Edit hyperlink — Opens the Edit Hyperlink dialog box.

¢ Open hyperlink — Opens the target of the hyperlink in a new browser window or tab. This
enables you to verify the URL before you send it to your contact.

« Remove hyperlink — Converts the hyperlink to text. Note: if the hyperlink did not have

display text and if you press Space or Enter (Return) immediately after you convert the URL to
text, it will be converted to a URL again.

d. Hyperlinks can be managed both manually and through the Edit Hyperlink dialog box.
Edit Hyperlink

Text 1o D|5'|:.‘1:|l
Genesys
Address

hitips . wena genesys com)

. -

Edit Hyperlink Dialog Box

¢ To manually edit a hyperlink URL, delete the last character and the hyperlink is removed. Edit
the text, and then press Space or Enter (Return).

* Open the Edit Hyperlink dialog box by placing the insertion point on the display text or URL
and clicking the Hyperlink button (@'I) in the toolbar.
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¢ To edit the display text of a hyperlink, place the insertion point in the display text and edit the
text as you would edit normal text.

e To verify the hyperlink, Ctrl-Click the hyperlink to open the URL in a new browser window or tab.

9. You can call (see Making a Voice Call) or send a new email (see Lesson: Creating and sending a new
email interaction to a contact) to the sender by clicking the Action menu drop-down list that is
displayed next to the contact name.

10. You can set a disposition code. See Assigning Disposition Codes.
11. You can use the Note to attach a note to the interaction history. See Managing Contact History.

12. 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 email
message to the recipient(s).

End

Lesson: Creating and sending a new email interaction to a contact

Purpose: To create a new email interaction and send it to a selected recipient or recipients.

Prerequisites

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

¢ Your role enables you to send new email.

Start

1. There are multiple ways to create a new email interaction:

* From the Team Communicator, find a contact (see Lesson: Using the Team Communicator feature to
find a contact), and select New Email from the Action menu.

e From an open interaction (voice, email, chat, or workitem), select New Email from the Action menu
drop-down list that is displayed next to the contact name (see the New Email option in the Action
menu drop-down list that is displayed next to an active contact name figure).

Originc Quthound calll 1o Mark Avwam

+ Mark avram ) Conneched

& New E-mail 1o Work address (Markhw@mail dom)
L3

O New SMS 1o Office (#1555 ff-manas

. ;
| Create a mew e-mad |
0 Mew SMS o Mobile (3317)

New Email 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 Email from the Email Action menu or
from the More Actions menu.
A new Email Interaction window is displayed on your desktop (see the New Email Interaction
window figure). The name of the contact is specified in the To field, and your default sender address
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that is displayed in the From drop-down list.

Your account might be set up to have signatures inserted automatically into new or reply email 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 email message to which you are replying.

The new Email Interaction window has the same functionality as the reply Email Interaction window (see Lesson: Replying to a
inbound email interaction), except that the Note tab is not available.

|

Procedure: Replying to a inbound email interaction

2. When you have completed composing, formatting (optional), inserting images and/or attaching files
(optional), and checking the spelling (see Lesson: Using Spelling Check to find potentially misspelled

words in an outbound email message) of your new email, click the Send button to send the new email
to the recipient(s).

End

Transferring or Forwarding an Email Interaction

The Workspace Email Interaction window enables you to transfer or forward your current email
message interaction to another party. In this section, you will learn how to use the Team
Communicator feature to transfer an email interaction to an internal target or to a contact or to
forward an email to an external resource that is set up 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.

How do you know whether to transfer or forward? Here are some possible use cases:

1. Transfer — Pass the ownership and handling of the email interaction to another agent or transfer
target within your contact center system.

2. Forward — Send a copy of an email to someone outside the contact center system, such as a person in
your back office, and ask a question about it, then you use the answer that you receive to complete
your response to your contact.
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3. Forward as an Attachment — Send a copy of an email to someone outside of the contact center
system, such as a person in your back office, that you want to write the response to the email for you.

This section contains the following procedures:

¢ Lesson: Initiating an email transfer
e Lesson: Initiating an email forward [Added: 8.5.113.11]

e Lesson: Initiating an email forward as an attachment [Modified: 8.5.113.11] (formerly Forward an Email
to an External Resource)

Tip
In some environments, you might have to set a disposition code before you transfer or
forward an email interaction.

Lesson: Initiating an email transfer

Purpose: To find an internal target (such as an agent, Routing Point, or queue) and then transfer the
email message to the target.

Prerequisites

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

* You have an active interaction with a contact (see Receiving and Handling an Inbound Email
Interaction).

Start

1. To transfer the email message, in the active Email Interaction window, click Transfer to open the Team
Communicator (see the Finding an internal target for an email transfer in the active Email 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

= Mark keam D Bbousd
Mew grogasnt mlormabagn
From: Markhvera dem

Ter  welsBmer dev

Pleass send me informanion about openng anewd 3 Add to Favonies

Finding an internal target for an email transfer in the active Email
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 Email Transfer. An invitation is sent to the target
to accept the email 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 Email Interaction window remains displayed on your
desktop and an error is displayed both at the top of the window (see the Workspace Email Interaction
window displaying a message that the transfer target rejected the transfer request figure) and in the
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Workspace My Messages interactive notification.

=
=
v Mark dvraen &) Inbound =

3 —_— -

Workspace Email Interaction window displaying a message that the
transfer target rejected the transfer request

End

Lesson: Initiating an email forward
[Added: 8.5.113.11]

Purpose: To find an external resource, and then forward the email message as an in-line quoted
message to the target — The typical use case is that you forward an email and ask a question about
it, then you use the answer that you receive to complete your response to your contact.

Prerequisites

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

* You have an active interaction with a contact (see Receiving and Handling an Inbound Email
Interaction).

Start

]
1. To forward the email message as an in-line quoted message to an external resource, click Forward (
) on the active inbound email window toolbar.

Note: If Forwarding as an Attachment is also enabled for you, a menu is displayed; choose Forward,
not Forward as an Attachment. The Forward Email view opens as a new Outbound email interaction,
and the original inbound email is placed in your In-Progress workbin.
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The Forward Email interaction view

This view contains a copy of the original email from your contact at the bottom of the email body area. A notice above the email
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indicates who wrote it and the date and time it was sent.
The Subject field of the email contains the subject of the original email with a prefix in front of it, such as Fwd:.
The Forward Email interaction view enables you to perform the following actions:
* Add one or more targets by clicking To or by typing in the To field
e Add "carbon copy" targets by clicking Add Cc and then clicking Cc or by typing in the Cc field

e Add instructions for the target by typing in the email body area, above the in-line forwarded email
content

* Add an interaction note in the Note tab
* Save the email in your Draft workbin
* Attach one or more files to the forwarded email
* Cancel the Forward action
* Print the email before forwarding it
* Consult with other people about the email
e Complete the Forward action
2. To add a target to the To address field, do one of two things:
e Use Team Communicator to find and add a target or targets:

a. Start typing a name or other contact information in the To address field. The Team
Communicator opens and enables you to choose a target.

b. Click Add Email Address to enter the email address of the target in the address field.
e Use the Contact Search dialog box to find and add a target or targets:

a. Click the To... button beside the To address field. The Contact Search dialog box is displayed.
Contact Search *
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Contact Search dialog box

You can use this view to perform a search of the Contact Directory for targets. The Contact Search dialog box can also be
used to add Cc targets.

The Contact Search dialog box enables you to find contacts by using one of two modes: Quick Search and Advanced
Search.

b. To perform a quick search, type the name, phone number, or email address of a contact in the
Quick Search field. Quick search is a begins with search.
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L C]

Contact Quick Search

Tip

Genesys does not support wildcard characters in Contact Database searches

c. Click the magnifying glass to search for the value that you have entered. The contact database
is searched based on your criteria and the search results are displayed in the Contact Directory
(see step h).

Click the X to clear the Quick Search field.

d. To perform an advanced search, click Advanced Search (@) to open the Advanced Search view.

Add Condiion = @ Match All Conditions Match &ry Condition

Lasd Namae =  Contamns - b

Phone Number =  Conlans = *

Phone Humbei + Conlans - o

E-rridnl Address » Conlams - o
Search

Contact Advanced Search

e. Click the Add Condition link to add more search criteria. Remove criteria from consideration by
clicking the X next to the option.

f. Click the magnifying glass to search for the value(s) that you have entered. The contact
database is searched based on your criteria and the search results are displayed in the Contact
Directory (see step h).

Click the X to clear all search field.

g. Search results are displayed in a list or in a tabular grid.

Contact Search

il ey b E
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= Mark &vram L - 0 -
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Page 1 a1 T-dofd 10 = perpage

Search Results list view

- —
Use the Show Contacts View (Em===) button to toggle back and forth between the list and grid views.
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Contact Search
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Search Results grid view

h. If multiple pages are returned in the search results, page through the list of search results by
doing any of the following:

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

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

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

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

i. To display the Contact Directory List view, click the Show Contacts in List View button (EE).
The List view displays an unsorted list of all of the contacts in the contact database that match
the search criteria.

The search is a “keyword” search that searches each field of the contact database for the word
or words (name, phone number, email address, or other criteria) that you provide in the search
field. Each field of the database is searched by using a “starts-with” search for the keyword(s)
that you provide.

Refer to the Contact Directory topic in the Workspace Desktop Edition Help for more information
about search results.

Use the page controls, as described in step h.

Contact Search
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Contact Directory in List View
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j. To display the Contact Directory Grid view, click the Show Contacts in Grid View button (EE).
Grid mode performs a begins-with search that searches each field of the contact database for
the phrase (name, phone number, email address, or other criteria) that you provide in the
search field.

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

The Grid view can be used to help to refine your search by sorting the results.

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

Use the page controls, as described in step h.

Contact Search
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Contact Directory in Grid View

k. To add a target from the search results to either the To field or the Cc field, select the target in
either the list or grid view, then click either To or Cc.

I. Click OK when you have finished selecting targets. The Contact Search dialog box closes and
you are returned to the Forward Email interaction view. The targets that you selected are
displayed in the To field and, if selected, the Cc field.

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

4. To add a comment, information, or instructions to the forwarded email interaction for the target, type in
the email body area, above the in-line forwarded email content.

-l

5. To forward the inbound email interaction to the targets, click () Complete Forward. The
interaction window closes on your desktop, the email is forwarded to the in-box of the external
resource, and the inbound email interaction is removed from your In-Progress workbin. Click Cancel
Forward if you want to close the Forward view without forwarding the email interaction.

End

Lesson: Initiating an email forward as an attachment

[Modified: 8.5.113.11]
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[Modified: 8.5.104.15]

Purpose: To find an external resource, and then forward the email message as an attachment to the
target — The typical use case is that you want someone else to write the response to the email.

Prerequisites

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

* You have an active interaction with a contact (see Receiving and Handling an Inbound Email
Interaction).

Depending on how the Forward as an Attachment Business Process is designed by
your administrator, either the Note tab or the instructions field might be used to
contain instructions to generate the email interaction that is sent to the external
resource.

Start

1. To forward the email message as an attachment to an external resource, click Forward as an

—_
Attachment () on the active inbound email window toolbar.
Depending on the set up your system, this action might:

* Open the Team Communicator
* Display the Forward Email as an Attachment interaction view.

e If Forwarding in-line is also enabled for you, a menu is displayed; choose Forward as an
Attachment, not Forward.

2. If the Team Communicator opens, perform the following actions:
a. Enter the valid email address or find a contact to which the email message is to be forwarded

b. 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 Forward as an Attachment

The interaction window closes on your desktop and the email message is forwarded to the in-box of the
external resource.

3. If the Forward Email as an Attachment interaction view is displayed.
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Forward Email as an Attachment interaction view
The Forward Email as an Attachment interaction view enables you to perform the following actions:
* Add one or more targets by clicking To or by typing in the To field
* Add "carbon copy" targets by clicking Add Cc and then clicking Cc or by typing in the Cc field
e Add instructions for the target
* Add an interaction note in the Note tab
* Cancel the Forward action
* Consult with other people about the email

e Complete the Forward action

Tip
Your system might not be set up for all the features of Forward email. For example, the Team Communicator

might not open, or the Forward Email as an Attachment interaction view might not be displayed. You might be
restricted to one To target, Cc might not be enabled, or the instructions field might not be available.

4. To add a target to the To address field, do one of two things:
e Use Team Communicator to find and add a target or targets:

a. Start typing a name or other contact information in the To address field. The Team
Communicator opens and enables you to choose a target.

b. Click Add Email Address to enter the email address of the target in the address field. If your

environment is set up to enable you to enter multiple addresses, you can click in the address
field and enter additional email addresses.

* Use the Contact Search dialog box to find and add a target or targets:

a. Click the To... button beside the To address field. The Contact Search dialog box is displayed.
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b.

C.

Contact Search
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Contact Search dialog box

You can use this view to perform a search of the Contact Directory for targets. The Contact Search dialog box can also be
used to add Cc targets.

The Contact Search dialog box enables you to find contacts by using one of two modes: Quick Search and Advanced
Search.

To perform a quick search, type the name, phone number, or email address of a contact in the
Quick Search field. Quick search is a begins with search.

9@

Contact Quick Search

Tip

Genesys does not support wildcard characters in Contact Database searches

Click the magnifying glass to search for the value that you have entered. The contact database

is searched based on your criteria and the search results are displayed in the Contact Directory
(see step h).

Click the X to clear the Quick Search field.

d. To perform an advanced search, click Advanced Search (@) to open the Advanced Search view.

Add Condion = @ Match All Conditions Match Ary Condetion

Last Namae = Contans . b 4

Phone Mumber = Comlans = X

Phone Numbei + Conlans - o

E-manl Address ~ Conlans - *
Saarch

Contact Advanced Search

e. Click the Add Condition link to add more search criteria. Remove criteria from consideration by

clicking the X next to the option.
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f. Click the magnifying glass to search for the value(s) that you have entered. The contact
database is searched based on your criteria and the search results are displayed in the Contact
Directory (see step h).

Click the X to clear all search field.

g. Search results are displayed in a list or in a tabular grid.
Contact Search ®
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Use the Show Contacts View (mm===) button to toggle back and forth between the list and grid views.

Contact Search
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Search Results grid view

h. If multiple pages are returned in the search results, page through the list of search results by
doing any of the following:

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

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

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

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

i. To display the Contact Directory List view, click the Show Contacts in List View button (=).
The List view displays an unsorted list of all of the contacts in the contact database that match
the search criteria.
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The search is a “keyword” search that searches each field of the contact database for the word or words (name, phone
number, email address, or other criteria) that you provide in the search field. Each field of the database is searched by
using a “starts-with” search for the keyword(s) that you provide.

Refer to the Contact Directory topic in the Workspace Desktop Edition Help for more information about search results.

Use the page controls, as described in step h.

Contact Search
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Contact Directory in List View

j. To display the Contact Directory Grid view, click the Show Contacts in Grid View button (EE).
Grid mode performs a begins-with search that searches each field of the contact database for
the phrase (name, phone number, email address, or other criteria) that you provide in the
search field.

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

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

Use the page controls, as described in step h.

Contact Search
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Contact Directory in Grid View

k. To add a target from the search results to either the To field or the Cc field, select the target in
either the list or grid view, then click either To or Cc.

I. Click OK when you have finished selecting targets. The Contact Search dialog box closes and
you are returned to the Forward Email interaction view. The targets that you selected are
displayed in the To field and, if selected, the Cc field.
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5. To display the Cc address field in the Forward Email interaction view, click Add Cc. The Cc address field
is displayed below the To address field. You add target email addresses to the Cc field in the same way
that you add addresses to the To address field. Click X to remove the Cc address field.

6. To add a comment, information, or instructions to the forwarded email interaction for the target, click in
ttle text box below the To and Cc fields ag"q enter your message.

Poririn =l Eomemil -

Forward Email interaction instructions field

=l

7. To forward the inbound email interaction to the targets, click () Complete Forward as an
Attachment. The interaction window closes on your desktop and the email is forwarded to the in-box
of the external resource. Click Cancel Forward as an Attachment if you want to close the Forward as
an Attachment view without forwarding the email interaction.

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 email 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 email interaction before
you send it.

Lesson: Resending a previously sent email interaction
Purpose: To resend an email interaction that has been marked Done to the same recipient.

Prerequisites

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

e There is an outbound email interaction in the Contact History that has already been sent to the contact
and is now marked as Done. The email interaction might be a new outbound email interaction, or it
might be a reply email interaction.

Start
1. In the Main Window, 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 email interaction that you want to resend and select it.

]
3. Click Resend (). The E-mail Interaction window is displayed. The message text of the original
outbound email interaction and any attachments are copied to the new interaction. The To, From, and
CC fields are copied from the original outbound email interaction.

4. Add the new message text (your follow-up message) in the email text field. You can add content to the
email in three ways:
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e 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 email interaction and Lesson: Creating and sending a new
email 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
email message).

