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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: https://support.avaya.com/helpcenter/
getGenericDetails?detailld=C20091120112456651010 under the link
“Warranty & Product Lifecycle” 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.

“Hosted Service” means a hosted service subscription that You
acquire from either Avaya or an authorized Avaya Channel Partner
(as applicable) and which is described further in Hosted SAS or other
service description documentation regarding the applicable hosted
service. If You purchase a Hosted Service subscription, the foregoing
limited warranty may not apply but You may be entitled to support
services in connection with the Hosted Service as described further
in your service description documents for the applicable Hosted
Service. Contact Avaya or Avaya Channel Partner (as applicable) for
more information.

Hosted Service

THE FOLLOWING APPLIES IF YOU PURCHASE A HOSTED
SERVICE SUBSCRIPTION FROM AVAYA OR AN AVAYA
CHANNEL PARTNER (AS APPLICABLE), THE TERMS OF USE
FOR HOSTED SERVICES ARE AVAILABLE ON THE AVAYA
WEBSITE, HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO
UNDER THE LINK “Avaya Terms of Use for Hosted Services” OR
SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, AND ARE
APPLICABLE TO ANYONE WHO ACCESSES OR USES THE
HOSTED SERVICE. BY ACCESSING OR USING THE HOSTED
SERVICE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON
BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE
DOING SO (HEREINAFTER REFERRED TO INTERCHANGEABLY
AS “YOU” AND “END USER”), AGREE TO THE TERMS OF USE. IF
YOU ARE ACCEPTING THE TERMS OF USE ON BEHALF A
COMPANY OR OTHER LEGAL ENTITY, YOU REPRESENT THAT
YOU HAVE THE AUTHORITY TO BIND SUCH ENTITY TO THESE

TERMS OF USE. IF YOU DO NOT HAVE SUCH AUTHORITY, OR
IF YOU DO NOT WISH TO ACCEPT THESE TERMS OF USE, YOU
MUST NOT ACCESS OR USE THE HOSTED SERVICE OR
AUTHORIZE ANYONE TO ACCESS OR USE THE HOSTED
SERVICE. YOUR USE OF THE HOSTED SERVICE SHALL BE
LIMITED BY THE NUMBER AND TYPE OF LICENSES
PURCHASED UNDER YOUR CONTRACT FOR THE HOSTED
SERVICE, PROVIDED, HOWEVER, THAT FOR CERTAIN HOSTED
SERVICES IF APPLICABLE, YOU MAY HAVE THE OPPORTUNITY
TO USE FLEX LICENSES, WHICH WILL BE INVOICED
ACCORDING TO ACTUAL USAGE ABOVE THE CONTRACT
LICENSE LEVEL. CONTACT AVAYA OR AVAYA’S CHANNEL
PARTNER FOR MORE INFORMATION ABOUT THE LICENSES
FOR THE APPLICABLE HOSTED SERVICE, THE AVAILABILITY
OF ANY FLEX LICENSES (IF APPLICABLE), PRICING AND
BILLING INFORMATION, AND OTHER IMPORTANT
INFORMATION REGARDING THE HOSTED SERVICE.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA
WEBSITE, HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO,
UNDER THE LINK “AVAYA SOFTWARE LICENSE TERMS (Avaya
Products)” 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, 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 computer programs in
object code, provided by Avaya or an Avaya Channel Partner,
whether as stand-alone products, pre-installed on hardware products,
and any upgrades, updates, patches, 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.

License type(s)

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
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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 one 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 each copy or
Instance of the Software on a single Designated Processor or Server
per authorized Named User (defined below); or (ii) install and use
each copy or Instance of 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”).

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 is the
software contained within the list of Heritage Nortel Products located
at https://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 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.

Virtualization

The following applies if the product is deployed on a virtual machine.
Each product has its own ordering code and license types. Note that
each Instance of a product must be separately licensed and ordered.
For example, if the end user customer or Avaya Channel Partner
would like to install two Instances of the same type of products, then
two products of that type must be ordered.

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 products, Documentation or on Avaya’s website at: https://
support.avaya.com/Copyright or such successor site as designated
by Avaya. The open source software license terms provided as Third
Party Terms are consistent with the license rights granted in these
Software License Terms, and may contain additional rights benefiting
You, such as modification and distribution of the open source
software. The Third Party Terms shall take precedence over these
Software License Terms, solely with respect to the applicable Third
Party Components to the extent that these Software License Terms
impose greater restrictions on You than the applicable Third Party
Terms.

The following applies if the H.264 (AVC) codec is distributed with the
product. THIS PRODUCT IS LICENSED UNDER THE AVC PATENT
PORTFOLIO LICENSE FOR THE PERSONAL USE OF A
CONSUMER OR OTHER USES IN WHICH IT DOES NOT RECEIVE
REMUNERATION TO (i) ENCODE VIDEO IN COMPLIANCE WITH
THE AVC STANDARD (“AVC VIDEO”) AND/OR (ii) DECODE AVC
VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A
PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO
PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE IS
GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE.
ADDITIONAL INFORMATION MAY BE OBTAINED FROM MPEG
LA, L.L.C. SEE HTTP://WWW.MPEGLA.COM.

Service Provider

THE FOLLOWING APPLIES TO AVAYA CHANNEL PARTNER’S
HOSTING OF AVAYA PRODUCTS OR SERVICES. THE PRODUCT
OR HOSTED SERVICE MAY USE THIRD PARTY COMPONENTS
SUBJECT TO THIRD PARTY TERMS AND REQUIRE A SERVICE
PROVIDER TO BE INDEPENDENTLY LICENSED DIRECTLY
FROM THE THIRD PARTY SUPPLIER. AN AVAYA CHANNEL
PARTNER’S HOSTING OF AVAYA PRODUCTS MUST BE
AUTHORIZED IN WRITING BY AVAYA AND IF THOSE HOSTED
PRODUCTS USE OR EMBED CERTAIN THIRD PARTY
SOFTWARE, INCLUDING BUT NOT LIMITED TO MICROSOFT
SOFTWARE OR CODECS, THE AVAYA CHANNEL PARTNER IS
REQUIRED TO INDEPENDENTLY OBTAIN ANY APPLICABLE
LICENSE AGREEMENTS, AT THE AVAYA CHANNEL PARTNER’S
EXPENSE, DIRECTLY FROM THE APPLICABLE THIRD PARTY
SUPPLIER.

WITH RESPECT TO CODECS, IF THE AVAYA CHANNEL
PARTNER IS HOSTING ANY PRODUCTS THAT USE OR EMBED
THE G.729 CODEC, H.264 CODEC, OR H.265 CODEC, THE
AVAYA CHANNEL PARTNER ACKNOWLEDGES AND AGREES
THE AVAYA CHANNEL PARTNER IS RESPONSIBLE FOR ANY
AND ALL RELATED FEES AND/OR ROYALTIES. THE G.729
CODEC IS LICENSED BY SIPRO LAB TELECOM INC. SEE
WWW.SIPRO.COM/CONTACT.HTML. THE H.264 (AVC) CODEC IS
LICENSED UNDER THE AVC PATENT PORTFOLIO LICENSE FOR
THE PERSONAL USE OF A CONSUMER OR OTHER USES IN
WHICH IT DOES NOT RECEIVE REMUNERATION TO: (1)
ENCODE VIDEO IN COMPLIANCE WITH THE AVC STANDARD
(“AVC VIDEQO”) AND/OR (Il) DECODE AVC VIDEO THAT WAS
ENCODED BY A CONSUMER ENGAGED IN A PERSONAL
ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO PROVIDER
LICENSED TO PROVIDE AVC VIDEO. NO LICENSE IS GRANTED
OR SHALL BE IMPLIED FOR ANY OTHER USE. ADDITIONAL
INFORMATION FOR H.264 (AVC) AND H.265 (HEVC) CODECS
MAY BE OBTAINED FROM MPEG LA, L.L.C. SEE HTTP://
WWW.MPEGLA.COM.

Compliance with Laws

Customer acknowledges and agrees that it is responsible for
complying with any applicable laws and regulations, including, but not
limited to laws and regulations related to call recording, data privacy,
intellectual property, trade secret, fraud, and music performance
rights, in the country or territory where the Avaya product is used.
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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 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: https://support.avaya.com or such
successor site as designated by Avaya.

Security Vulnerabilities

Information about Avaya’s security support policies can be found in
the Security Policies and Support section of https://
support.avaya.com/security.

Suspected Avaya product security vulnerabilities are handled per the
Avaya Product Security Support Flow (https://
support.avaya.com/css/P8/documents/100161515).

