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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.

For full support, please see the complete document, Avaya Support Notices for Hardware
Documentation, document number 03-600759.

For full support, please see the complete document, Avaya Support Notices for Software
Documentation, document number 03—600758.

To locate this document on our website, simply go to http://www.avaya.com/support and search for
the document number in the search box.

Documentation disclaimer

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

Link disclaimer

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

Warranty

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

"Hosted Service" means a hosted service subscription that You acquire from either Avaya or an
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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,
HTTP://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,
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO OR SUCH SUCCESSOR SITE AS DESIGNATED
BY AVAYA, ARE APPLICABLE TO ANYONE WHO DOWNLOADS, USES AND/OR INSTALLS
AVAYA SOFTWARE, PURCHASED FROM AVAYA INC., ANY AVAYA AFFILIATE, OR AN AVAYA
CHANNEL PARTNER (AS APPLICABLE) UNDER A COMMERCIAL AGREEMENT WITH AVAYA OR
AN AVAYA CHANNEL PARTNER. UNLESS OTHERWISE AGREED TO BY AVAYA IN WRITING,
AVAYA DOES NOT EXTEND THIS LICENSE IF THE SOFTWARE WAS OBTAINED FROM
ANYONE OTHER THAN AVAYA, AN AVAYA AFFILIATE OR AN AVAYA CHANNEL PARTNER,;
AVAYA RESERVES THE RIGHT TO TAKE LEGAL ACTION AGAINST YOU AND ANYONE ELSE
USING OR SELLING THE SOFTWARE WITHOUT A LICENSE. BY INSTALLING, 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
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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
(i) 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 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 the Software on a single Designated
Processor or Server per authorized Named User (defined below); or (ii) install and use the Software
on a Server so long as only authorized Named Users access and use the Software. "Named User",
means a user or device that has been expressly authorized by Avaya to access and use the
Software. At Avaya’s sole discretion, a "Named User" may be, without limitation, designated by
name, corporate function (e.g., webmaster or helpdesk), an e-mail or voice mail account in the name
of a person or corporate function, or a directory entry in the administrative database utilized by the
Software that permits one user to interface with the Software.

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

Heritage Nortel Software

"Heritage Nortel Software" means the software that was acquired by Avaya as part of its purchase of
the Nortel Enterprise Solutions Business in December 2009. The Heritage Nortel Software currently
available for license from Avaya is the software contained within the list of Heritage Nortel Products
located at http://support.avaya.com/Licenselnfo under the link "Heritage Nortel Products" or such
successor site as designated by Avaya. For Heritage Nortel Software, Avaya grants You 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
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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

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:
http://support.avaya.com/Copyright or such successor site as designated by Avaya. You agree to the
Third Party Terms for any such Third Party Components.

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
VIDEQO") AND/OR (ii) DECODE AVC VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED
IN APERSONAL 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.

Note to Service Provider

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

Preventing Toll Fraud

“Toll Fraud” is the unauthorized use of your telecommunications system by an unauthorized party
(for example, a person who is not a corporate employee, agent, subcontractor, or is not working on
your company's behalf). Be aware that there can be a risk of Toll Fraud associated with your system
and that, if Toll Fraud occurs, it can result in substantial additional charges for your
telecommunications services.
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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: http://support.avaya.com or such successor site as designated by Avaya. Suspected
security vulnerabilities with Avaya products should be reported to Avaya by sending mail to:
securityalerts@avaya.com.

Trademarks

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

Avaya is a registered trademark of Avaya Inc.

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

Downloading Documentation

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

Contact Avaya Support

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

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

Required Information

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

Chat Considerations

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

e Does the customer have their own XMPP (Jabber) service that can utilized with
IP Office Contact Center’s Chat Service or will they be using the one-X Portal
service to supply the XMPP service?

e Have the following Ports been configured
5222/TCP (Client-to-Server)
5269/TCP (Server-to-Server)
5223/TCP Legacy-SSL: (SSL)

e Have Agent Privileges been assigned for Chat?

e The available Privileges include:

Agent Tab
e Break Time on the Phone Manages - This allows the agent to commence break
time from their Telephony View and simultaneously set break time for their Email
View and Chat View if they are also a Multi-Channel Agent..
Agent Tab — Chat Section
e Automatic Sign On - The agent will be automatically signed on to all Chat Agent
Groups to which they have been assigned
e Advanced Archive View - The agent has the option to use the chat archive.
Configuration Tab
e Chat Server - Allows the agent to configure Chat Server settings.
e Chat Settings - Allows the agent to configure Chat settings.
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An example, of the structure of an IP Office Contact Center XMPP address/ identifier is
as follows:

If the customer is using their own server to provide the XMPP service

A OpenFire

e XMPP-Server IPOCC-Server

k4

- _
L 4 ¢ i i i e e [ B
e HTTP-Server e
“ (WebChatApp) AGent-PC 6 crmm———
Customer IPOCC

If the customer is using one-X Portal to provide the XMPP service

IPOCC-Server

OneX Portal
HTTP-Server
(WebChatDialog)

__________________________________ 7

Em‘ Agent-PC w_
Customer IPOCC

XMPP - Extensible Messaging and Presence Protocol
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Agent Considerations

There are extra settings that have to be taken into consideration when introducing Email
and Chat.

Most common contact centers will distribute one phone call at a time to Agents. As IP
Office Contact Center is a multi-channel environment Voice, Email and Chat have to be
configured to suit the customer’s requirements. It is possible to delivers emails and chat
sessions while on a Voice call.

To check your current settings

1. Choose Administration > Configuration > System > Availability for Task
(default)...

IP Office Contact Center

General...
Time off... -
Reporting settings...
Delete Reporting Data... 2
Realtime information default values...
Variables...
Tag list...
Configuration report...

| Availability for Tasks (default)... |

Skill overview...

Interface for staff planning...
Task Reports...
Shift plan...

Break Time codes
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2. Here you can set the settings for each task (for example the default with allow
only one telephony call but will allow 3 emails and 3 chat sessions to be sent to
each Agent). When configured, click the OK button.

@

Availability for Tasks

Telephony

Mawimum calls per agent
Can agent receive e-maill while on a call?

Can agent receive chat requests while on a call?

E -maal

M awimum e-mails per agent?
LCan agent receve callz while processing e-mail?

Can agent receive chat requests while processing e-mail?

Chat

Mawimum chal requests per agemt?

Can agent receive calls while processing chat 7
Can agent receive e-mails while processing chat?

)
{}|

ez

£

)
€0

Mo L

Mo W

)
£

Yes

£

tHg

3. When using Email and Chat, the Agent can be sent a task to which they have a
default of 120 seconds to respond. If the Agent does not respond, the Agent will
be signed out. If the default time needs to be changed, this is done on a per
Topic basis. To change choose a Topic and the select the Edit button.

Configuration System Service Windows Help

View: 1 <All>

V]

& Workplaces | @ Amouncements | [@)Amnouncementscripts | @PIVRs | B Bresk Tmecodes | 3€PBXs | JECHAPserver | 2GVEAs |

@ Countries | €8 Queue devices | =) Telephones I #5 Telephone groups | 9% Chat server I “& Chat scripts |
@ @ Topics |mA9ed groups | £3 Agents I {2 Profiles | QTeams | 3] Customers ] 7 BExtemal destinations |

[ Na.. Tel  Emal Chat  Number Active  PBX Emai address

Blocking periods

o
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4. Click the Variables button.

o o

5. Click the Add button.

Ohbject Tag W alue

Cancel

Change...

I D I:D I
[ul
=

Delete

6. Click the browser button.

\[Tapic] Tapicl ook |

v]
| || Cancel |
r |

D ata type:

R esalution:
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7. Scroll down and choose the Tag TopicMaxAlertTime and the click the OK

button.
(&) Select Tag
M ame Type Data.. Rewm e K
OD_PERS_OROS User String
OD_PERS_GQUALIF... User String
a0_gam Idzer String
Q0_Qanz Idzer String
Q0_0A03 Idzer String
Q0_oAn4 Idzer String
Q0_QANs Idzer String
ODSI_MoZndRoute  User Mumber Integ‘_l
Panneau de meszsa..  User String
ghillFactaor Izer Humber  Integ
Tablero de menzajes User String =
TopickasélenTime...  User String
IM_ScanResultl zer String [
k_ScanResult10 Idzer String
Ik_ScanResul? Idzer String
I_ScanResult3 Izer String
Idb_ScanResultd Izer String A

| | Colunnz |

8. In the Value field, enter the time the agent has to respond (in seconds) to an
Email or Chat session and then click the OK button.

]9

||Z| | Cancel |

() Variable - Create
Object: [Topic] Topizl
Tag: | Topich axdlert Timeout
Data type: String
Resalution:
Walue: 480
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9. The new Variable is now shown, click the OK button.

Ohject Tag Yalue m“
@ Topicl TopichaxdlertTim... 480 : 4

Change...

Delete

10.Click the OK button to confirm the change.

Gener | € Tosrory | Tacr | o]
Name [Topic? [T
Teskctypes
[ Teleghony ~
[ ] Email Information...

[w] Chat

o o
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IP Office Contact Center Chat Service

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

NOTE: Making any changes to any Chat Call flow will require a restart of the service
IPOCC Chat Taskserver. It is highly recommended that changes made to the IP Office
Contact Center Chat or Web services are carried out in a maintenance window, which is
outside of normal business hours. This will allow any required testing and restarting of
services to take place without interruption of business operations.

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

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

ChatServer :

a i i

/®
Chat-Server/ / / \ E-Mail Settings

E = Name XMPP Hostname XMPP Domain E-Mail Domain
7

ChatServer ipocc0 ipocc.chat ipocc0.qglobal.avaya.com

Brief Instruction Base Data . Chap Agentgroups Profiles Agents .~ Job Codes . Topics Topic-AG Assignment Time Off Data Import Detziled Description o= |

A. Name of Chat (XMPP) Server for identification in IPOCC. This can be an
arbitrary string (eg MyXMPPSrv), max. 21 characters. Name of taskserver is
derived from TS_Chat_<name>

B. Hostname of computer on which XMPP server is running, max 29 characters.

C. Domain name which is served by the XMPP server, max. 254 characters. For
example test.com

D. Internally used domain name for email. This is not the domain name of the

customer’s email server. Must not be longer than 59 characters in addition with
email username of agent or topic. For example example.com.

Other parameters within the spreadsheet also define a number of additional Chat and
Email settings.
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Agent Group AVAyA
N 1§

Telephony E-M*I
S = ¥ -
= - - = 2
= Name ) = w o Comment
s o > B k= b1 ® s|e
o &5 &= w £ e les | &
- <| O 5 ® - - |o§ |F
= & = 2 3 o - =z | =
g ° >0 = = g > 2 2
—- | »a =} 4 - wa |-
1)|Group 1 X 0 1.0 15| X 0] X
2|Group 2 X 0 1.0 15| X 0] X
3|Group 3 X 0 1.0 15| X 0] X
4

A. X, when task type E-Mail

B. Specifies how many agents have to remain signed on to the agent group. Only
as many agents as permitted by the quota can sign off. No further agents of this
agent group are allowed to sign off. The sign off prevention is suspended if the
ring timeout is exceeded. Range: 0-255. 0 means all agents can sign off.

C. X, when task type Chat.

Profiles AVAyA

AN

O

Privileges Telephony \| E-MSil fhat
13 = |3
g) 'g (=] - (=] (=]

~

Name 5 & s|=| S|E| 5
= = w » | w » | O »
r HAEHRIEI LR iols |2e]m|ie
= 2l=s|5|5e| o o > | o= > | o=
- e|lcE(s|FE|l2 Lz | E & &=
= 3535‘3"55 0 I - T I
= -_— € |® = .2 == [ = [ = =
0 S [= Q QO |e @ - - 3 © - 3 © - 3
) A BO|F|FF|lag [ |- [ | - [a<

A. X, when the task type E-Mail.

B. The agent is automatically signed on to all assigned agent groups.
C. X, when task type Chat.

D. The agent is automatically signed on to all assigned agent groups.
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nmo o

Agents
@ ¢ D
Telephony \ | 4 E-Mail /Chat
z E c K] § £ = =
s ) - =] = - ] =) — =]
Login Name e i o w 3 8 » S »
s 22 s a |3 [s8 |2| = 3 [s8 [2]sg
2 52| g3 £ |9 [PE |&| £ < (2% |&|®%
3 58 5% |z |3z |3s.|3| 2 e |55_|% 3%
3 SE| &2 8 |£2 |E35| & g s |£35| 2 |E35
1|[SupemvisorQ X [1000 100 X
2|Agent01 X_|1001 100 X X X |4 N’
3|Agent02 X [1002 100 X X X [IX \
4|Agent03 X _|1003 100 X X X X
5 ®
A. X, when task type E-Mail.
B. E-Mail address which specifies where replies to e-mails from an agent should be

sent to (for example a topic’s e-mail address). Max.59 characters.

E-mail address used when the Agent sends emails. Can differ from agent’s
original email address and can be a topic’s address. Max. 59 characters.
The agent is automatically signed on to all assigned agent groups.

X, when task type Chat

The agent is automatically signed on to all assigned agent groups.

Topics

AVAYA

serial No.

Name

Chat

E-Mail
—

—
N\

Task Type Chat

Telephony

/

F
oot torg ¥~
o
o

Telephony
Priority

Topic Number -
Access Code
Topic Number -
Job Code Usage
Job Code Length
Task Type E-Mail
Mailbox

Job Code Length
Chat-Address
Job Code Usage
Job Code Length

Postdial
ACW

1

Topici

™~
S
=]
o

1~ none Topic1@ipoccd global avaya c|1 - none opic 1@ipoccl

2

Topic2

1- none Topic2@ipocc0_global avaya.c|1 - none Topic2@ipoccl /
chat

M

]
S
=}
54

Topic3

> >[><|Task Type

=[ ==
\\
>N

B3

Topic3@ipoccl /
|chat A I

om
1- none Topic3@ipocc0.global avaya.c(1 - none
om pd

]
S
=
@
o

® Q ®

w >

X, when task type E-Mail

Email address of Topic combined from Topic Name and Domain. Domain is
taken from the email settings on the worksheet Base data. Mail address plus
domain has a max. length of 59 characters.

None: No job code can be entered at end of task. Use job code: job code can be
entered at end of task. Force job code: job code must be entered at end of task.
Only job codes with same code length can be used for a specific topic. Range:1-
20

X, when task type Chat
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F. JabberID of Topic. Set here the part before the “@” sign. As a suggestion the
Topic’s name is used. The domain is taken from Chat Settings on work sheet
Base Data. Max length is 254 characters.

G. None: No job code can be entered at the end of the task. Use job code: job code
can be entered at the end of the task. Force job code: job code must be entered
at the end of the task.

H. Only job codes with same code length can be used for a specific Topic. Range:

1-20
: : A
Topic - AG Assignment
serial Telephony E-Mail Chat
No. Topic AG Topic AG Topic AG
1]|Topic1 Group 1 Topic1 Group 1 Topic1 Group 1
2|Topic2 Group 2 Topic2 Group 2 Topic2 Group 2
3|Topic3 Group 3 Topic3 Group 3 Topic3 Group 3 |

A. For each Topic — Agent group assignment a simple task flow is created. For task
type telephony the task flow contains an announcement for the case the call is
gueued. Each Topic can be assigned to exactly one distinct agent group.

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

In the following example, the Openfire XMPP Service or the one-X Portal XMPP can be
utilized. Other XMPP services are available from a number of providers, for example
ejabbered and Prosody.
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The following areas of configuration will be examined:

1. The installation and configuration of the XMPP Service.

2. The configuration of existing Topics and Agents to Use CHAT.

3. Building a Call flow to facilitate a CHAT session.
a. Querying a CHAT message and responding automatically to customer.
b. Configuring a 5 minute queue limit for the CHAT session.
c. Providing a Welcome message to the customer.

d. Providing an End of session message to the customer.
e [Chat Flow]:Topic
Topic Topic1W{ [ChatText| . . . . . [Callector | .
| O3 = O3 il - +—& O
1 = ikt ? ®] =] = .

4. Configuring Chat scripts against the Chat topic.

5. Testing a Chat Session with XMPP client (Pidgin).

6. Using the CHAT web Java example provided in the install DVD, to link a Web
page to the IP Office Contact Center CHAT topics.

NOTE: Changes to any Chat Call flows will require a restart of the IPOCC Chat
TaskServer before testing.

Services -[o[x]
Eile Action Wiew Help
e [E Bz Hm » u np]
“: Services (Local) o Camyi -
. Services (Local)
IPOCC Chat Taskserver Marme - Description Stal ~
“ Internet Connection Sharing (1C5) Provides ne...
Stop the service “: Internet Explorer ETW Collector Service ETW Collect...
Bestart the service i IP Helper Provides tu...  Rur
i IPOCC Address Book Server HAvaya IP Of...  Rur
Description: o IPOCC CHAP Server Avaya IP Of..  Rur
Avaya |P Office Contact Center Chat 0 |POCC CHAP synchronizer Avaya IP Of... Rur
o IPOCCIPO Sync Service Avaya [P Of...  Rur =
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Installing and configuring the Open fire XMPP Service

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

used for the XMPP Service should be determined.

Determining the Server’s Hostname

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

=7 Run
e Type the name of a program, folder, docurment, or Internet
resource, and Windows will open it for you,
Open: | W

' This task will be created with adrministrative privileges.

Ok

Cancel

Braowse..,

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

=/ Run
== Typethe name of a prograrm, folder, document, or Internet
resource, and Windows will open it for yaou,
Open: crad| v

B! This task will be created with adrainistrative privileges,

] 4

Cancel

Browse..,
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3. Type ipconfig /all and press Enter.

ommand Prompt

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

C:sDocuments and Settingssxmppripconfig ~all_

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

¢+ | Command Prompt

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

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

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

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

Ethernet adapter Local Area Connection:

Connection—specific DNS Suffix

Description Intel{R> PRO-188 UE Metwork Connecti

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

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

C:\Documents and Settings:xm
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5. In this example, the FQDN is xmpp.abccompany.com. This can be tested by
using ping on the host name. Type ping hostname.Primary Dns Suffix e.g.
xmpp.abccompany.com and press Enter.

Command Prompt

Connection—=specific Suffix
Degcription . . . . = = = = « = Intel(R> PRO-18A UE Metwork Connecti

: BA—B4-23-31-81-DE
: Ho

Phyzical Address
Dhcp Enabled. .

IPF Address. . : 192168 _42 252
Subnet Mask . . . = « - = 255 255.255.08

Default Gateway e e e . = 192.168.42.254
DHS Serwvers . . e e - - 2192168421

C:~Documents and Settings xmppXping xmpp.abccompany.com
Pinging RHPP.ABCCOMPANY .COM [192.168.42.2521 with 32 hytes of data:

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

Ping statistics for 192.168.42_252:

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

Minimum = Bms,. Maximum = Bms,. Average = Ams

C:~Documents and Settings xmpp*

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

Installing Openfire

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

3. Right click on the Openfire installation file and click Open.

Open 4
“' Run as at-iministrator
Troubleshoot compatibility
Pin to Start

Share with »

A. Right click
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4. Then click Run as administrator.

Open

Run as administrator

Troubleshoot compatibility
Pin to Start

Share with »

5. The software installation process will commence.

5 installdj Wizard  |= '='-

g iOpenfire is preparing the install4] Wizard which will

guide vou through the rest af the setup process,

I Cancel

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

¥ Installer language [ = |5 -
Please select a language:
g EQSh ek Y

= Cancel
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7. Click Next to continue.

= Setup - Openfire 3.8.2 |=[ex]

Welcome to the Openfire Setup Wizard

This will install Openfire on your computer,

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

Click Next to continue, or Cancel to exit Setup.

Next > | I Cancel I

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

the Next button.

= Setup - Openfire 3.8.2 |;|i-

License Agreement o,
Please read the following important information befare continuing.

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

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

Apache License
Version 2.0, January 2004
htep: / /v apache. org/licenses/

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

(® [ accept the agreement

() 1 do not accept the agreement

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

Select Destination Directory 6
where should Openfire be installed?

Select the folder where you would like Openfire to be installed, then click Next.

===

[ <Back || mext> | [ cancel |

10.Click Next to Create an Openfire Menu folder.

Select Start Menu Folder 6

‘Where should Setup place the program's shortcuts?

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

Openfire I

Accessibility

Accessories

Administrative Tools

Avaya IP Office Contact Center
Maintenance

Sybase

System Tools

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

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

- Setup - Cpenfire 3.8.2 = [o[ x|
Installing O

Please wait while Setup installs Openfire on wour computer,

Extracting Files. ..
libhrnail. jar

Zancel

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

= Setup - Openfire 3.8.2 [ =[= [

Completing the Openfire Setup Wizard

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

Click Finish to exit Setup.

[w] Run Openfire
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13.The Openfire software will start.

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

Launch Admin

14. .Click the Launch Admin button.

G Openfire =[O X

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

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

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

S g 127.0.0.1 [ hedlBINIS

! Fila Edt View Favorites Tools Help

S Favoribes (5 Openfire Setup: Welcome to Satup

G openfire’ o “

Setup

Setup Progress
|

+ Language Selection Welcome to Setup

Senver Sefings Welcome to Openfire Setup. This tool will 1ead you through the initial setup of the server. Before you confinue, choose your

Database Setlings preferred language:
Profile Setings

Adrmin Account
Choose Language

O Czech (ts_CD
O Deutsch (de)

@ English (2n)
© Espaiiol (23)
O Frangais (1)
O Nedertands (n1)

O Polski (pl_PL)

O Portugués Brasileiro (n1_BR)

) Pycowi (ru_RU)

O Slowencina (sk)

© 3L (fij4E) Simplified Chinese (zh_CHN)

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

|G openfire”

Setup

Setup Progress
|
Language Selection Server Settings

* Saner Settings Bielow are host setings for this server. Nobe: the suggested value for the domain is based on the network setings of this machine

Database Sefings
Profile Seftings Domain: | xmpp.abecampany.com T

Admin Arcount admin Console Port |agon
Secure Admin Console Port | 9091
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The domain name was noted earlier in this guide.

<+ | Command Prompt

C:\Documents and Settings>sxmpp>>ipconfig

Windows IP Configuration

ype- == = oa =

IP Routing Enabhled.

WINS Proxy Enabled. * No

DNS Suffix Search List. . : ABCCOMPANY .COM

Ethernet adapter Local Area Connection:

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

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

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

C:\Documents and Settin

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

(;/v openfire

Setup

Setup Progress

vLanguage Selection Database Settings
v'Server Seftings Choose how you would like to connect to the Openfire database
Database Settings
Profile Setings () Standard Database Connection
Admin Account Use an external database with the built-in connection pool
& Embedded Database
Use an embedded database, powered by HSQLDB. This option requires no exdenal database configuration
and is an easy wayto get up and running quickly. However, is does not offer the same level of performance as
an external database
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18.0n the Profile Settings screen, click Default and then select the Continue
button.

6 openfire’

Setup

Setup Frogress

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

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

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

required

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

6 openfire’

Setup

Stup Progress

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

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

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

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

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

GJ openfire’

Setup

Sutup Progriess

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

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

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

Hivel PAsimont  sssssssnsas

Confinm PASswolt ssssssssses

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

GJ openfire’

Setup

Sefup Progress

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

o Nl AC oot Login to the admin console

Built by Jive Software and the lgniteReallime org community

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

‘f ) i openfire Administration Console

[odmin j

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

6 openfire’

m UsersiGroups essinns Group Chat Plugins

Server Manager Server Scttings Media Services

+ S Informiation R
Server Information
Syslem Propefies erve ©

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

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

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

The ignite Realtirme feed ks cumently unavailable.

Email Settings The Ignite Realtime feed ks cumently unavailable.

Security Audid Viewer

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

Server Ports

Interface  Port Type DBescription

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

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

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

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

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

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

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

Al addresses 7777 File Transfar Proxy network,

24.Click the Create New User option.

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

(J openfire mdines sdmin- Losad

Server [IEETEIETTES Sessions Group Chat Plugins

Users Groups

+ User Summany

Create New User User Summary

User Search
Advanced User Search

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

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

Built by,

rare and the Jonitel

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

Create New User

-~
Username: * 1:|:~|:-i-::1"‘r

Name: |

Email: |

Password: ™ ]

Confirm Password: * |

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

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

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

Create New User

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

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

Create User || Create & Create Another | [ cancel |
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27.In this example, an email address is not required.

Create New User

Username: * topicl

Name: topicl /
o

Email: r 4 ‘

Password: *

Confirm Password: *

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

| Create User || Create & Create Another || Cancel

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

Create New User

Username: ™ topicl
Name: topicl
Email: topicl@abccompany.com

Password: * sssssssssee

Confirn Password * esesssssssss ‘

Is Administrator? ] nts admin access to Openfire)

| Create User Create & Create Another Cancel
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This password is initially set for the individually topic from the Chat tab.

% [Topic] Topicl - Edit

Generall ﬁ Telephory ‘Ehat | 0K |
Tazk zerver: ITS_EhatSewer I Job code. | Cancel |

- Reporting/R T Info |
Jabber |dentifier: IT.:.pi.:1| @ abccompany. com

I— Skills. . |
PaSSWD[d [ 22 1211110}

ul -m_“n_.*—»-#.\ H“HM_\#&_H“"‘“ el i
29.The new XMPP topic account is created.

C' openfire e oS82

Server Jsers/Group: Sessions Group Chat Plugins
Users Groups

User Summary

User Properties

User Options:

User Properties
Below is a summary of user properties

Br
Password & Newuser created successiully
ek Oy
Delate User User Properties
Cregle New Usar Usemame: topici
User Search Status: & (Offtine)
Advanced User Search Is Administrator?; Mo
MName; topicl
Ermail topici@at ampany
Registered: Jun 5, 2014
Groups: None
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30.Click the User Summary link.

O' openfire-

User Options

+ User Properties

itk Oyt
Delete User
Create New User
User Search

Advanced User Search

Server Jsers/Gro s Sessions

Users Groups
User Summary

Group Chat Plugins

User Properties

Below is a summary of user properties
@ New user created successfully

User Properties

Usemame topict
Status & (Offline)
Is Administrator? No

Name topict
Email lopic1@a
Registered Jun5, 2014
Groups None

sdmin - Logout

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

O' openfire’

Users Groups

* Uiser Surnimary

reate Mew User

earch

Advanced User Search

T
Server BUCEILUCE  Sessions

Group Chat  Plugins

User Summary

Total Lisers: 2 -- Sorted by Lisernarne - Users per page: | 100 »

Online  Username Hame Created Last Logout Edit Delete
Adrranistrator Jun 2, 2014 = o
Topiel Jun 5, 2004 ¥ o
Name Created LastLogout Edit Delete
. Jun 2 e ¢
1 Administrator ' | )
dministrato 2014
: Jun 5, 4 p
2 topic1 by . Q
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32.The configuration of Openfire is complete.

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

Create New User

Username: * customer

Name: custorner

Email: custormer@abccomany.com
Password: * TITTITIITY)

Confirm Password: ™ eeseesssssee

Is Administrator? q(erants admin access to Openfire)

[ Create User ] [ l Create & Create Another ][ Cancel ]
1
Online Usernam Name Created Last Logout Edit Delete
: St - Jun 2, - )
1 L admin Administrator 2014 ()

Jun 5, 7 4
customer 2014 6
§ i - Jun 5, - )
3 & topicl topict 5014 Q

Installing Openfire as a Service

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

1. Open a command prompt.

2. Navigate to the folder of Openfire / bin.

3. Enter the following command.
openfire-service / install

4. Openfire is registered as a service.

5. The startup type is set to Automatic.
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Configuring an existing Topic to Use CHAT

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

However, in the following example for demonstration purposes, the entire manual CHAT
configuration process will be illustrated. Settings for using both the Openfire and one-X
Portal will be shown.

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

Administrator () ¥

WO Corfiguration  System  Service Windows Help

iew ED v]

B Break Time code | >ePex | FECHAP server | Zgvea | % Caunty | €& Queue device | o2 Telephane | #5 Telephane group | "B Chat server | TChatscipt |
“{:} @ |@Topic | Mibgenigow | @égent | QFiolle | EDTeam | ElCustomer | 7 Evteraldestination | 8 Workplace | @ Arnouncement | [ dnouncement script | &7 IVR |

2. Click Service and then select Chat server.

A |IF Office Contact Center

File Goto Help

Systern BEEUEN Windows Help

Agent Portal Configuration

i Reporting Filters...
Wiew: <Al ) ] '
Special Settings...
[ e :
é—é Brealk r; Telephone Settings... I %ﬁém’
’ Topic ile Team
g Announcement Modules... I’
MName PBX... E-mail
Administratar Country Setting...
Alan Queue Device..,
Bob Telephene...
Dave
Hanke Telephone group...
Scott CHAP Server...
Supervisor VEA..
Access Code Agents...
Access Code Topics...
\ E-rnail Settings...
Chat server... “
Chat settings... ‘
tatharleh o e I ek . gk, ﬁ-‘f
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3. Click the Create... button.