6. When you have completed composing, formatting (optional), and checking the spelling of your email
interaction, click the Send button to send the email interaction to the recipient(s).

End

Spelling Check

You might be enabled to use the Spelling Check functionality. The outbound Email 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
email message

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

Prerequisites

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

* You have an active email interaction (see Receiving and Handling an Inbound Email Interaction or
Creating and Handling a New or Reply Email Interaction).

Start

1. Begin entering text in the composition area of a new (Lesson: Creating and sending a new email
interaction to a contact) or a reply (Lesson: Replying to a inbound email interaction) outbound email
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
Email Interaction window to see the toolbar).

English (United ~

Spelling Check toolbar

* Click the Spell Check button to turn Spelling Check functionality on and off. Note: If your system is
set up to warn you about incorrectly spelled words when you click Send, then the Spell Check button
is not displayed as you are not permitted to turn off spelling check.
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* 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
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 email 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.
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Email composition area displaying a misspelled word that is underlined
in red

4. 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.

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).
e 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.
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* Languages—Select to open the list of available language dictionaries. You can select a different
language dictionary.

6. If you try to send a message that contains misspelled world, your system might be set up 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

Printing and Print Preview

You can use the Print Preview window to specify the format of email interactions before you print
them.

Lesson: Formatting and printing email interactions
Purpose: To preview, format, and print an email interaction.

Start

1. From an active Email 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:

e 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 All—Click A1l to print the entire email interaction.
* Page Range—Enter one or both of the following in the Page Range text field:
e A range of page numbers, for example: 2-6
e 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.

)]

. Specify a Portrait or Landscape layout.

Workspace Desktop Edition User's Guide 217



Handling Interactions Handle An Email Interaction

7. Specify the page margins:

* 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 email interaction by applying the layout that you specify:
e 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

Email Quality Assurance (QA) Review

Your account might be set up to have your outbound email interactions sent to your team lead or
supervisor for a QA review prior to sending the email interaction to your contact (refer to Receiving
QA Feedback), or your account might be set up for you to be a QA reviewer (refer to the Lesson: QA
Review of Email Interactions).

Receiving QA Feedback

Your QA reviewer might return the email interaction to you to be updated, or the reviewer might
accept the email 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 email interaction might be returned to you
directly or it might be stored in a workbin that is specifically for email 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 email interaction content or not. If the
status is Rejected (or some other disposition that is defined by your system administrator), then the
email interaction was not sent to the contact. The reviewer might update the content of the email or
the reviewer might add instructions for you in the Note view. After you have completed the updates
to the email interaction, click Send to deliver the email interaction back to the reviewer for approval
or rejection. Refer to Receiving and Handling an Inbound Email Interaction, Creating and Handling a
New or Reply Email Interaction, and the Workspace 8.5 Help for information about using the Email
Interaction window.

Providing Email QA Feedback

Your account might be set up to review outbound email interactions created by agents that you
supervise, lead, or review, for Quality Assurance (QA) purposes. If you are a reviewer, outbound
emails are directed to you prior to being sent to a contact. As a reviewer, your account might be set
up to receive email interactions for review by an interaction preview or your account might be set up
to retrieve outbound email interactions from a workbin (refer to Using Workbins).
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Lesson: QA Review of Email Interactions

Purpose: To review outbound email interactions from an agent and provide feedback to the agent
before sending the email interaction to the recipient.

Prerequisites

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

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

* You are the internal target for the outbound interaction.

Start
1. When an email interaction for review is directed to you, an interaction preview is displayed on your
desktop.
* Click Accept to display the interaction

* 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 set up 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 email interaction for review, the Review E-mail Interaction window is displayed on
your desktop:

* 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.

e The QA Review Status field is editable. It contains attached data that specifies the status of the
review.

* The Party Action menu displays the email monitoring icon to indicate that the agent is under

review (@E).

* The Interim Send button is not available for review email interactions.
Review the interaction and provide feedback to the agent who originated the outbound email interaction.
Depending on the policy at your company, you might provide feedback by directly editing the content of the email
interaction, or you might add notes for the agent in the Note 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 email 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
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Email Interaction)
4. When your review is complete, set the status to one of the following states:
e Accepted—The email interaction is sent to the contact when you click Send.
* Rejected—The email interaction is sent back to the agent or to a workbin that contains reviewed
g](etjggigctigns when you click Send. The QA Review Status in the Case Information is updated to

* Unknown—The email interaction is sent back to the review queue or to a review workbin when you
click Send.

5. Click Send.

End

Related Information

Email Tasks Overview

¢ Inbound Email

Outbound Email

¢ QA Review of Email
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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.

Workspace Desktop Edition User's Guide 221



Handling Interactions Handle An SMS or MMS Interaction

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).

(® Bill Edwards - Workspace

Case Information

Origin: Inbound SMS Page Mode

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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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.

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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2 Interactions In Progress:
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M chat
Dynamic Contact History Matrix,

displaying the number and type of
interactions in progress

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.
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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.

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)

5. 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.
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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).

Workspace Desktop Edition User's Guide 227



Handling Interactions Handle An SMS or MMS Interaction

» 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.

K2 Be)

2 Interactions In Progress:

= email
M chat
Dynamic Contact History Matrix,

displaying the number and type of
interactions in progress

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
e 2/21/201412:55:56 PM Open new account
wWl 2/20/2014 T:26:22 PM  Account login failed

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).

{E} avitmai (WY 000044 RS RS Q-

Origin: Qutbound call to Avril Mai

= Avril Mai (W Connected

= 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).

Workspace Desktop Edition User's Guide 230



Handling Interactions Handle An SMS or MMS Interaction
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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).
e 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.

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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Transfer An SMS or MMS Interaction

[Modified: 8.5.110.13]

In this lesson, you will learn how to transfer SMS or MMS interactions to an internal target. This lesson
contains the following sections:

e Transferring an SMS Interaction

* Transferring an MMS Interaction

Transferring an SMS Interaction

The 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:

e Lesson: Starting an instant SMS transfer

¢ Lesson: Receiving a transferred SMS

Lesson: Starting an instant SMS transfer

Purpose: 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 Workspace (see Lesson: Logging in to 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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Thank you | sl seedy po orcker
Finding an internal target of an SMS transfer in the active SMS
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 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).

Drage inbourd MY Seuion Liods

= Waresss Wang {E Comnected K Bin
1 makiage sxcharsges with the conlied) o S padt 24 o
Ficrer reeiiage
WarennA Wang
R Mere m Ty Sciount nornbed 173-456.
Sand
Dispasrbons

Transfesed on 112072077 1.25:84 by Kate Lews

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
Workspace My Messages interactive notification.

End

Lesson: Receiving a transferred SMS
Purpose: To receive a transferred SMS interaction from another agent.
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).

Start

1. If another agent wants to transfer an SMS interaction to you, you are notified of the consultation request
by the Workspace Interaction Preview interactive notification (see the Interaction Preview interactive
notification, informing you of a transfer request figure).
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(®) Vanessa Wang - Workspace

Case Information

session Here is my acc...

Interaction Preview interactive notification, informing you of a transfer
request

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 contents of the window to you.
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)

Click Accept to accept the transfer. The interaction is transferred to you immediately.
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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

Transferring an MMS Interaction

[Added: 8.5.110.13]
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The Workspace MMS Interaction window enables you to transfer your current MMS interaction to
another party. In this section, you will learn how to use the Team Communicator feature to transfer an
MMS interaction to an internal target.

This section contains the following procedure:

¢ Lesson: Starting an instant MMS transfer

Lesson: Starting an instant MMS transfer

Purpose: To find an internal target (such as an agent, Routing Point, or queue), and transfer an MMS
to the internal target.

Prerequisites
* You are logged in to Workspace (see Lesson: Logging in to Workspace).
¢ You have an active interaction with a contact (see Lesson: Handling an inbound MMS interaction).

Start

1. In the active MMS Interaction window, click Transfer to open the Team Communicator (see the Finding
an internal target of an MMS transfer in the active MMS 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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Finding an internal target of an MMS transfer in the active MMS
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 SMS Transfer.

An invitation is sent to the target to accept the MMS 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 MMS Interaction window remains
displayed on your desktop and an error is displayed both at the top of the window and in the
Workspace My Messages interactive notification.

End
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Related Information

e SMS and MMS Interactions

Workspace Desktop Edition User's Guide 238



Handling Interactions Handle A Facebook Interaction

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

¢ 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 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
Purpose: To handle an inbound Facebook interaction properly.

Prerequisites

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

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

Note: You can log in and make Ready for the following:
* Facebook (Session Mode) for replying to facebooksession messages that have not expired

* Facebook Private Message for replying to all facebooksession messages, including those that have
expired
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» Facebook for all other Facebook functionality
* You are the internal target of the inbound interaction.

Procedure

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).

@) Nancy Dye - Workspace

Case Information

Origin: Inbound facebook

These flowers really f...

Facebook Interaction interactive notification

The Interaction Preview contains a summary of information that pertains to the interaction, including contact information and type
of interaction. The Case Information area identifies the interaction as follows:

e Origin: Inbound Facebook Session Mode—A facebooksession message, to which you can reply
* Origin: Inbound Facebook—All other inbound Facebook interactions

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 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]

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 Facebook Interaction window is displayed. The Facebook

Interaction window figure shows the window after clicking the information button to display a user
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profile.

As Facebook posts and comments are not considered as live interactions, the interactions’ status is always
shown as Offline in the Facebook Interaction window.

< Workspace

Ovigin: Inbound facebook

= Sandy Sharma ) Offtine

W vibgyor Joptest + @
[ Sandy Kumar Sharma

of Detobar 31 at 1016 PM - = Total Commwents - 0
hello, How are you?

@ - Show History

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 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.

%0

173 Interactions In Progress:

il facebook
il twitter

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 Recent interactions matrix 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.
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Recent Interactions matrix

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. Workspace associates your comment with the post. Your message is
displayed to the contact on Facebook.

Lesson: Handling an inbound Facebooksession interaction

You can reply to a facebooksession message from a user (you cannot send new facebooksession
message).To do so, you must be logged in to either or both of the special channels Facebook (Session
Mode) and Facebook Private Message (both are listed in Prerequisites above).

e If the interaction is in the Connected status, the reply area is active, enabling you to enter text. When
you are done, you can click Send in the lower right corner. You can also select Facebook Private
Message from the drop-down under the contact's name. You then have a new facebooksession
messages area to enter text in.

* If the interaction is in the Disconnected status, you can reply only by selecting Facebook Private
Message from the pulldown under the contact's name, as described in the previous section.

e If the interaction has been marked Done, you can reply by selecting the interaction in the History, then
clicking the Create a new Facebook Private Message icon. A message area opens in which you can
write your reply.

Channel Dependencies:

* |f the message has not timed out, you can reply if you are logged in to either Facebook (Session Mode)
or Facebook Private Message.

* If the message has timed out, you must be logged in to Facebook Private Message in order to reply.

Other Actions:
* You can send further facebooksession messages as replies to an inbound facebooksession message.
They are threaded with the original inbound facebooksession message as their parent.

¢ You can move a facebooksession message that you are working on into a workbin. From there you can
perform the standard workbin actions (open, move, ....)
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¢ Agents can disconnect a Facebook chat session at any time using the disconnect session button E

Use Case

An agent can open a facebooksession interaction from the interaction queue while the session is kept
active. The following use case explains how the interaction must be handled.

The interaction must be in the Facebook Agent Queue instead of the Facebook
Inbound Queue, Facebook Classify Screen Queue, or other intermediate queues.
This indicates that all the related business processes have been processed and the
interaction is ready to be handled by any available agent.

1. A customer sends a public comment to your business as a reply to an existing post or through a new
post.

2. The system routes the customer's comment to you.

3. You review the comment and decide it is best handled through a Facebook Private Message so you
request the customer connect with you in this way.

4. The system routes your comment to the customer.
5. The customer sends a Facebook Private Message to your business.

6. The system adds the customer's message to the interaction queue but has not yet routed it to any of
the available agents.

7. You open the interaction from the interaction queue, and the system now enables you to access the
Facebook private message menu (it looks similar to a disconnected chat session).

8. You send your private message as an answer to the customer's private message and then mark the
interaction as done.

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 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.
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Mumber of Likes Actionability

Male/fFemale—g (@44 31 F - ) -—>Sentiment

Mumber of Shares

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. Prior to release 8.5.3 of the
Social Media Plugin, the author's gender also appeared in the user profile and was displayed as an icon
(see the Icons for Facebook-Specific Functionality figure).

¢ Display the number of Facebook likes. The number next to the thumbs-up icon indicates the number of
likes.

e 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
All 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.

* Display the Actionability and Sentiment of the Facebook interaction. When a 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:

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

* Sentiment—Can be Positive, Negative, Neutral or undeclared

¢ View the Facebook reactions and the reactions count for each post or comment in Facebook. The
reactions count gets refreshed when receiving the interaction. You can also manually refresh the
reaction count using the Refresh button.

C Q000 @Yo @0 o

e Hide a post or comment on the brand’s Facebook page by clicking Hide Post or reveal a hidden post by
clicking Unhide Post. This feature lets agents hide posts or comments on a brand’s Facebook page
instead of deleting them and later show the posts, if required. A hidden post or comment is not visible
to viewers of the page. This feature is available for posts and comments created by the page
administrators, and for comments created by visitors; it is unavailable for visitors’ posts.
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See PuneClowd m Actson

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 obtained from Genesys Knowledge Management.

¢ 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.

¢ Change visibility of posts. The row of icons near the top of the interaction includes a visibility icon,
which can be one of the following: @~ Highlighted, @ Hidden, @® Normal.Change the visibility by
clicking the icon and selecting a different one from the dropdown.

e "Like" a post or comment by clicking the Like button; "unlike" a post or comment by clicking the Unlike
button
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¢ 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.

Tip
Once the interaction is moved to a workbin or marked Done, it no longer appears
under the interaction it is replying to (you can find it on the History tab, though). To

make your replies to posts or comments appear under the original interaction, click
Show History next to the Show Info button.

e Create a new post: From the Agent Icon or Gadget drop-down list,

1. Select Post Update, then Facebook. A new message window is displayed.
2. Select an account from the drop-down list.

e Attach an image or a video to outbound public posts and comments. To attach a file, click the Send File
icon E, then use the resulting dialog box to navigate to the desired file. This icon appears below the
text box. The following file formats are supported (file size must be less than 20 MB) for inbound and
outbound messages:

* Video : MP4, AVI, 3GP
* Image : JPG, JPEG, PNG, BMP, GIF, TIFF

e Attach an image, video, or document to outbound private messages. To attach a file, click the Send
File icon @ then use the resulting dialog box to navigate to the desired file. This icon appears below
the text box. The following file formats are supported (file size must be less than 25 MB) for inbound
and outbound messages:

e Audio : MP3, AMR
e Video : MP4, AVI, 3GP
 Image : JPG, JPEG, PNG, BMP, GIF, TIFF

e Other : PDF, DOC, DOCX, XLS, XLSX, HTML, TXT

Facebook Messenger no longer supports the file formats RAR and ZIP in inbound and
outbound attachments.

¢ Edit an outbound post or comment: Open the item from the History and click the Edit button.

Notes:

« When the text box in the interaction window is active, the Done, Start a Consultation, and Transfer
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buttons are enabled, and remain enabled until the session is over.

* Facebook Session Mode sessions are configured to expire if no messages are sent or received within a
certain interval that is defined by your administrator. If Social Messaging Server exits, the agent
receives a system message that the Facebook session has expired. After timeout occurs you can still do
any of the following:

* Place the interaction in a workbin.
* Reply by sending a new outbound Facebook Private Message.

¢ Click Done to close the Interaction window.

e To delete an outbound interaction, click the Delete button m on the toolbar at the top of the
interaction window.

e To delete a post or a comment, click the Delete button. The post or comment can be deleted if this
action is allowed by the author of the post.

Workspace Functionality

While you are interacting with your contact, you can use the following general Workspace
functionality in the Facebook Interaction window:

Tip
Some of the procedures and tasks below are media-specific, but you can apply the
information when working with Facebook interactions.

¢ Use the Note 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 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.

* 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 email 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 by using a voice
call, an email, 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.
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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 procedure for Facebook.

e Start an Instant Messaging consultation. See Lesson: Initiating an Instant Messaging session.
» 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.

Related Information

e Facebook Interactions
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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

¢ 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 280 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
Purpose: To handle an inbound Twitter interaction properly.

Prerequisites

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

e Your status is Ready for the Twitter-media channel (see Lesson: Going Ready in the 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-
notification view (see Figure—Twitter Interaction Notification).
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) pam - Workspace

Case Information

Origin: Inbound twitter

(@one_huntergirl eu ach...

Accept Reject
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.

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 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.
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, as shown in the
Figure—Twitter Interaction Window.
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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.

(2 B2 T

12 Interactions In Progress:
Bl twitter

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 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
during the last-specified number of days.