Downloading Documentation

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

Contact Avaya Support

See the Avaya Support website: https://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: https://support.avaya.com (or such successor site as
designated by Avaya), scroll to the bottom of the page, and select
Contact Avaya Support.

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.
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Chapter 1: Introduction

Purpose

This document provides contextual information and step-by-step procedures on using Agent and
Supervisor functionality in the IP Office Contact Center User Interface for Chrome Devices and the
IP Office Contact Center Web User Interface. The functionality available on both interfaces is almost
the same. The key difference is the devices and operating systems that each interface supports.

Administration functionality is not available on these interfaces. You can perform administration
tasks using the IP Office Contact Center User Interface for Windows.

Intended audience

This document is intended for people who want to learn how to use the IP Office Contact Center
User Interface for Chrome Devices and IP Office Contact Center Web User Interface.

Related resources

Documentation

See the following related documents at the Avaya Support website at http://support.avaya.com.

° Note:

Some documents are restricted and might not be available to all users.

Document title Use this document to: Audience
Overview
Avaya IP Office Contact Center Understand IP Office Contact All users
Feature Description Center features and capabilities.
Table continues...
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Introduction

Document title

Use this document to:

Audience

Avaya IP Office Contact Center
Documentation Catalog

Understand the structure of IP
Office Contact Center
documentation, and determine
which document you should
reference to obtain information on
a specific subject.

All users

Planning

Avaya IP Office Contact Center
Reference Configuration

Understand IP Office Contact
Center deployment topologies,
network architecture, system
capacities, product interoperability,
and functional limitations of
specific configurations.

Sales and support personnel

Architects

Implementation engineers

Deploying

Avaya IP Office Contact Center
Installation Task Based Guide

Install IP Office Contact Center
software.

» Support personnel

Implementation engineers

Avaya IP Office Contact Center
Dialer Task Based Guide

Configure IP Office Contact
Center dialer functionality.

» Support personnel

Implementation engineers

Administering

Administering Avaya IP Office
Contact Center Configuration
Module

Perform administration tasks on
the Configuration module. With the
Configuration module, you can
update information for agents,
teams, announcements, voice
units, customers, destinations, and
devices in the IP Office Contact
Center interface. You can also
assign privileges to agents and
agent groups.

° Note:

This document is also
available as a help system
through the product interface.

Administrators

Administering Avaya IP Office
Contact Center Dialer

Administer and use the Dialer
module in the IP Office Contact
Center interface.

° Note:

This document is also
available as a help system
through the product interface.

Administrators

Related links

Finding documents on the Avaya Support website on page 9
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Related resources

Finding documents on the Avaya Support website

About this task
Use this procedure to find product documentation on the Avaya Support website.

Procedure

1.

Use a browser to navigate to the Avaya Support website at http://support.avaya.com/.

2. At the top of the screen, enter your username and password and click Login.

3. Put your cursor over Support by Product.

4. Click Documents.

5. In the Enter your Product Here search box, type the product name and then select the
product from the drop-down list.

6. If there is more than one release, select the appropriate release number from the Choose
Release drop-down list.

7. Use the Content Type filter on the left to select the type of document you are looking for, or
click Select All to see a list of all available documents.
For example, if you are looking for user guides, select User Guides in the Content Type
filter. Only documents in the selected category will appear in the list of documents.

8. Click Enter.

Related links

Documentation on page 7

Training

You can access training courses and credentials at http://www.avaya-learning.com. To search for a
course, after logging in to the website, enter the course code or the course title in the Search field
and press Enter or click >.

Table 1: IP Office Contact Center courses and certification credentials

Course code Course title

ACSS-3003 ACSS — IP Office Contact Center credential

AIPS-4000 AIPS — IP Office Platform credential

ACSS-3000 ACSS — Avaya Midmarket Communications credential

4001 Avaya IP Office Platform Implementation Test

3002 Avaya IP Office Platform Configuration and Maintenance Exam

3003 Avaya IP Office Contact Center Implementation and Maintenance Exam

8S00010E Knowledge Access: Avaya IP Office Contact Center Implementation and Support.

Table continues...
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Course code Course title

0S00100E Knowledge Access: Avaya IP Office Contact Center Administration

0S00010E Knowledge Collection Access: Avaya Midmarket Implementation and Support

8500010l Fast Track: Avaya IP Office Contact Center Implementation and Support Instructor
Led

8S00010V Fast Track: Avaya IP Office Contact Center Implementation and Support Virtual
Instructor Led

10S00005E Knowledge Access: Avaya IP Office Contact Center Platform Implementation

5S00004E Knowledge Access: Avaya IP Office Contact Center Platform Support

2251E Knowledge Access: Avaya IP Office Contact Center Platform Administration

2252C Avaya IP Office Contact Center Expanded Configuration and Administration

Viewing Avaya Mentor videos

Avaya Mentor videos provide technical content on how to install, configure, and troubleshoot Avaya
products.

About this task

Videos are available on the Avaya Support website, listed under the video document type, and on
the Avaya-run channel on YouTube.

Procedure

* To find videos on the Avaya Support website, go to http://support.avaya.com and perform one
of the following actions:

- In Search, type Avaya Mentor Videos to see a list of the available videos.

- In Search, type the product name. On the Search Results page, select Video in the
Content Type column on the left.

* To find the Avaya Mentor videos on YouTube, go to www.youtube.com/AvayaMentor and
perform one of the following actions:

- Enter a key word or key words in the Search Channel to search for a specific product or
topic.

- Scroll down Playlists, and click the name of a topic to see the available list of videos posted
on the website.

© Note:

Videos are not available for all products.
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Support

Support

Go to the Avaya Support website at http://support.avaya.com for the most up-to-date
documentation, product notices, and knowledge articles. You can also search for release notes,
downloads, and resolutions to issues. Use the online service request system to create a service
request. Chat with live agents to get answers to questions, or request an agent to connect you to a
support team if an issue requires additional expertise.
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Chapter 2: Getting started

With the IP Office Contact Center User Interface for Chrome Devices and the IP Office Contact
Center Web User Interface, you can access and use IP Office Contact Center Agent and Supervisor
functionality. You can define users and change user privileges with IP Office Contact Center User

Interface for Windows.

The following table summarizes Agent and Supervisor functionality. Depending on your privileges,

some functionality might be unavailable.

Agent functionality

Supervisor functionality

» Access a Home screen to view statistics and log in
to your agent groups. As an agent, you cannot
send messages from the Home screen.

Telephony statistics include the service factor, the
number of abandoned calls, and the number of
calls in the queue.

 View supervisor messages and other agent
statistics. Agent statistics display the number of
logged in agents and the work state of each agent.
You can also view the number of logged in
supervisors.

Access telephony functionality. You can use the
Telephony screen to make and receive audio calls.
You can also access call control, consultative
transfer, unsupervised blind transfer, and
conference functionality. You can make an
outbound call while you are not on a call or in the
After Call Work (ACW) state.

© Note:

Video calls are not currently supported.

» During a call, you can write notes, view customer
history, and access configured websites. You can
also request supervisor assistance.

» Use email and chat functionality if configured by
your system administrator. If email and chat
functionality are not configured, the Email and Chat
tabs are not available in the Ul.

 Start and end breaks.

» Access a Home screen that provides similar
functionality as the Home screen for agents. As a
supervisor, you can also send messages to agents
from the Home screen.

» Access a Realtime Information screen to monitor
groups, agents, and queues. You can expand
these items to view details. For example, if you
expand an agent group, you can see the current
customer service statistics and the status of all
agents in the group. You can also change the
value of different variables.

» View and generate historical reports from the
Reporting screen. An administrator must configure
the types of reports that you can generate from the
Ul. You can change report parameters, such as
date ranges, before generating a new report.

+ Act as an agent to perform customer service tasks,
such as answering an incoming call.

* Monitor an active call silently or join the call. To
join a call, you must accept the emergency
assistance request from the agent. If the agent did
not make an emergency assistance request, you
can only monitor the call silently.

» Reassign agents to a group.
» Force an agent to:
- Log in or log out of specific groups.

- Take a break.
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Requirements and specifications

Requirements and specifications

IP Office Contact Center User Interface for Chrome Devices
requirements

The IP Office Contact Center User Interface for Chrome Devices:
» Supports WebRTC or Avaya desk phones.
* Runs on devices with Chrome OS version 37 or later.
Minimum requirements

Memory 4 GB
Storage 16 GB
Screen resolution 1366 x 768 pixels or higher

IP Office Contact Center Web User Interface requirements

The IP Office Contact Center Web User Interface is similar to the IP Office Contact Center User
Interface for Chrome Devices, but both interfaces have different support requirements. The IP Office
Contact Center Web User Interface supports a screen resolution of 1280 x 850 pixels, but does not
support adaptive sizing. The layout depends on the size of your browser window.

