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Notice

While reasonable efforts have been made to ensure that the information in this document is
complete and accurate at the time of printing, Avaya assumes no liability for any errors. Avaya
reserves the right to make changes and corrections to the information in this document without the
obligation to notify any person or organization of such changes.

Documentation disclaimer

"Documentation” means information published by Avaya in varying mediums which may include
product information, operating instructions and performance specifications that Avaya may generally
make available to users of its products and Hosted Services. Documentation does not include
marketing materials. Avaya shall not be responsible for any modifications, additions, or deletions to
the original published version of documentation unless such modifications, additions, or deletions
were performed by Avaya. End User agrees to indemnify and hold harmless Avaya, Avaya's agents,
servants and employees against all claims, lawsuits, demands and judgments arising out of, or in
connection with, subsequent modifications, additions or deletions to this documentation, to the
extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked websites referenced within this
site or documentation provided by Avaya. Avaya is not responsible for the accuracy of any
information, statement or content provided on these sites and does not necessarily endorse the
products, services, or information described or offered within them. Avaya does not guarantee that
these links will work all the time and has no control over the availability of the linked pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and software. Refer to your sales agreement
to establish the terms of the limited warranty. In addition, Avaya’s standard warranty language, as
well as information regarding support for this product while under warranty is available to Avaya
customers and other parties through the Avaya Support website: http://support.avaya.com or such
successor site as designated by Avaya. Please note that if you acquired the product(s) from an
authorized Avaya Channel Partner outside of the United States and Canada, the warranty is
provided to you by said Avaya Channel Partner and not by Avaya.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE,
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO OR SUCH SUCCESSOR SITE AS DESIGNATED
BY AVAYA, ARE APPLICABLE TO ANYONE WHO DOWNLOADS, USES AND/OR INSTALLS
AVAYA SOFTWARE, PURCHASED FROM AVAYA INC., ANY AVAYA AFFILIATE, OR AN AVAYA
CHANNEL PARTNER (AS APPLICABLE) UNDER A COMMERCIAL AGREEMENT WITH AVAYA
OR AN AVAYA CHANNEL PARTNER. UNLESS OTHERWISE AGREED TO BY AVAYA IN
WRITING, AVAYA DOES NOT EXTEND THIS LICENSE IF THE SOFTWARE WAS OBTAINED
FROM ANYONE OTHER THAN AVAYA, AN AVAYA AFFILIATE OR AN AVAYA CHANNEL
PARTNER; AVAYA RESERVES THE RIGHT TO TAKE LEGAL ACTION AGAINST YOU AND
ANYONE ELSE USING OR SELLING THE SOFTWARE WITHOUT A LICENSE. BY INSTALLING,
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DOWNLOADING OR USING THE SOFTWARE, OR AUTHORIZING OTHERS TO DO SO, YOU,
ON BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE INSTALLING,
DOWNLOADING OR USING THE SOFTWARE (HEREINAFTER REFERRED TO
INTERCHANGEABLY AS "YOU" AND "END USER"), AGREE TO THESE TERMS AND
CONDITIONS AND CREATE A BINDING CONTRACT BETWEEN YOU AND AVAYA INC. OR THE
APPLICABLE AVAYA AFFILIATE ("AVAYA").

Avaya grants you a license within the scope of the license types described below, with the exception
of Heritage Nortel Software, for which the scope of the license is detailed below. Where the order
documentation does not expressly identify a license type, the applicable license will be a Designated
System License. The applicable number of licenses and units of capacity for which the license is
granted will be one (1), unless a different number of licenses or units of capacity is specified in the
documentation or other materials available to you. "Software" means Avaya’s computer programs in
object code, provided by Avaya or an Avaya Channel Partner, whether as stand-alone products, pre-
installed , or remotely accessed on hardware products, and any upgrades, updates, bug fixes, or
modified versions thereto. "Designated Processor" means a single stand-alone computing device.
"Server" means a Designated Processor that hosts a software application to be accessed by
multiple users. "Instance" means a single copy of the Software executing at a particular time: (i) on
one physical machine; or (ii) on one deployed software virtual machine ("VM") or similar deployment.

Licence types

Designated System(s) License (DS). End User may install and use each copy or an Instance of the
Software only on a number of Designated Processors up to the number indicated in the order. Avaya
may require the Designated Processor(s) to be identified in the order by type, serial number, feature
key, Instance, location or other specific designation, or to be provided by End User to Avaya through
electronic means established by Avaya specifically for this purpose.

Concurrent User License (CU). End User may install and use the Software on multiple Designated
Processors or one or more Servers, so long as only the licensed number of Units are accessing and
using the Software at any given time. A "Unit" means the unit on which Avaya, at its sole discretion,
bases the pricing of its licenses and can be, without limitation, an agent, port or user, an e-mail or
voice mail account in the name of a person or corporate function (e.g., webmaster or helpdesk), or a
directory entry in the administrative database utilized by the Software that permits one user to
interface with the Software. Units may be linked to a specific, identified Server or an Instance of the
Software.

Database License (DL). End User may install and use each copy or an Instance of the Software on
one Server or on multiple Servers provided that each of the Servers on which the Software is
installed communicates with no more than an Instance of the same database.

CPU License (CP). End User may install and use each copy or Instance of the Software on a
number of Servers up to the number indicated in the order provided that the performance capacity of
the Server(s) does not exceed the performance capacity specified for the Software. End User may
not re-install or operate the Software on Server(s) with a larger performance capacity without
Avaya’s prior consent and payment of an upgrade fee.

Named User License (NU). You may: (i) install and use the Software on a single Designated
Processor or Server per authorized Named User (defined below); or (ii) install and use the Software
on a Server so long as only authorized Named Users access and use the Software. "Named User",
means a user or device that has been expressly authorized by Avaya to access and use the
Software. At Avaya’s sole discretion, a "Named User" may be, without limitation, designated by
name, corporate function (e.g., webmaster or helpdesk), an e-mail or voice mail account in the name
of a person or corporate function, or a directory entry in the administrative database utilized by the
Software that permits one user to interface with the Software.

Shrinkwrap License (SR). You may install and use the Software in accordance with the terms and
conditions of the applicable license agreements, such as "shrinkwrap" or "clickthrough” license
accompanying or applicable to the Software ("Shrinkwrap License").
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Heritage Nortel Software

"Heritage Nortel Software" means the software that was acquired by Avaya as part of its purchase of
the Nortel Enterprise Solutions Business in December 2009. The Heritage Nortel Software currently
available for license from Avaya is the software contained within the list of Heritage Nortel Products
located at http://support.avaya.com/Licenselnfo/ under the link "Heritage Nortel Products”, or such
successor site as designated by Avaya. For Heritage Nortel Software, Avaya grants Customer a
license to use Heritage Nortel Software provided hereunder solely to the extent of the authorized
activation or authorized usage level, solely for the purpose specified in the Documentation, and
solely as embedded in, for execution on, or (in the event the applicable Documentation permits
installation on non-Avaya equipment) for communication with Avaya equipment. Charges for
Heritage Nortel Software may be based on extent of activation or use authorized as specified in an
order or invoice.

Copyright

Except where expressly stated otherwise, no use should be made of materials on this site, the
Documentation, Software, Hosted Service, or hardware provided by Avaya. All content on this site,
the documentation, Hosted Service, and the Product provided by Avaya including the selection,
arrangement and design of the content is owned either by Avaya or its licensors and is protected by
copyright and other intellectual property laws including the sui generis rights relating to the
protection of databases. You may not modify, copy, reproduce, republish, upload, post, transmit or
distribute in any way any content, in whole or in part, including any code and software unless
expressly authorized by Avaya. Unauthorized reproduction, transmission, dissemination, storage,
and or use without the express written consent of Avaya can be a criminal, as well as a civil offense
under the applicable law.

Third Party Components

"Third Party Components" mean certain software programs or portions thereof included in the
Software or Hosted Service may contain software (including open source software) distributed under
third party agreements ("Third Party Components"), which contain terms regarding the rights to use
certain portions of the Software ("Third Party Terms"). As required, information regarding distributed
Linux OS source code (for those Products that have distributed Linux OS source code) and
identifying the copyright holders of the Third Party Components and the Third Party Terms that apply
is available in the Documentation or on Avaya’s website at: http://support.avaya.com/Copyright or
such successor site as designated by Avaya. You agree to the Third Party Terms for any such Third
Party Components

Note to Service Provider

The Product or Hosted Service may use Third Party Components subject to Third Party Terms that
do not allow hosting and require a Service Provider to be independently licensed for such purpose. It
is your responsibility to obtain such licensing.

Preventing Toll Fraud

“Toll Fraud” is the unauthorized use of your telecommunications system by an unauthorized party
(for example, a person who is not a corporate employee, agent, subcontractor, or is not working on
your company's behalf). Be aware that there can be a risk of Toll Fraud associated with your system
and that, if Toll Fraud occurs, it can result in substantial additional charges for your
telecommunications services.

Avaya Toll Fraud intervention

If you suspect that you are being victimized by Toll Fraud and you need technical assistance or
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support, call Technical Service Center Toll Fraud Intervention Hotline at +1-800-643-2353 for the
United States and Canada. For additional support telephone numbers, see the Avaya Support
website: http://support.avaya.com or such successor site as designated by Avaya. Suspected
security vulnerabilities with Avaya products should be reported to Avaya by sending mail to:
securityalerts@avaya.com.

Trademarks

The trademarks, logos and service marks ("Marks") displayed in this site, the Documentation,
Hosted Service(s), and Product(s) provided by Avaya are the registered or unregistered Marks of
Avaya, its affiliates, or other third parties. Users are not permitted to use such Marks without prior
written consent from Avaya or such third party which may own the Mark. Nothing contained in this
site, the Documentation, Hosted Service(s) and Product(s) should be construed as granting, by
implication, estoppel, or otherwise, any license or right in and to the Marks without the express
written permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya Inc.

All non-Avaya trademarks are the property of their respective owners. Linux® is the registered
trademark of Linus Torvalds in the U.S. and other countries.

Downloading Documentation

For the most current versions of Documentation, see the Avaya Support website:
http://support.avaya.com, or such successor site as designated by Avaya.

Contact Avaya Support

See the Avaya Support website: http://support.avaya.com for Product or Hosted Service notices and
articles, or to report a problem with your Avaya Product or Hosted Service. For a list of support
telephone numbers and contact addresses, go to the Avaya Support website:
http://support.avaya.com (or such successor site as designated by Avaya), scroll to the bottom of the
page, and select Contact Avaya Support.

Copyright Statement

The material in this Technical Training Guide has been prepared by ITEL. The copyright in the
material belongs to ITEL and no part of the material may be reproduced in any form without the prior
written permission of a duly authorized representative of ITEL. There are serious legal implications
for anyone seeking to reproduce the material or any part of it without ITEL’s permission.
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Overview

The IP Office Contact Center system can be configured with Email and Chat Utilities
that enhance the way customers interact with IP Office Contact Center Agents.

Required Information

To successfully utilize the IP Office Contact Center’s Chat service there are a number of
factors that should be considered. Some of these details should be checked and
discussed with the customer:

Chat Considerations

Are there adequate Multichannel Licenses available for the agents who will use
IP Office Contact Center’s Chat Services?

Does the customer have their own XMPP (Jabber) service that can utilized with
IP Office Contact Center’s Chat Service?

Will a separate “Chat Server” be required to run the XMPP service?

Have the following Ports been configured

5222/TCP (Client-to-Server)

5269/TCP (Server-to-Server)

5223/TCP Legacy-SSL: (SSL)

Have Agent Privileges been assigned for Chat?

The available Privileges include:

Agent Tab

e Break Time on the Phone Manages - This allows the agent to commence break
time from their Telephony View and simultaneously set break time for their Email
View and Chat View if they are also a Multi-Channel Agent..

Agent Tab — Chat Section

e Automatic Sign On - The agent will be automatically signed on to all Chat Agent
Groups to which they have been assigned
e Advanced Archive View - The agent has the option to use the chat archive.

Configuration Tab

e Chat Server - Allows the agent to configure Chat Server settings.
e Chat Settings - Allows the agent to configure Chat settings.
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An example, of the structure of an IP Office Contact Center XMPP address/ identifier is

as follows:

Domain

/ Name

sales@xmpp.abccompany.com

Topic Name (Jabber Hostname
Identifier) (XMPP Service)

XMPP - Extensible Messaging and Presence Protocol

IP Office Contact Center Email & Chat Service
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IP Office Contact Center Chat Service

How to setup and Use the CHAT on IP Office Contact Center

To use CHAT with IP Office Contact Center, an XMPP Service is required to be running
and available that the IP Office Contact Center can use for XMPP sessions.
XMPP is an acronym for Extensible Messaging and Presence Protocol.

A number of Email and Chat Settings are assigned during the initial installation of the IP
Office Contact Center server by using the configuration spreadsheet.

ChatServer :

Name of Chat (XMPP) Server for
identification in IPOCC. This can be an
arbitrary string (e.g. MyXMPPSrv),
max. 21 Characters. Name of
taskserver is derived from this:

TS_Chat_<Name>

nternaly used domain name for e-

Hostname of computer on
which XMPP server is

running, max. 29 characters

Domain name which is
served by the XMPP server,
max. 254 characters

mail. This is not the domain name of]
the customer’s e-mail server.
Must not be longer than 59

characters in addition with e-mail
username of agent or topic.
e.g. example.com

Chat-Server/

/

Z

k
I = Name XMPP Hostname XMPP Domain E-Mail Domain
ke —
1[ChatServer ipocc( ipoccl.chat ipocc0.global.avaya.com ||
Brief Instruction Base Data . Chap Agentgroups profiles .~ Agents . Job Codes . Topics Topic-AG Assignment Time Off .~ Data Import Detailled Description a2

Other parameters within the spreadsheet also define a number of additional Chat and

Email settings.

Specifies how many agents have to
remain signed on to the agent
jgroup. Only as many agents as
permitted by the quota can sign off,
Agent G rou p No further agent of this agent
igroup is allowed to sign off. The
sign off prevention is suspended, if
O T the ring timeout is exoeeded | %, when task type Chat |
E-Mail IRAITOED U = L33, U TIEGTTS diF dgETES
Q’ﬁ.
Telephony \ E-M*I
E z | €.
= = - = =
= Name ] = i o Comment
E 22 5| & 2 a|._5|2
I & == w E 2 == | =
— = © 5 @ ~ = [=] E =
= & = z - o - £z ==
g = o g = £ g =22 g
| ® o [=] [ — no | -
1[Group 1 X 0 0 15 X 0 X
2|Group 2 X 0 0 15 X 0 X
3|Group 3 X 0 0 15 X 0] X
4
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Profiles

X, when task type E-Mail

|1(, when task type Chat I

The agent is
automatically signed
on to all assigned
Privileges Telephony E-Mgil hat agent groups.
= = =
= 'g (=] = (=] [=]
= c - c - c
Name 5 T |2 | 5|Z| 5
- = = w o | w n | O 7]
. s | S 2lae = - ) @ ) @ )
= o= = o=
] o |2 2P F|=c] = 2= -9 2= -9 ]
= s EE|S|>2| = o ® = o= = o=
= ESE[S|FE| S SE|F- |2E|F | 2E
= 2 1 s9|E|x &= = = [T o | = |38
= R I e 2 = w 2= 0 =
o = | =m=eo|la|=T| = = = E = = = =
w W WO |- |FF-| o= o =t = o =L = o =L
Agents E-mail address used when
E-mail address which spedfies lAgent sends e-mails. Can differ
where replies to e-mails from an | [from agent’s original e-mail
agent should be sent to (e.g. a address and can be a topic's
topic's e-mail address). Max. 59 laddress. Max. 59 characters.
characters. The agent is
automatically signed
X, when task type on to all assigned
E-Mail agent groups.
Telephony E-Mail I / Chat
= b= = ﬁ
= [} = L [ = =
. ] - o = = w = = =]
Login Name g | a & |u 3 g a |5| @&
. o = = = . ) o =L = ) o )
= = £ o @ L] -3 -] - ] s |
= = 2 - £ =] o= = [ - o= > (o=
- (=5 2 a = L & [= = S & [= Lol
£ =85 SE E |ZE Ee.| 3 g =z e _|3 |58
5 [ T s £ EEEE by B £EE5c| & |[ES
w |l w = =L o= o=LO| - o w 0O | = |0
1| Supenisor X 1000 100 X
2|Agent01 X [1001 100 X X X |4
3|Agent02 X |1002 100 X X X ’X
4|Agent03 X _|1003 100 X X X X
automatically signed
lon to all assigned
agent groups.
Toplcs E-mail address of Topic combined from None: no job code can be entered at Only Job Codes with same
[Topic Name and domain. Domain is end of task. code length can be used for
taken from the e-mail settings on Use job code: job code can be entered a specific topic. See also
(worksheet Base Data. at end of task. sheet Job Codes.
Mail address + Domain has a max. Force job code: job code must be Range: 1-20
length of 59 characters. entered at end of task.
X, when task type
Telephony \* N E_Mail T J ~ Chat
- . 0 stz & \A = o £
5 5 o g |= £ P |E - e g
Name 23 e E] S |w E] 218 g 3 3
. ° = E3 E 2 2 | e = 2 | = H H <
g &5 29| Eg 3 2|2 = 3 2 |& = 2 2
: cf F 58| i3 S s |3 2 s S |5 2 S s
& iz £ |58 | ¢ | B Z 2 |3 3 2 2 | z Z 2
o | o e« o < S S 1= = S S = o S 3
1|Topic1_IX 20 01 5[1 - none X |Topic1@ipocc. global avaya.c|1 - none opic1@ipoccl. N
2|Topic2  [X 1-none X |Topic2@ipoccO global avaya.c|1 - none d Topic2@ipoccl. / r
20 02 5 om / chat
3|Topic3 X 1- none X |Topic3@ipocc0. global avaya.c|1 - none P X [Topic3@ipoccl.
20 03 om / chat ,/ [

Base Data.
Max. length is 254 characters.

JabberTd of Topic. Set here the part
before the "@" sign. As a suggestion the
topic's name is used. The domain is
taken from Chat Settings on worksheet

None: no job code can be entered at end of

task.

Use job code: job code can be entered at end

lof task.

Force job code: job code must be entered at

lend of task.

IP Office Contact Center Email & Chat Service
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Topic - AG Assignment

For each Topic - Agent Group
assignment a simple task flow is
created. For task type telephony the
task flow contains an announcement
for the case the call is queued.

Each topic can be assigned to exacthy
one distinct agent group.

For each Topic - Agent Group

assignment a simple task flow is
created. For task type telephony the
task flow contains an announcement
for the case the call is queued.
Each topic can be assigned to exactly
one distinct agent group.

L Chat

serial Telephony E-Mail
No. Topic AG Topic AG Topic AG
1|Topic1 Group 1 Topic1 Group 1 Topici Group 1
2|Topic2 Group 2 Topic2 Group 2 Topic2 Group 2
3|Topic3 Group 3 Topic3 Group 3 Topic3 Group 3

For details relating to the IP Office Contact Center initial installation, please refer to the
IP Office 9.0 IP Office Contact Center Installation Task Based Guide.

In the following example, the Openfire XMPP Service will be utilized. Other XMPP
services are available from a number of providers, for example ejabbered and Prosody.

The following areas of configuration will be examined:

1. The installation and configuration of the XMPP Service.
2. The configuration of existing Topics and Agents to Use CHAT.
3. Building a Call flow to facilitate a CHAT session.

a. Querying a CHAT message and responding automatically to customer.
b. Queuing the CHAT sessions and updating the Customer as to their
position in the CHAT Queue.
c. Configuring a 5 minute queue limit for the CHAT session.
d. Providing a Welcome message to the customer.
e. Providing an End of session message to the customer.
'S [Chat Flow]:Topict
Topict Tapic 1w [ChatText | - - . [Collectar | . [Any Agentd © . e
hbEh i e Ehnid SEEEEE
coooo oo matches T [waitz o
BRSSP BT ) R
....................... | e wwait i L
S DR HREPFT |
s oS Wait POS
o T R AT P R R
4. Configuring Chat scripts against the Chat topic.
5. Testing a Chat Session with XMPP client (Pidgin).
6. Using the CHAT web Java example provided in the install DVD, to link a Web

page to the IP Office Contact Center CHAT topics.

IP Office Contact Center Email & Chat Service 10 2014 12



IP Office Contact Center Email & Chat Services

Installing and configuring the XMPP Service

The Open fire XMPP Service is freely available for use. However before the software is
installed onto the Server, the FQDN (Fully Qualified Domain Name) of the server being

used for the XMPP Service should be determined.

Determining the Server’s Hostname

1. Open a command prompt on the Server by using the Start — Run option.

Y

il

Fun

=== Type the name of a program, folder, document, or Internet
resource, and Windows will open it foryou,

Open: |

W

% This task will be created with administrative privileges,

(0] 4

Cancel

Browse..,

2. In the Open field enter cmd and then click the OK button.

=7 Run
=== Type the name of a program, folder, document, or Internet
resource, and Windows will open it for you,
Open: crnd v

% This task will be created with adrinistrative privileges.

9] 4

Cancel

Braowse..,

IP Office Contact Center Email & Chat Service
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3. Type ipconfig /all and press Enter.

ommand Prompt

Microsoft Windows XP [Uersion 5.1.26881
CC» Copyright 1985-28@1 Microsoft Corp.

C:sDocuments and Settingssxmppripconfig ~all_

4. This will show all the network adaptors on the Server. Make a note of the IP
address of the network adaptor to be used.

¢+ | Command Prompt

C:\Documents and Settings:xmpp>ipconfig
Windows IP Configuration

Host Mame . . . . . . . . . . . : AMPP

Primary Dns Suffix - e . : ABCCOMPANY .COHM
Hode Type . . . . . P : Hybrid
IP Routing Enabled. . : HNo

WINS Proxy Enabled. . : No
DNS Suffix Search List. : ABCCOMPANY .COM

Ethernet adapter Local Area Connection:

Connection—specific DNS Suffix

Description Intel{R> PRO-188 UE Metwork Connecti

Physical Address. - P : B8-84-23-31-81-DE
[) nahbled I I e e . : Ho

: 192.168.42 .252
Suhmet—task— . . . . - e . : 255.255.255.8
Default Gateway . - e e . : 192.168.42.254
DHS Servers . . . - - e . : 192.168.42 .1

C:\Documents and Settings:xm
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5. In this example, the FQDN is xmpp.abccompany.com. This can be tested by

using ping on the

host name. Type ping hostname.Primary Dns Suffix e.g.

xmpp.abccompany.com and press Enter.

Command Prompt

Connection—spec
Description . .

Phyzical Address

Dhcp Enabled. .
IPF Address. -
Subnet Mask . .
Default Gateway
DHS Serwvers . .

C:~Documents and Settings xmppXping xmpp.abccompany.com

Pinging XMPP.ABCCOMPANY

Reply from 192 _168_42_252: hytes=32 time{imsz ITL=128
Reply from 192.168.42.252: hytes=32 time{ims ITL=123
Reply from 192.168.42.252: hytes=32 time<ims TTL=128
Reply from 192.168.42.252: hytes=32 time<ims TTL=128

Ping statistics for 192

Packets: Sent = 4, Received = 4, Lost = 8 (B loss>.
Approximate round trip times in milli-—seconds:
Minimum = Bms,. Maximum = Bms,. Average = Ams

C:~Documents and Settin

ific Suffix
- = = = = « = Intel(R> PRO-18A UE Metwork Connecti

: 28—84—23—31—31—DE
: No

: 192.168.42_ 252

: 255.255.255.8

: 192.168.42.254

: 172.168.42.1

COM [192.168.42.2521 with 32 hytes of data:

-168.42.252:

S EMpPP >,

1. To close down the command prompt, type exit at the prompt and press the
keyboards enter key.

Installing Openfire

2. A copy of Openfire can be obtained from the following web site
http://www.igniterealtime.org/downloads/index.jsp
save a copy on the desktop of the server to be used.

3. Right click on the

Openfire installation file and click Open.

Open 4
Run as at—jministrator
Troubleshoot compatibility
Pin to Start

Share with »

IP Office Contact Center Email & Chat Service 10 2014
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4. Then click Run as administrator.

Open

Run as administrator

Troubleshoot compatibility
Pin to Start

Share with »

5. The software installation process will commence.

5 installdj Wizard  |= '='-

g iOpenfire is preparing the install4] Wizard which will

guide vou through the rest af the setup process,

I Cancel

6. When prompted, click English and then select the OK button.

- Installer language | = I='-

Please select a language:
ﬁ e

= Cancel
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7. Click Next to continue.

= Setup - Openfire 3.8.2 |=[ex]

Welcome to the Openfire Setup Wizard

This will install Openfire on your computer,

It is recommended that you close all other applications before
continuing.

Click Next to continue, or Cancel to exit Setup.

Next > | I Cancel I

8. Read then licence agreement and click | accept the agreement and then click
the Next button.

= Setup - Openfire 3.8.2 =1|I5] -

License Agreement G;
Please read the following important information before continuing.

Please read the following License Agreement. You must accept the terms of this
agreement before continuing with the installation.

~
Please see README.html for full licensing terms for Openfir

Apache License
Version 2.0, January 2004
hoep: //wvww . apache . org/licenses/

TERME AND CONDITIONS FOR USE, REPRODUCTION, AND DISTRIBUT Vv
< m >

() 1do not accept the agreement

< Back Next > | ‘ Cancel
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9. Click the Next button to install Openfire in the default directory.

Select Destination Directory 6
Where should Openfire be installed?

Select the Folder where vou would like Openfire to be installed, then click Next.

Destination directory

C:\Program Files (x86)\Openfire \ | Browse...

| <Back || Next>

10.Click Next to Create an Openfire Menu folder.

Select Start Menu Folder 6

Where should Setup place the program's shortcuts?

Select the Start Menu folder in which you would like Setup to create the program's
shortcuts, then click Next.

Accessibility

Accessories

Administrative Tools

Avaya IP Office Contact Center
Maintenance

Sybase

System Tools

[w] Create shortcuts for all users
[} Don't create a Start Menu Folder

|<Back| Next> | | Cancel
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11.The Openfire installation process will continue.

- Setup - Openfire 3.8.2 =B [ x]
Installing O

Please wait while Setup inskalls Openfire on yaur compuker,

Extracting files. ..
liehrnail, jar

Cancel

12..Click the Finish button to complete installation and run the Openfire software.

Completing the Openfire Setup Wizard

Setup has finished installing Openfire on your computer, The
application may be launched by selecting the installed icons.

Click Finish to exit Setup.

[w] Run Openfire

= Setup - Openfire 3.8.2 ==

IP Office Contact Center Email & Chat Service
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13.The Openfire software will start.

Openfire 3.8.2 [May 30, Z014 1Z:00:1& PM]
Adwmin console listening at http: /A1lz27.0.0.1:5050

Launch Admin

14. .Click the Launch Admin button.

G Openfire =[O X

Openfire 3.8.Z [May 30, 2014 1Z2:00:16 PM])
Adnin console listening at http: //127.0.0.1:90390

Start Stop Launch Admin Quit
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15.We will now go through a setup wizard. Select the required language.In this
example English has been selected. Click the Continue button.

{= Openfire Setup: Welcome to Setup - Windows Internet Explorer

i, g 127.0/0.1 [ hedlBINIS

! Fila Edt View Favorites Tools Help

S Favoribes (5 Openfire Setup: Welcome to Satup

G openfire’ - .

Setup

Setup Progress
|

¢ Language Selection Welcome to Setup

Senver Seftings Welcome to Openfire Setup. This tool will 1ead you through the initial setup of the server. Before you confinue, choose your
Database Setlings preferred language:
Profile Setings

Admin Account
Choose Language

O Czech (ts_CD
O Deutsch (de)

@ English (21)
© Espaiiol (23)
O Frangais (1)
O Nederlands (nl)

O Polski (pl_PL)

O Portugués Brasileiro (n1_BR)

) Pycowi (ru_RU)

O Slavencina (sk)

© 3L (fij4E) Simplified Chinese (zh_CHN)

16.1n the Domain field type the Host Name.Domain Name of the customer and
then click the Continue button. The Console Ports can be left as default.

|G openfire”

Setup

Setup Progress
|

Language Selection Server Settings

* Sanver Settings

Below are host sattings for this server. Note: the suggested value Tor the domain ks based on the network setings of this machine.
Database Seftings

Prafile Setings Dormsin: [srmpp abecommars o /

Admin Arcount admin Console Port |agon

Secure Admin Console Port | 9091

The domain name was noted earlier in this guide.
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<+ | Command Prompt

C:\Documents and Settings>sxmpp>>ipconfig

Windows IP Configuration

ode Type . . . . . - =
IP Routing Enabled. . . .
WINS Proxy Enabled. . . .
DNS Suffix Search List. .

No
ABCCOMPANY .COM

Ethernet adapter Local Area Connection:

Connection—specific DNS Suffix . :
Description . . . . . . . . . . . = Intel(R> PRO/188 UE Network Connecti

Physical Address. . . - = BB-04-23-31-01-DE
Dhcp Enabled. . . . . : No

IP Address. . . . . . : 192.168.42_.252
Subnet Mask . . . . . : 255.255.255.0
Default Gateway . . . : 192.168.42.25%4
DNS Servers . . . . . : 192.168.42.1

C:\Documents and Settin

17.Change from Standard Database Connection to Embedded Database. Click the
Continue button.

t;) openfire

Setup

Setup Progress

vLanguage Selection Database Settings

vServer Settings Choose how you would like to connect to the Openfire database
Database Settings

Prafile Settings ( Standard Database Connection

Adrmin Account LIse an external database with the built-in connection pool
&) Embedded Database
" Use an embedded database, powered by HSQLDB. This option requires no extemnal database configuration
and is an easy way o get up and running quickly. However, is does not offer the same level of performance as

an exemal database
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18.0n the Profile Settings screen, click Default and then select the Continue
button.

6 openfire’

Setup

Setup Frogress

—
vLanguage Selection Profile Settings
v Serve Seltings Choose the user and group system 1o use with the server,
vDatabase Settings
+ Profile Settings Default
Admin Account Store users and groups in the server database. This is the best option for simple deployments.

O Directory Server (LDAP)
Integrate with a directory server such as Active Directory or OpenLDAP using the LDAP protocol. Users and
groups are stored in the directory and treated as read-onby.

() Clearspace Integration
Integrate with an existing Clearspace installation. Users and groups will be pulled directly from Clearspace
Clearspace will also be used for authenticating users, Please be aware that Clearspace 2.0 orhigher is

required

19.When prompted for the Administrator Account, change the Admin email Address
to the customer Administrators email address. For example:
administrator@abccompany.com

6 openfire’

Setup

Stup Progress

|
Aanguage Selection Administrator Account
+Server Setiings Enter $etings for thie Sysbem 3 dministrator SEC0umM (USbrmanms of“admin®) bilew. It 1S iMportant 1 chodse 4 password for this account that cannal bir easily guessed

518 5 etlirs and nurnbiers, You can § s § alreaty 5 3 e firs
vDatabazs Sattings :Lg?;;::; alpa 5! $ix charactirs 1ong and containing & mixaf lethers and nurmbiers, You can Skip this $lep ifyou hand Alniady Setup your admin account (ned far first

¥Frofile Settings /
- Adrmin Actaunt
Audrmin Ermasil AOress: | &drinictr stor@ABCCOMPANT.COM !