Karen (8003)

Agent Portal Configuration System  Service Windows Help

ﬁ View: <Al -
@ | @Topic | HAgentoowp | PAgent | LIProfle | §PTeam | ERCustomer | (7 Bdemal destination | @ Workplace | g3 Announcement | [@Announcement seript | gFIVR |
J B Break Time code | >€pex | FECHAP server | 2gvEn | @ Country | G Queue device | = Telephore | 5 Telephane group " Chat server

Name Host name: Port

Create.

S

s b g aptadeenn o i it gipitetiiemen, B B g AP e b B s st G e NN el s s gt g 8 st |

Chat Server settings can also be configured in the Configuration Spreadsheet used in
the installation of IP Office Contact Center.

Chat-Server

Name XMPP Hostname XMPP Domain

SOTTA |
=] No.

ChatServer CHANGE-ME CHANGE-ME

4. Now add the details of the XMPP link

A. Enter the name ChatServer

B. Enter the hostname of the IP Office Server Edition that contains the one-
X Portal service or the host name of the Openfire server.

C. Enter port 5222.

D. Enter the Domain name. (For a Cloud based installation, this must be the
Public IP Address of the Chat Server (one-X portal)

E. Choose Automatic negotiation.

Now click the Edit button.

Non Cloud Installation Cloud Installation
& Chat server configuration - Create 3 | "% Chat server configuration - Create X
Name: @ ChatServer | | oK I MName: @ ChatServer | I aK I
XMPP server Cancel XMPP server Cancel
XMPP Server: B XMpp | XMPP Server: (BH XMPP |
Port; (C)| 522 | Port; (C)| 522 |
Domain: abccompany. com | Domain: 173.255.115.229 |
Encryption: Automatic negotiation ~ | Encryption: Automatic negotiation et |
Task server: | | | Edit... Task server: | | I Edit...
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5. In the Hostname field, enter the host name of the IP Office Contact Center
server and click the OK button.

6. We can use the command prompt on the IP Office Contact Center server to
determine the host name.

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

Fun -

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

0

Open: || W

B This task will be created with administrative privileges,

[0]:4 | Cancel || Browese... |

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

Run -

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

o

Open: ‘ cend| W

B This task will be created with adrministrative privileges,

‘ Ok || Cancel H Browse.,, ‘

|
9. Type ipconfig /all and press Enter.

=X Administrator: ChWindowshsystem32homd.exe

UzeprssAdministrator>ipeconfig ~sall_
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10.This will show all the network adaptors and IP Configuration of the Server. Make
a note of the Host Name.

oo Administrator: Ch\Windows\system32icmd.exe

:SsUserssAdministrator>ipconfig sall
Windows IP Configuration
IPOCC

: Hybrid

Nntlt:l_'l'y[:lt: u “ e s = o m = m ow
IP Routing Enabled. . . . . . . . No
WINS Proxy Enabled. . . . . . . . * Ho

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

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

.
€ [Task server] TS_ChatServer - Create \ I&J
cenl
| Cancel |
Mame: TS_ChatServer
Hostname: IPOCC /
Session-1D: 0
Start time:
Version:

13.Click the OK button to confirm the settings.

- Chat server configuration - Create -

MName: . ChatServer | 0K,
XMPP server I Cancel
XMPP Server: XMPP |
Port: 5222 |
Domain: . abccompany.com |
Encryption: | Automatic negotiation v/ |

Task server: . TS_ChatServer | | Edit...

IP Office Contact Center Email & Chat Service 05 2016 42



IP Office Contact Center Email & Chat Services

14. The new Chat server is displayed.

Karen (8003)

Agent Po Configuration  System  Service Windows Help
ﬁ View <Al -
@ | ®Topc | BAcertoow | @Aget | {iProfle | §PTeam | EACustomer | 7 Edemaldesinaton | ShWorkplace | i Amnouncement | [ Amnouncement seipt | g#VR |
J B Break Time code | >€PEX | FECHAP server | #gvea | 4 Courtry | G Queue device | = Telephone | #5 Telephone group T Chat server
Name Host name Port Edi
ChatServer XMPP 5222
Create
Delete
Pl ot A o g Bl ey it g, gy e . Y Iy S WU ST S

15.We will now configure Topic 1 to facilitate Chat. Click the Topic tab.

File Goto Help 4:46/ 0:00 Karen (8003) ~

PRPTRPEN Configuration System  Service  Windows Help

ﬁ View: <al> -
B Break Time code | >€Pex | FECHAP server | g vEa | @ Country | GghQueue device | 65 Telephone | ¢ Telephone group | T Chat server
J @& @ Toric k] Woagertgowp | @agent | {Profie | §PTeam | FHCustomer | (7 Bemaldestistion | &hWokplacs | 3 Amnourcement | [ Amnouncementscipt | @FIVR |

Name Tel E-mail Chat Number Active PBX E-mail address Edt..

Company Main Meru X 7006 X PEXServer
Topic1 X 7001 X PBXServer
Topic2 x 7002 x PEXServer
Topic3 X 7003 X PBXServer
Topic4 DPD X 7004 X PBXServer
TopicAA x 7005 x PEXServer

it . * P N sttt ity ppininniamte st B i B Py R gt P G g ppttei

16.Select Topic 1 and then select the Edit button.

Karen (8003) +

Agent Portal

View: <Ailly

B Break Time code EES | FECHAP server | 3vEa | & Country | CdfQueue device | 6= Telephone | #& Telephone group | T Chat server
@ @Topic  |Hhgerioow | FAen | RPofe | FDTeam | ElCustomer | [ Bxtomal destination | B Workplece | g3 Ammouncement | [@) Amouncement scipt | gFPVR |

®
J

Tel Chat PBX E-mail address

Company Main Menu PBXServer

Active

Name E-mail Number

Topic4 DPD
TopicAA

- gt R g ot e A g gt A it o i o e B et A bt B
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17.Select the Chat Task Type.

@ [Topic] Topicl - Edit

General | €* Telephony | Chat |

Mame: Tapic1

Task types
Telephory
[] E-mail
Chat

[

Priarity: o

2 block period. .. |

18.Click the Chat Tab.

’
@ [Topic] Topicl - Edit

General | €* Telephony RChat |

Task server: T5_ChatServer D

Jabber |dentifier:

Passwond:

@ abccompany.com

[

Job code. ..

)

| Repotting/RT Info |

[

Skills...

)
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19.1In the Jabber Identifier field enter the XMPP name. For example Topicl.

,
@ [Topic] Topicl - Edit

2]

General | €* Telephony eChat |

]

]

Task server: T5_ChatServer o D [ Job code...
_ | Repotting/RT Info
Jabber ldentifier:  topici i@ abccompany.com
| Skils...
Password:

]

Note: This is the same name for the account previously configured for the IP Office

Contact Center CHAT topic.

Create New User
Usermame: ™ ‘topicl
Name: ‘topicl
Email: :ggpii@abccompany.com
Password: * (eesscccccee

Confirm Password: ™ eeeeessscee

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

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

]

20.In the Password field enter the XMPP password for the topicl account and then

select the OK Button.

-
Topic] Topicl - Edit
@ P ] P -"l‘!L

25|

General | €* Telephory "eChat |

Task server: T5_ChatServer E] [ Job code...

)

| Reporting/RT Info

)

Jabber Identifier:  topici @ abccompany .com

| Skils..

)

Passwaord: I \
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21.Topic 1 is now configured for Chat.

A P

Eile Goto Help 5:03/ 0: Karen (8003) ~

ﬁ iew <2l -
B, Bresk Time code FCPEX CHAP ssrver VEA Courtry (. Queue device 8 Telephane Telephons group Chat server
&
J ] @Toc  |Agentoon | Phoet | QPofie | EJTeam | ElCustomer | 7 Bcomal destiaton | 8 Workplace | 43 Avnouncement | [) Amouncement st | g@IVR |
Name Tel Emal || Chat Nurmber Acve  PEX Email address [ e ]
Compary Main Menu % 006 % PEXServer =
Topic X X 7001 X PEXServer i
Topic2 X 002 X PBXSsver
Topic3 % 003 % PEXServer
Topic4 DPD X 7004 X PEXSenver
TopicAA % 005 % PEXServer

ot sl g i I Aot et i, A . e s 0 A . ottt P ittt P e s
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Configuring an existing Agent Group to Use CHAT

1. Click the Agent group tab.

Karen (8003)

Agent Portal

B Bresk Time code | 3€PBX HAP server | #@ven | & Country | € Queue device | 6= Telephone | & Telephone group | T Chat server

ﬁ View <Al
c
J @ | @ Topic B Agert aroup Rrgert | fiProfle | PTeam | ECustomer | (7 Extemaldestinaton | 8hWorkplace | 3 Ammouncement | [@ Announcementscint | @FIVR |

S U JO T =S P - S T U T U b BT

2. Select an Agent Group that is to be used for Chat for example, Support and then
click the Edit button.

IP Office Contact Center

Administrator (-)

Configuration System Service Windows Help

View: [ <an
B Break Time code | 3ePex | FECHAP server | EgVEA | 4 Country | €4 Queve device | = Telephone | {5 Telephone group | TuCrat server | " Chat scrt
] on | Sw | 43 Announcement | [@) Announcement script | &7 IVR

@ | @ Topic M Agent group I Pagent | {iProfle | GDTeam | EECustomer | 7 Ex

Name Vit. AG Tel Email Chat PEX Edi.

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

i [Agent group] Support - Edit -

General |l" Telephony | " Chat | oK

Task types
Telephory
] Emai

[w] Chat

Vitusl AG: [<Mone> |[=]

4. We now need to configure the Agent profiles to use the IP Office Contact
Center’s Chat feature. It is recommended to use Profiles for your Agents. In this
example, Agents 1-3 were added to the STD Agent profile within the
configuration spreadsheet, as part of IP Office Contact Center’s initial installation.

IP Office Contact Center Email & Chat Service

05 2016 47



IP Office Contact Center Email & Chat Services

5. Click the Profile Tab.

Karen (8003)

PPN Configuration  System  Service Windows  Help

A

View <Al 4 -
B, Break Time code | sgPex | FHECHAP server VEA | @ Country | Cdf Queue device | e Telephone | §5 Telephone group | "t server
@ | @Topic | BAgentooup | Agent 42 Profile |@Team | ERICustomer | (4 Bxtemal destination | @ Workplace | Jd Announcement | [ Announcement scipt | &7 IVR

dit...

RN e e e e el L BOARe M e PEA o ame e ke O

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

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

" Hame Tel E-mal Chat PEX

Supervisor Disfaut [ o ]

Delete

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

£ [Profile] STD Agent - Edit -
General ] ¢ Telephony I EA E -mail I Y& Chat /
Authorization...

Task types Used for:
! Telephony Agent

(] E-mail 295“‘;
gent

Coat Agent3

8. Click the Add button.

14 [Profile] STD Agent - Edit -

Generall ¢® Telephony | B E-mail " Chat I
Task server: |TS_Ch6156W6l ‘E

‘Welcome text: | Hj

Group assignment
Prio Name A m

<None>

-~
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9. Click Support and then select the OK button.

i Select AG for agent x|
& Chat W Ok |
Mame Y T E C PBY /“"l Cancel

<Monesy
Suppart b X PBASer..

10.Click the OK button.

1 [Profile] STD Agent - Edit

Geneﬂl| (* Telephony TSwChat |

Task server: |Ts_t:1-.a¢5mer ] /

Welcome text: |

i |

Group assignment

Prio Mame A

L]
<Mone:

11.The Profile has now been changed.

] | @Topic | MRagenigoup | 3 Agen D Puole  |§PTeam | ECustomer | (7 Extemaldestinaion | By Workplace | J3 Announcement | [ Announcement seript | @@ R |
Hame Tel Eomail Chat PE Edit
il Deedal )
ISTDE ¥ * X PEXServer Creste...
STD Supervisor = X PEXServes
Supervisor Dedault -

To check or manually assign Chat settings to individual agents:

12.Click the Agent tab.

Karen (8003)

PROMRESSRIN Configuration  System  Service Windows Help

ﬁ View <Al -
B Break Time cade } FEPBX | 3EcHAP I G VEA } @ Country I (& Queue device } =i Telephone } (5 Telephone group } T Chat server }
J @D } QTcpic I mi\gent group Q Agent 41 Profile } @Team I [£3] Customer I ' Extemal destination I SWorkplace } Jd Announcemert I @Aﬂnouncement script I @’IVR }

2 i Ed
el S N O G VL~ \»ﬂh--&“%w“%\ﬂn“wﬂfﬁ;ﬂf&@:.—M-J‘--M ‘-“-\

IP Office Contact Center Email & Chat Service 05 2016 49



IP Office Contact Center Email & Chat Services

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

® St [Wiwivon  Tiom  [Reose [Een | Bowonn | 7 Cvoradosionion | @oviongies | 3 IiE o [OW |

Mame o Tel E-mai Chat Numbes PEX E-mal addiess
A7 4w Agerl Eabecompany. com

Ageri3@abccompae o

14.Click the Chat Task Type and then select the Chat tab.

3 [Agent] Alan - Edit — =)
General | ¢* Telephony | yChat */'
Task types
System name: Agent 1 o
Telephaory

[¥] Chat

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

15.Check that you can see the Agent group Support within the Group assignment
field that was added under Profiles.

Genersl | ¢* Telephony %BeChat |

Tesksever  |TS_ChtServer ]
G sssgmer|
Pio  Name Al | Add
|Gﬂ <Nones I D | Delete
<None> |
<None> Up
‘:Hm":' e | Diown
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16.The Chat Task Type has now been assigned to Agent 1. Repeat the above steps
until all the Agents in Agent Group Support have been assigned with the Chat

Task Type.
[Agent] Agent2 - Edit

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

) V] Telephony
Login name: |Agent2 ] [JE-mail

(] Chat

System name: |

111 gen 1— A Jel 13 - Edit

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

Task types

2nd password...

System name: |Agent3 | Password...
. [ Telephory .
Login name: |Agent3 | [] E-mail 2nd password...
[w] Chat o
e =
o pop Tesn | [Cutorm | (7 Esioral cesirabions | M Wheekplace | 3 Are =E e 1@m |
Hame Tel E-mad Chat Humber 25 E-mad sddess Ede
* » " PECS vt Agenl] (=
Ageri2 " B " FicServer Agenid@abocompary, com Cinle.
et ¥ k3 * * PHOS mremt Agend MBshocompany, com o
: = # PiES erval SupmivisorBabic gy, com =
Dinste

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

the Chat feature.
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Building a Chat Call Flow

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

A |P Office Contact Center

File Goto Help

T
o
3
il

A

Telephony

Realtime information
Reporting

Agent Status Reports
Contact Detail Repaorts
Errar List

| BE: Agert group

L e e U L U

Configuration

9 Ul config
10 Task Flow Editor "/1

!
:
;

12 Dialer
13 E-Mail configuration
14 Address book admin

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

File Goto Help

Agent Portal Task flow set  Tools Help

DE\

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

O ornrona L e

Impart TF-Set 0k
Queuelimit-280414

SD27052014 [

T azk, Flow Example

T azkFlaw1-08-04-14

T azkFlow-GIL- 1-04-2014
T askFlow 'k Pro-250414
T51

TSF-18052014
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4. Enter the password (if required) and then select the OK button.

Password - E

Enter the tazk flow set pazsword: 0k

| |
p

- S ————

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

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

Open a copy of this task flow set?

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

| [ty Generate new task flow se

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

Pazgword:

Confirm pazsword:

Comment;
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7.

It is good practice to enter a descriptive Comment.

M armne: OE0E2014TFS01

Authar: Adrinistrator

Cancel

Pazzword:

Confirm pazsword:

Comment: Creating a Chat Call Flaw

8. Click Edit and then select New —

Task flow set d Tools

Windows

Chat Flow.

Help

D=

Delete
gﬁ Task Flow

Select all

New*"'--ﬂ J

Delete symbols

Group...

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

EMTF
Ctrl+A

9.

({3 New Chat Flow

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

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

M ame: Topic

T azk Flow group: T elephory

) [omeas |
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10.1If required, the Chat Flow can be assigned to a previously configured group, in
this example a group named Chat has been selected.

Orevmrer

Marme:; Topic
T ask Flow group: mr

nn!
T elephary

11.Click the OK button.

=
Fa

- Cancel

©)] New Chat Flow -

Name: Topicl 0K

Task Flow group: Chat / v Cancel

12.The Chat Call Flow Topicl is displayed.

A [P Dfiice Contact Center

File Goto Help

Edit Tools  “Windows

Agent Portal Task flow set Help

hed v & MEE I

Fa

¢T1 06062014TFS01 | B List of symbols| B® [Chat Flow]: Topicl

[ Telephony LD ;

J 8 Ema / ::::::::::::::::::j
B@chat " ||l _

P 2 o T || :
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13.Click the List of symbols tab.

A [P Umce Contact Center

File Goto Help

Agent Portal Task flow set  Edit Tools Windows Help
ﬁ FH v & nEIE 3
| Ty 06062014TFS01 | BB List of symbols B& [Chat Flow]: Topicl
""" abc Label i e
...... TP Tracetask e e e :

o[ Sources N t

------ € Telephonecalls N | | [0 ?

_______ @‘u‘mcemmls

...... E-mail Ay

%‘Mﬂ‘ ...“ #'M\;

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

A IP Office Contact Center

File Goto Help

Windows Help

Agent Portal Taskflowset Edit Tools

FH v/& B Do

£F1 06062014TFS01 | B List of symbols B8 [Chat Flow]:Topicl

~--abe Label A
Tﬁ' Trace task

=@ Sources

. f® Telephone calls

A
J

) i *
m Agent grotyx
¢ Telephone ca?l
E E-mail
¥ Chat
P Q Agent
e T P s

A. Click and drag.

-~ -
-"-"""--—-"‘r |
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15.Click Topicl and then select the OK button.

[

@ Choose chat topic

o ,
Mame /T E C Mumber FEx ﬁﬂ

Fom

PEX..

16.The configured element is displayed.

IP Office Contact Center

A

File Goto Help

Tools  Windows

Task flow set  Edit

Agent Portal Help

el v & 2B DB

| B 06062014TFS01 | B List of symbols

abe Label

T Tracetask

=g Sources

. sl Telephone calls

L @ Yoice mails

-~

]
N F

=-{ag Destinations

B& [Chat Flow]:Topicl

..... SRR, s, P
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17.As Chat is only text based, if we wish to provide a Welcome greeting to the Chat
customer a Chat script can be utilized.. To create Chat scripts click the Go to

menu and then select Configuration.

A |P Office Contact Center

File Goto Help

2 Telephony

ﬁ Telephone calls

18.Click Configuration and then select Chat script.

A, IP Office Contact Center
File Goto Help

Help

Agent Portal Configuration System  Service windows

fi

Topic
Agent group
Agent
Agent profile E Announcement zcripk I @3 IR
Tean I ﬂﬁ Telephone gro

Custamet I m.ﬂ.gent graLp | .ﬂ .-'-‘-.g?

External destination 3

W'orkplace

Announcerent J

Announcement scripk /,f"
IYR. f

Mt M R S '-.—;

IP Office Contact Center Email & Chat Service

B =

2 Reaftime information i 0w | M0
4 Reporting =0 .. i _
5 Agent Status Reports ] O List of symbols I— ®& [Chat Flow]:Topicl
6 Contact Detsil Reports St [ (N S
7 Error List L
8 Configuration R :
a .. . . |Topic
8 LU config one calls ... m p% .
10 Taszk Flow Editor nails ... O
11 I¥R-Editor L
12 Digler L e
13 E-Mail configurstion ! S
14 Address book admin b e

- : group A

M et 0

L B Chaaanste gttt o b ] L e e amie

..........
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19. Click the Create button.

A IP office Contact Center

0:01/ 0:00 ||

Administrator (-)

A artal Configuration  System  Service Windows Help

ﬁ Yisw: [ <ai>

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

elephone elephonhe group at server “ulp Chat scrip
Teleph Teleph Chat it Chat script

Name

| Ed.. |

Abweisen
Halten
Hold
Reject

st I s et it pa. B g

20.1n the Name field type Topic 1 Welcome Message.

il Chat script - Create

Mame: I Topic 1 Welcome Message
Cancel |

| \ N Tag ... |

Texk:

[

NP TP R N £

Create. ..

Copy |
Delete |

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

select the OK button.

- Chat script - Create
Mame: I Topic 1 Welcome Message
Zancel |

Texk:

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

A IP Office Contact Center

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

Corfiguration  System  Service Wwindows Help

Wiew: I <Al j

43 Announcement I @Announcement script I @IVF\ | P. Break Time code I SFEPER I FECHAP server I EVEA | " Country | (i Queue devics I
| QTDpic I !ﬁAgent graup I Q Agent I 41 Profile | @Team I [E3) Customer I [ External destination I a\v\f’mkplace I
= Telephone | ﬁ Telephone group I % Chat zerver 9& Chat script
Mame | Edi.. |
Abweizen

Halten Create. . |
Hold |
Rejent Eopp.

Topic 1'Welcome Message Delete |

N L I T P o P

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

Name

Abweisen

Agents busy

End Call

Ha%en

Hold

Matches Text
Max Wait time
Reject

Start Chat Session
Topic 1 Welcome Message

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

it Chat script - Edit

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

it Chat script - Create

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

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

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

[

| Y

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

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

*F Chat script - Create

Kame: ] Max YWait Time oK
Cancel
Text:
Thank you for your patience, all of our agents are busy on Chat Sessions. LI Tag ...

Please try again later.|

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

it Chat script - Create

Mame: REjEEt (0] 4
Cancel
Text:
Please try again later or phone 0124 10 Monday to Friday 08:00 to ﬂ Tag ...

17:30 or email support@abeconmpany ., com|

29.Create a Chat script to inform the chat customer which Agent they are connected
to.

- Chat script - Create

Mare: Start Chat Session
Zancel |
Texk:
You are connecked with $CCK_AgentMamess| ;I Tag ...
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30.Now that all of the Chat scripts have been created, return to the Chat Flow.

IP Office Contact Center

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

Ay Partal Configuration  System  Service Windows Help

ﬁ Wiew: I <Al j

49 Announcement I @Announcement script | @\VH I B Break Time cods I SEPER I FECHAP server I ﬁVEA | " Country | [ Dueve device I
J ) | & Topic I fﬂAgent group | ¥ Agent I 4 Profile I @Team I [EZ] Customer I ' Extemal destination I AL wiorkplace I

=3 Telephone I E Telephane group I T Chat server % Chat script
Mame | Edi.. |
Abweizen

Agents Busy Create...

End Call

Halten LI
Hold Delete

Matches Text

M *wait Time:

Reject

Start Chat Session

Topic 1wWelcome Meszage

Aot e AT s, S st e BN s a8 e, g B e ane i b

A 1P office Contact Center

23:09/ 0:00 | | Administrator (-

Faortal Task flove set  Edit  Tools ‘Windows Help

‘ Dﬁ:EHrIéI&%EIDII

£Ta 06062014TFS01 |BR 14] 0
D Telephony
J D Email e
ElD Chat C o [Topict .
B Topicl o % = O .

P T SN U | SRR R s R SRR PRI o PR
31. Click the Go to menu and select Task flow Editor.

A IP Office Contact Center

File Gota Help

1 Home n Service Windows  Help

2 Telephory ,
&+

3 Reaftime information

4 Reporting

5 Agent Ststus Reports I @.ﬁ.nnnuncement soripk I
& Contact Detail Reparts ﬂ:\ic | BE: Agent aroup |
7 Error List | 5 Teleph

g Configuration

9 U config ’

10 Task Flow Editor ’

11 IvR-Editar " 3
F
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32.0pen the Chat Flow created earlier.

A 1P Office Contact Center

File 23:09/ 0:00 || Administrator () ¥

Agent Portal Task flow set  Edit Tools ‘Windows Help
ﬁ DD”HI(|§|&%EIIID
£Fy 06062014TF01 |BR 14 [ | [Chat Flow]:Topic1
[ {1 Telephony

J ----- 3 Emai
ED Chat T [
i .gTopicl %‘E .................................................

L. SRS B | LN b A e “" i .‘%-"“‘“' i e

33.A Chat script (1 script) element will be used to provide information back to the
Chat customers. Click the List of Symbols tab and then drag the Chat script (1
script) element to the Chat Flow working area.

A P Office Contact Center

File Goto Help

IO sl B Task flow set Edt  Tools Windows Help
n DM v/ &8 miIo

£B 06062014TFS01 538 List of symbols |

g agent Al
J ' External destination

Oi: Drop

5% Personal contact
fﬂ Last agent

g;a Current agent

[Chat Flow]:Topicl

[=] (& Announcements
) 1R script s
[ 1vR-seript (1 announcer;ér-llt')- e e o
@ Announcement script

Announcement script (1 announcement)
I e
A. Click and drag.
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34.Select Topic 1 Welcome Message and then select the OK button.

K Select chat script

I".i. Chat j 0K,

MName & | Carfeel |
Abweizen
Agentz Busy
End Call
Halten
Hald
Matches Test
b ax W ait Time
Reject
Start Chat Seszion

Topic 1 Welcome

I | Columnz |

35.The configured element is displayed.

IP Office Contact Center

Task Flow set Edit  Tools  Windows  Help

DEH| v & &8 IO |

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

- Drop ... |Topict . Tapictwd ]
------ #5% Personal contact Co % = 0O % =d 1 -
...... £ ¥ Last agent L . T |

______ ﬂE—mailscript

s ahpme e G it s B i gt g™ -l‘ B it B g et B Bt i "-’*}

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

IP Office Contact Center Email & Chat Service 05 2016 65



IP Office Contact Center Email & Chat Services

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

A IP Office Contact Center

23:28/ 0:00 ||

Agent Portal Taskflowset Edit Tools Windows Help
yS DEH| /(S &RB DO |

e
J T Chat script (1 script)

£ 06062014TFS01 0o List of symbols |
= (& Announcements C L [Topict . [Topic 1w

O ¥R script :jj:%gti-'ﬂ»l:
[ 1vR-Script (1 announcement)
@ Announcement script

@ Announcement script (1 announcement)
=@ Connecting units
% Change tasktag

—
R L T SR

Tk Check TmE PR == === == == === A ,
9@‘ I.ongest wait time exceeded 5 & & 8§ 5 % & & % 8 & & 8 & # 8 & @ & s @ & & # & & @ & &€ @ & & &
B s ¥ o VUL R S ﬁr&nwmu"‘,

A. Click and drag.

38.In the Name field type Chat Text.

)] Logic -

Narme: |':|'IHTE31‘ ‘ | oK. ]

Input IN= {no) \
' et 0T= [no]

M exit OF= [no) Select. .,

Condition

| A I F.evwords... J |Taskl,agnp...|

[Vt |

v

Comment;
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39.In the Condition field type containsString_i(c."CTS_Initial_Message",
"Desktop")

|E‘.hal Teut

IN= (o)
0T= [l'l.'i]
0F= [l'l.'i]

Condition

cantainsSting_ilc."CTS_Initial_Message™. | - |
||D'a I ' .1 b 4

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

Name: |Chat Text [ [ ok |

[ IN= [no]
Y et OT= [rw]

Nest — OF= (no) [ Select..

Condition

containsSting_ilc."CTS_lnitis_Message”. ~ | | Kepwords.. | |Tasktagop..|

IID
”""“‘”v\
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41.Select the logical or operator and

{=) Available operators

then click the OK button.

Logizal operatars
A

PR

42.In the Condition field type

logical and

pluz
i
rmultiplied
divided
modulo

containsString_i(c."CTS_Initial_Message","Laptop" )

®)] Logic [x]
Mame: Chat Test ] | (14 |
Inpit IN= [ro] Cancel
' et 0T= [ro]

N et OF= [no] Select...
Condition
cantainsSting_ile."CTS_Initial_Message”, -~ I Kepwards. . I |Taskl,agap...|
"Desktop"|ll containsString_i
[c."CTS_Initial_Message"."Laptop" | | Operators...
[ Task taa... |
43.Then click the OK button.

(®)] Logic =3
Mame: Chat Text oK. |
Inpt IN= [ro] Cancel
" exit 0T= [nol
M exit 0OF= [no] Celect...

Condition
containsSting_ilc."CT5_lnitial_Meszage”, -~ I Keywords. . I |Tagk[agap_“|
"Deskiop"|ll comainsShing_i
[c."CTS_Initial_Message"."Laptop" | | Operators...
| Task tag...
:

IP Office Contact Center Email & Chat Service

‘EIKI
Cancel |
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44.The configured element is displayed.

