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Features

Here are some of the most frequently used CIC client features.

Configuration

e Configuration Options
Customize Columns
Customize the Toolbar
Desktop Alerts
Change View Layout

Personal Prompts

Ease of Use
e Auto Reconnect
e Automatic Updates
e Desktop Alerts
e Problem Reporter
e Shortcut Keys
e Status Bar

e Quick Call Rules

Information Organization

Call History
Directories
Directory Entries
Speed Dial Views
Queues

My Interactions

Interaction Management

e (Call Parking
Call Transfer
Camping
Conferencing
Fax

Interaction Notes
Personal Rules
Queue Control
Queue Monitoring

Voicemail
Voicemail Message View

SIP Audio
e S|P PC Audio
e Dial Pad
SIP Soft Phone

Provisioning Wizard

Status Management
o Status Notes
e Unavailable Status Reminder
e Auto Status Changer

Supervisor Features
e Coach an Interaction
e Display and Configure the Workgroup Statistics View

Integrations and Optional Components
e Integration to Microsoft Lync

12



e |Interaction Optimizer

Interaction Process Automation

Interaction Tracker
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Access Control Rights

Access Control rights allow or restrict access to certain objects within the CIC client and determine whether you can view or
modify those objects. Your CIC administrator assigns your Access Control rights. Contact your CIC administrator if you have
questions about your Access Control rights.

Account Codes

This Access Control right determines whether you can assign account codes to incoming or outgoing interactions. For more

information, see Understanding Account Codes; Assign Codes to an Interaction; Assign Codes to an Incoming Interaction; and
Assign Codes to an Outgoing Interaction.

Attendant Profiles

These Access Control rights determine which Interaction Attendant profiles are available as transfer destinations in the Transfer
dialog box. This controls whether you can transfer an interaction to a specific Interaction Attendant Profile. For more information,
see Transfer a Call to an Attendant Profile.

Client Buttons

Your CIC administrator can create custom buttons for the Queue Control toolbar. This toolbar appears on the My Interactions view
and other queue management views.

Directory Status

This right controls which status columns you can choose to display in a Directory view. For more information, see View Another
User's Status and Add or Remove View Columns.

General Directories

This right controls which General Directories you can choose to display.
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Interaction

These rights control whether you can use specific types of pre-defined responses from a system-wide Response Management
library named "Interactions." This library exists only in systems upgraded from previous releases where the administrator decided to
retain the library. For more information, see Working with Response Management for details.

Phone Number

These rights control which types of phone numbers you can call, use as follow-me numbers, use as a forwarding number, or employ
in the Telephone User Interface (TUI). Your CIC administrator classifies phone numbers into types such as Blocked, Emergency,
Local, and Long Distance.

Note: These rights are checked whether you set up Follow-me numbers in the CIC client or via the TUI.
For more information about setting up Follow-me numbers via the TUI, see the Telephone User Interface

User’s Guide or Quick Reference Card in the PureConnect Documentation Library

Note: These rights are checked whether you set up Forwarding numbers in the CIC client or via the TUI.
For more information about setting up Forwarding numbers via the TUI, see the Telephone User
Interface User’s Guide or Quick Reference Card in the PureConnect Documentation Library.




Plug-ins

This right controls which plug-ins you can add to the CIC client to provide extended functionality.

Processes

These rights apply to Interaction Process Automation and control which IPA functions you can use. They are independent of each
other, not cumulative like IPA licenses.

Note: You automatically have view rights to any process you launched.

Note: Processes are created in the IPA Designer and must be published before you can launch them.

Note: Processes are created in the IPA Designer and must be published before you can start them.

Note: IPA Monitor is a separate application and is not part of the CIC client. It is an IC Business Manager
module that an administrator can use to monitor, track, or interact with running process instances. For more
information, see the Interaction Process Automation Monitor Help.

Queue Columns

Queue Column rights determine which columns you can display in a queue view or use in a response macro.

e Account Code e Queue

e ACD Wait Reason e Recs

e Agent Score e Security

e Associated Process | e State

e Attachments e Station

e Chat Response Time | e Subject

e Customer Score e Time in Status

e Details e Time in Workgroup Queue
e Duration o User

e Importance e Work Item Category
e Interaction ID e Work Item Created On
e Line e Work Item Description
e Lstns e Work Item Due Date
e Name e Work Item Error

e Number e Wrap-Up Code

e Process ID
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Response Management

This right determines which system-wide Response Libraries you can see and use in the CIC client. For more information, see
Working with Response Management.

Note: These libraries are also called Response Management server documents in Interaction Administrator.
Each of these libraries can contain multiple items such as text messages or stored files.

Station Queues

These rights control which Station Queues you can display and work with in the CIC client.

Stations

Typically, you always log on to one, specific CIC station that belongs to you. However, if there is a need, you can be assigned the
right to log on to other CIC stations.




Status Messages

To use a specific status, you need the appropriate View Status Message right. The CIC administrator can assign this right to all
members of a specific workgroup, all users in a certain role, or selected users. These rights determine the status settings available
when you Set Your Status or Set Another User’s Status.)

User Queues

These rights control which User Queues you can display and work with in the CIC client.

' Note: My Interaction Rights determine your ability to modify and monitor interactions in My Interactions. '

Users

These rights control whether you can Set Another User’s Status or display the Interaction Tracker Related Items view.

Workgroup Queues

These rights control which Workgroup Queues you can display and work with in the CIC client.
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Workgroups

These rights control which workgroup directory views you can add to the CIC client and which workgroups can appear in the
Workgroup Queue view.

Related Topics
Security Rights
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Security Rights

Security rights control your access to certain CIC client features and determine the actions you can perform. Your CIC
administrator assigns your Security rights. Contact your CIC administrator if you have questions about your Security rights.

Client Rights

These rights determine which actions you can perform in the CIC client.




Interaction Command Rights

These rights determine which buttons can appear on the Queue Control Toolbar, or in the toolbars for the Callback window, Chat
window, Email Window for Incoming Messages, Email Window for Outgoing Messages, or the Windows 7 Thumbnail. Also, they

control whether a command appears on the interaction shortcut menu and whether it is available via a keyboard shortcut.




My Interaction Rights

These rights determine the actions you can perform in My Interactions.

Access Control rights determine which actions you can perform on other queues you have the rights to display:
e To Disconnect, Hold, Mute, Pickup or Transfer interactions, you need the appropriate Modify Station Queues, Modify User
Queues, or Modify Workgroup Queues Access Control rights.

e To Coach, Join, Listen or Record interactions, you need the appropriate Monitor Station Queues, Monitor User Queues, or
Monitor Workgroup Queues, Access Control rights.

Note: The actions you can perform in the Callback window, Chat window, Email Window for Incoming Messages, Email Window
for Outgoing Messages, and the Windows 7 Thumbnail depend on the queue where the interaction is currently. For example, if
the Chat interaction is in your My Interactions queue, the actions you can perform in the Chat window depend on these My
Interaction Rights. If the Chat interaction is in another queue, then the actions you can perform depend on whether you have the

appropriate "Modify" or "Monitor" rights on that queue.
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Interaction Optimizer Rights

Tracker Policy Rights

User Rights




Related Topics
Access Control Rights
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What's New in Interaction Desktop

Genesys introduced the following changes and enhancements in Interaction Desktop releases.

2019 R4

e PureCloud Bridge Replacement

Beginning with CIC 2019 R4, the PureCloud for CIC integration was renamed to Genesys Cloud for PureConnect. The new Cloud
Bridge subsystem is a replacement for the Bridge Server platform previously used for integration with Genesys Cloud. For more
information, see the configuration details in the Interaction Administrator help and the Genesys Cloud for PureConnect
Administrator's Guide in the PureConnect documentation library.

2019 R3 Patch 04

e PureCloud Directory view
The PureCloud Directory view is no longer available or supported as of 2019 R3 Patch 04.

2019 R3 Patch 03

e Improved Accessibility Compliance

Interaction Desktop now includes accessibility compliance enhancements based on AODA-UK (Accessibility for Ontarians with
Disabilities Act) guidelines. The views with improved accessibility include the main screen, My Interactions, Interaction
Information, Call History, Company Directory, and the Log On dialog box.

You can perform all essential agent tasks using the keyboard and a screen reader. Tab across views, toolbar buttons, menu bar,
and the status bar in sequence. Within a view, a user can tab to buttons in sequence. Access to all controls is available from
the keyboard. See Accessibility Compliance for details.

The JAWS (Job Access with Speech) screen reader provides speech output when needed. This includes text-to-speech output
for:

New call alerts

Input control names and descriptions

Types of values such as Server Name or Remote Number required in text boxes and other input controls
Entries in text boxes

Names of enabled buttons or other controls in a toolbar, the kind of operation each performs, and the button's associated
tooltip

Failed logon attempt announcement including a description of the issue, such as invalid credentials
e The content of screen pop-ups and notifications

e Title of a dialog box or pop-up and the names of its available buttons

e The number of results for a search in the Company Directory or Call History view

When you use the accessibilitycompliant=true command line argument or server parameter, these additional enhancements
are available:

e Bold letter names and highlighted command buttons assist users with partially impaired vision to distinguish between
enabled and disabled command buttons.

e The screen reader fully describes a selected interaction (name, number, state, and so on).
e If a search fails to find matching records, the screen reader announces that no records were found.

2017 R3

e Email Editor improvements

An improved Email Editor gives you enhanced text formatting controls, improved memory usage, and stability. You can now
preview email messages and create a reply in the same view. You can display the Email Editor in multiple workspaces.

2017 R1
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e Response Management shortcuts and alternate languages.

To use Response Management shortcuts with certain alternate languages in Windows, such as Chinese Simplified PRC, you
can now press Ctrl+Alt+Space instead of pressing Ctrl+Space. For some alternate languages, Ctrl+Space changes the

language setting.

2016 R4

e Enhanced Password Requirements

Your CIC administrator has new Password Policy options that may require you to use a minimum number of upper and
lower case letters, numbers and even special characters in your CIC password. New Password Policy restrictions can also
prevent you from using your phone extension or reverse extension as a CIC password.

e PureCloud for CIC

PureCloud for CIC is a cloud collaboration, communications, and customer engagement platform that takes full advantage
of the distributed nature of the cloud.

If your CIC administrator enables PureCloud for CIC, you can experience the collaborative features of PureCloud. PureCloud

for CIC brings users together in a single environment that allows for seamless communication between CIC and PureCloud
users by automatically synchronizing CIC and PureCloud user information.

o SMS Text Message Improvements

CIC now links the original text message with a reply and preserves the entire SMS text conversation. Improved SMS routing
can route replies to the original agent or use keywords to route the reply to another agent or queue. Agents select SMS
brokers when they initiate a text message conversation. Using the appropriate broker enables you to take advantage of
lower rates for person to person outbound messages. Also, the CIC administrator now has the option of using Interaction
Tracker to track SMS text messages.

2016 R3

o Shortcut menu option for adding a new view

Add a new view by right-clicking a tab or next to a group of tabs in the area where you want to add a view and click New
view.
e Snippet Recordings

If you have the appropriate license and rights, you can use the new Snip button to create SASF (Secure Authenticated
Stream Format) interaction recordings. These recordings are stored in the CIC database. For more information about the

difference between Ad hoc and Snippet recordings, see Recording Types.

Note: Snippet recordings of email interactions are available only if your CIC administrator separately enables this
feature. Snippet recordings of email interactions are not available by default.

e Microsoft Lync Integration

Customer Interaction Center now supports integration to Microsoft Lync Server 2013 and Skype for Business Server 2015.

Important: In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of
Microsoft Lync or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the
Lync Embedded Client and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business
user.

2016 R2

e Email Editing Toolbar

Two versions of the editing toolbar are now available when you reply to an HTML Email message. Your CIC administrator
can enable you to use either the MSHTML toolbar or the Telerik toolbar.

Important: If your CIC administrator configures your CIC client to use the MSHTML toolbar, the Email Editor and Email
Preview are unavailable. You can use the Email Window for Incoming Messages and Email Window for Outgoing
Messages to view and respond to your email messages.
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e Microsoft Lync Integration

Lync Server 2010 is no longer supported for the Microsoft Lync Integration.

2016 R1

e Select a Language

If your CIC administrator installed the appropriate language pack on the CIC server, you can select a language other than
English for the Interaction Desktop interface and help.

2015R3

Interaction Desktop GA release.
e |cons

The toolbar and view icons have a new, more modern appearance.
e Quick Keys

Personal keyboard shortcuts are available to all Interaction Desktop users, not just Operator Console users.
o Text Messages

Interaction Desktop now supports text messages.

2015 R2

Interaction Desktop continued to be available only in beta release.
e Email Editor

You have improved controls for formatting and spell-checking email messages. To look up customer records by email
address, you can also copy and paste addresses from the email reply address fields to a third-party CRM system.

o Response Management

The My Responses Editor has improved controls for creating and formatting your stored responses. The new controls
enable you to insert tables and spell check your response text. You can now sort stored responses by Date Added or Name
in the My Responses window.

You can use the Inherited font in a stored response. When you use a stored response created with the Inherited font, it
adopts the font and font characteristics (size, color, and so on) of the text immediately preceding it in your email message.
However, when you insert a response that has a selected font and other font characteristics, then the stored response
appears as originally formatted.

2015 R1

A limited beta release of Interaction Desktop.

Related Topics
Email Editor
Genesys Cloud for PureConnect
Quick Keys
Reply to an HTML Email Message
Working with Response Management
Working with Text Messages
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Interactive Update

If your CIC administrator uses Interactive Update to apply software updates to client workstations, you may see an Interactive
Update icon in your Windows notification area. The Interactive Update application displays different icons, messages, and dialogs,
depending on how Interactive Update has been configured to download and apply updates. Typically, the updates are applied
automatically, with little or no user interaction needed. For more information, contact your CIC administrator.
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Accessibility Compliance

Interaction Desktop includes some accessibility compliance enhancements based on AODA-UK (Accessibility for Ontarians with
Disabilities Act) guidelines.

Getting Started

To use the accessibility enhancements:
e Start the JAWS screen reader before starting Interaction Desktop.
e Optionally, use the accessibilitycompliant=true command line argument or server parameter.

When you set accessibilitycompliant to true:
e Enabled toolbar button names appear in high contrast, making them easier to see and read.
o The screen reader fully describes a selected interaction (name, number, state, and so on).

Note: Accessibilitycompliant defaults to "false." In that case, the screen reader describes a selected interaction only by
number; for example, 1 of 3.

e If a search fails to find matching records, the screen reader announces that no records were found.

The PureConnect administrator can set accessibilitycompliant as a server parameter. Server parameters affect all Interaction
Desktop users in all future sessions. Or, you or your administrator can set accessibilitycompliant as a command line argument. You
use a command line arguments when starting Interaction Desktop, typically in a Windows shortcut. See the following example. A
Windows shortcut affects only the current user in the current session.

' Note: The command line argument overrides the server parameter setting. '

Example: "C:\Program Files (x86)\Interactive Intelligence\ICUserApps\InteractionDesktop.exe" -
accessibilitycompliant=true

Menu Bar

There are two ways to access menu commands. Use any of the Command and menu shortcuts listed in Shortcut Keys. Or do the
following:

1. To move to the menu bar, press Alt+F.
2. To select a menuy, use the Right and Left arrow keys.
3. To select a menu item, use the Up and Down arrow keys.

Set status

You can also set your favorite status for quick selection. For more information, see Fast Status Buttons.
1. To reach the My Status drop-down list, press Alt+S.
2. To open the My Status drop-down list. Press Enter.
3. To select a status, use the Up or Down arrow keys and then press Enter.
4. To Set Status details, press Tab.

Shortcut Keys

Interaction Desktop has a full complement of keyboard shortcuts for many functions. For example, press Alt+F+0 to open the File
menu and select Logoff. Or you can select a Directory entry and press Shift+Enter to dial the contact's default number. For a
complete list, see Shortcut Keys.

Quick Keys

You or your CIC administrator can assign personal keyboard shortcuts called Quick Keys. Quick Keys are key combinations like
Alt+1 which enable you to navigate to a specific view. These views include My Interactions, Interaction Information, Call History, and
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Company Directory.

To view or configure Quick Keys, press Alt+W and use the Down arrow key to select Quick Keys, then press Enter.

Move within a view

Grids are present in My Interactions, Call History, and Company Directory
e To select arow in a grid, use the Up and Down arrow keys.
e To select a column in a row, use the Right and Left arrow keys.

Toolbar button

Select an interaction or a contact to ensure it has focus, then press the shortcut key combination for the toolbar button.

My Interactions

To select an interaction, use arrow keys.
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Report a Problem

l Requirements: The Problem Reporter security right enables you to report a problem. l

The Report a Problem option enables you to report a problem to your support representative. The Problem Reporter automatically
creates an email message and addresses it to your designated representative. The Problem Reporter also uploads a copy of your
CIC client logs and, optionally, a screen capture of your desktop to your organization's CIC server.

enhancements, see Feedback and PureConnect Customer Care.

l Tip: For more information about accessing technical support, submitting product or documentation feedback, or request l

To report a problem:
1. From the Help menu, choose Report a Problem.

Result: The Problem Reporter dialog box appears.

2 Problem Reporter [e= ]

Report a problem using Interaction Desktop
Subject:

Description:

Screen capture: & screen capture has been taken of your desktop,

Include screen capture in the problem report

Submit Cancel

2. In the Subject text box, type a short description of the problem.

' Note: This text becomes the subject line of the email sent to the support representative. '

3. In Description, describe the problem in greater detail. Supply other useful information or comments.
4. Optionally, clear the Include screen capture in the problem report check box.

Tip: Clear this check box if sensitive information appears on your desktop or if you have other security concerns about
a screen capture.

5. Click Submit.

Result: An email message is sent to your designated support representative. A copy of your CIC client logs and, optionally,
a screen capture of your desktop, is uploaded to your CIC server.
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Genesys Cloud for PureConnect features

PureCloud for PureConnect is a cloud collaboration, communications, and customer engagement platform that takes full advantage
of the distributed nature of the cloud.

If your CIC administrator enables Genesys Cloud for PureConnect, you can experience the collaborative features of PureCloud.
Genesys Cloud for PureConnect brings users together in a single environment that allows for seamless communication between
PureConnect and PureCloud users by automatically synchronizing user information.

The Collaborate button enables you to access PureCloud in a browser and chat with PureCloud users or share files. You can search
for individuals and groups in your organization. You can also complete your PureCloud profile.

Related Topics
PureCloud

PureCloud

Here are a few things you can do in PureCloud:
¢ Profiles - Complete your profile — add contact information, photo, and so on. Set your status.
Search - Search for individuals and groups in your organization
Chat — Send messages to individuals and groups
Hierarchy views — Browse the structure of your organization
Documents — Store, organize, and share files with other users

Start PureCloud

If your CIC administrator enabled Genesys Cloud for PureConnect, a Collaborate button appears in the CIC client.

Click the Collaborate button.

=T

File Edit View Workspaces Options Tools Tracker Window Help
: 7:06:12 (9 Avaiable, NoACD ¥ | -0 * | @ Collaborate

PureCloud appears in a new browser tab. You log on automatically to PureCloud.

' Tip: If a splash screen appears, double-click Collaborate/Communicate. '

Use PureCloud

For more information about using PureCloud, click the Help button on any page or go to the PureCloud Resource center at

https://help.mypurecloud.com/articles/purecloud-collaborate-features/. The Resource Center contains help topics and also

enables you to access articles, videos, FAQs, and more. It is the home of all PureCloud instructional and educational information
about the many features in Genesys PureCloud.
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Using Mini Mode

l Requirements: The Mini Mode Security right enables you to display the CIC client Mini Mode.

Citrix: If you run Interaction Desktop in a Citrix environment, Mini Mode leaves some artifacts on the screen when the client
collapses after a period of inactivity. Your CIC administrator can contact Genesys PureConnect Customer Care for information
about a workaround.

The CIC client Mini Mode provides a compact view of your current interactions.

Mini Mode Special Features

e Two Views

You can use the CIC client Mini Mode in either the micro view or the mini view. The micro view displays your current
interaction and its state. You can use the mini view to manage any non-work item interaction in your My Interactions queue.

Managing Mini Mode Views

It is easy to switch back and forth between the mini and micro views or change to the standard view. You can snap or pin
the Mini Mode view. The Mini Mode view can reappear automatically when a new interaction arrives in your queue.

A Client Template can also automatically display Mini Mode immediately after an agent logs on.
e Managing Interactions

The Mini View of the CIC client Mini Mode provides the information and tools that enable you to handle your non-work item
interactions. The Micro view enables you to monitor your current interaction.

Making a Call

The Call Control button in the Mini View is similar to the one in the complete CIC client. However, it also provides a
powerful a search feature that eliminates the need for you to switch to the complete CIC client to look up most phone
numbers. This search feature enables you to search the Company Directory for phone numbers by user or workgroup name.
It simultaneously searches your Call history and list of recently dialed numbers.

Setting Your Status

You can set your status in the Mini view, using either the Status list or Fast Status buttons.

Related Topics

Making a Call in Mini View
Managing Interactions in Mini View
Managing Mini Mode Views

Mini Mode Views

Setting Your Status in Mini View

Mini Mode Views

Requirements: The Mini Mode Security right enables you to display the CIC client Mini Mode. The same rights that control the

Queue Control Toolbar in the complete CIC client apply to the Mini view toolbar. Interaction Command Rights determine
which buttons appear on the Queue Control toolbar. My Interaction Rights determine the actions you can perform.

The CIC client Mini Mode has two different views.

Micro View

The Micro view displays a description of your current interaction and an icon indicating its state. It is a simple and convenient way
to monitor your current interaction. The Micro view is the default view for the CIC client Mini Mode. It appears when you switch
from the complete CIC client to Mini Mode and whenever you remove focus from the mini view. You cannot manage an interaction
from this view.




l Tip: To manage an interaction, point to the micro view. It expands to the more detailed mini view.

IGT::': Wfeather Line at (3170 222-2222

Mini View

The Mini view enables you to manage the interactions in My Interactions (your user queue). You can also use this view to change

your status and set status details. Other controls in this view enable you to make a call, check the number of your unheard voice

mail messages, and switch to the complete CIC client view.

Note: The behavior of this view conforms to your configuration settings for the Auto Select Interactions After Disconnect
elect New Outgoing Interactions, and Hide Disconnected Interactions options.

S

& Interaction Deskkop

EA
K

&

Fram: Tasker, Noreen (5 215951
Mext user conference Q Marketing

@QoE 2 om0 anal- S

n &yvailable - B |£||E”E|

1 Show in Click this control to switch from Mini Mode to Interaction Desktop.
Standard
Mode

2 Make Call Click this button to make a call. For more information, see Making a Call in Mini Mode.

l Tip: You can also press Alt+M to display the Make Call box. '

3 | Change Use this section to set your status and provide status details. For more information, see Setting Your
Status Status in Mini Mode.

4 | Queue The queue control toolbar uses the same layout that you configure for the My Interactions view in the
Control standard CIC client. This toolbar includes any Custom Buttons you have added to the My Interactions
Toolbar queue control toolbar.

Tip: Click the down arrow at the end of the queue control toolbar to display any buttons that do not fit
space available.

5 Interaction This section displays details about your current interaction. It includes an icon indicating the type of
Details interaction and its connection state.
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Navigation

Navigation controls appear only when you have more than one non-work item interaction in your queue.
Use the navigation arrows to scroll the interaction display. A text box displays the total number of
interactions in your queue and the order of the currently displayed interaction in your queue.

Tip: To navigate to your active call, right-click the currently selected interaction and click the Go to
Active Call button. The current call is either your currently connected call or the first alerting call. The
Go to Active Call button does not apply to other types of interactions.

Marketing
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i
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Help

Click this control to display help.
Click and hold this control to display links to the Help Index, Tips and Tricks, Genesys websites, a
Feedback form, and the About dialog box.

ark Help Index

Tips and Tricks

Interactive Inteligence  k

Abouk

Minimize

Click this control to minimize the CIC client Mini Mode to the Windows taskbar.
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9 | Close To minimize the CIC client Mini Mode to the Windows taskbar, click this control (x) or click and hold this
control (x) and then click Close.
l Note: Closing Mini Mode does not exit the CIC client application.
To exit the CIC client application, click and hold this control (x) and then click Exit
o If you are working in Template mode, to save a template that automatically opens Interaction Desktop in
Mini Mode view, click and hold this control (x) and then click Exit Template Mode.
Close
Exit
Exit Template Mode
Related Topics

Making a Call in Mini Mode
Managing Interactions in Mini Mode
Setting Your Status in Mini Mode
Using CIC client Mini Mode

Using Mini Mode
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Managing Mini Mode Views

This topic describes basic tips for managing CIC client Mini Mode views.

Displaying Mini Mode

To display the CIC client Mini Mode, do one of the following
e In Interaction Desktop, click the Show in Mini Mode control.

INEEl

Result: The Mini view appears.
e Point to the Micro view.

|°TD: Wifeather Line at (317) 222-2222

Result: The Mini view appears for as long as you point to it.

Switching to Interaction Desktop

To switch from Mini Mode to Interaction Desktop:
e In the Mini view, click the Show in Standard Mode control.

Snapping and Pinning
Use any of these techniques to position or hide the CIC client Mini Mode.

e Drag and drop the Mini view to the top edge of your Windows desktop.

Result: The Mini view changes to the Micro view and disappears.
e To recall the view, point again to the top edge of your Windows desktop. Then drag and drop the view to another location on the
desktop.

e After dragging the Mini view to the top edge of your Windows desktop, click the Pin control.

Result: The Mini view changes to the Micro view and remains displayed at the top edge of your Windows desktop.

Popping

If you configure the CIC client to pop when a new interaction arrives, the Mini view reappears automatically when a new interaction
arrives in your queue. Popping occurs even if you are already displaying the Mini Mode client, have hidden it at the top edge of your
Window desktop, or minimized it to the Windows taskbar.

The Mini view remains displayed until you move the mouse pointer over it. Then it returns to its previous state.

Related Topics
Making a Call in Mini View
Managing Interactions in Mini View
Mini Mode Views
Setting Your Status in Mini View

Using Mini Mode
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Managing Interactions in the Mini View

The Mini View enables you to manage your non-work item interactions in a compact interface.

l Note: You can pick up a work item interaction in Mini Mode. This action switches you back to full Interaction Desktop mode. '

&r Interaction Desktop
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' Note: The tools and controls available in the Mini view are described in Mini View. '

Some things to note are:
e The Mini view displays the interactions that are in your My Interactions view.

e To pick up an interaction or perform some other action, first select the interaction. In the Mini view, the currently displayed
interaction is the selected interaction.

Tip: To navigate to your active call, right-click the currently selected interaction and click the Go to Active Call button.
The current call is either your currently connected call or the first alerting call. The Go to Active Call button does not
apply to other types of interactions.

Marketing
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e |f you have more than one interaction in your queue, use the navigation controls (up and down arrows) to scroll the display. The
text box near these navigation controls displays the total number of interactions in your queue and the order of the currently
displayed interaction in your queue.

e The Queue Control toolbar buttons in the Mini view are the same ones configured to appear in the My Interactions toolbar in the
complete CIC client. The Mini view toolbar also includes custom buttons available in the My Interactions toolbar.

e The same rights that control the Queue Control Toolbar in the complete CIC client apply to the Mini view toolbar. Interaction
Command Rights determine which buttons appear on the Queue Control toolbar. My Interaction Rights determine the actions
you can perform.

e The same complete CIC client licensing requirements and rights requirements apply to any actions you take in the CIC client
Mini Mode.

o After you select an interaction and click a toolbar button in Mini Mode, you follow the same procedures for handling
interactions as you do in the complete CIC client.

Related Topics
Making a Call in Mini View
Managing Mini Mode Views
Mini Mode Views
Setting Your Status in Mini View
Using Mini Mode
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Making a Call in the Mini View

The Call Control button in the Mini View provides a powerful a search feature that eliminates the need for you to switch to the full
the CIC client to look up most phone numbers. It searches the Company Directory for phone numbers by user or workgroup name. It

simultaneously searches your Call history and list of recently dialed numbers.

To make a call in the Mini view:
1. Do one of the following:
e Click the Make Call button.
e Select the Mini view and press Alt + M.

Result: The Make Call control appears.

Do one of the following:

e Type a complete telephone number in the empty drop-down list and click the Call button.

e Type part of a name or number in the empty drop-down list. Click one of the matching entries or use your keyboard to select an

entry and press Enter.
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l Tip: Click the X to clear your entry and start another search.

Related Topics

Make a Call using the Enter a name or number to dial field

Managing Interactions in Mini View
Managing Mini Mode Views

Mini Mode Views

Setting Your Status in Mini View

Using Mini Mode
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Setting Your Status in Mini View
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It displays your status as the selected item.

Select the My Status drop-down list to see the list of selectable statuses.
Select a status from the My Status drop-down list to change your status.
Click one of the Fast Status buttons to change your status.

Additionally, the Set status details link next to the My Status drop-down list opens the same Set Status dialog box as in the
complete CIC client.

Related Topics

Fast Status Buttons

Making a Call in Mini View
Managqing Interactions in Mini View
Managing Mini Mode Views

Mini Mode Views

Set Status Details

Using Mini Mode
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Using the Operator Console

Requirements: The user or station needs a special license to run the CIC client in Operator Console mode. This Operator
Console license is available for an additional fee.

Operator Console is a specialized version of the CIC client. It is designed specifically for receptionists, company operators and
other personnel who direct the flow of a large number of calls. The Operator Console also works well for contact center
dispatchers. Along with all the standard features in the CIC client, users have specific functionality tailored to their needs.

You can quickly identify whether you are using Operator Console by looking for the words "Operator Console" in the window title.

2 Interaction Desktop - Operator Cansale EI@
File Edit “iew ‘Workspaces Options Tools  Tracker  Window  Help
5 Days 11532 Q Huailable = |E]|§]|I__,]E] -Rd Workgroups v| ‘ v|___

Operator Console Special Features

e Rapid Transfer

Transfer a connected call by typing the number or by selecting a directory entry and pressing Enter.
e Call Transfer Shortcut Keys

Use keyboard shortcuts to transfer a call to any of the phone numbers available for a directory entry.
e Additional Keyboard Shortcuts

Press Enter to toggle a connected or alerting call between connected and hold states. Or press Shift+Enter to dial the
default number for the currently selected directory entry.

o Whisper Mode

Add yourself to an agent'’s interaction and talk to the agent without the customer knowing.

Help for Operator Console Users

Special features that are available only to Operator Console users are identified by notes in the help, as in the following example.

Operator Console: Typing numbers while you have a connected call selected initiates a call transfer. For more information, see
Rapid Transfer.

Call Transfer Shortcut Keys

Requirements: Your rights determine the actions you can perform on interactions. This includes using shortcut keys. You
need the Transfer Interactions Security right to transfer interactions in My Interactions. Access Control rights determine
which actions you can perform on other queues you have the rights to display. To Transfer interactions, you need the
appropriate Modify Station Queues, Modify User Queues, or Modify Workgroup Queues Access Control rights.

Call Transfer Shortcut Keys are reserved for Operator Console users. However, all users can employ the standard shortcut
keys for navigation, queues, and directories. For more information, see Shortcut Keys.

Transferring a call without speaking to the intended recipient is called a blind transfer. Use a blind transfer if you do not need to
speak with the recipient before transferring the call. If the intended recipient does not answer, the call is sent to the recipient’s
voice mail.

Transferring a call after speaking with the intended recipient is called a consult transfer. Use a consult transfer if you need to speak
with the recipient before transferring the call. If the intended recipient does not answer the phone, you can resume your
conversation with the caller, transfer the call to the intended recipient’s voice mail, or transfer the call to another person.

To transfer a call by selecting a directory entry:
o Select a call, then select a directory entry and press Enter.
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Result: This transfers the selected call to the default phone number or extension for the selected directory entry.

To use any of the following shortcut keys:
1. Select a connected call.
2. Select the appropriate directory entry.
3. Press the shortcut key combination to transfer the call to one of the alternate configured numbers for the user.

Example: To transfer a currently selected call to a user’'s mobile phone after talking to the intended recipient, select the
directory entry for the desired recipient, press and hold Ctrl and Shift and then press I.

Tip: To view the call transfer shortcut keys while working with a call, right-click a directory entry, select Selected Interaction and
then click Transfer to other number or Consult transfer to other number. Shortcuts that are dimmed are unavailable for the
current directory entry.
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Operator Console Keyboard Shortcuts

I Requirements: These features are reserved for Operator Console users.

Operator Console users can use these keyboard shortcuts.

Related Topics
Using the Operator Console

Rapid Transfer

Requirements: This feature is reserved for Operator Console users. For standard CIC client users, typing a number while a call
is selected pops the Dial Pad. For more information, see Using the Dial Pad.

Operator Console users have two quick and easy ways to transfer calls.

To transfer a call by typing a number:
1. Select a call and then start typing the extension number or phone number of the person to whom you want to transfer the call.

Result: This automatically opens the Transfer dialog box and displays a drop-down list of choices.
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Tip: If the drop-down list does not contain the recipient you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

2. From the drop-down list, do one of the following:
e Select "Dial [your entry] as Digits" to convert a text entry into numbers.
e Select the appropriate name and associated extension number.

Result: If the intended recipient is a CIC user, status information for the selected CIC user appears. It shows whether or not
the transfer recipient is logged onto the CIC client and is able to accept the transferred call. This can help you decide what
kind of call transfer to use.

3. Optionally, if you selected a CIC user as a recipient, do one of the following:
e Select the Override Call Forwarding check box to transfer the call to the CIC user’s extension.

Result: CIC disregards any forwarding phone number set for this CIC user in Call Coverage settings or Set Status
Details.

e Clear the Override Call Forwarding check box to transfer the call to the extension or phone number currently preferred by the
CIC user.

4. Click the Transfer button.

Result: The transferred call disappears from My Interactions or other queue and is routed to the selected recipient.

To transfer a call by selecting a directory entry:
e Select a call, then select a directory entry and press Enter.

Result: This transfers the selected call to the default phone number or extension for the selected directory entry.

Other Call Transfer Options

Operator Console users can also employ any of the standard methods for transferring a call.
e Transfer a Call Using a Transfer Button

Transfer a Call to a Directory Entry

Transfer a Call to a Workgroup

Transfer a Call After Consulting the Recipient

Transfer a Call Without Consulting the Recipient

Transfer a Call to Another Person’s Voicemail

Transfer a Call to Your Voicemail

Park a Call on Another Person’s Extension

Drag and Drop a Call on a Name in a Directory
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Related Topics
Using the Operator Console

Whisper Mode

Requirements: For information about required rights, see Whisper. Whisper Mode is reserved for Operator Console users.
Other CIC client users can employ the supervisory Coach feature, if they have the appropriate rights.

Use Whisper mode to add yourself to an agent’s interaction on any queue you have permission to monitor. This enables you to talk

to the agent without the customer knowing. The agent can hear your side of the conversation, but the customer cannot.

Tip: If the agent presses the Mute button while you are "coaching" the agent, the customer no longer hears the agent but the
agent can continue to converse with you. The Mute button does not affect the audio between the agent and the coach.

To coach an agent on an interaction:
1. Make sure you have permission to monitor a specific queue.
2. Highlight the interaction you want to join and click the Whisper Button or press Ctrl+W.

Result: The Listen button is activated on your client. An icon appears in the agent’s Lstns column in My Interactions.

Note: You are now connected to the agent’s interaction, enabling you to convey information to the agent without the
other party knowing. The agent can hear your side of the interaction, but the other party cannot.

' Tip: To disconnect the session, click the Listen button.

Related Topics
Join an Interaction
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Using Views and Dialog Boxes

This section provides links to information on dialog boxes, views, toolbars, and shortcut keys in the CIC client.

e About dialog box

e (Call History

e Camp Desktop Alert

e Change View Layout
Configuration Dialog Box

Dial Pad

Directories

Directory Properties Dialog Box
Fax Viewer

Interaction Properties Dialog Box
My Interactions

Queues

Set Status Dialog Box

Shortcut Keys

Supervisor Client Memos
Transfer Dialog Box

Windows 7 Jump List

Windows 7 Thumbnail
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About dialog box

To access the About - Interaction Desktop dialog box:
e From the Help menu, select About Interaction Desktop.
The About - Interaction Desktop dialog box displays:

e Current version number

e Information about included third-party software

e Links to websites for PureConnect Customer Care, Interactive Community, and Product Feedback.

e Alink to the Microsoft System Information window which displays information about the configuration of your system.

Interaction Desktop

CIC 2018 R1

Copyright © 1997 - 2017
All Rights Reserved.

Genesys

Additional License Infarmation

Warning: this computer program is protected by copyright law and international treaties.
Unauthorized repreduction or distribution of this program, or any portion of it, may result
in severe civil and criminal penalties, and will be prosecuted to the maximum extent
possible under the law.

Patent: www.inin.com,/patents

Support Community Feedback System Info

Related Topics
Feedback and PureConnect Customer Care

Call History

The Call History view displays a listing of your incoming and outgoing calls.

Some of the call information available includes Start date and time, End time, Number, Name, and Disposition as shown below. By
default, the newest call appears first, but you can sort this view by clicking on any column heading. Your preferred sort order is used
anytime you view Call History.

Tip: You can copy the details of a selected interaction to the Windows clipboard. For more information, see Copying
Information to the Clipboard.
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Disposition e Answered: An incoming call that was answered.
e Called: An outbound call.
e Missed: An incoming call that was not answered.
e Unknown: This is displayed if the server has no information on whether the call was inbound or
outbound (i.e. N.A.).
Name The name of the caller or the person called as found on the CIC server or delivered by the PSTN (Public
Switched Telephone Network) as part of Caller ID.
Note: Voice Mail appears in the Name column for voice mail messages played back through your
Telephone Handset.
Number For an outbound call, this is the number that was dialed. For an inbound call, this is the number of the
caller.
' Tip: Click this phone number hyperlink to dial the number. '
Start The time when the call is added to your queue.
End The time when the call disconnected if it was still in your queue. If the call leaves your queue before
being disconnected, the end time is when the call left your queue.
Duration The difference in time between Start and End.
Call ID The call identifier for the call can be handy if users must report a problem with a call to their
administrator.
l Note: By default, this column is not displayed. For more information, see Add or Remove View I
Columns.

Displaying the Call History View
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Call History.

2. Inthe Views list, select Call History.
3. Click OK.

Result: The Call History view appears.

Using Call History to Make Calls

You can click anywhere in a call history row or click directly on the Number hyperlink to dial the phone number associated with the
call.

Call History Retention

History is tracked for calls that appeared in My Interactions. These are calls that were inbound to you, calls placed by you, calls
transferred to you, and calls used to retrieve voice mail messages.

Call history is maintained by Client Services on the CIC server. By default, call history information is retained for three (3) days or
300 calls, whichever comes first, per user. The amount of call history data stored per user depends on the version of Client Services
running on the server and how it is configured by the CIC administrator.
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l Note: In some cases, system call activity and other users' transfer activity can appear in your Call History.

Tip: Call History items are added to your Call History view when a call leaves your queue. When a call disconnects, it stays in
the queue for a couple of minutes before it is automatically removed. To make the removal happen more quickly, right-click the
disconnected call and select Remove From Queue on the pop-up menu to add the call to your Call History. This retention policy
uses the Call History Max Time server parameter which controls only the amount of data ClientServices needs to store in
memory, avoiding Out Of Memory issues on CIC Server. It does not control the amount of call history displayed in the Call
History view.

Related Topics

Customizing the Interface

Dial a recently dialed number
Use the Voicemail Message View

Camp Desktop Alert

The Camp desktop alert lets you know when another user whose status you are monitoring, changes his status.

Bishop, Lea [=]

1 Available, No ACD
Tirme in Status: 6:13:35
Logged Orne leabishop

Stop Camp Call Mow  Options

Related Topics

Camp on an Internal Extension
Desktop Alerts
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Create New View Dialog Box

Use the Create New View dialog box to choose the views you want to display in the CIC client.

To display the Create New View dialog box:
e Open the workspace to which you want to add a new view and do one of the following:
e Click File > New > View.
e Press the shortcut keys Ctrl+Shift+N.
e Right-click a tab or next to a group of tabs in the area where you want to add a view and click New view.
e Click Options > Configuration. In the Views properties details pane of the Configuration dialog box, click New View.

Result: The Create New View dialog box appears.

Er Create Mew Wiew

WS

@—> E] Workgroup

x5

4) -

Al visws
¥ Call History
€3) Dial Pad
(B3 Directories
F=4 Ermail
B Interactions
ES Process Autormation
F|i| Queues
Bl Statistics

- Tracker

Unified Messaging

=

Workgroup Directories

intsraction Cliznt

AWfarkgroup Directary contains the phone number or extension
for exery person in a workgroup,

WorkgroupsfProfiles
interaction Clisnt

AW arkgroup and Profile wiew lists workgroups and Sttendant
Profiles by narme,

-

@
0

I ] 4 | [ Cancel
1 Views list o] To group views by type, select Categories from the Group by dropdown list.
e/ To group views by application, select Products from the Group by dropdown list.
2 | View names This section displays the names and descriptions of the selected views.
3 | View display Click this control to switch the display between List view and Icon view.
mode
Note: This screen capture shows the List view. In the Icon view, the view descriptions appear as
tooltips.
4 | Search text box Enter all or part of a view name in the Search text box and press Enter to display a list of views with
matching names.
Click the X in the Search text box to clear your search term.
5 OK Click OK to add the selected view to the CIC client.
Related Topics

Add or Close Views
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Using the Dial Pad

The Dial Pad enables you to send DTMF tones to a connected call or make selections from an automated telephone menu system.
The Dial Pad can also send DTMF tones through a connected SIP Soft Phone.

To display the Dial Pad:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Dial Pad.
2. Inthe Views list, select Dial Pad.
3. Click OK.

To use the Dial Pad:
1. Display the Dial Pad.

l Tip: If the dial pad is hidden by other tabs, you can reveal it by selecting Dial Pad from the View menu. '

2. Do one of the following:

e Click the appropriate buttons on the Dial Pad.
e Select the Dial Pad tab and type the phone number on your keyboard.

| Note: If you select the Dial Pad before you type a phone number, the corresponding dial pad keys are highlighted l
as you type.

Result: If you have a connected or selected interaction that is not on hold, the numbers are sent to the interaction. You
make selections from an automated telephone menu system. It’s just like using a touch tone phone Dial Pad.
3. To end the call:
e [f using your handset, simply hang up the telephone.
e Select the call in a queue view and click the Disconnect button.
e Right-click the call and choose Disconnect from the shortcut menu.

Related Topics

Disconnect button
Making Calls
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Directory Properties Dialog Box

When you select a directory entry, the Properties dialog box enables you to view and edit directory entry information.

ro Properties for Ldams, Joe = e ”é]

General |Eusiness bdare Business I Haorme | Maotes |

-

First Marme: loe Last Mame: Adams

Display Marme:  Adams, lae

Company Interactive Intelligence, Inc.
Home Phone: Auto Dial Exdtension
Business Phone: (3171 955-2227 Auto Dial BExtension
kabile Phone: 3171 555-5227 Auta Dial Bxtension
[ ] ] [ Cancel Bpply
Related Topics

Interaction Properties Dialog Box
Properties Button on the Directory Toolbar
View and Edit Directory Entries

Working with Directories

Interaction

In the CIC client, an interaction is a communication between two parties. An example would be a telephone call or an intercom chat.

Each interaction is represented by a queue item in a station or user queue, or in My Interactions.

Note: Only ACD-routed email messages appear in My Interactions or other queue. Personal email messages appear in your
email program Inbox, not in My Interactions or other queue. Voicemail and faxes appear as email message attachments.

Interaction Information View

Requirements: If you do not have the View Account Codes Access Control right, you do not see Account Code fields. If you
do not have the Account Code Verification Security Right, you cannot assign an Account Code to an interaction. To assign a
Wrap-Up code, you must be a member of a workgroup for which Wrap-Up codes are configured and activated.

Use the Interaction Information view to add notes or comments about an interaction. If you have the appropriate rights, you can
assign an Account code. If the associated interaction is an ACD-routed interaction, you can use this view to assign a Wrap-Up
Code.

To display the Interaction Information view:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Interactions.

2. Inthe Views list, select Interaction Information.
3. Click OK.

Result: The Interaction Information view appears.




- P@a Interaction Infarmation

- X

S

— Account Code

-

~Wrap Up Code

.

® O

1 Notes Use the Notes section to add notes or comments about the interaction. If this interaction is a chat, other
participants do not see these notes. For more information, see Add Notes to a Callback, Chat, or E-mail
Interaction.
Note: These notes are visible to other CIC client users who are "Listening to" (monitoring) a chat. For
more information, see Monitor a Chat. After a web chat is disconnected, these notes can be available in
the Notes section of the Related Items view if the remote party is identified and Customer Interaction
Center collects this information. For more information, see your CIC administrator.
2 Add a Click this icon to open the Notes text box and add a note to the chat. For more information, see Add Notes to
Note an Interaction.
icon
Account | Some companies categorize interactions by customer. If you have the appropriate rights, you can assign an
Code Account code to a chat interaction. For more information, see Understanding Account Codes and Assign
Codes to an Interaction.
4 | Wrap- If you are a member of a workgroup for which Wrap-Up codes are configured, you can use this drop-down list
Up to assign the code. For more information, see Understanding Wrap-Up Codes and Assign Codes to an
Code Interaction.
Related Topics

Add or Close Views

Customizing the Interface

Interaction Properties Dialog Box

Use the Interaction Properties dialog box to add notes to an interaction or view the interaction log. You can also use the Interaction
Properties dialog box to assign account codes and Wrap-Up codes to interactions. For more information, see Working with Account
and Wrap-Up Codes.

Toolbar
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Use the Interaction Dialog box toolbar to manage any selected and connected interaction.

To add or remove buttons from the Toolbar, right-click in the toolbar area and select Customize. In the Customize Toolbar dialog
box, use the Add and Remove controls to select toolbar buttons.

Tip: You can automatically display the Interaction Properties dialog box every time you receive a call. For more information, see
Calls Configuration. You can also use the Interaction Information view to add notes or assign Account codes and Wrap-Up
codes to an interaction.

Access from User Queue

You can access the Interaction Properties dialog box during or just after an interaction; that is before it is removed from My
Interactions or other user queue. You can add notes or view the log for the interaction. If you make notes on an interaction in
another user's queue, only that other user can view the notes. Also, if your company uses these codes and you have permission to
use these features, you can assign Account Codes or Wrap-Up Codes. For more information, see Working with Account and Wrap-

Up Codes.

To access the Interaction Properties dialog box from a queue:

While the interaction is ongoing or still appears in My Interactions or other user queue, do one of the following:
e Right-click the interaction and select Properties.
e Select the interaction and click the Properties button on the Queue Control toolbar.

Result: The Interaction Properties dialog box appears.

o o)

< loe Sith - (317) 696-9999 - Properties ||| ]

Q32 0 B & & ¢

Pickup Hold Mute | Transfer Voice Mail Disconnect | Becord Pause  Private

Motes | Log

Moreen Tasker - 5/3/2015 2:09 PM -
Motes taken during an inkeraction,

These are additional notes)|
Add MNote

3083023694 | 0:00:49 | (B Connected

Access from Call History

When you access the Interaction Properties dialog box from Call History, you can view Notes taken during the interaction or select
the Log tab to view interaction connection information. You cannot make additional notes or assign Account or Wrap-Up codes to
an interaction that is no longer in My Interactions or other user queue.

To access the Interaction Properties dialog box from Call History:
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e Right-click an interaction and select Properties.

Related Topics

Assign Codes to an Incoming Interaction
Assign Codes to an Outgoing Interaction
View and Edit Interaction Properties
Working with Account and Wrap-Up Codes

My Interactions

The My Interactions view shows the current interactions in your user queue. These are the interactions you currently manage. If you
set up Monitored Appearances to observe the activity of several personnel at the same time, these monitored appearances appear
on your My Interactions view. If you are monitoring more than one gueue, you also see other view tabs in the client.

If you are a member of one or more ACD workgroups, interactions assigned to you from those workgroups appear in My
Interactions. The name of the ACD workgroup from which those interactions came is displayed in the Queue column. For more

information, see Queue Contents.
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1]
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LN Company Directary Transfer loe Smith" |ooes ot
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1 My Select this tab to display the My Interactions view.
Interactions
tab
2 | Queue The Queue columns organize the information about each interaction in a queue. For more information, see
columns Queue Contents and Understanding an Interaction’s State.
You can:
o Select the columns displayed here. For more information, see Add or Remove View Columns.
o Reset the column display to the default set determined by your user rights. For more information, see
Reset Queue Column Display.
3 | Queue All interactions in the My Interactions queue are displayed here. Disconnected interactions are removed
contents after a set interval.
You can:
o Right-click on a disconnected interaction and remove it from the queue immediately. For more
information, see Remove Disconnected Interactions from a Queue.
o Call back a disconnected call while it remains in My Interactions.
o Automatically hide all disconnected interactions. For more information, see General Options.
4 | Selected My Interactions can contain more than one interaction. The currently selected interaction is highlighted.
interaction
5 | Queue The type and state of the currently selected interaction determine which actions are available to you.
Control Available actions are indicated by enabled toolbar buttons. For more information, see Using the Queue
Toolbar Control Toolbar.
Tip: You can add, remove, or rearrange buttons on the CIC client toolbars. For more information, see
Customizing Toolbars.
6 | Toolbar Pointing to a toolbar button displays a tooltip that explains its action and its keyboard shortcut.
Button
Tooltip Tip: Toolbar shortcuts work only if you select an interaction in My Interactions or other queue to
ensure that it has focus before you use the shortcut keys.
Related Topics
Queue Contents
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Phone Number Controls

The CIC client verifies phone numbers that you enter against the dial plan for your organization or region. Verification ensures that
the phone numbers you enter for directory entries and configuration options are correctly formatted and can be dialed.

Home Phone: (317) 555-5358 @

Business Phone: |5552114

23

@« PO
=

Mobile Phone: 555211 B = W 96

1 Validated A validated phone number is formatted according to the rules of the dial plan for your organization or
phone region. A validated phone number becomes the display number in the CIC client.
number

A display number can become a clickable link that dials the number.

Tip: To copy the phone number to the Clipboard, right-click a validated phone number. To copy the
phone number and extension, right-click an extension number.

2 Edit button

Click the Edit button to change a phone number.

3 Unvalidated

A phone number appears exactly as you enter it until you validate it.

phone
number

4 | Validate Click the Validate button to check your phone number entry against the requirements of the dial plan for
button your organization or region.

5 Invalid phone

Several error indicators appear when a phone number entry cannot be validated.

number An invalid phone number has a wavy underline.
o The Edit button for an invalid number has a dotted outline.
An error indicator flashes.
6 | Error The error indicator appears next to the Validate button associated with an invalid phone number.
Indicator
Related Topics

Follow-me Routing Options

Insert and Delete Directory Entries
View and Edit Directory Entries
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Set Status Dialog Box

Requirements: You need the Change Status Users Access Control right to a specific user to be able to change that user’s
status.

The Set Status dialog box enables you to set another user’s status.

et Status [&]
User Marme: userll B Out of the Office S
Status Motes: Date: 3112015 [
Forward Mumber: | Time: 002w = -
[ Gk ] ’ Cancel ]

Related Topics

Set Status Details
Set Another User’s Status

Shortcut Keys

Many of the buttons and fields in the CIC client have shortcut keys or "hot keys" assigned to them. Pressing shortcut keys, which
usually open a window or start a function, performs the same task as pressing a button or selecting a field. The underlined
character of the text appearing on the button or field designates the shortcut key. For the File, View and Options menus,
simultaneously press the Alt key and the underlined character to perform the action.

Note: If you do not see the underlined characters, press the Alt button to display the underline beneath the corresponding
letters.
Navigation
Pop the CIC client Windows 8 and higher: WinKey+N
This places the CIC client on top of any other applications Previous versions of Windows: WinKey+C

running in the foreground. . . . .
Note: WinKey is the Windows logo key which is present

on most 104 key keyboards. It is typically located
between the Ctrl and Alt keys.

My Interactions and Other Queue Shortcuts

' Tip: Toolbar shortcuts work only if you click an interaction to ensure that it has focus before you use the shortcut keys. '
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* Operator Console: The Coach function is not available in Operator Console. However, a similar function called Whisper mode is
available only to Operator Console users.

Directory Shortcuts

The availability of specific directory shortcuts depends on the information available in a directory entry and the functions enabled in
your CIC client. For example, the shortcut for dialing an assistant is not available if the selected directory entry does not have an
associated number for an assistant. In the same way, you cannot start a video call if your CIC client is not integrated with
Microsoft Office Communications Server 2007.
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* Operator Console: In Operator Console, you press Shift+Enter to dial the default number of the currently selected directory entry.
See also Call Transfer Shortcut Keys.

Command and menu shortcuts
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Requirements: This feature is available only to agents with the appropriate licenses and rights. For more information, see




I Accessing Interaction Optimizer Features and Tracker Licensing and Rights.

Viewing Shortcut Keys

You can view shortcut keys by right-clicking on an interaction or a directory entry.

Note: The currently available shortcuts appear in black type. Shortcuts which are not available in the current context are
dimmed. Call Transfer shortcut keys are available only to Operator Console users.
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Related Topics

Tips and Tricks




Supervisor Client Memos

CIC administrators can easily communicate with selected users, workgroups or roles by means of brief messages (client memos).
An administrator creates these client memos in Interaction Supervisor and they appear in the CIC client. There are two ways you
can receive these client memos: desktop pop-ups and notifications.

Desktop pop-ups

Desktop pop-ups (toast) appear in the lower right-hand corner of your Windows desktop. Pop-ups remain on the screen until you
close them or the supervisor removes them.

l Note: You cannot retrieve a desktop pop-up after you close it.

Elewvator X

P .
@ Center elevataor is out of order.
o -

Notification Area

Notifications appear in the Status Bar. The client notification area contains the text of the latest client memo. If you receive
multiple client memos, point to this area to display a tooltip that lists all your client memos.
Related Topics

Status Bar

Tips and Tricks

Here are a number of shortcuts that enable you to perform some common tasks more efficiently.

Keyboard Navigation
Transferring Calls

Search a Directory
Copying Information to the Clipboard

Keyboard Navigation

You can use the Tab key, arrow keys, and other typical keyboard navigation tricks.
e Use the Tab key to navigate inside a view.

e Use WinKey+ up arrow key to expand Interaction Desktop to full screen. Use WinKey + down arrow key to restore it to its
previous size.

Transferring Calls

You can easily transfer calls to a directory entry:
e Drag any call to an entry to blind transfer to default number
e Right drag any call to an entry to get an extended transfer option menu

Right-click a directory entry to display a shortcut menu that contains all the different transfer options. For more information, see
Transferring Calls.

Copying Information to the Clipboard

You can easily copy a directory entry or interaction details to an email message, document or report by using the Windows
clipboard. Select a directory entry or interaction and press Ctrl+C.
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Paste the information in the destination application by pressing Ctrl+V. When you paste the copied information in an application, it
appears in a simple, easy-to-read format similar to these examples.

e Information copied from a directory entry includes information from all displayed columns.

Last Name: Took

First Name: Nora

Extension: 7777

Department: Development
Business Phone: (317) 555-7777
Home Phone: (317) 555-0300
Status: Available, No ACD
Status Notes:

On Phone: False

Time In Status: 7:23:33

e The amount of information included for an interaction depends on where you select the interaction.

2055021956

Queue:

Recs: 0

Lstns: 0

Name: To: Smith Associates
Duration: 0:00:05

Number: (317) 222-2222
State: Connected

User: Nancy.Jones

Station: NancyJonesSIP
Line: SIP-Gateway

Wrapup Code:

IC Server: Primeicl

IC User: Nancy.Jones

Local Date/Time: 8/6/2008 1:33:11 PM

Related Topics
Dial a Recently Dialed Number

Shortcut Keys
Working with Other Directories

Working with the Company Directory

Transfer Dialog Box

Requirements: Access Control Rights determine which Attendant Profiles, User Queues, Workgroup Queues and Station
Queues are available as transfer targets. By default, the Transfer dialog box searches the Company Directory, and the
appropriate Attendant Profiles, User Queues, Workgroup Queues, and Station Queues for matching names and numbers.

The Transfer dialog box enables you to locate and select the recipient of a transferred interaction, using the search criteria you
prefer. Then you can easily start the transfer by clicking a button.
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l Important: You use a modified version of the Transfer dialog box to transfer work items. '

Using the Transfer dialog box

Warning: Perform a consult transfer only when you need to speak with both parties before completing the transfer. If this is not
necessary, perform a blind transfer. Using a consult transfer to transfer a call to an attendant profile or to an agent's voice mail
is not a supported feature. This may result in the original caller being sent to the default attendant profile. For more information
about blind transfers, see Transfer a Call Without Consulting the Recipient.

You can modify the information in the Caller Name text box to correct the name of the caller or to provide additional information
such as an account number or a description of the caller’s problem. If you then transfer the call to another CIC client user, the newly
entered information appears in the recipient’s My Interactions or other queue list view.

Warning: Use only alphanumeric characters (A-Z, a-z, or 0-9) in the Caller Name text box. Do not use special characters such as
comma (,), colon (:), at sign (@), ampersand (&), etc. Special characters can cause the call transfer to fail or prevent the
recipient from picking up the call. Also, do not enter more than 78 characters in this text box.

As you type the recipient’s name or number in the Transfer To text box, a drop-down list of choices appears.
e Selecting “Dial 'your entry' as Digits” converts a text entry into numbers that the CIC client dials.
e Selecting a contact name from the drop-down list causes the CIC client to dial the associated extension or phone number.

You control the types of information used to find a match.

e Use the Options drop-down list to filter the contact search. You can choose to search any combination of Users, Workgroups,
Standalone Phones, Station Queues, Station Groups, or Attendant Profiles.

Requirements: Search Station Queues and Search Workgroup Queues Access Control rights determine which station
and workgroup queues are available as transfer targets.

e As you type in the Transfer to text box, the selections you made in the Options drop-down list determine which information is
used to find a match.

l Note: These search criteria are saved and available for future transfers. '
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Status Information for Transfer recipient

After you select the transfer recipient, the Transfer dialog box displays the user status information if he or she is a CIC client user.
This includes current user status, whether the user is logged on or on the phone. This can help you decide what kind of call transfer
to use.

Transfer: lae Stmith

Caller Mame loe Smith

Transfer To E |, Lea Options =
l B ., Lea
Extension 5555 1 Awailable, Mo ACD

Departrnent Developr... % leabsip
[ Owerride Call Forwarding

& || B | &

Transfer Park Yoicemail Consult

[ Cancel

CIC client users can set Call Coverage options that forward their calls to another CIC user. CIC client users can also set status
details that forward their calls to an alternate phone number. Select the Override Call Forwarding check box to ignore these settings
and transfer the current call directly to the selected number or voice mail box or to park the call on the selected number.

Related Topics

Park a Call on Another Person’s Extension
Transfer a Call After Consulting the Recipient
Transfer a Call to Another Person’s Voicemail
Transfer a Call Using a Transfer Button
Transfer a Call Without Consulting the Recipient
Transfer a Work Item
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Windows 7 Jump List

Pinned
(317) 555-2222 - Directory Assista...
CallHistory
| (317) 696-0994 - Joe Smith
(317) 337-9183 - Johnnie Banks Open
Tasks Pin to this list

Exit Remaove fram this list

& Interaction Desktop

a® Unpin this program from taskbar

The Windows 7 Jump List for the CIC client contains:
e Links for all phone numbers appearing in your CIC client Call History.

l Note: These numbers remain as long as they appear in the Call History view in the CIC client.

e Pinned numbers selected from Call History.

' Note: Pinned numbers remain in the jump list even after they are removed from the Call History view.

e Commands for starting or exiting the CIC client or minimizing the CIC client window while the application continues to run.
e (Call History numbers.

' Tip: Right-click a number and click Open to dial it.

To access the Windows 7 CIC client Jump List, do one of the following:
e Right-click the Interaction Desktop icon in your Windows 7 taskbar.

e From the Windows 7 Start Menu, point to the icon for Interaction Desktop either in the pinned section or recently used section,
then point to or click the arrow next to the icon.

Related Topics
Windows 7 Thumbnail
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Windows 7 Thumbnail

Requirements: Interaction Command rights determine which buttons are visible. My Interaction rights or "Modify" or "Monitor"
rights on the appropriate queue determine which actions you can perform.

You can use the Windows 7 thumbnail view to manage the currently selected interaction.

To use the thumbnail view:
1. Point to the Interaction Desktop icon on the Windows taskbar.

Result: A thumbnail view appears.

Interaction Desktop - Operator Console - Calls

v || R ao || W

2. Use any of the available toolbar buttons at the bottom of the thumbnail to manage the currently selected interaction. For more
information see:

e Pickup Button
Hold Button

Mute Button
Voicemail Button
Disconnect Button
Record Button
Pause Button

Related Topics
Windows 7 Jump List
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Using the Toolbars

The CIC client includes two types of toolbars.

e The Queue Control toolbar helps you manage telephone calls as well as voice mail and fax messages. It appears on each
queue management view, such as My Interactions.

e The Directory toolbar simplifies working with contacts listed in user directories. It appears on each directory view.

The Interaction Desktop framework includes a multi-part application toolbar that enables you to add new views and workspaces.
You can change your CIC status or set your workgroup activation status. You can also dial by typing a phone number or search for
and start and Interaction Process. For more information, see Show or hide a toolbar.

Related Topics

Using the Queue Control Toolbar
Using the Directory Toolbar

Custom Buttons

Requirements: You need the appropriate View Client Buttons Access Control right to see all or selected custom buttons in
the Queue Control toolbar.

Your CIC administrator can create custom buttons for the Queue Control toolbar which appears on the My Interactions view and
other queue management views. Custom buttons can also appear in interaction forms for calls, chats, e-mails, callbacks, or work
items.

A custom button can invoke a handler or launch a local application. A custom button can be available for use at all times or only
when an interaction is selected, or only when a specific type of interaction (such as a work item) is selected, or only when an active
(not disconnected) interaction is selected.

Custom buttons to which you have the appropriate rights are shown by default and are appended to the right side of the Queue
Control toolbar. The actions performed by custom buttons are also listed on the shortcut menu.

You can move or remove a custom button from your Queue Control toolbar just like any other interaction button. Custom buttons
can also be removed by the CIC administrator from your Queue Control toolbar, interaction forms, and the Customize Toolbar
dialog box.

The behavior and appearance of custom buttons are defined in Interaction Administrator. Contact your CIC administrator for
information on using custom buttons.

Note: Custom buttons defined in Interaction Administrator can appear in both Interaction Desktop and Interaction Connect.
Custom buttons that invoke an add-in work only in Interaction Connect. Custom buttons that launch a local application work
only in Interaction Desktop. Custom buttons that invoke a handler work in both CIC clients.

Related Topics
Customizing Toolbars
Interactive Update
Using the Queue Control Toolbar

Customizing Toolbars

Requirements: The Customize Client Security Right enables you change the buttons in a toolbar. You also need specific rights
to add and use buttons on the Queue Control Toolbar. For more information, see Using the Queue Control Toolbar.

You can add, remove, or rearrange buttons on the CIC client toolbars.
Add, Remove, or Rearrange Buttons

The Queue Control Toolbar appears on each queue management view (such as My Interactions). The Directory Toolbar appears on
each directory view (such as Company Directory). If you use Interaction Process Automation, a toolbar appears on the My Work
Iltems view. You can change the appearance of these toolbars. Each toolbar can have its own unique set of toolbar buttons.
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To customize a Queue Control, Directory, or My Work ltems toolbar:
Select the view containing the toolbar you want to customize.
2. Right-click the toolbar and select Customize.

1.

3.

In the Customize Toolbar dialog box, perform any of the following actions:

b -

Customize Toolbar

Auvailable toolbar buttons:

Selected toolhar buttons:

Separatar = & Dial =
ﬁm Business Separator
Qéﬂ Business 2 r *Transfer

Add >

-& Extension 11 Consult =
%DMDEI”E e » ﬂﬂunference A Move up
%Hnr‘ne € Fernove *ﬂ‘u’nicemail & tove down
%Hnmez **’_F'ark

£ Rermove all

%.ﬁ.ssistant Separator

w, Fax I.=$Business
*ml:'ager - Separator -
Text options: ’Shnwtextlahels "]

Reset l ’ Close

Tip: When you customize a toolbar, pay particular attention when you point to a specific button. Some buttons may
have the same label name, but have different icons. For example, the Customize Toolbar dialog box shows three
separate Mobile buttons, but one button represents Transfer, one represents Consult, and another represents Dial. Also,
some buttons have the same icon but different labels. For more information, see Directory Toolbar Buttons and Using
the Queue Control Toolbar.

e To add a button to the toolbar, from the Available toolbar buttons list, select a button name and click Add ->.
Result: The selected button appears at the bottom of the Current toolbar buttons list.

I Tip: Insert one or more Separator lines to divide the toolbar buttons into groups.

e To remove a button from the toolbar, from the Current toolbar buttons list, select a button name and click <- Remove.

Result: The selected button is removed from the Current toolbar buttons list and reappears in the Available toolbar
buttons list.

e To change the order of buttons on the toolbar, from the Current toolbar buttons list, select the button name and use the
Move Up and Move Down buttons to move the button to the desired position on the toolbar.

e From the Text options drop-down list, control whether the button names are displayed by selecting Show text labels or No
text labels.

4. Do one of the following:

e Click Close to save the new settings.
e Click Reset to return the toolbar to its default configuration.

Related Topics

Custom Buttons
Using the Queue Control Toolbar
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Using the Queue Control Toolbar

Requirements: Your CIC administrator controls whether a button appears on the Queue Control toolbar by default, whether
you can add a specific button to the toolbar, and also whether you can use a specific button. If you do not see a specific
button in the CIC client and you cannot add it to the toolbar or the button is disabled, you may not have the appropriate rights
to see or use it.

Interaction Command Rights determine whether you can add a specific button to a Queue Control toolbar, if it does not
appear by default.

My Interaction Rights determine the actions you can perform on interactions in My Interactions. Access Control rights
determine which actions you can perform on other queues you have the rights to display. To Disconnect, Hold, Mute, Pickup

or Transfer interactions, you need the appropriate Modify Station Queues, Modify User Queues, or Modify Workgroup Queues
Access Control rights. To Coach, Join, Listen, Record, or Snip interactions, you need the appropriate Monitor Station Queues,

Monitor User Queues, or Monitor Workgroup Queues Access Control rights.

The Queue Control toolbar helps you manage your interactions. It appears on each queue management view.

A oMy Interactiunst ﬁ Call History ]’ﬁ Waicemail ] - X

Queue Recs Marme Mumber Duration  State Details Interaction... Associ..

From: userl 10001 0:00:1¥ Conrne... 10001 2001094024

9 userl LTI 0:00:03 Recor... 3001094086

2 Q€ A O () » ¢ M OO K

Pickup Hold Mute | Transfer Park ‘“oicemail Disconnect | loin Listen “Whisper | Pause Secure Pause | Snip || Private | Assistance

Queue Control Shortcuts and the shortcut menu

You can view the currently available queue control shortcuts by right-clicking on an interaction in My Interactions or other queue
tab. This displays the shortcut menu for the current interaction. Actions that are not available for the current interaction are grayed-
out.

l Tip: Toolbar shortcuts work only if you click an interaction to ensure it has focus before you use the shortcut keys. '
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Related Topics
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Queue Control Toolbar Buttons

Queue Control Toolbar Buttons

Requirements: You need the appropriate Interaction Command Right to add a Queue Control button to a Queue Control
toolbar. You need the appropriate My Interaction Right to use the button when it appears in the My Interactions toolbar. To
Disconnect, Hold, Mute, Pickup or Transfer interactions in other queues, you need the appropriate Modify Station Queues,
Modify User Queues, or Modify Workgroup Queues Access Control rights. To Coach, Join, Listen or Record interactions in
other queues, you need the appropriate Monitor Station Queues, Monitor User Queues, or Monitor Workgroup Queues Access
Control rights.
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Queue Control Toolbar buttons enable you to work with a selected interaction. Your CIC administrator controls which buttons
appear on the Queue Control toolbar in My Interactions or other gueue view by default.

Click a button name for a description of its function.

Assistance

Coach or Whisper (Operator Console)

Disconnect

Park on Orbit

Pickup

Properties

Private

Record

Secure Input

Secure Pause

Snip

S " 1@ (090 [© [N R [DFPIQ ]
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9 Transfer
m Voicemail

Custom Buttons

Your CIC administrator can create custom buttons for the Queue Control toolbar. These buttons are defined in Interaction
Administrator.

Related Topics

Customizing Toolbars
Using the Queue Control Toolbar

Assistance Button

Requirements: The "Assistance" Interaction Command Right determines whether the Assistance button can appear on a
toolbar. It also controls whether the Request Assistance command appears on a shortcut menu or is available via a keyboard

shortcut. The Request Assistance from Supervisors Security right enables you to request assistance from your supervisor.

Icon =
77
Location Queue Control toolbar

Chat window

E-mail Window for Incoming Messages
E-mail Window for Outgoing Messages
Interaction Properties Dialog Box

Keyboard shortcut Ctrl+N

Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.

Description Sometimes you encounter an interaction for which you need assistance. For example, a caller asks a
question that you cannot answer. Or you are in the middle of a web chat when you need help from
your supervisor.

If you need help with an interaction, click the Assistance button to request assistance from your
supervisor.

Note: The Assistance button is enabled only for ACD-routed interactions. If the interaction is not in a state in which this action
can be performed, the Assistance button appears dimmed. Although you cannot request assistance on an intercom chat, you
could transfer the chat session to a supervisor or conference the chat session with a chat session with a supervisor.

Related Topics
Assistance Process

Request Assistance From Your Supervisor
Using the Queue Control Toolbar
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Coach Button

Requirements: The "Coach" Interaction Command Right determines if the Coach button can appear on a toolbar. It also
controls whether the Coach command appears on a shortcut menu or is available via a keyboard shortcut. The Coach
Interactions Security right enables you to coach an interaction appearing in My Interactions. The Monitor Station Queues,
Monitor User Queues, or Monitor Workgroup Queues Access Control rights enable you to coach an interaction appearing on

another queue.

l Tip: Operator Console users use the Whisper button instead of the Coach button.

o i
Location Queue Control toolbar
Interaction Properties Dialog Box
Keyboard shortcut Ctrl+0
Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.
Description Click this button to add yourself to an agent’s call on any user or station queue you have permission

to monitor. This enables you to provide advice to the agent without the customer knowing that you
are assisting on the call. The agent can hear your side of the conversation, but the customer cannot.

This feature is especially helpful to supervisors who are training new agents, monitoring employee
customer service performance, or simply providing assistance with a customer call.

Tip: If the agent presses the Mute button while you are "coaching" the agent, the customer no
longer hears the agent but the agent can continue to converse with you. The Mute button does
not affect the audio between the agent and the coach.

Note: You must have permission to use the Coach feature and you must have permission to
monitor queues. If you have questions about your rights and permissions, see your CIC
administrator.

l Note: The Coach button is unavailable if the interaction is not in a state in which this action can be performed.

Related Topics
Coach an Interaction

Using the Queue Control Toolbar
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Disconnect Button

Requirements: The "Disconnect” Interaction Command Right determines if the Disconnect button can appear on a toolbar. It
also controls whether the Disconnect command appears on a shortcut menu or is available via a keyboard shortcut. The
Disconnect Interactions Security right enables you to disconnect an interaction appearing in My Interactions. The Modify
Station Queues, Modify User Queues, or Modify Workgroup Queues Access Control rights enable you to disconnect an
interaction appearing on another queue.

Icon 9

Location Queue Control toolbar
Windows 7 Thumbnail
Chat Window

Interaction Properties Dialog Box

Keyboard shortcut Ctrl+D

Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.

Description Click Disconnect to disconnect the current interaction.

When you click Disconnect, the icon for that interaction changes to a Disconnect icon.

®©

l Note: The Disconnect button is unavailable if the interaction is not in a state in which this action can be performed.

Related Topics

Disconnect a Call
Using the Queue Control Toolbar
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Hold Button

Requirements: The "Hold" Interaction Command Right determines if the Hold button can appear on a toolbar. It also controls
whether the Hold command appears on a shortcut menu or is available via a keyboard shortcut. The Put Interactions on Hold
Security right enables you to hold an interaction appearing in My Interactions. The Modify Station Queues or Modify User
Queues Access Control rights enable you to hold an interaction appearing on another queue.

Icon
Location Queue Control toolbar
Windows 7 Thumbnail
Chat Window
Interaction Properties Dialog Box
Keyboard shortcut Ctrl+H
Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.
Description Click Hold to place the selected interaction on hold.
To take the interaction off hold, click Hold again, or click Pickup, or double-click the interaction in
your My Interactions queue.
When you click this button, the icon for the selected interaction changes to a Hold icon.
l Note: The Hold button is unavailable if the interaction is not in a state in which this action can be performed. '

Tip: Your CIC administrator can configure a maximum hold time for interactions. By default, interactions on hold for longer than
fifteen minutes are disconnected. Your administrator can change the amount of time an interaction can remain on hold and the
behavior that occurs once the hold time is exceeded. For example, your administrator may choose to transfer interactions on
hold longer than twenty minutes to another queue. For more information, see your CIC administrator.