A vk emnad ackress 00 the mcn actount h
Hew Passmoid: ssssssssses

Confinm Password: sssssssssss
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20.Enter and confirm a system administrator password to be used with the
administrator account on the Openfire software and then press the Continue
button.

GJ openfire’

Setup

Sutup Progriess

I ——
+Languags Selection Administrator Account
+SErver Setings Enber settings for the system administralor accound (username of “admin®) bebow., Itis impostant to choose a password for the account that cannol be easity guessed -

JDatabase Settings :::;:::1’[::2(" al lpa st six characters long and confaining & mixof letiers and nurnbiers, You can skip this step ifyou have already setup your admin account fned for first
S
«Profile Settings

» Admin Account
Aedriiin Ernail Address: | g deinistrator@ABCCOMPANT,.COM
A i amia B aad 800 He SO BCCOUNE
]

Hivel PAsimont  sssssssnsas

Confinm PASswolt ssssssssses

21.The setup is now complete, click the Login to the admin console button.

GJ openfire’

Setup

Sefup Progress

—
vLanguage Selection Setup Complete!
v'Server Seftings This installation of Openfire is now complete. To continue:
Database Settings
vProfile Settings

o Nl AC oot Login to the admin console

Built by Jive Software and the lgniteReallime org community

22.In the username field enter admin and in the password field enter the Admin
password that was created earlier. Then click the Login button.

‘f ) i openfire Administration Console

[odmin j

USErnme password
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23.We will now add the account(s) to be used for the IP Office Contact Center
CHAT topic(s). Click the Users/Group tab.

6 openfire’

m UsersiGroups essinns Group Chat Plugins

Server Manager Server Scttings Media Services

+ S Informiation R
Server Information
Syslem Propefies erve ©

Language and Time
Below you will find senver information, pors baing used and lates1 néws about Opanfire

Clustering
Cache Summary Server Properiies )
Database Server Uptime: 10 minups - stied Jun 10, 2014 11:13:30.AM Ignite Realtime News

Logs Version: Openfire 36.2
Server Directory: CProgram FilesiOpenfire
Senver Name: xmpp.abccompamy.com

The ignite Realtirme feed ks cumently unavailable.

Email Settings The Ignite Realtime feed ks cumently unavailable.

Security Audid Viewer

Enviranmant
Java Vershon: 1.6.0_18 Sun Microsysiems Inc. - Java HotSpob{Thi) Clent v
Appsenver: [etyT xp-SHNAPSHOT
Host Name: ¥MPP
OS5 / Hardware: Windows X /186
Locale / Timerone: enl Groerrsich Maan Tirme (0 GMT)
Jdmva Memony B 10032 MB of 12181 WB (8.5%) used

Server Ports

Interface  Port Type DBescription

The standard port for clients 10 connect o the server. Connections may or may not be encrypted. You

All addresses 5222 0 Client to Sener ThTEPIReraTe : for this port

The port wsed for clents to connect 10 the sener uging the old SEL method. The old S5L method is not

All addresses 5223 9 Cliend to Server an XMPP standard rmethod and will be deprecated in the futwre. You can update the sec. zettings for
1his port

Al addregses 9090 Adrmin Console The por uged for unsecured Admin Congole access

All addresses 9091 4 Admin Console The port used for secured Admin Console access.

The port wsed for the procy serdce that allows file transfers 10 occur between two entities on the XMPP

Al addresses 7777 File Transfar Proxy network,

24.Click the Create New User option.

Note: Only CHAT topics require adding to the XMPP service, Agents do not need to
be added.

(J openfire mdines sdmin- Losad

Server [IEETEIETTES Sessions Group Chat Plugins

Users Groups

+ User Summany

Create New User User Summary

User Search
Advanced User Search

Total Users: 1-- Sorted by Usemame - Lisers per page: :mo v:

Online Username Name Created  Last Logout Edit Delete
el ol L May 30, r'a
1 & adrrin W Administrator 2014 L (<]

Built by,

rare and the Jonitel

] COmmunity
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25.Enter a Username for the topic as required. For example topicl.

Create New User

-~
Username: * 1:|:~|:-i-::1"‘r

Name: |

Email: |

Password: ™ ]

Confirm Password: * |

Is Administrator? [] (Grants admin access to Openfire)

| Create User || Create & Create Another | [ Ccancel |

26.Enter a Name for the topic. For example. topicl.

Create New User

Username: ™ topicl _—
__,.,-l""
Name: tapiclr
Email:
Password: * ]
Confirm Password: * |

Is Administrator? [] (Grants admin access to Openfire)

Create User || Create & Create Another | [ cancel |
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27.In this example, an

Create New User

Username: *
Name:
Email:

Password: *

email address is not required.

topicl

topicl

/

|

Confirm Password: * |

Is Administrator?

e

[] (Grants admin access to Openfire)

| Create User ||

Create & Create Another

|| Cancel |

28. Enter and confirm a Password for the topic and then select the Create User

button.

Create New User

Confirm Password: *

Username. ™ topicl

Name: topicl

Email: topicl@abccompany.com
Password: * W]

LLLL L L L L L L L ‘

Is Administrator?

] nts admin access to Openfire)

[ Create User

Create & Create Another

| Cancel

This password is initially set for the individually topic from the Chat tab.
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*.=[Topic] Topicl - Edit

Generall f’ Telephany ﬁEhat | 0K, |
Task zerver: ITS_EhatSewer I Job code. . | Cancel |

5 Reporting/AT Info |
Jabber |dentifier: IT opic1| @ abccompany.com
Skils.. |
Pazzword: I----------- |

L T a““*"‘*ﬂ*‘*‘kﬂ"“ - .
29.The new XMPP topic account is created.

G' openfire-

LT Users/Group: Sessions Group Chat Plugins

admin - Logout

Users Groups

User Summary ~
User Properties
User Options
User Properties
- Below is 3 summary of user properies

& Newuser created successfully

Delete User User Properties
Create New User Usemame: topict
User Search Status: & (Offling)
Advanced User Search Iz Administrator?: Mo
MName; topicl
Email lopicli@abccompany
Registered: Jun &, 2014
Groups: Mone

30.Click the User Summary link.
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(J openfire: imin - Logoss

Server || /5" Sessions Group Chat  Plugins

Users Groups
|_|3E‘r Summar.,r /

User Properties

User Options
+ User Properties
Below is a summary of user properties

& New user created successfully

Delete User User Properties

Croata New User Usemame topict

User Search Status & (Offline)

Advanced User Search Is Administrator? No
Name topict
Email @
Registered Jun5, 2014
Groups None

31.The Online presence will change to green when the setup has taken place in IP
Office Contact Center. If the icon does not change to green, you must start
Openfire manually after restart.

O openfire’ rin - Logous

Senver £ Sessions Graup Chat Plugins

Uiser Surimany
User Summary

eate Mew Liser

Total Users: 2 - Sored by LIsernare - USers per page;| 100 »

Online  Username Name Created Last Lagout Edit Delete
1 Adrminizirator Jun 2, 2014 ? 9
Topiel Jun 5, 2014 7 0
Name Created Last Logout Edit Delete
" Jun 2 =7 ’
1 Administrator ' | [
dministrato 5014
: Juns =2 ’
1 ' L
2 topic 2014 o

32.The configuration of Openfire is complete.

33.(OPTIONAL) You may wish to create another account on the Openfire that can
be used to test the system internally e.g. ‘customer’. Note that the ‘customer’
will only display as online when configured in IP Office Contact Center (as a
topic) or connected with a chat client (For example. GajimPortable).

IP Office Contact Center Email & Chat Service 10 2014



IP Office Contact Center Email & Chat Services

Create New User

Username; * custorner

Name: custormer

Email: customer@abccomany.com
Password: * esssenseene

Confirm Password. ™ eesessssssse

ls Administrator? q(Grants admin access to Openfire)

[ Create User ][ l Create & Create Another ][ Cancel ]
1
]

Online Usernam Name Created LastLogout
1 & admin Administrator %E?f 4
customer %E?f g
3 & topict topic1 gg?f .4

Edit Delete

(%)

Installing Openfire as a Service

Openfire can also be installed as a service. The openfire-service.exe is located in the
bin directory of the installation.

1.
2.
3

ok

Open a command prompt.

Navigate to the folder of Openfire / bin.
Enter the following command.
openfire-service / install

Openfire is registered as a service.
The startup type is set to Automatic.
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Configuring the existing Topic and Agents to Use CHAT

If all the CHAT settings are known and can be entered into the excel configuration
spreadsheet as part of the initial installation of IP Office Contact Center, additional
configuration is not required.

However, in the following example for demonstration purposes, the entire manual CHAT
configuration process will be illustrated.

1. Login to IP Office Contact Center with Administrative access.

Administrator ()

0:00

029/ |

Configuration System  Service Mindows Help

View, [ v]
B Break Time code | 3ePex | ZECHAP server | 2gvea | 4 Caunty | € Queve device | o2 Telephane | #85 Telephane group | "B Chat server | TChatscipt |
@ |@Toic | Mpbgenigow | @égent | QFiolle | EDTeam | ECustomer | 7 Evteral destination | 8 Workplace | g3 drnouncement | [B)dnouncement script | &7 VR |

2. Click Service and then select Chat server.

A |F Office Contact Center

Eile Goto Help

Systern BN Windows  Help

Agent Portal Configuration

i Reporting Filters... 1
Wiew: <Al ) ] '
Special Settings...
& il :
é—é P r; Telephone Settings... I iﬁéa
’ Topic ile Team
g Announcement Modules... I’
MName PBX. E-mail
Administratar Country Setting...
Alan Queue Device..,
Bob Telephene...
Dave
Hank Telephone group...
Scott CHAP Server...
Supervisor VEA...
Access Code Agents..,
Access Code Topics...
\ E-rnail Settings...
Chat server... “
Chat settings... ‘
lnadhoiian, . gl sl A | i w—-'ﬁ““‘-*..\_w_f
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3. Click the Create... button.

Configuration System Service Windows Help

Karen (8003)

View: <Al

@ | @ Topic

B Break Time code

| B Agent group
| >€pex

| @agent | 2 Profile
| FECHAP server

| 9 Team
| 7B ver

| E=)Customer
| @ Country

| 7' Btemal destination
| €2 Queue device

| & Workplace |
| ¥ Telephone

3 Annauncement

| (@ Announcement seript EvR |
| iTesrne g

Name Host name:

b AR aptattertnnn o il W gt Gt B g AP i g A At T A st g A pasetes e gttt o D st

Port

e

Chat Server settings can also be configured in the Configuration Spreadsheet used in

the installation of IP Office Contact Center.

Chat-Server
E = Name XMPP Hostname XMPP Domain
| 1[ChatServer CHANGE-ME CHANGE-ME
4. In the Name: field enter ChatServer.
& Chat server configuration - Create ﬁ
Mame: ChatServer */(
XMPP Server:
Port: 5222
Domain: |
Encryption: Automatic negotiation -
Task server:

IP Office Contact Center Email & Chat Service

102014 32




IP Office Contact Center Email & Chat Services

5. Inthe XMPP Server: field enter xmpp.

.
% Chat server configuration - Create

if

-
Marme: ChatSV
¥MPP Server: XMPR Cancel
Port: 5222
Domain: |
Encryption: Automatic negotiation -

Task server:

6. Inthe Domain:field enter the customer domain. For example abccompany.com

.
& Chat server configuration - Create

Mame: ChatServer | oK I
¥MPP Server: XMPP cancel
Port: 5222 __.-""

Domain: abcrompany. com 4

Encryption: Automatic negotiation -

Task server: Edit. .

7. Click the Edit... button.

-
% Chat server configuration - Create

Name: ChatServer l oK I
KMPP Server: XMPP Cancel
Part: 5222

Domain: abccompany.com

Encryption: Automatic negotiation \

Task server: Edit...
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8. Enter the hostname of the Server running the IP Office Contact Center.

2L [Task server] T5_ChatServer - Create

-

General

Marme:

TS_ChatServer

Hostname:

Start time:

Version:

Session-ID:

4

9. We can use the command prompt on the IP Office Contact Center server to

determine the host name.

10. Open a command prompt on the Server by using the Start — Run option.

c)

g

Open:

Fun

Type the name of a program, folder, docurment, ar Internet
resource, and Windows will open it foryou,

W

'&' This task will be created with administrative privileges,

)8

Cancel

Browise..,
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11.In the Open field enter cmd and then click the OK button.

= Fun

——e  Type the narne of a prograrn, folder, document, or Internet
resource, and Windows will apen it for you,

Open: crnd|

W

5 This task will be created with adrministrative privileges.

Ok

Cancel

Browse..,

12.Type ipconfig /all and press Enter.

X Administrator: ChWindowshsystem32hcmd.exe

sUserssAdninistratoripoconfig #all_
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13.This will show all the network adaptors and IP Configuration of the Server. Make

a note of the Host Name.

=X Administrator: CA\Windows\system32\cmd.exe Hm

slserssAdministrator>ipconfig sall

llindows IF Configuration

Hu;t Mame . . . = s e e e e e owow F IPOCC

NudeLType e e e e e e e e e e e

IP Routing Enabled. . . . . . . . Mo

WINS Proxy Enabled. . . . . . . . * Ho
Ethernet adapter Ethernet:

Connection—specific DNS Suffix

: Hybrid

Deseription . . . . . . . . . . . Intel{R> 1358 Gigahit Network Connection
Physical Address. . . . . . . . . * A4-5D-36-FC-FB-1C

DHCP Enabled. . . . . . . - - - - * Ho
Autoconf iguration Enabled . . . . : Yes

IPv4 Address. . . . . . . . . . . = 1%92.
Subnet Mask . . . . . . . . . . . = 255,
Default Gateway . . . . . . . . . 192.
DNS Servers . . e e e e e e s 192.

168 .42 .5<(Preferred’>
255.255.8

168 .42 .254

- 168.42.1

MetBIOS over Tcpip. . . . . . . . * Enabled

unnel adapter isatap.{BABDS8A7-1862-4BA6-98B?-31B13Y82D4E8> :

14. Now type exit and press the keyboards enter key to close down the command

prompt.

15.In the Hostname field enter the host Name of the IP Office Contact Center
server. In this example, the server’s hostname is IPOCC. Click the OK button.

-
£ [Task server] TS _ChatServer - Create ~_ li—:hj
General T ol |

| Cancel |
Mame: T5_ChatServer
Hostname: IPOCC /
Session-ID: 0
Start time:
Version:
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16.Click the OK button to confirm the settings.

P
& Chat server configuration - Create

Mame: ChatServer
s

XMPP Server: XMPP Cancel
Part: 5222

Diomain: abccompany. com

Encryption: Automatic negotiation -

Task server: T5_ChatServer

17. The new Chat server is displayed.

Karen (8003)

PRPNCIIN Configuration  System  Service Windows  Help

ﬁ View <Al -
@ | ®Topc | HAgertoow | @Aget | {iProfle | §PTeam | EACustomer | 7 Edemaldesinaton | 8hWorkplace | i Amnouncement | [ Amnouncement seipt | g#VR |
J B Break Time code | >€PEX | FECHAP server | #gvea | 4 Courtry | G Queue device | = Telephone | #5 Telephone group T Chat server
Name Host name Port Edit
ChatServer XMFP 5222
Create

Delste

B R s T O W " S e S er_te L NV SRy S L S
18.We will now configure Topic 1 to facilitate Chat. Click the Topic tab.

4:46/ 0:00 Karen (8003) ~

PRBRESRRN Configuration  System  Service Windows  Help

ﬁ wiew: <Al -
B Break Time code | >epex | FECHAP server | 2gvEn | @ Country | G Queve device | = Telephane | 8 Telephone aroup | T Chiat server |
J @D QTcpic k] m.‘\gem group } .ﬂ Agent I 41 Profile } @Team I [EZ] Customer I ' Bxtemal destination } sWorkplace } Jd Announcemert } @Mnouncemem script I @’\VH }

Name Tel E-mail Chat Number Active PBX E-mail address Edt...
Comparry Main Menu 7006 x PEXServer
Topic1 7001 PBXServer o

%
% %
Topic2 X 7002 X PBXServer
Topic3 % 7003 % PEXServer
Topic4 DFD X 7004 X PEXServer Delete
TopicAA X 7005 X PBXServer

Blocking periods

manite, | G * B T I e T N I e At Y U e
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19.Select Topic 1 and then select the Edit button.

Karen (8003) +

Configuration  System  Service  Windows Help

View: <Ailly

B Break Time code EES | FECHAP server | 3vEn | & Country | CdfQueue device | 6= Telephone | #& Telephane group | T Chiat server |
@& @ Topic |mngem gop | @Agent | fiProfie | §YTeam | ERCustomer | [ Bxtemal destination | @ Wokplace | g3 Announcement | [ Announcement scint | & IVR.

Name [ Te E-mail Chat Number Active PBX E-mail address
7006 PBXServer

Company Main Menu

7002 PBXServer

A < B
A < B

7003 PBXSenver
Topic DFD 7o04 PEXServer
7005 PBXServer

TopicAA

e M o g g B, s g, g, gt W st g5, sl e b I o Mttt e

20. Select the Chat Task Type.

@ [Topic] Topicl - Edit

5
General | £ Telephony | *ByChat |
Name: Topic 2block period...
Task types

Telephory
[] E-mail
Chat

R

Priority: 0 :
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21.Click the Chat Tab.

’
@ [Topic] Topicl - Edit

General | €* Telephony RChat |

Task server: TS_ChatServer (-]
Jabber |dentifier: @ abccompany.com
Password:

[ Job code. .. ]

| Repotting/RT Info |
| skls. |

22.In the Jabber Identifier field enter the XMPP name. For example Topicl.

’
@ [Topic] Topicl - Edit

[t

General | € Telephony eChat |

-
Task server: T5_ChatServer B

Jabber |dentfier:  topici & abccompary .com

Fassword:

[ Job code... ]

| Repotting/RT nfo |
| Skils. |

Cancel
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Note: This is the same name for the account previously configured for the IP Office
Contact Center CHAT topic.

Create New User
Usermame: ™ :topicl
Name: jtopicl
Email: topicl@abccompany.com
Password: * iooooooooooo -

Confirm Password: * :ooooooooooo

Is Administrator? [J (Grants admin access to Openfire)

[ Create user || Create & Create Another || Cancel |

23.In the Password field enter the XMPP password for the topicl account and then
select the OK Button.

rg napic] TDpiCl - Edit M ﬁ
General | ¢® Telephony  "eChat |
Task server: TS_ChatServer [:] [ doboode. | Cancel

| Reporting/RT Info |

Jabber ldentifier:  topici @ abccompany.com

Pas=zword: [ TITTITITTIT) \

| skls.. |
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24.Topic 1 is now configured for Chat.

Karen (8003) +

Agent Portal
ﬁ View <Al -
B Break Time code | s€Pex | FECHAP server | #gvea | & Country | € Queve device | = Telephone | @& Telephone group | " Crat server |
J @ @Topc  |Aentaop | @Aget | Profe | §JTeem | ECustomer | [ Extemel destiation | BhWorkplace | Jd Amnouncement | [ Amouncementserpt | @@ VR |
Neme Tel Emal | Chat [ Number Acive  PEX Email address Edt
Company Main Menu x 7006 x PEXServer =
Topic X X 7001 X PEXSever ate
Topic2 x 7002 x PBXServer
Topic3 X 7003 X PEXServer
Topicd DPD % o0 X PEXSsner
TopicAA x 7005 x PEXServer
ot a0 A et i, A e s 0 A . ottt P ittt Bt bl e s ]

25.Click the Agent group tab.

Karen (8003)

Agent Portal

B Bresk Time code | 3€PBX CHAP server | #@ven | & County | € Queue device | 6= Telephone | & Telephone group | T Chiat server |
J @ | ®Topic Bagenioowp M| Fagent | {Pufle | §HTeam | ENCustomer | 7 Bdemal destination | &hWorkplace | g Announcement | [ Amnouncement seipt | g#IVR |

o TN~ P = S T O TP T Aoy Sy

View, <l -

26.Select Agent Group Group1 and then select the Edit button.

B [@Tope WAomigow | RAgent |4l Pofle | BiTeom | ElCustomer | 7 Evemaldesingion | MbWorkploce | fd Arnouncement | [B) Armouncement scipl | i VA
Hame Wil AG Td E-mal Chat PEX Edi_
%
Gicup 2 b PEServer el Cizsle. . |
Gicup 3 * PE-Server r .
Cieate vitual AG...
Copy...
Dot

27.Select the Task Type Chat and the select the OK button.

(1] [Agent group] Group 1 - Edit =]
General l(’ Telephony | E E-mail [ % Chat ]
Name: Im ‘ [ Variables... |

Task types /

[#] Telephony
[ JE-mail

/421 Chat

Virtual AG: <None> | E
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28.We now need to configure the Agent profiles to use the IP Office Contact
Center’s Chat feature. It is recommended to use Profiles for your Agents. In this
example, Agents 1-3 were added to the STD Agent profile within the
configuration spreadsheet, as part of IP Office Contact Center’s initial installation.

29.Click the Profile Tab.

Karen (8003) -

Agent Portal Configuration  System  Service Windows Help

A

View <Al 4 -
B Break Time code | >ePex | FECHAP server VEA | @ Country | tdhQueve devics | = Telephone | #5 Telephone group | "eChat server
J @ | ®Topc  |Hroetgop | Fhcent L Poiie | 8D | ERlCustomer | (7 Btemal destination | &k Workplace | fd Amouncement | [ Announcement scipt | @7 IVR

Team

-‘LN@I[‘%»&N-“‘M\ PPy R G P L PR Y NP S TR N R PRy e ey ,p‘r-AO —

30. Select the Agents Profile that will be used and then select the Edit... button.

| @Tepic | WBAgentgop | Fagent  {IPole  |§HTesm | EDCustomer | Estemal destination | SbWorkplace | /3 Announcement | [BlArmouncement st | gPR |

" Hame Tel E-mal Chat P | Edi..

Create...

STD Supervisor

Supervisor Disfaut Cops...

Dedete

31.Select the Chat Task Type and then select the Chat tab.

f [Profile] STD Agent - Edit -

General l ¢® Telephony ] B E -mail ] %% Chat /

Mame: STD Agent] I
Authonization...
Task types Used for:
(] Telephony Agent
D E-mai Agentl
Agent2
B Agent3
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32.Click the Add button.

General | ¢* Telephony | EIE-mail " Chat |

Task server: ITS_ChaISewer

33.Click Groupl and then select the OK button.

Group 1

[T Fowa]

IP Office Contact Center Email & Chat Service 102014 43



IP Office Contact Center Email & Chat Services

34.Click the OK button.

2 [Profile] STD Agent - Edit

General' ¢® Telephony | E1 E-mail %Chat |

Task server: lTS_ChaIS erver “E /

i |

Welcome text: l ‘B

Group assignment

Prio Name A Add...
60 Group 1
<None>» Delete
<None>
<None> Up
<None> T

35.The Profile has now been changed.

@ | @Toc |Wocenigow | Phgen [ Fuoile  |§DTean | EHCustomer | (7 Ewemaldestinaton | EhWodplace | @ Announcement | [ Amnouncementseript | @PIVR |
Name Tel E-mai Chat Pex £t
Ageni Defaut i
STD Agent ® ® had PEXServes Create..,
STD Supervizce 0 ® PEXSmrves
Supervisor Delault i

To check or manually assign Chat settings to individual agents:

36.Click the Agent tab.

Karen (8003)

PYPRTIOMIN Configuration  System  Service Windows  Help

ﬁ View <Al -
B Break Time code | 3ePBx | 2€cHAP | Ve | @ Country | G Queve device | 1= Telephone | #5 Telephone group | "uChat server |
J @ | @Topic  |BhAcertooww  PhAget | fPofie | EJTesm | EFCusomer | 7 Bdemal destiation | &Workplace | 3 Announcement | [ Avnouncement seipt | g#VR |

= Edit ..
e, N T g _Ii"- . .bw \\.fma}‘ﬁ'ﬂ&wﬂ%-nwd%-\w“*‘m j{%&_@»—ﬂ"k~ EE=S P 5

37.Select an Agent who is going to use Chat and click the Edit button.

@ | @topic |Whgeioow  Dagen | {APofle | §PTeam | ElCustomer | (7 Evemaldestingion | Bbwokplace | J Amowncement | [@Announcement scipt | P IVR |

Mame Tel E-mai Chat Numbes PEX E-mai addiess Edi..
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38.Click the Chat Task Type and then select the Chat tab.

£¥ [Agent] Alan - Edit

General | ¢* Telephony | uChat

Task types
Telephony

System name: Agent 1

Login name: Agent1

[¥] Chat

[ ] Automn. sign on through Windows user account
Usemame: | N
Domain/computer: | - |

o
= H

39.Check that you can see the Chat Agent Group1 within the Group assignment

field that was added under Profiles.

[Agent] Agent1 - Edit

General[ £® Telephony I EA E -mail

Task server: |TS_Ehat5 erver

Welcome text:

Group assignment

Pric Mame

B0 Group 1
<{Mone>
<Mone>
<Mone>
<Mone>

IP Office Contact Center Email & Chat Service
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40.The Chat Task Type has now been assigned to Agent 1. Repeat the above steps
until all the Agents in Agent Group 1 have been assigned with the Chat Task

Type.
[A gent] A gent2

General | €* Telephony | EE-mail | %eChat |
| Task types
] Telephany

System name: |

Login name: |Agent2 ] ] E-mail '2nd password... l
(] Chat

Agent] Agenta EClt

General | €® Telephony | E21E-mail | % Chat |

Task types
S || T
. (V! Telephony
Login name: |Agent3 | [] E-mail 2nd password...
Chat
. [ it
oo wop o Cutorer | [ Estoenal destrfons | B Wokpiace | A Ao =L el | PR
Hame Tel E-mad Chat Humsber PiEs E-mad acddeess Edt
*® *® * PEAS e Agent] =]
Ageri2 | " B " FicServer Agenid@abocompary, com Cinle.
et ¥ k3 * * PHOS mremt Agend MBshocompany, com o
® # PEDS bt SupsivisoeBabee ooy, comn =

The next step in the Chat configuration process is to build a Call Flow that will facilitate
the Chat feature.
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Building a Chat Call Flow

1. Click the Go to menu and then select Task Flow Editor.

A |P Office Contact Center

File Goto Help

Age 1 Home

2 Telephony

3 Realtime information
4 Reporting

5 &gent Status Reports l HEPEX

B Contact Detail Reports E ] Iﬂﬂgem group
7 Error List

& Configuration

9 Ul config

10 Task Flowe Editar ".,1

11 WR-Editor

12 Dialer {

13 E-Mail configuration
14 Address book admin

2. Click Task flow set and then select Open.
A |IP Office Contact Center

File Goto Help

Agent Portal Task flow set Tools Help

DE”-\

e MJ-J*-J
3. Select the Active task flow set as required and then click the OK button.

T

E Impart TF-Set QK.
Queuelimit-280414

SD27052014 f

T azk Flow Example

T azkFlow-08-04-14

T azkFlow-GIL- 1-04-2014
T askFlow-hdPro-250414
T51

TSF-15052014
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4. Enter the password (if required) and then select the OK button.

Password -b E—‘

Enter the tazk flow set pazsword: 0k

| |

e S —— g

5. If the task flow set is currently in use click Yes to open a copy of this task flow
set.

The selected task flow set is the default task flow set
and cannot be opened.

Open a copy of this task flow set?

6. In the Name field enter a name for the task flow set and then click the OK button.

| [ty Generate new task flow se

M ame: NE0E2014TFSM | 0K, I
Author Adrmiriztrator Cancel

Pazgword:

Confirm pazsword:

Comment;
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7.

It is good practice to enter a descriptive Comment.

S5

M armne: OE0E2014TFS01

Authar: Adrinistrator

Cancel

Pazzword:

Confirm pazsword:

Comment: Creating a Chat Call Flaw

8. Click Edit and then select New —

Task flow set d Tools

Windows

Chat Flow.

Help

D=

Delete
gﬁ Task Flow

Select all

New*"'--ﬂ J

Delete symbols

Group...

Call Flow...
EMail Flow...
Chat Flow...

EMTF
Ctrl+A

9.

({3 New Chat Flow

Macro...
EMail Macro...
Chat Macro...

In the Name field enter Topicl and then select the OK button.

M ame: Topic

T azk Flow group: T elephory

) [omeas |

IP Office Contact Center Email & Chat Service
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10.1If required, the Chat Flow can be assigned to a previously configured group, in
this example a group named Chat has been selected.

Orevmrer

M ame;

T ask Flow group:

Topic

Chat 4%

nn!
T elephary

11.Click the OK button.

=
Fa

Cancel

©)

New Chat Flow

Mame:

Task Flow group: Chat

Topicl

OK

P

Cancel

12.The Chat Call Flow Topicl is displayed.

A [P Dfiice Contact Center

File Goto Help

Agent Portal

f
J

Wirind s

Task flowe et Edit  Tools Help

hed v & MEE I

vF1 06062014TFS01 | B List of symbols |

Fa

IP Office Contact Center Email & Chat Service
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13.Click the List of symbols tab.

A

Eile

Agent Fo

f
J/

rtal

IF Ofmce Contact Center

) Help

Go to

Task flow set  Edit Tools Windows Help

=E v & GE DB

| fTa 06062014TFS01 | B List of symbols

...... abc LEbE' :
------ T Tracetask

-I-{agr Sources
------ P Telephone calls

------- @ Voice mails

-mail

B& [Chat Flow]:Topicl

-'-ﬂ-hu..-“""““‘

14. A start point for a Chat session is required. This can be achieved using a Chat
element. Drag the element into the Chat Flow Working Area.

A |P Office Co

Eile Goto

Agent Portal

Help

Task flow set  Edit Tools

Windows

Help

f
J

FH IS LEDE
5§ [Chat Flow]:Topicl
------ abe Label i

------ TT Trace task
—-{a@r Sources

------ £® Telephone C;TI'

o -~
i~
--"--—--"-
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15.Click Topicl and then select the OK button.

@ Choose chat topic ﬁ

o ,
Mame /T E C Mumber FEx ﬁm

F0m PE=...

Columtz

¥

16.The configured element is displayed.

A |P Office Contact Center

File Goto Help

Agent Portal Task flow set Edit Tools Windows Help

el v & MDD

| B 06062014TFS01 | BB List of symbols B [Chat Flow]:Topicl
...... abe Label -
------ T Trace task

=-fig Sources

------ £ Telephone calls

------- (=) Voice mails

f
J/

E"E' D E§t| n at| ons e e e e e

?‘]w"‘\_:w_ “4"‘- ok g i i,
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17.As Chat is only text based, if we wish to provide a Welcome greeting to the Chat
customer a Chat script can be utilized. Chat scripts can contain information
about the Chat Session for example, the current Agent dealing with the Chat
request or the customer’s current position in the Chat queue. To create Chat
scripts click the Go to menu and then select Configuration.

A |P Office Contact Center

File Goto Help

2 Telephony

3 Resltime information i EE‘ | D
4 Reporing =0 . i :
5 agent Stetus Reports ] oo List of symbols B® [Chat Flow]:Topicl
B Contact Detsil Reports S 1 | |
lErmuﬂ/ s
g Configurstion . [Topict L
3 Ll canfig one calls N =, - - -
10 Task Flow Editar nails B I e
11 IR-Editor o
12 oisler L
13 E-htail configuration L L
14 Address book adimin 0L e e
— group b
ﬁ Telephone calls
B Eemail
B Chaieotnnrsiegtth o o qonlon) Lgl oadton e o e

18.Click Configuration and then select Chat script.