The IP Office Contact Center Web User Interface is supported on web browsers with a Windows or
Mac OS. Each browser supports different phones and operating systems. The following table lists
supported browsers and shows what the IP Office Contact Center Web User Interface supports with
each browser. For more information about interoperability, see https://secureservices.avaya.com/
compatibility-matrix'menus/product.xhtml?name=IP+Office+Contact+Center.

© Important:
Use the latest browser versions, and make sure your browser is updated to the latest available
patch.
Web browser Windows Mac support WebRTC Desk Avaya
support support phone Communicator
support for Windows
soft phone
support
Internet Explorer |« Windows 7 Not supported. No Yes Yes
* Windows 8.1
Google Chrome |+ Windows 7 Mac OS X10.10 Yes Yes Yes
Table continues...
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Web browser Windows Mac support WebRTC Desk Avaya
support support phone Communicator
support for Windows
soft phone
support
* Windows 8.1
Mozilla Firefox * Windows 7 Mac OS X10.10 No Yes Yes
* Windows 8.1
Safari Not supported. Mac OS X10.10 No Yes No

Certificate configuration

To access the IP Office Contact Center User Interface for Chrome Devices and the IP Office
Contact Center Web User Interface, you must configure your browser to accept IP Office Contact
Center certificates.

© Note:

You do not need to perform this task if your administrator has installed a genuine certificate from
a trusted certificate authority (CA).

The following procedures provide guidelines for different browsers and operating systems.

* If you are using IP Office Contact Center User Interface for Chrome Devices, you must use the
Chrome device instructions.

» The same Firefox instructions can be used for Windows or Mac.

* If you are using a Chrome browser, the instructions vary for Windows and Mac.

Configuring your Chrome device to accept certificates
About this task

Use this procedure if you are using the IP Office Contact Center User Interface for Chrome Devices.
Before you install the required certificate, your browser displays the warning Your connection
is not private.

Procedure
1. In Google Chrome, enter https://xxx.xxx.xxx:28443/Administration.

Replace xxx . xxx.xxx with the host name or the IP address of the IP Office Contact Center
server.

2. With your mouse, hover over the red X on the padlock in the address bar.

3. Click View site information.
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4. Click Certificate information and then click Details.

5. Click the certificate name, ipoffice-Root, and then Export.

13.

In the Save file as window, do the following:
a. Choose a location to save the certificate.
b. Type a name for the certificate.
c. Select Bas64-encoded ASCII, single certificate from the drop-down list.
d. Click Save.

In the Chrome browser, click Tools > Settings.

. Scroll down and click Show advanced settings and then Manage certificates.
. Click the Authorities tab.

10.
11.
12.

Click Import and select All Files .

Select the certificate exported earlier and click Open.

Select Trust this certificate for identifying websites and click OK.
The device displays the Avaya certificate.

Click Done and then close all open windows and browser sessions.

Configuring certificates on Windows and Mac

Configuring Google Chrome and Internet Explorer to accept certificates on
Windows

About this task

All users on the same computer must perform the following procedure to configure the browser to
accept IP Office Contact Center certificates.

Procedure

1.

In your browser, enter https://xxx.xxx.xxx:28443/Administration.

Replace xxx.xxx.xxx with the host name or the IP address of the IP Office Contact Center
server.

In Google Chrome, do the following:
a. Next to the address bar, click the red cross.
b. Click Certificate information.
In Internet Explorer, do the following:
a. In the browser window, click Continue to this website.

b. Next to the address bar, click Certificate error.
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c. Click View certificates.
4. In the Certificate dialog box:
a. Click the Certification Path tab.
b. Click the first node in the tree.
c. Click View Certificate.
5. In the next Certificate dialog box:
a. Click the Details tab.
b. Click Copy to file.
6. In the Wizard that displays:
a. Click Next twice.
b. To choose a folder, click Browse and enter a file name.
c. Save your changes.
d. Click Next > Finish.
7. When prompted to close all dialog boxes, click OK and exit the browser.

8. In Windows Explorer, locate the file that you saved in step 6.b on page 16, and then do the
following:

a. Right-click the file and click Install certificate.
. Click Next.

. Click Place all certificates in the following store.

b
c
d. Click Browse > Trusted Root Certification Authorities.
e. Click OK > Next > Finish.

f. In the Warning dialog box, click Yes > OK.

9. (Optional) Delete the file that you created in step 6.b on page 16.

Result

You can now browse the IP Office Contact Center application website without certificate warnings
by using:

* The host name or IP address in Google Chrome.
* The host name in Internet Explorer.

If you use the IP address, the system displays a certificate error next to the address bar.

Configuring Firefox to accept certificates on Mac and Windows

About this task

All users on the same computer must perform the following procedure to configure the browser to
accept IP Office Contact Center certificates.
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Procedure

1.

In your browser, enter https://xxx.xxx.xxx:28443/Administration.

Replace xxx.xxx.xxx with the host name or the IP address of the IP Office Contact Center
server.

2. Click I understand the risks > Add Exception.

3. In the dialog box, click View.

4. In the next dialog box:

a. Click the Details tab.

b. To highlight the top row, in the Certificate list, click the top root node.
c. Click Export.

d. Select a folder and ensure the file has a . crt extension.

e. Click Save > Close.

5. Select Options from the Tools menu or next to the toolbar.
6. Click Certificates > View Certificates.

7. From the Authorities tab, do the following:

9.

a. Click Import.
b. Select the file that you created in step 4.d on page 17 and click Open.

. In the dialog box, do the following:

a. Select Trust this CA to identify web sites.
b. Click OK, close the dialog boxes, and then exit the browser.

(Optional) Delete the file that you created in step 4.d on page 17.

Result

You should now be able to browse the IP Office Contact Center application website without
certificate warnings by using the hostname or IP address.

Configuring your Mac device to accept certificates on Safari
Procedure

1.

o &~ DN

In your browser, enter https://xxx.xxx.xxx:28443/Administration.

Replace xxx.xxx.xxx with the host name or the IP address of the IP Office Contact Center
server.

Click Show Certificate in the Warning window.
Select the Always trust check box.
Click Continue.

Enter your operating system password to confirm the Certificate Trust Settings change.
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Result
In the future, the browser will trust the certificate from the |IP Office Contact Center server.

Configuring your Mac device to accept certificates on Chrome
Procedure

1. In Google Chrome, enter https://xxx.xxx.xxx:28443/Administration.

Replace xxx . xxx.xxx with the host name or the IP address of the IP Office Contact Center
server.

With your mouse, hover over the red X on the padlock in the address bar.
Click Certificate information and then click Details.
Click and drag the image of the certificate to the desired location on your Mac.

Open Keychain Access from your Mac computer.

At the bottom of the screen, click + .

Navigate to the location of the saved certificate.

© N o 0o bk w0 DN

Select the certificate . cer file and click Open.

Adding a certificate to Keychain Access on Mac
About this task

Use this procedure if you already have the certificate . cer file. This procedure describes how to
install your certificate in Keychain Access.

Procedure

1. Open Keychain Access from your Mac computer.

2. At the bottom of the screen, click + .
3. Navigate to the location of the saved certificate.
4. Select the certificate . cer file.

Result

The certificate is added to Keychain Access.

Logging in to the user interface

Before you begin
+ Obtain the IP Office server address from your system administrator.

* If you plan to use WebRTC, your administrator must enable the Sync Service. Otherwise, the
Ul will not be able to retrieve your WebRTC settings.
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Logging in to the user interface

Procedure

1. With the IP Office Contact Center Web User Interface, navigate to one of the following URLs
in your browser:

 https://<Server address>:28443/WebUI
e http://<Server address>:28080/WebUI

© Important:
* If you are using WebRTC, you must use the secure HTTPS URL listed above.

» The secure link does not work in Safari browsers unless you install the required IP
Office Contact Center certificate in your Trusted store.

* Non-secure HTTP connections are blocked by the Cloud firewall.
2. To change the application settings, do the following on the Login screen:
a. Click Settings (£ ).
b. Enter the IP address of the IP Office Contact Center server.
c. Enter the IP Office Contact Center server port number.
d

. To use WebRTC, change the slider to green, and enter the IP address and port number
of the WebRTC gateway.

e. (Optional) Change the logging level.
Warning is selected by default.
f. Click Save.
3. On the Login screen, enter the following information:
a. Your agent or supervisor user name.
b. Your agent or supervisor password.
c. Your telephone extension number.
If you are using the WebRTC gateway, the Extension field is replaced by the following:
* Phone Extension: The integrated phone extension.
* Phone Password: The integrated phone password.

