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

Hosted Service

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

License type(s)

Designated System(s) License (DS). End User may install and use each copy or an Instance
of the Software only on a number of Designated Processors up to the number indicated in the
order. Avaya may require the Designated Processor(s) to be identified in the order by type,
serial number, feature key, Instance, location or other specific designation, or to be provided by
End User to Avaya through electronic means established by Avaya specifically for this purpose.
Concurrent User License (CU). End User may install and use the Software on multiple
Designated Processors or one or more Servers, so long as only the licensed number of Units
are accessing and using the Software at any given time. A "Unit" means the unit on which
Avaya, at its sole discretion, bases the pricing of its licenses and can be, without limitation, an
agent, port or user, an e-mail or voice mail 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
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solely to the extent of the authorized activation or authorized usage level, solely for the
purpose specified in the Documentation, and solely as embedded in, for execution on, or for
communication with Avaya equipment. Charges for Heritage Nortel Software may be based on
extent of activation or use authorized as specified in an order or invoice.

Copyright

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

Virtualization

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

Avaya Toll Fraud intervention

If You suspect that You are being victimized by Toll Fraud and You need technical assistance
or support, call Technical Service Center Toll Fraud Intervention Hotline at +1-800-643-2353 for
the United States and Canada. For additional support telephone numbers, see the Avaya
Support website: 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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IP Office Contact Center Telephony User Interface

Overview

This guide includes examples relating to the configuration of a Telephony Agents
Telephony Interface. The configuration of Text Elements, List Elements, Graphics
Elements and other elements is considered.

This guide outlines the layout of the Telephony User Interface and the creation of
Agent Profiles.

It also examines and lists the Privileges and Authorizations that can be assigned to
agents by an administrator.

For details relating to the Reporting and the Supervisor interface, please refer to
the IP Office Contact Center Reporting Task Based Guide.

For details relating to the Dialer interface and configuration, please refer to the IP
Office Contact Center Dialer Configuration Task Based Guide.

For details relating to the Email and Chat interface and configuration, please refer
to the IP Office Contact Center Email and Chat Service Task Based Guide.

The IP Office Contact Center User Interface software must be installed on Agent
and Supervisor PC’s. If an agent or supervisor does not have the application
installed on their PC, they cannot sign on to IP Office Contact Center.

There are three types of IP Office Contact Center Users

e Agents — receive and make calls, they potentially receive emails and use
Chat features.

e Supervisor — Monitor agents call activity. Customize real time information
and produce reports and call statistics.

e Administrator — Administers the IP Office Contact Center system, creates
and adapts Topics, Call Flows and IVR Scripts. They would also administer
the Chat and Email capabilities of IP Office Contact Center.

The same application is used for agents, supervisors and administrators of IP
Office Contact Center. However, users can be assigned certain privileges which
determine what features they can view, administer and configure from the User
Interface. Profiles can be assigned to differing groups of users providing those
users with assigned privileges.

The IP Office Contact Center User Interface is used to produce historical reports
and view Real Time call information.

Depending on the privileges and authorizations assigned, the IP Office Contact
Center User interface can provide Call Control, Email and Chat features.
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IP Office Contact Center User Interface Required Information

For a successful User Interface installation to a take place, there are a number of
configuration parameters and details that should be obtained and checked with the
customer. These include:

e Does the user have administrative privileges to allow the User Interface to
be installed on their PC?

e Does the customer require that the IP Office Contact Center Software be

associated with the user's Windows account? i.e. so that they can

automatically sign on to IP Office Contact Center

Will agents be assigned against IP Office Contact Center Profiles?

If so, which agents will be assigned to each profile?

What privileges will be assigned to the Profile?

If agents are not assigned to profiles, what privileges will be assigned to

individual agents?

The IP Office Contact Center User Interface is supported in the following
languages:

Italian

European French

Latin American Spanish
German
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IP Office Contact Center Agent PC Requirements

IP Office Contact Center user's PC’s must meet the following minimum

requirements

Agent PC Requirements

Hardware

RAM Min 4GB

Hard Disk Free Space Min 10GB
Connectivity Ethernet Adapter
Processor

Minimum processor speed

Intel Pentium 4 processor 2.2 GHz or higher

Client Operating System

Operating System

Microsoft® Windows 7, or Windows 8.1

Web Browser

Microsoft® Internet Explorer
8.x or higher

Mozilla Firefox 3.6 or higher

To add the server as a trusted site to Internet Explorer:

1. Open Internet Explorer and select Internet Options.
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% |42 % [ Bing o~
['. =
‘: 3+ Bl - =) s - Page+ Safety v | Tooks + @+

]

v 1 Reopen Last Browsing Session

T @& Diagnose Connection Problems. ..

=

\'lr of security se 7 ~
vE a security risk [ £ o
H 2] Manage Add-ons

1
Jaccess to netw '
4y that has been 2% Loieine

‘Enhanced Secy 4 Compatibility Yiew

A Compatibility Yiew Settings

“\ A| Full Screen F11

\e‘ Toolbars L4
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.g: Explarer Bars »
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o
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§
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2. Click the Security tab followed by Trusted Sites.

Internet Options ﬂ

.Genera Prirvacy I Conkenk | Conneckions I Programs | Advanced I

Select a zone ko view or change security settings.

@ & / O

Local inkranst  Trusted sites  Restricted
sites

Internet )
) i . Sites |
Q This zone is for Internet websites,

except those listed in trusted and
restricted zones.,

—Security level For this zone
Allowed levels Faor this zane: Medium ta High
_ - High
- - Appropriate For websites that might have harmful
content

- Maximum safeguards
- Less secure features are disabled

|+ Enable Protected Mode (requires restarting Internet Explorer)

Custom level, .. Default exvel |

Reset all zones ko default level |

Ok I Cancel | Apply |

3. Click the Sites button and add the hostname of the server in the following
format: http://<hostname>

Note: the server name in the screen capture below is for illustrative purposes only.

Internet Options | X
General Security I Privacy | Content I Connections I Programs I Advanced I
Select a zone to view or change security settings.
@ & v O
Internet  Local intranet Trusted sites  Restricted
sites Trusted sites [ X |
Trusted sites =
7 This zone contains websites that you i # You can add and remove websites from this zone. All websites in
v trust not to damage your computer or v this zone will use the zone's security settings.
your files.
You have websites in this zone. N
~Security level for this zone Add this website to the zone: y
Allowed levels for this zone: Al | http:f svcipoc | add |
- | - Medium
Prompts before downloading potentially unsafe Webskes:
http:/i* update.microsoft.com i,] Remove I
= _IJ— Unsagned ActiveX controls will not be downloaded http:/{* windowsupdate.com
= = http:/* windowsupdate.microsoft.com
[ Enable Protected Mode (requires restarting Internet Explorer) I:ttg{{go :T_“c_'DSOFt N |
Custom level... I Default level l [~ Require server verification (https:) for all sites in this zone
Reset all zones to default level |
_ e |
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Adding the Server’s Host Name to the IP Office Contact Center User PC’s
Host File

Each IP Office Contact Center User's PC must have the IP Office Contact Center
server’s host file amended to reference the IP Office Contact Center server’s
Hostname.

The server’'s hostname can be checked from the server’'s command line by an IP
Office Contact Center administrator:

1. Login to the server and from the start menu type cmd in the search box and
press enter.

Programs (1)

4 Gee more results

Crnd K3 Logoff | » |

2. Type hostname after the prompt.

1. Administrator: C:\Windows' system32'cmd.exe

Microsoft Windows [Uersion 6.1.76611]
Copyright <{c> 28089 Microsoft Corporation. All rights reserved.

C:\Users\Administrator>hostname
abcipocc \

C:\Users \Administratorr>

3. The server’s hostname is displayed. In this example the server’s host name
is abcipocc

& Administrator: C:\Windows\ system32\cmd.exe

Microsoft Windows [Uersion 6.1.76011
Copyright <c> 2889 Microsoft Corporation. All rights reserved.

C:\Users“\Administrator>hostname

abcipoct m—on

C:\Users\Administratorr>
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4. The host name of the server should be added to each IP Office Contact
Center users PC. Navigate to C:\Windows\System32\drivers\etc.

Ve

vl ‘Lb Cﬂpu‘ter » Local Disk (E:)LWindows » System32 » drivers » etc

Organize v Include in library v Share with v Burn New folder

1) Modemlogs = Name Z Date modified Type Size
. Offline Address Books

2 | hosts 03/03/2014 16:39 File 1KB
8- Offline Weh Bages || Imhosts.sam 10/06/20092200  SAM File 4KB
W Fanthet | networks 10/06/2009 22:00 File 1KB
W PCHEALTH | protocol 10/06/2009 22:00 File 2KB
i:herommance, | services 10/06/2009 22:00 File 18 KB
]

, PLA

PolicvDefiniti

5. Right click on the hosts file and open with for example notepad.

@v‘ 5 » Computer » Local Disk (C:) » Windows » System32 » drivers » etc
Organize v | Open Bumn New folder
J. ModemlLogs = N ‘Q‘ 'Opcn with -
J. Offline Address Books
J. Offline Web Pages S _ | Choose the program you want to use to open this file:
__| Imhostssam j) |

. Panther ks Fle:  hosts
). PCHEALTH — et r
B Pedormance L protoce PR acove Reader (7 Intemet Explorer

services J Adobe Systems Incorporated (j Microsoft Corporation
L PLA o )
Ju PolicyDefinitions F“E I Marosolt Office 2010 Vﬂ MaosliVord . .
4. Prefetch i R
b Notepad 29, Pant
2 2 ﬁd\‘ Microzoft Corporation ‘j rosoft Corporatior
Ji Registration
I rescache /}l/ §nagt Edeof @ \W\dowsﬂeda(mmr
J. Resources 4 TechSm X DOr B H0H osoft Corpora
. SchCache O.“ Windows Media Player BV yindows Photo Viewer
i schemas
. secunity [ T‘ WordPad
. ServiceProfiles & Maosoft Coporato
J servicing
b Setvp Always use the selected program to open this kind of file [*Wnsej
. ShellNew £
). SoftwareDistribution
B Sk —p[ o ][ o |
b Sun J

A. Right click

6. Add the server’'s IP Address and host name details in the following format,
for example 192.168.42.50 abcipocc abcipocc
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| hosts - Notepad
e oAt Ve e —
¥ Copyright (c) 1993-2009 Microsoft Corp.
#
# This is a sample HOSTS file used by Microsoft TCP/IP for Wwindows.
#
# This file contains the mappings of IP addresses to host names. Each
# entr¥ should be kept on an individual 1line. The IP address should
# be placed in the first column followed bg the corresponding host name.
(# The IP address and the host name should be separated by at least one
# space.
[|#
I # Additiona11¥, comments (such as these) may be inserted on individual
# lines or following the machine name denoted by a '#' symbol.
| #
# For example:
\|#
|# 102.54.94.97 rhino.acme.com # source server
\# 38.25.63.10 X.acme.com # x client host
|# Tocalhost name resolution is handled within DNS itself.
# 127.0.0.1 Tocalhost
|# 221 localhost
i 192.168.42.50 abcipocc abcipocc
i
l B) B
|

A. |IP Office Contract Center Server’s I[P address.
B. IP Office Contact Center Server's Host Name

7. Save the changes to the host file.

j hosts - Notepad :kl_

File | Edit Format View Help
New cl+N 993-2009
Gpen/ Ctrl+ 0
Save o Ctrl+5 2 HOSTS -F
Save A ins the m
Page Setup... kEpt on
Print.. anep 2 Tirst c

! and the ha
Exit

IE;

# Additionall commentsﬁ
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Installing the Contact Center User Interface on Agent PC’s

The Contact Center User Interface has to be installed on each agent’s PC. If the
software is not running on the agents’ PC the agent information will not be
displayed in IP Office Contact Center Real Time screens or Reports.

1. The software can be found on the IP Office Contact Center installation CD
within the Client folder.

4 )9v| .~ IPOCC ~

Organize ¥ o Open  Includeinlbrary »  Sharewith = Burn Mew folder

- Favorites Mame Date rodified Type Size |
B Cesktop ) 3rd_Pry_Sw 1/17f2014 2:39 PM File Folder
& Downloads B ciier: /1712014 2:39PM  File Folder
£ Recent Pl
L Rerent Flaces | Examples 1/17}2014 2:39PM  File Falder
. L | Manuals 111712014 2:39 PM File Falder
7 Libraries
3 Documents | Server 111712014 2:41 PM File Folder
J". Music ) Ltilikies 111712014 2:41 PM File Folder

B = N7 P SR "‘"“""“"""_M S e P P P I L S

2. Copy the software on to each agents PC.

o T NW Yy W

G('}ﬂ . - IPOCC - Client

Organize = Includein library = Share with = Burm  Mew Folder

- Favortes Mame = Date modified Type Size |
oy

B Desktop ﬁl Contack Center User Interface 12/12/2013 11:06 AM Windows Installer P... 41,954 KB
4 Dowrloads

.
= Recent Places

e de A B b et g T gt B A gt il pannata, o i dhoopra g, ___.._._H-MJ

Note: It can also be downloaded from the IP Office Contact Center
Administration Page Download Link. Click the Download link, followed by IP
Office Contact Center Client. Please refer to the IP Office Contact Center
Installation Task Based Guide for further details.

(¢ 1®) = BILIES
@ hitps://ipocc: Administration/: O ~ @ murG” I 1POCC - Administration Si... | | A Kk T
AVAYA
IP Office ) ) f
@ Contact Center Download ~ Certificate 2 2

IP Office Contact Center Client ‘—

|IF Office Contact Center Logs

3. Double left click on the installation file.
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ﬁ Contact Center User Interface

4. The setup wizard is displayed. Click Next.

iz User Interface - Setup M

AVAYA

IP Office Contact Center
User Interface

The setup will install User Interface in version
9,0,3700,1422 on wour computer,

Click Mext to continue or Cancel to exit the setup.

Back ez Cancel

5. Accept the License Agreement and click Next.

ﬁ User Interface - Setup L = éj

End-User License Agreement V
Flease read the following license agreement carefully A \ A \y‘ \.

| »

© 2013 Avaya Inc. All Rights Reserved.

Notice

While reasonable efforts were made to ensure that the information in this
Drocumentation was complete and accurate at the time of printing, Avaya Inc. can

assume no liability for any errors. Changes and corrections to the information in this
Drocumentation may be incorporated in future releases. For the purpose of this

document, all Awvaya subsidiaries are included into all rights and cbligations from

@ I accept the terms in the license agreement

" I do not accept the terms in the license agreement

Badk MNext Cancel

6. Click the Complete button.
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ﬁ User Interface - Setup

= Lol

Choose Setup Type
Choose the setup type that best suits your needs

Complete

space.

Custom

users,

Back

All program features will be installed. Requires the most disk

Allows users to choose which program features will be installed
and where they wil be installed. Recommended for advanced

AVAYA

Cancel

Enter the Host Name of the

IP Office Contact Center server in the

Hostname of IP Office Contact Center Server field.

General settings

Please enter the name of your IPO Contact Center server,

License server and location for data expart. /

AVAYA

Hostname of IPOCC Server |abu:ipocc *

Hostname of License Server |abu:ipocc

Part [8443

Location for data export

]

Activate terminal selection

Use external Firstscreen

|C: ‘ProgramDatalyreporting datal,

Browse...

[ Back

I

Mext ]

[ Cancel ]

8. Enter the Host Name of the

IP Office Contact Center server in the

Hostname of License Server field.

IP Office Contact Center Telephony User Interface Configuration
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General settings V
FPlease enter the name of your IPO Contact Center server, A\ A \yA\

License server and location for data export.

Hostname of IPOCC Server Iabdpocc

Hostname of License Server Iabcipocc r 4 Part [543
Location for data export IC:\ProgramDaiﬁ\reporh’ng data\ Browse. ..
Activate terminal selection

Use external Firstscreen |:|

[ Back ” Next ] [ Cancel ]

9. All of the other settings can be left in their default state. Click Next.

10.Click the Install button.

S
B UserInterface - Setup (=] - -t

- -

Ready to install User Interface AVAy

N Click Install to begin the installation. Click Back to review or change any of your
installation settings. Click Cancel to exit the wizard. |

Back Install Cancel

11.The installation will proceed.

= ——
ﬁUser Interface - Setup Elllg

- &

Installing User Interface ‘ NVAy

Please wait while the Setup installs User Interface.

Status:
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12.Click the Finish button.

L~ . —— e R = B
B User Interface - Selup s i A

AVAYA

IP Office Contact Center |
User Interface
User Interface successfully installed. I

Click the Finish button to exit the setup.

| Back |l Finish Cancel

A e = —

Logging into the User Interface
To login to the User Interface:

1. From the start menu, select Avaya IP Office Contact Center, open the
User Interface folder and double click on the User Interface icon.

|

& KPS Viewer

o T-Zip
. Accessories Edward Jones
IJ: HAvaya IP Office Contact Center |
|| UserInterface ' Documents

.. CallManagement Pictures

. Camtasia Studio &
Music

L Skype
.. Snagit9
.. Spybot - Search & Destroy -

1 Back

i
| Search pmgpﬂt and files

P

e ;:lé
3 © N 8 B

2. The User interface sign in screen is displayed.
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AVAYA

IP Office Contact Center

Username - Login

P d . |
assWar Exit

Telephone Extension | <MNone=

3. In the Username field, enter the user name that has previously been
configured for this agent.

IP Office Contact Center

Login
Password )
Telephone Extension  <Nonex -

4. From the Telephony Extension drop down box, select the extension to be
used by this agent.
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AVAYA

IP Office Contact Center

Telephone Extension | EIEE H*_

5. Enter the password for the user in the Password field.

Note: To sign in as an Administrator, the default User name and Password
is Administrator. IP Office Contact Center users do have a password by
default (See IP Office IP Office Contact Center Installation Task Based
Guide). The Administrator can change the default password for an Agent or
Supervisor.

AVAYA

IP Office Contact Center

Telephone Extension 803 -
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6. Click the Login button.

AVAYA

IP Office Contact Center

Telephone Extension 803 -

7. The IP Office Contact Center user Interface is displayed.

2 H

H 0:00/ 0:00 Agent1 (803) =~
Agent Portal r
Message-Board (Global) B
‘ Hello ...
J Agent Statistics Agentl - Out of office notice
Break Time: 0:00:00 Signed On Time:  1:01:22
m calls: offered: 1} completed: i}
LN
E-Mails: completed: o
Agent1 - Agent History (Period: today)
Date Tirme | address | called address Original topic | Last topic Task type| Note | Subje
< m r
« m ’
Admin
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IP Office Contact Center User Interface Layout

Hello ...

Break Time: 0:00:00 Signed On Time:  1:01:22

Calls: offered: 1] completed: 0

E-Mails: completed: 0

Agent1 - Agent History (Period: today) =

Date | Time | Address | calledaddress | original topic | Lasttopic | Task type| Note | Subje. @ I

Supervision

Administration

Menu Bar
. Status Icons for Telephony, Email and Chat.

B
C. Task Bar
D. Work Area

IP Office Contact Center Telephony User Interface Configuration

02 2016 26



IP Office Contact Center Telephony User Interface Configuration

Telephony View

Last Routed Topic

Date | Time | Calledaddress | Originaltopic | Lasttopic | Lastagent | Mote | Subject

o

®© ]| ® I
A

Menu Batrr,

The Task Bar can include Email and Chat Modules, if configured.
Contact Bar

Work Area

Inbound Page

Outbound Page (Used with the Dialer).

mTmoow»
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Home View

Message-Board (Global)
ﬁ The Fire Alarm Dnil Wil Start In 5 Minutes!!
J Agent Statistics

3reak Time: 0:00:00  Signed On Time:  1:14:45 At the dentists
salls: offered 0 completed [

S-Mails:  completed: o

aren - Agent History (Period: taday)

Dwe  |Tims | Addess | Coledaddress | riginaltopic | Lostopic | Task type| Hots | Subje
2400201 16:3006 01204670212 7001 Topiet Topicx Teleoh.

A. Menu Bar
B. The Task Bar can include Email and Chat Modules, if configured.
C. Work Area.

Customer Service Task Bar

A |P Office Contact Center
File Goto Home Help

Agent Portal
Message-Board ¢

Home View Icon

) Agent Statistics Telephony View Icon

Break Time:

Email View Icon

L= 1 =1

Chat View Icon

IP Office Contact Center Telephony User Interface Configuration 02 2016
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Supervision Task Bar

sSa

Hello ... ello, H H
e % Real Time Information Icon
i;:szs e Reporting Icon

E-Mails: E-Mail

Agent Evaluation Icon

Date Data‘

Kconta(:t Eva|uati0n ICon
} Error List Icon

5
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Administration Task Bar

Agent Portal

Configuration Icon

Ul Configuration Icon
Task Flow Editor Icon
IVR Editor Icon

Dialer Icon

Email Configuration Icon

Text Block Administration Icon

Address Book Administration lcon

@ | I

...J\.‘__’mu..r‘\W\.M»J«W.I‘---\_\r\_,’\__,..-m..rﬂ*w—m%wud-"
A. Current Work Time and Break Time
B. Switch to Telephony
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Logout/In

334/ 438 | ) || €@+ Karen (8003) ~

Logout
/ Break Time @
Sign off from all AGs

_' V} Sales

3347 438 | U ®. Karen (8003)

Q)
! You are logged off at the telephone Click here to login again O

3:34/ 4:39 / - 9~ Karen (8003)

. To Log Out, click on the drop down arrow and select Logout
Logged Out Status

. Click to Log back into IP Office Contact Center

. Logged in Status

OO w>
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Break Time

Karen (8003) ~

Logout
r  Bveak Time

/‘ Sign off from all AGS

[v] sates

J Active Off Break Tirne

Karen (8003) ~

Karen (8003)
Logout

Break Time
ﬁ Sign off from all AGS

|| Sales

Break Time

omErk (Frees i
v, =l Off Break Time

Click Break Time
Break Time Status

Click Off Break Time
Agent Available Status

Tmoow>

IP Office Contact Center Telephony User Interface Configuration

To Exit Break Time, select Break Time

To access Break Time, click the drop down arrow and select Break Time.
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Agent Group Selection

|| Taskbar

/u Select AG (A)
Break Time

Logoat

Agent group selection

Signing on to or out of agent groups

Click the check-boxes to sign on to or out of agent groups. Drag
your mouse aver multiple entires to select multiple agent groups or
media. Use the drop- down box to load a predefined profile.

Select profile j @@

s

0:42 u::r:m| €. Alan(002) ~

A. To select which Agent Group to sign into, click Select AG.

B. The Agent Groups that the agent has been assigned to are displayed.
Select the Agent Group to which the agent will log into Click OK.

C. Agent’s Logged in Status.
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Additional Features

> Office Contact Center

3:50/ 4:43

Eile G e y i
Agent Portal Mw [] Taskbar
Select AG
‘ A Break Time

ﬁ Logout
J |

Karen (8003) +

W) CE) (e~ (N M

. N *-u~.._,_" ,_._\' b e SN LS WA WO e o I"’M« PNV LT S SR

A IPOffice Contact

File Goto Telephony Help 3:52/ 443 i9~ Karen (8003) ~

®

P I e e W NI S P SPR  W PO S

A. To hide the Task bar, deselect Taskbar
B. The Task Bar is hidden from view.

IP Office Contact Center User Interface Administration
There are many administrative features that can be used to configure IP Office

Contact Center’'s User Interface. Some of the more common features will be
examined in this section.

Agent/Supervisor Passwords

IP Office Contact Center users do have a password by default (See IP Office IP
Office Contact Center Installation Task Based Guide). The Administrator can
change the default password of an Agent or Supervisor.

1. Login to the IP Office Contact Center User Interface. (Please refer to the
Logging into the User Interface section of this guide).

2. Sign into the User Interface as an Administrator. (The default User name
and Password is Administrator).

3. From the User Interface Menu bar, select Go to followed by Configuration.
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File Goto Home

2 Telephony

3 E-Mail

4 Realttime infarmation
5 Reporting

E Agent Status Reports

7 Contact Detsil Reports Agent] - Out of office notice
g Error List / 0:00:00 Signed On Time:  3:51:32

3 Configurstion : i} completed: 2}
10 Ul config

11 Taszk Flowe Editar
12 WR-Editor

13 Disler

14 E-Mail configuration | Address | Called address | Original topic | Last topic | Task type| Miote | Subje®
15 Texthlock admin

16 Address book admin

0

History (Period: today)

B s ¥ aitweunggs SRR RN N W S T U
4. The Configuration Interface is displayed.

nter
2431 0:00 Agent1 (803) ~
Configuration System  Service Windows  Help
View <Al -
Break Time code SEPEX CHAP server Vi Courtry 4 Queue device 5 Telephone Telephone group Chat server e Chat script
B [# Kl
@ | @Topc | BB Agent group 3 Agent \ JiPrfie | §)Team | EECustomer | (7 Bxemal destination | &8 Wotkpiace | g3 Announcement | [ Amnouncementseipt | PIVR |
Name T Emal Chat Number PEX Email address Edi.
Admiristrator ro
Agent2 3 3 PEXServer Agent2@CHANGE ME als
Agentd b3 b3 PEXServer Agent3@CHANGE ME
Supervisor x PEXServer
Delete
Refresh
Ul P ress FL for Help. NUM

2501 0:00 Agent1 (803)
Configuration  System  Service Windows Help
View: <Al -
Bbrak Tmecode | 3€PEX | |38vEA | @Couty | (#Guesedevice | oBTelphone | STelephonegroup | TwChatsever | TyChatscit |
® | @Topc  |DAertgo | Faget |[Pufe | §DTeam | ECustomer | Btemaldestination | 8 Workplace | @ Anrouncement | [@ Amauncement scrpt | @PVR |
Name T Emal Chat Number FEX Emal address Edt...
Administrator o
Agert2 % X PEXSenver Agent?@CHANGE ME e
Agertd x x PEXServer Agent3@CHANGE ME
Supervisor % PEXServer
" -
B R ."“‘-\-.I ,f-h-.-l““‘;_’\_/“ s irendlV

6. Select the Agent to which a password will be assigned, then click the Edit
button.
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Agent1 (803)

Configuration  System  Service Windows Help

Wiew: <Al -

BhreckTmecode | 3€PBX | 3ECHAPsever | 3BVEA | @County | (ffQuevedevice | BTelephone | S Telephonegoup | WeChatserver | aChatsoipt |
@ | @Topic | BB Agent group ¥ Agent } {iProfic | BYTesm | EACustomer | (7 Extemal destination | & Workplace | 3 Announcement | [@) Amnouncement serint | g2 VR |

Name Tel Email Chat Number PBX Exmail address X Edt
Administrator

Agert2 % X FBXServer Agent2@CHANGE.ME vd dede.
Agert3 X X PBXSaver Agent 3ECHANGE ME
Supervisor X PBXServer

ST TP U N Y ..-.-»“*./ S—_ I I N

7. The Edit Agent dialogue box is displayed. Click the Password button.

2 [Agent] Agent3 - Edit o | ¥ |
General | ¢* Telephony | =1 Emai
Task
System name: Agent3 ask types
Telephory 3
Login name: Agent3 Emal 2nd password...
[C]chat

[] Autom. sign on through Windows user account

Skills....

Availability...

Usemame:

Domain/computer:

Alias:

Language: <System language>

Last name: Title
) Ms.
First name: -

Employee 1D 3

Cost center:

Privileges...
Fredeinedpe;  <Nore> (=]
onzation...

Address boaok Standard v]

8. In the New password field enter a password for this user. Then repeat the
process by adding the same password to the Confirm password field.

L A
(i3 Overwrite Login Password M

Mew paszward; tRREREES
Confirm passward: (TIITITY] | Cancel |
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these groups.

Note: The password must have a minimum of 8 characters. The password
can comprise of lower case letters, upper case letters, digits and special
characters. The password must contain characters from at least two of

9. Click the OK button.

(&3 Overwrite Login Password

N

—

Mew paszward: LI LT L]

Confirm password; sesnnens

Cancel

10.Then click the OK button on the Edit Agent dialogue box.

£} [Agent] Agent3 - Edit . o—— - - . ﬁ
General lﬁ%Telephonﬂ,r ] [ E-mail ]
Task types
System name: Agent3 P Cancel
Telephory
Login name: Agentd Email 2nd password...
[T Chat
[ Autom. sign on through Windows user accourt
Sklls....
Usemame:
Domain/computer: ol
Alias:
Language: <System language>
Last name: Title
) Ms.
First name: - s
() Mr.
Employee |D: 3
Cost center:
Frivileges...
Predefined profile: <None>
° ]
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Auto ‘Sign on’ using an Agents Windows User Account

IP Office Contact Center Agents can automatically sign on to the IP Office Contact
Center User Interface by using their Windows user account details. This avoids the
agent having to manually sign into the User Interface each time they login to the
PC.

1. From the Agents tab, select the Agent to which a password will be
assigned, then click the Edit button.

Configuration  System  Service Windows Help
Viewr Al -
B Break Teme code | EPEX | FECHAP server | ¥pvEs | @County | CgfGuese device | 053 Tekephone | 5 Telephone group | #heChat server | T Chat serpt |
Name To Emal  Chat Musmber PEX Emal adduss P
Administrator oF 1
Agent2 % x PEXSarver Agent2ECHANGE ME = _=
gent3 x x FEXSarver gent JECHANGE ME [ Copy..
Suparvisor X PEXServer =
| Dielete
B O i ARSI G G, b i s B

2. Click the Auto sign on through Windows user account check box.

£¥ [Agent] Agent3 - Edit . — - - - )
General l € Telephony l [ E-mail l
Task types
System name: Agert3 oP
Telephony
Login name: Agert3 Emal 2nd password...
[ Chat
Autom. sign on through Windows user account
Skills. ..
Usemame:
Domain/computer: - il sboli,.
Alias: [
Language: <System language >
Last name: Title
' Ms.
First name: - s
) M.
Employee 1D: 3
Cost center:
Predefined profile: ~ <MNones
: s
Address book Standand v]
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3. Inthe User Name field, enter the agents Windows User Name.

{¥ [Agent] Agent3 - Edit . e— — - - L = ot
General | ¢* Telephony | =1 Email |
Task types
Senrane: " Cocs
[¥] Telephary
Login name: Agent3 Emai Znd password...
[] chat

Autom. sign on through Windows user account ,_,....--"'""
Usemame: EdwardJones

Skills..

Domain/computer:

Alizs:

- Auailability....

4. Inthe Domain/Computer field, enter the computer’'s name.

Autom. sign on through Windows user account

£¥ [Agent] Agent3 - Edit ®* - - - I L u
General | ¢® Telephony | =1 Emai |
Task types
emrane: o) “"’ =
Telephorny
Login name: Agentd Emai 2nd password...
[ Chat

Skills...

Uzemame:

-
EdwardJones| /

Domain/computer:  cze' % R jtel local

5. Click the OK button.

Availability ..

IP Office Contact Center Telephony User Interface Configuration

{¥ [Agent] Agent3 - Edit > o— — - - . - et
General | ¢* Telephony | =1 Emai |

Task types

Sennne:  Agerd “"’ Cancs
Telephary 7

Login name: Agent3 Emai Znd password .
[7] chat

Autam. sign on through Windows user account

Usemame: Ed'l\'EI'dJOI"IE-'Sl s,

Domain/computer:  czc - 0K jtel local - oy

PR A PP BNy
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Ring timeout

If the agent misses a call, they are signed off from the IP Office Contact Center
after 15 seconds by default.

If you do not want the agents to sign off when they miss a call, set the Group’s
Ring Timeout setting to 0. Please note that with a Ring Timeout of 0, calls will be
presented to the first available agent’s interface until the call is answered or
dropped. They will not be distributed to other agents within the group.

If an agent has a mailbox associated with their IP Office User account, the Groups
IP Office Contact Center Ring Timeout setting must be less than the agent’s IP
Office Voicemail No Answer Time setting, otherwise IP Office Contact Center
unanswered calls may be directed to the agent’s mailbox rather than for example,
to a mailbox associated with the agent Group.

Additional Agent Settings — Edit Agent Dialogue Box

There are further settings within the Edit Agent dialogue box that can be assigned
to agents.

Privileges and Authorization

Privileges determine which modules in the IP Office Contact Center system an
agent can use and which actions they can perform within the modules.

@D Agent privileges [&J
Reporting ] Realtime Information } Task Flow Editar } Cthers ]
Agent I ul ] E-Mail ] Corfiguration ] Variables ]

Cancel
F F
Change password Ereak: Time on the phone manages
Change alizs
Telephony-
Call divert logged-out user Job code input
Automatic sign on Mandatory job code input
Agent group assignment Cutgoing job code
Bxdend Wrap Up
Chat
Automatic sign on

Advanced archive view

Senverspecific

Foureye-principle

Agents may also be assigned privileges that allow them to pass on privileges to
other agents; such privileges are indicted by a letter P.
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Agent | ] | E-Mail | Configuration | E-ariables
L p P
Change password Break Time on the phone manages
Change alias

Privileges can be assigned directly to agents or assigned via a configured Profile. If
an agent has privileges assigned via a configure Profile, subsequently they cannot
be edited by the agent.

. 5=
2 tAgent] Alan Smith - Edit | a8 © Agent proveges

S I‘,T | DEmai | TaCrat | Reporting U[IRQ&MHM?:; [IE:;HowEﬂof ]vlomus I Closo

Task 2 d =
Spenrane: oS e

7| Telephony = P P
Login name: Agent3 [ Emal 2nd password + e | Home configuratio

[7]Chat
. [ Variables...
] Autom. sign on through Windows user account
s ([ sas. |
Domain/computer: foe s
Alias:
Language: <System language
Last name: Smith Ttle
Frst name: Aan i

Mr.
Employee ID: 3
Cost center.
>~ @
Lﬁedeﬁrwd profle:  AdminProfie () I
Configuration grid colors

Address book

A. Agent Privileges are ready(greyed out) when assigned via a predefined
profile.

Agent Privileges — Agent Tab

@D Agent privilegas — ﬂ
Reporting I Reattime Information I Tash Flow Editer I Cthers
ul | EMai | Configuration | Variables
P P
Change password Break Time on the phone manages
Change aliaz
| — Telephory
Call divert logged-out user Job code input
Automatic sign on Mandatery job code input
Agert group assignment Cutgoeing job code
Extend Wrap Up

— Chat

Automatic sign on

Advanced archive view

£

— Server

Four-eye-principle
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. :
Changzpassiord _ The agent can change their passwords

Jithangealizs_ The agent can change their alias. The alias can be used for

anonymous reporting.

/| Break Time on the phone manages _ This gllows the agent to commence break time from
their Telephony View and simultaneously set break time for their Email View or
Chat View, if they are also a Multi Channel agent.

6:59 7 0:00 Jones Ed (803)

Telephony Privileges

Telephory

/I Calldiver logged-out user N6t supported with IP Office Contact Center.

JlAtomaticsignon  _ The agent is automatically signed on for call distribution.

7] Agent ignment . .
R - Not supported with IP Office Contact Center.

i S - The agent can add a job code against the call.

| Job code input

4] Mandatery job code it _ ) 12 ndatory Job Code Input — The agent must enter a job

code against every call they make or take. Until they enter a job code they stay in
ACW (after call works) state.

Note: To select the Mandatory Job Code Input, the Job Code Input check box
must also be selected.

/|Outgaingjob code - _ The Agent can only enter a job code against outgoing calls.

JIBdend Wzp Up - The agent has the capability to extend their after call work period.

Chat Privileges

Chat

Automatic sign on

- The agent will be automatically signed on to all Chat Agent
Groups to which they have been assigned.

Advanced archive view . .
e - The agent has the option to use the chat archive.
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Server Specific

Serverspecific
Fourey=PIncEE - \When this privilege is granted, data must be viewed by more
than one person. A password is required for the second person to retrieve the
data. This password is set during the agent’s configuration.

Note: If the Four Eye Principle check box is selected, an agent can’t login
individually. They must login with the second person, i.e. the person granted the
second password.

Agent Privileges — Ul Tab

@D Agent privileges

Reporting Realtime Information ] Task Flow Editor ] Others ] 0K
Agent E-Mail ] Configuration ] Variables ]

Home

Select own home file

H'U
H'U

Home configuration
Telephony

Select own Telephony

Change own contact bar

Show quick bar

Select own quick bar

Telephony configuration
Contact bar corfiguration

OEEE
EE

Ul corfig
Ul configuration

E =

Defautt interface

=

Ul corfig. application

Configuration grid colors

=

Home Privileges

Home

7] Select own home i : i ime Vi
ViSekctombomefle o mits the agent to select which Real Time View to be

visible as their home page.
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tion

[ Al home files MemmE

“Home_Standard_de [RO]
“HUmE_Standard_en [rRO]

Select home file ...

File “iew
Inspector
Preview:

Default “iew

' All home files

Ager.i Fortg

New file | f

4| i | »

[ Select I[ Cancel I

Home configuration

- Permits the agent to configure Real Time information.

A P Uihice Contact Center

Eile Goto Home Help

Agent F'I:ll't' Select home file ... |

File i

Inspector New file | B Edit |_D Duplicate '@ Delete | m Preview
Preview

Default Wiews Home files

0 all home files MEmE o

ﬁHDmE_Standard_de [rRO]
ﬁHDmE_Standard_en [RO]

Telephony Privileges

Telephormy
Select own Telephomy

- The agent can select a Telephony view.

File Goto Telephony Help

File Wiews \

Folder Telephony files

[ ] All Telephony fileJ TNy

...’ FirstScreen_Standard_de [RO
- New file

J Quickbar_Standard [RO]

) Telephony_Standard_en [RO]

In=pector

Preview
Default Wiew

4 m ¥ K m »
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7] Telephony corfigurati . . _
SPRETY STaTEEET - The agent can configure their Telephony view.

A P Office Contact Center

File Goto Telephony Help

Select Telephony file ...

File: ‘iew |

Inspector
Presviens
Default View

Agent Portd

Telephony - file view
P New folder J MNew file . New quick bar file |f Edit lﬁ Duplicate @ Delete | lﬂ‘ Preview

i All Telephony files MName & |
JFirstSc:reen_Standard_de [rRO]
.Quicl-cbar_Standard [rRO]
JTeIephony_Standard_en [RO]

.New file
.New file (2)

Change own contact bar

- The agent can change their contact bar.

A |P Office Contact Center

File Goto Telephony Help

Agent Portal

i

Configure...

®)
3

AN

A. Contact Bar
B. Right click.

Contact bar corfiguration

- The agent can change other agent’s contact bars.
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2 Telephony
3 E-Mail
4 Reaftime informstion

Agent a SLETT Home | Teleghony | Autostart RT Information | Aoplicstion  Realtime information

- [¥] Dafault

Administrator
5 Reporting Available slements Selectsd slaments

Agent1Ed]
6 Agent Status Reports
7 Contact Detail Reparts Agent2 _ . o
& Error List Alan Smith
a Configuraﬂon/ Andyl o add
40 Ul config Mary | o e
11 Task Flow Editor Supervisor
12 IVR-Editor T =
13 Dialer -

14 E-Mail configurstion
14 Textblock sdmin
16 Address book sdmin

Jc R

Show quick bar

File Goto Telephony Help

Agent Portal

Diied Topi Lo Routd Topi

A. Quick Bar

V] Select ick b [ i
SMEEEERE _When selected, the agent can select the Quick Bar file to be

displayed.
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0:40/ 0:00

Agent Portal

Folder Quick bar files
[ JAll Telephony views

Name &

Ml New file

il New file (2)
.Quickbar_standard [rRO]

Wait Time

Customer History

I MNote Subject

| Select I Cancel |

A. Right click.

User Interface Configuration Privileges

= |J| config

Ul corfiguration . .
4] : - If selected, the agent can configure their own User Interface.

The Configuration option will also be displayed in their User Interface Task Bar.

UMCe CONTact Center

o Telephony Help

Agent Portal
Supervision Message-Board -
Administration Administration

o3
{:} Agent Statistics
Break Time:

Calls: offe

E-Mails: COMEg

Agent1EdJ - Age

Telephony - file
B New folder

Folder
i All Telephony P

A. With Ul Configuration Privileges
B. Without Ul Configuration Privileges.
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| Default inteface

- The Agent will view the default interface.

| Ul config. application

default.