A, IP Office Contact Center
File Goto Help

Help

Topic

Agent Portal Configuration System  Service windows
Agent group
Agent

Agent profile E Announcement script I @3 IR
J Team I tﬁ Telephone gro
Customer I %.ﬂ.gent graLp | .ﬂ .-'-‘-.gz

External destination
Workplace 3

Announcerent J

Announcement scripk /“
IvR f

Mt M R S '-.—;
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19. Click the Create button.

A IP office Contact Center

0:01/ 0:00 | | Administrator (-)

A artal Configuration  System  Service Windows Help

ﬁ Yisw: [ <ai> -l

43 Announcement | @Announcemenl seript | @IVH I P, Ereak Time code I FEPBX I FHECHAR server I %VEA I ’ Caountry | G Dueue device I
J @D | eTopic | EﬂAgenl qroup | .Q Agent | Q Profile I @Team I [£Z] Customer I ' Extemnal destination | a\:\u’orkplace |

= Telephane I ﬂ Telephone group I T Chat server % Chat script
Mame @ | Edit... I
Abweisen
Halten Create. ..

Hold z
Reject *I
Delete |

st I s et it pa. B g NP TP R N £

20.1n the Name field type Topic 1 Welcome Message.

il Chat script - Create

Mame: I Topic 1 Welcome Message
Cancel |

| \ =] Tag ... |

Texk:

[

| Y

21.1n the Text field type You have entered a Chat session for Topic 1 and then
select the OK button.

i Chat script - Create

Mame:; I Topic 1 Welcome Message
Zancel |

Texk:

¥ou have entered a Chat session For Topic 1 ;I Tag ...
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22.The Chat script is displayed.

A IP Office Contact Center

0:07 / 0:00 H Administrator (-} ~

Corfiguration  System  Service Wwindows Help

Wiew: I <Al j

Agent Partal

#

43 Announcement I @Announcement script I @IVF\ | P. Break Time code I SFEPER I FECHAP server I EVEA | " Country | (i Queue devics I
¢} | & Topic I !ﬁAgent roup I £ Agent I 41 Profile | @Team I [E3) Customer I ' External destination I A wioikplace I
= Telephone | ﬁ Telephone group I % Chat zerver 9& Chat script

Mame | Edi.. |
Abweizen

Halten Create. . |
Hold |
Rejent Eopp.

Topic 1'Welcome Message Delete |

e L Y e N WS NP Sruww T o D o TPV Ry e I

23. Repeat this process to create the following Chat scripts.

M ame

Abweizen

Agentz Busy

End Call

Halten

Haold

Matches Text

b & W4 ait Time
i Position

Reject

Start Chat Sezzion
Topic 1 'Welcome Meszage

24.Create a Chat script to inform the chat customer that all of the Agents are busy.

3> Chat script - Edit

Zancel |
Texk:
Sorry all of our agents are busy, please hold, | ;I Tag ...
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25.Create a Chat script to inform the customer that the chat session has ended. It is
possible to provide additional information to the Chat customer by using a call
tag. For example, %CCK_AgentName% within the Chat Script text. This will
display the Agents name to the customer within the Chat script.

it Chat script - Create

Mame: End Call O
Zancel
Text:
Thank, wou Far wour support request from ABC Company, Faor more ;I Tag ...

information, please refer to the support section of our web site
wiw, abccompany . com,

If wou have any Feedback relating to wour chat session with
%CCK_AgentMames please send an email to supporti@abccompany . com|

[

| Y

26.Create a Chat script to inform the chat customer that additional information is
required to progress their chat request.

¢ Chat script - Create
Mame: Matches Text K,
Cancel
Texk:
Please have your serial number ready to give to the agent | ﬂ Tag ...
5
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27. Create a Chat script to inform the chat customer, they have waited too long for a
Chat session.

i Chak scripk - Create

Mame: Max Wait Time (0].4
Cancel
Text:
Thank you For wour patience, all of our agents are busy on Chat Sessions. :I Tag ...

Please try again letter .|

[~

| y

28.Create a Chat script to inform the chat customer of their current position in the
Chat queue. It is possible to provide additional information to the Chat customer
by using a call tag. In this example the %QPosition% Tag has been used within
the chat script.

it Chat scripk - Create
Mane: Q Position ]
Cancel
Texk:
You are currently in queue position %LCPosition s ﬂ Tag...
=
-
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Note: This call tag will be created later in this guide.

{-} Tag - Create

],

MName: IQPDSitiDn

Type
£ System-zpecific
& Userdefined
£ Skil

RETEN =R | [+| Limber

R eszalution: I | nteger

e Laa e changad buCEksenmes, s g aag

] I
Cancel |

29.Create a Chat script to inform the chat customer that the chat session could not
be connected and include additional information on how to call or email their

request.
i Chat script - Create
Mame: Reject QK
Cance|

Texk:

Please try again later or phone 0124 10 Monday ko Friday 08:00 ko ﬂ Tag ...

17:30 or email suppnrt@ahcmmpany.cnﬂ —_—

=
&
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30.Create a Chat script to inform the chat customer which Agent they are connected
to.

- Chat script - Create

Mame: Start Chat Session
Cancel |
Texk:
You are connecked with %CCK_AgentMamess| :I Tag ...

[

| 4

31.Now that all of the Chat scripts have been created, return to the Chat Flow.

IP Office Contact Center

23:037 0:00 | | Administrator (-)

Agent Portal Configuration  Syskem  Service Windows Help

ﬁ View: [ <> =l

J3 Announcement I @ Announcement script | §’> IR I E Break Time code I SEPEX I xEHAP SEIVEr I ﬁVEA | " Country | ( Queue device I
@D | QTDD\C I @Agent group | .Q Agent I g Profile I @Team I [EZ] Customer I ' External destination I &Workplace I
= Telephone I E Telephone group I % Chat zerver "’& Chat zcript

Mame A | Edi... I

Abweisen

Agents Busy Create...

End Call

Halten LI
Hold [relste

Matches Text

ax *wait Time

Reject

Start Chat Session

Topic 1Welcome Message

B S e e T e N GRS S W VI L PR RSV TIpe

A IP office Contact Center
23:09/ 0:00 || Administrator (-)

it Portal Task flow set  Edit Tools ‘Windows Help

ﬁ DE’“HIII@I&EEIDII

£E1 0R0E2014TFS O |gg <] » [Chat Flow]:Topic1
: [ Telephony
J [ Email
= D Chat ~ [Topict .
- B Topicl %%E

I 7 e L LA SR e Sl o S e A il A e i T L et
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32. Click the Go to menu and select Task flow Editor.

A, 1P Office Contact Center

Goto Help

1 Home [ Service  ‘Windows Help

2 Telephory ;
.

3 Realtime information

4 Reporting
5 Agent Status Reports I @.ﬂ.nnnuncement zoript I %

B Contact Detail Reports opic | Btgent goup |

7 Error List I 45 Teleph
g Configuration ;

9 U config
10 Task Flow Editor

(o
4
11 IWR-Editor ;'

12 Dialer

13 E-Mail configuration
14 Texthlock admin

19 Address ook admin

T T T T T T 1T

Reject
SR CINGRLL g gt - it

33.0pen the Chat Flow created earlier.

A 1P Office Contact Center

File Gots Help 23:09/ 0:00 || Administrator () ¥
Portal Task flow set Edit Tools  ‘Windows Help

‘ DEH & &R me

£F 060s2014TFs01 |8 14| [Chat Flow]:Topicl
e [ Telephony
J ----- {1 Email
E---D:Chat T [
O Topict I P L DI

_\‘“.‘-w\.mﬂ‘.‘ " SRR P it ““’ i ”\‘LM.‘“H“' i o e,
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34.A Chat script (1script) element will be used to provide information back to the
Chat customers. Click the List of Symbols tab and then drag the Chat script
(1script) element to the Chat Flow working area.

A 1P Office Contact Center

File Goto Help

Task flow set  Edit Tools Windows Help
DEHE v & nE DD

£B 0B0E2014TFS01 B Listof symbols |

------ Q Agent ;I

------ ' External destination

[Chat Flow]:Topicl

o [ TWR script -
. X I
I¥R-Script (1 announcement) =

- @ Announcement scripk

@ Announcement script (1 announcement)

~-m-@1‘3§m¢&ﬂh“ru PR SSTa

35. Select Topic 1 Welcome Message and then select the OK button.

K Select chat script

I".i. Chat j oK,

Mare | Catfeel |
Abweizen
Agentz Busy
End Call
Halten
Hald
Matches Text
bd aw W ait Time
Feject
Start Chat Session

| Columnz |

e
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36.The configured element is displayed.

A, 1P office Contact Center

File Goto Help

Agent Portal Task Flow set Edit  Tools Windows  Help

DEH| v & &8 IO |

gﬁ 060E2014TFS01 %E List of symbals | [Chat Flow]:Topicl

...... ﬂngent :I
...... [ External destination ii:iiii:ii:"'""":iiii:ii:)
- Drop ::::Elopmlz: Eloplcﬁfé::::::::::
------ &% Personal contact - - : 1] e T
...... 2 Lot g p*Tp* ::::::::::;
459 Current agent e e
""" B, E-m seript :::::::::::::::::::::::::::::}
s ahpme e G it s B i gt g™ -lb! B It fe g et i franlie sl sl

37.As the Chat customer requests the Chat session, they can enter text. This text
can be checked for a key word(s). If a match is found with a keyword, the
customer can be prompted to provide additional information. In this example we
will prompt the Chat customer for their serial number, if they use the keywords
“‘Desktop” or “Laptop”.

38.To query the Chat text, a Logic element can be used. Drag the Logic element
into the Chat flow working area.

IP Office Contact Center

Agent Partal Task flow set  Edit  Tools ‘Windows Help ‘
A DSH /& £HBME | p
£ 0B0E2014TFS01 BB List of syrbos | [Chat Flow]:Topic1 '
o Chat script |
J fc} Chat script (1 scripk)
ED Announcements
[ 1vR script :l ::jx L
[ I¥R-Script (1 announcement) L L. L * .......... x
(A Anmouncement script :::::::::::::::::::::1::::::::::.
[ Anouncement serpt (1 smnouncement) SRS ERS SRR :f
Bl Comnectingunits  Lb oo g .
------ _ change task tag ::::::::::::::::::::::::::::::::;J!
B Y | S ’;' ............
= * ::::::::::::::::::,{"f:::::::::::::
,,,,,, 0 Y DN
E---DSystemcoguns iiii:ii::__;_'...;-i-"i'f-i:iiiiii:iiiiii:ii
[ Check TRE BT = == === == pffmmnmnnn=T
_ §9 longest wait time excesded || [F o -
P NGO IRGHS | IPRF RIS SRR
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39.In the Name field type Text Query.

€) Logic E3
M arne: ITEHt Cluery (] 4 I
[t M= [ra] Cancel |
et OT= [no]
N e OF= [na) Select.. |
— Condition Mew
| ;I Kepwords. . T azk tag op... |
Operators. ..
Tazk tag...
;I " anables. ..
Comment:

o

40.In the Condition field type containsString_i(c."CTS_Initial_Message",

"Desktop")

{ } Logic
b ame: ITE:-:t Query ] I
[Fpuk [M=[rm] Cancel |
et OT= [no]

M e OF= [na) Select.. |
— Condition Mew
containsSting_ilc."CT5_Initial_Meszage", ﬂ Kewwords. .. Tazk tag op... |
"Deskiop']
O perators. .
Task tag...
j Y ariables...
Comment:

N O
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41.Another text search is required for the word “Laptop” that will utilize a OR
Operator. Click after the text and click the Operators.. button.

£ Logic X
M arme: ITE:-:t Cluemny Ok,
[ripuat M= [ro] Canicel
T exit OT= [nno]

M et OF= [no] Select...

— Condition Mew
containgSting_ifc."CTS_Initial_Meszage", ;I E.epwords... Taszk tag op...
"Desktop"]

Operators. .. h
Tazk tag...
;I Wariables. .

: "i‘-r-#w_-ﬁ ‘-““"" nd, gl gtk --ﬂ'—._ﬁ-.."‘t.#.“"*ﬂ-"‘ﬂ.n

42.Select the logical or operator and then click the OK button.

{=) Available operators

Logizal operatars - 0k

s logical and — /k—l
Cancel |

pluz
i
multiplied
! divided

4 rnodulo

B arthrn. and

| arithm. or

[ Dpen bracket
1 Cloze bracket

Comparizon operatars
== equal
I= riok equal
< less
= lezz than or equal
greater

<

*

r= greater than or equal -
1| | 3
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43.In the Condition field type
containsString_i(c."CTS_Initial_Message","Laptop" )

M arne: ITE:-:t Cluery ] I
[ npLat IM=[Chat zcnpt [1 zcnpt]] Topic 1 Welcome Meszage Cancel |
' et OT= [Chat zchpt [1 script]] Matches Test
M et OF= [Collectar [equal]] Collector Select... |
Conditian I e
containzSting_ilc."CTS_Initial_Meszage", ;I F.epwaords... Tazk tag np...l
"Dezkiop'll containgString_
[c."CTS Initial_Message","Laptop” | Operators. ..

| A g, s I il e TESENS0 LU S L
44.Then click the OK button.
€ Logic | %]
M ame: ITEHt Guery
| niput IM="[Chat scripk [1 zcnpt]] Topic 1 Welcome Meszage = Cancel |
' et OT= [Chat zcrpt [1 zcript]] Matches Test
M et OF= [Collector [equal]] Collector Select... |
— Condition ,/ i [
cantaingSting ifc."CTS_Initial Meszage", ;l K.ewmards... Tazk tag l:up...l
"Desktop"ll containzString_i
[c."CTS_Iritial_Meszage"."Laptop" | Operators...
Task tag...
LI Yaniables...

Carmment:

X &

45.The configured element is displayed.

A IP Office Contact Center

Task flow set  Edit  Tools Windows Help

Agent Portal

D& S @B oo |

o
J

{Ta nRoe201aTFS0T BB Listof symboks |

%y Chat script

: ?':k Chat scripk (1 script)
=& Arnouncements
: D IVR. script
I¥R-5cripk (1 announcement)
@ Announcernent script
H @ Announcement script {1 announcement)
ED Connecting units

IP Office Contact Center Email & Chat Service
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46.The customer will be prompted if there text matched the text defined in the Logic
element. The audio prompt will use the text of the Chat script that was created
earlier.

it Chat script - Create

Mame: Matches Text

Cancel |
Texk:

Please have vour serial number ready to give to the agent | ;I Tad ...

[

47.A Chat script (1 script) element will be used to reference the “Matches Text”
Chat script created earlier. Drag the Chat script (1 script) element into the Chat
Flow working area.

A 1P Office Contact Center

File Goto Help 22:197 0:00 || Administrator (-)

Task flow set  Edit  Tools Windows  Help

DEA| & S8EmD |

VIS

£ oeosz01aTFs01 BB Listof symbols | (Lot At sed
@ ioice: mails ;I co
- E-mail e e B
- Ty Chat C o [Topict C [Topietwd - [Tetauend - o oL ::::
= Destinations CogmEIARS PR g
& Agent graup - . . R I .
~4? Telephone cals "ZZZZZZZZ"'"""'ZZZZZZZZZZZZZZZZZZZJ
-~ E-mail !
- %y Chat e
¥ Agent ZﬁZﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁZﬁﬁﬁﬁﬁ*ﬁﬁﬁﬁﬁﬁﬁﬁZZZZZZZZZZZ;
-~ 4" Exkernal destination e PRI P P P
~F brop S R | D
5 persenal contact Sl R (R S
S Last agert SRS SRR SR,
%Currentagant e R P ‘f ................ -
?iEfma"sm N A
& Chat scripl I B | SRR L R A
e Chak script {1 seript Zﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁ_',?f'ﬁ" L
Eh@ arrouncements AN L A== AT
O R soipt 2 e m = B s e
- B WR-Seript (1 announcement) L,
PV, &@n'lmﬁamw e BTN il it e, AR A g A ia s e "'
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48.Click Matches Text and the select the OK button.

K Select chat script

I".i. Chat j ok,

Hame & | el

Abweizen
Agentz Busy
End Call
Halter

Haold

b aw W ait Time

Reject

Start Chat Sezzion

Topiz 1 Welcome Meszage

I Columnz |

4

49.The configured element is displayed.

A 1P Office Contact Center

File Goto Help

Agent Partal Task flow set  Edit  Tools  “Windows Help

® s =T =)

ng OE0E201 4TFSO1 EE List af symbals | [Chat Flow]:Topicl

------ @ Waoice mails ;I
’ ...... =1 E-mail

[=I-[@ Destinations
------ m Agent group

...... € Telephone calls

Matches T| |

IP Office Contact Center Email & Chat Service
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50. After sending the text back into the customer’s chat session, there should be a
pause of a few seconds before the customer is connected to the Agent. This
pause will allow the customer to obtain any information requested during the chat
session, for example a serial number, order number etc. This pause can be
configured using a Logic element. Drag a logic element into the Chat flow
working area.

A IP Office Contact Center
File Goto Help 23:06 1 0:00 || Administrator (-} ~

Task flow set  Edit Tools  Windows Help 4
D&l -8 aBDD | 1

;?; 0B0E2014TFSO1 %E List of spmbols | [Chat Flowk:Topicl
Zi.: Drop N

- &5® Personal contact R
gﬁ:g Last agent : - [Topict C[ropictw] - [Testauen] o ool
Is t t . - m O S [@ e O | [P P

. Current agen ) H % : H? W
% E-mail script

T Chat script

- ) ) . ..
i Chat script (1 script) I o MatchesT) .o
B0 aAnnouncements e o e O e e
[=}-{a Connecting units I - o .
ﬁ_ Change task tag

“{ Click and Drag

-
———

B System cor Eﬁ_on_s’ _____________
Check Time Perinds .
Tl idl ot W el il Nl i A i i sttt it W gt

51.In the Name field type Wait for 3 Seconds.

) Logic
Marme: IWait for 3 Seconds 0k I
[ ripat IN=[ro] Cancel |
et OT= [no]

N exit OF= [no] Select.. |
— Condition \i e
| Kepaords. .. Tazk tag op... |
Operators. .
Tazk tag...
Warniables...
Comment:

IP Office Contact Center Email & Chat Service
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52.In the Condition field type (c.waitTotal%3)<1 and then select the OK button.

) Logic E3

I arne: IWait for 3 Seconds ak
Input M= [no] Cancel |
et OT= [no]
H exit 0OF= [no] Select. . |
— Condition Mew

[ waitT atal®3)<1 ;I k.ewuords. .. Tazk tag op... |

Cperators...

[

Task tag...

" ariables...

Comment:

H 0

53.The configured element is displayed.

A IP Office Contact Center

File Goto Help

I GGl Task flow set Edit Tools Windows  Help

23:09/ 0:00 H Administrator (-} ¥

NEE /& &8 Do

i
J

& oeog20147rsnn B Listof symbols |
g;ﬂ Current agent

% E-mail script

& Chat script

,?Q Chat scripk {1 script)
=t {3 Announcements
ED Connecting units

$= Change kask tag
& Change skil

M Skill reduction

? Logic

- Ay TaskTrap
e s toong gl omadie S, e i, il

IP Office Contact Center Email & Chat Service

ol

Sttt |
Topict - [Tompic 1w : Text Guen) - L
Il |: . Il - |: . :l |I L e e e
] % ek . . ? [ S,
L Matches 7| . [ [waitfar3{ .
.................. II 9& I: 4 :I IZ .
.................. 1: 4 IE .
A - gt el ol ot ot s i IS b i N

102014 69




IP Office Contact Center Email & Chat Services

54.A Collector — Equal element will be used to link the two routes back together.

Drag the element in to the Chat flow working area.

A IP Office Contact Center

o Help

Task flow st Edit  Tools  Windows Help

23:09/ 0:00 | ‘

ST IR =)

£y 05052014TF501 B List of symbols |
] ,?Q Chat script {1 scripk)
: 03 Announcements
== Connecting urits
‘)z Change kask tag
i Change skil
m Skill reduction
? L0g|c
- Ap TaskTrap
[=- (& System conditions
@ Check Time Periods
%9 Longest wait time exceaded
'§n Mumber of kasks exceeded

¥
“2] Queue full

@ Available agents Fulfill the kil
@ Signed on agents fulfill the skill
[ Task conditions

RS Hew bask

g Task Tag

(L Wait time exceeded

Click and Drag

=& Collectars

E Equal

@ Miniraumn number of signed on agents is exceed

[Chat Flow]:Topic1

[ e [ [Toesday, Jone 17, 2014 [4:39:15 P

55. In the Name field type Collector and the select the OK button.

| {-) Collector {equal)

M arne:

Carmment;

Callectar

— |

OF.

Cancel

IP Office Contact Center Email & Chat Service

Administrator ()
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56.The configured element is displayed.

A IP Office Contact Center

Administratc!

Taskflow set  Edit Tools Windows Help

IR =)

¢T3 0B0G2014TFS01 B Listof symbols | [t A vy e

B3 Cht scrpt (1 script) a T
B0 announcements L o e L

== Connecting units S . o o

§$=Changetasktag %%E%E&,Ej?%

&Changeskﬂl P A R -

9 kil reduction L

P owe LTIl e

............. 0o O -

............. i .

El & systemcondions L0 T R .

MR chedTmeperos [l I

Longest wait fime gxceeded LWL oo 0L

57.A Logic element will be used to check if there are any Agents available to take a
Chat session. Drag the element into the Chat flow working area.

A 1P Office Contact Center

File Goto Help

f0:00 | | Administrator (-) *

O eII Task flow set  Edit Tools ‘Windows Help
W /(8 aEme |

;?; 06062014TFS01 B8 List of spmbols |
..d5i Personal contack ;I s

[Chat Flow]:Topicl

GQ Last agent e

- 4gp curent agent C[emier ] [Tometwd O [Tedmuen] | [Cellestor] D00l D Il

B, E-mail script . m O - me - 0O E - - m [ R

;EQ | % | 19 R ? mH - | E R

- “uge Chat script . . R . P N Y,
T Chat scripk (1 script) Y A

| 0] Amouncemerts i | [WetchesT] | [Waithor3 o
[ (@ Connecting units e R T T i
R Change task tag Sl D

i click and Drag o

5---@checknmeﬂénbus—-...-.-..___ L :::::: T
-
89 Langest wait time excesded T o e e e ot e I

gn Mumber of tasks exceeded s

!_| Gueue full
3 w-—-ﬂ-nn-.ﬁwt-w-b g Al ] Al e s i g st B -'4«.-0-‘
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58.In the Name field type Available Agents.

€} Logic E3
Marme: I.fi‘-.vailal:ule Agents oK.
[npat M= [rn] Cancel
et OT= [rno)
M it OF= [no] Select...
— Condition ‘"\ Mew
b ;I K.emmords. .. T azk tag op...
O perators. ..
Tazk tag...
;I “arables. ..
Comment:
| y
59.Click the Keywords... button.
{) Logic
M ame: I.i".'-."ailal:lle Agents| 0k,
Iriput IN="[nao] Cancel
" et OT= [nho]
M exit OF= [ha] Select...
— Condition MHew
- F.emwords. . Task tag op...
Dperators. ..
Tazk tag...
ll Waniables. ..

IP Office Contact Center Email & Chat Service
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60. Select the Number of Free agents keyword.

{=) Available keywords
g ?1[]. queLieFrio Pricrity [from Caonfig. ; will be c.queueF‘riD]ﬁI 0k I
ql?1[].blacked Active blocking periad [1/0). [Example: q

Woice mail specific Eapes] |
wumzgq[?[voice].nt oicebd zg Mumber of voice mailz
vumzgq[?)[voice] t T ot oicekd zg Total zpeech time of voice mails
Collector specific
pl 7). callzlnueus Mumber of tazks in gueus
pl7] tazksT oDiztibute MHumnber of tazks on the collector, due for
Pl 7. averageis ait Awerage wait time in seconds
Pl rnasiad ait b awimurn waiting tirme of all callz # emailz
.-'-‘-.gent group specific

ag[?][.loggedln MNurnber of signed-on uzers

| Humber of free agentz
ag[7][] averagelallsPerHour Awerage number of calls per hour
aq[?][]. averageSpeechTime Average converzation duration in secand
ag[?][]. queueF actor [ueue factor [must be entered in tenths €
ag[ Y[ procezzable Mumber of agents signed-on to the agent
ag[?[]. loagedOnFarSkilz MHumber of agents signed on to the agent
["F-zpecific

wuscrY[voice]. freePortz Mumber of free portz -
| b

<

A
61.Select the Task-type chat radio button and then click the OK button.
{*} Available keywords

gl 1] queusPrio Friority [from Config.; will be c.queusPrio]
q[?1[].blocked Active blocking period [1/0). [Example: q m
Woice mail specific Bzl |
wumzgqg(?[voice] noiceM =g Mumber of woice mailz
wumzgd[?][voice]. tT ot oicekdzg Total zpeech time of voice mails
Collector zpecific
pl 7] callzinfuese Mumber of tasks in queue Task-type
pl 7] tazk s T oDistribute Murber of tazks on the collectar, due for Al
pl?][]. average'sait Average wait bime 0 seconds  voice
Pl izt ait b airiurn waiting time of all calls / emailz i
.-’-'-.gent group specific . E.'.'.'!'.'.‘f"l
ag| ?][].loggedtn Mumber of sighed-onugers | 1% ichak
A MHumber of free agentsz
ag[7][] averagel_allsPerHour Average number of calls per hour
ag[?[]. averagespeechTime Average converzation duration in second
ag( []. queueF actar Queue factor [must be entered in tenths €
ag[?][].proceszable Mumber of agents signed-on to the agent
ag (] loggedOnFarSkill: Murber of agents zigned on to the agent
IR -zpecific
\Ifusc:r[?][vn:nin:e].freeIF'n:-rts Murnber of free ports _ILI
4 k
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62.Click after the Condition text and then click the Operators button.

=) Logic

I armne: I.&vailahle Agents oK
[Fiput M= [na] Cancel
T et OT= [rio]
M exit OF= [rmo] Select. ..
— Condition New
ag(?[chat]. freel] | K.eywords. .. Task tag op...
\ I:Iperatl:urs...
T ask taqg...
j Yarables...

63. Click the greater operator and then select the OK button.

{=) Available operators
] Cloze bracket x| 0
Comparizon operators
== equal Cancel |
1= riok equal
< lezs

4= lezs than or eiual

= greater than or equal

String operations

+ Connected words [e.g. "Call''+"Center'' w
Lexicographical waord comparizon for equ.
Lexicographical waord comparizon for not
Lericographical word comparnzon for less
Lexicographical ward comparizon for less
Lericographical word comparizon for gres
Lexicographical ward comparizon for gres
Lexicographical waord comparizon contain
Lericographical word companzon contain™

cohtainzStringl< sting: . <zearchstring:] Lexicographic word comparison containg

nicuntainsString_i[<string>, <searcf|13tring>] Lexicographic word comparizon containg ™
1 3

++ z*ﬁ-’vz\/\'
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64.At the end of Condition type a 0

{} Logic

M arme: I.-'i‘-.vailal:ule Agents Ok, I
[ Fput IM=[ro] Cancel |
ek OT= [rno]
N exit OF= [no) e Select.. |
Condition // Mew
ag(?|[chat).free] > O ﬂ K.emyords. .. Tazk tag op... |
Operators...

R SRR SNSETW S #*-u-mi“ il - L"““ wsenedh,

65.Change the ? to a OT then click the OK button.

{ } Logic
I arne: I.-’-'-.vailal:ule Agents oK
[Fpk [M=[ri] Cancel |
et OT= [ha]
N exit OF= [a) Select.. |
~ Condition New
ag[dT][chat] free(] > O ;I Kepwards. . Tazk tag op... |
Operatars. .
Tazk tag...
j Yariablez. ..

Comment;

H I

IP Office Contact Center Email & Chat Service
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66. The configured element is displayed.

A IP office Contact Center

Task flow set  Edit Tools Windows Help

DEHE /|8 &BDe

£ veoe2014TFso1 BB List of symboss | [Chat Flow]:Topic1

8 Personal contack ;I o

Q‘§ Lask agent
Ly current aent ~ [Topict © o [Topictwd - [Tetauen] . . . [Callectar | - | [Available 4

----%E-mallscrlpt %‘E%&Ej?%%@t :l?%

T Chat script

- s

iy Chatscriptilscript) L

- FO Announcements A Malches 7| . . [waitfor3] . -
-G Connecting units P Me O - - 0O ? 0 - -
e il - m - -

s; Change task tag
t’; Change skil s L

MSH\I reduction s R
TE_ N E T S g U e L S i oain, A o gt el A A i s sn e

67. If Agents are available to Chat, the customer should be directed to the correct
Agent Group destination. This can be achieved with an Agent Group element.
Drag the element into the Chat flow window.

A IP Office Contact Center

Eile Goto Help 23:55/1 0:00 || Administrator (-}

Agent Partal Task flow set  Edit  Tools  Windows  Help
DER /& AR\ Me |

£ 0R062014TFS01 B Listof syrbls | SEEEasae:
;~-abt Label
T Trace task

= (= Sources

----- € Telephone calls

----- > Voice mails

----- 1 E-mail

|»

el
.......... -
T ] et et e T ;

—
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68.Click Support and then select the OK button.

It Select agent group

| %% Chat - ok,

Mame sl 1| ElC| PEX el

Su []u] ork

| NN caare_|

4

69. The configured element is displayed.

A IP Office Contact Center

File Goto Help 18:18 1 0:00 H Administrator (-}

sgent Partal Task flow set  Edit Tools ‘Windows Help
~ DEH /(& R DE |
£, 06082014TFS01 BB Listof symbols | |
=1 Sources |
) o f® Telephorecals Moo s
4= Vaice mails c1 C o [repictwd 0 [Tetouen) . [Collectar " [mvananie d uppart ) |
= E-mail BRSO i | I N 1| O -9 - | &
ma -8 R ad . ? m. B E . ? = -8 m
% Chat . . S . .
E-la Destinations e e
48} Agent graup e 7 o I Ll R
- f* Telephone calls 1 5;. [ ] ? []
B2 Emi oo B : o D
B Chat R S - S s 1
P Ay it i .. e A e B ¥ N T Y S
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70.A message will be distributed to the chat customer informing them that all of the
Agent are busy. This will be configured using a Chat script (1 script) element.
Drag the element into the Chat flow working area.

A IP Office Contact Center

18:20 / 0:00 | ‘

%
b

File Goto Help Administrator (]

Task flow set  Edit  Tools  Windows Help

DEE| & /B oo |

Agent Portal

L

&, te0e20147rs01 BB Listof symbols |
53 sources w A T T T T T T T T T . {
J € Telephone calls e ’
£ Voice mails 1 Topic 1% _ [Tedaoe Collector Ayailable A upport iy
= Ema &E'%?&E'::j?%::%ﬁﬁ::j?%:gﬁ :I
- Ty Chat . . ;
[EJ-{@ Destinations L o >
A acegewe " [matchesT| | | fwmittorad ... F o
o f® Telephomecals .o ] T O ] ? [ [ B4
-3 E-mail e : . E:::A:::::::::::r
% Chat e l‘ ........... E Y
Q Agent: e II ........... :
- ' External destination Y
Zi:' oop t' ............ j
B | B .,' L -
- G{¥ Last agent A4
Ny | | | | B e R i }
N Al Ed
ﬁ E-mal sctif cpimte amd Drand 00 LMo oo [} ............... .
T Chatsmiptsssssgestt |0 S
;,?. Chatseript (1seript] S, B
#-[30 Announcements ::::::::::_;__'_'-ﬁ-:’.:::.:::::::::::::::
BB Connecting urits ; R ot T
b chengetesktes o J
18 wwt‘“»‘ I T R N g CI Y i im0
71.Click the Agent Busy chat script and then select the OK button.
B| Select chat script
[ "% Chat - ok
RELV s I Caficel |
Abweizen
End Call
Halten
Hold
Matches Text
bl Wi ait Tirme
Reject
Start Chat Session
Topic 1 welcome Message
Columnz |
&4
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72.The configured element is displayed.