Related Topics

Place a Call on Hold

Using the Queue Control Toolbar
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Join Button

Requirements: The "Join" Interaction Command Right determines if the Join button can appear on a toolbar. It also controls

whether the Join command appears on a shortcut menu or is available via a keyboard shortcut. The Join Interactions Security

right enables you to join an interaction appearing in My Interactions. The Monitor Station Queues, Monitor User Queues, or
Monitor Workgroup Queues Access Control rights enable you to join an interaction appearing on another queue.

permission to monitor, and both the agent and the customer can hear your side of the conversation.
When you use the Join feature, the CIC client creates a conference call between the agent, the
customer, and you.

The connected call icon is displayed.

o

Icon r
Location ueue Control toolbar
Interaction Properties Dialog Box
Keyboard shortcut Ctrl+J
Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.
Description Click this supervisory feature button to add yourself to a call on any user or station queue you have

' Note: The Join button is unavailable if the interaction is not in a state in which this action can be performed.

Related Topics
Join an Interaction

Using the Queue Control Toolbar
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Listen Button

Requirements: The "Listen" Interaction Command Right determines if the Listen button can appear on a toolbar. It also
controls whether the Listen In command appears on a shortcut menu or is available via a keyboard shortcut. The Listen in on
Interactions Security right enables you to listen to an interaction appearing in My Interactions. The Monitor Station Queues,
Monitor User Queues, or Monitor Workgroup Queues Access Control rights enable you to listen to an interaction appearing on

another queue.

an ongoing call, a call on hold, or to a conference call.
You can also "listen to" (monitor) email, chat, callback or conference interactions.

The parties being listened to or monitored may not be aware that someone is listening to the
interaction. For more information, see Determine if Someone is Listening to or Recording Your
Interactions.

Icon n
Location Queue Control toolbar
Interaction Properties Dialog Box
Keyboard shortcut Ctri+L
Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
view to ensure that it has focus before you press the keys.
Description Click the Listen button to listen to a call. You can listen to a caller leaving a voice mail message, to

Tip: Click the Private button while you are connected to an interaction if you do not want anyone
to be able to listen to the conversation.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics

Determine if Someone is Listening to or Recording Your Interactions

Listen to a Call

Listen to Someone Leave a Voicemail Message

Using the Queue Control Toolbar
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Mute Button

Requirements: The "Mute" Interaction Command Right determines if the Mute button can appear on a toolbar. It also controls

whether the Mute Call command appears on a shortcut menu or is available via a keyboard shortcut. The Mute Interactions
Security right allows you to disable the microphone on your telephone while working with an interaction appearing in My

Interactions. The Modify Station Queues or Modify User Queues Access Control rights allow you to disable your microphone

for an interaction appearing on another queue.

hear what you are saying.
Click Mute again to reactivate the microphone.

If you are in a conference call hosted by a different CIC server and you put the call on hold, you
should first click Mute to avoid playing on-hold music to the other parties in a conference call.

Also, if you are currently being assisted by a supervisor, the customer no longer hears you, but the
supervisor can continue to converse with you. For more information, see Coach Button or Whisper
Button.

Icon
%
Location ueue Control toolbar
Windows 7 Thumbnail
Interaction Properties Dialog Box
Keyboard shortcut Ctrl+U
Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.
Description Click Mute to disable the microphone on your telephone so that the other party or parties cannot

' Note: The Mute button is unavailable if the call is not in a state in which this action can be performed.

Related Topics

Using the Queue Control Toolbar
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Park on Orbit Button

Requirements: The "Park" Interaction Command Right determines if the Park on Orbit button can appear on a toolbar. It also
controls whether the Park on Orbit command appears on a shortcut menu or is available via a keyboard shortcut. The Park
Interactions Security right enables you to park in orbit a call appearing in My Interactions.

Icon g
Location Queue Control toolbar
Interaction Properties Dialog Box
Keyboard shortcut Ctrl+K
Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.
Description You can place any connected call in a specific orbit. This places the call on hold and removes it from
your station. Depending on the hold behavior your CIC administrator configures, callers "in orbit" hear
a combination of music and messages. To a caller, there is no difference between being on hold or in
orbit.

Note: The Park on Orbit button does not appear on your Queue Control toolbar by default. For more information about adding
buttons to a CIC client toolbar, see Customizing Toolbars.

Related Topics

Customizing Toolbars
Park a Call on Orbit

Park on Queue Button

Park a Call on Another Person’s Extension

Using the Queue Control Toolbar
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Pause Button

Requirements: The "Pause” Interaction Command Right determines if the Pause button can appear on a toolbar. It also
controls whether the Pause Recording command appears on a shortcut menu or is available via a keyboard shortcut. The

Pause Interactions Security right enables you to pause while recording an interaction appearing in My Interactions. The same

Monitor Station Queues, Monitor User Queues, or Monitor Workgroup Queues Access Control rights that enable you to record

an interaction appearing on another queue also enable you to pause while recording.

paused. Pause is also unavailable if the call is not in a state in which this action can be performed.

l Note: Pause is not available if you are making a Snippet recording. Snippet recordings can be started or stopped, but not

Icon

)

Location

Queue Control toolbar

Windows 7 Thumbnail

Chat Window

Interaction Properties Dialog Box

Keyboard shortcut

Ctri+E

Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.

Description

Use this button to control an ad-hoc recording session.

Click this button to pause the recording session. Click it again to resume the recording session.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record. Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics
Record a Call
Record Button
Recording Types
Snip Button

Secure Record Pause Button

Using the Queue Control Toolbar




Pickup Button

Requirements: The "Pickup" Interaction Command Right determines if the Pickup button can appear on a toolbar. It also
controls whether the Pickup command appears on a shortcut menu or is available via a keyboard shortcut. The Pickup
Interactions Security right enables you to pick up an interaction appearing in My Interactions. The Modify Station Queues,
Modify User Queues, or Modify Workgroup Queues Access Control rights enable you to pick up an interaction appearing on

another queue.

Icon

@

Location

Queue Control toolbar

Windows 7 Thumbnail

Work Item Toolbar

Callback Window
Chat Window

Interaction Properties Dialog Box

Keyboard shortcut

Ctrl+P

Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.

Description

Click this button to pick up the current interaction, or to take the current interaction off hold. When
you click this button, the icon for a call changes to a Connected icon

S

l Note: The Pickup button is unavailable if the interaction is not in a state in which this action can be performed.

Related Topics

Pick Up a Call From Voicemail

Pick Up a Work Item

Using the Queue Control Toolbar
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Private Button

Requirements: The "Private" Interaction Command Right determines if the Private button can appear on a toolbar. It also
controls whether the Private command appears on a shortcut menu or is available via a keyboard shortcut. The Private
Interactions Security right enables you to mark an interaction appearing in My Interactions as private.

Icon °
Location Queue Control toolbar
Chat Window
Email Window for Outgoing Messages
Interaction Properties Dialog Box
Keyboard shortcut Ctri+l
Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.
Description Click this button to prevent other Customer Interaction Center users from recording or listening to
your conversation.
Warning: Use of the Private feature may be subject to your company’s policies and should only
be used in accordance with those policies. CIC handler customization can be used to track the
use of the Private feature to ensure compliance with such policies.
Related Topics

Using the Queue Control Toolbar

Properties Button on the Queue Control Toolbar

Icon o

Location Queue Control toolbar

Keyboard shortcut Ctrl+Shift+P
Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.

Description The Properties button enables you to view and edit detailed information on the selected interaction.

For more information, see View and Edit Interaction Properties.
Note: The Properties button does not appear on your Queue Control toolbar by default, but you
can add it. For more information, see Customizing Toolbars.
Related Topics

Customizing Toolbars

Properties Button on the Directory Toolbar

Using the Queue Control Toolbar

View and Edit Interaction Properties
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Record Button

The Record button enables you to make recordings of all or selected parts of an interaction. These Ad hoc recordings are stored as
WAV or XML files.

Requirements: Two types of recordings are available in the CIC client. For the Record button, see the Requirements for Ad
hoc recordings.

Icon .
A

Location Queue Control toolbar

Mini view

Windows 7 Thumbnail

Chat Window

Interaction Properties Dialog Box

Keyboard shortcut Ctrl+R

Tip: Toolbar shortcuts work only if you select an interaction in My Interactions or other queue to
ensure that it has focus before you press the keys.

Description Click Record to record the currently selected call or chat. A call recording is saved as a. wav file. A
chat recording is saved as a .txt file.

Clicking Record the first time starts the recording session for a call. Clicking Record again stops the
recording session for a call.

Note: You can press the Record button more than once to stop or continue recording your
interaction. The CIC client stores each part of the recorded conversation in separate audio files
or text files, and sends them to you in email message attachments after you end the call.

Note: The Record button is unavailable if the call is not in a state in which this action can be performed or if you do not have
rights to record calls. Contact your CIC administrator if you need security rights to use this feature.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics
Record a Call
Record a Chat Session

Snip Button
Using the Queue Control Toolbar
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Snip Button

The Snip button enables you to make recordings of all or selected parts of an interaction. Interaction Recorder manages these
Snippet recordings and stores them in the CIC database. For more information about the differences between Snippet and Ad hoc

recordings, see Recording Types.

Note: Snippet recordings of email interactions are available only if your CIC administrator separately enables this feature.
Snippet recordings of email interactions are not available by default.

l Requirements: See the Requirements for Snippet Recordings.

Icon

&

Location

Queue Control toolbar

Mini Mode Views
Chat Window

Interaction Properties Dialog Box

Email Window for Incoming Messages

Email Window for Outgoing Messages

Email List

Tip: The Snip button does not appear by default on the Queue Control toolbar, Chat window
toolbar, Email windows, Email List, or the Interaction Properties dialog box. Your CIC
administrator can add this button via a client template. Or, if you have the appropriate rights and
license you can add it. For information about adding toolbar buttons, see Customizing Toolbars

Configure Chat Window, Configure Email Windows, and the Interaction Properties Dialog box.

Keyboard shortcut

Ctrl+Shift+S

Tip: Toolbar shortcuts work only if you select an interaction in My Interactions or other queue to
ensure that it has focus before you press the keys.

Description

Click Snip to make a snippet recording of the currently selected call or chat.
Note: Snippet recordings of email messages is not enabled by default.

Clicking Snip the first time starts the recording session for a call. Clicking Snip again stops the
recording session for a call.

Note: You cannot use Pause during a Snippet recording. However, you can use the Snip button to
create multiple recordings during the same interaction, skipping over the parts you don't want to
record. The Snip button is unavailable if the interaction is not in a state in which this action can
be performed or if you do not have the appropriate rights. Contact your CIC administrator if you
need security rights to use this feature.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics

Record a Call
Record a Chat Session

Recording Types

Using the Queue Control Toolbar
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Secure Input Button

Requirements: Your CIC administrator must enable and configure the Secure Input feature and make it available to one of the
workgroups to which you belong. To use the Secure Input feature, you need the Initiate Secure Input Security Right. The
"Secure Input” Interaction Command Right determines if the Secure Input button can appear on a toolbar. It also controls

whether the Secure Input command appears on a shortcut menu or is available via a keyboard shortcut. The CIC administrator
assigns Secure Input Forms to selected workgroups. To use a specific Secure Input form, you need the View Workgroup
Access Control Right for the workgroup to which it belongs.

See Customizing Toolbars for instructions on displaying this toolbar button if it does not appear by default.

Icon ﬁ
Location Queue Control toolbar
Interaction Properties Dialog Box
Keyboard shortcut Ctrl+Vv
Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.
Description Click Secure Input to start a Secure Input session.
Secure input creates a secure session that is separate from the customer-agent interaction. It
collects the confidential information from the customer, validates it with the appropriate web service,
ends the secure session, and returns both customer and agent to the main interaction.
Related Topics

Secure Input

Start a Secure Input Session
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Secure Pause Button

Requirements: The "Secure Recording Pause" Interaction Command Right determines if the Secure Pause button can appear
on a toolbar. It also controls whether the Secure Pause command appears on a shortcut menu or is available via a keyboard
shortcut. The Secure Recording Pause Interactions Security right enables you to secure pause a recording of an interaction

appearing in My Interactions.

l Note: The Secure Pause button is enabled when you select the parent interaction (call), not the recording.

Icon ﬁ
Location Queue Control toolbar

Keyboard shortcut

Ctrl+Shift+E

Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.

Description

Click Secure Pause to avoid recording sensitive information, such as a Social Security number or
credit card number, when you are connected to a call interaction.

During a secure recording pause, your recording of the interaction (and all recordings by any other
monitors of this interaction) are paused for a configured period of time. The Secure Pause button
displays a countdown timer of how long all recordings will continue to be paused. The Secure Pause
does not end until the timer reaches zero.

You can press Secure Pause again during a pause to reset the countdown timer to the maximum
duration of a pause. The maximum duration of a Secure Pause is configured in Interaction

Administrator. Contact your CIC administrator if you have questions about the length of a Secure
Pause.

Tip: Pressing Secure Pause multiple times during a pause does not increase the duration beyond
the maximum time limit.

Note: The final recording contains a beep to indicate secure (non-recorded) segments. The
recording does not play silence during the secure pause segment. These segments are omitted
from the recording.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics
Record a Call
Recording Types

Secure Pause a Recording
Using the Queue Control Toolbar
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Transfer Button

Requirements: The "Transfer" Interaction Command Right determines if the Transfer button can appear on a toolbar. It also
controls whether the Transfer command appears on a shortcut menu or is available via a keyboard shortcut. The Transfer
Interactions Security right enables you to transfer an interaction appearing in My Interactions. The Modify Station Queues,
Modify User Queues, or Modify Workgroup Queues Access Control rights enable you to transfer an interaction appearing on

another queue.

Icon e
Location Queue Control toolbar
Chat Window
Interaction Properties Dialog Box
Keyboard shortcut Ctrl+T
Tip: Keyboard shortcuts work only if you select an interaction call in My Interactions or other
queue to ensure that it has focus before you press the keys.
Description Click this button to open the Transfer dialog box where you can enter a transfer recipient in the
Transfer to: text box and select the type of transfer operation you want to perform.
To send the interaction directly to the recipient, enter the recipient’s extension (internal number) or a
phone number (external number), select the recipient from the drop-down list and click Transfer.

l Note: The Transfer button is unavailable if the selected interaction is not in a state in which this action can be performed.

Related Topics

Transfer a Call After Consulting the Recipient
Transfer a Call to Another Person’s Voicemail

Transfer a Call Using a Transfer Button
Transfer a Call Without Consulting the Recipient
Using the Queue Control Toolbar
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Voicemail Button

Requirements: The "Voicemail" Interaction Command Right determines if the Voicemail button can appear on a toolbar. It
also controls whether the Send to Voicemail command appears on a shortcut menu or is available via a keyboard shortcut.
The Transfer Interactions to Voice Mail Security right enables you to transfer an interaction appearing in My Interactions to

your voice mail.

20
Location Queue Control toolbar
Windows 7 Thumbnail
Chat Window
Interaction Properties Dialog Box
Keyboard shortcut Ctrl+M
Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.
Description Click this button to transfer a selected call to your voice mail account.
Use this button if you want to send an incoming call to your voice mail instead of speaking with the
caller.

' Note: The Voicemail button is unavailable if the call is not in a state in which this action can be performed.

Related Topics

Send to Voicemail Button
Transfer a Call to Another Person’s Voicemail

Transfer a Call to Your Voicemail

Using the Queue Control Toolbar
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Whisper Button

Requirements: Operator Console users use the Whisper button instead of the Coach button. The "Coach" Interaction
Command Right determines if the Whisper button can appear on a toolbar. It also controls whether the Whisper command
appears on a shortcut menu or is available via a keyboard shortcut. The Coach Interactions Security right enables you to use
Whisper Mode for an interaction appearing in My Interactions. The Monitor Station Queues, Monitor User Queues, or Monitor
Workgroup Queues Access Control rights enable you to use Whisper Mode for an interaction appearing on another queue.

o <o

Location Queue Control toolbar

Interaction Properties Dialog Box

Keyboard shortcut Ctrl+w

Tip: Keyboard shortcuts work only if you select an interaction in My Interactions or other queue
to ensure that it has focus before you press the keys.

Description Click this button to add yourself to an agent’s call on any user or station queue you have permission
to monitor. This enables you to speak to the agent without the customer knowing that you are
assisting on the call. The agent can hear your side of the conversation, but the customer cannot.

Tip: If the agent presses the Mute button while you are "coaching" the agent, the customer no
longer hears the agent but the agent can continue to converse with you. The Mute button does
not affect the audio between the agent and the coach.

l Note: The Whisper button is unavailable if the call is not in a state in which this action can be performed. '

Related Topics

Using the Queue Control Toolbar
Whisper Mode

Using the Directory Toolbar

Use the Directory toolbar to simplify working with the contacts listed in your directories and managing the flow of incoming
interactions. The Directory toolbar provides actions involving directory entries and active interactions. The Directory toolbar is
located at the bottom of each directory view. You can customize a Directory toolbar for each directory view.

Some buttons may not be available in all situations. If a button is unavailable, you cannot use it on the currently selected interaction
or contact.

Note: The Directory toolbar in the Lync-enabled Company Directory view is different than the toolbar used in other Directory
views. For more information, see Lync-enabled Company Directory.
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Default Directory Toolbars

Default directory toolbar buttons differ for Operator Console users and non-Operator Console users. However, non-Operator
Console users can, if granted permission from their administrator, add them to their toolbar.

l Note: The Operator Console default button set for the Directory toolbar places an added emphasis on transferring calls.

The default configuration for the Directory toolbar includes the following buttons:




Toolbar Non-Operator Operator Function

Button Console Users Console Users

18 X X Camp

‘! X Change user's status
=

“ X Conference

>
‘O
-
QD

—+

11 X Consult Transfer

% X X Dial Default Number
%_ X Dial Business Phone
£3]
i’ X Dial Mobile Phone
X Park on Queue
'b*}
o X X Properties
e X X Send E-mail Message (Business)
. X X Transfer
X Send to Voicemail
=

Customizing Toolbars

The default Directory toolbar does not contain all the available buttons. For more information about adding, arranging, or removing
buttons, see Customizing Toolbars. For a comprehensive list of buttons you can include on your toolbar, see Directory Toolbar
Buttons.

Related Topics

Customizing Toolbars
Directory Toolbar Buttons
Directory Toolbar Shortcuts
Using the Toolbars

Call Transfer Shortcut Keys
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Requirements: Your rights determine the actions you can perform on interactions. This includes using shortcut keys. You
need the Transfer Interactions Security right to transfer interactions in My Interactions. Access Control rights determine
which actions you can perform on other queues you have the rights to display. To Transfer interactions, you need the

appropriate Modify Station Queues, Modify User Queues, or Modify Workgroup Queues Access Control rights.

Call Transfer Shortcut Keys are reserved for Operator Console users. However, all users can employ the standard shortcut
keys for navigation, queues, and directories. For more information, see Shortcut Keys.

Transferring a call without speaking to the intended recipient is called a blind transfer. Use a blind transfer if you do not need to
speak with the recipient before transferring the call. If the intended recipient does not answer, the call is sent to the recipient’s
voice mail.

Transferring a call after speaking with the intended recipient is called a consult transfer. Use a consult transfer if you need to speak
with the recipient before transferring the call. If the intended recipient does not answer the phone, you can resume your
conversation with the caller, transfer the call to the intended recipient’s voice mail, or transfer the call to another person.

To transfer a call by selecting a directory entry:
e Select a call, then select a directory entry and press Enter.

Result: This transfers the selected call to the default phone number or extension for the selected directory entry.

To use any of the following shortcut keys:
1. Select a connected call.
2. Select the appropriate directory entry.
3. Press the shortcut key combination to transfer the call to one of the alternate configured numbers for the user.

Example: To transfer a currently selected call to a user’'s mobile phone after talking to the intended recipient, select the
directory entry for the desired recipient, press and hold Ctrl and Shift and then press I.

Tip: To view the call transfer shortcut keys while working with a call, right-click a directory entry, select Selected Interaction and
then click Transfer to other number or Consult transfer to other number. Shortcuts that are dimmed are unavailable for the
current directory entry.
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Related Topics

Using the Operator Console
Shortcut Keys

Directory Toolbar Shortcuts

Like the Queue Control toolbar, the Directory toolbar contains buttons that have shortcut keys assigned to them. Pressing shortcut
keys performs the same task as pressing the button.

Tip: Select a directory entry before you press a Directory toolbar shortcut. When transferring or parking a call, select both the
interaction and the directory entry before pressing the shortcut keys.

Operator Console: Pay particular attention to the shortcut key combination for Dial Default Number and Transfer. Operator
Console users also have many keyboard shortcuts for call transfers. For more information, see Call Transfer Shortcut Keys.
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Toolbar Button Non-Operator Console |Operator Console Users |Function
Users
';E Ctrl+A Ctrl+A Camp
‘! Ctrl+S Ctrl+S Change user’s status
=
F Ctrl+Shift+C Ctrl+Shift+C Initiate Chat
11 Ctrl+T Consult Transfer
% Enter Shift+Enter Dial Default Number
%_ Ctrl+B Ctrl+B Dial Business Phone
£3]
i’ Ctrl+l Ctrl+1 Dial Mobile Phone
i Ctrl+H Ctrl+H Dial Home Phone
L
Ctrl+K Park on Queue
**?
o Ctrl+Shift+P Ctrl+Shift+P Properties
e Ctri+E Ctrl+E Send E-mail Message (Business)
. Enter Transfer
Ctrl+M Send to Voicemail
=

Directory Shortcuts and the shortcut menu

You can view the currently available directory shortcuts by right-clicking on a directory entry to display the shortcut menu. Actions

that are not available for the current directory entry are grayed-out.
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| Transfer to other number 3 'PJ._ Business Ctrl +48t+B
. ° Consult transfer to other number  » Business 2 Ctrl+Alt+U
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l Warning: Toolbar shortcuts work only if you click a directory entry ensure it has focus before you use the shortcut keys. '
Related Topics

Call Transfer Shortcut Keys

Directory Toolbar Buttons
Using the Directory Toolbar

Directory Toolbar Buttons

The following list contains the buttons available for the Directory toolbar. For more information about adding toolbar buttons to the
Directory toolbar, see Customizing Toolbars.

Toolbar Button Label Function
i Assistant Dial Assistant Phone

t Assistant Consult transfer to Assistant Phone
o 1
* Assistant Blind transfer to Assistant Phone
'&' Business Dial Business Phone
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1 Business Consult transfer to Business Phone
y
* Business Blind transfer to Business Phone
0 a Business Send an email message to the Business address
%_ Business 2 Dial Business Phone 2
&
Business 2 Consult transfer to Business Phone 2
g
&
* Business 2 Blind transfer to Business Phone 2
18 Camp Camp
F Chat Initiate new Chat
H Conference Create or Expand a Conference Call by Adding Parties
ll Consult Consult Transfer
& Dial Dial default phone number
- Email Send an email message to the business address for the selected directory
i} entry.
& Extension Dial default phone number extension
Fax Dial Fax
¥z,
.
Fax Consult transfer to Fax
.,
|
* Fax Blind transfer to Fax
(=
i Home Dial Home Phone
L
Home Consult transfer to Home Phone
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Home Blind transfer to Home Phone
P
= Home Send an email message to the Home address
A
Home 2 Dial Home Phone 2
)
Home 2 Consult transfer to Home Phone 2
(1%
L
Home 2 Blind transfer to Home Phone 2
P R
'ﬁ Mobile Dial Mobile Phone
! Mobile Consult transfer to Mobile Phone
o
* Mobile Blind transfer to Mobile Phone
% Pager Dial Pager
=
Pager Consult transfer to Pager
ll g Lonsult transter g
=
* Pager Blind transfer to Pager
=
Park Park on Queue
#‘*?‘
o Properties Properties
‘! Status Change user's status
i
. Transfer Blind transfer to default number
Voicemail Send to Voicemail
=

Related Topics

Using the Directory Toolbar
Directory Toolbar Shortcuts
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Camp Button

Requirement: The HideClientCamp server parameter controls whether the Camp button appears in the Directory toolbar for
members of selected workgroups. If you do not see this button, contact your CIC administrator

Icon 1
Location Directory Toolbar
Keyboard shortcut Ctrl+A
Description Click this button to camp on the internal extension of a selected directory entry.
Use this button to watch another user’s status. You are alerted when the other user’s status changes
to an available type.
Related Topics

Camp Desktop Alert

Camp on an Internal Extension

Change User’s Status Button

l Requirements: You need the Change Status Users right for the selected user to set another user’s status.

Icon ‘!
=

Location Directory Toolbar
Note: The Change User’s Status button may not appear on your Directory toolbar by default. For a
list of available buttons, see Directory Toolbar Buttons. For instructions on adding them to your
Directory toolbar, see Customizing Toolbars.

Keyboard shortcut Ctrl+S

Description You can set another user’s status in the Company Directory or other directory view.

Related Topics

Directory Toolbar Buttons

Set Another User’s Status

Conference Button

Icon “

Location Directory Toolbar
Description Click this button to add a directory contact to a conference
call.
Related Topics

Create or Expand a Conference Call by Adding Parties

Consult Transfer Buttons
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Requirements: The "Transfer" Interaction Command Right determines if the Transfer button can appear on a toolbar. It also
controls whether the Transfer command appears on a shortcut menu. The Transfer Interactions Security right enables you to
transfer an interaction appearing in My Interactions. The Modify Station Queues, Modify User Queues, or Modify Workgroup
Queues Access Control rights enable you to transfer an interaction appearing on another queue.

A variety of different Consult Transfer buttons can appear on the Directory toolbar. Use these buttons to transfer an interaction to a
specific number associated with a selected directory entry after consulting the recipient.

Note: For more information about checking which numbers are associated with your directory entries, see View and Edit
Directory Entries.
Icons Label Function
1 Assistant Consult transfer to Assistant Phone
|
!.1 Business Consult transfer to Business Phone
] Business 2 Consult transfer to Business Phone 2
¥y
11 Consult Consult Transfer
1 Fax Consult transfer to Fax
ta
l!“ Home Consult transfer to Home Phone
l!. Home 2 Consult transfer to Home Phone 2
ll Mobile Consult transfer to Mobile Phone
ll Pager Consult transfer to Pager
=
Location Directory Toolbar
Note: You can configure which Consult Transfer buttons appear on your Directory toolbar. For more
information, see Customizing Toolbars.
Keyboard
shortcut | Operator Console: For a list of Consult Transfer keyboard shortcuts, see Call Transfer Shortcut Keys. I
Description Click a Consult Transfer button to speak with the transfer recipient while your original caller stays on hold then
transfer the selected interaction to a specific number for a selected Directory entry.
Note: The toolbar button is unavailable if this number is not recorded for the selected Directory entry. For
example, the Consult Transfer to Assistant Phone button is disabled if the phone number does not exist for
the currently selected Directory entry.
Related Topics

Call Transfer Shortcut Keys
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Transfer a Call After Consulting the Recipient
View and Edit Directory Entries

Dial Buttons

A variety of different Dial buttons can appear on a standard Directory toolbar. Use these buttons to dial a specific number
associated with a selected directory entry.

l Note: For information about checking which numbers are associated with your directory entries, see View and Edit Directory
Entries.

Icons Label Function
i Assistant Dial Assistant Phone
'&' Business Dial Business Phone
&
%_ Business 2 Dial Business Phone 2
&
% Dial Dial default phone number
% Extension Dial default phone number extension

i . Fax Dial Fax
[_]
.

i Home Dial Home Phone
Home 2 Dial Home Phone 2
\C
% Mobile Dial Mobile Phone
# Pager Dial Pager
=
Location Directory Toolbar

Note: You can configure which Dial buttons appear on your Directory toolbar. For more information, see
Customizing Toolbars.

Keyboard For a list of Dial keyboard shortcuts, see Directory Toolbar Shortcuts.
shortcut

Description Click a Dial button to dial a specific number for a selected Directory entry.

Note: The toolbar button is unavailable if this number is not available for the selected Directory entry. For
example, the Dial Assistant Phone button is disabled if the phone number does not exist for the currently
selected Directory entry.
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Lync-enabled Company Directory Dial Button

The Lync-enabled Company Directory consolidates dial buttons into a single Dial button with a drop-down list.

Icon %
Location Lync-enabled Company Directory toolbar
Description Use this button to dial a specific number associated with a selected directory entry by doing one of
the following:
e Select an entry in the Lync-enabled Company Directory and then click the Dial button to dial the
default number.
e Select an entry in the Lync-enabled Company Directory and then click the arrow on the Dial
button. Click one of the displayed "Dial" entries to dial the associated number.
Related Topics

Directory Toolbar Buttons

Lync-enabled Company Directory
Make a Call Using a Dial Button

View and Edit Directory Entries

Initiate New Chat Button

Icon F

Location Directory Toolbar

Keyboard shortcut Ctrl+Shift+C

Description Click this button to start and participate in intercom chats with other CIC client users.
Note: To initiate an intercom chat, you need the View Directory Status Columns Access Control
right for the Logged In column in the directory view. This enables the CIC client to determine if
another CIC user is available for a chat. This right enables the Chat button when another CIC is
available for a chat.

Related Topics

Initiate a Chat Session
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Park on Queue Button

Icon
'P*}
Location Directory Toolbar
Note: The Park on Queue button may not appear on your Directory toolbar by default. For a list of
available buttons, see Directory Toolbar Buttons. For more information about adding buttons to
your Directory toolbar, see Customizing Toolbars.
Keyboard shortcut Ctrl+K
l Operator Console: This keyboard shortcut is available to Operator Console users only. '
Description You can place any connected call or connected ACD-routed email interaction in your queue in a
selected user's queue or workgroup queue.
Select a directory entry and then click this button. This removes the interaction from your queue (My
Interactions). It appears in the selected person’s queue.
Related Topics

Customizing Toolbars
Park a Call on Orbit

Park on Orbit Button

Properties Button on the Directory Toolbar

Icon o
Location Directory Toolbar
Keyboard shortcut Ctrl+Shift+P
Tip: Keyboard shortcuts work only if you select a directory entry to ensure it has focus before
you press the keys.
Description The Properties button on your Directory toolbar enables you to view and edit detailed information for
the selected directory entry. For more information, see View and Edit Directory Entries.
Related Topics

Customizing Toolbars

Properties Button on the Queue Control Toolbar

View and Edit Directory Entries
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Send Email Message Buttons

Two different send email message buttons can appear on the Directory toolbar. Use these buttons to send an email message to a
specific email address associated with a selected directory entry.

Edit Directory Entries.

l Note: For more information about checking which email addresses are associated with your directory entries, see View and

Icons Label Function

|l=_'@ Business Send an email message to the Business email address.

= Home Send an email message to the Home email address.

Location Directory Toolbar
Note: You can configure which Send Email buttons appear on your Directory toolbar. For more information
about adding buttons to your Directory toolbar, see Customizing Toolbars.

Keyboard For a list of email keyboard shortcuts, see Directory Toolbar Shortcuts.

shortcut

Description Click an email button to use your email program to send an email message to a specific address for a selected

Directory entry.
Note: The toolbar button is unavailable if this address is not available for the selected Directory entry. For
example, the Send Email to Home address button is disabled if that email address does not exist for the
currently selected Directory entry.
Related Topics

Send an Email Message
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Send to Voicemail Button

Icon

&

Location

Directory Toolbar

Note: The Send to Voicemail Button may not appear on your Directory toolbar by default. For a
list of available buttons, see Directory Toolbar Buttons. For more information about adding
buttons to a toolbar, see Customizing Toolbars.

Keyboard shortcut

Ctrl+M

l Operator Console: This keyboard shortcut is available to Operator Console users only.

Description

Use this button to transfer a call to a selected CIC user’s voice mail account.

Select a directory entry and click this button. The currently selected call is transferred to the
designated user’s voice mail.

l Note: The Voicemail button is unavailable if the call is not in a state in which this action can be performed.

Related Topics

Transfer a Call to Another Person’s Voicemail

Transfer a Call to Your Voicemail

Using the Queue Control Toolbar

Voicemail Button

Blind Transfer Buttons

Requirements: The "Transfer" Interaction Command Right determines if the Transfer button can appear on a toolbar. It also

controls whether the Transfer command appears on a shortcut menu. The Transfer Interactions Security right enables you to

transfer an interaction appearing in My Interactions. The Modify Station Queues, Modify User Queues, or Modify Workgroup
Queues Access Control rights enable you to transfer an interaction appearing on another queue.

A variety of different Blind Transfer buttons can appear on the Directory toolbar. Use these buttons to transfer an interaction
without consulting the recipient to a specific number associated with a selected directory entry.

Note: For more information about checking which numbers are associated with your directory entries, see View and Edit Directory

Entries.
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Icons Label Function
* Assistant Blind transfer to Assistant Phone
- Business Blind transfer to Business Phone
- Business 2 Blind transfer to Business Phone 2
* Fax Blind transfer to Fax

L
. Home Blind transfer to Home Phone
+ Home 2 Blind transfer to Home Phone 2
». Mobile Blind transfer to Mobile Phone
* Pager Blind transfer to Pager

1]

' Transfer Blind transfer to default number
Location Directory Toolbar

Note: You can configure which Blind Transfer buttons appear on your Directory toolbar. For more
information, see Customizing Toolbars.

Keyboard
shortcut | Operator Console: For a list of Blind Transfer keyboard shortcuts, see Call Transfer Shortcut Keys.

Description Click a blind Transfer button to transfer the selected interaction to a specific number for a selected Directory
entry.

Note: The toolbar button is unavailable if this number is not available for the selected Directory entry. For
example, the Blind Transfer to Assistant Phone button is disabled if an assistant’s phone number does not
exist for the currently selected Directory entry.

Related Topics
Call Transfer Shortcut Keys
Transfer a Call Without Consulting the Recipient
View and Edit Directory Entries
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Configuration Options

Requirements: You need the Customize Client Security right to customize your personal CIC client configuration settings. You
need the Manage Client Templates Security right to create or edit templates for other CIC client users. For more information,

see Client Templates.

The CIC client organizes your configuration options in a single dialog box. The Configuration dialog box contains the following
properties details panes:

Alerting
e Voice Mail / Fax Paging
e My Interaction Ring Sounds

e Desktop Alerts

Calls
e Follow Me Routing

e (Call Coverage
e Personal Prompts

Email

IP_ Phone

Monitored Appearances
Views
e (Call History
Dial Pad
Directories
Interaction Optimizer Schedule
Search Processes
Queues
e Orbit Queue
Tracker
e Unified Communications
e Lync Embedded Client
e Unified Messaging
e Fax Viewer
e Voicemail

General

Automatic Status Changer
Interaction Optimizer Settings

Outlook Dialing
Related Topics

Client Templates
Understanding the Configuration Dialog Box

Understanding the Configuration Dialog Box

Requirements: You need the Customize Client Security right to customize your personal CIC client configuration settings.
Specific settings in the Configuration dialog box properties details pane can be unavailable if they do not apply in your current
configuration. Client templates can contain configuration settings that you may not be able to change. A lock icon indicates
the panes containing settings you cannot change.

You use the Configuration dialog box to control the appearance and behavior of the CIC client.
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Accessing the Configuration Dialog Box

To access the Configuration dialog box:
e To access the configuration options, from the Options menu, click Configuration.

Using the Configuration Dialog Box

You select the appropriate settings node in the Navigation pane. You configure individual configuration settings in the Properties
details pane.

Shortcut Keys

Shortcut keys are available for many of the options in a Properties details pane. If you do not see the underlined characters for the
shortcuts, press the Alt button. Press Alt plus the appropriate letter to select or clear a check box, select a radio button, or to move
your cursor to a control or text box.

r =

Configuration @
=% Alerting
a—) ----- "] WYoice Mail / Fax Paging
. | My Interaction Ring Sounds #$
# Desktop Alerts (—@ his feature allows another user to answer your calls, If you want to set up
= {,I Calls he system to forward calls directly to you at another number, use the 8
i =3 Follow Me Forwarding field in the 5et Status dialog.
(a—) ----- 3 call coverage 6
ﬂ Personal Prompts C Ooti
E Chats overage Uptions
2 Ernails Forward @—) ( [AH Calls vl
~JE 1P Phone _
-8 Monitored Appearances fI'm "do not disturb”, forward All Calls
Lha If I'm on the phone, forward All Calls
General
""" %3 Auto Status Changer If 1 don't answer, forward All Calls

Coverage Mumber

Send my calls to:

B Outlook Dialing g
----- %, Tracker 9
o

If the caller leaves voicemail, send it to: My Voice Mail Box -

T D I o T
The Call Coverage page has invalid settings.(—@ QID—’I oK I [ Cancel ] [ Apply ]
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1 Navigation | The available types of settings are in a tree view control on the left. Click any node to display the settings

pane for that node.
Note: The list of nodes changes based on which plug-ins your CIC administrator enables and your
feature licenses. For more information, see the help links in Configuration Options.
2 Properties The settings associated with each node appear in the Properties details pane.
details
pane
3 Lock icon Your CIC administrator can use Client Configuration Templates in Interaction Administrator to prevent

users from modifying selected configuration settings. If you cannot modify the settings for a particular
node, a lock icon appears next to the node name. Also, the corresponding setting controls on the
associated properties details pane are unavailable.

Modified Two indicators appear when you change a setting but have not yet applied (saved) this change:
settings

4 e In the navigation pane, a bold node name identifies a properties details pane which contains modified
settings that have not yet been applied.

5 e Inthe Properties details pane, a pointer icon identifies the specific setting that has been changed but
not yet applied.

6 Selected The name of the currently selected node is highlighted.
node

Error icons Error icons appear in several places in the Configuration dialog box:

7 e Before the name of the node containing the incorrect or missing setting.
l Tip: Click this icon to display the properties details pane containing the error. '
8 e In the banner for the Properties details pane.

Note: Usually the banner displays the same icon as the corresponding node in the Navigation
pane. Some properties details panes require a valid connection to the CIC server to save their
settings. If the connection drops, the banner icon changes to a broken connection icon and
the settings controls are unavailable or the properties details pane is blank.

9 e Next to the text box or control containing a missing or invalid setting.

l Tip: Point to this error icon to display a tooltip containing information on how to fix the error. '

10 Error Error messages appear in the bottom section of the Configuration dialog box.
message

11 Command e Click OK to save any changed settings and close the Configuration dialog box.
buttons e Click Cancel to discard any changed settings and close the Configuration dialog box.
e Click Apply to save any changed settings and keep the Configuration dialog box open.

Related Topics

Automatic Status Changer
Configure Your IP Phone

Client Templates

Add-in Architecture

Your company's in-house developers can add custom features to the CIC client. An add-in is a piece of customer code or customer
GUI that the CIC client detects and loads into a secure context, protecting both the CIC client and the customer from potential
problems. This piece of code can then interact with core CIC client functionality without risk.

Contact your CIC administrator for more information about any custom features your company may have added to the CIC client.

Cliant Tamnlateac
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Requirements: You need the Manage Client Templates Security right to create or edit templates for other Interaction Desktop
users. You need the Customize Client Security right to customize your personal CIC client configuration settings.

Client templates affect the appearance and functionality of Interaction Desktop. You save the template to the CIC server. A CIC
administrator can then assign this template to other Interaction Desktop users.

Client templates can:

Supply a standard set of configuration settings for the options in the CIC client Configuration dialog box.

Note: The CIC administrator or template manager controls whether you can change any of the configuration settings
supplied by a client template.

Contain multiple, pre-configured workspaces, complete with selected views for each workspace.

Display a standard set of views, determine which columns and toolbar buttons appear in these views, and set the order in which
the columns and buttons appear on these views.

A user’'s Access Control rights and Security Rights still determine whether a view appears in his or her interface. For
example, if your assigned template includes the Related Items view, you still need the Tracker Access License and the
appropriate rights in order to display this view.

Note: The CIC administrator or template manager controls whether you can add or remove any of the views supplied by
a client template, or modify the appearance of a view.

Set a default location for views included in the client template.

Note: The position of these views may be locked in the client template. To move locked views supplied by a client
template, you need the Customize Client security right.

Displays the names of selected folders in the Email Folders view.
Determine the default font type and size for text outgoing email messages.

Note: The font type and size settings default from those used in your last outgoing email message. These settings
automatically become part of any template you create or edit.

Control whether Interaction Desktop starts in Mini Mode or standard mode.

Note: If you save a template while in Mini Mode, Interaction Desktop appears in Mini Mode after any agent assigned
that template logs on.

Displays selected Fast Status buttons in the Interaction Desktop status bar, in both the standard mode and Mini Mode.

Changes to Templates

Interaction Desktop reflects any change the CIC administrator or template manager makes to a client template assigned to you.

If you have the "Customize Client" right, the template updates any custom or default workspaces that exist in both the template
and in your Interaction Desktop interface. It adds workspaces that don't exist in your interface. It does not remove any custom
workspaces that you created.

If you do not have the "Customize Client" right, the workspaces defined in the template replace all your workspaces.
In either case, the revised template replaces configuration settings for the CIC client and other Interaction Desktop modules.

CIC notifies you when changes occur to the client template assigned to you. You can choose to apply these changes immediately
or the next time you restart the CIC client.

Default or Built-In Templates

Several default templates are available for Interaction Desktop. If you have the "Manage Client Templates" Security right, you can
edit, but not delete, these templates.

All Channel Agent
Basic Chat Agent
Basic Email Agent
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e Default Template
e Multi-Channel Agent

Related Topics
Manage Templates

Manage Templates

l Requirements: See Client Templates. l

You use the same controls and procedures to create a client template as you use to adjust your own configuration settings and the
appearance of Interaction Desktop. You save these changes to a specific client template. You can create as many client templates
as you need. When you finish creating or editing a template, Customer Interaction Center restores your current Interaction Desktop
layout and configuration settings.

Note: In Interaction Administrator, CIC administrators can publish client templates and assign them to roles, workgroups or
users. See Publish a Client template for more information.

Related Topics

Client Templates
Create a Template

Create a Mini Mode template
Delete a Template

Edit a Template
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Create a Template

l Requirements: See Client Templates. l

You use the same controls and procedures to create a client template as you use to adjust your own configuration settings and the
appearance of Interaction Desktop. You save these changes to a specific client template. You can create as many client templates
as you need. When you finish creating or editing a template, Customer Interaction Center restores your current Interaction Desktop
layout and configuration settings.
To create a template:

1. Select File > Templates > Enter Template Mode.

2. Do any or all of the following:
e Adjust configuration settings in the Configuration dialog box.

l Tip: For a list of available configuration options, see Configuration Options. '

Create a custom workspace.

Delete a custom workspace.
Add or close views.

Add or remove view columns.

Change view layout.
Customize toolbars.

3. When the template is complete, select Exit Template Mode from the menu bar.
4. Inthe Save Changes dialog box, click Yes.
5. Inthe Save Template dialog box, do one of the following:

e Inthe Template name text box, type a name for this template.

e From the list of existing templates, select one.

6. Click Save.

Result: You exit Template Mode.

I Note: Customer Interaction Center restores your current layout and configuration settings when you exit Template l
Mode.

Related Topics
Manage Templates
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Create a Mini Mode template

You can create a Client template that automatically opens Interaction Desktop in Mini Mode view.

l Tip: To create or edit a Mini Mode template, you must exit template mode while in Mini Mode.

1.

Hw N

6.

Select File > Templates > Enter Template Mode.

In the Template Mode message dialog box, click OK.
Click the Show in Mini Mode control (a box with inward pointing arrows.).
Optionally, in Mini Mode, add or remove Fast Status buttons.

' Note: Changes made to Fast Status buttons affect both the Mini Mode and standard mode.
Click and hold the Close control (x) and then click Exit Template Mode.

Clase
Exik

Exit Template Mode

If prompted, in the Save Changes? dialog box, click Yes.

Related Topics

Client Templates

Managing Mini Mode Views
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Edit a Template

l Requirements: See Client Templates. l

You use the same controls and procedures to edit a client template as you use to adjust your own configuration settings and the
appearance of Interaction Desktop. When you finish editing a template, Customer Interaction Center restores your current
Interaction Desktop layout and configuration settings.

Note: You cannot delete the default workspace in a template. If you have the Customize Client Security right, you can delete any
views within the default workspace.

To edit a template:
1. Select File > Templates > Manage Templates.

2. Inthe Manage Templates dialog box, select a template and click Load for edit.

3. Do any or all of the following:
e Adjust configuration settings in the Configuration dialog box.

l Tip: For a list of available configuration options, see Configuration Options. '

e Create a custom workspace.
e Delete a custom workspace.
e Addorclose views.

e Add or remove view columns.
e Change view layout.

e Customize toolbars.

4. When the template is complete, select Exit Template Mode from the menu bar.
5. Inthe Save Changes? dialog box, click Yes.

Result: You exit Template Mode.

l Note: Customer Interaction Center restores your current layout and configuration settings when you exit Template l
Mode.

Related Topics
Manage Templates
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Delete a Template

l Requirements: See Client Templates. I

You can delete any custom template at any time. You cannot delete any of the built-in or default Interaction Desktop templates. If
you delete a template that the CIC administrator has already assigned to users, these users do not see any changes and do not
receive a warning or notification. After the CIC administrator assigns a template to a user, there is no link between that template
and the user’s Interaction Desktop configuration. The template replaces the current state of the user’s Interaction Desktop
configuration. From then on, it is as if they personally configured Interaction Desktop.
To delete a template:

1. Select File > Templates > Manage Templates.

2. Inthe Manage Templates dialog box, select a template and click the Delete button (X).

' Note: The Delete button is unavailable if you select a built-in or default Interaction Desktop template. '

3. Inthe Delete Template? dialog box, click Yes.
4. Click Close.
Result: You exit Template Mode.

Related Topics
Manage Templates

Miscellaneous Configuration Options

Automatic Status Changer

l Requirements: You need the Customize Client Security right to customize configuration settings in the CIC client. I

Use the Automatic Status Changer to change your CIC status when your screen saver turns on or off or when your workstation is
locked or unlocked. For example, Automatic Status Changer could set your status to "Available" when your screen saver turns off.

When Automatic Status Changer resets your status, it displays a desktop alert.

Status changed back to
Avvailable

Special Circumstances

If the Automatic Status Changer doesn't change your status or your status is not what it set it to, Automatic Status Changer doesn't
reset your status when you resume work. For example, Automatic Status Changer sets your status to Away From Desk when you
lock your workstation. Then you use the TUI (Telephone User Interface) to set your status to Available, Forward. Automatic Status
Changer does not change your status back to Away From Desk when you unlock your workstation.

If your status is already set to what the Automatic Status Changer would change it to when you resume work, it does not change
your status.

Also, setting a user’s status requires a valid connection with the CIC server. If your server connection drops, the Automatic Status
Changer does not change your status when the screen saver turns on or off or the workstation is locked or unlocked.
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Warning: Do not use the Automatic Status Changer if you set up Power Options Properties in Control Panel to turn off your
monitor after a set amount of time. When the monitor’'s power is turned off, the Automatic Status Changer thinks the screen
saver has turned off. It changes your status back to either what it was before the screen saver started or to a pre-defined status
specified in the Automatic Status Changer dialog.

In the rare case that you run more than one type of CIC client at the same time, do not enable Automatic Status Changer in both
applications. For example, running Interaction Desktop and Interaction Connect at the same time is not a supported
configuration. Enable Automatic Status Changer in only one CIC client.

Configuring Automatic Status Changer

To configure the Automatic Status Changer:
1. Inthe Configuration dialog box, click the Auto Status Changer node.

2. Use the When to Change tab to enable or disable the auto status changer. The two options are:

Not at this time. | wish to disable the Disable the Automatic Status Changer.
auto status changer.

When my workstation locks or the Change user’s CIC status whenever the screen saver turns on or off or when the
screen saver starts. workstation locks or unlocks.

If this option is selected, screen saver activation or workstation locking is
interpreted as you going away. If screen saver activation causes your CIC status
to change, then stopping the screen saver sets your status back. Similarly, if the
workstation locks and causes your CIC status to change, then unlocking the
workstation resets your status.

3. If you enable the Automatic Status Changer, use the What to Change tab to determine what status is set when the screen saver
turns on or off.

4. In the What to do when | go away section:

Set my status to: Choose the status you want the Automatic Status Changer to set when your
screen saver activates or your workstation locks. For example, your status can
be set automatically to "Away from Desk."

Only change my status if my current Select this check box for additional control over when the Automatic Status
status is in the Selected list Changer changes your status if the screen saver activates or the workstation
locks.

If checked, the Automatic Status Changer changes your status when the screen
saver activates or the workstation locks only if your current status is in the
Selected list.

Click a status in the Available list and then click the >> button to move it to the
Selected list. Use the << button to move a status from the Selected list back to
the Available list.

If cleared, the Automatic Status Changer always changes your status when the
screen saver activates or the workstation locks. It changes your status to the
status specified in the Set my status to drop-down list.

If my status is changed, set my If you want to have status notes set for the status to which you are changed,
status notes to: check this check box and enter the status notes in the text box provided.

Note: Status notes work on a per status basis. Status notes appear in the
Status Notes column which can be displayed for CIC users. For example,
both workgroup and the Company Directory can display Status Notes.) For
more information, see Customize Columns.

5. In the What to do when | come back section:
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Set my status to what it was auto-
changed from

Select this radio button to change your status to what it was before the screen
saver activated or the workstation locked.

Note: The Automatic Status Changer does not change your status back to
one you could not have selected and which was automatically set for you.
For example, CIC could automatically set your status to "Follow Up" after
you disconnect an ACD interaction. After a period of inactivity, the
Automatic Status Changer sets your status to "Away from Desk." When
you unlock your workstation or turn off your screen saver, the Automatic
Status Changer does not set your status back to "Follow Up." "Follow up"
is not a user-selectable status. Your status remains set to "Away from
Desk."

Set my status to

Select this radio button and select a status from the list to change your status
to a pre-determined status when the screen saver turns off or the workstation
unlocks.

6. Click Apply to save your selections.

7. Click OK to close the Configuration dialog box.

Related Topics

Possible Status Values
Set Status Details

Set Your Status

Set Another User’s Status

Setting Status
Understanding the Configuration Dialog Box

Unavailable Status Reminder
View Another User’s Status
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Configure Your IP Phone

If you have a Managed IP phone, you can configure synchronization between the Do Not Disturb (DND) setting on your phone and
your CIC client user status. These configuration settings enable you to specify what CIC sets your user status to when you activate
DND status or turn off DND on your phone.

Note: Your CIC administrator can enable the DND synchronization feature and create custom configuration settings for you in
Interaction Administrator. Your CIC administrator also controls whether you can alter these configuration settings. For more

information, see Understanding the Configuration Dialog Box.

To configure DND Status Synchronization:
1. Inthe Configuration dialog box, click the IP Phone node.

' Note: This node is available only if you have a managed IP phone. '

2. From the When | turn the DND button on, set my status to: drop-down list, select the status you want to have when you activate
the DND button on your IP phone.
3. Inthe When I turn the DND button off section, do one of the following:
e Select Set my status to the last available status

Result: When you turn DND status off using your phone, your CIC status returns to what it was before you activated
the DND button.

e Select Set my status to and from the drop-down list, select a CIC status.

Result: When you turn DND status off using your phone, your CIC status is set to the status you select here.

4. Click Apply to save your selections.
5. Click OK to close the Configuration dialog box.

Related Topics
Managed IP Phone
Possible Status Values
Set DND Status with Your Phone
Set Your Status

Setting Status
Understanding the Configuration Dialog Box
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Display the Related Items View

Requirements: You need a Tracker Access License and the appropriate rights to display the Related Items view. You need the
Customize Client Security right in order to add a new view to the CIC client. Also, you need the Related Interactions Page
Security right to display the Related Items view. The View History Users Access Control right determines whose interactions
appear in the Related Items view. Optionally, you need the View Other People’s Private Interactions Security Right to view
other users' private interactions in the Interactions tab.

You can add the Related Items view to the CIC client. It contains two tabbed views:
e |Interactions Tab

The Interactions tab enables you to view a list of interactions associated with the contact for your currently selected
interaction. Your CIC administrator controls the types of interactions that can appear in this tab. Possible interaction types
include calls, chats, e-mails, and faxes. For more information, see Use the Related Items View and Configure the
Interactions Tab.

e Conversation History Tab

A Conversation History is not a record of the content of the email interactions. The email text is not preserved as part of
this history. It provides a record of the contact between parties to the conversation, but not the details. For more
information, see Use the Conversation History Tab.

To display the Related Items view:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Tracker.

2. Inthe Views list, select Related Items.
3. Click OK.

Result: The Related Items view appears.

Related Topics

Add or Remove View Columns
Change View Layout

Find Related Interactions
Interaction History

Use the Related Items View

122



Email Configuration

Requirements: You need the Customize Client Security right to configure email pickup or reply options. Client templates can
contain configuration settings that determine your Emails configuration and control whether you can alter configuration

settings.

You can configure the default behavior of email messages in the Email Window for Incoming Messages and Email Window for
Outgoing Messages when you pick up or reply to an ACD-routed email message.

' Tip: To configure an Email window toolbar and other options, see Configure Email Windows.

1. Inthe Configuration dialog box, click the Emails node.

2. Inthe Emails properties details pane, make the following selections.

Download pictures
automatically in HTML email
messages

This check box controls the default behavior of email messages in the Email Window

for Incoming Messages and Email Window for Outgoing Messages when you pick up
or reply to an ACD-routed email message.

Do one of the following:

To download and display automatically any images included in ACD-routed email
messages, select the check box.

To prevent automatic downloading and display of images, clear the check box.

Result: Any ACD-routed email message which contains an image displays a warning
message instead. If you trust the source of the email message and want to display the
blocked image, you can click the "To protect privacy" banner in the received email
message.

Note: Blocking automatic image downloads speeds up email message
downloads and can help protect you from junk email.

No longer show email after
sending

Select this option to close the Email Window for Outgoing Messages automatically
when you click Send.

No longer show email after
disconnecting

Select this option to close the Email Window for Incoming Messages automatically
when you click Disconnect.

Always check spelling before
sending email

Do one of the following:

To spell check email replies automatically after you click Send in the Email Window for
Outgoing Messages, select the check box.

To turn off automatic spell checking, clear the check box.

Tip: To spell check all or part of an email reply, you can always use the Spell
Check toolbar button in the Email window.

Available Languages

Do either of the following to select the languages to use for spell checking your email
message replies:

To add a language, from the Available Languages list, select a language and click >.
To remove a language, from the Favorites list, select a language and click <.

Note: The list of languages in the Available Languages list is determined by
whether you have installed Microsoft Word and the languages provided by that
particular installation of Word or any additional installed Word language packs.
Wintertree dictionaries are packaged with the CIC client and are always available.

3. Click Apply to save your selections.

4. Click OK to close the Configuration dialog box.

Related Topics

Pick Up or Reopen an Email Message

Reply to an Email Message

Understanding the Configuration Dialog Box

Working with Email Messages
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General Options

Requirements: You need the Customize Client Security right to configure general options.Client templates can contain
configuration settings that determine your general options and control whether you can alter configuration settings.

To set general options:
In the Configuration dialog box, select the General node.

1.

2.

3.

4.

In the General properties details pane, in the Interactions section, select the appropriate options:

Hide disconnected
interactions

Select this check box to remove interactions from My Interactions or other queue
immediately after you disconnect them.

Confirm drag and drop
operations

Select this check box to display a confirmation dialog box anytime you perform a
drag and drop operation such as dragging and dropping a call on another call to
create a conference call. For more information, see Drag and Drop a Call on Another
Call.

Confirm single click dialing

Select this check box to display a confirmation dialog box anytime you start a call by
single-clicking on a number in your Call History, or Company directory. This gives
you the opportunity to click Yes or No before the call is dialed.

Note: If you enable both Advanced Dialing Options and Confirm single click
dialing, the confirmation dialog box does not appear. However, clicking OK in the
Advanced Dialing Options dialog box is the same as clicking Yes in the
confirmation dialog box.

In the Notification Area section, select the appropriate options:

Show actual status icon in
system tray

Select this check box to replace the CIC client icon with an icon associated with
your status (Available, Away from Desk, etc.).

Minimize to the notification
area instead of the task bar

Select this check box to remove the CIC client icon from the Windows taskbar when
you close the CIC client workspace.

This setting controls what happens on the Windows taskbar when you close the
workspace, instead of exiting the CIC client entirely. When you close the workspace,
the CIC client continues to run. To restore the CIC client workspace, single-click the
taskbar icon or notification area icon. For more information, see Exiting.

Note: This setting has no effect if you have already pinned the CIC client
application to the Windows taskbar. If the application is pinned, the task bar icon
remains when you close the CIC client.

In the remaining, unlabeled section, select the appropriate options:
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Automatically play voice mail
interactions

The option controls what happens after an agent picks up an ACD-routed voice mail
interaction in the My Interactions view and an email form containing the voice mail
attachment opens.

Do one of the following:

e Select this check box to open the Interaction Voicemail Player automatically and
immediately play the voice mail.

Tip: Interaction Voicemail Player configuration options affect this
selection. If Interaction Voicemail Player is not set to be your default
voice mail player, then voice mail opens in your default.wav player
(Windows Media Player, Real Player, etc.). Also, if Play voice mail
automatically on open is not selected in the Interaction Voicemail Player
options, the Voicemail Player opens, but you must click the Play button
to hear the voice mail. For more information, see Configuring Interaction

Voicemail Player.

e Clear this check box if you prefer to manually open the voice mail attachment in
the email form.

Note: An ACD-routed voice mail interaction is a voice mail left by a customer
who dials into a workgroup queue. This voice mail is sent to the workgroup
email Inbox as an attachment to an email. The email is then sent to the first
available agent in the workgroup. It appears in the agent’s My Interactions view
as an ACD-routed voice mail interaction.

Sort account codes by account
number

Select this check box to sort account codes by account numbers within the CIC
client.

5. Click Apply to save your selections.
6. Click OK to close the dialog box.

Related Topics
Drag and Drop a Call on Another Call

Understanding the Configuration Dialog Box
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Outlook Dialing

Requirements: If you are running Microsoft Lync or Skype for Business when you try to use the Call feature for a contact in
Outlook 2007 or Outlook 2010, the Lync or Skype for Business client attempts to dial the call instead of the CIC client. For
more information about installing the appropriate hot fix and modifying the Windows registry, see the Microsoft Support site,
http://support.microsoft.com/kb/959625.

The Outlook Dialing feature is an optional component for the CIC client. When it is installed, it enables Microsoft Outlook to dial
telephone numbers, such as contacts.

In technical terms, this feature is a minimal telephony service provider (TSP) that is based on Microsoft's TAPI/TSP specification.
"TAPI" stands for Telephony Application Programming Interface. The Outlook Dialing feature provides a bridge between the
Customer Interaction Center and Outlook’s TAPI capability.

Installation and Configuration

Before you can configure or use the Outlook Dialing feature, you must install it as part of the IC User Applications Setup. For more
information, see the CIC Server Installation and Configuration Guide.

Verify Installation

To verify installation of the Outlook Dialing addin:
1. Inthe Configuration dialog box, click the Outlook Dialing node.
2. In the Outlook Dialing property details pane, verify that Installation State is Installed.
3. Click OK to close the Configuration dialog box.

Dial a Microsoft Outlook Contact

Before you can dial an Outlook contact, the CIC client must be running and you must be logged onto a station.
1. Right-click an Outlook Contact.

' Tip: For more information about locating and displaying an Outlook contact, see the Microsoft Office Outlook Help.

2. From the drop-down menu, select the arrow nextto the contact's name.
3. Click the number to dial.

Voicemail Message View

Requirements: You must install Interaction Voicemail Player on your workstation in order to display the Voicemail Message
view.

The Voicemail Message view includes a playback interface that enables you to listen to your voice mail messages on a choice of
devices. For more information, see Use the Voicemail Message View.

To display the Voicemail Message view and player:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Unified Messaging.

2. Inthe Views list, select Voicemail.
3. Click OK.

Result: The Voicemail Message view appears.

Related Topics

Add or Close Views
Customizing the Interface
Use the Voicemail Message View
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Alerting Options

Requirements: The Multiple Calls Security right controls whether you are alerted to the arrival of a new call when you are
already on a call. This type of alert is in addition to the alerting options you can figure yourself.

You can choose how you want the CIC client to notify you of incoming calls. You can configure it to send a message to your pager
when you have new messages. You can assign distinctive.wav files to alert you of new calls, chats, e-mails, or other interactions.
The Alerting node enables you to set the following options:

General Alerting Options
Voice Mail / Fax Paging
My Interactions Ring Sounds

Desktop Alerts
Parked Call Alerting Options

Desktop Alerts

Use Desktop Alerts to display a desktop dialog box for alerting interactions and other events. The desktop dialog box pops up in the

bottom right corner of your Windows desktop. The dialog box fades automatically depending on the type of alert. You can stop the
fading by moving the mouse over the dialog box.

Mew Interaction (=]
(3

@ pickup
B send To Voice Mail

loe Smith
(317 696-99949

2 Hold

Setting Up Desktop Alerts

To set up desktop alerts:
In the Configuration dialog box, expand the Alerting node and click the Desktop Alerts node.

1.
2.

3. Click Apply to save your selections.

In the Desktop Alerts properties details pane, complete the fields as described below.

Display desktop alerts for
alerting interactions

Select this check box to turn on desktop alerts.

The Interaction Alert dialog box displays information about the interaction, i.e.,
name, number and an icon for the interaction type.

Note: You can also display a message in a desktop alert dialog box by setting
up a personal rule. For more information, see Setting Up Personal Rules.

A personal rule that displays a desktop alert overrides the setting in this check
box. For example, if you turn off desktop alerts for all alerting interactions by
clearing this check box, but have a personal rule that displays desktop alerts for
some alerting interactions, then the desktop alert appears for the interactions
included in the personal rule.

Duration

Adjust the slider to control how long the Interaction Alert dialog box is displayed on
the desktop before fading away.

Set the alert to fade immediately (0 Seconds after alerting), never (Lifetime of
Interaction), or a time between 1 and 120 seconds.

4. Click OK to close the Configuration dialog box.
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Using Desktop Alerts

There are three types of desktop alerts.

Interaction Alerts An Interaction Alert appears when you receive a new alerting interaction. The interaction
alert dialog box displays information about the interaction, i.e., name, number and an icon
for the interaction type.

Click Pickup to pick up the interaction, or click Send to Voicemail to send the interaction
to your voice mail.

Camping Alerts A Camping Alert appears when you camp on another person. The camping alert dialog box
displays information about the person, i.e., name, status and station. If the person you
camped on is not available, by default the alert dialog box fades and pops up again when
the user becomes available.

Click Call Now to immediately call the person, click Stop Camp to stop camping on the
person, or click Options to set the behavior of the Camping Alert dialog box.

General Alerts A CIC administrator may send a General Alert to your client. The administrator controls
the content and the behavior of these general alerts.

Related Topics
Understanding the Configuration Dialog Box

General Alerting Options

Requirements: You need the Customize Client Security right to configure general alerting options. Client templates can
contain configuration settings that determine your general alerting options and control whether you can alter configuration
settings.

General alerting options control telephone or computer speaker alerts for incoming interactions, whether incoming interactions are
automatically selected, and how long an interaction can alert before it times out.

To set general alerting options:
1. Inthe Configuration dialog box, click the Alerting node.

2. Inthe Alerting properties details pane, in the General Alerting section, select the appropriate options:
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Ring telephone for calls

When selected, your telephone rings when calls come into the CIC client.

Note: This option is disabled if this station is configured to Ring Always in
Interaction Administrator, or if this is a remote station.

Ring computer

When selected, incoming interactions ring through your computer’s speakers.

Ring when on phone

When selected, incoming interactions ring on the computer when you are already on
the phone.

Pop client

When selected, the arrival of an incoming interaction causes the CIC client to appear
on top of any other application you are running.

Note: If you have the Interaction Client Operator Add-On license, the My
Interactions view also pops to the foreground if it was behind another view.

Pop for Work Items

When selected, the arrival of a new work item causes the CIC client to appear on top
of any other application you are running. The My Work Items view pops to the
foreground if it was behind another view. For more information, see Working with
Interaction Process Automation for more details on work items and processes.

Note: Only agents with the appropriate licenses and rights can use IPA. For more
information, see IPA User Licenses and IPA User Rights.

Auto select interactions after
disconnect

You can have multiple interactions in the My Interactions queue. However, you can
perform actions (such as mute, record, transfer, etc.) on only the currently selected
interaction.

When you enable this option, the CIC client automatically selects the oldest
interaction that is not disconnected when the currently selected interaction leaves
the queue.

Tip: By default, if there are no active interactions in My Interactions, when an
alerting interaction appears, it is automatically selected.

Select new outgoing
interactions

When selected, any new outgoing interactions in a queue are automatically selected.

Timeout for incoming calls (in
seconds)

Typically, 6 seconds covers one ring and a pause, so 18 seconds allows
approximately three full ring cycles. The duration of this timeout defaults to the
value on your Client Configuration template in Interaction Administrator. If you don't
have a template, the duration defaults to 30 seconds.

The Timeout for ACD calls is controlled separately by the Workgroup configuration
on the CIC server, and it also defaults to 30 seconds.

e You cannot control the timeout for ACD calls from here.
e Negative numbers are not valid.
e Minimum value is 7.

3. Click Apply to save your selections.

4. Click OK to close the Configuration dialog box.

Related Topics

Client Templates
Parked Call Alerting Options

Understanding the Configuration Dialog Box
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My Interactions Ring Sounds

Requirements: You need the Customize Client Security right to configure interaction ring sounds. Client templates can
contain configuration settings that determine your interaction ring sounds and control whether you can alter configuration
settings.

My Interaction Ring Sounds configuration settings designate the WAV files played for various types of interactions.

To set ring sounds:

1. Inthe Configuration dialog box, expand the Alerting node and click the My Interaction Ring Sounds node.
2. Inthe My Interaction Ring Sounds properties details pane, to change ring sounds, see Changing Ring Sounds. For a description
of the ring sound options, see My Interaction Ring Sounds Options.
3. Click Apply to save your selections.
4. Click OK to close the Configuration dialog box.
Changing Ring Sounds

To change ring sounds:

1.

2.

3.

Click the More button (...) at the end of the text box for the appropriate interaction type.

Result: The Open dialog box, which displays sound files in a list, appears.
Choose a sound file (.wav) from the list or search for a sound file in another directory.

' Tip: To listen or review your sound file, click the Play button.

Click OK after making your selection.

My Interaction Ring Sounds Options

Calls This option specifies the location of the.wav file to play when calls ring on your My

Interactions queue.

Note: If you are working with Monitored Appearances, calls arriving on those queues
could have a different sound. For more information, see Customize Monitored

Appearance Alerts.

Chats This option specifies the location of the.wav file to play when chats arrive at your CIC

client station.

Emails This option specifies the location of the.wav file to play when an ACD-routed email

message arrives at your CIC client station.

All Other Interactions This option specifies the location of the.wav file to play when all other interactions arrive

at your CIC client station.

Related Topics

Customize Monitored Appearance Alerts
Understanding the Configuration Dialog Box
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Parked Call Alerting Options

Requirements: You need the Customize Client Security right to configure parked call alerting options. Client templates can
contain configuration settings that determine your parked call alerting options and control whether you can alter
configuration settings.

The Parked Call Alerting options enable you to set up alerts that occur when someone parks a call on your extension.

Parked Call Alerting options are only for an alerting action for the user on whose extension the call is parked. The user who initiates
a transfer and parks the call does not get reminded periodically. Also, these apply only to calls that are transferred and parked on
your extension. They do not apply to calls parked on orbit.

To set parked call alerting options:
1. Inthe Configuration dialog box, click the Alerting node.

2. Inthe Alerting property details pane, in the Parked Call Alerting section, select he appropriate options:

Display Desktop Alert for new When selected, a desktop alert (toast) appears when any CIC user parks a call on

parked calls your extension.

Play audio alert for new When selected, a sound plays through your computer’s speakers when any CIC user
parked calls parks a call on your extension.

Once When selected, the desktop alert and audio alert selected above occur only when the

call is first parked.

At regular intervals When selected, the desktop alert and audio alert selected above occur at selected
intervals while the call is parked.

Minutes between alerts If At Regular Intervals is selected, this number determines the time between alerts.

3. Click Apply to save your selections.
4. Click OK to close the dialog box.

Related Topics

Client Templates
General Alerting Options
Understanding the Configuration Dialog Box

Voice Mail / Fax Paging

Requirements: You need the Customize Client Security right to configure voicemail and fax alerts. Client templates can
contain configuration settings that determine your voicemail and fax alert settings and control whether you can alter
configuration settings.

Voicemail and Fax Alerts settings control the methods used to alert you when you receive a fax or voice mail. You can also control
whether you receive these alerts at any time of day or only during specific hours.
To set voice mail alert options:

1. Inthe Configuration dialog box, expand the Alerting node, and then click Voicemail / Fax Paging.

2. In the Alerting Method section, choose one of the following options:
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Do Not Send Me Alerts

If selected, you do not receive alerts when you have messages waiting.

E-Mail Address

If selected, you receive alerts at the email address specified in the text field to the
right.

Note: Your CIC administrator can set a server parameter that attaches a copy of
the fax to the fax notification you receive at your email address.

Telephone Number

If selected, you receive alerts at a telephone number specified in the text field to the
right.

If not selected, you receive alerts at a telephone number specified by the CIC
administrator.

You can type both commas (,) and slashes (/) with the number you type. Comma
causes a 2-second delay and numbers typed after the slash are dialed only after a
connection is made. For example, if you typed the number "555-1212 / 101, 2222," the
first seven digits are dialed. After a connection is made, the digits 101 are dialed, and
after 2 seconds, the digits 2222 are dialed.

Note: Use of the comma (,) to create a 2-second delay is not supported in all
platforms. This issue will be resolved in a future release.

Pager Number

Pager ID

If selected, you receive alerts on a pager at the number specified in the Pager
Number text box. Supply the pager PIN in the Pager ID text field.

Note: If you use this alerting method, the alert includes the remote telephone
number and the date and time of the call.

3. Inthe Alerting Reason section, select the type of interaction event that triggers an alert:

| Receive a Voicemail

If selected, you receive an alert for new voice mail messages.

Any Voicemail

If selected, you receive an alert every time you receive a voice mail
message.

Only Urgent Voicemails

If selected, you receive an alert only for voice mail messages marked urgent.

| Receive a New Fax

If selected, you receive an alert for new fax messages.

4. Inthe Alerting Time section, select the times when you want to receive alerts.

Any Time of Day

If selected, you can receive alerts any time of the day.

Only Between

If selected, you can receive alerts only during specific hours (office hours, for
example).

Click the arrows at the end of the Start box and choose the earliest time you want to
be contacted. Click the arrows at the end of the End box and choose the latest time
you want to be contacted.

5. Click Apply to save your selections.

6. Click OK to close the Configuration dialog box.

Related Topics
Client Templates

Understanding the Configuration Dialog Box
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Call Options

Within the Calls configuration node, you can choose how to manage incoming interactions. For example, you can set up options to
have the CIC client search for you at different telephone numbers if someone calls you when you're away from your office. You can
set up call forwarding, a feature to allow another user to answer your calls, and you can record and manage personal prompt
messages callers hear when you are unavailable to answer your interactions.

For more information about call options, see:
e (Calls
e Follow Me

e (Call Coverage
e Personal Prompts
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Calls Configuration

Requirements: You need the Customize Client Security right to customize your personal CIC client configuration settings.
Client templates can contain configuration settings that determine your calls options and control whether you can alter

configuration settings.

Calls options control automatic disconnects on outbound calls, automatic pickups on held calls, call waiting, account and
workgroup codes availability, and other features.

To set calls options:

1. Inthe Configuration dialog box, click the Calls node.

2. Inthe Calls property details pane, complete the fields as described in Calls Options.
3. Click Apply to save your selections.
4. Click OK to close the Configuration dialog box.

Calls Options

Timeout for external calls (in
seconds):

This option determines the number of seconds your outgoing calls ring before they are
disconnected.

Note: This setting is always used for calls forwarded to you when your status is
Available, Forward. For calls you place yourself, this time out setting is ignored unless
Analyze outgoing external calls is also selected and you are dialing from the CIC
client. If you are dialing manually (using the handset), your outgoing call ignores this
setting and continues ringing until answered.

Use advanced dialing options
(account code, workgroup)

If enabled, the Advanced Dialing Options dialog box appears when you call. You can then
assign an Account Code to the call and associate the call with a Workgroup. For more
information, see Advanced Dialing Options.

Analyze outgoing external calls

If enabled, Telephony Services (TS) monitors whether the outgoing interaction connects to
a person or an answering machine.

An interaction is listed in the Dialing state after dialing a number from the Number field.
After the remote party picks up the interaction, the state changes to Connected. If an
interaction does not connect, then TS tries to diagnose why the attempt to connect failed.
TS displays the reason: the other party did not answer or the line is busy.

Show alert dialog when call
becomes unsecure

If enabled, a Security Alert dialog box appears when a call is downgraded from secure to
non-secure.

Enable call waiting

If enabled, you are notified when another call is coming in while you are on the phone.

Mute calls when transferring

If enabled, transferred calls are muted so the caller cannot hear what you are saying.
(However, the transfer recipient can hear you.) Once you have either transferred the call or
closed the Transfer dialog box, the call is no longer muted.

Open new window for incoming
calls

If enabled, the Interaction Properties dialog box appears every time you receive a call. You
can enter notes on the current call in this dialog box. For more information, see Interaction

Properties Dialog Box.

Operator target number:

This option determines the telephone number or extension to which callers who choose 0
(zero) to exit out of your voice mail are sent.

Related Topics
Client Templates

Understanding the Configuration Dialog Box

Set Up Follow-me Routing
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Requirements: You need the Follow Me Security right to use Follow-me routing in the CIC client. Your Phone Number
Classifications-Follow Me Access Control rights determine which phone numbers you can use as Follow-me numbers. Client

templates can contain configuration settings that determine your Follow-me Routing options and control whether you can

alter configuration settings.