Workspace Desktop Edition User's Guide 251



Handling Interactions Handle A Twitter Interaction

{&) Twitter User Address

o - 2 Recent Interact*i{m:s: in Ia st d.i;]fi
w[] 5/29/20145:38:51 PM to the irre
W] 5/29/20145:34:16 PM gradually
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The original-routed Tweet appears in the left margin under the Twitter interaction toolbar.
. To reply to the Tweet, just click 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

* 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

* Retweet with Comments--Re-post someone else's Tweet with comments

Select a Twitter handle from which you want to send your reply to the Twitter user. If you do not change

the Twitter handle, the default handle that is configured in Hub channel configuration page is used to
deliver your reply.

*

1 CharellyJohn john charellf @CharellyJohn -
@Thakurtd radul ‘ @Kumarvedas2015

@ @charellyJohn
Characters Remaining : 280 -

® @shrutita1n
s

Twitter Reply Handle

This feature is available for public Tweets only. Twitter does not allow this function for Twitter direct messages
due to security reasons.

8. Enter your reply or retweet. You can copy and paste selected text.
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If the original inbound Tweet contains a Twitter mention and the outbound Tweet
puts the mention at the beginning of the message, the mention does not count
against the 280-character limit. However, if Twitter mentions are present within
the reply message, they contribute to the character count.

For example, if your outbound message is @username Hi, please drop us a
private message, then @username is excluded from the character count. If you

enter Hi @username, please drop us a private message in the reply text
area, @username counts against the character limit.

9. When finished, 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 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.

New Unsolicited Tweets/Messages

Workspace enables you to create and send outbound unsolicited messages to a Twitter user. There
are three types: new timeline tweet, tweet with mention, and direct message.

In addition to the actions described below for each type individually, the following actions are
common to all three:

New Timeline Tweet

This message goes to all followers of the channel. From the Agent Icon drop-down or Gadget drop-
down,

1. Select Post Update, then Twitter. A new message window is displayed.

2. Select a timeline from the drop-down list.

You can attach an image to the new tweet.

Tweet with Mention

This message goes to a selected contact.

1. Click the downward triangle/arrow to the left of the contact name, then select Twitter Message. You can
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do this from the main Workspace window (see Figure—Send from Main Window below) or the
interaction window (Figure—Send from Interaction Window below).

center|Send from Main Window] Cv%?:gglv?,]end from Interaction

2. In the resulting new message window, select a From account.

3. In the new message window, ensure that Mention displays as the title of the drop-down list directly
above the message area, as shown in the Figure—Mention in Drop-down below (if the message
recipient is a follower of your channel's account, the drop-down is titled Direct): frame|center|Mention
in Drop-down The new message begins with an @<username> mention.

Twitter Direct Message

You can send and receive a direct message using Twitter Direct. The contact must be a follower of

yours and your direct messages are between you and the selected contact only. No one else can see
them.

Direct message interactions from Twitter are displayed on the interaction window via the Twitter
Direct button:

TwitterDirect

Shruti Mishra e 00.00:34 E_}- m A -

Sending a Direct Message

You can send a direct message to a contact (this is distinct from the direct message that you can
send as a reply). From the main Workspace window or the interaction window, click the downward
triangle/arrow to the left of the contact name, then select Twitter Direct Message:
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Accepting an Incoming Direct Message

From the main Workspace window, click Accept on the Twitter Direct Message popup, and the
interaction window opens:

e Shruti Mishra - Workspace

Case Information

Ongirc: Inbound teitterdirect

Hi Good Morming!

Shruti Mishra o 000019 ﬂ_.‘ rﬁ E _’1"

Origin: Inbound twitterdirect ‘

~ Shruti Mishra (§) Offline |

custgenedv1 0T Shruti Mishra 3 943 - - >
March G at 1210 AM - & to genefbtwll DM a°0 A- ¥-0

Hi Good Morning!

[i] Direct Message

Viewing your Direct Message History

You can view your message history, by clicking My Workspace > My History from the main
Workspace window. From this window you can do a Quick search, Filter your results, or use the
slider to search within a specific timeline.
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Attach an Image

You can attach an image to a new unsolicited Tweet, a reply, a Reply to All, a new Direct Message, or
a Retweet with Comments. (You cannot attach an image to a retweet).

To attach an image, click the Add Picture icon & then use the resulting dialog box to navigate to
the desired file.

This icon appears below the text box in replies and Retweets with Comments; it appears below the
text box in unsolicited Tweets.

The following image formats are supported:

. JPEG
. JPG
. PNG
. GIF

Twitter-Specific Functionality

The Twitter Interaction window provides some Twitter-specific functionality.
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You can:

e Display Twitter-user profile information. Click Show Info 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
Figure—Buttons and Icons for Twitter-Specific Functionality).

e 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:

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

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

Actionable Tweets are colored yellow and non-actionable Tweets are colored gray. Actionability and
Sentiment are based on the classification and screening results obtained from Genesys Knowledge
Management.

¢ 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.

* Display an attached image by clicking the preview of the image.

¢ Designate a tweet as Favorite by clicking the Favorite button. The tweet then appears with a star icon.
You can also unfavorite a tweet.

* 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.

¢ 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. A drop-down menu is displayed. Select
Reply to All.

¢ 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 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 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 280 characters. All URLs, including
short forms like goo.gl will be counted as a 23-character string. 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, 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.

¢ Delete an outbound Tweet from your history by clicking Delete.
Notes

¢ Currently, Promoted Tweets for Twitter platform are not supported as they are not directly referenced to
any @mention or mapped to any tracked keyword.

Workspace Functionality

While you are interacting with your Twitter contact, you can use the general Workspace functionality
in the Twitter Interaction window.

Some of the procedures and tasks below are media-specific, but you can apply the
information when working with Twitter interactions.

Use the Note 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.
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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.

* You can move an outbound interaction that you are working on into a workbin.

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.

e 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 email 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 email, an SMS message, or any other supported media channel for a Twitter contact.
Workspace displays a drop-down list of available channels to access a contact.

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.

e The information is saved in the contact history and the Twitter Interaction window is closed.

e Set a disposition code. See Assigning Disposition Codes.

Related Information

e Twitter Interaction
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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

¢ 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 Workspace when
it becomes available.

A plug-in for 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
Purpose: To handle an inbound RSS interaction properly.

Prerequisites

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

e Your status is Ready for the RSS-media channel (see Lesson: Going Ready in the 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 RSS Interaction interactive notﬂation figure).

€) 'Unidentified’ - Workspace

Case Information

Origin: Inbound rss

Accept Reject

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.

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 reject the interaction in the Interaction Preview by performing one of the
followings steps:

* 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.
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Origin: Inbound rss
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The Lookout - Yahoo! News 5. .
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Snowden: U.S. 'not going to be able to cover this up by jailing or murdering me'

Edward Snowden, America's most-wanted whistle-blower, says the truth about the
government spying program he revealed will eventually come out, regardless of what
happens to him. "All | can say right now 15 the US Government is not going to be able to
cover this up by jailing or murdering me,” Snowden wrote in a live [ ]

i ]

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
beside the connection status of the interaction (see the figure - Dynamic Contact History Matrix).
=

RE) 3
_____________________ = General
- ® 40 Interactions In Progress:
rss
= FITST MaTm
i

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. 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 during the last-specified number of days.

Workspace Desktop Edition User's Guide 262



Handling Interactions Handle An RSS Interaction
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34 more __.

Recent Interactions Matrix
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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 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. The following figure shows the
relevant buttons and icons.

Actionability Sentiment
Show Info — @ fl- ¥ K- Q- ®r O- O-
|
Actionable Undeclared  Positive | MNeutral |
Mat actionable Megalive Undeclared

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 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:

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

Workspace Functionality

While you are interacting with your RSS interaction, you can use the general Workspace functionality
in the RSS Interaction window.

Tip
Some of the procedures and tasks below are media-specific, but you can apply the
information when working with RSS interactions.

e Use the Note 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 (web feed source) 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 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.

e 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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Related Information

¢ RSS Interactions
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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
email. 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 Workspace (see Getting Started).

* Your status is Ready for the workitem-media channel (see Lesson: Going Ready in the 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).

@ Avril Mai - Workspace

Case Information

Ongin: Inbound fax

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
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type of interaction. The Interaction Notification 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)

If your account is configured for auto-answer, the Interaction Preview is not displayed and the workitem is opened 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]

2. 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.
* 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.

e 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.

e Call (or email) 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.
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* 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 the Standard Response Library if you decide to call the sender. See Inserting a Standard
Response into an Email Interaction.

g -o---- B |
-

S w8

L

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 and type of interaction(s) in progress (except voice interactions) for the current contact.

K2 Be)

2 Interactions In Progress:

= email
M chat

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.

3)

3 Recent Interactions in last day:

w R, 2/21/2014 4:08:46 FM
wime 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

End
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Transferring a Workitem Interaction

The 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

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

Drigin: Inbound fax

w iyl Ml n:u'l'ﬂlp-'_l

Media Type: fax
Inberactaon Type Initecrund
[T R TR ey - Faicrung inlernad T

Finding an internal target for workitem transfer in the active Workitem
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 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 Workspace My Messages
interactive notification.

End
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Related Information

e Workitems
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Handle an Apple Messages for Business
Interaction

This section describes using Workspace Desktop Edition to receive and handle interactions coming
from the Apple Messages for Business channel of Genesys Messaging Apps.

Link to video

Receiving and Handling an Inbound Apple Messages for Business
Interaction

If you are the selected internal target of an inbound Apple Messages for Business interaction, you
receive a notice on your workstation desktop. You can decide to accept or reject the interaction.

0 Catherine Jones - Workspace

Case Information ~

Origin: Inbound applebcsession

If you accept it, the Apple Messages for Business Interaction window is displayed. The Apple
Messages for Business Interaction window contains information about the interaction and the controls

that you need to complete the interaction.

Hello
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The message area appears similar to a smartphone-based messaging app client:

* Client messages are left-aligned.

Agent messages are right-aligned.
e Errors are centered.

The date for when the session started is centered.

The customer sees a typing notification when the agent is writing a message, as shown below.
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If the customer's contact information matches an entry in your contact database, the customer's
name appears in the message area. Otherwise, a default nickname appears.

Additionally, if the customer previously contacted your company using Apple Messages for Business,
these previous interactions appear in the message area. Depending on your settings and the number
of previous messages, you might need to click see older messages... to see previous Apple
Messages for Business from the current contact. Records of previous Apple Messages for Business

interactions, as well as records of other interaction types, also appear in the Contact History view in
Workspace.

Important

e Administrators can configure colors and text size. See the configuration options page for
more information.

e Administrators can configure the option applebcsession.transcript-interactions-count to

specify how many messages from previous interactions appear in the chat message
window.

e Administrators can configure the option applebcsession.max-text-message-size to set
the maximum size of the outbound text message, specified in bytes by converting the
message string to UTF-8 encoding. A notification appears below the message area if the

maximum value is exceeded. Some symbols might require additional characters, such
as emojis.

Lesson: Handling an inbound Apple Messages for Business interaction

Purpose: To handle an inbound Apple Messages for Business interaction properly.
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Prerequisites

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

¢ Your status is Ready for the Apple Messages for Business media channel (see Lesson: Going Ready in
the 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-
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.

2. You can choose to accept or reject the interaction in the Interaction Preview by performing one of the
following 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. To reply to the message, just enter text in the message area. You can copy and paste selected text.

4. (Optional) If necessary, you can transfer the conversation to another agent, or invite another agent to

join a conference.

1. Click (transfer) or B (conference), and select the type of target.

2. Click the magnifying glass to search by name or phone number.

e Before agents can request a conference, an administrator must:

* Set the option intercommunication.applebcsession.queue before agents can request
a conference via the Skill or Group option.

» Create a Business Attribute of type Interaction Subtype with the name
InternalConferencelnvite.

e For more information on transfers, refer to the Workspace documentation topic Lesson:

Starting an instant SMS transfer, which is similar to the Apple Messages for Business
procedure.

End

Next Steps

¢ You may wish to use some of the the features in described in Apple Messages for Business Functionality
and Workspace Functionality below. When you are finished, click Done to stop the current
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interaction.The information is saved in the contact history and the Apple Messages for Business
Interaction window is closed. You can also set a disposition code.

Apple Messages for Business-Specific Functionality

While you are interacting with your Apple Messages for Business contact, you
can use the general Workspace functionality in the Apple Messages for Business
Interaction window.

Some of the procedures and tasks below are media-specific, but you can apply the
information when working with Apple Messages for Business interactions.

¢ Use the Note 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 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.

¢ Use the Standard Response Library for pre-written text for replies and comments. Click the vertical
Responses button, as shown in the Using The Standard Response Library lesson.

e Cross over into another media channel. If, as an agent, you learn other contact information, such as a
contact's phone number or email 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 email,
an SMS message, or any other supported media channel for a Apple Messages for Business contact.
Workspace displays a drop-down list of available channels to access a contact.

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 Apple Messages for Business procedure.

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

» Start a Voice consultation. See Starting a Voice Consultation.
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Handle a WhatsApp Interaction

This section describes using Workspace Desktop Edition to receive and handle interactions coming
from the WhatsApp channel of Genesys Messaging Apps.

Receiving and handling an inbound interaction

If you are the selected internal target of an inbound WhatsApp interaction, you receive a notice on
your workstation desktop. You can decide to accept or reject the interaction.

@ Catherine Jones - Workspace

Origin: Inbound whatsappsession

Hello

If you accept it, the WhatsApp Interaction window is displayed. This window contains information
about the interaction and the controls that you need to complete the interaction.
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The message area appears similar to a smartphone-based messaging app client:

e Client messages are left-aligned.
* Agent messages are right-aligned.
e Errors are centered.

The date for when the session started is centered.

If the customer's contact information matches an entry in your contact database, the customer's
name appears in the message area. Otherwise, a default nickname appears.

Additionally, if the customer previously contacted your company using WhatsApp, these previous
interactions appear in the message area. Depending on your settings and the number of previous
messages, you might need to click see older messages... to see previous WhatsApp messages
from the current contact. Records of previous WhatsApp interactions, as well as records of other
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interaction types, also appear in the Contact History view in Workspace.

e Administrators can configure colors and text size. See the configuration options page for
more information.

e Administrators can configure the option whatsappsession.transcript-interactions-count to

specify how many messages from previous interactions appear in the chat message
window.

e Administrators can configure the option whatsappsession.max-text-message-size to set
the maximum size of the outbound text message, specified in bytes by converting the
message string to UTF-8 encoding. A notification appears below the message area if the

maximum value is exceeded. Some symbols might require additional characters, such
as emojis.

Lesson: Handling an inbound WhatsApp interaction

Purpose: To handle an inbound WhatsApp interaction properly.

Prerequisites

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

e Your status is Ready for the WhatsApp media channel (see Lesson: Going Ready in the 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-
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.

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

* 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. To reply to the message, just enter text in the message area. You can copy and paste selected text.

4. (Optional) If necessary, you can transfer the conversation to another agent, or invite another agent to
join a conference.

1. Click (transfer) or ﬂ (conference), and select the type of target.

2. Click the magnifying glass to search by name or phone number.
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e Before agents can request a conference, an administrator must:

¢ Set the option intercommunication.whatsappsession.queue before agents can
request a conference via the Skill or Group option.

» Create a Business Attribute of type Interaction Subtype with the name
InternalConferencelnvite.

e For more information on transfers, refer to the Workspace documentation topic Lesson:
Starting an instant SMS transfer, which is similar to the WhatsApp procedure.

End

Next Steps

* You may wish to use some of the the features in described below. When you are finished, click Done to
stop the current interaction.The information is saved in the contact history and the WhatsApp
Interaction window is closed. You can also set a disposition code.

WhatsApp-Specific Functionality

While you are interacting with your WhatsApp contact, you can use the general Workspace
functionality in the WhatsApp Interaction window.

Some of the procedures and tasks below are media-specific, but you can apply the
information when working with WhatsApp interactions.

¢ Use the Note 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.

¢ 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.

e Use the Standard Response Library for pre-written text for replies and comments. Click the vertical
Responses button, as shown in the Using The Standard Response Library lesson.

e Cross over into another media channel. If, as an agent, you learn other contact information, such as a
contact's phone number or email 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
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Handling Interactions Handle a WhatsApp Interaction

Action menu that is next to the name of the contact. You can then reply by using a voice call, an email,
an SMS message, or any other supported media channel for a WhatsApp contact. Workspace displays a
drop-down list of available channels to access a contact.

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 WhatsApp 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.
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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.

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 email
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 email address in an email, chat, SMS, or Social Media interaction, and then click it
to launch a new 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

Tip
The procedures in this lesson demonstrate the principles of media blending; they do
not show all the possible media-blending combinations.