IP Office Contact Center

18:26/ 0:00 H Administrator (1) +

Task flow set  Edit Tools ‘wWindows Help
DEW v & AR D6
%, oo arrson BB Ll s |
= sourcss = D
- £* Telephone calls s . R .
(=¥ voice mals © o [Topict © [Topictwd - [Tetouen] . . . [Collector | . . [Availabled . . [Suppon
2 R K| O  Eed- -3 | K| 0o A 0 - @
B Eemal j% N ?IE---:IE . ?E..jm
- Ty Chat S . . .
[=-[@b Destinations Ll
5y agert growp oot watchesT] - - [waitforad | fRgems B
- £® Telephone calls o K1} G O - - O ? i ] = O -
B Emal S o s i I :
- Ty Chiat T
&} Agent o
[ Externd destination i
"“'?:Dm” IS R o .
ot g Ea IR oot - et RN i ot g e AP i o gl Wy e e ool

73.1n this example, if all the agents are busy, the customer should not queue
beyond five minutes for a Chat session. A Wait time exceeded element will be
used to set the time period. Drag the element into the Chat Flow working area.

A 1P office Contact Center

Eile 18:35/ 0:00 | | Administrator (3

Task flow set  Edit  Tools ‘Windows Help

»
SETIREIE Y=y 4

£ 06062014TFS01 B0 List of syrbls | [Chat Flow]:Topic1

: o i o Text Que o Collector o Awailable A o Support o :?
. o -

O H BN PR H® ::::}

Matches T] - - i ~ o fhgentsmd L L

-l System conditions
------ @ Check Time Periods

------ % Longest waik time exces

------ §n Mumber of tasks exceed
.
------ S| Queue Full
n
------ @Minimumnumberofsignt
------ @ Available agents Fulfill th
------ tg Signed on agents Fulfill £l

= Distributar

_____ Prioritized gl
- TEE| Equal Ll
= | cydlically S S ﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁ;
ED Callectors P e e e

EE@" o el s o ot i et e i, i, A i A o g
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74.Enter a time of 5:00 and then select the OK button.

{:) Wait time exceeded

Wyait time in bopic (mm:ss) =

Camrent:

|5:|:u:|

N

Cancel |

75.The configured element is displayed.

A 1P Office Contact Center

Soto Help

Agent Portal Task Flow set  Edit  Tools ‘Windows Help

18:42 / 0:00 | |

Administrator (-)

DESHE| & MR MD

h
J

ﬁ OEOB2014TF01 B Listof symbols |
9 Chat script {1 script) ;I
. [ Announcements
@ Connecting urits

1;= Change task tag

E Change: skill

M Skill reduction

? Logic

- Ay TaskTrap

= Svystem conditions

@ Check Time Periods
% Longesk wait time excee

'§n Mumber of tasks excesd

[Chat Flow]:Topicl

Topict - | Topic 14 Text Query . B .. |Support | ... L
Il |: . Il - :l E . . Il |: o :l E RN -
= Nak ? m - ] E - ? m - -0 !ﬁ ..... ;
L MatchesT| . . [waitfar3{ . - Anents Bu . N j
.............. 1 e ] - - [ | Il IR 1 . N I 1 - .
.............. il . ? [ T i ad . & m - .

76.1f the Chat customer waits over five minutes to be connected to an agent, they

should receive a message to alert them that they will be disconnected and

provide them with additional contact details. This can be achieved using a Chat

script (1 script) element.

A P Office Contact Center

File Goto Help

Task flow set  Edit  Tools ‘Windows Help

Agent Partal

ODEE v & MmEE MDD

L
J

£Ta 06062014TF301 BB Listof symboks |

=]

-~ A External destination
T vrop

i Personal contack
gg Last agent
QQ Current agen
% E-mail scri
.q. Chat script
ﬂq- Chat script (1 scrlDt
-0 Annauncements
=@ Connecting units

‘}: Change kask tag

& Change skil

ﬁ kill reduction

i qghh... g s n p—ime

b,

[Chat Flow]:Topicl

IP Office Contact Center Email & Chat Service

L Text Cue A Collector . |Available A ) Support
| ] ] O | ] |
rH P E O H¥HOP?2E BR
. IMatches T . . |Waitfor 3§ . Agents Bu
] % O : | % : | T O H @ %

-
|
i
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77.Select Max wait time and then click the OK button.

| Select chat script E3

| %% Chat - oK

M arne o | el |

Abweizen

Agents Busy
End Call
Halten

Hald
Matches Test

Reject
Start Chat Session
Topic 1 Welcome Meszage

I Colurmng |

4

78.The configured element is displayed.

A IP Office Contact Center

File ) Help 18:46/ 0-00 || Administrator §

Task flow set  Edit  Tools Windows Help
X
DEE /& AmHE DO %

£ nRns2014TFSm BH List of syrbls |
- (4 External destination ;I

oo W
rerO T | | | e

-+~ dg# Personal contact 1w .. [TemtQuen] . . . [Collector | - . [Available A . . [Support | o oo oo
B | & - - m O - -0 & - - M e
QQ Last agent > C ? m . H E . ? -0 m J

g;a Current agent A A . . R

B3 Emal scr D

T Chatseipt ||} o L L L
- Matches T| . . [Waitfor 34 . . . |Agents Bu| . . . P ez Wait 7|

g Chatseript(lscripe) | | - - - Me - - >3 ? M- - @e O - - > @ | M e« O

-0 Announcements H o o H o o ml

B conmetingurits [ [l

$: Changetasktag | I - - - -
{8 Change skil L

@ sareduicon L[l

- QZAA\D‘%‘\_ o, A . It ateeit it it B o g st
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79. After the Max wait time Chat script, the Chat session should be disconnected.
This can be completed using a Drop element. Drag the element into the Chat
Flow working area.

Taskflow set  Edit Tools Windows Help

DSH & &E DD |

[+

=@ Connecting units

i
g‘g Lask ageri.

-
gg Current agent e -~

% E-mail script

& Chat script

- 3 Chat script (1 script)

F-[ Announcements

-t AR

£F1 060620147F501 BB List of ymbols |
= [ Destinations

& Agent group

- ﬁ Telephone calls
- E-mail

=

[Chat Flow]:Topicl

:I?%

Text Glue
| i
? B

Matches T| . .

| e e i Ry

80. The configured element is displayed.

IP Office Contact Center

i

Administrator (-} +

19:56 / 0:00 H

IP Office Contact Center Email & Chat Service

Task flow set  Edit Tools ‘Windows Help
W /|8 828 De |
£ 06062014TF501 BB List of symbols |
I:E_| = Destinations ;I ................ e s L
m agentaroup
- §* Telephone cals v . [Tetauen] . . Collectar Availabled . . |Support I
[ E-mail R | F - - - m O- - O FE - - [0 & | - e e
_____Ch“: P E BEN E H® s
@ agent SRS i I
] i
%Extemaldestlnatmn _____ Watches T| . . [waitfor3 4 . Agents Bu L. R Wizt .
Crop [ | 1 | PP 1 == [ | o - M e O | - - M oes O - ] ===
ol | | D o . . g R S R I ¥
&8 Personal contact ] * o1 Bt e
Q‘Q Lastagent Ll
g;a Currentagent L L. - -
B, E-mail script L Ll
chatsernt MM P P T T T T L
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81.If the Chat session wait time is less than five minutes, the Chat customer can be
informed of their current position in the queue. To do this, a Tag is required that
can be referenced in a Chat script. From the Go to menu select Configuration.

A IP Office Contact Center

Eile Gota Help

I
o
3
m

Telephony

Realtime information
Feporting

Agent Status Reports
Contact Detail Reports
Errar List

8 Configursation one calls

roLup

1= [@ [th & o [k =

9 Ul config

10 Tazk Flowe Editor

11 IvR-Editor

12 Dialer

13 E-mail configuration
14 Texthlock admin

15 Address book admin
S e

al conkack

al destination i
o

- L% Current aQEI'I'I

82.Click System followed by Tag list.

A IP Office Contact Center

File Goto Help

fgent Portal Configuration | Syskem  Setvice ‘Windows  Help

eneral. ..
ﬁ Wiew: Tirne off...
Reporting settings...
43 Annoure | pefete Repaorking Data. .. ¥ IV | E Break T
3 Telepho ™ Realkime information def es. .. e group
(& Yariables. .. ¥ Agent | S1P

M ame Configuration report, ., | E -mail | Chat |
Alan Bvvailability For Tasks (default)., ..
Bob Skill overview. ..

Dave i
Hank Inkerface for staff planning. ..
Task Reparts. .,
K.aren ]
Shift plan...

Scolt
Superviz  Break Time code
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83.Click the Add... button.

{=) Defined tags

CCMYoicek zgProcesszed < Systerns String
CCF_Actual_fnnounce_Time < System: Murnber Integer
CCk_AgentDevice_|d < Systern;: String
CCK_AgentM ame |Jzer String
CCK_Announce_lnteruptable  <Systenns Murnber Integer
CCK_Called_aAddrezs < Systerns String
MK Caller Marme £ Snzharn Strinm

M ame I Type I D ata type I R ezolution I‘-
a.abzenceMote <Systern: String | |
Bad'weather |Jzer Murnber Integer
c.nChained {Supztem: Murnber Integer
c.queueFrio < Systern;: Murnber Integer

c.waitT otal <Systern; Murnber Integer
CCMYoicebsgMame <Systerns String

ak. I
Cancel |
&dd ...

Change ... |
[efete |

84.1n the Name field type Q Position.

“ Tag - Creake

MName: |0 posmm‘\ ok |
Type Cancel |

 Syetem-speciic
¥ Uszer-defined
£ Skill

B ezalution: | j

[~ Can be changed by CGI server

[ Owvenwiite-protection

D ata pe:

Tanq from

* |gnore

= Apply, where applicable ovenwrite

 Apply only if transfered, where applicable ovensrite

= Apply only if nat available in the original task

—Applying Tags into Task resulting from Conference/Transfer—

IP Office Contact Center Email & Chat Service
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85. From Data type drop down menu, select Number.

} Taqg - Creake

~Twpe Cancel
) System-spexific
&+ User-defined
Skl ‘

-
Datatype: | Sting / 3

Hesalutian:

Time in GRT
Diuration in seconds

[ Owenwrite-protection

86. Click the OK button.

{} Tag - Create

Mame:; IE! Pozition (] I
[ G |

. Mwmwwﬁﬁfﬂ

]

Hame: Iu Poszition QK.

Type Caricel |

= Syustem-speciiic /

&+ User-defined

= Skil
Data tppe: [Nyl -
R esalution: I Integer j

[T Can be changed by CGI zerver

[T Ovenwrite-pratection

—&pplving Tags into Task resulting from Conference/Transfer
Tag from
&+ |gnore
i~ apply, where applicable ovenwrite
= Apply only if transfered, where applicable ovensrite

" Apply only if not available in the oniginal task,

IP Office Contact Center Email & Chat Service
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87.Click the OK button to closes the window.

{2} Defined tags
I ame | Type | [ ata type | A ezalution |*
a.abzencetote <Spstems String (I
Bad ‘Weather |Jzer Murnber | nteger
c.hChained <Spstems Murnber | nteger
c.queLePrio <Spztems Murnber |nteger
c.wait T okal <Systemn: Murnber [nkeger Change ... |
CCMWoicebd sgh ame <System: String
CCMWoicet sgProcessed <System: String elete |
CCE_Actual_fnnounce_Time < System: MHurnber | nteger
CCFK_agentDevice_[d <Spstems String
CCK_Agentt ame |Jzer String
CCFK_Announce_|nterruptable  <Sypstem: Murnber | nteger
CCk_Called_Address <Spstems String
K Caller Bame sSnebamm Chrikn j y

88. Navigate back to the Chat Flow. Click the Go to menu and select Task flow
Editor.

A, IP Office Contact Center

File Goto Help

h Service

3 Reattime informsation
4 Reporting
5 Agent Status Reports I @ &

B Contact Detail Reports

7 Error List opic |
g Configuration

9 Wl config

10 Taszk Flowe Editor .

11 IWR-Editor

12 Dialer

13 E-Mail configuration

14 Texthlock admin

135 Address book admin
spre
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89. The created Tag can be referenced within a Logic element to determine the
chat customer’s current queue position. Drag the element into the Chat flow
working area.

A IP Office Contact Center

File Goto Help 20:207 0:00 || Administrator {-) «

Agent Portal Task flove sst  Edit  Tools ‘Windows Help
2 D&M/ |8 &8 ME |
£y 06062014TF501 BB Listof symbols | [Chat Flow]:Topicl
< orop = L
- Personal contact T T
Q‘Q Last agent v [Tedooen] Collector | . . [avaiamied ©  [Supper | . 0
Yy | [ 1 | | | ca | e
@Curre.nt agent ) ? o - B E L ? -0 m . e
@ E-mail script . .. .. .. e
Sy Chat st T
g Chak stipt (1 seript) ... . |MatchesT| . . |Waitfor3§ . . . |AgentsBu| . . . C o [MaxwiaitT ..
H-0 Arnouncements N | T O - N ? - - M =™ O-- -0 @ ] o @He OO
P . 1: P Coe 1 Coe 1: .
[=-{a Connecting urits H o H [ -
R, Changs task tsg T T T T
ClickandDrag) ||| SEREEES" TR
wad A T S
........ -
........ .
........... AT
S | O S D ;,gef.. ........
e A PN T
CheCkTimBPBriDds - N Sn SN S ENR GNP GNP SNR SN W R R R e o EOT L L P P L e e e
e e e
q&‘wt\:w%ixcee PRREE o R T -\“ . i Al Bt B i

90.In the Name field type POS and then click the Keywords button.

) Logic E3

M arme: IF":IS Ok,
[t IN=[na] Cancel
Y et OT= [ho]
M et OF= [no] Select
— Condition Mew
;I Femmords. .. Tazk tag op...

Operatars. ..
Tazk tag...
;I Wariahles. .

Comment:

N I
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91.Click Position in the queue and the click the OK button.

{2} Available keywords

c.timeT otal

c.waitT hisflueue

c.noldfTransfers

c.ringT otal

c.zpeechT atal

. holdT otal

| pozhionlnluede
c.queueFrio
c.dialledT opic
. laztTopic
c.nProcessed
c.announceT ime
.y

Skill functions
reduceslSkilsPC?)
reduceslSkilasbs( 7]
zetdllSkills[?)
printdlS kil 7]

Time-specific
ktirne 0 D ay

1] |

Total time in the system in seconds ;I
W ait time for this topic in seconds

Hurmber of transfers

Tatal ring ime in secondz

Total corverzation time in zeconds

Total hold time in seconds

Fozition i the quee
Pricrity of the zelected topic

Selected topic e.g. "Operator’’

The topic that waz last used to route the |
Humber of aszignments by external distib
Time [2] an announcement iz already play
Taszk tag e.g. "wyz"

Reduces all skillz for a task to a percenta
Reduces all skillz for a task to an abzolute
Setz all skillz far a task to an absolute wal
Digplayz all zkillz in a tazk in TTRACE. Of

Tirne af day in format "k sz (24 PT
3

92.Click after the Condition text.

{-} Logic
Name: IF'IIIS oK. |
| Fipik M= [na] Canicel |
et OT= [no]

N exit OF= [na) Select.. |
— Condition Mew
& positioninGueue | ﬂ Kepwords. .. Task tag op... |
Operators. .
Tazk tag...
j Wariables...
Comment;

IP Office Contact Center Email & Chat Service
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93.Select the Operators... button.

) Logic
HEme: IF'IIIS kK. |
[t M= [no] Cancel |
et OT= [no]

M et OF= [na) Select.. |
— Condition Hew
. positionl nEusue | ﬂ Fewwords. . T azk tag op... |
O perators. .
Taszk tag...
;I Yariables. ..
Comment;
| Y

94.Click the greater operator and then select the OK button

{=) Available operators

%
&
I
[
]

Comparizon operators

String operations
+

e, M e

Y

modulo :l

arithr. and
arithrn. or
Qpen bracket
Cloze bracket

equal

riok equal

lezs

lezs than or equal

qreater than or equal

Connected words (2.0, "Call"+ 'Center'' w
Lericographical word comparnzon for equ.
Lexicographical ward comparizon for nok o
Lericographical word comparizon for less
Lexicographical ward comparizon for less
Lexicographical word comparizon for gres
Lexicographical waord comparizon for gres ™
[

]9

IP Office Contact Center Email & Chat Service
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95. In the Condition field type O, then select the Task tag op... button

) Logic
Marne: FO3 0K,
Input IM= [ra] Cancel
Y et OT= [no)
M exit OF= [no] Select...
~ Conditicn MNew
c.postionlnCueus = 0 ﬂ Femmards. . Tazk tag op...
Operators...
Tazk tag...
;I Yariables...

96.Click the Task tag... button.

() Task Tag Operations E3

¥ connectar: || 0k,

Cancel
Taszk tag...
M connectar: o Fepwards. ..
Operators...

IP Office Contact Center Email & Chat Service
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97. Click the QPosition Task tag and then select the OK button.

{=) Select task tag

I ame £ | Type | Data ... | Rezal... |;|
Q0S| _OrigDialer  «<Syst..  Sting
ODSI_OwCCld - <5Swst..  Sting
ODS|_TEwxcee.. <Syst..  Durab...
QDSI_TPrewie.. <Swst..  Durati..
ODSL_TRemin... <Swst..  Durabi..
Q0SL_Twrapu... <Syst.. Durabi..
OrderCode <Spzt.. Shing
Product Idzer String
[ Pozitioh Murnber  Integer
q.ocLenath <Spzt.. Mumber  Integer
[P ozition |zer Mumber  Integer
Scrpt_Agentz ... <Swst..  Mumber Integer
Scrpt_Bad'e... <Swst.. Mumber Integer
Scrpt_Compan... <5Syst..  Mumber Integer
Scrpt_Compan... <Syst..  Mumber Integer
Scrpt_Dialakn... <Syst..  Mumber Integer
Script_End Call  <Syst..  Mumber Integer
Scrpt_Good ... <Syst.. Mumber Integer ;I

OF.

Columnz |

98. Click the Operators... button.

{2} Task Tag Operations

¥ connector. |- Pasition'|

M connector:

]9

Cancel

Tazk tag...
Kemwords. ..

Operatars. ..

MILLH |
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99.Click Assigns a value to the task tag operator and then select the OK button.

€} Available operators
Azzignment operations that are executed only after the call was successfully assigned. ok
= Azzigns a value to a task tag [e.g. task tag = 3)
+= Adds a walue to a task tag [e.g.task tag+=3] Cancel |
= Subtracts a value from a task tag [e.g. task tag-=3)
= Multiplies the tagk tag by a value [e.g. task tag®=3)
/= Divides the task tag by a value. Division by zero equals zero.[e.g. task tag/
= Modulo operation on a task [e.g. task tag¥=2)

P+
I

Increments the task tag by 1 [e.g. task tag++)
Decrements the task tag by 1 (e.g. task tag-)
| Assignment operations that are executed immediately when detemining the sssi

walue to g 0 [e.0. e
Adds a walue to a tazk tag [e.g.task tag +=3]
Subtracts a value from a task tag [e.g. tazk tag :-=3)

Multiplies the tagk tag by a value [e.g. task tag :*=3)

Divides the task tag by a value. Division by zero equals zero.[e.g. task tag :
Modulo operation on a task tag [e.g. task tagi=2)

Increments task tag by 1 [e.g. TaskTag++)

Decrements the task tagby 1 (e.g. TaskTag-)

4| | i

T L

WOE e TR
+ o

£
100. Click the Keyword... button.
{2} Task Tag Operations
¥ connectar - 'Q Pasition:=| 0K |
Catcel |
Tazk tag... |
H connectar: N2
101. Click the Position in the queue keyword and then select the OK button.
{:) Available keywords Ed
Call-specific il Ok, E
c.tazk Type Taszk type [voice, e-mail or chat)
c.waitT otal Total wait time in reconds Eepiesl | I
c.himeT otal Total time in the zpstem in zeconds
c.waitT hizdueue Wit time far thiz topic in seconds
c.hiold fTransfers Mumber of transfers Task L
c.ningTokal Total ring time in seconds ask-ype

c.zpeechTotal Total conversation time in seconds =
u:.hu:uldTu:uta Total hI tie in Senndx T e
C. onlnl ue 111 the = ) -
c.queuePrio Priarity of the selected topic £ emal
c.dialledT opic Selected topic e.q. "Operator”’ 0 chat
c.lastT opic The topic that was lazt uzed ta route the |
c.nProceszed Mumber of azzignments by external distrib
c.announce T ime Time [z] an announcement iz already play
o ey Task tag e.g. "spz"

Skill functions
reduceslSkill:PCI7) Reduces all skills for a task to a percenta
reducedlSkilzbbs(?) Reduces all skils for a tazk to an absolute
zetdllSkills[?) Setz all zkillz for a tazk to an abzolute val

4 I I L4
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102. Click the OK button.
{-) Task Tag Dperations E |
T connector |- ') Position' = . pozitionl ni ueue 0k,
Cancel
Tazk tag..
M connhechor: | DI 3
Operators...
103. Click the OK button.
) Logic
M arme: IF'D5
Input IN="[nal Cancel |
¥ et OT= [na]
N et OF= [no) Select.. |
— Condition e
c.pogitionlnEueue > O ;I Kemmards. .. Tazk tag n:np...I
Operators. ..
Taszk tag...

j Yanables...

Caomment;

H I
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104. The configured element is displayed.

A IP office Contact Center

Eile Goto Help 21:517 0:00 H Administrator (-}

Aaent Poral Task flow set Edit  Tools  Windows  Help
yS DM/ |8 &8 Mo
% ososz0taresor B Lot mbct |
J - orep | e O
- fgi Personal contact

GQ Last agent % . [Testauen] . . Collector | . . [Available 4 © Support L

g;ﬂ Current agenk
% E-mail script

- Chat script

fu‘i Chat script (1 script)
- Announcements o Mo« O - ] ? il [ e O 05 O M = O mi=
- Comnerting unis o F . o o | A s
4. Change tesktag LT A A LT
& Change skil D
%% skil reduction o o o :I?If----
?Logic e e e o |- -
A TaskTrap Y P |
=) [ 5ystem condiions .

gt AL o Tibain, | MLt et A i sl asted A A gt N a4t i iite

105. We now need to set the time (30 seconds) between the position in Queue
chat announcements. This can be achieved using a Logic element. Drag the
Logic element into the Chat flow working area.

A 1P Office Contact Center

to Help 21:54 1 0:00 || Administrator (4

Agant Partal Task flow set  Edit  Tools Windows Help
~ DEH| v |8 &aEDE |

£ 0B0G2014TFS01 B8 List of syrbols |

J f:‘ 2

[Chat Flow]:Topicl

------ QQ Current agent
------ % E-mail script

------ & Chat script

------ i Chat script (1 script)
H-[ announcements
[=}-fa Connecting units

...... ﬁ_ Change task tag

Click and Drag

(= System carditions
-

@ Check Time Parods = == =

%_) Longest waik time exces

p=3

WWQQ Ly
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106. In the Name field type Wait between POS
{) Logic
Mame: IWait between POS 0k I
| Fipik M= [na] Cancel
et OT= [na] 4'
N et OF= [no] Select.. |
LY
— Condition e
| ;I Kemmards. . Tazk tag op... |
Operatars. .
Tazk tag...
j Wariables...
Comment:
=l
[~
| y
107. In the Condition field type (c.waitTotal % 30)<1 This will provide a 30

second gap between the Queue position messages. Click the OK button.

) Logic
I ame: IWait between POS oK
[t IM= [na] Cancel |
ek OT= [rno]
N et OF= [na) Select.. |
— Condition Mew
(. waitT atal % 30)1 =] Keywords.. Task tag op...
Dperataors...
Tazk tag...
;I “arables...
Comment;

W
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108. The configured element is displayed.

A, IP Office Contact Center

File Goto Help 22131 0:00 ||

Agent Partal Task flow sst Edit Tools ‘Windows Help

: DEE| v & & ME | '
FB1 OBOE2014TFS01 BH List of symbols | [Chat Flow]:Topici
...... T orop Al
------ 5 Personal conkack
------ 0 ¥ Last agent

------ & Chat script

------ :'?p Chat script (1 script)
EE||:| Announcements
=1 Connecting units

...... ‘:’= Change bask tag

----- & Change skill

|'_—‘|D System conditions

109. The Chat session will now check the Logic every 30 seconds. We can
inform the Chat customer of their queue position by using a Chat script (1
script) element. Drag the element into the Chat Flow working area.

A IP Office Contact Center

22191 0:00 || Administrator (-
Task flow st Edt  Tools  ‘windows Help
DSH| v [& &K DD | +
£Fs 0s06201u1Fsot. B Litof smbot |
..... f;,: Drap N ‘

----- #5# Personal contact
""" 58 Last agent eotectar | ¢ [maitabied . [Suppert | oo oo

..... Ly . m | [ra B |
QCurrentagant e E o ? o

\iait for 3 :::AgentsElu o s [MawaitT . o
A I - R R P = -+ T N i 2 I

- announcements

(= [ Connecting units \ S .. A L o

% Change task tag = 9| TR L R
= .s

&Changeskﬂl .“'u.‘. ....... P A . R A (
= e PR . i . PR

M Shill reduction . o :

A | R S.ao

ity
..... A TaskTrap e s "
[=-[@ System conditions QW {[ C 00T

@ Check Time Periods — |f |} -~ - -

% Longest wait bime excee | (L - - - 0 o o o o

-§n Murmber of tasks exceed

§ Gueue full
. @ Minimum number of signe | |t .. . . . oL - X .
et it g I ll M g st O I e g et A nsatte T
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110. Click the Q Position and then select the OK button.

K Select chat script Ed

I".i_. Chat j oK,

M arne < | Cahicel |
Abweizen

Agents Busy
End Call
Halten

Haold

katches Test
b & e ait Time

Reject
Start Chat Seszion
Topic 1 wWelcome Meszage

| Colurmnz |

£

111. The configured element is displayed.

Administrator (-)

Task flow set  Edit  Toadls Windows Help

DEH v & BB oo | K|
£Fa 0R0B2014TFS01 B Listof symbols | [Chat Flow]:Topicl
""" é;Dmp =l Waitfor 3 .. |AgentsBu| . . . Co [mawaitT) .. e
...... Personal contact ) B - - @De O -- 0O o De O - O == F t
N ¢ e DR R CA - I o ' T BN mull: A R ;
""" U8 Last agent ?'E..:" i D B f
______ $ Current agent
------ % E-mail script s o . g -
o chateermt Mt FOS .. |Wailtheted . G Fosition] - .
""" ‘? 4L SCrip :l?lI:l?lIIlquE
______ S Chat script (1 script) s o - - - i 1 &
-3 arnouncemerts | - o ] t
(=& Connecting urits :::::::::::::::::::::::::::::::::::::::::::::::::::f
LRy hangetasktag | Jf
oo s nan U] LD o e e g B i I s e T i it £, g, g
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112. Link the elements together as illustrated below
[Chat Flow]:Topicl [_|O
Topic [Topictwd . [Tetauend - . - . [Collectar | . [awailabled - - [Swpport | - o .
o R Al %*I—Fgﬁcfj? En%m RSN
:::::::::::::LMatchesT "WaitforBJ Agents Bu| . o [mewait L T
ool TA® P e i i e S Ca B&aEEPT |
e POS . [waitbetwd . [@ Position
............................................... :| ? |I :| |I—I| - |:
.................................................. IE . IE . :I 1
113 Select Task flow set and then click Save.
A IP Office Contact Center
Eile Goto Help
Agent Portal Task flow set  Edit  Tools  Windows Help
ZErl4-1 DIl =
[ |
ﬁ CIpen Chrl+0 =
Close nI:u:uISI
Activake
Activate in addition
Reactivate,
Save as...
Information
Delete. ..
Default kask Flow set, ..
Active task Flow set, ..
Export...
Imnport. ..
Print. .. Ckrl+P
Prinkt preview
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114. Click the Activate button.

A IP Office Contact Center

Task flow set  Edt Tools Windows Help
DEH & &R 0Ne
T 06062014TFSON | BB List of symbols | [Chat Flow]:Topicl B B
[0 Telephony =
-3 Emai
Bl chat Topic Topic 1w . |Text Que .. |conectar | . labile A Support
..... ) O—@3 = O—4 e | O—QA s}
B Topict ] = i a ? = ] E ? jg !ﬁ
. . Fj . ]
: LMatchesT o Wizt for 3 J LAgems Bu| : o MaxWvait 7| o
-0 e O ] i 0 e, O [ e, O O g
LLg e . ?E._jm ¥
- |[Wait betw Q Position] . _|
| E—A 5 O -
?ET E&
SR A A e R o R W N I S e S P T S P B RV e

115. When prompted click the OK button.

Task Flow Editor [ x| l

Task Flow set successfully ackivated,

TR o
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Setting Chat scripts against Chat topics

Chat scripts can now be assigned against the Chat Topics to inform the customer that
their session has been rejected or ended. The required chat scripts were configured
earlier in this guide, as illustrated below.

i Chat script - Create

T

Cancel |
Please try again later or phone 0124 J0 Mondaw ko Friday 08:00 to ;I Tag...
17:30 or email support@abccompany, com|

Texk:

i Chat script - Create

Cancel |

Texk:

Thank vou For wour suppark request From ABC Compary. Far more ;I Tag ...
information, please refer to the support section of our web site
vy, abccompanry . com,

If wou have any feedback relating to your chat session with
%LCCK_AgentMame: please send an email ko support@abccompany, com|

[~
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116. In this example, Topic 1 will be configured to provide a Chat scripts when
the chat session has ended. Click the Go to menu and select Configuration.

A IP Office Contact Center

File Goto Help

1 Home

[ools  Windows  He

= | B8 | 0

2 Telephony
3 Reaftime information

4 Reporting

3 Agent Status Reports
£ Contact Detail Reports
¥ Error List

g Configuration /
9 Ul config

10 Task Flowy Editor

11 MWR-Editaor

12 Dialer

13 E-Mail configuration

14 Texthlock admin
15 Address hook admin

=W,

%E Lizt af syrbalz

-

La-#ﬂvﬁm.#i

E
g
:
!