To handle calls when you are away from the office, the CIC client can search for you at different telephone numbers. The client
consecutively calls the telephone numbers in a follow-me routing list. After locating you, the client can transfer the call to you at

that location.

You can set up follow-me routing in the CIC client. You can also use the Telephone User Interface to turn Follow-me on or off and
configure Follow-me phone numbers. For information about setting up Follow-me numbers via the TUI, see the CIC TUI User's Guide
or Quick Reference Card in the PureConnect Documentation Library.

To add a follow-me phone number:

1. Inthe Configuration dialog box, expand the Calls node and click Follow Me.
2. To prompt callers for their name, select the Screen Calls check box.

Note: When Screen Calls is selected and you answer a follow-me call, you hear a recorded segment from the caller
before you accept the call. You can either accept the call or send it to voice mail.

3. Inthe Follow Me properties details pane, click New.

4. Inthe Details section, complete the fields as described below.

Phone Number

Enter a telephone number you want the CIC client to call if you are not available.

Note: For information about entering, editing and verifying phone numbers, see Phone
Number Controls.

Dialing Pause

You can use both commas () and slashes (/) with the number. A comma causes a two-second
delay and numbers typed after the slash are dialed only after a connection is made. For
example, if you typed the number "555-1212 / 101, 2222", the first seven digits are dialed. After
a connection is made, the digits 101 are dialed, and after two seconds, the digits 2222 are
dialed.

| Note: Use of the comma (,) to create a two-second delay is not supported in all platforms. '

Ext. Enter an extension number. This number is dialed after a connection is made.
Timeout Specify the number of seconds the CIC client rings an external number. It defaults to 15
seconds.
Note: If the forwarding number is an internal station extension, this timeout value is
ignored and the station is alerted for 45 seconds.
Use Pin To require that you or another call recipient must enter your CIC client password to accept the

call, select Use Pin.

Note: This feature can prevent someone else from answering your calls through the
follow-me routing process.

5. Click the Validate control (check mark).

Note: A validated phone number is formatted according to the rules of the dial plan for your organization or region. A
validated phone number becomes the display number in the CIC client. For more information, see Phone Number

Controls.

6. To add another number, repeat steps 3 through 5.
7. Click Apply to save your settings.
8. Click OK to close the Configuration dialog box.

To change your follow me settings:
1. Perform any of the following actions to update your follow me settings:
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e To change the order of your follow-me numbers, select a number and click Move Up or Move Down.
e To delete a number, select a number and click Delete.

e To change the settings for a number, select the number and type new values in the Phone Number and Timeout text boxes
and select or clear the Use Pin checkbox.

2. Click Apply to save your settings.
3. Click OK to close the Configuration dialog box.

To change your follow me settings:
1. Perform any of the following actions to update your follow me settings:
e To change the order of your follow-me numbers, select a number and click Move Up or Move Down.
e To delete a number, select a number and click Remove.

e To change the settings for a number, select the number and type new values in the Phone Number and Timeout and then
select or clear the Use Pin checkbox.

2. Click Save Settings to save your settings.

Related Topics

Client Templates
Understanding Follow-me Routing

Understanding the Configuration Dialog Box
Start Follow-Me Routing

Call Coverage Options

Requirements: You need the Customize Client Security right to customize your personal CIC client configuration settings.
Client templates can contain configuration settings that determine your call coverage options and control whether you can
alter configuration settings.

You can use Call Coverage to forward your calls if your status is Available, Forward. Use call coverage to enable another user to
answer your calls.
To set call coverage options:
1. Inthe Configuration dialog box, expand the Calls node and click Call Coverage.
2. Inthe Call Coverage property details pane, make your selections as described in Coverage Options and Coverage Number.
3. Click Apply to save your selections.
4. Click OK to close the Configuration dialog box.

Coverage Options

The Coverage Options section has the following options:
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Forward

This option sends a designated type of call to a Call Coverage number.

The available call types are:
All Calls.
Internal Calls. This includes calls from internal numbers or extensions on the CIC system.

External Calls. This includes calls from outside the CIC system (calls from public service
telephone networks).

Unknown Calls. This includes calls from outside the CIC system that do not have caller ID.

Tip: The number of seconds a forwarded call rings at the designated Call Coverage
number is determined by the Timeout for external calls setting.

If I'm "Do Not Disturb," forward

This option sends a designated type of call to a Call Coverage number when your status is
Do Not Disturb (DND), including not being logged on. This behavior depends on the
configuration of your DND statuses.

The available call types are the same as the ones for Forward. See the descriptions above.

If 'm on the phone, forward

This option sends a designated type of call to a Call Coverage number, when you are on the
phone.

The available call types are the same as the ones for Forward. See the descriptions above.

If | don't answer, forward

This option sends a designated type of call to a Call Coverage number, when you do not
answer.

The available call types are the same as the ones for Forward. See the descriptions above.

Coverage Number

The Coverage Number section has the following options:

Send my calls to:

Specify the phone number that calls are sent to when they meet any of the criteria in
Coverage Options. This number must be an internal number or a CIC extension.

If a caller leaves voice mail, send
it to:

Specify whether voice mail messages are sent to the internal telephone number or CIC
extension voice mailbox, or to your voice mailbox. The internal number or extension must
have a mailbox assigned. If no mailbox is assigned to this number, then the system does not
allow you to apply the changes.

For example, if My Voicemail Box is selected, any message left by a caller is sent to your
voice mail. If you select the other option (the number you entered in Send my calls to), then
you give ownership of the call (or any voice mail) to that coverage number.

Related Topics
Client Templates

Forward Calls When You do not Answer

Forward Calls When You're in Do Not Disturb Status

Forward Calls When You Are on the Phone

Forward Calls Regardless of Status

Understanding the Configuration Dialog Box
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Forward Calls When You Do Not Answer

If you do not answer a call, you can forward it to an internal telephone number.

You can also choose to forward:
e Only internal calls (calls made to you within your company)
e Only external calls (calls made to you from outside your company)
e Only unknown (calls that don’ t contain caller ID information)
o Allcalls

When you use the forwarding feature, the CIC client routes all calls sent to your local extension to the number you enter.

Note: You can also choose to forward your calls when you are away from your desk but accessible at another telephone
number. When you choose to forward calls to a remote telephone number, you must set your status to Available, Forward.

To forward your calls when you do not answer:
1. Inthe Configuration dialog box, expand the Calls node and click Call Coverage.

2. Inthe Coverage Options section, select If | don't answer, forward and choose the type of incoming calls to forward.

All Calls All calls.

External Calls Calls from outside

Internal Calls Calls from internal numbers or extensions on the CIC
system.

Unknown Calls Calls from outside the CIC system that do not have caller ID.

3. Inthe Coverage Number section, enter the forwarding number in the Send my calls to field.

Note: Your administrator may set this forwarding number for you. If the Send my calls to field is grayed-out or disabled, you
may not have permission to set a forwarding number. If you have questions about call forwarding permissions, see your CIC
administrator.
4. Click the "If the caller leaves a voice mail, send it to:" pull-down list and choose to send voice mail messages to a telephone
number or to My Voicemail Box.

Send my calls to: Enter the phone number that calls are sent to when you select one of the Coverage
Options above in the Coverage Options section. This number must be an internal
number or a CIC extension.

If a caller leaves voice mail, Click this drop-down menu to choose to send voice mail messages to the internal
send it to: telephone number or CIC extension you set, or to your voice mailbox.

The internal number or extension must have a mailbox assigned. If no mailbox is
assigned to this number, then the system does not allow you to apply the changes. For
example, when you select the My Voicemail Box option, any message left by a caller is
sent to your voice mail. If you select the other option (the number you entered in Send
my calls to), then you give ownership of the call (or any voice mail) to that coverage
number.

Note: If you choose to send voice mail messages to your voice mail box, all voice mail messages go to your voice mail
box, regardless of how you have configured your Coverage Options.

For example, assume you set the CIC client to forward your calls to User B, and a caller leaves a voice mail message.
Let's also assume User B has set up his calls to forward to User C, and User C has set up his calls to forward to User
D. In this case, if a caller leaves a voice mail, the CIC client sends it to your voice mail box, not to any other user in the
forward chain mentioned in this scenario. The voice mail goes to you because you were the original recipient. You (not
User B, User C, or User D) receive the voice mail message in your voice mail box.

5. Click Apply to save your selections.
6. Click OK to close the Configuration dialog box.

Related Topics

Call Coverage
Forward Calls When You Are on the Phone

Forward Calls When You're in Do Not Disturb Status

Forward Calls Regardless of Status
Forward Calls to Your Remote Telephone Number
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Forward Calls When You Are in Do Not Disturb Status

If your status is "Do Not Disturb" and you receive a call, you can forward the call to an internal telephone number.

You can also choose to forward:
e Only internal calls (calls made to you within your company)
e Only external calls (calls made to you from outside your company)
e Only unknown (calls that don’ t contain caller ID information)
o Allcalls

When you use the forwarding feature, the CIC client routes all calls sent to your local extension to the number you enter.

number. When you choose to forward calls to a remote telephone number, you must set your status to Available, Forward.

l Note: You can also choose to forward your calls when you are away from your desk but accessible at another telephone

To forward your calls when you do not answer:
1. Inthe Configuration dialog box, expand the Calls node and click Call Coverage.

2. Inthe Coverage Options section, select If I'm "do not disturb”, forward and choose the type of incoming calls to forward.

All Calls All calls.

External Calls Calls from outside

Internal Calls Calls from internal numbers or extensions on the CIC
system.

Unknown Calls Calls from outside the CIC system that do not have caller ID.

3. Inthe Coverage Number section, enter the forwarding number in the Send my calls to field.

Note: Your administrator may set this forwarding number for you. If the Send my calls to field is grayed-out or disabled,
you may not have permission to set a forwarding number. If you have questions about call forwarding permissions, see
your CIC administrator.

4. Click the "If the caller leaves a voice mail, send it to:" pull-down list and choose to send voice mail messages to a telephone
number or to My Voicemail Box.

Send my calls to: Enter the phone number that calls are sent to when you select one of the Coverage
Options above in the Coverage Options section. This number must be an internal
number or a CIC extension.

If a caller leaves voice mail, Click this drop-down menu to choose to send voice mail messages to the internal
send it to: telephone number or CIC extension you set, or to your voice mailbox.

The internal number or extension must have a mailbox assigned. If no mailbox is
assigned to this number, then the system does not allow you to apply the changes. For
example, when you select the My Voicemail Box option, any message left by a caller is
sent to your voice mail. If you select the other option (the number you entered in Send
my calls to), then you give ownership of the call (or any voice mail) to that coverage
number.

Note: If you choose to send voice mail messages to your voice mail box, all voice mail messages go to your voice mail
box, regardless of how you have configured your Coverage Options.

For example, assume you set the CIC client to forward your calls to User B, and a caller leaves a voice mail message. Let's
also assume User B has set up his calls to forward to User C, and User C has set up his calls to forward to User D. In this
case, if a caller leaves a voice mail, the CIC client sends it to your voice mail box, not to any other user in the forward chain
mentioned in this scenario. The voice mail goes to you because you were the original recipient. You (not User B, User C, or
User D) receive the voice mail message in your voice mail box.

5. Click Apply to save your selections.

6. Click OK to close the Configuration dialog box.

Related Topics
Call Coverage

Forward Calls When You Are On the Phone
Forward Calls When You Do Not Answer

Forward Calls Regardless of Status
Forward Calls to Your Remote Telephone Number
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Forward Calls When You Are on the Phone

You can configure the CIC client so that if you receive a call and are on the phone, you can forward the call to an internal telephone
number.
You can also choose to forward:

e Only internal calls (calls made to you within your company)

e Only external calls (calls made to you from outside your company)

e Only unknown (calls that don’ t contain caller ID information)

o Allcalls

When you use the forwarding feature, the CIC client routes all calls sent to your local extension to the number you enter.

number. When you choose to forward calls to a remote telephone number, you must set your status to Available, Forward.

l Note: You can also choose to forward your calls when you are away from your desk but accessible at another telephone l

To forward your calls when you are on the phone:
1. Inthe Configuration dialog box, expand the Calls node and click Call Coverage.

2. Inthe Coverage Options section, select If I'm on the phone, forward and choose the type of incoming calls to forward.

All Calls All calls.

External Calls Calls from outside

Internal Calls Calls from internal numbers or extensions on the CIC
system.

Unknown Calls Calls from outside the CIC system that do not have caller ID.

3. Inthe Coverage Number section, enter the forwarding number in the Send my calls to field.

Note: Your administrator may set this forwarding number for you. If the Send my calls to field is grayed-out or disabled, you
may not have permission to set a forwarding number. If you have questions about call forwarding permissions, see your CIC
administrator.

4. Click the "If the caller leaves a voice mail, send it to:" pull-down list and choose to send voice mail messages to a telephone
number or to My Voicemail Box.

Send my calls to: Enter the phone number that calls are sent to when you select one of the Coverage
Options above in the Coverage Options section. This number must be an internal
number or a CIC extension.

If a caller leaves voice mail, Click this drop-down menu to choose to send voice mail messages to the internal
send it to: telephone number or CIC extension you set, or to your voice mailbox.

The internal number or extension must have a mailbox assigned. If no mailbox is
assigned to this number, then the system does not allow you to apply the changes. For
example, when you select the My Voicemail Box option, any message left by a caller is
sent to your voice mail. If you select the other option (the number you entered in Send
my calls to), then you give ownership of the call (or any voice mail) to that coverage
number.

Note: If you choose to send voice mail messages to your voice mail box, all voice mail messages go to your voice mail
box, regardless of how you have configured your Coverage Options.

For example, assume you set the CIC client to forward your calls to User B, and a caller leaves a voice mail message. Let's
also assume User B has set up his calls to forward to User C, and User C has set up his calls to forward to User D. In this
case, if a caller leaves a voice mail, the CIC client sends it to your voice mail box, not to any other user in the forward chain
mentioned in this scenario. The voice mail goes to you because you were the original recipient. You (not User B, User C, or
User D) receive the voice mail message in your voice mail box.

5. Click Apply to save your selections.

6. Click OK to close the Configuration dialog box.

Related Topics

Call Coverage
Forward Calls When You Do Not Answer

Forward Calls When You're in Do Not Disturb Status

Forward Calls Regardless of Status
Forward Calls to Your Remote Telephone Number
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Forward Calls Regardless of Status

You can forward calls, regardless of your status, to an internal telephone number.

You can also choose to forward:
e Only internal calls (calls made to you within your company)
e Only external calls (calls made to you from outside your company)
e Only unknown (calls that don’ t contain caller ID information)
o Allcalls

This forwarding feature is known as Call Coverage. Call Coverage is intended for situations where you have a colleague or assistant
who is “covering the phones” for you while you attend to other matters.

When you use the forwarding feature, the CIC client redirects all calls originally targeted at your local extension to the number you
enter.

number. When you choose to forward calls to a remote telephone number, you must set your status to Available, Forward.

l Note: You can also choose to forward your calls when you are away from your desk but accessible at another telephone l

To forward your calls regardless of your status:
1. Inthe Configuration dialog box, expand the Calls node and click Call Coverage.

2. Inthe Coverage Options section, select Forward and choose the type of incoming calls to forward.

All Calls All calls.

External Calls Calls from outside

Internal Calls Calls from internal numbers or extensions on the CIC
system.

Unknown Calls Calls from outside the CIC system that do not have caller ID.

3. Inthe Coverage Number section, enter the forwarding number in the Send my calls to field.

Note: Your administrator may set this forwarding number for you. If the Send my calls to field is grayed-out or disabled, you
may not have permission to set a forwarding number. If you have questions about call forwarding permissions, see your CIC
administrator.

4. Click the "If the caller leaves a voice mail, send it to:" pull-down list and choose to send voice mail messages to a telephone
number or to My Voicemail Box.

Send my calls to: Enter the phone number that calls are sent to when you select one of the Coverage
Options above in the Coverage Options section. This number must be an internal
number or a CIC extension.

If a caller leaves voice mail, Click this drop-down menu to choose to send voice mail messages to the internal
send it to: telephone number or CIC extension you set, or to your voice mailbox.

The internal number or extension must have a mailbox assigned. If no mailbox is
assigned to this number, then the system does not allow you to apply the changes. For
example, when you select the My Voicemail Box option, any message left by a caller is
sent to your voice mail. If you select the other option (the number you entered in Send
my calls to), then you give ownership of the call (or any voice mail) to that coverage
number.

Note: If you choose to send voice mail messages to your voice mail box, all voice mail messages go to your voice mail
box, regardless of how you have configured your Coverage Options.

For example, assume you set the CIC client to forward your calls to User B, and a caller leaves a voice mail message. Let's
also assume User B has set up his calls to forward to User C, and User C has set up his calls to forward to User D. In this
case, if a caller leaves a voice mail, the CIC client sends it to your voice mail box, not to any other user in the forward chain
mentioned in this scenario. The voice mail goes to you because you were the original recipient. You (not User B, User C, or
User D) receive the voice mail message in your voice mail box.

5. Click Apply to save your selections.

6. Click OK to close the Configuration dialog box.

Related Topics

Call Coverage
Forward Calls When You Are on the Phone
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Forward Call When You do not Answer
Forward Calls When You're in Do Not Disturb Status
Forward Calls to Your Remote Telephone Number

Understanding Follow-me Routing

About Personal Prompts

Personal prompts are messages you record which are played to people who call you. The specific prompt played depends on your
status. The default statuses are divided into two categories; DND (Do Not Disturb) and a form of Available. Your CIC system
administrator assigns these attributes to statuses in Interaction Administrator.

For example, if your status is a DND type (for example, At Lunch or Gone Home), then calls are automatically directed to your voice
mail. The call does not ring to your station. If you have recorded and activated an "Out of Office Message," then your "Out of Office
Message" immediately plays to the caller. If you have not recorded an "Out of Office Message," then the appropriate status message
plays to the caller. The status message also plays if you have recorded the "Out of Office Message" but have not activated it. If a
status message is not recorded, the generic message is, "<Your name> is not available. Please leave a message after the tone."

If your status is a form of Available (for example, Available, Forward), then interactions alert your queue. If you recorded a "No
Answer Message" and you do not answer an incoming call (the alert times-out), then your "No Answer Message" plays to the caller.
If you have not recorded this personal prompt, then the above-mentioned generic message plays to the caller.

Note: A server parameter set in Interaction Administrator can suppress the generic message for "Available, Forward" status.
Contact your PureConnect administrator for details.

Click here for possible status values.

For information on setting personal prompts options and recording personal prompts, see Personal Prompt Options. You can also
set up a personal rule to play an audio file to callers, see Setting Up Personal Rules.

Note: You can also use the default TUI (Telephone User Interface) to manage your personal prompts, including recording and
activating the Out of Office greeting and recording the No Answer greeting. For more information, see the CIC TUI User’s Guide
in the PureConnect Documentation Library.

Related Topics
Personal Prompts Options
Set your status

Personal Prompts Options

Requirements: You need the Customize Client Security right to configure personal prompts options. Client templates can
contain configuration settings that determine your personal prompts options and control whether you can alter configuration
settings.

Personal prompts are messages that you record and which are played to people who call you. The specific prompt played to the
caller depends on your status.

Tip: To avoid being interrupted when recording, saving, and playing back prompts, it may be more convenient if you change your
status to a non-ACD status.

To set personal prompts options:
1. Inthe Configuration dialog box, expand the Calls node and click Personal Prompts.

2. In the Personal Prompts properties details pane, do one or both of the following:
e Select Activate out of office message to activate your Out of Office message.
e Select Activate agent greeting to activate your Agent Greeting message.

Note: These options are available only after your CIC administrator enables them for you and you have recorded the
appropriate message. You can also use your Telephone User Interface to record your Out of Office and Agent Greeting
messages. For more information, see the CIC TUI User’s Guide in the PureCloud Documentation Library.

3. Click the button of the prompt you want to record.

Result: CIC initiates a telephone call to your station.
4. Pick up the call and follow the verbal instructions to record the prompt.
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5. Do one of the following:

e Press 1 on your telephone to end the recording.

e If your workstation is configured as a soft phone and you selected SIP Soft Phone as Station Type when you logged on,
select the Press 1 button on the Personal Prompts properties pane to end the recording.

6. Optionally, do either or both of the following:
e To review a recorded prompt, click the Preview button.

Note: If you have not previously recorded the prompt or the system cannot find the prompt file, you hear an
error message. Go back to step 5 and try recording the prompt again. If the problem persists, contact your CIC
administrator.

e To return a prompt to a generic recording, click the Reset button.

8. Click Apply to save your selections.
9. Click OK to close the dialog box.

Personal Prompts Types

This section describes the types of prompts used by the CIC client and the conditions under which a caller hears a particular
prompt.
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Record Out of Office Message

Record a message that is played if:
o You are in a DND status. (Your status is Gone Home, Out of the Office, or some other
"not available" status.)
and
o You have recorded the Out of Office Message.

and
o You selected the Activate Out of Office Message check box.

Note: If you are in a DND status, and did not both record and activate the Out of Office
(000) message, the caller hears an automated status-based message such as "Your
name is At Lunch." If no status-based message is available, the caller hears "Your
name is not available."

Record No Answer Message

Record a message that is played if:
o You are not in a DND status. (Your status is Available; Available, No ACD; or some
other "available" status).
and
o You do not answer your phone.

and
o You have recorded the Record No Answer message.

Note: If you are not in a DND status and did not record the Record No Answer
message, the caller hears a status-based message such as "Your name is working at
home."

Record Follow Me Message

Record a message that is played if your status is set to Available, Follow Me.

When you set your status to Available, Follow Me, your Follow Me message plays to
callers while the CIC client consecutively calls you at a series of numbers you set up to
find you and CIC eventually connects you to the caller.

Record Name

Record your name. This recording is used in status-based messages, such as "Your name
is At Lunch."

Record Agent Greeting

Record a message to play to callers before you answer an ACD call. This greeting, also
known as a "smile", is intended for use by call center agents who are members of a
workgroup and are receiving ACD calls.

You must also select the Activate Agent Greeting box.

This feature is best used with the Auto Answer Calls (user/agent attribute set in
Interaction Administrator). When used with Auto Answer Calls enabled, your Agent
Greeting plays to the caller as you are being alerted. The length of your Agent Greeting is
limited to 10 seconds, and therefore, is considered an introduction or "smile".

Note: Once recorded, your Agent Greeting is played to all ACD callers alerting on your
queue. To disable this greeting, your system administrator must delete your recording
from the CIC server.

Record Available, Forward
Message

Use this button to record a message to play to callers when your status is set to
Available, Forward. This message is played to callers while they wait for the CIC client to
forward the call to you at another location. This prompt enables users to control the
message the CIC client plays to callers when it forwards calls to a remote location.

If you do not record this prompt, callers hear a standard prompt: "<User name> is at a
remote location. Please hold while we transfer you to that location."

Related Topics
Client Templates

Understanding the Configuration Dialog Box
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Working with Monitored Appearances

Requirements: Access Control rights determine which queues you can view and what actions you can perform on the
interactions in these queues. For more information about the required rights, see the description of the Access Control
Rights for User Queues. In addition, Client templates can contain configuration settings that determine which monitored
appearances you see and control whether you can alter configuration settings.

You can set up Monitored Appearances to observe the call activity of several personnel at the same time. This feature is
particularly helpful if you manage calls for a number of other users.

For example, receptionists or assistants can use Monitored appearances to continuously observe a manager’s queue, control
interactions, and perform tasks on the manager’s behalf, such as picking up or transferring calls and creating conferences.

Monitored Appearances View

Monitored Appearance entries appear on the same view as My Interactions. A monitored appearance has a different background
color than My Interactions to help you view and facilitate interactions for that monitored user.
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You can see the status of monitored users at-a-glance, as well as set distinguishing characteristics to alert when a monitored user
performs particular tasks, such as engaging in a telephone call. These alerts can include visual pop-ups, audible alerts, or both. For
more information, see Configure Monitored Appearances.

Tip: You can transfer an interaction by simply dragging it from a Monitored Appearance and dropping it on My Interactions, if
you have the Transfer type of the Modify User Queues right for that queue.

Related Topics

Activate and Deactivate Monitored Appearances
Configure Monitored Appearances
Customize Monitored Appearance Alerts
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Activate and Deactivate Monitored Appearances

Requirements: For more information about required rights, see Working with Monitored Appearances. Note also that a
Monitored Appearance is automatically removed if you lose the rights to view the associated user queue.

Activity is monitored only for appearances listed on the Monitored Appearances view. You can turn monitoring off and on for a
selected appearance without having to delete it.
To activate or deactivate a monitored appearance:

1. Do one of the following:

e If you have at least one monitored appearance displayed, in the Monitored Appearances tab, right-click below the last name
listed. From the shortcut menu, select Active Monitors.

e If you have configured some monitored appearances, right-click in the Monitored Appearances view. Select Active Monitors
from the shortcut menu.

2. Do one of the following:
e To activate a monitored appearance, place a check mark next to a previously configured name.

Result: Monitoring is started for the selected person’s activities.
e To deactivate a monitored appearance, clear the check mark next to the name.

Result: Monitoring is stopped for the selected person’s activities.

Related Topics

Configure Monitored Appearances
Customize Monitored Appearance Alerts
Delete a Monitored Appearance

Working with Monitored Appearances

Configure Monitored Appearances

Requirements: For information about required rights, see Working with Monitored Appearances. Also, you should set up
monitored appearances only for users at your site. You should not configure a monitored appearance for a user configured on
a separate site (on another CIC server) or for multi-site users.

Use the Monitored Appearances property details pane to add, remove, and change the order of user queue in the Monitored
Appearances view.

Tip: If you have the appropriate rights, you can also drag and drop a user from the Company Directory to the Monitored
Appearances view to create a monitored appearance.

To add a monitored appearance:
1. Do one of the following:

e |f you have not yet configured a monitored appearance, open the Configuration dialog box.

e [f you already have one monitored appearance, on the Monitored Appearances pane, right-click below the last name and
select Configuration.
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2. If not already selected, in the Configuration dialog box, click the Monitored Appearances node.

3. Inthe Monitored Appearances property details pane, click Manage Users.

Result: The Monitored Appearance Selection dialog box opens.
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Create a list of Selected User Queues by doing any of the following:

[ ]
Queues list.

e Click Add all to add all the Available User Queues to the Selected User Queues list.
e From the Selected User Queues list, select a user queue name and click Remove.

Click Remove all to remove all selected user queue names from the Selected User Queues list.

From the Available User Queues list, select a user queue. Click Add to add the user queue name to the Selected User

. When the Selected User Queues list contains the names of the user queues you want to monitor, click OK.

Result: The Configuration dialog box reappears.

In the Monitored Appearances property details pane, select a Monitored Appearance from the list and, in the Settings section,
configure its label and the behavior of alerts for this queue by doing any of the following:

Note: If all the users who are monitoring a user queue and the monitored user are all in a Do Not Disturb status, CIC

doesn't alert any station. The call goes directly to voice mail. If any of the monitoring users or the monitored user are in
an Available status, only that agent's station rings.
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Label Type a unique name for the monitored user. This is the name that appears on the Monitored Appearances
view.

Active Select the Active check box to display this user queue on the Monitored Appearances tab.

Ring Select this to ring your telephone when a new interaction arrives on the monitored queue.

telephone

for calls Note: The Modify User Queues Access Control Right is required to enable the Ring telephone for calls or
the Ring computer alerting options for a monitored appearance.

Ring Select Ring computer to hear a ringing sound on your computer when a new interaction arrives on the

computer | monitored queue.

thng Tip: If you also check the Ring when on phone check box, incoming calls for the monitored user ring on

wh en on your computer even if you are already on the phone. For more information about the ways the CIC client

phone can notify you of incoming interactions, see Answer an Incoming Interaction.

Pop When selected, the arrival of an interaction on the monitored queue causes the CIC client to appear on top of

client any other application you are running. The Monitored Appearances view pops to the foreground if it was

behind another view in the CIC client.

Display Display a desktop alert for alerting interactions on this monitored appearance.

desktop

alerts

Call Ring | Next to the Call Ring Sound text box, click the controls to select and then preview the distinctive sound

Sound played when new calls arrive on this monitored user queue.
Note: This setting enables you to select a different sound for each of your monitored queues. For more
information, see My Interactions Ring Sounds.

Related Topics

Activate and Deactivate Monitored Appearances
Configure Monitored Appearances

Delete a Monitored Appearance

Working with Monitored Appearances

Customize Monitored Appearance Alerts

l Requirements: See Working with Monitored Appearances.

You can control the name displayed for each user queue in the Monitored Appearances view and determine how you are alerted
when there is new activity on a monitored appearance.

Do one of the following:

1.

e |f you have not yet configured a monitored appearance, open the Configuration dialog box.

e |f you already have one monitored appearance, on the Monitored Appearances view, right-click below the last name and
select Configuration.

In the Configuration dialog box, click the Monitored Appearances node.

In the Monitored Appearances property details pane, select a Monitored Appearance from the list and, in the Settings section,
configure its label and the behavior of alerts for this queue by doing any of the following:

Note: If all the users who are monitoring a user queue and the monitored user are all in a Do Not Disturb status, CIC
doesn't alert any station. The call goes directly to voice mail. If any of the monitoring users or the monitored user are in
an Available status, only that agent's station rings.
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Label Type a unique name for the monitored user. This is the name that appears on the Monitored Appearances
view.

Active Select the Active check box to display this user queue on the Monitored Appearances tab.

Ring Select this to ring your telephone when a new interaction arrives on the monitored queue.

telephone

for calls
Note: The Modify User Queues Access Control Right is required to enable the Ring telephone for calls or
the Ring computer alerting options for a monitored appearance.

Ring Select Ring computer to hear a ringing sound on your computer when a new interaction arrives on the

computer | monitored queue.

Ring

when on

phone Tip: If you also check the Ring when on phone check box, incoming calls for the monitored user ring on
your computer even if you are already on the phone. For more information about the ways the CIC client
can notify you of incoming interactions, see Answer an Incoming Interaction.

Pop When selected, the arrival of an interaction on the monitored queue causes the CIC client to appear on top of

client any other application you are running. The Monitored Appearances view pops to the foreground if it was

behind another view in the CIC client.

Display Display a desktop alert for alerting interactions on this monitored appearance.

desktop

alerts

Call Ring | Next to the Call Ring Sound text box, click the controls to select and then preview the distinctive sound

Sound played when new calls arrive on this monitored user queue.
Note: This setting enables you to select a different sound for each of your monitored queues. For more
information, see My Interactions Ring Sounds.

4. After you finish configuring monitored appearances, click Apply.
5. To close the Configuration dialog box, click OK.

Related Topics

Activate and Deactivate Monitored Appearances
Configure Monitored Appearances

Delete a Monitored Appearance

Working with Monitored Appearances
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Delete a Monitored Appearance

You can permanently delete a monitored appearance from the Monitored Appearances view.

l Note: If you want only to suspend monitoring for a selected user, see Activate and Deactivate Monitored Appearances '

To delete a monitored appearance:
1. Do one of the following:

e Access the Configuration dialog box in the usual way.

e [f you already have one monitored appearance, on the Monitored Appearances view right-click below the last name and
select Configuration.

2. In the Configuration dialog box, click the Monitored Appearances node.

3. Inthe Monitored Appearances property details pane, select Manage Users.
4. In the Monitored Appearance Selection dialog box, in the Selected User Queues list, select the user you no longer want to

monitor.
5. Click Remove.
6. Click Apply.
Result: The Monitored appearance for the selected user is deleted.
7. Click OK.
Related Topics

Activate and Deactivate Monitored Appearances
Configure Monitored Appearances

Customize Monitored Appearance Alerts
Working with Monitored Appearances

Customizing the Interface

Views display data and enable you to perform certain actions. You can add views to built-in or custom workspaces. Use Interaction
Desktop features to manage your CIC client views. For more information see Views. For information specific to CIC client views
below, see these related topics.

e Add or Remove View Columns

Add or Close Views

Change View Layout

Change View Order

Create New View Dialog Box

Client Templates

Customize Columns

Customize the Toolbar

Display the Chat View

Display the Interaction Information View
Display the Response Management View
Display the Workgroup and Profile View

Lock View Layout

Move Views

Reset View Layout

Resize a Docking Zone
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Add or Remove View Columns

Requirements: The Customize Client Security Right enables you to add or remove view columns. The View Directory Status
Columns Access Control right determines which Status columns you can add to a directory view. The View Queue Columns
Access Control right determines which columns you can add to a queue view.

You can add or remove columns from any queue or directory view.

Right-click a column label in a queue, directory, or My Work Items view to display a menu of the columns that can be added or
removed.

To add or remove a column:
1. Right-click on the column headings for the view.

Result: A drop-down list of available column names appears.
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2. Do one of the following:

e To add a column, click the name of a column.
e To remove a column, click the name of a column with a check mark.

Related Topics

Change View Layout
Customize Columns

Reset Queue Column Display

Working with the Company Directory
Working with Other Directories

Add or Close Views

151



Requirements: You need the Customize Client Security right to add views. Certain other rights control which views you can
display. For more information, see the View General Directories, View Station Queues, View User Queues, View Workgroups,
and View Workgroup Queues rights. In addition, certain plug-ins can dynamically register new categories of views.

You can:
e Determine which available views appear in your interface, including directory and queue views, speed dial, personal and public
contacts, and call history.
e Edit some views, such as Speed Dial. You can create new speed dial views, edit the name of an existing speed dial view, or
delete an existing speed dial view (assuming you have the correct permissions).

e Control where the views appear. You can drag and drop views from zone to zone. For more information, see Docking
Architecture.

e Configure which columns appear in the selected views and the order in which the columns appear. For more information, see
Add or Remove View Columns.

l Note: Client templates can make certain views appear automatically.

Adding a View

You can add CIC client views to any workspace in Interaction Desktop. Each view appears as a tab with the name of the view.

Tip: Views with contents that are unique to your interface have the text "Private" in their name (for example, IC Private
Contacts.) When you add a view, private Speed Dial views and Directory views display a lock icon next to their name in the
Available items list.

To add views:
1. Open the workspace to which you want to add a new view and do one of the following:
e Click File > New > View.
e Press the shortcut keys Ctrl+Shift+N.
e Right-click a tab or next to a group of tabs in the area where you want to add a view and click New view.
e Click Options > Configuration. In the Views properties details pane of the Configuration dialog box, click New View.

Result: The Create New View dialog box appears.
2. Do one of the following:
e Use the Search text box to locate the appropriate view.

Tip: In the Categories or Products list, select All views to search for every matching view. Enter all or part of a
view name in the Search text box and press Enter to display a list of views with matching names. Click the X in
the Search text box to clear your search term.

e From the Categories list, select the category that contains the view you want.
3. Inthe Views list, click the appropriate view or type of view.

Result: If a selection dialog box appears, continue to the next step. If it does not, skip to last step.
4. Optional. From the Available Items list, select the appropriate view and click Add >.

5. Optional. Select and add additional views to the Selected items list.
6. When you complete your selection or selections, click OK.

Result: The selected view or views appear in the same docking zone as your currently selected view.
Closing a View

You can remove any view that is not required. The My Interactions view is always required and cannot be removed. If you are
licensed for Interaction Process Automation, the My Work Items view is required. Your CIC administrator determines whether views
supplied by a client template are required.

To close a displayed view:
1. Right-click the tab for a view you no longer want to display.

152



2. Inthe shortcut menu, click Close view.

Result: The view is removed.

Related Topics

Customizing the Interface
Reset View Layout

Understanding the Configuration Dialog Box
Working with the Company Directory

Working with Other Directories

Change View Layout

Using a flexible docking architecture, you can arrange views within the Interaction Desktop interface, placing them in more
convenient locations to suit your needs. This capability is helpful if you manage multiple views, such as workgroup overviews,
within a workspace.

To move a view, click and hold the tab with your mouse and start dragging it. Docking icons appear on the Interaction Desktop
window, showing you the available locations to which you can move the view.

When you drag the view on top of an arrow, Interaction Desktop indicates the area to which the view moves when you release your
mouse and "drop" it. You can also drag a view within its current set of tabs to reorder it.
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1 Selected | To move a view, click and hold on its tab and start dragging it.
view
2 | Selected | When you drag the view on top of an arrow, Interaction Desktop indicates the area to which the view moves
docking when you release your mouse and "drop" it.
zone
I Tip: You can also drag a view within its current group of tabs to reorder it.
3 | Center To relocate a view based on the view over which it appears, use the center cocking icons
dockin . . . . ) )
icons 9 For example, if you want to move a selected view above another view, click and drag the selected view until
the center docking icons appear. Then position the cursor over the top center docking icon and release the
mouse button.
4 | Outer To move a selected view to an entire workspace zone, use the outer docking icons.
dockin . ) . . )
icons 9 For example, if you want to move a view so that it takes up the left side of the workspace, click and drag the
view. Position the cursor over the left outer docking icon and release the mouse button.
Related Topics

Add or Close Views

Change View Order

You can arrange views in a workspace, placing them in locations that better suit your needs.

l Note: When you exit Interaction Desktop, it saves the arrangement of your docked views.

To move a view to a new location:
1. Open the appropriate workspace.
2. Click and hold the tab of the view you want to move.

Result: The docking icons appear.
3. Without letting go of the mouse button, move the cursor over the icon that represents where you want to move the View.

' Note: Interaction Desktop indicates the selected area.

4. To drop the view into its new location, release the mouse button.

Result: The view automatically moves to the chosen location.

Related Topics

Add or Close Views
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Customize Columns

l Requirements: The Customize Client Security Right enables you to customize columns.

To reorder columns:
1. Click and hold on a column heading.
2. Drag it over the desired location.
3. Release the column heading.

To resize columns:
e Drag the boundary on the right side of the column heading until the column is the width you want.

To sort a view:
e Click on a column heading to sort the contents of a view.
e Click on the same column heading to sort the contents in reverse order.

Related Topics
Add or Remove View Columns

Change View Layout
Working with the Company Directory
Working with Other Directories

Customizing Toolbars

Requirements: The Customize Client Security Right enables you change the buttons in a toolbar. You also need specific rights
to add and use buttons on the Queue Control Toolbar. For more information, see Using the Queue Control Toolbar.

You can add, remove, or rearrange buttons on the CIC client toolbars.
Add, Remove, or Rearrange Buttons

The Queue Control Toolbar appears on each queue management view (such as My Interactions). The Directory Toolbar appears on
each directory view (such as Company Directory). If you use Interaction Process Automation, a toolbar appears on the My Work
Items view. You can change the appearance of these toolbars. Each toolbar can have its own unique set of toolbar buttons.

To customize a Queue Control, Directory, or My Work ltems toolbar:
1. Select the view containing the toolbar you want to customize.
2. Right-click the toolbar and select Customize.
3. Inthe Customize Toolbar dialog box, perform any of the following actions:
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Tip: When you customize a toolbar, pay particular attention when you point to a specific button. Some buttons may
have the same label name, but have different icons. For example, the Customize Toolbar dialog box shows three
separate Mobile buttons, but one button represents Transfer, one represents Consult, and another represents Dial. Also,
some buttons have the same icon but different labels. For more information, see Directory Toolbar Buttons and Using
the Queue Control Toolbar.

e To add a button to the toolbar, from the Available toolbar buttons list, select a button name and click Add ->.

Result: The selected button appears at the bottom of the Current toolbar buttons list.

l Tip: Insert one or more Separator lines to divide the toolbar buttons into groups.

e To remove a button from the toolbar, from the Current toolbar buttons list, select a button name and click <- Remove.

Result: The selected button is removed from the Current toolbar buttons list and reappears in the Available toolbar
buttons list.

e To change the order of buttons on the toolbar, from the Current toolbar buttons list, select the button name and use the
Move Up and Move Down buttons to move the button to the desired position on the toolbar.

e From the Text options drop-down list, control whether the button names are displayed by selecting Show text labels or No
text labels.

4. Do one of the following:

e Click Close to save the new settings.
e Click Reset to return the toolbar to its default configuration.

Related Topics
Custom Buttons

Using the Queue Control Toolbar
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Lock View Layout

You may not want to rearrange views or you don't want to accidentally move a view in the middle of an interaction. You control the
ability to drag and drop views in the client window, depending on your requirements.

l Note: You can still resize dock zones when views are locked. '

Do one of the following:
e To turn off the drag and drop feature, from the View menu, choose Lock views.

Result: A check mark appears next to this option, indicating that the views are locked into place and cannot be moved to a
new location.
e To regain the ability to rearrange views, from the View menu, choose Lock views to remove the check mark.

Related Topics
Move Views
Move Views

You can simply drag and drop a view to a new location.

l Note: You cannot move the My Interactions view. '

To move a view to a new location:
1. Click and hold the tab for the view you want to move.

Result: The docking icons appear.
2. Without letting go of the mouse button, point to the icon that represents where you want to move the view.

Note: The CIC client highlights the area to which the view will move.
3. Release the button to drop the view in its new location.

Result: The view automatically moves to the chosen area.

Example

In this example, you want to move the Dial Pad view to a new location (the lower left side of the Interaction Desktop interface.) You
click the tab for the Dial Pad view and begin to drag it. This displays the docking icons. The selected target zone is also indicated by
a shaded area.
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When you release the mouse button, the Dial Pad view moves to its new location.

158




I "

Er Interaction Desktop EI@

File Edit View Workspaces Options Tools Tracker Window Help

7:31:52 (2 Available, No ACD ~ - i -]
s _/T_::l'a My Interactionst ﬁ Voicernail rﬂ Call History | X __,.-/E; Interaction Information X

]
3
E Queue Marme Mumber Duration State
&

e

=7

‘ Select an Interaction

4| ] | 3

2% @ B SRR

Pickup Hold Mute | Transfer Woicemail Disconnect | Join Listen | Record =

=

= & _/ﬁ Cormpany Directory @ Outlook Private Contacts | ¥ %

L

Status Summary  Last Name . First Name -
Ox
Q x Abbazov Daniyar
= x Ahdelkareem Ahmed b
1 3
Viewing contacts 1 to 25 | e | [ ]
of 2.433 4 Previous Next mp

9> & # B L

Dial | Transfer Consult Conference Woicemail Park

(41

1) Indyhqict | MOREENTASKERSIP | | %5

Related Topics
Add or Close Views
Change View Layout

Reset Queue Column Display

l Requirements: The View Queue Columns Access Control right determines which columns you can add to a queue view.

The columns you can display in a queue view such as My Interactions are controlled by user rights. If you have the appropriate
rights, you can add these columns to a queue display with a single command instead of selecting them one by one.
To reset a queue column display:

1. Right-click in the column heading row in a queue view.

2. From the shortcut menu, select Reset column headers.

Result: All the columns you are entitled to view appear in the queue view.

Related Topics
Add or Remove View Columns

My Interactions
View Queue Columns
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Reset View Layout

Your CIC administrator can assign a client template to you in Interaction Administrator. Client templates determine which views

appear in your interface and the layout of these views. You can reset the layout of your CIC client views to that of your last applied
template.

l Tip: You can display the Interaction Desktop Navigation Pane by selecting View > Reset pane layout. '

To return to the views in your last template:
1. Inthe Configuration dialog box, select the Views node.
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2. Inthe Views properties details pane, click Reset to Last Applied Template.

' Note: A description of the selected layout appears below the view layout drop-down list. '

Result: A Configuration dialog box appears, asking you to confirm that you want to return the layout to its default settings.
3. At the prompt asking if you want to "Reset Template," do one of the following:
e To continue, click OK.

Result: Your CIC client views are automatically restored to the configuration in your assigned client template.
e To cancel, click Cancel.

4. Inthe Configuration dialog box, click OK.

Related Topics
Add or Close Views
Change View Layout
Client Templates

Lock View Layout
Move Views
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Resize a Docking Zone

Use the splitter area to resize docking zones.

1 Horizontal To change the height of a zone, point to horizontal splitter area between the zones. When the pointer
splitter area changes into a resize cursor, drag the splitter up or down.

2 | Vertical To change the width of a zone, point to the vertical splitter area between the zones. When the pointer
splitter area changes into a resize cursor, drag the border to the right or left.
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Related Topics

Add or Close Views
Change View Layout

SIP Soft Phone

SIP Soft Phone is a powerful application for desktop or laptop PCs that communicates via SIP for call control. It delivers the audio
to the user through a supported USB audio device connected to your workstation or laptop.

It can be used with the CIC client or a basic call control interface. The SIP Soft Phone is like any other CIC station, so it is defined in
Interaction Administrator.

The SIP Soft Phone is a system tray-based application (it is accessible from the lower right-hand side of the Windows desktop).
This is the primary user interface including balloon-style notifications. It includes a wizard for provisioning SIP soft phones.

Note: For Windows 7, you can install the SIP Soft Phone application during the IC User Applications Setup. For more
information, see the CIC Server Installation and Configuration Guide in the PureConnect Documentation Library.

Starting the SIP Soft Phone
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There are different ways to start the SIP Soft Phone:

e If youlogon to the CIC client automatically, the Logon dialog box does not appear. If your Station Type was SIP Soft Phone the
last time you logged on to the CIC client, the SIP Soft Phone application starts automatically.

e [f you do not log on to the CIC client automatically, you can set your Station Type to SIP Soft Phone in the Logon Dialog Box.
This starts the SIP Soft Phone automatically.

e You may have a saved profile that specifies a SIP Soft Phone as Station Type. If you start the CIC client by double-clicking this
saved profile, or if you load this saved profile from the Logon dialog box, you must double-click the SIP Soft Phone icon on your
Windows desktop to start the SIP Soft Phone application before you log on to the CIC client.

Result: The SIP Soft Phone icon appears in the system tray and indicates the current status. If the configured devices are not
available, SIP Soft Phone uses the default Windows audio devices.

Security

SIP Soft Phone delivers audio by means of CIC's HPAA (High-Performance Audio Architecture) libraries that use the RTP/SRTP
protocol. SRTP enables security conscious organizations to encrypt the audio stream.

Requirements

To use the SIP Soft Phone, you must:
e Be configured as a user on a CIC server with the appropriate SIP hardware and software prerequisites.

e Install the SIP Soft Phone application on your workstation.

Note: This is available as part of the IC User Applications Setup. For more information, see the CIC Server Installation
and Configuration Guide in the PureConnect Documentation Library.

Configure the SIP Soft Phone to use a supported USB audio device.
Log on to a station that is appropriately configured with a SIP soft phone station in Interaction Administrator.

Note: Your CIC administrator can configure (provision) your station with a soft phone in Interaction Administrator. You
can also use the SIP Soft Phone Provisioning Wizard to provision your SIP soft phone and set it up for use. For more
information, see the SIP Soft Phone Help in the PureConnect Documentation Library.

Select SIP Soft Phone as the Station Type when logging on to the CIC client.

For more information about SIP requirements, see your CIC administrator, or see the CIC Server Installation and Configuration Guide
in the PureConnect Documentation Library.

Related Topics

Provisioning Wizard
SIP Hard Phone
SIP PC Audio

USB Audio Device
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SIP Soft Phone Provisioning Wizard

If your network can be automatically discovered using DHCP option 160, your computer has only one network interface card, and
your Full Computer Name matches the one used for an IP Phone in Interaction Administrator, then your SIP Soft Phone is
automatically provisioned the first time you start it.

Otherwise, you must complete the provisioning process before you can make calls and use a SIP soft phone as a SIP endpoint. The
SIP Soft Phone Provisioning Wizard simplifies this set-up process for a SIP Soft Phone.

Note: As a user, you can provision a SIP Soft Phone on any workstation to which you can log on. Customer Interaction Center
then uses the correct configuration for the workstation you are currently using. A system administrator can provision any
station using their CIC administrator credentials. The SIP Soft Phone Provisioning Wizard is available only if you installed the
SIP Soft Phone application.

The SIP Soft Phone Provisioning Wizard guides you through the following tasks:
e Setting up Audio Devices

Obtaining the Configuration File for your SIP Soft Phone

Setting the Network Adapter Options

Using Auto Provisioning to Configure your SIP Soft Phone

To start the SIP Soft Phone Provisioning Wizard:
e Right-click the SIP Soft Phone icon in the system tray, and then click Provision.

When the SIP Soft Phone Provisioning Wizard Welcome screen appears, click Next.

l Note: Click the Help button in the SIP Soft Phone Provisioning Wizard for instructions on provisioning your SIP Soft Phone.

Related Topics

SIP Hard Phone
SIP PC Audio

SIP Soft Phone
USB Audio Device

SIP Hard Phone

A SIP hard phone is a standalone device that is both a SIP device and an audio device. It can be used with or without the CIC client.
Like a standalone analog phone, no additional configuration or added support is needed to work with the CIC client.

A list of supported SIP IP Phones is available at http://testlab.genesys.com.

Related Topics

Provisioning Wizard
SIP PC Audio

SIP Soft Phone
USB Audio Device

SIP PC Audio

The CIC client has the ability to accept SIP (Session Initiation Protocol) audio sessions in conjunction with SIP-enabled telephones
or the SIP Soft Phone application. It can transmit and receive audio using any supported device.

Optionally, you can use SIP/VolP telephones on the LAN or WAN as long as they are SIP-compliant and the network was designed
for VolP. If you are setting up a new office, this means only one type of network — the LAN — needs to be deployed. This can also
be a way to migrate into Voice over IP without changing your entire infrastructure at one time. SIP processing enables you to
connect small remote offices or groups of users via the WAN via SIP-enabled telephones.

Related Topics

Provisioning Wizard
SIP Hard Phone

SIP Soft Phone
USB Audio Device
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USB Audio Device

A USB audio device delivers audio from the PC to the user and is connected to the PC’s USB port. The SIP Soft Phone application
requires that you use a supported USB audio device.

Audio Device Requirement

When it comes to audio devices, audio quality and personal preference are subjective. When you select a USB headset, choose a
quality headset with noise and echo cancellation. You can discuss personal experience with headsets and recommendations from
other partners and customers on the Community Forum at http://community.inin.com/.

Related Topics

Provisioning Wizard
SIP Hard Phone
SIP PC Audio

SIP Soft Phone
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Working with Account and Wrap-Up Codes

Requirements:

To display Account Code fields, you need the View Account Codes Access Control.

To assign an Account Code to an interaction, you need the Account Code Verification Security right.

To see the Advanced Dialing Options dialog box, enable the Use advanced dialing option client configuration option in the
Calls Configuration properties details pane.

To display the Account code and Wrap-Up code columns in My Interactions or other queue view, you need the View Queue
Columns Access Control right.

To assign a Wrap-Up code, you must be a member of a workgroup for which Wrap-Up codes are configured and active.

Administrators can create and configure Account Codes in Interaction Connect.
This section provides background information on account codes and Wrap-Up codes and how they are used in this CIC client.

Related Topics

Advanced Dialing Options

Assign Codes to an Interaction

Assign Codes to an Incoming Interaction
Assign Codes to an Outgoing Interaction
Numerically Sort Account Codes
Understanding Account Codes
Understanding Wrap-Up Codes

Advanced Dialing Options

Advanced Dialing enables you to assign an Account Code and designate a workgroup for outgoing calls.

Note: Designating a workgroup after you dial enables you to associate an outbound call with your workgroup. For more
information, see Dial on Behalf of a Workgroup.

Configuration Requirements
Your system must be appropriately configured in order for you to use Advanced Dialing Options. Also, your CIC administrator must
configure this feature in Interaction Administrator before it is available to you.

In Interaction Administrator, your CIC administrator:
e Configures and enables Account Codes.

Note: If your CIC administrator wants you to designate only a workgroup name on outgoing interactions, Account Code
configuration is not required.

e Grants you access to all or some of the configured Account Codes.
e (Optionally) Enables Advanced Dialing Options on your CIC user account.

Note: Advanced Dialing Options can be enabled on a per user basis. This setting becomes the default value which you
can override if you have access to the Calls properties details pane of the Configuration dialog box.

e Assigns you to at least one ACD workgroup.

In the CIC client, you:

e Enable the Use advanced dialing options (account code, workgroup) option in the Calls Configuration properties details pane to
display the Advanced Dialing Options dialog box when you start a call.

Using the Advanced Dialing Options dialog box
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If Advanced Dialing Options are appropriately configured, the Advanced Dialing Options dialog box appears when you start a call.

Advanced Dialing Options =]
Murnkber: 3333337
Account Code: [ 1001] ABC Bank -
Workgroup: 83 Marketing -
oK Cancel

Note these things about the Advanced Options dialog box:
The Account Code and Workgroup drop-down lists default to the last values used in this dialog box.

If Account Codes are enabled in Interaction Administrator and the Advanced Dialing Options dialog box appears, an account
code is required.

Note: There is no blank or <none> account code as there is in the Workgroup drop-down list. Your administrator can
create a dummy account code for situations where a real account code does not apply; for example, a personal call.
Contact your CIC administrator if you have questions about which account code to use.

e The Sort account codes by account number configuration option controls account code order in the Advanced Dialing Options
dialog box. The CIC client can sort account codes either by code (number) or description.

e A workgroup code enables you to associate an outbound call with your workgroup. Primarily used for administrative and
reporting purposes, this feature enables the call to count toward an agent’s and the workgroup’s statistics. For more
information, see Dial on Behalf of Workgroup.

e The Workgroup drop-down list contains the names of the ACD workgroups in which you are currently active. For more
information about setting your status to active, see Change Your Workgroup Activation Status.

You can set the workgroup code to <None> for calls not made on behalf of a workgroup.
You can only associate a call with a workgroup at the time the call begins.
After you dial on behalf of a workgroup, you cannot associate the call with another workgroup.

Even if Advanced Dialing Options are appropriately configured, if you don't have access to account codes and you deactivate
your workgroup status, the Advanced Dialing Options dialog box doesn't appear.

e Enable both Advanced Dialing Options and Confirm single click dialing to eliminate confirming that you want to dial a selected
number. The Advanced Dialing Options dialog box takes the place of the Confirm Dial dialog box. Clicking OK in the Advanced
Dialing Options dialog box is the same as clicking Yes in the confirmation dialog box.

Related Topics

Assign Codes to an Outgoing Interaction
Calls Configuration

General options
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Assign Codes to an Incoming Interaction

l Requirements: See Working with Account and Wrap-Up Codes. I

You can assign Account codes and Wrap-Up codes in the Interaction Properties dialog box. You can also assign these codes in
some interaction windows and in the Interaction Information view.

To assign an account code to an incoming interaction:
1. Select the incoming interaction and click the Pickup button, or pick up your telephone handset.
2. Do one of the following:
e Right-click the interaction and choose Properties from the menu that appears.

e Click the Properties button.

Result: The Interaction Properties dialog box appears.
3. Inthe Interaction Properties dialog box, click the arrow at the end of the Account Code field and select the account code you
want to assign to this interaction.

4. Optionally, if your CIC administrator configured Wrap-Up codes, you can assign a Wrap-Up Code in a similar fashion.

Note: If you don't assign a code during an interaction on a queue configured for Wrap-Up codes, you can be prompted to
assign one when your part of the interaction ends. For more information, see Understanding Wrap-Up Codes.

5. Click the Close button in the upper right corner of the Interaction Properties dialog box.

Result: The account code you assigned to the interaction appears in the Account Code column of your queue.

Related Topics

Assign Codes to an Interaction
Understanding Account Codes
Understanding Wrap-Up Codes

Assign Codes to an Outgoing Interaction

l Requirements: See Working with Account and Wrap-Up Codes. l

If your company uses account codes or tracks calls by workgroup, then you can be prompted to assign an account code or ACD
workgroup every time you make a call. Your system must be appropriately configured in order for you to be prompted. For more

information, see Advanced Dialing Options.

Tip: You can also assign an Account code in the Interaction Information View. In the same view, you can assign a Wrap-Up
code to an outgoing interaction made on behalf of a workgroup.

To assign an account code or a workgroup to an outgoing interaction:
1. In the Enter a name or number to dial field, type the phone number you want to dial.
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2. Press Enter.

Result: The Advanced Dialing Options dialog box appears.

167



Mumber:

Account Code:
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Advanced Dialing Options

2222227
[T, [001] ABC Bank

23 Marketing
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] |

Cancel

3. Click the arrows at the end of the Account Code or Workgroup Code drop-down lists and select the codes you want to assign to
this interaction and click OK.

Result: The call is started.

Note: If your CIC administrator has configured and enabled account codes, an account code is required. A workgroup
code signifies that the call was made on behalf of a workgroup. You can select <None> for calls not made for a

workgroup.

' Tip: For more information, see Advanced Dialing Options.

You can use the Properties window to set an account code for any incoming or outgoing interaction. A workgroup code can only be

assigned when you start the interaction, not after it has started.

To assign an account code to an outgoing interaction using the Interaction Properties dialog box:
1. During an outgoing interaction, right-click the interaction and choose Properties from the menu that appears.

Result: The Interaction Properties dialog box appears.

2. Inthe Interaction Properties dialog box, click the arrow at the end of the Account Code field and select the account code you

want to assign to this interaction.

3. Optionally, if your CIC administrator configured Wrap-Up codes, you can assign a Wrap-Up Code in a similar fashion.

4. Click the Close button in the upper right corner of the Interaction Properties dialog box.

Result: The account code you assigned to the interaction appears in the Account Code column of your queue.

Related Topics
Advanced Dialing Options

Understanding Account Codes
Understanding Wrap-Up Codes

Numerically Sort Account Codes

You can sort your list of available account codes numerically. This makes it easier for you to search for the appropriate account

code to assign to your current interaction.

l Note: There are several places in the CIC client where you can assign an account code to an interaction. For more information,

see Working with Account and Wrap-Up Codes.

To numerically sort your account code list:

1. Inthe Configuration dialog box, select the General node.

2. In the General properties details pane on the right, select the Sort account codes by account number check box.

3. Click OK to save your changes.

Related Topics

Understanding Account Codes
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Understanding Account Codes

l Requirements: See Working with Account and Wrap-Up Codes. I

In the CIC client, you can use account codes to organize interactions by customer. You may find this feature useful for customer
billing purposes, or if you process interactions through Customer Interaction Center for more than one company. Your system
administrator can generate reports to categorize call details by account codes.

You can assign account codes to incoming and outgoing interactions or from any Interaction Object (such as calls, email
messages, chat sessions, or callback objects).

Account Code Restrictions

When working with account codes, it is important to note the following restrictions:
e You cannot split an interaction between account codes.
e You can only assign one account code per interaction.

e You cannot assign, change, or delete an account code after it disappears from your queue unless you have permission to
modify the queue to which the interaction transfers.

e Account codes can be sorted numerically. When you type the first few numbers of the account code, the CIC client jumps ahead
to the first match, speeding up the process of selecting the appropriate code for your interaction.

e You can use the Interaction Properties Dialog Box to set an account code for any incoming or outgoing interaction.

e You are prompted to assign account codes to outgoing interactions in the Advanced Dialing Options dialog box only if your
company uses account codes and your system is appropriately configured. For more information, see Advanced Dialing

Options.

Advanced Dialing Options @
Mumber: 3333333
Account Code: |j:f:| [001] ABC Bank -
Workgroup: 23 Marketing -
| ok | | Cance
Related Topics

Working with Account and Wrap-Up Codes

Assign Codes to an Incoming Interaction
Assign Codes to Outgoing Interaction

Understanding Wrap-Up Codes

Your CIC administrator can associate Wrap-Up codes with any workgroup queue. Wrap-Up codes indicate the nature of an
interaction; for example, a billing problem, a new order, or a service request. Your CIC administrator can generate reports to
categorize call details by Wrap-Up codes.

You must be a member of a workgroup for which Wrap-Up codes are configured in order to assign a Wrap-Up code. If you have
questions about your Wrap-Up code permissions, contact your CIC system administrator.

If you take part in an interaction on a queue where Wrap-Up codes are configured and activated, you can enter a Wrap-Up code
during the interaction or wait to be prompted to enter a Wrap-Up code when you complete your part of the interaction. A phone-only
agent can enter the digits for the Wrap-Up code from the phone keypad after he or she completes their part of the interaction. Your
part of an interaction is ended when you disconnect, or transfer an internal or external interaction to another person, park the
interaction, or send it to voice mail.

You can also be prompted to enter a Wrap-Up code when an external call is brought into a conference call. The agent who first
answered the call is prompted for a Wrap-Up code when the external party disconnects or the agent disconnects from the
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conference.

Assigning a Wrap-Up Code

The following rules apply to Wrap-Up codes:
e You can assign Wrap-Up codes to all incoming ACD-routed interactions and to outgoing calls that are dialed on behalf of a
workgroup.

e You can assign or change a Wrap-Up code any time during an interaction. See Interaction Information View and Assign Codes
to an Interaction.

e |f a Wrap-Up code is required and you have not already assigned one, you are prompted to assign a Wrap-Up code after your part
in the interaction ends.

e You cannot assign, change, or delete a Wrap-Up code after the interaction disappears from your My Interactions queue.
e Wrap-Up codes do not have a default value. If you do not select one of the pre-defined Wrap-Up codes, no code is assigned.

e Wrap-Up codes can be used for inbound email messages. Wrap-Up codes are not used for outbound email messages, including
replies or forwarded email messages.

Wrap-Up Code Prompt

If you do not assign a Wrap-Up code during an interaction on a queue configured for Wrap-Up codes, a dialog box may appear to
prompt you to enter a Wrap-Up code. An Interaction Administrator configuration setting controls whether dialog box appears. Your
administrator can also configure the length of time the dialog remains active before automatically closing. However, this cannot
exceed the amount of time disconnected interactions remain in My Interactions. If you have questions about this feature, see your
CIC administrator.

Note: If a supervisor assigns a Wrap-Up code for the interaction while the Wrap-Up code prompt is being displayed, the newly
selected code appears in the Wrap-Up Code drop-down list. You cannot change this code from the prompt. However, you can
change it, if needed, in the Interaction Information view. You can then close the Please Assign a Wrap-Up Code dialog box or
wait for the dialog box to close automatically when the Wrap-Up time limit is reached.

e When you type the first few characters of the Wrap-Up code or name, the CIC client jumps ahead to the first match, allowing you
to select the appropriate Wrap-Up code quickly.
e You cannot sort Wrap-Up codes by code or name; they are automatically sorted alphabetically by description.

' Please Aszsign @ Wrap-Up Code |
Mame: loe Smith
Mumber: (317) 696-0994
Workgroup: Safety Wardens
Interaction ID: 1066969562
Wrap-Up Code: [SEWice Request vl
-y Lo ]

Related Topics
Working with Account and Wrap-Up Codes
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Working with Callback Requests

Using the Callback feature, visitors to your company’s website can leave a request for an agent to call them back. A visitor starts
the Callback process by clicking the appropriate button on a web page and completing information in a Callback dialog box.
Customer Interaction Center routes the request as a callback interaction and it appears in the appropriate queue.

Note: In addition to calling the visitor back, you can assign an account code and a Wrap-Up code per call. You can also add
notes related to the callback.

Callback Interaction

A callback request and the call made in response to a callback request are identified by their icons. The Details column for the
callback request shows the subject the website visitor entered. The Details column for the call made in response to the callback
request shows the number dialed.

Note: The View Queue Columns Access Control right determines whether you can display the Details column in My Interactions
or other queue views.

A callback request and the call made in response to a callback request are identified by their icons.
e When you pick up a callback request interaction, it appears in the Callback window.

e When you pick up a callback request, its state changes to ACD Assigned: (Agent name), and other agents are not able to
respond to this request. However, if the callback request is transferred to you, or if you pick it up even though you are a not a
member of the workgroup to which it was routed, its state changes to Connected.

e When you make a call in response to a callback request, the new call is associated with the Callback request as a child item. It
is indented under the original callback request.

e As with all interactions, a callback request remains in the workgroup queue unless a non-member of the workgroup picks it up.
If a non-member of the workgroup picks it up, it disappears from the workgroup queue.

Related Topics
Callback Window

Respond to a Callback Request

Callback Window

The Callback window appears when you pick up a callback request.

l Tip: If you prefer not to see the sidebar view, click the splitter bar to collapse that portion of the Callback window. '
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1001505338 | 0:04:14 | € Connected

= [ Callback Completel [ Retry Laterl [Attempt Failed

1 Menus Use these menus to perform various actions during a callback.
2 Toolbar The toolbar contains buttons for most of the functions for managing a callback request.
l Tip: Keyboard shortcuts are also available for these functions and are listed on the View menu. '
3 From The name of the person who requested that someone call them back.
4 Number The telephone number supplied by the person who requested the callback.
Make Call Clicking the Make Call button dials the telephone number.
5 Attempt If your CIC administrator enables the Retry Later feature, this displays the number of calls attempted in
response to the callback request and the maximum number of attempts allowed.
6 Subject This area displays the reason the callback was requested. This information is usually required as a part
of the process for requesting a callback.
7 After you make the requested call, use these buttons to indicate whether you reached the requester or
not. For more information, see Respond to a Callback Request.
Callback Click the Callback Complete button to indicate you reached the requester and completed the callback
Complete interaction.

l Note: This action disconnects only the callback interaction. You must disconnect the call interaction
separately.
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Retry Later | The Retry Later button appears only if your CIC administrator has enabled this feature. The CIC
administrator also configures the maximum number of times agents can retry a callback request.
Click this button to remove the callback request from your queue and place it back on the workgroup
queue in a "System" state. After the Snooze Time elapses, CIC transfer the callback request back to the
workgroup queue. After this transfer, server parameters and handler customization can affect how the
snoozed callback request is reprocessed. For more information, contact your CIC Administrator.
Attempt Click the Attempt Failed button to indicate that you cannot complete the callback request. It could be that
Failed the phone number is incorrect or that no one answered after the last allowed attempt.
Tip: If your CIC system is appropriately configured, you may be able to select a Wrap-Up code that
explains the reason for this failure.
8 Status bar The Status bar displays the ID number, duration and state of the interaction. For more information, see
Queue Contents.
9 Sidebar The appearance of the sidebar area can vary based on your user rights. It contains controls and
area information that are related to the callback request.
10 | Account Some companies categorize interactions by customer. If you have the appropriate rights, you can assign
Code an Account code to the callback interaction. For more information, see Understanding Account Codes
and Assign Codes to an Interaction.
11 Wrap-Up If you are a member of a workgroup for which Wrap-Up codes are configured, you can use this drop-down
Code list to assign a Wrap-Up code to the callback interaction. For more information, see Understanding Wrap-
Up Codes and Assign Codes to an Interaction.
12 | Notes Use the Notes section to add notes or comments about the callback request. For more information, see
Add Notes to an Interaction.
Note: These notes are visible to other CIC client users who are "Listening to" (monitoring) this
callback request. After the callback request is disconnected, these notes can be available in the
Notes section of the Related Items view if the callback requester is identified and the Customer
Interaction Center system collects this information. For more information, see your CIC
administrator.
13 | Splitter If you prefer not to see the sidebar area, click the splitter to hide that part of the Chat window. Click the
Bar splitter again to restore the sidebar area.
14 | AddaNote | To add a note about the callback request, click this icon to open the Notes text box. For more
icon information, see Add Notes to an Interaction.
15 Responses Select a pre-defined response. For more information, see Use Response Management for an Incoming
Interaction.
Related Topics

Respond to a Callback Request
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Monitor a Callback Request

l Requirements: See Listen. I

If you have the appropriate rights, you can monitor a callback request handled by another CIC client user.

Some things to note about the process of monitoring a callback request:

e |f you monitor a callback request, a Lsns icon appears on the line containing the interaction in both the agent’s and your own
queue views.

l Tip: For more information, see Determine if Someone is Listening to or Recording Your Interactions. '

e The Lsns icon is not removed until you cease to monitor the interaction by closing the callback window on your workstation or
clicking the Listen button a second time.

You can stop monitoring a callback request at any time.
Any notes the agent makes on the original callback request are visible to anyone monitoring the interaction.
If the agent selects an account code, this is also visible in the monitored callback window.

If the agent makes a call as a result of this callback request, you must start a separate Listen In action to monitor the
conversation.

In a typical example, another CIC client user (agent) picks up a callback request from a workgroup queue. If you have the necessary
rights to listen to (monitor) interactions and to monitor the queue on which the callback request is appearing, you can view the
callback request.

To monitor a callback request:

1. The agent picks up a callback request.

Result: The Callback window appears on the agent’s workstation and displays the callback request.
2. You select the same callback request interaction from the appropriate queue view and do one of the following:

e Right-click the callback request and choose Listen In from the menu that appears.
e Select the callback request and then click the Listen button.

Result: A callback request window opens on your workstation and displays the callback request. The Lsns icon appears in
the row containing the callback request in both the agent’s and your queue view.

3. If the agent responds to the callback request, an outgoing call appears in the appropriate queue views on the agent’s and your
systems.

4. To monitor the agent’s call, select the call interaction in your queue view and click the Listen button.

Result: The Lsns icon appears in the row containing the call. You hear the conversation.

l Note: You can stop listening at any point in this process. You do not need to wait until the agent completes the call.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics

Determine if Someone is Listening to or Recording Your Interactions
Listen to a Call in a Queue

Working with E-mail Messages
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Respond to a Callback Request

l Requirements: See Pickup.

To respond to a Callback request:
1. Double-click the Callback interaction, or select it and click the Pickup button.

Result: The Callback window opens.

Tip: If you prefer not to see the sidebar view, click the splitter (to the left of the Notes tab) to collapse that portion of

l the Callback window.

2. Click the Make Call button to return the call.

Result: This creates a call that is associated with the callback request. For more information, see Callback Interaction.
3. If prompted, in the Advanced Dialing Options dialog box, assign an Account Code to the call and click OK.

Code drop-down lists in the Callback window apply to the callback request.

l Note: The Account Code in the Advanced Dialing Options dialog box applies to the call. The Account Code and Wrap-Up

4. When the call is ended, in the Callback window, do any of the following:

e Click Properties and assign an Account Code and Wrap-Up code for the callback request.
e Click Add Note and add a note to the callback request.

5. In the Callback window, click one of the following buttons, depending on the result of your callback session:

Callback Click this button to indicate you reached the requester and completed the callback interaction.
Complete
Note: This action disconnects only the callback interaction. You must disconnect the call
interaction separately.
Retry Later The Retry Later button appears only if your CIC administrator has enabled this feature. The CIC

administrator also configures the maximum number of times agents can retry a callback request.

Click this button to remove the callback request from your queue and place it back on the
workgroup queue in a "System" state. After the Snooze Time elapses, CIC transfers the callback
request back to the workgroup queue. After this transfer, server parameters and handler
customization can affect how the snoozed callback request is reprocessed. For more
information, contact your CIC Administrator.

Attempt Failed

Click this button to indicate that you cannot complete the callback request. It could be that the
phone number is incorrect or that no one answered after the last allowed attempt.

Tip: If your CIC system is appropriately configured, you may be able to select a Wrap-Up code
that explains the reason for this failure.

6. Close the Callback window.

7. If your outgoing call is still connected, select the call interaction and click Disconnect.
8. If needed, separately disconnect the Callback request.

Wrap-Up code when you disconnect the Callback request.

l Note: If Wrap-Up Codes are configured for your workgroup and you have not assigned one, you are reminded to assign a

Related Topics

Assign Codes to an Interaction

Callbacks and the Current Interaction View

Manage Callback Requests
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Add Notes to an Interaction

Use the Notes section in the appropriate interaction window or in the Interaction Information view to add notes or comments about
the interaction.

Note: If you add notes to a chat, the other chat participants do not see these notes. However, these notes are visible to other
CIC client users who are "Listening to" (monitoring) the interaction. For more information, see Monitor a Chat.

l Tip: For information about adding notes to a Call, see View and Edit Interaction Properties. '

To add notes to an interaction:
1. Do one of the following:
e Inthe Email List, select an interaction. In the Interaction Information view, click the Add a Note icon (plus sign).
e In My Interactions, select an interaction. In the Interaction Information view, click the Add a Note icon (plus sign).

e In the Callback window, Chat window, Email window for Incoming Messages, or E-mail Window for Outgoing Messages,
click the Add a Note icon (plus sign).

2. Inthe Notes text box, type your observations or comments and click Add.

Result: One of the following happens:

e Your notes appear in the Notes section of the Callback window, Chat window, or Email windows.
e Your notes appear in the top part of the Interaction Information view.

Related Topics

Respond to a Callback Request

Manage a Chat Session
Working with Chat Sessions

Assign Codes to an Interaction

I Requirements: See Working with Account and Wrap-Up Codes. l

You can assign an Account Code or Wrap-Up Code to an interaction. The Account Code and Wrap-Up Codes drop-down lists contain
the codes defined in Interaction Administrator.
To assign codes to an interaction, do one of the following:

e When working with a callback request, chat, or email interaction, select the appropriate codes in the Interaction Information
view.

l Note: Wrap-Up codes are not used for email message replies or forwarded email messages. '

o [f your Interaction Desktop workspace does not contain the Email Editor, you can select the appropriate Account code in the
Email Window for Incoming Messages or E-mail Window for Outgoing Messages.

e When responding to a callback request, select the appropriate codes in the Callback Window.
e During a chat session, select the appropriate codes in the Chat window.

Note: If Wrap-Up codes are available and you don't assign one during a chat or to an incoming email message, you are
prompted to assign the appropriate code when you end your part of the interaction. Wrap-Up codes are not used for email
message replies or forwarded email messages.