Office Contact Center

Goto Help

nt Portal Task flow set Edit Tools Windows Help

ervision  [BE=G® & L EB [

inistration Eﬁ 1] BE st of symbols . og [cl
' "= Chat ~NW ...
g Agent ..............................
(7 External destination Topic1 TopiciW{|[ChatText| | . . . . . . . . ..
(111 = 1) O = OB -
ﬁ. b4 Drop m = | = ? dF-- -
& Personal contact 2020202020202 || "} -
gﬂ Lastagent WL

45.The customer will be prompted if their text matches the text defined in the Logic

element. The audio prompt will use the text of the Chat script that was created
earlier.

it Chat scripk - Create

Name: Matches Text
Texk:
Please have your serial number ready bo give to the agent | :l Tag ...
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46.A Chat script (1 script) element will be used to reference the “Matches Text”
Chat script created earlier. Drag the Chat script (1 script) element into the Chat

Flow working area.

ontact Center

Goto Help

nt Portal Task flow set Edit Tools Windows Help
ervision DEE v & BEEMDMB
inistration Eﬁ 1 .' BB List of symbols ug [l
- & Chat N |
ﬁ ﬂ p«gEth ..............................
[ External destination Topic Topic1W{ [ChatText| . . . . . . . . ...
&= e
"é' I_Drop :‘E%KE:?E .......
&% Personal contact
Eﬂ Last agent L LB - - e e e e e e e e e e e e e e e e
MO g'- ..............................
0 18y Current agent RS LI
LT}‘ E-mail script . "'..-*" """""""""
o o N | T P I T A
ialm -« Chatscopt Lo L RN R
O
T Chat script (1 5Cript) = o= mm o o e Bl T
1. e Annauncesmante LA BEE - - 0 0 0 s e e s s e e e e e e e e e e e

47.Click Matches Text and the select the OK button.

k| select chat script

| %% Chat |

M ame & |

ok,

el

Abweizen
Agentz Busy
End Call
Halter

Haold

b aw W ait Time

Reject

Start Chat Sezzion

Topiz 1 Welcome Mezzage

Columnz |

4
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48.The configured element is displayed.

A 1P Office Contact Center

Eile Goto Help

Agent Portal Task flow set  Edit  Tools Windows Help -
® s =T =) ;
£B 0B0E2014TFS01 B Listof symbols | [Chat Flow]:Topic1
------ = Yoice mails ;I
J ------ E1 E-mail
=@ Destinations % = O o S O | ? []

. :l 1
------ m Agent graup L L o
______ & Telephone calls o

.................... MatchesT:
...... T Chat o @ e O

Ead
______ .ﬂngent e

Foep T E
Ao il -ﬂ,“'““w*«‘“ N ng‘%' ;\M_(J t.‘_‘bm\_‘-.-.)

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

At Portal Task flow set Edit Tools Windows Help

e on D v & M8 MD

nistration _L?'.I—I BB st of symbols .. |8 [Ch:
» athahEl « a4 = & & = 8 ® & 8 8 & 4 4 s & & = @ ®w ®B » ® v v s 4 o4 oa
o o Tocetask | Wi
- [@ Sources Topic1 Topic1w] [chatTest] . . . ... .. . .

N * Telephone calls %tE%&E:?E
o & Voice mails s v
E E-mail e e e

U % Chat S - Ll IR
+ D Destinations oo s e :I e o ‘ """

alm = [ Connecting units ;
5 % Change task tag RN SN
{@ Change skil S S

e O Skill reduction e T
v P logic =mmmm—————————— o
Ao | | S S S DS S
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50.In the Name field type Wait for 3 Seconds.

£} Logic
Hame: IWait for 3 Seconds ok I
Input M= [no] Cancel |
" et OT= [no]
M e OF= [na) Select.. |
— Condition ’1"‘ e
| ;I Kewaords. .. Tazk tag op... |
Operators. .
Tazk tag...
j Wariables...
Comment:

[—
[

| Y

51.In the Condition field type (c.waitTotal%3)<1 and then select the OK button.

) Logic E3
I arne: IWait for 3 Seconds ak
Input M= [no] Cancel |
' et OT= [no]
H exit 0OF= [no] Select. . |
— Condition Mew
[ waitT atal®3)<1 ;I k.ewuords. .. Tazk tag op... |
Cperators...
Task tag...
ll " ariables...

Comment:

H 0
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52.The configured element is displayed.

Task flow set Edit Tools Windows Help

DEeEd v & L OO

FT 1 | B8 List of symbols

abc Label
T Trace task
=g Sources
¢ Telephone calls
@ Voice mails
E E-mail
e Chat
w-{] Destinations
=-{a@ Connecting units
: --ﬁ= Change task tag
@ Change skill
[ Skill reduction

? Legic

& TooToo.

[«

Topic1
| -
5

Chat Text
| ? E

.. [matchesT] -
o HmH

53.A Collector — Equal element will be used to link the two routes back together.
Drag the element in to the Chat flow working area.

Agent Portal

Task flowset Edit Tools Windows Help

bDEelEd v & 48 0D
[ﬁ1:88wdmbals|

#-[0 Destinations
=@ Connecting units
12= Change task tag
@ Change skill
@ Skill reduction
? Logic
% TaskTrap
=@ System conditions
E Check Time Periods
§B Longest wait time exceeded
gn Number of tasks exceeded
l§| Queue full
@ Minimum number of signed on ag
1% Available agents fulfill the skl
lﬁ Signed on agents fulfill the skill
=@ Task conditions
% New task
t'): Task Tag
IB Wait time exceeded
=g Distributor
Prioritized

& | Cyclically e
=-{g@ Collectors e

-
-
F» Equal -

IP Office Contact Center Email & Chat Service

E| Equal -

2
nr

[Chat Flo

Topic1 Topic 1W

5

ChatText | . . . .
No -
?8

.. [matchesT] .
3 & 5

aitfor 33
............ : | ? o

& -
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54. In the Name field type Collector and the select the OK button.

| ) Collector {equal)

M arme: Collector

OF.

Comment: H

(4 Cancel

v

55.The configured element is displayed.

Task flow set Edit Tools Windows Help

Angent Fortal

bl v~ & At DB
FB 1| BB List of symbols

#-[] Destinations
=@ Connecting units
1;: Change task tag
% Change skill
(¥ Skill reduction
? Logic
S TaskTrap
=-[@ System conditions
@ Check Time Periods

B | anmart ik Hiees aveazdad

" [Cl

Chat Text | . Collec‘;ur
52 9B®* P2 § (B

. [matchesT] - - [w
H&=4 P

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

Task flowset Edit Teools Windows Help

DEE v & R DB
£ 1| BB ustof symools |

~abe Label o~
'ﬁ‘t_l' Trace task
—D Sources
L f® Telephone calls
@ Voice mails
E E-mail
: % Chat
+r__| Destinations
—D Connecting units
‘}z Change task tag
[® Change skill
[ Skill reduction

- ? LOGIC mm s s e e e s s - e

A TaskTrap

Lo

IP Office Contact Center Email & Chat Service

'S [Chat Flov
Topict Topic1 W [ChatTest| - - [Collector | - - = - - - -
N OO0 00 @ DDz
:‘ j& ?Ejaﬁ ‘
............................. (’J.fﬁ

. [matchesT] . . [waitfor3] . . ’1 S
gmR PR
. N SO
Y A
( ......
PR~
N
...................... . .’ﬂ’. E . . . .
""""""""" e

q-.-.-.-.-.---,-,_,-.-.—.—.-- —

05 2016 74



IP Office Contact Center Email & Chat Services

57.In the Name field type Available Agents.

€} Logic E3
Marme: I.fi‘-.vailal:ule Agents oK.
[npat M= [rn] Cancel
et OT= [rno)
M it OF= [no] Select...
— Condition ‘"\ Mew
b ;I K.emmords. .. T azk tag op...
O perators. ..
Tazk tag...
;I “arables. ..
Comment:
58.Click the Keywords... button.
{) Logic
M arne: I.&vailable Agents | ok
Input IN= [ha] Cancel
T et OT= [no)
M exit OF= [nao] Select...
— Condition MHew
- F.emwords. . Tazk tag op...
Dperators. .
Tazk tag...
lI Yariables. .

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

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

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

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

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

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

<

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

=) Logic

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

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

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

4= lezs than or eiual

= greater than or equal

String operations

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

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

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

++ z*ﬁ-’vz\/\'

IP Office Contact Center Email & Chat Service 05 2016 77



IP Office Contact Center Email & Chat Services

63. At the end of Condition type a 0

{} Logic

M ame: I.-'i‘-.vailal:ule Agents ok I
Ui IN=no] Cancel |
" et OT= [na)

M exit OF= [na) e Select.
Conditicr /

M e
agl?|[chat].freel] » D/ ﬂ

K.emyords. .. Tazk tag op... |

Operators...

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

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

{ } Logic
M arne: I.-“-‘-.vailal:ule Agents ]
[Fpuk [M=[r] Caricel |
et OT= [ha]
N exit OF= (o) Select.. |
— Condition Mew
ag[dT][chat] free(] > O ;I Kemmards. . Tazk tag op... |
Operatars. .
Tazk tag...

j Wariables...

65. The configured element is displayed.

17:14 7 0:00 v Administrator (-} |

ht Task flowset Edit Tools Windows Help
on Ded v & R O
. T 5
| 4T 1| B Lstof symbols | 3 [Chat Flow]:TopicT [=]=]|
b abe Label e .
o3 o Toeeres S SEREEREEE SEEEEEEEEEE
=@ Sources Topic1 Topic 1W{ |Chat Text Collector | . Available 4 P B P
[T] 0 = O -~ 3] a ]
% & Telephone calls H=%=HH PF? 8. H®H ? g
@\chemails b e
= £l Matches 7] . . [Waitfor 3
O C e e e e ... |MatchesT| . . Waitfor3§ . . . . ... Lo
A % Chat o Emd o Ped
+-[ Destinations R = g &= <
oo =-[@ Connecting units
%, Change task tag N oL oLl B Ll
& Change skill s .
s [ﬂ Skill reduction
Y b 1 D S
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66. If Agents are available to Chat, the customer should be directed to the correct
Agent Group destination. This can be achieved with an Agent Group element.
Drag the element into the Chat flow window.

P Office Contact Center

Taskflowset Edit Tools Windows Help

Ded v & A OB

[ 1| BH st of symbols
| abe Label
A7 Trace task

=-{@ Sources
¢ Telephone calls
& Voice mails
E E-mail
%% Chat

=@ Destinations
m Agent group
€ Telephone calls
E E-mail

[Chat Flow]:Topic1

Chat Text

0 e, O
it

- [cottector | -
) Bl
= 3> i

HR e

:?EE

..... . . [matches T
O

Wait for 3

=

67.Click Support and then select the OK button.

-f._i Select agent group

| %% Chat

OE.

Marme P
Su []ula] rk

68. The configured element is displayed.

el

\t Portal Task flowset Edit Tools Windows Help

bed v & R OB

ervision

T 1| BH st of ymbols |

g

[Chat Flow]:Topic1

abe Label A
AT Trace task
= [@ Sources
¢ Telephone calls
& Voice mails
E E-mail
%% Chat
= -{@ Destinations
m Agent group
¢® Telephone calls

IP Office Contact Center Email & Chat Service
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| O
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69. A message will be distributed to the chat customer informing them that all of the
Agent are busy. This will be configured using a Chat script (1 script) element.
Drag the element into the Chat flow working area.

P Office Contact Center

ht Portal Taskflowset Edit Tools Windows Help

ervision Dl v & {8 m

RGN | 7 1| B8 Lst of symbols 88 [Chat Flow]:Topic1
| - [@ Destinations ~NW
{:} ® Agentgrop Wt e s B BE S8 SE MG Jd G ¢
¢ Telephone calls Topicl Topic1W{ [ChatText| . . [Collector | . . |Available4 . . |Support
[T] . ) O3 O3 M--3 [ T | o - -
¢ iE-malI =) = ik al ? T S i | 3> . % ? o - m
Chat :
Q Agent SN O SN S e S e U s Me S o o0 5%
e (7 Exdernal destination | }{ = [Matches T Lotip et S ol Rl R T
W P9 s By e 5 o O ] ? | REROICHE A SO
x Drop ...... . e : 1 E « o o u dEE. o s s sis o8
e &P Personalcontact ™ @0 R - - - s vie e e ew e oens e S, S N ,' ...........
S (3 Last agent Zﬁﬁﬁﬁﬁiﬁﬁﬁﬁﬁiilﬁ:iﬁﬁ'ﬁ,ﬁﬁﬁiiii,'ﬁiﬁi'Ziii:ﬁ
CoyCurrentagelt = I B - - - - -« <« cc oo i i v s s e s VL ST N
9 ’
H % Emalscipt = 2 I S S D00 e G O S0 e e e e ,/ .............
HH P | | T T T . . R N TR
7 Rechotsciot BRI CC 6 et g i TR o L W R W
T30 Chat 5Cript (1 SCrpt) mm e mm s o o s o s s s s s o e o s o o o o = o T N e e vih syn G &
0.1 Annniincaman e o o ’ o

70.Click the Agent Busy chat script and then select the OK button.

K| Select chat script [ %]

I‘% Chat j nk,

Warme A Caficel |
Abweizen

End Call

Halten

Hald

b atches Test

bt 2 W ait Tirne

Reject

Start Chat Sesgion

Topic 1 Welcome Message

Caolurmns |

&
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71.The configured element is displayed.

Office Contact Center

NENCIM Task flowset Edit Tools

ervision D2l v & R OB

Windows Help

RGN [T 1| 88 Ustof symbos | g [Chat Flow):Topic1

| = (@ Destinations AL . . . . e e e e e e e e e e e e e e e e e e e

{:} YR EE T2 IRRERER G TRt
¢® Telephone calls Topict Topic1W{ [ChatText| . . [Collector | . . [Availabled - - [Support | - -

o = E-mail %t 0P?2E HEY.:P?2H . A%

¥ % Chat - - :

Q Agent R EAR CR I GRS e el o £ § A% T
=te 2 Extemal destination LR R RS Lol GRS RS
= ?Drop ............ nikad e ?E.vj& i Sam ses 44 8
o &% Personal contact Bhr ht BEt Dvr mor me S e B o e Al e O e DA 5
G Last agent O A

g cumentaget || B S R T ER TN VR W 1
- &3, E-mail script s B s B il el A O S A e i S R
g % Chat script e O SR BY G d D o SRRYIEETSRRE R i i S o R

B chatsaript(isaipd ™™ DR = o0 o0 o0 wm oom o ow o e T s A Gae mgh SRR S 8 ,

72.1n this example, if all the agents are busy, the customer should not queue
beyond five minutes for a Chat session. A Wait time exceeded element will be
used to set the time period. Drag the element into the Chat Flow working area.

A IPC

Eile Goto Help 7:221 0:00

Agent Portal :
Supery el v & &BEME
[l [T 1| B8 Ust of symbols ug [Chat Flow]:Topic1
-I:I- i@ O Anncuncements ~
. Changetasktag Topic1 Topic1W{ [ChatText| . . [Collector | . . [Availabled . . [Support
F‘ # Change skl %%E%&EJ?EjZ%E"EZZJ?EZ]E
‘Q m Skill reduction . L i
?Logic R A S AR SR EEEE EEEEEEEEE
e e e e e e+ - . . |MatchesT| . . |Waitfor3q . . |Agemtsbu . . . . . . .. . ..
DED % TaskTrap ............39@E..j?[z..]mc. U,
& System conditions e o H - O . *
[t Check Time Periods \|I
ng o Longest wait time exceeded e
Sn Numberof tasks exceeded | | |} : C
33 2} Queuefull ..fffffff::.:ff‘ffff::.:fffffff::.:‘fff}:f::.
v & Minimum number of signed on ag - L
19 Available agents fulfll the skill L :::::::l:::::::::';f'.’::'
}‘YJ [§Signedonagents[ulﬁllthe;kill ............-.;__..e-?‘f'_
ﬁ o DTaskconditiuns R : : P . -~;~--_ﬂ L L L .
te- Newtask _......-.‘._._______.---'."'.".._. O
(& ST Lt
® Waittime exceeded ===" || |[ =~~~ L
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73.Enter a time of 5:00 and then select the OK button.

‘-’ Wait time exceeded E

Wit kime in topic mm;ss) = I 2:00 J

-Cancel |

Camrent:

A P Office Contact Center

File Goto Help 17:24 1 0:00

SCIGCI Taskflowset Edit Tools Windows Help

i O = & L oD

RIS |7, 1| B ustof symbols | | == [Chat Flow]:Topic1
-n- +-[] Announcements ~
SO | | e I
ﬁ_ Change task tag Topict Topic1Wq [ChatText| . . |Collector | . . |Availableq . . |Support
(LT - | apg OB -5 o--pB2 [
ﬁ ¥ Change skill H e ] R ? g..5+9. ? & -
[ Skill reduction - - -
? Legice Wb .. . .
% TaskT . - - - o o .. .. |MatchesT| . . [Waitfor3q . . |Agents buf .
D‘E‘D askTrap ____........]g‘ic--j?E--je&l:- N o O
=-[@ System conditions R R R = .o E--M1* . =
N % Check Time Periods | bl - . o o o o oo
T S lonaestwaittime ecceaded | | I - e

75.1f the Chat customer waits over five minutes to be connected to an agent, they
should receive a message to alert them that they will be disconnected and
provide them with additional contact details. This can be achieved using a Chat
script (1 script) element.

17:25/ 0:00 Administrator (-}

Taskflowset Edit Tools Windows Help

upe [y = & G 88| I
SR | . 1 | B Lot of ombols | g [Chat Flow]:Topict
i = E-mail Nl SEUDPERIREa
Q Agent Topicl Topic1Wq |ChatText | . . |Collector . |Available 4 . Support
e [ External destination % - O g > OB ? % o %a.. O B ? E g
Eo 3 &
_x_ Drep g : :
&% Personalcontact b R . T e
DEEI g‘g Lastagent b « .. |MatchesT| . . [Waitfor3 . |Agents buj . L
. e Cd- - -3 ] 0 = O ] & -
%Currentagenl ............ ] i o ? = -8 o . & [ . 4
D_E_n I%\Eﬂ'\allsc:ﬂ:}l ’,’
=) & Chat script R e~
To Chat sCript (1 SCript) mm = mm s s s o o i e e e e e e e e e s e e i e i e e e s e s s s o s o o e i o om0 T2 25N
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76.Select Max wait time and then click the OK button.

K| Select chat script E3

I?q. Chat j ax.

M ariie o | el |

Abweizen
Agentz Busy
End Call
Halten

Hold

M atches Test

Reject
Start Chat Session
Topic 1 Welcome Meszage

77.The configured element is displayed.

IP Office Contact Center

File Goto Help 17:26 / 0:00

I CII T2sk flow set  Edit Tools Windows Help

v OFd v & R DD

aelSIELEUNY | 2, 1 | BB Ust of symbols o3 [Chat Flow]:Topic1
'ﬁ =-{@ Destinations P : -
ﬁ m Agen‘ group ’ o : ’ N : :
e Telephone calls Topict Topic1W{ |ChatText| . . |Collector Available 4 . Support
wan i ] O 0P -3 o --p S - B R R
% = E-mail % g 28 BH 5 CREW
% Chat foen . e oo N - -« v« s e e e e
QAgent E s
2 Extemal destination S wa X Matches T| Waitfor39 . Agents bu: Max Wait ti
8 g‘aee“'am 3xe 3 E!Ii[: :I?E» 3?[ H o & 31*[
¥ Drop Aua % o = B H--Q* & 3
0 &# Personal contact
o Co¥ | act anent

78. After the Max wait time Chat script, the Chat session should be disconnected.
This can be completed using a Drop element. Drag the element into the Chat
Flow working area.

IP Office Contact Center

17:27/ 0:00

Task flowset Edit Tools Windows Help

bed v~ & M Oe

[ =g .
| 6T 1| B List of symbals | | = [Chat Flow]:Topic1
=I-{@ Destinations AW e e
§ Agentgowp M L
¢* Telephone calls Topic1 Topic 1 W{ |Chat Text Collector Available Support
p | M = O ¥l - - @ O -9 & - -
E E-mail il = = Bkl P g - ja"' . ? & - - m
% Chat A - .
2 Aget . . .
2 Ext | destinati P Matches T Wait for 3 Agents bu: Max Wait ti
L Dtemaldestination 0 & O ne o O & O m ulf =
z- Drop =mmmm e | ! i, E -0 L = ni . ‘ .
&% Personal contact I R el o] T e e T A
03 Lastagent S A A e a0
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79.The configured element is displayed.

Task flow set Edit Tools Windows Help

OFE v & MBI

s 1| BB it of il | og [Chat Flow]:Topic1
=- (@ Destinations ~W T o T oo
&Agenlgruup o
€ Telephone calls Topicl Topic1wW{ [ChatText| . . [Collector | . . [Availabled - . [Support | . . . . . . ..
& E-mail f=O00&®9P?28 B9 P?8 . B® |
i ‘Cl’lat .. - e e e e e aoas
2 Agent g < SN L s bl e Rl A L
% External destination oo gali‘esé B 5”5""0"3": - 593;‘:5 b& b d jMa:mW.anE .
L ®oee R SR ?E._j,a CPel  BER T
38 Personal contact Sl o T T

(-G8 Last agent

80.Link the elements together as illustrated below

) [Chat Flow]:Topic1 ==
Topicl Topic1W{ [ChatTest| . . . [Collector | . . [Availabled . . -3. ' 'n' R
| O/ e O-J = @ O | ] upport | - . .
:I% :lxﬂ ?E EE S ?E m ........................

.Tj i ‘W] ........................

oo Imatches T - WaitforSJLﬁgentsbu o - [maxwaitt] - L
........... L [ e O | = @ e O = F—F = O—0 <=
............ ik . ?N .0 i . @m.jlﬂ' . b4

81. Select Task flow set and then click Save.

A IP Office Contact Center

File Goto Help

Agent Portal Task Flow set Edit Tools  Windows  Help
CEFlHR D:D
CIpEn Chrl+0

Close bl I

Activake
Activate in addition
Reactivate,

Save as...

Information

Delete. ..
Default kask Flow sek, ..
Active task Flow set, .,

Export...
Imnport, ..

Print. .. CErHP
Print prewview

x#\.m\‘_hﬁﬁ .
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82. Click the Activate button.

IP Office Contact Center

17:40 7 0:00 Administrator (-)

it Po) Taskflow set Edit Tools Windows Help

DeH &| MmEE
GULUCLECAN [ 7, 1 | BH Ust of symbois | ng [Chat Flow]:Topic1 ==
I = (@ Destinations A D - D
o3 0 Aseeeep S SRR SRR
' Telephone calls Topict Topic 1W{ [Chat Text - - |Collector Available S - .- B
L | O3 = OB 0 o—a uppo - .
|] B E-mail i miE ad ? B3 ? % - .
% Chat I_:I o -J ----------
g Agent
ED Gl:;ﬁdema‘ destination P o Matches T . [watttor3 J LAgenls bu . - |Max Waittif . P
o 510K ] ] m e O—3 f—@3 < O—3 5
X Drep B & PP EE® PeB B PT
#5# Personal contact . . B
E G Last agent

83.When prompted click the OK button.

Task Flow Editor [ x| l

lol Task Flow set successfully ackivated,

TR o

Setting Chat scripts against Chat topics

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

i Chat script - Create

wre; [Fone
Cancel |
Texk:

Please try again laker or phone 0124 10 Monday o Friday 08:00 to ;I Tag ... |

17:30 or email support@abccompany, com|
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it Chat script - Create

Cancel |
Thank, you For your support request: From ABC Company, For more ;I Tag ...

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

Texk:

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

[

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

A IP Office Contact Center

File Goto Help

1 Home [ools  ‘Windows  He

2 Telephony % | gﬂ — | |:|I| z
3 Reaftime information o

; EZF;:?;E;US Feportz EE Cebiemanta
6 Cortact Detail Repaorts

7 Error List —

& Configuration /

9 Ul config

10 Task Flow Editar

11 IWR-Editar

12 Dialer

13 E-Mail configuration
14 Texthlock admin

13 Address bhook admin

L..#ﬂ.g&, hdng iy, & %

Pl WY R e o

85.Click the Topic tab.

A P Office Contact Center

Help

Configuration  System  Service Windows Help

-

Wiew [ <an

o County | (8 Queue device | =3 Telephone | 5 Telephaone group I e Chat server
3] ﬁQTupm |EﬁAgam goup | @agent | {3 Frofle | §0Team | ERlCustomer | 7 Estemal destination | Shwokplace | @ Arnouncement | [@) drnouncement soipt | @7 1

[Aame - | Tel | E-mail | Chat | Number [ Active | PEx
¥ 7006 k3 PBxServer
PBXS

7002 PExServer '

o0z FBxServer ’
Topicd DPD 7004 PEXServer ‘
Topichd, 7005 PExSenver
e e L TRt R S PV S O SR PP Y el _"’

EA e -
e

IP Office Contact Center Email & Chat Service 05 2016 86



IP Office Contact Center Email & Chat Services

86.Click Topicl and then select the Edit button.

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

Configuration  System  Service  Windows Help

[

View: | <an
43 Announcement I @Anﬂuuncemenl sciipt I @IVH I P, Break Time code I SEPER I xCHAP SEIVEl | %VEA I ” Country I (;# Dueus device I
=31 Telephane | ﬁ Telephane group I T Chat server I “an Chat script
@D eTopic | !ﬂAgent graup I .Q Agent I 42 Profile I @Team I [E5]) Customer I " External destination | a\v\f'orkplace
Wame o | Tel [ Email [ Chat | Murbes | Active | PEx | E-mail address | Ed..

7006 ><

"

Company ain Menu

PExServer
PE: &

Create...

&

[
[

- W@ 3 PEXServe
Topic3 ® 003 ® PE=S erver LI
Topic4 DPD b 7004 b PExServer Delete
W 7005 ® PE=S erver

Topichd,

Blocking periodz

et it s o 0 B et s e i IR P i A it
87.Click the Chat tab.
% [Topic] Topicl - Edit
Eenerall € Telephory 8w Chat 0K |
Task server ITS_EhatServer I_I Job code. | Cancel |
, : Reparing/RT Iro |

Jabber |dentifier: |'|'.;.|;.|.3‘|— @ abecompany!
— Chat script at...

reject I _l

hold | ]

etid I _l
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88.Click the reject ... browser button.

% [Topic] Topicl - Edit

Generall ﬂTeIepth}l ﬁEhat |

] |
Task sarver ITS_EhatServer I Job code. | Cancel |
N Reparing/RT Info |
Jabber |dentifier; IT.;.pi.;‘I @ abccompany.com
Skils.. |
Pazzword: I-----------
— Chat zcrpt at....
rejeck I j
hold | |
end I |

89. Select the Reject chat script and click the OK button.

k| Select chat script | x|

| "% Chat = 0K

M ame & Cancel |
<Miones
Abwieizen

Agentz Busy
End Call
Halten

Hald

Matches Text
M aw ' ait Time
0 Pozition

Columnz |

A
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90. Click the end ... browser button.

% [Topic] Topicl - Edit

Generall ﬂTeIepth}l %Ehat |

8

Task zerver ITS_EhatSewer | Job code. | Cancel
" Reporing/RT Info |
Jabber ldentifier: IT.:.pi.ﬂ (@ abccompany.com
Skils.. |
Pazzword: I-----------
— Chat zcrpt at....
reject IHEiECt I
hold | - /
end I _‘F

91.Click the End Call chat script and then click the OK button.

k| Select chat script Ed
| % Chiat - 0K,
M ame e o | Cafcel |
<Mones

Ahweizen
Agentz Busy

Halten

Hold

Matches Texst

b & Wit Tire

[ Position

Reject

Start Chat Seszsion

Topic 1 Welcome Meszage

Colurnnz |

4
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92.Click the OK button.

*=[Topic] Topicl - Edit

Generall € Telephory " Chat | ] 4

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

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

~ Chat seript at..
reject [Feiect _|
hald | _|
- |End Call |_|

93. A Welcome script can now be added for each Agent. This will inform the
customer which chat agent they are connected to. The chat script was configured
earlier in this guide.

it Chat scripk - Create

Mame: | Start Chat Sessicn
Cancel |
Texk:
You are connecked with % CCK_Agentiame| ;I Tag...
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94.1n this example, a Profile will be used. Click Configuration and then select
Agent profile.