117. Click the Topic tab.

A, P Office Contact Center

Eile Goto Help

Configuration System  Servies Windows  Help

Ml

VYievr I <Al

@ Counlry | €& Queue device | = Tekephone | ¢85 Telephone group | e Chat server
@D ﬁQTop\c |!ﬁAgent group | QAgent | 2 Profile |@Taam |Eustomel | ' Estemal destination |aWorkplace | 49 Announcement | @Announcamenl script I@W

r-‘

Flame 2 | Tel | E-mail | Chat | MNurmber |Acl\va | PBX
X

H air Menu 7006 kS

® Tonz = FE:

b 7003 % PBrServer
Topicd DPD bas 7004 b PExSenver
®

Topicas x 7005 PBxServer

?
R e e cndi ol i B Al o WP g o A g gt _I"

118. Click Topicl and then select the Edit button.

23:01/ 0:00 | | Administrator (-)

Corfiguration  System  Service ‘Windows Help

Yiew: | < =l

41 Announcement I @ Announcement script I @IVH I P, Break Time code I FEPBH I FECHAP server | %VEA I " Country I (i Queus device I

= Telephone | ﬁ Telephone group I %Ehal TEIVET I %Ehat seript
@D QTnpic | Eﬂﬁgent group I Q Agent I Q Prafile I @Team I =] Customer I " External destination | aw’nrkplace
Name o [ 1ol [Email [ Chat [ Mumber | Active | PBX | Email address | Edit..

Compary Main Menu S 7006 S

PE:
°E; Create...
Copy...
Delete

Blocking periods

PExServer
PE=S erver
PExServer

Fon4
FO0%

Topicd DPD
Topichs,

KX X XES
KX X XES

el i gttt o o B s ol ettty s e et ih g b, '\ “..M‘-"-." g
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119. Click the Chat tab.
*.=[Topic] Topicl - Edit
Generall € Telephory " Chat oK |
Task garver ITS_EhatServer |_| Job code. | Cancel |
N _ Reporting/AT Info |
Jabber | dentifier: |T|:||:|||::'|— @ abccompany:
— Chat zcript at....
reject I _l
hold | -
end I _l
|
120. Click the reject ... browser button.

% [Topic] Topicl - Edit

Eenerall ﬁTeIephnny ‘Ehat | k. |
_ Carcel_|

Task server ITS_EhatServer I Job code. | Cancel

Reparting/BT Infa |

Jabber |dentifier: ITI:II:IiC1 (21 ghcocompany. com

Passward, [evseresseee Skils.. |
~ Chat script at...

reject | j

hold | _|

end | _|
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121. Select the Reject chat script and click the OK button.

N Select chat script

| %% Chat -

M amne i

Cancel |

]9

<Mone:
Abweizen
Agents Busy
End Call
Halten

Haold

Matches Text
M aw ' ait Time
O Pozition

Columnz |

A

122. Click the end ... browser button.

%[ Topic] Topicl - Edit

Generall f‘TeIephnn}I ﬁl:hat |

Job code. ..

Reparting/RT Infa |

Skills...

Task zerver: ITS_EhatS Erver _l
Jabber dentifier: IT.:.pi.:‘I @ abccompany.com
Pazzword: I-----------
— Chat script at...
reject IF‘EiEEt I
hold | |
end I j

/

i

Cancel
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123. Click the End Call chat script and then click the OK button.
K Select chat script EH
I".i. Chat j ok,
M arne - o | Caficel |
<Mone:
Abweizen

Agentz Busy

Halten

Hald

batches Text

bd 2 Wi ait Time

[ Pogition

Reject

Start Chat Seszion

Topic 1 *Welcome Meszage

Colurnnz |

e

124. Click the OK button.

*=[Topic] Topicl - Edit

Generall € Telephory " Chat | ok

Task sarver ITS_EhatSewer | Job code. | Cancel |
o Feporting/BT Info
Jabber |dentifier: IT.;.pi.;‘I @ abccompany.com
Skills...

Pazzwiord: I----------- /

— Chat zcript at....
reject IF‘EiECt _l
hold | -
erd IEnd Call |_|
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125. A Welcome script can now be added for each Agent. This will inform the
customer which chat agent they are connected to. The chat script was configured
earlier in this guide.

3¢ Chat script - Create
Mame: I Stark Chat Session
Cancel |
Texk:
You are connected with SCCK_Agentiamess| ;I Tag ...
=
| y
126. In this example, a Profile will be used. Click Configuration and then

select Agent profile.

A IP Office Contact Center

Eile Goto Help

Agent Portal Configuration  System  Service  Windows  Help

Topic
ﬁ Agent group /
Agent
@.ﬁ.nnauncement soript | ﬁ
J Team | #5 Telephar
Custamer | fﬁ.ﬂ.gent group |
External destination "
‘Warkplace i | Tel | E-w
Announcerent :
Announcement scripk 0
IVR v
Chat scripk b
[ opicad, =

Al A I e 1!""1,--'
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127.

A IP Office Contact Center

o Help

Configuration System  Service ‘Windows Help

23:15/ 0:00 ||

Click the required Agent group and then select the Edit button.

Administrator (-)

Agent Partal

ﬁ Yiswr | <Al -l
49 Announcement I @Annnuncement script | @\VH | E EBreak Time code | FEPES | FECHAP server I %VEA I " Country I (df Dueue device
=3 Telephane | ﬁ Telephane group I T Chiat server I % Chat script
@D | QTnpic I Eﬂﬁgent group I Q Agent Q Profile |@Team | [EZ] Customer I ' External destination I aWnrkplace
Nane < [ Tel [Emal  [chat  [Pex | Edt..
Agent Default

Agent Supervizor
Chat Agent

Supervisor Agent
Supervizor Default

128. Click the Chat tab.

& { [Profile] Chat Agent - Edit

Generall £® Telephory %Ehat‘*

IT 5_ChatServer

T azk zermver:

PE=Server

PE Bl
PExServer
PERServer

Lt ST e e oty e S Tt A T v SR it A 0

Welcome text: I
— [roup aszignmert
Fio | Mame - Add..
1] Suppaort b
<Mianes [elete
<Mornes
Maones Un
<Mones ;I Mg

LCreate... |
Copy.. |
Delete |

L. 4

Cancel |
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129. Click the Welcome Text ... browser button.

4! [Profile] Chat Agent - Edit

Generall ﬁ*TeIephnﬂy ﬁEhat | QF.
Tazk server; T5_ChatServer Cancel

Wwelcome test;

~ e ol AR il e P gpsiie iy A it

130. Click the Start Chat Session and select the OK button.

K Select chat script Ed
T Chat | ok,

M arne < | E;I

<Mones
Abweisen

Agentz Busy
End Call
Halten

Hold

Matches Text
b ax A ait Time
[ Pozition
Reject

Start Chat Segsion

Topic 1 Welcome Meszage

| Columnz |

e
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131. Click the OK button.

1 [Profile] Chat Agent - Edit

Generall € Telephory " Chat | oK. |
ITS_EhatSewer y Cancel |

T azk zerver

Wwielcome hext: IStart Chat Sezszion

— Eroup assignment

Prio | I amne |A~ Add
G0 Suppart b
<Maones [Telete
<M ones:
<M ones: Up
<M ones: LI Do

L [
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Testing a Chat Session using Pidgin XMPP client

It would be good practice to test the Chat topics before they go live. This can be
achieved using an XMPP client for example Pidgin. The account to be used would be
the customer account created in Openfire that was created earlier.

Create Hew User

Lsernarne: ™ ||:ust|:|mer |
Marme: ||:ust|:|mer |
Email: |custnmer@abccnmany.cnm |
Pasgword: * (ssssssennes |

Confitm Passwortd: *  eessssssses |

Is Adrministrator? [ (Grants admin access to Openfire)

[ Create User ][ Create & Create Another ][ Cancel ]

1. The Pidgin software can be obtained from the following website https://pidgin.im/

=]

-

pidgin-2,10.9-
affline

2. Download the Pidgin software and install it on the required PC. Select the
Language and then click the OK button.

Installer Language

E' Please select a language.
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3. Click the Next button.

3 Pidgin 2.10.9 Setup

Welcome to the Pidgin 2.10.9 Setup
Wizard

This wizard will guide you through the installation of Pidgin
2.10.9,

It is recommended that you close all other applications
before starting Setup. This will make it possible to update
relevant system files without having to reboot your
computer,

Click Next to continue,

Next > ][ Cancel ]

4. Read and agree to the License agreement and then select the Next button.

2 Pidgin 2.10.9 Setup AEA

License Agreement

. .
' l ‘ , I n Please review the license terms before installing Pidgin 2.10.9.

Press Page Down to see the rest of the agreement.

GNU GENERAL PUBLIC LICENSE A
Version 2, June 1991

Copyright (C) 1989, 1991 Free Software Foundation, Inc.,
S1 Franklin Street, Fifth Floor, Boston, MA 02110-1301 USA
Everyone is permitted to copy and distribute verbatim copies
of this license document, but changing it is not allowed.

Preamble

_The licenses for most spftware are designed to take away your v

Pidgin 2.10.9 is released under the GNU General Public License (GPL). The license is provided
here for information purposes only. Click Next to continue.

[ <Back || next> T | cancel |
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5. Click the Next button to install the defaults.

% Pidgin 2.10.9 Setup

Choose Components

. ®
' l ‘, I n Choose which features of Pidgin 2.10.9 you want to install.

Check the components you want to install and uncheck the components you don't want to
install. Click Next to continue.,

Select components to install: GTK+ Runtime (required if not present) A
Pidgin Instant Messaging Client (required)
= M shortcuts
[ pesktop
Start Menu
= URI Handlers
Description
Space required: 39.8MB

[ < Back ][ Next > [ Cancel ]

6. Click Install to install in the default location.

3 Pidgin 2.10.9 Setup

Choose Install Location

. .
' I ‘, I n Choose the folder in which to install Pidgin 2.10.9.

Setup will install Pidgin 2,10,9 in the following Folder. To install in a different folder, click
Browse and select another folder. Click Install to start the installation.

Destination Folder

C:\Program Files\Pidgin ‘

Space required: 39.8MB
Space available: 15.0GB

< Back ][ Install [ Cancel
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7. Click the Next button.

™ Pidgin 2.10.9 Setup =)

Installation Complete

. a
' ' ‘ , I n Setup was completed successfully,

Completed
[llilIlIIIIIIIIIIIIIIIIIIIIIIIIllllllllllllllllllillilllq
Extract: pidgin-2.10.9-dbgsymipluginsissl.dll.dbgsym Al

Extract: pidgin-2.10.9-dbgsymiplugins\statenotify.dll.dbgsym
Extract: pidgin-2.10.9-dbgsymipluginsitcl.dil.dbgsym

Extract: pidgin-2,10.9-dbgsymplugins\themeedit.dll.dbgsym
Extract: pidgin-2.10.9-dbgsymiplugins\ticker .dll.dbgsym
Extract: pidgin-2.10.9-dbgsymplugins\timestamp.dll.dbgsym
Extract: pidgin-2.10.9-dbgsymiplugins\timestamp_format.dll.dbgsym
Extract: pidgin-2.10.9-dbgsymiplugins\win2ktrans.dll.dbgsym
Extract: pidgin-2.10.9-dbgsymiplugins\winprefs.dil.dbgsym
Extract: pidgin-2.10.9-dbgsymipluginsixmppconsole.dll. dbgsym
Extract: pidgin-2.10.9-dbgsymiplugins\xmppdisco.dil.dbgsym
Completed

U Completing the Pidgin 2.10.9 Setup
Wizard

Pidgin 2.10.9 has been installed on your computer.
i Click Finish to close this wizard.
-0 0~

U Visit the Pidgin Web Page

9. Start the Pidgin application.

e

& Pidgin

CUTELIEER A (7 Apache Tomeat 7.0 Tomeat?

@| Log OFf |§| Disconnect

A TP Office Contar

IP Office Contact Center Email & Chat Service
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10.Click the Add button to add an account.

A Accounts [Z]

Welcome to Pidgin!

You have no IM accounts configured. To start connecting with
Pidgin press the Add... button below and configure your first
account, If you want Pidgin to connect to multiple IM
accounts, press Add... again to configure them all,

You can come back to this window to add, edit, or remove
accounts from Accounts=Manage Accounts in the Buddy
List window

11.Change the Protocol to Facebook (XMPP).

% Add Account

Basic | Advanced | Proxy |

Login Options

Protocol: Facebook (XMPP) | v |

Username: ‘ \

Domain: | chat.facebook.com \
Resource:
Password:

[[] remember password

User Options

Local alias: .
[[] New mail notifications

[] use this buddy icon for this account:

Cancel

IP Office Contact Center Email & Chat Service 102014 113



IP Office Contact Center Email & Chat Services

12.In the Username field type customer.

v

% Add Account @

Basic | Advanced | Proxy|

Login Options
Protocol: [ Facebook (XMPP) v \
Username: ‘customer J
Domain (chat facebook.com

Resource: {
|

User Options
Local alias:

[[] New mail notifications

[] use this buddy icon for this account:

[[] create this new account on the server

[ Cancel ] [ Add ]

13.In the Domain field type xmpp.abccompany.com.

® Add Account @

| K
Basic | Adyanced | Proxy |

Login Options
Protocol: | Edrscebook(ape) v |
usernamNcustomer ‘
Domain: I'xmpp.abccompany.com ‘
Resource: [ 7 ' s \
Password: { l

[[] rRemember password

User Options

Local alias:

[C] New mail notifications

[] use this buddy icon for this account:

[] create this new account on the server

[ concel || aa |

IP Office Contact Center Email & Chat Service
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14.1n the Password field type in the password for the customer test account.

& Add Account E[

Basic | Advanced | Proxy

Login Options
Protocol: | EdFacebook (xPP) v |
Username: cuskomer
Domain: xmpp. abccompanty.com
Resource:
Password: [esesccccces

[] remember password
User Options

Local alias:

] Mew mail notifications

[[] use this buddy icon for this account:

[] Create this new account on the server

[ concel ||  aad |

15.Click the option to Remember password and then select the Add button.

® Add Account @

- gasi:._ Advanced | Proxy |
Login Options
Protocol: . Facebook (XMPP} v .
Username: cuskomer
Domain: :xmpp.abccompany.com

Resource:

Eﬁsmrﬂ: [sessensssss
R

User Options

Local alias:

[[] New mail notifications

[[] Use this buddy icon for this account:

[[] Create this new account on the server

et [
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16.Make sure the account is Enabled and then select the Close button.

%' Accounts

Enabled Username Protocol
customer@:xmpp.abccompany.comf w =MPP

Close

17.The Chat topic will be displayed. The green light indicator illustrates that Pidgin

can see the topic.

& Buddy List
Buddies Accounts Tools  Help
= Buddies

O Topicl

‘ O Svailable | -

Punch
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18.To create a Chat session right mouse click on the Topic and then select IM.

@ Buddy List Q@@

Buddies Accounts Tools Help

= Buddies
. Topicl
h- Get Info i

&7 SendFile...
Add Buddy Pounce...
Wiew Log
Show When Offline
Unsubscribe
Move to »

Black

A alias...

Remove

i

Set Custom Icon

Q) available @, Expand

lunch I

19. Enter text into the Chat window and press Enter on your keyboard.

® Topict M=1E3

Conversation  Qpkions

(___) Topicl

(411215 PM) customer@Empp.abccompany.com,’
cb3daede: Chat test session

(4112116 PR Topicl: ¥ou have entered a Chat session For
Topic 1

|A|Fort | ok Insert | () Smie! | (D) Attention!
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20.The Chat session can now be answered by the Agent.

IP Office Contact Center

Chat  Help

Agent Portal

ﬁ State | ¥ | Tapic Participant | Started | Text

Active Topicl customer 6/9/2014 4:13 PM Chat test session
ey
L.

Topic: Topicl @

[4:15:24 custarner: Chat test session

FM]

[4:13:24 System: ‘fou have entered a Chat session for Topic 1
FM]

[4:14:08 System: ‘fou are connected with Agentl

PM]
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Using the ‘CHAT web Java’ example available on the installation DVD, to link a
Web page to the IP Office Contact Center CHAT topics

The IP Office Contact Center installation DVD image contains web page examples that
can be used to create custom webpages that will interact with the Chat topics.

{= ACME Company - Windows Internet Explorer

b s |@

192,168, 42,252

vl 2| % |)'L

File Edit Wiew Fawaorites  Tools  Help

iy Favarites | 513 @) Suggested Sikes = £ ©

@ ACME Company

EEX

B

M- 8

=] gé; * Page -~ Safety ~ Tools -~ l@lv

ACME Company - we have everything you like

12 June 2012:
For what ever
reason we have a
new product, It is
the incredible
Hunter Detectar
Device, It is able

v to detect hunters

SectionA )
Start a Chat conversation
SectionB ) ) :
Fields that are marked with (*) are required
SectionC (*) what is the
. appropriate topic tapic
SectionD to you | P
SectionE {*) please enter a

nick name Test Custamer

I have a problem with my Laptop

(*) what question
dao you have

¥ (*) Do you agree with the privacy palicy

start chat corwversation |

with in a range of
one mile

5 June 2012: &
Customer
remarked that
some rockets he
bought may
explade
unexpectedly
without creating
trust at all.

1. Open the Examples folder on the IP Office Contact Center ISO DVD.

L AL

€ =) - 1

Share Wik

. v IPOCC_9.0.2000.1405 »

W Favorites Hame
B Desktop . Brd_Pry_SWW
& Downloads | Client /
£ Recentplaces Exarnples B
Manuals
" This PC Server
 Desktop Utilities
' Documents | DVD contents.tst

8 Downloads | ipocc_quick_start_en.pdf

a Music : ReleaseMotes IPOCCS.0.2.2000.docx

IP Office Contact Center Email & Chat Service

| PN IPOCC_9.0.2000.1405

Date modified

14/04/2014 15:52
14/04/2014 15:52
03/06/2014 15:43
14/04/2014 15:52
14/04/2014 15:52
14/04/2014 15:53

31,/01/304 1549

04/02/2M414:07

e
- @
& earch IPO 9.0.2000.1405 2
Type Size
File folder
File folder
File folder
File folder
File folder
File folder
Text Document 1 KE
PDF File 589 KE
Office Open XML ... 135 KB
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2. Extract the ChatExamples.zip.

Haome Wi v @
(€ = 4| L » IPOCC_2.0.20001405 » Examples » v & | | search Eamples 2|
3¢ Favoritss Narme - Date raodified Type Size

B Desktop L. Callflow Examples 14/04/2014 15:52 File folder

|8 Downloads L Cosl Bxample 14/04/2014 15:52 File folder

%ﬁ Recent places II,_iI. ChatExarmples.zip 30/ /2014 01:40 Compressed (zipp... 52,266 KB
|1, wsc-sDK-1.0.8zip 30/0/2014 04:55 Compressed (Zipp... 33,523 KB

Thoie O

3. There are three Chat examples. In this example, the
be used. Extract the WebChatAPP.java files.

WebChatAPP.java files will

Home Wiew v @
1|1 » IPOCC_9.02000.1405 » Examples » ChatExamples » v & | [ sesrch chatexamples » |
¥ Favorites Mame - Date modified Type Size
Bl Desktop 2 WebChat.ReadMe html 15/01/2014 1311 HTML Document 4KB
8 Downloads |1 WebChatpp.java.zip 30/01/2014 0n:40 Compressed (zipp... 5,088 KB
2l Recent places |1 WebChatdpp.php.zip 30/01/20014 0:40 Compressed (zipp... 23KB
|1 WebChatProxyzip 30/01/2014 01:40 Compressed (zipp.. 47,174 KB

% This PC

4. Open the WebChatApp.java folder.

Home Share Wiew v @
® = 1| L[> 1POCC_9.0.20001405 » Examples » Chatbamples » v & | | search Chatbxamples 2 |
7 Favorites MNarne . Date modified Type Size
B Desktop | WebChatapp java 09/06/2014 17:28 File folder
& Downloads @ WebChat.Readhe.hitrnl 15/01/2014 13:M HTML Documert 4B
1 Recent places A WebChatdpp java.zip 0204 01:40 Compressed (Zipp.. 5,088 KB
& WebChatdpp.php.zip 30/01/2014 01:40 Compressed (zipp... 23KB
[ WebChatProxy.z 307012014 01:40 Compressed (mpp... AT1TAKE
{8 This PC & oy zip P PP
i Desktop
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5. Here you will find an Eclipse project file and a build script that can be used by
the customer developer to create a custom Web interface that will link back to
the IP Office Contact Center for Chat from their Web site.

File Home Share Wiew v O

T |J... <« EBxamples » ChatBamples » WebChatlppjava » w G| | Search WebChatdpp.java = | |

<t Favorites Marme - Date modified Type Size :
Bl Desktop L. settings 0N06/2014 17:28 File folder
g Downloads L. classes 0/ /2014 01:40 File folder
‘E‘J Recent places . dist 09/06/2014 17:28 File folder
. prereg 30/01/2014 01:40 File folder

& This PC L sre /01204 040 File folder
_im Desktop L] .cha ssP‘t/ 20/11/2012 10:41 CLASSPATH File 1KB
1| Docurnents | project 2070772012 15:07 PROJECT File 2kB
g Downloads = buildarnl 15/01/2014 13:11 HML Dacurnent BKB

W Musie £ ReadMe.htm| 15017201413 HTML Docurment 3KB

£l Pirtiiret

6. To use the default Avaya compiled Java webpage with TomCat, open the dist
folder.

Home Share e v @9
@ - 1 |_L| <« Examples » ChatExarmples » WebChatlppjava b dist W G| | Search dist 2 |
X Favorites Marne “ Date rodified Type Size
B Desktop || WehChatfpp properties 15/01204 131 PROPERTIES File E
j Downloads || WehChatfppavar 3040172014 01:40 AR File 3,245 KR

%5l Recent places

7. Edit the WebChatApp.properites with notepad
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- - B
_| WebChatApp.properties - Notepad - Elﬂlg
File Edit Format View Help
BRERER AR AR R R AR AR RR R RR R AR AR R R R R AR AR R AR AR R AR R R R R AR R R R AR R AR RER R HE -~
# #

# webChat Integration Sample © 2012 Avaya, All rights reserved. #
# #
#ESRRRAR AR AR R R R AR R R R AR AR R R R R R AR R R BB AR R R AR AR R R AR AR AR R AR R R R AR R R RS

##Iﬂéﬁéﬁéf,&ﬁﬁl;ééf'iﬁglsu”‘I”””H””””‘”””H””””H”””H”””HI”””H”””H”””H””””H”””

# here the location of the ttrace server is specified
# when left empty, localhost on 10300 is connected
TTraceServiceHost=vmw2003

TTraceservicePort=10300

# The list of topics that can be connected

# the format of the Tist is comma separated: <entry>,<entry>,......

# an entry has the format <TopicID-:<JabberID> where TopicID must not contain spaces
# keep in Mind, that the topicid must ONLY contain alpha numeric characters
Topics=support:support@localhost,sales:sales@localhost

## webChatProxy specific settings (in the app the proxy runs in internal mode) TEEEEEEEEEEEY

# Connecting to a XMPP Server and establishing a chat session reguires a set of parameters

# sSome of the parameters you sEecify here and the rest you will require to provide when using the
# Proxy's wWebservice or API. The Parameters you specify here are constant for every chat session
#

# The Host name of a XMPP server

webChatpProxy. xMPPserverHost=localhost

# the port where the MPP server waits for client connections

webChatProxy. XMPPServerpPort=5222

# the XMPP domain where the users reside which use the proxy to connect to the XMPP server
webChatProxy. XMPPserverDomain=Tlocalhost

4 1 2

8. Change the topic names to match those on your IP Office Contact Center
system. For example topicl@xmpp.abccompany.com

B WebChattpp - Motepad

Fie Edk Formst Wiew Help
ERERRPRPRPRBERIREREERREELE
#

FRERBRBRERRR PR PR RERPERES
*

# webchar Integration Sample © 2012 Aavaya, All rights reserved. #
# #
## WebChatapp sett‘ings
#& ## FEEE FYTrrT T3

# here the lTocation of the ttrace server 1s specified
# when left empty, localhost on 10300 is connected
TTraceserviceHost=xmpp

TTraceservicerort=10300

# The 1ist of topics that can be connected

# the format of the Tist is comma separated: <entry>,<entry®,c.c...

# an entry has the format <TopicIDs:<labberIp: where TopicID must not contain spaces

# keep in Mind, that the topicid must omLy contain a1gha numeric characrers

Topics=topicl:topicléxmpp. abccompany. com, topic2 itopicidampp. abccompany. com, topic3 i topic3dxmpp. abccompany. com

EEEEEEEEE #hié
## webChatProxy specific settings (in the app the proxy runs in internal mode)

3 FrrTey

& connect1nﬁ to a ¥MPP Server and establishing a chat session requires a ser of parameters

# some of the parameters you sEec1fy here and the rest you will require to provide when using the
# Proxy’s webService or API. The Parameters you specify here are constant for every chat session
#

# The Host name of a MPP server

webhatProxy. xMPPServerHost=1ocalhost

# the port where the >MPP server waits for client connections

WebChat Proxy. *MPPServerPort=5222

# the »MPP domain where the users reside which use the proxy to connect to the »MPP server
webChat Proxy. xMPPserverpomain=localhost
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9. If required, change the location of your XMPP service. In this example, the
XMPP service is running on the same server as the TomCat service hence the

use of localhost.

WebChatProxy.XMPPServerDomain=localhost.

P
Fle Edt Formst View Help

WebChatipp - Hotepad

FEERPPRRRRRPPEEREERPRRRE BRFEREEERE PSR EERREEEEEE
# #
# ‘webchat Integration Sample @ 2012 Awvaya, All rights reserved. L
# #
## webChatapp sett‘ings
# EEEE

# here the location of the ttrace server is specified
# when
TTraceserviceHost=xmpp
TTraceservicerort=10300

# The 1ist of topics_that can be connected
# the format of the Tdst Y
# an entry has the format <TopicIpDs:<labberIp: where TopicID must not contadin spaces
# keep in Mind, that the topicid must owLy contain a1gha numeric characters
Topics=topicl:topicl@xmpp. abccompany. com, topic2:topic

t empty, localhost on 10300 is connected

is comma separated: <entrys,<entr

Gxmpp. abccompany. com, topic3 itopicigmpp. abocompary . com

Lid

webd;atﬂr'oxy specific settings (in the app the proxy runs in internal mode)

# cannect‘mﬁ to a »MPP server and establishing a chat session reguires a set of parameters
# Some of the
# Proxy's webService or API.

#
# The Host name of a XMPP server

webChatProxy. xMPPServerHost=1ocalhost

# the port where the XMPP server waits for client connections

WebChatProxy. *MPPServerPort=5222

# the MPP domain where the users reside which use the proxy to conmect to the XMPP server
wWebChat Proxy. xMPPServerbomain=localhast

parameters you sEec‘Ify here and the rest you will require to provide when using the
The pParameters you specify here are constant for every chat session

10.Click File and Save to confirm the changes.

_f

"_7] WebChatApp.properties - Notepad 0
[@m Edit Format View Help
Ctrl+N
Ctrl+0
Ctrl+S

New HEE

Open...
Save
Save As...

amp

HHE

Page Setup...

Print... Ctrl+P

Exit .
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11.Copy the WebChatApp.war file into the Tomcat7.0\webapps folder.

& webapps
File Edit View Favorkes Tooks Help

Qok - O (T O search |[[= Fokders | [F~
Address I_ﬁ Ci\Program Files\Apache Software FoundationiTomcat 7.0Ywebapps I_ Vl G
Folders "‘ -

® £ as53c4366d1dded7a051 A LJ docs U manager

# |2 Documents and Settings

= I Program Files e WehChatApp.war 3
# ) Analog Devices L/} ROOT WAR File
= () Apache Software Fou 5,249 KB
=
L 4

=l 1) Tomecat 7.0

& bin = R
# ) conf L,J e

15 ik

12.Copy the WebChatApp.properties file into the Tomcat7.0\conf folder. Click
Yes to overwrite when prompted.

Qe - ) [T O seweh [ roses | [T

Address .._‘l Ce\Frogram FlesiApaches Softwars Foundation|Tomost 7,0 ond w Go

Foddars x .
# [ 49534 6d 1 ddeaTaln] A L.--J Catalng 3 PROPERTIES Fle
£ Dastuments s Settings

S 5 Program Files %y catsina pobcy b,

B I Analog Devices POLICY Fila i

a'ﬁ

B

e

= I fpachs Softwane Fou 13 KE

= 2 Tomeat 7.0

Confirm File Replace

= bn

& 3 ek f,..-"r This foldar slrandy contsine & fibs named WebChatipp!,
(= ]

= e Wiondd you ke Lo replace the existing file
1

65 KB = 152 bytes
e (03 June 2014, 15:47:43
with this cre?

3 PROPERTIES Fi
“\ bomcat-users
! WML Docurmesnd
S werk, 3] WebChatApp
FROPERTIES Fills
o 20918
I ComPhus Appheations n riocheed: 063 Jure 2014, 15:57:55

& I Inked i

¥os [ w ]

Log Off '® l Disconnect

1J start 4y Services A IP Office Contact -
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14.Select the Apache Tomcat Service and click Restart.

RN Type | Logion A
anissl Local System
Diabled Local Service
Aastomatic

Myl Local Stevice
arusal Local Syshem
izl Wetwork 5.
Bt oinatic Local Syshem
Automatic Local Syshem
Disabled Local System
hsrussl Local Syshem
lsrussl Local Syshem
Bt ornatic Local System
Automatic Local Syshem
BBt Local Syshsm

Local Syshem

" Services
Fil:  Action  Wiew Help
R M .
e
Apache Tomcat 7.0 Tomcat T Nt Dersiriphion Status
By NET R SbON Service ... KOOt ...,
op the sarvice g et hckities vl
Beztark the service hpache Tomcst 7.0 Tomcat T
Ty Appbcation Layer Gatewly Service Provides 5.,.  Sharted
Description: %ﬂppkdmﬁhlawﬂm Prowides £,  Stabed
%mﬁfj&'{m ) BRyntP NET State Service Prowdes 5. ..
B Aukomatic Lpdates Ersbdss th,.. Stated
By fackground Inbeligent Transfer Service Transfersf... Stated
B ChoBook Enabdss Cb.,,
B COMH- Evenit System Supports 5., Started
Swsbem Applcation Manages b...
By Cevrgniter Browses Msirkaires a..,  Staited
B Cryptograghe: Sarvices Provides the,, Stated
‘%D-COM Served Process Laurncher Provddes la,..  Stated
B DHOP Chant Manages ...  Started
N R TN e 20 s = . - s
Y Extended A Standard /

15.The Chat Web page can now be accessed with the following link:

http://server name:8080/WebChatApp/

{= ACME Company - Windows Internet Explorer

=

192,168,42.252

L S )

B

File Edit Wiew Favorites  Tools  Help
1’,} Favarites {;‘5 £ | Suggested Sites = E -
@ACME Carmpanty ﬁ T r___J

I | géa * Page = Safety + Tools - l@lv

ACME Company - we have everything you like

12 June 2012:
For what ever
reason we have a
new product, It is
the incredible
Hunter Detectar
Device, It is able

to detect hunters

SectionA )
Start a Chat conversation
SectionB ) ) .
Figlds that are marked with (*) are required
SectionC (*) What is the
. appropriate topic tapic v
SectionD ) g9 | 5
SectionE

(*) please enter a

hick name Test Customer

I have & problem with wy Laptop

(*) what question
do you have

¥ (*) Do you agree with the privacy palicy

start chat conversation

with in a range of
one mile

5 June 2012: &
Customer
remarked that
some rockets he
bought may
explode
unexpectedly
without creating
trust at all,
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IP Office Contact Center Email Service

The IP Office Contact Center has a build in Unified Mail Routing system server that can
be used to Queue and filter emails to Agents. The email service types that can be
utilized are:

e SMTP
e POP3
e IMAP4

Required Information

To successfully utilize the IP Office Contact Center’s Email service there are a number
of factors that should be considered. Some of these details should be checked and
discussed with the customer:

Email Considerations

e Are there adequate Multichannel Licenses available for the agents who will use
IP Office Contact Center’s Email Services?