Related Topics

Assign Codes to an Incoming Interaction
Assign Codes to an Outgoing Interaction
Email Editor

Email Window for Incoming Messages
Email Window for Outgoing Messages
Manage a Chat Session

Understanding Account Codes
Understanding Wrap-Up Codes
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Use Response Management for an Incoming Interaction

l Requirements: See Using Response Management for information about required rights. l

When you respond to a callback request, you can use Response Management to look up information and then relay it verbally. When
you evaluate a callback request or read an ACD-routed email message, you can incorporate stored text in the Notes section.
To use Response Management in an incoming interaction:

1. Do one of the following:

e Inthe Response Management view, search for and then select an appropriate response.

e Inthe Callback window or E-mail Window for Incoming Messages, expand the Responses section and search for an
appropriate system-wide response.

e Inthe My Responses Window, use the Navigation Pane or other navigation aids to locate a personal response or system-
wide response.

' Tip: For more information, see Search for a Response. '

2. Do one of the following:

e View the information in the response and use it indirectly when responding to the Callback Request or researching your
reply to an email message.

e Copy and paste the information from the response to the Notes section of the Callback window or E-mail window for
Incoming Messages.

Related Topics
Search for a Response
Use Response Management in an Email Message
Working with Callback Requests
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Working with Calls

The CIC client provides many ways to handle or manage calls. This section describes the following call features:

e Call Security

e Making Calls

e Picking Up Calls

e Transferring Calls
Forwarding Calls

Making Conference Calls
e Using Speed Dial

e Using Other Call Features

Call Security

Customer Interaction Center provides call security that prevents others from listening in on a call or even determining which
internal parties are involved in a conversation.

CIC administrators can configure the use of two encryption protocols to support encryption of call audio (SRTP) and call control
information (TLS). This provides confidentiality and flexibility for security-sensitive organizations. Your CIC administrator can use
Interaction Administrator to configure your station to use SRTP for all your calls. When SRTP is not configured for a station, the
calls are “non-encrypted” or not secure from network interception.

Call Security Icons and Alerts

When the CIC administrator configures your station to request that all calls are secure or if you are involved in a call where one of
the parties has requested a secure call, the CIC client monitors a call’s security level to determine if it is secure and remains
secure. A call can begin as a secure (SRTP) call and later be downgraded to a non-secure state. This can occur if the secure call is
transferred to, or made part of a conference with, a non-secure party.

l Note: If your station is not configured to have secure calls, you do not see a lock icon at all. '

e Secure calls

&

A closed lock icon indicates that a call is secure within the environment controlled by CIC. It appears only if your station is
configured to have secure calls and end-to-edge security

A call can be comprised of multiple audio legs. When your station is configured to have secure calls (SRTP is configured in
Interaction Administrator), the call is encrypted/secured as far as possible (e.g., within the environment controlled by CIC).
If all the audio legs of the call are secure to the edge of network (to another SRTP phone or to an SRTP gateway) then the
closed lock icon appears, indicating a secure call. The lock does not display on an RTP station since the RTP station
always has at least one non-secure audio leg (the RTP leg to the phone itself).

Note: The Secure Call icon indicates only end-to-edge security; i.e. security from a device configured to use TLS/SRTP
and controlled by CIC (such as your phone) to the point where CIC passes the call to an outside agency or a device that
is not configured for TLS/SRTP.

Outside agencies can include a PSTN (Public Switched Telephone Network) or other service provider outside the
control of CIC. Devices that might not be configured for TLS/SRTP can include other telephones or a gateway between
CIC and a PSTN.

56 My Interactions ¢ Call History | - X
CQueue Mame Mumber Duration  State Interaction |d

Gf’ﬂ To: 1P450 9991 0:00:24 Connected 1001184643

e Non-secure calls
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An open lock icon indicates that at least one leg of a call is not secure. It appears only if your station is configured to have
secure calls and end-to-edge security.

If your station is configured to have secure calls (SRTP is configured in Interaction Administrator), but the call cannot be
made completely secure from the station to the destination (e.g., only one leg of the call is secure), and the station security
level is configured for end-to-edge security, then the open lock icon appears. This means that security has been downgraded
because some portion of the call cannot be encrypted, or secured. The open lock does not imply someone is listening to a
call, but only that part of the call cannot be secured to prevent it from being intercepted. The open lock does not display on
an RTP station, or on an SRTP station that has its security level configured as minimal. The open lock displays only on an
SRTP station that has its security level configured as end-to-edge.

' Note: If you point to the non-secure call icon, it displays a tooltip that explains the cause of the security alert. '

e A Security Alert dialog box can also appear to alert you that the previously secure call is no longer secure.

l Tip: For more information about why the call is no longer secure, click Show Details >>. '

Note: If your CIC administrator grants you the right to configure your CIC client alerts, you can control whether this
Security Alert dialog box appears. For more information, see Calls Configuration. When a call goes from a non-secure
state to a secure state, the icon in the user’'s queue changes to indicate that the previously non-secure call is now
secure. You do not see a Security Alert.

"1 "Security Alert

Call to Carl.King is proceeding without audio security. CallSecurtyControl

[ ] Dent show this diglog again. o Dot . ] I —— I

Related Topics
Calls Configuration

Emergency Call Alerts

Requirements: No additional licensing is required for Emergency Call Alerts. However, before Emergency Call Alerts can be
issued, your CIC administrator must first create an Emergency call classification, select the individuals or workgroups who
should receive Emergency Call Alerts for calls with that classification, classify certain phone numbers as "Emergency” phone
numbers, and provide emergency information for each station and Managed IP Phone.

CIC administrators can set up alerts to notify specific individuals or workgroups when an emergency call is made from a CIC
station or Managed IP Phone. Emergency calls can include 911 calls and calls to other emergency numbers (e.g., police, fire
department, or internal emergency numbers).

If you are designated by the CIC administrator to receive Emergency Call Alerts, when an emergency call alert is issued you:
e Receive an email message that notifies you about the Emergency Call.
e See an emergency call hyperlink.
e See a pop-up alert.

E-mail Message Alert

If you are designated to receive emergency call alerts, an email message is sent to you when an emergency call alert is issued.
These e-mails are sent regardless of your CIC status and are sent even if you are not logged onto the CIC client at the time.

An email message alert looks like the following example:
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Subject: Classification Alert: Emergency
Importance: High

Classification Alert: Emergency

Local Name: Genesys

Local Number: 3459

Remote Name: Power and Light
Remote Number: 555-9999

User Id: Joe.Smith
Station: JSMITHSIP
Line: SIP Line 2

The information in the email message alert corresponds to the way Emergency Call Alerts are configured in Interaction
Administrator.

Local Name The Emergency Information "Customer Name" for the station or managed IP phone where the call
was made.
Local Number The Emergency Information "Calling Party Number" for the station or managed IP phone where the

call was made.

Remote Name The description of the emergency number that was dialed.
Remote Number The emergency number dialed.
User Id The user account name of the logged-in user who made the call.
Station The standard CIC name for the station where the call was made.
Line The name of the outgoing telephone line used for the emergency call.
l Note: The CIC administrator configures Emergency Information for stations and Managed IP Phones in Interaction I
Administrator. If this information is not provided, then Local Name and Local Number are blank in the email message alert.

Alert Message Hyperlink

When an emergency call alert is issued, you see a warning that an emergency call is in progress. This warning appears as a
hyperlink in the Interaction Desktop Notification area. Click this link to display the Emergency Call Alert dialog box.

O Adanis | (317 996-0004 | o | :: | An emergency call i3 in progress.

Pop-up alert

If you are designated to receive emergency call alerts, you see a pop-alert when an emergency call alert is issued. This is a real-time
alert that occurs when CIC classifies a call as an emergency.
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I Emergency Call Alert ]

A\

Mame:

User Clueue:
Dialed Murnber:
Station:

Station Location:
Call State:

Call Duration:
Caller Number:

Call [Dx

0

An emergency call is in progress!

Interactive Intelligence, Inc.

Chloe Fry

2222222 - Indianapalis 1M

Station_1

West Lafayette, Indiana
Connected

0:00:08
31785

1001184618

+

5 1 51 Y

o

Properties

1061 4@ B

&

Record

Silence Alert
Name The Emergency Information "Customer Name" for the station or managed IP phone where the call
was made.
User Queue The display name of the logged-in user who made the call. If the call is made from a phone or

station without an associated user (e.g. lobby phone), then this is blank.

Dialed Number

The emergency number dialed and the emergency phone number description.

Station

The standard CIC name for the station where the call was made.

Station Location

The Emergency Information "Description" of the station or managed IP phone from which the call
was made.

Call State The current state of the emergency call (e.g. Dialing, Connected, Held, or Disconnected). For more
information, see Understanding an Interaction’s State.
Call Duration The amount of time since the emergency number was dialed.

Caller Number

The Emergency Information "Calling Party Number" for the station or managed IP phone where the
call was made.

Call Id

The CIC interaction identification number for the emergency call.

Note: The CIC administrator configures Emergency Information for stations and Managed IP Phones in Interaction
Administrator. If this information is not provided, then Name, Station Location, and Caller Number are blank in the Emergency

Call Alert.
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Working with Emergency Call Alerts

You can do any of the following in the Emergency Call Alert dialog box:
e You can close the Emergency Call Alert dialog box. Later you can return to it while the call is in progress by clicking the Alert
Message Hyperlink.

e An audible alert tone is played through the PC speakers for 10 seconds when you receive an emergency call alert. Click the
Silence Alert button to turn it off.

o If you receive multiple, simultaneous emergency call alerts, click the right and left arrow buttons to view each alert.
e Click the Properties button to view and edit detailed information on the emergency call. You can take notes on the call. For
more information, see View and Edit Interaction Properties.

e Click the Listen button to listen to the emergency call. You hear both sides of the call, but the initial participants are not able to
hear you. For more information, see Listen to a Call.

e Click the Join button to participate in the emergency call. This creates a three-way conference call and the initial participants
are able to hear you. For more information, see Join an Interaction.

e Click the Record button to record the emergency call. This recording is delivered to you after the call is completed. For more
information, see Record a Call for details.

Note: The Listen, Record or Join buttons can be disabled if you do not have the rights to perform the action associated with the
button of if the call is not in a state in which this action can be performed. Contact your CIC administrator if you need security
rights to perform one or more of these actions.

Related Topics

Managed IP Phone
Working with Calls

Making Calls

There are a number of ways to make a call in the CIC client. Enter a number in the Number field or use your telephone. Double-click
any phone number hyperlinks, double-click a directory entry, or select a directory entry and click any available dial button on the
directory toolbar.

The call appears in My Interactions, where you can watch the status of the call. For more information, see one of the following
topics:
e Advanced Dialing Options
Call an Operator
Click a Web Page Hyperlink to Place a Call

Click to Dial a Directory Contact
Call Back a Disconnected Call

Dial a Long-Distance Number

Dial a Number Inside the Organization
Dial a Number Outside the Organization
Dial a Number Using Speed Dial

Dial a Recently Dialed Number

Dial on Behalf of a Workgroup
Disconnect a Call

Entering Telephone Numbers

Make a Call Using a Dial Button

Make a Call using the Enter a name or number to dial field
Using Call History to Make Calls
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Call an Operator

You can use the CIC client to call an operator within your company, or to call an external telephone operator.

l Note: You can also dial the operator directly from your telephone handset. '

To call an internal operator:
e Type 0 or the internal operator number in the Enter a name or number to dial drop-down list.

To call an external (phone company) operator:
e Type 00 or the external operator number in the Enter a name or number to dial drop-down list.

Note: The default setting for dialing an external operator in the United States is 00. If this does not work, contact your
CIC administrator to verify the number to dial and to check that you have sufficient dialing privileges to dial the external
operator.

Related Topics
Making Calls

Call Back a Disconnected Call

The Call Back option enables you to call back to the phone number for a disconnected call in My Interactions, or a user or station
queue.

Do one of the following:
e Right-click the disconnected call and select Call Back from the pop-up menu.

e Double-click the disconnected call.
e Select the call and press the shortcut keys Ctrl+B.

Result: The Call Back option dials the number of the selected call if the number is valid.

Related Topics

Dial a Recently Dialed Number
Making Calls
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Click to Dial a Directory Contact
You can click any of the phone number hyperlinks in the CIC client to dial a contact. Phone number hyperlinks appear in directory
views and in the contact Properties dialog box.

If Auto Dial Extension is enabled for a contact’s phone number, the CIC client automatically dials the extension after the call
connects.

P 1] Company Directony ]’Tﬁ Qutlook Private Cu:untau:ts)/iﬁlc Private Contacts ~ X
Last Marme .« First Mame Compary kAokile Business Phone Horme Phone
loe Smith (3173 555-2111 202 {3177 555-59549
lones Pat (317 555-9900 3171 555-9040
Took Marrman (317 555-2134 3171 555-0994
Viewing contacts 1to 4 of 4 | 4 Previous | | Mext  mp
= = 3 % (L0
& L 4 (2] (Go =2 3 & ‘!—>
Dial | Transfer Consult Conference “oicemail Park | Business | Carmp  Status | Properties

You can also dial a phone number and extension by clicking an extension number hyperlink in the Properties dialog box.

ro Properties for Joe Srmith == [ |_‘

General |Eusiness More Business I Horme | Motes |

First Marme: Smith Last Marme: loe

Display Marme:  Joe Smith

Carmpary:

Horrme Phone: 317 555-5954 [] Auta Dial Extension

[
CIRAVENY

Business Phone: (317 555-2111 Ext. [] Auto Dial Extension
Fobile Phone: Ext. [] Auto Dial Extension
l ] I [ Cancel ] [ Apply
Related Topics
Making Calls

View and Edit Directory Entries
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Click to Dial a Web Page Hyperlink

The CIC client enables you to use the CALLTO protocol to make calls. You can dial specially formatted phone numbers just by
clicking them. The phone number must be formatted with the HTML tag <a href>. This tag is most often used to create a hyperlink
to a webpage or a specific point in a webpage. However, it can also be used to create hyperlinks that place phone calls.

The phone numbers must be formatted like this example:
<a href="callto:5550101">home office</a>

Tip: The phone number must not include an empty space. An empty space causes the CIC client to drop the digits after the
space when dialing the number.

This appears as the hyperlinked words "home office" in a webpage. If you click this hyperlink, the CIC client uses the CALLTO
protocol to place a call to the 555-0101 phone number.

Note: If you are not logged onto the CIC client when you click a phone number hyperlink, the Logon dialog box appears and
prompts you to log on. After you log on, the CIC client places the call. Also, numbers dialed using the callto protocol appear in
Call History and in the Windows 7 CIC client Jump List.

Finding Phone Number Hyperlinks

Appropriately formatted phone number hyperlinks are not usually available on most web pages. However:
e Your company could set up a webpage on an internal site that contains appropriately formatted phone numbers.

e The CIC client can also dial using phone number hyperlinks from a third-party CRM system, if your CRM administrator ensures
the phone numbers are appropriately formatted.

e There are some internet browser add-on applications available that convert telephone numbers appearing on web pages into
clickable links. If you use a browser add-on, it must convert the phone numbers using the CALLTO protocol to enable CIC to
place the call for you.

Troubleshooting

When you install the CIC client, the installation program automatically associates the CIC client with the CALLTO protocol in
Windows. Other applications, such as Skype and NetMeeting, can also use the CALLTO protocol. If the CIC client does not dial a
phone number when you click an appropriately formatted phone number hyperlink, check that the Windows protocol association is
set correctly.

1. In Windows 7, select Start > Default Programs > Associate a file type or protocol with a program.
2. Scroll to the Protocols section at the bottom of the list.

3. If the CALLTO program association is not set to the CIC client, double-click the CALLTO protocol.
4. In the Open with dialog box, associate this protocol with the CIC client.

To test this configuration:
1. In Windows 7, open the Start menu and then, in the Search Programs and Files text box, type Run and press Enter.

2. In the Run dialog box, in the Open drop-down list, type callto:number where number is an actual phone number.
3. Click OK.

Related Topics
Making Calls
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Dial a Long-Distance Number

Requirements: You need the necessary call privileges to make long-distance calls. Your CIC administrator controls whether
you are able to dial long-distance numbers. Also, your CIC administrator may assign you the Require Forced Authorization
Code Security right. This right requires you to enter an authorization code before toll numbers can be dialed from your
station. This prevents someone from using your phone to make a toll call while you are logged on, but away from your desk.

Dial long-distance numbers just as you would dial a number outside your organization. Include the area code.

If you have problems, ask your CIC administrator if you should prefix outgoing calls with a nine or one. Also confirm that you have
the necessary call privileges.

Related Topics

Dial a Number Inside the Organization
Dial a Number Outside the Organization
Make a Call using the Enter a name or number to dial field
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Dial a Number Inside the Organization

You can use the CIC client to dial the extension of someone within your organization. The extension for a user is listed in the
Company Directory or other directories. You can watch the status of the call in My Interactions.

To dial a number inside the organization:

1. Find the extension you want to call in the directory.

Tip: To locate an entry, start typing in the filter boxes. Enter the first few letters of an entry (if it's an alphabetical
column), or enter the first few numbers of an entry (if it's a numerical column). For more information, see Working with
the Company Directory.

2. Do one of the following:

e Double-click a row in the directory list to dial the default number for that person.
e Single-click any of the hyper-linked phone numbers displayed in the row.
e Select a directory entry and click the appropriate Dial button.

e Right-click a person’s name to display this drop-down menu. Click one of the displayed "Dial" entries.

Tasker, Moreen

Ausailable, Faraard

(317 696-0994

s H

Station: NOREEMTASKEREIF
% Dial Default Mumber Shift+Enter
i‘g; Dial Business Phone Ctrl+E
%y Dial Mobile Phone Ctrl+1
%= Dial Fax Ctrl+F
“g  Send Email (Business)... Ctrl+E
J-E Carnp Crl+2
= Initiate new Chat Ctrl + Shift+C
Iﬂ Properties Ctrl+5hift+P

Selected Interaction 3

Related Topics

Dial a Long-Distance Number

Dial a Number Outside the Organization
Dial Buttons

Make a Call using the Enter a name or number to dial field

187



Dial a Number Outside the Organization

You can watch the status of your call in My Interactions. Check with your CIC administrator to see if you have sufficient privileges
to make toll calls.

To dial a number outside the organization:

Do one of the following:
e Type a number in the Enter a name or number to dial drop-down list and press Enter.

l Tip: For more information, see Entering Telephone Numbers. '

e Click any directory entry that represents the number you want to dial.
e Right-click an Outlook Contact. From the drop-down menu, select the arrow next to the contact's name. Click the number to

dial.
Note: This feature is available only if you have installed the Outlook Dialing feature. For more information, see Outlook
Dialing.
Related Topics

Dial a Long-Distance Number
Dial a Number Inside the Organization

Dial a Number Using Speed Dial
Make a Call using the Enter a name or number to dial field

Dial a Number Using Speed Dial

You can use the CIC client speed dial features to dial frequently used numbers. You can watch the status of your call in My
Interactions.

To dial a number using speed dial:

1. Display a Speed Dial View.

2. Do one of the following:

e To call the default number associated with the speed dial entry, double-click the speed dial entry for the person you want to
call.

e To dial a number other than the default number for a speed dial entry, right-click the speed dial entry and choose another
number from the shortcut menu.

l Tip: If you have more speed dial entries than can appear at one time on your speed dial view, use the scroll bar to find the entry. l

Related Topics

Create a Speed Dial View

Add a Directory Contact to a Speed Dial View
Display a Speed Dial View

Understanding Speed Dial Hyperlinks

188



Dial a Recently Dialed Number

A list of names and numbers you have recently called is available from either the Enter a name or number to dial drop-down list or
the Call History view.

To dial a recently dialed number from the Enter a name or number to dial list:

1. Click the arrow at the end of the Enter a name or number to dial drop-down list.
2. Click a number in the list of numbers you have recently dialed.
3. Press Enter.

To dial a recently dialed number from the Call History view, do one of the following:
e Double-click the Call History row containing the number you want to dial.
e Click the number hyperlink and click Yes to dial.
e Right-click the number hyperlink and click Dial on the menu that appears.

Note: The CIC client uses the originally dialed number to place the call. If, for example, you prefixed the number with "9" to place
an outside call, the "9" is used when you call the number from the Call History view, even if this does not appear in the number
hyperlink.

Related Topics

Call History
Making Calls
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Dial on Behalf of a Workgroup

Designating a workgroup when you make a call enables you to associate an outbound call with your workgroup. Primarily used for
administrative and reporting purposes, this Dial on Behalf of a Workgroup feature enables the call to count towards an agent’s and

the workgroup's statistics.

If you or your CIC administrator enables Advanced Dialing Options and you are a member of at least one workgroup or have at least
one account code to select, the Advanced Dialing Options dialog box appears every time you start a call and prompts you to assign
the appropriate Account Code and/or designate a Workgroup.

Note: You can only dial on behalf of a workgroup in which your status is Active. For more information, see Change Your
Workgroup Activation Status and Advanced Dialing Options.

There are two ways you can assign a workgroup code to an outbound call:

e Use the Advanced Dialing Options dialog box.

Mumber:

Account Code:

Workgroup:

Advanced Dialing Options

2222237

[T, [001] ABC Bank

23 Marketing

oK

Cancel

o Click the Dial on behalf of a workgroup icon in the Enter a name or number to dial search results. If you belong to more than one

workgroup, select the appropriate workgroup when prompted.

e Select a number in the Enter a name or number to dial search results and press Alt+W. If you belong to more than one

workgroup, select the appropriate workgroup when prompted.

|

(0 Indianapolis I
00 userluserl

(0 Interactive Intellige.., (317) 555-8726 ﬂ

(317 222-2222@

(31n 555-0994{ Dial on behalf of a workgroup

Related Topics
Making Calls
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Disconnect a Call

l Requirements: See Disconnect. I

To disconnect a call, do one of the following:

e Using your handset, simply hang up the telephone.
e Select the call you want to disconnect and click the Disconnect button.
e Right-click the call and choose Disconnect from the menu that appears.

Related Topics

Disconnect Button
Disconnect Someone From a Conference Call

Entering Telephone Numbers

Here are some pointers on entering telephone numbers:
You do not have to type parentheses or other special characters.

' Note: Special characters are optional. For example, you can type 3175551212 or (317) 555-1212. '

You can also type letters that are translated into the corresponding numbers from a telephone keypad. For example, Q is a seven
and Z is a nine.

You can type both commas () and slashes (/) with the number you type. A comma causes a two-second delay. Numbers typed after
the slash are dialed only after a connection is made.

For example, if you type the number 555-1212 / 101, 2222, the first seven digits are dialed. After a connection is made, the digits
101 are dialed, and after two seconds, the digits 2222 are dialed.

You can use two number signs (##) to enter additional DTMF tones that are required before the carrier connects the call. A
common use is including a carrier account code when dialing a remote station, for example, 317-555-1212##1234.

Related Topics
Dial a Number Outside the Organization

Make a Call Using a Dial Button
You can make a call by selecting a directory entry and clicking the appropriate Dial button. A variety of different Dial buttons can
appear on the Directory toolbar. Use these buttons to dial a specific number associated with a selected directory entry.

Or, if you want to make a call without using the CIC client, simply dial the number from your telephone. The call appears in My
Interactions where you can watch the status of the call.

' Note: To find out if you have toll call privileges, contact your CIC administrator. '

To make a call:
e Select a directory entry and click the appropriate Dial button on the Directory toolbar.

Note: You can configure which Dial buttons appear on your Directory toolbar. For more information, see Customizing
Toolbars and Dial buttons.

Related Topics

Customizing Toolbars
Dial Buttons

Make a Call using the Enter a name or number to dial field

You can make a call from Interaction Desktop by typing the phone number from your computer keyboard instead of dialing it on
your telephone. If you want to make a call without using Interaction Desktop, simply dial the number from your telephone. The call
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appears in My Interactions where you can watch its status.

' Note: To find out if you have privileges to make toll calls, see your CIC administrator.

To make a call:
1. Do one of the following:
e Enter a telephone number in the Enter a name or number to dial field.

2 Interaction Desktap
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Telephone Numbers.

| Note: For more information about entering letters, parentheses or other special characters, see Entering

e Click the Enter a name or number to dial down arrow and select one of the recently dialed numbers in the drop-down list.

2 Interaction Desktop
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e If you are dialing on behalf of a workgroup, click, the Dial on behalf of a workgroup icon in the Enter a name or number to dial

search results. If you belong to more than one workgroup, select the appropriate workgroup when prompted.
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2. Press Enter.

3. If you are using Advanced Dialing Options and you need to assign an Account Code, the Advanced Dialing Options dialog box
appears. Click the down arrow to the right of the Account Code field and select an Account code. Click OK to place the call.

.

Advanced Dialing Options [(==]
Mumber: 3333333
Account Code: i-j;:.[ﬂﬂl] ABC Bank -
Workgroup: 83 Marketing .
| ok | | Concal
Related Topics
Making Calls
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Place a Call on Hold

You can place any connected call on hold. Depending on the hold behavior your CIC administrator configures, callers on hold hear a
combination of music and messages. If on-hold music is enabled (the default behavior), you can eliminate on-hold music by
clicking the Mute button. This is particularly important when you are a party in a conference call hosted by someone who is not on
your CIC server and wish to put the call on hold without disrupting the call with hold music. By default, Conference calls hosted on
your local CIC server do not play on-hold music when a conference party clicks the Hold button.

l Note: Your CIC administrator can also configure whether you can receive another call when you place one on hold. '

To place a call on hold:

1. If the call is not already selected, click the call to select it.

' Note: If the Hold button is unavailable, the interaction is not in a state that can be placed on hold. '

2. Do one of the following:

e Click the Hold button.
e Right-click the call and choose Hold from the menu that appears.

Result: The Hold button appears pressed and the call’s state changes to Held.

3. To suppress on-hold music for the other party (or parties in a remote server hosted conference), click the Mute button before
or after clicking the Hold button.

4. To take the call off hold, select the call and click Hold again.
Result: The Hold button is no longer selected and the call’s state changes to Connected.

Tip: Your CIC administrator can configure a maximum hold time for interactions. By default, interactions on hold for longer than
fifteen minutes are disconnected. Your administrator can change the amount of time an interaction can remain on hold and the
behavior that occurs once the hold time is exceeded. For example, your administrator may choose to transfer interactions on
hold longer than twenty minutes to another queue. For more information, see your CIC administrator.

Related Topics
Hold Button

Understanding an Interaction’s State

An interaction’s state describes its current condition. The following list describes the states that appear by default. The list
includes descriptions of each state an interaction may be in during the life of the interaction.

l Note: Your CIC administrator or application developer can modify or customize these state strings if desired. '
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Picking Up Calls

I Requirements: See Pickup. l

There are many different ways to pick up calls in the CIC client. This section describes the following methods:
e Answer an Incoming Interaction

Caller Name

Park a Call on Orbit

Pick Up a Call From a Queue

Pick Up a Call from an Orbit

Pick Up a Call From Voicemail

Place a Call on Hold

Related Topics

Respond to a Callback Request

Pick Up a Chat Request
Pick Up a Work Item

Pick Up or Reopen an E-mail Message

Answer an Incoming Interaction

These instructions assume that you are answering an interaction in your queue, but you can answer an interaction from any user or
station queue you monitor.

The CIC client can notify you of incoming interactions by:
e Ringing your telephone (if your CIC administrator has configured calls to ring on your desktop telephone).
Emitting a ring through your computer speakers. For more information, see General Alerting Options.
Appearing on top of any applications you are working on. For more information, see Pop client in General Alerting Options,

Displaying a Desktop Alert.
Automatically selecting an interaction.

Note: If your user information in Interaction Administrator is configured to Auto-Answer ACD Interactions or Auto-Answer non-
ACD Interactions, incoming interactions can be automatically picked up. Another Interaction Administrator configuration option
can enable or disable Auto-Answer for incoming calls on a SIP station. When Auto-Answer is correctly configured, you are
automatically connected to incoming interactions. For more information, contact your CIC administrator.

To pick up your call:
e [f you are not connected to another call, do one of the following:
e Pick up your telephone handset and the call automatically connects, and you can begin speaking.
e Click the Pickup button on the Queue Control toolbar.
e Double-click the interaction in the My Interactions view.
e If you are currently connected to another call, click the Pickup button.

Result: This action connects you to the call and places on hold any other calls to which you are connected.
Unable to Pick Up Interaction

An Interaction Error icon appears if you are unable to pick up an interaction. A tooltip for the icon explains the reason for the
problem. Contact your CIC administrator for help in resolving this issue.

Queue Marne Murnber Duration State Details
From: Williams, ... sip:3179994734... 0:00:11 Alerting

&9 Interaction Error
Unable to pick up the interaction 1001744851, The reason is: ThereIs Mo Contact Address For Your Station.
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Caller Name

Customer Interaction Center (CIC) uses several different methods to identify a caller. If CIC cannot automatically determine the
name of the caller and handlers or other applications do not identify the caller or provide something to be displayed instead of a
caller name, CIC displays a locally defined phrase such as "Unknown Caller."

CIC uses these methods in the following order to identify a caller.

Note: Any name CIC finds is replaced by a name found by a subsequent method. For example, a caller name provided by the
PSTN (Public Switched Telephone Network) is replaced by a caller name found in the Company Directory.

1. Caller name provided by the PSTN, SIP signaling, or Web Interaction registration information (Chat, Web Call Backs, etc.).

2. Caller name located by an RWP (Reverse White Pages) lookup using the caller’s telephone number to locate a name in the RWP
database.

Result: If no name is found and the origin of the call can be determined, the City and State of the call are used as the caller
name.

3. Caller name located by an RWP lookup in the Company Directory or a Personal Directory (such as Outlook Private Contacts.)
4. Caller name located by a telephone number lookup in Interaction Tracker.
5. Alocally defined phrase such as "Unknown Caller."

Note: This is used if none of the preceding methods have identified the caller, usually because the PSTN did not provide
the caller's telephone number.

6. A value provided by CIC handlers as part of customer customization.

For example, information gathered from an IVR menu selection such as a product catalog name could be used as the caller
name.

7. Caller name as entered in the Transfer Dialog box.

Related Topics
Queue Contents
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Park a Call on Orbit

Requirements: You need the Orbit Queue Security right to display the Orbit Queue view. For more information, see Park on
Orbit.

You can place any connected call in a specific orbit. This places the call on hold and removes it from your station. Depending on
the hold behavior your CIC administrator configures, callers "in orbit" hear a combination of music and messages. To a caller, there
is no difference between being on hold or in orbit.

Calls in orbit can be picked up at another station. This enables you to move to another station and resume the call without having
to transfer the call to a specific extension. You can view and pick up calls in orbit by displaying the Orbit Queue view in the CIC
client. For more information, see Orbit Queues.

Note: Your CIC administrator can configure a maximum hold time for calls. By default, calls on hold for longer than fifteen
minutes are disconnected. Your CIC administrator can also configure the behavior that occurs once the hold time is exceeded.
For example, your CIC administrator may choose to transfer calls on hold longer than twenty minutes to another queue. For
more information, see your CIC administrator.

Tip: You can also use a Polycom phone configured as SIP station to park a call on orbit. For more information, see the
Polycom® SoundPoint® Quick Reference Cards available in the PureConnect Documentation Library.

To park a call on orbit:

1. In My Interactions, if the call is not already selected, click the call to select it.
2. Do one of the following:
e Right-click the call and choose Park on Orbit from the menu that appears.
e Press Ctrl+K.
e Click the Park on Orbit button in the Queue Control toolbar.

Note: This is an optional button. For more information about adding this button to the Queue Control toolbar,
see Customizing Toolbars.

3. Inthe Orbit Park dialog box, assign a number to this orbit by typing a number in the Park call on Orbit text box.

Note: You can use any single digit number (starting with 1) up to the 10-digit number 4294967294. Avoid orbit numbers
starting with 0 (zero). The number defaults to the last orbit number used.

4. Click Park.

l Note: If the orbit number is currently in use, you are prompted to choose another orbit number. '

Result: The call is removed from My Interactions or other queue and the call’s state changes to Parked. You can view the
call in the Orbit Queue view.

<10 Company Directery @ Orbit Queue v X
Queue QOrbit Mame InteractionId Mumber Duration State

5. To suppress on-hold music for the other party, click the Mute button before or after placing the call in orbit.
6. To pick up a call from an orbit, see Pick up a Call from an Orbit.

Related Topics

Introduction to Queues
Orbit Queues
Pick up a Call from an Orbit
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Pick Up a Call From a Queue

Requirements: See Pickup. Also, you need the appropriate Access Control rights to view or work with queues other than your
own. For more information, see Introduction to Queues.

You can pick up a call in any displayed queue if you have the rights to modify calls in that queue.

Note: If your status is Available, Forward but you are still using the CIC client and you see an incoming call, you cannot pick up
the call from the client window. You must let the call forward operation complete, and pick up the call from the ringing phone
where the call was forwarded.

To pick up a call from a queue:

1. Click the queue tab that contains the call you want to pick up.
2. Do one of the following:

e Right-click a call in the queue and choose Pickup from the shortcut menu.
e Select the call, then click the Pickup button.

3. At the Confirmation Needed prompt, click Pickup.

l Note: When you work with queues other than My Interactions, CIC prompts you to confirm your action.

Result: You are now connected to the call.

Related Topics
Introduction to Queues
Monitor two or more queues at the same time
Pick Up a Call from Voice Mail

Pickup Button

Pick Up a Call from an Orbit

l Requirements: See Pickup.

You can pick up a call from an orbit from any station.

To pick up a call from an orbit:

1. Click the Orbit Queue view.
2. Do one of the following:

e Right-click a call in the orbit queue and choose Pickup from the menu that appears.
e Select the call then click the Pickup button.

Result: You are now connected to the call.

Tip: You can also use a Polycom phone configured as SIP station to park a call on orbit. For more information, see the
Polycom® SoundPoint® Quick Reference Cards available in the PureConnect Documentation Library.

Related Topics

Introduction to Queues
Orbit Queues
Park a Call on Orbit
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Pick Up a Call from Voice Mail

l Requirements: See Pickup. I

You can pick up a call when the caller is in the middle of leaving a voice mail message. When a call is transferred to voice mail, its
state changes to "Voice Mail."

To pick up a call from voice mail:

1. If the telephone call is not selected, select the call you want to pick up.

2. Do one of the following:

e Click the Pickup button.
e Right-click the call and choose Pickup from the menu that appears.

Result: The call’s state changes from "Voice Mail" to "Connected" and you can begin speaking with the caller.

Related Topics
Listen to someone leave a voice mail message
Listen to your voice mail

Pickup Button
Pick Up a Call From a Queue

Place a Call on Hold

You can place any connected call on hold. Depending on the hold behavior your CIC administrator configures, callers on hold hear a
combination of music and messages. If on-hold music is enabled (the default behavior), you can eliminate on-hold music by
clicking the Mute button. This is particularly important when you are a party in a conference call hosted by someone who is not on
your CIC server and wish to put the call on hold without disrupting the call with hold music. By default, Conference calls hosted on
your local CIC server do not play on-hold music when a conference party clicks the Hold button.

l Note: Your CIC administrator can also configure whether you can receive another call when you place one on hold. '

To place a call on hold:

1. If the call is not already selected, click the call to select it.

' Note: If the Hold button is unavailable, the interaction is not in a state that can be placed on hold. '

2. Do one of the following:

e Click the Hold button.
e Right-click the call and choose Hold from the menu that appears.

Result: The Hold button appears pressed and the call’s state changes to Held.

3. To suppress on-hold music for the other party (or parties in a remote server hosted conference), click the Mute button before
or after clicking the Hold button.

4. To take the call off hold, select the call and click Hold again.
Result: The Hold button is no longer selected and the call’s state changes to Connected.

Tip: Your CIC administrator can configure a maximum hold time for interactions. By default, interactions on hold for longer than
fifteen minutes are disconnected. Your administrator can change the amount of time an interaction can remain on hold and the
behavior that occurs once the hold time is exceeded. For example, your administrator may choose to transfer interactions on
hold longer than twenty minutes to another queue. For more information, see your CIC administrator.

Related Topics
Hold Button
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Transferring Calls

There are many different ways to transfer calls in the CIC client. This section describes the following methods:

e Drag and Drop a Call on a Name in a Directory
Park a Call on Another Person’s Extension

Transfer a Call After Consulting the Recipient
Transfer a Call to a Directory Entry

Transfer a Call to a Workgroup

Transfer a Call to an Attendant Profile

Transfer a Call to Another Person’s Voicemail
Transfer a Call to Your Voicemail

Transfer a Call Using a Transfer Button
Transfer a Call Using the Queue Control Toolbar
Transfer a Call Using the Directory Toolbar
Transfer a Call Without Consulting the Recipient

Drag and Drop a Call on a Name in a Directory

You can transfer a call to an extension inside your organization or to an external directory entry by dragging it from My Interactions
and dropping it on a name in the Company Directory or other directory. This is similar to a blind transfer because you are not
consulting the recipient of the transfer.

l Tip: To speak with a transfer recipient before a caller is transferred, see Transfer a Call After Consulting the Recipient.

This procedure assumes you are transferring calls from My Interactions, but you can transfer calls from any queue you are
monitoring.

To transfer by dragging a call onto a name in the Company Directory or other directory:

Tell the caller that he or she is going to be transferred.

Scroll (or search) a directory view until you can see the name of the transfer recipient.
Select and drag the call from My Interactions to the name in the directory.

In the Transfer Interaction dialog box, click Transfer.

M own =

Result: The caller is placed on hold, and the recipient’s telephone rings. The call disappears from your My Interactions
queue, and appears as a notifying call in the transfer recipient’s My Interactions.

Related Topics

Transfer a Call Using a Transfer Button
Transfer a Call to a Directory Entry

Transfer a Call to a Workgroup

Transfer a Call After Consulting the Recipient

Transfer a Call Without Consulting the Recipient
Transfer a Call to Another Person’s Voicemail

Transfer a Call to Your Voicemail
Park a Call on Another Person’s Extension

Park a Call on Another Person’s Extension

You can park a call directly on another CIC client user’s extension. This places the call on hold on the recipient’s My Interactions
queue. You might want to use this feature, for example, if a caller wants to speak to another person who is currently unable to take
a call, but will probably be available in a few minutes.

This procedure assumes you are transferring calls from My Interactions, but you can transfer calls from any queue you are
monitoring.

Call Parking Tips
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e Your CIC administrator can set up calls to automatically transfer to another extension after being parked for a certain length of
time. For more information, see your CIC administrator.

e You can set up Parked Call Alerting options that notify you when someone parks a call on your extension.
e |f you park a call on a phone-only station (standalone phone), the CIC user is not alerted when a call is parked on that extension.

To park a call using the Park on Queue button:
o Select the call. Select a directory entry and then, on the Directory toolbar, click the Park on Queue button.

Result: The interaction is immediately removed from My Interactions or any other queue you are monitoring and appears in
the selected user’s queue.

Note: If the Park on Queue button does not appear on your Directory toolbar, see Directory Toolbar Buttons for a list of
available buttons and see Customizing Toolbars for instructions on adding it to your Directory toolbar.

To park a call using the Transfer dialog box:
1. Inform the caller that he or she is going to be transferred and put on hold.
2. Do one of the following:

e On the Queue Control toolbar, click the Transfer button.
e Right-click the call and choose Transfer from the shortcut menu.

Result: The Transfer dialog box appears.
3. Inthe Transfer To: field, type all or part of the recipient’s name or number.

Result: A drop-down list of choices appears.

Tip: If the drop-down list does not contain the contact you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

4. From the drop-down list, do one of the following:

e Select "Dial [your entry] as Digits" to convert a text entry into numbers.
e Select the appropriate contact name and associated extension or phone number.

Result: If the designated transfer recipient is a CIC user, status information appears. It shows whether the transfer recipient
is logged onto the CIC client and is able to accept the transferred call. This can help you decide what kind of transfer to
use.

5. Optionally, if you selected a CIC user as a recipient, do one of the following:
e Select the Override Call Forwarding check box to transfer the call to the CIC user’s extension.

Result: CIC disregards any forwarding phone number set for this CIC user in Call Coverage options or Set Status
Details.

e Clear the Override Call Forwarding check box to transfer the call to the extension or phone number currently preferred by the
CIC user.

6. Click the Park button.

Result: The call disappears from My Interactions and is placed on hold in the recipient’s My Interactions queue so the
recipient can select it later. Until the recipient picks up the call, callers hear the company’s hold message.

Related Topics

Call Coverage Options
Monitor Two or More Queues at the Same Time

Parked Call Alerting Options

Set Status Details

Transfer a Call to a Directory Entry

Transfer a Call to a Workgroup

Transfer a Call to Another Person’s Voicemail
Transfer Button

Transfer a Call After Consulting the Recipient

Transferring an interaction after speaking with the intended recipient is called a consult transfer. If the intended recipient does not
answer the phone, you can resume your conversation with the caller, park the call on the intended recipient’s extension, transfer the
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call to the intended recipient’s voice mail, or try transferring to another person.

Warning: Perform a consult transfer only when you need to speak with both parties before completing the transfer. If this is not
necessary, perform a blind transfer. Do not use a consult transfer or a conference call to transfer a call to an attendant profile,
workgroup queue, or to an agent's voice mail. These are not supported features and may result in the original call being sent to
the default attendant profile. For more information about blind transfers, see Transfer a Call Without Consulting the Recipient.

Operator Console: Operator Console users can also use the Rapid Transfer feature or the Call Transfer Shortcut Keys for blind
transfers.

you are monitoring. All users can place Consult Transfer Buttons on their Directory toolbars. For more information, see
Customizing Toolbars.

Tip: This procedure assumes you are transferring interactions from My Interactions, but you can transfer them from any gueue I

To perform a consult transfer:

1. Inform the caller that he or she is going to be transferred.
2. While the call is still connected, do one of the following:

e On the Queue Control toolbar, click the Transfer button.

e Right-click the call and choose Transfer from the menu that appears.

e Right-click a directory entry or right-drag a call to a directory entry to display the Transfer menu.
e Click a directory entry and in the Directory toolbar, click a Consult Transfer button.

Directory Toolbar Buttons. For more information about adding buttons to a toolbar, see Customizing Toolbars.

l Tip: All the types of Consult Transfer buttons have a pair of figures in their icon. For a list of available buttons, see l

Result: The Transfer dialog box appears.
3. Inthe Transfer To: field, type all or part of the recipient’'s name or number.

Result: A drop-down list of choices appears.

Tip: If the drop-down list does not contain the contact you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

4. From the drop-down list, do one of the following:

e Select "Dial [your entry] as Digits" to convert a text entry into numbers.
e Select the appropriate contact name and associated extension or phone number.

Result: If the intended recipient is a CIC user, status information for the selected CIC user appears. It shows whether the
transfer recipient is logged onto a CIC client and is able to accept the transferred call. This can help you decide what kind of
call transfer to use.

5. Optionally, if you selected a CIC user as a recipient, do one of the following:
e Select the Override Call Forwarding check box to transfer the call to the CIC user’s extension.

Result: CIC disregards any forwarding phone number set for this CIC user in Call Coverage options or Set Status
Details.

e Clear the Override Call Forwarding check box to transfer the call to the extension or phone number currently preferred by the
CIC user.

6. Click the Consult button.

Result: The Consult Call dialog box appears. The original caller is placed on hold. A call is placed to the intended transfer
recipient.

l Note: The highlighted line indicates the parties who are connected and can speak to each other. '
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7. Do one of the following:

If the intended recipient (Consultant) answers his or her phone, and agrees to the transfer, click Transfer Now.

Result: The call is transferred to the Consultant and is removed from your queue.

To speak to the caller again without exiting the transfer operation, click Caller.

Note: This puts the call to the Consultant on hold. You might use this feature if the recipient is unavailable to
take the interaction and you want to see if the caller would like to be transferred to someone else.

To speak to the Consultant again without exiting the transfer operation, click Consultant.
To enable a three-way conversation with the Caller, Consultant and you, click Both.

Note: This creates a conference call. You can now speak to both the Caller and the Consultant. If you later
complete the transfer, the conference call is replaced by a standard two-party call.

To put both parties on hold, click Neither.

I Tip: This enables you to talk to someone else or make another call without involving the caller or consultant.

If the transfer recipient does not answer the phone or does not agree to the transfer, click Cancel.

Result: The Consult Call dialog box closes and the Transfer dialog box reappears. The call is taken off hold, and you

are reconnected to it.

Tip: If for some reason you can't perform a consult transfer, you can use the Transfer dialog box to choose
another way to handle this call. Or you can transfer a call to another person’s voicemail, park a call on another
person’s extension, or transfer a call without consulting the recipient.

Related Topics
Call Transfer Shortcut Keys

Call Coverage Options
Drag and Drop a Call on a Name in a Directory

Operator Console
Park a Call on Another Person’s Extension
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Rapid Transfer
Set Status Details

Transfer a Call to a Directory Entry

Transfer a Call to a Workgroup

Transfer a Call to Another Person’s Voicemail
Transfer a Call to Your Voicemail

Transfer a Call Using a Transfer Button

Transfer a Call Without Consulting the Recipient
Transfer Button

Transfer a Call to a Directory Entry

In the CIC client, you can transfer a call to a directory entry in several ways. You can right-click on a directory entry and transfer the
call, you can right-drag a call to a directory entry allowing extended transfer options, or you can Drag and Drop a Call on a Name in a
Directory.
Right-click a directory entry to transfer a call:

1. Click on a directory tab and right-click the directory entry to which you want to transfer the call.

2. From the shortcut menu, select Selected Interaction.

3. From the submenu that appears, select the desired transfer option.

Note: You can transfer only the currently connected call in My Interactions or other queue (there can only be one in that
state). You cannot transfer a call in any other state.

Drag a call to a directory entry to transfer a call:
1. Right-click and while holding down the mouse button drag the call to a directory entry and release.
2. From the shortcut menu, select Selected Interaction.
3. From the submenu that appears, select the desired transfer option.

Use a Transfer button to transfer a call:
1. Click a directory tab and click the directory entry to which you want to transfer the call.
2. In the Directory toolbar, click a Blind Transfer button or Consult Transfer button.

Note: For a list of available buttons, see Directory Toolbar Buttons. For more information about adding buttons to a
toolbar, see Customizing Toolbars.

To blind transfer using a Directory:
1. Inform the caller that he or she is going to be transferred.
2. Select a directory entry.
3. Do one of the following:

e Select an entry in the Company Directory and then click a Blind Transfer button in the Directory toolbar to transfer the call to
the default number.

e Right-click the directory entry to which you want to transfer the call. From the shortcut menu, select Selected Interaction.
From the submenu that appears, select Transfer to transfer the call to the default number or select Transfer to other number
then select the appropriate number from the next submenu.

Result: The call disappears from My Interactions and is transferred to the selected number.

To drag and drop blind transfer:
1. Inform the caller that he or she is going to be transferred.
2. Do one of the following:

e Right-drag and drop the interaction on a Directory entry. From the shortcut menu, select Selected Interaction. From the
submenu that appears, select Transfer to transfer the call to the default number or select Transfer to other number then
select the appropriate number from the next submenu.

Result: The interaction is transferred to the selected number.

e Click the interaction and drag and drop it on a directory entry. In the Transfer Interaction? dialog box, click Yes.
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Result: The call disappears from My Interactions and is transferred to the selected number.

Related Topics

T

Drag and Drop a Call on a Name in a Directory
Transfer a Call Using a Transfer Button
Transfer a Call Using the Directory Toolbar
Transfer Button

ransfer a Call to a Workgroup

Requirements: You need the Search Workgroup Queues Access Control right to a specific workgroup queue in order to

transfer an interaction to that workgroup queue.

You can transfer a call directly to a workgroup listed in the Workgroup and Profile directory. This type of call transfer is similar to a

blind transfer because you do not speak to the transfer recipient. These procedures assume you are transferring calls from My

Interactions, but you can transfer calls from any queue you are monitoring.

The CIC administrator creates workgroups in Interaction Administrator. Workgroups are logical groups of users (e.g., departments)

that can function as a group in the CIC system. Workgroups can have extensions and queues that enable all members of a
workgroup to receive calls notifying the workgroup. In addition, workgroups can receive regular calls and ACD calls that are routed
to specific workgroups and agents. Workgroups can also serve as distribution lists (to the members) of voice mail, email

messages, and faxes from within CIC.

Note: Before you can transfer a call to a workgroup, you need the appropriate right assigned in Interaction Administrator to view

l the workgroup.

To transfer a call to a workgroup:

1.
2.

Inform the caller that he or she is going to be transferred.
While the call is still connected, do one of the following:

e On the Queue Control toolbar, click the Transfer button.

e Right-click the call and choose Transfer from the menu that appears.

Result: The Transfer dialog box appears.

Result: A drop-down list of choices appears.

l Tip: If the drop-down list does not contain the workgroup you expected, check the search criteria selected in the

Options drop-down list and make sure Workgroups is selected.

From the Transfer To drop-down list, do one of the following:

e Select the appropriate workgroup name and associated extension number.

e Select "Dial [your entry] as Digits" to convert a text entry into numbers.

Result: Status information for the selected CIC Workgroup appears. This enables you to check the workgroup’s current
statistics before transferring the call. Use this information to estimate the probable wait time for a transferred call.

In the Transfer To: text box, type all or part of the Workgroup’s name or number.
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5. Click the Transfer button.

Result: The transferred call disappears from My Interactions or other queue and is routed to the selected CIC Workgroup.

Using the Workgroups and Profiles Directory to Transfer a Call

Note: Before you can transfer a call to a workgroup using this method, you must Display the Workgroup and Profile View. You
also need the appropriate user rights to view the name of the workgroup in the Workgroup and Profiles directory.

To transfer a call to a Workgroup in the Workgroups and Profiles directory:
1. Tell the caller that he or she is going to be transferred.
2. Do one of the following:
e Drag the call to a workgroup in the Workgroups and Profiles directory view. In the Transfer Interaction dialog box, click Yes.

o =
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e Select a workgroup name in the Workgroups and Profiles directory view and press Enter.
e Right-click a workgroup name in the Workgroups and Profiles directory view. From the shortcut menu, select Selected

Interaction, then select the desired transfer option.

e Click on a workgroup name in the Workgroups and Profiles directory view. In the Directory toolbar, click a Blind Transfer
button.

e Click on a workgroup name in the Workgroups and Profiles directory view. In the Directory toolbar, click Transfer.

Note: For a list of available buttons, see Directory Toolbar Buttons. For more information about adding buttons
to a toolbar, see Customizing Toolbars.

Result: The call disappears from My Interactions and is transferred to the appropriate Workgroup queue.

Related Topics
Introduction to Queues
My Interactions
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Transferring Calls

Transfer a Call to an Attendant Profile

Requirements: You need the E-mail Profiles, Inbound Profiles, Operator Profiles, or Outgoing Profiles rights to transfer a call
to an Attendant Profile.

You can transfer a call directly to an Attendant profile selected in the Transfer dialog box or to an Attendant Profile listed in the
Workgroup and Profile directory. This enables you to send calls into queues using Attendant, ensuring that both inbound callers and
callers transferred into a queue have the same in-queue experience.

For example, if there are customer service menus in Interaction Attendant that a customer must navigate before a call is sent to
that workgroup’s queue, you can transfer callers to the Customer Service Profile rather than directly into the queue. The transferred
call is processed according to the profile’s settings. This way, callers hear the same prompts and menus as other callers for that
group.

Note: The Workgroup and Profile directory lists only inbound call profiles that are configured in Interaction Attendant to allow
calls to be transferred to them.

Transferring a Call to an Interaction Attendant Profile

1. Inform the caller that he or she is going to be transferred.
2. Do one of the following:

e On the Queue Control toolbar, click the Transfer button.
e Right-click the call and choose Transfer from the menu that appears.

Result: The Transfer dialog box appears.
3. Inthe Transfer To: field, type all or part of the Attendant Profile’s name.

Result: A drop-down list of choices appears.

Tip: If the drop-down list does not contain the Attendant Profile you expected, check the search criteria selected in the
Options drop-down list and make sure Attendant Profiles is selected. Remember also that you can transfer calls only to
inbound call profiles that are configured in Interaction Attendant to allow calls to be transferred to them.

4. From the Transfer To drop-down list, select the name of the profile.

Result: The Profile Name appears in the status area.
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5. Click the Transfer button.

Warning: Do not attempt a Consult Transfer. Using Consult to transfer a call to an attendant profile is not a supported
feature. This may result in the original caller being sent to the default attendant profile, the main IVR menu, rather than
the selected profile.

Result: The transferred call disappears from My Interactions or other queue and is routed to the selected Interaction
Attendant Profile where it is processed like any other call routed to that Attendant Profile.

Using the Workgroups and Profiles Directory to Transfer a Call

This type of call transfer is similar to a blind transfer because you do not speak to the transfer recipient. This procedure assumes
you are transferring calls from My Interactions, but you can transfer calls from any queue you are monitoring.

l Note: Before you can transfer a call to an Attendant Profile using this method, you must Display the Workgroup and Profile
View.

To transfer a call to an Attendant Profile:
1. Inform the caller that he or she is going to be transferred.
2. Do one of the following:

e Drag the call to an Attendant Profile name in the Workgroups and Profiles directory view. In the Transfer Interaction dialog
box, click Yes.
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e Select an Attendant profile name in the Workgroups and Profiles directory view and press Enter.

e Right-click an Attendant Profile name in the Workgroups and Profiles directory view. From the shortcut menu, select
Selected Interaction, then select the desired transfer option.

Result: The call disappears from My Interactions and is processed according to the settings on the Attendant profile.

Related Topics

Introduction to Queues

My Interactions
Transferring Calls

Transfer a Call to Another Person’s Voice Mail

You can transfer a call directly to another CIC client user’s voice mail. You might want to use this feature if the caller wants to
communicate with another person who is unavailable to take the call.

Note: The Voice Mail button may be disabled in the Transfer dialog box if you do not have the appropriate rights. You must have
the right to use voice mail features in the CIC client t in order to transfer a call to another user’s voice mail. Also, you may not
be able to transfer a call to another person’s voice mail if you do not have the right to send calls to your own voice mail. If you
have questions about rights or voice mail options, see your CIC administrator

These procedures assume you are transferring calls from My Interactions, but you can transfer calls from any gueue you are
monitoring. There are several ways to transfer a call to another person’s voice mail.

To transfer a call to another person'’s voice mail:
1. Tell the caller that he or she is going to be transferred to another person’s voice mail.

2. Do one of the following:
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e On the Queue Control toolbar, click the Transfer button.
e Right-click the call and choose Transfer from the menu that appears.

Result: The Transfer dialog box appears.
3. Inthe Transfer To: field, type all or part of the transfer recipient’s name or number.

Result: A drop-down list of choices appears.

Tip: If the drop-down list does not contain the recipient you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

4. From the drop-down list, do one of the following:

e Select "Dial [your entry] as Digits" to convert a text entry into numbers.
e Select the appropriate name and associated extension number.

Result: If the intended recipient is a CIC user, status information for the selected CIC user appears. It shows whether or not

the transfer recipient is logged onto a CIC client and is able to accept the transferred call. This can help you decide what
kind of call transfer to use.

5. Click the Voice Mail button.

Result: The call is transferred to the recipient’s voice mail and disappears from My Interactions.
To transfer a call to another person’s voice mail using the Directory toolbar:
1. Select the call
2. Select a directory entry
3. On the Directory toolbar, click the Send to Voicemail button or press Ctrl+M.

Note: If the Send to Voicemail button does not appear on your Directory toolbar, see Directory Toolbar Buttons for a list
of available buttons and see Customizing Toolbars for instructions on adding it to your Directory toolbar.

To transfer a call to another person’s voice mail using an asterisk (*):

1. Tell the caller that he or she is going to be transferred to another person’s voice mail.
2. Do one of the following:

e On the Queue Control toolbar, click the Transfer button.
e Right-click the call and choose Transfer from the menu that appears.

Result: The Transfer dialog box appears.
3. Inthe Transfer To: field, type the transfer recipient’s number followed by an asterisk (*).

Example: 1234*

Result: A drop-down list of choices appears.
4. From the drop-down list, select "Dial [your entry] as Digits."
5. Click the Transfer button.

Result: The call is transferred to the recipient’s voice mail and disappears from My Interactions.
Related Topics

Transfer a Call After Consulting the Recipient
Transfer a Call Using a Transfer Button

Transfer a Call Without Consulting the Recipient
Transfer Button

Voicemail Button
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Transfer a Call to Your Voice Mail

Rather than answer an incoming (alerting) call, you can transfer it to your voice mail. You can also send a call to which you are
connected to your voice mail.

To transfer a call to your voice mail, do one of the following:

o |[f the call is alerting, on the Queue Control toolbar, click the Voicemail button or press Ctrl+M.
e |[f the call is connected, select the call, and on the Queue Control toolbar, click the Voicemail button.
o |[f the call is connected, right-click the call and select Send to Voicemail.

Result: The call is transferred to your voice mail. When a caller has finished leaving a message, the voice mail is saved as a
file, attached to an email message and sent to you. You can also listen in on the call as the caller leaves a message, and
then decide whether or not to pick up that call from voice mail.

Related Topics

Transfer a Call to Another Person’s Voice Mail
Voicemail Button

Transfer a Call Using a Transfer Button

In the CIC client, you can transfer a connected call or other interaction by using the Transfer button on the Queue Control toolbar or
one of many Transfer buttons you can place on a Directory toolbar.

For more information, see:
e Transfer a Call Using the Queue Control toolbar
e Transfer a Call Using the Directory Toolbar

Related Topics

Drag and Drop a Call on Another Call

Drag and Drop a Call Onto a Name in a Directory
Park a Call on Another Person’s Extension
Transfer a Call After Consulting the Recipient
Transfer a Call to a Directory Entry

Transfer a Call to a Workgroup

Transfer a Call to Another Person’s Voicemail
Transfer a Call to Your Voice Mail

Transfer a Call Without Consulting the Recipient
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Transfer a Call Using the Queue Control Toolbar

You can transfer the currently selected interaction by using the Transfer button on the Queue Control toolbar.

To transfer a call using the Transfer button:

1.
2.

Inform the caller that he or she is going to be transferred.
On the Queue Control toolbar, click the Transfer button.

Result: The Transfer dialog box appears.
In the Transfer To: field, type all or part of the recipient’'s name or number.

Result: A drop-down list of choices appears.

Tip: If the drop-down list does not contain the contact you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

From the drop-down list, do one of the following:

e Select "Dial [your entry] as Digits" to convert a text entry into numbers.
e Select the appropriate contact name and associated extension or phone number.

Result: If the intended recipient is a CIC user, status information for the selected CIC user appears. It shows whether the
transfer recipient is logged onto a CIC client and is able to accept the transferred call. This can help you decide what kind of
call transfer to use.

Optionally, if you selected a CIC user as a recipient, do one of the following:
e Select the Override Call Forwarding check box to transfer the call to the CIC user’s extension.

Result: CIC disregards any forwarding phone number set for this CIC user in Call Coverage options or Set Status
Details.

e Clear the Override Call Forwarding check box to transfer the call to the extension or phone number currently preferred by the
CIC user.

Do one of the following:
e To transfer the call without consulting the recipient, click the Transfer button.

e To speak with the transfer recipient before transferring the call, click the Consult button. For more information, see
Transfer a Call After Consulting the Recipient.

e To send the call to the intended recipient’s voice mail, click the Voice Mail button. You can send a call to another person’s
voice mail only if that person is another CIC client user. For more information, see Transfer a Call to Another Person’s
Voicemail.

e To park the call on the intended recipient’s extension until the recipient becomes available, click the Park button. This
places the call in the recipient’s My Interactions queue so the recipient can select it later. You can park a call on a person’s
extension only if that person is another CIC client user. For more information, see Park a Call on Another Person’s
Extension.

Result: The call is transferred to the intended recipient and disappears from My Interactions.

Related Topics

Call Coverage Options
Set Status Details

Transfer a Call Using the Directory Toolbar
Transfer a Call to a Directory Entry
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Transfer a Call Using the Directory Toolbar

You can transfer the currently selected interaction, using any of the Transfer buttons on the Directory toolbar.

Note: For a list of available buttons, see Directory Toolbar Buttons. For more information about adding buttons to a toolbar, see
Customizing Toolbars.
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To transfer a call using a Transfer button:
1. Select an interaction.
2. Select a directory tab and click the directory entry to which you want to transfer the call.
3. Inthe Directory toolbar, click a Blind Transfer button or Consult Transfer button.

Note: For more information, see Transfer a Call Without Consulting the Recipient or Transfer a Call After Consulting the
Recipient.

Related Topics

Customizing Toolbars

Directory Toolbar Buttons

Transfer a Call Using the Queue Control Toolbar
Using the Directory Toolbar
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Transfer a Call Without Consulting the Recipient

Transferring a call without speaking to the intended recipient is called a blind transfer. Use a blind transfer if you do not need to
speak with the recipient before transferring an interaction. If the intended recipient does not answer, the call is sent to the
recipient’s voice mail.

This procedure assumes you are transferring interactions from My Interactions, but you can transfer interactions from any queue
you are monitoring.

Operator Console: Operator Console users can also use the Rapid Transfer feature or Call Transfer Shortcut Keys for blind transfers.

Tip: All users can place Blind Transfer Buttons on their Directory toolbars. For more information about adding buttons to a
toolbar, see Customizing Toolbars.

To blind transfer from My Interactions or other call queue:
1. Inform the caller that he or she is going to be transferred.
2. Do one of the following:

e On the Queue Control toolbar, click the Transfer button.
e Right-click the interaction and choose Transfer from the menu that appears.

Result: The Transfer dialog box appears.
3. Inthe Transfer To: text box, type all of part of the recipient’s name or number.

Result: A drop-down list of choices appears.

Tip: If the drop-down list does not contain the recipient you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

4. From the drop-down list, do one of the following:

e Select "Dial [your entry] as Digits" to convert a text entry into numbers.
e Select the appropriate name and associated extension number.

Result: If the intended recipient is a CIC user, status information for the selected CIC user appears. It shows whether the
transfer recipient is logged onto a CIC client and is able to accept the transferred call. This can help you decide what kind of
call transfer to use.

5. Optionally, if you selected a CIC user as a recipient, do one of the following:
e Select the Override Call Forwarding check box to transfer the call to the CIC user’s extension.

Result: CIC disregards any forwarding phone number set for this CIC user in Call Coverage options or Set Status
Details.

e Clear the Override Call Forwarding check box to transfer the call to the extension or phone number currently preferred by the
CIC user.

6. Click the Transfer button.

Result: The transferred call disappears from My Interactions or other queue and is routed to the selected recipient.

Related Topics

Call Coverage Options

Set Status Details

Transfer a Call After Consulting the Recipient
Transfer a Call to a Directory Entry

Transfer a Call to Another Person’s Voicemail
Transfer a Call Using the Directory Toolbar
Transfer a Call Using a Transfer Button
Transfer Button
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Forwarding Calls

In the CIC client, you can use Call Coverage to forward your calls if your status is Available, Forward, or forward your calls
regardless of your status, or forward your calls to a remote number. You can also set up the CIC client to use follow-me routing to
search for you at different telephone numbers.

Note: Your administrator may set forwarding numbers for you. If your Forwarding configuration options are disabled, you may
not have permission to set forwarding numbers. If you have questions about call forwarding permissions, see your CIC
administrator.

Related Topics

Call Coverage
Forward Calls When You Are on the Phone

Forward Calls When You're in Do Not Disturb Status
Forward Calls Regardless of Status

Forward Calls to Your Remote Telephone Number
Forward Calls When You Do Not Answer

Understanding Follow-me Routing

Call Coverage Options

Requirements: You need the Customize Client Security right to customize your personal CIC client configuration settings.

Client templates can contain configuration settings that determine your call coverage options and control whether you can
alter configuration settings.

You can use Call Coverage to forward your calls if your status is Available, Forward. Use call coverage to enable another user to
answer your calls.
To set call coverage options:

1. Inthe Configuration dialog box, expand the Calls node and click Call Coverage.

2. Inthe Call Coverage property details pane, make your selections as described in Coverage Options and Coverage Number.
3. Click Apply to save your selections.
4. Click OK to close the Configuration dialog box.

Coverage Options

The Coverage Options section has the following options:
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Forward

This option sends a designated type of call to a Call Coverage number.

The available call types are:
All Calls.
Internal Calls. This includes calls from internal numbers or extensions on the CIC system.

External Calls. This includes calls from outside the CIC system (calls from public service
telephone networks).

Unknown Calls. This includes calls from outside the CIC system that do not have caller ID.

Tip: The number of seconds a forwarded call rings at the designated Call Coverage
number is determined by the Timeout for external calls setting.

If I'm "Do Not Disturb," forward

This option sends a designated type of call to a Call Coverage number when your status is
Do Not Disturb (DND), including not being logged on. This behavior depends on the
configuration of your DND statuses.

The available call types are the same as the ones for Forward. See the descriptions above.

If 'm on the phone, forward

This option sends a designated type of call to a Call Coverage number, when you are on the
phone.

The available call types are the same as the ones for Forward. See the descriptions above.

If | don't answer, forward

This option sends a designated type of call to a Call Coverage number, when you do not
answer.

The available call types are the same as the ones for Forward. See the descriptions above.

Coverage Number

The Coverage Number section has the following options:

Send my calls to:

Specify the phone number that calls are sent to when they meet any of the criteria in
Coverage Options. This number must be an internal number or a CIC extension.

If a caller leaves voice mail, send
it to:

Specify whether voice mail messages are sent to the internal telephone number or CIC
extension voice mailbox, or to your voice mailbox. The internal number or extension must
have a mailbox assigned. If no mailbox is assigned to this number, then the system does not
allow you to apply the changes.

For example, if My Voicemail Box is selected, any message left by a caller is sent to your
voice mail. If you select the other option (the number you entered in Send my calls to), then
you give ownership of the call (or any voice mail) to that coverage number.

Related Topics
Client Templates

Forward Calls When You do not Answer

Forward Calls When You're in Do Not Disturb Status

Forward Calls When You Are on the Phone

Forward Calls Regardless of Status

Understanding the Configuration Dialog Box
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Forward Calls to Your Remote Telephone Number

Requirements: Your Phone Number Classifications-Forward Access Control rights determine which phone numbers you can
use as forwarding numbers.

l Note: CIC does not forward ACD-routed calls when you are in an Available Forward status. '

If you will be away from your desk but accessible at another telephone number, you can forward your calls. You can forward calls to
an internal extension, a local number, a cellular telephone, or even a long-distance number (if you have the appropriate rights.)

e When you choose to forward calls to a remote telephone number, you must set your status to Available, Forward. The CIC
server redirects all calls originally targeted at your local extension to the remote number.

Or your CIC administrator can create multiple Forwarding statuses if your site requires it. For example, you could have
Available Forward, Home and Available Forward, Mobile.

e If you can't normally make long-distance calls from the CIC client, you can't forward your calls to a long-distance number. If you
have questions about your call privileges, see your CIC administrator.

e You can also choose to forward your calls when you're on the phone, when you set your status to Do Not Disturb, or when you
are otherwise unable to answer the call. For more information, see the Related Topics.

To forward your calls to your remote location:

1. From the My Status drop-down list, select Available, Forward.
2. Do one of the following:

e [f you have previously set your status to Available, Forward and entered the correct forwarding telephone number, you are
finished. All calls are now forwarded to the remote number.

e If you have never before set your status to Available, Forward, the Status details popup appears. You are prompted to enter
a Forward Number. Go to the next step.

= |: :
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e |f you have previously set your status to Available, Forward but want to change the forwarding telephone number, click the
Set status details button next to the My Status list. Go to the next step.

3. Inthe Set Status popup, in Forward to, enter the remote telephone number for forwarded calls.
4. Click outside the popup to save your status details.

Result: Your status is set to Available. Forward and all calls are forwarded to the remote number.

Related Topics
Forward Calls When You Are on the Phone
Forward Calls When You do not Answer
Forward Calls When You're in Do Not Disturb Status

Forward Calls Regardless of Status
Set Status Details
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Understanding Follow-me Routing

l Requirements: You need the Follow Me Security right to use Follow-me routing in the CIC client. I

If someone calls you when you're away from your office, you can set up the CIC client to search for you at different telephone
numbers. After locating you, the CIC client transfers the call to you at that location.

With follow-me routing, a caller dials one number to reach you and then the CIC client consecutively calls the telephone numbers
you set up to find you and connect you to the caller.

Follow-me routing can transfer calls to several locations, including:
e Your home
e Your cell phone
e An extension at another location
e Any long-distance or international numbers, if you have permission from your CIC administrator

Note: The CIC client can send a message to your pager or an email address when someone leaves a message for you. For
more information, see Voice Mail / Fax Paging. In addition, your administrator can configure Customer Interaction Center to
send you an email notification when internal and/or external calls are routed to you when you are in a forwarding status.

Follow-me routing configuration settings also determine how many seconds the CIC client rings a telephone number before it calls
the next number on the follow-me list or transfers the call to your voice mail. These configuration settings can also require the
person who answers the call to enter your CIC password. For more information, see Set Up Follow-me Routing.

How Follow-me Routing Works

To start follow-me routing, set your status to Available, Follow-Me. Then, when someone calls you, the caller can choose to leave a
voice mail message or have CIC find you. If the caller wants CIC to find you, CIC records his or her name and places the caller on
hold while it begins the follow-me routing process.

If CIC cannot locate you at any of the numbers in your follow-me routing list, it transfers the caller to your voice mail.

If call screening is enabled, when you answer the call and enter your password (if the follow-me routing number requires a
password), CIC announces the caller's name and you can choose to accept the call, transfer it to another number, or forward it to
your voice mail.

Note: If someone else answers your call and follow-me routing requires a password, he or she must enter the password before
CIC transfers the call. If no one enters the required password within a few seconds, CIC transfers the call to your voice mail.

Related Topics
Follow Me Routing Options
Set Up Follow-Me Routing
Start follow-me routing

Set Up Follow-me Routing

Requirements: You need the Follow Me Security right to use Follow-me routing in the CIC client. Your Phone Number
Classifications-Follow Me Access Control rights determine which phone numbers you can use as Follow-me numbers. Client
templates can contain configuration settings that determine your Follow-me Routing options and control whether you can
alter configuration settings.

To handle calls when you are away from the office, the CIC client can search for you at different telephone numbers. The client
consecutively calls the telephone numbers in a follow-me routing list. After locating you, the client can transfer the call to you at
that location.

You can set up follow-me routing in the CIC client. You can also use the Telephone User Interface to turn Follow-me on or off and
configure Follow-me phone numbers. For information about setting up Follow-me numbers via the TUI, see the CIC TUI User's Guide
or Quick Reference Card in the PureConnect Documentation Library.

To add a follow-me phone number:
1. Inthe Configuration dialog box, expand the Calls node and click Follow Me.
2. To prompt callers for their name, select the Screen Calls check box.
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before you accept the call. You can either accept the call or send it to voice mail.

l Note: When Screen Calls is selected and you answer a follow-me call, you hear a recorded segment from the caller

3. Inthe Follow Me properties details pane, click New.

4. In the Details section, complete the fields as described below.

Phone Number

Enter a telephone number you want the CIC client to call if you are not available.

Note: For information about entering, editing and verifying phone numbers, see Phone
Number Controls.

Dialing Pause

You can use both commas () and slashes (/) with the number. A comma causes a two-second
delay and numbers typed after the slash are dialed only after a connection is made. For
example, if you typed the number "555-1212 / 101, 2222", the first seven digits are dialed. After
a connection is made, the digits 101 are dialed, and after two seconds, the digits 2222 are
dialed.

l Note: Use of the comma (,) to create a two-second delay is not supported in all platforms. '

Ext. Enter an extension number. This number is dialed after a connection is made.
Timeout Specify the number of seconds the CIC client rings an external number. It defaults to 15
seconds.
Note: If the forwarding number is an internal station extension, this timeout value is
ignored and the station is alerted for 45 seconds.
Use Pin To require that you or another call recipient must enter your CIC client password to accept the

call, select Use Pin.

Note: This feature can prevent someone else from answering your calls through the
follow-me routing process.

5. Click the Validate control (check mark).

Note: A validated phone number is formatted according to the rules of the dial plan for your organization or region. A
validated phone number becomes the display number in the CIC client. For more information, see Phone Number

Controls.

6. To add another number, repeat steps 3 through 5.
7. Click Apply to save your settings.
8. Click OK to close the Configuration dialog box.

To change your follow me settings:
1. Perform any of the following actions to update your follow me settings:
e To change the order of your follow-me numbers, select a number and click Move Up or Move Down.
e To delete a number, select a number and click Delete.

e To change the settings for a number, select the number and type new values in the Phone Number and Timeout text boxes
and select or clear the Use Pin checkbox.

2. Click Apply to save your settings.
3. Click OK to close the Configuration dialog box.

To change your follow me settings:
1. Perform any of the following actions to update your follow me settings:
e To change the order of your follow-me numbers, select a number and click Move Up or Move Down.
e To delete a number, select a number and click Remove.

e To change the settings for a number, select the number and type new values in the Phone Number and Timeout and then
select or clear the Use Pin checkbox.

2. Click Save Settings to save your settings.

Related Topics
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Client Templates
Understanding Follow-me Routing

Understanding the Configuration Dialog Box
Start Follow-Me Routing

Start Follow-me Routing

l Requirements: You need the Follow Me Security right to use Follow-me routing in the CIC client. l

After you have set up your follow-me routing numbers, you can start follow-me routing by changing your status to Available, Follow-
Me. This causes the CIC client to search for you at different telephone numbers. After locating you, the CIC client transfers the call
to you at that location.

' Note: The CIC client consecutively calls the telephone numbers in the follow-me routing list in ascending order. '

To start follow-me routing:
e Set Your Status to Available, Follow-Me.