A IP Office Contact Center

File Gota Help

Agent Portal Configuration  System  Service ‘Windows  Help

i Z
@ Announcement scripk | ﬁ

J Team | ﬂE Telephon
Custamer | fﬁ.ﬁ.gent graup |

External destination

Topic
Agent group
Agent

(9

Wi'orkplace i | Tel | E-w
*
Announcerment w
Announcemnent scripk .
IYR. .
Chat scripk X
[opicAA *

A A s B N o 1-"‘-1....-'

95. Click the required Agent Profile and then select the Edit button.

A IP Office Contact Center

o Help 23:15/ 0:00 || Administrator (-}

Agent Portal Configuration  System  Service Windows Help

ﬁ Yisw: [ <an> -l

49 Announcement I @Annnuncement script | @\VH | E Break Time code | SFEPER | FECHAP server I %VEA I ’* Country I (i Qusue device

=2 Telephane | ﬂ Telephane group I e Chiat server I %y Chat script

@D | @Toplc I !ﬂﬁgent graup I .Q Agent Q Profile |@Team | [2Z] Customer I ' External destination I aWorkplace
Marme o [ 1al [Emal  [chat [ Pex | Edt

Agent Default
Agent Supervisor ks PEServer
Chat Agent # bl
Realtime Only = FE!

LCreate... |
Copu.. |

e
Superdsar Agent n PEServer Delete |
Supervizor Default = PE=Server

: _‘M A e Ay i | B QR pt e g T v SR g A el

IP Office Contact Center Email & Chat Service 05 2016 91



IP Office Contact Center Email & Chat Services

96.Click the Chat tab.

! [Profile] Chat Agent - Edit

Generall £® Telephory 1ﬁEhat* ]

i

Tazk zerver: IT 5_ChatServer Cancel

Wwielcome text: I

— [aroup assignmert
Prio | Mame - Add..
1] Suppart b
<Mianes [elete
<Mones
<Mones L
<Mones LI i

97.Click the Welcome Text ... browser button.

41 [Profile] Chat Agent - Edit

Generall ﬁTeIepth_l,l ﬁEhat | ak.
T ask zemer T5_ChatServer Cancel

Welcome text:

-'"'-.._#-._.q""~"""'“ B TRy I R N W 1"""‘“‘“‘
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98.Click the Start Chat Session and select the OK button.

O Select chat script -

| %% Chat v oK

Marme Ca
¢Mones
Abweizen
Agents busy
End Call
Halten
Hald
Matches Text
b ax ' ait time
Feject

Start Chat Session
Topic 1 'wWelcome Meszage

| Colurnns

i

99.Click the OK button.

4! [Profile] Chat Agent - Edit

Generall € Telephory "8 Chat | ok |
T azk zerver ITS_EhatSewer Cancel |

Wwielcome hext: IStart Chat Sezszion

— Eroup assignment
Prio | Mame I Add...
G0 Suppart b
<Mones [elete |
<Monesr
<Monesr Ll
<Monesr LI e |
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100. It is now necessary to restart two services. The IPOCC Chat Taskserver &
the IPOCC Tomcat WWW must now be restarted (IPOCC Tomcat WWW restart
is only required, if you are using the WebChat). Using the right mouse button
click the windows icon and select Run.

Programs and Features
Power Options

Event Viewer

System

Device Manager
Network Connections
Disk Management
Computer Management
Command Prompt

Command Prompt (Admin)

Task Manager
Control Panel
File Explorer
Search
Run I
Shut down or sign out 4
Desktop
P ServerM ed :
Fﬁ anager | =
101. Type services.msc and then click the OK button.
=7 Run -
= Type the name of a program, folder, document, or Internet
rescurce, and Windows will open it for you,
Opern: | SEMVICES.MSC W

'?ﬁ' This task will be created with administrative privileges,

] 4 Cancel || Browse... |
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102. Choose the IPOCC Chat Taskserver and then select the Restart Service
button.

Eile Action Niew Help

e EEaz Bm » = nb]

: Services (Local) la}

IPOCC Chat Taskserver

Stop the service
Restart the service

Description:
Avaya [P Office Contact Center Chat
Taskserver

Restart Service

FY
Name

QQ Internet Connection Sharing (1C5)

% Internet Explorer ETW Collector Service
% IP Helper

% IPOCC Address Book Server

5 IPOCC CHAP Server

£} IPOCC CHAP synchronizer

*3 |POCC Chat Taskserver
1 IPOCC IPQ Sync Service

Description Stal
Provides ne...
ETW Collect...
Provides tu.. Rur

Avaya [P Of... Rur
Avaya [P Of... Rur

Avaya [P Of... Rur |

Avaya [P Of...
Avaya [P Of.. Ru

103. If you are using WebChat, you need to restart the IPOCC Tomcat WWW
service. Choose the IPOCC Tomcat WWW service and then select the Restart

Service button.

File Action View Help

S EEEEN D
Q;;:‘ Services (Local) 0

IPOCC Tomcat WWW

Stop the service
Restart the service

Description:

Avaya P Office Contact Center public
Tomcat Server -
http://tomcat.apache.org/

Restart Service

-
Name

1 IPOCC Rod SchedulerServer
Qé IPOCC Statistic Generator
2} IPOCC Statistic Scheduler
5 IPOCC Tomeat

£ IPOCC Tomeat WSC
*3|POCC Tomeat |

% IPOCC Trace Server
E:EIP‘OCC Ul Session Manager
% IPOCC UM ClientAdapter
% IPOCC UM ConfigServer
2} IPOCC UM DB-Server

21 IPOCC UM LMA-Server

% IPOCC UM POP3IMAPA Client
5 IPOCC UM Server

Description

Avaya [P Of...
Avaya [P Of...
HAvaya [P Of...
Avaya [P Of...
HAovaya [P Of...
Avaya [P Of...
Avaya [P Of...
Avaya [P Of...
Avaya [P Of...
Avaya [P Of...
HAvaya [P Of...
Avaya [P Of...
HAovaya [P Of...
HAovaya [P Of...

[<] m

Extended / Standard /
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Testing a Chat Session using Pidgin XMPP client

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

Create Hew User

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

Confitm Passwortd: *  eessssssses |

Is Adrministrator? [ (Grants admin access to Openfire)

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

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

=]

-

pidgin-2,10.9-
affline

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

Installer Language

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

3 Pidgin 2.10.9 Setup

Welcome to the Pidgin 2.10.9 Setup
Wizard

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

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

Click Next to continue,

Next > ][ Cancel ]

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

2 Pidgin 2.10.9 Setup AEA

License Agreement

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

Press Page Down to see the rest of the agreement.

GNU GENERAL PUBLIC LICENSE A
Version 2, June 1991

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

Preamble

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

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

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

% Pidgin 2.10.9 Setup

Choose Components

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

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

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

[ < Back ][ Next > [ Cancel ]

6. Click Install to install in the default location.

3 Pidgin 2.10.9 Setup

Choose Install Location

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

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

Destination Folder

C:\Program Files\Pidgin ‘

Space required: 39.8MB
Space available: 15.0GB

< Back ][ Install [ Cancel

IP Office Contact Center Email & Chat Service
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7. Click the Next button.

™ Pidgin 2.10.9 Setup =)

Installation Complete

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

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

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

Extract: pidgin-2,10.9-dbgsymplugins\themeedit.dll.dbgsym
Extract: pidgin-2.10.9-dbgsymiplugins\ticker .dll.dbgsym

Extract: pidgin-2.10.9-dbgsymplugins\timestamp.dll.dbgsym
Extract: pidgin-2.10.9-dbgsymiplugins\timestamp_format.dll.dbgsym
Extract: pidgin-2.10.9-dbgsymiplugins\win2ktrans.dll.dbgsym
Extract: pidgin-2.10.9-dbgsymiplugins\winprefs.dil.dbgsym

Extract: pidgin-2.10.9-dbgsymipluginsixmppconsole.dll. dbgsym
Extract: pidgin-2.10.9-dbgsymiplugins\xmppdisco.dil.dbgsym
Completed =

U Completing the Pidgin 2.10.9 Setup
Wizard

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

U Visit the Pidgin Web Page

9. Start the Pidgin application.

e

& Pidgin

CUTELIEER A (7 Apache Tomeat 7.0 Tomeat?

@| Log OFf |§| Disconnect

A TP Office Contar
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10.Click the Add button to add an account.

A Accounts [Z]

Welcome to Pidgin!

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

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

11.Change the Protocol to XMPP.

@

Add Account -

Basic Adgancedl Proxy \

[] Remember password

[] Mew mail netifications

[] Use this buddy icon for this account:

Create this new account on the server

W XMPP

Remave

IP Office Contact Center Email & Chat Service
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12.In the Username field type customer.

] Add Account =S
Basic Adgancedl Prowy

Login Options

Protocol: W KMPP

Username: customer

Domain:

Resource:

Password:

[] Remember password
User Options

Local alias:

[] New mail notifications

[] Use this buddy icon for this account:

Bemove

13.In the Domain field type xmpp.abccompany.com. (The domain referenced is
for illustrative purposes only and should be replaced with Domain to be utilized
by the customer).

2] Add Account -
Login Options
Protocel: UF XMPP EI
Username: custermer
Domain: xmpp.abccompany{
Resource:
Password:

[] Remember password
User Options

Local alias:

[] Mew mail notifications

[] Use this buddy icon for this account:

Remaove

[T] Create this new account on the server

Cancel || Add
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14.1n the Password field type in the password for the customer test account.

Basic Adgancedl Prowy

Login Options
Protocol: | U XMPP E”
Username: | customer |
Domain: |xmpp.abccompany |
Resource: | |
Password: ...........l |

] Remember password

User Options

Local alias: | |

] Mew mail notifications

[] Use this buddy icon for this account:

[] Create this new account on the server

(o [0 ]

Basic | Advanced | Proxy

Login Options
Protocol: | U XMPP E"
Username: | customer |
Domain: |xmpp.abccompany |
Rescurce: | |
Password: sessssssnes |

User Options

Local alias: | |

[] Mew mail notifications

[] Use this buddy icon for this account:

Remove

[[] Create this new account on the server

[oes |[ o
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16.Make sure the account is Enabled and then select the Close button.

%' Accounts

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

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

& Buddy List
Buddies Accounts Tools  Help
= Buddies

O Topicl

‘ O Svailable | -

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

& Buddy List (=3

Buddies Accounts Tools Help

= Buddies (Q‘

@ Topict

0 Get Info i
&=z SendFile...
Add Buddy Pounce...
View Log
Show When Offline
Unsubscribe
Move to 4
B sox
(2 alias...

== Remove

Set Custom Icon

Q@ avalale | @ Expand

lunch .

A. Right click.

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

® 1o pic1 Z E| E|

Conversation  Qpkions

O Topicl

(411215 PR customer@xmpp.abccompany.com,’
cb3daede: Chat test session

(#:12:16 PR Topicl: ¥ou have entered a Chat session For
Topic 1

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

IP Office Contact Center

Chat  Help

Agent Portal

ﬁ State | ¥ | Tapic Participant | Started | Text

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

Topic: Topicl @

[4:15:24 custarner: Chat test session

FM]

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

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

PM]
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Configuring the one-X Portal XMPP service

As the one-X Portal service is installed as default onto the IP Office Server Edition, it
can be utilized to provide the XMPP service for Chat functionality.

It is assumed that you have a properly installed and configured IP Office Contact Center
the IP Office and the One-X Portal service as normal.

To use the One-X Portal’s XMPP service for the IP Office Contact Center, changes are
required in all three components.

I. one-X Portal

il. IP Office Manager

iii. IP Office Contact Center (Use sections Configuration an existing Topic to
use Chat and Configuring an existing Agent group to use Chat)

One-X Portal

1. Using a web browser, open https://XXX. XXX.XXX.XXX:7070 (where
XXXXXX XXX XXX is the IP address of the IP Office Server Edition).

Avaya IP Office Web Mana... x | +

(' i |hitp=://192.168.42.3. 7070/ WebManagement/WebManagement. html

2. Enter the Username Administrator and the required Password and then select
the Logon button.

Avaya IP Office Web Manager

User Name Administrator
Password 000000000000
Select Language English v

® 2015 Avaya Inc. Al Rights Reserved
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3. Click Applications and then select one-X Portal.

VA
% Solution  Call Management = System Settings  Security Manager ~ Applications
i IP Office Manager
Solution S ——
Vioicemail Pro - System Preferences
w Voicemail Pro - Call Flow Management
one-X Portal I-
View All (3) Actions ~ File Manager
@ J08DI9IB29313 192.168.42.3 = v
4. Click Configuration.
AVAYA .
& Solution  Call Management  System Settings =~ Security Manager ~ Applications 2 '7

one-X Portal &

AVAYA = "
o> Portal for IP Office e
Health V¥V Component Status

Component Status

IM/Presence server status
Key Recent Events
Active Sessions

P> Description: Health of key one-X Portal for IP Office components

Create Put Selected

Delete Selected

S‘a“’sl-«l'e:ﬁ' i

ds have been relneved

P IM/Presence server status

5. Click IM Presence.

Environment
SR [Jio  Component Name Status Reported At Additional Info
D[_l -1-127.00.1 I:‘r:.u(f»:‘z(,'r}/-.
O ’_]\‘ A-Provider-1-192.168 42 4 |“ ovider OK
O "—] -STA-Provider-1-Maste |‘.':1~:!-'n' Availab
| Configuration | OJ2 [DSML-Provider-1-127.00.1 [Global resynct
Security

Welcome Administrator | Help | Logout | ™

Additional Info.

AVAYA

% Solution  Call Management = System Settings  Security Manager  Applications
one-X Portal &

AVAYA

- 1

o> Portal for IP Office
Health ¥ Component Status
Configuration P Description: Health of key one-X Portal for IP Office components
Providers Create Get Al Put Selecied Delete Selected
Users 1
csy StatusJA|l records have been retrieved
Erandin

= i Component Name Status Reported At
Exchange semice O+ [csTAProvider1-127001 SR |- - o015
Conference Dialin — [ e

09:36:21 Provider OK

e, T

IP Office Contact Center Email & Chat Service
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6. In the XMPP Domain Name field, enter the Customer’'s XMPP Domain Name
and then select the Save button.

AVAYA ) - . . S
% Solution  Call Management = System Settings = Security Manager  Applications
one-X Portal &
AVAYA - ~
LA = Welcome Administrator | Help | Logout |
orm=2>< Portal for IP Office
Health P Providers
Configuration > Users
Providers » csv
Users P Branding
csy
Branding ¥ IM/Presence Server
|M/Presence .
Exchanoe seryice Server to Server Federation
Conference Dialin Disconnect on ldle O
SMTP Configuration
Conference Clean Up Anyone can connect
Auto Provisioning Port number 5269
Idle timeout 3600
Security o
MyBuddy user name mybuddy
b
XMPF Domain Name: abccompany.com
Directory Integration
Gadgets Configuration e e

7. A message is displayed stating that the one-X Portal service will require a restart.
Click the Yes button (This will not restart one-X Portal).

Confirm {x]
Changes to IM/Presence configuration require
one-X Portal server restart, IM/Presence
functionality will stop working till server is restarted

Do you wish to continue?
No

8. A Save IM/Presence Configuration message will appear.

Save IM/Prezence Conhguration

IM/Presence configuration changes are being saved. Please wait for confirmation.

9. Click the Close button.

Information (%]

@ The IM/Presence configuration changes are saved
Please restart one-X Portal service,

Close
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10.Click the Solution button.

AVAYA

& Solution  Call Management  System Settings = Security Manager

one-X Portal &

AVAYA . =
o> Portal for IP Office
Heatth P Providers

Configuration P Users

11.Click the = button.

AVAYA
@ Solution  Call Management = System Settings = Security Manager  Applications
Solution Solution Settings ~
A
View All (3) Actions ~
@ 308D99B29313 192.168.42.3 =] -
Online (3) @ IPOCC Server 192.168.42.5 = v

12.Click Platform View.

AVAYA
& Solution  Call Management  System Settings = Security Manager ~ Applications ‘ 9
Solution
v
View All (3) Actions ~
@ 308D99B29313 192.168.42.3 = v

Dashboard

Online (3) @ IPOCC Server 192.168.42.5 v
Platform View

fline (

o) @ 500v2 192.168.42.4 v
Backup
Restore

Servers (2)
On-boarding

Expansions (1)
Launch SSA

Application Servers (0)
Service Commands
View Upgrade Report

IP Office Contact Center Email & Chat Service 05 2016 109



IP Office Contact Center Email & Chat Services

13.Click the Stop button to stop the one-X Portal service.

AVAYA

@ Solution  Call Management = System Settings = Security Manager  Applications

Platform - 192.168.42.3 &

System
Services

@ |P Office | 18-01:36:43
e 18-01:36:42
@ one-X Portal 18-01:36:42
@ VVeb Manager 18-01:37:04

~
168968K / 0% kv Stop
Stop

19684K / 0% ks

862304K / 0% b

Stop

386056K / 0.3% ks

14.When the one-X Portal service has stopped, click the Start button to start the

one-X Portal service.

AVAYA

Applications

% Solution  Call Management = System Settings = Security Manager

Platform - 192.168.42.3 &

System
Services

@ |IP Office
¥ 0140 buia 137 18-01:38:11
2 @ Voicemail
G140 by T 18-01:38:09
@ one-X Portal stopped

15. The one-X Portal service will now start.

AVAYA

Stop All

168968K / 0% kv Stop

19684K / 0% k Stop

OK /0% i«

Applications

@ Solution  Call Management =~ System Settings ~ Security Manager

Platform - 192.168.42.3 &

System
Services
@ |IP Office
- 9.1.4.0 build 137 18-01:40:11
o Voicemail
* 9140 buid 7 18-01:40:10
one-X Portal .

5.1.4.0 build 24

IP Office Contact Center Email & Chat Service

Documentation

About

Ll

Start All Stop All

168972K / 16% k< Stop

19684K / 0% k< ak

864348K / 0% ks Force Stop
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16.Check that the one-X Portal light returns to green.

AVAYA
& Solution  Call Management = System Settings = Security Manager  Applications
Platform - 192.168.42.3 &f

System

Services

-1 @ |P Office

® o140 buia 137 18-01:41:26

o Voicemail

9.1.4.0 buid 7 18-01:41:25
= [@]one-X Portal
a-'..:_:..,-::_-.: 02:14

IP Office Contact Center Email & Chat Service

168976K / 0% k<

19688K / 0% k<

874876K / 0% k£

sopvi [
Stop
Stop
Stop
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IP Office Web Manager

1. Open the Web Manager and click Applications followed by IP Office Manager.

AVAYA

@:ﬁ Solution  Call Ma

Security Manager ~ Applications

|P Office Manager

Solution

Vioicemail Pro - System Preferences

2. Click Configuration.

Summary Open... A

| :i System Status

_ SenverEdten Primary

| = Hardware Installed

3. Expand the Primary Server menu.

K BOOTPR (5)
t-¢% Operator (3)
B---Ep Solution

Server Edition Primary

= Hardware Installed A
Control Unit IPO-Linux-PC
Secondary Server. NONE
Expansion Systems: 192.168.42.4
System Identification; 5f1906e84bab7c975b734ac368f850a94c2567e0
Serial Number. 308d99b29313
= System Settings
IP Address: 192.168.42.3
Sub-Net Mask: 255.255.255.0
System Locale: United Kingdom (UK English)
Deavice ID° NONE

-@% Short Code(45)
ll‘l1 Directory(0)

4. Using the Right mouse button select Users

@& BOOTP (6)
#-¢# Operator (3)

Server Edition Primary

£ Time Profile(0)

@@ Account Code(0)

#-§3 User Rights(9)

i@ Location(0)

&
[#)-%9 System (1)
-9 Line (1)

(#-<= Control Unit (8)

| _#-4 Extension (6)

| =4 Group (0)

B ’-x Short Code (3)

-9 Solution = Hardware Installed A
w-f User(?) Control Unit IPO-Linux-PC
3% Group(0) Secondary Server: NONE
"" Short Code(45) Expansion Systems: 192,168.42.4
- Directory(0)

System Identification: 5f1906e84bab7c975b734ac368850394c2567e0
Serial Number: 308d99b29313
2 S m in.
IP Address: 192.168.42.3
Sub-Net Mask 255.255.255.0
System Locale: United Kingdom (UK English)
Device ID: NONE
Number of Extensions on System: 6
= Features Confiqured

Connected Extensions: 2202; 2203; 2204; 2205; 2201; 8500

IP Office Contact Center Email & Chat Service
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5. Click New.

-4 Extension U
--f  User(7)

MNew Ctrl+N

im

§= 2201 A
§- 2024
i 220342

7

New User Rights from user

Cut Ctrl+X
Copy Ctrl+C

6. In the New User record enter:

oowp

Name = Jabber Identifier IP Office Contact Center for the Topic
Password = password In IP Office Contact Center for the Topic
Confirm Password = password In IP Office Contact Center for the Topic
Extension = Extension of the Topic in IP Office Contact Center (If the

Topic is not utilizing Telephony, if it is using Telephony, enter an
Extension number away from your extension number range).

m

Profile = Choose Basic user. (If you want to test the Chat topic using a

one-X Portal user, it will only work if you select a Power User. If Basic
users are used, the Chat option is not available).

7

<User:0>: *

[

- v | < | >

User Voicemail DMD ShotCodes Source Mumbers Telepheny Forwarding Dial In

Name

Password

Confirm Password
Conference PIN
Confirm Conference
Account Status

Full Mame

Extension

Email Address
Locale

Prionty

System Phone Rights

Profile

€

Voice Recording |4 | *

@Tﬂpic'l

s

B)fssssssseees

@*mmm
|

PIN

Enabled

IP Office Contact Center Email & Chat Service

Cancel Help
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M
& Personal | S System &« External Q, search Al

(3, Enter a name or number Al ﬁtllﬂ a
s

(2= Agent2203
(2% Agent2204
2 Agent2205
(2, Contact Center
(2 Extn3299
(@ Topict
'Ok webchatdialog v

IP Office Contact Center Chat Topic details

@ [Topic] Topicl - Edit

General | € Telephony TeChat |

Task server: |T5_D'1EITSEWEF || |

Jabber |dertfier
@abccompany.com

F'EISS'NDI‘d ..------..-| |

7. Click the OK button.

8. Choose the default None and the click the OK button.

FAovaya IP Office Manager

Would you like a new VolP exdension created with this number?

(® Mone
() H323 Extension
(") SIP Extension
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9. Repeat the process for each topic that is to be used for Chat.

Step 9-10 should only be used if you require the inbuilt IP Office Contact Centre
WebChatDialog.

10.Create another new user and in the Name field enter webchatdialog with the
Password and Confirm Password fields using DialogChatWeb. Enter an
extension number away from the User extension numbers. Then click the OK
button to create the user.

User  Voicemail DND  ShortCodes Source Numbers Telephony Forwarding Dialln  Voice Recording | 4 |+

Mame webchatdialog

Password

Confirm Password

Conference PIN

Confirm Conference PIN

Account Status Enabled .
Full Mame ‘

|
Extension |35C|'|| |_!
|

Email Address ‘

Locale w
Priority 5 e
System Phone Rights MNone ~
Profile Basic User ~

W
< b3

11.Choose the default None and then click the OK button.

PAovaya IP Office Manager

Would you like a new VolP extension created with this number?

() H323 Bdension
i) SIP Extension
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12.Click the Save icon.

!E Awaya IP Office Manager for Server Edition 308099829313 [9.1.400.137]

File Edit View Tools
- 308099829313

= User

Help

= 8501 webchatdialog

e EaEe s v o 5

Save Configuration File Ji=

@K BOOTP (6)

d-r_‘j)((<>

Operator (3) Voicemail DND  ShortCodes Source Numbers Telephony Forwarding Dialln Voice Recording | ¢ | *
r
=% Solution Name |webchatdialog | -
B-§  User(9)
""" “ Group(Q) Password |...Illllll... |
[+-8% Short Code(45)
..... i Diredory’(l)] Confirm Password |lllll..ll.l.. |
----- £ Time Profile(0) Cont o | |
----- &m Account Code(D) onference
D-.; E::::;gr:;;m Confirm Conference PIN | l
L"I';‘I’ ggj’;‘azg‘,‘(ﬁ Account Status |Enabled vl
£ Line (1) Full Name | I
<= Control Unit (8)
4 BEdension (6) Extension |350'| |
l User (9)
i NoUser Email Address | |
Famean ||, | z
& 2203 Agent2203 Priori - §
‘" 2204 hgen riority [ w |
i 2205 Agent2205 System Phone Rights lNone v
&~ 8500 Contact Ce )
§ 7001 Topict Profile Basic User v
g 8501 webchatdia . ') M
""" ¥ Group (0)
[#-9% Short Code (3) ,
..... B Service (D) v OK C | el
. rvice N o] Cancel | Help
Ready 4.
13.Click the OK button.
%" Send Muttiple Configurations - m] X
Select . Change . Incoming Qutgoing Error
%] IP Office Mode RebootTime Barring Call Barring Statys  Progress
308099829313 | Merge «| 1508 O | O | Q@ |0%
k| conee Help

IP Office Contact Center Email & Chat Service

05 2016 116




IP Office Contact Center Email & Chat Services

Verifying Web Chat Integration before customer implementation.

The following process allows the customer to insert a Chat session link into their
webpage. Before asking the customers web developer to insert the new content, a test
page can first be used to validate the process.

Default Test page
1. On the IP Office Contact Center server, browse to the location C:\Program files

(x86)\ Avaya \ IP Office Contact Center \ Tomcat WWW \ webapps \
WebChatDialog

‘ J < Local Disk (C:) » Program Files (x26) » Avaya » IP Office Contact Center » Tomcat WWW » webapps » WebChatDialog

2. Select and edit the testCertificate.html file.

NOTE: If the server does not have an html editor installed, then you are advised to copy
the file and edit on the technician’s laptop/desktop where an html editor is installed.

IP Office Contact Center Email & Chat Service

I8 A L= WebChatDialog
“ Home Share View
€ -7 I « Local Disk (C:) » Program Files (x36) » Avaya » IP Office Contact Center » Tomcat WWW » webapps » WebChatDialog
'r Favorites Name - Date modified Type Size
B Desktop | components 1 File folder
& Downloads | images 1 File folder
-, Recent places languages 1 File folder
META-INF 1 File folder
1M This PC , scripts 1 File folder
m Desktop | styles 1 File folder
Documents J WEB-INF 16 File folder
& Downloads (2] AvayaWebChat js 15 18: JavaScript File
W Music 2] certificate.html 4/12/2015 18:32 HTML Document
= Pictures 2 | chat.html 14/12/2015 18:32 HTML Do
B Videos 2| chat2.html 4 1518 HTML Do
iy Local Disk (C:) 2 test.html 15 18: {TML Docum
| | test.jsp 1 JSP File
*‘H Metwork “ = testCertificate.html 1 HTML Document
2| testCertificate html 1 HTML Document
2 | webChatDialog.html M 1 HTML Document
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3. The default IP address of 192.168.1.143 needs to be updated to the IP address
of the IP Office Contact Center server.

<!DOCTYPE html>

%c:tm;)
= <head>
<meta charset="utf-8">
<meta http-equiv="x-wa-compatible" content="IE=10"><!-- Use Internet Explorer S Standards mode -->
<title>Avaya WebChatDialog</title>
T <zcript type="text/javascript">
|

function start(){
var isSafari = /Safari/.test(navigator.userdAgent):;
var ishpple = /Apple Computer/.test(navigator.vendor);
var winHeight = 400:
= if (isSafari){
=] if (isApple){
winHeight = 445;
)
}
window.open('https:

' + winHeight +

4. Now we need to update the name of the Topic to be tested. Change Topicl to
the Topic name (Not the Jabber Identifier) to be used by the customer. When
finished Save the changes and if necessary copy the file back to the IP Office
Contact Center server.

ZIDOCTYPE hemld
<html>
<head>
<meta ct
<meta h
<title>Avaya WebChatDialog</title>
<script type="text/javascript">

c="ntf-8">
gquiv="x-pa-compatible" content="IE=10"><!-- Use Internet Explorer 9 Standards mode -->

function start(){

var isSafari = fSafari/.ctest(navigator.userAgent)
wvar isApple = /Apple Computer/.test(navigator.vendor):
var winHeight = 400;
if (isSafari){

if (isApple){

winHeight = 445;

}

1

window.open("https:

+ winHeight +

5. Using an internet browser, browse to
https://XXX XXX XXX XXX:28443/WebChatDialog/testCertificate.html

Where XXX XXX. XXX.XXX is the IP address of your IP Office Contact Center

server
= m] x
Avaya WebChatDialog X ClE
€ | B |https://192.168.42.5:28443/WebChatDialog/testCertificate.htm c Q Search B8 9O ¥ A © =

Start Chat
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6. Click the Start Chat button.