Will the customer be utilising POP 3 or IMAP4 as their mail utility?

Does the customer have an existing SMTP service that can be used?

What relay host authentication account will be used?

What is the relay host authentication accounts user name and password?
What is the mail servers (relay host) domain name?

Have you ensured that SMTP Port 25 is not blocked by Antivirus software or a
Firewall?

Have Agent Privileges been assigned for Email?
The available Privileges include:

e Email Configuration - The agent can configure email settings.

e Keyword based Email Routing - This privilege allows the agent to configure email
scripts that allow emails to be searched for specific text.

e Email Supervisor - Assigns email supervisory privileges to the agent.

e Use Textblocks - Allows the agent to use configured Text Blocks

e Agent Queue View - Allows the agent to view any emails in the queue, for the
Topics that he/she is assigned.

e Delete Emails - Allows the agent to delete any active emails. Note: Once an email
has been deleted it cannot be retrieved.

e Email Archive - Allows the agent to view archived emails. Only completed emails
can be archived.

e Textblock administrator - This allows the agent to create text blocks for commonly
used text and phrases that can be included in email messages

e Defer Emails - Allows the agents to store email messages in a “held” folder for later
use

¢ Print Emails - Allows the agent to print emails.

e Automatic Sign On - Allows the agent to be automatically signed on to the agent
groups to which they are assigned.
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e Reply as agent - Allows the agent to select whether they reply to emails as an agent
or from the topic. The email address used in the message will be changed to the
agent’s email address or the topics email address depending on their selection.

Please refer to the IP Office Contact Center Telephony User Interface Configuration
Task Based Guide for further details relating to Agent Privileges and Authorization.

The following section will illustrate the configuration of IP Office Contact Center’'s Email
Service and is split into a number of sections:

Licensing

Setting up Email (SMTP used, POP3 and IMAP details at end of section)
IP Office Contact Center Email Configuration

E-mail Flow

Text blocks/Auto reply

Archive email database
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Licensing
To provide Agents with the capability to receive Emails within the IP Office Contact
Center, Multichannel Agent licenses are required.

AVAyA Web License Manager (WebLM v6.3)

WebLM Home Multivantage Customer Interaction Express - Release: 3 - SID: 22012050(Enterprise license file)

Install license

You are here: Licensed Products = CIE > View by Feature
Licensed products
- CIE License installed on: 02 June 2014 17:26:08 +01:00

Witz O ealiTe License File Host IDs: Ad-5D-36-FC-FB-1C

View by local weblLM

Enterprise configuration Feature License  Currently
(License Keyword) Capacity available

jboeall=h Ftilconion st Number of concurrent E-Mail User

10 8
» Usages (VALUE_CIE_CC_USER_NONVOICE)
Number of CIE IVR PORTS
» Allocations (VALUE_CIE_IVR_PORT) 30 0
Periodic status Number of concurrent Supervisors i0 7
: N (WALUE_CIE_CC_SUPERVISOR)
Uninstall license
Number or concurrent Inbound Woice User 10 10
Server properties (VALUE_CIE_CC_USER_VOICE)
Number of CIE IVR Systems
MEETRIEEE (VALUE_CIE_IVR_CON) 2 !
Numnber of CLIP entries in DB
Shortcuts [VALUE_CIE_CC_CLIP) 5000 4599
Number of Nonvoice Media Phone Lines 30 30
Help for Installed Product (VALUE_CIE_CC_MEDIA_LINE)
Number of concurrent User with Integration Interface 10 10
(WALUE_CIE_CC_BLCCOM)
Number of concurrent User with Extended Voice features i0 7
(WALUE_CIE_CC_MONTELUSER)
Number of concurrent Chat User 10 10
(VALUE_CIE_CC_USER_CHAT)
Enablement of UMR on Mot
_CIE_CC_ counte
(FEAT_CIE_CC_UMR) ted
Enablement of Texttemplates for Users 500 498
(WALUE_CIE_CC_TEXTMODULES)
Enablement of Base100 an Not
FEAT_CIE_CC_BASE100 counte
_CIE_CC_| d
Number of concurrent Service Users 10 10
(WVALUE_CIE_CC_SERVUSER)
Number of IPO Connections 5 a
(WALUE_CIE_PX_IPO)
Number of concurrent Team Leaders 10 7

(VALUE_CIE_CC_TEAMLEADER)
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SMTP Email Configuration
(POP3 and IMAP details at end of section)

1. Click Service followed by E-mail settings.

A IP Office Contact Center

File Goto Help

Help

Agent Portal Configuration  Syskem | Service ‘Windows
eporking Filkers. .,
Miew: I <Al Special Settings. ..

43 Announcement Telephane Settings. . ﬁ}l'\-’ﬁ | E Break T

= Telephone ;.Bn;c-uncement Maodules, .. e
(@) | @ Toy N ¥ Agent {ip

Counkry Sekking. ..

-

-~

Device. ..
M ame: 3'—:3'-': evice T
Agent Default Telﬂphﬂﬂﬂ- T .
Agent Supervizor RN @0 y 1
i CHAP Server. ..
E YES, 2
Realtime Only ><

i A Code Agents. ..
Supervizor Agent A':':ESS CD.jE T';IE.n 5 / . J
Supervisor Default GEEES HES EfRESeoc i=" ) ?
Chat server., .

Chat settings. ..

g s el o i gl Ay e st I hﬂ_u" J‘-'“"r

2. In the E-Mail Domain field, enter the fully qualified domain name of the
customer’'s SMTP mail service. For example, mail.abccompany.com
(hostname.domainname) and then click the OK button.

& E-mail settings

System Settings |
E -t ail Cromair: Imail.abccumpany.cnm [e.0. company. com) Cancel |

Prefix for Ticket 1D: |

S uffis For Ticket 1D || \
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3. Click Configuration and then select Topic.

A IP Office Contact Center

File Sotao Help

Help

Y W N

Ogenk group
Team | E Telep
Cuskamer | 8 2 gent group

Agent Portal Configuration  Syskem  Service Windows
Agent
External destination

Topic |
&oerk profile E Announcement script
‘'orkplace

Announcement
Announcement scripk
IYR.

PP

hat scripk
superyizor Lefault

4. Select the required Topic, for example Topic 1 and then click the Edit button.

A IP Office Contact Center

File G 20:47 1 0:00 || Administrator ()

Agent Portal Configuration  System  Service  Windows Help

ﬁ Yigw: | <Al |
49 Announcement I @ Announcement script | g} IR | E Break Time code I SEPEX | FECHAP server I %@VEA I '* Country I (df Queue device
=3 Telephone I E Telephone group I T Chat server I % Chat script
@D QTDplc |mﬂgent group | .Q Agent I Q Prafile | @Team | [2Z] Customer I [ External destination I Q\Morkplace
Mame £ | Tel | E-mail | Chat Mumber | Active | PEX | E-mail address | Edi...

Company ain benu ks FO0E ks PEXServer
PEXE ervel

T
T

Topic2 ks o0z ks PEXSere

Topic3 % 7003 P PEXServer LI
Topicd DPD b 7004 ® PE=Server Delate |
Topictd " 7005 5 FEServer —

Blocking periods |

ST LS S R SR e S ETSUR SR e SRS PSRt

5. Select the Task Type E-mail and then click the E-mail tab.
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%[ Topic] Topicl - Edit

General |ﬁ Telephory | ﬁEhat | B E-mail I*-_

Cancel

i

Marme: IT'I'II'iE'I 2 block. period. ..

Task types Wariables... |

v Telephary

v

\
F'rl:urt_l,l\ I 0 ill

6. Click the Details... button.

% [Topic] Topicl - Edit

Eenerall € Telephony | & Chat B E-mai
Job code. . | Cancel |

ailbo: I Details... | Beporting/RT Irfia |

Skills. |

Fauting... |

b &, time to accept; I [ (hh:mm]

[ Add ticket 1D in subject
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7. In the e-mail field type the email address to be used for the topic. For example,

Topicl@mail.abccompany.com

& Mailbox details E
E-mail: ITnpic1 @mail abccarmpary. com 0k I

Beply to: I Cancel

Erom: || \
— v Mailbox activ \
Frotocol

* SMTP \
= POP2
 IMAP4

Mail gerver: I

Part:

Uszer: I

Palling interval: I L0 [hbzmm] [from 1 min. to 168 hours]

Pazsword: I

Confirm password; I

Aution: IMark az read j
Falder: |

8. In the Reply to field type the email address to be used for the topic. For

example, Topicl@mail.abccompany.com

& Mailbox details E3
E-mail; ITnpicﬂ @mail. abccompany. comm 0k

i

Beply to: IT opic]@Email. abccompany, com Cancel

From: ||

= Iv M ailboy activ

Pratocal \
= SMTP \
" POP3

 IMAR4

Mail zerver:

Port:

User: I

Palling interal: I L0 hbkeramn] [from 1 min. ta 168 hours]

Pazaword: I

Confirm pazzword: I

Action; IMark a3 read j
Falder: |
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9. In the From field type the email address to be used for the topic. For example,

Topicl@mail.abccompany.com

E -mail IT opicT @mail abccompary. com 0k,
BReply ta: IT opic1 @imail. abocompany. com el
Fram: |T opic:1@mail. sbocompany. com|

— ¥ Mailbog activ

Pratocal
™ SMTP
" FOP3
i |MAaP4

Mail zerver: I

Port:

Usger: I

Paolling interval: I O [hbeemmn) (from 1 min. to 168 hours)

Paszwond: I

LConfirm password: I

Action: I ark az read ﬂ
Folder: |

10.Click the OK button.

%[ Topic] Topicl - Edit

Generall ﬁ Telephony | ﬁEhat =1 E -mail \ﬂ oK |

Job code. ..

Mailbo: |T|:||:|i|:1 (@il abccormpany. cornm

Beporting/RT Info |

Skills...

Routing...

bdaw. time o accept; I 0:00  [hhk:mm]

[T Addticket 1D in subject
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11.The Topic is displayed with Email selected.

A 1P Office Contact Center

Help 21:017 0:00 ‘ ‘ Administrator (-)

Configuration System  Service Windows Help

View: [ <an- =

EbrskTmecode  |3€PBX | 3ECHAPsever | 3@VEA | @Cowty | (fOueuedevice | o3 Telphone | ¢STekphonegioup | %eChatserver | SaChatsoipt |
@ R Topic I&Agent gioup | £ Agent | 41 Profil | Tl Team ICustomer I ' Extemal destination I&Wolkplace | 43 Announcement | [ Announcement seript | & VR

Mame 4 | Tel E -mail Chat I MNurnber |Acl\ve I PBX E-mail address Edit... I

Company Main Menu = 7006 * FBServer
Topic] E3 M " 7ot ES PBXServer Topic ®mail abccompany. com Create... |

Topic (i1} FE-Semver
Topic3 % 7003 % PEXServer _ o |
Topicd DPD ® Ton4 % FBXServer Delete
Topicdd = 7005 b PEHSemver

Blocking periods

T R I i S SR e s e M.,.‘___’._.,,_’u

12.Click Configuration and then select Agent group.

A IP Office Contact Center
File

Service  Windows

Aagent profile I e PR I SEC

Team fﬁ.ﬁ.gent groLp I
Customer

External destination ’
+

nt Partal Configuration  Syskem Help

‘Warkplace

Announcement
Announcement scripk
IYR.

Chat script
L‘- Sy T Yrew TY NP S N j

13. Select the required group, for example Sales and then click the Edit button.

IP Office Contact Center

2105/ 0:00 H Administrator () v

Configuration  System  Service  Windows Help

iew [ <an =]

B Bizak Time code | 3eFER | FECHAP server I FEVEA | @ Country | (g Queue device I =3 Telephone | #5 Telephone gioup | T Chat server 5 Chat script |
@D | eToplc MAgenl group Ighgent I Q Profile | @Team | [£3] Custamer | ' External destination | QWorkp\ace | J3 Announcement | @Announcemenl seript | ggl\fﬂ |

Name o [vinac [ Tel [Emai [ Chat [ B |
¥

Edit
Admin PEXServer

Marketing b PEXServer ) Creale |
Suppart PB¥Server » Create vitual AG |
‘wiarehouse PEXServer Copy. |

Dielete

B N e e it A i i e BT s B P D A gt i, i, gt 2 TR

ey
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14.Click the E-mail Task type and then click the OK button.

+ & [Agent group] Sales - Edit

General |ﬁ Telephany | 1 E-mail I
Narme: ISEﬂES Yariables... | Cangcel |

Tazk types
¥ Telephony

irtual AG: |< Monex J

15.Click Configuration and then select Agent profile.

A IP Office Contact Center

File Goto Help

Agent Portal Configuration  System  Service Windows

f
J/

Topic
Agent group b
Agent

| 3erex
Agent group

Tearn

Zuskomer

External destination
Wiarkplace

Announcement
Announcement scripk

}
VR
Chat scripk
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16.Click the Agent profile that the agents in the Sales Group are assigned to and
then click the Edit... button.

A 1P Office Contact Center

21:127 0:00 || Administrator (-} +

Configuration System Service ‘Windows Help

View [ <an E

B Break Time code | SEPER I FECHAP server | 3G vEA | ¢ County | (8% Queve device | 3 Telephane | {5 Telephone aroup I T Chat server i Chat script |
@ | ®Tope |HGhgeigoup | Fhgen  flPuie  |§)Tean | EICustomer | (7 Extemal destination | EhWorkplace | 8 Announcemert | [ Announcament soipt | g#A |

Edit,

Create.
Caopy.
Delete

hame < | Tel | E-mail | Chat | PEx |
Agent Detault
Agent Supervizar

* PBxServer
® PEXServer

PEXServer
Supervisor Agent ® PEXServer
Supervisor Default " PEXS erver

gt gttt ot s aessen B coamttetbeeisna s e B B0 B it P gh e e, g

17.Click the E-mail Task Type and then select the E-mail tab.

.} [Profile] Email Agent - Edit

General |¢* Telephory I 1 E -mail w—"—__—-

Mame: IEmaiI.i'-.gent Frivileges. .. Cancel |

i

Tasktypes ——  Usedfor Autharization...
v Telephony Agent I

v E-mai

=
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18.Click the Add... button.

{1 [Profile] Email Agent - Edit

Generall ﬂ Telephony B E-mail

Cancel

i

— Group azsignment

b

Frio | M arme

Add... ﬁ
{Mone: b
<Manes Delete |
{Mone:
{Mone: LI
{Mone: LI Do |

19.Click Sales and then select the OK button.

1% Select AG for agent

IEI E-mai - ok, |

Mame

M o |

e
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20.The Sales group has now been assigned, Click the OK button.

4 ¢ [Profile] Email Agent - Edit

Generall ﬁ Telephony B E-mail

i Group aszzignment

Frio | M arne

G0 Sales

THone
<Mone:
<Mone:
<Mone:

21.The Agent Profile is displayed with Email selected.

A IP Office Contact Center

1 Help

Configuration System  Service ‘windows Help

21177 0:00 H Administrator (-)

iew [ <an

B Break Time code

) | @ Topic

| 3€PEx | 3ECHAP saver | PEVEA | @ County

| t@#hOueue device | =i Telophone

Telephons group Chat seiver e Chat sciipt
£

| mAgent group | .QAgent @Team |@Cuslomel | ' External destination | aWorkp\ace | J3 Announcement | @Announcemenl script | @IVR

|

| Edit.

Copy

IP Office Contact Center Email & Chat Service

Name < 1el E-mall Chat [ pex
Agent Default

Agent Supervizor hid PEXServer
Chat Agent PRServer
Email Agent bl X FBxServer
Realtime Only bas PEXServer
Supervizor &gent x PBxServer
Supervisor D efault ® FBxServer

S o . o il i Al AP AR A & e i, ol ntnnn R e e i A A
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22.The mailbox details of each Email configured agent in the Sales group can now
be defined. Click Configuration and then select Agent.

A, IP Office Contact Center

File Goto Help

Agent Portal Configuration  Systemn  Service  Windows

f
J/

Topic
Agent group

Help ;
3

agent profile FEPBx I %C C
Tearm Agent group .ﬂ
Zuskamer
External destination
Wiarkplace

Announcermenk

Announcerment scripk '
VR r
Zhak scripk

SUpErYrEar '

o T it gt et
23.Click the required agent, in this example Karen and then click the Edit... button.

A, IP Office Contact Center

File Goto Help 21231 0:00 || Administrator ()~

Configuration  System Service Windows Help

Wiew [ < =

B Break Time code | SEPEX | SECHAP server I SHVEA I @ Country | (£ Dusue device | 3 Telephone | #5 Telephane group | e Chat server i Chat script |
@D | QToplc | mAgenl group -ﬂ Agent |Q Profile | @Team I [E3) Customer | [ Extemal destination | aWorkp\ace | 43 Annauncement | @Annouﬂcement seript | @IVH

MName / | Tel | E -mail | Chat I Murnber | PEX, I E-mail address | Edit...
Blan ® FBXServer

H s PBHServer Create
# PBXServer
% Copy...

I el Delete
PBServer
Supervisor ® FBXServer

., i g Y et ST VAP SIS S ey '

IP Office Contact Center Email & Chat Service 102014 139



IP Office Contact Center Email & Chat Services

24.Click the Email Tab.

4 [Agent] Karen - Edit E3

Generall £ Telephony EE-mailkﬁ Chat I

Mailbox; I \ Details... |
~

r— Group assignment

Prio | Mame | =] Add..
B0 Sales -

<MNorer Delete |
<Mores

<Maone: Ll
<Monex LI Bt |

Cancel |

25.Click the Details... button.

4 [Agent] Karen - Edit

Eenerall ﬁ Telephory B E-mail |‘Ehat |

Cancel

it

M ailba: K.areni@mail. abococompany. com Details...

Group assignment

Prio | Mame |- fdd | I
T LN TR SRS SRR e g Tt P |

26.In the E-mail field type the required email address for the agent for example,
Karen@mail.abccompany.com

& Mailbox Details |

E-mail: I Karen@mail. abccompany . com s 4 I
Reply ko I | \ Canicel |

Frarm: I \
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27.1n the Reply to field enter the required email address for example,
Karen@mail.abccompany.com

& Mailbox Details |
E-mail; I karen@mail. abccompany, com kK I
Reply ko: I k.aren@mail. abccompany. com Zancel |
From: I |

| b

28.1n the From field enter the required email address for example
Karen@mail.abccompany.com and then click the OK button.

& Mailbox Details |
E-mail: I Karen@mail. abccompany, com ok
Reply to: I Karen@mail. abccompany. com Cafcel |
Erarm: I karen@mail, abccompanry, com|
|

29.Click the OK button.

4 [Agent] Karen - Edit %]

Generall ﬁ Telephorny B E-mail |'-=Ehat |

(]
Cancel |

M ailbo: IKaren@maiI.ahn:c:n:-mpan_l,l.n:n:nm

— Eroup azsignment

Prio | Mame I Add... |
G0 Salex b
<Mone: [elete |
<M ones: U
<M ones: ;pl
<M ones: LI Diawir |

ol "—*"‘ et g - w--#-h....’. "'“ww#“*k-'.\ﬂ-*Md"Hu—ﬁM
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30.Repeat the above process to assign E-mail settings to all agents in E-mail topics
/Tasks.

A 1P Office Contact Center

21:40 1 0:00 H Administrator ()

Corfiguration System  Service ‘Windows Help

View [ <an |
BerskTmecode | 3€PBX | 3ECHAPsever | 3§VEA | @County | CfOuewedevice | (STekphone | (STelephonzaoup | TeChatsever | SaChatsot |
@D | eTop\c | mAgent araup -Q Agent | 42 Profile I @Team | [E=] Custamer | ' Extemnal destination I &Wolkplace | 49 Announcement | @Announcement script I @\VF\

Name - [Tl [Emal [ Chat [ Number [ Pex [ E-mail address ] Edit. |

Alan * PBXServer

Bob * ® PEXServer Create...

Dave % PBxServer

Hark b PBXServer e |
ccompany. ool

com Delete:

Scott = FBxServer
Supervizor b PExServer

b ot gttt e A gt A A b I sttt P I A o s, N et ot o i

IP Office Contact Center Email Configuration

1. Click Go to and then select E-Mail configuration.

A IP Office Contact Center

File Goto Help

-‘ 1 Hoine

2 Telephony

Service  Windomys

3 Reattime information

4 Repaorting
5 Agent Status Reports E I =€ PBx *
6 Cortact Detail Reports 5 | M Agent groupd
7 Error List
g Configuration ,
LIl config

10 Task Flow Editar

11 MWR-Editor /
12 Dialer /
13 E-Mail configuration

14 Texthlock admin
13 Address book admin

'L“#.«H"‘H_F._"_\_Pr\ \
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2. Click the Components button.

A 1P Office Contact Center

File Goto Help

Agent Portal Mail configuration gy 2.2 200

Administrator ()

ﬁ lx Svstam] I@ﬁ— Components H——'/

J

System |

Maxirnum nurnber of messages per mailbox

© Do not limit

@ Limit to [500

Max. backtracking steps for setting read state:

DB size verification interval [minutes]: llS—

Level for info message [%]: [eo

Level for alarm message [%]: IQD—

Current DB size [%]: | B

Repetition on extern busy / error: [ ?

Repetition interval on extern busy / error [s]: [ ?
ll—
l—

=

Max, backtracking steps for evaluating routing rules acting on state "read™:

Save Cancel

IP Office Contact Center

1to Help

Agent Fortal E-Mail configuration gp 4 1.24 2000

ﬁ | }"f‘) System | |'§§§i— Components
J % 192.168.42.50

Lttt - A P ol . on P e gt b &
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4. Click the C3000 SMTP Connector SMTP link.

A 1P Office Contact Center

| %ﬂ C3000 ClientAdapter SMTP
@ 4% C3000 DB-Server

@ 4% 3000 LNA Server
* @ 43, 3000 POP3IMAPS Client POP3IMAPA SMTP
@ & 3000 Server
@ %cauuu SMTP Connector SMTP
@ & 3000 Texte

F
{
:
- T {
i
i

" @ 4% C3000 UMRTaskserver
i 4% RoD Archie

| %ﬂ RoD CommandExecuter

| %}h RoD RepoServ

| %’- RoD Rodomat

| %‘n RoD SchedulerServer

@ &% svBsaL_ASE

| %' Tomcat?

5. Click the Local accepted DNS domains tab.

IP Office Contact Center Email & Chat Service 10 2014 144



IP Office Contact Center Email & Chat Services

E C3000 SMTP Connector -- Webpage Dialog [x]

C3000 SMTP Connector

General | Local accepted DNS domains

SMTP receiving port: IZS—

Enable SMTP receiving: v

Permit delivery to local users: v

Identify local users by full name: v

Maximum size of incoming messages [MB]: IZ—

Mazimurn database size [%]: lgu—
l—

TLS Client Host

Use TLE Inaver hd
SMTP greeting identification on outgoing mails: I\oca\host
Relayhost for outgoing mails: I
Relayhost authentification
Frefered mode: INone -
User login: I
Login password: I
Resend delay in case of errors [s]: IlSDU
Send error messages automatically: I

Service for telephone number-based targets: I -

[ Save ” Cancel ]

< | »]

6. In the field adjacent the Add button enter the customer’s email service domain
name for example, mail.abccompany.com and then click the Add button.

B C3000 SMTP Connector -- Webpage Dialog

C3000 SMTP Connector

Local accepted DNS domains | Security
Local accepted DNS domains: —
m |mail.abccompany.com ?—/

Domain

abccompany.com

L S YA WL Ty ¥ VO

[ Save ][ Cancel ]

I NP T P T W SRy N

7. The configured Domain is displayed. Click the Save button.
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E C3000 SMTP Connector -- Webpage Dialog

C3000 SMTP Connector

Local accepted DNS domains | Security

Local accepted DNS domains:

Domain

i | abccompany.com

i | mail.abccompany.com

[ Save [ Cancel ]

&WW :

T iadip g a it G0 Nt anistt® 9B im0t on.

8. Click the General tab to close the window.

IE C3000 SMTP Connector -- Webpage Dialog

C3000 SMTP Connector t

General Local accepted DNS domains

Local accepteNQNS domains:

Domain

abccompany.com
mail.abccompany.com

[ Save ][ Cancel ]

Ao . | dpiesan SR A o asten. ottt

kﬁ&@‘%
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9. In the Relayhost for outgoing mails field, enter the IP Address of the

customers relay host mail server.

E C3000 SMTP Connector - Webpage Dialog
C3000 SMTP Connector

General cepted DNS dor Security

SMTP receiving port: |25

Enable SMTP receiving: v

Permit delivery to local users; v

Identify local users by full name: ¥

Maximum size of incoming messages [MB]: |2

Maximum database size [%:]: |90

TLS Clisnt Host |

Use TLS |never ;I

SMTP greeting identification on outgoing mails: IIocthost

Relayhost for outgoing mails: 192,165.42.253

Relayhost authentification
Prefered mode: |N0ne |
User lagin: ||
Login password: |

Resend delay in case of errors [s]: |18EIEI

Send error messages automatically: ird

Service for telephone number-based targets: | ;I

Save ][ Cancel
| | 2]

10.Change the Relayhost authentication as required for the customer.

IP Office Contact Center Email & Chat Service
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E C3000 SMTP Connector -- Wehbpage Dialog
3000 SMTP Connector
General
SMTP receiving port: |25
Enable SMTP receiving: I~ The Maximum size of
Permit delivery to local users: I~ incoming messages
Identify local users by full name: ¥ Can be Changed if required
Maxirnum size of incoming messages [MB]: z
Maxirnum database size [%:]: |9I:I
TLE Client Host |
Use TLE Inever ;I
SMTP greeting identification on outgoing mails: |Ioca|hnst
Relayhost for outgoing rails: |192.168.42.253
Relayhost authentification
Prefered mode: |None ;I
User login; |
Lagin passwaord: I
Resend delay in case of errors [s]: IlSDD
Send error messages automatically: I~
Service for telephone number-based targets: I ;I
Save ][ Cancel
| &

IP Office Contact Center Email & Chat Service
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11.0nce all settings have been configured click the Save button and then select the
X button to close the window.

E C3000 SMTP Connector -- Webpage Dialog

C3000 SMTP Connector

General accepted D

SMTP receiving port: |25 /
Enable SMTP receiving: ird

Permit delivery to local users: Ird

Identify local users by full narme: ird

Maximurm size of incoming messages [MB]: |2

Maximum database size [%]: IQD

TLS Client Host |

Use TLE Inever ;I

SMTFP greeting identification on outgoing mails: |Ioca|host

Relayhost for outgoing mails: I192.168.42.253
Relayhaost authentification
Prefered mode: |N0ne ;I
User login: |

rrors [5]: |1SDD

Login passward:

Resend delay in case o

Send error messageg autornatically: Ird

Service for telephfne number-based targets: | =

Save [ Cancel

4 |

12.Click the grey box to stop the C3000 SMTP Connector SMTP Service.

A IP Office Contact Center

File Goto Help

it Portal E-Mail configuratian ,

$0.1.1-21.2000

’}‘(::’ System] Qﬁf Components

J B"% 192.168.42.50

= %h C3000 ClientAdapter SMTP
@ G 3000 DB-Server
= 4§ C3000 LNAServer
m %C}ﬂﬂﬂ POP3IMAP4 Client POP3-IMAPA SMTP
@ % 3000 Server
= %Guuﬂ SMTP Cannector SMTP
E % C3000 TextTemplateServer
= %\ C3000 UmrConfigServer
@ 4 C3000 UMATaskserver

@ % RoD Archie
. T S R R S S

b T "L R Biprtar Vgl gy, g ung
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13.Click the grey arrow to start the C3000 SMTP connector SMTP service.

A IP Office Contact Center

File Goto Help

Agent Portal E-Mail configuration 4,

i

1.1-21.2000

| }E)‘ System | |¢;§ﬁ_ Camponents

92.168.42.50

%,, C3000 ClientAdapter SMTFP

&% C3000 DB-Server

&% C3000 LNA Server

% C3000 POP3.IMAP4 Client POP3-IMAP4 SMTP

% C3000 Server

4§, C3000 SMTP Connector SMTP 3
%,, C3000 TextTemplateServer
%’- C3000 UmrConfigServer

'%% C3000 UMRTaskserver
e Y & T w v

14.1f the customer is using POP3 email system, configure the details of the required
Topic’s email settings.
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% [Topic] Topicl - Edit

Generall ﬂ Telephaory | ﬁEhat =1 E -mail |

Job code. .. |

Mailbos: I Details... | Beporting/RT Info |
Skills... |

Fauting... |

bl &, time to accept:

I [HE  [hh:mm)

[T Addticket 1D in subject

Cancel

i

& Mailbox details [ %] |

E-mail: |Tn|:uic:1 @rmail. abccompany. com ] I
Reply to: ITUpicﬂ @mail. abccompany. com Cancel |

Fram: ITopic'I wimail. abccompany. com

— [ Mailbox activ

r~ Pratocol
{" SMTP
* POP3
" IMaP4
M ail zerver: Imail.ahccumpan}l.cum
Port: 110
User: Itopic1 @mail. abccompany. com

Falling interval: I 030 [hhzmm) [fram 1 mir. to 168 hours]

Fazsword: I TIITIILIL)
Canfirn password: I sssssenes
Actior: IMark az read j

Folder: I

IP Office Contact Center Email & Chat Service
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15.1f you are using an IMAP4 email system, just alter the details of the topic’s

email.

& Mailbox details

]|

E-mail; ITopic1 (@mail. sbocomparny. com
Reply ta: |Topic'| (@mail. abccompary. com
Frarm: |Topic1 (@mail, abccompany. com

— Iv Mailbox activ

Cancel

1]:8 I
=N

 Protocol
= SMTP
" POP3
| ' |hiaPd
| b ail zerver: Imail.abccompany.cum |
Pait: 143
| Izer Itupicﬂ @imail abccompany. com |

Palling interval: I 010 [(khemm) (from 1 min. to 168 houe]

Pagzward: I HEBEEEEEES
Confirm pasaword: I LLITTTYYY T
Action: IMark as read j

Folder: I

IP Office Contact Center Email & Chat Service
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Creating an E-mail Flow

The IP Office Contact Center Email services can be configured to scan email content
for keywords and distribute the email accordingly to an appropriate Email configured
agent. If a keyword is not matched the email can be distributed for example, to an agent

group.

In this example, an Email flow will be configured that will scan the email for the keyword
“‘Desktop” and if found in the email, the email will be distributed to agent ‘Karen’. If the
email does not contain the keyword, it will be directed to the email Group Sales.

& [E-mail low]:Topic 1

............................. ' (aan
. . . |Topict .. . |Email Scal . . . UM_ScanF..Eﬂ

- - 1 ] 1 ] 1 &t [ 2]

.jE % =7 M - [
o D Sales
L Free Agen .
.................... :| E I|
...................... ?IE -0

16.From the Go to menu click Task Flow Editor.

A, IP Office Contact Center

File Gota Help

1 Home h Service
2 Telephony

Realtime information

g

AL

Feparting
Agent Status Reports =] I
Contact Detail Reports A | 73]
Errar List
Configuration

= R R I L= B T W T

9 Ul canfig

10 Tazk Flowe Editor

11 I¥R-Editor

12 Dialer

13 E-bail canfiguration
14 Testhlock admin

19 Address book admin
" J‘-x.MS
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17.Click Task flow set and then select Open.

A IP Office Contact Center

File Goto Help

PRI Task flow set Taols  Help
Chrl4-M

Reactivate, ..