Related Topics

Set Up Follow-Me Routing
Set Your Status

Understanding Follow-me Routing

Making Conference Calls

l Requirements: You need the Conference Calls Security right to create a conference call. I

Creating a conference call is as easy as making or receiving several individual calls, then dragging and dropping each call to
connect the participants. You can also use Join to connect to another user’s phone call. Anyone with a telephone can participate in
a conference call. Any CIC client user participating in the conference session can add or delete the other conference call
participants.

Warning: Do not use a consult transfer or a conference call to transfer a call to an attendant profile, workgroup queue or an
agent's voicemail. If you call into a workgroup queue and are put on hold and then conference the original call with your
workgroup call and then disconnect from the resulting conference, the original call is removed from the workgroup queue. It is
put on hold and remains on hold. Use a blind transfer to transfer a call to an attendant profile, workgroup queue or an agent's
voicemail. For more information, see Transfer a Call Without Consulting the Recipient.

' Note: You must wait until a call connects before you can add it to a conference. '

Hold buttons to reconnect to a held conference. For more information, see Place a Call on Hold.

l Tip: You can put a conference on Hold by selecting the conference and clicking the Hold button. You can click the Pickup or l

Related Topics

Conferencing Features
Create a Conference Call Using Join
Create a Conference Call Using Drag and Drop

Create or Expand a Conference Call by Adding Parties
Disconnect Someone From a Conference Call
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Conferencing Features

Conference calls appear in the queue views in a tree fashion. The conference call is the root interaction. Click the arrow next to the
root interactions to show or hide the conference participants.
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e To create a conference, just drag and drop a call on another call

Result: You see a new interaction with the name "Conference."
e To add parties to a conference, drag a connected call and drop it on the Conference interaction.

Related Topics

Create or Join a Conference Using Join
Create or Expand a Conference Call by Adding Parties
Disconnect Someone from a Conference Call

Drag and Drop a Call on Another Call
Making Conference Calls

Create or Join a Conference Call Using Join

I Requirements: See Join. l

You can create or join a conference call in My Interactions or a station or user queue that you are monitoring.

Tip: For more information about displaying a queue other than your own (My Interactions), see Monitor Two or More Queues at
the Same Time.

To create or join a conference call using Join:

1. Open the user or station queue you are monitoring.

2. Select the call or conference call you want to join.

3. Do one of the following:
e Click the Join button.
e Right click the call and choose Join from the menu that appears.
e Press Ctri+J.

Result: You are now connected to the call (or conference call already in progress).
Related Topics

Conferencing Features
Create a Conference Call Using Drag and Drop

Create or Expand a Conference Call by Adding Parties
Join Button

Join an Interaction
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Drag and Drop a Call on Another Call

l Requirements: You need the Conference Calls Security right to create a conference call. I

You can create a conference call in My Interactions by dragging and dropping a call on another call in My Interactions.

To create a conference call:

1. Dial the number of a participant in the conference call.

Result: The interaction appears in My Interactions.
2. Click the Hold button to put the call on hold.
Repeat steps 1 and 2 for each participant.

4. Select one of the calls you want to conference, and while holding down the mouse button, drag that call to another call in My
Interactions and release.

w

Result: The calls are now connected to each other and a conference call is created. For more information, see
Conferencing Features.

Tip: After you drag and drop a call to create a conference, a confirmation dialog box may appear asking you if you are
sure you want to join. If you have the appropriate rights, you can turn off these confirmation dialog boxes by clearing
the Confirm drag and drop operations check box in the General node of the Configuration dialog box.

Related Topics

Conferencing Features
Create a Conference Call Using Join
Create or Expand a Conference Call by Adding Parties

Create or Expand a Conference Call by Adding Parties

You can add any directory contact to an existing call and create a conference call. You can then add additional parties by selecting
other contacts and adding them to the conference call. The CIC client automatically dials the selected parties and adds them to the
conference call as soon as they answer the telephone.

Conference participants can be internal, for example other CIC client users listed in the Company Directory. Or they can be external,
for example personal contacts listed in your Outlook Private Contacts directory.

Your CIC administrator controls whether conference participants hear ringing, a voice mail greeting, or other sounds while new
parties are being contacted. Or new conference call parties can be added to the existing conference call as soon as they answer the
telephone.
To create or expand a Conference Call by adding parties:

1. Dial the number of a participant in the conference call.

Result: The interaction appears in My Interactions.
2. After the call connects, select the next party for the conference call from a directory view.

l Note: You do not need to put the call on hold before adding new parties to the conference. '

3. In the Directory toolbar, click Conference.

Result: The calls are now connected to each other and a conference call is created. The parties can talk to each other. The
resulting conference call remains on hold.

4. Repeat steps 2 and 3 to add additional parties.
5. Select the conference call to join the conference.

Related Topics

Conferencing Features
Create a Conference Call Using Join
Create a Conference Call Using Drag and Drop
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Disconnect Someone from a Conference Call

l Requirements: See Disconnect.

Any CIC client user participating in a conference call can disconnect other conference call participants.

To disconnect someone from a conference call:
1. Select the participant from the list of joined calls in My Interactions.

Note: The conference call is the root interaction. Click the arrow next to the root interactions to show or hide the
conference participants. For more information, see Conferencing Features.

2. Do one of the following:

e Click the Disconnect button.
e Right-click and choose Disconnect from the menu that appears.

Related Topics

Conferencing Features
Disconnect a Call
Disconnect Button

Using Other Call Features

This section describes how to use other call features including:
e Camp on an Internal Extension
e Change the Sound of Your Incoming Calls
Coach an Interaction
Determine if Someone is Listening to or Recording Your Interactions
Join an Interaction
Listen to a Call
Record a Call
Remove Disconnected Calls from Queue

Request Assistance from Your Supervisor
View and Edit Interaction Properties

Camp on an Internal Extension

Camp is a function that can watch another user’s status and alert you when that status changes. When another CIC client user in
your organization is currently unable to take your call, you can camp on that person’s extension until that person becomes
available.

To camp on an internal extension:

1. Do one of the following:

e Open the directory and right-click the name of the person you want to call. Select Camp from the pop-up menu.
e Select a directory entry and click the Camp button in the directory toolbar.

Result: This displays the Camp desktop alert with the selected person’s current status and corresponding status icon.
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l Note: You can click Stop Camp on any Camp desktop alert to cancel camping on that user. '

To set options for the Camp desktop alert, click Options. A pop-up menu appears.

e To make the Camp desktop alert fade away if the selected person’s status changes to an unavailable status, place a check
mark next to Auto hide when unavailable.

Note: If selected person’s status changes to an available status type, the Camping dialog box does not fade
away even when this option is selected.

e To display the Camp desktop alert anytime the selected person’s status changes, place a check mark next to Pop for all
Status changes.

Note: This setting causes the Camp desktop alert to reappear for all status changes even if the selected
person’s status changes to unavailable and Auto hide when unavailable is selected.
When the person becomes available, the Camp desktop alert reappears. The Call Now button is enabled. Click it to call the

user.

Note: As soon as you start a call by clicking Call Now, the camp is stopped on the person you are calling. However, the
other may be unable to take your call, even if that person’s status is set to an Available type.

Camping on Multiple Extensions

You can camp on any number of CIC client user extensions individually. If you want to see all the camps you have activated, use the
Active Camps dialog box.

To manage your current camps:

From the Tools menu, select Active Camps.

Result: The Active Camps dialog box displays the names of the people on whose extensions you are camped.

’% Active Carnps

Barber, Michaolas
Bishop, Lea
Lynch, Dawvid

2. Do one of the following:

e Select a name and click Stop Camp to stop camping on the selected person’s extension.
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e Click Close to exit the Active Camps dialog box.
e Double-click on an entry to re-display the Camp desktop alert.

Stopping Camping

You can terminate camping alerts in several ways.
To stop camping, do one of the following:
e Select a name and click Stop Camp in the Active Camps dialog box.

e Click Stop Camp in a Camp desktop alert.

e Inthe Company Directory or a Speed Dial view, select the name of user on whose extension you are camping, click the Camp
button.
Result: CIC removes the name of the user from the list of active camps. Any camping alerts for that user disappear.

Related Topics

Camp Button
Camp Desktop Alert
Desktop Alerts

Change the Sound of Your Incoming Calls

If you are using the "Ring Computer" option for your incoming calls, you can change the ring sound to any sound you like. For more
information, see General Alerting Options.

Note: Your CIC administrator can lock configuration options so that they cannot be changed by individual users. If the
configuration options are grayed-out, you do not have permission to modify them. If you have questions about configuration
options and permissions, see your CIC administrator.

To change the sound of your PC’s ring:

1. Inthe Configuration dialog box, expand the Alerting node and click the My Interaction Ring Sounds node.
2. Inthe My Interactions Ring Sounds properties details pane, click the button with the ellipsis (three dots) for Calls.

Result: The Open dialog box, which displays sound files in a list, appears.
4. Choose a sound from the list or search for a sound in another directory. Click OK after making your selection.
5. To listen or review your sound file, click the Play button for Calls.

Related Topics
My Interactions Ring Sounds
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Coach an Interaction

l Requirements: For more information, see Coach.

l Tip: Operator Console users employ Whisper mode instead of the Coach feature. '

Use the supervisory Coach feature to add yourself to an agent’s interaction on any queue you have permission to monitor. This
enables you to provide advice to the agent without the customer knowing that you are assisting on the interaction. The agent can
hear your side of the conversation, but the customer cannot.

This feature is especially helpful to supervisors who are training new agents, monitoring employee customer service performance,
or simply providing assistance with a customer call.

You must have permission to use the Coach feature and you must have permission to monitor queues. If you have questions about
your rights and permissions, see your CIC administrator.

Tip: If the agent presses the Mute button while you are coaching the agent, the customer no longer hears the agent but the
agent can continue to converse with you. The Mute button does not affect the audio between the agent and the coach.

Note: You cannot coach on a conference call with 50 or more participants. If you are coaching a participant when a conference
call exceeds this limit, your form of participation switches to Listen. For more information, see Listen Button.

To coach an agent on an interaction:

1. Make sure you have permission to monitor a specific queue.

2. Select the interaction you want to join and do one of the following:
e Click the Coach button.
e Right-click and choose Coach from the menu that appears.
e Press Ctrl+0.

Result: You are now connected to the agent'’s interaction, enabling you to provide advice to the agent without the other party
knowing you are assisting on the interaction. The agent can hear your side of the interaction, but the other party cannot.

3. The Listen button is activated on your client. An icon appears in the agent’s Lstns column on his or her client. To disconnect
the session, click the Listen button.

Related Topics
Join an Interaction

Determine if Someone is Listening to or Recording Your Interactions

Requirements: You need the appropriate View Queue Columns Access Control right to display the Lstns and Recs columns in
a queue view. Also, the Monitor Columns Security right, the Supervisor Monitoring feature, and your role as Supervisor or
Agent determine whether the Listen and Record icons are visible for some monitored interactions.

A supervisor or other user with the appropriate rights can "listen to" (monitor) any interaction type. For example, a supervisor may
decide to listen to or record an interaction in your ACD workgroup queue. In addition, multiple supervisors can listen or record a
single interaction.

Note: Any user can record any interaction on any queue that the user has permission to modify, except for interactions marked
Private. Also, depending on settings established by your CIC administrator in Interaction Administrator, supervisors who listen
to or record your calls may not be indicated by record or listen icons. For more information, see Settings affecting Record and
Listen indicators.

Lstns and Recs Columns

Several settings control the behavior of recording and listening in the CIC client. Recs and Lstns columns do not appear in My
Interactions or other queue views by default. Before you can display these columns, the CIC administrator must grant you the
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appropriate user rights in Interaction Administrator. After the rights have been granted, you must add the Lstns and Recs columns
to the appropriate views, such as My Interactions. For more information, see Add or Remove View Columns.

Once you have displayed the Lstns and Recs columns, if someone is listening to or recording your interaction, an icon is shown in
the appropriate column.

Tip: When you respond to an email interaction, you create an email reply interaction. To determine if someone is listening to or
making a recording of your email reply, expand the original email interaction and look at the email reply interaction.

Listen Icon

2

If someone is listening to or monitoring your interaction, the listen icon appears in the Lstns column in your queue
view.

Record Icon

Different record icons appear for Ad hoc and snippet recordings. For more information, see Recording Types.

Ad hoc recording

When you make an ad hoc recording of an interaction, two interactions appear in your queue view:

= Recs amne Murnber Curakion | State
(] From: admin 10000 0:00:17 Conne..
\!, adrmin 10000 1:00:04 Recar..,

A Record icon in the Recs column on the line for the connected interaction indicates that someone is recording the
interaction.

A Record icon in the first column of the queue view indicates you are recording the interaction. In this position, it
indicates interaction type and represents the recording you are making (a recording object).

If someone else is recording your interaction:

LIELE Recs [Hame urnber Duration | State

Fror: userl ool 0:00:1% Conne..,

e A Record icon appears in the Recs column on the line for the connected interaction.

e The absence of an accompanying recording object with a Record icon in the first column indicates someone else
is making the recording.

Other indications:
e |f a number appears next to the Record icon, it indicates the number of CIC users who are recording the interaction.

e Arecordicon appears at the bottom of the Chat Window if you start a recording during a chat session. Recording a
chat session creates a transcript of the chat that is e-mailed to you after the chat session ends.

e Arecordicon appears at the bottom of the Email Window for Outgoing Messages if you start a recording of an
email reply. If you record an email reply, a copy of that email reply is sent to you in the mailbox configured for you
in Interaction Administrator.

Snippet recording

When you make a snippet recording of an interaction, two interactions appear in your queue view:

Queue Recs Mame Mumber Duration

From: userl 10001 0:01:01

(%) userl 0001 0:00:15

e No icon appears in the Recs column on the line for the connected interaction.

e A Snippet icon in the first column of the queue view indicates you are making a snippet recording. In this position,
it indicates interaction type and represents the recording you are making (a recording object).
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Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics

Listen Button
Listen to a Call

Manage a Chat Session

Record a Call
Record Button

Recording Types

Settings affecting Record and Listen indicators

Working with Calls

Working with Chat Sessions

Settings affecting Record and Listen indicators

Whether or not you can see if another user or a supervisor is monitoring an interaction is governed by several factors:

e Do you have the appropriate rights?

You need the Monitor Columns Security right and the appropriate View Queue Columns Access Control right to display the
Lstns and Recs columns in a queue view.

e Are you a Supervisor of any workgroups to which the interaction was routed?
e Is Interaction Recorder automatically recording the interaction?
e Did the CIC administrator enable Supervisory Monitoring on the CIC server?

l Note: Enabling the Supervisory Monitoring feature changes the behavior for supervisors. They can no longer see

Interaction Recorder system recordings.

Behavior

This table summarizes the circumstances under which you can see if someone is recording or listening to an interaction. It applies
to IC 4.0 SU 6, CIC 2015 R1 P2, CIC 2015 R2 and subsequent releases.

Under these conditions You can see

You have Monitor Supervisory You are a Your Supervisor's | Non- Interaction Recorder

Columns right Monitoring is Supervisor | recordin | recording supervisor's system recording
enabled g recording

No (Any) (Any) Yes No No No

Yes No (Any) Yes Yes Yes Yes

Yes Yes No Yes No No No

Yes Yes Yes Yes Yes Yes No

Related Topics

Determine if Someone is Listening to or Recording Your Interactions
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Join an Interaction

l Requirements: See Join.

The Join feature enables you to add yourself to an interaction. Both the agent and the outside party can hear your side of the
conversation. When you use the Join feature, the CIC client creates a conference call between the agent, the customer, and you.
To join an agent'’s interaction:
1. Make sure you have permission to monitor a specific queue.
2. Select the interaction you want to join and do one of the following:
e Click the Join button.
e Right-click and choose Join from the menu that appears.
e Press Ctrl+J.

Result: You are now connected via conference call to the agent’s interaction. You can begin interacting with the agent and
the customer.
Related Topics

Join Button
Create or Join a Conference Call Using Join

Listen to a Call

l Requirements: See Listen.

Choose this option to start continuous monitoring of a call in a queue. This feature enables a monitoring party to listen to both
sides of a call. It is available on user or station queues and My Interactions, if you have the appropriate rights.

All calls in monitored queues alert you (ring, pop and Desktop Alerts) in a similar fashion to calls in My Interactions. These calls
also appear in the Call History view.

To listen to a call in a queue:
1. Select the My Interactions or other queue tab.
2. Do one of the following:

e Right-click a call in the queue and choose Listen In from the menu that appears.
e Select a call and then click the Listen button.

l Note: When you listen to a call, a line below the call displays the Listen icon.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics
Auto Select Interactions After Disconnect

Determine if Someone is Listening to or Recording Your Interactions
Listen Button

Listen to Someone Leave a Voicemail Message
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Record a Call

Requirements: This feature may or may not be available to you, depending on the licenses and rights assigned to you in
Interaction Administrator. Two types of recordings are available in the CIC client. For the Record button, see the

Requirements for Ad hoc recordings. For the Snip button, see Requirements for Snippet recordings.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions

regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or

licensee will use the product in compliance with any federal or state law.

With the appropriate license and rights, you can record a call. You can make two types of recordings: Ad hoc and Snippet. Use the

Record button to create an Ad hoc recording or the Snip button to create a Snippet recording. For more information about the
differences between these types of recordings, see Recording Types.

same interaction. For more information, see Snippet Recording Precedence.

l Tip: You can make either an Ad hoc or a Snippet recording of an interaction. You cannot make both types of recordings of the

After the recording ends, CIC stores all parts of the recorded call. Snippet recordings are stored in the CIC database and are
available only to Interaction Recorder users - usually administrators and supervisors. Ad hoc recordings made using the Record
button are stored in files that your CIC administrator can arrange for you to receive in your email inbox as WAV files attached to
email messages.

Note: You cannot record an interaction that another CIC client user has marked as Private. The following procedure assumes
that you are currently connected to a call.

To record a call:

1. Select an interaction and click Record or Snip.

Result: The button appears pressed, and the recording starts.
2. To pause an Ad hoc recording, click Pause.

Result: The Pause button appears pressed, and recording is suspended.

Note: Pause is not available if you are making a Snippet recording. For Ad hoc recordings, this pause affects only your
recording of the interaction. Recordings made by other monitors of this interaction are not affected. If available, you
can use the Secure Pause button to pause all recordings. For more information, see Secure Pause a Recording.

3. To stop recording, click Record or Snip again.

' Tip: Alternatively, you can select the recording in the queue view and click Disconnect.

Result: The button becomes un-pressed, and the recording stops.

l Note: You can press the Record or Snip button more than once to stop or continue recording your call.

Related Topics

Record Button
Secure Record Pause Button

Recording Types

With the appropriate license and rights, you can make two types of interaction recordings. Both the Record and Snip buttons enable

you to record all or selected parts of an interaction.
Ad hoc recordings

Use the Record button to create Media Server-based WAV files for call recordings and XML files for chat recordings. These
recordings are not stored as part of the CIC database. Your CIC administrator manages the storage of Ad hoc recordings.

The CIC administrator can arrange for you to receive these recordings as email message attachments. You can use Interaction
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Voicemail Player or a third-party application to play back call recordings. You need a third-party XML viewer to read an Ad hoc chat
transcript.

Requirements for Ad hoc recordings:

The Record Interaction Command Right determines if the Record button can appear on a toolbar. It also controls whether the
Record command appears on a shortcut menu or is available via a keyboard shortcut. The Record Interactions Security right
enables you to make an Ad hoc recording of an interaction appearing in My Interactions. The Monitor Station Queues, Monitor
User Queues, or Monitor Workgroup Queues Access Control rights enable you to make an Ad hoc recording of an interaction
appearing on another queue.

Snippet recordings

Use the Snip button to make recordings that are stored in the CIC database. Snip creates SASF (Secure Authenticated Stream
Format) files. Snippet recordings store not only the interaction recording but also participant and event data. Snippet recordings can
be encrypted.

CIC administrators and supervisors use Interaction Recorder to configure and manage snippet recordings. Authorized ICBM users
can use the Interaction Recorder module to search for and play back snippet recordings. These authorized users can also associate
tags, attributes, and Quality Management questionnaires with snippet recordings. In addition, supervisors with the appropriate rights
can also create snippet recordings in the ICBM Interaction Supervisor Queues and Agent or Workgroup Queue views. Interaction
Recorder Retention policies determine where and for how long CIC retains snippet recordings. Interaction Recorder Security
Policies control access to these snippet recordings within IC Business Manager.

You can play back snippet recordings in the Related Items view, if you have a Tracker Access License and the necessary rights to
display the needed views. For more information, see Working with Interaction Tracker and Display the Related Items View.

Requirements for Snippet recordings:

The CIC administrator must configure Interaction Recorder to Enable Snippet Recordings. The CIC administrator must assign
a Recorder Access license to you or the station you are using. Snippet recordings of email interactions are available only if
your CIC administrator separately enables this feature. Snippet recordings of email interactions are not available by default.
Your CIC client is Interaction Desktop or Interaction Connect. The Snip Interaction Command Right determines if the Snip
button can appear on a toolbar. It also controls whether the Snip command appears on a shortcut menu or is available via a
keyboard shortcut. The Snip Interactions Security right enables you to make a snippet recording of an interaction appearing in

My Interactions. The Monitor Station Queues, Monitor User Queues, or Monitor Workgroup Queues Access Control rights
enable you to make a snippet recording of an interaction appearing on another queue.

Snippet Recording Precedence

If you try to create both an ad-hoc recording and a snippet recording of the same call or chat interaction, the snippet recording takes
precedence.

If you start an ad hoc recording first and then start a snippet recording, the ad-hoc recording merges into the snippet recording.
Interaction Recorder server manages the resulting snippet recording. This snippet recording contains all the recorded data, from the
beginning of the ad-hoc recording to when the snippet recording stops or the parent interaction is disconnected. You can use either
the Record or Snip button stop this recording

However if you or another user start a snippet recording first, you cannot start an ad hoc recording of the same interaction. The
Record button is unavailable.

Snippet recordings of Email messages

Snippet recordings of email interactions are available only if your CIC administrator separately enables this feature. Snippet
recordings of email interactions are not available by default.

l Note: Ad-hoc recordings of email interactions are not supported. '

e You can start a Snippet recording at any time: in the original email message or in the reply or forwarded email.

o [f you start a Snippet recording in an email reply or forwarded email, the Snippet recording must continue for as long as the
original email message (parent interaction) is active. That is, until you disconnect or transfer the parent email interaction.
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Warning: CIC does not create a Snippet recording of an email reply or forwarded email if you stop this recording or
disconnect the reply or forwarded email before you send or disconnect the parent interaction.

e [f you start a Snippet recording in an email reply or forwarded email, the Snippet recording is not saved until you send the reply
or forward the email message.

o All of the text in the original email interaction or the mail reply is included in a Snippet recording. Partial recordings are not
supported.

o All of the requirements listed in Requirements for Snippet recordings apply to Snippet recordings of email interactions.

Tip: The Snip button does not appear on the Queue Control toolbar, Chat window toolbar, Email windows, or the Interaction
Properties dialog box by default. Your CIC administrator can add this button via a client template. Or, if you have the appropriate
rights and license you can add it. For information about adding toolbar buttons, see Customizing Toolbars, Configure Chat
Window, Configure Email Windows, and the Interaction Properties Dialog box.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics
Access Control Rights
Record Button
Security Rights
Snip Button

Remove Disconnected Interactions from a Queue

Requirements: You need the appropriate Access Control rights to view or work with queues other than your own. For more
information, see Introduction to Queues.

You can remove a disconnected call or other disconnected interaction from a queue. Calls removed from My Interactions are
immediately available in Call History.

To remove a disconnected interaction from a queue:

1. In My Interactions or other queue, if the interaction is not already selected, click the interaction to select it.
2. Right-click the interaction and choose Remove from Queue from the menu that appears or press Ctrl+Shift+R.

Result: The disconnected interaction is removed from your queue.

Tip: You can also use the Hide disconnected interactions configuration option to remove interactions from the My Interactions
view or other queue view immediately after you disconnect them. For more information, see General Options.

Related Topics
Introduction to Queues

Request Assistance from Your Supervisor

Requirements: For more information about the rights required to use the Assistance button, see Assistance. The Assistance
button is enabled only for ACD-routed interactions. Also, if the interaction is not in a state in which this action can be
performed, the Assistance button is dimmed.

Sometimes you encounter an interaction for which you need assistance. For example, a caller could ask a question that you cannot
answer. Or you are in the middle of a web chat when you need help from your supervisor. Or you want to ask a question before you
respond to an ACD-routed email.

e You can request assistance only for ACD-routed interactions.
e You can have one active assistance request for each interaction.

e You can request assistance multiple times for the same interaction as long as any previous assistance requests are completed
before you make a new request.
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Workgroup Supervisors

Workgroup supervisors are configured in Interaction Administrator. Also, supervisors receive assistance requests only if they are
running Interaction Supervisor or IC Business Manager. If supervisors are running only the CIC client, they do not receive assistance
requests.

Note: At least one supervisor must be configured for your workgroup in Interaction Administrator and that supervisor must be
logged on in order for the request assistance process to work properly.

Requesting Assistance

To request assistance:

1. Do one of the following:

e In My Interactions, select the call or web chat for which you need help. On the tool button bar, click the Assistance button or
right-click the call and choose Request Assistance from the menu that appears.

e In the Callback window, click the Assistance button.
e Inthe Chat Window, click the Assistance button.
e Inthe E-mail Window for Incoming Messages or E-mail Window for Outgoing Messages, click the Assistance button.

Result: The Request Assistance dialog box appears.

I =)

F7) Request Assistance fee|[-E] 52 |

' Complete s *

The customer is requesting a discount.

Send

2. In the Submit an Assistance Request text box, type a brief explanation of why you need assistance from your supervisor.

l Note: Use the Pop on new message and the Play on new sound controls to alert you to a response from your l
supervisor.

3. Do one of the following:

e To cancel the request, close the Request Assistance dialog box.
e To send the help request to your supervisor, click the Send button.

Result: The workgroup supervisor receives an assistance request in Interaction Supervisor. Also, all supervisors on
the same CIC server see a pop-up toast assistance request. You can chat with your supervisor in the Request
Assistance dialog box.

Related Topics

Assistance Button
Assistance Process
Manage a Chat Session
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Working with Chat Sessions

Assistance Process

When you click the Assistance button in My Interactions or the Chat Window, the Request Assistance dialog box appears. You enter
a problem description and click Send.

(%] Request Assistance TR TR NS o) o=a 0.

v Complete & %

! Submit an Assistance Request

All of the workgroup supervisors on the same CIC server see this assistance request. If a supervisor responds to the request, the
toast notification closes automatically for all supervisors.

i This custormner wants a...
== | From: Evan 0

%" Respond
& Ignore
Manage Assistance Requests

Note: Workgroup supervisors are configured in Interaction Administrator. Also, supervisors receive assistance requests only if
they are running Interaction Supervisor or IC Business Manager. If they are running only a CIC client, they do not receive
assistance requests. At least one supervisor must be configured for your workgroup in Interaction Administrator and that
supervisor must be logged on in order for the request assistance process to work properly.

The supervisor responds to the notification by clicking a link:

e Respond opens the Respond to Assistance Request dialog, to give immediate assistance and feedback to the user. The
supervisor can text chat with the agent, and use call action controls to listen, coach, join, record, pause, pickup, or disconnect
the interaction.
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¥ Agent Assistance E@lﬁ

Evan 11:22 AM
v This customer wants a discount. Canlapply it?
Jarrod 11:26 AM

» Does the customer have a valid discount code?
» From what I see in the history they do.

Can you confirm?

Send

Qeorell ) ¥»

Listen Coach Join | Record Pause | Pickup Disconnect
]
o ]|

e Ignore disregards the message and dismisses the assistant request toast.

e Manage Assistance Requests opens the Agent Assistance dialog box, which displays all assistance requests from agents in
workgroups for which the supervisor has responsibility. The supervisor can select a request to answer, and assist multiple
agents at the same time.

You can chat with your supervisor in the Request Assistance dialog box.

i ~
¥ Request Assistance l = | (=] |ﬁ.;’"]
\f{inmplete ’f- ",.;;
Jarmod 11:26 AM | .

» Does the customer have a valid discount code?
» From what [ see in the history they do. 6]
L+ Canyou confirm?

4 T AR A

Evan 11:27 AM
» They do: #143245
v+ I can proceed?

Bl Jarmod 11:27 AM | ]
e Yes -
| |

Related Topics

Assistance Button
Request Assistance From Your Supervisor
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Secure Pause a Recording

l Requirements: See Secure Record Pause.

You can use Secure Pause to avoid recording sensitive information, such as a Social Security number or credit card number, during
a call. This procedure assumes you are currently connected to a call. You do not have to be currently recording the call interaction.

' Note: The Secure Pause button is enabled when you select the parent interaction (call), not the recording.

&My Interactions "¢ Call Histary | |- My Work Ttems

CILeLe | Mame I Mumber I Duratinnl State I Interaction o

G Tao | sip:li@vvoprir 0:00:09 Conne.. 30011522
9 (T siptli@vvoprir 0:00:04 Recor... 0115204

22 @ © B @ |~ @

Fickup  Hold  Mute | Transfer Disconneck Secure Pause | Assistance  Inkeraction Visualizer

To secure pause a recording:
e Select a call interaction and click Secure Record Pause.

Result: Your recording of the interaction (and all recordings by any other monitors of this interaction) are paused for a
configured period of time. The Secure Pause button displays a countdown timer of how long all recordings will continue to

be paused. The Secure Pause does not end until the timer reaches zero.

on:11

e You can press Secure Pause again during a pause to reset the countdown timer to the maximum duration of a pause.

Tip: Pressing Secure Pause multiple times during a pause does not increase the duration beyond the maximum time
limit. The maximum duration of a Secure Pause is configured in Interaction Administrator. Contact your CIC

administrator if you have questions about the length of a Secure Pause.

Note: The final recording contains a beep to indicate secure (non-recorded) segments. The recording does not play silence

l during the secure pause segment. These segments are omitted from the recording.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or

licensee will use the product in compliance with any federal or state law.

Related Topics

Recording Types
Secure Pause Button
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Secure Input

Requirements: Your CIC administrator must enable and configure the Secure Input feature and make it available to one of the
workgroups to which you belong. To use the Secure Input feature, you need the Initiate Secure Input Security Right. The
"Secure Input” Interaction Command Right determines if the Secure Input button can appear on a toolbar. It also controls
whether the Secure Input command appears on a shortcut menu or is available via a keyboard shortcut. The CIC administrator
assigns Secure Input Forms to selected workgroups. To use a specific Secure Input form, you need the View Workgroup
Access Control Right for the workgroup to which it belongs.

Secure input separates and encrypts data to protect it from theft or misuse. It protects the customer’s audio and prevents
accidental recording of confidential information. It also protects this secure data from access. Secure input creates a secure
session that is separate from the customer-agent interaction. It collects the confidential information from the customer, validates
it with the appropriate web service, ends the secure session, and returns both customer and agent to the main interaction.

For example, an external customer makes an inbound call. At some point in the interaction, the customer is ready to provide credit
card information. You click the Secure Input button to start a secure session. At that point, audio between agent and customer
separates:

e You hear "hold music" to indicate that the call is still connected. When the call reconnects agent with customer, the CIC client
alerts you.

e The customer navigates an Interactive Voice Response (IVR) system and provides credit card information. Customer
Interaction Center sends the information to the credit card issuer for validation. At the end of the IVR, Customer Interaction
Center re-establishes the audio between the customer and you. It informs both customer and you of the outcome (success or
failure, with a tracking number and reason for any failure).

Related Topics
Start a Secure Input Session

Start a Secure Input Session

Requirements: Your CIC administrator must enable and configure the Secure Input feature and make it available to one of the
workgroups to which you belong. To use the Secure Input feature, you need the Initiate Secure Input Security Right. The
"Secure Input” Interaction Command Right determines if the Secure Input button can appear on a toolbar. It also controls
whether the Secure Input command appears on a shortcut menu or is available via a keyboard shortcut. The CIC administrator
assigns Secure Input Forms to selected workgroups. To use a specific Secure Input form, you need the View Workgroup
Access Control Right for the workgroup to which it belongs.

Secure input separates and encrypts data to protect it from theft or misuse. It protects the customer’s audio and prevents
accidental recording of confidential information. You start a Secure Input session when a customer is ready to provide confidential
information such as a credit card number.
To start a secure input session:

1. During an active and selected interaction, click the Secure Input button.

Result: The Select a Secure Input form dialog box appears. Your CIC administrator configures the forms that appear in this
list.

.'_‘".:J Faacidrmn - T121

£
! Select 2 Secure Input form
| Marnbiar -
1
! Culame
| T_ =%

EE—

2. Select the appropriate form.

Result: A dialog box appears to collect non-confidential information.
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) Account Mumber - maacadmin - 2121 M

Enter the Account Number and Amount that is due on
the account

Account Mumber:  g7g08

Amount Due: 1335

E Send to VR Cancel l IJ

3. Enter the required non-confidential information and then click Send to IVR.

Result: The CIC client starts the secure session with the customer. You see a "Waiting for caller to complete input..."
message.

After the customer enters the information, the CIC client returns control to the you and displays a success message if the
customer’s information was valid.

) Account Mumber - maacadmin - 2121 ﬁ

| Enter the Account Number and Amount that is due on
the account

Account Number | g7z08

Amount Due: | 1735

o Operation successful
Credit card number validated I

4. If the customer information was valid, click Close. Otherwise, click Retry or Cancel.

Related Topics
Secure Input Button

View and Edit Interaction Properties

You can view extended information for a completed interaction or make notes during the interaction.

To view interaction details, do one of the following:
e Right-click an interaction in Call History, My Interactions, or any queue you have permission to monitor. Click Properties.
e Select an interaction and click the Properties button.

Result: The Interaction Properties dialog box appears.

Log

The Log describes changes in the interaction’s state. This information goes into a log file and is used for reporting purposes.
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14:08:20: Initializing “
14:08:20: Sent to user Moreen. Tasker

14:08:20: Outhound Call: 6969999

14:08:20: Dialing

14:08:34: Connected

14:08:34: Call Cannected

3083023694 | 0:00:17 | (B Connected

Notes

Notes record information typed by an agent about an interaction.

Note: You can only take notes on an interaction only while the interaction is selected and active, during a call, for example. You
can also use the Notes section in the appropriate interaction window to add notes or comments about an Interaction. For more
information, see Add Notes to an Interaction. You can also use the Interaction Information view to add notes to an interaction.
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Pickup Hold Mute | Transfer Voice Mail Disconnect | Becord Pause  Private B
Motes | Log
Moreen Tasker - 5/3/2015 2:09 PM <

Motes taken during an inkeraction,

These are additional notes)|
Add MNote

3083023694 | 0:00:49 | (B Connected

To take notes on an interaction:
1. Do one of the following:

e Right-click an interaction in My Interactions or any queue you have permission to monitor. From the drop-down menu, click
Properties.

e Select an interaction and click the Properties button.

2. Click the Notes tab.
3. Inthe text box to the left of the Add Note button, type the notes.

4. Click the Add Note button.

Result: The text appears in the Notes tab.

Related Topics

Add Notes to an Interaction

Assign Codes to an Incoming Interaction
Assign Codes to Outgoing Interaction
Properties Button on the Queue Control Toolbar
View and Edit Directory Entries
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Working with Chat Sessions

In the CIC client, chat sessions are online, real-time, typed conversations between CIC client users or between a CIC client user and

a remote chat participant browsing your website. If Customer Interaction Center is configured to receive chat sessions, then you
are alerted to a chat session, just as you are alerted to other incoming interactions such as calls.

l Tip: Pick up an alerting chat request in My Interactions. Or, a chat can open automatically, if your user information in Interaction

Administrator is configured to Auto-Answer non-ACD Interactions.

There are two types of chat sessions:
e A CIC user to remote participant chat is a web chat. A remote user can start the chat by clicking a link on your company’s

website. Or, if your Customer Interaction Center system is appropriately configured, an incoming SMS text message can appear

as a chat request. Chat requests can be ACD-routed to your queue, much like an incoming call. You then pick up the chat
request in a similar manner to answering an incoming call.

e A CIC user to CIC user chat is an Intercom chat. These internal chats can take place only between CIC users on the same CIC

server. Intercom chats are not limited to two participants and can include several CIC users. Use Intercom chats to get a quick

answer to a question or to pull a team together to work together on a problem. For more information, see Initiate a Chat
Session.

Requirements: You need the Intercom Chat Security Right before you can participate in an intercom chat. Intercom
chats can take place only between users on the same CIC server. You cannot start a chat session with a user on a
peer server. You also need the View Directory Status Columns Access Control right for the Logged In column. This
enables the CIC client to determine if another CIC user is available for a chat.

Chat Interactions

A connected computer icon identifies a chat interaction in My Interactions. The chat interaction displays the name of the last
participant to type during this chat and part of the text typed.

156 My Interactions ' [ Marketing | [ Voicemail | €% Call History | - X
Queue Mame Mumber Duration  State Details Interaction...
I [ M... Email Conversation Moreen.Tasker@inin.com 5 Days 0:04... Held Marketing 1001466348

The display of a chat interaction has these other special features:
o The Chat Response Time column displays the time that has elapsed since anyone involved in the chat entered some text.
Note: The CIC administrator can set an agent Chat Response Time limit for ACD-routed interactions. This time limit can be

different for each workgroup. A red outline appears around the chat interaction as a warning when this limit is reached. The
warning disappears when you type and send a response as part of an ongoing chat.

e If someone involved in the chat is currently typing, an icon appears in the Details column.

l Note: You need the appropriate View Queue Columns Access Control rights to display the Chat Response Time and Details
columns.

e The selected chat determines which chat session appears in the Chat view. The currently selected chat interaction is
highlighted.

e Borders around chat interactions alert you to one of these conditions:

o A yellow border indicates you have missed part of the conversation. This occurs when a chat participant enters some new
text, but you do not have the appropriate Chat window or the Chat view selected (in focus).

o A red border appears around an ACD-routed chat interaction if you do not respond before a time limit is reached. Your CIC
administrator can configure a different Chat Response Time Limit for each workgroup to which you belong.

Related Topics
Add Notes to an Interaction

Assign Codes to an Interaction
Chat Window

Conference Two or More Chat Sessions
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Configure Chat Options
Configure Chat Window
Copy and Paste Text during a Chat Session

Determine if Someone is Listening to or Recording Your Interactions
Disconnect a Chat Session

Initiate a Chat Session

Manage a Chat Session
Mark a Chat Session as Private

Pick Up a Chat Request

Place a Chat Session on Hold

Print a Chat Session

Record a Chat Session

Reguest Assistance from Your Supervisor

Send a Chat Session Request to Voicemail
Transfer a Chat Session

Chat Configuration, Window and View
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Configure Chat Options

Chat options make it easier for you to manage multiple interactions at the same time and remain aware of what is happening in a
Chat interaction. You can work on another interaction or task and are alerted by a sound or see a visual clue when you need to
focus on the Chat again. Chat Options control the behavior of both the Chat window and the Chat View.

l Tip: To configure the Chat window toolbar, see Configure Chat Window.

To configure chat options:
1. Inthe Configuration d

ialog box, click the Chats node.

2. Inthe Chat properties

details pane, select from the following options:

Focus when To be alerted visually when a chat participant starts to type or sends new text, select this option.
texti .
ralz\gedex s Result: One of the following happens:

e [f you use the Chat window to manage chats and have minimized or hidden it, the Chat window is
restored (popped) and appears on top of any other open windows.

Note: If this option is not selected and the Chat window is minimized or is not the active
window, the Windows taskbar CIC client button flashes when new text is added.

e This setting is ignored if you use the Chat View. However a yellow border appears around the chat
interaction in My Interactions when a chat participant enters some new text and you do not have
the appropriate Chat window or the Chat View selected (in focus). For more information, see
Working with Chat Sessions.

Play sound To hear a sound when any of the other chat participants sends new text as part of the Chat

when new conversation, select this option.

text is

added. Note: This setting works for all chats, regardless of whether you use the Chat window or the Chat
View to manage chats.

Display To display the time new text was added to the chat, select this option.

timestamps . ) I .

: P Result: Each new chat entry includes a timestamp. This timestamp appears next to the text in the

ongoing conversation in the Chat window and the Chat View.

Note: This is the time the CIC client received notification that someone added new text to the chat.
Timestamps reflect your local time (the time on your workstation). They are not based on the time
zones of other chat participants. The time appears in the Short time format which you can
configure in the Windows Region and Language settings.

3. Click Apply to save your selections.

4. Click OK to close the

Related Topics

Configuration dialog box.

Manage a Chat Session

Working with Chat Se

ssions

Chat Window

The Chat window provides the necessary tools for participating in a chat interaction.
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» Your position in queueis], Notes - @

» Your estimated wait time is approximately one minute, Apollo_User - 5/12/2015
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» Your position in queue and estirmated wait time will be
updated in approximately three minutes,

» To leave a voicemnail, type YES and click the send button now.
Otherwise, please continue to hold and the next available agent
will assist you as soon as possible,

» John Smith has joined the conversation.

Apollo User
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John Smith
» [ need help loading the latest update, + < 1
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where you can download the latest update.

1001466359 | 0:03:09 | EJ Connected

¥ Checked customer record.
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Send lﬂl ;ﬁDocumentation Library

Menus

Use these menus to perform various actions during a chat. For more information, see Chat Window
Menus.

ee

Toolbar

The toolbar contains buttons for most of the functions for managing a chat session. For more
information, see Manage a Chat Session.

Tip: Keyboard shortcuts are also available for these functions and are listed on the View menu. You
control whether the toolbar is displayed and which buttons appear. For more information, see
Configure Chat Window.

Chat
Members

This section displays the names of the chat participants. The word (Typing) appears after the name of
a chat member who is typing a response that hasn't yet appeared in the Chat Window.

Note: The name of a remote web chat participant can appear as a telephone number if the original
chat request was an SMS text message routed as a chat request. For more information, see

Working with Chat Sessions.

Conversation

The Conversation area displays the pre-configured automatic messages that CIC sends when the chat
begins, plus all chat text from all participants.

Note: If your CIC administrator enables text filtering, certain sensitive information such as credit
card numbers or Social Security numbers is blocked from view. You see only some replacement
text such as ########4#4# instead of the numbers.
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Composition
area

Compose your reply to an ongoing chat, then click Send or press Enter.

Tip: Press Ctrl+Enter to insert a line break. Use Ctrl+Backspace to delete the previous word. You
can also use Ctrl+arrow keys to navigate within the composition area.

You can:
e Type aresponse.

e Click the Attach a file icon (paperclip) to locate a file on your workstation and send it to other chat
participants.

Note: You can send a file to a visitor who starts a chat session from your company’s
website (web chat). This function is not available when you are chatting with other CIC
users (intercom chat). However, you can send text containing the file path to other CIC
users.

e Locate and insert a Favorite Response or a system-wide response in the composition area. For
more information, see Use Response Management During a Chat Session.

e Copy and paste text to or from a Windows application.

Status bar

The Status bar displays the ID number, duration and state of the interaction. For more information, see
Queue Contents.

l Note: You control whether the Status bar is displayed. For more information, see Configure Chat I
Window.

Sidebar area

The appearance of the sidebar area can vary based on your user rights. It contains controls and
information that are related to the chat.

l Note: You control whether the sidebar is displayed. For more information, see Configure Chat l
Window.

Account
Code

Some companies categorize interactions by customer. If you have the appropriate rights, you can
assign an Account code to a chat interaction.

Wrap-Up
Code

If you are a member of a workgroup for which Wrap-Up codes are configured, you can use this drop-
down list to assign the code.

10

Notes

Use the Notes section to add notes or comments about the ongoing chat. Other chat participants do
not see these notes.

Note: These notes are visible to other CIC client users who are "Listening to" (monitoring) this
chat. For more information, see Monitor a Chat. After a web chat is disconnected, these notes can
be available in the Notes section of the Related Items view if the remote party is identified and the
CIC system collects this information. For more information, see your CIC administrator.

11

Splitter Bar

If you prefer not to see the sidebar area, click the splitter to hide that part of the Chat window. Click the
splitter again to restore the sidebar area.

information, see Configure Chat Window.

l Note: You can also use the View menu to control whether the toolbar is displayed. For more l

12

Add a Note
icon

Click this icon to open the Notes text box and add a note to the chat.

13

Responses

Select a pre-defined response. For more information, see Use Response Management During a Chat
Session.

14

Favorite
Responses

A list of your favorite personal responses appears here. Double-click a favorite response to use it in
your reply. For more information about designating some of your personal responses as favorites, see
Manage Favorite Responses.

Related Topics
Add Notes to an Interaction

Assign Codes to an Interaction
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Chat View

Manage a Chat Session
Understanding Account Codes

Understanding Wrap-Up Codes
Working with Chat Sessions

Configure Chat Window

Use the Chat window View menu to control the appearance of the Chat window. From the View menu, add or clear check marks to
control whether the Chat window toolbar, status bar or sidebar area are visible.

To configure the Chat window:
e To display the toolbar, from the Chat Window View menu, select Toolbar.
e To add or remove buttons from the Toolbar, right-click in the toolbar area and select Customize. In the Customize Toolbar
dialog box, use the Add and Remove controls to select toolbar buttons.
e To display the status bar, from the Chat Window View menu, select Status Bar.
e To display the side bar, from the Chat Window View menu, select Side Bar.

Related Topics
Chat Window

Configure Chat Options

Manage a Chat Session
Working with Chat Sessions

Chat View

The Chat View enables you to handle multiple chat interactions in a single view. The Chat View displays the currently selected chat.
The Chat View is an alternative to using multiple Chat Windows to manage multiple ongoing chats. You control whether your
current chat interactions appear in individual Chat Windows or the Chat View. If you add the Chat View to the CIC client, all of your
subsequent chat interactions appear in the Chat View.

You can replace the Sidebar area of the standard Chat Window by adding the Response Management view and Interaction
Information View to the CIC client. Use these views to make notes, assign Account codes and Wrap-Up codes, or use Response
Management to answer customer questions.

To display the Chat View:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Interactions.

2. Inthe Views list, select Chat.
3. Click OK.

Result: The Chat View appears.
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1 My
Interactions

The chat selected in My Interactions determines which chat interaction appears in the Chat View.

Tip: To switch quickly from one chat to another in My Interactions, press Ctrl+Up arrow or Ctrl+Down
arrow. This makes it easier to participate in more than one chat session at the same time.

2 | Chat View The Chat View is a streamlined interface that focuses your attention on the current conversation. The
tab label for this view shows the name of the other chat participant. You can view another chat in
progress by selecting another chat in My Interactions.

3 | Chat This section displays the names of the chat participants. The word (Typing) appears after the name of

Members another chat participant who is typing a response that hasn't yet appeared in the Chat View.

4 Conversation

The Conversation area displays the pre-configured automatic messages that CIC sends when the chat
begins, plus all chat text from all participants.

5 Composition
area

Compose your reply to an ongoing chat, then click Send or press Enter.

Tip: Press Ctrl+Enter to insert a line break. Use Ctrl+Backspace to delete the previous word. You can
also use Ctrl+arrow keys to navigate within the composition area.

You can:
e Type aresponse.

e Click the Attach a file icon (paperclip) to locate a file on your workstation and send it to other chat
participants.

e |ocate and insert a Favorite Response or a system-wide response in the composition area. For more
information, see Use Response Management During a Chat Session.

e Copy and paste text to or from a Windows application.

6 | Display
arrows

If you have multiple ongoing chat interactions, use the display arrows to select which chat appears in the
Chat View.
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You can replace the Sidebar area of the standard Chat Window by adding additional views to the CIC client. Use these views to
make notes, assign Account codes and Wrap-Up codes, or use Response Management to answer customer questions.

Note: You control whether these additional views appear in the CIC client. For more information, see Response Management
view and Interaction Information View.

7 | Response You can add the Response Management view to the CIC client. You can use the view anytime you have
Management | an active and selected interaction.
view ) ) . .
You can search for stored responses and insert them in the chat. For more information, see Use
Response Management During a Chat Session.
8 Interaction You can add the dockable Interaction Information view to the CIC client.
Ir}formation e Use the Notes section to add notes or comments about the ongoing chat. Other chat participants do
view not see these notes.
Note: These notes are visible to other CIC client users who are "Listening to" (monitoring)
this chat. For more information, see Monitor a Chat. After a web chat is disconnected, these
notes can be available in the Notes section of the Related Items view if the remote party is
identified and the CIC system collects this information. For more information, see your CIC
administrator.
e Some companies categorize interactions by customer. If you have the appropriate rights, you can
assign an Account code to a chat interaction.
e [f you are a member of a workgroup for which Wrap-Up codes are configured, you can use this drop-
down list to assign the code.
Related Topics

Add Notes to an Interaction

Add or Close Views

Assign Codes to an Interaction
Interaction Information View

Response Management View
Understanding Account Codes
Understanding Wrap-Up Codes

Manage a Chat

Session

CIC client users can participate in intercom chats or web chats. Chat sessions can include two or more users. You can use the
toolbar or menus in the Chat Window to manage a chat. You can also use the Chat View to manage a chat.

Chat Window Toolbar

The Chat Window toolbar contains buttons for most of the functions for managing a chat session.
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Button

Description

Click Pickup to connect to the current chat session. For more information, see Pickup a Chat Request.

Click Hold to place the chat session on hold and free you to work with other interactions. When you place a chat session
on hold, the CIC client can send you another phone call, email message, or chat session. For more information, see Place
a Chat Session On Hold.

Click Transfer to transfer the chat session to another CIC client user or workgroup. For more information, see Transfer a
Chat Session.

When you transfer a chat session to another user, CIC includes the existing chat conversation with the transfer, which
enables the transfer recipient to review the transcript after joining the chat.

Click Voice Mail to Send a Chat Session Request to Voice Mail.

Click Disconnect to disconnect the current chat session. For more information, see Disconnect a Chat Session.

Click Record to record the current chat session. This recording is saved and sent to you as an email message attachment
after you end the chat session. Clicking Record the first time starts the recording session for an interaction. Clicking
Record again stops the recording session for an interaction. For more information, see Record a Chat Session.

@ *Qld O™MO

Click Snip to make a snippet recording of the current chat session. Interaction Recorder manages these Snippet
recordings and stores them in the CIC database. For more information about the differences between Snippet and Ad hoc

recordings, see Recording Types.

Tip: The Snip button does not appear by default in the Chat window. Your CIC administrator can add this button via a
client template. Or, if you have the appropriate rights and license you can add it. For more information see Configure
Chat Window.

Click Pause to pause the recording session. Click it again to resume the recording session. This button is unavailable if
the interaction is not in a state in which this action can be performed. For more information, see Record a Chat Session.

(RS

Click Private to prevent other CIC client users from recording this chat session. This button is unavailable if the
interaction is not in a state in which this action can be performed. For more information, see Mark a Chat Session as
Private.

Warning: Use of the Private feature may be subject to your company’s policies and should only be used in accordance
with those policies. CIC handler customization can be used to track the use of the Private feature to ensure
compliance with such policies.

Fo

If you're in a workgroup and you need help with a chat session from your workgroup queue, click Assistance to request
assistance from your supervisor. For more information, see Request Assistance from Your Supervisor.

Chat Window Menus

The Chat window menus contain options for managing a chat session.
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Menu | Options

File Use File menu options to end your participation in the chat session, send a file, or print the text of a chat session. For
more information, see Transfer a File During a Web Chat or Print a Chat Session.

Edit Copy and paste text from a chat session to the Clipboard or from the Clipboard to the Chat window. For more
information, see Copy and Paste Text During a Chat.

View | Control the appearance of the Chat Window. For more information, see Configure Chat Window.

Actions| Use the options on the Actions menu or the corresponding menu shortcuts to perform the actions available on the Chat
Window toolbar.

Help [ Display help.

Related Topics

Add Notes to an Interaction

Assign Codes to an Interaction

Conference Two or More Chat Sessions

Configure Chat Options

Configure Chat Window

Determine if Someone is Listening to or Recording Your Interactions

Disconnect a Chat Session

Copy and Past Text During a Chat

Initiate a Chat Session

Invite Other Users to Chat

Mark a Chat Session as Private

Pick Up a Chat Request

Place a Chat Session on Hold

Print a Chat Session

Record a Chat Session

Request Assistance from Your Supervisor

Send a Chat Session Request to Voice Mail

Transfer a Chat Session

Using Response Management

Working with Chat Sessions
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Add Notes to an Interaction

Use the Notes section in the appropriate interaction window or in the Interaction Information view to add notes or comments about
the interaction.

Note: If you add notes to a chat, the other chat participants do not see these notes. However, these notes are visible to other
CIC client users who are "Listening to" (monitoring) the interaction. For more information, see Monitor a Chat.

l Tip: For information about adding notes to a Call, see View and Edit Interaction Properties. '

To add notes to an interaction:
1. Do one of the following:
e Inthe Email List, select an interaction. In the Interaction Information view, click the Add a Note icon (plus sign).
e In My Interactions, select an interaction. In the Interaction Information view, click the Add a Note icon (plus sign).

e In the Callback window, Chat window, Email window for Incoming Messages, or E-mail Window for Outgoing Messages,
click the Add a Note icon (plus sign).

2. Inthe Notes text box, type your observations or comments and click Add.

Result: One of the following happens:

e Your notes appear in the Notes section of the Callback window, Chat window, or Email windows.
e Your notes appear in the top part of the Interaction Information view.

Related Topics

Respond to a Callback Request

Manage a Chat Session
Working with Chat Sessions

Assign Codes to an Interaction

I Requirements: See Working with Account and Wrap-Up Codes. l

You can assign an Account Code or Wrap-Up Code to an interaction. The Account Code and Wrap-Up Codes drop-down lists contain
the codes defined in Interaction Administrator.
To assign codes to an interaction, do one of the following:

e When working with a callback request, chat, or email interaction, select the appropriate codes in the Interaction Information
view.

l Note: Wrap-Up codes are not used for email message replies or forwarded email messages. '

o [f your Interaction Desktop workspace does not contain the Email Editor, you can select the appropriate Account code in the
Email Window for Incoming Messages or E-mail Window for Outgoing Messages.

e When responding to a callback request, select the appropriate codes in the Callback Window.
e During a chat session, select the appropriate codes in the Chat window.

Note: If Wrap-Up codes are available and you don't assign one during a chat or to an incoming email message, you are
prompted to assign the appropriate code when you end your part of the interaction. Wrap-Up codes are not used for email
message replies or forwarded email messages.

Related Topics

Assign Codes to an Incoming Interaction
Assign Codes to an Outgoing Interaction
Email Editor

Email Window for Incoming Messages
Email Window for Outgoing Messages
Manage a Chat Session

Understanding Account Codes
Understanding Wrap-Up Codes
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Conference Two or More Chat Sessions

You can create conference chats by bringing members from two or more separate chat sessions into a single chat session. Before
you begin, you should have two or more connected chat sessions in your My Interactions view.

l Note: You do not have to create multiple chat sessions to add CIC client users to a chat. For more information, see Invite Other l
Users to Chat.

To conference two or more chat sessions:

1. Initiate a chat session.
2. Initiate a second chat session with a different CIC client user.
3. Inyour My Interactions view, click and drag one connected chat session onto another connected chat session.

Result: In your My Interactions view, the two chats are placed under a single Chat Conference call object that is identified by
"Conference" in the Name column.
4. Repeat steps 2 and 3 for any additional participants you want to add to the chat conference or you can Invite Other Users to
Chat.

' Note: The name of each chat participant appears in the Chat Members section of the Chat Window. '

5. When the session is complete, click the Disconnect button in the Chat window, or on the My Interactions view of the CIC client
to end the chat conference.

Related Topics
Invite Other Users to Chat

Manage a Chat Session
Working with Chat Sessions

Copy and Paste Text During a Chat

You can use the Windows clipboard to copy all or part of a chat session to a text-based Windows application such as Microsoft
Word or Notepad. You can also copy text from files open in Windows applications to the chat session.

o Use the Edit menu in the Chat window to copy all or part of a chat session to the Windows clipboard. For example, you could
copy the chat session text to Word or Notepad by clicking Select All and then clicking Copy.

The Chat window Edit menu contains the standard cut and paste commands:

Undo

Cut

Copy

Paste

Delete

Select All

e The Chat view does not have menus, but you can use standard Windows Copy and Paste operations to copy all or part of chat
session to the Windows clipboard and from there to a Windows application.

e Use Windows Copy and Paste operations to copy the text from an open file to the composition area of the Chat window or to
the composition area of the Chat view. Then click Send, just as if you'd typed the response.

Note: If you have a standard reply to a frequently asked question stored in a document, you could use a pointer to this
document in a stored Response. For more information, see Create Personal Responses.

Related Topics

Manage a Chat Session
Working with Chat Sessions
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Disconnect a Chat Session

l Requirements: See Disconnect.

To disconnect a chat session, do one of the following:
e In the Chat Window, click the Disconnect button.
¢ Inthe Chat Window or with the chat session selected in My Interactions, press Ctrl+D.
e In My Interactions, select the chat interaction and click the Disconnect button.

' Tip: This is the only way to disconnect a chat appearing in the Chat View.

Related Topics
Chat View
Chat Window
Manage a Chat Session

My Interactions
Working with Chat Sessions

Initiate a Chat Session

Requirements: You need the Intercom Chat Security right to start or participate in intercom chats with other CIC client users.
You also need the View Directory Status Columns Access Control right for the Logged In column. This enables the CIC client
to determine if another CIC user is available for a chat.

Intercom chats, or chat sessions between CIC client users, can include two or more users. To start intercom chats with two or
more other users, you can invite additional users to a current chat session or you can conference two or more chat Sessions

Note: Intercom chats can take place only between users on the same CIC server. You cannot start a chat session with a user
ON a peer server.

To start a chat session with another CIC client user:

1. In the Company Directory, select the name of the person with whom you wish to chat.
2. Do one of the following:

e Click the Initiate New Chat button in the Company Directory toolbar.
e Press Ctrl+Shift+C.
e Right-click the directory entry and choose Initiate new Chat from the menu that appears.

Result: The chat appears in either the Chat view or the Chat window, depending on your CIC client configuration.

Note: If the chat recipient does not answer, you are prompted to leave a message. Press Disconnect in the Queue
Control toolbar or in the Chat window after typing the message.

Related Topics
Conference Two or More Chat Sessions
Invite Other Users to Chat

Manage Chat Session
Working with Chat Sessions
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Invite Other Users to Chat

If you have the appropriate rights, you can start and participate in intercom chats with other CIC client users. After you begin a chat
with another user, you can invite additional users to the chat session.

Note: Before you can start a chat, the CIC administrator must grant you Allow Intercom Chat user rights in Interaction
Administrator. Intercom chats can take place only between users on the same CIC server. You cannot start a chat session with
a user on a peer server.

To invite other users to a chat session:

1. Initiate a chat session with another CIC client user.
2. In the Company Directory, select another user whom you want to join the chat session.
3. Drag and drop this user name from the Company directory to the Chat Members section in the Chat window.

Result: The selected user is invited to the chat session. If this user decides to join the chat session and picks up the chat
request, his or her name appears in the Chat Members section of the Chat Window.

l Note: If the chat recipient does not answer, you are prompted to leave a message. Press Disconnect after typing the l
message.

Related Topics

Chat Window

Conference Two or More Chat Sessions
Initiate a Chat Session

Manage a Chat Session

Pick Up a Chat Request
Working with Chat Sessions

Mark a Chat Session as Private

You can mark a chat session as private. This option prevents other CIC client users from recording this chat session,

Warning: Use of the Private feature may be subject to your company’s policies and should only be used in accordance with
those policies. CIC handler customization can be used to track the use of the Private feature to ensure compliance with such
policies.

To mark a chat session as private, do one of the following:
e Select a chat and then in the queue control toolbar, click the Private button.
e Inthe Chat window, click the Private button.

l Note: This button is unavailable if the chat is not in a state in which this action can be performed. '

Related Topics
Chat Window

Manage a Chat Session
Private Button

Working with Chat Sessions
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Monitor a Chat

l Requirements: See Listen. l

If you have the appropriate rights, you can monitor a chat without being a participant.

Some things to note about the process of monitoring a chat:

e |f you monitor a chat, a Lsns icon appears on the line containing the interaction in the queue views for the participating CIC
client users and your own queue views.

' Tip: For more information, see Determine if Someone is Listening to or Recording Your Interactions. '
e The Lsns icon is not removed until you cease to monitor the interaction by closing the chat window on your workstation or
clicking the Listen button a second time.
e You can stop monitoring a chat at any time.

e If you monitor a chat, you see the complete chat conversation as it occurs. The conversation includes text typed by
participants, text or URLs incorporated from Personal Responses and the selected Account Code or Wrap-Up Code.

' Note: Files sent to chat participants are not visible to a user who monitors the chat. '

e You also see any notes the agent makes on the chat. These notes are not visible to the other chat participants. For more
information, see Add Notes to an Interaction.

In a typical example, another CIC client user (agent) picks up a chat from a workgroup queue. If you have the necessary rights to
listen to (monitor) interactions and to monitor the queue on which the chat is appearing, you can view the chat.

To monitor a chat:
1. The agent picks up a chat.

Result: Depending on the configuration of the agent’s CIC client, the chat conversation appears in either the Chat window or
in the Chat View.

2. You select the same chat interaction from the appropriate queue view and do one of the following:

e Right-click the chat and choose Listen In from the menu that appears.
e Select the chat and then click the Listen button.

Result: Depending on how you configure the CIC client, the chat conversation appears in either the Chat window or in the
Chat view. The Lsns icon appears in the row that contains the chat in both the agent’s and your queue view.

Note: You can stop listening at any point in this process. You do not need to wait until the agent completes the chat or
withdraws from participation by disconnecting.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics

Determine if Someone is Listening to or Recording Your Interactions
Manage a Chat Session

254



Pick Up a Chat Request

l Requirements: See Pickup. I

When someone sends a chat request to you, the CIC client sends a message to your email account and the chat request appears in
your My Interactions queue.

Note: The chat may open automatically, if the CIC administrator enables your CIC client to Auto-Answer non-ACD Interactions.
For more information, contact your CIC administrator.

To pick up a chat session request:
e Do one of the following:
e In My Interactions select the chat request and click the Pickup button.
e Inthe desktop alert (toast popup), click Pickup.

Note: A chat request also appears as an alerting interaction in a desktop popup (toast). Desktop alerts appear
in the lower right-hand corner of your Windows desktop.

Result: Depending on how you configure the CIC client, the chat appears in either the Chat window or the Chat View.

Related Topics

Manage a Chat Session
Working with Chat Sessions

Place a Chat Session on Hold

You can place a chat on hold to free yourself up for other interactions. When you place a chat session on hold, the CIC client may
send you another phone call, email message, or chat session. While a chat session is on hold, you are free to accept or start
another interactions. Other chat participants can continue to type and send text while you have your part of the Chat Session on
hold.

To place a chat session on hold, do one of the following:
o Inthe Chat Window, click the Hold button.

e [f you are viewing the chat in the Chat View, in the Queue Control toolbar where you selected the chat, click the Hold button.
e In My Interactions, select the chat and click the Hold button.

Result: In the queue view, the chat’s state changes to "On Hold." To return to the chat session, click the Pickup button.

l Tip: The Hold and Pickup actions are also available from the Actions menu in the Chat Window. '

Note: The Hold button is depressed while the chat session is on hold. Also, "Held" appears in the Status bar at the bottom of
your Chat Window.

Related Topics

Manage a Chat Session
Working with Chat Sessions

Print a Chat Session

You can print the text of a chat session from the Chat window.

Do one of the following from the Chat Window File menu:
e Select Print Preview to preview a chat session printout.
e Select Print to print the text of a chat session.

Related Topics

Manage a Chat Session
Working with Chat Sessions

_Record a Chat Session
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Requirements: This feature may or may not be available to you, depending on the licenses and rights assigned to you in
Interaction Administrator. Two types of recordings are available in the CIC client. For the Record button, see the

Requirements for Ad hoc recordings. For the Snip button, see Requirements for Snippet recordings.

With the appropriate licenses and rights, you can record a chat session between other CIC client users (intercom chat) or between
you and remote chat participants (web chat). Recording a chat session creates a transcript of the chat.

You can make two types of recordings: Ad hoc and Snippet. Use the Record button to create an Ad hoc recording or the Snip button
to create a Snippet recording. For more information about the differences between these types of recordings, see Recording Types.

Tip: You can make either an Ad hoc or a Snippet recording of an interaction. You cannot make both types of recordings of the
same interaction. For more information, see Snippet Recording Precedence.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Recording a Chat Session

To record a chat session:

Tip: The Snip button does not appear on the Queue Control toolbar, Chat window toolbar, or the Interaction Properties dialog
box by default. Your CIC administrator can add this button via a client template. Or, if you have the appropriate rights and
license you can add it. For information about adding toolbar buttons, see Customizing Toolbars, Configure Chat Window, and

the Interaction Properties Dialog box.
e Inthe Chat Window, click the Record or the Snip button.

o [f you are viewing the chat in the Chat View, in the Queue Control toolbar where you selected the chat, click the Record or Snip
button.

e In My Interactions or other queue view, select the chat and click the Record or Snip button.
e Inthe Interaction Properties Dialog Box, click the Record or Snip button.

Result: The recording starts. A recording interaction appears in the queue view.

Note: The Record and Snip buttons are unavailable if the chat is not in a state in which this action can be performed, or
if you do not have rights to record interactions.

After you start a recording:
e Click the Record or Snip button again to stop the recording session for a chat.
e You can press the Record or Snip button more than once to stop or continue recording your chat.

Pausing a recording

Note: Pause is not available if you are making a Snippet recording. Pause is also not available if the interaction is not in a
state in which this action can be performed.

e While recording a chat, click the Pause button to temporarily stop the recording.
e When arecording is paused, click the Pause button again to resume the recording session.

After the chat session ends

Record and Snip save only the text entered in a chat session while you have the button pressed. After the chat session ends, CIC
stores all parts of the recorded chat. Snippet recordings are stored in the CIC database and are available only to Interaction
Recorder users - usually administrators and supervisors. Ad hoc recordings made using the Record button are stored in files that
your CIC administrator can arrange for you to receive as email message attachments.

Example of an ad-hoc recording sent to an agent
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Related Topics
Determine if Someone is Listening to or Recording Your Interactions
Manage a Chat Session
Working with Chat Sessions

Recording Types

With the appropriate license and rights, you can make two types of interaction recordings. Both the Record and Snip buttons enable
you to record all or selected parts of an interaction.

Ad hoc recordings

Use the Record button to create Media Server-based WAV files for call recordings and XML files for chat recordings. These
recordings are not stored as part of the CIC database. Your CIC administrator manages the storage of Ad hoc recordings.

The CIC administrator can arrange for you to receive these recordings as email message attachments. You can use Interaction
Voicemail Player or a third-party application to play back call recordings. You need a third-party XML viewer to read an Ad hoc chat
transcript.

Requirements for Ad hoc recordings:

The Record Interaction Command Right determines if the Record button can appear on a toolbar. It also controls whether the
Record command appears on a shortcut menu or is available via a keyboard shortcut. The Record Interactions Security right
enables you to make an Ad hoc recording of an interaction appearing in My Interactions. The Monitor Station Queues, Monitor
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User Queues, or Monitor Workgroup Queues Access Control rights enable you to make an Ad hoc recording of an interaction
appearing on another queue.

Snippet recordings

Use the Snip button to make recordings that are stored in the CIC database. Snip creates SASF (Secure Authenticated Stream
Format) files. Snippet recordings store not only the interaction recording but also participant and event data. Snippet recordings can
be encrypted.

CIC administrators and supervisors use Interaction Recorder to configure and manage snippet recordings. Authorized ICBM users
can use the Interaction Recorder module to search for and play back snippet recordings. These authorized users can also associate
tags, attributes, and Quality Management questionnaires with snippet recordings. In addition, supervisors with the appropriate rights
can also create snippet recordings in the ICBM Interaction Supervisor Queues and Agent or Workgroup Queue views. Interaction
Recorder Retention policies determine where and for how long CIC retains snippet recordings. Interaction Recorder Security
Policies control access to these snippet recordings within IC Business Manager.

You can play back snippet recordings in the Related Items view, if you have a Tracker Access License and the necessary rights to
display the needed views. For more information, see Working with Interaction Tracker and Display the Related Items View.

Requirements for Snippet recordings:

The CIC administrator must configure Interaction Recorder to Enable Snippet Recordings. The CIC administrator must assign
a Recorder Access license to you or the station you are using. Snippet recordings of email interactions are available only if
your CIC administrator separately enables this feature. Snippet recordings of email interactions are not available by default.
Your CIC client is Interaction Desktop or Interaction Connect. The Snip Interaction Command Right determines if the Snip
button can appear on a toolbar. It also controls whether the Snip command appears on a shortcut menu or is available via a
keyboard shortcut. The Snip Interactions Security right enables you to make a snippet recording of an interaction appearing in

My Interactions. The Monitor Station Queues, Monitor User Queues, or Monitor Workgroup Queues Access Control rights
enable you to make a snippet recording of an interaction appearing on another queue.

Snippet Recording Precedence

If you try to create both an ad-hoc recording and a snippet recording of the same call or chat interaction, the snippet recording takes
precedence.

If you start an ad hoc recording first and then start a snippet recording, the ad-hoc recording merges into the snippet recording.
Interaction Recorder server manages the resulting snippet recording. This snippet recording contains all the recorded data, from the
beginning of the ad-hoc recording to when the snippet recording stops or the parent interaction is disconnected. You can use either
the Record or Snip button stop this recording

However if you or another user start a snippet recording first, you cannot start an ad hoc recording of the same interaction. The
Record button is unavailable.

Snippet recordings of Email messages

Snippet recordings of email interactions are available only if your CIC administrator separately enables this feature. Snippet
recordings of email interactions are not available by default.

l Note: Ad-hoc recordings of email interactions are not supported. '

e You can start a Snippet recording at any time: in the original email message or in the reply or forwarded email.

o [f you start a Snippet recording in an email reply or forwarded email, the Snippet recording must continue for as long as the
original email message (parent interaction) is active. That is, until you disconnect or transfer the parent email interaction.

Warning: CIC does not create a Snippet recording of an email reply or forwarded email if you stop this recording or
disconnect the reply or forwarded email before you send or disconnect the parent interaction.

o [f you start a Snippet recording in an email reply or forwarded email, the Snippet recording is not saved until you send the reply
or forward the email message.

o All of the text in the original email interaction or the mail reply is included in a Snippet recording. Partial recordings are not
supported.

o All of the requirements listed in Requirements for Snippet recordings apply to Snippet recordings of email interactions.
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Tip: The Snip button does not appear on the Queue Control toolbar, Chat window toolbar, Email windows, or the Interaction
Properties dialog box by default. Your CIC administrator can add this button via a client template. Or, if you have the appropriate
rights and license you can add it. For information about adding toolbar buttons, see Customizing Toolbars, Configure Chat
Window, Configure Email Windows, and the Interaction Properties Dialog box.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics

Access Control Rights
Record Button

Security Rights
Snip Button

Request Assistance from Your Supervisor

Requirements: For more information about the rights required to use the Assistance button, see Assistance. The Assistance
button is enabled only for ACD-routed interactions. Also, if the interaction is not in a state in which this action can be
performed, the Assistance button is dimmed.

Sometimes you encounter an interaction for which you need assistance. For example, a caller could ask a question that you cannot
answer. Or you are in the middle of a web chat when you need help from your supervisor. Or you want to ask a question before you
respond to an ACD-routed email.

e You can request assistance only for ACD-routed interactions.
e You can have one active assistance request for each interaction.

e You can request assistance multiple times for the same interaction as long as any previous assistance requests are completed
before you make a new request.

Workgroup Supervisors

Workgroup supervisors are configured in Interaction Administrator. Also, supervisors receive assistance requests only if they are
running Interaction Supervisor or IC Business Manager. If supervisors are running only the CIC client, they do not receive assistance
requests.

Note: At least one supervisor must be configured for your workgroup in Interaction Administrator and that supervisor must be
logged on in order for the request assistance process to work properly.

Requesting Assistance

To request assistance:

1. Do one of the following:

e In My Interactions, select the call or web chat for which you need help. On the tool button bar, click the Assistance button or
right-click the call and choose Request Assistance from the menu that appears.

e In the Callback window, click the Assistance button.
e Inthe Chat Window, click the Assistance button.
e Inthe E-mail Window for Incoming Messages or E-mail Window for Outgoing Messages, click the Assistance button.

Result: The Request Assistance dialog box appears.
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2. In the Submit an Assistance Request text box, type a brief explanation of why you need assistance from your supervisor.

l Note: Use the Pop on new message and the Play on new sound controls to alert you to a response from your l
supervisor.

3. Do one of the following:

e To cancel the request, close the Request Assistance dialog box.
e To send the help request to your supervisor, click the Send button.

Result: The workgroup supervisor receives an assistance request in Interaction Supervisor. Also, all supervisors on
the same CIC server see a pop-up toast assistance request. You can chat with your supervisor in the Request
Assistance dialog box.

Related Topics
Assistance Button
Assistance Process

Manage a Chat Session
Working with Chat Sessions

Send a Chat Session Request to Voicemail

Rather than answer an incoming (alerting) chat session request, you can send that request to your voice mail. You can also send a
chat participant with whom you are connected to your voice mail.

To send an alerting or connected chat to voice mail, do one of the following:

e From the appropriate queue view, select the chat session, if it is not already selected, and in the Queue Control toolbar, click
the Voicemail button.

e [n the Chat window, click the Voicemail button.