7. Type in a Name for example. CustomerO1 and then click the Start chat! button.

a https://192.168.42.5:28443 /MebChatDialog/chat2.htr

Name-

Press button to start chat

Warning! The chat opens in a popup
window. Some browsers will try to block
this window. Please allow popup
windows!

8. In the bottom field Type the text to be sent to the topic and select the Send
button.

8 | https://192.168.42.5:28443 /WebChatDialog/webChatDialog.htr

E Chat started at: 16:50

How can we be of assistance?

Hello this a test to Topic1| |
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9. The text is sent to the Topic as illustrated below.

@ WebChatClient - Moxzilla Firefox — [} *

8 | https://192.168.42.5:28443 /WebChatDialog/webChatDialog.htr

o

Chat started at: 16:50

Hello this a test to Topicl
16:50

How can we be of assistance?

End conversation m

10. The Chat request, can now been seen in the Agent’s Chat Window.

A P Office Contact Center

Eile Goto Chat Help

Agent Portal
& Archive

1:28 /1 0.00

Agent220

State | 1 | Topic | Participant

| started

Text

07/01/2016 16:50

Hello this a test to Topicl

I IRead Topicl Custormer(l

Topic: Topicl

[16:50:31] Customer01: Hello this a test to Topicl

IP Office Contact Center Email & Chat Service
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11.. In the bottom field Type the text to be sent to the customer and press enter to
send.

1:29/ 0:00 Agent220

Agent Portal

| 1 | Topic | Participant Started Text
Topicl Custormeril 07/01/2016 16:50 Hello this a test to Topicl

]
J
o

®

Topict Topicl

[16:50:31] Customer0l: Hello this a test to Topicl

ARG |
v -

|Test Sommuricaton from Agent]

12.The text is sent to the customer

1:29/ 0:00

Agent Portal

| 1 | Topic | Participant | Started Text
Topicl Customer0l 07/01/2016 16:50 Hello this a test to Topicl

]
J
-

Topic: Topicl

[16:50:31] Customer01: Hello this a test to Topicl
| [16:52:04] Agent2201: Test communication from Agent
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13.The Text sent by the Agent can now be seen. The Chat conversation can be
ended by clicking the End conversion button.

@ WebChatClient - Mozilla Firefox

8 | https://192.168.42.5:28443 /WebChatDialog/webChatDialog.htr

0 Test communication

Custome

Q Agent is active

Hello this a test to Topicl

from Agent
16:52

- O X

Chat started at: 16:50

16:50

End com

Send

14.To assist any support queries, the TTConsole — WebChat — WebChatDialog
can be used to view information.

File Edra View Window Help _|&[x
‘montor_srv (081) / IPOCC ~ 09:18:54.542 JLC_CCDATA_Info On update event. ~
reconstructor (077) / IPOC 09: 1 4.211 TC_General XMPP user: topicl@abccompany.com State: available
SGServer (086) / IPOCC / 09:19:53.761 JLC_CCDATA_Info ©On update event.

Statistic S (085) / 09:19:53.810 JLC_DB_Info Get DBSession object for query excution.
satistic_ev (082) /1POCC 3.811 JLC_DB_Info Getting Topic data.
b 3.859 WEBCHAT_Info Current Roster count :3

dialer (111) /IPOCC / 798
lad_srv (107) /IPOCC / T

System -
tt_dskspace (116) / IPOC]
t_sv (001) /1POCC /145
Watchdog (061) /IPOCC | 2

Walboard |

[(JJLC_CCDATA Data
L

Eror

[VIJLC_CCDATA info
(V]JLC_CCDATA Wem
I 2
[91,LC_ DB Error
(VIJLC_DB_irfo
(VIJLC_DB_Wam
M TC_Emor
(I TC_General

(9] TC LicenseError
¥ TC_LicenseWaming

VIWEBCHAT Info
VIWEBCHAT Wam

3.859
3.859
3.870
3.870
3.872
3.872

4.212
4.212
4.212
4.212
4.212
4.222
4.222
4.226
4.226
4.233
4.243
4.243
4.246

4.262

WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
JLC_CCDATA_Info
TC_General
TC_General
TC_General
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
WEBCHAT_Info
JLC_CCDATA_Info

Is packet instance of Presence: false
webchatdialog [ed7bed9d-0149-453e-bed9-8998cde28e12]: <SEND> <iq id="NOfBY-8" type="set"><query xmlns="jabber:iq:rost
com.avaya.ipocc.webchat . Xmpp. stenerImpl:entriesidded() > Entry added in roster
XMPPRosterManager. :> <ig id="977-205" al .com/WebChat_: VP!
Is packet instance of Presence: true
Intercepting presence packet.

log [ed 149-45:
Create entry 1ly: .com
() : XMPP Jabber ID:
() : XMPP Jabber ID:

<query

12]: <SEND> 1d="N9fBY-9" to="stuart@abccompany.com" type="|

topicl@abccompany.com State : available
stuart@abccompany.com State : requested

XMPPRosterManager. :> <ig id="N9fBY-8" a1 .com/WebChat_XMPPRosterManager” type="result"></iq
com.avaya.ipocc.webchat . Xmpp. stenerImpl:entri () > Entry updated in roster
XMPPRosterManager. :> <ig 1d="958-206" to= 1al .com/WebChat ype="set"><query

On update event.
XMPP user: topicl@abccompany.com State: available

XMPP user: stuart@abccompany.com State: requested

Re-send subscribe request for stuart@abccompany.com because current state recive as :
Is packet instance of Presence: false

webchatdialog [ed7bed9d-0149-453e-be49-8998c4e28el12]: <SEND> <iq id="N9fBY-10" type="set"><query xmlns="jabber:
com.avaya.ipocc.webchat.xmpp. stenerImplientriesDeleted() > Encry deleced from rostexr

requested

XMPPRosterManager. :> <ig 1d="37-207" to a1 .com/WebChat YP ><query x
Is packet instance of Presence: false

log [ed 149-45 12]: <SEND> <iq id="NSfBY-11" type="set"><query xmlns="jabber:
XMPPRosterManager. :> <ig id="N9fBY-10" T al .com/WebChat ] Type="result"></i
com.avaya.ipocc.webchat . Xmpp . stenerImpl dded() > Entry added in roster
XMPPRosterManager. :> <ig 1d="187-208" to al .com/WebChat ype="set"><query

Is packet instance of Presence: true
Intercepting presence packet.

log [ed7bed2d-0143-45: 12): <SEND> 1d="N9fBY-12" to="stuart@abccompany.com” type=
XMPPRosterManager. :> <ig id="NOfBY-11" a1 .com/WebChat type="result®></i
com.avaya.ipocc.webchat . Xmpp.. stenerImpl:entri () > Entry updated in roster

XMPPRosterManager. :> <ig 1d="332-209" a1 .com/WebChat vp ><query

On update event.

09:22:05 Saved window pos of WebChatDialog / IPOCC / 18944

=l )
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15.The TTrace logs can be found in ProgramData \ Avaya \ TTLogfiles \ WebChat.

®© = 1|l » ThisPC » Local Disk(C:) » Programbata » Avaya » TTLogfiles » WebChat v & | [ Search WebChat

-

-

¢ Favorites Mame Date modified Type Size

B Desktop =5 | D 2016_01_07_tt_[WebChatDialog@IPOCC].log 07/01/2016 16:54 Text Document

I8 Downloads D 2016_01_07_tt_[WebChatDialog@IPOCC].log_service 07/01/2016 16:38 LOG_SERVICE File
&l Recent places

18 This PC
e
2 items
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Creating the HTML to be used for the customer’s web page.

For each customer web page where a Chat link is required, the customer must add
information in the head and the body of the html web page.

A copy of this text can be found in the file testCertificate.html at the IP Office Contact
Center server location: C:\Program Files (x86)\Avaya\lP Office Contact Center\Tomcat
WWW\webapps\WebChatDialog

I8 A L= WebChatDialog
“ Home Share View
(& - 1t [l « Local Disk (C:) » Program Files (x86) » Avaya » IP Office Contact Center » Tomcat WWW » webapps » WebChatDialog
¢ Favorites Name - Date modified Type Size
B Desktop | components 1
& Downloads | images 1
-, Recent places languages 1
META-INF 1
‘M This PC scripts 1
m Desktop | styles 1
Documents J WEB-INF 1
& Downloads (2] AvayaWebChat js 1
4 Music 2] certificate.html 14/12/2015
= Pictures & | chat.html 14/12/2015 2
& Videos 2| chat2.html 14/12/2015 18:32
i, Local Disk (C) 2 test.html 1
| | test.jsp 1 JSP File
*\!‘ Network “?teleerliﬁcate.html 1 HTML Document 2 KB
2 testCertificate2. html 1 HTML Docu 2KB
2 | webChatDialog.html 04/01/2016 08:53 HTML Document B

After copying the file from the IP Office Contact Center server, you can edit the file
before adding the content to the relevant webpages.

To customize this for your installation, the location of your IP Office Contact Center
server must be defined in the html script.
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Change the details in the html as detailed below;
https://192.168.1.143:28443/WebChatDialog/chat2.html?topicName=Topicl

Change 192.168.1.143 to the IP address of the IP Office Contact Center server and
Topicl to the Topic name (Not the Jabber Identifier) to be used by the customer.

<!DOCTYPE html>

E<htm.‘l>

= <head>
<meta charset="utf-8§">
<meta http-equiv="x-ua-compatible" content="IE=10"><!-- Use Internet Explorer 9 Standards mode -->
<title>Avaya WebChatDialog</title>

E <script type="text/javascript">

= function start() {

var isSafari = /Safari/.test(navigator.userAgent) ;
var isApple = /Apple Computer/.test(navigator.vendor);
var winHeight = 400;
g if (isSafari){
= if (isApple){
winHeight = 445;
r }
B )
window.open(’'hocpe:/[Tes Tes 1 Tes]gs

The details of the Start Chat button can also be changed. For example, Text, colors
and size.

E <body>
= <div id="chat container small">
«<div id="start_chat small background" style="width: 300px:
height: 20px;
background-color: #60b2ea;
position: fixed;
border-top-left-radius: 10px;
border-top-right-radins: 10px:
-webkit-box-shadow: Opx Opx 10px 2px #BOBOBO; /% Safari 3-4, i0% 4.0.2 - 4.2, Android
2.3+ %/

-moz-box-shadow: Opx Opx 10px 2px #BOBOBO; /% Firefox 3.5 - 3.6 */
box-shadow: Opx Opx 10px 2px #BOBOBO:; /% Opera 10.5, IE 9, Firefox 44, Chrome 6+,
i08 5 %/

padding: 10px:

font-size: 17px;

font-family: 'robotobold”:

color: #000005;

cursor: pointer;right:10px;bottom:0px" onclick="start()"><b>Start Chat</b></div>
- </div>

r </body>

-</html>
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This can then match the look and feel of the customer’s own webpages. (See example

below).

- Chat with an Agent

+ winHeight +

r 1

E «/seripts>
H </head>

E <body>

= <div id="chat_container_ small">

<div id="start chat small background" stvle="width: 300px;
height: 20px;
background-color: #bcbecD;
position: fixed;

2.3+ %/

i0s 5 %/

padding: 10px;

font-size: 17px;
font-family: 'robotobold’;
color: #000000;

- </fdiv>
E </body>
—</html>

IP Office Contact Center Email & Chat Service

border-top-left-radius: 10px;
border-top-right-radius: 10px:;
-webkit-box-shadow: Opx Opx 10px 2px #565a5c:

-moz-box-shadow: Opx Dpx 10px 2px #565aic:
box-shadow: Opx Dpx 10px 2px #565aic:

cursor: pointer;right:10px ;bottom:0px" on

J* Safari 3-4, i05 4.0.2 - 4.2, Android

/* Firefox 3.5 - 3.6 */
/* Opera 10.5, IE 9, Firefox 4+, Chrome 6+,

lick="start () "><b>Chat with an Agent</b></div>
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Using the ‘CHAT web Java’ example

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

{= ACME Company - Windows Internet Explorer

€l [ 192,168.42.252 = EEE |2
File Edit Wiew Favorites Tools  Help

{\3 Faworites ‘{.:‘3 £ Suggested Sites ~ & -

@ACMECDmpanv & * B | gé; * Page - Safety ~ Tools - |@|v

ACME Company - we have everything you like

SectionA 12 June 2012:
. For what ever
; Start a Chat conversation reason wo have
SectionB Fields that ved with (* ired new product, It is
ields that are marked with (*) are require the incredible
SectionC i Hunter Detector
) Whe_lt is thel Device, It is able
. appropriate topic tapict w to detect hunters
Sectionl» to you | P with in a range of
) one mile
Sectionk {*3 please enter a
nick name Test Customer 5 June 2012: A
Customer
I have & problem with my Laptop remnarked that
. some rockets he
{*) what question bought may
do you have explode

unexpectedly
without creating
trust at all.

¥ (*) Do you agree with the privacy palicy

start chat conversation |

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

NIEM - IPOCCY.1.6.11502.1545 HEIEY
Home Share View ¢ 0
© - 1~| . » IPOCCO.16.11502.1545 v c,| | Search IPOCCO.1.6.11502.1545 2 |
Sr Favorites MName Date modified Type Size
B Desktop J 3rd_Pty_SW 10/11/2015 14:44 File folder
4 Downloads J Client 10/11/2015 14:44 File folder
5 Recent places , CRM 10/11/2015 14:44 File falder
. Examples 10/11/2015 14:44 File folder
& This PC | Manuals 10/11/2015 14:44 File folder
| Server 10/11,/2015 14:44 File folder
?ﬂ Metwork ) Utilities 10/11/2015 14:45 File folder
| DVD contents 06/11/2015 16:46 Text Document 1KB
Sitems 1 itemn selected == i

IP Office Contact Center Email & Chat Service 05 2016 127



IP Office Contact Center Email & Chat Services

2. Open the folder Chat Examples.

Rirn |

Home Share View

(€©) (3) ~ 1| L » IPOCCO.16.115021545 » Examples »

v C-| | Search Examples

F9

‘;& Brmries Mame Date modified Type

B Desktop . CGlExample

& Downloads | |, Chat Examples

5l Recent places | Taskflow Examples
|4 wsc-sDK-2.0.113

10/11/2015 14:44
10/11/2015 14:44
10/11/2015 14:44
03/11/2015 04:44

File folder
File folder
File folder
Compressed (zipp...

36,047 KB
1% This PC

f! MNetwaork

4items 1 item selected

3. Extract the ChatExamples.zip.

Home Share View hd ﬂ
© = 1L » IPOCCS.16.12503.1603 » Examples » Chat Examples » v & | | search Chat Examples P
X Favorites MName - Date modified Type Size
B Desktop EN ChatExamples.zip 12/01/2016 00:49 Compressed (zipp... 43,590 KB

.j. Downloads
“El Recent places

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

Home Share View v @
+ |h <« Examples » Chat Examples » ChatExamples » v & | | Search ChatExamples »p |
F Y
SX Favorites Mame Date modified Type Size

B Desktop @ WebChat.ReadMe.html 11/01/2016 18:32 HTML Document 3KB
,_i. Downloads |_i|] WebChatApp.java.zip 12/01/2016 00:49 Compressed (zipp... 3,524 KB
(E Recent places |_i|] WebChatApp.php.zip 12/01/2016 00:49 Compressed (zipp... 23 KB

£ WebChatProxy.zip 12/01/2076 00:49 Compressed (zipp... 45,063 KB

18 This PC

IP Office Contact Center Email & Chat Service
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5. Open the WebChatApp.java folder.

Home Share Wigw v @
@ - T I & |E| IPOCC_9.0.2000.1405 » Exarnples » ChatBxamples » v & | | Search ChatEamples P ]

2 Favorites MNarme . + Date modified Type Size

B Desktop i WebChatApp java ol 09/06/201417:28  File folder

_h. Dowmloads @ WebChat.Readhe.htrml 15/02014 13N HTML Docurnent 4B

| Recent places 1 WebChatfpp java.zip 30/01/2014 01:40 Cormpressed (zipp.. 5,088 KB

1 WebChatapp.php.zip 20/01,/2014 01:40 Compressed (zipp... 23KB

{8 This PC 1) WebChatProxy.zip 30/01,/2014 01:40 Compressed (zipp... 47,174KB

i Desktop

6. Here you will find an Eclipse project file and a build script that can be used by
the customer developer to create a custom Web interface that will link back to
the IP Office Contact Center for Chat from their Web site.

Home Share Wiew v @
T | .« Examples » ChatExamples » ‘WebChatbpp.java » v & | | Search WebChatdpp,java o |

¢ Favorites Name - Date modified Type Size

Bl Desktop . settings 09/06/20M4 17:28 File folder

8 Downloads Lo classes 30/0172014 0M:40 File folder

= Recent places L dist 09/06/2014 17:28 File folder

| prereg /01/2014 0140 File folder

1% This PC & sre 3002014 01:40 File folder

iz Desktop L] .ela sspat/ 30/11/2012 10:41 CLASSPATH File 1KB

1| Documents L] .preject 20/07/201215:07  PROJECT File 2KEB

g Downloads ,'é, build.xml / 15/N/204 131 XML Docurment BKE

W Musie @ Readhde. htrnl 15/ 204 13N HTRAL Docurment 3KB

5 Pirtiree

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

Home Share Wi v 0
@ -+ 4 | L« Exarnples » ChatBxarnples » WebChatippjava v dist v & | | Search dist P |
X Favorites Marme Date rmodified Type
B Desktop || WebChatfpp.properties 15/0204 131 PROPERTIES File KB
|8 Downloads || WWehChatfpp avar 30702014 01240 WEAR File 1,240 KR
5l Recent places
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8. Edit the WebChatApp.properites with notepad
1 ﬁ ‘WebChatApp.properties - Notepad - — @E‘gﬂ

File Edit Format View Help
PRARRAR AR AR R R R R R R R R R R R R R R R R R R -
# #

# webChat Integration Sample @ 2012 Avaya, All rights reserved. #
# #
b

B e b
## webChatApp settings

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

TTracesServicePort=10300

# The list of topics that can be connected

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

# an entry has the format <TopicID>:<JabberID> where TopicID must not contain spaces
# keep in Mind, that the topicid must ONLY contain alpha numeric characters
Topics=5upport:support@localhost,sales:sales@localhost

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

# Cconnecting to a XMPP Server and establishing a chat session requires a set of parameters

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

# The Host name of a XMPP server

wWebChatProxy. XMPPServerHost=localhost

# the port where the MPP server waits for client connections

webChatProxy. XMPPServerrort=5222

# the XMPP domain where the users reside which use the proxy to connect to the XMPP server
webChatpProxy. xMPPserverbomain=localhost

“ 1l r

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

B WebChattpp - Motepad

Fie Edk Formst Wiew Help
ERERRPRPRPRBERIREREERREELE
#

FRERBRBRERRR PR PR RERPERES
*

# webchar Integration Sample © 2012 Aavaya, All rights reserved. #
# #
## webChatapp settd ngs
o b PP PETTTeTS

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

TTraceservicerort=10300

# The 1ist of topics_that <an be connected

# the format of the 1ist is comma separated: <entrys,<entry>,......

# an entry has the format <TopicIps>:<labberips> where TopicID must not <ontain spaces

# keep in Mind, that the topicid must onLY contain a1gha numeric characters

Topics=topicl:topicléxmpp. abccompany. com, topic2 :topic2@xmpp. abccompany. com, topic3 itopic3@xmpp. abccompany . com

FEREREFREF L
## webChatproxy specitic settings (in the app the proxy runs in

PrTee

nternal mode)

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

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

# The Host name of a MPP server

webhatProxy. xMPPServerHost=1ocalhost

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

WebChat Proxy. *MPPServerPort=5222

# the »MFF domain where the users reside which use the proxy to connect to the »MPP server
webChatProxy. xMPPserverbomain=1ocalhost
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10.1f required, change the location of your XMPP service. In this example, the
XMPP service is running on the same server as the TomCat service hence the

use of localhost.

WebChatProxy.XMPPServerDomain=localhost.

P
Fle Edt Formst View Help

WebChatipp - Hotepad

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

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

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

t empty, localhost on 10300 is connected

is comma separated: <entrys,<entr

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

Lid

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

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

#
# The Host name of a XMPP server

webChatProxy. xMPPServerHost=1ocalhost

# the port where the XMPP server waits for client connections

WebChatProxy. *MPPServerPort=5222

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

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

11.Click File and Save to confirm the changes.

_f

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

New HEE

Open...
Save
Save As...

amp

HHE

Page Setup...

Print... Ctrl+P

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

& webapps
File Edit View Favorkes Tooks Help

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

® £ as53c4366d1dded7a051 A LJ docs U manager

# |2 Documents and Settings

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

=l 1) Tomecat 7.0

& bin = R
# ) conf L,J e

15 ik

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

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

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

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

S 5 Program Files %y catsina pobcy b,

B I Analog Devices POLICY Fila i

a'ﬁ

B

e

= I fpachs Softwane Fou 13 KE

= 2 Tomeat 7.0

Confirm File Replace

= bn

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

= e Wiondd you ke Lo replace the existing file
1

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

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

& I Inked i

¥os [ w ]

Log Off '® l Disconnect

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

RN Type | Logion A -
anissl Local System

Diabled Local Service

Aastomatic

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

Local Syshem

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

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

http://server name:8080/WebChatApp/

{= ACME Company - Windows Internet Explorer

=

192,168, 42,252

vl (B[4 x| [~

by

B

File Edit Wiew Fawaorites Tools  Help
¢ Favarites | 9f5 @) Suggested Sikes = € ©
@ACME Zompany ‘& - r___]

- gé; * Page = Safety + Tools l@lv

ACME Company - we have everything you like

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

to detect hunters

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

(*) please enter a

nick name Test Custamer

I have a problem with my Laptop

(*) what question
do you have

¥ (*) Do you agree with the privacy policy

start chat corwersation

with in a range of
one mile

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

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

e SMTP (Encryption None, TLS)
e POP3 (Encryption None, SSL/TLS Start TLS)
e |IMAP4 (Encryption None, SSL,TLS,Start TLS)

Required Information

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

Email Considerations

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

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

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

What relay host authentication account will be used?

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

Have you ensured that all the email ports for example, SMTP Port 25 are not
blocked by Antivirus software or a Firewall?

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

¢ E-mail Administrator - The agent can configure email settings.

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

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

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

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

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

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

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

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

¢ Print Emails - Allows the agent to print emails.

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

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

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

Licensing

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

E-mail Flow

Text blocks/Auto reply

Archive email database
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Licensing

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

A. Email Users

B. Chat Users

AVAYA

WebLM Home
Install license
Licensed products
~ CIE
View by feature
View by local WebLM
Enterprise configuration
» Local WebLM Configuration
» Usages
» Allocations
Periodic status
Uninstall license
Server properties

Manage users

Shortcuts

Help for Installed Product

You are here: Licensed Products * CIE > View by Feature

License installed on: 02 June 2014 17:26:08 +01:00

License File Host IDs: A4-5D-36-FC-FB-1C

Feature
(License Keyword)

Number of concurrent E-Mail User 4
(VALUE_CIE_CC_USER_NONVOICE)
Number of CIE IVR PORTS
(VALUE_CIE_IVR_PORT)

MNumber of concurrent Supervisors
(VALUE_CIE_CC_SUPERVISOR)

Number or concurrent Inbound Voice User
(VALUE_CIE_CC_USER_VOICE)

Number of CIE TVR Systems
(VALUE_CIE_IVR_CON)

Number of CLIP entries in DB
(VALUE_CIE_CC_CLIP)

Number of Nonvoice Media Phone Lines
(VALUE_CIE_CC_MEDIA_LINE)

Mumber of concurrent User with Integration Interface

(VALUE_CIE_CC_BLCCON)

Number of concurrent User with Extended Voice features

(VALUE_CIE_CC_MONTELUSER)

Number of concurrent Chat User B
(VALUE_CIE_CC_USER_CHAT)

Enablement of UMR
(FEAT_CIE_CC_UMR)

Enablement of Texttemplates for Users
(VALUE_CIE_CC_TEXTMODULES)
Enablement of Basel00
(FEAT_CIE_CC_BASE100)

Number of cencurrent Service Users
(VALUE_CIE_CC_SERVUSER)

Number of IPO Connections
(VALUE_CIE_PX_IPQ)

Number of concurrent Team Leaders
(VALUE_CIE_CC_TEAMLEADER)

Web License Manager (WebLM v6.3)

MultiVantage Customer Interaction Express - Release: 3 - SID:

License

Capacity

30

10

10

5000

30

10

10

on

500

on

10

10

22012050(Enterprise license file)

Currently
available

8

10

4995
30
10

7

10

Not
counted

458

Not
counted

10

4
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SMTP Email Configuration
(POP3 and IMAP details at end of section)

The SMTP Settings below can be utilized by a customer with their own SMTP Service.
3'Y party SMTP systems like Google Mail may also be used. For details of the settings
required for Google Mail SMTP, please see the end of this section.

1. Click Service followed by E-mail settings.

A IP Office Contact Center

File Goto Help

Agent Poral

Configurakion  System | Service Windows

f
J/

e

49 Annauncerment
= Telephone

(@ | @ 1o

I ame
Agent Default
Agent Supervisor

Fiealtime Only
Supervizor Agent

- ||:|| C d T g .
Supervizor Default El=En S e =

= I

Help

eporting Filkers. ..
Special Settings. ..

Telephone Settings. ..

Announcement Madules, .,

PE=...

Country Setking. ..
Queue Device. ..
Telephone. ..
Telephone group. ..
CHAR Server...

YEA. ..

Arccess Code Agents. ..

Chat server. ..
Chat settings...

i VR

ONE QroLp

¥ Agent

| E Break, Ti

o Tel

-

OWOMNN

e LAY _.--.—m,ﬂmr

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

& F-mail settings
Systemn Settings |
E -t ail Diomain:

Prefiw for Ticket 1D

Suffie for Ticket 1D

Imail.al:n::-:u:lmpan_l,l.c:n:um

|| \

[e.0. comparny. conm)

Cancel |
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3. Click Configuration and then select Topic.

A IP Office Contact Center

File Sotao Help

Help

Y W N

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

Agent Portal Configuration  Syskem  Service Windows
Agent
External destination

Topic |
&oerk profile E Announcement script
‘'orkplace

Announcement
Announcement scripk
IYR.

PP

hat scripk
superyizor Lefault

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

A IP Office Contact Center

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

Agent Portal Configuration  System  Service  Windows Help

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

Company ain benu ks FO0E ks PEXServer
PEXE ervel

T
T

Topic2 ks o0z ks PEXSere

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

Blocking periods |

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

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

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

Cancel

i

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

Task types Wariables... |

v Telephary

v

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

6. Click the Details... button.

% [Topic] Topicl - Edit

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

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

Skills. |

Fauting... |

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

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

E-mail [Topic1@mail abccompany.con| |
Replyto: | X | [ concal |
From: | \\ |

— [¥] Maibox activ \
Protocot [sMTP \i v]

Encryption: |<None> L |
[ |Validate Server certificate

b ail zerver:

|
Part: | | Default
|

]

Polinginterval 010 fhkmen] (from 1 min. to 168 hours)

Uszer:

Passwaord: |

Confirm password: . |

Agtion [ v]

Folder: | |

8. In the Reply to field type the email address to be used for the topic. For
example, Topicl@mail.abccompany.com

E-mail; [Topic1 (@mal abcoomparny. com |

Reply to: [Topic1@mal abccompary.con] | | Cancel |
Frorm: | |

— [w] Mailbox active

Protocal [sMTP A

Encryption: l<None> N v

[ Validate Server certificate

Part: | Drefault

Mail server [
|
|

User: ]
Poling'ntewd:- 0:10) (hhemm) (from 1 min. to 168 hours)
Passwaond: |

Confirm password: |
Action; [ v]
Folder; |
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9. In the From field type the email address to be used for the topic. For example,
Topicl@mail.abccompany.com

= Mailbox details E
E-mail: | Topic] @mail abccomparny. com oK
Reply to: |Topic'| (@mail abccompany.com Cal
Framm: [ Topicl@mal abccomparny.com
= [w] Mailbox acti
Protocal: | SMTP v
Encryption: <Mone>

Validate Server certificate
Mail server:
Part: Drefault
User:

Polling interval: 0100 [hkcmm) (from 1 min, to 168 hours)
Pazsword:

Confirm password:

Action;

Folder:

10.Click the OK button.