Media Blending Overview

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 email 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, 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.
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enesys = Workspace

Origisc Inbound chal
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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

Media blending and consultation
E-mail
SMS
Social Media
Voice consultation
IM consultation
IM
Voice consultation
IM consultation
Voice (Internal target)
Voice
SMS
Social Media
Voice consultation
IM consultation
Voice
SMS
Social Media
Voice consultation
IM consultation
Voice
E-mail
SMS
Social Media
Voice consultation
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Interaction

SMS

Social Media

Workitem

Available consultation types and blending consultation types by interaction-type

Interaction 1st consult
Voice Voice consult
. Voice consult
E-mail
IM consult
Voice consult
Chat IM consult

Chat consult

) ) Voice consult
Social Media
IM consult

Media blending and consultation
IM consultation
Chat consultation

Voice
E-mail
Voice
E-mail
SMS

1st transition consult

IM consult
IM consult
Voice consult
IM consult
Chat consult
Voice consult
Chat consult
Voice consult
IM consult
IM consult
Voice consult

2nd transition
consult

X

X

X

Chat consult
IM consult
Chat consult
X

IM consult
Voice consult
X

X

Blending One Media with Another

From an active interaction, to add a new media-type to a conversation, click the Action menu that is
next to the name of the party (see the Active party Action menu displaying available media figure).

Originc Outhound calll to Mark Avwam

= Mark dvram @ Connected

= ms-mummwﬁ

E Hew SMS o Office (#1555 G5

Creabe a new e-masl ]

0 New SMS to Mobile (3317)

Active party Action menu displaying available media

The Action menu displays the media channels that are available for blending. The media that are
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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.

Active Consultations Action menu in Team
Communicator

Blending an E-Mail Interaction with a Voice Interaction

You can email 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

* You are logged in to Workspace (see Lesson: Logging in to 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 email message to the contact. The Voice
Interaction window (see the Voice Interaction Window figure) enables you to add an email interaction to
the conversation in the same window.

Lrmarm

Voice Interaction Window

To open the list of available media for the contact, in the interaction window, click 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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= vl Mai @ Connected
B New E-mail to Personal (AMai@mail dom)
= Mew E-mail 1o Work address [mai@'na'}r.dmn]

B New E-mail to client2@cust dev @

0 Mew SMS to 5555555

0 Hew SMS to Mobile (3616)

Interaction window Party Action menu

2. Select the email address to which you want to send the email 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 email interaction blended in the same window figure). You can now compose an
email message to the contact.

e

—

Voice interaction and email interaction blended in the same window

3. Complete the email (Lesson: Creating and sending a new email 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 Workspace (see Lesson: Logging in to Workspace).

* 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
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Chat Interaction Window figure) enables you to add an voice interaction to the conversation in the
same window.

Chat Interaction Window

To open the list of available media for the contact, in the interaction window, click the Party Action menu that is next to the
name of the contact (see the Interaction window Party Action menu figure).

= Genesys » Workspace

Origin: Inbound chat

= mvril Mai Q) Connected

-
% Call Mobile (3616) ‘Egtablish a new phonecall |

B Mew E-mail to Personal [AMaygmal dom)

line purchas

B8 New E-mail to Work address (mal@mail dom)
umied

= MNew E-mail 1o client2{@eust dev
0 Hew SMS to 5555555
0 Mew 5MS to Mobile (3616)
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.

B G %o« 'Work o]

Ovigan: Infcund okt

- merl M O Conect] @ Cowsniied

11 4 Oh PR M STy Ao W Podeh ] b b e
[1: 4B P Chask Syviner &

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.
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End

Blending Internal Voice Interactions and Internal IM Interactions

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

This section contains the following procedures:

e Lesson: Blending an internal IM with an active internal voice interaction
* Lesson: Blending an internal IM consultation with an active internal voice consultation.

e Lesson: Blending a voice consultation with an IM consultation.

Lesson: Blending an internal IM with an active internal voice interaction

Purpose: 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 Workspace (see Lesson: Going Ready in the 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.

Ovigin: Intesmial call from Kate Lewss

= Kate Lewss (B Connecled

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).
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Owigan: Inbeimial call from Kabe Lews

= Kate Lewss a Conmected

- Bﬁ'dhnrllh:?

nsposrirons

Instiate an Instant Messageng invitaton |

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).

2. 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.

e e
[
-

Starting an IM interaction in the active interaction window

3. 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).

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.
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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 Workspace (see Lesson: Going Ready in the 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.

Origin: Inbound call to 5330

= MIT @ Corneind
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).

Workspace Desktop Edition User's Guide 289



Handling Interactions

Blend Different Media Into A Single Conversation

Genesys « Workspace

Origiec Inbound call to 5324

w 3617 @ OnHold

Diapositions Hote

Consultation: SIF 5321 8 (DOD015)

= SIFSII i@ Conneched

COH S -

Lesson: Starting a voice consultation

W9

2. To add an IM consultation an active voice consultation, click the Start Consultation button () on
the main interaction toolbar. 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

= SPEE i Cormsrad
CEH S -

Active Consultation Action menu
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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).

An Instant Messaging consultation added to the current voice
consultation

5. 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.

6. 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.

See the Lesson: Starting a voice consultation, for information on how to handle a voice consultation.

Lesson: Starting a voice consultation

End

Lesson: Blending a voice consultation with an IM consultation

Purpose: To add an internal voice interaction to an active internal IM interaction and handle both in
the same window.

Prerequisites
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* You are logged in to Workspace (see Lesson: Going Ready in the 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.

LR

b P

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).

b

Lesson: Starting a Consultation IM session from an active interaction

9
2. To add a voice consultation to an active voice consultation, click the Start Consultation button ()
on the main interaction toolbar. 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
party.
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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
(see the A voice consultation added to the current IM consultation figure).

o1

LEEs-

A voice consultation added to the current IM consultation

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.

5. 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

Workspace can recognize phone numbers and email addresses in email, chat, and SMS interactions.
When Workspace recognizes an email 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.
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Lesson: Creating a new email interaction by clicking an email address link in a
chat interaction

Purpose: To create a new email interaction by clicking an email address link in another interaction.
The principles of this procedure are applicable to email links in chat, email, and SMS interactions.

Prerequisites

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

¢ You have an active chat, email, 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 email address in their message, Workspace will convert the email address to an
address link (see the Chat interaction with a clickable email link from the contact figure). The link is
underlined and highlighted in a color that is distinct from the other text.

i

Chat interaction with a clickable email link from the contact

2. To create an email interaction, click the link.
[4:16:52 PM] Avril Mai: h_Mm%\ml dam

hok to creale a new &-mail A,_Mall@mall dam |

Click E-Mail links in the Chat transcript to start a new E-Mail
Interaction.

The E-Mail Interaction view is displayed within the Chat Interaction window (see the Chat Interaction window containing an E-Mail
Interaction view that was added by clicking an email address link in the chat transcript figure).
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Chat Interaction window containing an E-Mail Interaction view that was
added by clicking an email address link in the chat transcript

3. Compose an email message to the recipient (Lesson: Creating and sending a new email interaction to a
contact). The controls for the email 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 email address
link in the chat transcript figure).

4. Click Send to send the email 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 Email
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.

The principles of this procedure are applicable to phone number links in chat and SMS interactions.

Prerequisites

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

: o oo 05 A8 2 45 B

Origin. inbszuned] St Page Mode

= Bl Edwwds @ bownd @ Convected

Show mesLIgEs
|98 3005 mill Edweardn: Pleane call e st 5545555

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

Related Information

* Voice Interaction

* Internal Voice Interaction
* Voice Consultation

¢ Chat Interaction

* Inbound Email

* Outbound Email

e SMS and MMS Interactions
* Internal IM

» Facebook Interaction

* Twitter Interaction

¢ RSS Interaction
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Edit Case Information And Record
Information

[Modified: 8.5.117.18, 8.5.118.10,8.5.121.03]

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. 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 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.

Tip

Sometimes URLs (links to websites) are included in Case Data. URLs in the Case Data
might be plain text or they might be hyperlinked text. For hyperlink text, you will be
able to read the URL before clicking it by hovering your mouse pointer over the URL to
display a tooltip that lets you see the address.

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 (word or string of words)

¢ Check boxes (Boolean: yes/no)

¢ Dates (date and time)

¢ Numbers (integer and decimal)

e Specific text or numbers selected from a drop-down list or folder tree
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Lesson: Modifying case information

Purpose: To specify a different value for a Case-Information field that is configured to be editable.

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

* 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).

Curigin Intemal call from Kate Lewis

Quewe 133

Call Quality: 0 - Good &

Call Type: Suppait

Intemateonal:

Priveity 15

Rearin Bacden TV

Sagment: Gold #

Start Date; Fraday, Apnl 04, 2014 20517 PM #

Updiated r

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).

International: +*

Priority: 15

Reason: Broken TV #

Segment: Gold #

Start Date:  Friday, April 04, 2074 2:05:17 PM #
Updated: s

Case Information, with both editable and non-editable check boxes
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Mandatory fields: Your administrator might have made some editable fields mandatory to be edited before you can mark done, send, or
close an interaction. Mandatory fields are indicated by a red asterisk. If you attempt to mark done, send, or close an interaction without

editing a mandatory field an error message is displayed, and you are prevented from marking done, sending, or closing the interaction
[Added: 8.5.117.18]

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 (II) is displayed in the Case Information toolbar.

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.

c. Click X to remove the field.

d. Enter the missing Case Data. For certain types of data, what you enter might be restricted to a
certain number of characters or certain types and combinations of characters. For example, if you

have to enter a credit card number, then the field might only allow certain numbers for a particular
type of credit card.

If one of the characters that you type is invalid or the maximum number of characters that is
allowed is reached, then nothing will be entered in the text field.

If what you have typed does not match what Workspace is expecting you to enter, an error icon
appears to warn you that you must check what you have entered and correct it.

International: +*

Priority: 15

Reason: Wrong Valud (1]
Segment: Gold #

Start Date:  Friday, April 04, 2014 2:05:17 PM #
Updated: e

Case data field turns red if invalid characters are entered.

Incorrect format: If you do not correct incorrectly formatted entries before you attempt to mark done, transfer, move the
interaction to a workbin, or any other action that transfers ownership of the interaction, a warning message is displayed asking you
to either discard your changes or proceed with the action. If you cancel your action, you can correct the entry. If the entry is
mandatory, you must set the correct value before you can close the interaction.

e. If what you have entered is correct, press Enter to add the Case Data to the case information for
the interaction.

2. Click an editable check box to select it (see the 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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International: +*

Priority: 15

Reason: Broken TV #

Segment: Gold #

Start Date:  Friday, April 04, 2074 2:05:17 PM #
Updated: Ll

Case Information with an editable check box selected

3. 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).

Friday, April 04, 2014 2:05:17 PM v

4 April, 2014 ]

Su Mo Tu We Th Fr Sa

0031 1 2 3 5 [®

& 7T & 9 10 M 12

13 14 15 16 17 18 19

0 21 22 23 24 25 26

T8 M 30 1 2 3

4 5 & T 8 9 10
02:05:17 PM |2

Friday, April 04, 2014 2:05:17 PM

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.

4. Click an editable drop-down list to change its value (see the Case Information drop-down list editor
figure).

Segment: Gold -

Start Date:
Bronze

Updated:

* Katelewis sjlver

Case Information drop-down list editor

Some drop-down lists might contain a tree structure of folders. The tree structure allows your adminstrator to group different
related selections in folders to make it easier for you to find the correct choice. You can either click through the folder structure to
find the selection or, if you know the name of the selection you want, just type it in the Quick Search box. To open or close a
folder, click it. To select an entry, click it. [Added: 8.5.118.10]
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Case Information drop-down list editor showing a tree structure

5. To edit a text value, click the value to open the text-edit field. Modify the value and press Enter (see the
Case Informaalt:jor} editable text field figure).

FT Il:l'll"’.
Reason: | Broken TV
Canmant- ald &

Case Information editable text field

End

Related Information

e Case Data
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Using The Standard Response Library

[Modified: 8.5.118.10]

In this lesson, you will learn how to access a database of prewritten standard responses for your
interactions.

Tip
You can insert responses as replies into any email 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 Email Interaction

Inserting a Standard Response into an Email Interaction

Your contact center might have a database of standard responses that you can access to compose
prewritten replies to the email, chat, and SMS interactions of a contact. You can find and insert
standard responses manually, or use suggested responses that are based on how relevant they are to
the incoming message from the contact. 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 are specific to your business or role.

This section contains the following procedures:

¢ Finding and inserting a standard response into an email interaction
* Using a shortcut to insert a standard response into an email 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 email interaction
Purpose: To send a pre-written response to a customer interaction (email, chat, or SMS).

Prerequisites

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

* You have accepted the inbound or transferred email interaction or created a new interaction (see
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Lesson: Handling an inbound email interaction or Lesson: Creating and sending a new email interaction
to a contact).

e If you are handling an inbound email interaction, you have clicked Reply or Reply All in the inbound
Email Interaction window (see Lesson: Replying to a inbound email interaction).

Start

1. If your account is configured to use standard responses, all Workspace interaction windows, such as the
Email Interaction window (see the Blank outbound Email Interaction window figure), enable you to
access the Standard Responses Library.

.

s mmm ey rems e e cw b ey e oy e

.

Blank outbound Email Interaction window

To open the Responses view in any interaction window, including email, chat, and voice, click the Responses button, which is
located on the left-hand side of the interaction window and below the Contact button.

5793SN0dS3H

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).

Workspace Desktop Edition User's Guide 303



Handling Interactions Using The Standard Response Library

) | AnyKeyword Search = Search Q9

D View | All Responses -
3
5

il
]

Response
» I Attachmens
- MAuto Response
» I AutoBot
» BB
[ - Chat Tramsoript
» [ Fieid Code
[ - Farancial service
[ - Foedfomated Treatment
- Forwarding
» [ HTML
[ - Misc
[ - OEE_Samples

S35H0453Y

[ - Foliesse

[ - Premiéer Financial Services
[ - Reminder

b I SAP WD

[ - Survey emals

[ - ‘WebCalback nobfications

[ - ‘WebCalback nobfications Tech Marioebing

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.
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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
€ Aoy KeywordSearch = Search
Q  View AllResponses
g a8 *
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» W BE
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-
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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).

) | AnyKeyword Search = Search a0
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W

Responses view, displaying the details of the selected response

* Insert the response into your interaction at the insertion point by one of the following methods:

e Press Enter on your keyboard.

¢ Click Insert Standard Response Text (EII-).

[Added: 8.5.105.12]

Right-click the response and select Insert Standard Response Text from the context menu.

Double-click a response to automatically insert the content at the insertion point in the text field.

e 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 standard response inserted into an outbound email interaction figure shows a selected
response in the tree-mode view, the associated Details view, and inserted into the email interaction
text composition area. You can add multiple responses in the same interaction.
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A standard response inserted into an outbound email interaction

4. Complete and send or transfer the interaction (see Lesson: Replying to a inbound email interaction or
Lesson: Creating and sending a new email interaction to a contact).

End

Lesson: Using a shortcut to insert a standard response into an email interaction
[Added: 8.5.118.10]

Purpose: To use a shortcut to insert a pre-written response to a customer interaction (email, chat,
SMS, MMS, Twitter, Facebook, and so on).

Prerequisites

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

¢ You have accepted the inbound or transferred email interaction or created a new interaction (see
Lesson: Handling an inbound email interaction or Lesson: Creating and sending a new email interaction
to a contact).

e If you are handling an inbound email interaction, you have clicked Reply or Reply All in the inbound
Email Interaction window (see Lesson: Replying to a inbound email interaction).

Start

1. If your account is set up to use standard responses, all Workspace interaction windows, such as the
Email Interaction window (see the Blank outbound Email Interaction window figure), enable you to
access the Standard Responses Library.
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Blank outbound Email Interaction window

You can choose to manually select a response, or your system might be set up to let you enter a shortcut keyword into a text field

to automatically add a response. Ask your administrator or supervisor what the shortcut keywords and the shortcut prefix are for
your company.

2. To use a shortcut, type the prefix specified by your company (for example, "#") followed by the keyword
for the response you want to insert, followed by Ctrl+Space. If your prefix is "#" and the keyword is
"sale", then you type: #sale+Ctrl+Space.

The body of the standard response is added to your interaction.

3. To open the Responses view in any interaction window, including email, chat, and voice, click the

Responses button, which is located on the left-hand side of the interaction window and below the
Contact button.

5793SNOdS3H

4. To learn what the shortcut keywords are, navigate the responses tree in the Responses or the
Responses with predefined Shortcut view and select the response you are interested in. The
shortcut keyword is displayed above the preview and in the Shortcut column of the responses tree.

(@ sy rpwond b = a@

Wbl Pl

End
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Lesson: Searching the Standard Response Library for a standard response

Purpose: To use search tools to find a response in the Standard Response Library.

Tip
If you are configured to use responses, the Responses view is available for the Email,
Chat, SMS, and Voice Interaction windows.