Ul c efau
Contact bai

- Allows the agent to select the active view to be displayed by

Available elements: Selected elements:

[] show only authorized topics (slement: Call)

! J
) :
Emergency Answer = @
b Add =
R
DTME smeve Dial
g -~
9 Down
SilentMon. Hang up
M I
Call recording on: =T
(sloment: recording) [()=]%)

Ul configuration Default interface

[CTTNETT Arplcstion

Active view when starting the spplication:

Home

Address book admin
Agent Status Reports
Chat

1@

Hor
TVR-Editor

Realtime information
Reparting

Task Flow Editor

A. Without Ul config application privileges

B. With Ul config application privileges

For example, when an Agent signs into the User Interface, they may require the
Telephony View to be their default view rather than the Home View.

Ul configuration Default interface

[ Home |

application

Active view when starting the application:

Home -

Address book admin
Agent Status Reports
Chat

Configuration
Contact Detail Reports
Dialer

E-Mail

E-Mail configuration
Error List

Home

IVR-Editor

Realtime information
Reporting
Task Flow Editor

D
Textblock admin
UI config
wallboard

I Ok ” Cancel ]

IP Office Contact Center Telephony User Interface Configuration
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Corfiguration grid colors

- When selected, the agent can change the background
colors and text colors of their user interface.

Color

Agent status: Background:
Present:

Break Time:
Non ACD active:

Free:

i

ACD active:

‘E

(] Turn off flashing of the taskbar on realtime information alars

ms

Cancel
A. With Configuration Grid Color Privileges
Without Configuration Grid Color Privileges
Agent Privileges — Email Tab
GD Agent privileges — ﬁ
Reporting ] Realtime Information ] Task Flow Editor ] Others 0K
Agent ] Ul E-Mail lConfigulation ] Variahles
P P
E-Mail corfiguration Textblock administrator
Keyword based E-mail routing
E-Mail supervisor
Use textblocks Defer e-mails
Agent queue view Frint e-mails
Delete e-mails Automatic sign on
E-Mail Archive Reply as agent
E-Mail corfiguration  _ The agent can configure email settings.
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E-Mail configuration o ;

ﬁ{} (-1 M| Cover Pages [ Fax Rendering | User I Documents || E-Mail Topics/Domains || E-Mail textsearch | Archive/Delete
or | System 1
L Maximum number of messages per mailbox
O Do not limit
DSG ® Limit to [S00
Dga DB size verification interval [minutes): 15
s/ Level for info message [%]: 80 @
Level for alarm message [%): 30 ™
24 Current DB size [%):
A
}‘q} Repetition on extern busy / error: 3 ?
Repetition interval on extern busy / error [s]: 50 ¥ d
Max. backtracking steps for setting read state: 1
_?ﬁ’ Max. backtracking steps for evaluating routing rules acting on state "read™: [0
Conce

A. With Email Configuration Privileges
B. Without Email Configuration Privileges

| Keyword based E-mail routi . . . .
] MU This privilege allows the agent to configure email
scripts that allow emails to be searched for specific text.

Textblock administrator .
L¢] - This allows the agent to create text blocks for commonly

used text and phrases that can be included in email messages.

A IPOfi

File Goto Help File Go to

1 Home
l Autoreply templates I | Topics/Autoreply ]

2 Telephony 2 Telephony
4 Realftime information 4 Realtime information
5 Reporting 5 Reporting

6 Agent Status Reports
7 Cortact Detail Reports

6 Agert Status Reports

7 Contact Detail Reports

8 Error List 8 Error List
3 Configuration 3 Configuration
10 Ul config @ 10 Ul config
11 Task Flow Edtor / 11 Task Flow Editor e | I
12 IVR-Editor 12 IVR-Editor
13 Dialer

13 Dialer /
14 Textblock admin

15 Address book admin

14 Address book admin

A. With Text Block administrator privileges
B. Without Text Block administrator privileges

E-Mlail supenviser —_ Assigns email supervisory privileges to the agent.

Usstedblocks — _ Allows the agent to use configured Text Blocks.
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J Def | . . “* ”
FETEE  _ Allows the agents to store email messages in a “held” folder for

later use.

o i . — .
(V] Agent queue view Allows the agent to view any emails in the queue, for the Topics

that he/she is assigned.

Pintemails — _ Allows the agent to print emails.

Delteemals — _ Allows the agent to delete any active emails. Note: Once an email
has been deleted it cannot be retrieved.

7 ic si . .
[ Aomatic signon Allows the agent to be automatically signed on to the agent

groups to which they are assigned.

E-Mail Achive _ Allows the agent to view mailboxes of deleted agents or topics

contained within the Archive folder.

Fieply s agent - Allows the agent to select whether they reply to emails as an
agent or from the topic. The email address used in the message will be changed to
the agent’s email address or the topics email address depending on their selection.

Agent Privileges — Configuration Tab

GD Agent privileges é
Reporting ] Realtime Information ] Task Flow Editor ] Cthers ]
Agent ] 1] ] E-Mail Configuration l Variables ]

Configuration [
P P

Topic Skeill

Blocking periods Announcement
Agent group Announcement script
Agert VR

Edit alizs Chat script

Edit Windows user account Customer recognition

Edit passwand Bxtemal destinations
Agent profile System
Team Interface for staff planning
Workplace Conrfiguration report

Shift plan
Delete statistic data
Service

Reporting fitters Telephone / Telephone group
Special settings CHAP server
Telephone settings Access code agents
Announcement modules Access code topics
PEX E-Mail settings
Courtry Chat server
Queue device Chat settings
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Corfiguration

- The agent can use the Configuration Module.

A |P Office Contact Center IP Office Contact Center

Telephony Help ile Goto Telephony Help

1 Home
2 Telephony 2 Telephony
3 E-Mail 3 E-Mail
4 Realtime information 4 Realtime information
5 Reporting 5 Reporting
6 Agent Status Reports 6 Agent Status Reports
7 Contact Detail Reports T @ 7 Contact Detail Reports
8 Error List / 8 Error List
9 Configuration 9 Ul config
10 Ul config 10 Task Flow Editor
11 Task Flow Editor Pay | I 11 IVR-Editor P I l
12 IVR-Editor 12 Dialer
13 Dialer 13 Address book admin
14 Address book admin aa

A. With Configuration privileges.
B. Without Configuration privileges.

ViTeric  _ Allows the agent to configure topics.
[¥] Topic
Blockingpeiods . Allows the agent to configure block periods.

VAgentgowe  _ Allows the agent to configure agent groups.

MlAgent  _ Allows the agent to configure settings for other agents.

[¥] Agent

Edit alias - The agents can configure their alias.
/] Agent

Edi alias

[V]Edit Windows user aesount . The agent can edit the settings in the IP Office Contact
Center User Interface relating to their Windows user account.

Agent
Edit alias
Edit Windows user account

= - The agent can change their IP Office Contact Center
User Interface password.

[7] Agert profi - The agent can configure Agent Profiles.
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V] Team - The agent can configure IP Office Contact Center teams.

V] Workplacs - The agent can configure IP Office Contact Center workplaces.

7] St - The agent can configure IP Office Contact Center skills.

[¥] Announcemert - The agent can configure and assign recorded announcements.

[¥] Announcement scipt - The agent can configure and assign announcement scripts.
IVR - The agent can configure IVR scripts.
V|Chatseipt  _ The agent can configure chat scripts.

[V|Customer recognition  _ The agent can enter and edit data that can be used for
customer recognition purposes.

Bdemal destinations  _ The agent can create and enter external destination details.

[VISystem  _ Allows the agent to configure system wide settings.

A IP Office Contact Center A T Contact Center
Ei

Agent Portal -onfi Serv Nind Hel PRIl Configuration Service Windows  Help

Supervision %\ Supervision View: <Al

Administration Administration

S€PBX | FECHAP server | 3 vea
@ | @Toric | EAgentooe | RAgent |

Bves | oy
| Delete Reportind\Qata... e | fTeam |

@

Name E-mail Chat

Variables...
Administratq

Tag list...

Agent2
Aan Smith Configuration report...
Andy1 Availability for Tasks (default)...
Mary ,
Skill overview...

Interface for staff planning...

Task Reports...
Shift plan...

Break Time code

. With System privileges
. Without System privileges

W >

System

interiace for staff planning — _ The agent can configure the staff planning interface.
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A 1P Office Contact Center

Configuration | System Service Windows Help
General... L Time Settings ‘QTDDN: countess | B Agert group counters | £ Agert countess |
View Time off...
i Cancel
Repotting settings. .. Surveyed period [dail) ance
FECHAP s Delete Reporting Data. . | ‘& Country | (7] Start fime: [o.0d -
@ | ' Realtime information default values., . | {1 Profile | £ Team —
____ variables... IR 24.00 [hcenen)
Mame  Taglist... [T [ Email [ [l o)
AgentlE Configuration report... ®
Agent2 Availability For Tasks (default)... % ®
Alan Sl skl verview. . >< % Start calculaton: 0:00 Tk
Andyl S
planning, .. Keep data for: 1 days
Maty w 0
Guperie T8SKkReports 9
Shift plan... |
Ereak Time code

(V] System
(V] Interface for staff planning

V] Configuration report - The agent can configure the IP Office Contact Center
Configuration report.

A, IP Office Contact Center

File Goto

SRSl Service  Windows Help

General...
View: I .
Time off...
5 Break Ti Reporting settings... VEA
Realtime information default values... @% I‘g > L R & " I @T
VYariables... Delete Reporting Data... le i
Realtime information default values...
Variables...
Availsbiity For Tasks (defa Tag list.
Skill overview... o9 ist=
Face for salf i Availability for Tasks (default)...
Interface For st. lanning. ..
Mary - -
Saris TaskR - Skill overview... |
Shift plan... Interface for staff planning...
Break Time code Task Reports...
Shift plan...
Break Time code

A. With Configuration Report privileges
B. Without Configuration Report privileges

System
Interface for staff planning
Corfiguration report

(] St pian - Allows the agent to configure the Shift Plan utility.

A P Office Contact Center

ft Plan - Edit
System Service Windows Help lan - Edi

General... (———————————————————  Daily Settings -m
Wiew. Time ofF...
Reporting settings. .. . Cancel |
012345678 31071121314151617 1813 20 21 22 23|
Delete Reporting Diata. . | g Courty ¢ bl bbb bbbl bbb bbb bbb e L el e o
Realtime information default values. . | {2 Froffe | g Team | T P T P P P R P e, fw Alldays
identical
Wariables...
Tag list... =
Configuration repart. .. Me shift I
Agent2 | avalabilty for Tasks (default)... =1 Dere |
AlanSmi - skill averview. . = |
Andyl Delete all
Mary Intetface Far staff planning. ..
Supervis Task Reports...

Break Time code |
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System
Interface for staff planning
Configuration report
Shift plan
Delete statistic data - Allows the agent to delete statistical data.

Service Privileges

Service

[V Reporting fiters - The agent can configure Reporting Filters.

A 1P Office Contact Center
Help

Configuration  System | Service ‘Windows Help

L Reporting filters [ x|

Wigw: I <Al Special Settings. .. E I Type
Telephone Settings. .. F :
@ SECHAP server p g | & Cou <Ally |(’ Telephory | (=1 E-mail | % Chat | Cancel
. Announcement Modules. ..
)] @ Tapic t £ Pral Vi
PEX..\ = — Presence (=0
Name Country Sekting. . p totTLegin " MName
Quewe Device ] totTSigrion & Abbisy.
Agent1Ed] ] totTPause )
bgent? Telephone...
O Alan Smith Telephone group...
l ndul CHAP Server...
VEA...
[GE
Supervisor Access Code Agents. ..
( ' Access Code Topics, ..
E-mail Settings...
? J| | 3
| l Chat server...
A Chat settings. .. ou selected a total of 1135 counters.
&
(7] Specialsettings Allows the agent to configure Special Settings
d 0
Configuration  System Windows  Help
Reparting Filters... @ Special settings
Wiewr <Al v
I:\ Special Settings... - - ‘
Allow ch t
P Bieak Time code Talephone Settings... 3G VEL | DM”W Cha"g‘"g PG names Telephonegioup | TeChat server T Chatsoript |
It t
o @ | ®Topec Armouncemant Medules. e | e AR gED RS | 2 fmvuncemen: | @ bnowcenertsorgt | @R |
T &
Name e E-mail i e s lj' Z E-mail address Edi.
Agentl Country Setting.. % Reporting from caller's paint of view ‘Agent] @mail abceompany.com
* Agent2 Queue Device... ® Count connections with extemal destinations as successful Agent2@mail abcecompany. cam
Agent3
Telephone.. &
- Supervisarl By "h R, OpY.
o TeamLeader] elephone group.. o e Delete
CHAP Server..
sck office repotting
CHOHO VEA..
2 Access Code Agents.. Reporting/Realime Information
Access Code Topics.. Tirwe slot for redisling: hhernmn)
E-mail Settings.. Tinme slot for Fist Call Resolution [FCR): ddhh
Chat server..
Chat sttings Last/Cunent agent routing functionalty
- ) System-wide
) Topic-specific
. Send automatic reporting s E-mail .
= -

[/ Telephone settings—_ Alows the agent to configure the default Telephone Settings.
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IP Office Contact Center

Configuration  System | Service  Windows

I <Al

Help

Reporting Filkers. ..

Wiew Special Settings...

Telephone Settings.,..

FECHAR server

I e Topic

@

PBX...
Counkry Setting. ..

Announcement Module, .

| '* Cauritry | G Queue device
| £ Profile I @Team I [E3] Custamer

| e=Telept
' External destination I

I arne umber
Queue Device, ..

Saent? Telephone. ..

Alan Smith Telephaone group. .. £} Telephone Settings

Andyl CHAP Server... . ]

Mary YEA... utomalic answer

. Access Code Agents,,,

Supervizor © © g
ficcess Code Topics. . Ty incoming ACD call Cancel |
E-mail Settings. .. ¥ For outgoing ACD calls [Dialer]
Chat server,.. after I‘I j g
Chat settings. ..

Announcemert modules

A IP Office Contact Center
Help

Configuration  System | Service ‘Windows Help

- No supported with IP Office Contact Center.

Reparting Filkers. .,
View: I <All> Special Settings...
FECHAP server Telephone Settings. .. | & Country I (& Queue device | =3 Telephane I {5 Teleph
@ I @ Topic ||_|uru_r:erm:er|t WERl s, t | {2 Profile I &) Team I [£2] Customer ' External destination I 8 workplace | 43 Announ:
Name Counkry Setking.. . il
AgentiEd) Queus Device... o
AEntZ Telephone... I‘arver
Alan Smith Telephene group... Ed Gerver
CHAP Server... -
":”d” o Mo. [ Hame [ PEx [ ok | e
any T I I S T Server
Supervizor Access Code Agents... Cancel | Server
Access Code Topics...
E-mail Settings. .. Add ..
Chat server... Delete |
Chat settings...
&

PBX
Settings.

IP Office Contact Center Telephony User Interface Configuration

- Allows the agent to configure IP Office Contact Center PBX
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IP Office Contact Center

Configuration  System | Service Windows  Help
Reporting Fiers. .

Yiew: <All> Special Settings..
JECHAP server Telephone Settings. .
Announcement Modules. .
@ | ®Toc
MName  Country Setting
e —" Queue Device...
Telephone...
Telephone group...
CHAP Server...
VEA.

Access Code Agents
Actess Code Topics

E-mail Settings

Chat server...
Chat settings...

6/ 0:00 H Administrator ()~

| @ County
t | L Profie

| g Queve devies

| & Team

ustomer

| 2 Extenal destination

| 6= Teephone
| & workplace

| & Telephone gioup
| 43 Announcement

B

o [ Abbie.

| [ Announcement script

| B Chatserver

| &R

| e Chat seript |

| Boresk Tinscode  3€PBX

Name Type [1Pafiice = [ ok ] e |
" Abbreviation: [ Version: [Raoz | Cance|
Location: [ Usemarer | setings.. | Lokts
Color [ =] Password et by
PE |_ccess codeto | Connect to | Access codel.. | Connectf.| — Chae.

=¥ Access to Contact Center

TS_IPO_PBXSeiver  Edit
G574 biece port; - [5556

[~ PBX deactivated

Task server.

I™ Extemal distibution blocked

Access code for
Dialer:

Access code for
extemal OutCC:
Access cods for
intemal OutCL:
Aecess for addiess
book server.

—
—
—
—

PBX access...
Access code,
Corf, access

Country

Settings.

IP Office Contact Center
to Help

Configuration System Service Windows  Help

Reporting Fileers. .

Telephone group...
CHAP Server...

VEA...

Access Cade Agerts. .
Access Code Topics

E-thal Settings. .

Chat server..
Chat setings..

- Allows the agent to configure IP Office Contact Center Country

i <hll> special Settings.
| & Topic Telephone Settings...
FCCHAP server Announcement Modufes...
PEL
Name
Deutschland - Def  QUEUS Devic:
Usi Telephare..

2212/ 0:00 ‘ | Administrator ()~
t | {2 Pofle | §3Team | EACustomer | (7 Estemel destination | &hworkplace | 8 Announcement | [@Announcement seipt | g7WR | B Break Tmecode | 3€PBR |
@ County G Queue device | = Telephone {5 Telephone graup | T Chiat server s Chat sciipt
[ Country code [ National code [ Irtemational code [ Area code used I Edt. |
Deutschian w0 Yes
Usi 1 1 i1 Yes Create.

£ Country setting - Create

——

Cancel

Name:
couk | Country [o
Cod

’7lnng B Trternational: | %0

I™ use area code

Delele

Queue device

A 1P Office Contact Center

to Help

Configuration System Serviee ‘Windows  Help

Reporting Fileers. .

- Allows the agent to configure Queue Devices.

203/ 000 |

Administrator ()~

t | 2 Pofie
| @ Country

| E3) Customer
(& Queve device

| ETeam

| 7' Exstemal destination
| 6= Tekephons

| workplace | g3 Announcement

| S Telephone giowp

| [ &nnouncement script

| % Chat server

| &

|

| BBreak Time code | 3€PBX |

| % Chat scrint

o [ PBx

[ Active

iew <All> Special Settings.
@ | @Tope Tekeshnesettis.
AP serven Announcement Modues...
PB...
— Courtry Setting. .
70000
0001 Telephane
70002 Telephane group. .
0008 CHAP Server...
70004 b
0005 Access Code Agents...
20008 ficcess Code Topics...
70007 E-mail Settings...
70008
20008 Chat server.
20010 Chat settings
20011
0012
70013
0014
70015
70018

PEXServer

PEXServer
PEXServer
PBXServer
PBXServer
PBXServer
PEXServer
PEXServer
PEXServer
PEXServer
PBXServer
PBXServer
PBXServer
PEXServer
PEXServer
PEXServer

Stark o,

End no.

FEX

"

Cancel

S€ FeRIerver v

202020 X X X 2K K AN K KA KK

Create...
Defete

Group settings.

Telephone / Telephone group

IP Office Contact Center Telephony User Interface Configuration

- Allows the agent to configure Telephone and Telephone
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A 1P office Contact Center

Help 22161 0:00 H Administrator () ¥

Corfiguration System| Service Windows  Help

Reporting Filers.

View <Al Special Satting

E

® | @Topic Telephons Settings... | QP | | £ Extemal destination | 8 Workplace | 3 Announcement | [ nnouncement script | 7 IVA | B Bresk Time cade | 3€PEX |
JECHAP server Qg;““”(“e”t s | & Countw 53 Telephone 5 Telephone groun T Chat server %% Chat scrpt
" P a x]
Couniry Setting... I
Noumber - [Pex Edi
01 QE“" Bl PBXServer ]
Telephone.
e Tolephors groip. ) PEXServer Name: [ Cancel Create

203 PEXS
crapBerver...
804 e
. 1= Telephone- Create Assigned phones.

Number PBX
—
Cancel

Delete
Edl PEXGerver
Z a2 PBXServer
E FEXServer
ﬂ ) FEXServer

statro. ||

€ PBXServer v

VICHAR sever —_ Allows the agent to configure CHAP Server settings.

IF Office Contact Center

1o || Administrator ()~

Configuration System Service Windows  Help

Reporting Fikers

Wiew <Al special Setting:

&l

@ | @Topic Telephone Settings... | fiPofle | §)Team |[EE)Customer | (7 Estemnal destination | %hWorkplace | j3 Announcement | [@]Announcement script | @7 VR | B Break Tmecode | 3€PBX |
FECHAP server e mouneeer: Ceiiligien | @ Courty | €4 Queve device | £33 Telephane | g5 Telephane group | 7% Chat server | % Chat script

Name Gty SEETE ame [ Sessionld [ Statting time. [ Version | Edt.

CHAF: Queue Deviee... 9 [ 3/18/2014 Z0E10FM 90.1.0.2000 (30.0.31170.2000)

Telephone... Create.
Telephone group... s

EET—— > T -
VEA General | CHAP adaper | Properties | o | Delete |

Access Code Agents
Access Code Topi

E-mail Settings... Name:

Chat server..

Chat settings... Hostname: training
Session-10: [
Start time: 3/18/2014 2:06:10 PM
Version: 90.1.0,2000 (30.0.311

el - Not applicable to IP Office configurations.

¢ Access code for agents

Configuration

Murber | Len... | PEX | 0k,

Cancel
The configured PExs do not support access code
creation/processing!

1l

Change ...
Add ..

Delete

[

] Access codetopies  _ Alows the agent to configure Access Codes for Topics.
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IP Office Contact Center

Configuration_System
View:

@ | ®Topic

L CHAP server

Name
CHAP.

<Al

Service Windows  Help

Reporting Fikers
Special Settings. .

Telephone Settings..
Announcement Modules.
PEX...

Country Setting. .,
Gueue Device..
Telephone.

Telephone group...
CHAP Server..,

YER..,

Access Code Agerts. .

E-mail Settings,

Chat sarver..,
Chat settings...

1o ||

Administrator () v

| 2 Profile
| & couny

| §9Team

ustomer

|
| gk Dueue deviee

| o7 Extemal destination

| S workplace
| = Telephone

| @ Announcement
| &5 Telephone group

| @ Announcemert script | A&7 VA
| " Chat server

| & Break Time code

|serex |
i Chat script

me

[ Sessionld
0

[ Starting time.

[ Version

] Edit |

3/18/2014 20610 PM

Number 0
70 1 PBSemer

Cancel

Change
Add ...

Delete:

Pl

PEX:

Digis for pastdial:

) Trunk line access cod

Apeass eode:

90.1.0.2000 (30.0.31170.2000)

reate
e 1
[ cad
i

=

Create...
Delete

E-Mail settings

IP Office Contact Center

Configuration  System

@ @ Topic

Narme

Topiol

Topic2

Topic3

Topich
TopicMenuChoice

i <l
FHE CHAP server

- Allows the agent to configure Email settings.

Service Windows  Help

Reporting Fikers. .
Special Settings

Telephone Settings. .
Annauncement Madules, .,
FE:

Country Setting. ..
Queue Device.
Telaphone. .
Telephone group. ..
CHAP Server,..

VEA

Access Code Agerts...
Aceess Code Topics...

Chat serv
Chat settings...

uuuH

Administrator (-}~

El

| @ Country | € Bueue device | =2 Telephone | 85 Telephone group | % Chat server | e Chat script
¢ | S Pole | @)Team | ECustomer | (7 Extemaldestinalion | &hworkplace | 4 Announcement | [@|Announcemert seipt | @PIMR | B Break Tmecode | SEPEX

o [ Tel [ E-mail [ Chat | Nurnber [Active [ PEx [ E-mail address | Edit |
3 % 701 3 PEXServer Topic1 GCHANGE.ME
X % 2 X PBXServer Topic2@CHANGE. ME Creale.
b ® 3 b PBGerver TopicI@CHANGE. ME
% 04 % PEMGarver L‘
® 705 ® PBXServer

System Settings |
E:Mai Domsin
Prefis for Ticket ID:

Suffix for Ticket ID:

.. company.com)

P
Cancel

Deletz
Blacking periads

Chat server

A IP Office Contact Center
to Help

Configuration  System

Wiew: <Al
@ | ®Tonic

ECHAP server

Name
example.chal

- Allows the agent to configure Chat Server settings.

Service Windows  Help
Reporting Fiters
Special Settings.

Telephone Settings..
Announcement Modules.
PEX..

Country Setting. .
Queue Devic
Telephane. ..
Telephone group. ..
CHAP Server

HEB..,

Access Code Agerts. .
Access Code Tapics. .,

E-mail Setting:

Chat settings

oo ||

Administrator () =

| B Bieak Time code

[Ei
& Chat script

] Ed. |

| fFofle | §YTeam | EDCustomer | 7 Exeal destination | @ Workplace | 4 Announcement | [@] Announcement soript | £ VR
| @ Courty | £ Queue device | = Telephane | S Telephone group % Chat server
- [ Hostname [Pat
abeileluk. com 5222

Name:

AMPP Server:
Port:
Domain;

Encryptiar

[

Chat server configuration - Edit [x]

Cancel

Task server:

T5_exarmpe.chat

Ed..

Create.
Delete

Chat settings

- Allows the agent to configure Chat settings.

IP Office Contact Center Telephony User Interface Configuration 02 2016 59



IP Office Contact Center Telephony User Interface Configuration

22:321 0:00 H Administrator ()~

eeeeee Telephone Settings... | & Counny | € Dueue devics | = Telephane | 5 Telephane group | e Chat server T Chat sciipt

Cofiage | Cooememmen: (s | £t Pfie | §DTeam | EXCustomer | (7 Extemel destination | &hWorkplace | Jd Announcement t | [P armouncement scipt | VA | B Break Timecode | 3€PEX
Name - [Tel [Emal [ Chet [ Nurber [Aclive [ PBX [ E-mail address | Ed.. |
Topic % X m X PBXServer Topicl @CHANGE ME
Topic2 X 702 X PBXServer Topic2@CHANGE ME Cieate
Toric3 Topic3@CHANGE.ME B
Topiod R
TopicktenuCh Archive | Defete

I activate archive Cancel ety
Start time for deletion: | 2130 [hhimem after midnight]

¥ | Deletz archive data
after 365 days
Corffigure TR-Report bo delete archive data

Agent Privileges — Variables Tab

@) Agent privileges

Reporting ] Realtime Information ] Task Flow Editor Others
Agert | ui | E-ai | Configurstion Varizbles ]

|| Configuration [ [ Assign values 1
F F P P

Global IVR seript

Topic Bxdemal destinations

Agent group

Agents

PBXs

The Variables screen displays a number of privileges that determine whether the
agent can configure variables relating to certain configuration parameters including
Global variables, Topics, Agent Groups, Agents, PBX’s, IVR Scripts and External
Destinations. To give an agent Configuration privileges in relation to variables, the
Configuration check box must be selected.

{0 Agent privileges -

Reporting i Realtime Information ] Task Fow Editor | Others |
Agent | U | E-Mai | Corfiguration Variables
arfiguration ] [7] Assign values =
[ |P P P P

Global | VR script

Topic Extemal destinations

Agent group

Agents

PBX=
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You can also determine whether the agents can assign or change the values of
variables, by selecting the Assign Values check boxes as indicated below.

(i Agent privileges — ﬁ
Reporting | Reattime Information | Task Flow Editor | Others
Agent | i | E-Mai | Corfiguration Variables

Corfiguration ] Assign values ]
r=s P P
Global L IVR script [
Topic r Extemal destinations [
|
Agent group [
"|  Agents [
PEXs r
Agent Privileges — Reporting Tab

{5 Agent privileges —— ﬂ
Agent ] E-Mail | Configuration | Variables
Reparting Realtime Information I Task Fow Editor I Cthers

— Team
P P

Reparting ]
Topic Trunk; line
Agent group Outbound ACD
Agent VR

Show alizs only Sheill
Team System
Telephone FEXs
Automatic reporting Delete data

Set report parameters

= Supervisor

Definition

Team Privileges

Reporting

- The agent can access and use the Reporting module.
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A 1P Office Contact Center A IPOffi

File Goto Eile Goto Telephony Help

Agent Portal Agent Portal

Reporting - File View
I Supervision

Folder
[ 2l reports
=i Predefined reports [rRO]
ﬂ 01_Agent reports [RO]
4 02_AG reports [RO]
4 03_System reports [RO]
' 05_Topic reports [RO]
| 06_Workforce_Management [RO]

Wait Time

Dialed Topic

A. With Reporting Privileges
B. Without Reporting Privileges

(] Topic - The agent can create reports relating to Topics.

As with the Topic privilege, the agent can be given additional privileges to create

other reports when the relevant check box is selected. In similar manner, privileges
to generate reports can be removed by selecting the required check box.

V] Agert goup _ Thg agent can create reports relating to Agent Groups.

[V Agent  _ The agent can create reports relating to Agents.
[¥] Agent
Show alias onhy

- The agent can create and view reports relating to Agents, the
alias rather than the agents name will be shown in the generated report.

V] Team - The agent can create reports relating to Teams.

7] Teleph
"M _ The agent can create Telephone reports.

V] Automatic reporing. _ -, o agent can configure automatic reports.

Set report pamameters . ) .
- The agent can adjust the report period of predefined reports.

V| Turkline  _ No supported with IP Office Contact Center.

/|0utbound ACD )0 agents can create reports relating to outbound ACD calls.

VR - The agent can create reports relating to IVR.
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(] skl - The agent can create reports relating to assigned Agent and Topic
skills.
V] System - The agents can create system reports.
[VIFBXs  _ The agent can create reports on configured PBX’s.
Delete data

- The agent can delete reporting data covering a defined period.
Supervisor Privileges

Supervisor

Defintion - The agent can use file manager to configure new reports.

Agent Privileges — Realtime Information Tab

@EI Agent privileges o ﬁ
Agent | L | E-Mai Corfiguration | Variables ]
Reparting Realtime Infomation Task Fow Editor ] Cthers ]

Cancel
Agent
Fl
Callback from calllist O Pick up call O
Delete from call list [ Call Redirect
Queue call Redirect o
Team
P

Reattime information [l
Remoate functions Trunk reattime information
Dut of office notice Agent Histony

Supervisor
Configuration Supervisor Emergency
Silent Manitaring Supervisor Assistance

Agent Privileges

Agent
lCalback from callist  _ The agent can use the Call back function.

Delete from call list _
- The agent can delete calls from the call list.

Fickupeal — _The agent can use the Pickup call function.
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Call Redirect
Queue call Redirect
agent.

Team Privileges

— Team

Realtime information

enter

Realtime information

Inspector - Topic_Default

=i Text element
25 Label
Value element

¢+ Longest Wait Time (topic) [E-mail]

perlink

LT+ variable
Tag
i %] Tag
-l Lists
= Agent status list (AG) [Telephony]
=: Agent status list (AG) [E-mail]

Anant ctatye lick (AEY [rhat]

[ save © Cancel | §= Properties | [E] Realtime information files [ |

== Longest Wait Time (topic) [Telephony]

- The agent can use the Call Redirect function.

- The agent can distribute waiting calls from the queue to a free

- The agent can use the Realtime Information module.

Full scre

VY

Digled Toric

A. With Realtime Information Privileges.

B. Without Realtime Information Privileges.

Remote functions

Out of office notice

agent for whom he/she is authorized.

- The agent can use Remote Functions

- The agent can configure the Out Of Hours’ notice for another

e

@D Agent privileges ——

Reporting I Realtime Information I Task Fow Editor | Cthers

Agent | U | E-Mai | Corfiguration Variables
Corfiguration = [7] Aesign values =

P P P P
Global IVR script
Topic Extemal destinations
E Agent group

Agents
FEXs
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Eile Goto Home Help

Agent Portal
Preview - Home_Standard_en

Home files B8 Edit

Message-Board (Glohal)

Hello ...

g

2
Break Time: 0:00:00 Signed On Time:  2:49:0<4 ‘ ‘
Calls: offered: u] completed: u]
E-Mails: completed: 0

AgentiEdJ - Agent History (Period: today)

Date Tirne | Address | Called address Original topic Last topic Task type| Mote | Subje.,

(91 Trunk resttme nfomation Not supported with IP Office Contact Center.

VIAgent History _ The agent can view agent history settings from another agent.
(Authorization required).

Supervisor Privileges

Note: To utilize Supervisor privileges the IP Office Contact Center user must be
assigned a Supervisor license.

Supervisor

] Corfiguration _ 1y agent can configure system wide and individual real time

information.

Agent Portal

Realtime Information -File View

S . . — — -
Supervision 1| Full sereen Lil] Work area E Separate realtime information

i All realtime information Name | Type I

Qi Eradaiinaed .AG_DefauIt Public
.Top\c_DefauIt Public

A PC nter

File Goto Realtime information Help 3:397 0:00

Realtime Information - File View

Supervision Bm New folder . New realtime information | ~ Edit Ff"-_ Duplicate ﬁ Deletel 1| Full screen m Work area E Separate realtime information

@ _ Realti"]e Infnrr“a1inn ﬁles
Bl All realtime information Narme a | Type

i Predefined [l aG_pefault Public
.Top\c_DeFauIt Public

A. Without Supervisor Configuration privileges
B. With Supervisor Configuration privileges
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[¥] Silent Monitoring . . L L
- The agent can utilize the Silent Monitoring function in the

telephone contact bar.

Agent Portal
Supervision
ul
()
™
3 Pl o) 1" ) ) 9
™ vy
~E
Dialed Topic Last Routed Topic

Customer History C-onfiguraion contact bar
Date ] Time | Contact bar

|| Default

Available elements: Selected elements:
!
up Extend Wrap
Emergency Up
= Add
End Wrap Up
DTME Remove
))) Down
Jcode
Toggle
© @
«h N/
¥ SientMon, -
Call recording on: A
(element: recording) m
show only authorized topics (element: Call)

A. The Silent Monitoring element has to be manually added to the Contact bar.

V] Supervisor Emergency  _ agent can use the Supervisor Emergency function.
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3:53/1 0:00

B

Y
!
g J)(E)( e~ (1 M D) (1
™l vy
o
i Configuration contact bar
— Coraz o
= Contact bar
A -[| Default ]
Customer History Available elements: Selected elements:
- -
up End Wrap Up
Coach
Add
1 code
OTME Rerove
(9
i 1) Down iy
SilentMon.
Toggle
! B [ )
(th L
- Emergency -
Call recording on:
{element: recording)
show only authorized topics (element: Call)

A. The Supervisor Emergency element has to be manually added to the
Contact bar.

/] Supervisor fssistance _ The agent can use the supervisor Assistance and Silent
Monitoring functions.
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-3 J)E e~ () ()0 M

vvv

Dialed Topic Last Routed Topic
!
i\ = s B

Customer History

Called address Original topic Last topic

Last agent

9

Contact bar

|| Default

<« Available elements:

DT™F

)
Togge

) —

Call recording on:
(element: recording)

"] show only authorized topics (element: Call)

T—
Assistance

Selected elements:

Separator

Wrap Up

Extend Wrap
Up

"

A. The Supervisor Assistance element has to be manually added to the

Contact bar.
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Agent Privileges — Task Flow Editor Tab

(@ Agent privileges — ~

Agert | U | E-Mai | Corfigution | \arisbles

Reporting I Realtime Information Task Flow Editar |ﬂthers

O

Task Flow Editor

Edit task flow set
Activate task flow set
Use default task flow set
Edit predefined conditions

B LR KL

Advanced mode

TaskFlewBdter —_ The agent can use Task Flow Editor.

ask rset  Edit  Tools i R
DEME| v | & | i B8 ‘ m Message-Board (Global)

Ml | £Ta Menuhoice |BF Latof[ <[+ ]

=-(& Telephony

dows Help

Hello ...

Topicl
% e
1
02 Topica Break Time: 0:00:00 Signed On T,
Calls: offered: 1] completed:
& (@ E-Mail E-Mails: completed: a

O, Topicl ; T
'E Topic2 Agent1EdJ - Agent History (Period: today)

Date Time | Address | Called addres:

A. With Task Flow Editor privileges.
B. Without Task Flow Editor privileges.

Fdtiaskflowset _ The agent can edit a Task Flow.

Edit task flow set

V] Activate task flow set_ Allows the agent to activate a Task Flow.
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Edit task: flow set
Activate task flow set

Use default task flow st _ Allows the agent to define the default task flow set. If there
is a system failure or reboot, the default Task Flow Set is utilized.

Edit task flow set
Activate task flow =et
|Use default task flow set

Edt predefined conditions  _ Allows the agent to edit predefined conditions.

V| Advanced mode  _ Enables Task Flow Editor's Advanced mode.

Note: This privilege is required to use the following elements.

g CElg B
Logic , Distributor (equal) , Distributor (cyclically)

Agent Privileges — Others Tab

({5 Agent privileges — ﬂ]
Agent | U | E-Mai | Configuration Variables |
Reporting ] Realtime Information ] Task Fow Editor Cthers

P P
[ Dialer ] | [T 1vR-Editer Ol
[] Addrezs book admin [
Task reporting
[ [] Agert Status Reports [ [] Start/stop reports [
[ Cortact Detail Feports [l
Dialer - The agent can use the Dialer module.

Oicker Deslinlon nuenber Hedt altengt State Creae... |

Customer History

| Time | calledaddress | origi
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A. With Dialer privileges
B. Without Dialer privileges

eI - The agent can use IVR Editor.

A, P Office Contact Center

HE & & v o=lema

@ IVR sciipts IEE Elements | Administration

2 choice_on_ivr
uig MenuChoice

vV

Customer History

Dialed Topic

Time Called address Original top|

m

A. With IVR Editor privileges
B. Without IVR Editor privileges

Address book admin. - The agent can administer the Address book.
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A PO ntact Center

File Goto Help

hony Help
Agent Portal Address Book Administrator , , 5, -
Supervision Agent Portal
Adinistation [Address books] IAddress book profllesl [Address book serverl IImport»Log Supervision
Administration
Address book name Type
@ Global address book - Exchange External (LDAP)
Global address book - GroupWise External (LDAP) J . | I
@ Global address book - Lotus External (LDAP)
vvv

Customer History

Date Time Called address Origina

A. With Address Book Admin privileges
B. Without Address Book Admin privileges

- Task reporting ———

Agert Stetus Reports— _ The ggent can utilize the Agent Status Report.

Contact Detal Reports -~ The agent can utilize the Contact Details Report.

StatstopEpets The ggent can start and stop reports.

Authorizations

Authorizations are used to determine which Topics, Agents, Agent Groups,
Workplaces and Teams an agent can view and potentially configure from their
agent profile.

They also determine which Topics an agent can dial from to make an external call.

Note that an agent may require additional privileges to configure authorized
features of IP Office Contact Center. For example, the authorization can determine
which agents groups an agent can configure, if they have the Agent Group
configuration privilege.

In the example below, the agent can view and configure the Marketing and Sales

Agent Group but they do not have Authorization to view the Admin, Support or
Warehouse groups.

IP Office Contact Center Telephony User Interface Configuration 02 2016 72



IP Office Contact Center Telephony User Interface Configuration

A IPO ct Center

File Goto Help 23/ Karen (8003)

Agent Portal Configuration  System  Service Windows Help

‘ View <l .

B, Break Time cods | 3€PEX | FCCHAP server I FEHVEA 1 ¢ Courtry ] G Queue device I =S Telephone I 5 Telephane group 1 T Chat server % Chat script 1

J @D 1 OTupic m!\gem group IQ Agent I £ Profile 1 @Taam I [E5) Customer ] [ Extemal destination 1 aWurkp\ace 1 49 Announcement 1 @Aﬂnouncemem script I @IVR 1
Name: Vit AG Tel E-mail Chat PBX Edit
Marketing X PBXServer
Sales X PEXServer Create

) Authorizations Create vitual AG

g, I <Al j oK I Copy-
& bgent | G Team | 6= Telephone | Exce] ) Agent privileges =

[ﬁTelephone graup | %Campaign | Reporting | Realtime Infarmation |
QTop\c mAgent aroup Agent | u | E-Hail
View "
v igurati v
Admin ® i ¥ Configuration
¥ Marketing P 5 ]
ree
¥ Sales = T I r’
Support & Al
‘warehouse ¥ Blocking periods I Ii
- aAx
bd | R Agent i3

I - S VR S e

Authorizations are important in relation to supervisor views, for example as an
Email Supervisor in the folder overview. Only emails for authorized agents and
topics are viewed and can be selected for example.