% [Topic] Topicl - Edit

Generall £® Telephaory | T Chat I E-mail \ﬂ aE |

Job code... | Cancel |

Mailbax: |T|:||:|i|:1 (Email. abccormpany. corm Beporting/RT Info |
Skills... |
R outing... |
b ax. time o accept: 0:00  [kh:mm]

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

IP Office Contact Center

21:017 0:00 ‘ ‘ Administrator (-)

Configuration System  Service Windows Help

View: [ <an- =

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

Mame 4 | Tel E -mail Chat I MNurnber | Active I PBX E-mail address Edit... I
Company Main Menu = 7006 * FBServer

Topic] E3 M " 7ot ES PBXServer Topic ®mail abccompany. com Create... |
Topic (i1} FE-Semver

Topic3 % 7003 % PEXServer _ o |
Topicd DPD = 7004

% FBXServer Delete
Topicdd = 7005 b PEHSemver
Blocking periods

T R I i S SR e s e M.,.‘___’._.,,_’u

12.Click Configuration and then select Agent group.

A IP Office Contact Center

File Goto Help

Service  Windows

Aagent profile I e PR I SEC

Team fﬁ.ﬁ.gent groLp I
Customer

External destination ’
+

e I Configuration  System Help

‘Warkplace

Announcement
Announcement scripk
IYR.

Chat script
L‘- Sy T Yrew TY NP S N j

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

IP Office Contact Center
2105/ 0:00 ‘ | Administrator ()

Configuration  System  Service  Windows Help

iew [ <an =]

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

Marketing ¥ PExServer p Lieate: |
b vel

Suppart PB¥Server Create vitual AG |

‘wiarehouse PEXServer Copy. |

Dielete

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

ey

14.Click the E-mail Task type and then click the OK button.
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+ & [Agent group] Sales - Edit

General |£” Telephony | 1 E-mail I

Mame: ISaIes

Tazk types
v Telephony

irtual AG: |< Mones

Wariables... |

/

Cancel |

15.Click Configuration and then select Agent profile.

A, IP Office Contact Center

File Goto Help

Agent Portal

f
J/

Topic
Agent group
Agent

Tearn
Zuskomer
External destination
Wiarkplace

Configuration  System  Service ‘Windows

L

| 3erex
Agent group

Announcement
Announcemnent scripk
IYR.

Chat script:

;
,
.

16.Click the Agent profile that the agents in the Sales Group are assigned to and

then click the Edit... button.
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A 1P Office Contact Center
File Goto Help 21:127 0:00 || Administrator () ~

IVt at (W crfiguration  System  Service Windows Help

ﬁ View [ <an =

B, Break Time code | SEPER I FECHAP server | 3G vEA | o County | (8% Queve device | 3 Telephane | {5 Telephone aroup I T Chat server i Chat script |
J @ | ®Topc |Hptgeigoup | Fhgem  fUPuie  |§)Tean | EICustomer | (7 Extemal destination | EhWorkplace | 8 Announcemert | [ Announcament soipt | g#vA |

Name - [ Tel | E-mail | Chat [ Pex |
Agent Detault
Agent Supervizar x PEXServer
Chat Agent ® ® PEXServer

: b PEXS erver
Realtime Only PEXServer
Supervisor Agent ® PEXServer
Supervisor Default ® PEXServer

Create.
Capy.
Delete

IR T T WO SR T T B Y

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

[Profile] Email Agent - Edit

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

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

i

Tasktypes ——  Usedfor Autharization...
¥ Telephany Agent I

v E-mai

=

18. Click the Add... button.
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{1 [Profile] Email Agent - Edit

Generall ﬂ Telephony B E-mail

Cancel

i

— Group azsignment

k

Fria | I arne

Add... 5
{Mones —
<Maones [ielete |
{Mones
{Mones LI
{Mones LI Do |

19.Click Sales and then select the OK button.

-f.!r Select AG for agent

II‘EI E-mai - oK, |

Mame

| M o |

e

20.The Sales group has now been assigned, Click the OK button.
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.1 [Profile] Email Agent - Edit

Generall ﬂ Telephory B E-mail oK

T Eroup azsignment
Fric | I arne | -
B0 Salez o
Tore Delete |
{Maones
{Maones LI
{Maones LI Mo |

21.The Agent Profile is displayed with Email selected.

A IP Office Contact Center

Eile Goto Help 2117/ 0:00 H Administrator () ¥

Corfiguration System Service Mindows  Help

iew [ <an E

B Break Time code I SEPB | FECHAP server | 3@vEA | & County | (d# Dueue device: | 3 Telephone | #5 Telephane group | T Chat server | “w Chat script |

@ | ®Toic | Meoioow | Peoent [FPuofie | §PTeam | ECustomer | o Ereal destinatin | 8 Workplace | 3 Announcement | [#Announcement scipt | 614
Name - [ Tl E-mall Chat [ Pex ] Edi

Agent Default

Agent Supervizar ® PBxServer
Chat Sgent FHxServer

Emai gert % PEXSrver __ o |
Realtime Only PExServer Delete

Supervisor Agent PEXServer
Supervisor Default PEXServer

b B4

A oy gl e e a A e e apeeaa®ie a0t g b e ssnc it g Boasnn, ol Bomp agteen | g Sb o de gemine

22.The mailbox details of each Email configured agent in the Sales group can now
be defined. Click Configuration and then select Agent.
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IP Office Contact Center

Goto Help

nt Fortal Configuration  Systemn  Service  ‘Windows

Topic
Agent group

Help ;
3

oo =
Agent group .ﬂ

Agent profile
Team

Cuskormer

External destination
Wiarkplace

Announcemenkt f
Announcement scripk '
IYR.

Chat scripk
SUREMVEEDr

A P Office Contact Center

Help 21:237 0:00 || Administrator (-) ¥

Configuration System Service Windows Help

View | <4l &

B Break Time code | FEPEK | SECHAP server I FHVEA I ¢ Country | £F Dueue device | #=3 Telephone | 5 Telephone group | e Chat server “ia Chat script |
@ | @Topc |Mtgenigop  @ogen | {2Poile | §)Tean | [ Customer | 7 Evienel destination | SR Workplace | J3 Announcement | [ Amnouncement serpt | VR

o[ Tl | Email [ Chat | Mumber | PEx | E-mail address | Edit
X PBXServer
A PB=Serer Cieate,

%
% FEXServer

" Copy

% " B Ser e

Supervisor b PEXServer

ottt L s R g Nt G s At AN A s n by P s it ol T o, ]

24.Click the Email Tab.
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4 [Agent] Karen - Edit E3

Generall ﬁ Telephorny EE-mailkﬁ Chat I

M ailbo: I \ Cetails... |
~

- Group asgignment

Fio | Mame || Add...
B0 Sales —!

<Monex» Delste |
<Monex

<Mores Ll
<Mone> ﬂ T— |

Cancel |

25.Click the Details... button.

4 [Agent] Karen - Edit

Generall ﬁ Telephony B E-mail |ﬁEhat |

Cancel

it

b ailbics: K.aren@mail. abococompany. com Details. .

[Group azzignment

Prio | Mame |- fdd | I
T Uy e S T al NN |

26.1n the E-mail field type the required email address for the agent for example,
Karen@mail.abccompany.com

i Mailbox Details |
E-rmail: I Karen@mail, abccompany. cam QI
Reply ko; I | Cance|
Erom: I
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27.1n the Reply to field enter the required email address for example,
Karen@mail.abccompany.com

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

| b

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

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

29.Click the OK button.

4 [Agent] Karen - Edit %]

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

(]
Cancel |

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

— Eroup azsignment

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

i S S L S W5 optheapie b A ety e ol

30.Repeat the above process to assign E-mail settings to all agents in E-mail topics
/Tasks.
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A 1P Office Contact Center

Configuration  System  Service ‘Windows Help

21:40 1 0:00 H Administrator ()

View [ <an

B Brock Tmecode | 3EPBX

@D | QTopu: | mAgent araup

| ZECHAP server

| 2gvea

| €4 Dueue device

| @ Country

| = Tekephone
£ Agent |ﬂ Profile I@Team | [£=] Custarmer | [ External destination I&Wolkplace | 47 Announcement | @Announcement scipt I@\VF\

|

Telephone gioup Chat server i Chat script
.

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

Bob » ® FEXServer Create...

Dave % PBxServer

Hank X PBAServer LI
Kares = Com Delete

Seott % PBxServer

Supervizor b PExServer

bt oo nete A -shantatio ntiulie e A . gt A g 08 gt i P A A . e gy PN ettt g ]
IP Office Contact Center Email Configuration

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

A

IP Office Contact Center

File Goto Help

* 1 Home

2 Teleptony

Service  Windomys

3 Reaftime information

4 Repaorting
5 Agent Status Reports E I =€ PBx *
§ Cortact Detail Reports = | M Agent groupg
7 Error List

3

g Configuration

9 LIl config

10 Task Flowy Editor

11 IWR-Editor

12 Dialer /
13 E-Mail configuration

14 Texthlock admin

13 Address book admin

'L'lltﬂ"x_rhh‘_"\ 1

e
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2. Click the Components button.

A, P Office Contact Center

Eile Goto Help

Agent Portal Mail configuration o, 5 1y s

Administrator {-)

ﬁ l}‘{ Svstem] @'ﬁf Components “—_"

J C H E cs/Domains

System |

Maximum number of messages per mailbox

© Do nat limit

@ Limit to [500

DB size verification interval [minutes]: 15
Level for info message [%]: g0
Level for alarm message [%]: an
Current DB size [%]: 2.94

Repetition on extern busy 7 error:

=)

Repetition interval on extern busy / error [s]:

Max, backtracking steps for setting read state:

o

T AT A

Max. backtracking steps for evaluating routing rules acting on state “read":

3. Expand the menu using the + button.

A IP Office Contact Center

File Goto Help

Agent Portal E-Mail configuration

J % 192.168.42.50

S0.1.1-21.2000

| }fj System | |.§i’§i— Components

o N SR R g e T Y e
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4. Click the C3000 SMTP Connector SMTP link.

IP Office Contact Center

oto Help

Portal E-Mail configuration g, 1.2 2000

%’- 3000 ClientAdapter SMTP

& 3000 DB-Server

§ C3000 LNAServer

%’ C3000 POP3MAP4 Client POP3-MAP4 SMTP
& c3000 Server

% C3000 SMTP Connector SMIE

S C3000 TextTe

;
o :
=
=]
=
=
“m
“H lateServer .
| %’- C3000 UmrConfig er f
“m *
. {
=
=
=
=]
=
=
<

& 3000 UMRTaskserver

$2 RoD Archie
%’- RoD CommandExecuter
%’- RoD RepoServ
%" RoD Rodomat

%‘ RoD SchedulerServer
- svesoL_asE

%ﬂ Tomcat?

5. Click the Local accepted DNS domains tab.

<

E C3000 SMTP Connector -- Webpage Dialog
C3000 SMTP Connector
General | Local accepted DNS domains
SMTP receiving port: |25
Enable SMTP receiving: v
Permit delivery to local users: v
Identify local users by full name: v
Mazimurn size of incoming messages [MB]: |2
Mazimurn database size [%]: IQD
TLE Client Host I
Use TLE InEvEr hd
SMTP greeting identification on outgoing mails: I\oca\host
Relayhost for outgoing mails: I
Relayhast authentification
Frefered mode: INone -
User login: I
Login password: I
Resend delay in case of errors [s]: IISDU
Send error messages automatically: =
Service for telephone number-based targets: I -
[ Save ” Cancel ]
0|
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6. In the field adjacent the Add button enter the customer’s email service domain
name for example, mail.abccompany.com and then click the Add button.

E C3000 SMTP Connector -- Webpage Dialog :
c3

000 SMTP Connector

Local accepted DNS domains | Security
Local accepted DNS domains:
[mall.abccompany.com

L S VL S T ¥ Ve

Domain
i | abccompany.com
[ Save ][ Cancel ]

et oliieeds, oAt e, W S ™.

7. The configured Domain is displayed. Click the Save button.

B C3000 SMTP Connector -- Webpage Dialog

C3000 SMTP Connector

Local accepted DNS domains | Security

Local accepted DNS domains:

Domain

i | abccompany.com

i | mail.abccompany.com

[ Save [ Cancel ]

i T VS e SR Seeee N B RSP SRIRERRY S
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8. Click the General tab to close the window.

B C3000 SMTP Connector -- Webpage Dialog

C3000 SMTP Connector

Local accepted DNS domains

Local accepteNQNS domains:

Domain

abccompany.com
mail.abccompany.com

[ Save ][ Cancel ]

A o . | saan, A A B aste. gttt .

9. Inthe Relayhost for outgoing mails field, enter the IP Address of the

customers relay host mail server.

E C3000 SMTP Connector -- Webpage Dialog

C3000 SMTP Connector

General | Local accepted DMS domains )

SMTP receiving port: |25

Enable SMTP receiving: i~

Perrnit delivery ta local users: i~

Identify local users by full name: I~

Maximurmn size of incoming messages [MB]: |2

Maximurn database size [%]: |90

TLS Client Host |

Use TLS Inever ;I

SMTP greeting identification on outgoing mails: |Iocalhost
Relayvhost for outgaing rnails: 192.168.42.253

Relayhost authentification

Prefered rnode: |N0ne =
User login: ||
Lagin passward: |

Resend delay in case of errors [s]: |1SDD

Send error messages automatically: i~

Service for telephone number-based targets: | =

IP Office Contact Center Email & Chat Service
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10.Change the Relayhost authentication as required for the customer.

a C3000 SMTP Connector -- Webpage Dialog E3
C3000 SMTP Connector
General ‘ Local accepted DNS domains
SMTP receiving port: 125
Enable SMTP receiving: v
Permit delivery to local users: 12
Identify local users by full name: v
Maximum size of incoming messages [MB]: 2
Maximum database size [%]: 90
TLS Client Host |
Use TLS ] never
SMTP greeting identification on outgoing mails: ]Iocalhost
Relayhost for outgoing mails: ]192.163.42.253
Relayhost authentification
Prefered mode: [ None
User login: [
Login password: ]
Resend delay in case of errors [s]: |1800
Send error messages automatically: v
Service for telephone number-based targets: [
( Save ][ cancel |
<« [ 2]
A. The maximum size of incoming messages can be changed if required.
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11.0nce all settings have been configured click the Save button and then select the
X button to close the window.

E C3000 SMTP Connector -- Webpage Dialog

C3000 SMTP Connector

General Local te )

SMTP receiving port: |25— /
Enable SMTP receiving: ird

Permit delivery to local users: Ird

Identify local users by full narme: ird

Maximurm size of incoming messages [MB]: |2

Maximum database size [%]: IQD

TLS Client Host |

Use TLE I never ;I

SMTFP greeting identification on outgoing mails: |Ioca|host

Relayhost for outgoing mails: I192.168.42.253
Relayhaost authentification
Prefered mode: |N0ne ;I
User login: |

rrors [5]: |1SDD

Login passward:

Resend delay in case o
Send error messageg autornatically: Ird

ne number-based targets: | =

Service for telep

Save [ Cancel

4 |

12.Click the grey box to stop the C3000 SMTP Connector SMTP Service.

IP Office Contact Center

E-Mail configuration 4o, 5.2 o

’}‘(::’ System] Qﬁf Components

J B"% 192.168.42.50

= %h C3000 ClientAdapter SMTP
@ G 3000 DB-Server
= 4§ C3000 LNAServer
m %C}ﬂﬂﬂ POP3IMAP4 Client POP3-IMAPA SMTP
@ % 3000 Server
= %Guuﬂ SMTP Cannector SMTP
E % C3000 TextTemplateServer
= %\ C3000 UmrConfigServer
@ 4 C3000 UMATaskserver

@ % RoD Archie
. T S R R S S

b T "L R Biprtar Vgl gy, g ung
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13.Click the grey arrow to start the C3000 SMTP connector SMTP service.

A IP Office Contact Center

File Goto Help

Agent Portal E-Mail configuration 4,

i

1.1-21.2000

| }fj System | |¢;§ﬁ_ Camponents

92.168.42.50

%,, C3000 ClientAdapter SMTFP

&% C3000 DB-Server

&% C3000 LNA Server

% C3000 POP3.IMAP4 Client POP3-IMAP4 SMTP

% C3000 Server

4§, C3000 SMTP Connector SMTP 3
%,, C3000 TextTemplateServer
%’- C3000 UmrConfigServer

'%% C3000 UMRTaskserver

14.1f the customer is using a 3" party SMTP service such as Google Mail, the
following settings will be required to replace the pervious settings.

A. .Relayhost for outgoing mails:  smtp.googlemail.com
B. Use TLS: If available
C. TLS Server Host: smtp.googlemail.com

D. Select Verify Server Certificate: Select

E. Prefered mode: Login
F. User login: googlemail user account.
G. .Login password: googlemail user account password

H. .Local accepted DNS domains: gmail.com
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% C3000 SMTP Connector -- Webpage Dialog

C3000 SMTP Connector
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15.1f the customer is using a POP3/IMAP email system (Google Mail use SSL/TLS),
alter the details of the topic’s email account.

Note: With some external email accounts for example Google mail, you need to allow
“Access for less secure apps” within the email settings of your email account. These
settings have to be completed before the account can be used by IP Office Contact
Center

% [Topic] Topicl - Edit

Generall ﬁ Telephory | ﬁEhat E=1 E -mail |

Job code... | Carizel |

Mailbos: I Detailg... | Beporting/BT Info |
Skils.. |
R aouting... |

bd &, time to accept: I W (kb )

[ Add ticket 1D in subject

= Mailbox details -
E-mail [T opicl abecompany@omal.com | 0K
Replyto; |Topiclabccompary@gmalcom | | Cancel |
o |

— [ Mabax active

Protocot [PoP3 vl

Encryplion [sSL/TLS vl

[]wakidate Server certificate

Mail server Ipup.gmaﬂcom I
Part: (395 | | Defau
zer |Tupiclahccnmpan_l,l@gmail cor| |

Falling mtervak 0:01) fhberm) [from 1 min bo 168 howrs)

Password: | s0s0ssssese |
Confim password: | sececccesees |
Action:
Falder:
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16.1f an IMAP4 email system is to be used (for Google Mail use SSL/TLS), alter the

details of the Topic’s email account.

E-mnail: |Tnpicid3munpany@gmalmn |

[ ok |

Reply to: | Topic abecompany@gmail. com |

(1]:4
Cancel |

From: |

— [ Maibos: active

Frotocol: ||MAP4

v

Encryplion: [sS5L/TLS

v

[ alidate Server certificate

Mail server: |'rna|:n.gma1m

Pait; EEE]

Diefault

User |T'2'|3'I'31 abccompany@gmail. com I

Poling intervak (hima) (from 1 min. to 168 hours)

Password: [ eoosoescsee

Confim password: Ry

Action: |Mark as read

v

Falder: |

17.TTrace — Email — C3000 POP3-IMAP Client can be used to check for any

connection issues.

File Extra View Window Help

10:34:20.484
10:34:20.484
10:34:20.484
10:34:20.975
10:35:21.900
10:35:22.076

cc_db_srv (552) /IPOCC A
cc_lna_srv (553) / IPOCC
mediastore_db_srv (561) /

L (556) /1P
=){ |10:35:22.076
- ‘ 10:35:22.076
1 c3000 sMTP C o (¢ 10:35:23.570
RoD Archie (590) / IPOCC 10:35:23.570
1 RoD C Executer (5 10:35:23.570

RoD RepoSer (593) /IP( | [10:23:24-178
7| RoD RodOMatC (591) /1F | [*0F35:24-
RoD.SchedulerServer (592 10:35:24.178

IP Office Contact Center Email & Chat Service

INFO_MSG
INFO_MSG
INFO_MSG
TIC_Error
INFO_MSG
INFO_MSG
INFO_MSG
INFO MSG
INFO MSG
INFO MSG
INFO MSG
INFO MSG
INFO_MSG
INFO_MSG

SASL capabilities detected: PLAIN XOAUTH2

USER/PASS is enabled, capabilities are 'USER / RESP-CODES / EXPIRE
Trying authentication via USER

048.000.0305 Pop3Agent::work() - Protocol error: error at PASS comm:
Starting TLS/SSL handshake.

SASL capabilities detected: PLAIN XOAUTH2

USER/PASS is enabled, capabilities are 'USER / RESP-CODES / EXPIRE
Trying authentication via USER

GSI RouteMimeMessageToUser: Doc:2 routed succesfully.

saveMsg: RouteMimeMessageToUser () of Document 2 was succesful for xt
Pop3Agent::work() - message with UID >GmailIdl4bcéde4aSac047b< is s:
GSI RouteMimeMessageToUser: Doc:3 routed succesfully.

saveMsg: RouteMimeMessageToUser() of D¢ t 3 was ful for x(
Pop3Agent: :work() - message with UID >Gmailldl4bcé6e0d76£75déc< is s
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Creating an E-mail Flow
The IP Office Contact Center Email services can be configured to scan email content
for keywords and distribute the email accordingly to an appropriate Email configured
agent. If a keyword is not matched the email can be distributed for example, to an agent

group.

In this example, an Email flow will be configured that will scan the email for the keyword
“‘Desktop” and if found in the email, the email will be distributed to agent ‘Karen’. If the
email does not contain the keyword, it will be directed to the email Group Sales.

& [E-mail low]:Topic 1

. |Topict .. |Email Sea|l . . . [UM_Scanf .

-1 O 1 O 1 &k G H
e Sales
o Free Agen :
.................... | ] i
...................... ?IE -0

IP Office Contact Center

File Gota Help

1 Home
2 Telephony

3 Reattime information
4 Reporting

o Agent Status Reports
G Contact Detail Reparts
¥ Error List

g Configuration

9 Ul canfig

10 Tazk Flowe Editor

11 IWR-Editor

12 Dialer

13 E-bail canfiguration
14 Testhlock admin

19 Address book admin

h Service '

[1]

=

o Mk,

19.Click Task flow set and then select Open.

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

Eile Goto Help

Agent Portal ask flow set Tools  Help
kel

Reackivate. ..

Delete. ..
Default kask Flow sek, .,
Active task Flow set, .,

Export, ..
Irnpark, ..

20.Click the required Task flow and then select the OK button.

£ Open task flow set

EE&, DEOE2014TFS0T - 0K
Import TF-Set

[ueuelimit-230414 el
Shavoeanid

T azk Flow Example

T azkFlow1-03-04-14

T azkFlow-0L- 1-04-2014

T azkFlow-tPro-200414 |-
T51

TSF-15052014 hd

4

21.Enter the password if required and then select the OK button.

{-) Password Ed
Enter the tazk flow et pasgward: 0K
|
I Cancel

22.Click Edit = New and then select Email flow....
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A P Office Contact Center

File Goto Help

PN Al I Task flow sek LEdic Tools  SWindouws

Deleke

Group...

Call Flow...

Delete symbals EMTRE
Select all Chrl+& Chat Flow, .

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

ot il g ne
23.In the Name field enter a name for the Email flow.

(=) Mew E-mail flow

M arne:

Task Fongowe: I -] o |

24.Using the pull down select the Email Task Flow group.

£} New E-mail low

M ame: IT'I'F'iC 1 QK. I
T ask Flow group: (i) - Cancel |

[nol
Chat

T elephany

Note: Groups will only be displayed if they have previously been created.

Task flow set Edit Tools Windows Help
DEE v |8 &8 Io

A FImExanp!ele b|

) Talamkan |

« [E-mail flow]:Sales Topic

E sort Call Flow...

=3 EMail Flow. ..

A A i P TRIRIRY QPO CRPSTE LN _IPRIeR NP Wre e LV Wy et L SN

A. Right click.

25.Click the OK button.
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(=) Mew E-mail flow

I arne: ITl:lpiI:'I _&I
Tk Fon goup: | -] Corce_|

26.The Email Flow is displayed.

A

IP Office Contact Center
Help

File Goto

Task Flow et Edit  Tools  Windows Help

Agent Portal

DEE| v & mEE De

L
J/

gﬁ T azk. Flow Example |%E List of s_l,lml:unlsl
|:| Telephory

27.Click List of symbols tab.

A IP Office Contact Center

File Goto Help

Task flow set Edit Tools  Windows Help

Agent Portal

= [E-mail flow]:Topic 1

DEE| v | & mEEDIE

£
J/

L% Task Flow Example | EE List of symbals
[ Telephony

= [E-mail low]:Topic 1

28.To start an Email flow an E-mail element
into the Email flow working area.

IP Office Contact Center Email & Chat Service

can be used. Drag the Email element

L AP i e W gt
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A IP Office Contact Center

File Goto Help

'&_gent Portal Task flow set Edit Tools Windows Help

~ DEH /(8 &BDe

&; Task Flow Example BB List of symbols I = [E-mail flow]:Topic 1
abe Label -

J AT Trace task

= & sources

OF

= (@ Destinations

& Agent group

™ Telephone calls
. w\c.m il

A. Click and drag.

29.Click Topicl and then select the OK button.

IEIE-maiI - oK,
Mame ATl El c] Mumber | PES el

® F0m

| BEE | Columns |

e

30.The configured element is displayed.
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A IP Office Contact Center

File Goto Help

Windaws

Edit Tools Help

Agent Portal I
" bEedE v« & LB Os
£Ta Task Flow Example B8 List of symbals |

...... abe Label e
...... ﬁTracetask

(- Sources L | -

------ € Telephone calls S w - ’

z [E-mail low]:Topic 1

------ @ Yoice mails e e e e LR
------ = Emal e 8
...... % hat s :
Destinations ‘
T & Agent aroup Ll
o A 8 Tt b I i Lot o i I b et B

31.The email will now be scanned for a keyword. This can be achieved using an
Email script element. To use an Email script element, the keyword text that will
be used to search the email contents must be defined. Chose the Go to menu
and then select E-Mail configuration.

A IP Office Contact Center

File Gaoto Help

i [ools  Windows Help g
i:::rzrr;zni:farmaﬂan % | Eﬁ %E | DI'
4 Reporting ple %E Lizt of spymbalz
3 Agent Status Reports
§ Contact Detail Reparts =
¥ Error List
g Configuration
9 Ul config one calls
10 Task Flow Editor hail=
11 MWR-Editar
12 Dialer /
13 E-Mail configuration |
14 Tesxthlock admin i
15 Address book admin areup
& TeEpnone calls
“‘E E-rnail “""‘4""“

32.Click the System button.
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A IP Office Contact Center

Help

Administrator (-) ¥

System |

Maximum number of messages per mailbox

© Do not limit

@ Limit to [500

DB size verification interval [minutes]:
Level for info message [%:]:
Level for alarm message [%]:

Current DB size [%]:

wm

=)

=)

Repetition on extern busy / error:

Repetition interval on extern busy / error [s]:

=}

Max. backtracking steps for setting read state:

Max. backtracking steps far evaluating rauting rules acting on state "read":

T T

=]

A 1P Office Contact Center

oto Help

rtal

Administrator (-

System |

E-Mail To

Maximum number of messages per mailbox

© Do not limit

& Limitto [500

DB size verification interval [minutes]:

34.Click the Add button.

IP Office Contact Center Email & Chat Service
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Office Contact Center

20:09/ 0:00 H Administrator () ¥

E-Mail Tapics/Domains E-Mail textsearch
Configurations
Name

35.In the Configuration name field type Email Scan and then select the pencil
button.

E Edit configuration -- Webpage Dialog

Configuration name: IEmaiI LT —

/[

Keyword pattern Task Tag

UM_ScanResultl
UM_ScanResult2
UM_ScanResultd
UM_ScanResultd
UM_ScanResults
UM_ScanResulte
UM_ScanResult?
UM_ScanResultd
UM_ScanResultd
UM_ScanResutio

1 |+
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36.In the Keyword field, type the required word that will be searched in emails. In
this example a keyword of Desktop has been added. Click the Apply button.

E Keyword pattern -- Webpage Dialog

Configuration "Email Scan' - Keyword pattern 1

Keyword
||:|esl<t|:|p

[ Apply H Cancel

37.The configured Keyword is displayed.

E Edit configuration -- Webpage Dialog

Configuration name: |Email Scan

Keyword pattern Task Tag
'desktnp' “_ UM_ScanResultl

UM_ScanResultz
L AR A e A . el g B o g i asmenit e et
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38.The Keyword can be tested. Click the Test button.

E Edit configuration -- Webpage Dialog

Configuration name: IEmaiI Scan

Keyword pattern Task Tag
Desktop’ UM_ScanResultl
UM_ScanResultz
UM_ScanResults
UM_ScanResulta
UM_ScanResults
UM_ScanResults
UM_ScanResult?
UM_ScanResults
UM_ScanResults
UM_ScanResult1o

| o]

39.In the Enter text field enter a phrase containing the keyword. For example,
| have a problem with my Desktop computer and then select the Test button.

E Test configuration -- Webpage Dialog

Enter text:

I have a problerm with my desktop computed

Matches: /

Keyword pattern

Task Tay

R U N IUP v S gy + BNT NIV S ST SR
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40.The matched Keyword text will be displayed in the Matches: panel.