4. Click Login or press Enter on your keyboard.

© Note:

If the IP Office Contact Center server and Ul versions are not compatible, you cannot log
in to the Ul. When you try to log in, the Ul will display an error message saying Server
is not compatible. Contact your administrator for assistance.

Next steps

Sign in to your agent groups. As a supervisor, you must also sign in to the agent groups you want to
monitor.
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Related links
Signing in and out of agent groups on page 30

Logging out of the interface
About this task

Use this procedure to log out of the Ul when your work shift ends. After you log out, you cannot
receive calls until you sign in to your agent groups again.

You cannot log out while you are on an active call. The system automatically signs you out of all
agent groups if you do not answer an incoming call in the required time.

Procedure

1. In the left navigation pane, click [[).
2. Click Log out.

3. Click Close (EH) to exit the UI.
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Chapter 3: Navigation

General interface options

The following tables display key buttons and options in the Ul. You might need to click More (&) to
access some options.

General options

Button Name Description

O Settings Enables you to configure the server settings when
you log in to the Ul. If you are using WebRTC, you
must also include the WebRTC settings information.

E] Information Displays release information, including the version
installed.

Agent and supervisor menus

Button Name

7o Home

1nf
Telephony
Email
Chat

Realtime information

Reports
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Functionality and statistics

Agent and supervisor Home screen functionality

Home screen

The following table describes the general options you can access in the Home screen.

Option Description

Group sign in area You can sign in to all your agent groups or select specific groups.

Messages Agents can view messages from the supervisor.

Supervisors can send messages to agents.

Statistics You can view general statistics, such as overall service levels and the
average wait time for calls. You can also view the number of logged-in
agents and supervisors.

Related links

Home screen statistics for agents and supervisors on page 22

Home screen statistics for agents and supervisors

The statistics on the Home screen are the same for agents and supervisors. All values displayed on
this screen are for the overall contact center and are calculated by taking the average for all topics

in the contact center.

© Note:

Some statistics might not match what is displayed in the IP Office Contact Center User Interface
for Windows. For example, the average wait time does not coincide with the value in the IP
Office Contact Center User Interface for Windows. The IP Office Contact Center User Interface
for Chrome Devices and IP Office Contact Center Web User Interface show the average wait
time for all topics in which telephony, email, or chat are enabled. The IP Office Contact Center
User Interface for Windows shows the average time for individual topics.

The following tables describe the key telephony, email, and chat statistics on the Home screen.

Telephony statistics on the Home screen

Statistic

Description

Abandoned call monitor

The percentage of calls that were abandoned out of the total calls
for each shift.

Service factor

The task service factor. This value is displayed as a percentage
and indicates the overall quality of service.

Longest wait time

The longest wait time for a call in the queue. This value is
calculated based on all topics in the contact center.

Average wait time

The average wait time for calls in the queue.

Table continues...
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Statistic

Description

Current active calls

The number of active conversations through call distribution.

© Note:

For this statistic to work, an administrator must configure a
virtual agent group with the name ChromeAppAG. Virtual
agent groups can be configured in the IP Office Contact
Center User Interface for Windows.

Average active calls

The average number of active conversations through call
distribution. This average is calculated based on the time range
configured in the IP Office Contact Center User Interface for
Windows Administration tab under Configuration > System >
Real time information default values > Calculating time
period.

° Note:

For this statistic to work, an administrator must configure a
virtual agent group with the name ChromeAppAG. Virtual
agent groups can be configured in the IP Office Contact
Center User Interface for Windows.

Answered calls

The number of conversations per shift.

Abandoned calls

The number of abandoned calls per shift.

Logged-in agents

The number of agents that are signed in to the Telephony
channel.

Logged-in supervisors

The number of supervisors that are signed in to the Telephony
channel.

Chat statistics on the Home screen

Statistic

Description

Service factor

The task service factor. This value is displayed as a percentage
and indicates the overall quality of service.

Longest wait time

The longest wait time for an IM conversation in the queue. This
value is calculated based on all topics in the contact center.

Average wait time

The average wait time for an IM conversation in the queue.

Chats waiting

The number of waiting or pending IM conversations.

Logged-in agents

The number of agents that are signed in to the Chat channel.

Logged-in supervisors

The number of supervisors that are signed in to the Chat channel.

Email statistics on the Home scr

een

Statistic

Description

Service factor

The task service factor. This value is displayed as a percentage
and indicates the overall quality of service.
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Statistic

Description

Longest wait time

The longest wait time for emails in the queue. This value is
calculated based on all topics in the contact center.

Average wait time

The average wait time for emails in the queue.

Emails waiting

The number of waiting or pending emails.

Logged-in agents

The number of agents that are signed in to the Email channel.

Logged-in supervisors

The number of supervisors that are signed in to the Email
channel.

Telephony screen functionality

The following table describes the general options you can access in the Telephony screen.

Option

Description

Call area

Displays the following:
+ Active calls.

« Actions available for all calls.

© Note:

After a customer leaves a conference call, the customer name
continues to display on the Ul. If customer information is unavailable,
nothing displays on the Ul. The area where the customer name is
usually displayed remains blank.

Content area

Displays the following:

» Customer Details: Customer history, notes about customer issues, and
an option to search for information on the internet.

» Groups: Agent group statistics and call statistics for the group. Call
statistics include the list of calls in the queue and abandoned calls. You
can also edit group information.

° Note:

You can only reserve a call when the call is in the queue.

» Users: A list of agents and the actions available for each agent. You can
also view a complete list of names and contact numbers for the entire
contact center.

Tertiary information

Displays telephony statistics, including:
» Answered calls
» Placed or outbound calls

» Average talk time

* Incoming calls per hour
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Option Description

° Note:

The placed or outbound calls counter is increased for Direct Dialer,
Campaign Dialer, and Agent Dialer calls, but not for Mechanic Dialer
calls.

Related links
Telephony users on page 25
Telephony screen statistics for agents on page 25

Telephony users
In the Telephony > Users tab, you can view the following:
+ Agents
» Contacts
Agents tab options

Name Description

Agent names and extensions | You can view a list of agent names and extension numbers. You can also
search for agents by name.

Agent status information Agents work states include the following:
+ Signed off

* Available

* Do not disturb (DND)

* Busy

Contacts tab options

Name Description
Search Contacts field Enables you to search for IP Office users by contact number.
User names and phone The Ul displays a list of user names and phone number. You can also use
numbers the Phone button (@) to call a user.
Related links

Agent work states on page 32
Realtime Information screen statistics for supervisors on page 27
Home screen statistics for agents and supervisors on page 22

Telephony screen statistics for agents

The statistics on the Telephony screen are customized for the agent. Each statistic is based on the
agent’'s performance during a shift. General statistics for the whole contact center are available on
the Home screen.
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Statistic

Description

Answered calls

The number of conversations that the agent addressed during
the shift.

Outbound dialer calls

The number of outgoing calls per shift.

Average talk time

The average conversation length per shift.

Incoming calls per hour

The average number of Automatic Call Distribution (ACD) calls
per hour. This value is related to the time when the agent is
signed in during the shift.

Email screen

Email and chat functionality

Option

Description

Search and folder views

On the left side of the Email screen, you can search for a specific email
message or switch the folder view.

Email list

The left side of the Email screen displays the email issues that are
assigned to you.

Reading pane and email
actions

When you select an email, the email message displays on the right side of
the screen.
At the top of the email, you can access actions, such as Reply, Forward,

Add attachment, and Send. You might need to click More (&) to view
some options.

Customer details

At the bottom of an email message, you can view customer details.

Chat screen

Option

Description

Assigned chats tab

On the left side of the screen, you can see all of the open chat or IM
conversations assigned to you. When you select a chat, the content
displays on the right side of the screen.

Archived chats tab

After you end an IM conversation, the conversation is stored in the
Archived chats tab. You can use this tab to search for archived
conversations on your server. You can also view other agents’
conversations.

Customer details

At the bottom of a chat conversation assigned to you, you can view
customer details.
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* Reporting

Functionality and statistics

Realtime Information screen

Name

Description

Realtime statistics

You can monitor the following in real time:
» Groups
» Agents
* Queue

When you click on each category, the system displays a high-level list of
items. You can click each item to view details, such as current status of
agents or agent groups, details of current calls, and current service
statistics. You can sort and filter the organization of real time information.

° Note:

Do not monitor more than 25 agents at a time. If you monitor multiple
agent shifts, you must have multiple accounts for each group and then
log in to the appropriate account for each shift.

Reporting screen

Button

Description

Choose Report

You can select a report type from the available options, which are
configured by your administrator.

View Report

You can view the last generated report after you select a report type. The
options are:

« Display the report in full screen mode.
» Download the report to your Google Drive.

* Print the report.