To view the Authorizations for an agent:

1. From the User Interface Menu bar, select Go to followed by Configuration.

File Goto Home Help

1 Home

2 Telephony

3 E-Mail

4 Reatime information
S Reporting

B &gent Status Reports

7 Contact Detsil Reports 3 Agent1 - Out of office notice
& Error List / 0:00:00 Signed On Time:  3:51:32

9 Configuration

10 Ul config

11 Task Flow Editar
12 WR-Editor

13 Dialer 3
14 E-Mail configuration | Address | Called address | Criginal topic | Last tapic | Task type| Mote | Subjet
15 Texthlock admin

16 Address book acdmin

completed: o

History (Period: today)

A A Bl s s ntier J e ol gt o e hehia g

2. The Configuration Interface is displayed.
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Agent1 (803)

e Configuration System Service Windows Help
‘ View @l -
B Break Tme code | 3ePex | FECHAP server | ¥gvEn | 4 Courtry | €8 Queve deviee | 1= Telephone | S Telephone group | TaChat server | % Ot scrpt |
J ® | @Topc  |Agentoo  PAgert | {lPwe | §)Team | ECustomer | (7 Btemal destraton | & Viokplace | 3 Amnowncement | [ Amnouncementsenpt | @ IVR |
Name To Email Cnat Number PEX Email address Edi
NS Adminisrator
<] Agent2 x x PEXServer Agert2@ECHANGE ME Gds
Agent3 x x PEXServer Agert3@CHANGE ME
Supervisor x PEXServer
Refresh
st
Admini U Press F1 for Help. NUM

Agent1 (803)
Configuration  System  Service Windows Help
View: <Al -
Bbrak Tmecode | 3€PEX | |38vEA | @Couty | (#Guesedevice | oBTelphone | STelephonegroup | TwChatsever | TyChatscit |
® | ®Topc  |WAertgon | @agent |[Pufle | §)Team | EiCustomer | I Bemal destination | 8 Wokplace | @ Anrouncement | [@ Amouncement sorpt | @@VR |
Name T Emal Chat Number PEX Emal address Edt...
Administrator o
Agert2 % X PEXSenver Agent?@CHANGE ME e
Agertd x x PEXServer Agent3@CHANGE ME Cany.
Supervisor % PEXSenver
Delete
e ok b,
SRRt il ““‘"‘“‘-ﬂ.““‘\.." r"’--&\\’\,‘-\ ™ ndl NPT L ..

button.

Configuration  System  Service Windows Help

Select the Agent to which a password will be assigned, then click the Edit

Agent1 (803)

Wiew: <All>

B, reak Time code 3€PBX CHAP server VEA Country (g Queve device = Telephone Telephane group Chat server Z Chat script

L] d

@ | ®Topc |WAertgo  @aget | {Pfie | E)Tesm | EECustomer | 7 Btemal destination | 8Worplace | J3 Announcement | [ Amnouncemert scrpt | gPIVR |
Name Tel Emal Chat Number PEX Emall address Xt
Administrator
Agent2 PEXServer Agent2@CHANGE ME v Create
Agent3 3 X PEXServer Agent 3I@CHANGE.ME
Supervisar PEXServer

NI L D W B R SRR NI W et

5. The Edit dialogue box is displayed, click the Authorization button.
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& [Agent] Alan - Edit 4 * . L&)
General | £ Telephony
Task types
Spencane: Ao i Conc
Telephony
Login name: Alan [ E-mail 2nd password...

[Cchat

Skills...
Usemame:
Domain/computer: Availabilty. ..

[] Automn. sign on through Windows user account

Aias:
Language: «System language=
Last name: Man Title
) Ms.
First name: -
@ Mr.
Employee 1D:
Cost center:

-~ Privileges...
Predsfined profils: <None>
“ L

6. The Authorizations dialogue box is displayed.

1

@3 Authorizations
—

v T -
.ﬂﬁgem |@Team I[ETelephone

ET&I&phcne group I %Campaign
@ Topic | 5 Agent group

Wigw
<Al - = .
s A d
Topic - s
Topic? = (0 Free
Topic3 @ All

Add

|

7. All or individual authorizations types can be viewed.
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@ Authorizations
—

/;,M

Wiew <Al

Q Agert I Telephorny
ﬁTelephon ZE PBExServer
& Topic = E-mail

Cancel

T Chat Wiew

Bl Wirtual .
E)Nl' D @ ua () Azzigned

ave _
Topic1 E (L) Free
Topic2 @ Al
Topic3
Tarird 8 L

Add

8. In this example, All has been selected from the View drop down list.

@ Authorizations
—

|t

¥ Agent I &) Team | = Telephone
ETelephone aroup I @Campaign
@Topic | tﬂa"\gerrt aroup
Wie
<Allz - .
i @A d

Topic1 S

Topic2 ‘E () Free

Topic3 i @ Al

Add

9. To assign an Authorization to an agent, select the required tab. In this

example the Agent Group tab has been selected.

~
@ Authorizations

(-

iew: € Telephony

-

-ﬂﬂgerrt I@Team IoE'nTelephone I

ETelephone group | %Campaign

@Topic | Eﬂ}'\gerrt group |

Wiey

Marketing
Sales

() Azsigned
) Free

@ Al

Add

10.Then select one of the View radio buttons.
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& Authorizations il |
Miewr £ Telephary
¥ Agent | &5 Team | = Telephone I
ETelephane group I %Cﬂmpaign I
%Topic fﬂﬁgent group
Wigw
Marketing () Aszigned
Sales -
() Free
@ Al
Add
r:

11.When the View radio buttons are selected, they show those groups that
have been assigned or are available to be assigned to the agent.

@ Authorizations = @Authonza!lons . ﬁ @Authonutlons —

View: € Telephony - View: € Telephony - View. <Al>

=
=

£ Agent | FTeam | (B Telephone | _ Q Agent | F)Team | B Telephone | _ Q Agent | E)Team |05-rm, ]
(S Telephone group | &} Campaign (S Telephone group | &} Campaign S Telephone group
@ Topic 16 Agent group ) @ Topic B Agent group @ Topic mﬁgmgrwp
- View - View View
|L¥ Marketing © Assigned | d ‘ Assigned |V Marketing A Assigned
Free Free Sk Free

A. Assigned
B. Available for assignment
C. Both assigned and Unassigned

12.To assign an Agent Group, Topic etc to the agent, first click the All or Free
radio button, then select the parameter (in this example the Agent Group) to

be assigned.
@D Authorizations M
View <l -
& Agent | o) Team I = Telephone
éTelephone group | %Campaign
eTopic Iﬁﬁgent group
i
¥ Marketing () Assigned
) Free
@ Al
l Add l
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13.Click the Add button.

(& Authorizations
o

X
-ﬁ:‘\gent ]@Team ]uE'nTelephone ]

ETelephonegroup ]%Cﬂmpaign ]

& Topic Iﬁ:‘\geﬁt group
Wiew
¥ Marketing (7 Assigned
Sales -
() Free
l @ Al
Add

14.The Group will be assigned, as indicated by a tick adjacent to the Group’s
name. Click the OK button.

@D Authorizations ) ﬂ

Qﬂgeﬂt ]@Tearn ]uETelephone ]

ETelephone group ] %Campaign ]

& Topic B Agent group
Wiew
¥ Marketing () Agsigned
v Sales | .
() Free
@

Add

15.The above process can be repeated to assign additional authorizations to
agents.
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Additional Agent Settings

Last Name First Name

& [Agent] Agent3 - Edit —— - - x
General ] £ Telephany ] =1 E-mail I
Task types
System name: Agert3 P
Telephony
Login name: Aagertd Emal 2nd password
[ Chat
[ Autom. sign on through Windows user account
Skills....
Usemame:
Domain/computer: g b
Alizs: |
Language: <System language:
Last name: Smith Title
M.
First name: Alan =
@ Mr.
Employee ID: 3
Cost center:
Privileges...
Predefined profile: <None>
: ]
Address book Standard vJ

1. By entering a Last name and First name for the agent, the agents name
will be displayed on the User Interfaces menu bar.

0-00/ 0:00 ) Alan Smith (803)

4
=
¢

Y — _,,’-.q_-q,..-.......‘"‘\__x R s Trowy g W Bt o

2. The System name is a system wide setting that identifies the agent.
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A IPOffice Contact Center

File Goto Help Alan Smith (803) ~
Agent Portal
ﬁ isw <Al -
B Break Time code | sepex | 3ECHAP servef I [Agent] Alan Smith - Edit [ SO - - . o] By Chat scrver iy Chat script ]
@ | @Topc | B Agert group 2 Agent [A Aorouncement st | VR |
J General | ¢* Telephony | EAEmal |
N Task
ame [[srtom nam Han St | T
M Administrator [¥] Telephony Creat
PaaN cort? [ Agentd - 2nd password E =
i e
[ Putom =it o theousch Witckams tsmer acoout
Skils..
Usemame
Domain/computer kol
S o Y MVNJ\\\’AM.M‘-\\’.‘,\--WM . S S SR

The Login name identifies the name that the user must enter in the User

AVAYA

IP Office Contact Center

Username  agent3 v| Login I
S

Telephone Extension 803

3.
Name field to sign on to the user Interface.
@ [Agent] Alan Smith - Edit [ S— P— » ]
General | * Telephony | E1Emal |
System name: Aan Smith EER R
[¥] Telephony
| Logn name. Agert3 | 2nd password
[] Autom. sign on through Windows user account
Usemame:
e oo M P Y
—]
4.

The Predefined profile option allows the Agent to be assigned against a

previously configured profile. The profile contains settings that can be
applied to a specific group of agents. For example, a profile for the sales
department may have different assigned privileges than a profile for the IT

Support department.

An agent profile can include settings relating to group authorizations,
privileges, assignment, and the Task Type; Telephone, Email or Chat.
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.ﬁ [Agent] Alan Smith - Edit

3 =

-
B Chat server

General l 6% Telephony ] =1 E-mail

@ Announcement script

| S Chat script |

|&wvr |

Task types Edit...
System name: Aan Smith b

[¥] Telephony T
Login name: Agentd ; T # sl

E-mail = {1 Select agent profile I ﬂ

[CIchat —
[ Autom. sign on through Windows user account € PExServer ok

Skills...
L P Name T E C PEX
Domain./computer: vailabilty... ¥ <Mones
Mew Agent ®oR PBxServer |
Hias:
”Zu
Language: <System language >
Last name: Smith Title
) Ms.

First name: Aan B s

(1 M.
Employee 1D: 3
Cost center:

. Privileges...
Predefined profile;  <None> \ﬁ/ —
\, -
" ‘ ( Refresh

Creating Profiles

1. To create a Profile, from the Configuration interface select the Profile tab.

Configuration System Service Windows Help

Jones Ed (803)

Viewr <Al

BBreskTmscods | 3€PBX | ZECHAP server FpuEL | @Country | (@fQuevedevice | oSTelephore | S Telephone group | MChatserver | TaChatscipt |
J @& | @Topc | BBAgentgoup | £ Agent {2 Profile E)Team | EElCustomer | (7 Bdemal destingtion | &hWorkplsce | jd Announcement | [#) Anmouncement seript | gFIVR |
Name Tel Email Chat PEX Edit
B Agent Defautt
= New Ageri X X PBXServer

Supervisor Default

P S e = P WP R S N Y N T v By

2. Any existing profiles are displayed including the Task Type assigned to this

profile.

Configuration System  Service Windows Help

Jones Ed (803)

View: Al -
B Ereak Time code | 3€Pex | FECHAP server | ¥ VEA | & Courtry | € Gueue device | 3 Telephone: | 5 Tetechone group | " Chat server | T Chat sciot |
@ | ®Twc |WPretoow | Piget  DPofic | §DTeam | EDCustomer | 7 Btomal destingtion | ByWodlace | [ Amouncement | [AlAmouncement st | @PVR |
Name Tel Emal Chat PEX
N Agert Defit
= Npa HOH S - —
Supervisor Default

R e NP S S S W S N SV W ST

A. Task Types
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3. Click the Create button.

Jones Ed (803) ~
AgentPo Configuration System Service Windows Help
ﬁ View: <Al -
B Break Time code | 3€PEX | JECHAPsenver | 3EVEA | @County | G Queue device | B2 Telephone | 5 Telephone group | TChatserver | TipChat script |
J @D } eTopi: } mﬂgem group } Q Agent Q Profile I@T&am } [EZ]) Customer } [ Extemal destination } aWorkp\ace I 44 Announcement } @Announcement seript I @\VH I
Name: Tel E-mail Chat PBX
Agert Defautt

New Agent

% % PBXServer
Supsrvisor Defauit

* -, MAM-\A“-,‘V’"‘\"H“ B nmin sl s spmtn P tn b g N i FE-“

4. The Create Profile dialogue box is displayed. In the Name field, enter a
name for the profile.

41 [Profile] - Create

2]

G| =
Name: AdminProfile ol

Authorization ..
Task types |sed for:

[ Telephaony Agent
] E-mail

[ Chat

5. Agents and the Profiles, to which they can be assigned, can be granted with
Privileges and Authorization rights. Please see the Privileges and
Authorization section of this guide for further details.
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6. Select the Task Type(s) to be assigned to this profile.

r.ﬂ [Profile] - Create g

General | ¢* Telephony | E1Email | %eChat |
Ko ==

Authorization...
Task types Used for:
Telephory Agert
E-mail
Chat

7. In this example, all three Task Types have been selected. Click the
Telephony tab.

41 [Profile] - Create / | 2
General ﬁTelephonyE Email | ®yChat |
=

Group assignment

Prio  Name |~ Add...
<Mone: L4 Delete
<Mone:
<Mone: Up
<Mone:
<Mone: - Down
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8. Click the Add button.

il "
43 [Profile] - Create | 22 |
General € Telephony | E1Email | TChat |
==
Group assignment
Frio  Mame i Add...
<Mone: L Delete
<Mone:
<Mones Up
<Mone:
<Mone: 57 Down

9. Select the Group to be assigned to this profile. Then click the OK button.

appear in the Select AG for Agent dialogue box.

Note: Groups must have been previously configured, before they will

! Select AG for agent u1
q

2 PB=Serser
Mame S ow T E C PBEx ELE

Admin # ® ¥ PBxSer.
Sales] * PB=Ser...

Columnz

E:|

b
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10.The assigned Group is displayed.

r.ﬂ [Prafile] - Create uﬂ
Generdl  €* Telephony | (=1 Email | "HeChat |

Group assignment /

Prio Mame - Add...

e

11.A priority can also be given to the groups assigned to the Task Type
Telephony, from priority 1 the highest priority, to 60 the lowest priority. The

default priority is 60. To change a priority, click the Prio drop down box and
select the required priority.

rQ [Profile] - Create - M
General  ¢* Telephony | E1Email | Chat |

Group assignmem/

Prio o Add....
R m
1 » | <None>
iz <Nonex Up
33 <None e
[T | Dawvn

%%ﬂ%&f&%ﬂgfaﬁﬂ%&ﬁﬁﬁﬁéﬁﬁ'ﬂ%’ﬁﬁ

m

3
1
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12.1f more than one group is assigned, the groups can be moved to their
required order by selecting the group and clicking the Up or Down arrow.

r Y
.ﬂ [Prafile] - Create M

-
cocs

General €* Telephony | =1Email | #Chat |

Group assignment
Prio Mame |i| Add...
| ;g ﬂggg; | | Deiete |
N || ST
« | 1 | » Down

L

13.The Telephone Settings relating to this profile can be configured by clicking
the Settings button.

Agent Defautt

New Agent 4 [Profile] - Create

Supervisor Default

Telephone Settings g
P g

assignment

[ Use default settings
Pl Nome BT
Automatic answer 55 Admin [
[N e Delete
s Fa-
o incaming calls <None» U
p
. . <None> o
[7] Far outgaing ACD callz (Dialer) q ’#‘ b Down
after 1 = 8

General ¢ Telephony | (E1Email | %hwChat |
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14.The Use Default Settings check box is selected by default. To change the
setting, deselect the check. A number of settings can then be configured as
required:
For Incoming ACD Calls — When selected, this enables automatic answer
rather than manual answer for agents assigned with this profile.
For Outgoing ACD Calls — This setting is used with the Dialer facility.
When selected, this enables automatic answer rather than manual answer
for agents assigned with this profile.
After () Seconds — The period of time before the call is automatically
answered is defined in seconds. The period of time can be between 0 and
255 seconds

@Bl Telephone Settings I&

Use default settings
Automatic angwer

Far incoming ACD call:

For outgoing ACD callz [Dialer]

1

15.1f the Profile has been assigned an Email Task Type, click the Email Tab.

-

.Q [Profile] - Create

Geneml] £€® Telephony =1 Email lﬁ[ﬁhai ]

&2

Group assignment

Pric  Mame - Add...
<Mone: L4 Nelata
<MNonez —
<Mone: Up
<Monez
<Mone: 7 Diwen
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16.Click the Add button, and assign the required Agent Group to this profile.
Once the Group has been selected, click the OK button.

P
{2 [Profile] - Create 22 8, Select AG for agent _— l g
General | ¢* Telephony B Email | TaChat | B2 E-mail -

Namme /v T E O PBX | Canfel |
Group assignment
Prio  Name ol Add...
o N [
<MNone> - Delete
<Nonez
<Monez> ™
<Nonez
<Nonez = Down

Calumns

17.The assigned group is displayed. A priority can be assigned against any
agent groups as described earlier.

i B
Q [Prafile] - Creats M
General | ¢* Telephony  EX1Email | BeChat |
Group assignment
Prio  MName = W
60  Admin L4 Delete
<Mone:
<Mone Up
<Mone:
<Mone: 7 Down
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18.1f the Profile has been assigned a Chat Task Type, click the Chat tab.

Group assignment

Prio MName

<Mones
<Mones
<Mone:>
<Mones>
<Mones

Add...

Delete

Up

Down

41 [Profile] - Create \ | S
General | € Telephony | E3Email  "SChat |
Task server: E] Cancel
Welcome tex: E]

19.Click the Add button, and then select the Chat group to be assigned to this

profile, then click the OK button.

42 [Profile] - Create

Generd | ¢* Telephony | E1Email  "RwChat |

Task server: D
Welcome texd: E]
Group assignmerit

Pric Name:
<None L
<None=
<None
<None=
<None= i

Delete

Up

Down

Cancel

7
- [ﬁ Select AG for agent

"% Chat

/% T E [ PBX

Cancel

Colurnnz
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20.The assigned group is displayed. A priority can be assigned against any
agent groups as described earlier.

[ 3 [Profile] AdminProfile - Edit [
General | ¢* Telephory | E1Email  "eChat |

Task server: T5_example.chat

]

Welcome text: E

Group assignment

Pric MName o Add...
: L
&0 Admin — Delete
<MNones
<Mone Lp
<MNones
<Mones - Down

21.The Task Server field will automatically populate with the name of the Task
Server.

Note: For this to occur. The Chat Server must have previously been configured
on the IP Office Contact Center server.

ion  Systern Service MWindows Help

Viewr: <Al

@ | @Topic | BBAgertgows | @Acent | SPrfle | §)Team | EZCustomer (7 Btemal destination | ShWorkplace | 43 Amou |&@IVR | BBreak
5 Telephone | 5 Telephone grove T Chat server 1

-

Name /' Host name
example.chat abeiteluk.com

iy

4y

- N
/ € [Task server] TS_example.chat - Edit =) :
% Chat server configuration - Edit =
ened | $
XMPP Server: abc.iteluk.com Cancel —
Port: 5222
Hosf training a
Domain: ipocc.chat )
Encryption: Automatic negotiaion v /, Session] : 0
q Start time
Task server: TS_example chat Edit
Version: J

NP RSN U SR SR P NIE SRR SR S PRSI RREY SERRN
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22.A Welcome Text can be added. Click the Welcome Text browser button,
and then select the Welcome Text to be assigned to this profile. Then click

the OK button.

{3 [Profile] AdminProfile - Edit

p
[ Select chat script

Genersl | €° Telephory | E1Emal  WwChat |

Task server. TS_example chat B

Welcome teat: D/

Group assignment

Frio Name

&0 Admin B Delete
<None=
<Nonex Up
<None
<None> = Down

P
i
=N

<Nanes
Abweisen
Halten
Hold

Blsjct

Colurning

Note: For Welcome text to be available for selection, it must have previously
been added to the IP Office Contact Center server.

Jones Ed (803) ~

<Al

AV

g

| & Courtry

iev:
@ | @®Topic |MAgertooup | P Agert | 2 Profie | §9Team | ElCustomer | (7' Exemal destination | & Workplace | 3 Announcement | [ Announcement scr
B u | B Chat server S Chat script

Bresk Tmscods | 3EPBX | JECHAP server

| € Queue device

| (R Telephone | @5 Telephane group

Name

Text:

N Apweisen
.
" Halten % Chat script - Edit
Hold
_‘F::;-“ume Name:

Wielcome to ABC Trading Inc

Cancel

»
e,

o
A =

g

IR
=T &

ot ot o gt A et et T e A e I g O, gl gyl A

il

23.The selected Welcome text will be displayed.

-
41 [Profile] AdminProfile - Edit

|

General | € Teleshony | EIEmal  aChat |

Task server: TS_example.chat E]
Welcome text: Welcome E]

Group assignmert

»

Frio Mame:

60 Admin
<None>
<None»
<None»
<None»

Add

Delete

Up

Down

IP Office Contact Center Telephony User Interface Configuration

02 2016 91



IP Office Contact Center Telephony User Interface Configuration

24.Click the OK button.

.Q [Profile] AdminProfile - Edit

Geneml] t“’Telephc:nﬂ,r 1 E-mail %Chaﬂ l

Task server: TS_example chat D //1 Cancel

by

Welcome text: Welcoms D

Group assignment

Prio  Name e Add...
60 Admin L e
<MNonex ==
<Mone: Up
<MNonex
<MNonex - Diown

25.The new Profile will be displayed.

0:00/ 1:01 Jones Ed (803)

Configuration  System  Service Windows Help

Wiew. <Al -

B Break Tme code | 3EPEX | JECHAPsever | PGVEA | @Courty | (fQueuedevice | SiTelephone | @S Telephone goup | eChatserver | %pChatscrpt |
@ | ®Topc |WiAgentoop | @Agert  {IProfie |§)Teom | ERICustomer | [ Bxtemal destration | @ Workplace | 43 Ammouncemert | [ Announcement serpt | P IVR |

Name Tel E-mail Chat FBX Edt.

AdminProfile X X X PBXServer |

Create..

New Agert X * PEXServer
Supsrvisor Default

By T LB P I WA R e L P g rper Dol g

26.The Profile can also be assigned against individual agents. To assign the
Profile to an agent, select the Agent tab, select the required agent and click
the Edit button.

Configuration System Service Windows Help

Wiew <Al -
B Bresk Tmecode | 3€PBX | 2ECHAPsever | GVEA | @County | (fQuevedevice | i=iTelphone | S Telephonecroup | TaChatserver | TaChatscint |
@ | @Tooc |Hrgerigow | Prcort [[{2poic | fPTeam | ECustomer | 7 Btomal destistion | EhWotolace | 43 Amouncemert | [ Amouncement scrpt. | VR |

Name Tel E-mail Chat Number FBX E-mail address — Edt

Copy.
PEXServer
PBXServer Delets

Ilgﬁ

Supervisor

. L"‘“‘-“*’M‘*“"‘"\MN T BRI TN N SRR (P NI NP CIPTNIIN R RSt

27.Click the Predefined profile browser button.
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r B’
£} [Agent] Alan Smith - Edit -
General | €° Telephony | E1Email | "Chat |
I Task es

System name: ” Cancel
Telephory

Login name: Agent3 E-mail 2nd password...
Chat

[] Autom. sign on through Windows user accournt

Usemame:

Domain/computer: Availabilty...
Alias:
Language: «System language>
Last name: Smith Title
0 Ms.
First name: Man - s
1 Mr.
Employee ID: 3

Cost center: /
Privileges...
Predsfined profile:  <Mone> E(
Authorization...

I

28. Select the required Profile and click the OK button.

41 Select agent profile O — u
=22 FBXServer ‘m
Name / TEC P
v <Mones
| 2dminPrafile W
Mew fgent woOom PE+Serer
| A
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29.The assigned Profile will be displayed.

i B’
& [Agent] Alan Smith - Edit =5
General | £* Telephony | E1Email | TyChat |

Task
tenrane: Ao st wcts
Telephaony
Login name: Agent3 Email 2nd password. ..
Chat
[ Mutom. sign on through Windows user account
Skills...
Usemame:
Domain/computar: il
Alias:
Language: <System language>
Last name: Smith Title
First name: Aan :'I Ms.
@) Mr.
Employee 1D: 3
Cost center:
Predefined profile:  AdminProfile (]
Address book [Standard v]
—

30.Any assigned agents are also displayed, within the created profile.

Jones Ed (803

PRMRTERIINN Configuration  Systern Service  Windows  Help

ﬁ View <Al .

B Break Time cods I SEPBX I JCCHAP server | 3B VEA I @ Country I (g Queue davice I =3 Telephone I (&5 Telephone group I o Chat server %5 Chat script I

’ @D | QTopi: | !ﬁi\geﬂt aroup I Q Agent 43 Profile |@Team | [E=5] Customer | ' Extemal destination I sWorkplace | 49 Announcement | @Aﬂnouncemem script | @IVH
Name [ Tel E-mail Chat PEX Edit..
N Admin Profile x X X PBXServer
< Agent Defaut Create..
New Agent X X PBXServer

Py
Supervisor Default

Ii

[ £2 1Prafile] AdminProfie - Edit (oo | oo
General | ¢* Telephony | E1Emal | TeChat |
Name: AdminProfile
Task types Used for ettt

Telsphony Agert i
E-mail Alzn Smith
Chat

Refresh
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Configuring User Interface Views

One of the major benefits of the IP Office Contact Center User Interface is its
flexibility in allowing administrators to create profiles and specific interfaces relating
for example, to the Telephony View and Home View.

Note: For a user to change for example their Telephony view, they will require the
necessary Ul privileges. Please refer to the Privileges and Authorization section
of this guide.

Once the required privileges have been assigned, the User Interface can be
edited.

Creating a Duplicated File to be Edited
In the following examples, the Telephony View will be edited from a duplicated file.
1. From the Telephony View, select the Telephony menu followed by File

View. The File View is used to select the real time information files to be
edited.

Date Time Called address Original topie | Last topic Last agent HNote Subject

2. The File View is displayed.
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Karen (8003) +

Agent Portal

i

Telephony - file view
B New folder ) New file [l New quick bar file | B edit [ Duplicate [ll] Delete | [l Preview

Folder Telephony files

i All Telephony files Name & |

_J FirstScreen_Standard_de [RQ]
[l Quickbar_standard [RO]
) Telephony_standard_en [RO]

Telephony - file view

B New folder ) New file [lfll New quick bar file | /7 Edit I Duplicate [ill] Delete | [il] Preview

Folder Telephonyv files
B All T¢lephony files

_/FirstScreen_Stakdard_de [RO]

New Folder — Click to create a new folder to store additional files
New File — Click to create a new Telephony File

New Quick Bar File — Click to create a new Quick Bar File

Edit — Click to edit the Telephony File

Duplicate — Click to duplicate a selected Telephony File

Delete — Click to delete a selected Folder or Telephony File
Preview — Click to preview changes to the Telephony File

ommoowp

Other views include:

Telephony Inspector — To edit Real Time telephony information

e Preview — To preview changes made to a duplicated Telephony File.

e Default View — Displays the Telephony Real Time information assigned
to the agent as their default view.
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3. The default files are displayed relating to the main Telephony View and
Quickbar.

T B T . e e e e = T e

Telephony - file view

I nNew falder J New file . MNew quick bar file | f Edit |E| Duplicate @ Delete | IE‘ Preview

B Al Telepheny files

Mame & |
JFirstScreen_Standard_de [RO]

. Quickbar_Standard [RO]
JTelephonv_Standard_en [RO]

i

4. A new folder can be created to store files, or files can be created,
duplicated, deleted or previewed.

T AT R N B o L e L VPN B I NI L S SR S R A

Telephony - file view
I New faolder J MNew file . MNew quick bar file | f Edit @ Duplicate m Delete | IE‘ Preview

I Al Telephony files

Telephony files

Marne & |
JFirstScreen_Standard_de [RO]
.Quickbar_Standard [RO]

./’Telephony_standard_en [RO] §

Note: The existing default Telephony_Standard or Quickbar_Standard files cannot
be overwritten. To edit the interface, you must make a duplicate of the file from
which changes can be made.

5. To create a duplication of an existing file, select the required file and click
the Duplicate button.

Telephony - file view
P Mew folder J New file . New quick bar file | f Edit |E| Duplicate m Delete | m Preview

Folder Telephony files
I All Telephony files

Marme & |

J FirstScreen_Standard_de [RO]

I!Quicl-cbar_standard [RO]

Telephony_Standard_en [RO] I

6. The duplicated file is displayed and can be renamed as required.
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Telephony - file view
MNew folder J Mew file . Mew quick bar file | ‘;9 Edit |E| Duplicate m Delete | |I| Preview

Folder Telephony files
P &l Telephony files HermeE < |

J FirstScreen_Standard_de [RO]

.Quiu:l-cbar_Standard [rRO] .
JTeIephunv_Standard_en [RQ
elephony_Standard_en

e

7. To edit the file, select the file and click the Edit button.

Telephony - file view

B New folder _) Mew file . New quick bar file | ﬁ Edit |E| Duplicate m Delete | E Preview

Telephony files

Bm all Telephony files Marme & |

J FirstScreen_Standard_de [RO]
. Quickbar_Standard [RO]
JTeIeph ony_Standard_en [RO]

_) Example Telephony View "_ ‘

8. The Telephony Inspector is displayed.
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e

Telephony inspector - Example Telephony View

[ save © Cancel | S Properties | Telephony files || [y = | [al] Preview

i Text element ) ) ) &
Dialed Topic Last Routed Topic T

Label

= Value element - -
= Longest Wait Time (topic) [Telephony]
«= Longest Wait Time (topic) [E-mail]

foq E-mail to contact

X Out of office notice

Variable

Variable

Customer History

Called address

Original topic | Last topic Last agent Hote

n

Queue [Telephony]
Abandoned Call list
i Graphics elements
@ Image
s P -

== Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
Individual status LED D o R L
Fie chart
i Agent status (AG)
i Agent status (team)
Fhane state
=-#m Other elements

A Customer History

=0 Direct call

£3 Internet browser
! Supervisor Assistance
! Supervisor Emergency

Inbound

Administration
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9. The Elements available for selection are displayed on the left of the screen.
These are broken down as:
e Text Element
e Lists
e Graphics Elements
e Other Elements.

Telephony inspector - Example Telephony View
g Save @ Cancel | o Froperties | Telephony files |

= Text element

~-1& Label

--------- Value element

--------- Longest Wait Time (topic) [Telephony]
--------- Longest Wait Time (topic) [E-mail]
h E-mail to contact

--#%] Out of office notice

-T2 Wariable

-7+ Variable

=1 Queue [Telephony]
=1 Ahandoned Call list
=-{ Graphics elements
Image
m Group
- Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (tapic) [E-mail]
Queue (topics] [Telephony]
Waiting e-mails (topics) [E-mail]
- i Indrvidual status LED
{:} Pie chart
Agent status (AG)
Agent status (team)
Phone state
=- - Other elements
1 Customer History
~=0 Direct call
@ Internet browser
Supervisor Azzistance
Supervisor Emergency
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10.The required Elements can be placed onto either the Inbound or Outbound

Working Area screens.

Telephony inspector - Example Telephony View

i Text element

abel

Value element

= Longest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]
fey E-mail to contact
X Out of office notice

..... .74 Variable

Variable

Tag

Tag

-l Lists

Queue [Telephany]

: Abandoned Call list

£l Graphics elements

Image

Group

Bar chart

Longest Wait Time (topic) [Telephony]

Longest Wait Time (topic) [E-mail]

Queue (topics) [Telephony]

Waiting e-mails (topics) [E-mail]

® Individual status LED

D pie chart

2% Agent status (AG)

© Agent status (team)

i Phone state

=il Cther elements

Customer History

o Direct call

Internet browser

© Supervisor Assistance

=% Supervisor Emergency

[ save © Cancel | - Properties ‘ Telephony files | kO ~ HE Preview

_ Dialed Topic Last Routed Topic B

Customer History

Date | irne

| called sddrass

| Original topic | Last topic | Last agent ‘ Mote

mn

<

I ]

11.Individual Elements can be repositioned on the working area by selecting
the element and dragging it to the required position.

v

Telephony inspector - Example Telephony View

[ seve © cancel | 2
=l Text element

B Label

== Value element
w= Longest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]
o E-mail to contact
X) Out of office notice
14 variable

] variable
Tag
% Tag
-l Lists
Queue [Telephony]
Abandoned Call list
- Graphics elements.
iy Image
Group
= Bar chart
= Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]
= Queue (topics) [Telephony)
= Waiting e-mails (topics) [E-mail]
@ Individual status LED
D Fie chart
% Agent status (AG)
% Agent status (team)
% Phone state
-l Other elements
A Customer History
o Direct call
&3 Internet browser
% Supervisor Assistance
i Supervisor Emergency

Properties | [i=] Telephony files || Iy

A. Click and drag.

| Lal] preview

Lo e IO

g

Customer History

Date | ime

<

Inbound [l RIS

rosor Emargancy

12.Elements can also be resized.

IP Office Contact Center Telephony User Interface Configuration
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A P

File Goto Help 1471

Agent Portal

Telephony inspector - Example Telephony View
I save @ cancel | (T Properties | ] Telephonyfiles || [z =~ | [ul] Preview

=il Text element -
Label
Value element
Lengest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
fe E-mail to contact
%) out of office notice
~-4{* Variable

Varlab\e Dialed Topic
Tag :

%] Tag

- Lists L
Queue [Telephony] Customer History 1

Abandoned Call list

B Graphics clements Date | Time | called address | original topic | Last tapic | Last agent | mote
Image
Group
SPINEPUP VS SERPERE S A D it At i e g T i e g, b

13. Additional Pages can be added as required, by right clicking on the tab and
selecting Add Page.

imas A

e A B AT
i Agent status (AG)
Agent status (team)
Phone state
#m Other elements
A Customer History
=o Direct call
£73 Internet browser
Supervisor Assistance
Supervisor Emergency

Administration

A. Right click. '

e PP i b T et e 67N 8 e T e 5 e g e, L T e T ¢ i £ Lo

D Pie chart
= Agent status (AG)
Agent status (team)
Phone state
Gther elements
A Customer History
+o Direct call
€3 Internet browser

© Supervisor Assistance
Supervisor Emergency

® Individual status LED ) ) U
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Setting the Working Area’s Screen Size and Settings

It is recommended that the size of the Working Area be configured to match the
required resolution of the Agents PC monitor, upon which the User Interface will be
displayed.

1. To set the resolution, right click on the Working Area and select
Properties.

o T e
oW < a—, X

Telephony inspector - Example Telephony View

B save © Cancel | 5= Properties | [Z] Telephonyfiles || [z = . | [ul] Preview

{mm Value element ~ N
\—sw Longest Wait Time (topic) [Telephony] | ... . . . . - —
Longest Wait Time (topic) [E-mail]
i3 E-mail to contact

-3 Out of office notice

+1= Variable

Variable
¢ Tag

L§) Tag
=-#ll Lists
\~=: Queue [Telephony]

Customer History

Called address

Time Original topic Last topic Last agent Note

=-fil Text element e ) ) )
|-J¥d Label Wait Time { Dialed Topic i Last Routed Topic 4

~~=: Abandoned Call list
=il Graphics elements
. Image
1 Group
= Bar chart
= Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]

: 5% Agent status (team)
5% Phone state

|4, Customer History oL ]| e . o

&3 Internet browser
-2% Supervisor Assistance

‘&% Supervisor Emergency

= Queue (topics) [Telephony]

== Waiting e-mails (topics) [E-mail] [ oo L
@ Individual status LED - . !

D) pie chart .

5% Agent status (AG) o Select all

-:-Dlhzre\zmenrs L j T e

=< Direct call Lo Properties ... t——-—-— Lo - .

A. Right click.

2. The Properties screen is displayed.
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General [ " ]

Narne:

Size of worl area

i idth: 1z&0
Height: 1024

[ Ok ” Cancel ]

3. The Width and Height of the working area can be defined to match the
resolution settings of the Agents PC.

General [ " ]

Narne:

=ize of worl area

Width: 1280
Height: 1024

| ok || cancal |

4. From the Settings tab, the grid lines can be removed or their display size
amended.
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Settings

Page name: | |

=rid

[ (814 ” Cancel ]

5. From the Presentation tab, the font, background color and line width and
color of the Working Area can be changed as required.

[ " ] Presentation l

~ Font

|"-.-feru:|ana |

ol ) ==
- Line

+ |0.5pt v @
- Background

Color: D
Irmag D ﬂ

[ ok ” Cancel ]

6. When the settings have been configured, click the OK button.
Adding Elements to the Working Area

Text Elements
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1. To add an Element to the
the required position of th

Working Area, select the Element and drag it to
e Working Area. In the example below, a Label

Element has been selected and positioned as required.

Telephony inspector - Example Telephony View

Properties | Telephony files \ kO Hﬂ Preview

o—
e—

[+ save ® cancel |

=i Text element
Label

Value element

Longest Wait Time (topic) [Telephony]
i Longest Wait Time (topic) [E-mail]
E-mail to contact

%) Out of office notice
t.lfe variable

L [IF] variable
% Tag
- [%] Tag

i Lists

Queue [Telephony]
Abandoned Call list

=il Graphics elements
Pl Image

e . sl e AP g

Label

Dialed Topic Last Routed Topic

Customer History

Date ‘ Time ‘ Called address | Original topic | Last topic | Last agent ‘ MNote

DA B R P Pt g G o o, P e A

2. The properties of the Label Element can be configured by selecting the
Element, then right clicking and selecting Properties.

VY

Telephony inspector - Example Telephony View

= save @ cancel | ;
-1 Text element
[ Label
s Value element
«w Longest Wait Time (topic) [Telephony]
ww Longest Wait Time (topic) [E-mail]
E-mail to contact
Out of office notice

Properties

&4
X

o

A. Right click.

Telephony files

gttt B cadl g WA e [ha A A

R

Properties... —
Delete

ik wp g

3. The background color, font size and color of the Element can be configured

as required.

Properties: Label

Fresentation

t Colors

/'

]

Fant
[Arial

7~

e v]
EONEEE

|

10
11

:
12

;

— 16

\

L

18

24
26
28
36
48
72

4. Once configured, click the

OK button.

5. The changed Element is displayed.
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W

Telephony inspector - Example Telephony View

g Save @ Cancel | o= Properties | Telephony files | I% [
=il Text element

Label

= Value element
= Longest Wait Time (topic) [Telephony]
“ Longest Wait Time (topic) [E-mail]

h E-mail to contact

E Cut of office notice

-,7% Variable

Variable
R N S S S

b ||E| Preview

6. To change the text of the Label, highlight the text and enter the new text.

Telephony inspector - Example Telephony View

n Save @ Cancel | @,: Properties | . Telephony files | k O ™
[=-{l Text element

| Label

* Value element
“ Longest Wait Time (topic) [Telephony]
* Longest Wait Time (topic) [E-mail]

h E-mail to contact

éjé}ut of office notice

7. Save the changes.

e s, g e g .|

| [al] Preview
¥
iCompany ABC m i

Telephony inspector - Example Telephony View

element

abel

alue element

= Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]
E-mail to contact

Cut of office notice

ariable

Variable

Tag

g Save ® Cancel | o= Properties | Telephony files | h O ™~ ||1| Preview

Company ABC Ltd

Crsirms

Dialed Topic

e I L T L

8. The changes can be previewed, by selecting the Preview button.

Telephony inspector - Example Telephony View
g Save ® Cancel | o= Froperties | Telephaony files | I% O ™

m Preview

a—
=il Text element
= Label
= Walue element
= Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Q E-mail to contact
X) out of office notice
.+ Variable

Variable

E-Tag 20 e B B e 0 o 2 sy

b ol g, SPNRAS oy g . R aipn i

Wait Time i Dialed Topic

9. A prompt is displayed requesting confirmation of the changes. Click Yes.
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Telephony inspector

Da you wantto save the changes to "Example Telephony Wigw"?

Tes [ Mo “ Cancel I

10.The preview of the new Working Area is displayed.

Karen (8003) ~

o Telephony Help

Agent Portal

(W

Preview - Example Telephony View

Telephony files /7 Edit

Company ABC Ltd

Dialed Topic Last Routed Topic

Customer History

n

Time Called address original topic | Last topic Last agent Hote
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Selecting the File to Be Used in the Telephony View
Once you have previewed the file and you are satisfied with its layout, you can

select the file so it can be displayed when the Telephony View is accessed by the
agent.