E Test configuration -- Webpage Dialog

Enter text:

I have a problern with my desktop computer ;I

Matches:

Keyword pattern Task Tag
'desktop’ UM_ScanResultl

SRV PN Y r\-**‘"w#\-#‘w il P nian it

41. A notification box will be displayed if the text does not match the keyword.

E Test configuration -- Webpage Dialog | x|

Enter text:

I have a problerm with my pc ;I

E Test -—- Webpage Dialog E |

Mo rmatch found!

Matches:

T Y St 2 T s o

Heyword pattern Task Tag
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42.Click the Close button.

E Test configuration -- Webpage Dialog

Enter text:

I have a problem with my desktop computer

Matches:

Keyword pattern
‘desktop’ /

Task Tag

UM_ScanResultl

gt T AT r%*-‘- -"'\._“"-w il ’ g e U

43. The configured Keyword is displayed. Click the Apply button.

E Edit configuration -- Webpage Dialog

Configuration name: |Emai| Scan

Keyword pattern

os

Task Tag

UM_ScanResultl
UM_ScanResultz
UM_ScanResults
UM_ScanResultd
UM_ScanResults
UM_ScanResults
UM_ScanResult?
UM_ScanResultd
UM_ScanResults

UM_ScanResultlo

[apply T cancel |

1

| »]
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44. Additional keywords can be added as required.

E Edit configuration -- Webpage Dialog

Configuration name: |Email Scan

Keywaord pattern

'desktop’
'monitor’
USE

Task Tag

UM_ScanResultl
UM_ScanResultz

UM_ScanResults

g 3= o e ™ Jn_hrwmx‘.“‘m‘jbwﬂx’- 4 b

E Test configuration -- Webpage Dialog Ed

Enter text:

I have a problerm with my desktop PC, the USE connection isn't working

Matches:
Keyword pattern Task Tag
‘desktop’ UM_ScanResultl
UsE UM_ScanResultd

=

R W SN R A T l..-,.".“‘-’*—\ Mm&af-«r-' Lo

Partial words and phrases can also be added ending with a *. For example,

mem* will recognize abbreviations relating to the word memory.

IP Office Contact Center Email & Chat Service
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E Edit configuration -- Webpage Dialog

Configuration name:

Ernail Scan

'desktop’
'monitor’
USE

mem™

Y TNy --b“‘-*"""uhr*"w%-m.m e A e g

Keyword pattern

Task Tag

UM_ScanResultl
UM_ScanResultz
UM_ScanResult3
UM_ScanResultd

UM_ScanResults

Enter text:

My cormputer has 2GB mem

Matches:

MM

Keyword pattern

Task Tay
UM_ScanResult

(Ciose) (ot ———

WM.E." -\."—\r‘““'\ﬁ-\.# SRR = —— o abrsie. B M’ln,“-ﬁl-x
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E Test configuration -- Webpage Dialog E

Enter text:

My cormputer has 2GB of memory ;I

Matches:

Keyword pattern Task Tag

‘mem™ UM_ScanFesultd

45.Click the Save button.

A 1P Office Contact Center

to Help 20:31/7 0:00 H Administrator () ~

E-Mail textsaarch

Configurations

Name
Email Scan

Administratio
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46.Return to the Email Flow. Click the Go to menu and then select the Task Flow
Editor.

A IP Office Contact Center

File Gota Help

1 Hotne

2 Telephaory

3 Realtime information
4 Reporting

3 Agent Status Reports
g Contact Detail Reports

¥ Error List

g Configuration

9 Ul config

10 Task Flow Edito

11 MWR-Editor
12 Dialer
13 E-Mail configuration Emai
14 Texthlock admin
13 Address book admin

47.Drag the E-mail script into the Email flow working area.
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A I Office Contact Center

EI|E‘ f____-'iljl',lj ﬂE-|Fj|

IO i Il Taskflow set Edit Tools ‘Windows Help
- DEH| /(& K8 Do

5B Task Flow Example BB List of symbols | = [E-mail flow]:Topic 1

{* Telephone calls ;I -------------------- r
J E E-mail e . Topiet | .

T Chat A o =
@ gent BT S
' External destination | [} . - . . . . ..o oL : ..........
B | 1| | [
LT | | A -
& Personalconkact || {p - s I

= [& Announcements

wM---W@m‘ .-Iﬁk- natien ol Aot o gt PO i,
A. Click and drag.

48.Select Email Scan and then select the OK button.

K Select E-mail script
=1 E-mail j O,
kame Pl Cancel

Colurmns |

o
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49.The configured element is displayed.

B

IP Office Contact Center

File Goto Help

Task flow set Edit Tools  Windows

Agent Portal

Help

=l v &858

|0 &

o
J

------ e"" Telephone calls
------ =1 E-mail

------ #5# Personal contact

')

g?.!. T ask Flow Example EE List of spmbols |

i R e

= [E-mail low]:Topic 1

Al

50. After the email has been checked for Keywords, we need to split the email path if
any of the keywords were found. This can be achieved using a Task Tag
element. Drag a Task Tag into the email flow working area.

A 1P Office Contact Center

File Goto

Help
Task flow set  Edit Tools Windows Help

Agent Portal

DEd v & M DB

f
J

B Task Flow Example 030 List of symbols |
@ Announcement script ﬂ
@ Announcement script (1
[=]-[@@ Connecting units
{}= Change task kag
& change skil
M Skill reduction
? Loac
% TaskTrap
[=-[& System conditions
| E Check Time Periods
_%9 Longest wait time excee
%n Mumber of basks exceed:
!_| Queue Full
Q Mimirum rumber of signe
fg Available agents Fulfill th
ﬂ Signed on agents fulfill tt

{5 Waik time

= [E-mail low]:Topic 1

oP®|g

D (& Distributor 5 -
%""“"md fffiff'__'ffiff'__'ffiff'..'ffﬁff'..'ffﬁj
e il ] Equal e, s i, AP A i o I s
A. Click and drag
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51.Click the browser button ... adjacent to Task tag: field.

) Task Tag

Task tag: I | 200 (o] 4 I
Cperation: == - Cancel |

F Case sensitive

Carmpatison I J

Camrmenk:

=)

[~

52.Click UM_ScanResultl and then click the OK button.

() select task tag
I ame i | Type | Data .. :l 0k,

Suppart_Contract Idzer String

Topich andlert T imeout |zer String Caficel

Ik _ActT opicDomain <Syst..  Shing

Ik _Act T opicT LDomain <Syst..  Shing

IbA_Asrriving Time <Spst. Timed...
IM_CCReceiverdddresses String

Ik_MezzageT ype String

IIbA_Priairity Murnber

String

Ik anHezult] String
IIM_ScanResult10 |zer String
IIM_ScanResult2 |zer String
UM _ScanFesult3 |gzer String
k_ScanFesultd Idzer String J
k_ScanFesulth Idzer String
k_ScanFesulte Idzer String

Ik_ScanBesult? Idzer Sting =
4| | »

I I I Columnz |

4

53.In the Comparison field type true and then select the OK button
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{*) Task Tag [ ]
Task taq: I LM _ScanResultl J o
Operation: Iﬁ C |

v Case sensitive
Comparison krue J
Comment: \

[

54.The configured element is displayed.

A

IP Office Contact Center

File Goto Help

Agent Portal Task Flow set  Edit Tools  Windows  Help

DeEE v & M Do

f
J

aolz |

[

£y Task Flow Example BE List of symbs

@ AnnoUncernent scripk

@ Announcernent script (1

ED Can

_ Change task tag

& Change skl
m Skill reduction

-.--.-.u-v-'-k_“ Apath . i

necting units

= [E-mail flow]:Topic 1

LW

O O

LIM_Scanf
- t,\ ]
=

P=mg-

55.1In this example, if the email contains a keyword it should be directed to agent
Karen. This can be achieved using an Agent element. Drag the element into the

Email flow working area.
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A P Office Contact Center

File Goto Help 21:6

Agent Portal Task flow set Edit Tools Windows Help
DEE| |8 &AB OO |

A :
£ T B st oot

abe Label Al &
J UT Trace task i

=@ Sources

| (' Telephone calls
& voice mails
E E-mail

% Chat
(=} (@ Destinations
m Agent group
¢ Telephone calls

X o
-
&% Personal contact

v w‘w_b‘«.‘r
A. Click and drag.

56. Click agent Karen and then select the OK button.

4 Select agent | X]

=1 E -mail j 0K

Narne < I T E] ] Number | PEX el

BEE | Columns |
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57.The configured element is displayed.

A, IP Office Contact Center

File Goto Help

Task flow set  Edit Tools ‘Windows Help

NSH| |8 8B Do) ¢
g?,; Task Flow Example gg List of symbols o [E-mail flow]:Topic 1
abe Label AllTE e
... . |Topict .. . |Email Sca| . . . |UM_Scanf . Karen || . . . . ..
[ Sourcss o BemRoooPFRy PR B2 L
; & Telephorecats |t - - - —H - L .. oL 1]

Srwaicemals L
= E-fpail w4

chat IR
B pestinations L F

Agenbgroup WL
T e e

58.If the email does not contain a keyword, the system is required to check that an
Agent is free before the email is distributed to the agent. This can be achieved
using a Logic element. Drag the element into the Email flow working area.

A 1P oOffice Contact Center

File Goto Help 21:6

IO Task flow set  Edit Tools Windows Help

P DEE| v & oo |

&
A ok o B8ttt

abe Label [ | R R e S IR IE S R
J UT Trace task .. . . |Topict .. .|EmailScal . . . |[UM_Scanff . . . . . ... ...

=) @@ sources vy MENMRL] v - ¢ IR 2o SRR v o0 g e s s 2 nney
('Telephonecalls R z
® Voks mals 5 5 1 e w5 @ s & RS § @ 8 2 @ e 51 %0 © (Y i & § % K Xt o
& emal S SIS SSSESEESISROSIIIE | S SOE SO
%Ch&t ................................ [ A I R
£ Destinations i i

§ agent group SRS NEEM AR TR IR S S L L Munn n ki § i g 8 8 E 0 e
.............................. W v e
¢ Telephone calls P

& personal contac ::::::::::::::::::::::::::::::::::::::::::::::::3
Y msw_b Ao _oasiliion SRPOPPT L RV S O R ENPON QPRSI YD PR .\"“"‘"\\'_ YV o
A. Click and drag.

59.In the Name field type Free Agents? and then select the Keywords button.
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) Logic
I ame: IFree LgentsY ] I
[t M= [rn] Cancel |
' et OT= [no]
M exit OF= [no] Select.. |
— Conditioh Mew
ﬂ Femuords. . T azk tag op... |
Operators. .
Tazk tag...
j " anables...
Comment:
[-
[~
| y
60.Click Number of free agents.
€} Available keywords | x|
‘aoice mail specific =] I
vumzgq[?)[voice] nvoiceiMzg Mumber of voice mails
vumnzgq[?)[voice] T ofoicehdsq Tatal speech time of voice mailz Eeme |
Coallectar specific
p[ ). callzinCueus Mumber of tasks in queus
p[ ). tazksT oDiztribute Mumber of tasks on the collector, due for distribution [new and queus) T ke
p[ ). averageiy ait Average wait time in seconds ask-ype
Pl maha ait b asirmurm vaaiting time of all callz / emailz # chat requests of the connected topics in se (s aII
.t’-‘n.gent qroup specific
| dln Mumber of signed-on users

-
-
-

d . Mumber of free agents
ag(?1]. averageCaIIsF’eanur Average number of calls per hour
aq[?)[]. averageS peechTime Average converzation duration in zeconds referring to the lazt hour
aqg[?)[]. queueF actar Queue factor [must be entered in tenths e.q. 1.0 -> 10]
anq(7][]. proceszahle Muriber of agents signed-on ta the agent graup that meet the kil requirements and are
aq( 7). loggedOnForskilz Mumber of agents signed on to the agent group meeting the skill requirement for the taz

VR -zpecific
vuscr[?][voice].freeF'orts Mumber of free_pnrts -
3 I

\.Il 1zel Mlenire] tabalPorks burnher of aneailable norts

61.Click the e-mail Task-type radio button and then click the OK button.
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(=) available keywords

Yoice mail specific
wumzgqg( ?][voice] noiceb =g
wumzgd[?][voice] tT ot oicekzg
Collectar zpecific
pl ). zallzinlueus
pl ) tazksT oDistribute
p[ 7] averageis ait
Pl rasha it
Agent aroup specific
?

agl|[].freel]
ag[?[] averageCallsPerHour
ag(?[]. averageSpeechTime
ag( (] queueF actar
aq[?[]. proceszable
ag [} loggeddnFarSkill:
IR -zpecific
wuzcr ¢)[vaice]. freeParts
wizcr ¢ [vaice] totalPaorts
Call-zpecific
1] |

——— |
Mumnber af vaice mails

Total zpeech time of voice mails

Murnber of tazks in queue

Murmber of tazks on the collector, due for
Awerage wait time in seconds

b asirnurm waiting tirme of all zallz # emailz

Murnber of signed-on users

Queue factar [must be entered in tent
MHumber of agents signed-on to the
Mumnber of agents signed an to b

Murnber of free ports
Murnber af available paorts

62.Click after the Condition text and then click the Operators button.

€ Logic
Marme: IFree Agents? Ok I
[nput [M=[r] Cancel |
Y et OT= [ha]
M exi OF= [na) Select... |
— Condition Mew
aal 7] free()| ~|  Keywords... | Tazk tag u:up...l
Operators.
Tazk tag...
j Variables...
Caommemt:

63. Select the greater operator and then select the OK button.
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{=) Available operators

modulo ;I

arthrn. and
arithrn. ar
Dpen bracket
Cloze bracket

—_—— g e

Comparizon operatars
== equal
I= riok equal
< less

{= lezs than ar eiual

r= greater than or equal
String operations
+ Connected words (2.0, "Call"+"'Center w
Lericographical word comparnzon for equ.
Lexicographical ward comparizon for not o
Lericographical word comparizon for less
Lexicographical ward comparizon for less
Lexicographical waord comparizon for gres
| Lericographical word comparizon for gree ™
3

e

]9

Ca

64.Change the ? to OT

) Logic
M ame: IFree Agentz? ] I
[t IM= [nao) ﬂl
et OT= [no]

M exit OF= [nol Select.. |
~ Condition Mew
aa(0T)[]fre] » | ;I Fepwords. . Task tag op... |
Operators. .
Tazk tag...
j Wariables...
Comment:
| y

65.Place a 0 at the end of the Condition and then click the OK button.
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{=) Logic

W ET =

[t
' et
M et

nter Email & Chat Services

— Candition

ag(QT][]freel] > 0

IFree Agents? QK.
M= [ra] Cancel |
OT= [no]
OF= [no) Select.. |
Mew
ﬂ Femuords. . T azk tag op... |
Operators. .

Tazk tag...

Y arables. ..

Comment;

N I

66. The configured element is displayed.

A

IP Office Contact Center

File Goto Help

Agent Portal

Task flow set  Edit Tools Windows Help

s IR =]

f
J

g?g Taszk Flow Example EE List of symbolz I

A

€& Chat script

"?p Chat script {1 script)
ED Announcements
[ ¥R script

: [ IvR-Seript (1 announcerr

e @ Announcement script

@ Announcement scripk {1

[=]-[@ Connecting units
_ Change task tag

= [E-mail flow]:Topic 1

Tapicl . . . |Email 8cal . . . |LM_Scanf . . |Karen o
I| |: :| Ej\E .....
= . 56 ) el I a |
e reepgeny | oD
..................... :| E
_____________________ L

S B

67.1n this example, if there are free email agents available to receive the email it will
be directed to the Sales agent group. This can be achieved using an Agent
group element. Drag the element into the E-mail flow working area.
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A P office Contact Center

File Goto Help

IR Task flow set Edit Tools Windows Help

DEd |8 aBme ¢
& |

£ Task Flow Example B8 List of symbols = [E-mail flow]:Topic 1
abe Label =
J T Trace task ..o [repict | - .. [EmailSca] . - . [UM_Scan . . . [Karen | ... ..o

=) @ sources i::%EC::ij'ﬁE::::“»%:i:Ea
€ Telephone calls B i
& Voice mais D
B E-mai If]]IIIII]IZIIIQ]IIII]III]LZIII]]f]ﬁﬁﬁ]ﬁﬁﬁﬁﬁ:
= d N v I

(b Destindbmmeeigeemedt [ I} . o ? O - - g r
£ agent growp [ EQ.ZZ;‘.Z.ZZQQIZZ
¢® Telephone cal vt‘ ............................. . .,l. ........... (
E E-mail L | | -t
T Chat - B L T L T Tt )
B gttt sttt Al Lo it - g o ettt L e - a o W g

A. Click and drag.
68.Select Sales and then click the OK button.

-f._l* Select agent group

|E1 E-mai j oK,

| HEEE Columns |

o

69. The configured element is displayed.
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A P Office Contact Center

File Goto Help

Task Flow set  Edit Tools Windows Help

NS /| & &8 Do {

= [E-mail low]:Topic 1

------ abe [abel =
------ T Trace task

[=]-[a Sources
------ € Telephane calls

------ @ Yoice mails

Anent Portal
[
LTy Task Flow Example 010 List of spmbols

[=]-[&¥ Destinations
...... m Agent araup
------ ﬁ Telephone calls

g S
70.Connect the elements as illustrated below.

& [E-mail low]:Topic 1

S IR e R
Topict .. . |Email Sca| . . . [UM_Scanf . . L. a |
1] O - (. M ¢ E = =
jE %q B 1 e
R Sales S
N Free Agen] . L
.................... ] ] 4]
...................... ?m- i

71.Click Task flow set and then click Save.
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A IP Office Contact Center

File Goto Help

Agent Portal Task Flow set Edit Tools  Windows  Help
v CerlHM m
ﬁ Open Chrl+0
Close mbols |
Ackivate =
fAckivate iryaddition =i
Reactivate,

Save as...
Information

Delete. ..
Default bask Flow set. .,
Ackive task Flow set,,,

Export...
Impork...

Print. .. Ctrl+P
Prink preview

o g8 pgent

-~ External destination 1.

., :" A iRt i g el

72.Click Task flow set and then click Activate.

IP Office Contact Center

Tools  Windows Help

U ‘

- Chrl+0

Agent Portal Task Flow set  Edit

wmbols | == [E-mail Aow

a

Ackivate in addition =
Reactivate. ..

Save Chrl+5
Save as...
Infarmation

Delete. ..
Default task Flow set..,
Active bask Flow set...

Expart...
Impart...

Print. .. Cerl+P
Prink preview

¥ Agent

' External destination |

e G o gty |

73.When prompted click the OK button.

K|

Task Flow Editor
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Text Blocks/Autoreply

Text blocks can be used to automate standard responses given by E-Mail, Topics &
Agents in the course of answering customer emails. Text Blocks can be added to the
response email or customized per email as required.

Auto reply templates can be used when an Incoming email arrives at a topic or when
the email arrives at the Agent.

To configure a Text Blocks with an Auto Reply:

1. Click Go to from the menu and then select Textblock admin.

IP Office Contact Center

= fools Windnw?

% ;j:rf;;zni:furmatinn % | E%

4 Reporting e EE List sz

3 Agent Status Reports

6 Contact Detail Reports

¥ Error List

g Configuration

9 1l config one calls

10 Task Flowy Editor b ail=

11 PR-Editor Ve

12 Dialer

13 E-hail configurati |

14 Texthlock admin i f

15 Addrezs book admin o ;
I one calls f

B E-mail -

2. Click the Autoreply templates button.

A, IP Office Contact Center

File Goto Help

Agent Fortal Textblocks [ Autoreply ternplates Topics/autareply

Texthlocks 1 ewthlock
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3. Click the New template button.

A IP Office Contact Center

File Goto Help 22:00/ 0:00 ‘ ‘ Administrator () «

Agent Portal Textblocks Autareply templates Topics/Autoreply

y template

New termplate

22:017 0:00 | | Administrator (1)

Wariables format:

[wariables] English (US) =«

W Attach original message

Compose text
Textblocks:
English [US) =

Save l [ Cancel ] [ |4 Save + Preview ]
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5. Click the Compose text button.

A IP Office Contact Center

22:017 0:00 | | Administrator (-} =

|Top\cl Auto

Subject: [Re: $SUBIECTS
[Wariables] =] wariables farmat: [English (US) =

[¥ attach original message
Compose text
Textblacks:

IEnghsh (Us) =

NP YT b PN L Y ORI T ISR SRR SN NS

6. In the text field type Thank you for emailing the Support department. Your
email reference is

A IP Office Contact Center

2213/ 0:00 ‘ ‘ Administrator ()

Textblocks Autoreply templates Topics/autoreply

IToplcl Auto

Subject: |Fe: $SUBIECTS
[wariables] ~| wariables format: |English (US) ~

[ Attach original messags

Text (English {US)) Compose text

I[Style] ;I |[Funt] ~| |[Font Swze];”

Textblocks:

L BR@ o~ BI U= =|—|E: As|V¥ [Enalizh (0%) =]
Thank you for emailing the Suppert department. Your email

reference is

[Variables] ~| Wariables format: IEnghsh (Us) =

B s R A g A P T A

T S N T I W Upvr Ry s PP Y

7. Click the Variables drop down box and select TICKETID.
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A P office Contact Center

Eile o Help

I 0:00 H Administrator (-} ~

|TDpic1 Auto

subject: [Re: $SUBJECTS

[wariables] ~| Wariables format: |English (US) 'I

¥ Attach original message

Text (English (US))

[(style] =l [[Font] =l JrFant 5|ze]:||
$ B@|o B A #

Thank you for emailing the Support department. Your email

reference is

Texthlocks:
English (US) =

s

[Wariables]
[Variables]
AGENTCITY
AGENTFAXND
AGENTFUNCTION
AGENTGIVENNAME
AGENTMAIL
AGENTMOBILENO
AGENTHAME
AGENTSTREET
AGENTTELMO
AGENTZIPCODE

CURRENTDATE

RECEIVEDATE /
SENDERMAIL

SEHDERNAME
SUBIECT

Variables format: | English (US) =

[ save | [ Cancel ] [ & Save + Preview

8. This will place a reference ID into the email, which can be searched in the
Archive.

IP Office Contact Center

0:00 H Administrator (-}~

[Topic1 Auta

Subject: [Re: $SUBIECTS
[Variables] x| Wariables format: |English (US) =
¥ attach original message

Text (English {USY))

|[stvle] =] [[Font] x| [[Font 5ize];||
Textblocks:
B — == )
J’E'nn‘a‘rg‘ :| it v English (US) =
Thank you for emailing the Support department. Your email

reference is $TICKETID$ ‘\

[wariables] ~| Wariables format: |English (US) =

S NP S RSP W W e L P SRR St e

9. Click the Save button.
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A IP office Contact Center

0:00 || Administrator (-}

[Topict Auta

Subject: [Re: $SUBIECTS

[Variables] ~| Variables format: IEninsh (Us) -

[¥ attach original message

Text (English (US)]

|[Stvle] x| [[Fant] x| |IFont 5\29]:||
Textblocks:
— | B A 7| "
éﬁﬂ.‘ﬂ “‘BIH| = : |— v English (US) =
Thank you for emailing the Support department. Your email

reference is $TICKETID$

[Variables] =] wariables format: [English (U5} =

New termplate Save [ Cancel ] [ |3, Save + Preview

{0:00 | ‘ Administrator (-} +

Topic1 Auto

Rename ITopicl Auto

Subject: [Re: $5UBIECTS

[Variables] ~| ‘ariables format: IEngI\sh (Us) =

[V  attach original message

Text (English (US))

Thank you for emailing the Support department. Your email reference
is $TICKETID$

Compose text

Texthlocks:
English [US) =

e AP gt o g Mttt G S G SYPSERGY WP LY N

AR gLk et A

11.Click Topicl
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A IP Office Contact Center

File Goto Help

Agent Portal [ Texthlocks H Autoreply termplates ] Topics/autareply

ﬁ Top ics Top ic

et il n b B g st e e M
12.Click the Autoreply template drop down arrow and select Topicl Auto.

A IP Office Contact Center

File Goto Help

Reply-to address:
% Topic
i~ Agent
i No reply possible

© User defined: I

% Incorming mail arrives at topiy

= Incoming mail arrives at agen

AP mandin s, I s A e e ”‘vﬂ"wn—M “«r"“““‘\"‘ e -,

13.Click the Save button.

A 1P Office Contact Center

22:397 0:00 | | Administrator (-} =

ics Topic "Topicl"
- B Tapiel autoreply template; [Topicl Auto =]
Reply-to address:
@ Incoming mail arrives at topic & Topic

" Incoming mail arrives at agent & Agent

Mo reply possible

 User defined: I
|

A At bt gl . e i i st S A b B N AR s el iy g st A0 | g

When an email is now sent to Topicl, the sender will automatically receive an email as
illustrated below.
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Fle Edt View Tools Message Help g

% & w S X Q O W

Rephy Reply Al Forward Print Delete Previous Mk Addresses

From: Topict
Date: Tuesday, June 17, 2014 9137 AM
To: Customer

Subject:  Re: Help with Deskiop
Attach:  |[2) originaltxt (27 bytes) (5] ATTODL31.kxk (31 bytes)

I‘ Thank you for emailing the Support department.Your email reference is 4535995385028800

Textblocks

Textblock templates can be used to create standard blocks of text that can be added to
email replies sent to customers. Templates can be used with Variables that can be
altered by the Agent or entered automatically, before sending an email response.

& RE: Support request - Unicode (UTF-8) |:”§|r5__<

ﬁ|
;!:

. File Edt View Tools Message Help

& & 8 < X O QO w

Reply Reply Al Forward Prink Delete Previous Mext Addresses
From: Topic
Date: Tuesday, June 17, 2014 11:05 AM
To: Customer

Subject: RE Support request
Attach: | ATTOO156.bxk (339 bytes)

Agent response to the email.

Thanks for emailing the support desk with your issue Support request on 6/17,/2014
Your response was from Agentl on 6/17/2014

If you have any feedback, please send an email to topicl@mail.abccompany.com

From: Customer <customer@mail. abccompany.comz
Received: 6/17/2014 10:46 AM

To: Topicl <topicl@mail. abccompany. coms

cc:

Subject: Suppoart request

Support reguest

1. Click Go to and select Textblock admin.
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A IP Office Contact Center

File Goto Help

I
=]
3
i

Telephony

Reaftime infarmation
Reporting

Agent Status Repaorts
Contact Detail Reports
Error List
Canfiguration

L e B L LA B DO L

9 Ul config

10 Taszk Flow Editor

11 I¥R-Editar

12 Dialer

13 E-Mail configuration
14 Texthlock admin

15 Address book admin

h Service ‘Windows Help

e | 3€PBX |%CC3
|Iﬂ.ﬂ'«gent qraLp I .ﬂz

Henu

4:—'/

“‘,M’*“"xw_‘-’}

2. Click the Textblocks button.

A 1P Office Contact Center

Yl e aha——— .,

3. Right click on the Active link and select Create new textblock...

Taopic "Topicl"
Autoreply template: | Topicl Auto «

Reply-to address:
& Incoming mail arrives at topic & Topic

€ Incoming mail arrives at agent © Agent

€ Mo reply possible

" User defined:

Lo bt BN o et i N o Gt s G 0 g g

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

File Help

|_:: o to

Textblocks [ Autoreply templates ][ Topics/Autoreply ]

Agent Portal

A. Right click.

4. Enter a name for the Textblock in the New textblock field. For example, Topicl

Std.

A 1P Office Contact Center
Help

Topicl Std s

22:57 1 0:00 | ‘

--Language selection-- -I

Administrator (-} «

en_us
Used wariables. .

|[stvle] =l [[Fant]

IR EE:

[Wariables]

Mon-associated topics:

Associated topics:

Save in “Active" 1 [ Sawve as draft ] [ Cancel ]

Mew textblock

Topicl

5. From the Language selection drop down box select the required language. In
this example, English (UK) has been selected.
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A, P Office Contact Center

Help 23:00/ 0:00 || Administrator () ¥

Textblocks Autoreply templates ” Topics/Autareply ]

& k"
Topicl Std --Language selection-- =
--Language selection--
en_us Czech
- Danish
Dutch
English (Ca
|[5ty|e] ;I |[FDnt] ;I |[FUnt 5|ze];|| Finnish
French
P BB o~ u===s —[E=|Er(A 2|y German
i Hungarian
- Italian
MNorwegian
Polish
Portuguese
Portuguese (BR)
Russian
Spanish
Swedish
E N R e 1" P S WP S S Wperger L NOUL S T _TIRgr S eRiy o o Seey SO Lt

In this example, a text block will be added that will include a number of variables. The
text block to be configured is as follows:

Thank you for emailing the support desk with your query relating to $SUBJECT$
received on $RECEIVEDATES.