Delete, ..
Default kask Flow set, ..
Active kask Flow set, .,

Expark, ..
Irnpork. ..

18.Click the required Task flow and then select the OK button.

£} Dpen task fAow set E2

EE{-, OE0E2014TFSO
Irpart TF-Set

[ueuelimit-230414

S027052014

T azk. Flow Example

T azkFlow1-08-04-14

T azkFlow-0L- 1-04-2014

T azkFlow-Pro-250414 |-

T51

TEF-15052014 hd

=

e

19. Enter the password if required and then select the OK button.

{-) Password
Enter the tazk flow et passward: 0K
|
I Cancel
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20.Click Edit — New and then select Email flow....

A IP Office Contact Center

File Goto Help

Agent Portal Task flov sek

Edit Tools  Windgue
Group...

Delete

Zall Flow...

Delete symbals ENTE
Select all Chrl+a

Chat Flow, .

Macro..,
...... EMail Macra. ..
Chat Macra...

o TR STTRY SN L
21.In the Name field enter a name for the Email flow.

=) New E-mail low

M ame:

Tosk Fongoup: [ ~| _ Coresl |

22.Using the pull down select the Email Task Flow group.

Y New E-mail low

Mame: |Topic 1 ok, I
Tazk Flow group: (] - Cancel |

(na)
Chat

Telephory

Note: Groups will only be displayed if they have previously been created.

A IP Office Contact Center

File Goto Help

Agent Portal Task flow set  Edit  Tools Windows Help

DEE v |& MR Om

Right Click L Fiy, Example |E o & [E-mail low]:Sales Topic

Group.. (R () New Group

Call Flow,,, | - 0 0
_EW EMail Flows,.. | . . .
Chat Flow.., |- - - - - -

Macro. .. |
EMail Macra. ..

Chat Macro... |- - - c o e e
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23.Click the OK button.

(=) Mew E-mail flow

Nane love — o |
Tosk Fowgowp B | _ C |

24.The Email Flow is displayed.

A

IP Office Contact Center

Help

File Goto

Task flow set Edit Taools  Windows Help

Agent Portal

DEE| v & REEDIE

£
J/

gﬁ Task Flow Example | %E List of symbolz I
-0 Telephany

25.Click List of symbols tab.

A IP Office Contact Center

File Goto Help

Task flow set Edit Tools  Windows Help

Agent Poral

=, [E-mail low]:Topic 1

NEE|l v & &8 De

f
J/

T Task Flow Example B0 ) st of spmbols
#-[ Telephany

iz [E-mail low]:Topic 1

IP Office Contact Center Email & Chat Service
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26.To start an Email flow an E-mail element can be used. Drag the Email element
into the Email flow working area.

A IP Office Contact Center

File Goto Help

Edit Tools wWindows Help

Iﬂlgent Fl i} r‘tal Task HDW sek
" DEE v & @mBEB Do
£E Task Flow Examnple BB List of symbols | o [E-mail flow]: Topic 1
g L-EItIEl £y
J -~ Trace task,
—|-[@r Sources

Click and Drag

Il

L
[F-[Z Destinations &5

------ m Agent group

...... fﬁ

Telephone calls
R ——

oo ol

27.Click Topicl and then select the OK button.

IEIE-maiI j oK.
Marne < | 17| E| €| Mumber | PB &l

Topic] ¥ X x 7001  PBX..

BEE | Columns |

e
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28.The configured element is displayed.

A IP Office Contact Center

File Goto Help

Agent Portal Task Flow set

Edit

Tools  ‘Windows Help

DEE| v & REEDIE

i

Destinations

P m Agent group
s A 2 e . g, i, s . Y geth- BN gy

£By Task Flow Exampls B0 List of symbols | | ELCRREIED ALY

------ abe Label
J ------ T Trace task
[=- [ Sources
------ ﬁ Telephone calls

------ (= Yaice mails

------ B E-mail

F S

29.The email will now be scanned for a keyword. This can be achieved using an
Email script element. To use an Email script element, the keyword text that will
be used to search the email contents must be defined. Chose the Go to menu

and then select E-Mail

A, IP Office Contact Center

File Goto Help

configuration.

fools windows Help &

2 Telephony

Fealtime information

= | B8 | [

Reporting

Agent Status Reports
Contact Detail Reports
Erraor List

g Configuration

9 Ll config
10 Task Flowe Editor
11 MWR-Editor

12 Dialer /
13 E-hail configuration

14 Texthlock admin

ple EE Lizt of spmbalz

Y

one calls

nailz

3

qroup

13 Address book admin

one calls

“.L“H\.-
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30.Click the System button.

A P Office Contact Center

oto Help

Administrator (-)

System |

Maximum number of messages per mailbox

© Do nat limit

& Limit to [500

DB size verification interval [minutes]:
Level for info message [%]:
Level for alarm message [%]:

Current DB size [%]:

«

o

=)

Repetition on extern busy / error:

Repetition interval on extern busy / error [s]:

=}

Max, backtracking steps for setting read state:

Max. backtracking steps for evaluating routing rules acting on state "read":

T AT

=

0:00 H Administrator (-}

General

System \

E-Mail To

Maxirnum number of messages per mailbox

© Do not limit

& Limitto [500

DB size verification interval [minutes]:

IP Office Contact Center Email & Chat Service
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32.Click the Add button.

A 1P Office C

ontact Center

E-Mail configurati

21,2000
IX Systam] @'ﬁf Components

20:09/ 0:00 H Administrator ()

E-Mail Topics/Domains

Configurations

Name

E-Mail textsearch

Archive/Delete

33.In the Configuration name field type Email Scan and then select the pencil

button.

Edit configuration -- Webpage Dialog

Configuration name: |Emai| Soan f—

/

Keyword pattern

Task Tag

UM_ScanResultl
UM_ScanResultz
UM_ScanResultd
UM_ScanResultd
UM_ScanResults
UM_ScanResults
UM_ScanResult?
UnM_ScanResults
UM_ScanResults

UM_ScanResultlo

1

i

IP Offi
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34.In the Keyword field, type the required word that will be searched in emails. In
this example a keyword of Desktop has been added. Click the Apply button.

E Keyword pattern -- Webpage Dialog

Configuration "Email Scan' - Keyword pattern 1

Keyword
||:|esl<t|:|p

[ Apply H Cancel

35.The configured Keyword is displayed.

E Edit configuration -- Webpage Dialog

Configuration name: |Email Scan

Keyword pattern Task Tag
'desktnp' “_ UM_ScanResultl

UM_ScanResultz
Tl Rl A e e . el g B i . L assimieti e .
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36.The Keyword can be tested. Click the Test button.

E Edit configuration -- Webpage Dialog

Configuration name: IEmaiI Scan

Keyword pattern Task Tag
Desktop’ UM_ScanResultl
UM_ScanResultz
UM_ScanResults
UM_ScanResulta
UM_ScanResults
UM_ScanResults
UM_ScanResult?
UM_ScanResults
UM_ScanResults
UM_ScanResult1o

| o]

37.In the Enter text field enter a phrase containing the keyword. For example,
| have a problem with my Desktop computer and then select the Test button.

E Test configuration -- Webpage Dialog

Enter text:

I have a problerm with my desktop computed

Matches: /

Keyword pattern

Task Tay

R U N IUP v S gy + BNT NIV S ST SR
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38.The matched Keyword text will be displayed in the Matches: panel.

E Test configuration -- Webpage Dialog

Enter text:

I have a problern with my desktop computer ;I

Matches:

Keyword pattern Task Tag
'desktop’ UM_ScanResultl

SRV PN Y r\-**‘"w#\-#‘w il P nian it

39. A notification box will be displayed if the text does not match the keyword.

E Test configuration -- Webpage Dialog | x|

Enter text:

I have a problerm with my pc ;I

E Test -—- Webpage Dialog E |

Mo rmatch found!

Matches:

T Y St 2 T s o

Heyword pattern Task Tag
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40.Click the Close button.

E Test configuration -- Webpage Dialog

Enter text:

I have a problem with my desktop computer

Matches:

Keyword pattern
‘desktop’ /

Task Tag

UM_ScanResultl

gt T AT r%*-‘- -"'\._“"-w il ’ g e U

41. The configured Keyword is displayed. Click the Apply button.

E Edit configuration -- Webpage Dialog

Configuration name: |Emai| Scan

Keyword pattern

os

Task Tag

UM_ScanResultl
UM_ScanResultz
UM_ScanResults
UM_ScanResultd
UM_ScanResults
UM_ScanResults
UM_ScanResult?
UM_ScanResultd
UM_ScanResults

UM_ScanResultlo

[apply T cancel |

1

| »]
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42.Additional keywords can be added as required.

E Edit configuration -- Webpage Dialog

Configuration name: |Email Scan

Keywaord pattern

'desktop’
'monitor’
USE

Task Tag

UM_ScanResultl
UM_ScanResultz

UM_ScanResults

g 3= o e ™ Jn_hrwmx‘.“‘m‘jbwﬂx’- 4 b

E Test configuration -- Webpage Dialog Ed

Enter text:

I have a problerm with my desktop PC, the USE connection isn't working

Matches:
Keyword pattern Task Tag
‘desktop’ UM_ScanResultl
UsE UM_ScanResultd

=

R W SN R A T l..-,.".“‘-’*—\ Mm&af-«r-' Lo

Partial words and phrases can also be added ending with a *. For example,

mem* will recognize abbreviations relating to the word memory.
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E Edit configuration -- Webpage Dialog

Configuration name:

Ernail Scan

'desktop’
'monitor’
USE

mem™

Y TNy --b“‘-*"""uhr*"w%-m.m e A e g

Keyword pattern

Task Tag

UM_ScanResultl
UM_ScanResultz
UM_ScanResult3
UM_ScanResultd

UM_ScanResults

Enter text:

My cormputer has 2GB mem

Matches:

MM

Keyword pattern

Task Tay
UM_ScanResult

(Ciose) (ot ———

WM.E." -\."—\r‘““'\ﬁ-\.# SRR = —— o abrsie. B M’ln,“-ﬁl-x
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E Test configuration -- Webpage Dialog E

Enter text:

My cormputer has 2GB of memory ;I

Matches:

Keyword pattern Task Tag

‘mem™ UM_ScanFesultd

43.Click the Save button.

A 1P Office Contact Center

to Help 20:31/7 0:00 H Administrator () ~

E-Mail textsaarch

Configurations

Name
Email Scan

Administratio
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44 .Return to the Email Flow. Click the Go to menu and then select the Task Flow
Editor.

A IP Office Contact Center

File Gota Help

1 Hotne

2 Telephaory

3 Realtime information
4 Reporting

3 Agent Status Reports
g Contact Detail Reports

¥ Error List

g Configuration

9 Ul config

10 Task Flow Edito

11 MWR-Editor
12 Dialer
13 E-Mail configuration Emai
14 Texthlock admin
13 Address book admin

45.Drag the E-mail script into the Email flow working area.

A IP Office Contact Center

File Goto Help

foent Portal  GESEREES Tools  ‘Windows

®
J

Edit Help
LDed v | & S I

gﬁ T ask Flow Example %E Lizt af spmbals |

...... ﬁ TEIEF'I-IDFIE I:a"s ;I L T R O

= [E-mail low]:Topic 1

I':‘IEI Anmouncerments b HF oo e e

agpran e it LU RSP  apal g APtAn. . o b oinioh. . gt 1050 g i giiins
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46.Select Email Scan and then select the OK button.

= E-mail j 0K

Mame Cancel

I Coluring |

47.The configured element is displayed.

A 1P Office Contact Center
File Goto Help

P A=t W Taskflow sst Edit Taols ‘Windows Help

ﬁ D#HI«|§I&%EIDII

£y Task Flow Example B0 List of symbols | | B UAILILL) /I

’ ﬁ Telephone calls ;I

22 Personal contact
- I" {ﬁ:w‘\ "MJ‘

48. After the email has been checked for Keywords, we need to split the email path if
any of the keywords were found. This can be achieved using a Task Tag
element. Drag a Task Tag into the email flow working area.
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IP Office Contact Center

Task flow set Edit  Tools Windows Help

Agent Fortal

FEH v & aE DD

L
J

g?; Task Flow E xample BH List of symbols |

: @ Announcement scripk ;I
: @ Announcement scripk (1
=& Connecting units

ﬁ= Change task tag

—|-[@ System conditions
@ Check Time Periods

%.} Longest wait kime excee

§n Nurnber of tasks exceed:
)

=| Queue full

Fi

@ Minirmum number of signe
]'g Available agents Fulfill th
]‘ﬁ Signed on agents FulFil tF

------ 3
s Task Tag|
C'-) Wit tirme '*'i..

= [E-mail low]:Topic 1

49.Click the browser button .

) Task Tag

. adjacent to Task tag: field.

o] 4 I
Cancel |

Task tag: I |

Cperation: |== - I
v case sensitive

Carmpatison I

Carnmenkt:

N
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50.Click UM_ScanResultl and then click the OK button.

£} Select task tag
Hame & | Type | Data ... :l (] 4

Support_Contract Idzer String

Topick axélert T imeout Idzer String ]
[Ibd_ActT opicDomain <Supzt. Shing

IIbA_Asct T apic T LD amain <Supzt.. Shing

IbA_Asrriving Timne <S5zt Timei...
U_CCReceiverdddresses  #S5yst. String

UM _MezzageT vpe <Spst..  Shing

Ik _Priority <Syst.. Mumber
IIM_FReceiverdddy <Syst..  Shing

UM_ScanResult]

String

k_ScanResultli String
k_ScanFesult? Idzer String
Ik_ScanBesult3 Idzer String
Ik_ScanFesultd Idzer String J
IIM_ScanResulth |zer String
IIM_ScanResults |zer String
IIM_ScanResult? |zer

String =
[

Columnz |

4

51.In the Comparison field type true and then select the OK button

{:) Task Tag

Task taq: I UM_ScanResultl J ok
Operation: |== - | C
¥ Case sensitive
Cornparison krue J
Corment: \
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52.The configured element is displayed.

A 1P Office Contact Center

File

Goto Help

Agent Partal Task flowe set Edit Tools  Windows  Help
H DEE v & anEos

£B Task Flow Example B8 List of symbols |

S

= [E-mail low]:Topic 1

@ Y | ! | e
J @ Announcement script (1 S L - UM_Scanf . . . . . ..
=& Connecting units % = 4 H %z - H g} %
‘L Change task tag s
":‘ Change skil L - -
4 skil reduction e

53.1In this example, if the email contains a keyword it should be directed to agent
Karen. This can be achieved using an Agent element. Drag the element into the
Email flow working area.

A, IP Office Contact Center

File Goto Help

Agent Partal Task flow set  Edit  Tools ‘Windows Help

»

s EECIREET ) g!

LT3 Task Flow Example B Listof symbols .

;abe Label = ..
’ T Trace task

[—]D Sources

..... € Telephone calls

----- =) oice mais

[=]- [ Destinations

----- m Agent group

..... g% Telephone calls

RIS 0y it
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54.Click agent Karen and then select the OK button.

4 select agent
IEI E-mail j oK,
Mame A | T E| €| Mumber | PB3 el

| T | caare_|

55.The configured element is displayed.

A, P Office Contact Center

File Goto Help

Agent Partal Task flow set  Edit Tools ‘Windows Help

NG H|v|& & mDe | ¢
£ Task Flow Example BH List of spmbols | = [E-mail flow]:Topic 1
be Label Al e
TT Trace task . |Topict Email Sca LI_Scanf Karen | . . . . ..
[ Sources %EE :I%E j_}% 2
ﬁ Telephorecats f4{p - -1t - 1.

@ voicemals W {E - - o
- E-mail L
chat
S Destinations W Nb

Agentgroup WL
B . HETPY _SEUPUIFEEEP P S ol R e i o Y T
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56. If the email does not contain a keyword, the system is required to check that an
Agent is available before the email is distributed to the agent. This can be
achieved using a Logic element. Drag the element into the Email flow working

area.

A P Office Contact Center

File Goto Help

Task flow set  Edit  Tools windows Help
NEHE| (& AmHEDE

LTy Task Flow Example BB List of symbols I
9.&. Chat scripk ;I
------ Taw Chat script (1 script)
ED Announcements

b [ VR script

“ [ WR-Script {1 anmouncerr e

= [E-mail low]:Topic 1

@ smnouncementseipe | ([

------- @ Announcement scripk 1
= Conmectingunits L Lo oo

------ % change task tag R SRR
Click and Drag

. | 1 WP
................ Y,
N | R T 3

A | SRR T
- Svstem c_i‘!sions - 4

=TI
[ check v Parids ﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁ{

§B Lomgest wait bime exeeen || || - - - - 0 e

BERPIRG N T PSR s | o g . g, R A s el b ge e

57.In the Name field type Free Agents? and then select the Keywords button.

) Logic
M ame: IFree Agentzd ] I
[t M= [no] ﬂl
T et OT= [no)

i et OF= [no] Select... |
— Condition MHew
ﬂ Femuords. . T azk tag op... |
i Operators. .
Tazk tag...
ll " ariables...
Comment;
=
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58.Click Number of free agents.

€ Available keywords

Woice mail zpecific

Agent group specific
ag[? d

wurmnzgqly[voice] mvoiceiag Murnber of wvoice mails
wurmzgqlY[woice]tT ot oicebzg Total zpeech time of woice mailz
Collectar specific:
p[?)[] callzlndueue Mumber of tazks in queue
p[?)[].tazksT aDistribute Mumber of tazks on the collector, due for distribution [new and queue]
p[ ] averageiy ait Average wait ting in secands
p[ ] masha ait I asirmumn vaaiting time of all callz / emailz # chat requests of the connected topics in e

COn Murnber of signed-on users
:an[7|[|bee Mumber of free agents
ag( 7] averageCallzPerHour Average number of calls per hour
ag( Y]] averages peechTime Average converzation duration in seconds refering to the lagt hour
ag(7[]. queusF actor Queue factor [must be entered in tenths e.g. 1.0 - 10]
ag( ][] proceszable Murnber of agents signed-on to the agent group that meet the skill requirements and are
ag(?)[].loggedOnFarSkills Mumber of agents signed on ta the agent graup meeting the zkill requirenent far the taz
IVR-zpecific
wlzcl M[vaice] freeParts Muriber of free ports
= \.Il 1eed Mieniral tatalParts M umber Af available norke _}ILI

59.Click the e-mail Task-type radio button and then click the OK button.

=) available keywords

Yoice mail specific
wumzgqg[?][voice] noicebd =g
wumegd[ Y [voice] tT ot oiceksg

Collectaor specific
pl ] callzind ueue
pl ) tazksT oDistribute
p[ 7] averageis ait
Pl rasha it

Agent aroup specific

?

aaql?[). averageCallsPerHour

aq(?[]. averageSpeechTime

ag( (] queueF actar

aq[?[). processzable

ag( [} loggeddnFarskill:
VA -zpecific

wuzcr ¢)[vaice]. freeParts

wizcr ¢ [vaice] totalPaorts
Call-zpecific

al |

o, ————PB & |
Mumnber af vaice mails
Total zpeech time of voice mails Cancel |

MHumber of tazks in queue

Murmber of tazks on the collector, due for
Awerage wait time in seconds

b asirnurm waiting tirme of all zallz # emailz

T azk-type

Mumber of signed-on users
MHurmber of free agentz
Awerage number of calls per hour
Average converzation duration in secand
[Queue factor [must be entered in tent
MHumber of agents signed-on to the
Mumnber of agents signed an to b

Murnber of free ports
Murnber af available paorts
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60. Click after the Condition text and then click the Operators button.

) Logic
I arne: IFree Agentg? ] I
Input M= [no] Cancel |
et OT= [no)

H exit OF= [no] Select... |
— Condition Mew
ag(?)[]-free() | ﬂ Kepwords. .. | Taszk tag |:u|:u...|
Dperatars.
Taszk tag...
ll Yarables...
Comment:

61. Select the greater operator and then select the OK button.

{=) Available operators

—_—— g e

Comparizon operatars

=
String operations

<= lezs than ar eiual

modulo
arithrn. and
arithrn, ar
Open bracket
Cloze bracket

equal
riot equal
less

greater than or equal

Connected words [2.g. "Call"+"'Center w
Lericographical word comparnzon for equ.
Lexicographical ward comparizon for not o
Lexicographical waord comparizon for less
Lexicographical word comparnzon for less
Lexicographical waord comparizon for gres
Lericographical word comparizon for gree ™
3

]9

Cafgeel
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62.Change the ? to OT

{=) Logic
M arme: IFree Agentg? ] I
[t M= [no] Cancel |
et OT= [no]

N e OF= [na) Select.. |
— Caondition Mew
ag(OTI).freef] > | ﬂ F.ewaords. .. Tazk tag op... |
Operators. ..
Tazk tag...
;I Wariables...
Comment;

o

63.Place a 0 at the end of the Condition and then click the OK button.

{ } Logic
M arme: IFree Agents? Q.
[Fpk [M=[rm] Cancel |
et OT= [no]
N exi OF= [no) Select.. |
— Condition Mew
ag[OT][).free(] = 0 ﬂ Kepwaords. .. Tazk tag op... |
O perators. .
Taszk tag...
j Y ariables...
Comment:

N O
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64.The configured element is displayed.

A IP Office Contact Center

File Goto Help

Task flow set  Edit Tools Windows Help
DEE| & A8\ ODD |

=0 -
g?g Task Flow Example OO List of gpmbalz I
9‘!3* Chat script ﬂ ..........................................

= [E-mail flow]:Topic 1

b f& Chat script (1 script) o B B
=& Announcements S o o o S
01 ¥R script S S S R I R,

@ IWR-Seript (1 ammouncerr | JF - - - o o o

@ Announcement scripk

@ snouncementseript il | |F o e e
..................... ree Agen

ED Connmectingunits b Wb oo o ] N
- % Change task tag L i I

E changeskl |t b 3

m Skill reduckion L - -

LR AN R | N W R S R S
65.In this example, if there are no free email agents available to receive the email it
will be directed to the Sales agent group. This can be achieved using an Agent
group element. Drag the element into the E-mail flow working area.

Task flow set  Edit  Tools Windows Help

DEH |2 &a8EoDD | 5
£ Task Flow Example B0 List of symbols < [E-mail flow]:Topic 1
------ abc Label =
------ T Trace bask
= Saurces
------ ﬁ Telephone cals
------ @ Woice mails
...... =1 E-mail

------ m Agent group k

------ ﬁ Telephone cal '*,‘

Attt gl AL L i - o o ettt - g P W }
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66.Select Sales and then click the OK button.

L% Select agent group

|El E-mai j ok,

| NN Coare_|

4

67.The configured element is displayed.

A P Office Contact Center

File Goto Help

Agent Partal Task Flow set  Edit Tools ‘Windows  Help
: DEHE| /|8 &8O |
£ Task Flow Example B List of symbols = [E-mail flow]:Topic 1
------ abe Label =i
J ------ T Trace task S B R |k j
- Sources SO =T IO s T IR 2 I = I < S IS
------ £ Telephone calls R B Cos -

------ @ Yoice mails

[=]-[a Destinations

...... & agent group
------ ﬁ Telephone calls

------ E E-mail

------ & Chat
it A g
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68.Connect the elements as illustrated below.

= [E-mail low]:Topic 1

. |karen
Topic . . |Email Sca LIM_Scanh Ll.ﬂ ......
(1] C | C 1 g [ = o= |-
0 = T L S = N I
N Sales L
o Free Agen .
.................... :| E I|
...................... ?li ]

69.Click Task flow set and then click Save.

A

IP Office Contact Center

File Goto Help

Edit  Tools

Agent Portal Task Flow set

£
J

=0
Open

Close

Ackivake

Activate in addition
Reactivake,

Save as...

InFormation

Windows

Chrl-
Chrl4C

Help

[0

Delete. ..
Default kask flow set, ..
Active task Flow set, .,

Expart. ..
Irnpork. ..

Print. ..
Prink presview

Chrl4-P

IP Office Contact Center Email & Chat Service

' External destination

P ey

A o

sumbols |
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70.Click Task flow set and then click Activate.

A 1P Office Contact Center

File Goto Help

Agent Portal Task flow set  Edit  Tools  Windows  Help

H CErl+I DI' ‘
ymbolz | & [E-mail Aow

CErl+0
-
Ackivate in addition =
Reackivate. ..

Save Chrl+S
Save as...

Infarmation

Delete. ..
Default task Flow set..,
Active bask Flow set...

Expart...
Irnport...

Print. .. Cerl+P
Prink preview

] £ fgert

' External destination

'(:?‘*‘ ‘HJ“M : Lt

71.When prompted click the OK button.

Task Flow Editor |
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Text Blocks/Autoreply

Text blocks can be used to automate standard responses given by E-Mail, Topics &
Agents in the course of answering customer emails. Text Blocks can be added to the
response email or customized per email as required.

Auto reply templates can be used when an Incoming email arrives at a topic or when
the email arrives at the Agent.

To configure a Text Blocks with an Auto Reply:

1. Click Go to from the menu and then select Textblock admin.

IP Office Contact Center

= fools Windnw?

% ;j:rf;;zni:furmatinn % | E%

4 Reporting e EE List sz

3 Agent Status Reports

6 Contact Detail Reports

¥ Error List

g Configuration

9 1l config one calls

10 Task Flowy Editor b ail=

11 PR-Editor Ve

12 Dialer

13 E-hail configurati |

14 Texthlock admin i f

15 Addrezs book admin o ;
I one calls f

B E-mail -

2. Click the Autoreply templates button.

A, IP Office Contact Center

File Goto Help

Agent Fortal Textblocks [ Autoreply ternplates Topics/autareply

Texthlocks 1 ewthlock

IP Office Contact Center Email & Chat Service 10 2014 182



IP Office Contact Center Email & Chat Services

3. Click the New template button.

A IP Office Contact Center

File Goto Help 22:00/ 0:00 ‘ ‘ Administrator () «

Agent Portal Textblocks Autareply templates Topics/Autoreply

y template

New termplate

22:017 0:00 | | Administrator (1)

Wariables format:

[wariables] English (US) =«

W Attach original message

Compose text
Textblocks:
English [US) =

Save l [ Cancel ] [ |4 Save + Preview ]
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5. Click the Compose text button.

A P Office Contact Center
Eile Help 22:017 0:00 | | Administrator (-}«

|Top\cl Auto

Subject: [Re: $SUBIECTS
[Wariables] =] wariables farmat: [English (US) =

[¥ attach original message

Compose text
Textblacks:
IEnghsh (Us) =

NP YT b PN L Y ORI T ISR SRR SN NS

6. In the text field type Thank you for emailing the Support department. Your
email reference is

A IP Office Contact Center

2137 0:00 ‘ ‘ Administrator (-}

IToplcl Auto

Subject: |Fe: $SUBIECTS
[wariables] ~| wariables format: |English (US) ~

[ Attach original messags

Text (English {US})
[tstvlel =] [[Font] =] [(Font size] L”
Textblocks:
E = =|—[=:=
Y BB o B U s EE [Enalish () =]
Thank you for emailing the Suppert department. Your email

reference is

[Variables] ~| Wariables format: IEnghsh (Us) =

B s R A g A P T A

T S N T I W Upvr Ry s PP Y
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7. Click the Variables drop down box and select TICKETID.

IP Office Contact Center

I 0:00 H Administrator (-} ~

[Tapicl Auto

Subject: [Re: $SUBJECTS

[variables] =| wariables format: |English (US) 'I

¥ Attach ariginal message

Text (English (US))

I[Sty\e] =l I[Fﬂnt] =l I[FDﬁt Size]Ll|
Y EBa@ o B U A & m Texthlocks:

English (US)

Thank you for emailing the Support department. Your email
reference is

[variables]
[Variables]
AGENTCITY
AGENTFAXND
AGENTFUNCTION
AGENTGIVENNAME
AGENTMAIL
AGENTMOBILENG
AGENTHAME
AGENTSTREET
AGENTTELMO
AGENTZIPCODE

CURRENTDATE
RECEIVEDATE /
SEMDERMAIL

SEMDERNAME

Yariables format: |English (US) -

save | [ Cancel ] [ & Save + Praview

8. This will place a reference ID into the email, which can be searched in the
Archive.

A 1P Office Contact Center
File G Help

7 0:00 H Administrator (-} =

[Tapict Auta

Subject: [Re: $SUBIECTS
[Variables] x| \ariables format: |English (US) =
¥ Attach original message

Text (English {(US))

I[Ety’\e] ;l I[ant] j I[ant Size]j|
Textblocks:
By v B I UE — =iz A &%
tB@ — = English (US) =

Thank you for emailing the Support department. Your email

reference is $TICKETIDS ‘.\

[Variables] ~| Wariables format: |English (US) =

i, e i tnnth et i sl Nk P o AN gt o el et i gt g ppate

).
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9. Click the Save button.

IP Office Contact Center

0:00 | | Administrator (-)

ITop\cl Auto

Subject: [Re: $SUBIECTS

[Variables] =] variables format: [English (US) =

¥ Attach original message

Text (English (US))

__Compose text
[(stvie] =] [TFont] =] [fFont size] 7|
PR — b Texthlocks:
éﬁﬁ‘nn‘ﬂlg|; |_§—'_ |é! v English (US) =
Thank you for emailing the Support department. Your email
reference is $TICKETIDS

[Wariables] ~| \ariables format: |English (US) =

New template Save [ Cancel ] [ _,_2 Save + Preview

A P Office Contact Center

File Goto Help 0:00 H Administrator (-} +

to plate "T
Topict Auto

Rename |Topic1 Auto

Subject: [Re: $SUBIECTS

[Variables] ~| ‘ariables format: IEngI\sh (Us) =

[V attach original message

Text (English (US))

Thank you for emailing the Support department. Your email reference

is $TICKETIDS

Compose text

Textblocks:
English [US) =

s AP attiennn o i s it "‘»’Mq--v' g S G SYPSC NG SEPTS  LY
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11.Click Topicl

IP Office Contact Center

Top ic

pvs &n."“*‘lﬁw&r“#’“‘“rm S I"'&-J“"-“""'““H’
12.Click the Autoreply template drop down arrow and select Topicl Auto.

A P Office Contact Center

Topic "Topicl"

Autoreply temnplate:
[Topicl Auto
plopcLaute Reply-to address:

% Topic

i Agent

= Mo reply possible

 User defined: I

% Incoming mail arrives at topid

i Incoming mail arrives at agen

Ao A B o A g gapaen . gt “"vﬂ‘wmm «‘-.\ﬁr"‘m\‘h‘ el B~

13.Click the Save button.

A P Office Contact Center

22:397 0:00 || Administrator (-) ~

l Textblocks H Autoreply termplates ] Topics/Autoreply

o Topic "Topicl"
- [ [ Topiel Autoreply template: [Topicl Auta =]
Reply-ta address:
% Incoming mail arrives at topic * Topic

" Incoming mail arrives at agent i Agent

" Mo reply possible

 User defined: I
|

e M ot o glptrts, il *\__w—t«—_ﬁw._*b‘\kuu‘—‘*&#ﬁ+ﬂ_.‘M\#u#ﬁ*‘h e
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When an email is now sent to Topicl, the sender will automatically receive an email as
illustrated below.

& & 8 - X O © W

Reply  Reply Al  Forward Print Delete Previous Next Addresses

From: Topict
Date: Tuesday, June 17, 2014 9:37 AM
To: Customer

Subject:  Re: Help with Desktop
Attach: |2 original bt (27 bytes) (5] ATTODL31.kxt (81 bytes)

I‘ Thank you for emailing the Support department.Your email reference is 4585995385028800

Textblocks

Textblock templates can be used to create standard blocks of text that can be added to
email replies sent to customers. Templates can be used with Variables that can be
altered by the Agent or entered automatically, before sending an email response.