A |P Office Contact Center
File Goto Telephony Help

Agent Portal

A g e ‘--..‘w"-*wrm...j

1. To select the file to be used, click Telephony and click Select Telephony
file.

A P Omce Contact Center

File Goto Telephony Help

elect Telephony file ...

Agent Portz

/ File Wiew

‘ﬁ Inzpectar ‘\
Preview

' Default Yiew

catia P A Rk,
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2. Select the file as required. In this example, the duplicated file that was
previously created and edited has been selected.

Folder Telephony files

All Telephony files  pame a
Example Telephony View

JFirstSc:reen_Standard_dE [RO
JQuickbar_Standard [RO]

JTEIEpth',.r_Standard_En [RO]

k

[ Select ][ Cancel ]

3. Click the Select button.

Folder Telephony files

All Telephony files  pame &
J Example Telephony View
JFirstSu:reen_Standard_dE [RO
JQuicI-cbar_Standard [RO]
JTE|ED|‘IDI‘I'5F_StEII'IdE|rE|_EI'I [RO]

1 3

Select ][ Cancel ]
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4. Click Telephony, then click Default View.
A |IP Office Contact Center
File Goto Telephony Help

Agent Port Select Telephony file ..

File “ieww

Inspectar
Previewy /
Default Wies

Company ABC Ltd

Customer History

Time Called address original topic | Last topic Last agent Note

Supervision

Karen (8003)

m

Administration

IP Office Contact Center Telephony User Interface Configuration
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6. When the agent clicks the Telephony View icon, the selected view will be
displayed.

Agent Portal

Company ABC Ltd

Dialed Topic Last Routed Topic

Customer History

Tirne Called address Original topic Last topic Last agent Mote Subject

ANy sy Ny g YN s iy, Ny, W,

M B gt QAN ageett e, g e e dretnn g g e A

Setting the Default View displayed after an Agent Logs into the User
Interface

It is recommended that the Telephony agents User interface is configured to open
by default to Telephony View.

1. Select Go to followed by Ul Config

2 Telephony
3 Resttime information
4 Reporting

2 Agert Status Reports
B Contact Detail Reports

i Error List
& Configurstion 0:01:55 Signg
9 Ul config ered: 0 comgp

10 Task Flowe Editor

rill Will Start In 5 Minutes!!!

npleted: u]

11 WR-Editar

12 Dialer g a

N ) . History (Period: today)

13 E-Mail configuration

14 Testblock admin e | Address | called

15 Address book admin 27:39 01244870212 7001
|23.04.2014 11:05:00 01244670212 7001

[23.04.2034 11:04:30 01244670212 7001
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2. Double click on the required profile. To select an individual agent, double
click on the Agent and select the agents name as required.

A |P Office Contact Center

File Goto Help

Agent Portal

Ul configuration
- System

dgent &
Administrator
Alan
Bob r
Dave

Karen

Scott

Supervisor

f
J

ol AR et et ot o gl o Pl B

3. In this example Agent Karen has been selected.
A P Office Contact Center
Eile Goto Help
Agent Portal .
Semore Ul configuration
- System

Agent a

Administrator
Alan
Bob

Crave
Karen

/ Scott
Supervisor

Y oW _NEETCRET W L S S R AP A ey

f
J

s

Note: If a newly created profile or agent is not visible in the displayed list, right
mouse click and select refresh.

Agent a

Adrministrator
Alan

Bob

Dave

Hank

Karen

Scott

Supervisor

Reftesh |
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4. Select the Application tab and deselect the Default check box.

Ul configuration for agent "Karen™

| Thome u E—

- | Default
Active wiew when starting the application:
/ |HDI‘I‘IE -

[ oK ” Cancel ]

5. Click on the drop down box and select Telephony as the default view.
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Ul configuration for agent "Karen”

| T Traaneny| apolcaton
- | Default

Active view when starting the application:
[Harne -

Address book admin
Agent Status Reports
Chat

Configuration
Contact Detail Reports
Dialer

E-Mail

E-Mail configuration
Error List

Home

IVR-Editor

Realtime information
Reporting
Task Flow Edijo

Textblock admin
UI config
wallboard

[ ok ][ cancel ]

6. The file to be used can also be selected from the Telephony tab. Deselect
the Default check box.

Ul configuration for agent "Karen™

(ETETTRTY e E I !

Default \
urrent Telephony: E]

[] in the faregraund with dialer calls

[#] Default

[ oK ” Cancel ]
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7. Click the browser button and select the required file.

Ul configuration for agent "Karen”

[T e Troereerer]

[T Default
Quick bar files

. . ” All Telephony views
[] in the foreground with dialer calls LIC=ly liEimE
%E)carnple Telephony View
/%FirstScreen_Standard_de [RO]

Default
Quicl-cbar_Standard [RO]
%Telephnny_standard_en [rRO]

] File selection

3 4 1 3

8. The selected file is displayed. Click the OK button.

Ul configuration for agent "Karen”

T Teeshor | Tesoramn

| | Default
Current Telephony: Example Telephony VYiew E]
I E T graang Wit arsEr eaiE

[+] Default

‘ oK Cancel

9. When the agent nexts signs into the User Interface, the Telephony view and
the selected Telephony View file will be displayed.
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Company ABC Ltd

Called address

Original topic | Last topic Last agent Note

Inbound

Admil tion

Adding a Value Element & Longest Wait Time Element to the Telephony View

In a similar manner to the Longest Wait Time [Telephony] and Queue (topics)
[Telephony] elements, the Value Element & Longest Wait Time Element display
real time information to the agent. However this information is displayed as text
rather than being enclosed within a bordered table.

a) Inthe example below, a Value text element has been added that has been
configured with a counter to display the number of waiting calls. This will
display the same real time information as the Queue (topics) [Telephony]
Graphics element.

b) A Longest Wait Time (topic) [Telephony] Text element has been added
that is associated with Topic 1, which will display the same real time
information as the Longest Wait Time (topic) [Telephony] Graphics
element, which is also associated with Topicl.
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W

Preview - Example Telephony View

Telephony files / Edit

Customer History

| Tirme | Called address Original topic Last topic Last agent

Queue Status

| NQueued[T]

T max TQueued[T]: NQueued[topics/T] | T max TQueued[T]: 0:00:30
[ s ||| | ®

®

To add a Value element:

1. Select the Value element and drag it to the working area.

Telophony inspector - Example Telephony View

B sove © Cansal Properties | 5] Telephony files || Iy W Preview

Longest Wait Timalnes
9
o5 E-mail to contact

%) Out of office notice %\
'+ vanable
i

Queue [Telephony]
= Abandoned Call st
1 Graphics elements ! [ 00000 l I 0 ]
i 1mage |
Grewn
&= Bar chart
== Longest Wait Time (topic) [Telephony] |
s Longest Wait Time (topic) [E-mad]
s= Queve (topics) [Telephony]
" Wating e-mails (topics) (E-mail)

A. Click and drag.

&
! Oue'S(SIalln *,}

2. The Object selection window is displayed. Select the required object and
then click the OK button. In this example, the Topic option has been
selected.
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Object selection

(®) Topic

) Agent

() Agent group

) Team
() PBX
O IvR

(0];4 i Cancel I

3. The Counter selection window is displayed, select the required Counter
and click the OK button. In this example, the Number of waiting calls
counter has been selected.

Counter selection

Mumber of outgoing conversations per shift [T]

Number of processed tasks during period under considera
Number of reserved tasks [T]

Number of unanswered calls during period under consider
Number of unanswered calls during period under consider.

Mumbar of 1oice cooile TT1 =
=1 T

Number of waiting calls [T]
TUmBer of Waiting calls With none-mterruptble snnouncen.
Overload per shift [T]

Processing factor: Processed tasks in relation to deleted te
Service level over the whole shift [T]

Task Service Factor (TSF) [T]

Task Service Factor (dynamic calculation) (DTSF) [T] -
El 1nr 3

F [a] 4 i i Cancel i

4. Click the Select button.
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Properties: Mumber of waiting calls [T]

Realtime Information

Topic:
|

Show label

| ok || cancal |

5. Select the required Topic followed by the OK button.

Telephaony -

Topic &
Topicl
Topic2
Topic3
Topicd DPD
TopicAA

OK i Cancel l

6. The selected Topic is displayed, click the OK button.
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Jumber

Realtime Information

Topic:

Topicl

Show label

\R Ok “ Cancel I

7. The configured element is displayed.

=

=]

save (9 Cancel | 3-
Text element
Label
Value element
Longest Wait Time (topic) [Telephany]
Longest Wait Time (topic) [E-mail]
E-mail to contact
Out of office notice
Variable
Variable
Tag
Tag
Lists
Queue [Telephony]
Abandened Call list
Graphics elements
Image
Group
Bar chart
Langest Wait Time (topic) [Telephany]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]

Telephony inspector - Example Telephony View

Praperties | [:=] Telephonyfiles ||y 1 . | [l Preview

I B

m ]
Queue Status i

| WQueued[T] 1)

§ T max TQueued[T]: NQueued[topicsT] o o e

[ wm | : |

(]

o—
B—

save (§ Cancel ‘
Text element
Label
Value element
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
E-mail to contact
Out of office notice
Variable
Variable
Tag
Tag
Lists
Queue [Telephony]
Abandoned Call list
Graphics elements
Image
Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]

8. Click the Save butto.n.. |

Telephony inspector - Example Telephony View

Properties ‘ Telephany files | [% o |m Preview

<

!

1 |

Queue Status
T max TQueued[T]: NQueued[topics/T]

L_owew | | |

| NoueuedT) 0

9. Click the Preview button.
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[ save © cancel | = Properties | [E] Telephonyfiles || [y =1 . | [ul] Preview
Text element
Label
- Value element
- Longest Wait Time (topic) [Telephany]
Longest Wait Time (topic) [E-mail]
+ E-mail to contact
. Out of office notice
Variable

- Variable

S Lists S S S S o

COEER TR

: Abandaned Call list | T

= Graphics elements | 0:00:00 ‘ ‘ 0 | """" o

g Image i i
Group

- Barchart

- Longest Wait Time (topic) [Telephonyl | s
Langest Wait Time (topic) [E-mail] [ <« - S
Queue (topics) [Telephony]

- Waiting e-mails (topics) [E-mail]

| ]

4|

10.The configured element is displayed.

A |P Office Contact Center

File Goto T y Help

Agent Portal
A
D) EVCe (N »)

A A
Preview - Example Telephony View

Telephony files f Edit

|¢| [} | r|

Queue Status

T max TQueued[T]: NQueued[topics/T]

I I 0 |

NQueued[T] o

11.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.

To add a Longest Wait Time (topic) [Telephony] Text Element:

1. Click on the Longest Wait Time (topic) [Telephony] element and drag it to
the Working Area.
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Properties |

| [al] Preview

elephony files ||

H Save ® Cam:el| 2

Telephony inspector - Example Telephony View

Text element
Label

Value element
Longest Wait Time (topic) [Telephon'm
Longest Wait Time (topic) [E-mail] B
E-mail to contact iy
Qut of office notice -

(@.nitﬂ - Abandoned Call list

No. | Hame | pate

i TelGrp1 - Phong

Queue [Telephony]
Abandoned Call list
Graphics elements
Image
Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]

Last agent

Variable X
Variable =_——— ——— ———g—————————————— —_—
Tag Dialed Topic ast Routed Topic

Lists - -,

Nate:

Subject

Individual status LED
Pie chart
Agent status (AG)
Agent status (team)
Phone state

Other elements
Customer History
Direct call
Internet browser
Supervisor Assistance
Supervisor Emergency

Queue Status

TTEE.

NQueued[topics/T]
1 e

A. Click and drag.
2. The Properties dialogue box is displayed.

Properties: Longest Wait Time (topic) [Telephony]

Realtime Information Thresholds

Fresentation

Show label

Selected topics:

Marme | add...

Delete

5

Down

[ (a]'4 “ Cancel I

3. Click the Add button and select the Topic to be utilized. Click the OK button.
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Topic selection

Properties: Longest Wait Time (topic) [Telephony]

Telephony
Realtirme Information " ]

TopIC &
Show label F

Topicl
Selected topics: Topice

Topicd DPD

[ Delete TopicAA

4. The selected Topic is displayed. Click the OK button.

Properties: Longest Wait Time (topic) [Telephony]

Realtime Information

Show label

Selected topics:
ame |

Topicl Delete

5

Down

* Ok ” Cancel ]
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5. The configured element is displayed.

Telephony inspector - Example Telephony View

[+ save @ cancel | JZ Properties | [E] Telephony files || [z =~ | [ul] Preview
=) Text element

Label Topicl - Abandoned Call list TelGrp1 - Phondga

Value element

Lengest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
E-mail to contact

Out of office notice

Variable

Variable

Lists
Queue [Telephony]
Abandoned Call list Customer History
Graphics elements
Image
Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting &-mails (topics) [E-mail] (] ] v

Called address Original topic | Last topic Last agent Hote Subject

Agent status (AG)
Agent status (team)
Phone state

= Other elements

Customer History
Direct call

Queue Status
Internet browser

Supervisor Assistance

Supervisor Emergency
| T max TQueued[T]: i NQueued[topics/T]

0:00:00 | | ) ‘

41
Individual status LED - ©o L

MQueued[T] 1]

-
T max TQueued[T]

< | " "

6. Click the Save button.

Telephony inspectar - Example Telephony View
| save © Cancel | = Properties | [[5] Telephonyfiles || [y 0 . | [ul] Preview
- 4l Text element

Label Topic! - Abandoned Call list TelGrp1 - Phonega

value element

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
E-mail to contact

Qut of office notice

Variable
Variable
;:3 Dialed Topic Last Routed Topic

7. Click the Preview button.

Telephony inspectar - Example Telephony View

[ save @ cancel ‘ o Properties ‘ Telephony files ‘ kO ~ Hﬂ‘ Preview

=] Text element

Pl Label

Value element

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
E-mail to contact

Out of office notice

Topicl - Abandoned Call lis

Variable
Variable - — — — E— F— F— |
:3 Dialed Topic j Last Routed Topic B

E_ Lists - - )
5, P B e T _'#\_-’u-M T A gt s, againrh w-"‘\w\
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8. The configured element is displayed.

Preview -Example Telephony View

Telephony files .~ Edit

Topic1 - Abandoned Call list TelGrp1 - Phone s... B
N | narns Date Time

> soor e 8002
01244670212 Alex Willams ~ 23/04/201¢  22:58:51
’.’: 8003 | | X soos

Dialed Topic Last Routed Topic

»

m

Customer History

Called address Original topie | Last topic Last agent Hate

< in ] ’

Queue Status

NQueued[T] ]
T max TQueued[T]: NQueued[topics/T]
| 0:00:00 | | ; 0 ‘ T max Toueued[T]:  0:00:00

9. To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.
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Adding an Out of Office Notice to the Telephony View

Individual agents can have an Out Of Office Notice element added to their
Telephony View. This may be required for example, if the agent has the Telephony
View display as their default view, rather than the Home View.

To add an Out Of Office Notice element:
1. Select the element and drag it to the Working Area.

vy

Telephony inspector - Example Telephony View
[ save (O cancel | S~ Properties | =] Telephony files || Jp
-l Text element

IE Label Topicl - Abandoned Call list -
' X
X

[al] Preview

“w value element No. | Name Date Timne SysAC ExtAC |
w Longest

ww Longest
$o E-mail to &
3] Out of office noti

iclk
114 variable (A
\.7+| Variable *
Tag s

1% Tag

-l Lists =
= Queue [Telephony]
=: abandoned Call list Customer History .

=l Graphics elements — . .
Image | Time | Called address ] Original topic I Last topic Last agent Note

| Group
== Bar chart

== Longest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]

== Queue (topics) [Telephony]

== Waiting e-mails (topics) [E-mail]

@ Individual status LED

D Fie chart

&% Agent status (AG)

2% Agent status (team)
2T Phone state
-l Other elements
L, Customer History
<o Direct call
£3 Internet browser
i° Supervisor Assistance
=% Supervisor Emergency

Inbound « m .

A. Click and drag.

2. The Properties dialogue box is displayed. Click the Select button.
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Properties: Qut of office notice

Realtime Information

Agent:

|

Shaow label

[ o

K ” Cancel ]

3. Select the required agent and then click the OK button.

Telephonmy

Agent &
<Logged-in user=
Alan

Bob

Dave

Karen
Scott
Supervisor

o | [ coneel |
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4. Click the OK button.

Realtime Information

Agent:

kKaren

Shaw label

N
} (014 “ Cancel I

5. The element is displayed.

Telephony inspector - Example Telephony View
[ save @ Cancel | JZ Properties | [] Telephonyfiles || [y =1 . | [ul] Preview
=-{ Text element

[ Label Topicl - Abandoned Call list _
~a Value element
Longest Wait Time (topic) [Telephany]
s Longest Wait Time (topic) [E-mail] o o
fey E-mail to contact
-] Out of office notice
-.[¢ Variable

[f] variable — >
m;:i Dialed Topic Last Routed Topic

[=-fim Lists - - -
i Queue [Telephony] R— R— R— —
Abandoned Call list
Graphics elements
Image Dats Tirne Called addrass Original topic | Last tapic Last agant Hote Subject
m Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
= Waiting e-mails (topics) [E-mail] < | . | a8
® Individual status LED

Agent status (AG) .

Agent status (team)
Phone state

Mo, ‘ MName Date Tirmne SysAC ExtaC |

EJEY

m

Customer History

H
Other elements

- JL Customer History
40 Direct call .

~§3 Internet browser B
2% Supervisor Assistance Karen - Out of office notice

- 2% Supervisor Emergency i At lunch

6. Click the Save button.
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Telephony inspector - Example Telephony View
[+ save (§ Cancel | i_ Properties | =] Telephonyfiles || [z =~ | [ul] Preview

Text element
Label
Value element SysAc
= Longest Wait Time (topic) [Telephony]
“ Longest Wait Time (topic) [E-mail] o

fe5 E-mail to contact

) Out of office notice
¢ Variable

-[74] variable
W Tag
%] Tag

v\\\."‘ - --‘M'W

Topicl - Abandoned Call list

|
Lt b il g il W Iﬂw«ﬂ Y J‘J" ™ =8/

7. Click the Preview button.

Telephony inspector - Example Telephony View
[ save @ cancel | 3T Properties | [E] Telephonyfiles || Iy =1 . | [al] Preview

i Text element
Label
Value element E———
Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail] o

S E-mail to contact

- %) Out of office notice
¢ Variable

Variable

Tag

Tag Dialed Topic Last Routed Topic

8. The Out of Office Notice is displayed.

Topicl - Abandor ed Call list

v

Preview - Example Telephony View
Telephony files .~ Edit
Topicl - Abandoned Call list
Mo,

TelGrp1 - Phone s...

Time SysAC
23/04/2014 22:58:51 0

| Name Date
01244670212 Alex Williams

0

Customer History

m

Called address Original topic | Last topic Last agent

Karen - Out of office notice

At lunch

Inbound | ©7

T
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9. To add message, click into the box and type as required. Then click the tick
icon.

Karen - Out of office notice

At the dentists

——»

10.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.

Adding a Variable Element to the Telephony View

There are two Variable elements available:

Variable (name and valug) [ * Variable |

Variable (window display)

These can be used in the same manner; the only difference between the two is the
way that the element is displayed on the user interface. Variables can be
configured to show minimum and a maximum values, display a slide control, or a
text marquee.

In the example below, a variable will be configured to display a text marquee on
the users display. This could be used by for example a supervisor, who may wish
to send important messages to, their contact center staff.
To add a Variable:

1. Select the required Variable element. In this example the Variable

(window display) has been selected. Drag the element to the Working
Area.
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Telephony inspector - Example Telephony View

] save ® Cancel | = Properties | [i=| Telephony files

=l Text element
I Label
== Value element
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]

| Preview

NQueued[T] 0

=! Queue [Telephony]
=: Abandoned Call list
| Graphics elements

“ Image

Group
== Bar chart
== Longest Wait Time (topic) [Telephony] g

Longest Wait Time (topic) [E-mail]
== Queve (topics) [Telephony]
== Waiting e-mails (topics) [E-mail]

%,

AR

@ Individual status LED

T max TQueued[T]:

D Pie chart

i% Agent status (AG)
¢ Agent status (team) . . - Lo . Lo L .
if Phone state =

A. Click and drag.

2. The Properties dialogue box is displayed.

3. Click the browser button.

Select variables

[] Can be edited

[] Display as marquee

-] walues
Min
Mazx

Use horizantal slider

se vertical slider

[DK

“ Cancel I
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4. Select the required Variable. In this example, the Global Message Board
variable has been selected.

Variable selection

Object & Tag walue | D.. |
[Agent] Administra... a.absenceNote 5.
[Agent] Karen a.absenceMote At lunch 5.
[Agent] Scott a.absenceNote 5.
[Agent] Supervisor  a.absenceNote 5.
[FEX] FEXServer 1POSendPho... off 5.
Global skillFactor 100 N...
Global Supervisor ... Hallo... S...

| Global Message-Bo... 5. I‘

| Global Fail -10 N...

o (et

5. Click the OK button.

Variable selection

Object Tag Value | Cr.. |
[~agent] Administra... a.absenceNote S
[&gent] Karen a.absenceMote At lunch 5.
[~gent] Scott a.absenceMote S...
[~agent] Supervisor  a.absenceNote S
[FPEX] PEXServer IPOSendPho... off Srn
Global skillFactor 100 [
Global Supervisor_... Halle... 5.
Global Message-Bo... S...
Global Fail -10 [

o] [Cconeel ]
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6. Select the Can be edited and Display as margquee check boxes.

Properties: Variable

Selection

Select variables

Message-Board {Global}) II]

Can be edited

Display as marquee

[ Jwalues
Min
Max

Use horizontal slider

Use vertical slider

[ ok ][ cancal ]

7. The font style, color and size can be changed as required from the
Presentation tab.

Properties: Variable

" Presentation ”
-« value display

|Verdana vl
~|_|Background
Colar

Show borders

I oK ” Cancel ]
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8. Click the OK button.

Propert

-] Walue display

[Verdana

4

s (W)

~[#|Background

Calar

!

Show borders

(8],4

][ Cancel ]

9. The element is displayed.

=

save (8 Cancel ‘

Text element
Label
- Value element
Longest Wait Time (topic) [Telephony]
s Longest Wait Time (topic) [E-mail]
Yo E-mail to contact
~-¥) Out of office notice
~Ts Variable
[ variable
. Tag
Tag
Lists
= Queue [Telephony]
Abandoned Call list
Graphics elements
A Image
Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
~-@ Individual status LED
D Pie chart
--2% Agent status (AG)
57 Agent status (team)
--2% Phone state
Other elements
AL Customer History
Direct call

Properties ‘

Telephony inspector - Example Telephony View
Telephony files ‘ Q

™~ |m Preview

T max TQueued[T]: i

| 0:00:00 ‘ i

| NQueued[topics/T]
L1 s |

7 r
Message-Board (Global)

Queue Status

NQueued[T] o-

T max TQueued[T]:

m
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10.Click the Save button.

= save § cancel | =~ Properties | Telephony files ‘ |3 =N |@ Preview

Telephony inspector - Example Telephony View

Text element

B Label

Value element

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]

fa E-mail to contact

Out of office notice

=

Queue [Telephony]

Abandoned Call list

- Graphics elements

Image

Group

Bar chart

Langest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
Individual status LED

Agent status (AG)
Agent status (team)
Phone state

Other elements

AL Customer History
n

B T max TQueued[T]: NQueued[topicsT]

[ gowes [ | o |

MQueued[T] 1]

T max TQueusd[T]:

u
Message-Board (Global)

m

The size of the element can be adjusted as required.

Telephony inspector - Example Telephony View

- Text element

Label

Value element

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]

fe E-mail to contact

~%] Out of office notice

1% Variable

{1 wariable
W Tag
-] Tag
# Lists

Queue [Telephony]
Abandoned Call list
=-fll Graphics elements
s Image

m Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
Individual status LED
-0 Pie chart
© Agent status (AG)
Agent status (team)

=]

.5 Phone state

[ save @ cancel | JZ Properties | =] Telephonyfiles || [y =1 . | [al] Preview

T max TQueued[T]: NQueued[topics/T]

I3 ]

nQueued[T] 0

T max TQueued[T]:

|

=

in

11.Click the Preview button.
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Telephony inspector - Example Telephony View

= Save ( cancel | =~ Properties | [=] Telephony files ‘ |3 =N |@ Preview

[=-{i Text element \

I Label

- Value element |
= Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail] Queue Status

MQueued[T] 1]

= E-mail to contact

~¥] Out of office notice P
-}t Varisble T max TQueued[T]: NQueued[topics/T]

[ 7] variable o
- | o | o T max TQueued[T]:

B Tag

{%| Tag .m
i Lists

Queue [Telephony]
Abandoned Call list
4 Graphics elements E P

ﬁ IMage s s ra s sn s s s
Group
== Bar chart Messaqe Board (Glohal)

= Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]
.= Queue (topics) [Telephony]
== Waiting e-mails (topics) [E-mail]
-~ @ Individual status LED
D) pie chart
~2% Agent status (AG)
2% Agent status (team)
- Phone state
=] - Other elements
; Customer History
s Diract

m

12.The element is displayed.

Karen (8003) ~

J)EI~ ) m
v

Preview -Example Telephony View
Telephony files ;~ Edit

NQueued(T] 0
T max TQueued[T]: NQueued[topics/T]
L1 e |

| 0:00:00 |

T max TQueued[T]:  0:00:00

Message-Board (Global)

13.To add text to the marquee, click into the element box, type in the text and
click the tick icon.

Message-Board (Global)

Fire Alarm Drill Will Start In 5 Minutes
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14.The scrolling message will be displayed on the agent’s interface and for
example the administrator’s interface.

343/ 0:00 Hm Administrator ()

Telephony not configured!

—
2

NQueued[T] 0
T max TQueued[T]: NQueued[topics/T]
T T T
| [ ] | L |

T max TQueued[T]: 0:00:00

Message-Board (Global)

rill Will Start In 5 Minutes!!! The Fire Alarm | @
J | i

Preview . Example Telephony View
[iZ] Telephony files . Edit

Dialed Topic Last Routed Topic

Customer History

Date Time Called address Original topic | Last topic Last agent Note Subject

I« m v

T max TQueued[T]: NQueued[topics/T]
T

L[ ¢ |
i i

NQueued[T] o

T max TQueued(T):  0:00:00

Message-Board (Global)

m Drill Will Start In 5 Minutes!!! The Fire Al [ I

A. Administrator Interface
B. IP Office Contact Center Agent Interface.
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15.The global message will also be displayed on the Home View.

A 1P Office Contact Center

File Goto Home Help

»

Message-Board (Global) ’

The Fire Alarm Drill Will Start In 5§ Minutes! ! {

Agent Statistics Administrator - Out of office notice f
Break Time: 0:00:00 Signed On Time:  0:00:00
Calls: offered: u] completed: u]

E-Mails: completed: u]
Administrator - Agent History (Period: today) E
| Time | Address | Called address | ©riginal topic | Last topic | Task type| Mote | Subje.)
e il A T T e T W - ,

Adding a Call Tag to the Telephony View

A tag can be attached to a call and includes additional information that can be
referenced during the call. The tag is therefore active for the duration of the call.
Tags can either contain text or values. The information contained in the tag which
for example, could relate to a customer identification number or customer name
can then be displayed on the Telephony View by using and configuring a Tag
element.

In the following example, Tags will be added to the Telephony View that will
display the Customer’s Name and Customer Number.

In order for these details to be displayed, they must first be added to the IP Office
Contact Center as a Customer record.

Adding a Customer Record

1. To add a new Customer record select Goto followed by Configuration.
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2 Telephony
3 Realtime information
4 Reporting

5 Agent Status Reports
E Contact Detail Reports
7 Error List

8 Configuration -‘
9 Ul config

10 Task Flow Editor
11 WR-Editor Fa
12 Dialer

13 E-Mail configuration
14 Texthlock admin

15 Address book admin

'Y WV W S

2. Then select the Customer tab and click the Create button.

A P Office Contact Center

File Goto Help Karen (8003)

Agent Portal Configuration System  Service  Windows Help

Wiewr <Al -

Bhreak Tmecode | 3€PBX | 3ECHAPsever  |3HVEA | @ Coumn fQueue device | 0= Telephone | & Telephone goup | "Chatserver | WaChatscint |
J @ | ®Topic | Magertgop | @Agent | fiPefle | §DTeam [ Bdemal destination | & Workplace | 3 Announcement | [ Amnouncementseipt | gFIVR |

Edit

Name

Create...

/ Delete

View

© nomal

*) extended
ot ot i et s n e T, pgheiaame - bttt e o i g el gt o st M e db B st g, 400 pl

3. The Customer dialog box is displayed.

Customer - Create &J

Name: 0K

Priority: 0 = [ Company entry

Humbers/e-mails:

Murnber/e-mail Type Kind Create

Delete

Personal contacts! topics:

Mame Mumber  E-mail Dial-in topic Add agents...
Add topice

Delete

Dialed topic...
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4. Enter the customer’'s name in the Name field.

Customer - Edit pd
Mame e wiliams 4"‘/_’
Priniity a = Company entry
Mumbers/e-mails:

Nurnber/e-mail Tppe Kind Cieate
Delete

Personal contacts/ topics:

Name Mumber E-mal  Diakin topic Add agents...

Dialed topic...

5. Enter a Customer Number in the Customer no field. This is a unique
number, telephone number or email address that can be used to identify this

customer.

Customer - Edit Y
M ame: Alex Williams /
Customer no.: 01 12 - [ Cancel ]
Priciity: 0 [¥] Company entry
Numbers/e-mals:

Mumber/e-mail Type Kind Create ...
Personal contacts/ topics:
Name Mumber  E-mail Diakin topic
Dialed topic.
v

6. A priority can be assigned to this customer record. This can be referenced
within a call flow to route the call on a prioritized basis.
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Customer - Edit P
Customer no.: 01 2 / [ Cancel J
Priatity: 0 = (V] Company entry
Nurmbers/e-mais:

Number/e-mal Type Kind Create ...
Personal contacts/ topics:
Marie MNuriber  E-mail Dial-in topic
Dialed topic.

7. The Company Entry determines how the customer will be recognized via

number or email address.

A company number can be added or an

individual employee’s full number can be added. If the full number is added
this is displayed when the full number is recognized by IP Office Contact
Center. If the check Company Entry check box is selected, the company
number is displayed if there is a match to the leading digits of the company

number.

Customer - Edit

M ame: Alew Williams
Customer no.: 01 2
Fricrity: 0

Murnbers/e-mails:

Mumber/e-mail

Personal contacts/ topics:

Narne MNumbes

K

Cancel

V] Company entry

Type Kind . Create ...
Delete

]

E-mai Dialin topic . Add agents...

[ o |

Dialed topic...

o
&3

8. Click the Create button.
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Customer - Edit 2
1 el
e —
Priority: 0 [ Company enity
Numbers/e-mails:

Nurmbes/e-mail Type Kind Create .
Delete
Personal contacts/ topics:
MName MNumber  E-mail Diglin topic l%
Dialed topic...

v,

9. In the Number/email field, enter a telephone number or email address that

can be used to reference this customer.

Customer - Edit

==

Marme: Ales wiliams | oK, |
Customer no.: 01244670212 [ Cancel ]
Friority: 0 : Company entry
Nurnbers/e-mails: f
Numbera’e-maV Type Kind [ Create ... ]
[ Teleph., =| Office >l | Delete ]
e b A aenin . . L et b B

10.From the Type drop down box, select the required Type i.e. number, fax or

email.
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Customer - Edit u
MNare: Alex wiliams | ak, |
Custamer no.: I:I‘I-E [ Cancel ]
Pricrity: 0 : Comparny entry
Mumbers/e-mails:

Mumber/e-mail Type Kind | Creale.. |
! Telephone | [ [ Delete ]
Fam
E -mail
- Pagonaloaotactaltomiha e P N SR eSS

11.From the Kind drop down box select Office, Mobile or Private in relation to
the data entered in the adjacent Numbers/emails field.

Customer - Edit

S

N ame: Alex williams | Ok, |
Customer no.; I [ Cancel ]
Pricrity: 0 : Company entry
Humberz/e-mails: /
MHumber/e-mail Type Kind | Create .. ]
Teleph... | Office [ Delete ]
k abile
Private

A ay_gghihom).

12.Agents, Topics and Dialed Topics can be assigned as Personal Contacts /

Topics.
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Customer - Edit ﬂ
Wame: Ales Williams
Customer no: 01 2
Priarity: 0 = Company entry
Wumbers/e-mails:

Murnber e-mail Tupe Kind Create ...
i 2 Teleph... + M ~ |

Personal contacts/ topics:

I arme Wurber  E-mail Dial-in tapic Add agents...

Drelete

Dialed topic. ..

13.To add an agent as a Personal Contact click the Add Agents button.

Customer - Edit

Mame: Alex Willams
Customer no.: 01 2
Priarity: 0 = (V] Company entry

MNumbers/e-mais:

Mumber/e-mai Type Kind Create ...

[ Z Teleph... Delete

Personal contacts/ topics:

Narne Number  E-mail Diakin topic Add agents...

14.Select the required agent and click the OK button.
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.ﬂ Select persenal contact for customer u

M arne /T E [ Mumber PBx/

Adrminiztrator

Alan b FEXS...
1l 3 |
Dave x PBE=S..
K.aren x PE*S...
Scott b PEXS...
Supervizor * PE*S...

Colurinz

15.To add a Topic as a Personal Contact, click the Add Topics button.

Customer - Edit “
Customer o 01 2
Priority: 0 = [¥] Company entry
Numbers/e-mails:

Mumber/e-mail Type Kind &]
i 2 Teleph.. = | Office =]
Personal contacts/ topics:
Name Number E-mal  Diakin topic Add agents...
Qee b
| Delete

/

Dialed topic

16. Select the required Topic and click the OK button.
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Customer - Edit g
Mame: Alex Wilhams
Custome o 12
Priciity: 0 = [¥] Company entry
Numbers/e-mads:

MNumbes/e-mal Type Kind Creale ...
i T, <G %]
Personal contacts, topics:

Mame Mumber  E-mail Diakin topic Add agents...
Fooh A

17.To add an Dialed Topic as a Personal Contact, select the Topic or Agents
that has previously been assigned as Personal Contacts.

Customer - Edit g
.
Priority: 0 = [7] Company entry
MNumbers/e-mals:

Mumber/e-mad Type Kind Create ...
o T TR ]
Personal contacts/ topics:
Name Number  E-mail Diakin topic Add agents...
T S
Dialed topic.

18.Then click the Dialed topic button and click the Dialed Topic to be added
to the Personal Contact record and click the OK button.
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@ Assign topic ﬂ

<Al - ()4
Mame /T E C Number FB Cancel

<Al <Al

Tol pi|::1 x Fom bo

Taopic2 * o0z PEX... |
Taopic3 * 003 PR,

Taopicd4 OPD * 7004 PR,

Topiciud, ® 005 PEX...

Columms

r:

19.1n this example, the customer’s calls are only routed to agent ‘Bob’ when the
customer calls into Topicl, for calls to the other topics the customer would
be routed to an agent group.

20.Click the OK button.

Customer - Edit %
Mame: Ales wdilliarns Ok, ]
Customer no: 212 Cancel ]
Frioity: 0 : Comparny entry
Mumbers fe-mails:

Mumber/e-mail Tupe Kind [ Create ...
m 2 Telephone  Office Dielete

21.The new contact is displayed.
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Karen (8003) ~

Configuration  System Service Windows Help
View <> -
B Break Time code B | FECHAP server | 3@ vea | @ Country | € Queue device | 1= Telephone | 5 Tekephone group | T Chat server o Chat seript |
@ | ®Topc  |HAerigow | @Agent | fifnfie | §Team  [ECusomer | 2 Btemaldesinaton | S Workplsce | J3 Amnouncement | [fAmouncemertscrpt | gPIVR |
Name Edit
Hex Wiliams
Delete
View
@ nomal
(@) extended
T T S I e W S RS

The Call Tags can now be added to the Telephony View.

22.From the menu bar select Telephony followed by File View.

A 1P UmMCe LOntact Lenter

File Goto Telephony Help

Agent Portz Select Telephony file ...

Ag
Ele "‘."I|EW h—

Inzpectar r
Preview ;
Default Wiew

23.Select the duplicated file to be edited, and then click the Edit button.

Agent Portal

Telephony - file view
" Mew folder J New file . New quick bar file | / Edit |E| Duplicate m Delete ||E| Preview

Telephony files

T Al Telephony files Mame & |

J Example Telephony View
J FirstScreen_Standard_de [RO]
.Quickbar_Standard [RO]

JTelephony_Standard_en [RO]

A

© e AR B e A it bt et 0 st et e T T i, st e
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24 .Click the Tag (Window Display) element, and drag it onto the working area.

Telephony inspector - Example Telephony View

I save (8 cancel | 3Z Properties | [Z] Telephany files || Iy [l] Preview

-l Text element
B Labet
== Value element Company ABC Ltd
= Longest Wait Time (topic) [Telephony] e o .
w Longest Wait Time (topic) [E-mail]

ta E-mail to contact
¥, Out of office notice

m- Dialed Topic § Last Routed Topic

Customer History

| Date | Time Called address | Original topic | Last topic Last agert Hete

== Longest Wait Time (topic) [T8l nhony]
== Longest Wait Time (topic) [E-riii]
== Queue (topics) [Telephony]

‘ i
== Waiting e-mails (topics) [E-mail] %\ — — : " . - N
et N o

@ Pie chart
7 Agent status (AG)
if Agent status (team) 2t

Phone state

-l Other elements

&, Customer History .
£} Internet browser %

% Supervisor Assistance
% Supervisor Emergency

A. Click and drag
25.When the Tag element is placed on the workspace, a dialogue box

automatically opens.

Tag selection

~ Selected tag

~[ | Display names

[ walue can be edited

[ QK I[ Cancel I
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26.Click the browser button.

Properties: Tag

Tag selection

~ Selected tag

~[ | Display names

[] walue can be edited

i (o]4 ” Cancel ]

27.A list of available Tags is displayed. In this example, the
CCK_Caller_Name will be used. This will display the customer's name
when it is recognized against a customer record.

Tag selection

Tag « =
a.absenceNote

c.nChained

c.queuePric

c.waitTotal

CC.VoiceMsgName

CC.VoiceMsgProcessed Customer - Edit 2L
CCK_Actual_Announce_Time

CCK_AgentDevice_Id Name: Alex Wiliams 0K ]

CCK_AgentName i | J
CCK_Announce_Interruptable [ Customer no.: 212 Cancel ]
CCK Called Address = ;

] Pricrity 0 =

CCK_Caller_Name V| Company entry
CCK_Calling_Address
CCK_Customer_Info )
CCK_Customer_Number Mumber/e-ma Type Kind Craate ...
CCK_CustomerContactMinTime m 2 Telsphene Office
CCK_CustomerContactValidTime
CCK_DisplayLastTopic LN gl A g i S s il red PP et g gl
CCK_Holiday

CCK_PauseCode

CCK_Priority -

_m ‘ Cancel

Numbers/e-mads

28.Click the OK button.
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Tag selection

Tag &

a.absenceNote

c.nChained

c.queuePrio

c.waitTotal

CC.VoiceMsgName
CC.VoiceMsgFrocessed
CCK_Actual_Announce_Time
CCK_AgentDevice_Id
CCK_AgentName
CCK_Announce_Interruptable
CCK Called Address
CCK_Caller_Name
CCK_Calling_Address
CCK_Customer_Info
CCK_Customer_Number
CCK_CustomerContactMinTime
CCK_CustomerCaontactvalidTime
CCK_DisplaylLastTopic
CCK_Holiday

CCK_PauseCode

CCK_Priority -

L - e—m

m

29.Click the Display Names checkbox.

Properties: Tag

Tag selection

- Selected tag

CiCk_Caller_Mame E]

-« Display narmes

CCk_Caller_Mame

[] value can be edited

[ (014 ” Cancel ]

30.The default name is displayed.
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Properties: Tag

Tag selection

- Selected tag

CiCk_Caller_Mame E]

- [#| Display names

CCk_Caller_Mame

[] value can be edited

[ (014 ” Cancel ]

31.You can determine whether this value can be edited by
selecting/deselecting the Value can be edited check box.

Properties: Tag

Tag selection |

- Selected tag

CCK_Caller_Mame E

~[«| Display names

Customer Mame

[] walue can be edited

| ok || cancal |

32.Click the OK button.