Your email response was from SAGENTNAMES$ sent on SCURRENTDATES$

1. In the text window enter the standard text that can be added to email replies. For
example, Thank you for emailing the support desk with your query relating
to

A 1P Office Contact Center

23107 0:00 || Administrator (-) ~

Textblocks Autoreply templates ” Topics/Autoreply ]

Texthblock "Topicl Std"
[ropictsd

[(style]l =] [[Font]
$BBR| v BI U

--Language selection-- 'I

EA S|V

Thank you for emailing the support desk with your guery relating to

el et ey RN o A R e e e A St it e R, G ]

2. In this example, a variable will be added to reference a “Subject”. Click after the
text block text, and then click the Variables drop down list. Select Subject.
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A P Office Contact Center

I 0:00 H Administrator (-} *

Textblocks Autoreply templates H Topics/Autareply I

Topicl Std

[[style]l x| [[Fant]
$ BB o BIU

Thank you for emailing the support desk with your query relating to \

--Language selection-- =

b

[vVariables] -
[Vvariables]

o e L Non- assosiated topics:
AGENTFUNCTION Topicl
AGENTGIVENNAME
AGENTMAIL
AGENTMOBILENG
AGENTNAME
AGENTSTREET
AGENTTELNO
AGENTZIPCODE

New texthlock [CURRENTDATE

RECEIVEDATE

Eave as draft

3. Continue the text block with any additional text. In this example, the words
received on have been added.

A IP Office Contact Center
File

261 0:00 ‘ ‘ Administrator (-} +

Texthlocks Autoreply templates | [ B Topics/Autoreply |

ITop\ cl Std

[(stvlel =] [CFont] =1 [rFont 5\29];”
$ BER|9 =BT U

--Language selection-- 'I

A o

Thank you for emailing the support desk with your query relating to $SUBJECTS received on|

e B I I IV L L B O S PN L SR Y bl ,_,_\,J\___f‘\n_‘..,..--l

4. Click the Variables drop down box and select RECEIVEDDATE.
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A P Office Contact Center

Eile o Help 1 0:00 H Administrator ()  *

Tesxthlocks Autoreply templates | [ E5 Topies/Autoreply |

Topicl Std

|[stvle]l =] [[Font] =] JrFont SIZE];I‘
L BB@| o= BI U

--Language selection-- -I

A A

Thank you for emailing the support desk with your query relating to $SUBJECTS$ received on

[Wariables] -
L [Variables]
AGENTCITY
AGENTFARND I Mon-associated topics:
AGENTFUNCTION Topicl
AGENTGIVEMNAME

AGEMTMAIL -
AGENTMOBILENO
AGEMTMAME

AGEMTSTREET
AGEMTTELNO

CURRENTDATE ave as draft

RE
SENDERMAIL
SENDERMAME
SUBIECT
TICKETID

12

New textblock

I 0:00 H Administrator (-} -

Textblocks Autoreply templates H Topics/Autoreply I

Topicl Std

I--Languaqe selection-- =

|(stvle]l x| [[(Font] =l |[FDnt5\29];||

A 2|

d Ba@ v BIU

Thank you for emailing the support desk with your query relating to $SUBJECT$ received on
$RECEIVEDATES

Your email response was from|

. v sl o gt il sy S o I AN it s - it

6. Click the Variables drop down box and select AGENTNAME.
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IP Office Contact Center

6/ 0:00 | | Administrator {(-)

Textblocks autoreply templates “ Topics/Autoreply ]

[Topictstd
[(stwle] =] [[Font]
Y Ba@| v« B I U

--Language selection-- =

ALY

Thank you for emailing the support desk with your query relating to $SUBJECT$ received on
$RECEIVEDATE$

Your email response was from

[variables] v‘

H[Variables]

AGENTCITY : )
&AGENTFAKNO 7L Non-.assoclated topics:

AGENTFUNCTION Topicl
AGENTGIVEMMAM

AGENTMAIL
AGENTMOBT fe)

AGENTSTREET
AGENTTELND
AGENTZIPCODE

n
New textblock [CURRENTDATE Eave as draft

nistration RECEIVEDATE

Thank you for emailing the support desk with your query relating to $SUBJECTS$ received on
$RECEIVEDATE$

Your email response was from $AGENTNAMES|

7. Continue the text with the words sent on.

IP Office Contact Center

23:40/ 0:00 H Administrator () ¥

Textblocks autoreply templates ” Topics/Autareply ]

Texthlock "Topicl Std"
[Topictsd

|[Stv|e] 4| I[ant] = I[ant size] x|
Y BRRBR o B UEEEE|— E

--Language selection-- =

i= |[EE1E A >

"

Thank you for emailing the support desk with your query relating to $SUBJECT$ received on
$RECEIVEDATE$

Your email response was from $AGENTNAMES sent on |

Y T SN r_,q.—.m-h. i gt s AR o g AR I T T PP R, SR SR

8. Click the Variables drop down list and select CURRENTDATE.

IP Office Contact Center Email & Chat Service 05 2016 202



IP Office Contact Center Email & Chat Services

A, IP Office Contact Center

File Goto Help

(3 FEE] Texthlacks futoreply templates H Topics/Autareply ]

Textblock "Topicl Std"
Topicl Std

23411 0:00 H

Administrator () ~

--Language selection-- =

Used variables...

|[Style]

=l [IFant]

s BBR v | B 7

=l |IFont 5\29];||

s

$RECEIVEDATES$

Your email respon

[variables]
L{[variables]

Thank you for emailing the support desk with your query relating to $SUBJECTS$ received on

se was from $AGENTNAME$ sent on

AGENTCITY
AGEMTFAXND
AGEMTFUNCTION

15

AGENTGIVEMMAME
AGEMTMAIL
AGENTMOBILEND
AGENTMAME
AGENTSTREET
AGEMTTELNOD
AGEMTZIPCOD)

New texthlock

RECEIWEDATE

Maon-associated topics:

Topicl

ave as draft

Cancsl

SENDERMATIL
SENDERMAME
SUBJECT

TICKETID

$RECEIVEDATE$

Your email response was from $AGENTNA

Thank you for emailing the support desk with your query relating to $SUBJECTS$ received on

ME$ sent on $CURRENTDATE$)|

9.

A IP Office Contact Center

File

Textblocks Autoreply templates H Topics/Autoreply ]

Textblock "Topicl Std"
[Topict std

23:45/ 0:00 ‘ ‘

In this example, addition text has been added to state: If you have any
feedback please send an email to topicl@mail.abccompany.com

Administrator (-} ¥

[“Language selection— =

Used variables...

|[Stv\e] ;l |[Funt

] =] [[Fonts

$ BB o B

ize] ;l‘

S |Es A

)

Iu = v

H
H

$RECEIVEDATES

If you have any fee

10.Click the Save in Active button.

IP Office Contact Center Email & Chat Service

Thank you for emailing the support desk with your query relating to $SUBJECT$ received on

Your email response was from $AGENTNAMES$ sent on $CURRENTDATE$S

dback please send an email to topic1@mail.abccompany.com

e “,‘hAM#-*‘ﬁw *_M'__,__‘r.*_'._"«mwmu’h_*"
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A P Office Contact Center

Eile Goto Help

23477 0:00 H Administrator () ¥

[[style]l x| [[Fant] | [[Font Size];”
Y B@ s BI U ==

asly

Thank you for emailing the support desk with your query relating to $SUBJECTS$ received on
$RECEIVEDATE$

Your email response was from $AGENTNAME$ sent on $CURRENTDATES

If you have any fesdback please send an email to topic1@mail.abccompany.com

[variables] -
Associated topics: Mon-associated topics:
Topicl
Mew textblock Save in "Active” [ Save as draft ] [ Cancel ]

0:00 H Administrator (-} =

Rename |Top|cl Std
-~ [E Topic! Std

Drafts m
[(style]l =] [[Font] =l
$BR| >~ B UE

I——Languaqe selection-- =

[Font Size] ;||

2 |

B 1 P S e T L PO BN S e E S PR

How to use a textblock

1. When an Agent receives an email they press the reply button on their user
interface.
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[y | ] status | service | From | Tepic | Subject | Received & |
= At Ml Customer Tepicl Support requeit ESIT/2014 10046 AM
1-10ft
Processing mail -
Pracs 9|__:_:I_: | v w(=) =0 | (=
From: Customer < oustoman@maeil, sbooompsn yomm s
Ta: Topicl <topicl@mail.sbccompany coms @ @ E
Subject:  Suppirt request
Support requesl
2. The Textblocks are displayed on the right hand side of the screen.
Repl il — oAl
b e |2 | @ | @ | (@
from: [Topicy 1[2] (2] ] [¢] Tesviocks
I I6... iCummur-:wwmur@mil.a‘hc\wmnmv.m:— ] L enguaga:
Subject: |WE:SUDNRMQUOH | :‘r‘ [Enqhg‘hql.llc] L
Karrmal | erdana w [ senal w I:I'onil:!
= ==l oo & T
ImB oo FXU EFAE — 25 FF AL oplet E
| [ Topic | ST
=====0riginal Messaga-==-==
From: Customar <customan@mail abccompany .come
Receved 5/17/2014 10:46 AM
To: Topicl <topicl@mail.aboccompany.coms
[o:H
Subject: Support requast
Support regues!
Add

Note: The agent will require the Use textblocks privilege to use this feature
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{2} Agent privileges
Feparting I R ealtirne Information | Task Flaw Editar | Others
Agent | ]l E-tdail IEaniguratiDn | Wariables
Cancel |
P P
[T E-Mail cohfiguration I [ Testblock administatar I
¥ FKewwdd bazed E-mail routing |
| ail supervizor |
v Usze textblocks I [T Defer e-mails r
[ Agent queus view - ¥ Print e-mails |
[T Delete e-mailz I [ Automatic sign on I
[ E-Mail srchive I [~ Reply as agent I
= ol A g, *‘Mx "‘-‘\1‘# i - h‘—iﬁn.wﬂ.‘,‘"h“*“w s -'.-r' iJ\

3. The agent can fill out the response before using the textblock or use a textblock
for the response. Click the required Textblock and click the Add button.

Rarply mail

From;  |Topicl E] Ei Tesxthlocks
;".'uabomvricuatamvn}mnll shooompany coms : Language:

Subject: |RE: Suppart request v English (LK) b
Hormal e | Verdana v [ Senall - Topie:
Rl oo Frl EEIN—EE ek ALE Topicl 3
| B Tope L STD
=====riginal Messaga==-===

From: Customer <customengmail. abccompany .coms
Received: 6/17,/2014 10:46 &M

To: Topicl <topicl@mail.abccompany.coms

Ceo:

Subject: Support requast

Support reguas!

4. In the AGENTNAME field type the agents name and then click the OK button.
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Enter parameter

A AGENTMAME: Agent| ]

Thanks for emailing the

support desk with yvour 1ssue
Support request on 6/17/2014

Your response WW

AGENTNAME on
61712014

If you have any feedback,
please send an email to
topic 1{@mail abccompany. com 3

4 >
OK I Cancel I

5. The Textblock is now inserted into the email response. Select the Send button to
send the email to the customer.

Reply mail
Replied Forwarded

From:  [Topicl send | @ E] Textblocks
i To.. ]‘Customer’<customer@mai|‘abccompany‘com> |

= Language:

Subject: [RE: Support request (& English (LK) 2
Hormal ~ | verdana || small - Topic:

= Topicl R4

wh
Ll

YB@ v FxU
Agent response to the email.

1]
]
]
[[]
|
1
1
=

AL

Thanks for emailing the support desk with your issue Support request on 6/17/2014
Your response was from Agentl on 6/17/2014

If you have any feedback, please send an email to topicl@mail. ahccompany.com

Fram: Customer <customer@mail.abccompany.com:s
Received: 6/17/2014 10:46 AM

To: Topicl <topici@mail.abccompany.coms=

[o(=H

Subject: Support reguest

Support reguest

6. The customer receives the email.
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& RE: Support request - Unicode (UTFE-8)

File Edt View Tools Message Help :,
1A K
B & v o X Q O w
Reply Reply all  Fonward Print Delete Previous Mext Addresses
From: Tapic1
Date: Tuesday, June 17, 2014 11:05 AM
To: Customer

subject: RE: Support reguest
Attach: | ATTOO156.Ext {339 bytes)

Agent response to the email.

Thanks for emailing the support desk with your issue Support request on 6/17/2014
‘Your response was from Agentl on 6/17/2014

If you have any feedback, please send an email to topici@mail shocompany . com

From: Customer <customer@mail.abccompany. comz
Received: 6/17/2014 10:46 AM

To: Topicl <topicl@mail abccompany.coms=

Co

Subject: Support request

Support request

7. The Agent can then click the Complete button to complete the Email

e
m.fm [A 8ot | @ Recpiebin o Completed | @ i |

[ | ] Statas | Service | Froam Tapic | Subject | Received a

(=] Active Hasl Cushommer Topicl Support requast BALTS2014 10046 AM

Processing mail | v () M (o =
Replisd Y

From: CUPGET <CustamerPimad, sBLcompany Some

To Topicl <topicl@masil sbocompany.com =

Subject: Support request

Suppont request

E=iofi

8. The email is now removed from the inbox.

v

In

# Drafts l

(3 Sent ” i Recycle bin ”v’ Completed "E Archive I

[y | 09 status | =ervice | From | Topic | subject Received a
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Archiving the Email Database

The email can be archived to the umarchive database and removed from the c3k

database by using an archive schedule.

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

A, IP Office Contact Center

File Gota Home Help

1 Home

2 Telephony

d (Global)

is go then

3 Reattime information

Reparting

Agent Statuz Reports
Contact Detail Reports
Error List
Configuration

(L L R B Lo LU B

I config

10 Tazk Flowe Editor

11 IWR-Editar

12 Dialer

13 E-mail configuration
14 Testhiock admin e | A
15 Address hook scdmin

rered:

mpleted:

e T N TN
2. Click the Archive/Delete tab.

A 1P Office Contact Center

E-Mail configuration g, 5 154 apep

[)‘{‘ System] @ﬁ[ Components

Administrator (-} =

Configurations

Name
Email Scan

Al star mamat bt bt s A AP i e, B s gl et g A N g bt ot P

3. Click the Add button.

IP Office Contact Center Email & Chat Service
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A, IP office Contact Center
0:00/ 0:00 || Administrator ()~

cs/Domains E-Mail textsearch archive/Delete

Archive E-Mail documents | Delete E-Mail documents

Info: All archived documents are deleted from the source-DB.

State Next run All documents prior to Mode Previous run

G SRR SR PRGNS S SRV L S R S AR S T R

4. You can now create a single or reoccurring archive that will run after a defined
period of minutes/hours/days/weeks or months.

A P office Contact Center

0:03/ 0:00 H Administrator ()~

E-Mail textsearch Archive/Delete

Archive E-Mail documents | Delete E-Mail documents
Info: All archived documents are deleted from the source-DB.
State Hext run All documents prior to Mode Previous run
ready 6/20/14 6:32 AM 6/19/14 8:32 AM once

(: once

. [ repeat after |1 day(s) -

activate [ all documents older than 11 [dayisy -

Start: [erz0/1a [ |[5:3z:00 AM
| )

5. Enter the required time and date for the archive and click the Add button. In this
example, an archive has been created that will repeat daily at 1am from the 1st
July 2014 and will move all documents older than 30days to the archive

database.

IP Office Contact Center Email & Chat Service 05 2016 210



IP Office Contact Center Email & Chat Services

A IP Office Contact Center

File o Help 19:07 7 0:00 H Administrator (-} ~

E-Mail configuration g ;1.2

E Date -- Webpage Dialog

< August 2014 »

5inon 1 e s
1 2

Archive/Deleta

Archive E-Mail documents 2 UMmEents
10
Info: All archived d are deleted from the sot| -
State Next run Mode Previous run
ready 7/22/14 2:59 AM once
s once
repeat after |1
activate ¥ #ll documents older than |30 Iday(s) =l
Start: |ar1/14 |1:00:00 &M
| ]
ready 7/22/14 11:00 PM 7/21/14 11:00 PM every 1 days ¥ 7/21/14 11:00 FM

uration g1 521 zon0

archive/Delete

Archive E-Mail documents | Delete E-Mail documents

Info: All archived documents are deleted from the source-DB.

State Next run All documents prior to Mode Previous run
ready 6/20/14 8:36 AM 6/19/14 §:36 AM once

© once

¥ repeat after |1 IdﬂY(S) j‘
activate WV all documents older than |1 [aaysr =]

Start: [6/z0/14 [ ] [11:00:00 PM

End: [rrzsa [ [rriooioo pm

At g nih o A, g e I i i o P APIDN A I o s BB g PP sy o A B e,

7. The archive schedule is displayed.
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A, IP Office Contact Center
19:09/ 0:00 H Administrator (-) =

[ 0.2.3-21.2000

il Components

ful
em

Archive/Delete

Archive E-Mail documents Delets E-Mail documents

Info: All archived documents are deleted from the source DB.

State Next run All documents prior to Mode

| | ready 8/1/14 1:00 AM 7/2/14 1:00 AM every 1 days

Previous run

8. For a User to see the E-Mail Archive, when logged in as that user. Click E-Mail
client — View and then select Visible folders.

0:00/ 0:00 | &=

I\o\ew Visible folders I I
[T p— ¥ o Recycle bin " Completed
[ | ] Status | Service From | Topic | Subject | Received a |
(=} ad Mail Customer Topicl 14:21 6/16/2014 2:22...
hy ot et AP it o A AT dae B gt agh. S P s ey J

9. The default Visible folders are displayed.

Visible folders

available folders | Selected folders |
CvErViEw Inbox
Cuthox Dirafts
Archive Sent
A Recycle bin
= Completed
= ==

5
I
o
|
3

[ (] 8 ] [ Cancel ]

10. Select the Archive folder and Click the >>> button to move the folder to the
Selected folders view window and then click the OK button.
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Visible folders

| Selected folders |

Inbox
Drafts
Sent
Recycle bin
— /| Completed
Archive

Available folders

Oy ey e
Quthox

Up Crown
i Ik ] i Cancel ]
11.The Archive view will now be visible.
# Drafis 4 Sent ” fil Recycle bin Hv’ Cormpleted “E Archive ‘
0y | 07| status | Service | From | Topic | Subject | Received &
Q Read Mail Customer Topicl 14:21 61672014 2:22...
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Mail Exporter.

There is a new feature called Mail Exporter that automatically archives your emails into
files that can be viewed offline in a 3" party e-mail program such as Outlook, or
Thunderbird.

Once an email has resided in the IP Office Contact Center archive database and is
older than 100 days (timestamp from initial email arrival), they will be zipped into files
(Maximum 250MB each) and moved from the archive database. The customer then has
100 days to obtain the zipped file before it is deleted from the server.

This schedule is processed automatically on the archive database, but the schedule to
move the file to the archive database must first be configured manually.

Access to the zipped email files:

1. Using a browser enter https: \\ XXX XXX XXX XXX:28433\Administration
(Where XXX XXX.XXX.XXX is the IP address of the IP Office Contact Center
server).Then login with the User name Administrator.

I} 1POCC - Administration Si.. > | &+

€ | @ |htips//192.16842.5:28443/Administration/ @ Q Search B 9 3 A O

IP Office Contact Center
Administration

User Name |ﬁdn‘|inis'r.raiot |

Password

Language English w

@2016 Avaya Inc. All Rights Reserved

Bestviewed in IE 11, Chrome 39, Mozilla 34
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2. Choose the Download option.

[ IPOCC - Administration Si.. X | 4

€ B8 hittps://192.168.42.5:28443/Administration/#/Lanc @  Q Search wB QO 3 4 S =

AdA IP Office

Contact Center

Download Certificate = System

3. Choose Archived E-Mails.

| £ 1PoCC - Administration Simplified - Internet Explorer =] x|
@\’-‘/ = I@ https:/{ :28443/Administration/#/LandingPage 67 78ae5cb ,Qj 3 Zertifikatfehler | | ¢4 (2 IPOCC - Administration Simpli... i)

AVAYA b Office

Contact Center

Archived E-Mails

Download | Certificate ~ System

IP Office Contact Center Client

IP Office Contact Center Logs
S I Archived E-Mails I

SRNO Name Created ~ Size Action

SE

CH ARCHI

1 2015-12-02-143020_1449063020360 zip 03.12.2015 16:31:49 5MB +

4. All of the archived E-Mails will now be shown. Click the Action tab for each of
the archived files to download from the server.

|| £ 1POCC - Admiinistration Simplified - Internet Explorer &) x|
@:\/ - |@ htps:// :23443/Administration/#/L andinaPage /6 7e 7TRae 5-ch ,Oj @' Zertifikatfehler | 4 {2} IPOCC - Administration Simpl... % * b}}

AVAYA

IP Office Download = Certificate ~ System

Contact Center
Archived E-Mails
SEARCH ARCHIVED FILES I e NI I

IF Office Contact Center Client

IP Office Contact Center Logs

SRNO Name Created Size Action

1 2015-12-02-143020_1449063020360.zip 03122015 16:31:49 5 MB +

5. Then extract the contents of the zipped file and copy into your 3" party email

program.
o] ]
Qu | o v 2016-01-14-161453 2016-01-15-000208_1452816128612 - |¢¢ | | Search 2016-01-14-16145% 2016-01-15,., O |
Organize = Include in library + Share with « Burn New folder =« 0 .@.
- Favorites MName : Date rmodified Type Size
Bl Desktop @ msg-1-6264965685020000-626496568502,.,  19/01/2016 10:43 Thunderbird Docurment 4 KB
4 Dovvenloads @ msg-2-6264965685020200-626496568502,.,  19/01/2016 10:49 Thunderhird Document 39 KB
:;_L Recent Places @ rnsg-4--6264965685026400-2016-01-13.eml  19/01/2016 10:49 Thunderbird Docurment JKB
@ msg-5-6264965685020600-626496568502,.,  19/01/2016 10:43 Thunderbird Docurnent 4 KB
i Libraries @ msg-f-557d965685020000-557 496568502, 197012016 10:49 Thunderhird Document 4 KB
3 Docurnents @ msg-7--557d965685026400-2016-01-13 0., 19/01/2016 10:49 Thunderhird Document 1KB
rJ'- rusic @ mag-8-557d965685020300-557d96568502.,,  19/01/2016 10:49 Thunderbird Document 4 KB

6. The archive can now be viewed using an email program.
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IP Office Contact Center Email & Chat Service

+ Stuw® Swibon

14/01/2016 16:08

05 2016 216

=8 Ho| ==
| Archived -
& GetMail v #PWriite B cChat R Address Book | % Tag~ | & Quick Filter Search.. <Ctri+K> P =
4~ customer@abccompany.com G QuickFilter; o0 & & B @ Filter these messages... <Cir p=l
£ Inb
R ok @ Subject ® From © Date "
M, Sent
T Trash Reilpace © Topicl 13/01/2016 14:56 &
48 Local Folders Swiand ge * Stuws Buon 13/01/2016 16:16
) Trash Tpsie o wtrmd *  Stums Swihon «  13/01/2016 16:37 |‘=
®, Outbox Refpoan atail * Toput 13/01/2016 16:38
b Archived Ermvll 5008 email Stuws Swikon 13/01/2016 16:42
| 0ld Emails & T s Stuss Swikon 14/01/2016 16:08
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Email Personal Signature
Each individual agent can have a personal email signature.

1. From agents Email User Interface, select Email Client and click Additional
Options followed by Signature.

E-Mail Client Help
T Import address book

Create address import file

o A —— f
Additional options Signature... %
() | 0e] Status |  Sptions... :

Show search filter ...
Empty recycle bin

= ‘-""‘-."'--ﬁ‘_.__ "-. .\.,“".____ W'---'H‘#‘#' v...-. E "-.r

2. The agent’s personal signature can be created. Enter the required text and click
the OK button.

Personal signature

Norrmal ¥ Verdana v | Small
Y EBM@® o FX U =
Many thanks

Agentl

Customer Support Agent
topic1@mail, abccompany

™€

n*i

AL

11(]
il
i

[

i— &
— P— E—
3— =»

]

[¥] Use signature

| ok | [ cancel |

3. Additional Email options are available. Select Email Client, then Additional
options followed by Options.
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Import address book
Create address import file

View / * aeE |-
- : S_.ignaturi.‘/

Addtional options

2
[) | 0] Status | Options. 1 ’
=2 Active Show search fitter . g

Empty recycle bin
e x___...ﬂ-mﬂ““-- e T .,-nq

4. A number of options are available for selection.

~ General

[] Activate call center e-mail on selection

~ Create E-mail
[ Show CCinput
[ ShowBCCinput

~ Motify options
[] Play sound on incoming mail
[[] =how message anincoming mail

Close message manually

Close after: 0 =
0 &0
{ Maxirnur rows displayed
Rows: j 100

10 300

Always display paging infa

[ (014 ] [ Cancel ]

Show search filter
Agent search filters allow the Agent to filter the components folders to find a specific

email.
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1. Select Email Client, then Additional Options followed by Show search filter.

E-hdail (

Import address book

Create address import file
View / > AeE W 1:'
Addtional options i .

Signature...

Client

Help

D [ : | Status | gptiDI'IS...

, Showy search filter ...
= Active -
Empty recycle bin
et ey, T N e Y L WPy

e

2. The search parameters are then available for use by the agent.

[
# Drafts ”ﬂaﬂl ||'.er.ydnlﬂn Iv‘ Completed I.A.I':Hn
i s Search for: Erom: [ | Io: [ B
i ] Search jn: | Subject ~ Topic: w
Recipient: Erom:
O] 0] "statis | Service From Togic | Subject | Received & 1
= Active il Custormar Topicl ermail test 11:44 6/17/2014 11:96 AM

1. To empty the email recycle bin, select Email Client, then Additional Options
followed by Empty recycle bin.

v E-Mail Client Help

Import address book
Create address import file

Options..
A Search for: Show searcyfitter ..

AR | Search in;  Empty recycle bin
Pt sl e gl W

View * s :
Additional options 4 Signature... i
¢
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Avaya Documentation
e http://support.avaya.com/

Avaya IP Office Contact Center Task Based Guides
e |P Office Contact Center Configuration Maps

IP Office Contact Center Installation

e |P Office Contact Center Telephony User Interface Configuration
e |P Office Contact Center Task Flow Editor -Telephony

e |P Office Contact Center Reporting

e [P Office Contact Center IVR Scenarios

e |P Office Contact Center Contact Recorder Configuration

e [P Office Contact Center Email & Chat Service

e |P Office Contact Center Maintenance

e |P Office Contact Center Dialler Configuration

Please note, only the IP Office Contact Center Task Based Guides listed above are
available from Avaya. Further IP Office Task Based Guide documentation as listed
below is available directly from ITEL. http://www.iteluk.com/

ITEL IP Office Task Based Guides

Initial Installation

IP Office Configuration Maps

IP Office Hardware Installation

IP Office Initialisation

IP Office Manager

IP Office Voicemail Pro Initial Installation Guide

IP Office Small Community Networking

IP Office Customer Call Reporter Initial Installation Guide
IP Office Server Edition Configuration

IP Office Security Policies

©o NGO~ ®DNE

UCM

10. IP Office Unified Communications Module
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Core Telephony

11.
12.
13.
14.
15.
16.

IP Office Telephony and Call Routing

IP Office Short Codes Summary

IP Office Hunt Group Setup and Operation

IP Office Conferencing

IP Office IP Telephony Guide

IP Office Computer Telephony Integration — 1st Party

Users, Telephone & Softphone Configuration

17.
18.
19.

IP Office Configuring IP Office Phones and User Accounts
IP Office Call Handling
IP Office Configuring the IP Office Softphone

Auto Attendant & Voicemail

20.
21.
22.
23.

IP Office Embedded Voicemail (Intuity Mode) Flowchart
IP Office Auto-Attendant Setup and Operation

IP Office Embedded Voicemall

IP Office Embedded Voicemail Flowchart

Voicemail Pro

24,
25.

IP Office Voicemail Pro Summary Guide
IP Office Voicemail Pro — Voicemail User Guide

One X Portal & IP Office Applications

26.
27.
28.
29.
30.
31.

IP Office One X Portal Guide

IP Office One X Mobile Preferred Implementation
IP Office Plug-in for Microsoft® Outlook®

IP Office MS Lync Plugin

IP Office Avaya Flare

IP Office One X Mobile Essential

Customer Call Reporter — CCR

32.
33.

IP Office Customer Call Reporter Configuration Guide
IP Office Customer Call Reporter Wallboard Guide

Contact Store & Receptionist Console

34.
35.

IP Office Contact Store
IP Office Receptionist Console
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Maintenance

36. IP Office Backup and Restore
37. IP Office System Status Application
38. IP Office Upgrade Guide
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