Run Report

You can generate a new report after you specify the start and end dates for
the reporting period.

You can see the status of the report being generated. You can continue
browsing through reports while the system generates a new report.

Related links

Realtime Information screen statistics for supervisors on page 27

Realtime Information screen statistics for supervisors

The statistics on the Realtime Information screen enable supervisors to monitor real time activities in
the contact center. The statistics on this screen show information at the individual topic or group
level. Topic-related monitoring statistics are displayed in the corresponding group that is mapped to
the topic in the IP Office Contact Center User Interface for Windows Administration tab.

The following tables describe the key telephony, email, and chat statistics on the Realtime

Information screen.

February 2016

Using the Avaya IP Office Contact Center Chrome and Web Interfaces 27

Comments on this document? infodev@avaya.com



mailto:infodev@avaya.com?subject=Using the Avaya IP Office Contact Center Chrome and Web Interfaces

Navigation

Telephony statistics on the Realtime Information screen

Statistic Description

Abandoned call monitor The percentage of calls that were abandoned out of the total calls
for each shift.

Service factor The task service factor. This value is displayed as a percentage
and indicates the overall quality of service.

Longest wait time The longest wait time for a call in the queue.

Average wait time The average wait time for calls in the queue.

Agents available The number of available agents.

Total calls The total number of answered and abandoned calls for each shift.

Chat statistics on the Realtime Information screen

Statistic Description

Longest wait time The longest wait time for an IM conversation in the queue.
Average wait time The average wait time for an IM conversation in the queue.
Chats waiting The number of waiting or pending IM conversations.
Agents available The number of available agents.

Email statistics on the Realtime Information screen

Statistic Description

Longest wait time The longest wait time for emails in the queue.

Average wait time The average wait time for emails in the queue.

Emails waiting The number of waiting or pending emails.

Agents available The number of available agents.

Total activated emails The number of emails that were activated during the shift.
Related links

Home screen statistics for agents and supervisors on page 22
Telephony users on page 25
Agent work states on page 32
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Chapter 4: General agent operations

This chapter describes general agent tasks that are available for all agents regardless of which
channels they are signed in to. These tasks are not unique to the telephony, email, or chat
channels. General agent tasks include the following:

* Signing in and out of agent groups.

» Taking breaks: This feature is available to all agents regardless of which channels they are
signed in to.

» Working with customer details: You can access customer details and take notes about
customer interactions related to telephony, email, or chat. Some minor differences in
functionality exist depending on whether you are using telephony, email, or chat.

Information that is unique to the telephony, email, and chat channels are not described in this
chapter. You can find this information in the subsequent chapters.

Signing in and out of agent groups
About this task

Use this procedure to manually sign in to and sign out of agent groups. This procedure is not
applicable if your administrator has configured automatic sign in with the IP Office Contact Center
User Interface for Windows.

You can receive calls and, if applicable, emails and IMs from the groups that you are signed in to.
The Ul also displays your availability for the telephony, email, and chat channels, and indicates
which channels you are signed in to.

© Tip:

When the IP Office Contact Center User Interface for Chrome Devices is minimized,
notifications are still visible. However, if you are using the IP Office Contact Center Web User
Interface, you do not see notifications when your browser is minimized. Ensure you monitor the
Ul in your browser regularly so you do not miss important notifications.

Before you begin

Ensure your administrator has configured the required agent groups and virtual agent groups.
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Viewing agent work states and other agent group details

Procedure
1. On the Home screen:
* To join all authorized agent groups, click Join All Groups (IEEZEE=EE ).
* To select specific groups, click Select Groups ([CEREES).
2. For each agent group, select whether you want to sign in to telephony, email, or chat.

You can sign in to one or more of these channels. You can change the channels selected for
each agent group at any time.

© Note:

If your administrator has not configured the email and chat functionality, then these
options are not available when you sign in.

3. To sign out of all selected groups, in the Select groups dialog box, click Clear All.

You can also choose to sign out of a specific agent group.

Moving to a new agent group
About this task

You can move from one agent group to another during an active call. After you select the new
authorized agent groups, you cannot receive calls from the groups you are no longer signed in to.
You can receive calls from the new selected agent groups after you end the current call.

Procedure

1. In the left navigation pane, click Telephony (&%).

2. In the content area, click Edit Groups.

3. In the Select groups dialog box, click the appropriate agent groups.

- (Optional) In the left navigation pane, click Agent Groups (8)) and move the slider to the
right or left.

Viewing agent work states and other agent group details
About this task

The Groups tab displays the number of other agents available to answer calls. You can view
information, such as the number of agents logged in and average wait time for calls. With this
information, you can decide when to take a break, sign out, or switch agent groups. You can also
expand individual groups to view detailed information about the group.
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General agent operations

Procedure
1. In the left navigation pane, click Telephony ().
2. In the content area, click Groups.

The system displays the number of agents signed in to the selected groups.

3. (Optional) To view individual groups, in the agent group, click Expand (.7).
The system displays detailed statistics, including waiting callers.
You can also:
* Reserve a call from the queue.
* Pick up a call.

* Return a call from the list of abandoned calls.

Agent work states
Agents work states include the following:
* Signed off
* Available
* Do not disturb (DND)
* Busy

You can filter agents by status. For example, you can choose to only view agents that are set to
“Available”.

© Note:

* Logged off agents are not displayed in the Ul. If an agent is logged in to the interface, but
not signed in to an agent group, the agent status displays as “Signed off”. The agent status
changes to “Available” when the agent signs in to the group. When the agent logs out of
the interface, the agent is no longer listed in the Ul.

* The “Available” state only appears if an agent is not on break or on a call. “Available” is
overridden by other work states, such as “On Break” and “Busy”.

Channel availability

The Ul also uses colors to indicate whether you are signed in to all groups for a channel. In the
following image example, the agent is:

+ Signed in to all telephony groups. The agent is fully available on the Telephony channel.
+ Signed in to one email group. The agent is partially available on the Email channel.
* Not signed in any groups for chat. The agent is not available on the Chat channel.
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Starting and ending a break

Starting and ending a break

About this task

When you request a break, you might be prompted to select a code describing the type and duration
of the break. Agents that are also logged in to IP Office Contact Center User Interface for Windows
cannot use break codes.

Procedure

1. To view your Worked, On Break, and Last Break status, click in the left navigation pane.

You can see the status information for the telephony, email, and chat channels.
2. Tostartorend a break, click the button below ..
Result

Your request to take a break might not be granted right away. The grey . indicator appears next to
the appropriate channel when your break request is pending..

When your break is granted, the red . indicator displays next to the channels you are signed in to.
While you are on break:
* You cannot receive any calls. You start receiving new calls again after you return from break.
* You cannot receive any IMs. You start receiving IMs again after you return from break.

* You cannot activate emails. The Activate button becomes available again when you return
from break.

Agent break and work statistics

You can view the following work and break time information for an agent:
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Ul statistic Description
On Break The time spent on break during the current shift.
Last Break The time since the agent returned from their last break and

resumed work.

Worked The time spent working during the current shift.

Example scenario

An agent works for 40 minutes and then goes on break for 5 minutes. When the agent resumes
work, the Last Break timer resets to 0. If the 5 minute break is the agent’s first break for the shift,

On Break displays 00:05.
After 10 minutes of working:

» Worked displays 00:50. This includes the 40 minutes spent working at the beginning of the
shift plus the 10 minutes spent working since the agent returned from their last break.

» Last Break displays 00:10 because the agent has been working for 10 minutes since the last
break.

* On Break continues to display 00: 05 because, so far, the agent only spent 5 minutes on
break during the current shift.

Break policies and restrictions

Your administrator can configure a sign out prevention quota in IP Office Contact Center User
Interface for Windows to automatically restrict agent breaks in IP Office Contact Center User
Interface for Chrome Devices. This quota defines the minimum number of agents that must remain
signed in to agent groups, preventing too many agents from taking a break at the same time. Your
supervisor controls break times to ensure that enough agents are available to handle calls. If the
system reaches the sign out prevention quota, IP Office Contact Center does not grant your break.
For example, you might not be able to take a break when:

+ Call volume is high.

» Multiple agents are already on break. A certain number of agents must always be available.

* Another break was taken recently.
The grey . indicator appears next to the appropriate channel when your break request is pending.
If you request a break while you are on a call, your break request is granted after the call is

completed. When your break is granted, the red . indicator displays next to the channels you are
signed in to.
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Working with customer details

Working with customer details
About this task

You can view customer details at the bottom of an email or IM conversation, while you are on an
active call, or during wrap-up time for a call.

You can also:
» Take notes and view notes from other agents.
* View information resources from configured websites.