Result: The chat session requester or participant is prompted to type a message. When the requester or participant has
finished leaving a message and exits or disconnects the chat session, you receive the message by e-mail.
Related Topics

Manage a Chat Session
Working with Chat Sessions
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Transfer a Chat Session

You can transfer a chat session to another CIC client user or to a workgroup. Use this option, for example, if you want a more
experienced agent to handle the chat request.
To transfer a chat session using a directory:

1. In My Interactions or other queue view, select the chat session.

2. Do one of the following:

e Right-click a name in a directory. From the shortcut menu, select Selected Interaction and then click Transfer.
e Select a name in the directory and press Enter.
e Drag and drop the chat session onto a name in a directory.

Note: You can transfer a chat session by dragging and dropping in on a selected recipient in the Company
Directory or to a workgroup in the Workgroup and Profile View.

To transfer a chat session using the Transfer dialog box:
1. Do one of the following:

e Inthe Chat Window, click the Transfer button.
e Inthe Chat Window, from the Actions menu, select Transfer.
e In the Chat Window, press Ctrl+T.

Result: The Transfer dialog box appears.
2. In the Transfer To: text box, type all of part of the recipient’s name or number.

Result: A drop-down list of choices appears.

Tip: If the drop-down list does not contain the recipient you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

3. From the drop-down list, do one of the following:

e Select "Dial [your entry] as Digits" to convert a text entry into numbers.
e Select the appropriate name and associated extension number.

Result: Status information for the selected CIC user or current statistics for the selected workgroup appears. This
information helps you determine if the user or workgroup is able to join the chat.

4. Click the Transfer button.

Result: When you transfer a chat session to another user, the CIC client includes the existing chat conversation with the
transfer, which enables the transfer recipient to review the transcript when they join the chat.

Related Topics

Manage a Chat Session

Transfer Button

Transfer Dialog Box

Using the Queue Control Toolbar
Working with Chat Sessions
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Transfer a File During a Web Chat

You can send a file to a visitor who starts a chat session from your company’s website (web chat). This function is not available
when you are chatting with other CIC users (intercom chat). However, you can send text containing the file path to other CIC users.

l Note: The visitor must turn off pop-up blocking in their web browser to enable the file transfer. '

To transfer a file during a web chat, do one of the following:

e Inthe Chat window, from the File menu, click Send File. Then, in the Open dialog box, select a file and click Open.

e Use Response Management to send a file. For more information, see Use Response Management During a Chat Session.
e Drag and drop a file from a Windows directory to the composition area in the Chat window.
°

In the Chat window or the Chat view, click the Attach a file icon (paperclip) and then, in the Open dialog box, locate the
appropriate file and click Open.

Result: The visitor is notified of the file name. The visitor's system is sent a link to the file which has been copied to a
temporary directory on the CIC Server. The visitor can use this link to open a compatible file in a browser window on the
visitor's system. The visitor can also save the file to a location on the visitor's system.

Related Topics

Manage a Chat Session
Working with Chat Sessions
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Use Response Management During a Chat Session

l Requirements: You need the Response Management Security right to use Response Management. I

You use stored responses to avoid typing the same information over and over again. You can select a response and include it in a
chat.

There are some limits to the use of stored responses in chats. Chat interactions are conducted in plain text. Stored responses that
contain formatted text are converted to plain text when used in a chat. Hyperlinks and images in a stored response are not sent as
part of a chat reply. However, you can use responses containing macros in a chat. You cannot transfer a file during an internal chat
with other CIC client users. However, you can send text containing the file path to other CIC client users. You can send a file to a
visitor who starts a chat session from your company’s website. For more information, see Transfer a File During a Web Chat.

To use a stored response when participating in a chat:
1. Do one of the following:

e Inthe Response Management view, search for and then select an appropriate response. Click Insert.
e Inthe Chat window, expand the Favorite Responses section and double-click a favorite response.
e Inthe Chat window, expand the Responses section, search for and then select an appropriate response. Click Insert.

Tip: You can use full-text searching by entering terms in the Search text box in the Responses section. A context-
based search occurs automatically, based on the last five words you typed in the chat. For more information, see

Search for a Response.
e Inthe Composition area of the Chat window, type the response Shortcut and press Ctrl+Space.

l Tip: For more information, see Use a Response Shortcut. '
e You can also drag and drop responses to the Composition area.

Result: The response appears in the Composition area of the selected Chat. You can edit the response before it is included
the Chat.

2. Make any necessary changes to the response and then click Send.

Result: The response appears in the Conversation area of the Chat window or the Chat View. The other chat participants
see your response. When a hyperlink is included in a Response Management item and then added to a Chat session, the
hyperlink appears as a clickable link. If the response is a file, external Chat participants see a link to the file which has been
copied to a temporary directory on the CIC server.

Related Topics

Manage a Chat Session

Manage Favorite Responses
Working with Chat Sessions
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Working with Directories

Requirements: The View General Directories Access Control right determines which General Directories you can display. The
Directory Administrator Security right enables you to edit all public directories. Regardless of rights or directory ownership,
you cannot add or edit entries in an LDAP directory.

You need the View Directory Status Columns Access Control right to all or selected Status columns to enable you to add

Status columns to a directory view. The View Directory Status Columns Access Control right also determines whether you
can view a user’s status in the directory shortcut menu.

Private Directories

Some conditions apply when you want to add, edit or delete contacts in a private directory. These conditions include whether the
directory is Read Only, whether you own the directory, and whether you have the Directory Administrator Security right.

Note: When an administrator defines a data source for the directory in Interaction Administrator, he or she can make it Read
Only. The CIC user who creates a directory is its owner. When you add a view, private Speed Dial views and Directory views
display a lock icon next to their name in the Available items list.

YES YES YES NO

YES YES NO NO
If the directory is read-only, you cannot update it.

YES NO YES NO

YES NO NO NO

NO YES YES YES If the directory is writable and you are either the owner or have the Directory
Administrator right, you can update it. However, even with sufficient permissions,

NO YES NO YES Access Rights for individual contacts control whether you can change or delete a
specific contact record.

NO NO YES YES

NO NO NO NO If you are not the directory owner and don't have the Directory Administrator right,
you cannot update it.

Using Directories

CIC client directories contain contact information such as names, telephone numbers and extension, email address. They can also
display CIC client user status information. You can use the information in these directories to make and manage interactions. You
can configure which available directory views appear in the CIC client. For more information, see Working with the Company
Directory and Working with Other Directories.

Each directory contains a list of names. You can:
o Call the default number associated with a contact by double-clicking a name.
e Click a phone number hyperlink to dial a directory contact.
e Send an email message.
Initiate a Chat Session.
Transfer a connected call.
View the contact’s properties such as addresses and additional phone numbers.
Edit a directory entry if you have the appropriate permission as assigned to you in Interaction Administrator.
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' Note: This applies to IC Private and IC Public directories. You cannot edit Company Directory entries.

View another user's status or change another user’s status.
Camp on another user's extension.

Search for a contact.

View a status summary for all users.

You control the appearance of your directories. You can:
o Add or remove directory views
e Add or remove columns from a directory view.

Note: Your CIC administrator must grant you the View Status Columns access control right to all or selected Status
columns to enable you to add Status columns to a directory view.

e Reorder or resize columns.
e Sort a directory.

This diagram shows multiple directory views. Each directory view appears on a separate tab.

' Note: Some columns enable you to display a content tooltip for more information than can appear in a narrow column.
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1 Directory The three tabs represent three different directories. Each is labeled with the name of the directory. The tab
tabs for the currently selected directory view is selected and the name of the directory appears in bold type.
Tip: Right-click a directory tab and select New View or Close to manage your directory views. For more
information, see Add or Close Views.
2 | Search Use the search fields to locate a specific directory entry or group of entries. Fields you can use for
fields searches are not dimmed. For more information, see Search a Directory.

3 Column

You can drag and drop a column heading to move a column to a different position. For more information,

heading see Customize Columns.
Right-click on a column heading to add or remove columns. For more information, see Add or Remove View
Columns.

4 | Sort Triangles indicate whether the contents of a column are sorted in ascending or descending order. If the
Direction contents of a directory are sorted by more than one column, a number indicates the sort order. For more
indicator information, see Sort a Directory.

5 | Status Use the default Status column or the Status Summary column to determine if a contact is available to take

a call. Several other status columns are available, including Status Notes and Time in Status. For more
information about adding a column to a directory view, see Customize Columns.

6 Horizontal

A horizontal scroll bar appears if the total width of the columns exceeds the space available in the CIC

and client window.
Vertical . . S . : . . .
scroll A vertical scroll bar appears if all the entries in a single view cannot be displayed in the space available.
bars
7 | Paging A large directory or set of entries can be displayed in a paged format. The Previous and Next controls
controls enable you to navigate from one page to another in the directory.
Next to the paging controls, you can see the number of contacts in the current directory page and the total
number of contacts in the directory view.
If a new contact is added while you are viewing a directory, it does not immediately appear in the directory
view. The total number of contacts is updated, however. To display any new contacts, refresh the directory
view by changing the page or adjusting the filter or sort options.
Note: By default, directories with more than 100 contacts appear in a paged format. However, your CIC
administrator determines how large a directory must be before it appears in a paged format and how
many contacts appear on a single page.
8 | Directory Use the Directory toolbar to manage your contacts and interactions with those contacts. For more
toolbar information, see Using the Directory Toolbar.
9 | Dial You can customize the buttons appearing in the Directory Toolbar. Dial buttons enable you to dial a
buttons selected number for a contact with a single click. In this example, the Home dial button is not enabled

because a home telephone number does not exist for the selected contact.

For more information, see Make a Call Using a Dial Button.

Directory shortcut menu

Right-click a contact’s name to display this shortcut menu. It enables you to view a CIC client user’s status, select an appropriate
action, or see the available keyboard shortcuts for each action.

Requirements: The View Directory Status Columns Access Control right determines whether you can view a user’s status in
the directory shortcut menu.
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Related Topics

Add or Remove View Columns

Click to Dial a Directory Contact

Customize Columns

Display a Speed Dial View

Drag and Drop a Call on a Name in a Directory
Directory Properties Dialog Box

Search a Directory

Transfer a Call to a Directory Entry
Working with Other Directories

Working with the Company Directory

267




Change a Directory Contact’s Default Number

If you have the appropriate rights, you can change a directory contact’s default number. The default number is the phone number
dialed when you double-click a directory contact.

Note: To edit a directory contact’'s phone number or make changes to other directory contact information, see View and Edit
Directory Entries.

To change a directory contact’s default number:
1. Right click the directory contact and choose Set Default Number.
2. From the menu that appears, choose the new default telephone number; for example, Mobile, Extension, Business, or Home.

Note: If a menu item is disabled, such as Business 2, then no Business 2 phone number is defined for the directory
contact.
Result: The number dialed when you double-click the contact changes to the number selected. This number is indicated by a
check mark.
Related Topics

Working with Directories

Employee Photo and Office Location

Your CIC administrator can enable the Company Directory shortcut menu to display an employee photo and a link to an office
location map for each person in your company. If your CIC administrator makes this feature available, you do not need any
additional licensing or user rights to use it.
To view a Company Directory contact’s photo and office location:

e Right-click a selected Company Directory contact.

e If available, click Office Location to view an image that shows a map or diagram indicating the employee’s office location.

Related Topics

Shortcut Keys
Working with Directories

Insert and Delete Directory Entries

l Requirements: See Working with Directories. I

When you have the appropriate rights, as in the IC Private Contacts directory, you can insert and delete directory entries.

To insert a directory entry:
1. Right-click a directory entry.
2. From drop-down menu, click Insert new entry.

Result: The New Directory Entry dialog box appears.
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3. Make any necessary entries on any or all tabs.

Phone Numbers

e You can precede a phone number with a comma to create a 2-second pause before the number is dialed when you click the
phone number hyperlink. Also, the 2-second pause occurs when you "blind transfer" a call by dragging and dropping a call on
a name in a directory.

e [f you select Auto Dial Extension, when you click to dial this phone number in a directory view, it automatically dials the
extension too. For more information, see Click to Dial a Directory Contact.

l Note: The Auto Dial Extension check box is available only when the corresponding phone number and extension have I
values.

e [f you want to auto dial both the phone number and extension in this Properties dialog box, click the Ext. hyperlink.

l Note: For information about entering, editing and verifying phone numbers, see Phone Number Controls. '

4. If you want other users to be able to edit this directory entry, select the Allow: Change check box.
5. If you want other users to be able to delete this directory entry, select the Allow: Delete check box.

Note: An administrator with Directory Admin user rights assigned in Interaction Administrator can edit or delete any
directory entry, regardless of the permissions assigned when the entry is created.

6. Click OK to save the new entry.

l Note: The Apply button is dimmed on the New Directory Entry dialog box. Click OK to save new information. '

To create a directory entry from Call History:
1. Right-click on a call history entry.
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2. From the drop-down menu, click Create IC directory entry in.
3. From drop-down list of directory names, select a directory.

Result: The New Directory Entry dialog box appears.
4. Make any necessary entries on any or all tabs.
5. Click OK to save the new entry.

' Note: The Apply button is dimmed on the New Directory Entry dialog box. Click OK to save new information.

To delete a directory entry:
1. Right-click a directory entry.
2. From drop-down menu, click Delete entry.

Result: The directory entry is immediately deleted.

Related Topics

View and Edit Directory Entries
Working with Other Directories
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Search a Directory

The CIC client uses a paged format to display large directories. This makes it easier and faster to locate a specific entry because
only a subset of entries is displayed at one time. A "paged directory" features Previous and Next buttons. You can use these buttons
and the vertical scroll bar to locate a specific entry.

Note: By default, directories with more than 100 contacts appear in a paged format. However, your CIC administrator
determines how large a directory must be before it appears in a paged format and how many contacts appear on a single page.

To search for a directory entry, do any of the following:

e Enter the first few letters of the column entry (if it's alphabetical), or enter the first few numbers (if it's numerical) in a search
field. Columns that you cannot use for searches are indicated by dimmed search fields.

e Search for all combinations of specific letters by using * for a wildcard match. For example, use *ob to find all entries
containing, but not necessarily beginning with, ob.

Note: Searches in Directory columns that contain comma-separated values, like Workgroups, automatically use a
"contains" filter. The asterisk is not necessary.

e Press Esc to clear all entries from the search fields.

Search Fields Context Menu

The context menu enables you to use the Windows clipboard to copy and paste text in the search fields. Right to left Reading order
is available for RLT languages, such as Hebrew and Arabic. The Show Unicode control characters, Insert Unicode control character,
Open IME, and Reconversion options are available for Asian languages. Windows provides these options. See

http://technet.microsoft.com/library/Dd361903 for more details.
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Related Topics

View and Edit Directory Entries
Working with Directories
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Sort a Directory

You can sort a directory by clicking on almost any column heading. An ascending sort is indicated by an upward-pointing triangle in
the column heading. A descending sort is indicated by a downward-pointing triangle in the column heading.

e Click a column heading once to sort the directory in ascending order.
e Click again to sort the directory in descending order.

Related Topics
Add or Remove View Columns

Search a Directory
Working with Directories

View and Edit Directory Entries

l Requirements: See Working with Other Directories. l

The several tabs of the Properties dialog box can contain:
o Name, title, department and company

Home, business, cell phone, pager and fax numbers

Home and business street addresses

Home and business email addresses

Business website address

Assistant’'s name and phone number

Notes

You can view extended information for directory entries.

To view directory entries:
1. Right-click a directory entry.
2. From the drop-down menu, click Properties.

Result: The Properties dialog box appears.

rﬂ Properties for Adams, loe =l & |[é]

General |Business I hdore Business I Home I Motes |

First Mame: lae Last Mame: Adams

Display Mame:  Adams, Joe

Cormpany! Interactive Intelligence, Inc,

Hotrne Phone: Auto Dial Extension
Business Phone: {317 555-2222 Suta Dial Extension
Fobile Phone: 3171 555-5227 Auto Dial Extension

[ ]4 J [ Cancel Apply

In some cases, where you have sufficient rights, as in the Outlook Private Contacts directory, you can edit these directory entries.

Note: Any changes you make to entries in the Outlook Private Contacts directory in the CIC client are reflected in the Contact
records in Microsoft Outlook.
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To edit directory entries:
1. Right-click a directory entry.
2. From the drop-down menu, click Properties.

Result: The Properties dialog box appears. Notice that the data fields are enabled.

ro Properties for loe Smith o || = | 3 ]

General |Eusiness bdare Business I Haorme | Maotes |

First Marme: srnith Last Marme:  Jae
Display Marme:  lae Smith
Company

Hore Phone: 31771 555-5959 [] Auto Dial Extension

Business Phone: 317y 555-2111 Ext, |:|.ﬂ-.ut|:| Cial Extension

kabile Phone: Ext, [] Auta Dial Extension

=
CYRAVENY

[ Ok ][ Cancel ][ Spply

3. Make any necessary changes and click Apply.

Phone Numbers

e You can precede a phone number with a comma to create a 2-second pause before the number is dialed when you click the
phone number hyperlink. Also, the 2-second pause occurs when you "blind transfer" a call by dragging and dropping a call on
a name in a directory.

e |[f you select Auto Dial Extension, when you click to dial this phone number in a directory view, it automatically dials the
extension too. For more information, see Click to Dial a Directory Contact.

l Note: The Auto Dial Extension check box is available only when the corresponding phone number and extension have l
values.

e [f you want to auto dial both the phone number and extension in this Properties dialog box, click the Ext. hyperlink.

l Note: For information about entering, editing and verifying phone numbers, see Phone Number Controls. '

4. Click OK to close the Properties dialog box.

Related Topics
Insert and Delete Directory Entries
Properties Button on the Directory Toolbar
View and Edit Interaction Properties
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Working with Other Directories

Requirements: The View General Directories Access Control right determines which General Directories you can display. The
View Workgroups Access Control right determines which Workgroup Directories you can display. The Directory Administrator
Security right enables you to edit public directories created by another user. It also enables you to see the Access Rights tab
in the Directory Properties dialog box for IC Public Contacts.

Directories other than the Company Directory also can be viewed in the CIC client. These directories include general (public and
private contacts in address books) and workgroup directories. To display additional directories, see Add or Close Views.

Related Topics

Camp on an internal extension

Change User’s Status button

Drag and Drop a Call Onto a Name in a Directory
Make a Call Using a Dial Button

Search a Directory

Transfer a Call to a Directory Entry

Transfer a Call Using the Directory Toolbar
View and Edit Directory Entries

Working with the Company Directory

The Company Directory contains contact information for every person in your company. For more information about using directory
entries to make managing your interactions easier, see Working with Directories.

Note: Your CIC administrator enables CIC client users to view the company directory. The CIC administrator also controls
which names appear in the company directory. If the company directory does not appear in the CIC client or if you have
questions about the names available, see your CIC administrator.

Related Topics
Add or Close Views

Camp on an Internal Extension

Customize Columns

Drag and Drop a Call on a Name in a Directory
Employee Photo and Office Location

Set Another User’s Status

Transfer a Call to a Directory Entry

View and Edit Directory Entries
Working with Directories
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Working with Email Messages

Requirements: To work with email messages, you or the workstation you select when you log on need an ACD Access
License associated with the Email interaction type. To pick-up and read ACD-routed email messages, you must belong to a
workgroup configured in Interaction Administrator to receive email messages. To create an outbound email interaction, you
also need the View User Queues or Modify User Queues right to your own user queue. To create an outbound email
interaction, you also must be a member of a workgroup configured with an outbound email mailbox. To view an alerting or
connected email message on a workgroup or user queue, you need the rights to the Preview action under the Monitor User
Queues, or Monitor Workgroup Queues Access Control rights. If you have any questions about licensing and workgroup
configuration, see your CIC administrator.

You can use the CIC client to read and respond to ACD-routed email messages or to send email messages on behalf of a
workgroup. You can also use a directory entry to address an email message and then send it using your own email program. There
are several different types of email messages associated with the CIC client:

e ACD-routed email message

An ACD-routed email message is sent to a mailbox associated with a workgroup. This message is then routed to the
workgroup members as an interaction. Like any other interaction, an ACD-routed email message can be included in
Customer Interaction Center reports and statistics. You can pick up an ACD-routed email message from My Interactions or
any workgroup queue you are monitoring.

' Note: An email message sent to your work email address appears in your email program Inbox as usual. '

o Reply to an ACD-routed email message

A reply to an ACD-routed email message is an interaction that is processed and sent from the CIC client. Like any other
interaction, these email message replies can be included in Customer Interaction Center reports and statistics.

o Email message sent on behalf of a workgroup

You can create and send an email message on behalf of a workgroup to which you belong. This interaction can be included
in Customer Interaction Center reports and statistics.

Sending an email interaction is not the same as replying to an ACD-routed email message, in that you begin the interaction.
Nor is it the same as using a CIC directory entry to address an email message that you send using your default email
program.

e Email message addressed by using a CIC directory entry

You can use a directory entry to address an email message, but send the message using your default email program. This
feature makes it convenient to send email messages to people and businesses represented by directory entries. It requires
that you have a correctly configured email program installed on your system. This email message is not an interaction and
is not counted or tracked in Customer Interaction Center reports and statistics.

Related Topics

Email Configuration
Email Interactions
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Email Interactions

An email icon identifies an email interaction. The reply to an ACD-routed interaction is linked to the original email interaction and
appears on the following line.

Several columns are available in the Email List, My Interactions or other queue views that are useful for email interactions.

Note: The View Queue Columns Access Control right determines whether you can display the Attachments
or Subject columns in My Interactions or other queue views.

Details, Importance l

e Anicon appears in the Attachments column if an email interaction has an attachment.

e In My Interactions, the Details column displays the email message subject. It can also display an importance icon and an
attachments icon.

e The Importance column displays an icon indicating whether an email message is of high or low importance. It is blank for usual
importance.

e The Subject column displays an email message subject.

' Tip: You can sort and group your email interactions by clicking the appropriate column heading. '

Email interaction in My Interactions

[ My Interactions | [ Marketing | [ Voicemail | €% Call History | - X
Queue MNarme State MNumber Subject InteractionId Attachments
4 [4] Marketing Email Cenversation Held Rui.Liu@inin.com Meed help with updat... 1001465336
L—) Marketing  Joe.Smith@gmail.com RuiLiu@inin.com MNeed help with updat... 1001466339
[>4] Marketing From: apollo_user Held apollo_user@dev2000.com How do Iread this log? 1001465337

Email interactions in an Email List

55 My Interactions | # Marketing | £ Voicemail | ¢ Call History ' [ Email List v X
| Search interactions list Q|
| ! | lEI | O | From | Subject | State | Queue Duraticn |
4 B4 apollo_user Marketing: Test Held Marketing 2:50:08
& apollo_user RE: Marketing: Test Held Marketing 0:02:56
2 B4 Liu, Rui How do I read this log? Held Marketing 0:50:09
m] = apollo_user RE: How do I read this log? Held Marketing 0:14:50

e When you pick up an email interaction, its state changes to ACD Assigned: (Agent name), and other agents are not able to
respond to the message. However, if the email interaction is transferred to you, or if you pick it up even though you are a not a
member of the workgroup to which the email interaction was routed, its state changes to Connected.

e As with all interactions, an email interaction remains in the workgroup queue unless a non-member of the workgroup picks it
up. If a non-member of the workgroup picks it up, it disappears from the workgroup queue.

Related Topics

Working with Email Messages
Email List

Secure Email Messages

The Secure E-mail Messages feature supports encryption and signatures for incoming queued email messages. If the workgroup to
which you belong is properly configured in Interaction Administrator, your workgroup’s mailbox can process a secure email
message and route it to you for reply. Or an Interaction Attendant mailbox can be configured to receive and route secure email
messages.
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E-mail messages can be made secure by these methods:
e Encryption: This provides confidentiality by preventing anyone from reading the email message while it is in transit.

o Cryptographic Signature: This prevents anyone from modifying the contents of the email message while it is in transit. An
email signature can also provide authentication of the sender of a message and verify they are who they say they are.

Note: These methods can be used independently. You could receive a signed, but not encrypted email message. Or you could
receive an encrypted but not signed email message. Or you could have a signed email message that provides for the integrity of
the message by preventing anyone from altering it in transit, but does not authenticate the sender.

The Secure E-mail Message feature does not:
e Enable you to send an encrypted or signed response to a secure email message.
e Enable you to listen to an encrypted email message in Interaction Mobile Office. However, you can listen to a signed email
message.
e Work with monitored mailboxes set up in Interaction Administrator.
e Provide any email tools that can be used to customize the handling of secure email messages.

Overview of Secure E-mail Messages

An email message is primarily routed over the Internet using the Simple Mail Transfer Protocol (SMTP) and is formatted using the
Multipurpose Internet Mail Extensions (MIME). An extension of MIME, known as Secure/Multi-part Internet Mail Extensions
(S/MIME), enables MIME data to be sent and received securely.

S/MIME primarily provides two methods related to the security of email messages: digital signatures and encryption. Digital
signatures and encryption are achieved through the use of the public key infrastructure (PKI) and digital certificates.

Note: Your CIC administrator uses Interaction Administrator to configure the secure email feature. The CIC administrator also
sets up and stores the appropriate email certificates and private keys used to decrypt encrypted messages, verify digital
signatures, and establish secure email provider connections.

Support for S/MIME by Customer Interaction Center enables an encrypted and/or signed email message to be sent to the email
address associated with a workgroup’s email queue or an Attendant mailbox. The message is retrieved from the email server by the
CIC server, and is decrypted by the CIC server only if the workgroup is allowed to receive encrypted messages and has the
certificate with the private key required for decrypting the message. After the email message is decrypted, it is routed to your My
Interactions queue, or any other queue you are monitoring, where you can open and read the message, just like any other email
message. For more information, see Working with E-mail.

In a typical scenario, one of your customers obtains a digital certificate for your workgroup’s email address. The customer uses
that digital certificate to send an email containing confidential information such as an account number to the workgroup’s email
address. The customer may or may not use a digital certificate to sign the email message. The email message is decrypted by CIC
and, if present, any digital signature is validated. The email message is routed to an available agent in your workgroup. Interaction
icons indicate whether the message was successfully decrypted and if it was signed. Other information about the digital signature
may appear in the email message.

Secure E-mail Interaction Icons

The icons for secure email interactions identify whether the interaction was generated by a message that was encrypted or signed
and whether it was successfully decrypted.
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Icon Description

q Content of the email message was successfully decrypted.
IEH Content of the email message was encrypted but decryption failed. This could be due to one of these
- reasons:

e Decryption was contrary to a Customer Interaction Center policy. For example, the workgroup to
which this email message was sent is not configured to receive encrypted email message.

The private key is not installed.
e The encryption algorithm used in this email message is not supported by Customer Interaction

Center.
n Digital signature was verified.
-E] A digital signature is present, but Customer Interaction Center experienced one of the following
problems:

e The signer’s certificate is not trusted.
e The email message was modified in transit.
e The "From" address in the email header does not match the digital signature.

These icons appear in the Email Editor. If your Interaction Desktop does not contain this view, these icons appear as buttons on the
E-mail Window for Incoming Messages. After you open a secure email message in the CIC client, you can:

Related Topics

Email Editor
Email Window for Incoming Messages
Working with E-mail Messages
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Email Views

You can manage email interactions in dedicated email views. These include:
e Email Folders

e Email List
e Email Editor

Some default Client Templates combine these views into a single workspace. This workspace can include the Response
Management view which enables you to use stored responses in your email replies. If you have the Customize Client Security right,
you can add, remove, and rearrange views in an Interaction Desktop workspace. The Email views are available in the Email category
in the Create New View dialog box.

Important: If you do not display the Email Editor, you can use the Email Window for Incoming Messages and Email Window for
Outgoing Messages to view and respond to your email messages.

Interaction Desktop - Email

Options  Took  Tracker Window  Help

ﬂ_ XK o 20aps 164641 €D Avaikble - * oo Workgroups < M
g [ Emnail Folders G | mEmail List i T Ernal Editor o
f [ o0 iz Q& %
- 1 ) V@ | [ Frem Subject Send Discard | Attach Chedk Mames B
|
L4 FZ kronos_ussr Hey hal Frome boraas_user
1] =  boreas_user RE: Liser conference
2 To: kronos_user
o [ S Sinin.Com *
BiCe:
) ]
— _I Subject:  RE: Lizer conference
2229,
Tr: = ==
ﬂ:.ﬂ':xi v pr A~ #~ B J UL & G~ 8 = =
[J Resporss Manzgement X - = 3 E w
e N Information about registration and schadules for the upcoming user conference is
e ; available on our website, See the Ungoming Events link,
Infsrmation about registration and schedules for the upcoming user canference is
available on cur website. Sze the Upcoming Events link. Fa ==e=-riginal Message-=-—-
From: kronos_user [mailto LerpEs el cam]
Sent: Friday, Decerrber 22, 2012 10:34:07 &AM
To: boreas_user
Subject: User corferencs
[nsert
I need information sbout your upcoming user conference,
O Doreas | boreas || 5% | V]
Related Topics
Add a view to a workspace
Email Editor
Email Folders
Email List

Email Window for Incoming Messages
Email Window for Outgoing Messages

My Interactions
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Email Folders

Requirements: You need the Customize Client Security Right to add or remove folders from the Email Folders view. You also
need the View Workgroup Queues and the View User Queues Access Control rights for the selected queues to add folders for
workgroup and user queues.

The Email Folder controls which email messages appear in the Email List. You select which folder names appear in the Email
Folder. You then select one of these folders to determine which messages appear in the Email List. You can have a unique set of
folders in each workspace.

"B Email Folders | ™ % Ermail List - Inbax | X
Diafts (2) l Search interoctions st CLl
|| Inbex(s) ] 1@ O Fom | Subject [ Queue
b E  apollo_user Marketing: Test Marketing
& L, Rui rmarketing test 2 Marketing
4 WA Tasker, Moresn  How dolread this .. Marketing

#=  apollo_user RE: How doTreadt..  Marketing

e —— L
92 QO O
Pickup Hold Transfer Discard !I

The available Email folders include:

Related Topics
Email List
Email Views
Manage Folders
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Manage Folders

Requirements: You need the Customize Client Security Right to add or remove folders from the Email Folders view. You also
need the View Workgroup Queues and the View User Queues Access Control rights for the selected queues to add folders for
workgroup and user queues.

You can add or remove folders from the Email Folders view.

Note: Your selections are persisted when you log off and later log onto Interaction Desktop. These settings are specific to each
workspace. You can have different folders in Email Folders views in different workspaces.

1. Select the Email Folders view.
2. Do one of the following:

e Right-click and select Manage Folders from the shortcut menu.
e Select Email Folders > Manage Folders.

3. In the Manage Folders dialog box, do one of the following:

e Inthe list of available folders on the left, select a tab, then select a folder name. Click Add to add the folder to the Selected
Folders list.

e Click Add all to add all the folders on the selected tab to the Selected Folders list.
e From the Selected folders list, select a folder name and click Remove.
e Click Remove all to remove all folders from the Selected Folders list.

4. When the Selected Folders list contains the names of the folders you want to see in the Email Folders view, click OK.

Related Topics
Email Folders

Email List
The Email List displays the email messages in the currently selected Email Folder. If you do not select a folder or do not display the
Email Folders view, the Email List displays all the messages in your queue (My Interactions).

You can select and arrange the columns in the Email List. You can sort this list by clicking on a column heading. You can add or
remove buttons from the toolbar.

l Tip: If any of the interactions in a folder are in an Alerting state, the name of the folder is bold in the Email Folders view. '
[ Email Folders . = * 5, Email List - Inbax - X
Diafts (2) Search inderactions st f;-
Inbex(5) | ! a | G :Fl’ﬂl‘l‘l Subject Queue
& apollo_user Marketing: Test Marketing
& L Rui marketing test 2 Marketing
FEA Tasker, Moreen  How dol read ths L. Marketing

T

apollo_user RE: How doTread t..,  Marketing

©Z0O O

Fickup Hold Transfer Discard

Related Topics

Add or Remove View Columns
Customize Columns
Customizing Toolbars

Email Folders

Email Interactions

Email Views
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Email Editor

The Email Editor displays a selected, outgoing and connected email message. Use the Email Editor to respond to an ACD-routed
email message or start an email interaction of behalf of a workgroup.

Important: If you do not or cannot display the Email Editor, you can use the Email Window for Incoming Messages and Email
Window for Outgoing Messages to view and respond to your email messages.

Tip: You can display the Email Editor in multiple workspaces. If you use personal or system-wide stored responses in your
email messages, display the Response Management view in the same workspace as the Email Editor. If you add Notes to email
interactions or assign Account Codes, also display the Interaction Information view.

i X

Fena e @hinoam ®

| Bec:

-
oz 3

Subpact:  RE: User confarence

Calibri v ov A #~B I I # B~-8® T E - E

lil
™

2 %

Information about registration and schedules for the upcoming user conference |s available on our website, See the
Upcoming Events link.

e

From: e ik o
Sent: Friday, December 28, 2012 10:34:07 AM
TO: i i

Subject: User conference

I need Information about vour upcoming user conference.

€
:
'-i
7

) Response Management ., Emai List M

uc x 3
.................................................................................................................................................................................................................................................................................................................. ‘
User Conferences and webinars e
Information about registration and schedules for the upcoming user conference is available on our website. See the Upcoming |
Events link. fal

[ e | 5
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1 Toolbar The toolbar contains buttons for managing an email reply or other outgoing email message. For more
information, see Reply to an HTML Email Message.
2 | From This area contains the standard email message address fields.
To The From field shows the address from which the email is sent. If you start an Email interaction on behalf
of a workgroup, this is the workgroup email address.
Subject The To field defaults to the sender of the original email message. Click the To button to add additional
Attached addresses.

Note: Responses to messages sent with an alternate "Reply-To" address are delivered to that
address. If you selected Reply All, replies are delivered to the "Reply-To" address and all of the
original recipients, but not to the sender’s original address.

Subject defaults to the subject of the original email message.

Note: Subject is limited to 1024 characters in the CIC client. However, many email clients have
much smaller limits so the recipient may see a truncated subject line.

The Attached section displays the names of files attached to the email message. Use the Attach button to
attach additional files.

Note: Files attached to an incoming email message appear here if you forward the email message,
but not if you reply to it.

3 Formatting
toolbar

The text formatting toolbar appears under certain conditions:

e |If the original ACD-routed email message is formatted using HTML, you have the option of using text
formatting tools in your email reply. For a description of the available tools, see Reply to an HTML
Email Message.

e If you are creating an email message to send on behalf of a workgroup, the text formatting tools are
always available to you.

e |f the original email message was sent in plain text (no formatting), the text formatting toolbar does
not appear. Your email reply is sent in plain text.

4 | Reply

Compose your reply to the email message here.

You can:
e Type aresponse.

e Copy and paste text to or from a Windows application.
e Locate and insert a Favorite Response or a system-wide response in your reply.

5 | Original
Email

The original ACD-routed email message appears here.

Related Topics

Email Views

Start an Email Interaction

Use Response Management in an Email Message

Email Window for Incoming Messages

When you view an ACD-routed email interaction, this Email window provides the necessary tools for managing the interaction.

Note: If your CIC administrator enables text filtering, certain sensitive information such as credit card numbers or Social
Security numbers is blocked from view. You see only some replacement text such as ########## instead of the numbers.
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1 Menus Use these menus to manage an ACD-routed email message.
2 Toolbar The toolbar contains buttons for most of the functions for managing an incoming email message.
Tip: Keyboard shortcuts are also available for these functions and are listed on the View menu.
Keyboard shortcuts are available many of the actions on the other menus. You also control whether
the toolbar is displayed and which buttons appear. For more information, see Configure Email
Windows.
3 From This area contains information from the incoming email message address fields.
To An Attached list appears here if any files are attached to the original ACD-routed email message. Click
Subject the attachment file name to open the attachment in the associated Windows application.
Attached If you open an attached email message, it appears in an email window. If the attached email message has
ache its own attached files, you can click the file name of any attached file and view it.
Note: A .msg attachment cannot be downloaded to your hard drive. It can only be viewed within the
CIC client.
4 Email Text The text of the incoming email message.
5 Status bar The Status bar displays the ID number, duration and state of the incoming email interaction. For more
information, see Queue Contents.
6 Sidebar The appearance of the sidebar area can vary based on your user rights. It contains controls and
area information that are related to managing the incoming email message.
7 Account Some companies categorize interactions by customer. If you have the appropriate rights, you can assign
Code an Account code to an incoming email message.
8 Wrap-Up If you are a member of a workgroup for which Wrap-Up codes are configured, you can use this drop-down
Code list to assign the code.
9 Notes Use the Notes section to add notes or comments about the incoming email message.
Note: These notes are visible to other CIC client users who are "Listening to" (monitoring) this email
message. For more information, see Monitor an Email Message and Reply. After the incoming email
message is disconnected, these notes can be available in Interaction Notes if the sender is identified
and Customer Interaction Center collects this information. For more information, see your CIC
administrator.
10 | Splitter If you prefer not to see the sidebar area, click the splitter to hide that part of the Email window. Click the
Bar splitter again to restore the sidebar area.
11 Add a Note | Click this icon to open the Notes text box and add a note to the email interaction.
icon
12 | Responses | Use the Responses section to search for and view both system-wide responses and personal responses.
Note: None of the responses you find can be used in an incoming email message, but they can be
used in a reply. Here the Responses section is for information only. Response Management is not
available in the PureConnect Integration to Oracle Service Cloud.
13 | Search Type search terms in the Search text box. For more information, see Search for a Response.
Related Topics

Add Notes to an Interaction

Assign Codes to an Interaction

Email Configuration
Email Window for Outgoing Messages
Understanding Account Codes

Understanding Wrap-Up Codes
Working with Email Messages
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Email Window for Outgoing Messages

You use this Email window to either respond to an ACD-routed email message or start an email interaction on behalf of a

workgroup.

Window for Incoming Messages.

l Note: The Email window used to view an ACD-routed email message provides some different tools and options. See also Email

Eronds user - Kronos  userie

'\'D-Fnswvwcomar.muw

- = -
D HOEO O 820 & L o~
Sand Pckup Hold Tramsfer Discornect Record Poco Private Assstance Check Names u q
> From boress_Lser Account Code ﬂ 9
To: kmoroe_user = L
3 c: ©nin.com Hotss - 10,
boreas_user - 1/16/2017
BCC 9:21 AM
Checked session ksting for
— Gubject: RE: User conference nExt Cormerance.
@—‘ Calibr rer A~ /-B J L 2 E-|ESFEFEEESEDD %
5 Infarmation sbout registration and schedules for the upcoming wser corference is available on our website, See the
Upcoming Evants link “@
@+
——Criginal Message-—--— L
@-‘ From: kronos_user [mailip:kronos yzerDwisssiss.com) Responses -

To: boress_user

Subject: User conference

I meed irformation about your upcoming user conference.

Sent: Friday, December 28, 2012 10:34:07 AM

1001041176 | 2 Days 17:02:55 | £25 Connected

Favorite Resporses -

&e

-] ©

Menus Use these menus to perform various actions during or after composing an email reply.

Toolbar The toolbar contains buttons for most of the functions for managing an email reply.
Tip: Keyboard shortcuts are also available for these functions and are listed on the View menu.
Keyboard shortcuts are available many of the actions on the other menus. You also control whether
the toolbar is displayed and which buttons appear. For more information, see Configure Email
Windows.

3 From This area contains the standard email message address fields.

To. Cc o/ The To field defaults to the sender of the original email message. Click the To button to add additional

Bec addresses.

Subject Note: Responses to messages sent with an alternate "Reply-To" address are delivered to that

Attached address. If you selected Reply All, replies are delivered to the "Reply-To" address and all of the

original recipients, but not to the sender’s original address.

Subject defaults to the subject of the original email message.

Note: Subject is limited to 1024 characters in the CIC client. However, many email clients have
much smaller limits so the recipient may see a truncated subject line.

The Attached box displays the names of attached files. The Attached button enables you to attach
additional files.

Note: The Attached box and Attached button appear in the Email window only after you use File >
Insert Attachment to attach at least one file.
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4 Formatting
toolbar

Note: There are two versions of the editing toolbar: the MSHTML and Telerik toolbars. Your CIC
administrator determines which version is available to you. For a description of these toolbars, see
Reply to an HTML Email Message.

The text formatting toolbar appears in the E-mail Reply window under certain conditions:

o [f the original ACD-routed email message is formatted using HTML, you have the option of using text
formatting tools in your email reply. For a description of the available tools, see Reply to an HTML
Email Message.

e [f you are creating an email message to send on behalf of a workgroup, the text formatting tools are
always available to you.

e |f the original email message was sent in plain text (no formatting), the Email Reply window does not
include a text formatting bar. Your email reply is sent in plain text.

5 Reply

Compose your reply to the email message here.

You can:
e Type aresponse.
e Copy and paste text to or from a Windows application.
e Locate and insert a Favorite Response or a system-wide response in your reply. For more
information, see Use Response Management in an Email Message.

6 Original
Email

The original ACD-routed email message appears here.

7 Status bar

The Status bar displays the ID number, duration and state of the interaction. For more information, see
Queue Contents.

8 Sidebar The appearance of the sidebar area can vary based on your user rights. It contains controls and
area information that are related to the email reply.
9 Account Some companies categorize interactions by customer. If you have the appropriate rights, you can assign
Code an Account code to an email reply.
10 Notes Use the Notes section to add notes or comments about your email reply. The recipients of the email
reply message do not see these notes.
Note: These notes are visible to other CIC client users who are "Listening to" (monitoring) this email
reply. For more information, see Monitor an Email Message and Reply.
11 Splitter If you prefer not to see the sidebar area, click the splitter to hide that part of the email reply window. Click
Bar the splitter again to restore the sidebar area.

12 Add a Note
icon

Click this icon to open the Notes text box and add a note to the chat.

13 Responses

Locate and use a pre-defined system-wide or personal response. For more information, see Use
Response Management in an Email Message.

l Note: Response Management is not available in the PureConnect Integration to Oracle Service Cloud. '

14 Favorite

A list of your favorite personal responses appears here. Double-click a favorite response to use it in your

Responses reply. For more information about designating some of your personal responses as favorites, see Manage
Favorite Responses.
' Note: Response Management is not available in the PureConnect Integration to Oracle Service Cloud. '
Related Topics

Add Notes to an Interaction

Assign Codes to an Interaction

Email Configuration
Email Window for Incoming Messages

Start an Email Interaction
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Understanding Account Codes
Understanding Wrap-Up Codes
Working with Email Messages

Configure Email Windows

Use the View menu in the Email windows to control their appearance. From the View menu, add or clear check marks to control
whether the Chat window toolbar, status bar or sidebar area are visible. You can also display or hide the Cc and Bcc address fields.

To configure an Email window:
e To display the toolbar, from an Email window View menu, select Toolbar.

e To add or remove buttons from the Toolbar, right-click in the toolbar area and select Customize. In the Customize Toolbar
dialog box, use the Add and Remove controls to select toolbar buttons.

To display the status bar, from an Email window View menu, select Status Bar.
To display the side bar, from an Email window View menu, select Side Bar.

To display the Cc field, from an Email window View menu, select Cc.

To display the Bcc field, from an Email window View menu, select Bcc.

Related Topics

Email Window for Incoming Messages
Email Window for Outgoing Messages

Manage Email Messages

In Interaction Desktop, you have two main methods of managing email messages.
e You can use Email views in a single workspace devoted to email messages. These views give you the ability to filter email
messages and arrange the individual views to reflect your workflow.
e You can use My Interactions or workgroup and user queue views along with the Email Window for Incoming Messages and the
Email Window for Email Window for Outgoing Messages.

Related Topics
Email Views
Email Window for Incoming Messages
Email Window for Outgoing Messages
My Interactions
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Add Notes to an Interaction

Use the Notes section in the appropriate interaction window or in the Interaction Information view to add notes or comments about
the interaction.

Note: If you add notes to a chat, the other chat participants do not see these notes. However, these notes are visible to other
CIC client users who are "Listening to" (monitoring) the interaction. For more information, see Monitor a Chat.

l Tip: For information about adding notes to a Call, see View and Edit Interaction Properties. '

To add notes to an interaction:
1. Do one of the following:
e Inthe Email List, select an interaction. In the Interaction Information view, click the Add a Note icon (plus sign).
e In My Interactions, select an interaction. In the Interaction Information view, click the Add a Note icon (plus sign).

e In the Callback window, Chat window, Email window for Incoming Messages, or E-mail Window for Outgoing Messages,
click the Add a Note icon (plus sign).

2. Inthe Notes text box, type your observations or comments and click Add.

Result: One of the following happens:

e Your notes appear in the Notes section of the Callback window, Chat window, or Email windows.
e Your notes appear in the top part of the Interaction Information view.

Related Topics

Respond to a Callback Request

Manage a Chat Session
Working with Chat Sessions

Assign Codes to an Interaction

l Requirements: See Working with Account and Wrap-Up Codes. l

You can assign an Account Code or Wrap-Up Code to an interaction. The Account Code and Wrap-Up Codes drop-down lists contain
the codes defined in Interaction Administrator.
To assign codes to an interaction, do one of the following:

e When working with a callback request, chat, or email interaction, select the appropriate codes in the Interaction Information
view.

l Note: Wrap-Up codes are not used for email message replies or forwarded email messages. '

o [f your Interaction Desktop workspace does not contain the Email Editor, you can select the appropriate Account code in the
Email Window for Incoming Messages or E-mail Window for Outgoing Messages.

e When responding to a callback request, select the appropriate codes in the Callback Window.
e During a chat session, select the appropriate codes in the Chat window.

Note: If Wrap-Up codes are available and you don't assign one during a chat or to an incoming email message, you are
prompted to assign the appropriate code when you end your part of the interaction. Wrap-Up codes are not used for email
message replies or forwarded email messages.

Related Topics

Assign Codes to an Incoming Interaction
Assign Codes to an Outgoing Interaction
Email Editor

Email Window for Incoming Messages
Email Window for Outgoing Messages
Manage a Chat Session

Understanding Account Codes
Understanding Wrap-Up Codes
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Forward an Email Message

ACD-routed email messages appear in My Interactions. You can forward these ACD-routed email messages to another CIC user or
workgroup. If the designated transfer recipient does not pick it up, the CIC server returns the email message to your user queue and
places it on hold.

Note: If the original email message contains an attachment, it automatically remains attached to the email message if you
forward it. However, you can delete the original attachments before forwarding the email message.

Tip: You cannot forward an incoming email interaction until you send or disconnect all the email reply interactions that are
associated with the original email interaction in an E-mail conversation.

To forward an email message:
1. Pick up or reopen an email message.
2. Click the Forward button.

3. Address the email interaction by doing one of the following:

e In any of the address text boxes, type the addresses of the email message recipients, separating each address with a semi-
colon (;).

Tip: In the Email Window for Outgoing Messages, from the View menu, select Cc or Bec to display text boxes
and buttons for Cc and Bcc addresses.

e Click any of the address buttons. In the Add Address dialog box, type all or part of the address in the text box and click
Search. From the results list, select the appropriate address and click Add.

Note: The Add Address dialog box enables you to search for an email address that is configured on your
Exchange server — typically, your company’s employee email addresses.
Add Address =
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4. Optionally, verify the email addresses used in this email message by placing your cursor on one of the addresses in the To or
CC text box and then click Check Names.

l Note: All email addresses are automatically verified before the email message is forwarded. A verified address is I
underlined.

5. Optionally, type a message in the reply area.

Note: If you are appropriately licensed, you can use Response Management and Account Codes, just as you would in an
email reply. For more information, see Use Response Management in an E-mail Message or Assign Codes to an
Interaction.

Also, you can use any of the toolbar buttons to format text, create a hyperlink, and insert an image.
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6. Click the Send button.
7. Do one of the following:
e [f you forwarded the email message from the Email Editor, discard the original email interaction in the Email List.

e |f you forwarded the email message from the Email Window for Outgoing Messages, close the Email windows for the
forwarded email message and the original email message and then disconnect the original email message.

l Note: You can set your Email Configuration to perform these actions automatically. '

Related Topics
Working with E-mail Messages

Monitor an Email Message and Reply

Requirements: See Listen. The Listen right for a user or workgroup queue enables you to see both the original email message
and the reply as it is typed in the Email Editor.

If you have the appropriate rights, you can monitor an email interaction that another CIC client user is handling. You can also view
the email reply.
Some things to note about the process of monitoring an email message or reply:

e |f you monitor an email interaction or an email reply, the number of listeners is indicated in the Email List Lstns column. Or, a
Lsns icon appears on the line containing the interaction in both the agent’s and your own queue views.

' Tip: For more information, see Determine if Someone is Listening to or Recording Your Interactions. '
e The Lsns icon is not removed or the number in the Lstns column does not decrease until you cease to monitor the interaction
by clicking the Listen button a second time or, closing the Email window on your workstation.
e You can stop monitoring an email message or email reply at any time.
e You do not need to monitor the original email interaction in order to monitor the email reply.
e Any notes the agent makes on the original email interaction or the email reply are visible to anyone monitoring the interaction.

Window for Outgoing Messages.

e If you monitor an email reply, you see the complete reply as it is composed. The reply can include text, material incorporated
from Response Management, and attached files. You can even see the selected Account Code if you display the Interaction
Information view. This information is visible even before the reply is sent.

Tip: These notes are visible in the Interaction Information view, the Email Window for Incoming Messages or the Email I

In a typical example, another CIC client user (agent) picks up an email interaction from a workgroup queue. If you have the
necessary rights to listen to (monitor) interactions and to monitor the queue on which the email interaction is appearing, you can
view both the original email message and the email reply.
To monitor an email message and reply:

1. The agent picks up an ACD-routed email interaction.

2. You select the same email interaction from the Email List or the appropriate queue view and click the Listen button.

Result: The original ACD-routed email message appears in the Email Editor or the E-mail Window for Incoming Messages
on your workstation. The number of listeners is indicated in the Email List Lstns column. Or, a Lsns icon appears on the line
containing the interaction in both the agent’s and your own queue views.

3. If the agent decides to reply to the email message, two things happen:
e The agent begins to create a reply in the Email Editor or the E-mail Window for Outgoing Messages.
e An email reply interaction appears in both the agent’s and your Email List or queue view.

Note: An email reply is associated with the original email interaction. You can expand the original interaction
and see the email reply interaction.

4. To monitor the agent’s reply, select the email reply interaction from the Email List or the appropriate queue view and click the
Listen button.

Result: You see the reply as it is typed in your Email Editor or the E-mail Window for Outgoing Messages.

l Tip: You can see the notes the agent makes if you also display the Interaction Information view. '

291



5. The agent sends the email message reply.

6. To stop listening, select the appropriate interactions in the Email List or the appropriate queue view and click the Listen button
again.

l Note: You can stop listening at any point in this process. You do not need to wait until the agent sends the email reply I
message.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics
Determine if Someone is Listening to or Recording Your Interactions
Listen to a Call in a Queue
Working with E-mail Messages

Park an Email Message on Another Person’s Queue
You can park an ACD-routed email message directly on another CIC client user’s extension. This places the email message on hold
on the recipient's My Interactions queue.

This procedure assumes you are transferring calls from My Interactions, but you can transfer calls from any queue you are
monitoring.

To park an email message using the Park on Queue button:
e Select the email message. Select a directory entry and then, on the Directory toolbar, click the Park on Queue button.

Result: The interaction is immediately removed from the Email List, My Interactions or any other queue you are monitoring
and appears in the selected user's queue.

Note: If the Park on Queue button does not appear on your Directory toolbar, see Directory Toolbar Buttons for a list of
available buttons and see Customizing Toolbars for instructions on adding it to your Directory toolbar.

To park an email message using the Transfer dialog box:
1. Select the email message and do one of the following:

e In the Email List or My Interactions, click the Transfer button.
e In My Interactions, right click the email message and choose Transfer from the shortcut menu.

Result: The Transfer dialog box appears.
2. In the Transfer To: field, type all or part of the recipient’'s name or number.

Result: A drop-down list of choices appears.

Tip: If the drop-down list does not contain the contact you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

3. From the drop-down list, do one of the following:

e Select "Dial [your entry] as Digits" to convert a text entry into numbers.
e Select the appropriate contact name and associated extension or phone number.

Result: If the designated transfer recipient is a CIC user, status information appears. It shows whether the transfer recipient
is logged onto the CIC client and is able to accept the transferred email message. This can help you decide what kind of
transfer to use.

4. Click the Park button.

Result: The email message disappears from your Email List or My Interactions and is placed on hold in the recipient’s
gueue so the recipient can select it later.

Related Topics

Monitor Two or More Queues at the Same Time
Park a Call on Another Person’s Extension
Park on Queue Button
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Pick Up or Reopen an Email Message

l Requirements: See Pickup.

You can pick up or reopen an email message from an Email List or My Interactions or you can browse a workgroup queue and pick
up an email message. You may also pick up an email message assigned to someone else, if you determine that a particular
circumstance requires you to do so. Also, an ACD-routed email message may open automatically, if your user information in
Interaction Administrator is configured to Auto-Answer ACD Interactions.

To pick up or reopen an ACD-routed email message:
1. Do one of the following:

e Inthe Email List, select an email interaction.

e Inyour My Interactions queue or any other queue view in which the email interaction is alerting, select the inbound email
interaction.

2. To pick up or reopen the email message, do one of the following:

Double-click the email message.
Click the Pickup button.

Result: One of the following happens, depending on where you selected the email message and the views available in your
Interaction Desktop workspace:

If you selected the email interaction in the Email List, the message appears in the Email Editor.
e The message appears in the Email Window for Incoming Messages.

Related Topics

Assign Codes to an Interaction
Forward an Email Message
Reply to an E-mail Message
Transfer an E-mail Message
Working with E-mail Messages

Print an Email Message

You can print a copy of any email message.
1. Do one of the following:

e When an email message or reply appears in the Email Editor, select File > Print.

e In either the Email Window for Incoming Messages or the Email Window for Outgoing Messages, from the File menu,
choose Print.

2. Inthe Print dialog box, select a printer and specify print options.
3. Click Print.

Related Topics
Working with Email Messages
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Record an Email Message

Requirements: This feature may or may not be available to you, depending on the licenses and rights assigned to you in
Interaction Administrator. See Requirements for Snippet recordings.

You can use the Snip button to make a recording that is stored in the CIC database. Snippet recordings of email interactions are
available only if your CIC administrator separately enables this feature. Snippet recordings of email interactions are not available by
default.

Note: Ad-hoc recordings of email interactions are not supported. Snippet recordings of email interactions are available only if
your CIC administrator separately enables this feature.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Recording an Email Message

You can record either or both the incoming email interaction and your reply or forwarded email message. Some special
considerations and limitations apply to snippet recordings of email interactions. For more information, see Snippet recordings of

Email messages.

Tip: The Snip button does not appear on the Queue Control toolbar, Email Window for Incoming Messages, Email Window for
Outgoing Messages, or the Interaction Properties dialog box by default. Your CIC administrator can add this button via a client
template. Or, if you have the appropriate rights and license you can add it. For information about adding toolbar buttons, see

Customizing Toolbars, Configure Email Windows, and the Interaction Properties Dialog box.

1. Select and pick up the incoming email interaction (parent).

2. (Optional) To record the incoming email interaction click Snip in the Queue Control toolbar, Email Window for Incoming
Messages, or the Interaction Properties dialog box.

Result: A snippet recording is made of the incoming email interaction. All of the text in the original email interaction is
included in the snippet recording.

3. In the Email Window for Incoming Messages, click Reply, Reply All, or Forward.
4. (Optional) To record the reply or forwarded email message, in the Email Window for Outgoing Messages, click Snip.

Result: A snippet recording is made of the reply or forwarded email message. Again, all of the text in the reply or forwarded
email interaction is included in the snippet recording.

5. Send the reply or forward the email.
| Important: The Snippet recording of this reply or forwarded email is not saved until you click Send. l

6. Ensure that any email reply or forwarded email is disconnected before you disconnect the original email interaction.

Related Topics
Determine if Someone is Listening to or Recording Your Interactions
Email Window for Incoming Messages
Email Window for Outgoing Messages

Interaction Properties Dialog Box
Queue Control Toolbar Buttons

Reply to an Email Message

' Warning: In the current CIC client release, you cannot send an encrypted reply to a secure email message. '

The tools available to you when replying to an ACD-routed email message depend on the format of the original email. The
instructions in this topic apply to all email message replies. If the original ACD-routed email message is formatted using HTML,
additional tools are available to you when composing your reply. For more information, see Reply to an HTML E-Mail Message.
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E-mail Conversation

An email reply interaction can be associated with the original incoming email interaction in an Email Conversation.

Note: If you have the appropriate rights and your CIC administrator enabled the Threaded Email feature, you can see a list of all

email messages that are related to one another. Related email messages have the same Conversation ID. For more
information, see Use the Conversation History Tab.

Some important things about this relationship include:
e More than one email reply can be associated with the original incoming email interaction.
e You can expand the original incoming email interaction to view the associated outgoing email interactions.

Email conversation in a queue view

y E& My Interactions | T Marketing | 5 Voicemail | &% Call History |
Queue MName State MNumber Subject Interaction Id Attachments
4 [34] Marketing Email Conversation Held Rui.Liu@inin.com Need help with updat... 1001465336
L—) Marketing  Joe.Smith@gmail.com Rui.Liu@inin.com Need help with updat... 1001466339

>4 Marketing From: apollo_user Held apollo_user@dev2000.com How do I read this log? 1001465337

Email conversation in an Email List

[z Email List - X
| Search interactions list ":k|
| I | i | O | From Subject Queue Duraticn State
< Liu, Rui marketing test 2 Marketing 36 Days 22:32:40  Held
b B4 apollo_user Marketing: Test Marketing 36 Days 22:32:40  Held
A [ Tasker, Moreen  Marketing Marketing 1:55:03 Held
€ apollo_user RE: Marketing Marketing 0:50:59 Connected
“ | m 3
Pickup Hold Transfer Discard E

e An email reply interaction disconnects automatically when you click Send.
e You must disconnect the original incoming email interaction manually.

Tip: All of the associated outgoing email interactions must be disconnected or transferred before you can disconnect

l the original incoming email interaction.

To reply to an email message:
1. Pick up or reopen an ACD-routed email message.

Result: Depending on where you selected the email message and the views available in your Interaction Desktop

workspace, the email interaction appears in the Email Editor or the Email Window for Incoming Messages.
2. Click Reply, Reply All or Forward.

Note: Responses to messages sent with an alternate "Reply-To" address are delivered to that address. If you select
Reply All, replies are delivered to the "Reply-To" address and all of the original recipients, but not to the sender’s original

address.
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Result: A new outbound interaction appears in the Email List or the appropriate queue view and is associated with the
incoming interaction as part of an Email Conversation.

3. Optionally, add addresses by doing one of the following:

e Inthe To text box, type the addresses of the email message recipients, separating each address with a semi-colon (;).

e Click the To button. In the Add Address dialog box, type all or part of the address in the text box and click Search. From the
results list, select the appropriate address and click Add.

Note: The Add Address dialog box enables you to search for an email address that is configured on your
Exchange server — typically, your company’s employee email addresses.

o &

Add Address
n | Search

Migel Greene
Migel Griffin
Migel Hall
Migel Davis
Migel Diaz
Migel Dion
Migel Duncan
Migel Dunn
Migel Edwards
Migel Elliott
Nigel Elis [

]

Add || Close ]

Tip: You can copy and paste addresses from the email reply address fields to a third-party CRM system, if you need to
look up customer records by email address.

4. Optionally, verify the email addresses used in this email message. Place your cursor on one of the addresses in the To or CC
text box and do one of the following:

e Click Check Names.
e Inthe Email Window for Outgoing Messages, from the Actions menu, choose Check Names.

' Note: All email addresses are automatically verified before the reply is sent. A verified address is underlined.

5. Type a message in the reply area.

see Use Response Management in an E-mail Message and Assign Codes to an Interaction.

6. Optionally, spell check your reply by selecting a language from the Spell check language drop-down list, then clicking the Spell
Check button.

l Note: If you are appropriately licensed, you can use Response Management and Account Codes. For more information,

Note: You can configure the CIC client to spell check email messages automatically. For more information, see Email
Configuration.

Result: If any misspelled words are detected, the Spell Check dialog box appears. Select the appropriate button and
continue the spell check until all of the reply is checked.

7. Optionally, attach a file to the email message by doing one of the following:

l Tip: Press and hold Shift to select and attach multiple files.

l Note: Your system administrator configures the size limit for files you attach to an outgoing email message.

e |nthe Email Editor, click the Attach button.
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e Inthe Email Window for Outgoing Messages, from the File menu, choose Insert Attachment. Or, if available, click the
Attached button.

| Note: The Attached button in the Email Window appears only after you use File > Insert Attachment to attach at I
least one file.

8. Optionally, to save the sender’s original attachments to a directory you choose, do one of the following:
e Inthe Email Editor, right click next to name of the attached file and select Save as or Save All.
e In the Email Window for Outgoing Messages, from the File menu, select Save Attachments.

9. Optionally, add notes to the email message.

' Tip: For more information, see Add Notes to an Interaction. l

10. Optionally, do one of the following to save this email message without sending it:

e In the Email List, select the email message and click Hold.
e Close the Email Window for Outgoing Messages to save this email message as a Held interaction.

Result: The email message is not sent, but is saved as a Held interaction in the appropriate workgroup queue. You
can pick up this interaction later, make any necessary changes or additions and then send it.

Note: In the Email Window for Outgoing Messages, you can click File > Save response to save your work to this
point. The email interaction remains Connected.

11. To send the email response, do one of the following:

e Click the Send button.
e Inthe Email Window for Outgoing Messages only, from the Actions menu, select Send Email.

Result: The email reply message is sent to the addressees. The interaction representing the reply disconnects.

Tip: The Email Window for Outgoing Messages closes automatically, if you select the No longer show email after
sending option in Email Configuration.
l Note: The original ACD-routed email interaction does not disconnect automatically. '

12. Select the original ACD-routed email interaction and click Disconnect.

Tip: The Email Window for Incoming Messages closes automatically when you click Disconnect, if you select the No
longer show email after disconnecting option in Email Configuration.

Related Topics

Reply to an HTML E-Mail Message
Working with E-mail Messages

Reply to an HTML Email Message

If the ACD-routed email message you received was formatted using HTML, you have the option of using text formatting tools in
your email reply. You can also embed an image or include a hyperlink in your reply. In every other way, replying to an HTML email
message is the same as replying to a plain text email message.

Format Text

Both the Email Editor and the Email Window for Outgoing Messages include a text formatting toolbar.

Important: If you do not display the Email Editor, you can use the Email Window for Incoming Messages and Email Window for
Outgoing Messages to view and respond to your email messages.

The Email Editor includes a text formatting toolbar.
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1 Font Use the font controls to bold, underline or italicize selected text. You can also select text color, font
and size.

l Note: Font selection and size default from those you last used.

2 Insert Link Use the hyperlink control to create a working hyperlink in your email reply.

3 Upload Image Use the image control to insert a picture in your email reply. You can insert an image from your local
drive or insert a URL pointing to the image's location.

Tip: Drag and drop an image into an HTML email reply or cut and paste an image from the
Windows clipboard. Resize an image by selecting it and dragging any of its edge controls.

4 Paragraph Use the paragraph controls to set left, right and center text alignment. You can also create bulleted or
numbered lists.

5 Text Indent Use text indent controls to increase or decrease the space between the selected text and the left
margin.
6 Undo and Use the Undo and Redo controls to reverse the last change you made to your reply or to reverse an
Redo Undo action.

7 Spell Checker Check your spelling before sending an email message.

Note: You can configure the CIC client to spell check email messages automatically. For more
information, see Email Configuration. To install and manage the spelling dictionary, use Microsoft
Word.

Create a Hyperlink

You can include a working hyperlink to a webpage in your email reply.
1. Click the Insert Link toolbar button.

Result: The URL dialog box appears.
2. Inthe URL text box, type the URL for a webpage.

Result: The URL text defaults to the Text box.
3. Optionally, in the Text box, replace the URL with a word or phrase to appear as the hyperlink text.
4. Click Insert Link.

Insert an Image

To insert an image:
1. Place your cursor in the email reply at the point where you want the image to appear.
2. Insert an image in-line by doing one of the following:
e Click the Upload Image toolbar button. Locate an image on your workstation and click Open.
e Insert Image URL toolbar button. In the text box, type the URL for the image and click Insert Image.
e Copy and paste an image from the Windows clipboard.
e Drag and drop an image file.

Result: The selected image appears in the email reply message.
4. Optionally, resize the image by selecting and dragging a corner.

Drag and Drop

You can drag and drop images, text, and files to your HTML email replies.
e Images and text from Web browsers, Microsoft Word, Microsoft Outlook and Word Pad are incorporated in your reply.
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' Note: In plain text email replies, text appears as plain text, but image files are not copied. '

e Image files from Windows Explorer appear inline, while text files become attachments.

' Note: In plain text email replies, both image files and text files become attachments. '

Related Topics

Assign Codes to an Interaction

Email Editor

Email Window for Outgoing Messages

Pick Up or Reopen an Email Message

Reply to an Email Message

Secure Email Messages

Use Response Management in an Email Message
Working with Email Messages

Send an Email Message

There are several ways you can send email messages to addresses associated with your directory entries.

Note: This feature makes it convenient to send email messages to people and businesses represented by directory entries. It
requires that you have a correctly-configured email program installed on your system. This feature is completely separate from
the management of ACD-routed mail. E-mail messages sent using your default email program are not considered interactions
and are not counted in Customer Interaction Center reports and statistics. For information about sending an email message
that is counted as an interaction, see Start an E-mail Interaction.

To send an email message:
e Select a directory entry and click the appropriate Send email button on the Directory toolbar.
e Click any available email address hyperlink in a directory entry.
e Right-click a directory entry and select Send Email (Home) or Send Email (Business), if available.

Result: An email address for the selected directory entry appears in the "To" line of a new email window in your default
email program.

Note: You can configure which Send email buttons appear on your Directory toolbar. For information about adding buttons to a
toolbar, see Customizing Toolbars. The toolbar button is unavailable if this email address is not available for the selected
Directory entry.

Related Topics

Directory Toolbar Buttons
Start an E-mail Interaction
Using the Directory Toolbar
View and Edit Directory Entries

Start an Email Interaction

Requirements: You need an ACD Access License associated with the E-mail interaction type in order to work with email
messages. Also, in order to send an email interaction, you must be a member of a workgroup configured with an outbound
email mailbox. You also need the View User Queues or Modify User Queues right to your own user queue. For more
information about licensing and workgroup configuration, see your CIC administrator.

An outbound email interaction is an email message you send on behalf of a workgroup. It can be included in Customer Interaction
Center reports and statistics. Additionally, as an interaction, it could be processed by any custom email handlers that are added to
your Customer Interaction Center installation.

Important points to consider:

e Sending an outbound email interaction is not the same as replying to an ACD-routed email message sent to a workgroup
mailbox. You are initiating the interaction, not responding. For more information about responding to an ACD-routed email, see
Reply to an E-mail Message.

e A reply to an outbound email interaction is addressed to the appropriate workgroup mailbox and is routed as an ACD
interaction. A reply would first appear in the appropriate workgroup queue and then be ACD-routed to My Interactions.
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e You can use a CIC client directory entry to address an email message, but send the message using your default email program.
This is not an email interaction and is not counted in Customer Interaction Center reports and statistics. For more information,

see Send an E-mail Message.

To start an email Interaction:
1. Do one of the following:

e Click File > New > Email Interaction.
e Right-click a directory entry and select New Email Interaction (Business) or New Email Interaction (Home), if available.

Tip: You can also use a CIC client directory entry to address an email message, but send the message using your
default email program. Using your default email program does not create an interaction. For more information, see

Send an E-mail Message.

2. If you belong to more than one workgroup or a workgroup configured with one or more outbound mailboxes, select the
appropriate workgroup and mailbox from the Create New Email Interaction dialog box and click OK.

K= Create Mew Email Interaction

(On Behalf Of:  Administration

=-#% CompanyOperator
- apollo_user

--Fad apollo_user
=-4% Marketing

- Jad Apollo_User
- Apollo_User

- #% Support
--Fad apollo_user

--Fd apollo_user

| ok | | cancel

3. Optionally, add addresses by doing one of the following:

e Inthe To text box, type the addresses of the email message recipients, separating each address with a semi-colon (;).

e Click the To button. In the Add Address dialog box, type all or part of the address in the text box and click Search. From the
results list, select the appropriate address and click Add.

Note: The Add Address dialog box enables you to search for an email address that is configured on your
Exchange server — typically, your company’s employee email addresses.
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4. Optionally, verify the email addresses used in this email message. Place your cursor on one of the addresses in the To or CC
text box and do one of the following:

e Click Check Names.
e Inthe Email Window for Outgoing Messages, from the Actions menu, choose Check Names.

' Note: All email addresses are automatically verified before the message is sent. A verified address is underlined. '

5. Optionally, type a message description in the Subject text box.

Note: Subject is limited to 1024 characters in the CIC client. However, many email clients have much smaller limits so
the recipient may see a truncated subject line.

6. Type a message.

Note: If you are appropriately licensed, you can use Response Management and Account Codes, just as you would in an

email reply. For more information, see Use Response Management in an E-mail Message or Assign Codes to an
Interaction.

Also, the E-mail Window for Outgoing Messages used for initiating an email interaction enables you to format text,
create a hyperlink, and insert an image just as you would when replying to an HTML email message. For more

information, see Reply to an HTML E-Mail Message.

7. Optionally, spell check your reply by selecting a language from the Spell check language drop-down list, then clicking the Spell
Check button.

Result: If any misspelled words are detected, select the appropriate button and continue the spell check until all of the reply
is checked.
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Tip: You can configure the CIC client to spell check email messages automatically. You also can select the languages

l used for spell checking. For more information, see Email Configuration.

8. Optionally, attach a file to the email message by doing one of the following:

' Note: Your system administrator configures the size limit for files you attach to an outgoing email message.

e Inthe Email Editor, click the Attach button.

e Inthe Email Window for Outgoing Messages, from the File menu, choose Insert Attachment. Or, if available, click the

Attached button.

Note: The Attached button in the Email Window appears only after you use File > Insert Attachment to attach at

| least one file.

9. Optionally, add notes to the email message.

' Tip: For more information, see Add Notes to an Interaction.

10. Optionally, do one of the following to save this email message without sending it:
e In the Email List, select the email message and click Hold.

e Close the Email Window for Outgoing Messages to save this email message as a Held interaction.

Result: The email message is not sent, but is saved as a Held interaction in the appropriate workgroup queue. You
can pick up this interaction later, make any necessary changes or additions and then send it.

Note: In the Email Window for Outgoing Messages, you can click File > Save response to save your work to this

| point. The email interaction remains Connected.

11. To send the email response, do one of the following:

e Click the Send button.

e Inthe Email Window for Outgoing Messages only, from the Actions menu, select Send Email.

Result: The email message is sent to the addressed recipients.
12. If necessary, close the Email window for this interaction.

' Note: You can set your Email Configuration to perform this action automatically.

Related Topics
Reply to an E-mail Message
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Transfer an Email Message

ACD-routed email messages appear in My Interactions or a workgroup queue. You can transfer these ACD-routed email messages
to another user or workgroup. If the designated transfer recipient does not pick it up, the CIC client returns the email message to
the workgroup queue.

Tip: You cannot transfer an incoming email interaction until you send or disconnect all the email reply interactions that are
associated with the original email interaction in an E-mail conversation.

Note: If the original email message contains an attachment, it automatically remains attached to the email message if you
transfer it. You cannot delete original email message attachments.

To transfer an email message using a directory:
1. Do one of the following:

e Inthe Email List, select an email interaction.
e Inyour My Interactions queue or any other queue view in which the email interaction appears, select the email interaction.

2. Right-click a name in a directory. From the shortcut menu, select Selected Interaction and then click Transfer.

To transfer an email message using the Transfer dialog box:
1. Do one of the following:

e Inthe Email List, select an email interaction.
e Inyour My Interactions queue or any other queue view in which the email interaction appears, select the email interaction.

2. Click the Transfer button.

Result: The Transfer dialog box appears.
3. Inthe Transfer To: text box, type all of part of the recipient’'s name or number.

Result: A drop-down list of choices appears.

Requirements: Search Station Queues and Search Workgroup Queues Access Control rights determine which station
and workgroup queues are available as transfer targets.

Tip: If the drop-down list does not contain the appropriate recipient, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

4. From the drop-down list, do one of the following:

e Select "Dial [your entry] as Digits" to convert a text entry into numbers.
e Select the appropriate name and associated extension number.

Result: Status information for the selected CIC user or current statistics for the selected workgroup appear.
5. Click the Transfer button.

Related Topics
Working with E-mail Messages
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Use Response Management in an Email Message

l Requirements: See Working with Response Management for information about required rights. l

You use stored responses to avoid typing the same information over and over again. You can search for a stored response and
insert it in an email reply or a forwarded email message.

To use a stored response when replying to or forwarding an email message:
1. Do one of the following:

In the Response Management view, search for and then select an appropriate response. Click Insert.

In the Email Editor or the E-mail Window for Outgoing Messages, in the reply area, type the response shortcut and press
Ctrl+Space.

I Tip: For more information, see Use a Response Shortcut. l
In the E-mail Window for Outgoing Messages, expand the Favorite Responses section and double-click a favorite response.

or the Responses section. For more information, see Search for a Response.

| Tip: You can use full-text searching by entering terms in the Search text box in the Response Management view l

Result: The response is inserted in the email message.

If the response is a file, an Attached box appears and displays the name of the attached file. A progress bar appears while a
large file is being attached.