Prerequisites

* You are logged in to Workspace (see Lesson: Logging in to 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
(see Lesson: Finding and inserting a standard response into an email 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

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

2. Use the View menu to search through All Responses or your Favorite Responses (see the Favorite
Responses filter figure).

Exact Text Search = ameunt Al -
o

o View Favorite Responses o
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g
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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).
) | Exact TextSearch = | amount x 9

2 Search for Tex In »* Responses Names
5 %ﬁespﬁnses Bady Text

ﬁ View: | All Responses -

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 email
interaction) or you can read it to a contact on a voice call.

End

Lesson: Searching the Standard Response Library for a suggested response
Purpose: To use a suggested response from the Standard Response Library.

Prerequisites

* You are logged in to Workspace (see Lesson: Logging in to Workspace).
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* You have accepted the inbound or transferred email 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 email interaction window figure).

O View Suggested Responses -
g =0
Response Relevancy
v a Politegss L]
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9 CAMCaseClosed
2 CAMCaseOpensd
= Emadibandoneds kg
= o M 0%

Tree view of Suggested Responses in the Responses view of a reply
email interaction window

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 email interaction window figure), the
responses are sorted by relevancy to the inbound interaction to which you are replying.

g View:  Suggested Responses -
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Response Relevancy = Farent Category
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Camage retumn Sest BN Misc
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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 email 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 email 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 email
interaction) or you can read it to a contact on a voice call.

End
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Related Information

* Responses

* Voice Interaction
¢ Chat Interaction
* Inbound Email

* Outbound Email

¢ SMS and MMS Interactions
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Apply Disposition Codes

[Modified: 8.5.108.11, 8.5.146.06]

The Workspace Disposition Code view enables you to assign to an ongoing or terminated interaction

a code that qualifies or specifies the outcome of the interaction.

The Disposition Code view is part of the Interaction window. It contains either a checklist of options,

or a hierarchy of folders containing 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, or you might be able to mark an interaction as Done without specifying a
disposition. Your system might be configured so that the Disposition Code view is not displayed.

This lesson contains the following section:
* Assigning Disposition Codes

This lesson demonstrates assigning a disposition to a voice interaction; however, this procedure is
applicable to any type of interaction for which you have been enabled to specify a disposition.

Tip
Minimizing and Restoring the Disposition Code and Note views. If you need more space in the Interaction

view you can minimize or restore the Disposition tab and Note tab area by clicking the chevron. [Added:
8.5.146.06]
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Click the image if animation does not start.

The Dispositions tab and the Note tab do not become available until the call is
established.

Assigning Disposition Codes

Many contact centers attach data to interactions that specifies the outcome of each interaction. The
outcomes are defined by the administrators of the contact center. Each outcome, or disposition, 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. If you apply
a new disposition code to an interaction that already has a disposition code, the old disposition code
is overwritten.

Workspace employs one of two interfaces that enable you to assign a disposition code to your
interaction quickly and easily:

Workspace Desktop Edition User's Guide 314



Handling Interactions Apply Disposition Codes

¢ A simple radio-button interface

¢ A hierarchy of folders that contain codes
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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 an 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 Workspace (see Getting Started).
* You have an open Voice interaction (see Receiving a Voice Interaction).

* Your assigned role requires you to assign disposition codes to interactions.

Start
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1.

If the customer has not ended the call, but you are ready to hang up, in the active Interaction window

(see Receiving a Voice Interaction), click End Call (the phone-set button that has a red X; see the

S Genesys « Workspace

Origin: Inbound call to 4001
Queue: 40017

+ RaviPache & Connected

Dispositions Note

Selected:

Quick Search

* = Email
Forward to AS
Read

~ = Voice
Accepted
Rejected

Transferred

Inbound Voice Interaction window, with no disposition code set

Inbound Voice Interaction window, with no disposition code set figure).

2. Click the Dispositions tab (see the Dispositions view figure) to display the Disposition Code selector.

You will see either a checklist with radio buttons or a hierarchy of folders.
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3. To choose a disposition, do one of the following actions:

* If you have the checklist interface, 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 figures in this lesson.)

Workspace Desktop Edition User's Guide 317



Handling Interactions Apply Disposition Codes
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Disposition Code
None
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Rejected
Transferred

Voice Interaction window, with disposition code set

* |If you have the folder hierarchy interface, perform these steps:

1. In the Disposition Code Quick Search field, enter the name of the code that you want to find.
Quick search works as a "start typing" search. Results are returned as you type. All folders are
opened and the view is filtered to show only codes that match what you entered.

Alternatively, you can just browse through the folder hierarchy to find the disposition code that
you want to use.

2.

In the folder hierarchy view, when you select a disposition, its name is displayed next to the
Selected label. You can deselect the disposition by clicking the X next to it.
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Use the Quick Search to find a disposition. Click it to select it.

4. Click Mark Done.

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

6. Complete your after-call work.

End

Related Information

¢ Disposition Code

* Voice Interaction

* Chat Interaction

¢ Inbound Email

¢ Outbound Email

e SMS and MMS Interactions
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e Internal IM
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Contact and Interaction Management

These lessons introduce you to Workspace contact management and interaction search. The
Workspace Contact History view enables you to view and manage previous interactions with a
contact. The My History view and the Interaction Search view enable you to find interactions in your
interaction database by using a variety of criteria.

This topic contains the following sub-topics:

* Manage Contact History
* Manage Your History
¢ Manage Contacts and Contact Information

¢ Find Interactions

Related Information

* Contact History

Contact Directory
¢ Contact Search
¢ |nteraction Search

¢ My History
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Manage Contact History

[Modified: 8.5.113.11, 8.5.110.13, 8.5.117.18, 8.5.136.07]

The Workspace Contact History view enables you to view and manage previous interactions with a
contact.

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)

¢ Information view of the current interaction (for an example see Lesson: Handle A Voice Call). Note: The
current interaction is highlighted in the Contact History view if your administrator has enabled this
feature. [Added: 8.5.117.18]

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 In-Progress voice and email [Added: 8.5.110.13] interactions as Done
* Delete an outbound email interaction [Added: 8.5.110.13]
* Reply or Reply All to inbound email interaction
* Open outbound email interaction
* Forward inbound and outbound email interactions that are marked as Done [Added: 8.5.113.11]
* Resend outbound email interaction

¢ Print an email interaction

¢ 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 Workspace (see Lesson: Logging in to Workspace).

Start

1. In the Main Window, click the Access and use Workspace supporting views button (E) to display
the Supporting Views menu, then select Contact Directory.

Contact =
Mail dom * 9
2 ENU-
v Mark Avram L = - g -

v Al Mai L= = - [

* Havi Pache o= = - g -

v Vanesss H'.;"rg L 5 - e : =
Page 1 of1 1-dofd 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. The Grid view in newer environments
displays a sortable list of all of the contacts in the contact database that match the search criteria.

5. In the Show Details Panel drop-down list, display the Details panel (see the Contact Details view,
displaying the Contact Information tab figure).
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Infarmation History
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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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Infarmation History
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State: Assigned to Jim Miller - My Inbound E-mails..
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1 just received my shipment and it arrived broken.
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Contact Details view, displaying the Contact History tab
7. If the contact history contains more than one interaction, specify the time interval that is to be used to

filter your search results by using the Chronology slider.
Arch. Al MW 1D

The slider has five positions that represent different time intervals:

e Arch.—Search the database for messages that have been archived (available only in older
environments).

* 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.

8. If complete or filtered contact history contains more than one interaction, 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.
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information History

Arch, Al TMOTW D
T v« v Filter = |Quick search

| Show all Interactions -
==a

Status 51 Show voice Interactions
"% Done B Show email Interactions
wi% Done W Show chat Interactions

' .
wt, Done Show SMS Interactions

I Show Other Media Interactions

The interaction filters might include the following types:

e Show All Interactions

* Show Voice Interactions

e Show E-mail Interactions

e 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.

e If complete or filtered contact history contains more than one interaction, 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
* Subject—For email 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.
¢ 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 find all interactions that are related to the subject of billing. See Lesson: Using the
History tab Quick Search to find an interaction. See also Finding Interactions to learn about the
expanded search capabilities introduced in Workspace 8.5.104.15.

* 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. See also Finding Interactions to
learn about the expanded search capabilities introduced in Workspace 8.5.104.15.
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Note: The table view is not sortable when it is displaying search results. The sort order of search results is
predefined.

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 ( EE/I"l) 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
(email 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 Note tab, and the Case Data tab (see the History View for the current or selected contact figure).

e If your account is configured to enable you 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 email interaction in the
Contact History view is in one of the in-progress states, when you select the interaction, the Open button
(mm) is displayed (if the email is in a queue, a workbin, or in routing—including outbound in-progress
emails).

a. Click Open to open the email interaction in the current active interaction window, or in a new E-mail
Interaction window if you are opening the email from the Main Window Contact History view.

b. After you open the in-progress email interaction, you can read or handle it as an inbound email
interaction or an outbound email interaction (refer to Lesson: Replying to a inbound email interaction
and Lesson: Creating and sending a new email interaction to a contact). You can also click Put back
in original location (#) to return the email interaction back to the In-Progress workbin or into a
queue.

* If you have the correct permissions you can print an email interaction. Click Print (%) to open the Print
Preview window. [Added: 8.5.101.14]

e If you have the correct permissions to enable you to manage contact data, 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.

* Reply/Reply All—Reply to the sender of the email message and other recipients. See Lesson:
Replying to a inbound -mail interaction.

If you have the correct permissions and you select an In-Progress outbound email interaction, you can
delete it (&%), [Added: 8.5.110.13]

If you have the correct permissions, for email interactions that have been marked as Done, you can click the

Forward button (E}J) to create a new outbound email interaction that includes the selected interaction in
the Forward Email interaction window. [Added: 8.5.113.11]

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
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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 Workspace (see Lesson: Logging in to Workspace).

¢ You have an active interaction.
Start

1. In the active interaction window, click Contact to display the Contact tab (see the Contact Details
view, displaying the Contact Information tab figure).

Infermation History

General
Title Mr - M
Firsi Mame » Mark
Last Name « Avram x

Phone Number
+1 555,654 TBO(  Office = X @ Prnmary
T Mobile - X

Add Phone Number -

E-mail Address
MarkAvigmail. e  Work address - X

Add E-mail Address ~

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).
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History View for the current or selected contact

3. If the contact history contains more than one interaction, specify the time interval that is to be used to

filter your search results by using the Chronology slider.
Arch. Al 1MW 1D

The slider has five positions that represent different time intervals:

* Arch.—Search the database for messages that have been archived (available only in older
environments).

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.
« 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. If complete or filtered contact history contains more than one interaction, 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.

Infarmation History

Arch. AL TMOTW D
" v v v Filter = |Quick search

[ Show All Intersctions -
Status | St Show voice Interactions

g% ODone R Show email Interactions

v Done W Show chat Interactions

. .
wt, Done Show SMS Interactions

] Show Other Media Interactions
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The interaction filters might include the following types:
e Show All Interactions
e Show Voice Interactions
e Show E-mail Interactions
* Show Chat/Instant Message Interactions

e Show SMS Interactions
e 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.

5. If complete or filtered contact history contains more than one interaction, 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.

* Subject—For email 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.

6. 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 find all interactions that are related to the subject of billing. See Lesson:
Using the History tab Quick Search to find an interaction. See also Finding Interactions to learn
about the expanded search capabilities introduced in Workspace 8.5.104.15.

* 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. See also Finding
Interactions to learn about the expanded search capabilities introduced in Workspace 8.5.104.15.

7. 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 (EE ) 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 (email replies, multichannel conversations, 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 Note 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 email interaction in the Contact

History view is in one of the in-progress states, when you select the interaction, the Pull button (IiI1~

) is displayed (if the email is in a queue, a workbin, or in routing—including outbound in-progress
emails).

a. Click Pull to open the email interaction in the current active interaction window, or in a new E-
mail Interaction window if you are opening the email from the Main Window Contact History
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view.

b. After you pull the in-progress email interaction, you can read or handle it as an inbound email
interaction or an outbound email interaction (refer to Lesson: Replying to a inbound email
interaction and Lesson: Creating and sending a new email interaction to a contact). You can also

click Put back in original location (H’) to return the email interaction back to the In-
Progress workbin or into a queue.

* If an interaction is still in progress, you can click Mark Done (). The status of the interaction will
be changed to Done.

* If you have the correct permissions you can print an email interaction. Click Print (IE.I) to open the
Print Preview window. [Added: 8.5.101.14]

* If you have the correct permissions and you select an In-Progress outbound email interaction, you
can delete it (&%), [Added: 8.5.110.13]

* If you have the correct permissions, for email interactions that have been marked as Done, you can

click the Forward button (E}a) to create a new outbound email interaction that includes the
selected interaction in the Forward Email interaction window. [Added: 8.5.113.11]

* If you have the correct permissions to enable you to manage contact data, you can use the Change
Contact button to assign a different contact for the selected interaction.

9. 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

* You are configured to view or manage the contact database.
* You are logged in to Workspace (see Lesson: Logging in to 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.

|IZ:U|-:k search | Q9

Contact History view Quick Search tool

It typically applies a "starts with" for each word of the criteria in any of the attributes selected by your
administrator.
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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.

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 Workspace (see Lesson: Logging in to 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.

Indorenation Hisbaay
i o
& Marzh Al Candtiondg Match Ay Comefition

Status - A - o

SEME Dabe = on - o ox

End Daiie = On - ™ ox

Aol Comaditazn = Seutch

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: All, 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.
* Between—Between the specified dates.

Menus for text fields contain the following choices:
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* Matches—The specified text string exactly matches the criterion.
* Note: Workspace typically applies a "starts with" search for each word of the criteria.

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

Related Information

* Contact History
¢ Contact Directory
e Contact Search
* Interaction Search

¢ My History
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Manage Your History

[Modified: 8.5.113.11, 8.5.110.13, 8.5.136.07]

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

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:
e 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:
¢ Find interactions for contacts whom you have handled
e Perform the following actions on selected interactions:
e Mark In-Progress voice and email [Added: 8.5.110.13] interactions as Done
¢ Delete an outbound email interaction [Added: 8.5.110.13]
e Reply or Reply All to inbound email interaction

e Open outbound email interaction

¢ Forward inbound and outbound email interactions that are marked as Done [Added: 8.5.113.11]

¢ Resend outbound email interaction

e Print an email interaction

* View information about selected interactions
This section contains the following procedure:

e 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
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* You are configured to view or manage the contact database.

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

Start

1. Do one of the following:

* On the 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.

Main Window, displaying the My History tab in Workspace view

2. To filter your history by date, specify the time interval that is to be used to filter your search results by

using the Chronology slider.
Arch. Ml 1MW 1D

The Chronology slider has five positions that represent different time intervals:

e Arch.—Search the database for messages that have been archived (available only in older
environments).

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.
» 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.

3. To filter your history 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
company, such as the type of customer that your deal with or the business area for which you are
responsible.
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My History view Filter menu.

4. If your history contains more than one interaction, 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.

. — oy t———— = gy 1 s o —

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 email 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

5. The Quick Search enables you to search for any interaction by an attribute value.

a. To search your history, type in the Quick Search field (see the My History view Quick Search tool
figure) the attribute value for which you are searching.

|[]uic:k search | Q |°

My History view Quick Search tool

Important

It typically applies a "starts with" for each word of the criteria in any of the attributes selected by your
administrator.

b. 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
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6.

7.

8.

9.

interaction in the contact database).

c. Click the X to clear the Quick Search field.

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.

Ry oy v mmman s G e

T [
Mtk s
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=
Advanced Search view displaying the My History tab

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 (EE ) 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 (email replies, multichannel conversations, social-media
threads, and so on). The Grid view in newer environments displays a sortable list of all of the contacts
in the contact database that match the search criteria.

Click an interaction to select it. The Details panel displays information about interactions on the
Details tab, the Note tab, and the Case Data tab (see the Main Window, displaying the My History
tab in Workspace view figure).

e 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 email interaction in the Contact

History view is in one of the in-progress states, when you select the interaction, the Open button (ﬁ
) is displayed (if the email is in a queue, a workbin, or in routing—including outbound in-progress
emails).

a. Click Open to open the email interaction in the current active interaction window, or in a new E-
mail Interaction window if you are opening the email from the Main Window Contact History
view.

b. After you open the in-progress email interaction, you can read or handle it as an inbound email
interaction or an outbound email interaction (refer to Lesson: Replying to a inbound email
interaction and Lesson: Creating and sending a new email interaction to a contact).

You can also click Put back in original location (ﬂ) to return the email interaction back to
the In-Progress workbin or into a queue.

e If an interaction is still in progress, you can click Mark Done (). The status of the interaction will
be changed to Done.

* If you have the correct permissions you can print an email interaction. Click Print (%) to open the
Print Preview window. [Added: 8.5.101.14]

* If you have the correct permissions and you select an In-Progress outbound email interaction, you
can delete it (&%). [Added: 8.5.110.13]

* If you have the correct permissions, for email interactions that have been marked as Done, you can

click the Forward button (E}J) to create a new outbound email interaction that includes the
selected interaction in the Forward Email interaction window. [Added: 8.5.113.11]

* If you have the correct permissions to enable you to manage contact data, you can use the Change
Contact button to assign a different contact for the selected interaction.