Depending on your web access configuration, a browser window or tab might automatically
open in the UlI.

Before you begin

To perform research on the internet, your administrator must configure the websites you can
access.

Procedure
1. If you are on a call, click Call Details in the content area.

Customer details automatically appear at the bottom of emails and IM conversations.

2. To view general information, click Customer Details (L).
The following type of information appears if available:
* Name
* Phone number

» Account number
3. To enter notes, click Notes (,#") and describe the customer issues in the text area.

4. To view a history of notes entered by other agents, click History ( & ).

Long notes are partially visible. You might need to expand an entry to read the full note.

© Important:

The History tab is not available for chat. You can use this feature with telephony and
email.

9. To search for additional customer records, such as email exchanges, click Search (Q,).
You can search by:
» Telephone number
* Email ID
 Jabber ID

6. To perform research on the internet, click on an available website.
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Depending on your system configuration, a browser window or tab might automatically open
in the UL
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Chapter 5: Telephony

This chapter describes how to perform telephony tasks. For information about general agent
operations, such as working with breaks and customer details, see the “General agent operations”
chapter.

To use telephony functionality, you must enable telephony when you sign in to your agent groups.
From the Telephony screen, you can handle incoming and outgoing calls, and view telephony
statistics for the shift. You can also view customer details while you are on an active call or during
wrap-up time for a call.

© Note:

If you lose connection to the server while on a call, the Telephony screen becomes
unresponsive and you might not see the complete call details. After the connection to the server
is restored, you might need to log out and log back in to the Ul. Your call remains connected
when you log out of the Ul. Call details will appear properly starting with the next call, but you
might not see the correct call details for the current call.

Call duration

While on an active call, you can see the call duration timer. The talk time displayed on the timer is
calculated for the current call. The talk time does not include the time taken for internal transfers and
putting calls in the queue. You can see if the call duration exceeds the predefined average talk time.

Mute and adjust volume during a call
You can use the controls on the Chrome OS device, WebRTC client, or headset to:

» Adjust audio and microphone volume.
» Mute audio.

Outbound dialer calls

IP Office Contact Center uses the outbound dialer functionality to automatically assign outgoing
calls to agents. An outbound caller ID is generated for each call. Outbound dialer calls can be set up
in the following ways:

+ |P Office Contact Center makes the outgoing call automatically. After the connection with the
called party is established, IP Office Contact Center immediately distributes the call to an agent
to handle.

« |P Office Contact Center distributes details about the call to an agent in preview mode. The
agent then makes the call manually.
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Telephony

For more information about outbound dialer, see:

» Avaya IP Office Contact Center Feature Description

» Administering Avaya IP Office Contact Center Dialer

February 2016

Call response and qualification types

When you are on an outbound dialer call, the call area can display one of the following responses.
You must select the appropriate response code at the end of the call.

Outbound dialer call responses

Type of response

Description

Call answered by intended
recipient

The recipient answers the call, and you confirm that the person at the other
end is the intended party.

Call answered, but intended
recipient unavailable

The recipient answers the call, and you confirm that the person at the other
end is not the intended party. You can leave a message asking the
intended party to call back and then disconnect the call.

Call answered by voice mail

The call is connected and reaches the voice mail box or answering
machine. You can leave a message asking the intended party to call back
and then disconnect the call.

Called number is busy

The call is unanswered, and you hear a busy tone. The system tries to
make the call again.

Called number not in service

The call is unanswered, and you hear a fast busy tone or an automatic
announcement that the number is not in use.

Call answered by fax machine

The call is connected and reaches a fax machine or modem.

No Answer

The call is connected, and you hear a call back tone. If the maximum wait
time for an answer is exceeded, the call disconnects automatically. The
system tries to make the call again later.

Wrong Number

The recipient answers the call, and you identify that the number is no
longer used by the intended party.

Closure options

You can select closure options defining the outcome of the call. Example of closure options are
described in the following table.

Option

Description

Closure ()

Specifies that the call was unsuccessful and provides an explanation, such
as:

» Follow Up
* Wrong Number

* New Number

Table continues...
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Managing calls in the user interface

Option Description

Confirms that the job was completed.

Closure RPC (1)
Closure as Fax Abandoned | Specifies that a fax machine answered the call.
Call (%)

Managing calls in the user interface

Answering calls
About this task

After you sign in to your agent groups, the Telephony (Bj) button on the left flashes if you have an
active call.

Procedure

In the call area, click Answer (&).

The Ul displays the caller name and number, the routed topic, and the queue time.

Making a call
About this task

Use this procedure to make calls. If you are using a Chrome OS device, you can choose to
manually dial numbers using the Chrome numeric keyboard.

Before you begin
Ensure you have access to the phone book for internal calls.

Procedure

1. In the call area, click Dial (1E2D.
2. To make a call by dialing a number manually, do the following:

a. In the pop-up menu, click Manual.
b. In the Enter Number field, provide one of the following:

« Destination number
* Topic number
e Extension number

C. To start the call, click Phone ().
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Telephony

3. To make an internal call to a phone number in your contact list, do the following:

a. In the pop-up menu, click Internal.

b. From the contact list, select the number to dial and then click Phone (&3

).

Making conference calls
Before you begin
An active call must be in progress.

Procedure

1. In the call area, click Consultation (E2D.

2. In the pop-up menu, do one of the following:

8.

* In the Manual tab, type a destination number in the Enter Number field and click Phone
(&.

The system establishes a two-party call with the agent.

* In the Internal tab, click Phone (

3. To add a third party to the conference, do the following:
a. Dial the third-party number.
b. Request permission to add the party to the conference call.
C. Click Conference ().

The system establishes a three-way conference call.
4. If there is no response from the third party, click Hang up (&).

9. To drop one of the parties from the conference call, click Hang up (&) next to the number
that you want to drop.

The other two parties remain connected.

If you hang up, the other two parties remain on the call.

Putting calls on hold

Before you begin
An active call must be in progress.

Procedure

1. In the call area, click Hold (E2D.
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2. To resume the call, click Hold (&2 again.

Inserting DTMF digits
About this task

You might need to enter dual-tone multi-frequency (DTMF) digits during certain calls. For example,
in your voice mailbox, you use DTMF digits to enter your login password and select options.

Procedure
1. In the call area, click More (&).
2. Click DTMF (@).
3. Select the required digits.
4. Click Close (El) to close the window.

Transferring calls
About this task

You can perform consultative and unsupervised call transfers. With consultative transfers, you
request permission before completing the transfer. With unsupervised transfers, you perform the
transfer without permission from the party that the call will be transferred to.

Before you begin
An active call must be in progress.

Procedure

1. In the call area, click Consultation (E2D.

2. In the pop-up menu, do one of the following:

).
* In the Manual tab, type a destination number in the Enter Number field and click Phone
&).
3. Click Transfer (&),

* In the Internal tab, click Phone (&

If required, ask for permission before transferring the call. You can also transfer the call
without asking for permission.

4. |f the extension is busy, click Hang up (&) next to the call that you want to drop.

The caller is informed that the call cannot be transferred.
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Requesting supervisor support during a call
About this task

During a call with a customer, you can request emergency assistance from a supervisor. The
supervisor joins the call to provide assistance.

Before you begin
An active call must be in progress.

Procedure
In the call area, click Emergency ().

The Notification ([@)) icon turns red and a signal is activated on the supervisor’s interface.
Result

The supervisor can join the call at any time. If the supervisor hangs up, you and the customer
remain connected on the call.

Ending calls
About this task

You automatically enter wrap-up or After Call Work (ACW) time at the end of a call. During wrap-up
time, you can select job codes that define the outcome or result of the call. You cannot receive a
new call until you finish selecting job codes.

Procedure

1. In the call area, click Hang up (&3).

When the call disconnects, you automatically enter wrap-up time. A timer shows the amount
of time you have by default.

If a job code is mandatory for the call, the Job Codes button flashes until you select a job
code.

2. In the pop-up menu, select the required job codes and enter any other required notes for the
call.

You can enter a key word in the Search field to find a job code.
3. (Optional) To extend your wrap-up time, click Extend ACW (2)).
4. When you have finished selecting job codes and entering notes for the call, click Finish.

Wrap-up time ends. You can receive new calls.
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Managing calls with a Plantronics headset in the IP Office Contact Center User Interface for Chrome Devices

Managing calls with a Plantronics headset in the IP Office
Contact Center User Interface for Chrome Devices

About this task

With the IP Office Contact Center User Interface for Chrome Devices, you can answer and end calls
using your Plantronics headset. You can also adjust volume using your headset.

The following procedure describes how to answer and end calls using a Plantronics headset.

© Important:

You cannot use your headset to control calls with the IP Office Contact Center Web User
Interface. This functionality is only supported on the IP Office Contact Center User Interface for
Chrome Devices.