If the response is a message, the text appears in the email response section. When you use a stored response created with
the Inherited font, it adopts the font and font characteristics (size, color, and so on) of the text immediately preceding it in
your email message. However, when you insert a response that has a selected font and other font characteristics, then the
stored response appears as originally formatted. For more information, see Create Personal Responses.

Note: To use the information indirectly when composing a reply to an email message, click the Preview button
for a selected Response.

2. Make any necessary changes or additions and then click Send.

Note: For more information about replying to ACD-routed email messages, see Reply to an E-mail Message and Send an
E-mail Message.

Related Topics

Search for a Response
Use Response Management for an Incoming Interaction
Working with E-mail Messages

304



Use Response Management for an Incoming Interaction

l Requirements: See Using Response Management for information about required rights. l

When you respond to a callback request, you can use Response Management to look up information and then relay it verbally. When
you evaluate a callback request or read an ACD-routed email message, you can incorporate stored text in the Notes section.
To use Response Management in an incoming interaction:

1. Do one of the following:

e Inthe Response Management view, search for and then select an appropriate response.

e Inthe Callback window or E-mail Window for Incoming Messages, expand the Responses section and search for an
appropriate system-wide response.

e Inthe My Responses Window, use the Navigation Pane or other navigation aids to locate a personal response or system-
wide response.

' Tip: For more information, see Search for a Response. '

2. Do one of the following:

e View the information in the response and use it indirectly when responding to the Callback Request or researching your
reply to an email message.

e Copy and paste the information from the response to the Notes section of the Callback window or E-mail window for
Incoming Messages.

Related Topics
Search for a Response
Use Response Management in an Email Message
Working with Callback Requests
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Working with Faxes

l Requirements: You need the TIFF Faxes Security right to receive faxes as TIF files attached to email messages. l

With the CIC client, you receive faxes in the same place you receive email messages. Any time a caller sends a fax to you, the fax is
attached to an email message and sent to your email account.

Faxes are managed in one of these ways in the CIC client:
o |[f Interaction Fax is installed on your workstation, you use the Interaction Fax viewer to view, edit, print, compose and send fax
documents. You receive faxes as I3F files.
o |[f Interaction Fax is not installed on your workstation, you can receive faxes as TIF files and use the default application set up in
Windows for TIF files to view and print faxes.

Related Topics

Fax Viewer List View

Open a Fax From Your Inbox
Send a fax

Use the Fax Viewer List View

Open a Fax From Your Inbox

You can open a fax from your email program Inbox. You can forward the fax to another person, just as you would any other email
message. You can also set alerts for new fax messages.

Faxes can be managed in one of two ways depending on whether Interaction Fax is installed on your workstation. For more
information, see Working with Faxes.

To open a fax from your Inbox:

1. Open your email Inbox.
2. Open the email message containing the fax message.
3. Double-click the attached fax.

Result: One of the following happens:

e |[f Interaction Fax is installed on your workstation, it opens and displays the fax.

Note: Use Interaction Fax to view, edit, export, annotate or print the fax. For more information, see the
Interaction Fax Help.

e |[f Interaction Fax is not installed on your workstation, the default application set up in Windows for TIF files displays the fax.

Note: The CIC administrator must configure your User rights in Interaction Administrator to enable you to
receive faxes as TIF files. Contact your CIC administrator if you do not have Interaction Fax installed and your
faxes are not being attached to your email messages as TIF files.

Related Topics
Working with Faxes

Use the Fax Viewer List View

You can create a Fax View List view in the CIC client that enables you to view a list of all the current faxes in your Inbox. The Fax
Viewer List view simplifies locating and managing faxes.

Note: Before you can use the Fax Viewer List view, you must make it available as a view in the CIC client. For more information,
see Fax Viewer List.
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To view faxes using the Fax Viewer List:

Do one of the following in the Fax Viewer List view:
e Double-click a selected fax.
e Right-click a selected fax and, from the shortcut menu, select View.
e Select a fax and click the Open this Fax button (magnifying glass).

Result: Interaction Fax displays the selected fax.

Note: In Interaction Fax, you can edit, save, send, annotate or print the fax. Interaction Fax has its own Help system that
includes instructions for all of these operations.

To update the Fax Viewer List:

If you delete faxes directly from your email program (e.g., Microsoft Outlook, Microsoft Outlook Express, Lotus Notes, etc.), refresh
your Fax View list to synchronize it with your email Inbox.
To ensure that all your current faxes appear in the list, do one of the following:

e Click the Refresh the List button (green arrows).
e Right-click anywhere in the Fax Viewer list and, from the shortcut menu, select Refresh List.

To delete a fax:

e To remove a fax from the Fax Viewer List and also from your email Inbox, right-click a selected fax and, from the shortcut menu,
select Delete. In the Confirm Delete dialog box, click Yes.

l Note: The selected fax is not removed from your email Inbox until you refresh the list. '

To save a copy of a fax:

e To save a copy of the fax to a location you select, right-click on a fax and, from the shortcut menu, select Save As. In the Save
Fax As dialog box, browse to the desired location, type a File name and click Save.

Note: The fax is saved in I3F format and can be opened using Interaction Fax. You can save faxes in TIF format in
Interaction Fax.

To delete a copy of a fax:

e To delete a copy of a fax that you previously saved to a location on your workstation or network, right-click a fax and, from the
shortcut menu, select Remove Local Copy.

' Note: This option is disabled if you haven't previously saved a local copy of the selected fax. '

Related Topics

Fax Viewer List
Open a Fax From Your Inbox
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Send a Fax

If Interaction Fax is installed on your workstation, you can send a fax from any Windows application that allows printing.

Note: Your call privileges determine whether you have adequate permission to send a fax, not the fax station’s call privileges.
For example, if FaxStation 1 has long-distance privileges, but you do not, you would be unable to send a long-distance fax using
FaxStation 1. The CIC administrator determines call privileges. If you have questions regarding your call privileges, contact the

CIC administrator.

To send a fax:
1. Open the Windows application and create the fax.
2. From the Windows application, print the fax.
3. Select Interaction Fax as the printer and click OK to print the fax.

' Tip: If you are printing a PDF to Interaction Fax, be sure the option, Print to File, is not selected.

Result: The document is converted to a fax and appears in Interaction Fax.
4. Do one of the following:
e Inthe Interaction Fax toolbar, click the Send Fax icon.
e From the File menu, click Send Fax.

Note: You may be prompted to log on the first time you send a fax during each session. If so, just enter your logon
password and click OK.

5. Inthe Send Fax dialog box, fill in the appropriate Recipients fields and click Send.

' Note: Consult the Interaction Fax Help which contains complete instructions for sending faxes.

6. After sending the fax, from the File menu, click Exit.

Related Topics

Open a Fax From Your Inbox
Working with Faxes

Fax Viewer List View

l Requirements: You must install Interaction Fax on your workstation in order to display the Fax Viewer List view.

The Fax Viewer List view provides a convenient place for you to see all the faxes that have been delivered to you by Customer

Interaction Center. You can use this view to review, delete, save, or remove copies of your faxes. The Interaction Fax Viewer opens

and displays the faxes selected from this view. For more information, see Use the Fax Viewer.

Note: If your faxes are stored on the server in FBMC mode (File Based Mail Connector) instead of being delivered as email
message attachments, you must create a Fax Viewer List view in order to view faxes. Otherwise, the Fax Viewer List view is
optional.

To display the Fax Viewer List view:

1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Unified Messaging.

2. Inthe Views list, select Fax Viewer.
3. Click OK.

Result: The Fax Viewer List view appears.

Related Topics
Add or Close Views

Customizing the interface
Use the Fax Viewer List View
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Working with Generic Objects

Understanding Generic Object Routing

Some companies may incorporate tasks specific to their organization into the CIC client, and may implement the ability to route
these ACD queue objects to agents or users within a workgroup. While most interactions (phone calls, emails, chat sessions, and
so on) generally involve communication between two or more people, generic objects are more task-based, unlike interactions that
require some type of contact with another person.

For example, a generic object may include a request to author a knowledge base entry, a loan application for processing, a CRM
ticket, and more. Just as with any other interaction, you can pick up, transfer, disconnect, request assistance with, or place on hold
generic objects. Supervisors may view the status of individual tasks and team members through Interaction Supervisor.

Note: Your company may or may not implement this feature. If you have questions about sending and receiving generic objects,
or tasks other than working with interactions within the CIC client, see your system administrator for details.
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Interaction Optimizer

Requirements: Only agents with the appropriate licenses and rights can use Interaction Optimizer. Consult your CIC
administrator if you have questions about licensing.

Interaction Optimizer is a Workforce Management (WFM) application that enables administrators to effectively schedule resources.
Interaction Optimizer is an optional component of Customer Interaction Center (CIC).

Interaction Optimizer provides these main features:

e Demand Forecasting

Administrators can determine the demand for agents with interaction volume forecasting based on historical ACD data and
head count forecasting based on simulations or Erlang calculations.

e Schedule Generation

Administrators can generate schedules based on forecasted demand and available resources.
o Schedule Administration

The administrator can analyze and modify generated schedules when necessary.
e Time-Off Requests

Agents can submit time-off requests and Supervisors can review and process these requests.
o Real-Time Adherence

Supervisors can track agent compliance to scheduled activities and also review and process adherence exceptions.
e Agent Schedule Preferences

Agents can indicate the days and times when they prefer or prefer not to work and also at what times they prefer meals and
breaks.

l Note: Interaction Optimizer administrative features are available in IC Business Manager. '

Accessing Interaction Optimizer Features

Interaction Optimizer features for agents are available in the CIC client. This section describes the rights and licenses required to
access the Interaction Optimizer features.

Administrative Features

These features are available for Supervisors or Administrators in IC Business Manager.
e Demand Forecasting
e Schedule Generation
e Schedule Administration
o Time-Off Request Management
e Real Time Adherence Management (Tracking agent compliance to the schedule)

Agent Features and Requirements

Agents can use the CIC client for the following features, if they have an Interaction Optimizer Schedulable license and meet the
other requirements.

Note: Interaction Optimizer is enabled only if your CIC system has the appropriate feature licenses. You can use Interaction
Optimizer features only if you have the appropriate Optimizer user license and rights. For more information, see the Interaction
Optimizer Technical Reference.
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Feature

Other Requirements

Display your schedule

View Plug-ins Access Control right

Configure schedule
preferences

Agent can specify schedule preferences Interaction Optimizer Security right

Bid on preferred schedules

Agent can bid on schedules Interaction Optimizer Security right

See the ranking of your
schedule bid

Agents can see rank and the Agent can see relative rank Interaction Optimizer Security rights

Submit time-off requests

Agent can submit time off Interaction Optimizer Security right

Also, the agent must belong to an Optimizer Scheduling Unit and be assigned to a Shift
Definition.

Note: Administrators configure Scheduling Units and Shift Definitions in Interaction
Center Business Manager.

Related Topics
Displaying Your Schedule
Schedule Adherence
Using the My Schedule View

Working with Your Schedule
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Interaction Optimizer Web Application

Interaction Optimizer is also available as a web-based browser application. Your CIC administrator can configure your system to
display the Interaction Optimizer web application inside the CIC client My Schedule view. This replaces the standard CIC client My
Schedule view.

l Note: Shift Trading is available from inside the CIC client only in the embedded Interaction Optimizer browser application.
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1 CIC client My Schedule view

2 Interaction Optimizer web application embedded in the CIC client My Schedule view.

3 | CIC client Optimizer menu

If you have the embedded Interaction Optimizer web application, you can still use the CIC client Optimizer menu to
manage Time Off Requests, Schedule Preferences, and Schedule Bidding. See the CIC client help for information about
using the Optimizer menu.

4 | CIC client Help menu

5 | Click the help icon in the Interaction Optimizer web application to learn how to use this embedded version to view your
schedule, submit time-off requests, or trade shifts with other agents.
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Optimizer Settings

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

You control the colors used for each type of activity in the My Schedule view. You can set other options that affect the schedule
display and the speed at which it loads. Also, you can enable schedule reminders and configure how far in advance the reminder
occurs.

Note: Optimizer configuration settings apply to the standard My Schedule view. These configuration settings do not apply if you
display the Interaction Optimizer web application inside the My Schedule view. For more information, see Interaction Optimizer

Web Application.

The Optimizer Settings node enables you to set the following options:
e General Optimizer Settings

e Activity Settings
e Preference Colors

Related Topics
Working with Your Schedule

Optimizer General Settings

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

Note: Your CIC administrator controls whether you can alter configuration settings. For more information, see Understanding
the Configuration Dialog Box.

Optimizer general settings enable you to control the appearance and scope of your Optimizer Schedule.
To configure general Optimizer settings:
1. Do one of the following:

e Inthe My Schedule view, click the Options toolbar button.
e Inthe Configuration dialog box, click the Interaction Optimizer Settings node.

2. In the Optimizer Settings property details pane, click the General tab.
3. Complete the settings as described below or click Reset to default to return all settings to default values.
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Daily start time
Daily end time

Set the start and end times for the time axis in the My Schedule view.

Note: In right to left languages, AM or PM precede these times in a
HH:MM:SS format.

First day of week

Select the first day of the week used in both the Week and Month views
in the My Schedule view.

Months of past schedules to load
Months of future schedules to load

Select the number of past and future schedules to load when the My
Schedule view is displayed.

Tip: Limiting the number of schedules loaded can shorten the time
it takes to display your schedule.

Warning background color

Select the Warning background color check box and click the Change
Color button to select a different background color for the Current
activity based on status text box in the My Schedule view.

Note: If your current status does not correspond to the activity for
which you are currently scheduled, you are alerted by a change in
background color in this text box. For more information, see
Schedule Adherence for details.

Republished dates color

Select the Republished dates color check box and click the Change
Color button to select a color to indicate republished schedules in the
My Schedule view.

l Note: For more information, see Republished Schedules for details. '

Activity Name Format

Select whether to display the activity name or description or both in the
My Schedule view.

Note: Your schedule administrator can enter an extended
description for selected activities in the published schedule. This
option enables you to display these descriptions, or choose not to
do so.

Fill in activity display with color

Select this check box to use the selected activity color as the
background for the time slot occupied by the activity.

Clear this check box to use the activity color only on the left edge of the
time slot occupied by the activity.

information, see Optimizer Activity Settings.

l Note: You can select the colors used for activities. For more l

4. Click Apply to save your selections and apply them to the My Schedules view.

5. Click OK to close the Configuration dialog box.

Related Topics

Optimizer Settings
Optimizer Activity Settings
Optimizer Preference Colors
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Optimizer Activity Settings

Note: Your CIC administrator controls whether you can alter configuration settings. For more information, see Understanding
the Configuration Dialog Box.

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

Optimizer Activity Settings enable you to select the color used for activity in the My Schedule View. Also, you can enable schedule
reminders and configure how far in advance reminders occur for each activity.

To configure Optimizer activity settings:

1.

Do one of the following:

e Inthe My Schedule View, click the Options button.
e Inthe Configuration dialog box, click the Interaction Optimizer Settings node.

In the Optimizer Settings property details pane, click the Activity Settings tab.
To change the colors used for an activity:

Tip: Another setting controls whether the activity color is used as the background for the time slot occupied by the
activity or appears only on the left edge of the time slot. For more information, see Optimizer General Settings.

a. Do one of the following:

e Select the check box for one or more activities.

e Select the Select / unselect all check box to select all activities.

e Clear the Select / unselect all check box to clear all activity selections and pick again.
b. Click Change Color.
c. Inthe Color dialog box, do one of the following:

e From the Basic colors palette or the Custom colors palette, select a color.

e Click Define Custom Colors >>. Click the color swatch to change the Hue and saturation (Sat), and then move the slider
in the color gradient to change the luminescence (Lum). Click Add to Custom Colors.

d. Click OK.

To restore the default color of an activity or selected activities to the default color setting:

a. Select one or more activities, as described in the previous step.

b. Click Reset to Default.

To control whether you are reminded in advance of scheduled activities, do one of the following:

e To enable schedule reminders, select the Enable check box.
e To disable schedule reminders, clear the Enable check box.

To configure how far in advance of a schedule activity a reminder occurs, do one of the following:

e Select one or more activities and then from the Reminder drop-down list, select an interval.
e Select one or more activities and click Reset to default.

Click Apply to save your selections.
Click OK to close the Configuration dialog box.

Related Topics

Optimizer Settings
Optimizer General Settings
Optimizer Preference Colors
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Optimizer Preference Colors

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

Note: Your CIC administrator controls whether you can alter configuration settings. In particular, the administrator must grant
you the right to specify schedule preferences in order for you to select Optimizer preference colors. For more information, see

Understanding the Configuration Dialog Box.

You can select the colors used when you indicate your schedule preferences in the Schedules Preferences dialog box.
To configure Optimizer preference colors:

1. Do one of the following:

e Inthe My Schedule view, click the Options button.
e Inthe Configuration dialog box, click the Interaction Optimizer Settings node.

2. Inthe Optimizer Settings property details pane, click the Activity Settings tab.
3. To change the colors used for an activity:
a. Do one of the following:
o Select the check box for one or more activities.
o Select the Select / unselect all check box to select all activities.
o Clear the Select / unselect all check box to clear all activities selections and pick again.
b. Click Change Color.
c. Inthe Color dialog box, do one of the following:

e From the Basic colors palette or the Custom colors palette, select a color.

e Click Define Custom Colors >>. Click the color swatch to change the Hue and saturation (Sat), and then move the slider
in the color gradient to change the luminescence (Lum). Click Add to Custom Colors.

d. Click OK.

4. To restore the default color of an activity or selected activities:
a. Select one or more activities, as described in the previous step.
b. Click Reset to Default.

5. Click Apply to save your selections.
6. Click OK to close the Configuration dialog box.

Related Topics

Optimizer Settings

Optimizer Activity Settings
Optimizer General Settings
Working with Schedule Preferences

Optimizer Schedule Bidding Settings

Interaction Optimizer: Only agents with the appropriate licenses can see their work schedules in the CIC client. Also, your CIC
administrator must enable your "Schedule Bidding" Optimizer Security setting. For more information, see Interaction Optimizer
for more details.

Note: Your CIC administrator controls whether you can alter configuration settings. For more information, see Understanding
the Configuration Dialog Box.

These configuration settings enable you to reuse your previous settings in the Schedules for Bidding Dialog Box, determine whether
you are notified when a bidding window opens and when it is about to close.

1. Do one of the following:

e Inthe My Schedule Page, click the Options button.
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e Inthe Configuration dialog box, click the Interaction Optimizer Settings node.

2. Inthe Optimizer Settings page, click the Schedule Bidding tab.

3. Select the appropriate check boxes:

Reuse last saved schedule bid view
settings

Select this check box to save these view settings last used in the
Schedules for Bidding Dialog Box:

The selected columns and column width settings used on the left side
(Schedule Ranking).

Your selection of "Week View" or "Day View" and your last Zoom setting
used on the right side (Schedule Bid View).

Reuse last saved schedule bid sort order

Select this check box to save the last sort order used in the Schedules
for Bidding Dialog Box.

Notify about new bid(s)

Select this check box to receive a desktop alert when a bidding window
opens.

The CIC client checks for new schedule bids and bidding windows when
you log on to the CIC client and once an hour while you are logged on.

Remind about upcoming deadlines

Select this check box to receive a reminder when a bidding window is
about to close. The reminder appears in the Optimizer Schedule
Reminders dialog box.

From the Time before deadline when reminder is shown drop-down list,
select how far in advance of the deadline you want the reminder to
appear.

Tip: Double-click the reminder item to open the Schedules for
Bidding Dialog Box where you can review the possible schedules
and submit a bid.

1 reminder - Interaction Client E'

Schedule bid submission
Due On: Tuesday, April 22, 2014 3:00 PM

Description Dueln
2] Schedule bid submission 1 hour

Open Item ] I Dismiss ]

Click Snooze to be reminded again in:

’l minute 'l Snooze

4. Click Apply to save your settings.
5. Click OK to close the Configuration dialog box.

l Tip: To restore the Schedule Bidding settings to the default setting, click Reset to Default.

Related Topics

Optimizer Settings
Working with Schedule Bidding

Optimizer Schedule Reminders
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Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

Optimizer Schedule reminders can alert you to upcoming scheduled activities. For example, a reminder could alert you to a meeting
that is about to start or warn you that you are due to resume ACD activity in ten minutes.

e Reminders appear at pre-determined intervals before scheduled activities. You can configure different intervals for each type of
activity. For more information, see Optimizer Activity Settings.

e You can also display the Optimizer Schedule Reminder dialog box at any time by selecting Reminders from the View menu.

55 1 reminder - Interaction Client o] @ (=3

Schedule bid submission
Due On: Tuesday, April 22, 2014 3:00 PM

Drescription DueIn

Schedule bid submission

Dismiss All Open Itemn | | Dismiss

Click Snooze to be reminded again in:

1 minute "l | Snooze

Using the Optimizer Schedule Reminder dialog box

You can do any of the following when working with a schedule reminder:
o Click Dismiss All to prevent any future reminders from appearing to you for any activity listed here.

e Select one or more activities and then click Dismiss to prevent any future reminders from appearing to you for the selected
activities.

Note: Dismissing a reminder affects reminder behavior only for this occurrence of the scheduled activity. If you dismiss
one ACD activity reminder, reminders will still appear for future ACD activities.

e Select one or more reminders, select a reminder interval from the drop-down list and then click Snooze to dismiss the current
reminder(s) and cause another reminder to appear later.

e Select a reminder and click Open Item to view the details of the scheduled activity that caused the reminder to appear.
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Activity Details =]
Activity type: Taking calls
Start time: 4/21/2014 12:45 PM
End time: 4/21/2014 2:45 PM
Description: -
K
Related Topics

Working with Your Schedule
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Working with Schedule Preferences

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer. You also need the Allow Agent Preferences Security right to set your schedule preferences.

If your security setting enables you to specify schedule preferences and your Optimizer administrator includes agent preferences
when generating schedules, you can indicate your preferences for your shifts for your agent group in the Schedule Preferences

dialog box.

You can use schedule preferences to indicate the days and times when you prefer or prefer not to work and also to indicate at what
times you prefer meals and breaks.

When you add or edit schedule preferences, the additions or changes are picked up automatically the next time the administrator
generates a schedule. They are not applied retroactively to previously generated and published schedules.

You can create two types of schedule preferences:

o Default preferences: Default preferences apply to the same dates every year. For example, you could add a summer work
schedule preference and apply this preference from June 1 to September 1 every year.

o Preference Overrides: A preference override applies to a specific date or range of dates. It "overrides" (replaces) any default
preference applied to the same dates. Preference overrides do not recur from year to year. For example, you could create a
preference override that indicates you do not want to be scheduled to work on a selected date or that you would like to start
work later than usual on a selected date.

The following rules apply to schedule preferences:
e Default preferences cannot be defined for a period of less than one week.
e Two default preferences cannot overlap, i.e., coincide in date and time.
e Two preference overrides cannot overlap.

o [f a default preference and a preference override exist for the same date and time, the preference override is used as the agent
schedule preference when the schedule is generated.

e Any schedule preferences that are outside your shift constraint range are ignored when the schedule is generated.

Note: Administrators have the option of considering or ignoring agent schedule preferences when they generate a schedule.
Administrators can also decide how much weight they give to agent preferences when generating a schedule.

Related Topics
Setting Your Schedule Preferences
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Add a Schedule Preference

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer. You also need the Allow Agent Preferences Security right to set your schedule preferences.

A schedule preference indicates the days and times when you prefer or prefer not to work. For more information, see Working with
Schedule Preferences.

To add a schedule preference:

1. Inthe Schedule Preferences dialog box, do one of the following:

e Inthe List View or Calendar View, click the Add button.
e Inthe List View or Calendar View, right-click and select Add preference entry from the shortcut menu.

Tip: Select a date or range of dates in the Calendar view before clicking the Add button or selecting Add preference
entry. The selected date or date range becomes the Start date and End date in the Schedule Preferences Details dialog
box.

Result: The Schedule Preferences Details dialog box appears.
2. In Preference entry, type a unique, identifying name for this schedule preference.

3. Do one of the following:

e Select the Default check box to create a default preference.

l Note: Default preferences apply to the same date every year. '

e Clear the Default check box to create a preference override.

' Note: Preference overrides apply to a specify date or range of dates. '

4. In Start date and End date, select the appropriate date or range of dates.

' Note: Default preferences cannot be defined for less than one week. '

5. From the Granularity drop-down list, select the smallest unit of time for which you want to indicate a schedule preference.

Note: This value can be adjusted as you create your schedule preference for each unit of each day. You can set it to 15
minutes when indicating preferred break times or 60 minutes when indicating preferred work hours.

6. From the Set work preference drop-down list, select one of the pre-defined preferences.

7. Indicate your schedule preferences.

l Tip: For information about using the Schedule Preference Details dialog box, see Setting Schedule Preference Details. '

8. When finished, click Apply and then click OK.

Related Topics

Edit a Schedule Preference

Remove a Schedule Preference
Setting Schedule Preference Details
Working with Schedule Preferences
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Edit a Schedule Preference

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer. You also need the Allow Agent Preferences Security right to set your schedule preferences.

A schedule preference indicates the days and times when you prefer or prefer not to work. These changes are picked up
automatically the next time the administrator generates a schedule. Changes are not applied retroactively to previously generated
and published schedules. For more information, see Working with Schedule Preferences.

To edit a schedule preference:
1. Inthe Schedule Preferences dialog box, do one of the following:

e Inthe List View, select the appropriate preference and click the Edit button or right-click and select Edit preference entry.

e Inthe Calendar View, select anywhere in the range of dates for the preference and click the Edit button or right-click and
select Edit preference entry.

Result: The Schedule Preferences details dialog box appears.
2. Make any of the following edits as appropriate:

a. In Preference entry, update the unique, identifying name for this schedule preference.
b. Do one of the following:

o Select the Default check box to create a default preference.

l Note: Default preferences apply to the same date every year. '

e Clear the Default check box to create a preference override.

l Note: Preference overrides apply to a specify date or range of dates. '

c. In Start date and End date, select the appropriate date or range of dates.

l Note: Default preferences cannot be defined for a period of less than one week. '

e. From the Granularity drop-down list, select the smallest unit of time for which you want to indicate a schedule preference.

Note: This value can be adjusted as you create your schedule preference for each unit of each day. You can set
it to 15 minutes when indicating preferred break times or 60 minutes when indicating preferred work hours.

3. From the Set work preference drop-down list, select one of the pre-defined preferences.
4. Indicate your schedule preferences.

Tip: For more information for tips on using the Schedule Preference details dialog box , see Setting Schedule
Preference Details.

5. When finished, click Apply and then click OK.

Related Topics
Add a Schedule Preference
Remove a Schedule Preference

Setting Schedule Preference Details
Working with Schedule Preferences
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Remove a Schedule Preference

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

A schedule preference indicates the days and times when you prefer or prefer not to work. When you remove a schedule preference,
this change is not applied retroactively to previously generated and published schedules.

1. To remove a schedule preference, in the Schedule Preferences dialog box, do one of the following:

e Inthe List View, select the appropriate preference and click the Remove button or right-click and select Remove preference
entry.

e Inthe Calendar View, select anywhere in the range of dates for the preference and click the Remove button or right-click and
select Remove preference entry.

Result: You are prompted to confirm that you want to remove this schedule preference.

-

Schedule Preferences ==

Do you want to remove the selected preference entries?

e | [ e

2. Click Yes.

Result: The selected schedule preference is removed from both the List View and Calendar View of the Schedule
Preferences dialog box.

Related Topics
Add a Schedule Preference
Edit a Schedule Preference
Setting Schedule Preference Details
Working with Schedule Preferences

Setting Schedule Preference Details

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

You define the specific details of your schedule preferences in the Schedule Preferences details dialog box. You can create
schedule preferences by painting work preferences in selected intervals. You can also copy, paste, move, or adjust the length of an
existing work preference.

Quick Start

You can copy all or part of an existing schedule preference, then make any necessary adjustments.

To copy an existing schedule preference:
1. In the Schedule Preference Details dialog box, click the Copy preference data button.
2. In the Copy Preference dialog box, from the drop-down list, select the appropriate schedule preference.
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% Copy Preference = |[ﬂ]

Choose preference to copy (™ indicates days with overrides)

ISummer Hours v]

Preferences for the checked days will be imported

Thursday™
Friday™
Saturday™
Sunday™
Monday™
Tuesday™
Wednesday™

Select all

0K || cancel

3. Select the appropriate day or days from the schedule preference or select the Select all check box.
4. Click OK.
5. Modify the new set of work preferences as needed.

Paint Work Preferences

Use the mouse to paint a work preference in the appropriate interval in your schedule.

To paint a work preference in the schedule:
1. In Schedule Preferences details dialog box, from the Set work preference drop-down list, select the appropriate preference.

Set preference

F Set work preference - Eﬂ
. Definitely prefer to work
Prefer to work

I . Prefer not to work
o . Definitely prefer not to work

3 . Prefer meal
. Prefer break

Result: The cursor changes to a pencil icon.
2. Click in the appropriate day and interval in the schedule.

3. While holding down the mouse button, drag the cursor to paint the work preference in the appropriate interval and then release
the mouse button.

Drag and Drop Work Preferences
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Use

the mouse to drag and drop a work preference to a selected interval in your schedule.

To drag and drop a work preference in the schedule:

1.
2.

3.

In Schedule Preferences details dialog box, from the Set work preference drop-down list, select the appropriate preference.

Click the Drag and drop selected preference icon.

While holding the mouse button down, drag the cursor to the appropriate day and interval in the schedule and then release the
mouse button.

Result: The work preference is painted in the appropriate place in the schedule.

l Note: The Default duration is 30 minutes. '

Tips

Use

your mouse to adjust an existing work preference:

To adjust its duration, point your mouse to its right or left border. When the cursor changes to a double-pointed arrow, click and
hold, and then drag the border to adjust how much time this work preference occupies. When the work preference duration is
correct, release the mouse button.

To move it, click and hold on a selected work preference, drag it to the desired day and time slot and then release the mouse
button.

Work Preferences shortcut menu

Several options are available from the Work Preferences shortcut menu to simplify schedule preference creation.

i

Apply preferences across all days
Apply this preference for entire shift
Copy preferences

Paste preferences

Femove preferences

Swap preferences

WView shift details...

Some tips for creating and managing work preference include:

Right-click in the Day control or on any selected work preference interval to display the Work Preferences shortcut menu.
Hold down the Ctrl key to select multiple preferences.

Select one or more days from the Day control and then copy, paste or remove an entire day’s work preferences in one
operation.

Common keyboard shortcuts are available: copy (Ctrl+C), paste (Ctrl+V) and delete (Del).

Select one or more work preferences or select a day from the Day control, then select Apply preference(s) across all days to
copy work preferences to all the days in the week.

' Note: Preferences are not applied to days without shift constraints when you apply preference(s) across all days. '

To swap all the work preferences between two days, select a day from the Day control, press and hold Shift and then select the
second day from the Day control. Right-click and select Swap preference(s) from the shortcut menu.

l Tip: You can also use Swap preference(s) to swap two selected work preferences between days. '

Select one day from the Day control, right-click and select View shift details to review information about your work shift.
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il shift Details - Monday

[P equired: Yes

E arliest hift start time: 8:05 Ak
Latest zhift start tirme; 3:00 Ak
Latest zhift end time: 5:00 Pk

Shift start time increment; 30 Minutes
kinimunn paid time: 4 Hours

b axirnumn paid time: 10 Hours
kinimum contiguous time: 1 Hour

b aximum contiguous time: 5 Hours

Current shift: bonday-5 aturday evening shift
Finimunn paid time: 30 Hours

Deszired mawimunn paid tirme: 40 Hours
Abzolute magimum paid time: 50 Hours

b inimum time between shifts; 12 Hours

bl axirnumm days per week: 7

Related Topics

Schedule Preference Details Dialog Box
Working with Schedule Preferences

Schedule Preferences Dialog Box

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer. You also need the Allow Agent Preferences Security right to set your schedule preferences.

You use the Schedule Preferences dialog box to manage your defined schedule preferences.
To access the Schedule Preferences dialog box, do one of the following:
e Inthe My Schedule view, click the Preferences toolbar button.

e From the Optimizer menu, choose Schedule Preferences.

Result: The Schedule Preferences dialog box appears.

The Schedule Preference dialog box has two views: List View and Calendar View. Select the view that enables you to manage your
schedule preferences in the way that is most convenient for you.

Tip: In either view, select the Show default or Show overrides check box to view one type of preferences at a time or display all
schedule preferences by selecting both check boxes.

List View

The List View displays a table of your existing schedule preferences. Notice that in the List View, a default preference does not
include a year in the Start Date or End Date and the Default check box is selected.
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[= ][ @ ]S

I

@ﬁ Schedule Preferences

List View | Calendar View
Preference Mame Start Date ! End Date Default
b School Break 12/13/2013 12/19/2013 0
Summer Hours 6/3/2013 8/31/2013 &
Standard work week February 14 February 28

Show default Show overrides

J ] v . J ]
@‘ Add... ' Edit... QI Remuove
R

Calendar View

The calendar view is a graphical display of your default and override schedule preferences. Default preferences and preference
overrides are highlighted in the indicated Default preference and Override colors.
While working in the Calendar View, you can:

e Double-click the Default preference or Override button to change the color used in the Calendar View.

e Use the left and right arrows in the calendar header to change the range of dates displayed.

e Resize the Schedule Preferences dialog box to change the number of months displayed.
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r

@ﬁ Schedule Preferences

List View | Calendar View

(= ][@ =)

E] Default preference

E] Owverride

3456 7 849
1011 12 13

3456 7 89
1011 1213 14 15 16
17 18 19 20 21 22 23
24 25 26 27 28 29 30

7 8 910111213
14 1516 17 18 19 20
21 22 23 24 25 26 27
28 29 30

1 February 2013 March 2013 April 2013 May 2013 r
SEMTWTF 5 SMTWTF S SEMTWTF 5 SEMTWTF 5
2728203031 1 2 1 2 1 2 3 4 5 6 1 2 3 4

56 7 8 91011
1213 14 15 16 17 18
19 20 21 22 23 24 25
2627 28293031 1

Show default Show overrides

' Edit... Remove

o
%Add...

Related Topics
Setting Your Schedule Preferences

Schedule Preferences Details Dialog Box

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer. You also need the Allow Agent Preferences Security right to set your schedule preferences.

You use the Schedule Preferences Details dialog box to define your schedule preferences. You use pre-defined work preference
types to describe your preferred schedule and indicate these work preferences in fixed intervals. An interval can be as short as
fifteen minutes or as long as you require.

Accessing the Schedule Preferences Details Dialog Box
To access the Schedule Preferences Details dialog box, in the Schedule Preferences dialog box, do one of the following:

e Inthe List View or Calendar View, click the Add button.
e Inthe List View or Calendar View, right-click and select Add preference entry from the shortcut menu.

Tip: Select a date or range of dates in the Calendar view before clicking the Add button or selecting Add preference
entry. The selected date or date range becomes the Start date and End date in the Schedule Preferences Details dialog
box.

In the List View, select the appropriate preference and click the Edit button or right-click and select Edit preference entry.

In the Calendar View, select anywhere in the range of dates for the preference and click the Edit button or right-click and select
Edit preference entry.

Result: The Schedule Preferences Details dialog box appears.
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Understanding the Schedule Preferences Details Dialog Box

The Schedule Preferences details dialog box has a graphical interface in which you indicate your preferred activities (work
preferences) in selected intervals through your work shift.

Lo o /s

(' Schedule Preferences
Preference entry:  Standard work week Default Start date: | April 22 IZH End date: | April 28 IZH

Display settings o Set preference

o (@)
Monday
Tuesday
Wednesday
Prefer to work

== From: 11:00 AM

Friday To: 1:30 PM

Saturday Default: Yes 8

Sunday

4 1 + 4 1 L4

e ) o

Some important features in this dialog box include:
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The Granularity setting controls the size of the time intervals used in this dialog box. This in turn controls the size of
the smallest interval you can paint. You can adjust this setting at any time, as needed.

You select a work preference from the Set work preference drop-down list before "painting" it onto the time interval grid.

Set preference

¥ Set work preference - I_a
. Definitely prefer to work

Prefer to work
Prefer not to worlk

Definitely prefer not to work

Prefer meal

Prefer break

| Note: You can change the colors used for these work preferences. For more information, see Optimizer Preference
Colors.

Select a work preference from the Set work preference drop-down list and click the Drag and drop selected preference
icon and then drag and drop the preference to the appropriate day and interval in the schedule and then release the
mouse button.

| Note: The Default duration is 30 minutes. You can adjust the duration by moving the right or left border of the work I
preference.

You can select the name of a day or day(s) from the Day control. This selects all the defined work preferences for the
selected day(s).

A solid color indicates a work preference that you have defined and saved.

A dotted pattern indicates a work preference that you have added or changed, but not yet saved.

A crosshatched pattern indicates the currently selected work preference(s). You can:
e Select multiple work preferences and then copy, paste or delete these preferences.
e Select a single preference and drag and drop it to another time or day and time in the schedule.

Point to any defined work interval or click on any interval to display its work preference details.

Gray areas in the schedule display indicate times that are outside your defined work shift.

Note: Your CIC administrator configures shift constraints. These constraints include earliest shift start time and
latest shift stop time. If a latest shift stop time is not defined, a gray area showing the shift end boundary does not
appear.

e Any schedule preferences that are outside your shift constraint range are ignored when the schedule is generated.

e If you point to one of these gray areas, a screen tip reminds you that the indicated time is outside the range of your
work shift.

10

Click the Copy preference data button to import preference details from an existing set of default preferences or
preference overrides.

Related Topics
Setting Schedule Preference Details

Working with Schedule Preferences
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Working with Your Schedule

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

If your company has implemented Interaction Optimizer and you have the appropriate licenses, you can display your work schedule.
This section explains how to display and use your work schedule.

Related Topics

Displaying Your Schedule
Interaction Optimizer
Schedule Adherence

Using the My Schedule View

Displaying Your Schedule

Requirements: You can display the Optimizer schedule view only if you have the appropriate licenses. Also, you need the View
Plug-ins Access Control right for the Optimizer Schedule. For more information, see Interaction Optimizer.

To display your schedule:
1. Inthe Create New View dialog box, set Group by to Categories.
2. From the list of categories, select Interaction Optimizer.
3. Inthe Views list, select My Schedule.
4. Click OK.

Result: The My Schedule view appears.

Related Topics

Change View Layout
Change View Order
Interaction Optimizer
Schedule Adherence

Using the My Schedule View
Working with Your Schedule

Using the My Schedule View

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

The My Schedule view displays your work schedule. You can:
e Monitor your schedule adherence
Change schedule dates

[ )
e Configure schedule options
e Print your schedule

My Schedule View

The My Schedule view is divided into several sections.
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5 My Interactions | €% Call History " - My Schedule X
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Schedule
Adherence

The Schedule Adherence section enables you to monitor and improve your adherence to the published
schedule. It also tracks you to the opening of schedule bidding windows.

You can compare your current activity to your current scheduled activity. If your current status does not
correspond to an activity that matches the one for which you are currently scheduled, you are alerted by a
change in background color in the Current activity based on status text box.

Current activity based on status

The name of your next scheduled activity appears in the Next scheduled activity text box.

e This section also includes both digital and analog countdown timers to your next activity.

Published
Schedule

This section displays your currently published schedule. Use the controls in the Schedule toolbar to select
a Day, Week, or Month view of your schedule.

The time axis in the displayed schedule is automatically adjusted for the daily start and end times you set
for your Schedule. Use the scroll bar on the right side of the schedule display to view scheduled activities
which occur outside the displayed times

Date
Selection

This calendar control enables you to adjust the dates displayed in the My Schedule view.

To adjust the dates displayed in the My Schedule view:
1. Click the Days, Week, or Month buttons in the Schedule toolbar to select the appropriate view.
2. Select the appropriate day, week, or month from the calendar control.

Schedule
Toolbar

This toolbar enables you to control your schedule display, view your Time-Off Requests, or set Schedule
display options.
e Click the Days, Week, or Month toolbar buttons to select a schedule view.
Click the Time Off toolbar button to view a list of your Time-Off Requests.
Click the Options toolbar button to set display options for your schedule.
Click the Print toolbar button to print a copy of your currently displayed schedule.
Select an Activity in your currently displayed schedule and click the Details button to view Activity
Details.

Activity: Taking calls

Start time: 5/14/2015 3:15 PM
End time: 5/14/2015 5:15 PM
Display color:

Descrption: -

Schedule
Status

The Schedule Status line displays the last published date of the currently displayed schedule. It also
displays an error message if there is a problem in retrieving the schedule because of a licensing issue or a
network failure.
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Republished Schedule

Your supervisor or other administrator may make adjustments to the schedule and then republish a revised version. You are alerted
to a republished schedule in several ways in the My Schedules view.
e Days where the schedule changed are highlighted by a special color. This color appears on dates in the calendar control and
also as a background to the name of the day and date in the Day view.

Tip: You can right-click in the calendar control on any of these republished dates and clear this highlighting after you
notice the schedule has changed. You can also select the color used to indicate republished dates. For more

information, see Optimizer General Settings.
e Also there is a tool tip on the “Day View.” If you point to the day and date (Wednesday, December 16, in this example), a tooltip
appears indicating the day is highlighted because the schedule was republished for this day.
e A popup toast message appears alerting you to a republished schedule. It does not disappear until you deliberately close it.
e The Schedule Status line indicates when the schedule was republished and lists the dates affected by this new schedule.

Related Topics

Displaying Your Schedule
Interaction Optimizer

Working with Schedule Bidding
Schedule Adherence

Working with Your Schedule

Schedule Adherence

Requirements: Only agents with the appropriate licenses and rights can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

If your company uses Interaction Optimizer, then your status setting is used to track Real-Time Adherence to the published
schedule. Adherence to the published schedule is defined as an agent’s status being consistent with his or her currently scheduled
activity.

Interaction Optimizer tracks whether you are available when you are supposed to be, and if you take breaks and mealtimes as
scheduled. Interaction Optimizer can trigger alerts which a supervisor can see in Interaction Supervisor when you are out of
compliance.

Interaction Optimizer displays a toast pop-up message when a new, scheduled activity starts and you have not set your status
correctly.

Your scheduled activity has
changed to Taking calls. Change

your status accordingly.

Note: If the Optimizer "My Schedule" view is not visible when the toast message appears, the message remains visible until you
close it. This ensures that you are alerted you are out of adherence if you are away from your desk when the toast message
appears.

l Warning: It is very important that you set your status accurately whenever your status changes. For more information, see Set l
Your Status.

Related Topics

Displaying Your Schedule
Interaction Optimizer

Using the My Schedule View
Working with Your Schedule

Print Your Optimizer Schedule
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Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

You can print your Optimizer Schedule from the My Schedules view.

To print your schedule:

1.

o gk w

~

In the My Schedule view toolbar, click the Print button.

Result: The Print Options dialog box appears.
From the Print style drop-down list, select one of the following:

e Select Daily, Weekly, or Monthly to print a schedule that corresponds to the Day, Week, or Month views in the My Schedule
view.

e Select Yearly to print a single page calendar for the selected year.
e Select Activity Details to print a list of scheduled activities, along with start and end times, for the selected dates.

From the Start date and End date drop-down lists, select the appropriate date range.
From the Print color style drop-down list, select a style for backgrounds used in headings and activities.
Set Maximum pages to a desired maximum number of pages in the calendar printout.

If you are printing a Weekly or Monthly schedule, in the Pages per item drop-down list, select whether the schedule for each
week or month should print on one or two pages.

Select the Include date header check box to include the selected date range in a header on each page of the printed schedule.
Do one of the following:

e Select Print.
e Select Preview to see your schedule in the Print Preview window and then select the Print icon from the toolbar.
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Related Topics
Displaying Your Schedule
Interaction Optimizer
Working with Your Schedule

Working with Schedule Bidding

Interaction Optimizer: Only agents with the appropriate licenses and rights can see their work schedules in the CIC client. For
more information, see Interaction Optimizer.

Schedule bidding is a process by which you can rank and bid on schedules prior to schedule assignment. The Scheduling
Administrator picks the agents who are allowed to bid, evaluates all agent bids, and assigns schedules. The schedule you are
assigned is in effect for a specific length of time or until the next round of schedule bidding. You receive the same schedule every
week until the end of this period.

Note: If your Scheduling Administrator enables you to indicate a schedule choice, you can use either Schedule Preferences or
Schedule Bidding, but not both.

Here are some terms to help you understand this process:

e Schedule: A schedule is all the activities one agent performs in a week. For example, one schedule could have activities
assigned from 8:00 AM to 4:30 PM on Monday through Friday.

o Biddable Schedule: A biddable schedule is one possible schedule for an agent.

e Schedule Bid: A schedule bid is a set of many biddable schedules. An agent submits a bid to be assigned his or her preferred
schedule in this set of schedules.
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e Bidding window: A bidding window is the interval during which bids are accepted for a Schedule Bid.

The schedule bidding process is simple:

1. The Scheduling Administrator generates several biddable schedules and assembles them in a Schedule Bid.

2. Optionally, you see a desktop alert when the bidding window opens.

Note: The Notify about new bid(s) option controls whether you receive this desktop alert. For more information, see
Optimizer Schedule Bidding Settings.

3. You rank the available schedules and submit your bid. See Rank and Bid for Schedules.

Tip: You can bid multiple times; only your last bid is considered when agent bids are processed. Also you can save your

preferred schedule view and last saved sort order in the Schedules for Bidding Dialog Box. For more information, see
Optimizer Schedule Bidding Settings.

4. Optionally, a reminder appears in the Optimizer Schedule Reminders dialog box when the bidding window is about to close.

1= 1 rerminder - Interaction Client

m Schedule bid submission
Due On: Tuesday, April 22, 2014 3:00 PM

Description

Due In

2| Schedule bid submission

Dismiss All

Open Itern | | Disrniss

Click Snooze to be reminded again in:

Snooze

|1 minute - |

Tip: Double-click a Schedule bid reminder to review the possible schedules and submit a bid. You can display the
Optimizer Schedule Reminder dialog box at any time by selecting Reminders from the View menu.

Note: The Remind about upcoming deadlines option controls whether a reminder appears in the Optimizer Schedule
Reminders dialog box when the Bidding window is about to close.

5. At a time determined by the Scheduling Administrator, the bidding window closes.

6. The Scheduling Administrator processes the bids, assigns shifts, and then publishes the schedule.
After the bidding and assignment cycle is complete, you can:
e View your assigned schedule in the My Schedule page.

e Review your history of processed bids for information on how the bid was evaluated. For more information, see Review
Processed Schedule Bids.

Related Topics

Optimizer Schedule Bidding Settings
Rank and Bid for Schedules

Review Processed Schedule Bids
Schedules for Bidding Dialog Box
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Rank and Bid for Schedule

Interaction Optimizer: Only agents with the appropriate licenses and rights can see their work schedules in the CIC client.
Also, your CIC administrator must enable your "Schedule Bidding" Optimizer Security setting. For more information, see

Interaction Optimizer.

If your Scheduling Administrator enables you to bid on schedules, you can rank potential schedules in order of most to least-
desired and then submit a bid. You see a desktop alert when the Bidding window is open.

Tip: You can determine which columns appear in the Schedule Ranking area. For more information, see Schedules for Bidding
Dialog Box.

To rank and bid for schedules:
1. Do one of the following:

e Inthe Optimizer Schedule Reminder dialog box, double-click a Schedule bid reminder.
e From the Optimizer menu, select Schedule Bidding, then select Manage Active Bid(s).

Result: The Schedules for Bidding Dialog Box appears.
2. Review the possible schedules. You can adjust the schedule view by doing any of the following:

e Click Day or Week to switch between a detailed view of each day’s shift and a summary view of the shift start and end times
for each day.

e Click Hide Activities or Show Activities to display a shift as a solid bar or to display the schedules times for ACD work,
breaks, mealtimes, meetings and other activities in each shift.

Note: Your CIC administrator must enable you to bid based on activities in order for you to have the option to
hide or show activities.

e Inthe Day view, click the Expand Control or Minimize Control next to a Schedule name to display each day’s shift or a
Summary Bar for an entire week’s shifts.

Tip: You can reuse your preferred Shift View in future bids. For more information, see Optimizer Schedule
Bidding Settings.

3. Rank the schedules in order of preference.

Rank your most preferred schedule as "1." Then rank the remaining schedules in order, assigning the highest bid number to your
least preferred schedule.

Note: Changing the order of the Schedule names in the Schedule Ranking section of the Schedules for Bidding dialog
box automatically adjusts the Bid number.

e Click the Sort icon to select criteria to automatically rank the available schedules. Sort criteria are honored one by one in
priority order determined by the order in this list. Use the toolbar in the Sort Criteria dialog box to set your sort criteria.

see Optimizer Schedule Bidding Settings.

l Tip: You can save your sort order and automatically use it to rank schedules for future bids. For more information, l
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r|E| Sart Criteria @
v X e =

Add Remove | MMove Up  kove Down

il (n1 Fhhoarl L
8= LEIY | I T

E arliest shift start time <hverages

Mozt weekly paid hours

ok ] [ LCancel

e Select a Schedule name and click a Move Up, Move to Top, Move Down, or Move to Bottom icon to adjust the ranking of the
schedule.

e Right-click a Schedule name and select a move action from the shortcut menu. Or press the Shift key and select two
schedule names and select Swap from the shortcut menu.

Mowe Up Alt+lp :
Monday ¢ MovetoTop  Alt+Home !
Tuesday 1=  Mowve Down Alt+Down !
‘Wednesday 4+ Mowve to Bottom  Alt+End !
Thurzday Swrap Lt +5 I
Friday ¥ Expand all bid schedules !
Saturday % Collapse all bid schedules

Tip: Keyboard shortcuts are available for these actions. Press Alt+Up to Move Up, Alt+Home to Move to Top,
Alt+Down to Move Down, and Alt+End to Move to Bottom.

e Select two Schedule names and click the Swap icon to switch the ranking of the selected schedules.

l Tip: You can also use the keyboard shortcut Alt+S to switch ranking. '

e Click the Print icon to print the information currently displayed in the Schedule for Bidding dialog box.

l Tip: You can also right-click in the Schedule Bid View and select Print. '

4. When you have finished ranking the possible schedules, click Submit.

Result: Your bid is submitted and the Schedules for Bidding dialog box closes.
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' Tip: You can bid multiple times, only your last bid is considered when agent bids are processed. '

Related Topics
Working with Schedule Bidding
Review Processed Schedule Bids
Schedules for Bidding Dialog Box

Review Processed Schedule Bids

Interaction Optimizer: Only agents with the appropriate licenses and rights can see their work schedules in the CIC client. For
more information, see Interaction Optimizer.

The Processed Bids dialog box contains a history of your schedule bids.

To review a bid:
1. From the Optimizer menu, select Schedule Bidding, then select View Processed Bids.
2. Inthe Processed Bids dialog box, select a bid.

Result: Details about how the bid was ranked appears in the Bid Information section.

l Note: To see information about your rank in the group of agents bidding for preferred schedules, you must have the l
"Agent can see rank" and "Agent can see relative rank" Optimizer Security rights.
%" Processed Bids |
d Pracessed schedule bids will not affect your future schedules until they have been
publizhed.
Effective Start 3 Effective End Processzed Time =
BL2m2 442242012 11414200171 11:07 Ak
12/5/2017 2426/2M2 11/4/2017 171:35 Ak
12/5/20M 141/2m2 1124207 414 PM
11/28/20M 242622 112011 1:40 P —
11428/20M 24262M 2 11/4/2011 11:53 AW
11421..20M 2413.2m2 10431201 862 Ak
11421./20M 213/.2m2 10/28/2011 4:06 P
11421.20M 213/.2m2 10/28/201 4:21 P -

— Bid Information

Tou received the schedule you marked as bid 1. 'our rank for this bid was 1.

LCloze |

Related Topics

Working with Schedule Bidding
Rank and Bid for Schedules
Schedules for Bidding Dialog Box
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Schedules for Bidding Dialog Box

Interaction Optimizer: Only agents with the appropriate licenses and rights can see their work schedules in the CIC client. For
more information, see Interaction Optimizer.

Use the Schedules for Bidding Dialog Box to rank proposed schedules and submit bids for preferred schedules.

l Note: This example is the Day view. Scheduled activities are displayed.

I Schedules for Bidding H=
Bid Information 2

Schedule bid for schedules in effect starting 11/14/2011 and ending 2/12/2012 [13 weeks].
Bids accepted starting 10431 /2071 B:00 AR until 11./22/2017 11:00 PM.
“rour rank is 19 out of 21 far this bid.

@_, i [= i 2 2, iz 1 M ¥ -

Diay Week Hide Activities | Saort... Zoomln Zoom Out | Move Up bdoveto Top kdowve Down  howve to Bottom  Swap | Print.

i 3 ¥ — 4
=2/ b
Schedule Bid F:00 AM 8:00 AM 9:00 AM 10:00 AM 11:00 AM 12:00 P 1:00 PM 2:00 PM
L —— L | O O N O B S |
Wednesday [ ACD ACD [ Meal | ACD [ Meeting | ACD ]
Thursday [ ACD ACD [ Meal | ACD [ Meeting | ACD ]
Friday [ ACD ACD [ MWeal | ACD [ Meeting | ACD ]
Saturday fn
Sunday
| _ )
Mond. ACD ACD 6\ Meeti ACD
EIEED | Eaist shif start, GO0 AM b L] |
Latest zhift end: 5:30 Pk = -
Tuesday [ ACD ACD orane Shif start 500 AM ACD [ Meeting | ACD |
Wednesday [ AD ECD Awerage shift end: 5:20 PM ECD [ Meeting | ACD |
Thursday [ ACD ACD [ Med | ACD [ Meeting | ACD ]
Friday [ ACD ACD [ Med | ACD [ Meeting | ACD ]
Saturday
Sunday
Schedule 5 3 : |
Schedule 11 4 | |
B Schedulz 18 5 | | hd
‘| [ ][] | »

Status: Bids have never been submitted for these schedules.
v/ Submit Cancel |

1 Bid The Bid Information section contains:

Information o Schedule Effective Dates: Once bids have been accepted and processed, the assigned schedules are in
effect for this period.

Note: If an ending date is not indicated, the assigned schedules are in effect until another bidding
period opens.

¢ Bidding Window: This is the period during which you can submit a schedule bid. The Scheduling
Administrator controls how long a set of schedules is open for bids.
o/ Rank: This indicates your rank in the group of agents bidding for preferred schedules.

Note: To see rank information, you must have the "Agent can see rank" and "Agent can see relative
rank" Optimizer Security rights.
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Toolbar

Use the tools available here to rank the proposed schedules in order of preference. The tools also enable
you to change the way the schedules are displayed.

Tip: The Reuse last saved schedule bid view settings and the Reuse last saved schedule bid sort order
options in Optimizer Schedule Bidding Settings enable you to reuse many of the selections you make
from this toolbar.

Day and Week: Click the appropriate icon to switch between a detailed view of each day’s shift and a
summary view of the shift start and end times for each day.
Hide Activities / Show Activities:

e Click Hide Activities to display a solid bar for the hours worked during a shift. Hiding activities in a
Week view may result in similar schedules being consolidated into a single copy. For more
information, see Similar Schedules.

e Click Show Activities to display scheduled times for ACD work, breaks, mealtimes, meetings and other
activities appear in the Day view.

Note: Your CIC administrator must select the Enable activity bidding setting in ICBM to give
you the option of hiding or showing activities. If this option is not enabled for the scheduling
unit or your agent group, you cannot see the activities in biddable schedules. In that case, you
see a green bar extending from start time to stop time of the biddable schedule.

Sort: Click Sort to select criteria to automatically rank the available schedules. You can sort schedules by
earliest or latest shift start times, earliest or latest meal breaks, most or least weekly paid hours, or any
combination of these and other criteria.

Move Up, Move to Top, Move Down, and Move to Bottom: Select one or more schedule names and use the
"Move" tools change the ranking of the schedule.

Swap: Select two schedule names and click Swap tool to switch the ranking of the selected schedules.
Print: Print the information currently displayed in the Schedules for Bidding dialog box.

Schedule
Ranking

Use this list of available Schedules to rank them from most to least preferred.
Rank your most-preferred schedule as 1.

Rank your least-preferred schedule with the highest possible Bid number. This varies depending on the
number of available schedules.

Tip: Right click in the Schedule Ranking area to select the columns to display in this area: You can
display Schedule name, Paid Hours for Week, and Total Hours for the Week.

Schedule
Bid View

Use the Day and Week tools to control how schedules appear in this part of the Schedules for Bidding
window. Switch between a detailed or summary view of each shift in the proposed schedules.

' Note: The example at the beginning of this topic is the Day view with Activities displayed. '

Tip: Right-click in this area to display a shortcut menu that enables you to switch views, sort
schedules, zoom in or out, print the information currently displayed in the Schedule for Bidding dialog
box, and expand or collapse all bid schedules. Also, you can save your preferred view settings by
selecting Reuse last saved schedule bid view settings in the Optimizer Settings properties details
pane of the Configuration dialog box. For more information, see Optimizer Schedule Bidding Settings.

Expand or
Minimize

Control o

In the Week view, select a schedule and then:
Click the Expand control (+) to display each day’s shift.
Click the Minimize control (-) to display only the Schedule Summary Bar.

Tip: You can also right-click in the Shift View and select Expand all bid schedules or Collapse all bid
schedules.

Schedule Point to the Schedule Summary bar to display a tooltip containing an overview of the shifts in the selected
Summary schedule.

Bar

Status This section summarizes your bidding history for this set of possible schedules. You can bid multiple

times. The last bid you submit is the one used when the Scheduling Administrator processes the bids and
awards schedules.
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Similar Schedules

If you Hide Activities, some very similar schedules appear to be identical. Schedules are considered similar if they same paid and
total time. Similar schedules also contain the same number of activities and the activities in the schedules are similar. Two or
more activities are similar if:

e They have the same start and end time on the same date.

e They are all counted as paid time or none of them are counted as paid time.

e They all count towards contiguous work time or none of them count towards contiguous work time.

These similar schedules appear as one line in the Week view. The Similar Schedules icon appears and flashes when this occurs.
The icon tooltip explains why you may see fewer schedules when you hide activities.

Jowen bdowe to Bottorn Swap | Print.

After hiding and ignoring the activities, some of the schedules are similar {3ame start time, end time, paid hours, etc.),
T Only one copy of these similar schedules is shown,

hursday Friday SOy OOy

Week View with Activities Hidden

If your CIC administrator has not enabled activity bidding in ICBM or if you elect to Hide Activities in the Week view, the shift for
each day appears as a green bar. If you minimize a schedule in this view, you see only a gray bar representing the earliest start time
and latest end time for all shifts in the schedule.

i EH v B A &K =

Day ‘wWeek Show bctiviies | Sort.. Zoomlin Zoom Out | bdove Up Fove to Top bove Down bdove to Bottorm Swap | Print.

Schedule Eid 7:00 AWM 8:00 AWM 9:00 AM 10:00 AWM

|

Schedule 71 1 I
E Schedule 23 ) } |
Maonday [ |

Tuesday [ |
wednesday [ |
Thursday | |
Friday |

Saturday

Sunday

Day View

The Day view makes it easy to see differences in shift duration and relative start and end times. Pointing to a shift displays a tooltip
with shift start and end times.

343



A 5 4

Day W'ee.k Hide Activiies | Sort... Zoomin Zoom Out | Move Up Move to Top  Move Down MMove to Bottom Swap | Prnt..

Schedule Bid Monday Tuesday

¥s)
i

1 1 |
Schedule 71 1 :
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Schedule 24

Related Topics
Working with Schedule Bidding
Rank and Bid for Schedules
Review Processed Schedule Bids

Working with Time-Off Requests

Requirements: Only users with the appropriate licenses and configuration settings can work with time-off requests in the CIC

client. For more information, see Interaction Optimizer.

The Time-Off Request feature of Interaction Optimizer enables you to:
e Submit a time-off request.
e View your approved and pending time-off requests.
e Make changes to a pending time-off request.

l Note: You cannot make changes to a "Pending" or "Approved" time-off request.

e (Cancel a time-off request that has not yet been approved or denied.
Display selected time-off requests.
Export a complete list of your time-off requests to an HTML file

Using the Time Off Requests List dialog box

The Time Off Request List dialog box is available from the Optimizer menu.

To access the Time Off Request List dialog box, do one of the following:
e From the My Schedule view toolbar, click the Time Off button.

e From the Optimizer menu, select Time Off Requests.

Result: The Time Off Requests List dialog box appears.
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[ Time Off Requests List

Full Day

5/26/2015

5/27/2015

Pending

Time off request fo...

. L h . . -

Type Activity p:?g;y Start date/time Stop dateftime Status Notes W
Full Day Sick Time 08:00 5/30/2015 5/31/2015| Denied Time off request fo...
Partial Day | Auto Approved 04:00 5/29/2015 10:30 AM 5/29/2015 2:30 PM| Canceled Time off request fo...
Full Day Paid Time Off 08:00 5/28/2015 5/29/2015| Denied Time off request fo...

Partial Day | Mot Auto Approved 04:00 5/27/2015 2:30 PM 5/27/2015 6:30 PM| Approved Time off request fo... =

Partial Day | Sick Time 04:00 5/25/2015 10:30 AM 5/25/2015 2:30 PM| Canceled Time off request fo...
Full Day Auto Approved 08:00 5/24/2015 5/25/2015| Denied Time off request fo...
Fartial Day | Paid Time Off 04:00 5/23/2015 2:30 PM 5/23/2015 6:30 PM| Approved Time off request fo... |||
Full Day Mot Auto Approved 08:00 5/22/2015 5/23/2015| Pending Time off request fo...
Partial Day | FMLA 04:00 5/21/2015 10:30 AM 5/21/2015 2:30 PM| Canceled Time off request fo...
Full Day Sick Time 08:00 5/20/2015 5/21/2015| Denied Time off requestfo...| -

RN R Y &

Add Edit Cancel View | Filter = Export.

Current Filter Settings: Start Date = 11/14/2014, End Date = 5/31/2015, Types = Full Day | Partial Day, States = Approved | Denied | Canceled | Pending

In the Time Off Request List dialog box, you can:
e Sort the table by the values in a column by clicking a column heading.

Note: Time-Off Requests are sorted by start date and time (Start Time) by default when you first open the Time Off
Request List dialog box.

e Select an existing time-off request by clicking the button at the beginning of a row.
e Work in any open window while the Time Off Request List dialog box is open.

For example, you can click the CIC client window to pick up a new interaction while leaving the Time Off Request List dialog
box open.

e Resize the Time Off Request List dialog box.

Special Features

Some of the special features of the Time Off Request List dialog box include:
e Status Change

After you submit a new Time-Off Request, a desktop alert (toast) can appear to alert you that the status of one or more of
your requests has changed. When you open the Time off Request List dialog box, or close and reopen it, the row containing
a newly updated time-off request is highlighted.

e Text Color

Requests that were approved since the last time you opened this dialog box have green text. Requests that were denied
have red text.

e Context-Sensitive Buttons

Button availability depends on the current context of the grid. The buttons are completely row-sensitive and, based on the
currently selected Time-Off Request, are appropriately enabled or disabled.

For example, the Edit button is enabled only if you select a "Pending” Time-Off Request and is not available for "Approved"
requests. The Add button is available if you are not currently editing an existing Time Off Request.

e You can view a tooltip containing a detailed description by pointing to the Notes cell.

Related Topics

Cancel a Time Off Request

Edit a Time-Off Request

Export a List of Time-Off Requests
Filter Time-Off Requests

Submit a Time-Off Request

View Time-Off Requests

Submit a Time Off Request
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Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

You can submit a time-off request at any time.

To submit a time-off request:
1. Do one of the following:

e From the My Schedule view toolbar, click the Time Off button.
e From the Optimizer menu, select Time Off Requests.

Result: The Time Off Request List dialog box appears.
2. Inthe Time Off Request List dialog box, click the Add button.

Result: The Time Off Request dialog box appears.

’ﬁ Tirne Off Request

Activity, | Time Off ~| ot paid

[] Full day time off request

Start: 5/18/2015 [« 1200 2M :
End: 5/19/2015 2:30 AM :
Length per day (hh:rmrm): 02:30 =

Motes:

Dentist Appointment,

0] ] ’ Cancel

3. From the Type drop-down list, select Full Day or Partial Day.
4. From the Activity drop-down list, select the activity that describes the time-off request.
5. In the Length/day (hh:mm) text box, use the spin control to indicate how much time-off per day you want to take.

5. Click the down arrow in the Start date/time drop-down list and use the calendar control to select the start date for your time-off
request. If you are making a Partial Day time-off request, use the spin control to select a start time for your time-off request.

Note: When you make a Partial Day Time Off Request, the appropriate Stop date/time is automatically calculated after
you enter the Length and Start date/time.

6. If you are making a Full Day Time Off Request, click the down arrow in the Stop date/time drop-down list and use the calendar
control to select the stop date for your time-off request.

7. Optionally, in the Notes text box, enter an explanation or other description for the time-off request.

8. Do one of the following:
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e To submit the time-off request, click OK.
e To discard the time-off request, click Cancel.

Related Topics

Cancel a Time Off Request

Edit a Time-Off Request

Export a List of Time-Off Requests
Filter Time-Off Requests

View Time-Off Requests

Working with Time-Off Requests

View Time-Off Requests

Requirements: Only agents with the appropriate licenses can see their work schedules in the CIC client. For more information,
see Interaction Optimizer.

You can view a list of all your pending and approved time off requests. You can also view the details of a selected time off request.

Note: For more information about viewing and managing your time-off requests, see Using the Time Off Request List dialog

box.

To edit a time-off request:
1. Do one of the following:

e From the Optimizer menu, select Time Off Requests.
e From the My Schedule view toolbar, click the Time Off button.

Result: The Time Off Requests List dialog box appears.

08:00

Full Day

5/27/2015 2:30 PM

Pending

Time off request fo...

Time Off Requests List
- Length . . il
Type Activity Iy Start date/time Stop date/time Status Motes
Full Day Sick Time 08:00 5/30/2015 5/31/2015| Denied Time off request fo...
Partial Day | Auto Approved 04:00 5/29/2015 10:30 AM 5/29/2015 2:30 PM| Canceled Time off request fo..
Full Day Paid Time Off 08:00 5/28/2015 5/29/2015| Denied Time off request fo...
Partial Day | Not Auto Approved 04:00 Approved Time off request fo_.. =

Partial Day | Sicl Time 04:00 5/25/2015 10:30 AM 5/25/2015 2:30 PM| Canceled Time off request fo...
Full Day Auto Approved 08:00 5/24/2015 5/25/2015| Denied Time off request fo...
Partial Day | Paid Time Off 04:00 5/23/2015 2:30 PM 5/23/2015 6:30 PM| Approved Time off requestfo... |||
Full Day Mot Auto Approved 08:00 5/22/2015 5/23/2015| Pending Time off request fo...
Partial Day | FMLA 04:00 5/21/2015 10:30 AM 5/21/2015 2:30 PM| Canceled Time off request fo...
Full Day Sick Time 08:00 5/20/2015 5/21/2015| Denied Time off requestfo..| «

A R Y|

Add Edit Cancel | View  Filter | Export.

Current Filter Settings: Start Date = 11/14/2014, End Date = 5/31/2015, Types = Full Day | Partial Day, States = Approved | Denied | Canceled | Pending

2. Inthe Time Off Request List dialog box, select a time-off request.

3. Click the View button.

Result: The Time Off Request dialog box appears.

347




Type: | Partial Day -]

Activity code: |Autn:| Approved - |

Length per day (hh:mm): |':|4!':":| 2 |

Chart: | 4/21/2014 [~]| {1030 am Sl
Enk [4/21/2014 [+] | 230eM |
Description:

Tirme off request for Tirn.Harris

Counts as paid time

(8] 4 | | Cancel

Related Topics

Cancel a Time Off Request

Edit a Time-Off Request

Export a List of Time-Off Requests
Filter Time-Off Requests

Submit a Time-Off Request
Working with Time-Off Requests

Edit a Time Off Request

Requirements: Only users with the appropriate licenses and configuration settings can work with time-off requests in the CIC
client. For more information, see Interaction Optimizer.

You can make changes to a pending time-off request. You cannot edit an approved or denied time-off request.

To edit a time-off request:
1. Do one of the following:
e From the Optimizer menu, select Time Off Requests.
e From the My Schedule view toolbar, click the Time Off button.

Result: The Time Off Requests List dialog box appears.
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[ Time Off Requests List == o

. Length . . -

Type Activity p:?gay Start date/time Stop dateftime Status Notes T
Full Day Sick Time 08:00 5/30/2015 5/31/2015| Denied Time off request fo...
Partial Day | Auto Approved 04:00 5/29/2015 10:30 AM 5/29/2015 2:30 PM| Canceled Time off request fo...
Full Day Paid Time Off 08:00 5/28/2015 5/29/2015| Denied Time off request fo...

Partial Day | Mot Auto Approved 04:00 5/27/2015 2:30 PM 5/27/2015 6:30 PM| Approved Time off request fo...

» Full Day 5/26/2015 f 2 Pending Time off request fo...

] Partial Day | Sick Time 04:00 5/25/2015 10:30 AM 5/25/2015 2:30 PM| Canceled Time off request fo...
Full Day Auto Approved 08:00 5/24/2015 5/25/2015| Denied Time off request fo...
Fartial Day | Paid Time Off 04:00 5/23/2015 2:30 PM 5/23/2015 6:30 PM| Approved Time off request fo... |||
Full Day Mot Auto Approved 08:00 5/22/2015 5/23/2015| Pending Time off request fo...
Partial Day | FMLA 04:00 5/21/2015 10:30 AM 5/21/2015 2:30 PM| Canceled Time off request fo...
Full Day Sick Time 08:00 5/20/2015 5/21/2015| Denied Time off requestfo...| -

R R Y &

Add Edit Cancel View | Filter = Export.
Current Filter Settings: Start Date = 11/14/2014, End Date = 5/31/2015, Types = Full Day | Partial Day, States = Approved | Denied | Canceled | Pending

2. Inthe Time Off Request List dialog box, do one of the following:

e Double-click the selected time-off request.
e Select a pending time-off request and click the Edit button.

Result: The Time Off Request dialog box appears.

(& Time Off Request

Activity: | Time Off ~| Mot paid

[] Full day tirme off request

Start 5/19/2015 (=] 12:00aMm 2
End: 5/18/2015 (=] z308M :
Length per day (hh:mm): 0250 5

Motes:

Dentist &ppointment,

[ )8 ] ’ Cancel

3. Make any necessary changes.

Tip: For detailed instructions on entering information in the Time Off Request List dialog box, see Submit a Time-Off
Request.

4. Do one of the following:
e Click the OK button.
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Result: The changes made to the time-off request are saved.

e Click the Cancel button to undo any changes made.
Result: Any changes you made to this time-off request are discarded and it reverts to its last saved version.

Related Topics

Cancel a Time Off Request

Export a List of Time-Off Requests
Filter Time-Off Requests

Submit a Time-Off Request

View Time-Off Requests

Working with Time-Off Requests
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Cancel a Time-Off Request

Requirements: Only users with the appropriate licenses and configuration settings can work with time-off requests in the CIC
client. For more information, see Interaction Optimizer.

You can cancel any pending time-off request. You cannot cancel approved or denied time-off requests.

To cancel a time-off request:
1. Do one of the following:
e From the Optimizer menu, select Time Off Requests.
e From the My Schedule view toolbar, click the Time Off button.

Result: The Time Off Requests List dialog box appears.

Full Day

5/26/2015

5/27/2015

Pending

Time Off Requests List
- Length . . il
Type Activity Iy Start date/time Stop date/time Status Motes
Full Day Sick Time 08:00 5/30/2015 5/31/2015| Denied Time off request fo...
Partial Day | Auto Approved 04:00 5/29/2015 10:30 AM 5/29/2015 2:30 PM| Canceled Time off request fo..
Full Day Paid Time Off 08:00 5/28/2015 5/29/2015| Denied Time off request fo...
Partial Day | Not Auto Approved 04:00 5/27/2015 2:30 PM 5/27/2015 6:30 PM| Approved Time off request fo_.. =

Time off request fo...

Partial Day | Sicl Time 04:00 5/25/2015 10:30 AM 5/25/2015 2:30 PM| Canceled Time off request fo...
Full Day Auto Approved 08:00 5/24/2015 5/25/2015| Denied Time off request fo...
Partial Day | Paid Time Off 04:00 5/23/2015 2:30 PM 5/23/2015 6:30 PM| Approved Time off requestfo... |||
Full Day Mot Auto Approved 08:00 5/22/2015 5/23/2015| Pending Time off request fo...
Partial Day | FMLA 04:00 5/21/2015 10:30 AM 5/21/2015 2:30 PM| Canceled Time off request fo...
Full Day Sick Time 08:00 5/20/2015 5/21/2015| Denied Time off requestfo..| «

RN LY &

Add Edit Cancel | View  Filter | Export.

Current Filter Settings: Start Date = 11/14/2014, End Date = 5/31/2015, Types = Full Day | Partial Day, States = Approved | Denied | Canceled | Pending

2. In the Time Off Request List dialog box, select a pending time-off request by clicking the button at the beginning of the row
containing the request.

Tip: You can select multiple time-off requests by holding down the Ctrl key and clicking anywhere in the rows
containing the requests.

Result: The Edit and Cancel buttons become active.
3. Click the Cancel button or right-click and select Cancel Request from the shortcut menu.