33.The configured Tag is displayed in the working area.
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m Save ® Cancel g: Properties ‘ Telephony files | =N ||E| Preview
=-{i Text element -
Label P
Value element Company ABC Ltd
Longest Wait Time (topic) [Telephony] Lo S
Longest Wait Time (topic) [E-mail]
- b E-mail to contact
*) out of office notice
~-41% \Variable

Variable Dialed Topic { Last Routed Topic
B Tag |

%/ Tag

-l Lists

Queue [Telephony]

Abandoned Call list - . 2

{8 Graphics elements Date Time Called address Original topic Last topic

Image

ﬂ Group

Bar chart

Longest Wait Time (topic) [Telephony]

Longest Wait Time (topic) [E-mail]

Queue (topics) [Telephony] < U}
Waiting e-mails (topics) [E-mail]

g Fie chart

58 Agent status (AG) -
--2% Agent status (team)

i Phone state

- Other elements

-, Customer History . o
- @ Internet browser

=' Supervisor Assistance -
----:' Supervisor Emergency

Customer History

Last agent Mote

34.Click the Save button.

Telephony inspector - Example Telephony View

= save @ cancel ‘ 57 Properties | Telephony files ‘ = RN Hﬂ‘ Preview

| »

lement Company ABC Ltd

it Time (topic) [Telephony]
ime (topic) [E-mail]

w12 Variable

{7 variabls
T Tag

%] Tag
| Lists
Queue [Telephony]
i Abandoned Call list
=-#im Graphics elements
g Image
Group
Bar chart
Longest Wait Time (topic) [Telephany]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony] <] ’"
waiting e-mails (topics) [E-mail] L
D Pie chart
-2 Agent status (AG) -
--5% Agent status (team)
27 Phone state
= #m other elements
- Customer History - - R L. L. .

&3 Internet browser
--2° Supervisor Assistance -
- -=' Supervisor Emergency

Dialed Topic Last Routed Topic

Customer History

Date Time called address original topic | Last topic Last agent Note

TS

35.To preview the changes, click the Preview button.
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Telephony inspector - Example Telephony View

I save @ cancel ‘ 5 Properties | Telephany files ‘ =N HE Preview

=i Text element

-5 Label
* Walue element Company ABC Ltd
“ Longest Wait Time (topic) [Telephony] N N o - .
« Longest Wait Time (topic) [E-mail]
5 E-mail to contact
*) Out of office notice
47 Variable

i ag
L% Tag - - -
=-{il Lists
: Queue [Telephony]
H = Abandoned Call list - . -
E-iill Graphics elements Date Tirne Called address original tapic Last tapic Last agent Mote
o Image

I
- Bar chart

= Longest Wait Time (topic) [Telephony]

== Longest Wait Time (topic) [E-mail]
== Queue (topics) [Telephany] < n ]
== Waiting e-mails (topics) [E-mail] ‘
4D Pie chart
-7 Agent status (AG) -
57 Agent status (team)
=% Phone state
il Other elements
- B Customer History

=0 Direct call
Customer Name i
&3 Internet browser

.80 Supervisor Assistance
% Supervisor Emergency

] »

Customer History

Inbound (el < n ‘

36.The preview page is displayed. When the customer calls and their details
are recognized as a customer record, their name will be displayed.
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Preview - Example Telephony View
p—

[i=] Telephony files /~ Edit

Company ABC Ltd

Last Routed Topic Customer - Edit =

|
Customer History - Alex Williams - 01244670212 Customer no: 212

Date | Time | Called address Original topic | Last topic Last agent
14.04.2014 15:02:23 7001 Topicl Topicl
14.04.2014 15:01:32 7001 Topicl Topicl

0 Topicl Topicl

Priority: 0 = [¥] Company entry

Numbers/e-mais:

14.04.2014 12:27:00 7001 Topicl Topicl Number/e-mal Type Kind Create ...
14.04.2014 12:26:32 7001 Topicl Topicl L oy | Telephone  Office Delete

L ete
< "

x “'w.\ PR S R P W R Y LY

I Customer Name

37.In the example below, a tag will be created to reference the customer
number that was created earlier.

Customer - Edit .
M ame: e "williarns [ 0K ]
Cuztomer no.; DTN 2 [ Cancel ]
Pricrity: ':'— 'T' Company entry
Mumbers/e-mails: 3

MHumber/e-mail Type Kind [ Create ... ]
T o S IR i s

38. Click the Edit button to access the Telephony Inspector view.
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rGE

File Go

Agent Portal
A
DECe~ (N )

i

Preview - Example Telephony View

Telephony files / Edit*_————
Company ABC Ltd

Dialed Topic Last Routed Topic

Customer History

Time Called address Original topic Last tapic Last agent MHaote

Customer Name

39.Select the Tag (In Line Display) element and drag it onto the working area.
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= save () Cancel | 3= Properties | [i] Telephonyfiles || lp = . | [ul] Preview

Telephony inspector - Example Telephony View

=il Text element
B Label
= Value element
== Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]

Dialed Topic i Last Routed Topic

§-_v< E-mail to contact

i Customer History

Date Time Called address Original topic | Last topic Last agent Hote

=: Queue [Telephony
=: Abandoned Call lis
=l Graphics elements
i

iy Image

Group
Bar chart
Longest Wait Time (topic) [Telephon
Longest Wait Time (topic) [E-mail) b
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
@ Individual status LED
€D Pie chart
5% Agent status (AG)
% Agent status (team)
i% Phone state
=-#lll Other elements
AL, Customer History
=+ Direct call
£73 Internet browser
5% Supervisor Assistance
i% Supervisor Emergency

I RRRRI

A. Click and drag.

40.When the Tag element is placed on the workspace, a dialogue box
automatically opens.

kground display

~ Selected tag

~[_|Display names

[] walue can be edited

“ Cancel I

41.Click the browser button.
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Properies: Tag

Tag selection [ " ]

~ Selected tag

———]

~[ | Display names

[] walue can be edited

I Ok ” Cancel ]

42.A list of available Tags is displayed. In this example, the
CCK_Customer_Number tag will be used. This will display the customer
number when it is recognized against a customer record.

Tag & -

c.waitTotal

CC.VoiceMsgName

CC.VoiceMsgProcessed =
CCK_Actual_Announce_Time

CCK_AgentDevice_Id

CCK_AgentName Customer - Edit ﬁ

CCK_Announce_Interruptable — —
CCK_Called_Address MName; e Williams] 0K —J
CCK_Caller_Name b %
cck_calling_Address Customer no.: 01 2 Cancel j
*

CCK Customer Info . =
CCK_Customer_Number Pricity: J = /| Company entry
CCK_CustomerContactMinTime Numbers/e mads:
CCK_CustomerContactValidTime I

CCK_DisplaylLastTopic Number/e-mad Type Kind L Create .. ])
CCK_Holiday Sm 12 . .. Telepha Qffice _ Delas )
CCK_PauseCode P a4 e \""j""l&"w*-n"ﬂmm}
CCK_Priority

CCK_TicketID

CCK_TrackID

CCK_UseCurrentAgentRouting w

»
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43.Click the Display Names checkbox.

Properties: Tag

Tag selection [ " ]

Selected tag

l CCK_Customer_Murmber iI]

Display names

CCK_Customer_MNurmber

Yalue can be edited

[ oK ” Cancel ]

44.The default name is displayed; this can be edited as required.

Properties: Tag

Tag selection [ " ]

- Selected tag

CCK_Customer_MNurmber EI]

- [+| Display names

CCK_Custorner_Murnber

Yalue can be edited

[ Ok ” Cancel ]
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45.You can determine whether this value can be edited by
selecting/deselecting the Value can be edited check box.

Properties: Tag

Tag selection " ]

- Selected tag
CCk_Customer_Nurmber E]

- [#]| Display narmes

| Customer Number Reference

Value can be edited

[ (014 ” Cancel ]

46.Click the OK button.

47.The configured Tag is displayed in the working area.
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Telephony inspector - Example Telephony View

[ save @ cancel | = Properties | Telephony files | kB O ~ ||E| Preview
=il Text element
| Label
« Walue element Company ABC Ltd
“ Longest Wait Time (topic) [Telephony] N . P .
~sw Longest Wait Time (topic) [E-mail]

h E-mail to contact
%) Out of office notice

-[%% variable R . T ) R ) R ) ) - )
“'Vﬁfiﬁb‘e Dialed Topic Last Routed Topic

- Tag
%] Tag
- Lists
: Queue [Telephony] Customer History
=: Abandoned Call list
- Graphics elements
Image
ﬂ Group

Bar chart

Date Time Called address Criginal topic Last topic Last agent Mote

-
== Longest Wait Time (topic) [Telephony]
4 Longest Wait Time (topic) [E-mail]

- Queue (topics) [Telephony]
-

®

Waiting e-mails (topics) [E-mail] —— = ————— = ————— = ————— = = — = ‘
0 Pie chart ~

° Agent status (AG)
Agent status (team)

5 phone state

-l Other elements

L Customer History R . L 5 L.
@ Internet browser

Supervisor Assistance 1- i

Supervisor Emergency

Customer Number Reference

48.Click the Save button.

Telephony inspector - Example Telephony View

g Save ® Cancel |g: Properties ‘ Telephony files | % [m N Hﬂ‘ Preview

Company ABC Lid

Wait Time (topic) [Telephony]
ait Time (topic) [E-mail]

%] Out of office

~-.1% Variable
{73 variable Dialed Topic i Last Routed Topic
- Tag )

%] Tag - B B

: Queue [Telephony] Customer History
: Abandoned Call list

- fim Graphics elements

Image

Group

Bar chart

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]

Waiting e-mails (topics) [E-mail] — — — — — — ——— — ——— - ‘

“ Pie chart

.35 Agent status (AG) °

Agent status (team)
-7 Phone state

=-{im Other elements

- Jb Customer History

-0 Direct call
€73 Internet browser | Customer Name .

Supervisor Assistance
Supervisor Emergency 1 L. . B

Date Time Called address Original topic Last topic Last agent Mote

TERRIN

Custormner Number Reference

49.To preview the changes, click the Preview button.
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50.The preview page is displayed. When the customer calls and their details
are recognized as a customer record, their Customer Number will be
displayed.

Agent Portal

Topict

Alex Williams

f
J 0015
00:00:13

Preview - Example Telephony View
[Z] Telephony files .~ Edit

(3] Customer - Edit

(]

Company ABC Lid

{

Ll WX Sl

0K

| Company entry
Dialed Topic Last Routed Topic "
1 Topicl Topicl Type Kind |
1 i S— Teleph Office Delge
Customer History -—«.\.’U“‘ Ap A ﬂ "RVMM

Time Called address Original topic Last topic, I Last agent | Note

Customer Name

Alex Williams Customer Number Reference

01—

51.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.

List Elements
Lists can be added to the Telephony View. The lists available for selection are:

e Queue (Telephony) — When a call is queued and an agent is not available to
answer a call, the list can be configured to display details relating to for
example, to the Customer’'s Number, the dialed Topic, the connected
announcement type (interruptible/ non interruptible), the line number, the
Time the call has been in the Topic, the Time the call has been in its current

state and the announcement script in use.

e Queue Abandoned Call List
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Queue (Telephony)
To add a Queue List Element to the Telephony View:

1. Select th Iated file to be edited, and then click the Edit button.

A IPOffice C Center

File Goto Telephony Help

Select Telephony file ...
File “igww *——
Inspector

Presviesy
Defauft Wiew

Agent Portd

f
J

deiip moy 40y

J) (E ~ I )

Telephony - file view
B MNew folder J Mew file . Mew quick bar file | f Edit l_D Duplicate m Delete | @ Preview

Telephony files

B Al Telephony files

Example Telephony View
JFirstScreen_Standard_de [RO]
.Quic:l-cbar_Standard [RO]

JTelephony_Standard_en [RO]

SRR N SR ST SR e S e e

2. Click and drag the Queue List Element to the working area.

Telephony inspector - Example Telephony View
I save © Cancel | 37 Properties | [E] Telephonyfiles ||y = . | [l Preview
=-#l Text element

T

= Value element B S lEN s - Tt g
= Longest Wait Time (topic) [Telephony] . . 1 . Lo - . P Lo e P . e
s Longest Wait Time (topic) [E-mail] %}) o o o ;

$e5 E-mail to contact

] ths
) Out of office notice I; ° g - . N P . .
+ Variable . o o

Jariable % j Dialed Topic i Last Routed Topic

| %] Tag o - !
-l Lists | —. .
=H Queue [Telephon/] B Customer History
ol -

Date Time Called address |0r|'oina|tnpic Last topic Last agent Note Subject || © 7

(=l Graphics elements
» Image
1| Group
== Bar chart

| L= Longest Wait Time (topic) [Telephony] . N
A e ) L et it et s i A e s~ A AP o P i

A. Click and drag.

3. The Properties dialogue box for the Queue Element is displayed.
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Properties: Qlueue [Telephony]

Realtime Information [—]
Topic: Shaow title
Hidden columns: Visible columns:
i}}
No.
Topic <
Ln
'I'I'
Annnuncemerlt Up
Announc. script
TCS
Reserv. for Cown
Tag.
Fl 1 F
[ oK ] [ Cancel ]

4. Click the Select button, and then click on the Topic to be utilized. Click the
OK button.

Properties: Queue [Telephony]

Topic selection

Realtime Information
. § Telephony -
Topic: Show title
—i
Topic2
Topic3
Hidden colurnns: Visible colurnns: Topicé DPD
= TopicAA
No.
Topic =z
Ln
TT
Announceme!'lt Up
Announc, script
TCS
Reserv. for Down
Tag.
4 m 13 y

5. The selected Topic is displayed.
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Properties: Queue [Telephony]

Realtime Information

Topic: Show title

Hidden colurmns: Visible columns:

| =

-~ r_#k. .\_.__\\- -/a'.‘:h_*‘. . '_._ “-‘R-\.L_* LS S r -q..-n_,__m.)"\-'wh“_'_.""""“_-“._r"“ noalit. o | |

6. The column information that is to be displayed in the Queue List can be
selected from the Hidden Columns panel and moved to the Visible
Columns panel, by selecting the required column and clicking the right
facing arrow button. (Hold Down the keyboards Ctrl key to select multiple
items).

Properties: Gueue [Telephony]

Realtime Information

Topic: Show title
LY
Hidden colurmns: Wisible columns:
i}}
Mo
Topic L
Ln
T
Annnunceme!'lt Up
Announc. script
TCS
Reserv. for Diawn
Tag.
4 [113 2

[ (]8 ” Cancel ]
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7. The selected items are moved to the Visible Columns panel.

Properties: Clueue [Telephony]

Realtime Information
Topic: Show title
Hidden colurmns: Visible columns:
i}}
Reserv. for Ma.
L Topic
Ln
T
Up Annnun:eme!'lt
Announc. script
TCS
Down
Tag.
F 1 b i Il b

i (814 ” Cancel ]

8. A tag can also be added, for example to display the name of the caller as
created in a Customer Record. To add a Tag, click the Tag button and
select the required Tag to be utilized. Then click the OK button.
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Properties: Queue [Telephony] Tag selection

Realtime Information
-
- Tapic: Shaow title TEE A_
CC.VoiceMsgProcessed
Topicl CCK_Actual_Announce_Time
CCk_AgentDevice_Id L
CCK_AgentName 1
. . - . CCK_Announce_Interruptable
Hidden calurmns: ; : Wisible calumns: cCK_called_Address
| == 4 CCK_Caller_Name
Reserv. for MNo. CCK_Calling_Address
== Topic CCK_Customer_Info
Ln CCK_Customer_Number
TT CCK_CustomerContactMinTime
Up Announcement CCK_CustomerContactValidTime
Announc. script CCK_DisplaylLastTopic
TCS CCK_Holiday
Crown CCK_PauseCode
CCK_Priority
CCK_TicketlD
——— CCK_TrackID
AT CCK_UseCurrentAgentRouting
CCK_UselastAgentRouting
CCK_UsePreferredAgentRouting -
4 m 3 4 n 3
_* K ] I Cancel ]
I Ok ] [ Cancel ]

9. The selected tag is added to the Visible Columns panel. Click the OK
button.

Properties: Queue [Telephony]

Realtinne Information [ﬁ
- Tapic: Show title
Topicl
Hidden colurnns: Vigsible columns:
=
Reserv. for No.
T Topic
Ln
T
Up Announcemerlt
Announc. script
TCS
Cown | CCK_Customer_Mumber
Tag.
Fl i [3
_ﬁ ok ] [ cancel ]

Note: The order that the parameters are displayed can be adjusted by selecting
the parameter and clicking the Up and Down buttons.
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10.The configured element is displayed in the Working Area. To adjust the size

of the element, click the element so that its red border is displayed. Then
click on the red border and expand it to the required size

Telephony inspector - Example Telephony View
[ save @ cancel | Z Properties | [i=] Telephanyfiles || [y = | [al] Preview
= Text element

] Label

== Value element

“= Longest Wait Time (topic) [Telephony] H ; i

<= Longest Wait Time (topic) [E-mail] H

foy E-mail to contact

)E;l out of office notice

Queue [Telephany]

B s imdbendoned \.\‘i_s\t-.’.\ Y .

H save © cancel |5

2~ Properties | [i=] Telephany fil

B = | [al] Preview

opicl - Queue [Telephony]
value element o | Tapic
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
fe E-mail to contact
%] out of office notice
Variable

| Ln \ hns \ announcement | Announc. smpt| TCS | CCK_Customer_Number

Dialed Topic Last Routed Topic
P aat Y ey o .

NPT P S S S

Agent Portal

#
J/
J

vy

Telephony inspector - Example Telephony View
save (9 Cancel | 3_ Properties | [F] Telephonyfiles ||z 3 . | [al] Preview
Topicl - Queue [Telephony]
No. | Tapic
Longest Wait Time (topic) [Telephony]
w Longest Wait Time (topic) [E-mail]
mail to contact
%] Qut of office notice
[+ Variable

[7] variable
- Tag
Tag

ueue [Telephony]

il L Gl 4

[t | 7T | Anncuncement| Announc. script | TCS | CoK_Custamer_Number

12.To preview the configured changes, click the Preview button
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Karen (8003)

ongest Wait Time (topic) [Telephony]
ongest Wait Time (topic) [E-mail]
-mail to contact
ut of office natice

Dialed Topic Last Routed Topic
TR S S R W

7

13.The preview page is displayed. When a customer’s call is presented to the
topic and no agent’s area available to answer the call, the call will queue.
The configured call data within the Queue list is displayed.

0:06/ 1:32

No.
o1m 2

| Topic | tn |7 | announcement [“Announc. script| Tcs | cck_customer_number

Topicl <Dum...  00:00:02 interr. Wait 00:00:02 1D 670212 \
. r L W :
Last Routed Topic \

© IC @ 1 @

Caller's number

Dialed in Topic

Not Supported

Connected Announcement type, none, none interruptible, interruptible
Agent is in “Break Time” status

Time in Topic

. Announcement’s Name

Time in Current State

Tag

TIO@TMOOD>

IP Office Contact Center Telephony User Interface Configuration 02 2016 170



IP Office Contact Center Telephony User Interface Configuration

To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.
Abandoned Call List

An Abandoned Call list Element can be added to the Telephony View. This list can
display a number of parameters for example, the caller’'s name and number, the
time and date of their last call, the number of calls that were disconnected by the
system or the caller.

To add an Abandoned Call List Element:

1. Select the duplicated file to be edited, and then click the Edit button.

File Goto Telephony Help
Select Telephony file ...

File “igw ‘——

Inspectar

Agent Portd

Prewviewy

Default Wiew

f
J/

A ip roMNy, 0y

Q) E)C e~ (N )

Telephony - file view
Bm MNew folder J MNew file . Mew quick bar file | / Edit I_D Duplicate m Delete | @ Preview

Telephony files

m All Telephony files Mame &

J Example Telephony View
_)FirstScreen_Standard_de [RO]
.Quic:l-cbar_Standard [RO]
JTeIephonv_Standard_en [RO]

'—\-m\ﬂqu."-»_-""‘“— b ooty i g A g gpieten poastien g o gt

2. Select the Abandoned Call List Element and drag it to the Working Area.

Telephony inspector - Example Telephony View
[ save © cancel | 0= Properties | =] Telephony files N N [al] Preview
=-#ll Text element
[ Label
s Valie alement 8 % . # i oW @ GwEmo % B OB OB ¥ G E % % @ ¥ o @
ww Longest Wait Time (topic

ww Longest Wait Time (topic 4 ¢ @ " o % ¢ @ . - A ¥ .

% E-mail to contact

%) Out of office notice + B ey i - RN . @ B B oEmE W A W M W W R W R ® B oM 5w

It variabe =00 b - oo oo oo L TR M noe mon o mamv mow s B v e R B W 8 on R mamE R

@ Variable

m

| Called address Original topic Last topic Last agent Note Subject

= Longest Wait Time (topic }|
= Longest Wait Time (topic
== Queue (topics) [Telepho
= Waiting e-mails (topics)
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A. Click and drag.

3. The Properties screen is displayed.

Properties: Abandoned Call list

Realtirme Information

Show title

- Topic:

Hidden columns:

Ma.

MName

SysAC

ExtaC

Date

Time

Callne. blocked

Up

Crown

Wisible columns:

[ oK ” Cancel ]

4. Click the Select button and select the Topic to be referenced in the
Abandoned Call List. Click the OK button.

Properties: Abandoned Call list

Realtime Information

Show title

Topic:

_WI Hide total

Hidden columns:

Callno. blocked
Name

SysAC

ExtAC

Date

Time

Na.

Dawn

Visible columns:

4 1 3

i Ok ” Cancel I

Topic selection

_) Telephony -

Topic &

Topic2
Topic3
Topicd DPD
TopicAA

—— o [ e
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5. The column information that is to be displayed in the Abandoned Call List
can be selected from the Hidden Columns panel and moved to the Visible
Columns panel. This can be achieved by selecting the required column and
clicking the right facing arrow button. (Hold Down the keyboards Ctrl key to
select multiple items).

Properties: Abandoned Call list

Realtime Information
- Topic:

Hidden columns: \ Visible colurnns:

Callno. blocked

Show title
[] Hide tatal

iSysAC <<
ExtAC

Date

Time Up

No.
Name

4 . 3 4 T 3

6. The selected items are moved to the Visible Columns panel. Click the OK
button.

Properies: Abandoned Call list

Realtime Information [ ]

- Topic: Show title
Topicl [] Hide tatal
Hidden columns: Visible colurmns:
| e
Callne. blocked No.
Date
Time
oo
ExtaAl
] m 3 4 \ m 3

Note: The order that the parameters will be displayed can be adjusted by
selecting the parameter and clicking the Up and Down buttons.
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7. The configured element is displayed in the Working Area. To adjust the size
of the element, click the element so that its red border is displayed. Then
click on the red border and expand it to the required size.

[ save © cancel ‘ =

=-{i Text element

ﬁ Label

Value element
Longest Wait Time (topic
Longest Wait Time (topic
E-mail to contact
) out of office notice
7% Variable

Queue [Telephony]
Abandoned Call list

Telephony inspector - Example Telephony View

= save @ cancel | . Properties ‘ Telephony files ‘ =N Hﬂl Preview
-l Text element

ﬁ Label

- Value element
~ww Longest Wait Time (topic
== Longest Wait Time (topic

h E-mail to contact
%] Out of office notice
-7+ Variable

417 variable

W Tag

File Ge Karen (8003) ~

Agent Portal

M

Telephony inspector - Example Telephony View

[ save © Cancel | 52 Properties | =] Telephony files || [y =1 . | [al] Preview

Text element

ongest Wait Time (topic
ongest Wait Time (topic
fey E-mail to contact

Out of affice notice

9. To preview the configured changes, click the Preview button.
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Karen (8003) ~

Agent Portal
f
2 EC e (1 m

v

Telephony inspector - Example Telephony View
B save © Cancel | 5 Properties | Telephany files || [y =~ | [al] Preview
£l Text element

« value element
« Longest Wait Time (topic
gest Wait Time (topic
| to contact
offi

Dialed Topic Last Routed Topic

B RS B e e TV N P v O g

i Lt P

10.The preview page is displayed. Any abandoned calls are listed against the
parameters that were previously defined.

No Name | Date | Tiene | Extac

o1 12 Alex Wilkams 17/04/2014 20:01:56 ] 17
2504 1 4 20:02:01 o 2
0793 55 17/04/2014 20:48:21 ° 1

o B

Caller’'s Number

Caller's Name

Date of Last Call

Time of Last Call

Number of calls cancelled by the system

Number of unanswered calls cancelled by external party

Tmoow»

11.The agent can view the list, to obtain the numbers of abandoned callers and
therefore potentially call those customers back. The call can then be
removed from the list by right clicking on the call record and selecting
Remove.
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)

vvv

Preview -Example Telephony View
[ Telephony files .~ Edit

Topict - Abandoned Call list

‘ No. | Name | Date

(@. | sysac | Extac | A
012 12 Alex Williams  17/04/2 :56 E

0 17
2504 17/0p12014—Nann2:01 0 2
L o7 ss 17/0 ;’-" 21 0 1

Dialed Topic Last Routed Topic

W‘WW\I“
A. Right click.

12.1f an agent double clicks on a customer’s number in the Abandoned Call
List, the customer will be called.

Agent Portal

A
J

Date Time
18/04/2014 00:50:30
01:08:02

Alex Williams 18/04/2014

A. Double click to call the customer from the abandoned call list.

Note: A column field named Callno. blocked can be added to signal to other
agents, that this number is already in use for ‘calling back’ purposes.

13.0nce called, the customer’s number will then be removed from the
Abandoned Call List.
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IP Office Contact Center

A

File Goto Telephony Help

Agent Portal

No. Name Date Time SysAC
18/04/2014 00:50:30 0

Wait Time Dialed Topic
A. The customer’s number is removed from the list once they have been

called back.

Last Routed Topic

14.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.

Adding an Image Element to the Working Area

A graphical image, for example a company logo can be added to the Working
Area. The title can be added to the image and its size adjusted.

To add an image:

1. From the menu bar select Telephony followed by File View.

A 1P UmMCe LOntact enter

File Goto Telephony Help

Zelect Telephony file ...

File “igw S o

Inzpectar

Agent Portz

Preview

' Default “iew

I Wy T e Sy

2. Select the duplicated file to be edited, and then click the Edit button.
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nter

File Goto : Ip

Agent Portal

D)E) e~ bb)) ¢

Telephony - file view

P New folder J New file . New quick bar file | / Edit r|:| Duplicate m Delete ||E| Preview

Telephony files
I all Telephany files Marme &

.) Example Telephony View
J FirstScreen_Standard_de [RO
.Quickbar_Standard [RO]
JTeIephuny_Standard_en [RO]

RN LNV RV U L e e S SRR SR S SR Sy .»(
3. Select the Image element, and drag it onto the Working Area.

Telephony inspector - Example Telephony View

[ save © cancel | ;= Properties | [5] Telephony files || [y ©1 . | [ul] Preview
=l Text element -

5 Label
== Value element
s Longest Wait Time (topic) [Telephony]
«= Longest Wait Time (topic) [E-mail]
fo5 E-mail to contact
~%) Out of office notice
1= variable

g Variable

Customer History

-
-

- Longest Wait Time (topic) [E-mail]

= Queue (topics) [Telephony] Date Time Called address Original topic | Last topic Last agent | Hote Subject
-

[ ]

Waiting e-mails (topics) [E-mail]
Individual status LED
4D Pie chart
, Agent status (AG)
£% Agent status (team)

~2% Phone state ™ m A
= i Other elements ———eeeeeeeee e
+o Direct call |

@ Internet browser
% Supervisor Assistance
2% Supervisor Emergency

oo ]
lnbnur‘nd - — —— e ’
A. Click and drag.
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4. The Properties page is displayed. Click the Select button.

Properies: Image

Image selection

r File
- Settings /
Frame

[ ok

][ Cancel ]

5. Navigate to the image to be utilized. Select the image and

click the OK

button.

Open ldL-J
\\/U [ » Libraries » Pictures » Sample Pictures v I 4y ‘ ‘ Search Sample Pictures pe) [
Organize v New folder = v 0 @

{ Favorites | PICtures “brary Arrange by: Folder l
P Desktop Sample Pictures

& Downloads

= Recent Places

4 Libraries
< Documents
@ Music
b=/ Pictures
B videos

1 Computer
&, Local Disk (C))
L EdwardJones (\\walnut\users) (H:)
5® Development (\\WALNUT) (J:)
&3 Admin (\WALNUT) (L:)
5# buazilla \WWALNUT) (M:)

File name: Lighthouse

p—

m

Chrysanthemum

Desert Hydrangeas
— =
3 f N
Lighthouse Penguins Tulips

_* Open

S]]

Jellyfish Koala

v [Bild Dateien (*.jpg;*.bmp;*.gif;* V]

M

Cancel l

Note: The following file formats are supported, .bmp,

Jpg, .gif,

-PNg
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6. A Frame and Title for the image can also be added.

Properties: Image

Image selection

~ File

Ci\UsersyPublichPictures\Samp.. SLighthouse.jpg

- Settings

Frame Lighthouse ABC Ltd

[ ok || cancel |

7. Click on the General tab. From this screen links can be created to:
a. display real time information
b. display or open a file. For example, a document containing common
support issues or sales product offers can be launched and viewed
by the agent
c. ordisplay a web page.
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Realtime example

Click the Link check box and select the Realtime radio button.
Click the builder button

Select the Realtime file to be viewed

Once saved, a link is added to the image

When the image is clicked, a Topic can be selected

The related Realtime information is displayed.

Tmoow»

Realtime Information files

Bl AN realtirme infort pame a

Image seleron IECLCE [

B Predefined ..-:.G_DeFauIt
' @ i Bl rEL Test

[+ Link — Wl Topic_Drefault
[-‘i‘- Realtime | _.E]

) File:

o J | Q

" Resltime Inform,

sheet (with signaling)

<Al

Topio &
Taopicl
Topec2
Topicd
Tapic4 DPD
TapicAs

ﬁ. "E| Realtime infermation files  Edit Full screen

oron. = [l Supporo1.

¢ ™ TCS | o, | Announcement | Announc. script

@ |

IP Office Contact Center Telephony User Interface Configuration 02 2016 181



IP Office Contact Center Telephony User Interface Configuration

File Example

Click the Builder button.

Navigate to the file to be opened and click OK.
The path to the file is displayed.

Once saved, a link is added to the image.

Click the Link check box, then select the file radio button.

—

Tmoow»

When the image is clicked, the associated file is opened.

() Realtime

O W ‘—[

() Reajtime Inform.
sheet (with signaling)

Image selection [ELhLICH

)

) Realtime

(o) Eile: \\walnut\Users\Edwardlones\Desktop\File Exa E]

C 3 l

() Realtime Inform,
sheet (with signaling)

me= T — =
& v w14 P
- -
Oganen = Mo fabder T )
Voot 1én Laamgle i
w
[ —] |
& Downioase L
% Recomt I
pre—
7 Cocument
o W
P '
B v
.
W Comptw '

Topict . Abandoned Call list

=
[ ‘....,\—::. :.:Nu. .t.ﬂ'l‘bl. \;r /\.1'1'15 ABCLDr AT ..f.fm. “M’g
2
¢
i
Top sales deals for the i
: lﬂh!auw ABC L(e‘ d ay ! pt
e i
Topict Abandoned Call it | i
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URL Example

Click the Link check box then the URL radio button.

Enter the URL of the website to be displayed.

Once saved, a link is added to the image.

When the image is clicked, the URL will be opened and the web page
launched.

oOwp

[¢] Link

£ naal

®

(e) URL: https://support.avaya.com/ I

() Realtime Inform.

C () Realtime Inform.
sheet (with signaling)

sheet (with signaling)

@ Avaya Support - Moxzilla Firefox
File Edit View History Bookmarks Tools Help
Avaya Support

@ nt pport.avaya.com

£ Most Visited || Getting Started || Free Hotmail _ GO TO Training [ Google (2) [E] Google BT Help BT Business BT

SUPPORT SUPPORT BY

AV A y ﬁ DASHBOARD PRODUCT DOWNLOADS

SEARCH AVAYA SUPPORT

REGISTER NOW »

<
™ B O\"“\'.(

8. To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.

Adding a Group Element to the Telephony View

A group element can be used to collate a collection of configured elements
together. The group element can be given a name and its background color
changed.

To add a group element:

1. From the menu bar select Telephony followed by File View.
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A 1P UmMCe LOntact Lenter

File Goto Telephony Help

A _— Zelect Telephony file ...

Agent Porta
File gy *——

Inspectar

Preview
Default “iew

""'-—_..

i H

2. Select the duplicated file to be edited, and then click the Edit button.

Agent Portal

J) (i ~ | )

Telephony - file view

m All Telephony files Mame &

Telephony files

J Example Telephony Wiew
J FirstScreen_Standard_de [
.Quicl-cbar_standard [RO]
JTeIephonv_Standard_en [RO]

© A R e el gt e g bt ol ol g g B i i, i g,

" Mew folder J New file . New quick bar file | / Edit |E| Duplicate @ Delete ||E| Preview

F&\

T

3. Select the Group element, and drag it onto the Working Area.
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Telephony inspector - Example Telephony View

= Text element
I Label
= Value element
== Longest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]
B E-mail to contact
X Out of office notice
T+ Variable

E\ Variable

Longest WaliTime (topic) [E-mail]
Queue (topics) [Teld \gony]
Waiting e-mails (top! E-mail]
Individual status LED

Agent status (team) %}

i* Fhone state
-l Other elements
A Customer History
=o Direct call
£73 Internet browser
i Supervisor Assistance
i Supervisor Emergency

| save ( Cancel | 07 Properties | [E] Telephony files || [y

| [al] Preview

i T max TQueued[T]:

NOueued[topicsT] .

] | 0:00:00 | |

Ny

mn

A. Click and drag

4. The Group element is displayed.

=-{l Text element

| Label

alue element

« Langest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]

-~ E-mail to contact
% out of office notice

(¢ Variable

[f] variable
- Tag
1% Tag

- Lists
| ~=iQueus [Telephony]
i Abandoned Call list
=-flm Graphics elements
Image
m Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time {topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
- @ Individual status LED
~D) Pie chart
I Agent status (AG)
Agent status (team)
Phene state

o G At e gt Rt

Telephony inspector - Example Telephony View
| save © cancel ‘ o Properties ‘ Telephony files | =N ||E| Preview

f:00:00

T max TQueued[T]: NQueued[topicsT]

5. Expand the element to the required size.
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Telephony inspector - Example Telephony View

Text element

| Label

walue element

Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]

h E-mail to contact

) Out of office notice

« wariable

: Queue [Telephony]
¢ Abandoned Call list
=il Graphics elements
Image
Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
-@ Individual status LED
g Pie chart
° Agent status (AG)
S Agent status (team)
Phone state
[=-{im Other elements
A Customer History
=o Direct call
@ Internet browser
---=' Supervisor Assistance
---=' Supervisor Emergency

fiinire

Save ® Cancel ‘ 8: Properties ‘ Telephony files | k [ N ||E| Preview

| T max TQueued[T]: DR M OQueued[topics/T] 1

N 0:00:08 . Eod .

6. Right click on the element and select Properties.

Group

Properties...
Delete

L3
firorosrososrrossrorasrorasrorasrosesrsssgrrosserasgorrogsrsrsrasrgrassgrosogrorogeorasravasravese

A. Right click.

vaaaas

arnaas

S S S NS N SRS N N

7. The Properties dialogue box is displayed.
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Properties: Group

Presentation

[ ] Hide title
Title: |

- |Font

Verdana

8 B e

- | Background

=
I
il
il

Caolar:

[ Ok ” Cancel ]

8. Attitle can be added to the Group element.

Properties: Group

Presentation
i
[ Hide title /
x

Title: | Queue Status

~[ | Font

Verdana

8 B e ¢

- |Background

=
I
i
il

Calar:

[ (814 ” Cancel ]

9. If required, the font can be changed. Select the Font check box and select
the font type, color and size as required.
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Properties: Group

Presentation

[] Hide title
Title: |Queue Status |

- [¥] Font
|Britannic Bold v|

 ImEHUEEE

-|_|Background

Colar:

i K ” Cancel ]

10.A background color can also be added to the element. Select the Color
check box and then click the color button. Select the required color from the
palette and click OK.

Properties: Group

Presentation

[ ] Hide title
Title: |Queue Status |

Select Colors

OOOOooOo
0000000

Fant
|Britanni|: Bold

ail) =|E3E

| [
HEEENEN

O
A0
EO
EEO
| [

[ ok ” Cancel ]

11.Click the OK button.

Properties: Group

Presentation

[] Hide title

Title: |Queue Status |
[w] Fant
|Britannic: Bold v|
a EEHYEBE
[v|Background

o |

_* Ok ][ Cancel ]
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12.Drag the required configured element into the Group element box.

oo sme
B T max TQueued[T]: P o 9 ¢

0:00:00

A. Click and drag.

13.Click the Save button.

Telephony inspector - Example Telephony View
[ save © cancel | = Properties | = Telephonyfiles || [y =1 . | [ul] Preview
=8 ext element

I Label

== Value element
------- Longest Wait Time (topic) [Telephony]

d ‘ 1 | e
------- rec o) £ e ________

riE

S E-mail to contact
~%] Out of office notice
~.1% Variable

{I7f] variable
- Tag
-\%| Tag

i Lists

Queue [Telephony]
: Abandoned Call list . . . . . . . . . . . . . . .
- Graphics elements . P . . P P . P P . . P P . .
Image i
e -
= Bar chart
Longest Wait Time (topic) [Telephony]

-
~#m Longest Wait Time (topic) [E-mail] . Queue Status s
- R .

Queue (topics) [Telephony]
= Waiting e-mails (topics) [E-mail] B L.

@ b
T max TQueued[T]: HQueued[topics/
-£)) Pie chart : : U | ltopics/T] |
| K |

if Agent status (AG) B R R
2% Agent status (team) 1 ‘ omsoo |
% Phone state
-l Other elements

AL Customer History
~=0 Direct call
&3 Internet browser

=' Supervisor Assistance
-2 Supervisor Emergency

m

14.Click the Preview button.
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Telephony inspector - Example Telephony View

[ save © cancel | = Properties | [] Telephony files || 5 = [ [ul] Previewsg
-4l Text element \ -
- Label .

== Value element < m ] vl

== Longest Wait Time (topic) [Telephony]

- E-mail to contact

-3 Out of office notice
.14 Variable

{4 variable
-0 Tag - - - - - - L .
-1%]| Tag

: Queue [Telephony] Queue Status

¢ L.=: abandoned Call list
- flm Graphics elements

- Image i T max TQueued[T]: NQueued[topics/T] . —

.= Bar chart | Q000D | | 0 | _
= Longest Wait Time (topic) [Telephony]

#m Longest Wait Time (topic) [E-mail]
s Queue (topics) [Telephony]

- Waiting e-mails (topics) [E-mail]

- @ Individual status LED

D Pie chart

% Agent status (AG) . . . . . . o
~-5° Agent status (team)
£° Phone state . . . . . . o
=-{i Other elements

AL Customer History

=0 Direct call

&3 Internet browser

=° Supervisor Assistance
- -=' Supervisor Emergency

m

15.The configured Group element is displayed.

Queue Status

T max TQueued[T]: NQueued[topics/T]
s | W

16.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.
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Graphics Elements

Graphics Elements including Bar Charts, Queue Topics and Longest Wait Time
elements can be added to the Telephony View.

Adding a Bar Chart Element to the Working Area

1. Select the duplicated file to be edited, and then click the Edit button.

File Goto Telephony Help

Select Telephony file ...

+—F

Agent Porta

File: “iewy
In=pectar
Preview
Default View

f
J

A tp e oy, by

)

Telephony - file view
™ New folder J New file . New quick bar file ‘ f Edit |E| Duplicate @ Delete | m Preview

Telephony files
Al Telephony files

Example Telephony View
JFirstScreen_Standard_da [RO]
.Quicl-:bar_Standard [RO]

JTeIephony_Standard_en [RO]

it I b bt Bt A I e . G

2. Click on the Bar Chart element and drag it to the Working Area.

Telephony inspector - Example Telephony View

- save @ cancel | §
- Text element
B Label
w Vialue element
« Longest Wait Time (topic) [Telephony]
w Longest Wait Time (topic) [E-mail]
e E-mail to contact
) out of office notice

Properties | [i=] Telephony files

3

| [41] Preview

Topic! - Abandoned Call list

MName Date SysAC

o

| Time

% Variable
{7 variable
~ ::: Dialed Topic I Last Routed Topic

- Lists - - i - o

=! Queue [Telephony]
=: Abandoned Call list

Customer History

Date | Time ] Called address Original topic Last topic Last agent Hote

== Queue (topics) {Telephony]

== Waiting e-mails (!