When you have finished working on the selected interaction in the My History tab, clear the search
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field by clicking the X button beside the search field.

End

Related Information

* My History

* Interaction Search
¢ Contact History

* Contact Directory

¢ Contact Search
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Manage Contacts and Contact Information

[Modified: 8.5.113.11, 8.5.110.13]

The Workspace Contact History view enables you to view and manage previous interactions with a
contact.

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 A Voice Call)
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:
* Find interactions for the current contact or the currently selected contact
e If you have the correct permissions, you can perform the following Contact actions:
* Add a Contact
* Delete a Contact
e Update Contact information
* Merge contacts
* Unmerge contacts
* Assign an interaction to a contact
¢ View information about selected interactions in the Contact History and perform the following actions:
* Open a selected interaction
* Resend a selected email interaction
* Reply or Reply All to a selected email interaction
* Forward inbound and outbound email interactions that are marked as Done [Added: 8.5.113.11]
* Print a selected interaction
* Mark open voice and email [Added: 8.5.110.13] interactions as done that have the In-Progress state

* Delete outbound email interactions that have the In-Progress state [Added: 8.5.110.13]

This section contains the following procedures:
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¢ Lesson: Adding a contact

e 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: To add a contact to the contact database.

Prerequisites

* You are configured to view or manage the contact database.

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

e The Contact Directory in the Contact Information tab. Click Create New Contact (J“+) to launch
the Add Contact view.

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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Infarmation History
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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:
e Click the Save icon (E) to save the information in the contact database.

¢ Click the Reset icon (C‘)) to clear any unsaved changes from the Add Contact view.

(Added: 8.5.101.14) Your system might be configured to prevent you from editing some or all contact
information after you have created a new contact; therefore, you might not be able to modify some or all
contact information fields after you click Save. In this scenario, a message box is displayed asking you to
confirm that you want to save the information. Review the content carefully before clicking Save.

4. If you want to add additional phone numbers and email 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 email address as the primary contact number or address, click the
Primary radio button beside the phone number or email address that you want to specify as the
primary number or address (respectively) for the contact.

End
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Lesson: Deleting a contact
Purpose: To remove or delete a contact from the contact database.
Prerequisites

* You are configured to view or manage the contact database.

* You are logged in to Workspace (see Lesson: Logging in to 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 (-!x).
3. A confirmation dialog box is displayed.
* 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: To update contact information in the contact database.

Prerequisites

e You are configured to view or manage the contact database.

* You are logged in to Workspace (see Lesson: Logging in to 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:
e Click the Save icon (E) to save the information in the contact database.

¢ Click the Reset icon (C‘)) to clear any unsaved changes from the Add Contact view.

(Added: 8.5.101.14) Your system might be configured to prevent you from editing some or all contact
information after you have created a new contact; therefore, you might not be able to modify some or all
contact information fields after you click Save. In this scenario, a message box is displayed asking you to
confirm that you want to save the information. Review the content carefully before clicking Save.

4. If you want to add additional phone numbers and email 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 email address as the primary contact number or address, click the
Primary radio button beside the phone number or email address that you want to specify as the
primary number or address (respectively) for the contact.

End
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Lesson: Merging contacts
Purpose: To combine two contacts in the contact database.
Prerequisites

* You are configured to view or manage the contact database.

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

1. 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).

= Genesys - Workspace

Type name of number @

Contact
Al
3 1
LasiHame = PFiretHame  Pone Humber E-madl Address
- M Al {. n B55L5EE B A MaEmail dom
- M Al LN n LEERF
- (S5 1] Al ‘.‘ B clent2foust dev

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 Actions == [

i Mew E-mail interaction to client2@cust.dev

- Undo Merge

Contact Directory More Actions menu

3. The Merge Contact dialog box is displayed (see the Merge Contact <name> With dialog box figure).
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Description: | Customer called from two separate numbers

Reason: omer gave different contact information on second call

O -

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:

* 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 Workspace (see Lesson: Logging in to 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.
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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: 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,
email 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.

Tip
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 (see the Interaction window with an unknown contact figure).

DCeigin: Inbicond call bo 4001

Chenemen: 4001

= M8 B Connecind
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).
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Information tab of the Contact Directory

3. Click Assign Another Contact to this Interaction (see the Assign another contact to this
interaction button figure).

Infoamation History
o
Z
g
=4 Geneal [Assign anather contact 1o this interactson Cirl+a |
Title (L] -
Frsl Hame= Enter First Name
LSt Hame Enter Last Hame

Assign another contact to this interaction button

The Contact Search view is displayed (see the The Contact Search view and Quick Search field figure).
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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).

0 :'ﬂand x| o
o A B
=
i~ e Wang
(¥}
= Xin'Wang

Waneses Wang

I ———

Page 1 ofl 1-46i4 10 = perpage

Quick Search results

6. In the Search Results list or grid, select the correct contact (see the Search Results list figure).
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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.
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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).
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Interaction window displaying the name of the contact

End
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Related Information

Contact History

¢ Contact Directory

Contact Search
¢ Interaction Search

e My History
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Find Interactions

[Modified: 8.5.116.10]
[Added: 8.5.104.15]
The Interaction Search view enables you to find interactions based on multiple criteria.

Workspace provides you with multiple ways to find interactions in your contact center interaction
database. Refer to the Contact and Interaction Management topic for more information about finding
contacts and interactions under the following conditions:

¢ You know which contact you are searching for (use the Contact Directory to find the interactions
exchanged with that contact)

* You were the agent who handled the interaction (use the My History view to find the interactions that
you have handled)

However, sometimes you must find an interaction, but you no longer remember who the contact was,
or whether it was handled by yourself or another agent. The Workspace Interaction Search feature
enables you to use the Interaction Search view to look for interactions based on one or more
criteria, including words in the body or transcript of the interaction.

Lesson: Finding and viewing an interaction in the interaction database
Purpose: To find and view or modify existing interactions in the interaction database.

Prerequisites

* You are configured to view or manage the contact database.

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

1. To display_the Interaction Search view, click the Access and use Workspace supporting views
button (=) to display the Supporting Views menu, then select Interaction Search.
L =
e scmion Search
iryr L i@

a— — e

[ —————

LAl | < -

Interaction Search view

The Interaction Search view enables you to find interactions using one of two modes:
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Quick Search—Quick Search combines a subset of search criteria selected by your administrator. It

typically applies a "starts with" for each word of the criteria in any of the attributes selected by your
administrator.

Advanced Search—The Advanced Search feature enables you to enter multiple criteria to refine
your search. The Advanced Search pane contains drop-down lists of search criteria that enable you
to build a complex search based on multiple criteria such as Status, Subject, processing agent, date
or date range, and interaction text. Text field searches are based on a "Matches" search, where the

request returns interactions that contain, for each typed word, at least one word starting with the
specified word.

2. To perform a quick search of the Interaction Database, perform the following steps:

a. If you know when the interaction for which you are searching was received, use the chronology

slider to search the interaction history by time interval.

The slider has four positions that represent different time intervals:

* 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

If you know the type of interaction, such as email, chat, or SMS, for which you are searching, you
can refine your search by using the Interaction Type filter. Select and deselect the types of

interactions that are to be searched. The items that are displayed depend on the interaction types
that you are configured to handle.

Click the Filter menu to select the interaction types that you want to search. You can select
multiple items in the Filter menu. The following types are available, by default:

e Show all Interactions

* Show voice Interactions
¢ Show email Interactions
e Show chat Interactions
e Show SMS Interactions

¢ Show Other Media Interactions

When a filter is on, a check mark appears next to it in the Filter menu and the button remains highlighted if the "All" filter is
not applied.

Tip

Your administrator might have configured additional customized options for the Filter menu, such as
business area/department (for example: accounts, sales, and service) or customer level (for example:
Silver, Gold, and Platinum). Custom filters enable you to refine your search. For example, if you are

looking for email interactions about a service request, you can make two selections in the Filter menu to
refine your search: Show email Interactions and Show Interactions with Service Department.

c. Type the text that you want to search for in the Quick Search field.

Imleraciion Searc

Interaction Search view Quick Search field
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d. Click the magnifying glass to search for the criteria that you have entered, or click the X to clear the
Quick Search field.

If multiple pages are returned in the search results, page through the list of search results by doing
any of the following:

« Click the Go to the Next Page button () to view the next page

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

« Click the Go to First Page button (I4) to return to the start of the list of search results
¢ Click the Go to Last Page button (H) to return to the start of the list of search results

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

3. To perform an advanced search of the Interaction Database, perform the following steps:

a. Click Show Advanced Search (G)). The Advanced Search pane is displayed.
(Wl Wopee == d e o]

1 ]

Wi tn Shact

Interaction Search view Advanced Search pane

The Advanced Search feature enables you to use multiple criteria to refine your search. The Advanced Search pane contains
drop-down lists of search criteria, such as Status, Subject, Start Date, and End Date.

Tip
The contents of the Advanced Search Pane are set up by your system administrator. There are many
possibilities for how this view will appear to you and what criteria will be available. Your administrator

might have created logical groups of criteria for you. In this case, the groups will be displayed in the Add
Condition drop-down menu and in the main Advanced Search pane.

b. 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 (EE ) to specify
how the Interaction 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 (email replies, multichannel
conversations, social-media threads, and so on). [Added: 8.5.116.10] The Grid view in newer
environments displays a sortable list of all of the contacts in the contact database that match the
search criteria.

c. If you know the type of interaction, such as email, chat, or SMS, for which you are searching, you
can refine your search by using the Interaction Type filter. Select and deselect the types of
interactions that are to be searched. The items that are displayed depend on the interaction types
that you are configured to handle.

Click the Filter menu to select the interaction types that you want to search. You can select
multiple items in the Filter menu. The following types are available, by default:

¢ Show all Interactions

e Show voice Interactions
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¢ Show email Interactions

Show chat Interactions

Show SMS Interactions

Show Other Media Interactions

When a filter is on, a check mark appears next to it in the Filter menu and the button remains highlighted if the "All" filter is
not applied.

Tip

Your administrator might have configured additional customized options for the Filter menu, such as
business area/department (for example: accounts, sales, and service) or customer level (for example:
Silver, Gold, and Platinum). Custom filters enable you to refine your search. For example, if you are

looking for email interactions about a service request, you can make two selections in the Filter menu to
refine your search: Show email Interactions and Show Interactions with Service Department.

Use the Add Condition drop-down menu to add search criteria to the Advanced Search Pane.
Remove criteria from consideration by clicking the X next to the option.

i T e

Interaction Search view Advanced Search pane showing three
conditions

If your administrator has created groups for this view, you can add criteria by group to make it easier to manage the criteria.
For example, your administrator might create the following groups and specified the following search criteria for each group:

¢ Agent: Processed By

Contact: Bcc Address, Cc Address, Contact, From Address, From Personal Part, Phone
Number, Reply-To Address, Sent Date, To Address

Dates: Chat Established Date, Chat Released Date, Sent Date, Start Date, End Date

Interaction: Subject, Contact, Interaction Id, Processed By, Interaction Sub-Type,
Interaction Type

Other: A group that is created automatically when your administrator creates one or more

criteria groups. It contains all available search criteria that are not specified as members of
other groups.

Next to the name of the group in the Advanced Search Pane is a +. Click the + to add more criteria from this group.

To add other search criteria or to display additional available groups, select them from the Add Condition menu. Remove
criteria from consideration by clicking the X next to the option.

If you have date specific criteria available to you, you can use a calendar picker to specify a date. You can also type in a date

manually. For example, to search based on the Start Date, use the calendar icon (E) to select a date, or enter the date in
the format that conforms to your local day and time display preferences.

Menus for date fields might contain the following choices:

e On—The exact date

* On or after—The specified date or any date after

 Before—Before the specified date
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« Between—Between the specified dates

Menus for pre-defined fields, such as Status, contain the pre-defined field names from the database—for example: All, Done,
and In Progress.

Text field searches are based on a Matches search where the request returns interactions that contain the at least one word
starting with the specified typed text.

Business Attribute searches use a drop-down menu that enables you to select the exact value to match.

e. Use the Match Conditions options to specify whether All or Any of the search conditions that you
have specified are applied.

f. Build up your search by adding criteria, then click Search to start your search based on the criteria
that you have specified.

If multiple pages are returned in the search results, page through the list of search results by doing
any of the following:

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

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

+ Click the Go to First Page button (I4) to return to the start of the list of search results
« Click the Go to Last Page button (®l) to return to the start of the list of search results

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

4. Select a search result item to view information about it in the Details Panel, which includes the Details,
Note, and Case Data tabs.

4 | |
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Interaction Search view showing results and a selection in the Details
tab

If the Details Panel is not displayed, you can display it by clicking the Show Details Panel on Bottom/Hide Details Panel
toggle button:

I

The Details tab displays interaction specific information. For example, if you have selected an email interaction, the Subject,
From, To, State, and body of the email interactions are displayed.

The Note tab enables you to view notes that are associated with the selected interaction.

The Case Data tab enables you to view the case information for the selected interaction.

5. Different actions are available for a selected interaction in the Search Results pane, depending on the
type of interaction that you have selected. For example, you might be able to reply to the interaction,
open the interaction, print the interaction, mark in-progress voice and email [Added: 8.5.110.13]
interactions as Done, and delete In-Progress outbound email interactions [Added: 8.5.110.13]. Click an
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action button to perform an action on the selected interaction.

END

Related Information

* Interaction Search
¢ My History

¢ Contact History

* Contact Directory

¢ Contact Search
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Using Workbins

[Modified: 8.5.110.13]

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 email 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. Iltems
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:

* 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
Purpose: To use a workbin to open an interaction.

Prerequisites

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

¢ You are the owner of the workbin in which the interaction is stored.

Start

1. In the Main Window, click the Access and use Workspace supporting views button (E) to display
the Supporting Views menu, then select My Workbins.
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Workbins view in the Workspace Main Window

The Workbins view comprises three areas:

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

My Workbins—For all agents, a view of your personal workbins or the shared workbins to which
you have access.

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

* My Interaction Queues—For a business process supervisor, a filtered view of your queues and
workbins.

* 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

» 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 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 Workbin view in the Workbins view figure).
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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
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sorting order in the Workbin view figure).
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Changed sorting order in the Workbin view

5. To refresh the list of interactions in the workbin, click Refresh (0)—if the workbin is configured to be
manually refreshed. [Added: 8.5.110.13]

6. If the Workbin search feature is enabled for you, you can limit the interactions that are displayed in the
Workbin to those that coontain a value that you enter into the Quick Search field. Ask your supervisor
what values you are allowed to use. [Added: 8.5.110.13]

a. In this example, interactions are assigned a priority value in the Case Data. Agents have been
enabled to filter the list of interactions in the Workbin by the priority value.
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Use Quick Search to limit the list of interactions

b. Enter a search/filter value into the Quick Search field. In this example, Priority 20 is entered.
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Enter a valid search value in the Quick Search field.

c. Press Enter or click the magnifying glass to find all the interactions that contain the specified value.

= —

The list of items in the Workbin are limited to those that contain the
search value in Case Data.

7. Click the interaction that you want to handle when you find it in the Workbin view (see the Workbin view
with a selected email interaction figure).
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Workbin view with a selected email interaction

When you select an interaction, the following functionality becomes available for the interaction, depending on the interaction

ty

End

pe:

Open—Opens the interaction in an Interaction window (see Lesson: Handling an inbound email
interaction)

Reply (for email only)—Creates a reply and opens the interaction in an outbound Email Interaction
window (see Lesson: Replying to a inbound email interaction)

Reply All (for email only)—Creates a reply and opens the interaction in an outbound Email
Interaction window and addresses the email to the sender and all other recipients of the original
email (see Lesson: Replying to a inbound email 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
email interaction and Assigning Disposition Codes)

Move to Queue—(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.

Move to Workbin—(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).

Edit Case Information—(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).

Print (for email only)—(if you have the correct permissions) Opens the Print Preview window to
enable you to print the selected interaction. [Added: 8.5.101.14]

Lesson: Storing an interaction in your Draft workbin

Purpose: To use your Drafts workbin to store an outbound email interaction to be completed at a

later t

ime by you or another agent.

Prerequisites

* Yo

u are logged in to Workspace (see Lesson: Logging in to Workspace).
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* You have accepted an inbound or transferred email interaction (see Receiving and Handling an Inbound
Email Interaction) or you want to create a new outbound email interaction (see Creating and Handling a
New or Reply Email Interaction).