Before you begin
Ensure the following:

* You are using IP Office Contact Center User Interface for Chrome Devices on a supported
Chrome OS device.

* You have a supported Plantronics headset. For information about supported devices, see
https://support.avaya.com/CompatibilityMatrix/Index.aspx. Call control functionality is not
supported with other headsets.

* Your headset uses a wired USB connection. Other connection types, such as bluetooth or a
standard headphone jack connection, are not supported.

* Integrated phone mode is selected. This feature will not work with an external phone.
Procedure
1. Connect your headset to your Chrome device.
* You can connect your headset first and then launch the UlI.
* You can launch the Ul first and then connect your headset to the Chrome device.
2. Open the Telephony screen in the Ul.

3. To answer an incoming call or hang up, press the Call button on your headset.

© Note:

If you answer a call with your headset, you should also hang up the call with your
headset. If you answer a call with your headset and end it on the Ul, then you will need
to press the Call button on your headset twice to answer a second incoming call.
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Chapter 6: Email and chat

Email operations

You can perform the following tasks from the Email screen if you enable email when you sign in to
your agent groups:

* View unread emails. When you receive a new email, a visual notification displays in the UI.

* Create and send emails.

Reply to the sender of an email or to all users on the email distribution list.
* Forward an email to one or more people.

» Delete emails. You can only delete topic emails if your administrator has given you the
appropriate privilege.

» Save email drafts. For example, if you start typing an email but cannot finish right away, then
you can save the draft and finish typing the email later.

» Add attachments, such as files and images, to an email before sending it.
* View customer details at the bottom of a customer email.
* Reassign or delegate customer emails to another agent or supervisor.

» Update the status of emails. After you finish addressing a customer action, you can set the
email status to “Completed”. If you cannot address a customer issue right away, you can set
the email status to “Defer” and then follow up on the email later.

 Select job codes that define the outcome of the email exchange.
* Print emails.

* View archived emails if your administrator has given you the appropriate privilege.

Searching for emails

About this task

You can search for emails in any folder and sort emails by criteria. The left side of the Email screen
lists the emails that are assigned to you.

© Note:

You can only search for keywords in the email subject and not in the email body.
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Email operations

Procedure

1. From the drop-down menu, select the folder that you want to search.

2. |n the Search field, type keywords and then click

For example, you can type part of the subject.

o Tip:

You might need to click More for the Ul to display the latest search results.

3. (Optional) Sort emails based on the available criteria.

You can sort emails by the:

 Date received

* Name of the sender in alphabetical order

» Topic to which the email is allocated in alphabetical order

Saving an email draft
About this task

If you cannot finish an email right away, you can save a draft and then finish the email later. You can
access saved emails from the Drafts folder.

Procedure
1. Start typing an email.

2. To save a draft of the email, click Save ().

Creating, replying to, and forwarding emails
About this task

You can create new emails, reply to emails assigned to you, and forward emails. New, unread
emails have a blue indicator, and these emails are considered inactive.

When working with customer emails, you can access available customer details and take notes

about your current interaction. For more information about customer details, see Working with
customer details on page 35.

Before you begin

Before replying to an inactive email, you must click the Activate button. Reply replaces the
Activate button.
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Procedure

1. Do one of the following:

* To create a new email, click Compose (@).

» To reply to the sender of an email, click Reply.

* To reply to everyone on the email distribution list, click More (&)) and then select Reply
all (©).
* To forward an email to someone, click Forward (@).
2. If you are creating a new email, enter a subject.
3. Type a message.
4. (Optional) Do one of the following to add an attachment:
* Click Add attachment (@) and then select the file that you want to attach.

» Drag and drop the file that you want to attach onto the email.

5. When you are ready to send the email, click Send.

Selecting a job code
About this task

Use this procedure to select a job code. If you already selected a job code, you can also update
your selection. Only one job code can be associated with an email topic.

Before you begin

Your administrator must configure job codes in the IP Office Contact Center User Interface for
Windows. When configuring job codes in the IP Office Contact Center User Interface for Windows
your administrator can choose whether to make job code selection mandatory or optional.

Procedure
1. Select the appropriate email.
2. Click More (@).
3. Click Job Codes (€)).
4. Select a job code from the list.
You can search for a specific job code using the Search field.
9. Click | to submit your selection.

Result

The job code selected for an email displays in the email header.
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Changing the status of an email

Setting an email to “Complete”
About this task

When configuring job codes in the IP Office Contact Center User Interface for Windows, your
administrator can choose whether to make job code selection mandatory or optional. If job code
selection is mandatory, you must select a job code before you can set an email to “Complete”. If job

code selection is optional, you can set an email to “Complete” right away without selecting a job
code.

Procedure
1. Select the appropriate email.
2. Click More (&).
3. (Optional) If job code selection is mandatory, select a job code.
4. Click Complete (©).
Result

Completed emails are stored in the Completed folder. These emails do not appear in your Inbox.

Deferring an email
About this task

If you cannot immediately address a customer email, you can put the email item on hold and then
address it later. When you defer an email, you can set a follow-up date and add notes for yourself.

Procedure

1. Select the appropriate email.
2. Click More (@).
3. Click Defer (®).

4. In the pop-up window:
a. Click & and select a follow-up date.
b. Use the arrows to select a follow-up time.
For example, you can set the follow-up time to 12:28 PM.
c. (Optional) Enter a note for yourself.
d. Click OK.
Result

The deferred email is stored in the Delayed folder until the follow-up date. At the specified time, the
email reappears in your Inbox.
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Reassigning an email
About this task

You can reassign or delegate an email to another agent or supervisor. You can also delegate an
email to a specific topic.

Procedure
1. Select the appropriate email.

2. Click More (&).

3. Click Delegate () to reassign the email.
4. In the pop-up window, do the following:
a. Select the appropriate agent, supervisor, or topic from the list.
You can use the Search field to help you find a specific name.
b. (Optional) Enter a note or instructions.
C. Click .
Result

Reassigned emails no longer appear in your Inbox.

Chat operations

You can perform the following tasks from the Chat screen if you enable chat when you sign in to
your agent groups:

* View unread instant messaging (IM) notifications. When you receive a new IM, you can see a
visual notification in the Ul.

Respond to an IM from a customer. Agents cannot start a new IM conversation.

Work with multiple IM conversations at a time. The default is three.

Use spell check if you have internet access.
* Print an IM conversation.
* View customer details during an IM conversation.

* View completed or archived conversations.
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Replying to a chat conversation
About this task

Use this procedure to reply to an IM from a customer. New, unread customer conversations have a
blue indicator. You can work with multiple conversations at a time.

During an IM conversation with a customer, you can access available customer details and take

notes about your current interaction. For more information about customer details, see Working with
customer details on page 35.

Procedure
1. On the left side of the Chat screen, click the Assigned chats tab.
2. Select the appropriate IM conversation.
New, unread conversations are automatically activated when you select them.
3. Type a message.
© Tip:

When you copy text from documents, such as Microsoft Word or PDF documents, some
characters, such as single or double quotes, might not appear properly. If you copy text,
retype these characters manually before sending your IM.

4. To send your IM, do one of the following:
* Click .
* Press Enter on your keyboard.

Related links
Enabling and disabling spell checks on page 49

Enabling and disabling spell checks
About this task
You can enable and disable the spell check functionality during an IM conversation.
Before you begin
Ensure that you have internet access.

Procedure

1. On the left side of the Chat screen, click the Assigned chats tab.

2. |n the IM conversation, use the = and -a:c buttons to enable or disable the spell check
functionality.
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Related links
Replying to a chat conversation on page 49

Ending a chat
About this task

After a customer issue is resolved, you can complete or end the chat conversation. After you end a
conversation, you cannot reopen it.

Procedure
1. On the left side of the Chat screen, click the Assigned chats tab.
2. Select the appropriate IM conversation.
3. At the top right of the IM conversation, click End chat.
4. In the pop-up window do the following:
a. Select one of the available job codes.
You can search for a specific job code using the Search field.
b. Click | to submit your selection.
Result

Completed conversations are stored in Archived chats. These conversations are removed from
Assigned chats.

Searching for archived conversations
About this task

After you end an IM conversation, the conversation is stored in the Archived chats tab. You can
search for any archived IM conversation on your server.

© Note:

If you do not replace copied characters, such as single and double quotes, then the
conversation that contains these characters might not appear in the Archived chats tab.

Procedure
1. In the Chat screen, click the Archived chats tab.
2. Use the first drop-down menu to filter conversations by date.
You can view conversations from:

» Today. This option is set by default.
* The last 7 days.
* The last 15 days.
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* The last 30 days.
3. (Optional) In the Search field, type keywords and then click

For example, you can enter a topic name to find IM conversations related to that topic.