@ Individual status
Pie chart

25 Agent status (AG

i% Phone state
-1l Other elements

=< Direct call
£ Internet browser

i5 Agent status (team)

A, Customer Histary

2% Supervisor Assistance
&% Supervisor Emergency

topics
LED

AN

)

tothAbansk

© Customer Number Reference

inboing

SR Customer Name
i
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3. The Object Selection dialogue box is displayed. In this example, the Agent
radio button has been selected. Click the OK button.

Object selection

0 Topic

(®) A&gent

) Agent group

() Tearm
) PBEX
) IVR

| ok | | cancel |

4. The Counter selection screen is displayed. Select the Counter to be
utilized and then click the OK button. In this example, a counter called
Break time per shift has been selected. This counter will determine the
amount of time the agent has been on break time.

Average of ACD conversation time per shift [T]
Average of ACD conversations per hour, related to the tir
Average of Wrap Up per shift [T]
Average of break time per shift [T]

| Break time per =shift [T] |
Mumber of abandoned outgoing calls per shift [T]
Number of calls per shift [T]
Mumber of conversations per shift [T]
Mumber of outgoing calls per shift [T]
Number of outgoing conversations per shift [T]
Total of ACD conversation times per shift [T]
Total of Wrap Up per shift [T]

Total time for a shift during which an agent is signed on [T =
El m 3

m

_h ok | [ cancel |
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5. The Properties dialogue box is displayed. Click the Select button and
select the agent to which the Bar chart will be applicable. Click the OK
button.

Agent selection

Telephony

Agent a

' ' ) <logged-in user>
Properties: Average of break time per shift [T] Alan

Realtime Information [ " ] Bab
Cave

Scott
-
Supervisor

Show label

o] (=)

6. Click on the Thresholds tab.

Properties: Average of break time per shift [T]

" ] Thresholds I_
A

- Threshold values
Warning: a

~ Range
Min: o
Max: a

[ Ok ” Cancel ]

7. Enter the required thresholds (in seconds) for when a Warning and Alarm
status will be displayed.
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Properties: Average of break time per shift [T]

" ] Threshaolds I—

- Threshold walues
Alarm: 100

Warning: o

-~ Range

rin:

I oK ” Cancel ]

8. From the Range section of the screen, enter Min and Max values to
determine the range to be monitored for this alarm. Click the OK button.

Properties: Average of breaktime per shift [T]

[ " ] Threshalds l_

~ Threshold values
Alarm: 100

Wwarning: 90

-~ Range
rin: o
Mazx: 150

_* (014 ” Cancel ]

9. The configured element is displayed.
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=
Telephony inspector - Example Telephony View

[ save @ Cancel | 2 Properties | =] Telephonyfiles || [y 0 . | [ull Preview
- Text element

Topic1 - Abandoned Call list

Mao. Marme Date Time SysAC ExtAC
“ Longest Wait Time (topic) [Telephony]
« Longest Wait Time (topic) [E-mail] o 0
fo E-mail to contact
%] Out of office notice
+ Variable

2-iM Lists - _ |
H : Queue [Telephony] e

; i Abandoned Call list Customer History
- Graphics elements
Image

m Group
Bar chart
Longest Wait Time (topic) [Telephany]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephany]
Waiting e-mails (topics) [E-mail] 4 m ]

-~ @ Individual status LED T S S S S S L4

-5 Agent status (AG)
Agent status (team)
Phone state
=-#i| Other elements

L Customer History
~+o Direct call

€73 Internet browser
-5 Supervisor Assistance

2% Supervisor Emergency

Date Tirme Called address ariginal topic Last tapic Last agent Mote

-] wariable —
-] Tag Wait Time Dialed Topic ast Routed Topic
|

totMAbansk

Customer Mumber Reference

Customer Name

10.Click the Save button.

Telephony inspector - Example Telephony View

[ save @ Cancel | 5Z Properties | [:£] Telephonyfiles || Jy =1 ™ | [al] Preview

B ext element ) )
Label Topic1 - Abandoned Call list
Value element . na. Name Date Time SysAC EXtAC
Longest Wait Time (topic) [Telephony] 0 0

Longest Wait Time (topic) [E-mail]
g E-mail to contact

X out of office notice

17¢ variable

~{I] variable - — p— p— —_— —_— —_— —_—

%] Tag

Lists - - - L

ueue [Telephony] 3

bandaned Call list Customer History

- Graphics elements
Image

m Group

= Bar chart

il il AP ey e pftiiabebhothnt . <y M

| Time | callsd addrass | original topic | Last tapic | Last sgent | nots

T O i e TP P N S P S

11.Click the Preview button.

Telephony inspector - Example Telephony View

I+ save © cancel ‘ o Properties | Telephony files ‘ kE O ~ HE Preview

=i Text element

Label

Value element

Longest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]

foq E-mail to contact

%] Out of office notice

Topicl - Abandoned Call list

.+ Variable
(7] variable = = — — — — — — — —
1:3 Dialed Topic Last Routed Top
- Lists - - - L

ueue [Telephony]

bandoned Call list

-{i Graphics elements
Image

g P

== Bar chart

i s e I e crs e, ottt ni i A el

Customer History

| Time | Called address ‘ original topic ‘ Last topic | Last agent ‘ Hote

R s T e SR S NP

12.The configured element is displayed.
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Karen (8003) ~

Agent Portal

(-

IOIERD I m

Preview - Example Telephony View

Telephony files . Edit

TelGrp1 - Phone s... m
SysaC
¥ so01 s002
0
@EDDB ¥ soos

Dialed Topic Last Routed Topic

i

Customer History

Time Called address Original topic Last topic Last agent Note Subject

) Customer Number Reference tothAbanshift{T] B
#TBreak TimeSh... )

13.The Warning and Alarm status of the agents break time will be displayed in
real time.

g TBreak TimeSh...
a1

Average of break time per shift [T]
Agent: Karen
Value: 0:01:21

Realtime Information | Presentation PUGEENEEE

- Threshold values
100

Alarm:

r Warning: a0
i Rl i

#TBreak TimeSh...
: Realtime Information

Thresholds

Presentation

Average of break time per shift [T]
Agent: Karen
Value: 0:01:44

Threshold walues
[ Alarm: 100

| Warning: aa

st T
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14.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.
Longest Wait Time (topic) [Telephony] Element

The Longest Wait Time (topic) [Telephony] element can be utilized to generate
alarms against calls that are presented to the Topic and are queuing for defined
periods of time beyond configured warning and alarm thresholds.

15. Select the duplicated file to be edited, and then click the Edit button.

Select Telephony file ...

File igwy ‘——
In=pectar
Preview

Default View

Telephony - file view
™ New folder J New file . New quick bar file ‘ f Edit |E| Duplicate @ Delete | m Preview

Telephony files
Al Telephony files Marme & |

J Example Telephony View
JFirstScreen_Standard_da [RO]
.Quickbar_Standard [RO]

JTeIephony_Standard_en [RO]

AT et T gt b, et g A gp e A e P

16.Click on the Longest Wait Time (topic) [Telephony] element and drag it to
the Working Area.
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Telephony inspector - Example Telephony View

=) save (8 Cancel | I Properties | [E] Telephonyfiles | | O [al] Preview
=l Text element i ) .

[ Label Topic1 - Abandoned Call list
= Value element ) No. ‘ Name | Date I Tirne | SysAC | ExtAC
== Longest Wait Time (topic) [Telephony]
== Lengest Wait Time (topic) [E-mail] o 0
ey E-mail to contact
%) Out of office notice
4T# variable
E\Veriahle — — — —
- Tag Dialed Topic § Last Routed Topic
1%| Tag

=l Usts - R

=: Queue [Telephony] S

=! Abandoned Call list
= Graphics elements

iy Image

Group

#m Bar chart
Loengest Wait Time (topic) [Telephany]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]

Date Time ] Called address Qriginal topic Last topic Last agent Note

%

-
-
-

@ Individual status LED

if Agent status (AG)

i° Agent status (team)
% Phone state
=-#ll Other elements

. Custemer History :
#o Direct call _
£73 Internet browser

B

2° Supervisor Assistance

! Supervisor Emergency C I%A

L) | Outbound q It o

A. Click and drag.

17.The Properties dialogue box is displayed.

Wait Time (topic) [Telephony]

Realtirme Infarmation | e | e
Show label
Selected topics:
Mare | Add...
Delete
Up
Down

[ (8] I[ Cancel I
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18.Click the Add button and select the Topic to be utilized. Click the OK button.

Topic selection
Properties: Longest Wait Time (topic) [Telephony]

Telephany

Realtime Information " ]

Topic &
Show label .
Topicl
Selected topics; TopicZ

pame || g2t ] Topics
Topicd DPD
[ Delete TopicAA

19.Click the Thresholds tab.

Properies: Longest Wait Time (topic) [Telephony]

" ] Threshalds l

~ Threshold values

warming: U
-~ Range

Min: o

Mazx: 0

[ (014 ” Cancel ]
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20.From the Threshold Values section of the screen, enter a value (in
seconds) relating to the length of time a call must queue before a Warning
is displayed to the agent. This warning will relate to the length of time a call
has queued when presented to this Topic. A queued call is not a ringing call,
it is a call that has been distributed to an agent’s handset, has not been
answered and is queuing i.e. is presented for example, with wait music.

Properties: Longest Wait Time (topic) [Telephony]

] Threshaolds

- Threshold values

Alarrm: 0

Range
L .-'],L-\,,__*n_‘_#m-..h__.q,.ﬁ_. _r_‘h__‘.r_lh“__.)\*# N

21.Repeat this process to enter an alarm value.

Properties: Longest Wait Time (topic) [Telephony]

" ] Threshalds l_

Threshold values
flarmm: o

W arning: 10

ange
(- R I A

22.From the Range section of the screen, enter Min and Max values to
determine the length of queued calls to be monitored for this alarm. Click
the OK button.

Properties: Longest Wait Time (topic) [Telephony]

" ] Thresholds l_

~ Threshold values
Alarm: 20

warning: 10

- Range
Min: a
Max: 30|

_* Ok ][ Cancel ]
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23.The configured element is displayed.

O—

Telephony inspector - Example Telephony View
I save & cancel | &_ Properties ‘ Telephony files ‘ T l=I ||E| Preview

i Text element
Label Topic1 - Abandoned Call list
= Value element Mo,
= Longest Wait Time (topic) [Telephony]

=« Longest Wait Time (topic) [E-mail]
s E-mail to contact

%) Out of office notice

.T% Variable

{4 variable
W Tag )

%/ Tag

ists

§ Dialed Topic § Last Routed Topic
Queue [Telephony] P R
|

Marme Date

Time SysAaC

Abandoned Call list
£ Graphics elements

Customer History

1 Image Date Time Called address
N Pl

ariginal topic Last topic
a= Bar chart

Last agent Mote

=

s Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]

Waiting e-mails (topics) [E-mail] 4 I

@ Individual status LED

1) Pie chart

.25 Agent status (AG)

I Agent status (team)

“ Phone state

- Other elements

e Customer History ey

=0 Direct call

-
T max TQueued[T]:
£ Internet browser E
.25 Supervisor Assistance

=% Supervisor Emergency |

0:00:00 ‘

24.Click the Save button.

Telephony inspector - Example Telephony View
I save © cancel | = Properties ‘ Telephony files ‘ kE O ~ |@ Preview
- Text element

Label
Value element

Longest Wait Time (topic) [Telephony]

Topicl - Abandoned Call list

MName Drate Time SysAC ExtAC
= Longest Wait Time (topic) [E-mail] o o
- fa E-mail to contact
%) Out of office notice
-]+ Variable
[4] variable
- Tag
%] Tag
:

Queue [Telephony]
Abandoned Call list
4 Graphics elements

B i ana e S S e

25.Click the Preview button.

I save © cancel | = Properties ‘ Telephony files ‘ kE O ~ | ] Preview
=il Text element
Label Tapicl - Abandoned Call list
Value element p—
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
- fa E-mail to contact

%) Out of office notice
-]+ Variable

[4] variable
-0 Tag

%] Tag
- Lists - -
Queue [Telephony] R—

Abandoned Call list
4 Graphics elements

B i ana e S S e

MName Drate

Time SysAC

Customer History

26.The configured element is displayed.
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u Karen (8003) ~

Preview - Example Telephony View

Telephony files / Edit

Topicl - Abandoned Call list TelGrp1 - Phone s... M
Date Timne SysAC ExtAC

@ 8001 e &002
23/04/2014

e 8003 | | ¥ so005

Ho. | Hame
01244570212

Alex williams 19:05:45

m

Time Called addrass Original topic | Last tapic Last agent Hote Subject

T max TQueued[T]:

27.The Warning and Alarm status of queuing calls presented to the Topic will
be displayed in real time.

Properties: Lo Wait Time (topic) [Telephony]
T max TQueued][T]:

'Realtime Information | Presentation RUICELGIEE

0:00:18
. Threshold values
@ \ [ Alarm: 20
\\
N B ,;J‘ Warning: 10
\"~N\_,_,/"”I“’/
Range
. L"'\-&AJO ~u-b~o--«..v‘\0“‘\lo""‘

Properties: Longest Wait Time (topic) [Telephony]

'Realtime Information | Presentation BUWCELEEE

T max TQueued[T]:

~ Threshold values

\_/ Warning: 10

R
L mwuo .M*—«wﬂi""\lc*‘

A. Calls queuing beyond 10 second Warning threshold.
B. Calls queuing beyond 20 second Alarm threshold

-
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28.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.

Adding a Queue (Topic) [Telephony] Element
The Queue (Topic) element can be utilized to generate Warning and Alarm status
events, against a defined number of calls that are presented to the Topic and are

gueuing.

1. Select the duplicated file to be edited, and then click the Edit button.

File Goto Telephony Help
Select Telephony file ...

File: iewy —

In=pectar

Agent Porta

Preview
Default Wiew

f
J

:
{
3

Telephony - file view
™ New folder J New file . New quick bar file ‘ f Edit |E| Duplicate @ Delete | m Preview

Telephony files
Al Telephony files Marme & |

Example Telephony View
JFirstScreen_Standard_da [RO]
.Quicl-cbar_Standard [RO]
JTeIephony_Standard_en [RO]

it I b bt Bt A I e . G
2. Click on the Queue (Topics) [Telephony] element and drag it to the
Working Area.

vvw

Telephony inspector - Example Telephony View

[ save (© Cancel | §- Properties | [[E] Telephony files || J © | [all Preview

= Text el t S S
- v Wait Time § Dialed Topic f Last Routed Topic
[ Label P! P!

wu Value element

s Longest Wait Time (topic) [Telepheny]
s Longest Wait Time (topic) [E-mail]

S E-mail to contact

X) Out of office notice Date Time Called address Original topic Last topic Last agent Note Subject |
+7% Variable

Variable

Tag

[&] Tag

= i Lists
= Queue [Telephony] 4 1, |
=: abandoned Call list e e e e e e e e e e e
-Image I

Group

Customer History

= Waiting e-mails (topics) (£l e T

@ Individual status LED 2 T- - © Custorner Number Reference

@ Fie chart 3 1 T T L o
2f Agent status (AG)
2% Agent status (team) .
2% Phone state %\

=i Other elements

A Customer History 5

=0 Direct call .

€3 Internet browser . .

&% Supervisor Assistance By

£f Supervisor Emergency |ttt

I T 1 o P e RSP S 8 SPe e N

A. Click and drag.
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3. The Properties dialogue box is displayed.

FProperties: Queue (topics) [Telephony]

FRealtime Information [

I

Show label

Selected topics:

Marme

Add...

Delete

Up

Cown

i

ok | cancel |

4. Click the Add button and select the Topic to be utilized. Click the OK button.

Properties: Queue (topics) [Telephony]

Realtime Inforrmation [ "

Show label

Selected topics:

Marne |

/

Add...

Delete

5

Dawn

| ox

” Cancel ]

A Telephomy

TORIG

Topicl

Topic?
Topic3
Topicd DPD

TopicAs

—— o [

IP Office Contact Center Telephony User Interface Configuration
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5. Click the Thresholds tab.

Properties: Queue (topics) [Telephony]

H I Thresholds

- Threshold values

alarmm: 0

Warning: 0

- Range
Min: 0
Max: 0

[ ok [ cancel |

6. From the Threshold Values section of the screen, enter a value to
determine when a warning will be displayed to the agent. This warning will
relate to the number of calls queuing that have been presented to this Topic.

Properties: Queue (topics) [Telephany]

" ] Thresholds

Threshaold values

alarm:
W arning: il

dange
|l “‘,--L""‘“‘ growey R ‘..-...l_-u--'"‘

7. Repeat this process to enter an alarm value.

Properties: Queue (topics) [Telephony]

[ " ] Thresholds l_

Threshold values

alarm: 2 ¥
Wi arning: 1
N e il i

-
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From the Range section of the screen, enter Min and Max values to
determine the range of calls to be monitored for this alarm. Click the OK

button.

ics) [Telephony]

] Threshalds

~ Threshold values

alarrm: z

warning: 1
- Range

Min: o

Max 5

—bom

“ Cancel I

9. The configured element is displayed.

=]

£

save (O cancel |

Text element

[ Label

e Value element

s== Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]

¢ A= E-mail to contact
%) Out of office notice
418 Variable
&{7H] variable
- Tag
B Tag

Lists

= Queus [Telephony]
== Abandoned Call list

L Graphics elements

i au Image
b Group
== Bar chart

t.am Longest Wait Time (topic) [Telephony] H |
4= Longest Wait Time (topic) [E-mail] ;
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]

@ Tndividual status LED
{0 Fie chart

Telephony files ‘ k RS

‘ IE‘ Preview

Telephony inspector - Example Telephony View

Properties ‘

Customer Name i

NQueued[topicsT] .

: I

10.Click the Save button.

IP Office Contact Center Telephony User Interface Configuration
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Telephony inspector - Example Telephony View

[ save ® cancel | 2 Properties | [i] Telephonyfiles || [y =1 . | [al] Preview

<

\ )

~+,7¢ Variable . . . . . . .
{4 variable
W Tag Customer Name

- %] Tag R Custorner Nurnber Reference

Queue [Telephony] -
Abandened Call list
4 Graphics elements
44 Image
o
-.am Bar chart
= Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]
- Queue (topics) [Telephony]
o Waiting e-mails (topics) [E-mail]
- @ Individual status LED
@ Pie chart
i Agantalysgl "r R W w\"—-"“"hwﬁ“ lx\"“l"“"» '\M

NOueued|to|

il o

11.Click the Preview button.

Telephony inspector - Example Telephony View I

B s=v= @ cancel | 2 Properties ‘ Telephony files ‘ Ko ~ Hﬂ‘ Preview
- Text element — e
abel
alue element
Lengest Wait Time (topic) [Telephony] Customer History
- Langest Wait Time (t E-mail

- o e ety (topic) [E-mail] Called address Y Original topic | Last topic Last agent
*) out of office natice
-7+ Variable

ueue [Telephony]
=-# Graphics elements
Image

m Group
= Bar chart
-
-
-
-
®

m

Longest Wait Time (topic) [Telephony] " H— — — —
Queue (topics) [Telephony] Customer Number Reference

Waiting e-mails (topics) [E-mail]

~-@ Individual status LED -
D pie chart

5 Agent status (AG)

Agent status (team) L. L. L. L. L. X
 Phone state )

- & Customer History L
4o Direct call | i i o | - - - . . . .

~£3 Internet browser

Supervisor Assistance

."‘f’i:ﬁe‘r’vi:-rimerganw w I M'\W\M T SRy ""“'wm

12.The configured element is displayed.
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A P Office C Center

File Goto Telephony Help

Agent Portal

D) EC e~ ”)

i
eview - Example Telephony View

v
Pr
Telephany files f Edit

Customer History

Called address Original topic Last topic Last agent

4 11 ] +

Customer Name

CustomerMumber Reference

NQueued[topics/T]
1 [ |

13.The Warning and Alarm status of calls presented to the Topic will be
displayed in real time.

—

F e b S INE RTINS e T sy p e S TN m e ey,
Customer Name

NQueued[topics/T]
]
| z |2

A. Warning: 1 call queuing
B. Alarm: 2 calls queuing
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14.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.

Adding an Individual Status LED (Alarm)

The Individual Status LED element can be utilized to generate alarms against calls
that are presented to the Topic. For example, an alarm status can be set that will
be triggered when the number of abandoned calls goes beyond configured
Warning and Alarm thresholds.

To add an Individual Status LED:

1. Select the duplicated file to be edited, and then click the Edit button.

File Yigw ‘——
In=pector
Preview
Default View

A iip ro oty &2

Telephony - file view
B nNew folder J New file . New quick bar file ‘ / Edit rD Duplicate m Delete ‘ lﬂ‘ Preview

Telephony files

I All Telephony files e o ‘
J Example Telephony View
JFirstScreen_Standard_de [rRO]
.Qu\:kbar_standard [RO]

JTeIephonv_Standard_en [rRO]
A il O it s el Wy I NI ey i O

2. Click and drag the Individual Status LED element to the Working Area.

wvw

Telephony inspector - Example Telephony View
| save @ Cancel | 3= Properties | [E] Telephony files || |3 | [al] Preview
= Text element
5 Label
= Value element

Topicl - Abandoned Call list

SysAC

= Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]

fe5 E-mail to contact

%) Out of office natice

Date Time Calledaddress | Original topic | Last toy

L )

D Pie chart
i Agent status (AG)
H s

Customer Number Reference

Customer Name

i Supervisor Emergency

A. Click and drag.
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3. The Object Selection window is displayed. Select the required object. In
this example, the Topic object has been selected. Click the OK button.

Object selection

(®) Topic

() Agent

() Agent group
) Team

() PBEX

) IVR

I Ok I i Cancel ]

4. The Counter Selection window is displayed. Within this window there are a
large number of Counters that can be selected. In this example the
Abandoned Calls Per Shift counter has been selected. Click the OK
button.

Abandoned calls per shift [T]
Acceptance level [T]
Acceptance level of the whole =shift [T]

Awverage speed of answer per shift [T]

Awverage time, which the callers waited, before the call wa
Average wait time during period under consideration {upd

m

Average wait time of calls in the queue [T]

Maximum wait time [T]

Mumber of abandoned ocutgoing calls per shift [T]

Mumber of all calls transferred to external destinations pel
Mumber of calls per shift [T]

Mumber of calls with external destinations per shift [T]
Mumber of conversations per shift [T)] -
Fi 11 3
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5. The Properties dialogue box is displayed.

Froperties: Abandoned calls per shift [T]

Realtirme Information "

Topic:

Select. .,

Show label

| ok || cancel |

6. Click the Select button and select the Topic to be utilized. Click the OK
button.

Properties: Abandoned calls per shift [T]

Realtirme Information [ "

Taopic: ITnp;’_j_ |

CpsCe

Show label

[ (o] 4 ” Cancel ]

oK Cancel

7. Click the Thresholds tab. From the Threshold Values section of the
screen, enter a value to determine when a warning will be displayed to the
agent. This warning will relate to a defined number of calls to the Topic that
have been abandoned.
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Froperties: Abandoned calls per shift [T]

| | Thresholds |
Threshald values -
alarm: 0
Warning: l

8. In the Alarm field, enter a value to determine when the number of
abandoned calls will be displayed in an alarm state.

Properties: Abandoned calls per shift [T]

[ " ] Threshaolds l_

Threshold values —
alarm: 35 S |
Warning: 25

TP SURTIT- NP S

9. Click the OK button.

Properies: Abandoned calls per shift [T]

[ " ] Threshaolds l_

Threshold values

25

rarning:

_ﬂ (014 ” Cancel ]

10.The configured element is displayed.
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Telephony inspector - Example Telephony View
[ save @ cancel | 2~ Properties | Telephony files ||y = | [al] Preview

Label Topicl - Abandoned Call list

Value element

Longest Wait Time (topic) [Telephony]

Longest Wait Time (topic) [E-mail] o o
S E-mail to contact

-] Out of office notice
1% Variable

tatHAbanshif(T] B
Mo, Name Date Tirne SyshC ExtaC

[] variable . . - . X .
3 ~ I:E Wait Time Dialed Topic Last Routed Toy
il Lists - B

= Queue [Telephony]
Abandoned Call list
W Graphics elements
.-l Image Date Time Calledaddress | Original topic | Last topic Last agent Hote Subject
m Group
= Bar chart
== Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]
= Queue (topics) [Telephany]
-
[ ]

Customer History

Waiting e-mails (topics) [E-mail] < [ m ] 5
Individual status LED .
I Agent status (AG)
Agent status (team) -
«§f Phane state
| Other elements
A, Customer History

-0 Direct call
Customer Name
€73 Internet browser

Supervisor Assistance - Custarner Number Reference
Supervisor Emergency

11.Click the Save button.

tothAbanShift(T] [

(topic) [Telephony]
ic) [E-mail]

S5 E-mail to contact
%) Out of office natice
11 variable

[ variable
)] Tag Wait Time Dialed Topic Last Routed Topic
- Lists - -

Queue [Telephony]
Abandoned Call list
Graphics elements
Image Date Time Calledaddress | Original tapic | Last topio Last agant Hote, Subject
Ly
== Bar chart
= Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]
= Queue (topics) [Telephony]
= Waiting e-mails (topics) [E-mail] 4 [ o | ¢
® Individual status LED
Agent status (AG)
Agent status (team) -
Phone state
1 Other elements
A Customer fistory

= Direct call
Customer Name
€73 Internet browser

Supervisor Assistance - o Customer Humber Reference
Supervisor Emergency

Customer History

12.Click the Preview button.

Text element

Label

value element

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]

$e5 E-mail to contact

) out of office notice

11 variable

tothiabanshift[T] B

[iT] variable
R Wait Time Dialed Topic Last Routed Topic
1 Lists - -

Queue [Telephony]

Abandoned Call list

Graphics elements
Image Date Time Called address | Original topic | Last tapic Last agent | Mote Subject

Customer History

= Longest Wait Time (topic) [Telephony]

= Longest Wait Time (topic) [E-mail]

Queue (topics) [Telephony]

Walting e-mails (topics) [E-mail] <[ . ] >

® Individual status LED
! Agent status (AG)

Agent status (team)

Phone state

i Other elements

A Customer History

= Direct call
Customer Name
€3 Internet browser

Supervisor Assistance - Customer Number Reference
Supervisor Emergency R
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13.The elements icon will change, as the number of abandoned calls goes
beyond the Warning and Alarm Threshold.

v
totNAbanShift(T]

18/04/2014  00:39:43
Lo 2 Alex Wiliams __ 18/04/2014 _ 00:40:21 ° 2

[ Value: 33
®
Wait Time Dialed Topic Last Routed Topic o

Preview - Example Telephony View
[iE Telephony files [ Edit

Topict - Abandoned Call list
No. z

| Name | Date | Time | sysac | extac |

totNAbanshift(T) @

2504 18/04/2014  00:50:21 0 s
o1l 02 Alex Wiliams __ 18/04/2014 __00:40:21 [

. ——— . ’

Wait Time Dialed Topic Last Routed Topic

A. The number of abandoned calls beyond that are beyond the Warning
Threshold of 25

B. The abandoned calls per shift are displayed when the mouse is hovered
over the icon.

C. The number of abandoned calls beyond that are beyond the Alarm
Threshold of 35.

D. The abandoned calls per shift are displayed when the mouse is hovered
over the icon.

14.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.

Adding a Pie Chart element to the Telephony View

A pie chart can be added to the Telephony view to provide a graphical overview of
the status of a configured Agent Group.

1. Select the Pie Chart element and drag it to the Working Area.
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Telephony inspector - Example Telephony View

| save © Cancel | 5= Properties | =] Telephonyfiles || J3 01~ | [ul] Preview

== Value element
{e5 E-mail to contact |
) Out of office notice

=: Queue [Telephony]

-=: Abandoned Call list |
-l Graphics elements

() Image

i | - CompanyABCLtd - o

21+ Variable Customer History
-i74] Variable y
Tag ||| Date Time Called address Qriginal topic Last topic Last agent
%] Tag |
=l Lists

#w Longest Wait Time (topic) [Telephony] Dialed Topic B Last Routed Tapic -
== Longest Wait Time (topic) [E-mail] !

Hote

-~

Subject |

== Longest Wait Time (topic) [Telephony]
-mm Longest Wait Time (topic) [E-mail]

- elephony]

- opics) [E-mail]

-® D P )
o | <0 Alan Williams |

i Phone state "

(=l Other elements
A Customer History
=0 Direct call
@ Internet browser 4

Inbound

"

1 Group = = = = = = = = = = = :

=i Supervisor Assistance S e S R PP R L |
i Supervisor Emergency . % . % L R .o Lo L Lo |

A. Click and drag.

2. The Pie Chart Configuration dialogue box is displayed. Select the required

configuration option and click the OK button.

() Owerview for an agent (telephony and e-mail)

(®) Owerview for an agent group {telephany) I

Owerview for an agent group (e-mail)

_‘ Ok I [ Cancel I

3. The Properties dialogue box is displayed. Click the Select box and select
the agent group to be referenced in the pie chart. Click the OK button.
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Agent group selection

.)Telephony -
- 5
Admin
() Overview for an agent (telephony and e-mail} Marketing
(&) Overview for an agent group (telephony) Sales
gent group phony I Uppo
) Owerview for an agent group (e-mail} Warehouse

——» o ] [ ]

_ml Cancel l

4. Click the OK button.

Properties: Pie chart

Realtime Information

ﬁﬁ.gent group:

Show label

AN

% ok |[ cancel ]

5. Click the Save button.
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Telephony inspector - Example Telephony View
[ save @ cancel | ST Properties | [E] Telephonyfiles | [y 1 . | [ul] Preview
P Text element

Cabel . CompanyABC Ltd ! . Lo . . . . -

'
Value element

|

Longest Wait Time (topic) [E-mail]

E-mail to contact - - -

%] Out of office notice : : : : : : : : : :
%= Variable Customer History

Variable ) . . 3
Tag | Called address Original topic | Last topic Last agent Hote Subject

m

Queue [Telephony]
= Abandoned Call list ‘
(=-#l Graphics elements

Image

== Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephany]
Waiting e-mails (topics) [E-mail]
® Individual status LED — = = = = = = —_— = = = = |
@ Pie chart ‘ <0 alan wiliams

= Agent status (AG) X X X . .

= Agent status (team)
=il Other elements 1
L Customer History
=c Direct call
Internet browser
© Supervisor Assistance
Supervisor Emergency

6. Click the Preview button.

Telephony inspector - Example Telephony View
=) Save @ Cancel | 37 Properties | [=] Telephaony files | =N “E‘ Preview f————
=1l Text element

= bl . CompanyABC Ltd - . Lo . . . . . =

Value element

I
Longest Wait Time (topic) [Telephany] ' Dialed Topic § Last Routed Topic
= Longest Wait Time (topic) [E-mail]

fo E-mail to contact - - -
¥ Out of office notice ; ; ; ; ; ; ; ; ; H—
%+ variable Customer History
Variable . 3 2
Tag | Tirne Called address Criginal topic Last topic Last agent Mote

i

Abandoned Call list
=-# Graphics elements

-l Image < i | ¢
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail] -
Queue (topics) [Telephony]
== Waiting e-mails (topics) [E-mail]
® Individual status LED = Ly
~ (D) Fie chart “’” Alan Williams . . . . . . P . . . . .
= Agent status (AG)

© Agent status (team)

= | Other elements
Customer History

=c Direct call

-3 Internet browser

=' Supervisor Assistance
2% Supervisor Emergency

Queue [Telephony] ‘
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7. The Pie chart element is displayed.

Agent Portal

L
J/

J)E)C e~ (1 M)

Preview - Example Telephony View

Telephony files ./~ Edit

Company ABC Ltd r

Customer History

Time: Called address Original topic | Last topic Last agent Hote

=0 Alan williams

Sales - Pie chart [...

8. Click on the drop down box to display a legend.

JRR VL L L AT N iy
; . . — .

A= - P ! anem . —— - . s . i
: T o e o Rt LT ey

e

=0 Alan williams

Sales - Pie chart [...

Signed andavail 0 (0.0%)
Signed on/ACD: 1 033.3%%)
Break Tirme: 0 (0.0%)

Jo00B00

Absent: 1 (33.3%)
Present, signed off: 1 (33.3%)
Logged in/non-&C0s 0 (0.0%)

9. To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.
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Adding an Agent Status (AG) Element to the Telephony View

Agent Status (Agent Group) elements allows the IP Office Contact Center user to
view information for example, relating to all agents or all signed in agents. Itis a
useful element for both supervisors and agents, as is allow the status of individual
agents to be displayed.

To add an Agent Status (AG) Element:

1. Select the duplicated file to be edited, then click the Edit button.

File Goto Telephony Help
Select Telephony file ...

File: iewy —

In=pectar

Agent Porta

Preview
Default Wiew

f
J

:
{
3

Telephony - file view
™ New folder J New file . New quick bar file ‘ f Edit |E| Duplicate @ Delete | m Preview

Telephony files

Al Telephony files Marme & |

J Example Telephony View
JFirstScreen_Standard_da [RO]
.Quicl-cbar_Standard [RO]
JTeIephony_Standard_en [RO]

At il o G s bt i W I Ny . GO

2. Click on the Agent Status (AG) element and drag it to the Working Area.

Telephony inspector - Example Telephony View

B sove © cancel | &= Properties | [Z] Telephony files || i | [il] Preview
-l Text element - - - =
I Label
= Value element )
== Longest Wait Time (topic) [Telephony] Customer History

“= Longest Wait Time (topic) [E-mail] Date Time Called address Original topic | Last topic Last agent Note
e E-mail to contact

%] Out of office notice
»+ Variable

Variable
Tag
%] Tag
e EEEe————eeeee——
=: Queue [Telephony]
-l Graphics elements -
.Image
| Group
#=. Bar chart
= Longest Wait Time (topic) [Telephony] B
St cresaa 000000
== Queue (topics) [Telephony] a4 SN [
== Waiting epaila{tasica -mail]

% Phone state

S . . . . . . .
-l Other elements \7 %
. Customer History I . - B - L. - -
= Direct call . g \ . . o . . .
&3 Internet browser o T S S :

=% Supervisor Assistance
i* Supervisor Emergency

A. Click and drag.
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3. The Properties dialogue box is displayed.

Properties: Agent staty

AC
Realtime Information

~ Medium Show title
(8] Telephony

() E-rnail

Call with double-click
o G [ call wi

[] show number instead of name

-~ Agent group:

~ Display content
(®) all agents
() Present agents
[ Skill filter
Add ...
Delete
Exchange

r Number of column

(8] Autornatic

4. In this example, Telephony information is to be displayed. Therefore ensure
that the Telephony radio button is selected.

~

Properties: Agent status (AG)

| Realtime Information

e Show title
') Telephony

() E-mail
; [ call with double-click
) Chat

[] Show pumber instead of name

- dgent group:

e -"“ * phapinsti, .. _"“‘“‘"‘-. f ‘\vn Y . PP

5. Click the Select button. Select the required Agent Group then click the OK
button.
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Agent group selection

Properties: Agent status (AG)

Realtime Information Telephony
-~ Medi .
Seim Show title Agent group A

() Telephony -
Admin

() E-mail |
. I ] Marketi
[[] call with double-click arketing
Chat

Sales
[] Show number instead of Support
r Agent group: Warehouse

(e ]

~ Display content
() All agents

() Present agents

r[#] Skill fitter

Celete

Exchange

Mumber of columns ‘ _# Ok ][ Cancel ]

[ () Automatic

6. The agents within the group can be called by double clicking on their
associated element. To activate this feature, select the Call with double
click check box.

Properties: Agent status (AG)

Realtirne Information

~ Mediurm Show title
(o) Telephony

() E-mail
Call with double-click
) Chat Lv]
[] shaw nurmber instead of name

-~ dgent group;

ST o Am—.d"‘"x,.d-\ﬁ:_.um,‘_d“ e -_,_x_ﬂ__...._.—ﬂ“ e S R U N

7. If required, the element can also be configured to display the associated
number rather than agent’s name. To activate this feature, click the Show

number instead of name check box.
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Realtirne Information

IP Office Contact Center Telephony User Interface Configuration

~ Medium

(e Telephany
() E-mail

O Chat

Show title

~ dgent group:

Sales

TR e e apabte b e o g g s prenniitn, A e P AL

Call with double-click

Show nurnber instead of name

8. By selecting either the All agents or Present agents radio button, you can
determine whether all agents assigned to the group are displayed or only
agents that are currently signed on are displayed.

Properties: Agent status (AG)

Realtime Information | - nf N

- Medium

() Telephony
) E-mail

) Chat

Show title

[] Call with double-click

[] Show number instead of name

~ Agent group:

Sales

~ Display content
®) All agents

() Present agents

- 7] Skill filter

-

SpeaksFrench
Speaksltalian -

A. All agents

Add ...

Delete

[N | g PR PN Ay | (PSPPSR SO |

B. Present Agents (signed on)

Sales - Agent status (AG) (Telephony) =~
.)( Alan . X Bob - @Karen. @

Sales - Agent status (AG) (Telephony) ="
@ Karen ®

Skills can be assigned against an agent. For example, you may wish to add
skills for an agent relating to their capability to speak a particularly

language.

Creating and Assigning Skills
Before skills can be assigned to an agent or group they must first be

created.

9. Save the existing configuration, then navigate to the Configuration view.

10. Select System, followed by Tag list.
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ntact Center

A IPO

Eile Goto Help

B Break Tim

® |9

f
J

Name
Administrat
Alan

Bob

Dave
Scott
Supervisor

Agent Portal BN Service  Windows  Help

General...

Time off...

Reporting settings...

Delete Reperting Data...

Realtime information default values...
Wariables...

Tag list... /
Configuration report...

Availability for Tasks (default)...

Skill overview...

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

Break Time code

11.Click the Add button.

B T T N s NP

(@) Defined tags P
Hame Type Data type Rezolution ol Ok
a.absenceMote <Systems String =
c.nChained <System: MHumber Integer
c.queuePrio <Syztem Mumber Integer Add
c.waitT atal <System: MNumber Inteqer o
CCWoicetzgMame <System: String / Change ...
CCMWoiceMsegProceszed <System: String Delets
CCE_Actual_dnnounce_Time <Syztem: Mumber Integer
CCK_AgentDevice_|d <System: String
CCK_AgentMame User String
CCK_Announce_nteruptable  <System: MHumber Integer
CCK_Called_Addres: <Syztem String
CLCK_Caller_MName <System: String e

12.1n the Name field, enter a name to identify this skill.
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@D Tag - Create @

Mame; SpeaksFrench oK.

Syztern-epecific
@ User-defined
0 Skill

Data type: ’String -

[7] Can be changed by CGI server

[] Ovenwrite-protection

Appling Tags into Task resulting from Conference/Transfer
Taq from

@ Ignore

() Apply, where applicable ovenarite

(0 Apply anly if transfered, where applicable ovenurite

(7 &pply only if not available in the original task

13.Click the Skill radio button, followed by the OK button.
@) Tag - Edit S

Mane: SpeaksFrench

Syztem-specific

(7 Uszer-defined

2 Skill

Data type: | Mumber

¥ Hesnlutlun:‘_wht " 4y e
14.Click the OK button.

@D Defined tags S
Mame Type Data type Resolution Gt 0K
0DSI_NoZndR oute User Number Integer -
00SI_OngDialer <Spstems String /
ODSI_OwCCld <Spstems String Add
ODSI_TExceedSec <Sypztem> Duration in...

ODSI_TPreviewSec <Sypztem> Diuration in... Change ...
ODSI_TReminderSec <Sypztem> Duration in... Delete
ODSI_TwrapupilSec <System> Ciuration in... 5

OrderCode <Spztems String |i|

g.ocLength <Spztems Mumber |nteger

Scrpt_w'ait <Spztems Mumber |nteger

skillF actor User Mumber |nteger

SpeaksFrench User String =

IP Office Contact Center Telephony User Interface Configuration 02 2016 224



IP Office Contact Center Telephony User Interface Configuration

15.Repeat this process to add additional skills.

16.Navigate to the Agents tab. Select the Agent who is to be assigned the skill
then click the Edit button.