Start

1. You can save a new outbound email message or a reply outbound email message (see Lesson: Replying
to a inbound email interaction) to your Draft workbin. To create new outbound email, use the Team
Communicator to find the contact, and select New Email (see the New Email option in the Team
Communicator Action menu figure and Lesson: Using the Team Communicator feature to find a
contact).
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Procedure: Using the Team Communicator feature to find a contact

2. Compose your new or reply email interaction in the Email Interaction window (see the New outbound
Email Interaction window figure).

P
i L

New outbound Email Interaction window

3. To save the outbound email interaction in your Draft workbin folder, click Save in Draft Workbin (
=
[ ). 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
Workspace Main Window (see the Workbins view in the 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
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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.

* Open—Open the interaction in an inbound Email Interaction window (see Lesson: Handling an
inbound email 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.

* Note—View the note attached to the interaction. See Managing Contact History

* Case Data—View Case Information and Disposition Code for the current interaction

r
L}

e . T T T e I
-

Workbins view in the 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).
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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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by Wik
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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).

N N T

My Wby =
Lecl .

Empty Draft workbin

End

Related Information

e Workbins

¢ Team Lead
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Team Lead Functionality

In this lesson, you will learn how a Team Lead (Supervisor) can monitor, coach, and barge-in on
agents who are handling voice and chat interactions.

This topic contains the following sub-topics:

e Monitor, Coach, and Barge-in Interactions
* Workbin and Queue Management

¢ Change agent state and log off agents

Related Information

e Team Lead
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Monitor Coach And Barge-in Interactions

This tutorial describes the most common monitoring configuration. Your administrator
might have set up monitoring differently in your environment. If you are unsure about
whether you can monitor the currently active interaction or the next interaction of an
agent you are monitoring, ask your administrator.

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.

e 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
e Coaching a Chat Interaction

e 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.
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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.

Tip
e You can monitor only one voice agent at a time.
e You can monitor only one interaction from the same agent at the same time.
e You can monitor the next interaction of only one agent at the same time.

e Multiple supervisors cannot monitor the next interactions of the same agent.

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 Workspace (see Lesson: Logging in to Workspace).
Start

1. Use the Team Communicator in the Main Window to find an agent (see the Main Window Team
Communicator figure) in the agent group to which you have been assigned as a Supervisor.

= Genesys « Workspace
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Main Window Team Communicator

2. Open the Action Menu for the agent whom you want to monitor and select Monitor Next
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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 continuously the interactions handled by an agent (starting from the current one or the next
one depending on how your administrator has set up your environment), 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 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
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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.

= Genesys + Workspace

= RawiPache @& Cosneched

The same icon is displayed in the Voice 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 Voice Interaction
Monitoring window:

End Monitoring—Click End Monitoring () in the Supervisor controls of the Call Actions
toolbar to end the monitoring session.

Barge-in—Click Barge-in () in the Supervisor controls of the Call Actions toolbar to join the
monitored call. Both parties will be able to hear you. You can switch back to monitoring by clicking

x
End the Call ( “ ) 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).

Cgach via voice—Select Coach via voice from the agent party Action menu, or use Unmute (Coach)
(%5) 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.
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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

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 Workspace (see Lesson: Logging in to Workspace).
Start

1. Use the Team Communicator in the Main Window to find an agent (see the Main Window Team
Communicator figure) in the agent group to which you have been assigned as a Supervisor.
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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.
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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 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.
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4. During a coaching session, you can perform the following actions from the Voice Interaction Coaching
window:

e End Monitoring—Click End Monitoring () in the Supervisor controls of the Call Actions
toolbar to end the coaching session.

* Barge-in—Click Barge-in () in the Supervisor controls of the Call Actions toolbar to join the
monitored call. Both parties will be able to hear you. You can switch back to monitoring by clicking

End the Call ( ) in the Call Actions toolbar.

Workspace Desktop Edition User's Guide 371



Team Lead Functionality Monitor Coach And Barge-in Interactions

e Mute (Monitor)—You can switch to monitoring the call by clicking Mute (Monitor) ('-E-') 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 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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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.
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Tip
* You can monitor multiple chat agents at the same time.
¢ You can monitor multiple interactions from the same agent at the same time.
* You can monitor the next interaction of several agents at the same time.
e Multiple supervisors can monitor the next interactions of the same agent.

¢ Workspace does not limit the number of concurrent chat iterations that a supervisor may
monitor. The maximum number should be determined by the policies of your company.

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 Workspace (see Lesson: Logging in to Workspace).
Start

1. Use the Team Communicator in the Main Window to find an agent (see the Main Window Team
Communicator figure) in the agent group to which you have been assigned as a Supervisor.
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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 continuously the interactions handled by an agent (starting from the current one or the next
one depending on how your administrator has set up your environment), select Next Interactions.
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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
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being monitored, an eye icon is displayed next to the party-interaction icon in the Chat Interaction
window on the agent's desktop.
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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:

F e,
e End Monitoring—Click End Monitoring () in the Supervisor controls of the Call Actions
toolbar to end the monitoring session.

e Barge-in—Click Barge-in () in the Supervisor controls of the Call Actions toolbar to join the
monitored chat session. Both parties will be able to see your messages. You can switch back to

monitoring by clicking End Chat ( ) in the Call Actions toolbar.

e 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
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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 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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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 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
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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.
e You are logged in to a Chat channel in Workspace (see Lesson: Logging in to Workspace).

Start

1. Use the Team Communicator in the Main Window to find an agent (see the Main Window Team
Communicator figure) in the agent group to which you have been assigned as a Supervisor.
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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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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
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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:

F e
e End Monitoring—Click End Monitoring () in the Supervisor controls of the Call Actions
toolbar to end the coaching session.

e Barge-in—Click Barge-in () in the Supervisor controls of the Call Actions toolbar to join the

monitored chat session. Both parties will be able to see your messages. Your coaching session ends
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.

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).

Workspace Desktop Edition User's Guide 379



Team Lead Functionality

Monitor Coach And Barge-in Interactions

= Genesys « Workspace

Jim Miller
@ Logged Off

Jim Miller
Ready

A
X stop Coaching 3
%, Call

# Send Instant Message

Y Add to Favorites

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

Switching Team Supervisor Modes

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-in in the Supervision bar.

* Coaching to barge-in—Click Barge-1in 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.

Tip
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All switching modes are available for the Chat channel; however, depending on the technical environment
of your voice channel, the following voice specific supervisor switch-modes might not be available:

Switching from coaching to barge-in

Switching from monitoring to barge-in
Switching from monitoring to coaching
Switching from coaching to monitoring

Switching from barge-in to coaching

If you are an administrator and require technical details about these limitations, see Monitoring SIP, Cisco
UCM, or Skype for Business voice interactions in the Workspace Desktop Edition Deployment Guide.

Related Information

¢ Team Lead

If you want to monitor the status of your agents you can use Genesys Pulse:

¢ Dashboards and Wallboards in the Genesys Pulse Help
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Workbin and Queue Management

In this lesson, you will learn how a Team Lead (supervisor) can view and manage the contents of the
workbins of the agents or agent groups that he or she supervises. You will also learn how to view and
manage the contents of queues by viewing "snapshots" of the interactions in the interaction
database.

This lesson contains the following sections:

¢ Using the My Team Workbins Explorer

* My Interaction Queues Management

My Team Workbin Management

Interactions can be routed to the agents that you lead and can be stored in their workbins to be
handled at any time. Also, your agents might choose to store draft and in-progress interactions in
their workbins. Sometimes it might be necessary to move the interactions from an agent's personal
workbin to the workbin of another agent, to your own workbin, or to a queue. Use the following
procedure to move an interaction from the workbin of one agent to the workbin of another agent.

Lesson: Using the My Team Workbins Explorer
Purpose: To view and manage the contents of the workbins of agents that you lead.

Prerequisites

e Your account is configured as a Team Lead/supervisor of a group of agents.
¢ Your account is configured to manage the workbins of the agents that you lead.

¢ Your account is configured to move interactions to a queue.

Start

1. In the Main Window, click the Access and use Workspace supporting views button (E) to display
the Supporting Views menu, then select My Team Workbins. The My Team Workbins view contains
a list of all of the agents that you lead.

2. In the Workbins Explorer view, click the name of the agent whose workbins you want to view and
manage. The list of workbins is displayed under the agent name.

3. Click a workbin to display its contents in the Workbin view to the right.
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Workbins view in the My Team Workbins view of the Workspace Main
Window

4. Click an interaction to select it. The contents of the interaction are displayed in the Details tab. You can
also view the Notes and Case Data tabs by clicking them.
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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.

5. Depending on the permissions that are granted to you, you can choose to move the selected interaction
to the workbin of a target agent or to a queue:

¢ To move the selected interaction to a workbin, click Move to Workbin (ﬂ). The Team Communicator
is displayed.

a. In the Team Communicator search field, enter the name of the target agent or agent group.

b. From the list of targets that is displayed, click the Move to Workbin action menu that is beside
the name of the target in the list to view the list of workbins that belong to the target.

c. From the list of workbins, click the name of the target workbin.
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SIP5321 - My Draft E-mails
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Selecting a target workbin from the Team Communicator

d. In the confirmation dialog box, click Yes to move the interaction to the target workbin or click No

to cancel the action.

e. If you clicked Yes, the interaction is moved to the target workbin.

* To move the selected interaction to a queue, click Move to Queue (-*:ll). The Team Communicator is

displayed.

a. In the Team Communicator search field, enter the name of the target queue.

b. From the list of targets that is displayed, click the Move to Queue action menu that is beside the

name of the target in the list.

c. From the list of queues, click Move to Queue.
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- email-auto-queue-result-checking

Selecting a target queue from the Team Communicator

email-aulo-queus-aulo-response

-redirect

d. In the confirmation dialog box, click Yes to move the interaction to the target queue or click No

to cancel the action.

e. If you clicked Yes, the interaction is moved to the target queue.

End
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My Interaction Queues Management

Interactions are routed to queues for processing. Sometimes interactions might remain in a queue for
a longer period of time than your business requirements want. The My Interaction Queues view
enables you to view the contents of your Interaction Database by criteria that are specified by your
administrator.

Sometimes it might be necessary to move the interactions from a queue to the workbin of another
agent, to your own workbin, or to a different queue. Use the following procedure to move an
interaction from a queue to a workbin or another queue.

Lesson: Using the My Interaction Queues Explorer
Purpose: To view and manage the contents of the Interaction Database by using a filtered view.

Prerequisites

e Your account is configured to manage interaction queues.

e Your account is configured to move interactions to a queue.

Start

1. In the Main Window, click the Access and use Workspace supporting views button (=) to display
the Supporting Views menu, then select My Interaction Queues. The My Interaction Queues view
contains a list of all of the interaction filters that are configured by your administrator.

2. In the Workbins Explorer view, click the Interaction Queue that you want to view and manage. The list of
queues is displayed under the filter name.

3. Click a queue to display its contents in the Workbin view to the right.
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Workbins view in the My Interaction Queues view of the Workspace
Main Window

4. Click an interaction to select it. The contents of the interaction are displayed in the Details tab. You can
also view the Notes and Case Data tabs by clicking them.
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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.

5. Depending on the permissions that are granted to you, you can choose to move the selected interaction
to the workbin of a target agent or to a queue:

¢ To move the selected interaction to a workbin, click Move to Workbin (H’). The Team Communicator
is displayed.

a. In the Team Communicator search field, enter the name of the target agent or agent group.

b. From the list of targets that is displayed, click the Move to Workbin action menu that is beside
the name of the target in the list to view the list of workbins that belong to the target.

. From the list of workbins, click the name of the target workbin.
Jim Miller
Feady

Move to "My Draft E-mails’ workbin a

W
| & Move to "My Inbound E-mails in Progress' workbin
¥ Add to Favorites

Selecting a target workbin from the Team Communicator

d. In the confirmation dialog box, click Yes to move the interaction to the target workbin or click No
to cancel the action.

e. If you clicked Yes, the interaction is moved to the target workbin.

« To move the selected interaction to a queue, click Move to Queue (Zll). The Team Communicator is
displayed.

a. In the Team Communicator search field, enter the name of the target queue.

b. From the list of targets that is displayed, click the Move to Queue action menu that is beside the
name of the target in the list.

c. From the list of queues, click Move to Queue.
0 email-auio-queus-auto-response

<l Move to Queue k L-erlc-r-p{c-l:esslng

Add to Favontes
-redirect

n email-aulo-queue-result-checking
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Selecting a target queue from the Team Communicator

d. In the confirmation dialog box, click Yes to move the interaction to the target queue or click No
to cancel the action.

e. If you clicked Yes, the interaction is moved to the target queue.

S

6. If you want to update the "snapshot" view of the Interaction Queues, click Refresh (&).

End

Related Information

e Workbins

e Team Lead
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Change agent state and log off agents

[Added: 8.5.126.07]
In this lesson, you will learn how to change the status of the agents that you supervise.

This lesson contains the following sections:

* Changing the status of an agent

¢ Log off an agent

Changing the status of an agent

The Change Agent State feature is useful if you discover that an agent is in the wrong state. You can
use the Team Communicator Action menu to set an agent to Ready or Not Ready (Not Ready Reasons
are not supported) on all channels, which means all the channels that are listed in the menu, or on
specific channels.

* If an agent has set their status to After Call Work, Not Ready <with the reason>, or
Do Not Disturb, these are displayed as Not Ready in Team Communicator.

¢ Since Team Communicator does not support these statuses, you cannot set an agent
status from Ready to After Call Work, Not Ready <with the reason>, or Do Not
Disturb, only to Not Ready.

Lesson: Changing the status of an agent
Purpose: To change the status of an agent who is currently in the wrong status.

Prerequisites

* You are logged in to Workspace (see Lesson: Logging in to Workspace).
* You are the Team Lead or Supervisor for an agent or agent group.

¢ Your account is set up to allow you to change the state of an agent that you supervise.

Start

1. When you identify that an agent is in an incorrect state, search for that agent in Team Communicator by
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entering their name in the search field. You can filter by Agent, recents, and favorites.
S Workspace

Jim Miller
& Mo Ready

2. If the agent's status is Not Ready and you want to change it to Ready, click the Action menu, then
select Set Ready and then either All Channels, which means all the channels that are listed in the

menu, or the specific channel that you want to set to Ready. The agent's state will be set to the new
state.

< Workspace

Jim
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L - Jim Miller
0 Mol Regdy
| % Call

| @ Send Instant Message

| & Monitor Next Interactions

X Coach Mext Interactions

Set Ready v Al Channels
® Log Off Channels q
¥ Add to Favorites mstant messaging
chat
email
webcallback

3. If the agent's status is Ready and you want to change it to Not Ready, click the Action menu, then

select Set Not Ready and then either All Channels, which means all the channels that are listed in
the menu, or the specific channel that you want to set to Not Ready. The agent's state will be set to
the new state.
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End

Log off an agent

The Log off Agent feature is useful if you discover that an agent has forgotten to log off after their
shift. You can use the Team Communicator Action menu to log off the agent on all channels; this is
beneficial because it ensures that your company is not unnecessarily consuming seat/concurrent
media licenses, and it also prevents interactions from being routed to an agent who is not present but
is configured for auto-answer!

The Log Off feature is not available for agents who are currently handling an
interaction.

Lesson: Log off an agent
Purpose: To log off an agent who is currently logged on.

Prerequisites

* You are logged in to Workspace (see Lesson: Logging in to Workspace).
* You are the Team Lead or Supervisor for an agent or agent group.

e Your account is set up to allow you to log offan agent that you supervise.

Start
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1. When you identify that an agent is logged on but should be logged off, search for that agent in Team
Communicator by entering their name in the search field. You can filter by Agent, recents, and
favorites.

S Workspace
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. Jim Miller
-
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2. If the agent is status is Ready, Conditionally Ready, or Not Ready (or anything other than Logged
Off) and you want to log them off, click the Action menu, then select Log Off Channels. The agent will
be logged off all channels.
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Set Not Ready b
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End

Related Information

¢ Team Lead

e Team Communicator
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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.

This topic contains the following sub-topics:

* View KPIs And Statistics
* Receive Business And System Messages
¢ Connect to your voicemail messages

* Personalize Your Workspace
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View KPIs And Statistics

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 two ways to view the My Statistics view:

* From the My Statistics tab of the Main Window Workspace (see Lesson: Viewing your Key
Performance Indicators (KPIs))

¢ 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
* 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: 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

* You are configured to view your KPlIs.

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

Start
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1. Click the Access and use Workspace supporting views button (==) to display the Supporting
Views menu, then select My Statistics. 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.

| WGme Wotpeoe o=z e 0]

The My Statistics tab in the Main Window Workspace view
2. You can perform the following functions in the My Statistics tab:
e Click column heads to change the sort order of the KPIs.

e Right-click the My Statistics tab to access the shortcut menu that enables you to do the following:
e Show or hide columns

¢ Show or hide KPIs
e Turn KPI filtering on or off to show only items that have warnings

3. To close the Workspace view, click Workspace.

End

Viewing Contact Center Statistics

There are two 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 contact center resources)

¢ 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 contact 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:

e Error/Warning Level—The error or warning level if either is exceeded

¢ Contact Center Resource—A description of the type of object, such as a queue or a Routing Point
e Description—A description of the statistic

¢ Value—The value of the statistic
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Lesson: Viewing statistics about contact center resources

Purpose: To view statistics that summarize the states of various conditions that are monitored by
your contact 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 Workspace (see Lesson: Logging in to Workspace).