4. (Optional) To search for a specific agent’s conversations, select the agent from the drop-
down menu below the Search field.

5. Select the conversation you want to view.
The conversation appears on the right side of the screen.

Related links
Replying to a chat conversation on page 49
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Chapter 7: Real time information

This chapter describes what supervisors can do using the Realtime Information feature.
Realtime Information is organized in the following tabs:

» Agents

» Groups

* Queue

* Other

You can click on an item in the tabs to expand it. Some of the agent and group information provided
is also available to agents. For a detailed description of agent statistics, including break and work
time statistics, see the “Agent operations” part in this document.

You can access additional configuration options for Realtime Information feature from the IP Office
Contact Center User Interface for Windows.

Viewing agent and group information in real time

About this task

Real time monitoring enables you to manage agent actions and perform customer service tasks
when needed.

© Note:

Do not monitor more than 25 agents at a time. If you monitor multiple agent shifts, you must
have multiple accounts for each group and then log in to the appropriate account for each shift.

Procedure
1. On the Home screen, sign in to the agent groups you want to manage.
You can also send a message to agents if needed.
2. Click the Realtime information () tab.
3. To view and update information for a specific agent, click the Agents tab.
You can:

» Search for an agent or work state.
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* View agent work states and break information. You can also force an agent to take a

break or log out.

* View the agent groups that the agent is signed in to.

» View the channels that the agent is signed in to. The available channels are telephony,

email, and chat.

The following image provides an example of the type of information you see in the Agents

tab.
Groups (6) Agents (4) Queue (0) Other
| Search Agents... P | | All Agent States - |
supervisor Agent]
8501 8502

DI 3 Q
Groups E

O;‘E

J
Groups @
¢

@ 0JO),

4. To monitor an agent group and add or remove agents from the group:

a. Click the Groups tab.
b. Expand the group you want to view in detail.

When you expand the group, you can see agent information, waiting calls in the queue,
and abandoned calls.
Related links
Signing in and out of agent groups on page 30
Agent work states on page 32
Agent break and work statistics on page 33
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Assigning calls in the queue
About this task
You can assign a waiting call to yourself or to another agent.
Procedure

1. On the Home screen, sign in to the agent groups you want to manage.

2. Click the Realtime information () tab.
3. Click the Groups or Queue tab.

The Groups tab enables you to see the waiting calls for a specific agent group. The Queue
tab shows all waiting calls.

4. Select the appropriate user from the Assign to drop-down menu.

Monitoring agent calls
About this task

As a supervisor, you can silently monitor calls anytime. You can also join calls when an agent
requests emergency assistance.

Procedure

1. On the Home screen, sign in to the agent groups you want to manage.
2. Click the Realtime information () tab.

3. To monitor agent calls silently, click (?) from the Agents, Groups, or Queue tab.
The agent and customer cannot hear you and are unaware that you are on the call.

4. If an agent requests emergency assistance, join the call actively.

The indicator glows when an agent requests emergency assistance.

When you join the call, it becomes a three-way conference between you, the agent, and the
customer. If you drop from the call, the agent and customer still remain connected.

Viewing other variables in real time

About this task
Use this procedure to view variables and objects that are not in the other tabs.
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Procedure

1. Click the Realtime information () tab.
2. Click the Other tab.
Result
The screen displays the available variables and the associated value for each variable.
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Chapter 8: Reports

You can view and generate manual historical reports from the Reports tab. The reports record,
examine, assess, and present all important IP Office Contact Center system data.

Reporting data

Reports evaluate the performance of the IP Office Contact Center system and calculates agent
hours to bill clients. You can also process reports data using staff planning tools, or other business
programs.

Reports gathers and classifies numeric data and other information, such as job codes and skill
combinations for defined objects such as agents, topics, and agent groups. You can also create
records of individual telephone conversations. With reports, you can display and process the data
that you collect.

The database stores all report values. The recorded data is the basis for further evaluations or
special algorithms. You can collect data and evaluate results using the report generator server and
report viewer components.

Advantages of reporting
You can use reports to:

» Ensure continuous quality of service. You can also identify peak times that can be
counteracted by the coordinated employment of staff.

» Use the previous evaluation as a basis to address seasonal or event-related increases in
customer requests.

» Record feedback about promotions and marketing measures.

» Determine the time needed for processing a service. You can also use this information to
calculate expenses.

Reporting types

Your administrator can configure the following types of reports. You can only generate reports that
your administrator has configured.

» Agent report

» Agent group report

* Telephone report

* Dialer report

+ Skill combination report
+ System report

» Team report
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» Topic report
* IVR report

Report types

You can activate reports for two different user groups:
* Private: You can enable private reporting for the user who defined the report.

* Public: You can enable reporting as public, so that all users with privileges can view the
configured report type.

You must define a time frame for the report survey. The options are months, weeks, days, total
period, and a user-defined time in hours and minutes.

The report is displayed in the following formats:

» Tabular format: The report displays as a table. The order of events is organized based on
custom groupings.

» Graphical display: The report displays as a line graph, bar chart, or pie chart. This display is not
available for all agent groups and topic counters.

You can view reports in the following ways:
* View the report on the screen.
» Export the report into a . csv file.

Viewing existing reports
About this task

You can view reports that you generated in the past using the IP Office Contact Center User
Interface for Chrome Devices.

© Note:

If the administrator updates a report, then the previous version of the report is overwritten. IP
Office Contact Center User Interface for Chrome Devices displays the new version of the report.
The old version of the report is no longer displayed.

Before you begin

Ensure your administrator configures the setting Use basic data period/output only in the IP
Office Contact Center User Interface for Windows for each report. Otherwise, the reports will not be
displayed in the user interface.

Procedure

1. Click the Reports ([) tab.
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Generating a report

2. Select View Report.

To find the appropriate report, in the Choose a Report screen, do one of the following:
» Enter a key word in the Search field.
« Scroll down through the list of all reports.

The system displays the selected report on the right side of the screen.
To view the report in full screen mode, click Toggle view ().
To download the report, click Download ().

To print the report, click Print (@).

Generating a report

About this task

You can create a new report using the IP Office Contact Center User Interface for Chrome Devices.
You must choose one of the available report types.

Procedure

1.

2.
3.

Click the Reports (&) tab.
Select Run Report.
To find the report, in the Choose a Report screen, do one of the following:
* Enter a key word in the Search field.
+ Scroll down through the list of all reports.
To set the specifications for your report, do the following:
a. Select a start and an end date, and a time.

b. If you want to limit the days and times for which reports are generated, select the
appropriate options in Only Report.

To create a new report, click Generate Report.

The system displays a status bar in the View Report field indicating the progress of the
report.

To view the report in full screen mode, click Toggle view ().
To download the report, click Download ().

To print the report, click Print (©).
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Glossary

After Call Work mode

agent

agent group

Automatic Call
Distribution

module

Task flow
user

Wrap-up time

February 2016

A mode in which agents are unavailable to receive calls. Agents enter the
After Call Work (ACW) mode to complete forms, select job codes, or
perform other activities that are related to a previous call.

An agent who typically handles customer service tasks. A user can be
associated to an agent. Only agents can receive tasks from call center
routing. An agent can log in to one or more specific media types. The agent
media states are independent of each other. For example, an agent can be
signed on for email and signed out for voice. Agents can belong to one or
more agent groups.

A tool for categorizing and organizing agents. Agent groups are used as
routing targets for customer calls and emails. The Ul tracks customer
service statistics for agent groups. Skills are allocated to agents in agent
groups, and calls can be routed to agents based on their skills. An agent
can be part of multiple agent groups. Agents must sign on to an agent
group to receive calls that are routed to that group.

A programmable feature at the contact center. Automatic Call Distribution
(ACD) handles and routes voice communications to queues and available
agents. ACD also provides management information that can be used to
determine the operational efficiency of the contact center.

An IP Office Contact Center component or application. The components for
the Agent, Supervision, and Administration tabs in the IP Office Contact
Centerinterface are examples of modules. The Wallboard application is also
referred to as a module.

A process that explains how each telephony, voice, email, or chat task type
is processed within IP Office Contact Center. For every task type, a task
flow set can be defined.

Agents, supervisors, or administrators that can log in to the IP Office
Contact Center Ul to use or administer parts of the system. Unique
privileges can be assigned to each user.

The time that a call center agent spends completing a transaction after the
call is disconnected. Wrap-up time starts automatically and includes work
directly associated with the call, such as taking notes or selecting job
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Wrap-up time

codes. The time does not include time spent in meetings, breaks, or
correspondence.
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