Karen (8003) +

Agent Portal Configuration  System  Service Windows Help

B Break Time code S | 3%

U KRN ;

Name /T Email
Administrator

Viewr <> -

| ¥ vEn | @ courty | g Queve device | 6= Telephane | ¢ Telephone group | Ty Ozt server % Chat script |
Profie | §)Tean | ECustomer | (7 Extemal destination | & Workplace | 3 Anmounc emert | [@) Announcement script | &7 IVR

Chat Number PBX. Email address

PBXServer
PBXServer
FEXServer

Supervisor

Bl G _JERY P YRR SIS R YT SC e Lt SR S T NPV L

17.Select the Skills button.

£} [Agent] Bob - Edit

General |.Tx=.-|va|::-hu::ar1).r I
Sytemname:  Bob Teskes

Telephaormy
Login name: Bob [F] Email 2nd password...

[7] chat
Skills...
— Availability..

[] Autom. sign on through Windows user account
Usemame:

Daomain,/computer:

Alias:

Language: <System language>

L g e At Ml spte

18.Click the Add button.

r@ Agent skills ﬁw
sl |
S Love
) e
/ Delete
L A c
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19. Select the previously configured skill. Then click the OK button.

@) Select skill —— - [

MName

SpeaksFrench

L At i e aps, gt gaanh, o g

20.The Agent Skills dialogue box is displayed. A skill level can be assigned to
the agent to define their particular competence. To assign a skill, click on
the Level field and enter a number between 1 and 100. (This figure is a
percentage). Click the OK button.

@) Agent skills - .
sa |
Skl Level Canel

{ SpeaksFrench _|5'|] ]

|

21.Repeat the process to assign additional skills to the agent.

(%) Agent skills - e 25|
Skl |
Skl Level Cancel

1%

\ ' Delete

22.Click the OK button.
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£¥ [Agent] Bob - Edit
General | g Telephony
Task types
System name: Bob Bl
Telephony
Login name: Bob I:l Email
[C]chat
[ Autom. sign on through Windows user account
Usemame:
Domain/computer:
Alias:
Language: <System language>
Last name: Bob Title
) Ms.
First name: - s
) Mr.
Employee 1D:
Cost center:
Predefined profile: ~ <Mone> [3
Address boole Standard -

[ e

2nd password...

Skills....

Availability...

Privileges...

Authorization...

23.Repeat this process to assign skills to other agents as required.

24.The Agent Status element can now be edited and the skill selected. Select
the element that was previously placed on the Working Area. Right click and

select Properties.

Telephony inspector - Example Telephony View

B save O cancel ‘ .~ Properties ‘ Telephony files | kO~ |m Preview

-l Text element

Label

== Value element

s Longest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]

h E-mail to contact

%) Out of office notice

7= Variable

(7] variable
- Tag
-{%] Tag
4 Lists

Queue [Telephony]
=: Abandoned Call list
=-{im Graphics elements
Image
ﬂ Group
-~ Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
- \Waiting e-mails (topics) [E-mail]
- @ Individual status LED

~{D) Pie chart

=% Agent status (AG)

Agent status (team)
Phone state

ther elements

AL Customer History

=0 Direct call

@ Internet browser

=% Supervisor Assistance

2% Supervisor Emergency

H
H
H
O

=8 |

B P e L

Customer Name i

ales - Agent status (AG)...

Delete

‘ Eropemes..*
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25.Select the Skill filter check box and click the Add button.

Properties: Agent status (AG)

Realtime Information

r Medium Show title
(») Telephony
() E-rnail
: Call with double-click
I Chat

Show nurnber instead of name

-~ &gent group:

~ Display content

all agents

() Present agents

- [ skill filter /

Delete
Exchange
I Murmber of columns
B TR S R e e L T I P S

26.The previously configured Skill is displayed. Select the skill then click OK.

Skill a
SpealesFrench

ok Cancel
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27.The assigned skill is displayed.

Realtime Information

- f‘-"!EdILII'I'I Shaow title
(») Telephony

s

() E-mail
. Call with double-click
) £hat

Show number instead of name

-~ &gent group:

~ Display content

(e all agents

-

() Present agents

- [w] Skill filter

| Add ...
SpeaksFrench Delete
4 T 3 Exchange
- et pReaie o ORI i e — N B . el e ]

28.Click the OK button.

29.The number of columns on which the agents are displayed can also be

defined.
_':E-éic‘ili'f'ilftgf T L TV Y PN PV S o WP ALY -
’ Emphe] o ales - Agent status elephon =
add 4 B AG) (Telephony
SpeaksFrench Delete 3 I I 1 1
Speaksltalian - b X Alan X Bob
f @ Karen oy
- Number of column '
(® ncolumns n: ’
€
- Sort =
Sales - Agent status (AG) (Telephony) ="
X alan X Bob @Karen
3 ®

A. For example, defined as two columns
B. Columns automatically assigned.
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30.Click the OK button.

Realtime Information

’T:d'_:n: . Shaw title

() Telephony
() E-mail

_ Call with double-click

() Chat

Show number instead of name

- #égent group:

Sales

~ Display content
(®) All agents

() Present agents

- [#] Skill filter

| Add ...
SpeaksFrench Delete
4 m 3 Exchange

- Number of column

(s) Automnatic

- Sort

(s) Alphabetical
Freely defined
) skills

L

Ok | Cancel |

31.Click the Save button.

Telephony inspector - Example Telephony View
save (8 cancel | Properties‘ Telephony files | [ ~ “ﬂ‘ Preview

Text element Customer History
Label
Value element Date | Time | Colledaddress | original topic | Lasttopic | Lastagent | Hate

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
{eq E-mail to contact
%) Out of office notice
Variable
(] variable < "
- Tag P— B
Tag
=R Lists
Queue [Telephony]
Abandoned Call list
=} Graphics elements
a Image

Bar chart

Longest Wait Time (topic) [Telephony] - Customer Number Reference
Longest Wait Time (topic) [E-mail] -

Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
Individual status LED

@ Pie chart R R
~+2% Agent status (AG) i Sales - Agent status (AG) (Telephony) i

Agent status (team) |
Phone stats 1 |x Alan |x Baob ‘ ‘x Karen

ther elements

y O "EsmmmEn;

., Customer History
Direct call
-3 Internet browser
=% Supervisor Assistance
- 2% Supervisor Emergency

Inbound { J ‘ m

mn
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32.Click the Preview button.

-l Lists

Image
|| Group

Longest Wait Time (topic) [Telephony]
s Longest Wait Time (topic) [E-mail]
- E-mail to contact

X] Out of office notice

o+ variable

-[IF] variable
-y Tag
%] Tag

ueue [Telephony]
bandoned Call list
-l Graphics elements

Longest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]
--mm Queue (topics) [Telephony]

-mm \Waiting e-mails (topics) [E-mail]

-~ @ Individual status LED

D Pie chart
2% Agent status (AG) i Sales - Agent status (AG) (Telephony) .
55 Agent status (team)
Phone state | | x alan
-l Other elements

A Customer History
= Direct call
~&3 Internet browser
=' Supervisor Assistance
2% Supervisor Emergency

Telephony inspector - Example Telephony View

[ save @ cancel | i Properties | [E] Telephony files || Jy =1 . | [ul] Preview
(=1 Text elemant Customer History
abel N
alue element Date | Time | Called address

‘ Original topic | Last topic ‘ Last agent ‘ Naote

~m= Bar chart

‘x Bob ‘ ‘x Karen

ol m I ‘

Customer Number Reference

Inbound

[

m

Agent Portal

f
J/

)

v

0

~

| |

Customer Name

Customner Mumber Reference

Sales - Agent status (AG) (Telephony)

‘ ¥ Alan

‘ ¥ Bob ‘ |@ Karen

Preview - Example Telephony View
Telephony files /7 Edit

&

i
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34.To view further details relating to the Agent’s status, hover the mouse over
the agent’s icon. In this example, Agent Karen is available on extension
8003 and has skills relating to speaking French 70 and Italian 80.

eview - Example Telephony Yiew

Pr
Telephony files f Edit

Customer Name

Custo

Sales - Agent status (AG) (Telephony)

x alan x Bob @ Karen

Marne: Karen [PEXServer]
Terminal no.: 8003 [PBXServer]

Skills:
SpeaksFrench 70
Speaksltalian 80

et M ot gt MR L b et g AP

35.Click the expand icon to view additional status icons.
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Mon-&4CD, Wrap Up

Absent without call

Sales - Agent status (AG) (Telephony]j

@ Alan x Bob @ karen

Present, signed off ACD call during Wrap

==
- o

Break Time Qutgoing non-ACD

Signed off by Available

ap Up without call ACD blocked

Example of an internal ringing call

O o oEl@ |

‘.\ \C") G) L (D X

Present, non-ACD

conversation Wrap Up with call

Present, non-4CD ringing ACD ringing

O
O

Present, non-ACD

. ACD conversation
outgoing call

¢S

Mon-ACD conversation ACD outgoing

Mon-ACD ringing Preview

[

ElESIE

36.By right clicking adjacent to the required agent, further options available for
selection are displayed.

Sign onto AG
Sign off from AG
End Break Time
Break Time

Login

Logout

Pick up

Out of office notice

X Alan

A. Right click.
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37.Agents can put themselves in and out of Break Time.

Sales - Agent status [AG]) (Telephony) Sales - Agent status {AG) (Telephony)

¥ alan ¥ Eob @ Karenl

Sign on to AG
Sign off from AG
End Break Time
Break Time

Login

Logowt

PFick up

ot of office notice:

Sales - Agent status [AG) (Telephony)

i ]
¥ alan ¥ Eob L) Ka Sion onto AG Sales - Agent status (AG) (Telephony)

Sign off from &G

- 3 al X eon g (9) k
End Break Time | ply—iell —u aren

Login

Logout

Pick up

Ot of office notice

38.Agents can configure their Out Of Office Notice.

Sales - Agent status (AG) (Telephony) 's

Out of office message for Karen

‘x Alan ‘x Bob ‘ |@ Karen|

Sign on to &G
Sign off from A%
End Bresk Time
Break Time

At lunch|

— N,

Login
Logout / [ s I

[ Cancel I

Pick up

Qut of office notice | |

Sales - Agent status (AG) (Telephony)

‘ x Alan

‘x Bob ‘ ‘@ Karen

— >

Mame: Karen [PBEXServer]

Terminal no.: 8003 [PBXServer
l Out of office notice: At lunch

Skills:
SpeaksFrench 70

Speaksltalian 80
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39.They can sign off and on to the agent group, to which they have been
assigned.

Sales - Agent status (AG) (Telephony)
¥ alan ¥ Bob @ Kar°“| Sales - Agent status (AG]) (Telephony)
| - Sign on to AG
Sign off from &G
[ Bob K
[ End Bresk Time x - T *e aren

Break Time

Login

Logout

Pick up

Qut of office notice

Sales - Agent status {AG) (Telephony)
|
Alan Bob r G ¢
X X e ! Sign an 1o AG |__ Sales - Agent status (AG) (Telephony)
I

Sign off from 4G i
End Break Time X Alan x Bob karen

Break Time

Login

Lot

Pick up

ot of office notice

40.When configured, agents can also right click on the icons of other agents
and log them into / out of the agent group.

Telephone selectio
Sales - Agent status (AG) (Telephony) pron cion

x Al H w .. N e Telephons a FBX ‘
Sign on to AG 8002 PBXServer
Sign off from A% 8005 PBXServer

End Break Time -
Sales - Agent status (AG) (Telephony) -

Logout !

Call |@ alan X Bob |@ Karen

Fick up hlamme Alag [DRYCenyer]
Qut of office notice |Termina[ no.: 8002 [PBXServer] |
Skills:
SpeaksFrench 60
Speaksltalian 100

41.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.
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Teams and Telephone Groups

These groups can also be created from the Configuration interface. Once
configured, they can be utilized with Agent Status (Team) and Phone State
elements.

42.To create a Team, from the configuration interface select the Team tab and
click the Create button.

Karen (8003) ~

Configuration System Service Windows Help

iew <All>

B Break Time code | sepBx | FECHAP server | 2 < ry | £ Queve device | = Telephane | ¢ Telephone group | % Ot server | % Chat scrpt |
@ | @mwc  |BAenioow | @Agent | fifoiic  [$Tean  [ECusomer | 7 Bdomol desincton | S Wotplace | 9 Amouncement | [ Amouncement sciot | & IVR

Name

B L LS USsU R VR SRS SIS e T T

43.The Create dialogue box is displayed, enter a name for the Team.

@ [Team] - Create @
General ] g Telephony ] A E-mail ] Chat ]
Team members: Cther agents
Name Lid Name
Administrator
Alan
Bob
Dave
Karen
Scott
Supervisor

44.From the Other agents panel, select the agents to be assigned to the team.
Multiple agents can be selected by holding down the Ctrl key and selecting
each agent as required. Click on the left facing arrow button.
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' ™y
@ [Team] - Create M

General | lig Telephory | MiEmai | Chat |

Team members: (Cther agents

Mame 52 MName
Administrator
Alan

Bob

Dave

Karen

Scott
Supervisor

45.The agents are assigned as team members. Click the OK button.

@ [Team] - Create ﬁ

General | g Telephory | MlEmal | Chat ——T

Team members: Other agents
Name KL Name
Alan o Administrator
Bob Dave
Karen iSupervisor
Scott

46.The configured Team is displayed.

Configuration System Service Windows Help

View: <All>
B Break Time cods ESES | FECHAP server | #givea | 4@ Country | g Queue device | o= Tetephone | @& Telephone aroup | T Crat server % Chat soript |
@ | @ |Hreertoow | PAget | DPuile  EPTean  |ECusomer | 7 Bemaldestinaton | @Woriplace | § Amouncement | [B) Amouncementscrpt | gFIVR |
Name / Edt.
Team 1
Create.

T P ""‘"‘** ,‘-‘.\.\" - M\\JI*"MM“’“ Cimmanmitie, - M “
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47.Navigate to the Telephony View.

A P Office Contact Center

File Goto Help

2 Telephony f'/

3 Reattime information

Service  Wfindg

=

Feporting
Agent Status Reports | SEFBX
Cortact Detail Reports | B Agert gro
Errar List
Canfiguration

L]

5
B
il
g

9 Ul config

10 Task Flowe Editor

11 IVR-Edlitor

12 Dialer

13 E-Mail configuration
14 Textblock admin

15 Address book admin

enter

File Goto Telephony Help

Select Telephony file ...

File igwy ‘——

In=pectar

Preview

Default Wiew

g rotly, $2.

Telephony - file view
™ New folder J New file . New quick bar file ‘ f Edit |E| Duplicate @ Delete | m Preview

Telephony files

Al Telephony files

Mame & |

J Example Telephony View
JFirstScreen_Standard_da [RO]
.Quicl-cbar_Standard [RO]

JTeIephony_Standard_en [RO]

At il o G s bt i W I Ny . GO
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49.Click on the Agent Status (Team) element and drag it to the Working Area.

=-fll Text element
[ Label
= Value element
« Longest Wait Time (topic) [Telephony]
-.sw Longest Wait Time (topic) [E-mail]
fo E-mail to contact
%) Out of office notice
%% Variable
Variable
Tag
-[%] Tag
= Lists
L= Queue [Telepheny]
= Abandoned Call list
=-#ll Graphics elements
i . Image
| Group
= Bar chart
w= Longest Wait Time (topic) [Telephony]
-.mm: Longest Wait Time (topic) [E-mail]
= Queue (topics) [Telephony]

i Phone state
=-flm Other elements
A Customer History

=0 Direct call
@ Internet browser
~-2% Supervisor Assistance
i Supervisor Emergency

[N | [al] preview

Telephony inspector - Example Telephony View

H Save ® Cancel | . Properties | '_E' Telephony files

Last agent

Note

A. Click and drag.

50.The Properties dialogue box is displayed. The properties of the Agent
Status (Team) element can be configured in a similar manner to the Agent
Status (AG) element. Therefore please refer to the Adding an Agent
Status (AG) Element of this guide for further details.

51.1In this example, the previously configured Team 1 has been selected. Once
all the required settings have been configured, click the OK button.
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Realtime Inforrnation

- Mediurm

% Toleah Show title
(=1 Telephany

() E-mail
- Call with double-click
() Chat
[[] Show number instead of name
- Team:
Tearn 1

~ Display content

(®) A&l agents

() Present agents

[ ] Skill filter

Add ...

Delete

Exchange

- Number of column

(s) Automatic
() ngolumns e I:I

- Sort

it Ok || Cancel |

52.The configured Agent Status (team) element is displayed. Click the save
button.

Telephony inspector - Example Telephony View
save (O Cancel | 5= Properties | [i£] Telephony files | | Iy | [al] Preview

= Text element
I Label
- Value element
Longest Wait Time (topic) [Telephony]
s Longest Wait Time (topic) [E-mail]
S E-mail to contact
~-¥%] Out of office notice

. totblAbanshift[T] B

-1 Wariable
[ variable
= ;:g Team 1 - Agent status {team) (Telepho...
= Lists. [

Queue [Telephony]

Abandoned Call list

=5 Graphics elements

s Image

1| Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]

= Waiting &-mails (topics) [E-mail]

® Individual status LED

-.mf Agent status (AG)

Agent status (team)
Phone state

ther elements

| Customer History
Direct call

£ Internet browser

-2% Supervisor Assistance

2% Superviser Emergency

‘x Alan ‘x Bob ‘ ‘x Karen

Subject

o

Tnbound || ] ‘ [ T

[
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53.Then click the Preview button.

Telephony inspector - Example Telephony View
[ save © cancel | 3= Properties | [iE] Telephonyfiles || |y = . Preview

-l Text element
Label
s Walue element
+ Longest Wait Time (topic) [Telephony]
ongest Wait Time (topic) [E-mail]
-mail to contact
Out of office notice
----- +1+ Variable

Lists

totAbanshif[T] .

[I] variable
""" o -
/%) Tag Team 1 - Agent status {team) (Telepho...

| ¥ alan

: Queue [Telephony]

‘)( Bob ‘ ‘)( Karen

bandened Call list

Group

= Bar chart

= Longest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]
= Queue (topics) [Telepheny]

= Waiting e-mails (topics) [E-mail]
----- @ Individual status LED

D) Pie chart

2% Agent status (AG)

----- 57 Agent status (team)

“ Phone state

- Other elements

L Customer History

=0 Direct call

&3 Internet browser

=% Supervisor Assistance

----- 5% Supervisor Emergency

W Graphics elements .
m Image Subject XK soott

m

Agent Portal

L
J

Preview - Example Telephony View
Telephony files / Edit

| pate
fliams ~ 22/04/2014  17:27:07 0 3

| ime

Called address | Original topic | Last topic Last agent Note

totmabanshift[T] [

s (AG) (Telephony)
Customer Number Reference
-] ,

Customer Hame

[ moouns [EEEEREN z

Administration

m

55.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.
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Adding a Phone State Element to the Telephony View

The status of Telephones used with IP Office Contact Center can be viewed.
Telephone status information such as whether the Telephone is out of service,
whether it is being used for an internal or external call without an agent being

logged in, can be viewed by creating a Telephone Group and then assigning
the group to a Phone State element.

56.To create a Telephone Group, from the configuration interface select the
Telephone group tab and click the Create button.

Karen (8003)

Agent Portal

View: <Al

@ | @Topic | WBAgertoo | @Aget | fiPofle | §PTeam | EHCustomer | (7 Edemaldestination | 8Wotplace | 3 Announcement | [ Announcemert script | 7 IVR
J & Break Time code | s€Pex | 3ECHAPsenver | FGVEA | & Country | €4 Queue device | = Telephone #5 Telephone group | chatsever | ShaCnet scipt

Name

57.The Create page is displayed, enter a name for the Telephone Group.

#5 [Telephone group] - Create @
G| -
Assigned phones Cther phones:
Number PBX s Number PBX
2001 PBXServer
2002 PBXServer
8003 PBXServer
2004 PBXServer
8005 PBXServer

41.From the Other phones panel, select the phones to be assigned to the
team. Multiple phones can be selected by holding down the Ctrl key and
selecting each phone as required. Click on the left facing arrow button.
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-
#i5 [Telephone group] - Create M
G |
Mame: TelGm1 /
Assigned phones Other phones:
MNumber PBX <L

PEBXServer

42.The phones are assigned as team members. Click the OK button.

-
#3 [Telephone group] - Create u
G|
Assigned phones (Other phones:
Number PBX [ e || Number PBX
2001 PEXServer s | | s00e PEXServer
8002 PBXServer —
8003 PEXServer
18005 PEXServer
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43.The configured Telephone Group is displayed.

(A, IP Office Contact Center

File Goto Help

Karen (8003) ~

Agent Po

L]

Wiew: <alts

@ | @Topic | HAgentgoup | B Agent | fiProfle | fYTeam | EQCustomer | 7 Exemaldestnaion | @Workplace | i Amnouncement | [@ Anouncement scipt | VR |
J B Break Time code | 3cPex | FECHAF server | 28 ven | 4 Courtry | b4 Queve device | 0= Telephone 5 Telephone group | T Crat server | T Chat scrpt
Nams Edt
TG —

R P Y S P NP P NPT P T TP SRR L

44.Navigate to the Telephony View.

2 Telephony

—

3 Realftime information

4 Reporting :
5 Agent Status Reports C ] fﬁﬁgeﬂt group

& Cortact Detail Reports | serex f
7 Error List

& Configuration '
9 U config <
0 Task Flow Editar ;
1 IVR-Editar

2 Digler

E-Mail configuration
Texthlock admin
Address hook admin

—

—

-

-
()

—
=

45, Select the duplicated file to be edited, and then click the Edit button.

Karen (8003) ~

Telephony - file view
B New folder ) New file [llll New quick bar file | o~ Edit ITT] Duplicate [1] Delete | [l Preview

Telephony files

Name & |

Example Telephony View
./ Firstscreen_standard_de [RO]
[l quickbar_standard [RO]

! Telephany_Standard_en [RO]

i All Telephony files

BT T i . . ahat YNSRI SRR WPt e SR S St S SEAF
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46.Click on the Phone state element and drag it to the Working Area.

22

Properties | [iE] Telephony files || i Ll Preview

= save § cancel
il Text element
E Label
= \alue element
= Longest Wait Time (topic) [Telephony]
«= Longest Wait Time (topic) [E-mail]
$= E-mail to contact
X) Out of office notice
14 variable
7] variable
W Tag
%] Tag
=l Uists
=i Queue [Telephony]
=: Abandoned Call list
- Graphics elements
i Image
Group
Bar chart

Subject

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]

Waiting e-mails (topics) [E-mail] »

=0 Direct call

€73 Internet browser

i° Supervisor Assistance 31 .

! Supervisor Emergency s

Inbound |0

Telephony inspector - Example Telephony View

A. Click and drag.

47.The Properties dialogue box is displayed. Click the Select button.

Properti

Realtime Information

- Telephone group:

-

~ Murmber of colurmnns

() Automatic

r v

Show

[] call with double-click

[ Show name instead of call number

title

[

(o] 4 ][ Cancel ]
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48. Select the previously configured Telephone Group. Click the OK button.

Choose telephone group

Telephone group &

Team 1

TelGrpl

[ ok ][ coneel |

49.The phones within the group can be called by double clicking on their
associated element. To activate this feature, select the Call with double
click check box.

Properties: Phone state

Realtirme Infarmation
~ Telephone group: Show title
Call with double-click
- Mumber of columns [] Show name instead of call number

(®) Autornatic

-::--ll HED|UI‘I'IHS i I:I

[ ok ][ cancal ]
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50.If required, the element can also be configured to display the associated
number rather than agent’s name. To activate this feature, click the Show
number instead of name check box.

Realtime Infarmation

~ Telephone group:

Shaw title

- Murnber of colurmns

Call with double-click

(s) Automatic

ﬁD Show name instead of call number

[ oK ” Cancel ]

51.Click the OK button.

Properties: Phone state

Realtime Information

- Telephone group:

Show title

Call with double-click

~ Murnber of colurnns

(e) Automatic

[] Show name instead of zall number

—_— % 0K

” Cancel ]

52. The Telephone Group element is displayed.

Telephony inspector - Example Telephony View
save (§) Cancel | 3= Properties | [E] Telephony files || [

= Text element
- Label
Walue element
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
- E-mail to contact
-] Out of office notice
Variable
-] variable
- Tag
Tag
=il Lists
Queue [Telephany]
i Abandoned Call list
=l Graphics elements
~4a Image
Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
@ Individual status LED
D Pie chart
Agent status (AG)
Agent status (team)
Phene state
= Other elements
Customer History
Direct call
-&73 Internet browser
Supervisor Assistance
Supervisor Emergency

| [al] Preview

-
TelGrp1 - Phone state (Tel... 3

Subject

1 QU

m

IP Office Contact Center Telephony User Interface Configuration

02 2016 247




IP Office Contact Center Telephony User Interface Configuration

53.Click the Save button.

Telephony inspector - Example Telephony View

[ save @ cancel | 52 Properties | ] Telephonyfiles || Jy =1 . | [ul] Preview
ext element =
abel
alue element ‘ . tothabanshifT] 5
ongest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]
$e E-mail to contact
%] Out of office notice
= Variable

{77 variable
W Tag
%] Tag

i Lists

Queue [Telephony]
bandoned Call list
1 Graphics elements

-l Image Subject
m Group

== Bar chart

== Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
- @ Individual status LED

D Pie chart
2% Agent status (AG)
Agent status (team)
% Phone state
=il Other elements
A Customer History

=c Direct call

€3 Internet browser

=% Supervisor Assistance
2% Supervisor Emergency

TelGrp1 - Phone state (Tel.. 3

m

54.Click the Preview button.

Telephony inspector - Example Telephony View

B save @ cancel | 27 Properties | Telephany files | kO ~ Hﬂ‘ Preview
=i Text element -
IS Label . . .

e Value slement ‘ totMabanshift[T] B4
« Longest Wait Time (topic) [Telephony]
.o Longest Wait Time (topic) [E-mail]

fe E-mail to contact

%) out of office notice
41t Variable

«{17] variable
-0 Tag
Tag
-sts | TelGrp1 - Phone state (Tel..

m

Queue [Telephony]

< Abandoned Call list

=-# Graphics elements
Image Subject

i P

- Bar chart

== Longest Wait Time (topic) [Telephony]

== Longest Wait Time (topic) [E-mail]

== Queue (topics) [Telephony]

-

L

Waiting e-mails (topics) [E-mail]
Individual status LED

Agent status (AG)

£ Agent status (team)

2% Phone state

=i Other elements

L Customer History

=0 Direct call

-3 Internet browser

H Supervisor Assistance
H Supervisor Emergency

55.The configured element is displayed.
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Agent Portal

L
J

Preview - Example Telephony View

Telephony files // Edit

tothAbanshifT] [

SYSAC

- - TelGip1 - Phone state...
Time Called address Original topic Last topic Last agent Mote Subject

m

Sales - Agent status (AG) (Telephony)
CustomerNumberReference
|

56. Click on the expand icon and the status icons are displayed.

TelGrp1 - Phone s...

out of Service Mon-4CD conversation

(W

S]] =] [

@ 8001 @ 0oz
= | Call diversionset
@ 8003 | | ¢ s005

Mon-ACD ringing

Mon-ACD, Wrap Up

Free, no agentlogged in. without call

Conversation, no agent ACD call during Wrap

logged in

-
oo

7=~ | Ringing, no agent lagged . R
Q in Qutgoing non-ACD

CQutgoing call, no agent

! Available
logged in

ACD blocked

Present, signed off

Breal Time Wrap Up with call

ol el @ e ® s

Signed off by systern ACD ringing

Wrap Up without call ACD conversation

Present, non-ACh
conversation

A

ACD outgoing

Present, non-ACD
conversation

("

NG [0 =] [@][«]
)

ACD outgaing

Present, nan-ACD ringing Prewview

&

LASICINS

- Present, non-ACD
J outgoing call

58.To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.
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Other Elements
Adding a Customer History Element to the Working Area

The Customer History Element can be added to the Telephony View and
configured with a variety of parameters that will display on the User interface when
a customer call is presented to the agent. These parameters can include the Date
and Time of the customer’s previous call, the topic that was presented with their
call, their telephone number, and the last agent the customer conversed with etc.

1. Select the duplicated file to be used and click the Edit button.

Karen (8003)

Telephony - file view
B New folder ) New file [Jill New quick bar file | o Edit [T Duplicate ll] Delete | [l Preview

Telephony files

i All Telephony files Name & |

. Example Telephony View
/JF\rstScraarLStandan:Lda [rRO]
Jif Quickbar_standard [RO]

_f Telephony_standard_en [RO]

e A I G s bt ey I a5 el s

2. Select the Customer History element and drag it onto the Working Area.

Telephony inspector - Example Telephony View

I Save (© Concel | U= Properties | 75 Telephony files || B il Preview
e e B —————————————
B abe! |
Value lemert . Company ABC Ltd
Longest Wait Time (topic) [Telephony) |
Longest Wat Time (topic) [E-mail)
!‘_" E-mael to contact
X) Out of office notice

"+ Vanable |
Vanable 1
i usts | - ) -

Queue [Telephony)
@ Graphics elements L
i Image ' -
Group 1
s Bar chart
= Longest Wat Time (topsc) [Telephony)
== Longest Wat Time (topec) [E-mad)
== Queue (topics) [Telephony)
= Waiting e-mads (topics) [E-mad]
@ indrndual status LED
@ Pe chan
1! Agent status (AG)
17 Agent st
it Phone

= Dwrect call S

£3 internet browser ')

17 Supervisor Assstance |

i’ Supervisor Emergency i 1 %\
v

| 0

| v

LN

L

| inbound [ETTEEEY
A. Click and drag
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3. The Properties dialogue box is displayed. Select the Period in weeks drop
down box. You can define the period of time to be reflected in the Customer
History element. The period can be defined as 0 all data, or up to a 12 week

period.

Properies: Customer History

Customer History S\
) N

e Show title

Period in weeks (0=all data)
1
2

Invisible colurnns 2 cible colurnns:
8

| E= ]_EJ
Task type Date
B A e R CNC, S| PSS SR CUREIF N WSS S S

4. From the Invisible Columns panel, select the required parameters to be

utilized with this element.

Properties: Customer History

Customer History

PeriEd) Show title
Period in weeks (0=all data) 4 -

Invisible colurmns Visible columns:

Task type
Caller / From f <<z
Last agent ]
External target name
External destination : ad...
Note

Subject

Dialer note Down
Address

Initial request
Date

Time

Called address
Original topic
iLast topic

4 M 3 4 M 3

Up

[ OK ” Cancel ]

5. Click the right facing arrow button. The parameters are moved to the Visible

Columns panel. Click the OK button.
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Customer History

FeriEd) Show title

Feriod in weeks {(0=all data)

Invisible columns Visible columnns:
. as .

Task type Caller / From

Last agent i < | Date

External target name ' : Time

External destination : ad... Called address

Mote Up Original topic

Subject Last topic

Dialer note )

Address Down

Initial request

\
\F oK I[ Cancel ]

6. The configured element is displayed. Click the Save button.

Telephony inspector - Example Telephony View

= save @ cancel | o Properties | Telephany files ‘ kO ~ Hﬂ‘ Preview

B o __________________|

Value element

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]

$es E-mail to contact

X Out of office notice

uJ= variable

| Customer History

[T variable i
- Tag il Date| Time | Called address | Original topic | Last tapic
%] Tag |
- Lsts

Queue [Telephany] i

Abandoned Call list =]

-l Graphics elements H ¢

Image

m Group
Bar chart
Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephany]

Waiting e-mails (topics) [E-mail]

@ Individual status LED

D Pie chart

55 Agent status (AG)

Agent status (team)

Phone state

=-fl Cther elements

AL Customer History

=0 Direct call

&3 Internet browser

2% Supervisor Assistance

- 3% Supervisor Emergency

m

Inbound
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Click the Preview button.

The configured element is displayed. When the customer’s call is presented
to the agent, the Customer History element will display details relating to the
parameters previously defined.

© N

y [+] Shaw title.
Proview - Example Telephony View Pariod inwesks {O=all date) 4=
[B] Telephony fles * Ede
isible columns:
Caller / Fram
1 Topicl Topicl = ooy
Time
Called addrass
my Original tapic
Last tapic

Customer History - Alex Williams - 01244670212
| oate Time | Colledaddress | Originaltopic| asttopic. | — |
23.04.2014 14:58:08 7001 Topcl Tomcl

23.04.2014 14:51:06 7001 Topel Tepel
P gl Topal

23042004 112738 7001 Tapel Tepicl
2304.2014  11:04:59 7001 Tapicl Topicl

9. To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.

Adding an Direct Call Element to the Working Area
A Direct Call element can be configured that allows the agent to click on the
element and directly call a configured number, in a similar manner to using a

speed dial / Directory.

1. Select the Direct Call element and drag it onto the Working Area.
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Telephony inspector - Example Telephony View

[ save © cCancel | 5= Properties | =] Telephony files || i N | [al] Preview
=il Text element 7

B bl et Company ABC Ltd [

= Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]

$w E-mail to contact

%) out of office notice

7% Variable

17| variable
Tag
1% Tag
=il Lists
i = Queue [Telephony] .
=: Abandoned Call list Customer History

=}-#| Graphics elements
i " Image Date Time Called address Original topic Last topic Last agent MNote Subject

m

Group
Bar chart

== Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]

= Queue (topics) [Telephany]
Waiting e-mails (topics) [E-mail] < m s

-@ Individual status LED o —

-=% Agent status (AG)
i? Agent status (team)

Niaw

Inbound g itbound | < " »

A. Click and drag.

2. The Properties dialogue box is displayed.

Properti

Realtime Information resentation

MNarme:

Murnber:

[ Ok ” Cancel I

3. Enter a Name to identity the Direct Call element.
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Properties: Direct call

Realtime Information

Mare: Alan williarms

Murnber:

[ Ok ” Cancel ]

4. Enter the number to be dialed. Include any access code digit as required
based upon the IP Office configuration. Click the OK button.

Properties: Direct call

Realtime Information

Marne: Alan williarms

Murnber: 0124 Lz

[ Ok ” Cancel ]

5. The configured element is displayed. Click the Save button.
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Text element

I Label

== Value element

== Longest Wait Time (topic) [Telephony]
- Longest Wait Time (topic) [E-mail]
e E-mail to contact

-] Out of office notice

7% Variable

("] variable
- Tag
-[%) Tag

i Lists

ueue [Telephony]
=: Abandoned Call list
Graphics elements

Image

Group

Bar chart

Longest Wait Time (topic) [Telephony]
Lengest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]

Telephony inspector - Example Telephony View
I save @ cancel | ST Properties | [iE] Telephony files || [y 1 . | [ul] Preview

Company ABC Ltd

Dialed Topic Last Routed Topic

Customer History

Tirme Called address Original tapic Last topic Last agent

IHiLire

@

Waiting e-mails (topics) [E-mail]
Individual status LED
Pie chart

© Agent status (AG)

© Agent status (team)
Phone state

(=il Other elements

QL Customer History

3 Internet browser

=% Supervisor Assistance
-2 Supervisor Emergency

<0 Alan Williams

Inbound « m

m

6. Click the Preview button.

Telephony inspector - Example Telephony View

4 save @ Cancel | 5= Properties | [i] Telephony files [| [y =1~ | [al] Preview g

=-fm Text element
Label
walue element
Longest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]
S E-mail to contact
-¥] Out of office notice
417 Wariable

417 wvariable
@ Tag
%] Tag

=-il Lists
Queue [Telephony]
=: Abandoned Call list
Graphics elements
Image
g P
= Bar chart
-
-
-
-
°

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]

Waiting e-mails (topics) [E-mail]
Individual status LED

\ .

Company ABC Ltd - - -

Dialed Topic Last Routed Topic

Customer History

Called address Original topic | Last topic Last agent Hote Subject

Agent status (AG)

o Agent status (team)
&% Phone state

=-{l Other elements

AL Customer History

b

£ Internet browser

--:' Supervisor Assistance
--=' Supervisor Emergency

Inbound |

20 alan williams

mn

7. The configured element is displayed. A call can be made to the configured
number by double clicking on the Direct call element.

8. To use this file in the Telephony view, please refer to the Selecting the File
to be Used in the Telephony View section of this guide.
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Adding an Internet Browser Element to the Working Area

An Internet Browser element can be used to display a web page when a call is
routed to a specific Topic. For example, a sales website could be configured to
open when calls are directed to a ‘special offers’ Topic.

1. To complete this configuration a custom call tag must first be defined. From
the configuration interface, select System followed by Tag List.

A, |F Office Contact Center

File Goto Help

Agent Portal SEEGE Service Windows  Help

General...

Time off...

Reporting settings... HEVEA ] @ Country ] (i)
Delete Reporting Data... file: ] ) Team ] [E5] Customer

Realtime information default values...
VEI’iEb'ES./
Tag list...

Configuration report...
Availability for Tasks (default)..

Skill overview...

By i

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

Break Time code

St bins s bony

."‘ h-ﬂw-‘-%«w-mmxuﬂmm

2. The Defined tags window is displayed. Click the Add button.

& Defined tags ﬁ
MHame Type Data type Resolution |:| Dk
a.abzenceMote <System:> Sting E -
c.hiChained < Systems Mumber |nteger
c.queuePrio <Systems Mumber |nteger Add
c.waitT otal <Sygtems Hurmber |nteger -
CCVoicetsgMame < Systems String / Change ...
CC Voicet sgProcessed <Systems String Delete
CCK_Actual_snnounce_Time <Systems Mumber |nteger
CCK_AgentDevice_Id <Sygtems String
CCK_AgentMame |Jser String
CCK_Announce_|ntemuptable <Spstem: Mumber |nteger
CCK_Called Address <Sygtems String
CCK_Caller_Mame < Systems String -
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3. Name the tag.
@El Tag - Create Iﬂ

0k

Mame: HT MLtad

Type

Syztem-specific
@ User-defined
0 Skl

[1ata type: [Stling -

[7] Can be changed by CGI server

] Dvenwrite-protection

Applving Tagz into Tazk resulting from ConferencedTransfer
Tag fram

@ lgnore

() Apply, where applicable ovennrite

() &pply anly if transferred, where applicable ovenarite

(0 Apply only if not available in the oniginal task

4. Ensure that User Defined is selected as the Type.

() Tag - Create

S|
Mame: HTMLtad (] 8

Syztem-zpecific

@ User-defined
) Skl

[rata type: lString -

[7] Can be changed by CGI server

[] Dvenwrite-pratection

Applying Tags into Task rezulting from ConferencedT ransfer
T ag from

@ |grore

() Apply, where applicable ovenarite

(71 &pply only if transferred, where applicable ovenwrite

(0 Apply anly if not available in the anginal task
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5. Select String as the Data type.
@ Tag - Create @

Mame: HTMLtad (1] 4

Syztem-gpecific

@ User-defined
() Skill

Data type: [String ‘_ v]

[] Can be changed by CGI server

[T Ovenwrite-protection

Applying Tags inta Task resulting from Conference,/Tranzster
Tag from
@) |gnore
1 Apply, where applicable ovenarite
() Apply anly if ransfered, where applicable ovenante

() Apply anly if not available in the onginal task

6. Click the OK button.
@D Tag - Create @

M ame: HTMLtad (]9

Syztem-specific

@ User-defined
() Skil

Data type: [String -

|| Can be changed by CGI server

[7] Orverwrite-pratection

Applving Tags into T azk resulting from ConferencesTransfer
Taq from

@ |gnare

() Apply, where applicable ovenrite

() Apply anly if transferred, where applicable ovenwrite

) Apply anly if not available in the onginal tazk
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7. The configured tag is displayed. Click the OK button.

@ Defined tags &J
MHame Type [rata type Resolution “ b Ok
FirstT opicld < Systan: Strimg -
FirstT opicM ame £ System: String /
ForcedOrderCode £ System: Humber Integer Add
HThLtag Uzer String
IPOSendPhonetdzg Uzer String E| Change ...
VR _zcript_return szer Hurnber Integer = Delete
LARAgent!d <Systenms String
LARAgentt ame < Syztem: String
LastT opictddr £ System: String
LastTopicld £ System: String
LastTopichame £ Spztem: String
M anT azkPerT opic Uzer Mumber Integer =

8. The call tag has to be assigned against a variable that is created within the
required Topic. The variable will include the webpage to be opened when
calls are made to this Topic. Click the Topic tab and select the Topic to be
utilized. Click the Edit button.