Start

1. Click the Access and use Workspace supporting views button (=) to display the Supporting
Views menu, then select Contact Center Statistics. The list of statistics about objects in your
contact 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.

2. 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
¢ Show or hide statistics

e Turn statistics filtering on or off to show only items that have warnings

3. 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
Contact Center Statistics tab in your Workspace, or by using the Statistics Gadget. The Statistics
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Gadget is a view of statistics that you can leave open all the time.

The Statistics Gadget displays statistics in two ways:

¢ |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 Workspace (see Lesson: Logging in to Workspace).
Start

1. To show the Statistics Gadget, select Show Statistics Gadget from the Main Menu in the Main
Window. The Statistics Gadget is displayed (see the Workspace Statistics Gadget figure).

My Statistic

KPI m €
Current Ready duration
00:00:35

“rp (1)

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 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.

* Click a warning or error icon to scroll immediately to the next statistics that is in a warning or error
state.
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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: ﬂ-
The Tagged Statistics view is displayed below the Statistics Gadget ticker view (see the Workspace

Statistics Gadget Tagged Statistic view figure).

SIP Voice Queue £
Mumber of agents logged in t..
2

Workspace Statistics Gadget Tagged
Statistic view

5. You can tag more than one statistic at a time. The Tagged Statistics view expands to accommodate
several statistics in a single view (see the Workspace Tagged Statistic View stack figure).

My Statistic
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Total number intemal calls
20

“ B » (1)

SIP Voice Queue &
Mumber of interactions distri...
0 0
SIP Voice Queue £
Mumber of agents logged in t..
2

Workspace Tagged Statistic View stack

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.
e Click the Graph View button to view the statistic as a graph: m

¢ Click the Text View button to view the statistic as text:

End

Related Information

¢ My Statistics

¢ Contact Center Statistics
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Recelve Business And System Messages

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

Receiving 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 Workspace (see Lesson: Logging in to Workspace).

Start

1. In the Main Window, click the Access and use Workspace supporting views button (==) to display
the Supporting Views menu, then select My Messages. You can 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
Workspace Main Window showing the Message Area open and displaying current messages figure).
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Workspace Main Window showing the Message Area open and
displaying current messages

Workspace Desktop Edition User's Guide 398



Contact Center Tasks Receive Business And System Messages

2. To read a message that is displayed in the Message Area, do one of the following:

e 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.

Depending on the configuration if your system, you might be able to mark some or all messages as
read/unread or delete messages. To perform an action on a message do one of the following:

* Right click an unread message in the message view and select Mark as Read from the context
menu.

* Right click a read message in the message view and select Mark as Unread from the context
menu.

* Right click a message in the message view and select Delete from the context menu.

3. If a new message is directed to you, the My Message interactive notification is displayed on your
desktop (see the Workspace My Messages interactive notification figure).

Information

Supervisor

e Important
Advice

New promoiion starts tomormow

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.

e 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 Workspace Business Message window
figure).

Subpect-  Achnoe
Sender  Supervsor
e Priority.  Important
Dade 03/04/201 4 150856
Adence: John

Mew promohion S1ans lomorow

Workspace Business Message window

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:
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 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.

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 Workspace Main Window showing the Message Area open
and displaying current messages figure).

End

Related Information

¢ My Messages
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Connect to your Voicemail Messages

[Added: 8.5.100.05]

In this lesson, you will learn how to determine whether you have waiting voicemail messages and
how to connect to your voicemail box.

Tip
Workspace might be configured by your administrator to enable you to view your

voicemail boxes and connect to your voicemail boxes by using the Workspace main
view.

Lesson: Connecting to your Voicemail Messages

Purpose: To determine whether or not you have unplayed voicemail messages and to connect to
your voicemail boxes.

Prerequisites

e Your account is enabled to view the status of your voicemail box in the Workspace main view.
* You are logged into Workspace (see Getting Started).

¢ You have unplayed voicemail messages.

Start

1. If you have unplayed voicemail messages, a "messages waﬂ\g indicator" ('B) is displayed on the
Access and use Workspace supporting views button (=).

Tip
The message waiting indicator displays the number of unplayed messages in your voicemail box(es) and the
number of unread system messages. Your system administrator can configure Workspace to display the sum

of the number of messages in your personal voicemail box, group voicemail boxes, and/or your My
Messages view.

2. To view the status of your voicemail boxes, hover your mouse pointer over the message waiting
indicator. A tooltip is displayed that lists the number of messages in each of your voicemail boxes and
the My Messages view.

3. To access your voicemail box(es), click = to display the Supporting Views menu.

Your voicemail boxes are displayed in the menu.
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If you have voicemail messages that you have not played, a "messages waiting indicator" (6) is
displayed beside the name of each of the voicemail boxes that your administrator has granted you
access.

4. To call your voicemail box, select it from the Supporting Views menu.

A new internal interaction is launched.

5. Use the keypad to enter your authentication.
End

See also: View and Connect to Your Voicemail Messages in the Workspace 8.5.1 Help.

Related Information

* View and connect to your Voicemail messages
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Personalize Your Workspace

[Modified: 8.5.109.16, 8.5.100.05]

You can change the appearance of the Workspace interface by choosing a predefined appearance
from the Change Theme submenu. This lesson contains the following section:

¢ Changing the Appearance of Workspace
e Changing the Zoom of Text Fields

Changing the Appearance of Workspace

You can change the way that Workspace looks by using a menu selection. Workspace provides the
default 8.5 theme, the classic 8.1 Blue theme, and two alternate 8.1 themes: Royale and Fancy.

Tip

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 appearance of the Workspace interface.

Prerequisites

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

Start

1. The flat grey appearance of Workspace is the default color scheme; it is called the Default theme (see
the Main Window, displaying the Default theme figure).
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Main Window, displaying the Default theme

To change the color scheme of Workspace, in the Main Window, open the Main Menu (see the Main Window Main menu figure).
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2. Select a different theme from the Change Theme submenu (see the Main Window Main Menu, displaying
Change Theme to Blue option figure).
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Change Theme (8 B Default
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Main Window Main Menu, displaying Change Theme to Blue option

Workspace provides three additional themes that are based on the 8.1 interface, which are called Blue, Royale, and Fancy.

* Your system administrator might have configured additional theme options from
which you can choose.

e For visually impaired agents, your administrator can configure the system to make
the Workspace High Contrast theme available to you in the Change Theme menu.
This theme is designed to meet the Web Content Accessibility Guidelines (WCAG)
2.0, with some limitations. This theme might already be available to you.

3. A Workspace message is displayed to inform you that the new theme will be applied the next time that
you start the Workspace application (see the Workspace message figure).

A Thee nisw thirme will e applied when you restart your application

Workspace Change Theme message
Click OK to dismiss the message.

4. Exit and then restart Workspace.

The Main Window and all the other windows of Workspace are displayed with the new theme (see the
Main Window displaying the Blue theme figure).
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End

Changing the Zoom of Text Fields

[Added: 8.5.109.16]

Your environment might be set up to allow you to use the Zoom slider control in the Main Menu to
set the size of the text in various Workspace windows, including:

¢ M (text entry, transcript, and interaction data tooltip)

e Chat (text entry, transcript, and interaction data tooltip)
¢ Email (text entry and inbound email view)

e SMS (text entry, transcript, and interaction data tooltip)
e Interaction history (IM, Chat, Email, and SMS)

¢ Standard responses

e Social media (text entry only)

Lesson: Changing the zoom of text fields in the agent interface
Purpose: To alter the appearance of the Workspace interface.

Prerequisites

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

¢ Your adminstrator has enabled the zoom feature for text fields in your environment.

Start

1. Open the Main Menu.

Kate Lewis «

2. Choose Zoom to display the Text Zoom slider control.
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3. Slide the zoom control to the right to increase the size of text in text composition and transcript fields.
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| have sent you information.

On 3/28/2014 12:34 PM, Mark Avram wrote:
» Please send me information about opening a new account,

>

> M Avram

4. Slide the zoom control to the left to decrease the size of text in text composition and transcript fields.
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I hawve sent you information.

On 3/28/2014 12-34 PM, Mark Avram wrote:

» Please send me information about opening a new account.
=

= M Avram

5. Slide the zoom control back to 100% or click the Zoom Percent button to set the zoom level back to
normal view.
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I have sent you information.

On 3/28/2014 12:34 PM, Mark Avram wrote:

> Please send me information about opening a new account.
>

= M Avram

End

Related Information

* Manage your settings and preferences
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What's New in Workspace?

New in Workspace 8.5.128.07

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.128.07:

e Chat interactions might now automatically close and be marked done, either immediately or after a
certain time interval, when the contact disconnects. This feature is set up by your administrator.

New in Workspace 8.5.127.06

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.127.06:

¢ Agents can change the reading direction of the text when using a mix of right-to-left or left-to-right
scripts when replying to an inbound email interaction.

New in Workspace 8.5.126.07

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.126.07:

e Team Leads and Supervisors can now remotely change the state of an agent or log off an agent.

New in Workspace 8.5.122.08

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.122.08:
e The Chat interface has been improved in several ways:

* Instead of plain text, the chat transcript now displays the conversation in colored blocks to make it
easier to distinguish messages from different participants.

* A message not read indicator lets you know if your message was seen or not.

* Messages from older chat interactions with the same contact are now included in the chat transcript
to make it easier for you to find historical content from your current contact.

e The SMS and IM interfaces have been improved. Instead of plain text, the message transcript now
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displays the conversation in colored blocks to make it easier to distinguish messages from different
participants.

New in Workspace 8.5.118.10

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.118.10:

e You can now call or transfer calls to voicemail if this feature is available in your environment.

* You can now create and manage hyperlinks in outgoing email and other text based interactions.

* You can now use shortcut keywords to add responses to your outgoing text based interactions.

e You can now use a folder tree to search for and add or change case information in the Case Information
area of interactions.

New in Workspace 8.5.117.18

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.117.18:

* Your administrator might have enabled the feature that highlights your current interaction in the
Contact History view of the current interaction. If the current interaction is not on the first page of the
view, the view is scrolled to the position of the current interaction.

¢ Your administrator might have enabled the feature that requires you to specify a call result or
disposition before you transfer an Outbound campaign call to another agent.

¢ Your administrator might have enabled the feature that makes editable case information fields
mandatory. If so, a red asterisk is displayed next to the field in the Case Information view, and you will
not be able to close the interaction without editing the field.

New in Workspace 8.5.116.10

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.116.10:

¢ You can now view the search results in the Interaction Search view in either Grid view or Tree view. This
brings this view in parity with the My History and Contact History views.

e If you are allowed to work on more than one interaction at the same time, your administrator can now
specify whether or not new interactions that you accept have the focus, or appear in the background.
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New in Workspace 8.5.115.17

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.115.17:

* You can now send and receive files and images during chat interactions. See updates to the lesson,
Handling an inbound chat interaction.

* You can now send and receive emojis (emoticons or 'smileys') during chat interactions. See updates to
the lesson, Handling an inbound chat interaction.

¢ In Outbound Campaigns, rescheduling a callback has been modified. Your account might be set up so
that you cannot schedule personal callbacks.

¢ In Outbound Preview Campaigns, your account might be set up to enable you to manually enter a
phone number to call your contact.

New in Workspace 8.5.114.08

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.114.08:

¢ Your contact center might use Place Group pools instead of Places for login. Refer to Logging in to a
Place Group for more information.

New in Workspace 8.5.113.11

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.113.11:

* Workspace enables you to insert images into outgoing email interactions and to view and save images
that your contacts have inserted into inbound email interactions.

e Workspace enables you to insert TAB characters into outgoing email interactions unless your account is
configured for Accessibility.

e Workspace enables you to Forward emails in-line as well as forwarding emails as attachments. This
feature is available from the following views:

¢ Inbound email interaction
e My History
* Contact History

* Interaction History

The Chat Interaction bar now flashes to warn you about different changes to the status of a Chat
interaction. Infomration about this has been added to a tip in the Handling a Chat interaction lesson.
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New in Workspace 8.5.112.08

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.112.08:

e The login dialog box was modified to make it easier for agents who sit at different workstations to notify
the system that they are using a different Place (phone set and workstation).

New in Workspace 8.5.111.21

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.111.21:

¢ Your administrator might have added new call timers to your Workspace. For a demonstration of the
various call timers, including Total Duration, Hold Duration, and After Work Duration that might be
available for you to use, see the Call Timers section in the Workspace 8.5 Help.

* Workspace now supports Genesys Mobile Server (GMS) Callback interactions. You can handle Callback
interactions directed to you by the system, or create Callback interactions for a contact.

New in Workspace 8.5.110.13

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.110.13:

* You can now search/filter the list of interactions in a Workbin or Interaction Queue.

* You can now manually refresh the list of interactions in a Workbin.

¢ You can now receive, handle, and view Multimedia Message Service (MMS) images sent from your
contacts and transfer them to internal targets.

¢ You can now mark interactions that are in the "in-progress" state as Done and delete outbound email
interactions in the Contact Interaction History, My History, and Interaction Search views. Refer to the
following lessons:

¢ Manage Contact History
* Manage Your History
* Manage Contacts and Contact Information

e Find Interactions

New in Workspace 8.5.109.16

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.109.16:
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e |If your administrator has enabled the feature, you can now adjust the size of text in text composition
and transcript fields.

* You can now suspend and reinstate a party in a conference call to temporarily prevent a party from
listening to the call and talking in the conference.

¢ Your administrator might have set up your account to automatically dial Preview and Push preview
campaign interactions.

¢ Information has been added for agents working in Remote and Virtual Desktop Environments regarding
trouble shooting the Workspace SIP Endpoint during login and disconnection.

New in Workspace 8.5.108.11

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.108.11:

* When you Log In, you can uncheck media that you are not going to use in your session.

¢ You can Manage Your Status to logoff media channels during your session.

* When you Handle A Chat Interaction you might be allowed to see what your contact is typing before
they send their message to you.

¢ You might now be able to use a folder hierarchy to choose Disposition Codes.

New in Workspace 8.5.106.19

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.106.19:

* A note about auto-collapsed interaction control bars in the Interaction Toolbar has been added.

New in Workspace 8. 5.105.12

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.105.12:

¢ Your administrator can now configure your system to display a message any time that you try to send a
Chat, Email, or SMS interaction that contains misspelled words.
e You can now double-click a Standard Response to insert the content into your interaction.

e |If your account is configured for auto-answering inbound interactions, you might be able to preview the
inbound interaction before it is auto-answered. the following lessons have been updated for this
feature:

¢ Handling an inbound voice interaction

* Handling a web callback interaction
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* Handling a push-preview Outbound-Campaign voice interaction
* Handling an inbound chat interaction

* Handling an inbound email interaction

¢ Handling an inbound SMS interaction

* Handling an inbound workitem interaction

New in Workspace 8.5.104.15

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.104.15:

e The Forward to an External Resource feature has been expanded to enable you to forward an email
interaction to multiple targets, including carbon copying targets, and to add instructions about the
email to the target(s).

e The Interaction Search feature enables you to find interactions based on multiple criteria, including
words in the body or transcript of the interaction.

* The Manage Contact History topic was modified and divided into subtopics:
* Manage Contact History
* Manage Your History
* Manage Contacts and Contact Information

¢ Find Interactions

New in Workspace 8.5.103.10

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.103.10:

* A note has been added to the Lesson: Starting a voice consultation about automatic or manual hold
release during a consultation call.

* In some environments you might be required to set a disposition code before you can transfer or
forward an email interaction.

New in Workspace 8.5.102.06

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.102.06:

e A note has been added to the Lesson: Logging in the Workspace about Single-sign on login.
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New in Workspace 8.5.101.14

The following content has been added to the Workspace 8.5.1 User's Guide for Workspace Desktop
Edition 8.5.101.14:

* When a Workspace application update is pushed out by your administrator, your system might be
configured to prevent you from rejecting the update. A note about rejecting updates has been added to
the following topic:

e Getting Started

* You can now print email interactions from the following views:
* Workbin
* Contact History
* My History

¢ Some agents might not have permission to edit some or all of the fields in a contact record. Notes have
been added to the following topics:

* Lesson: Adding a Contact

* Lesson: Updating Contact Information

* The following note was added to each lesson that includes information about accepting/rejecting
interaction notifications:

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.

New in Workspace 8.5.100.05

The following new content has been added to the Workspace 8.5.1 User's Guide for Workspace
Desktop Edition 8.5.100.05:
e The voicemail feature has been added.

¢ A note about using the Workspace High Contrast theme has been added to the Personalize Your
Workspace lesson.
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