& RE: Support request - Unicode (UTF-8)

r

© File Edit Wiew Tools Message Help o
JA E-
& & v <o X ©Q© 0O ©
Reply Reply Al Forward Prink Delete Previous Mext Addresses
From: Taopict
Date: Tuesday, June 17, 2014 11:05 AM
To: Customer

Subject: RE Support request
Attach: | ATTOD156 bxk (339 bytes)

Agent response to the email.

Thanks for emailing the support desk with your issue Support request on 6/17/2014
Your response was from Agentl on 6/17/2014

If you have any feedback, please send an email to topicl@mail. abccompany.com

From: Customer <customer@mail. abccompany.com:
Received: 6/17/2014 10:46 AM

To: Topicl <topicl@mail. abccompany. coms

Cc:

Subject: Support request

Support request
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1. Click Go to and select Textblock admin.

A 1P Office Contact Center

File Gota Help

I
=]
3
i

Telephony

Reattime infarmation
Repatting

Agent Status Reports
Contact Detail Reparts
Etrar List
Configuration

R L et L L B Y LSV L o

Ul config

10 Tazk Flow Editor

11 IWR-Editar

12 Dialer

13 E-Mail configuration
14 Texthlock adimin

15 Address book admin

h Service wWindows Help
EdZEE %CE;
|fﬁ.ﬁ.gent qroLp I .ﬂz
H e

=

h«»ﬂ'*’***%&

2. Click the Textblocks button.

A IP Office Contact Center
Fila o Help

Agent Partal Textblocks | [ B Autoreply templates | Topios/Autorenly

»
J

- B | Topiel

e g e B

Topic "Topic1"
Autoreply template: [Topicl Auta >

Reply-to address:
@ Incoming mail arrives at topic i+ Topic

" Incoming rail arrives at agent i Agent

Mo reply possible

€ User defined:

R bt A e Nl A T o G g P g

22:541 0:00 | |

3. Right click on the Active link and select Create new textblock...

A IP Office Contact Center
File Goto Help

Agent Portal

Textblocks [ Autoreply ternplates ” Topics/dutoreply ]

P S Terei L SRS SR
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4. Enter a name for the Textblock in the New textblock field. For example, Topicl
Std.

A IPOffice Contact Center

Help 22:57 1 0:00 H Administrator (-} «

Topicl Std s --Language selection-- -I
en_us
Used wariables. .

|[stvle] =l [[Fant] =l [[Font 5\29];||
A BB B USEEEE —|EES|EE A Y

[Wariables]

Associated topics: Mon-associated topics:
Topicl

Save in “Active" 1 [ Sawve as draft ] [ Cancel ]

5. From the Language selection drop down box select the required language. In
this example, English (UK) has been selected.

A, P Office Contact Center

23:00/ 0-00 || Administrator () ¥
extblock "M ck”
Topicl Std --Language selection-- =
--Language selection--
en_us Czech
Danish
Dutch
Erclish (C
|[5ty|e] LI |[FDnt] LI |[FUnt 5|ze]j| Finnish
French
b BB o BIQ§=E§—‘E'E"§EAI\}’| German
Hungarian
- Ttalian
Morwegian
Polish
Portuguese
Portuguese (BR)
Russian
Spanish
Swedish
AP st R s el [ o Bl B B i TN i ol o BT S - A B e BT i N o

In this example, a text block will be added that will include a number of variables. The
text block to be configured is as follows:

Thank you for emailing the support desk with your query relating to $SUBJECT$
received on SRECEIVEDATES.

Your email response was from $SAGENTNAMES$ sent on SCURRENTDATES$
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1. In the text window enter the standard text that can be added to email replies. For
example, Thank you for emailing the support desk with your query relating
to

A 1P Office Contact Center

Soto Help 2310/ 0-00 || Administrator ()

Textblocks Autoreply templates ” Topics/Autareply ]

Texthblock "Topicl Std"
[Topictsd |

[[style]l =] [[Font] =l
L B@ o BIU =

--Language selection-- vl

Font Size] ;||

I

— =iz | &

EA 2|V

Thank you for emailing the support desk with your guery relating to

o thienshaii s o it | AP wer L E R T PSS S S SR

2. In this example, a variable will be added to reference a “Subject”. Click after the
text block text, and then click the Variables drop down list. Select Subject.

A IP Office Contact Center
23147 0:00 H Administrator (-} +

Textblocks Autareply templates H Topics/Autoreply I

Textblock "Topicl Std"
[Topict std

[tstvlel =] [TFont] = |
$BRB v B! UEEES|—|ISIS|EEEA SV

Thank yeu for emailing the support desk with your query relating to \

[Variables] vii

--Language selection-- =

L[variables]
AGENTCITY ] A
E_‘AGENTFAxwo — Non-.assoclated topics:
AGENTFUNCTION Topicl
AGENTGIVENNAME

AGENTMAIL
AGENTMOBILEND
AGENTNAME

AGENTSTREET
AGENTTELMO
AGENTZIPCODE
New texthlock [|cURRENTDATE [Bave as draft

RECEIVEDATE
SEMDERMAIL

SLBIECT

TICKETID
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3. Continue the text block with any additional text. In this example, the words
received on have been added.

IP Office Contact Center

26/ 0:00 ‘ ‘ Administrator (-} +

Textblocks Autoreply templates H TapicsdAutareply ]

--Language selection-- 'I

ITop\ cl Std

[Gtrel =] [fFardd =1 [iFont Swze];l‘
BB = BT U

A &

Thank you for emailing the support desk with your query relating to $SUBJECTS$ received on |

mashenns, e AR sl AP gy ften RN At A e A R imaas ol Bk Bl g \_._‘.‘r\,_.r‘“g‘ JPPREES,

4. Click the Variables drop down box and select RECEIVEDDATE.

IP Office Contact Center

337 0:00 H Administrator (-} +

Texthlocks Autoreply templates | [ B2 Topies/Autoreply |

Topicl Std --Language selection-- 'I

[(stvle]l =] [CFont] =] [rFont SIZE];I‘
LA BB v B U =

= | &

i
il
rd
RN
<&

Thank you for emailing the support desk with your query relating to $SUBJECTS$ received on

[Wariables] -

{[variables]
AGEMTCITY
AGEMTFAXNO MNon-associated topics:
AGENTFUNCTION Topicl
AGENTGIVEMNAME
AGEMTMAIL
AGEMTMOBILENG
AGEMTMAME
AGEMTSTREET
AGEMTTELNO
AGENTZIPCODE
o]

RENTDATH kave as draft

EDATE

12

New textblock

B

SEl
SENDERMAME

SUBJECT
TICKETIC
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5. Continue the text with Your email response was from

A IP Office Contact Center

Eile Goto Help 23:35/ 0:00 H Administrator (-} ~

Agent Portal Texthlacks Autareply templates | [ B3 Topics/Autoreply |

Texthlock "Topicl Std
Topicl Std

|[Sty’\e] | |[Fumt] =1 |[Funt5\ze];||
4 B2l >~ B U E E|—|E i

[~-Language selection-- =

a sV

Thank you for emailing the support desk with your query relating to $SUBJECT$ received on
$RECEIVEDATE$S

Your email response was from|

B Y B o el L Lt L PR o e R

6. Click the Variables drop down box and select AGENTSNAME.

IP Office Contact Center

3/ 0:00 || Administrator (-} ~

Textblocks autoreply templates H Topics/Autoreply ]

Textblock "Topicl Std"

Topict Std

[(stylel =] [[Font]
$ B@E|o~BIU

—Language selection— =

us

Thank you for emailing the support desk with your query relating to $SUBJECT$ received on
$RECEIVEDATES

Your email response was from

[Variables] -#

U[Variables]

AGENTCITY
A L GENTFARNG 74 Mon-associated topics:
AGENTFUNCTION Topicl
AGENTGIVENMNAM

AGENTMAIL
AGENTMOBEI] (]

AGENTSTREET
AGENTTELNOD
AGENTZIFCODE
CURRENTDATE Eave as draft Cancel
[RECEIVEDATE
SENDERMAIL
SENDERHAME
SUBJECT
TICKETID

Thank you for emailing the support desk with your query relating to $SUBJECT$ received on
$RECEIVEDATES$

Your email response was from $AGENTNAMES|
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7. Continue the text with the words sent on.

A IP Office Contact Center

File Goto Help 23401 0-00 H Administrator () ¥

Agent Portal Textblocks Autoreply ternplates ][ Topics/Autoreply ]

Textblock "Topicl Std"

[istylel =] [[Font] =l
$ BR@E oo BT U =

--Language selection-- =

[[Font Swze];l‘
B
[

ALY

Thank you for emailing the support desk with your query relating to $8UBJECTS received on
$RECEIVEDATE$S

Your email response was from $AGENTNAME$ sent on |

N e . 'M sl U v g rapee PP Y T L S N

8. Click the Variables drop down list and select CURRENTDATE.

A P Office Contact Center

2341/ 0:00 ‘ ‘ Administrator ()

Textblocks Autoreply templates ][ Topics/Autareply ]

Textblock "Topicl Std
[ropicred

[styie] =] [iFang 4|
L ER@ oo BIoU =

--Language selection-- =

[Font Size] L||

[}
\
f
[
i
i

>

%

q

Thank you for emailing the support desk with your query relating to $SUBJECTS$ received on
$RECEIVEDATE$

Your email response was from $AGENTNAME$ sent on

[Wariables] -
[variables]
AGENTCITY ] 3
N AGEMNTFAXND I Mon-associated topics:
AGEMTFUNCTION Topicl
AGENTGIVEMMAME

AGENTMAIL
AGENTMOBILEMO

AGENTMNAME
AGEMTETREET
AGEMTTELNO
AGENTZIFCOD!

Mew textblock

ave as draft Cancel

RECEIVEDATE

Thank you for emailing the support desk with your query relating to $SUBJECTS$ received on
$RECEIVEDATE$

Your email response was from $AGENTNAME$ sent on $CURRENTDATES$|
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9. In this example, addition text has been added to state: If you have any
feedback please send an email to topicl@mail.abccompany.com

A IP Office Contact Center

File Goto Help

Administrator (-)

|[Stv\e] ;l |[Funt] ;l I[Funt Size];l‘
X Ba@ o w|BI U =

A

=
i=

Thank you for emailing the support desk with your query relating to $SUBJECT$ received on
$RECEIVEDATE$

Your email response was from $AGENTNAMES$ sent on $CURRENTDATES

jfyou have any feedback please send an email to topic1@mail.abccompany.com

g gt

o, M‘»‘"M""’” *-‘“\F—.\._!r““_*“"\\wh.’\w*“""-

10.Click the Save in Active button.

A IP Office Contact Center

File to Help

0:00 H Administrater (-) ~

[(style] = [[Font]
$ BE o B U

= A 2|y

Thank you for emailing the support desk with your query relating to $SUBJECTS$ received on
$RECEIVEDATES

Your email response was from $AGENTNAME$ sent on $CURRENTDATES

If you have any feedback please send an email to topic1 @mall.abccompany.com

[variables] -

Associated topics: Hon-associated topics:

Topicl

New texthlock Save in "Active” [ Save as draft ] [ Cancel ]
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11.The new Textblock is displayed.

A IP Office Contact Center
2348/ 0:00 | ‘ Administrator (-} =

Textblocks [ Autoreply templates H Topics/Autoreply I

Textblock "Topicl Std"
Rename |Topicl Std
-~ [EH Topic! Std

Used variables...

I——Languaqe selection-- =

[(stvle]l =] [Font] =l |[F0nt5|ze];||
tRR|voo pruE===s|—|== ==a s |y

- g el i gttt i Lttt s gl WP LRSI S SRRy S T B T

How to use a textblock

1. When an Agent receives an email they press the reply button on their user
interface.

S
“!M "l‘-'l-m Ilnmnh Iv'mm “lmm ]
Oy | ] status | service | Froam | Tepic Subject Received & |
=T Ml Customer Tepicl Support request G/17/2014 10:46 AM
1-10f1
Processing mail ] v () - (=t — =
From: Customer < oustoman@mail abooompan y coms .& .:|
To: Topicl <topicl@mail.sbccompany coms . E]
Subject:  Suppirt request
Suppeet reques
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2. The Textblocks are displayed on the right hand side of the screen.

Reply mail

Fradn; 'Tonlcl
| Custamier < customenr@mail shooompany coms

gubject: |RE: Suppart request

Harmal o Wardana W Small w

iRB oo Frll EEIN|— =g AL B

From: Customer <customsanienail abococompany . coms
Recerved: 6/17/2014 10:46 AM

Ta: Topicl <topic l@mail.abccampany.coms

Ca:

Subject: Support ragquast

Support regues!

&) @ G

4§

EI Textblocks
Language:
Englisgh (LK) -
Topic:
Topicl -
B Tops: L STD

Add

Note: The agent will require the Use textblocks privilege to use this feature

£} Agent privileges

Reparting I Realtirne Infarmatian I T azk Flaw Editar | Others
Agent | U E-Mail

Configuration | Warnablez

[ Textblock administatar

[T Defer e-mails

v Frirt e-mailz

[~ Agent quele view

[T Delete e-mailz [T Automatic sign on

[T E-Mail Archive

T 0w

™ Feply as agent

A

i e

ottt podia®. . aple o i M ritits, gt o b i M e R F ¥ el

Cancel |
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3. The agent can fill out the response before using the textblock or use a textblock
for the response. Click the required Textblock and click the Add button.

Rexply mail —n A
i Foruarded =2 | W) @ @@
from:_ e |E)E) @ B ressiocss
I Is... itummnrcuuwmurfmil.a‘bnwmpm'r.mm:- ] P
Subject: |RE:Sunportmt|uut | ','," .Eﬂgh"h‘uuj v
Harmal w Werdana v Senall v Topie:
== | oW o Tapicl b
IRE oo FXl EETIM— EE ®#r AL -
| B Topx L 5TD
====0nginal Messaga-----
From; Customer <custamangmail. abccompany come
Recerved: 6/17/2014 10:46 AM
To: Topicl <topicldmail.aboccompany.coms
(o H
Subject: Support regqueast
Support reguast
add

4. Click the Add button again.

Reply miail — — T
Replied Forwarded e 2 - H t]

Erumn:  [Topicl | @ E E Textblocks
Lze. ||Cu;mr-emsbamerﬂmml.abmmun;.mm:- | Language:

fubject: [RE: Support request 1% ] Endglish (U]} -
.Nmml »  Wardana ¥ Small - L)
I e —r— Topicl -
il oo | Frll EEIN - |5k ALME o EEE
Agent response to the email,
-----Onginal Massaga-----
Fram: Customer ccustamanemail. abocompany com>
Recaived: AF17/2004 10:46 AM
To: Topicl <topiclfpmail. abccompany.coms
==
Subject: Support requast
Support request
Thanks for emading the support dask with your issue SUpport requast on 6/17,/2014 =
our response was from AGENTHAME on 6/17/2014 Add

|

IP Office Contact Center Email & Chat Service 10 2014 198



IP Office Contact Center Email & Chat Services

5. In the AGENTNAME field type the agents name and then click the OK button.

Enter parameter

A AGENTHNAME: Agentl

Thanks for emailing the
support desk with your issue

Support request on 6/17/2014

YTour response WW

AGENTNAME on
6{17/2014

If you have any feedback,
please send an emai to
topic 1(@mail abccompany.com

W
4 >
OK | Cancel I

6. The Textblock is now inserted into the email response. Select the Send button to

send the email to the customer.

Reply mail

Replied Forwarded
e ‘TOD'CI [send] | @ E] Textblocks
i To... ]‘Customer’<custome|’@mai|‘abccompany‘corrw |
= Language:
Subject: ‘RE: Support request | = English (UK) 2
Hormal ~ | werdana || Small w Tapic:
= = = = e Topicl A
Y BB o FXU| =s=s==—|2i2|EF AL e
[Ex§ Topic 1 STD

Agent response to the email,

Thanks for emailing the support desk with your issue Support request on 6/17/2014
Your response was from Agentl on 6/17/2014

If you have any feedback, please send an email to topicl@mail.abccompany.com

From: Customer <customer@mail. abccompany com:=
Received: 6/17/2014 10:46 AM

To: Topicl <topici@mail.abccompany.coms=

Cc:

Subject: Support request

Support reguest
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7. The customer receives the email.

& RE: Support request - Unicode (UTF-8)

File Edit Wiew Tools Message Help :,
34
& & v <o X © O ©
Reply Reply Al Forward Print: Delete Previous Mext Addresses
From: Topic
Drate: Tuesday, June 17, 2014 11:05 AM
To: Customer

Subject: RE Support request
Attach: | ATTOO156.bxk (339 bytes)

Agent response to the email,

Thanks for emailing the support desk with your issue Support request on 5/17,/2014
Your response was from Agentl on 6/17/2014

If you have any feedback, please send an email to topicl@mail. abccompany. com

From: Customer <customer@mail. abccompany.comz
Received: 6/17/2014 10:46 AM

To: Topicl <topicl@mail.abccompany.com:

Ccc:

Subject: Support request

Support request

8. The Agent can then click the Complete button to complete the Email.

e
mfm |3 sent @ Reciebin o Completed | @ mchive |

[y | iE] Statas | Servica | Froen Topic | Bubject | Received

= Active Hal Customer Topicl Support request B/LTF2014 10046 AM

A - |
Processing mail - w (e - . = =
Replied 1
From: CUSIOMET < CUEamerPd, ARt a AN GO @ E
To: Topicl <topicl@mail sbocompany .com =

Subject: Support request

Support regques!
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9. The email is now removed from the inbox.

& Drafts l

3 gent ”ﬁl Racycle bin ”\/ Campleted "E Archive I

D | @] Status | service | Fram | Topic | subject Received o
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Archiving the Email Database

The email can be archived and removed from the c3k database by using an archive

schedule.

1. Click the Go to menu and then select E-Mail configuration.

A, IP Office Contact Center

File Gota Home Help

1 Home

2 Telephony

d (Global)

is go then

3 Reattime information

Reparting

Agent Statuz Reports
Contact Detail Reports
Error List
Configuration

I config

10 Tazk Flowe Editor

11 IR-Editor

12 Dialer

13 E-mail configuration
14 Testhiock admin e | A
15 Address hook scdmin

(L L R B Lo LU B

rered:

mpleted:

e T N TN
2. Click the Archive/Delete tab.

A 1P Office Contact Center

E-Mail configuration g, 5 154 apep

[)‘{‘ System] @ﬁ[ Components

Administrator (-} =

Configurations

Name
Email Scan

Al star mamat bt bt s A AP i e, B s gl et g A N g bt ot P
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3. Click the Add button.

A 1P Office Contact Center

0:00/ 0:00 || Administrator () ¥

anfiguration g, 1 .24 2nes

/Domains Mail T ch Archive/Delete

Archive E-Mail documents | Delete E-Mail documents

Info: All archived documents are deleted from the source-DB.

| State Next run All documents prior to Mode Previous run

el R s . aant e saetb i I e . o o It . b o gl B o s At PR B

4. You can now create a single or reoccurring archive that will run after a defined
period of minutes/hours/days/weeks or months.

IP Office Contact Center

Help 0:037 0:00 H Administrator (-) ~

Fortal

n 30.1.1-21.2000

Archive/Delete

Archive E-Mail documents | Delete E-Mail documents

Infa: All archived documents are deleted from the source DB.

State Hext run All documents prior to Mode Previous run
ready 6/20/14 §:32 AM 6/19/14 5:32 AM once

& ance

' repeat after |1 day(s) -
activate ¥ Al documents older than |2 Iday(s) |

Start: [er201a o] [ei3zi0 am

| =
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5. Enter the required time and date for the archive and click the Add button. In this
example, an archive has been created that will repeat daily at 1am from the 1st
July 2014 and will delete all documents older than 30days.

IP Office Contact Center

19:07 7 0:00 H Administrator (-} ~

E Date -- Webpage Dialog

4 August 2014 3 | Archive/Delete

sinon] e e 1 i [
12
Archive E-Mail documents 2 Uments
10
Info: All archived d are deleted from the sot| -
2
State Next run 31 Mode Previous run

once

ready 7i22/14 2:59 AM

\ once

repeat after |1 dayisy -

activate [ #ll documents older than 130 Iday(s) =l
Start: |ar1/14 |1:00:00 &M

| =

ready 7/22/14 11:00 PM 7/21/14 11:00 PM every 1 days v 7/21/14 11:00 PM

IP Office Contact Center

015/ 0:00 H Administrator () ¥

o Help

Portal E-Mail configuration g 1 .51 anm

archive/Delete

Archive E-Mail documents | Delete E-Mail documents
Info: All archived documents are deleted from the source-DB.
State Next run All documents prior to Mode Previous run
ready 6/20/14 8:36 AM 6/19/14 §:36 AM once
ol once
¥ repeat after |1 IdﬂY(S) j‘
activate 7 all documents older than |1 [day(s =l

Start: [e/z0/14 @ [11:00:00 PM
End: [rrzsa [ [rriooioo pm

s g o A ah e BTN e bt P AP I o BB it B e o M B
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7. The archive schedule is displayed.

A P Office Contact Center
19:09/ 0:00 H Administrator (-)

|| Archive/Delete

Archive E-Mail documents Delete E-Mail documents

Info: All archived documents are deleted from the source-DB.

| | ready 8/1/14 1:00 AM 7/2/14 1:00 &AM every 1 days

State Next run All documents prior to Mode Previous run

8. For a User to see the E-Mail Archive, when logged in as that user. Click E-Mail
client — View and then select Visible folders.

0:00/ 0:00 | &=

[veew Viske foiders | |
gy p—— S —coTE Recytle bin || + Completed
[ | ] Status | Service From | Topic | Subject | Received a |
(=] ad Mail Customer Topici, 14:21 6/16/2014 2:22...
hy LSRRy SIS W SN W N ST - e S S P s ey J

9. The default Visible folders are displayed.

Visihle folders

&vaillable folders | Selected folders |

Oy eI Inbox
Cuthaox Drafts
Archive Sent
A Recycle bin
= Completed
=

Down

5

[ ok | | cancel |
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10.Select the Archive folder and Click the >>> button to move the folder to the
Selected folders view window and then click the OK button.

Visible folders

Selected folders |

Inbox
Drafts
Sent
Recycle bin
— /| Completed
archive

Available folders |

Oy ey e
Qutbox

Up Crown
i Ik ] i Cancel ]
11.The Archive view will now be visible.
b
# Drafts 3 Sent ” fil Recycle bin ”v’ Cormpleted “E Archive ‘
0y | 0d] status | Service | From | Topic | Subject | Received o
Q Read Mail Customer Topicl 14:21 6162014 2:22...
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Agents Availability for Tasks

The call, email and chat matrix relating to the amount and type of activities that an

agent can receive can be determined by selecting their Availability for Tasks.

For example, it can be determined whether an agent can receive an email whilst

handling a call.

Note: Depending on the agents Availability for Tasks settings, they may only receive
new emails once they have completed an open email task by clicking the Complete

button.

A 1P Omce ¢ Center

File Goto E-Mail Client Help

Agent Portal

€ Deferred "/ Drafts Hﬂ Sent Hm Recycle bin ][Fﬁ Ovarviw Mv’ Completed l

0O |':JE| Status

¢

| Servi.. | Frorm

Replied Forwarded

| Topic

| Subject

'Complete’ button

To determine Agents availability for Tasks:

1. From the System menu select Availability for Tasks.

A, IP Office Contact Center

File Goto Help

PREIE I Configuration

#r
B Break Tir
J

Wigan

wstem  Service  Windows  Help
eneral. ..
Tirme off...
Reporting settings...
Delete Reporting Data, .,

Realtime information default values. ..

Wariables..,
Taq list. ..
Configuration report, .,

Availability For Tasks (default)...

Skill overview. .,

| EgvEs |

Intetface For staff planning. ..
Task Reports, ..
Shift plan. ..

Break. Time code

IP Office Contact Center Email & Chat Service
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2. The Availability for Tasks window is displayed.

) Availability for Tasks

Ed
_ Cancel |

 Telephor
R - Cancel
Maximum call: per agent =i
Can agent receive e-mail while an a call? Tex ¥
Can agent receive chat requests whilz on a call? Mo A
 E-mail

b asimum e-mailz per agent’y

Can agent receive chat requests while processing e-mail? ]

 Chat

=
Can agent receive calls while processing e-mail? IND 'I
IN vI
=

b amimum chat requests per agent’?

Can agent receive calls while processing chat ? Mo -

Can agent receive e-mailz while procezsing chat? ez ¥

3. The window is segmented in to three sections, Telephony, Email and Chat.

e Telephony Task Type
o Maximum Calls per agent? —range 0O to 1.
o Can an agent receive an email while on a call?
o Can agent receive chat requests while on a call?

£} Availability for Tasks

Maximurn call: per agent =
Can agent receive e-mail while on a call? Ve | F

Can agent receive chat requests while on a call? Mo -

B
— Telephony i Cancel |
M

T T At U oo AT R,

e Email Task Type
o Maximum emails per agent? -range 0 to 100
o Can agent receive calls while processing email?
o Can agent receive chat request while processing email?
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— E-mail
Mazirumn e-mails per agent? 3 o
Can agent receive call: while praceszing e-mail? Mo -
Can agent receive chat requests while proceszing e-mail? Mo ~

e Chat Task Type
o Maximum chat request per agent? -range 0 to 100
o Can agent receive calls while processing chat?
o Can agent receive emails request while processing chat?

— Chat
b awinum chat requests per agent? 3 _:l
Can agent receive callz while proceszing chat ? Mo -
Can agent receive e-mailz while proceszing chat? ez T
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Email Personal Signature
Each individual agent can have a personal email signature.

1. From agents Email User Interface, select Email Client and click Additional
Options followed by Signature.

E-Mail Client Help
T Import address book

Create address import file

o A —— f
Additional options Signature... %
() | 0e] Status |  Sptions... :

Show search filter ...
Empty recycle bin

= ‘-""‘-."'--ﬁ‘_.__ "-. .\.,“".____ W'---'H‘#‘#' v...-. E "-.r

2. The agent’s personal signature can be created. Enter the required text and click
the OK button.

Personal signature

Norrmal ¥ Verdana v | Small
Y EBM@® o FX U =
Many thanks

Agentl

Customer Support Agent
topic1@mail, abccompany

™€

n*i

AL

11(]
il
i

[

i— &
— P— E—
3— =»

]

[¥] Use signature

| ok | [ cancel |
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3. Additional Email options are available. Select Email Client, then Additional
options followed by Options.

Import address book

Create address import file
View / ' eE (T 3
Additional options S_-ignaturi.—", :

B [ | Status | Options. = ’

: Showy search filter ..
= Active
Empty recycle bin
PP TIppy TN ST SV e A

4. A number of options are available for selection.

~ General

[] Activate call center g-rail on selection

~ Create E-mail
[ show CCinput
[ show BCCinput

~ Motify options
[] Play sound on incoming rnail
[[] Show message onincoming mail

Close message manually

Close after: 0 =
0 &0
{ Maxirnurn rows displayved
Rows: j 100

10 300

Always display paging info

[ (014 ] [ Cancel ]
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Show search filter

Agent search filters allow the Agent to filter the components folders to find a specific

email.

1. Select Email Client, then Additional Options followed by Show search filter.

E-Mail Client Help

Import address book

Create address import file
View / > AeE T 1:’
Addttional options i .

Signature...
0 [ Ir| Status | Options...
Show search fiter ...
Empty recycle bin
et e, PAPTTCINE SN s Y L WP

e

f=a Active

2. The search parameters are then available for use by the agent.

# Dratts ||rlam ||'lmr.yunhln I\fl}nn'mlmd Ilmm

E Search for: [—] Erom: [ | Io: [
E Search jn: | Subject ~ Topic: w
Recipient: Erom:
O] 0] "statis | Service From Togic | Subject | Received & 1
= Active il Customar Topicl ermail test 11:44 6/17/2014 11:96 AM
Recycle Bin

1. To empty the email recycle bin, select Email Client, then Additional Options
followed by Empty recycle bin.

1 E-Mail Client Help

Import address book
Create address import file

Options..
A Search for: Show searcyfitter ..

AR | Search in:  Empty recycle bin
B P e MLM“ b llF-

View * s 4
Additional options 4 Signature... i
¢
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Avaya Documentation

http://support.avaya.com/

Avaya IP Office Contact Center Task Based Guides

IP Office Contact Center Configuration Maps

IP Office Contact Center Installation

IP Office Contact Center Telephony User Interface Configuration
IP Office Contact Center Task Flow Editor -Telephony

IP Office Contact Center Reporting

IP Office Contact Center IVR Scenarios

IP Office Contact Center Contact Recorder Configuration

IP Office Contact Center Email & Chat Service

IP Office Contact Center Maintenance

IP Office Contact Center Dialler Configuration

Please note, only the IP Office Contact Center Task Based Guides listed above are
available from Avaya. Further IP Office Task Based Guide documentation as listed
below is available directly from ITEL. http://www.iteluk.com/

ITEL IP Office 9.0 Task Based Guides

Initial Installation

©o NGO~ ®DNE

IP Office Configuration Maps

IP Office Hardware Installation

IP Office Initialisation

IP Office Manager

IP Office Voicemail Pro Initial Installation Guide

IP Office Small Community Networking

IP Office Customer Call Reporter Initial Installation Guide
IP Office Server Edition Configuration

IP Office Security Policies

UCM

10. IP Office Unified Communications Module

IP Office Contact Center Email & Chat Service 10 2014

213


http://support.avaya.com/

IP Office Contact Center Email & Chat Services

Core Telephony

11.
12.
13.
14.
15.
16.

IP Office Telephony and Call Routing

IP Office Short Codes Summary

IP Office Hunt Group Setup and Operation

IP Office Conferencing

IP Office IP Telephony Guide

IP Office Computer Telephony Integration — 1st Party

Users, Telephone & Softphone Configuration

17.
18.
19.

IP Office Configuring IP Office Phones and User Accounts
IP Office Call Handling
IP Office Configuring the IP Office Softphone

Auto Attendant & Voicemail

20.
21.
22.
23.

IP Office Embedded Voicemail (Intuity Mode) Flowchart
IP Office Auto-Attendant Setup and Operation

IP Office Embedded Voicemaill

IP Office Embedded Voicemail Flowchart

Voicemail Pro

24,
25.

IP Office Voicemail Pro Summary Guide
IP Office Voicemail Pro — Voicemail User Guide

One X Portal & IP Office Applications

26.
27.
28.
29.
30.
31.

IP Office One X Portal Guide

IP Office One X Mobile Preferred Implementation
IP Office Plug-in for Microsoft® Outlook®

IP Office MS Lync Plugin

IP Office Avaya Flare

IP Office One X Mobile Essential

Customer Call Reporter — CCR

32.
33.

IP Office Customer Call Reporter Configuration Guide
IP Office Customer Call Reporter Wallboard Guide

Contact Store & Receptionist Console

34.
35.

IP Office Contact Store
IP Office Receptionist Console

IP Office Contact Center Email & Chat Service 10 2014

214




IP Office Contact Center Email & Chat Services

Maintenance

36. IP Office Backup and Restore
37. IP Office System Status Application
38. IP Office Upgrading from IP Office 8.1FP1 to 9.0
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