0:147 0:00 Karen (8003) ~

Configuration  System Service Windows Help

View: <Al -
& Breaic Time code FEPEX | FECHAP server | 3G vea | @ courtry | €4 Queue device | o=t Telephone | ¢85 Telephone group | MChatsever | SaChat scrit |
@ Agem gowp | @hgent | fprfle | §DTeam | ECustomer | () Bdomal destination | &b Workpiace | Amnouncemert | [@lAmmouncemert seript | @FIVR |

Edit.

E-mail address

Active PBX

E-mail Chat Number

Tel
Create.

PBXServer
PBXServer
PBXServer
PBXServer

7003
7004
7005

Topic3
Topic4 DPD
TopicAd

P =

3¢ 3¢ 3¢ 3¢ b

N T R NP EP P S B PR g S SR S SRS S L S R PRSI

9. Click the Variables button.
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@ [Topic] Topicl - Edit

General | ¢® Telephony
Name: Topicl 0 block period....

Task pe
Telephaony

[ Email
[ Chat

Priority: 0=

10.The Defined Variable dialogue box is displayed. Click the Add button.

@) Defined Variables =
Obiject Tag Walug
% Topicl CCK_CustomerCao... 0

- Canicel
% Topicl CCK_CustomerCao... 353340
% Topicl CCK_UszePreferre.. 0 Add...
e Topicl CCK_UseCurrent... 0

e Topic] CCK_Uszel asthge.. 1 / Change...
Delete

11.The Variable — Create dialogue box is displayed. Click the browser button
and select the Tag that has previously been configured. Click the OK
button.
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r b
@D Select Tag M
MHame Type Data.. FAesol. =
X ~ CCK_Agentda.. User Shing C I
() Variable - Create Rl CCK_Customer... LUser Stiing /
] CCK_Customer... User Murber Int?/
Dbject: [Taopic] Topicl oK. CCK_Customer... Usger Mumber Infeger | =
Tag CCK_Dizplayl... User String
B CCK_PauzeCo.. Uszer Shing
Data Extern0an U zer Shring
Rezolution Fail User Number Integer |
FirstScreenT ab... User String
Yalue Sking
IPOSendPhon...  User Shing
) IWR_script_ret...  User Mumber  Integer
MasT askPerT... User Murmber  Integer
tenuliptions Uger MHumber  Integer
Meszage-Board  User String
Mon_Acceptl...  User Mumber  Integer
Mon_AwgTCon... User Mumber  Integer
ki~ TCC Llmmr hliwembmr  lnbmmee S
L >
12.In the Value field, enter the URL of the web page to be utilized. Then click
the OK button.
(@) Variable - Create M
Dbject: [Tapic] TopicT
Tag: HTHLtag 5
Data String
Fesolutian
W alue hittp: #d o, avaya. com,uk
13.The defined variable is displayed, click the OK button.
{3 Defined Variables ~_ %
Object Tag Walue 1]
Topicl HThLtag hittp: A v, avaya. comduk Cancel
%Tnplc‘l LK _CustormerCa.. O
@:Tnpic‘l CCK_CugtomerCo.. 359340 Add.
@Tupic'l CCk_UseFrefenre.. 0O
& Topict CCK_UseCumrent.. 0 Change...
& Tapict CCK_Uselastbge.. 1
Delete
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14.Click the OK button.

@ [Topic] Topicl - Edit 2
| T
Name: Topic1 0 block period...
Task s
Telephony
[ Exmail
[ Chat
Priority: =

15.Navigate to the Telephony View.

A |P Office Contact Center

File Goto Help

Windows  Help

Systern  Service

Agent Portal Configuration

Wi <l

B Break Time code | =ePBX | FECHAP server | 3 vea | @

@B @Tgpic |Iﬁﬁg8ﬂt group I .ﬂ Agent I 41 Profile I @Team

f
J/

Mame [ Tel E-mail Chat

Topic
Topic?
Topic3
Topicd DPD
TopicAA

AL

T W S SENE PR A S TS

16.Select Telephony followed by File View.
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A P Uthce Contact Center

File Goto Telephony Help

Select Telephony file ...

File Wiews

In=pector \

Previewy ’
-
$
-

Default YWiew

Karen (8003)

Agent Portal

Telephony - file view
B New folder ) New file il ne ile | & Edit [T Duplicate ll] Delete | [l] Preview
Telephony files

i All Telephony files Name & |

. Example Telephony View
/JF\rstScreen,Standard,de [rRO]
[l Quickbar_standard [RO]

S Telephony_Standard_en [RO]

I B i At e i W a0 A gl gt 8

18.Select the Internet Browser element and drag it onto the Working Area.
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v
save @ Cancel | 0 Properties | [i] Telephony files || Jy =1~ | [ul] Preview
=4l Text element -
E Label o S : C F
Value element Company ABC Ltd I
« Longest Wait Time (topic) [Telephony] A
s Longest Wait Time (topic) [E-mail] ! L L |
My E-mail to contact
X) Out of office notice E o E 7 o o B 7
1 Variable B B B o o B B o
g\.'ariablg
W Tag e - ; I .
Bl
=il Lists - - T - =
=: Queue [Telephony] - A - - - o - A I
Z=! Abandoned Call list Customer History
-l Graphics elements
[ Image Date Time Called address Original topic Last topic Last agent Note
~{_| Group
@ Bar chart
== Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]
== Queue (topics) [Telephony]
== Waiting e-mails (topics) [E-mail] < . |

@ Individual status LED B PR PR F— — GRS — P —

T Agent status (AG)
2 Agent status (team)
i° Phone state

[

Inbound [LSIETITEN « m ] o

A. Click and drag.

19.Right click on the element and select Properties.
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Telephony inspector - Example Telephony View
[ save & Cancel | 5 Properties | [i5] Telephony files || [y = [al] Preview

=il Text element
[E Label
w Value element
== Longest Wait Time (topic) [Telephony]
== Longest Wait Time (topic) [E-mail]
Sy E-mail to contact
%) Out of office notice
47+ Variable

W] variabls 0000 e T r e e e i s e i -
Tag 2

%] Tag
=l Lists
=: Queue [Telephony]

=: Abandoned Call list (@‘
= # Graphics elements
fy Image N

Group Properties... o
== Bar chart Deiete
== Longest Wait Time (topic) [Telephany] —/

== Longest Wait Time (topic) [E-mail]
== Queue (topics) [Telephony]
== Waiting e-mails (topics) [E-mail]
@ Individual status LED
D pie chart
i Agent status (AG)
3% Agent status (team)
2% Phone state
=l Other elements
A Customer History
=0 Direct call
&7 Internet browser
i° Supervisor Assistance
% Supervisor Emergency

A. Right click.

20.The Properties dialogue box is displayed. Click the Tags button.

Properies: Internet bro

Settings |

[ ] Hide title
address; |a|:u:|u1::l:|lank |

[ Ik “ Cancel I
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21.Select the previously configured Tag, and then click the OK button.

Tag selection

Tag &
FirstTopicAddr
FirstTopicld
FirstTopicMame
ForcedOrderCode

HTMLtag
IPOSendPhoneMs;

IVR_script_return

LARAgentId

LARAgentName
LastTopicAddr
LastTopicld
LastTopichame
MaxTaskPerTopic
MenuOptions
Meszage-Board
Mon_AcceptLevel
Mon_AvgTConvWait
Mon_TSF
OD_PERS_Note
0ODSI_Evaluation
0ODSI_MNoZndRoute -

e e [ g

22.The selected Address is displayed. A URL title can also be displayed if
required. Click the OK button.

m

Properties: Internet browser

Settings 1/’
[ ] Hide title

Address;

9aHTMLtag% |

E—
—» ok || cancel |

23.Click the Save button.
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[ save (© Cancel | ST Properties | 5] Telephonyfiles || [y 1 . | [l Preview
Text element
Label 1 |
Value element

Longest Wait Time (topic) [E-mail]

fe E-mail to contact -

) out of office notice
T+ Variable

%] Tag ag%about:hlank

Queue [Telephony]

Abandened Call list

C-# Graphics elements

Image

Group

Bar chart

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
Individual status LED

Agent status (AG)
Agent status (team)
57 Phone state

= fim Other elements

- A, Customer History
-0 Direct call

€73 Internet browser

=% Supervisor Assistance

m

Supervisor Emergency

Inbound

24.Click the Preview button.

ko save @ Cancel | 5T Properties | [E] Telephonyfiles | | Iy 1 . | [ul] preview
=i Text element

Label 4 Il m

Value element

Longest Wait Time (topic) [Telephony]

Longest Wait Time (topic) [E-mail]

fe E-mail to contact -

) out of office notice

1+ Variable

-[I] variable
- Tag
- [%] Tag

|

ists.
Queue [Telephony] -
Abandened Call list
I Graphics elements
- Image
= ﬁ Group
~mm Bar chart
== Longest Wait Time (topic) [Telephony]
-mm Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
-.mm: Waiting e-mails (topics) [E-mail]
@ Individual status LED
€D pie chart
.25 Agent status (AG)
Agent status (team)
Phone state
= fim Other elements
- A, Customer History
-0 Direct call
€73 Internet browser
=% Supervisor Assistance
2% Supervisor Emergency

m

Inbound

25.The Element is displayed.
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1:57/ 0:00 Karen (8003) ~

Preview - Example Telephony View

Telephony files ./ Edit

about:blank

26.When a call is presented to the Topic, the defined web page is launched.

1:57/ 0:00 || Karen (8003)

Preview - Example Telephony View

[Z] Telephony files . Edit

http://www.avaya.com/uk

Products & Services How to Buy Partners Search

| i |

read the report > >
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Contact Bar — User Interface

The Contact Bar is used by an agent to make and receive calls and for call control
purposes. Real-time call information is displayed to show call conversation
duration in hours, minutes and seconds along with call status such as After Call
Works.

By using the Contact Bar, an agent can dial numbers to make a call, place a call in
a conference, put a call on hold and transfer etc

To edit the Contact Bar:

1. Select Go to followed Ul config

A IF Omce Contact Center

File Goto Home Help

Contact Detail Reports

Errar List
Cnnfiguratiw 00
9 Ul config brad: ’
10 Tazk Flowy Editar
npleted:

1 Home

2 Telephony

3 Reattime informstion

4 Reporting Drill Will Start In
4 Agent Status Reports a
il

Fil

]

11 IWR-Editar

12 Disler . .

o _ _ _ History (Period: te
13 E-Mail configuration '
14 Textblock admin g | Addresx
15 Address bhook admin 14:45 0172446

act Center

File Goto Help 087 0 Karen (8003)

Agent Portal q
AL Ul configuration

[ ]svstem Systern

Default interface

®
J

PP N N I v | R T o T W VR P T

Configuration changes can be made to System files, configured Profiles or for
individual agents.
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Karen (8003)

Agent Portal q
AL Ul configuration

Systermn

Profile
: Agent

Default interface

RSP L N W Sppve e | R N L T TR PP PR

The User Interface Configuration screen can be used to select and edit the
Contact Bar, select the Home View, the Telephony File, Autostart RT Information,
select the Active View when the user interface is launched and the color format of
Real Time information.

Ul configuration for agent "Karen

Contact bar [EREER] I I I |

[#] Default

Available elements: Selected elements:

E u
—Lcadailitr . g, #_JL,.”*“D.,J"-"‘\ s w-..-.J«__"-,‘ e el s

In the following examples, the Contact Bar will be edited to utilize the Silent
Monitoring and Supervisor Emergency elements in the Agent and Supervisor
interface.

n

Note: Only the Silent Monitoring and Supervisor Emergency elements are
supported. I.e. The Supervisor Assistance element is not supported on IP Office
Contact Center.

Configuring an Agent’s Contact Bar.

Silent monitoring
The Silent Monitoring element authorizes a Supervisor to silent monitor configured
agents from a selected group.

There are number settings that require configuration in the IP Office that will allow
the Supervisor to monitor the Agent whilst on a call.

The required Agent’'s IP Office profile must have the Cannot be Intruded option
deselected. This can be assigned via an Agents User Right’s profile or to individual
agents.

1. Login to IP Office Manager. Navigate to the agent profile or the User Rights
Profile to be utilized and deselect the Cannot be Intruded check box.
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E: IPOCC Agent* e -8 X

User |Sh-:wtCndu | Button Programming | Telepheny | User Rights Membership |Unicema||

Call Settings | Supervisor Settings | Multi-line Clpt'lons| CallLleg|

Intrugion
Can j & T.ﬁ.ppry User Rights value '._
Cannot be intruded T.ﬁ.ppry User Rights value 'i
Dery Auto Intercom Calls .an part of User Rights -

%’WWWW&MN\MM
2. The Supervisor’s IP Office profile must have the Can Intrude check box
selected.

= IPOCC Super e - b

| shortCodes | Button Programming | Telephony | User Rights Mzmhelship| Voicemail

| Can intrude ..Cl.r:.pnl:'.l User Rights value ':

Cannot be intruded .Apph" User Rights value -

Deny Auto Intercom Calls rt of Liser Rights -]

Note: Check the Cannot be intruded option to prevent the supervisor him/herself
from being silently monitored.

3. The IP Office uses Monitor Group to allow the Supervisor to choose which
Agents they are allowed to monitor. Therefore to use this feature with IP
Office Contact Center, a hunt group can be created within IP Office
Manager that will contain all of the agents to be monitored.

Note: Ensure that the supervisor’'s extension is also included in the Group’s User
List

= Sequential Group MonitorOnly: 1202 k-2 X v

Group | Queuing | Qverflow | Fallback | Voicemail | Voice Recording | Announcements

Name MenitorOnly | Profile Standard Hunt Group

Extension 1202 | Ex Directory
Ring Maode Sequential - Mo Answer Time (secs)  System Default (20)
Hold Music Source :Nu Change v:
Ring Tone Overnde None -
Agent’s Status on No-Answer None ol
Applies To
Usger List
Extension Mame

¥ 2800 Agentl
o 2802 Agent2
o 2803 Agent3
o 2804 Agentd

bttt it 1 el i B B T i Pl
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4. If you use the option for Ex Directory option, this hunt group will not appear
in the contacts button on the agent’s handset.

= Sequential Group MonitorOnly: 1202 ef-® | X 9

Group _Quming | Overﬂn-w| Fallback | Voicemail l'h’nice Recording | Announ:emmu_

MName MeonitorOnly \melle [Standard Hunt Group
Extension 1202 ) o| Ex Directory

Ring Mode Sequential - Mo Answer Time (secs)  [System Default (30)
Held Music Source :Hu Change |
Ring Tene Chernde None -
Agent's Status on Mo-Answer PN ]
. one -
Applies To
User List
Extension Mame

<+ 2800 Agentl
o 2802 Agent2
o 2803 Agentd
¥ 2804 Agentd

Note: Ensure that the supervisor’'s extension is also included in the Group’s User
List

5. Now that all of the Agents are assigned to the hunt group, the supervisor(s)
profile has to be configured on the IP Office, to be permitted to monitor that
hunt group. This is configured on each supervisor’s IP Office profile by
selecting the Monitor Group drop down list and selecting the configured
Hunt Group, in this example the hunt group named Monitor Only.

= Supervisor: 2900 ek-BI X[ vl<l|>

User I Voicemail I DND I ShortCodes [ Source Numbers | Telephony | Forwarding ] Dial In l Voice Recording ] Button Programming *

Call Settings | Supervisor Settings | Multi-line Options | Call Log | TUI

Login Code Force Login

Login Idle Period (secs)

Monitor Group ‘M Only *‘

Coverage Group '<None)

4

<

@

Status on No-Answer Logged On (No change) v

Reset Longest Idle Time
Can Intrude 5
© All Calls

nnot be Intruded

External Incoming Gal ¢
an Trace Calls

CCR Agent

utomatic After Call Work

\W’WWWWM

A. This is a previously configured Hunt Group that contains the agents to
be monitored.
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6. Remember to save the configuration changes on the IP Office.

Edit

s

SD IP Office9

View Tools

al N

v User

Help

v 2900 Supervisor

!

<

Note: Any IP Office extension that an IP Office Contact Center User may sign onto

would require the above IP Office configuration, if monitoring is to take place from

these extensions.

7. By default, the IP Office will produce a Tone at the point that an agent is
monitored (the Beep on listen option).

8. This can be disabled in IP Office Manager by selecting System, Telephony
followed by the Tones & Music tab and then deselecting the Beep on

listen option.

[T Avaya [P Office Manager POCCsystem [9.0.200.860] [AdministratoriAdminstrator]

T e R T i e —

File Edit View Tools Help

253 EAEER v o2

rhy ro

~#a Directory (0]
7) Time Profile (0)
(@) Firewall Profile (1)
IP Route (2)
-8 Account Code (0)
% Licence (24)
- Tunnel (0)
§i2 User Rights 8)
- Auto Attendant (0)
K ARS (1)
- Location (0]

B e W o

[] GSM Silence Suppression
Held Music

System Source WAV File

e M A N STt s

9. Save the configuration changes.

POCCsystem ~ System ~ IPOCCsystemn
IP Offices System 7 IPOCCsystem*
T 1
R EOOT: ﬂél] pame [ system | LaN1 [Lan2 [ Dis IVolcama* Telepheny | Directory Services | System Events | SMTP_| SMDR | Twinning | veM [ ccR [ Codecs| ]
i Operator % IPOCCsysten
54 1POCCsystem Telephony Park&Pagk Tones & Music |Ring Tones | SM | Calllog [ TUI |
= System (1 !
4% Line B) Conferencin g Tone [Entry & it Tones - [7] Busy Tone Detection
 Control Unit (2) ode [sys ,
© Exterson 15 Disconnect Tone | Default - Miode | System Frequency
k g:’usgl CLIType FSKV23 -
g Short Cede (70) Local Dial Tone
. Service (0)
Lo —_ [ Lecal Busy Tene
-4 Incoming Call Route (5) Beep on listen
2 WanPort (0)

- i i AL e et gl a g sadi i h 0,

Note: this is a system wide setting for all Users of the IP Office.
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Silent monitoring — Continued

Privileges will be granted to the Supervisor to allow them to use the Silent
Monitoring element.

1. Select Goto followed by Configuration.

A, |F Office Contact Center

File Goto Home Help

1 Home
2 Telephony

3 Realtime information

orill will

4 Reporting
5 Agent Status Reports
6 Cortact Detail Reports

7 Error List
g Configuration
9 Ul config \ srad:
10 Task Floww Editar
npleted:
11 WR-Editor
12 Dialer

13 E-Mail configuration
14 Texthlock admin
15 Address book admin 14:45

J

A,

2. Select the Agent tab. Select the Supervisor and click Edit.

Configunation  System  Service  Windows  Help

View. Ab

Qwedgixce | [ Avourcenent | [Rarooucement it | VR | B Bresk Tmecode | DCPEX | JCOUP ever | JPVEA

@ Courtry | C Queue device | p8 | @8 Teleghorn group | o Ohat server | T Chat scrpt
@ | @ Tope | Aot goo .the | 1o | B3 Custoenne | (2 Extemal destinion

Name Td Emsl Chet  Nurbe PR E-mad address Ed

Agert) * * SOIPOMce s Ageet] Bpoce teks .

Ageri2 % SO IPOce 9 | Creste
Ageet3 b SDIP Oce 9 (

Agertd X S0 1P Otfce 9

Supervisee % SO IP Office 9 [ Delote

RIS e VS SR PTG W L SR . WP Y ST g

3. The Supervisors details are displayed, click the Privileges button.
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General | £* Telephony |
System name: |M P

Liogin name: |Sl.pewi:snr 2nd pazsword...

[ Autam, sign on through Windows user account

Usemname: |

Drommain/computer: |

| <Syztem language:

|$wvisnr

Predsfined profile: | <None>

Address book | Standard

4. Select the Realtime Information tab followed by the Silent Monitoring
Assistance privilege and then click the OK button.
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Configuration ] Wariables

Agent | L E Mail
Reporting  Realtime Information

Task Flow Editor I Others

— Agent

[+ Callback from call list
[+ Delete from call list

— Team

[v] Pick up call
¥ Call Redirect
[v/] Queue call Redirect

[v] Realtime information
[ Remote functions

[w] Out of office notice

| Trunk realtime information
[w] Agent History

~ Supervisor
[ ] Configuration
Silent Monitoring

[ ] Supervisor Emergency
[7] Supervisor Assistance

5. The Privilege has now been applied, click the OK button to close.
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General | €* Telephony |

| Task lypes

: , [ Telephony

[ Chat
[ Autam. sign on through Windaws user account

System name: |E=.penim

Uszemarne: |

Domain/computer: |

Ao |

Language: | <Sypstem language:

Last name: |Sw-mrisu

Finst name: |

Emplayee D: |
Cost center. |

Predefined profie: | <None>

Address book | Standard

6. The Silent Monitoring option can now be added to the Supervisors Contact
Bar.

7. Select Goto Ul Configuration.

IP Office Contact Center Telephony User Interface Configuration 02 2016 278



IP Office Contact Center

File Gota Help

1 Home
2 Telephony

3 Reattime information
Reparting

Agent Statuz Reports
Contact Detail Reports

(L L= R B L L R

11 MR-Ed
12 Dialer

Errar List
CanigurﬁtM
LI config

10 Tazk Flowe Editor

13 E-mail configuration
14 Testhlock admin
15 Address hook scdmin

itor

- Mﬂ._w#ﬁ

|
§
é

IP Office Contact Center Telephony User Interface Configuration

8. Click the Agent folder and double click on the required Supervisor profile.

A, IP Office Contact Center

File Goto Help

Anent Portal

Aoent &

Adrninistrator

Alan

Bob ;
Cave

Hank

Karen -
Scott }

Supervisar

9. Select the SilentMon. element then click the Add button.
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Ul configuration for agent "Supernvisor”

Contact bar [ " " H H
|| Default
Available elermnents: Selected elements:
e e
Wrap Up Up | Conference
Extend W £ [
X enupurap = Remove ' Separator
f'_'\l
&
Dawn
SilentMon, : End Wrap Up
Toagagle - 1 code -

Call recording on: .m

(elerment: recording)

[] show only authorized topics {element: Call}

Contact bar [ " " " "
|| Default
Available elements: Selected elements:
e Fo
Wrap Up Up Separator
Extenl-cllpu-.lrap L EY—— End Wrap Up
Crawn
Toagale 1 code
r'_'\l b
(h) 0
Assistance - SilentMon. -

Call recording on: -m

(elerment: recording)

[] show anly authorized topics (element: Call)

[

ok || cancel ]
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11.The button will be added to the Supervisors Contact bar.

A |FP Office Contact Center

FEile Goto Telephony Help

Agent Fortal

DB (~)U 3 9

Dialed Topic Last Routed Tuplc

n-nq_‘#\' w e AR R e o sl A -t e AP

An example of the Supervisor Monitoring utility, in use.
1. Anagentis on a call.

A P Office Contact Center

File Goto Telephony Help 8:2771 0:12 Agent1 (2800)

2. The Supervisor clicks the Silent Monitoring button.
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e Contact Center

File Goto Telephony Help

Agent Portal

HE ()W » 9

WA

AR o M sl na s . g o A g s i nin

3. The Supervisor can select the agent to be monitored from the Silent
Monitoring screen. Select the required agent and click the OK button.

Silent Monitoring

./ Telephony -

Agent A‘/.
Agent 1
Agent2
Agent 3

Agent4
Agent5

\
.

4. The Supervisors interface indicates that a Silent Monitoring session is in
progress with Agentl.
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A

File Goto

Agent Portal

A
J 00:00:15

~ I )

<« Silent Monitoring: Agentl
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Supervisor Emergency

This element allows the Agents to contact a Supervisor via their IP Office Contact
Center interface to ask for assistance whilst on a call with a customer. If the
Supervisor accepts the request, the Supervisor joins the agents call.

There a two parts to this process, Part 1 Supervisor configuration and Part 2 Agent
configuration.

Part 1 - Supervisor Configuration

1. Select Go to followed by Telephony.

A |IF Office Contact Center

File Gotao Telephony Help

2 Telephony /

3 Reattime informstion
4 Reparting

3 Agent Status Reparts
G Contact Detail Reports
¥ Error List

g Configuration

9 Ll config

10 Task Flowe Editor

11 MWR-Editor

12 Digler

13 E-Mail configuration
14 Texthlock admin

13 Address book admin

2. Select Telephony followed by File View.

A |P Office Contact Center

File Goto Telephony Help

Zelect Telephony file ...

File ey
In=pector \
Preview

Drefault iew

Agent Portz

el e i Bt aim

LA\-#M
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3. Select the duplicated file to be utilized, in this example a file called
Supervisor GUI_en has been selected. Click the Edit button.

Telephony - file view
i New folder ) New file [lfljNew quick bar file | |

Edit I Duplicate [T] Delete

Lall Preview

Telephony files
Name a
./ Agent GUI
FirstScreen_Standard_de [RO
.Quickbar_Standerd [RO]

/ Record Wave files_en

/') Supervisor GUI_en
&, Telephony_Standard_en [RO]

B All Telephony files

4. Select the Supervisor Emergency element and drag it onto the Working
Area.

Telephony inspector - New file

L save O Cancel

0 Text element
£ Lists
0 Graphics elements
= Other elements
2 Customer History
<o Direct call
@ Internet brows
Supervisor As

2~ Properties | (=]

Telephon'

A. Click and drag.
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5. Click the Agent Group button, and select the required group.

Froperties: Supervisor Emergency

Realtime Information

Show title

Selected agents £ AGs:

Marmne | Agent group... ]
[ Agent... ]
Delets
Up
Daown

~ Display content
(a3 All agents
[ 3 Present agents

~ Murnber of columns
(&} Autornatic

3 neolumns

|2

[ (o]4 ” Cancel ]

6. In this example Agent Group 1 has been selected. Click the OK button.
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Anent group selection

Telephony

Agent group &
Group 1
Group 2
Group 3

7. The Agent group is now displayed. Change the Display Content option to
Present agents and click the OK button.
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Froperties: Superysar Emergency

Realtime Information [ |=-c e

Show title
Selected agents £ AGs:

Mame | [ Agent group... I
[Agent group] Group 1
[ Agent... I
Delete
Up
Down
t Display content

Al agents
Present agents

Murnber of colurmns
im) Automatic
% n columns

1=

_h (a]4 “ Cancel I

8. Select the Supervisor Emergency element is displayed.

Customer History
Date | Tirne | Called address | Original topic | Last topic | Last agent

| Mote | Subject
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9. Click the Save button.

Telephony inspector - Supervisor GUl_en

g Save ® Cancel g: Properties Telephony files [:‘g ™. m Preview

r

10.The Privileges for the Supervisor and the Agent should be checked to
ensure that they are allowed to use the function.

11.Click Go to followed by Configuration.
A |IF Office Contact Center

File Goto Help

I
]
3
fa

Telephony

Realtime infarmation

Freporting

Agent Status Reports

Contact Detail Reports
Error List /

g Configuration

9 Ul config

10 Task Flow Editar

11 MWR-Editor

12 Dialer

13 E-mail configuration

14 Texthlock admin

15 Address book admin

1
2
3
4
3
B
Z

12.Select Configuration followed by Agent or Agent profile, if profiles are
used.
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W ER L Systern Senvice W
Topic
Sgent group

Agent ‘—47.

Agent profile
Tearn

Custarmer

External destination

Waorkplace

Announcerment
Announcerment script

['R

Chat script

13. Select the Agent or Supervisor then click the Edit button.

Bﬂndlrr-:mh |:¢F'E'.‘\. |FEHEF‘|M ﬂ'-"EA |f|:-:u*| L Cmem e |ﬂ" ' |ET' d o iy Chal serwes |“U|:f|.r.rpl
oo | Pergse | BDAoeigoe Faeer | Pl | Tesn | EHCwhes | (F Ededdesiraber | Biwobsiss | [ Arorceset | [flAmorcesenieng | gFNR
Harma Tel E-mal Chat Hiurmbn PR - . [T |
sz -4 - SDFDRes D gz | Bpace debb_tom
Aazeri x’ S0P DRee B 1 it
e ] H SOFDReD T
sigarit % 0 ifice § e
{ rieie J

14.Click the Privileges button.
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Genetal | ¢* Telephony |

Task types
[+ Telephony
Login name: |5|.|:|ewi:snr [JE-mai

[ Chat
[] Awtom, sign on through Windows user account

System name: |‘Sl.pmvisnr

Uszemame: |

Darnain/computer: |

Ahas: |

Language: | <System languages

|Sw:nwisnr

15.Select the Realtime Information and Supervisor Emergency check
boxes. Then click the OK button.
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Agent | Ul | E-Mail Configuration | Variables
Reporting Realtime Information Task Flow Editor | Others

[ Callback from call list [ Pick up call
[+ Delete from call list [v] Call Redirect
[w] Queue call Redirect

— T
[V Reakime information

[+] Remote functions [ Trunk realtime information
[+ Dut of office notice [ Agent History

= Supervisor
[7] Configuration [¥] Supervisor Emergency
[] Silent Monitoring (] Supervisor Assistance

16.Choose the OK button to close.

General | ¢ Telephony |

System name: |$-.pewisnr | Task pes
) , v Telephony
Login name: |Sl.|:lumnr | []E-mai

17.This process should be repeated for all Supervisors and all Agents that are
to use this feature.
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Part 2 - Agent Configuration

1. Select Go to followed by Ul config.

IP Office Contact Center

Goto Help

T
o
3
m

Telephony

Realtime information
Reporting

Adgent Status Reports
Contact Detail Reparts
Errar List

Cn:nnfiguratin‘n,/

Il config t
10 Task Flowe Editar

11 WR-Editar

12 Dialer

13 E-bdail configuration

14 Texthlock admin
15 Address book admin

[ I L e B L L T L L L

=

2. Select the Agent to which the changes will be made.

Ul configuration

System Agent
" Profile Administrator
3 Agentl
/.ﬁ.gentz
Agent3 )
Agentd ‘
Supervisar
s A e M._,*q“-t, At gl o -

3. If you are using profiles select which profile you wish to change.

Ul configuration

Systern
o Profile ‘*—‘-—_—-—-

Agent

Profile &
Agent Default
Supervisor Default

T e ettt L ke «"Mﬂ"*#“w*~r

IP Office Contact Center Telephony User Interface Configuration 02 2016 293



IP Office Contact Center Telephony User Interface Configuration

4. Deselect the Default check box.

Ul configuration for agent

Contact bar [ " " " "

|| Default

2w ailable elements: Selected elerments:

|— -

} 3 Up
1 code

#dd
J

Rermove
Answer
” Daown
Hold
-~
Call recarding on: A x

(element: recording)

show only authorized topics (element: Call)

[ Ok ” Cancel ]

5. Select the Emergency and the Silent Monitoring element, click the Add
button.
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Ul configuration for agent

Contact bar I " " " "

|| Default
Awvailable elements: Selected elements:
- J e
Coach up
1 Answer c
! T e
= [ 253 ]
’ L
B —
Emergency emove Dial
-
Cawn
DTMF
Hang up
P —
[ Ilfl I\-I
e - N -
SilarnHAAn
Zall recording on: A
(elernent: recording) -
[] show anly authorized topics (element: Call)

[ Cancel ]

—
(o]
o

-

6. The Emergency element is moved to the Selected elements panel.

Ul configuration for agent

Contact bar [ " H H H
|| Default
Available elerments: Selected elements:
- -
Up Extend Wrap
Coach Up
A
T Remove End Wrap Up
./";'\.
I'\ _/'I Ciown
SilentMaon. ] code
|
) ! F
Trnnle - Emergency (i -
Zall recording on: A
{element: recording) -
[] show anly autharized topics (element: Call)

[ Ok ” Cancel ]
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7. Click the OK button.

Il configuration for agent "Agent1”

Contact bar V11T ony | Autostart RT Information | Application | Realtim Han |
- [ | Default
Available alements: Selected alaments:
Up Separator
Coach
End Wrap Up
OTMF Rermove
@ Doowin
J code
Sdention.,
'
1)
e Emergency b

Call recording on: A
{element: recording) m
[] show only authorized topics (element: Call) \

‘* ok || cancel |

8. When the agent next logs in to the IP Office Contact Center User interface,

the new buttons will be visible.

AP Office Contact Contor

=)

9. The configuration is complete.
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An Example of the Supervisor Emergency feature in use

10.While Agentl is on a Call they can request assistance from a supervisor by
clicking the Supervisor Emergency button.

A IP Office Contact Center

Goto  Telephony Help 327 0:12 Agent1 (2800)

Angent Fortal

f
J 00:00:08

hd

DE) e (N 33 i)

0:06/ 0:00 Supervisor (2803) ~

Time Called address Original topic | Last topic Last agant Note Subject

m

Supervisor Emergency

12.The Supervisor can use their Right Mouse Button to select the Emergency
option and join the Call.
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0:07 7 0:00 Supervisor (2803)

Agent Portal

i

o ~ (1 M
vy
Dialed Topic Last Routed Topic B

Customer History

Time Called address Original topic | Last topic Last agent Hote Subject

m

< i | 3

Supervisor Emergency

Additional configuration parameters can be viewed from the Ul Configuration
dialogue box.

1. Select Go to followed by Ul config.

A P Office Contact Center

File Goto Help

2 Telephony
3 Realtime information

Reporting

Agent Status Reports
Contact Detail Reparts
Error List
CanigurﬁtV
Ul canfig

0 Tazk Flow Editor

&
1 MR-Editor
12 Dialer
3 E-Mail configuration
14 Textblock admin

(L L e B LS L

—

—

15 Address book admin
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2. In this example, Agent Karen has been selected. Double left click on the

agent’s name.

A |P Office Contact Center

File Goto Help

Agent Partal

f
J/

System
] Profile

Agent

Ul configuration

/'

T T T

Agent
'Administrator
lAlan
'Bob
'Dave
'Karen
'Scott

'Supervisor

3. The Ul Configuration dialogue box is displayed.

Ul configuration for agent "Karen

{
{
r

Contact bar [ ][

I

] Default

Available elements:

J code

J

Answer

Hold

m

Call recording on:
(elernent: recording)

Up

&dd

Rernowve

Crown

show only authorized topics (elernent: Call)

Selected elements:

[

o]’ ][ Zancel ]

4. To add additional elements to the Contact Bar, deselect the Default check

box.
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Ul configuration for agent "Karen™

Contact bar I " " " "

~| | Default

vailable elements: Selected elements:

| ! . %) .

} Emergency Answer

m

m
-
mnEm |
]

OTMF
P
®) -
N
SilentMon, Hang up
|/-_-L\|
| |
1 - '\,"/' -

Call recording an:
(element: recording)

[7] show only authorized topics (elerment: Call}

[ ok

” Cancel ]

5. Elements can be added for display and use in the Contact Bar.

Ul configuration for agent "Karen®

Contact bar |[T500) I Tappiication|

-[ | Default

Selected elements:

J/

Available elements:

Up
Coach i Answer o
i T o
H H
Rermowve
Emergency ¥ Dial
-~
Down
DTMF Hang up

) 1"

Call recording on:
(elerment: recording)

[ ] show only authorized topics (element: Call)

[ ok

==
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6. From the Home tab, files can be selected and assigned to be used as the
Home view.

Ul configuration for agent "Karen”

| I Home ([}

[l Default
ﬂCurrent homne area: /E}

File selection
MNarne a

SHDITIE_StEI'IdETd_dE [RO]

#Home_Standard_en
wHome_Standard_en [RO]

. 3

elect ‘ Cancel

Ul configuration for agent "Karen™

I

| Home | &

[ ] Default by
Current home area: Home_Standard_en [I] '

1

¥

b

T s, i U SN ¥ W l'!

7. From the Telephony tab, files can be selected and assigned to be used as
the Telephony view.

Ul configuration for agent "Karen”

Telephony |7

N

tlDefault

Current Telephony! Telephony_Standard_en E
N the Toreground with dialer calls
[#] Default

File selection
Current quick bar:

Marne &

New folder %Exampla Telephony View

&sﬁF\rstS:reen_Standard_de [RO;
[E] Quickbar_standard [RO]
S Telephony_Standard_en
“g Telephony_Standard_en [RO]

Ul configuration for agent "Karen™

[—][—[ Telephony [

[ Default

Current Telephany: Telephony_standard_en

[T in the foreground with dialer calls

T SRR P TR NI TR e PSP N

DIE . b

8. From the Autostart RT Information tab, monitor files can be selected.
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I l

Ul configuration for agent "Karen™

[ | Home |

L |Default
elected RT information

J Marme &
File selection

All realtime infern  pame &

Predefined Q!i:iNEW realtime infermaticn
Q!i:iNEW realtime information (2)

Autostart RT Information

Remove

3

e

i Select ]I Cancel ]

I oK ” Cancel ]

9. From the Application tab, the view can be selected that will be displayed
when a user signs into the IP Office Contact Center User Interface.
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Ul configuration for agent "Karen”

| Torne | l { Aspioation

|| Default

Active view when starting the application:

[Telephony -

Address book admin
Agent Status Reports
Chat

Configuration
Contact Detail Reports
Dialer

E-Mail

E-Mail configuration
Error List

Home

IVR-Editor

Realtime information
Reporting

Taszk Flow Edj

[}
Textblock admin
UI config
Wallboard

I oK ” Cancel ]

10.The format of the Realtime Information interface can be defined as required
from the Realtime Information tab.
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Ul configuration for agent "Karen

[ Il Il Il Il II Realtime information
- | Default
- Color configuration for grid elements
Agent status: Background: Text:
)
Break Time: [ ] [_]
Mon ACD active: [ ] [_]
Free: [ | (—
ACD active: [ ] [_]

[] Turn off flashing of the taskbar on realtime information alarms

An example of a configured Contact Bar is illustrated below.

A P Office Contact Center
File Goto Telephony Help

Agent Portal

Dialed Topic Last Routed Topic

Answer

Dial

Hang Up
Hold
Consultation
Transfer
Conference
Wrap Up

IOMMOO®>
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I. Extend Wrap Up
J. End Wrap Up
K. Job Code

Outgoing ACD Call — allows calls to be recorded in the database for reporting
purposes. A topic can also be selected against the outgoing call being made.
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Upgrading the IP Office Contact Center Client User Interface

Note: The Client User Interface software can be downloaded from the IP Office
Contact Center Administration Page Download Link. Click the Download link,
followed by IP Office Contact Center Client. Please refer to the IP Office Contact
Center Installation Task Based Guide for further details.

_I:I-

e@@ hitps://ipoce:28443/Administration/ O ~ @ Cﬂﬂil:dtumrﬁ”EIPOCC-Admini;tration Siv.. | |
AVAYA

IP Office

Contact Center Download = Certificate

IP Office Contact Center Client f——

IP Ofiice Contact Center Logs

The software can also be found on the IP Office Contact Center installation CD
within the Client folder or from Avaya’s Support Website. If in doubt, please check
with Avaya that you have the required version of software.

IP Office Contact Center Telephony User Interface Configuration 02 2016 305




IP Office Contact Center Telephony User Interface Configuration

To upgrade the IP Office Contact Center User Interface:

1. Check and make a note of the software version.

- Bl
# User Interface - Setup El;lg

AVAYA

IP Office Contact Center
User Interface

The setup will upgrade User Interface to version
9.0,2000, 1408,

Click Mext to continue or Cancel to exit the setup.
. ______________________________________________________________

Back [ Mext ] [ Cancel

2. Click the Upgrade button.

il '1
ﬁ' User Interface - Setup‘ El_lg
Ready to upgrade User Interface AVAyA

Click Upgrade to begin the upgrade to version 9.0,2000. 1406, Click Cancel to exit the
wizard.

[ Back ][ pgrade ] [ Cancel ]

b
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3. Select the Do not close applications. A reboot will be required. Click the
OK button.

rﬁ! User Interface - Setup M

Files in Use V
Some files that need to be updated are currently in use. A\ A \yA‘

The following applications are using files that need to be updated by this setup. You can let
Setup cose them and attempt to restart them or reboot the machine later.

Contact Center User Interface (CCUI)

(7 Close the applications and attempt to restart them.

i@ Do not dose applications. A reboot will be required.

_* Ok ] [ Cancel

4. The files are copied and the upgrade will proceed.
rﬁ‘ User Interface - SHUPA —|pi=}

Installing User Interface AVAyA

Please wait while the Setup installs User Interface.

Status:  Copying new files
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5. Click the Finish button.

—_— o

-
ﬁ' User Interface - Setup

AVAYA

IP Office Contact Center
User Interface
User Interface successfully installed.

Click the Finish button to exit the setup.

Back Cancel
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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
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Contact Store & Receptionist Console

34. IP Office Contact Store
35. IP Office Receptionist Console

Maintenance

36. IP Office Backup and Restore
37. IP Office System Status Application
38. IP Office Upgrade Guide
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