Note: You must use the Remove button if you are deleting multiple time-off requests. You cannot use the shortcut
menu.

Result: A "Do you really want to the selected time-off request?" message appears.
4. Click Yes.

Result: The time-off request is canceled and removed from your list.

Related Topics

Edit a Time-Off Request

Export a List of Time-Off Requests
Filter Time-Off Requests

Submit a Time-Off Request

View Time-Off Requests

Working with Time-Off Requests

Export a List of Time-Off Requests
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Requirements: Only users with the appropriate licenses and configuration settings can work with time-off requests in the CIC
client. For more information, see Interaction Optimizer.

You can export your time-off requests to an HTML file and display your time-off requests in your default browser window. From
there, you can print a list of your time-off requests or paste a list of time-off requests in another application.

To export a list of time-off requests:
1. Do one of the following:

e From the Optimizer menu, select Time Off Requests.
e From the My Schedule view toolbar, click the Time Off button.

Result: The Time Off Requests List dialog box appears.

Full Day

5/26/2015

5/27/2015

Time OFf Requests List =N =R
Type Activity ::?32: Start date/time Stop dateftime Status Notes -

Full Day Sick Time 08:00 5/30/2015 5/31/2015| Denied Time off request fo...

Partial Day | Auto Approved 04:00 5/29/2015 10:30 AM 5/29/2015 2:30 PM| Canceled Time off request fo...

Full Day Paid Time Off 08:00 5/28/2015 5/29/2015| Denied Time off request fo...
Partial Day | Mot Auto Approved 04:00 5/27/2015 2:30 PM 5/27/2015 6:30 PM| Approved Time off request fo... =

Pending

Time off request fo...

Partial Day | Sick Time 04:00 5/25/2015 10:30 AM 5/25/2015 2:30 PM| Canceled Time off request fo...
Full Day Auto Approved 08:00 5/24/2015 5/25/2015| Denied Time off request fo...
Fartial Day | Paid Time Off 04:00 5/23/2015 2:30 PM 5/23/2015 6:30 PM| Approved Time off request fo... |||
Full Day Mot Auto Approved 08:00 5/22/2015 5/23/2015| Pending Time off request fo...
Partial Day | FMLA 04:00 5/21/2015 10:30 AM 5/21/2015 2:30 PM| Canceled Time off request fo...
Full Day Sick Time 08:00 5/20/2015 5/21/2015| Denied Time off requestfo...| -

A R &

Add  Edit Cancel View  Filter

Export...

Current Filter Settings: Start Date = 11/14/2014, End Date = 5/31/2015, Types = Full Day | Partial Day, States = Approved | Denied | Canceled | Pending

2. Inthe Time Off Request List dialog box, click the Export button.

Result: Your time-off requests are displayed in your default browser window.

Agent Name : Tim Harris
Date Exported : 4/22/2014 10:07 AM

Type Activity Code Length per day | Start date/time Stop date/time Status  Description

Ful Day | Paid Time Off 08:00 4/30/2014 5/1/2014 Denied | Time off request for Tim Harris
Partial Day | Not Auto Approved | 04:00 4/29/2014 1030 AM | 4/29/2014 230 PM | Approved | Time off request for Tim Harris
Ful Day |FMLA 08:00 4/28/2014 4/2912014 Pending | Time off request for Tim Harris
FulDay | Auto Approved 08:00 4/26/2014 4272014 Denied | Time off request for Tim Harris
Partial Day | Paid Time Off 04-00 4/25/2014 1030 AM | 4/25/2014 2:30 PM | Approved | Time off request for Tim Harris
Ful Day | Not Auto Approved | 08:00 4/24/2014 42512014 Pending | Time off request for Tim Harris
Full Day | Sick Time 08:00 4/22/2014 42312014 Denied | Time off request for Tim Harris
Partial Day | Auto Approved 04:00 4/21/2014 1030 AM | 4/21/2014 2:30 PM | Approved | Time off request for Tim Harris
Ful Day | Paid Time Off 08:00 4/20/2014 42112014 Approved | Time off request for Tim Harris
Pattial Day | Auto Approved 04:00 4/14/2014 230 PM | 4/14/2014 6:30 PM | Approved | Time off request for Tim Harris

Current Filter Settings: Start Date = 10/22/2013. End Date = 10/22/2014. Types = Full Day | Partial Day. States = Approved | Denied | Pending

3. Use your browser’s features to do any of the following:

e Print a list of your time-off requests.

e Select all the text on the webpage and paste it in another application.

e Save the current list of time-off requests in another file, preserving it for future reference.

4. When you have finished working with this list of time-off requests, close your browser window.

Result: The Time Off Request List dialog box reappears.
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Related Topics

Cancel a Time Off Request

Edit a Time-Off Request

Filter Time-Off Requests

Submit a Time-Off Request
View Time-Off Requests
Working with Time-Off Requests

Filter Time-Off Requests

Requirements: Only users with the appropriate licenses and configuration settings can work with time-off requests in the CIC
client. For more information, see Interaction Optimizer.

You can control which of your time-off requests appear in the Time Off Requests List dialog box.

To filter your time-off requests:
Do one of the following:

1.

2.

e From the My Schedule view toolbar, click the Time Off button.
e From the Optimizer menu, select Time Off Requests.

Result: The Time Off Request List dialog box appears.

Time Off Requests List

Full Day

08:00

Pending

Type Activity ;::31:; Start date/time Stop date/time Status Motes
Full Day Sick Time 08:00 5/30/2015 5/31/2015| Denied Time off request fo...
Partial Day | Auto Approved 04:00 5/29/2015 10:30 AM 5/29/2015 2:30 PM| Canceled Time off request fo..
Full Day Paid Time Off 08:00 5/28/2015 5/29/2015| Denied Time off request fo...
Partial Day | Not Auto Approved 04:00 5/27/2015 2:30 PM 5/27/2015 6:30 PM| Approved Time off request fo...

Time off request fo...

m

Partial Day | Sicl Time 04:00 5/25/2015 10:30 AM 5/25/2015 2:30 PM| Canceled Time off request fo...
Full Day Auto Approved 08:00 5/24/2015 5/25/2015| Denied Time off request fo...
Partial Day | Paid Time Off 04:00 5/23/2015 2:30 PM 5/23/2015 6:30 PM| Approved Time off request fo..
Full Day Mot Auto Approved 08:00 5/22/2015 5/23/2015| Pending Time off request fo...
Partial Day | FMLA 04:00 5/21/2015 10:30 AM 5/21/2015 2:30 PM| Canceled Time off request fo...
Full Day Sick Time 08:00 5/20/2015 5/21/2015| Denied Time off request fo..

RN LY &

Add Edit Cancel | View  Filter | Export.

Current Filter Settings: Start Date = 11/14/2014, End Date = 5/31/2015, Types = Full Day | Partial Day, States = Approved | Denied | Canceled | Pending

In the Time Off Request List dialog box, click the Filter button.

Result: The Filter Time Off Requests dialog box appears.
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ij Filter Time Off Requests E

Type Date range State
Full day Stark: Pending
Partial Day i/ 22/2013 B~ Approved
Denied
Stop:
10/22/2014 g

Apply

3. Set the Type, Date range, and State parameters.
4. Click Apply.

Related Topics

Cancel a Time Off Request

Edit a Time Off Request

Export a List of Time-Off Requests
Submit a Time-Off Request

View Time-Off Requests

Working with Time-Off Requests
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Interaction Process Automation

Requirements: Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights.

Interaction Process Automation (IPA) is a communications-based process automation system that manages business processes
by routing work items to qualified and available members of your organization in a defined and controlled manner.

For example, a customer could place an order, service request, loan application, or insurance claim by completing a form on your
company website. Or, an agent could take preliminary information over the phone and launch the appropriate process. IPA then
routes the form to the first available agent who is qualified to process it or to the most appropriate workgroup queue. This form
appears as a work item in the agent’s My Work Items view or in the appropriate workgroup queue, just like any other ACD-routed
interaction. If an agent does not pick up the work item (form) within a defined period of time, CIC routes it to the next available and
qualified agent or workgroup. After an agent picks up the work item and completes the necessary task for processing it, IPA could
then forward the application to an available supervisor for approval.

Using IPA

If your PureConnect administrator assigns you the appropriate license and user rights in Interaction Administrator, you can:
pick up a work item and complete a necessary task

launch a process that routes work items to other members of your organization

search for an existing process

view interactions that are associated with a specific instance of a process

l Note: You do not need an IPA license to transfer a work item. For more information, see Transfer a Work ltem. '

IPA Integration Differences

There are differences between IPA support in Interaction Connect and Interaction Desktop.

Warning: One important difference is that clicking the X to close the Work Item Viewer in Interaction Connect does not save
any data you entered or changed. It puts the Work Item in a state where you cannot work on it or disconnect it until the session
times out which can take several minutes.

Interaction Connect

e Work Items appear in My Interactions.
e Can filter work items by multiple work item categories
e The Work Item viewer website control will not load websites that specify that they cannot be hosted in an iframe.

Interaction Desktop

Work Items appear in the Work Iltem view.

Can associate an interaction with a process.

Can search for an already launched process.

Can display Process Details.

Automatically picks up a work item routed to you after launching a process.
Can add Notes to a Process instance.

Displays Work Item Reminders.

e Displays Work Item Warnings.

User Licenses
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The following licenses enable you to use IPA features. The PureConnect administrator assigns these licenses in Interaction
Administrator.

Note: Each license in this list enables you also to use the IPA features included in all the previous licenses in the list. That is,
the Group Routed Work Items license includes the Direct Routed Work Items license. The Process Monitor license includes
both of the Routed Work Items licenses. The Process Designer license includes all the other licenses.

e Direct Routed Work Items (I3_ACCESS_IPA_USER) license: Enables you to launch any process to which you have rights. It also
enables you to receive Work Items that are directly routed to you.

e Group Routed Work Items (I3_ACCESS_IPA_USER_ACD) license: Enables you to receive Work Items that are either routed to
you directly or as a member of a workgroup (similar to an ACD queue).

e Process Monitor (I3_ACCESS_IPA_MONITOR) license: Enables you to view process status and details in the Process Monitor or
to use Process Reporting in IC Business Manager Applications.

e Process Designer (I3_ACCESS_IPA_DESIGNER) license: Enables you to use the Process Designer to create and modify IPA
processes or to use Process Reporting in IC Business Manager Applications.

Note: For more information about designing processes, see the Interaction Process Automation Technical Reference
and the Interaction Process Automation Designer Help.

User Rights

Your PureConnect administrator can assign the following Processes Access Control rights to you in Interaction Administrator.
These rights control which IPA functions you can use.

Note: The View Queue Columns Access Control right determines whether you can display the Associated Process column in
My Interactions or other queue view.

You can be assigned these rights for all process instances created from all or selected process definitions. For example, your
process designer may create process definitions for a car loan, a new account, and a home improvement loan. You could be
assigned the rights to launch all of these processes or have the right only to launch a car loan process.

These rights are independent of each other, not cumulative like IPA licenses. For example, you could be able to manage a process,
but be unable to launch it in the CIC client if you had only the Manage Process right to that process.

In addition, the following Interaction Process Automation rules apply:
e If you launched the process, view rights for that process are implied.
e If you own the process, launch, view, and modify rights are implied.

Types of Access Control Rights for Processes

e View Processes: Enables you to search for a process and view process details.

o Launch Processes: Enables you to launch processes in the CIC client.

' Note: The process designer must first create and publish the process. '

e Manage Processes: In the CIC client, this enables you to remove interaction associations from a process, retry or cancel a
process, and view the Actions or Process Variables tabs in the Process Details dialog box. In the Process Monitor, it enables
you to manage and modify processes. Managing a process includes canceling a process or changing data elements in a
process.

Note: Process Monitor is a separate application and is not part of the CIC client. It is an IC Business Manager module
and an IC Server Manager module that an administrator can use to monitor, track, or interact with running process
instances. For more information, see the Interaction Process Automation Designer Help.

User Status

In order to receive ACD-routed work items, you must set your status to a type that indicates you are available for ACD (Automatic
Communication Distribution). Your CIC system administrator determines in Interaction Administrator which user statuses indicate
ACD availability. For example, an "Available" status may indicate you are available for ACD, but an "Available, Follow-Me" status
could indicate you are not available for ACD. You can receive direct-routed or transferred work items regardless of your status.
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IPA Security Specifications

IPA security specifications control access to secured data in work items. For example, the ability to view or edit social security
numbers or credit card numbers can be restricted to users who are members of the appropriate IPA security specification.

Note: Your CIC administrator configures IPA security specifications and assigns them to users in Interaction Administrator.
Contact your CIC administrator if you have questions about IPA security specifications.

When a work item containing secured data is routed to you, one of the following can happen:

¢ [f you belong to the necessary IPA security specifications for all the required data fields or controls in the work item, you see
the work item. Any non-required data fields that call for a security specification to which you do not belong are obscured.

None specified (1001208336) [

la: Unsecure Text
1b: Unsecure Edit Box |

2a: Securs Text
2b: Secure Edit Box

3: Secure Required Edit Box *

If you do not belong to the necessary IPA security specification for any of the required data in the work item, you see a Work
Item Warning. A Work Item Alert (toast message) can also appear on your desktop. The work item is placed on hold.

Tip: You can transfer the work item to a user who belongs to the appropriate security specification or ask your CIC
administrator to assign you to the necessary security specification.

Queue Category Description
Mone specified

/A Interaction Warning
Your previous attempt to pickup this work itemn failed,

User Tl Tela' does not have access to required data:
‘String2',

You may need to transfer this work item to another user,
or have someone add your username to the appropriate

4 [ security specification. L
Related Topics
Interaction Process Automation Terminology
Processes
Work ltems
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Interaction Process Automation Terminology

l Requirements: See Interaction Process Automation. l

This topic defines Interaction Process Automation (IPA) terms that apply to using IPA. Terms that apply to designing and modifying
IPA processes are discussed in the Interaction Process Automation Designer Help.

e Action: The smallest unit of work. A process consists of structured groups of actions. Actions can include completing a work
item, accessing a database, invoking a Web service, calling a handler, interfacing with a mainframe or third-party application,
sending email, queuing work items for groups of people, and more.

e Active: A process is either active or inactive. A process becomes active when it is published. An administrator can deactivate a
process to stop people from using it. The CIC administrator or an IPA process designer can reactivate a process.

e Form: The user interface displayed when you pick up a work item. It also includes the work item category, description, and due
date of the assigned work.

e Launch a process: A process can be initiated (launched) in different ways depending on how it is designed. For example,
processes can be launched by a CIC client user or a handler.

e Process Definition: A Process Designer creates a process definition. A process is defined first in terms of states. A process is
a group of states, running like an assembly line. States define the pipeline through which work flows. Each state is comprised
of a series of tasks and actions.

e Process Instance: When a process is launched, a new process instance is created from the selected process definition. An
instance is a running process. Multiple instances of the same process can run at the same time.

e Task: A sequence of actions performed by the CIC server and/or CIC client users to achieve a specified result.

e Work Item: A work item is a form that is presented to a CIC client user to gather information. When the corresponding process
is launched, work items appear in the My Work ltems view.

e Work Item Interaction: A related interaction, such as a call or fax, which is associated with a work item. Interaction Desktop
users can search for a process and display its associated interactions.

e Work Item State: The current condition of a work item. A work item state is similar to an interaction state. For more
information, see Work Item States.

Related Topics
Interaction Process Automation

Processes

l Requirements: See Interaction Process Automation. l

A process is a defined, ordered series of actions taken by Customer Interaction Center and CIC client users to achieve a specific
end result. CIC client users are prompted to complete work as part of a process. Processes can also perform actions that involve
accessing web sites. For example a process could access a website to look up required information, such as a vehicle’s VIN
number. The administrator who designs a process determines what actions occur during a process.

For example, your company could have a loan application process that requires several steps. These steps are performed by
different CIC client users or automated Customer Interaction Center functions. The process includes actions for collecting,
verifying, and evaluating information in the loan application, making a decision to accept or reject the application, and finally
notifying the applicant of the decision.

If you have View Process IPA User Rights, you can:
e Add Notes to a Process Instance

If you have an |IPA User License and the appropriate IPA User Rights, you can do any of the following:
Associate an Interaction with a Process

Display the Search Process View

Launch a Process

Remove a Process Association

Search for a Process

View Process Details

Related Topics
Working with Interaction Process Automation
Interaction Process Automation Terminology
Work ltems
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Display the Search Processes View

Requirements: Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and |PA User Rights.

The Search Processes view enables you to locate a specific process instance or display a list of selected process instances.
Before you can use the Search Processes view, you must display it.

l Tip: For more information about additional ways to display the Search Processes view, see Add or Close Views.

To display the Search Processes view:

1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Process Automation.

2. Inthe Views list, select Search Processes.
3. Click OK.

Result: The Search Processes view appears.

Tip: You may find it easier to use this view to associate a process with an interaction if you display the My Interactions

and Search Processes views side by side as shown below. For tips on moving this view to the most convenient
location for your use, see Change View Layout.

/58 My Interactions | &% Call History | 5% My Work ltems |

X s /'& Search Processes

- X

Queue MName Mumber

(17) 222-2222

To: Indianapolis IN

Duration

Details
0:00:02 | 2222272

Search =

Name

Initiator

ProcessID  « Status

Details

-

<
R

Pickup Hold Mute

©Q B O

Transfer Voicemail Disconnect

|
& &

Join  Listen

Record Pause

New Referral or Transfer Rockhead ... Completed 1D:11628 (M8
ReferralsTransfers Console Rockhead ... | 11629 Canceled Antheny, .. 1
New Referral or Transfer Tim Leffel... |11630 Completed 1D: 11630
ReferralsTransfers Console Tim Leffel... 11631 Canceled Antheny, .
New Referral or Transfer Tony Jame... |11632 Completed 1D: 11632
ReferralsTransfers Console Tony Jame... 11633 Canceled Antheny, .

L ' Interaction Feedback Survey Follo... | Giggles Ad... |11634 Canceled Issue Res.. ~

<1

LU

r

=|||| Number of results: 19

Related Topics
Processes

Search for a Process

Requirements: Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights.

Before you can associate a process instance with an interaction or view the details of a process instance, you must first find it.

To search for a process:
1. Do one of the following:
e Select the Search Processes view.
e Click the magnifying glass in the Processes toolbar.

2. Do one of the following:
e Inthe search text box to the left of the Search button, type all or part of a process variable value and then click the Search
button.
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Tips for using process variables:

Process variables include the process ID, the name of the user who launched the process (initiator), and
process-specific details such as a customer’s ID number.

Process-specific variables may not be the same for each process. They are defined by the person who designed
the process.

To search by name, type all or part of a user’s display name. (Formatting of display names is controlled by your
CIC administrator.)

No matter what variable you use to search, a “Begins with” search is used. For example, you can enter just the
first few characters of a name or identification number for a search.

e Click the down arrow next to the Search button to specify advanced search criteria. Select the appropriate criteria and click
OK.

Process: [.Pn.ll

Inttisted: | Past 2 weeks -

From: | 1/24/2013 |

To: | 2/ 2m3 |

Tips for using advanced search criteria:

Advanced search criteria are used in conjunction with the search criteria you specify in the search text box to
the left of the Search button.

The Advanced Search Criteria dialog box enables you to set a date range and select a type of process.

All of the criteria specified in the Advanced Search Criteria dialog box apply to all future searches until changed
by you. These settings are saved when you log off or restart the client.

Result: Search results appear in a table in the Search Processes view or Search Processes dialog box.

Note: You see a message in the Search Results dialog box if your search returns more than the allowed maximum
number of results. The Search Results limit is configured by your CIC administrator on the CIC server.

V. /&Search Processes - X

Mame Initiator ProcessID .« Status Details ﬁ

ReferralsTransfers Console Rockhead Admin 11629 Canceled Anthony, Brian, from: Alexander, t...

Mew Referral or Transfer Tim Leffelman 11630 Completed ID: 11630 3

ReferralsTransfers Console Tim Leffelman 116231 Canceled Antheny, Brian, from: Alexander, t...

Mew Referral or Transfer Tony Jamero 11632 Completed ID: 11632 ™

ReferralzTransfers Console Tony Jamero 11633 Canceled Antheny, Brian, from: Alexander, t...

Interaction Feedback Survey Follo... | Giggles Admin 11634 Canceled Issue Resolution: COMPLETE - Cus...

Interaction Feedback Survey Fello... | Giggles Admin 11635 Canceled Issue Resolution: COMPLETE - Cus...

Interaction Feedback Survey Follo... | Giggles Admin 11636 Canceled Issue Resolution: COMPLETE - Cus...

Interaction Feedback Survey Follo... | Giggles Admin 11637 Canceled Issue Resolution: COMPLETE - Cus... -

MNurmber of results: 19

3. Do any of the following in the search results table.
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e Resize the Search Process dialog box or Search Processes view to display more information.

e Rearrange the column order by clicking and holding on a column heading, dragging it to the desired location and then
releasing the column heading.

e Click a column heading to sort it in ascending order, click again to sort in descending order.
e Double-click a selected Process to View Process Details.

Related Topics

Processes
View Process Details

Launch a Process

l Requirements: See Interaction Process Automation. I

Properly licensed and authorized CIC client users can launch a process. Customers may also be able to launch a process from your
company’s website, if this option is available and appropriately configured.
To launch a process:
1. Do one of the following:
e Type all or part or a process name in the Processes toolbar and press Enter.

Result: If this matches only one process name, then pressing Enter launches the process. If not, continue to the
next step.

e Click the down arrow in the Processes toolbar.
e In My Interactions, right-click an interaction and, from the shortcut menu, select Process Automation > Launch Process.

Note: This method both launches a process and associates it with an interaction. You cannot launch a process
from an interaction in a User or Workgroup queue that you are monitoring.

2. Do one of the following:
e Inthe Recent Processes list, click the name of the appropriate process.
e In the Launch Process dialog box, select the appropriate process and click Launch.

Result: One of two things happens:

e You are alerted to pick up a work item.

e |[f the work item is routed to another user or it takes a more than a few seconds to route the initial work item to you, the
Process Started dialog box appears. Click OK.

Related Topics
Processes

Associate an Interaction with a Process

Requirements: Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and |PA User Rights. The View Queue Columns Access Control right determines whether
you can display the Associated Process column in My Interactions or other queue view.

You can associate selected interactions with a process instance. This association enables you to review the interactions (calls,
email messages or other types) that are related to a process instance such as a loan application. Associated interactions could
include the initial customer email request for an application and agent or customer follow-up calls.

Each process instance can be associated with multiple interactions, but an interaction can be associated with only one process
instance. For example, your company has a process for applying for a car loan. You can associate your current interaction (a call
from a customer) with the car loan process instance that represents this customer’s application. You or another agent can create
as many instances of the car loan process as necessary, one for each loan application. Each car loan process instance remains
separate and you can associate a call, email, or other interaction with the appropriate process instance, not with the car loan
process in general.

l Tip: You can view all interactions associated with a specific process instance. For more information, see View Process Details. '
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Using the shortcut menu

You can use the interaction shortcut menu to associate your current interaction with a process. Select the interaction in My
Interactions. You cannot select an interaction in another user’'s queue or a workgroup queue and associate it with a selected
process.
To use the shortcut menu to associate an interaction with a process:

1. Pick up an alerting interaction or put an interaction on hold.

2. Right-click the interaction and, from the shortcut menu, select Process Automation > Associate with process.

Result: The Search Processes dialog box appears.
3. Search for a Process.

Result: Process that match your search criteria appear in the Search Processes view or dialog box.

| Search ¥
Marne Initiator Process ID Details Status
Tirmothy 10204 Mone specified | Completed
Test Tirnothy 10305 Mone specified | Running
Test Tirnothy 102306 Mone specified | Running
Test Eros_user - 10405 Mone specified | Completed
Test Eros_user - 10406 Mone specified | Running
MyProc Eros_user - 10407 State: Initial State | Running
MyProc Eros_user - 10408 State: Initial State | Running
MyProc Eros_user - 10409 State: Initial State | Completed
Test Eros_user - 10410 Mone specified | Completed
Mumber of results: 9 I Associate I [ Cancel

4. Inthe search results table, select a process and click Associate.

' Note: You can associate an interaction with only one process.

5. If the Confirm Process / Interaction Association dialog box appears, click Yes.

Result: The selected interaction is associated with the selected process. This interaction is listed, along with any other
associated interactions, on the Associated Interactions tab of the Process Details dialog box.

Also the name of the selected process appears on the line containing the associated interaction in My Interactions.
Clicking this link displays Process Details dialog box.

i /E:é Wy Interactions w’ Call History HE_E My Work [tems | - X

Queue Mame Mumber Duration Associated Process [

To: Indianapelis TN (317) 222-2222

Using Drag and Drop

You can use your mouse to associate an interaction and a process.

To use your mouse to associate an interaction with a process:
1. Use the Search Process view to locate the appropriate process.
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2. Do one of the following:

e Click a process in the Search process view and then drag and drop this process to an interaction in the My Interactions
view.

e Click an interaction in the My Interactions view and drag and drop this interaction to a process in the Search process view.

Result: The selected interaction is associated with the selected process. This interaction is listed, along with any other
associated interactions, on the Associated Interactions tab of the Process Details dialog box. Also the name of the
selected process appears on the line containing the associated interaction in My Interactions. Clicking this link displays
Process Details dialog box as shown in the preceding illustration.

Related Topics
Processes

Remove a Process Association

Requirements: Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and |PA User Rights. You also need the Manage Process right to remove a process
association from an interaction.

An interaction can be associated with only one process. After associating an interaction with a process, you may want to remove
the association. For example, if you change your mind and want to associate the interaction with a different process, you must first
remove the existing process association.
To remove a process association from a current interaction:

1. From My Interactions, pick up an interaction that is already associated with a process.

2. Right-click the interaction and, from the shortcut menu, select Process Automation > Remove Process Association.

Result: The Disassociate Interaction from Process dialog box appears.

P &

Interaction Already Associated

Do wou want to permanently disassociate the interaction from the process?

Click Yes to disassociate the interaction.

e[ e

3. Click Yes.
Result: The interaction is disassociated from the process.

Tip: You can confirm that the association was removed by searching for the appropriate process and then checking the
Associated Interactions tab of Process Details dialog box. For more information, see View Process Details.

If the interaction has already been removed from the My Interactions queue, you can still remove its process association by first
locating the appropriate process.
To remove a process association from a completed interaction:

1. Search for a Process.

2. Inthe Process Details dialog box, select the Associated Interactions tab.

3. Right click a selected interaction and select Remove Association.

Result: The Disassociate Interaction from Process dialog box appears.
4. Click Yes.

Result: The interaction is disassociated from the process.

Related Topics

Processes
View Process Details
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View Process Details

Requirements: Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and |PA User Rights.

There are two places in the CIC client where you can view detail information for a process instance.

To view process details, do one of the following:
e Inthe My Work Items view, select a work item and click the Process Details button.

. :_E' My Interactions rﬂ Call Histaw,-]/]:% My Work I[tems - X

My Wark Items [All) Interaction... State Category Due Date  Description
Refer-Transfer Q] 20011 Held  WebServieeTC22 _ miien |
WebService-TC12212 @ 20011... Held Refer-Transfer Anthony, Brian, from: Alexander, to: Bailey, £
1 i | b
1@ Q@ = O
] beeed
Pickup Transfer Hold Process Details

e Inthe My Work Items view, right-click a work item and choose Process Details from the shortcut menu.
e Search for a process. In the search results table, double-click a selected Process.

Result: The Process Details dialog box appears.

Process Details dialog box

' Route Work Ttern Wfith Due Date & Rerminder (10311) X

Frocess: Foute “Wark ltem With Due Date & Bemind Status Running

Started By Timothy Leless at 11/22/201312:04:00  State:  |nitial State

Detailz: Mone zpecified

Actions | Propess Variables I M otes I Agzociated Interactions
| Action Details

4 |_"JJ_ Run Task Route to Initiating User

4 a Send Work [tem to User Ficked up by Timothy cefessws, [nteraction 1D: 30071168519 (
[]] Show Work ltem Page Displaying page: Pagel
Show Work Item Page (Status=Running]
4 m 3

[x Cancel F'rn:n::ess] ||;;’?1 Rety Process |
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Tabs

The Process Details dialog box contains several tabs that enable you to view information related to this process or to add notes.

only for a current, running process. They do not appear for completed processes.

l Note: You need the Manage Process right to see the Actions tab or the Process Variables tab. In addition, these tabs appear

Actions

This tab displays the status of the individual tasks that make up a process.

l Note: You can point to any of the individual tasks to display a tooltip with the status of the I
task.

Process Variables

This tab displays the data variables for the process. These variables contain values for the
selected process instance. For example, if a process requires you to record a customer’s ID
number, then a process variable contains this ID number.

Notes

Click the Notes tab to view or add notes about the process instance. For more information, see
Add Notes to a Process Instance.

Associated Interactions

View the interactions (calls, chats, ACD-routed email messages, etc.) that are associated with this
process instance. You can also use this tab to remove a process association. You need the
Manage Process right to remove a process association from an interaction. For more information,
see Remove a Process Association.

Buttons

Action buttons are available on the tabs of the Process Details dialog box.

l Note: You need the Manage Process right to use the Cancel Process or Retry Process buttons.

Cancel Process

Use the Cancel Process button to cancel a currently running process.

Note: After a process is canceled, its status changes to Canceled and the Actions and Process
Variables tabs no longer appear.

Retry Process

Use the Retry Process button to restart a process that stopped at some point with an error.

Refresh

Use the Refresh button to update the information displayed on the Notes and Associated
Interactions tabs and include the most recent notes or associated interactions.

Note: New information does not normally appear immediately on these tabs. Typically, if you
edit notes or associated interactions, you are not notified this information has been
successfully updated because it may not happen immediately. The Process Details dialog box
can attempt to auto-refresh the information displayed if you edit notes or associated
interactions.

' Tip: The Refresh button is available only after a process is complete. '

Related Topics

Add Notes to a Process Instance

Associate an Interaction with a Process
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Add Notes to a Process Instance

Requirements: Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and |PA User Rights.

You can add one or more notes to a process instance. You could use these notes to record additional information or to document
actions taken in addition to process steps.

To add notes to a process instance:
1. View the details of a selected process.

Result: The Process Details dialog box appears.
2. Click the Notes tab.
3. Type the text of the note in the text box and click Add Note.

Result: An update in progress indicator appears. When the update is finished, the note appears on the Notes tab.

Process:  Test (version 1) Status:  Running

Started By: Timothy at 1/28/2013 3:40:06 PM State:  Initial State

Details: MNone specified

| Actions I Process ‘u"ariables| Motes |.Pcss.uciated Interactions

eros_user - 272013 234 PM
Sent query to account representative.

Please enter notes here... -
Add Mete
[x Cancel Process ] ||%’ Retry Process Close:
Related Topics
Processes

View Process Details
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Work Items

l Requirements: See Interaction Process Automation. l

A work item is a form that is presented to a CIC client user to gather information. When the corresponding process is launched,
work items appear in the My Work Items view. Work items can also appear in any user or workgroup queues that you are
monitoring.

If you have an IPA User License, the appropriate IPA User Rights, and the appropriate IPA Security Specification for all required data
on the form, you can do any of the following:

e Pick Up a Work Item
e Put a Work Item on Hold
e Remove a Work Item from a Queue

Work Item States

A work item state is the current condition of a work item. A work item state is similar to an interaction state. Possible work item
states are:
e New: This is the state of a work item that has been routed by CIC to an agent or transferred by one agent to another, but not yet
picked up by the recipient.

l Note: If this is an ACD-routed Work Item, you have a limited time to pick it up before it is re-routed to another agent or l
workgroup.

e ACD - Wait Agent: This is the state of a work item routed by CIC to a workgroup or transferred by an agent to a workgroup. It
has not yet been picked up by an agent.

¢ InProgress: This is the state of a work item after you pick it up. It remains in this state while you view or work on the work
item.

e Held: If you close a work item (i.e. click the red “x” or select the Hold action in its various locations), the work item is placed on
hold. It is still assigned to your queue and you have looked at it, but you have not yet completed the work item.

Note: A work item can be placed on Hold automatically if you do not belong to the necessary IPA security specification
for any of the required data in the work item.

e Completed: This is the state of a work item after you finish working on it. After a certain amount of time, around 30 seconds, a
Completed work item disappears from the queue and the My Work ltems view.

Related Topics

Monitor Two or More Queues at the Same Time
My Work Items View

Processes

Work Item Alerts

Work Item Toolbar

My Work Items View

Requirements: Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and |PA User Rights. The View Queue Columns Access Control determines whether you
can display certain columns in the My Work Items view.

The My Work Items view displays the work items that are currently in your user queue. It displays the Work Items currently assigned
to you or ACD-routed to you from a workgroup to which you belong. This view appears by default if you have any one of the four
IPA-related user licenses.

In several ways, the My Work Items view behaves similarly to the My Interactions view, but it also has some unique behaviors:

To display the My Work Items view:
1. Inthe Create New View dialog box, set Group by to Categories.
2. From the list of categories, select Queues.
3. Inthe Views list, select My Work Interactions.
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4. Click OK.

Result: The My Work Items view appears.

View contents

e The My Work Items view shows the current work items in your user queue just as the My Interactions view shows the current
interactions in your user queue.

ACD-routed work items

e If you are a member of one or more ACD workgroups, work items assigned to you from those workgroup queues appear in My
Work Items. This process is similar to how ACD-routed interactions assigned to you from those workgroups appear in My
Interactions.

e The name of the ACD workgroup from which an interaction or work item came appears in the Queue column.

e An ACD-routed work item that you do not pick up remains in the My Work Items list for a limited time. Then it is routed to
another member of your workgroup or other qualified agent.

e [|f ACD-routed work items are in My Work Items when your IPA user license is revoked, these work items remain until you
process them. However, no new work items are routed to you after your license is revoked.

Working with Work Items

e You pick up a work item by selecting the work item and clicking the Pickup button.

e A work item that you have picked up and placed on hold remains in the My Work Items list until you finish work with it.

e "Completing" a work item usually means supplying required information for a form or performing a necessary action like
clicking an Approved button.

o After you complete a Work Item, the work item is displayed for a short time and is then permanently removed from the My Work
Items view.

Note: There is no equivalent of a Call History view for work items. Currently, there is no way to locate or view
completed work items when they no longer appear in the My Work ltems view.

o After you complete a work item, if there are other steps yet to be completed in the process, the process instance performs its
next defined action. This next action could be routing a work item to another agent or to automatically sending an email
message to a customer.

Work Item View Features

& My Interactions | &2 Call History ' EE] My Work Items - X
My Work Items [All} Interaction... State Category Due Date  Description

Refer-Transfer “ E|

WebService-TC12212 El 20011... Held Refer-Transfer Anthony, Brian, from: Alexander, to: Bailey, *

] | 3

<
Qe = ©0

Pickup  Transfer Hold  Process Details

Special features of the My Work Items view include:

Work Item Icons

e A work item icon appears in the first column of the My Work Items view. This icon changes slightly as the work item state
changes.

e Also the work item icon can change to reflect any messages sent regarding this work item. The work item message icons are
hourglass (Busy), red circle (Error), and yellow triangle (Warning).

e Point your mouse to a work item message icon to display a tooltip containing the message.
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Queue Category Description
Mone specified

A\ Interaction Warning

Your previous attempt to pickup this work item failed.

User T ol Twlia' does not have access to required data:
‘String2',

You may need to transfer this work item to ancther user,
or have someone add your username to the appropriate
4[] security specification,

Categories

e Each work item can be associated with a category. The names of the categories of your current work items appear in the
category section.

e You can select a category name in the category section to display only the work items belonging to that category in the work
items list. Or you can select My Work Items (All) to see all the work items currently waiting for your action or work items you
recently completed.

List Customization

e You can sort the Work Item list by clicking any of the column headings in the list. Click to sort in ascending order. Click again
on the same heading to sort in descending order.

e You can also rearrange, add, or remove columns. For more information, see Customize Columns for details.

Work Item Alerts

e You are alerted to new work items by changes in the appearance of the My Work Items view.

Note: For more information about My Work Item view changes and other kinds of alerts that can occur when you
receive a new work item, see Work Item Alerts. The Pop for Work Items option controls whether the CIC client appears
on top of any other running applications when a new work item arrives. For more information, see General Alerting
Options.

Sections

e The My Work Items view is divided into two sections. The left side displays work item categories. The right side displays a list
of your current work items.

e A collapsible splitter separates the category and work items sections. This splitter enables you to hide or show the category
section.

State

e The Work Item list displays the state of each work item. For more information, see Work Item States.

Toolbar

e You can customize the Work Items view toolbar by adding, moving, or removing buttons or button separators, as in other CIC
client toolbars. For more information, see Customizing Toolbars.

Related Topics
Pick Up a Work Item

Put a Work Item on Hold
View Process Details
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Pick Up a Work Item

l Requirements: See Interaction Process Automation.

A work item represents one step in a process. After you complete an assigned work item, the process may generate a new work
item and send it to the appropriate agent or workgroup to continue the process.

Work items routed to you appear in the My Work Items view. Also, you can see the arrival and progress of work items in a
Workgroup queue or in another user’s queue, if you have the appropriate rights to view these queues. Work Item Category, Work
Item Description, and Work Item Due Date columns are not displayed by default in Workgroup or other user queue views, but you
can add these columns. This helps you identify the types of work items in these queues. For more information, see Add or Remove
View Columns.

You pick up a work item to complete part of a process.
e You can pick up a work item that is assigned to you from the My Work Items view or from a desktop Work Item Alert.

e You can pick up a work item that is not assigned to you from a Workgroup queue or in another user’s queue, if you have
permission to modify the queue in which the work item appears.

Note: If you launch a process and that process routes a work item to you in less than 10 seconds, the CIC client automatically
picks up the work item. If you do not receive the work item within 10 seconds, then the CIC client displays a message alerting
you that the process was started.

To pick up a work item:
1. Do one of the following:

e Ina Work Item Alert (toast message), click Pickup.

Mew Waork Tterm [E]

8 Support Ticket

ﬁ Pickup
B Hold

e Select a work item in a New, ACD - Wait Agent, or Held state, and do one of the following:
Double-click the selected work item.

Click the Pickup button.

Right-click the selected work item and choose Pickup from the shortcut menu.

Press Ctrl+P.

Result: A form opens.

Example form: The form type and contents depend on the way the process is designed.
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[E Requester_FullName: Anna Wilson (2001005907)

Loan Amount: 1000
Credit Scare: 557

Customer Mame:  Anna Wilson

Deny Reason:

2. Do one of the following:
e Perform the required action.

Result: The state of the work item changes to Completed. After a certain amount of time, a Completed work item is
removed from the My Work ltems view.

Note: When you pick up a work item, you are prompted to perform a step in the workflow process. You may
need to enter data on a form or you might be required to click a button on a form that indicates you have
reviewed or approved some step in a process. It depends entirely on how your organization’s Workflow
Designer has constructed the process.

e Put the work item on hold.

Result: The state of the work item changes to Held.
Tips for Completing Work Items

e Putting a work item on hold saves the current data.

Note: Invalid data is not saved if you put a work item on hold. The last known good value, if any, for a field containing an
error appears when you pick up the work item again.

e Work item required fields are indicated by a background color. Empty required fields are indicated by asterisks (*).
e Access to some IPA data can be restricted. For more information, see IPA Security Specifications.

e If you don't have the necessary IPA security specification to view a non-required field or control on the work item, it is
obscured.

e If you do not have the necessary IPA security specification for any of the required data in the work item, you see an error
message that explains you cannot see the work item because you do not have access to the required data.

e Press Tab to move from field to field in a work item.

Tip: If the work item contains a multi-line text box, first press Insert to turn off automatic insert, then you can tab
through all the fields on the form.

e Cancel buttons are always enabled. Submit or OK buttons are enabled only when all required fields contain valid entries.

e Data entry errors are highlighted and are also indicated by an arrow. If you point to this arrow, a tool tip appears that can help
you correct the error.

Note: Depending on the type of control and type of data, data entry errors can be indicated while you are
making an entry or only after you move to the next field.

Related Topics
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Put a Work Item on Hold
Work Item Toolbar

Put a Work Item on Hold

l Requirements: See Interaction Process Automation. l

You can put a work item on hold and later pick up this work item to continue working with it. If you place a work item on hold, it
remains on hold until you pick it up again. This applies both to ACD-routed work items and directly-routed work items.

To put a work item on hold, do one of the following:
e Click the X in the title bar to close a work item form without taking the required action or supplying all of the required
information.
e Inthe My Work Items view, select a work item that is in a New, ACD - Wait Agent, or In Progress state and click the Hold button.

e Inthe My Work Items view, right-click a work item that is in a New, ACD - Wait Agent, or In Progress state and choose Hold
Work Item from the shortcut menu.

o [f the Work Item Alert is still visible on the desktop, click Hold.

Related Topics

Pick Up a Work Item
Work Item Toolbar

Transfer a Work Item

Requirements: The Transfer Interactions Security right enables you to transfer an interaction appearing in My Interactions.

The Modify Station Queues, Modify User Queues, or Modify Workgroup Queues Access Control rights enable you to transfer

an interaction appearing on another queue. See also Interaction Process Automation.

You can transfer a work item to another user or workgroup queue.
Licenses and Other Conditions

You do not need an IPA license to transfer a work item. You can transfer a work item to another user or workgroup under certain
conditions:

e You need the right to transfer an interaction for the queue in which the work item appears.

e You can transfer work items only to other IPA-licensed users or to a workgroup with at least one IPA-licensed user.
e If you transfer a work item to a workgroup, the target workgroup must have an associated queue.

e You can transfer only work items that are in a New, ACD - Wait Agent, or Held state. You cannot transfer a completed work item
or a work item you are viewing or revising (In Progress state).

Note: Interaction Supervisor users can transfer work items that are not on Hold, if necessary to continue a process. If a
supervisor transfers a work item while an agent has that work item open, then any data changed or entered by the agent
since the work item was picked up may be lost.

Work Item Transfer Dialog Box

Transferring a Work Item uses the same basic Transfer dialog box as transferring an interaction, with some minor differences.

e The Options drop-down list limits your search for a transfer recipient to either users or workgroups or both. You cannot transfer
a work item to a phone, station, station group or attendant profile, so these search criteria do not appear.

e The Override Call Forwarding check box does not appear as it applies only to transferred calls, not work items.
e The Park, Voice Mail, and Consult buttons are disabled as they do not apply to work items.

To transfer a work item from My Work Items or other queue:

1. Inthe My Work Items view or the appropriate user or workgroup queue view, select a work item that is in a New, ACD - Wait
Agent, or Held state.

2. Do one of the following:
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e On the view toolbar, click the Transfer button.
e Right-click the work item and choose Transfer from the shortcut menu.

Result: The Transfer dialog box appears.
3. Inthe Transfer To: text box, type all of part of the recipient’'s name.

Result: A drop-down list of choices appears.

Tip: If the drop-down list does not contain the recipient you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary. You can search by user or workgroup name or both.

4. From the drop-down list, select the appropriate recipient.

Result: Status information appears for the selected user or workgroup, including whether a selected user is logged onto a
CIC client and is available to accept the transferred work item. If the selected recipient is a workgroup, it shows how many
interactions are in the workgroup queue, how many agents are logged on and how many agents are available. For more
information, see Status Information for Transfer recipient.

5. Click the Transfer button.

Result: The work item is removed from your My Work Items view or other queue where you selected it and is routed to the
selected agent or workgroup.

Note: If you are transferring a work item from another user’s queue or workgroup queue, you may see this warning: "You
do not own this interaction, are you sure you want to perform this action?" Click Yes to continue the Transfer.

Important: Certain work item settings are no longer in effect after a transfer. For example, work items can have a
timeout setting that controls how much time a CIC user has to pick up an alerting work item before it is routed to

another user. This pickup time limit no longer applies to the transferred work item because the transfer signals the
work item is "being handled" or "under an agent’s control."

Related Topics

My Work Items View
Work ltems
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Remove a Work Item

l Requirements: See Interaction Process Automation. l

You can remove a completed work item from the My Work Items queue if you don't want to wait for it to disappear automatically
after you complete it.

' Note: You can remove only completed work items from a queue. '

To remove a work item from the My Work Items view, do one of the following:
e Right-click a work item and select Remove from Queue from the shortcut menu.

e Select a work item and press Ctrl+Shift+R.

You can also remove completed work items from workgroup and user queues if you have the right to monitor these queues and
also the right to manage processes.

To remove a work item from a workgroup queue or user queue:

1.

Do one of the following:

e In the appropriate workgroup or user queue view, right-click on a work item and select Remove from Queue from the
shortcut menu.

e In the appropriate workgroup or queue user view, select a work item and press Ctrl+Shift+R.

2. If a warning dialog box appears reminding you that you do not own this interaction, click Yes.
Result: The work item is removed from the workgroup or user
Related Topics

My Work Items View
Work ltems

Work Item Alerts

l Requirements: See Interaction Process Automation. l

When an ACD-routed work item is sent to you, you have a limited time to pick it up before it is re-routed to another agent or
workgroup. Because of this time constraint, several things alert you to the arrival of any new work item (even one that is not ACD-
routed):

If the CIC client is appropriately configured, the arrival of a new work item causes the CIC client to appear on top of any other
application you are running. For more information, see Pop for Work Items.

If you are occupied with a direct-routed work item (one that was sent to you specifically), you are always alerted to the arrival of
any new ACD-routed work item in the My Work Items view.

When a new work item appears in the My Work Items view, the view "pops" to the foreground if it was behind another view.

The appearance of the My Work Items view changes.

An asterisk (*) appears on the My Work Items tab. An asterisk (*) also appears after the name of the appropriate category
and after the My Work Items [All] category. Finally, the details of a new work item appear in a bold font in the Work Item list.

/"lz_é by Interactions ]ftf Call Histarg T%M}r Work Items

My Wfork Ttems (AI™ Interaction Id  State  Des
Test* 5] 1001904613 New  Ana
=] 1001904614 New  Ana

A Work Item Alert (toast message) can also appear on your desktop.
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Note: whether this desktop alert appears is controlled by same configuration setting that determines if a desktop alert
appears for alerting interactions and camped calls. The amount of time it takes for the desktop alert to fade away is
also controlled by a configuration setting. For more information, see Desktop Alerts.

e Normally, you see the alert when the work item arrives in your My Work Items queue. However, if you are not logged onto the
CIC client at the time the work item is routed to you, you see the alert the next time you log on to the CIC client if the work item
is still in your queue. There is no sound associated with this alert.

e You can click Pickup in the desktop alert to start processing the work item.

Mewy Work Therm =

8 Support Ticket

& Fickup
B Hold

e You see a single desktop alert even if you get multiple work items at the same time. The text changes to show how many new
work items you have received. Click Open My Work ltems to switch to the My Work Items view. Then you can select one work

item and click the Pickup button to start processing the work item.

Mew Wiark Iterms [=]

E YWou hawve & new Work Trems,

Dpen by Work Therms

e [f a work item with a defined due date is currently assigned to you, a reminder dialog box appears on your Windows desktop
when this work item reaches a pre-defined interval before its due date. For more information, see Work I[tem Reminders.

Related Topics
My Work Items View
Pick Up a Work Item
Work ltems
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Work Item Warnings

Interaction Process Automation (IPA): Only agents with the appropriate licenses and rights can use IPA in the CIC client. For
more information, see IPA User Licenses and IPA User Rights.

If the CIC client cannot display a work item for some reason, you receive a warning and the work item is placed on Hold. A work
item may fail to display because you are not a member of the necessary IPA security specification to view the secured data in the
work item. You may not be able to pick up a work item because your version of the CIC client is not compatible with this work item.

The warning explains the reason the work item cannot be displayed and suggests what you can do to resolve the issue. These steps
can include requesting the necessary rights from your CIC administrator, transferring the work item to another agent who has the
appropriate rights, upgrading the CIC client to the most recent version, or some other appropriate course of action.

Once the issue is resolved, you can pick up the Work Item, if you have not already transferred it to another agent. When dealing with
a Work Item warning, note that:
o A work item is placed on hold by a Warning. No further processing occurs until the issue is resolved or the work item is
transferred to an agent who can handle it.
e The IPA administrator is not automatically notified of the issue in the Process Monitor. You must contact the administrator if
you need assistance in resolving the issue.
e The Warning is removed if you log off and then log on to the CIC client. If you attempt to pick up the work item without
resolving the issue, the Warning reappears.

Queue Category Description
MNone specified

A\ Interaction Warning

Your previous attemnpt to pickup this work item failed.

User 'Toll Twlie' does not have access to required data:
‘String2',

You may need to transfer this work item to ancther user,
or have sormeone add your username to the appropriate

<[] security specification, !

Related Topics

Work Item Alerts
Working with Interaction Process Automation

Work Item Reminders

Requirements: Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and |PA User Rights.

An ACD-routed work item can have a built-in due date. For example, you could be required to approve or deny an application within a
week of its submission. IPA displays reminders when work items approach their due dates. The process designer decides whether
you are reminded of a due date and how far in advance of the due date a reminder occurs.

l Note: Work Item Reminders appear automatically only if you are running the CIC client. '

Work Item Reminder dialog box

If a work item with a defined due date is currently assigned to you, a reminder dialog box appears on your Windows desktop when
this work item reaches a pre-defined interval before its due date. If you have already received a reminder for others work item that
you have not yet completed, then both the previous reminders and the current reminder are listed in the Work Item Reminder dialog
box, as shown below.
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l Tip: You can also display this Work Item Reminders dialog box by selecting Reminders from the Tools menu. '

‘B 3 reminders - Interaction Client = =

E] Forms: Approval: F
Dwe Or; Friday, July 10, 20101:17 Phd

Description | Due ln |
Car Loar: Applicant: Mary L. Smith 17 minutes overdue
E] Car Loar: Applicant; Fose Edwards M o

Car Loar: Applicant: Sam Cole 1 day

Drigrmiza Al | Open ltem Drigmizs

Click Snooze to be reminded again in:

Snooze

Reminders are removed from the Work Item Reminder dialog box as you complete the work items or transfer them to another user
or workgroup. Also, reminders for a canceled or restarted process are automatically updated or removed from this dialog box, as

appropriate.

Reminders are sorted by due date, with the next due or most overdue work item appearing first. When you complete all the work
items currently listed in this dialog or dismiss all current reminders, the Work Item Reminder dialog box closes automatically. If you
transfer a work item to another user, this dialog box returns to its previous state (open, minimized, or closed) after any reminder for
the transferred work item is removed from the list.

Using the Work Item Reminder dialog box

You can do any of the following when working with reminders:
e Click Dismiss All to prevent any future reminders from appearing to you for any work item listed here.
e Select one or more work items and then click Dismiss to prevent any future reminders from appearing to you for the selected
work item(s).

Note: Dismissing a reminder affects reminder behavior only as long as the work item is assigned to you. If you dismiss
a reminder and the associated work item is then assigned to another agent, the new agent is reminded when the due

date approaches.

e Select a work item and click Open Item to pick up the selected work item.
e Select one or more work items, select a reminder interval from the drop-down list and then click Snooze to dismiss the current
reminder and cause another reminder to appear later.

Related Topics
Work Items
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Work Item Toolbar

Requirements: Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and |PA User Rights.

The Work Item toolbar helps you manage work items. It appears on the My Work Items view. The actions available on the Work
Item toolbar reflect the state of the currently selected work item. Use any enabled button to manage your current work items.

[0 Mynteractions | & Call History ' [ My Work Items —

My Waerk Ttems (All) Interaction... State Category Due Date  Description

Refer-Transfer ‘ ['E'] 20011... Held WebService-TC12212 10: 11878

WebService-TC12212 [;] 20011... Held Refer-Transfer Anthony, Brian, from: Alexander, to: Bailey, *
1 i b
: =)
1 P
] =

Pickup Transfer Hold Process Details

Related Topics
Pick Up a Work Item
Put a Work Item on Hold
View Process Details
Working with Interaction Process Automation
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Working with Interaction Tracker

Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing and Rights.

Interaction Tracker maintains a history of interactions between CIC client users and outside contacts. It tracks various types of
interactions (phone, fax, email, web chat).
Use Interaction Tracker to:

e View an interaction history related to your currently selected interaction.

For example, the Interactions tab of the Related Items view can include past interactions with the current caller, or with
anyone in the caller's organization or with anyone at the same location. Or you can use the Conversation History tab to
display of list of e-mails related to the current email interactions.

e View the details of any interaction listed in the Related ltems view.

o Display a directory of selected Interaction Tracker contacts.
e Use an Interaction Tracker Filtered Directory to start new interactions with Tracker contacts.

For example, you can double-click a Tracker contact’s phone number to call the person, or click the appropriate Send Email
button on the Directory toolbar to send an email message.

e Match your current interaction to a contact in the Interaction Tracker database if the match does not occur automatically or if
more than one possible match is found.

e Add a new contact, organization, or location to the Interaction Tracker database.
e Play Back a recorded interaction.

Tracker Licensing and Rights

The following licenses, Access Control Rights, and Security Rights are required for Interaction Tracker features.

l Note: Contact your CIC administrator if you need a Tracker license or additional rights.

e Your company must have a Tracker Feature license in order to create and maintain the Tracker database of interaction
histories, contacts, organizations, and locations.

e You need a Tracker Access license to:
e Display and use any Interaction Tracker Filtered directory.
e Find a Tracker contact or Find a Tracker organization.
e Display the Related Items view.
e You need a Tracker Access license to view survey score information for an interaction in the Related Items View.

e You need a Tracker Access license and the appropriate Tracker Policy Security rights to add, modify, and delete Tracker
contacts, organizations, or locations.

e The Related Interactions Page Security right and Customize Client Security right control whether you can display the Related
Items View.

e The View History Users Access Control right determines whose interactions appear in the Related ltems view. The CIC
administrator can grant you rights to the interactions belonging to all or selected users.

e The Tracker Policy Security rights control which Tracker functions are available to CIC client users.

l Tip: The Tracker Administrator Security right gives you all of the Tracker Policy rights.

Recording License and Rights

To play back a recorded interaction, you need the Recorder Client Access license. You also need to be assigned an Interaction
Recorder Policy with the rights to play recordings and retrieve recordings.

Related Topics

Contact Resolution
Play Back a Recorded Interaction
Working with Interaction Tracker Filtered Directories
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Contact Resolution

Requirements: Contact Resolution is available to all users in organizations that maintain an Interaction Tracker database.
However, some Interaction Tracker functions are available only if you have the appropriate licenses and security rights. For
more information, see Tracker Licensing.

Contact Resolution is a process that matches interactions with contacts listed in Interaction Tracker public and private data
sources. Contact Resolution uses an RWP (Reverse White Pages) lookup to match the telephone number of the current interaction
with a contact in the Interaction Tracker database.

After an Interaction Tracker contact is associated with an interaction, Interaction Tracker Server saves a record of the interaction in
the Interaction Tracker database. Contact Resolution helps ensure more accurate data for trend analysis or other research.

Contact Resolution Process

Contact resolution uses the following rules to determine if a contact match is made.
e [f only one match is found, the interaction is resolved.

o [f one private contact match and one public contact match are found, then the private contact match is used and the interaction
is resolved.

Note: Interaction Contact list sources are defined as either public or private by the administrator of the Interaction
Tracker database. Private Interaction Contact list sources are searched only for inbound interactions. For more
information, contact your CIC administrator.

e If the number of private and public contact matches is greater than one, and the number of private contact matches is not
exactly one, then the interaction is considered unresolved. You are prompted to resolve the contact.

If the Interaction Tracker contact resolution process results in a match, the contact is considered resolved and you don't need to do
anything. If an appropriate contact is not found, you can search for another match or add a new contact. For more information, see
Resolve a Contact.

Related Topics
Add a Tracker Contact
Find a Tracker Contact
Resolve a Contact
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Resolve a Contact

Requirements: Contact Resolution is available to all users in organizations that maintain an Interaction Tracker database.
However, some Interaction Tracker functions are available only if you have the appropriate licenses and security rights. For

more information, see Tracker Licensing and Rights.

Contact resolution matches your current interaction to a contact in the Interaction Tracker database. The contact is matched
against all public contacts and your private contacts. Contact resolution does not attempt to match the contact to private contacts
belonging to other users.

You are prompted to resolve a contact only when it cannot be resolved automatically. An unresolved contact occurs when contact
resolution cannot find a match to the telephone number associated with the current interaction in any of your private or public
Interaction Tracker contact list sources. It can also occur if contact resolution locates more than one contact with a matching
telephone number. For more information, see Contact Resolution.

How to Resolve a Contact

When you need to resolve a contact, the Contact Resolution down arrow appears to the left of the caller's name. If you point to the
arrow, a tooltip appears.

To resolve a contact:
1. Click the Contact Resolution down arrow.

Result: The Contact Resolution drop-down list appears.

[ voicemail ' & My Interactions | @ Call History
Queue Mame Mumber Duration  State

O i

Joe Smith ( - BTracker Public Rwp)

Joseph Smith (Interactive Intelligence - BTracker Public Rwpg)

Add a Tracker Contact...
Find a Tracker Contact...

Note: The contact’s organization and the name of the Tracker list source containing the contact information appear in
parentheses after the contact’s name. Use this information to select the correct contact when multiple matches are
found.

2. Do one of the following:

e Select the appropriate contact from the list of matches.

Result: The name of the selected contact is associated with the interaction and the interaction is resolved.
e Select Add a Tracker Contact to create a new contact in the Interaction Tracker database.
e Select Find a Tracker Contact to use criteria other than the telephone number to search for the appropriate contact.
e Right-click the current interaction and use the interaction shortcut menu to Quick Add a Contact.

Related Topics

Contact Resolution
Add a Tracker Contact
Find a Tracker Contact

Quick Add a Contact

Interaction Resolution

Requirements: Contact Resolution is available to all users in organizations that maintain an Interaction Tracker database.
However, some Interaction Tracker functions are available only if you have the appropriate licenses and security rights. For
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l more information, see Tracker Licensing.

Interaction resolution is a process that associates an interaction with an Interaction Tracker contact. You can search by
Application ID or Tracker attribute or use an advanced search to locate the appropriate Tracker contact.
To resolve an interaction by application ID or Tracker attribute:

1. Right-click the current interaction.

2. From the interaction shortcut menu, do one of the following:

e Select Interaction Tracker > Resolve Interaction > By Application Id.
e Select Interaction Tracker > Resolve Interaction > By Tracker Attribute.

Result: The Resolve Interaction dialog box appears.
3. Type the Application Id or enter a value for a selected tracker attribute, then click OK.

Result: One of the following happens:
e If a single matching contact is found, the interaction is associated with that Tracker contact. The caller name on the
selected interaction changes to that of the matching contact.

e |f more than one matching contact is found, the Multiple Resolution Candidates Found dialog box appears. Select the
appropriate contact and click OK.

5 Multiple Resolution Candidates Found

Fultiple resolution candidates were found, Select the correct contact and click OK,

Last Marme First Marne Organization

MY Crew

atin
leff

hdoreau leff MT Crew
Shepard lohn

I oK I [ Cancel

e If the appropriate Tracker contact cannot be located, the Tracker Alert dialog box appears. You can search for contact
again, using different criteria.

Tracker Alert E

Mo contact found to resolve to.

To resolve an interaction by using an advanced search:
1. Right-click the current interaction.
2. From the interaction shortcut menu, Select Interaction Tracker > Resolve Interaction > Find a contact to resolve to.

Result: The Find Contact Wizard appears.
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£ Find Contact
Search Cntena

Enter the search critera below then click "Mext”.

General
First Mame: Contact Type: [ h ]
Middle Mame: Active/Inactive: [ACti'-'E ']
Last Mame: Public/Private: [Publicand Private v]
Application ID:

Organizaticn
Name: Location:
Department: Site IO
IC Username:

Mare search options »
Bac Mext = Cancel |

3. Enter your search criteria and click Next >.

l Tip: For more information, see Find a Tracker Contact.

4. Inthe Search Results page of the Find Contact Wizard, do one of the following:

e To complete contact resolution, select an entry and click Finish.
e To further refine your search, click <Back and enter additional search criteria.

e Click the Last Name hyperlink or right-click anywhere on the row containing the contact and select Properties from the
shortcut menu.

Related Topics

Result: The Properties for Contact dialog box appears. Use it to modify the contact information, add a Tracker
organization, or add a Tracker location, as needed.

@ Properties for Contact - Gray Robin

=N e =

General |IC Settings | External Database | Image and Web | Addresses | Interaction Addresses | Attributes Interactions|

First Narme: Gray Title:
Middle Mame: Individual Type: ’EK'IEI'"3| ']
Last Mame: Robin Owner:
Organization: j? Company:
Location: R Department:
lob Title:
Active Assistant Name:
oK || cancel
Last Modified: 8/24/2004 1:22 PM Version: 1
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Resolve a Contact

Working with Interaction Tracker Filtered Directories

Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing. For more information about Interaction Tracker directories, see the Interaction
Tracker Filtered Directories Technical Reference.

You can create a new Interaction Tracker Filtered Directory view based on Interaction Tracker contacts. Tracker Filtered Directories
are custom directories of Interaction Tracker contacts and contain only "Public” (available to all users) contacts.

You use selection criteria (filters) based on existing contact information in the Interaction Tracker database to create an Interaction
Tracker Filtered Directories. This enables you to communicate quickly and easily with contacts in directories created from your
established Interaction Tracker customer accounts.

l Note: Before you can display or use any Interaction Tracker Filtered Directories, you must first create them. '

Each Interaction Tracker Filtered directory contains a list of names. You can use these directory entries to:

e Call any number associated with the Tracker contact name by double-clicking on a name, single-clicking on any of the phone
number "hot links" or selecting a name and clicking the appropriate Dial toolbar button.

Transfer a call to a number in a Tracker directory by dragging and dropping a call on a name in a directory.

Add, remove, sort, re-order, and filter columns. For more information, see Customize Columns.

Right-click a Tracker directory entry to view associated properties and other information (address, phone numbers, etc.).
Modify a Tracker directory entry if you have the appropriate permission as assigned to you in Interaction Administrator.

Tracker Directories Dialog Box

The Tracker Directories dialog box simplifies the processes of creating, editing, and deleting Interaction Tracker Filtered
Directories.

To open the Tracker Directories dialog box:
e From the Tracker menu, select Manage Tracker Directories.
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¢ Tracker Directories o[- S

Filter:

[ﬁ Associates

Individuals at Dunway Enterprises and of type Partner,

E Sales
Individuals.

E AYZ Corporation
Individuals at ABC.

New Edit || Delete ||  Glose

l Note: Each directory view is identified by name and by an auto-generated description that summarizes its filter criteria. '

Related Topics

Close an Interaction Tracker Filtered Directory View
Create an Interaction Tracker Filtered Directory View
Display an Interaction Tracker Filtered Directory View
Edit an Interaction Tracker Filtered Directory View
Delete an Interaction Tracker Filtered Directory View
View Tracker Directory Entries

Close an Interaction Tracker Filtered Directory View

Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing.

You stop displaying an Interaction Tracker Client directory view in the CIC client, but keep it available to display in the future. Close
a view instead of deleting it, if you do not currently want to display it, but still want it available for future use. For more information,
see Delete an Interaction Tracker Filtered Directory.

To close an Interaction Tracker Filtered Directory view:
e Right-click the Interaction Tracker Filtered Directory view tab and click Close view.

Result: The Interaction Tracker Filtered Directory view tab no longer appears in your CIC client. The Interaction Tracker
Filtered Directory view remains available if you decide to display it again.

Related Topics
Working with Interaction Tracker Filtered Directories

Create an Interaction Tracker Filtered Directory
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Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing.

You can create a new Interaction Tracker Filtered Directory view and add it to your interface.

To create a new Interaction Tracker Filtered Directory:
1. Do one of the following:
e From the Tracker menu, select Manage Tracker Directories. In the Tracker Directories dialog box, click New.

e Inthe Create New View dialog box, from the Categories list, select Directories. In the Views list, select Tracker Directories.
In the Select Tracker Directories to Add dialog box, click the Add button.

| Tip: Add, Edit, and Delete buttons appear below the Available Items list. Point your mouse to a button to see an identifying l
tooltip.

Result: The Interaction Tracker Directory Settings dialog box appears.

Interaction Tracker Directory Settings EI@
General
se this page to specify the filter criteria for this Interaction Tracker directaory, The contacts listed in this directary
will be pulled from the Interaction Tracker database, This feature requires a walid Tracker &ccess license,
Directory Marme: |
Organization: ﬁ Locatian: ";-:*'
Individual Type: ’ .,I Departrment:
Address
Address Type: ’ -|  City: State;
Zip: Country:
Attributes
Marne Yalue
ey
Edit...
Delete
Ok ] [ Cancel

Note: None of the filter criteria fields in the Interaction Tracker Directory Settings dialog box are required. You can filter
for any of the filter fields, or none. If you only specify a directory name, and no filter criteria, a directory view is created
but does not contain any contacts.

2. In Directory Name, type a name for the new Tracker Directory view.

3. Inthe General, Address, and Attributes sections, specify the filtering criteria for the new Tracker directory.

Note: The contacts included in this directory are based on the information in the existing Customer Interaction Center
Tracker database. For more information about filtering criteria, see the Interaction Tracker Filtered Directories
Technical Reference in the PureConnect Documentation Library.
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Tip: Click the Search control next to the Organization text box to search for or add a new organization. If you want a
location to be considered when creating your directory, after you have selected or created an organization, click the
Search control next to the Location text box to select a location or add a new location.

4. To create the new Interaction Tracker Directory view, click OK.

Result: One of two things happens:

e If you added the new view from the Tracker Directories dialog box, the name of the new view appears there.

e [f you added the new view from the Create New View dialog box, the name of the new view is added to the Available Items
list.

5. To display your new Interaction Tracker Filtered Directory view, do one of the following:
e From the Tracker menu select Open Directory. From the Open Directory menu, select the name of the directory view you
want to display.
e Inthe Create New View dialog box, select the view from the Available Items list and click the Add > button between the
Available items and Selected items lists. Click OK.

l Tip: Enter all or part of the view name in the Filter items text box to locate the view name.

Result: The new Interaction Tracker Directory view appears.

Related Topics
Working with Interaction Tracker Filtered Directories
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Delete an Interaction Tracker Filtered Directory View

Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing.

You can permanently remove an Interaction Tracker Filtered Directory view from the list of available directory views.

l Tip: If you want to stop displaying the directory view but not delete the view, see Close an Interaction Tracker Filtered Directory l
View.

To delete a displayed Interaction Tracker Filtered Directory view:

1. From the Tracker menu, select Manage Tracker Directories. In the Tracker Directories dialog box, select the name of the view
and click Delete.

2. Click Yes to confirm you want to delete the view.

Result: The name of the Interaction Tracker Filtered Directory view is removed from the list of Available Items and the
Interaction Tracker Filtered Directory view is removed from your CIC client interface.

To delete an Interaction Tracker Filtered Directory view that is not currently displayed:

1. Do one of the following:
e From the Tracker menu, select Manage Tracker Directories. In the Tracker Directories dialog box, select the name of the
view.
e Inthe Create New View dialog box, from the Categories list, select Directories. In the Views list, select Tracker Directories.
In the Select Tracker Directories to Add dialog box, from the Available Items list, select the name of the view.

I Tip: Enter all or part of the view name in the Filter items text box to locate the view name. l

2. Click the Delete button.

Tip: The Delete button is active only if you have the appropriate rights to the selected Interaction Tracker Filtered
Directory view.

Note: In the Select Tracker Directories to Add dialog box, the Add, Edit, and Delete buttons appear below the Available
Items list. Point your mouse to a button to see an identifying tooltip.

3. Click Yes to confirm you want to delete the view.

Result: The name of the Interaction Tracker Filtered Directory view is permanently removed from the list of Available Items.

Related Topics
Working with Interaction Tracker Filtered Directories
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Display an Interaction Tracker Filtered Directory View

Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing.

You must first create an Interaction Tracker Filtered Directory before you can display it.

To display an existing Interaction Tracker Filtered Directory view:
1. Select a tab in the CIC client in the area where you want to display the new view.
2. From the Tracker menu, select Open Directory.
3. From the Open Directory menu, select the name of the directory view you want to display.

Result: The selected view appears in the CIC client.

You can also choose which Tracker Filtered Directory views to display from the same dialog box where you create views.
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Directories.
2. Inthe Views list, select Tracker Directories.

Result: All of your previously created Tracker Directory views appear in the Select Tracker Directories to Add dialog box.
3. Select the view name from the Available Items list.

' Tip: Enter all or part of the view name in the Filter items text box to locate the view name.

4. Click the Add > button.

Result: The selected view appears in the Selected items list.
5. Optional. Select and add additional views to the Selected items list.
6. When you complete your selection or selections, click OK.

Result: The selected view or views appears.

Related Topics
Working with Interaction Tracker Filtered Directories
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Edit an Interaction Tracker Filtered Directory View

Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing.

You can edit an existing Interaction Tracker Directory view to update the filtered information and contacts included in the directory.

To edit an existing Interaction Tracker Directory view:
1. Do one of the following:

e From the Tracker menu, select Manage Tracker Directories. In the Tracker Directories dialog box, select the name of the
view and click Edit.

e For a non-displayed view, in the Create New View dialog box, set Group by to Categories list, and then from the list of
categories, select Directories. In the Views list, select Tracker Directories. In the Select Tracker Directories to Add dialog
box, from the Available Items list, select the name of the view and click the Edit button.

Tip: The Add, Edit, and Delete buttons appear below the Available Items list. Point your mouse to a button to
see an identifying tooltip.

Result: The Interaction Tracker Directory Setting dialog box appears.
2. Make any necessary adjustments to the filter settings.

l Tip: For more information about filter settings, see Create an Interaction Tracker Filtered Directory.

3. Click OK.

' Tip: To display this updated directory, see Display an Interaction Tracker Filtered Directory.

Related Topics
Working with Interaction Tracker Filtered Directories
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View Tracker Directory Entries

Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing.

You can view extended information for Interaction Tracker Filtered Directory entries.

To view Interaction Tracker Filtered Directory entries:
1. Right-click a directory entry.
2. From the drop-down menu, click Properties.

Result: The Properties for Contact dialog box appears.

The several tabs of the Properties dialog box can contain similar information to other CIC client directory entries:
e Name, title, department and company
e Home, business, cell phone, pager and fax numbers

Home and business street addresses

Home and business email addresses

Business website address

Assistant’'s name and phone number

Notes

Interaction Tracker-specific information is displayed on these tabs:
o Tracker Addresses

This displays the physical addresses for organizations, locations, and individuals. Addresses have types, such as Home,
Business, Business2, and Shipping. Your CIC administrator can extend the address types.

e TrackeriAddresses

This displays the electronic addresses for organizations, locations, and individuals. The iAddresses have types, such as
Phone number, Fax number, and email address, and subtypes such as Home, Business, Assistant, and Home2. Your CIC
administrator can extend the iAddressconnection types and subtypes.

e Tracker Attributes

This displays user-defined attributes for some of the more significant entities, such as Interaction Segments, Individuals,
Locations and Organizations. Additional information can be associated with these entities.

Related Topics

Add a Tracker Contact
Working with Interaction Tracker Filtered Directories
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Working with Interaction Tracker Information

Requirements: You can add, modify, and delete Tracker contacts and organizations only if you have a Tracker Access License
and the appropriate Tracker Policy Security rights. Finding Tracker contacts and organizations requires a Tracker Access
License. For more information, see Tracker Licensing.

You can create and manage Interaction Tracker information during the Contact Resolution process. You can also use the new
Tracker menu to maintain Tracker information.

e Add a Tracker Contact

Find a Tracker Contact

Modify Tracker Contact Information
Delete a Tracker Contact

Add a Tracker Organization

Find a Tracker Organization
Add a Tracker Location

Display an Interaction Tracker Filtered Directory

Search Control

The Search control appears in several places when you work with Tracker information.
e Click the Search icon to perform a search based on the information in the associated text box.

Organization: 2

e Click the down arrow on the Search control to perform an advanced search or to add a new record.

Organization: ﬁ

Location: 4 Advanced Search... o)

# Add New Organization... :

Department:

Related Topics

Contact Resolution
Working with Interaction Tracker

Tracker Contacts

Add a Tracker Contact

Requirements: You need a Tracker Access license and the Add Individuals Security right to add a Tracker Contact. Other
Interaction Tracker functions are available only if you have the appropriate licenses and security rights. For more information,
see Tracker Licensing and Rights.

If the Contact Resolution process or your own search criteria cannot find the appropriate contact, you can create a contact. To add
a contact to the Interaction Tracker database, you need a Tracker Access License and the appropriate Tracker Policy Security
rights. For more information, see your CIC administrator.

Note: You can also use the interaction shortcut menu to Quick Add a Contact or you can use the Tracker menu to add a Tracker
contact at any time.

To add a Tracker Contact:
1. Do one of the following:
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e |[f you are in the middle of the contact resolution process, select the current interaction and click the Contact Resolution
down arrow. Select Add a Tracker Contact from the Contact Resolution drop-down list.

7 voicemail ' 56 My Interactions | ¢ Call History |

Queue Mame Mumber Duration  State

e-? Ernm Ine Smith {31 7 A 0000 00034 Crne
Joe Smith { - BTracker Public Rwp)

Joseph Smith (Interactive Intelligence - BTracker Public Rwp)

Add a Tracker Contact...
Find a Tracker Contact...

e From the Tracker menu, select Add Contact.

Window Help
& Add Contact...

& Find Contact...
4 Add Organization...

Find Organizaticn..,
Add Location...
Find Interaction...

B & 4% @

Manage Tracker Directories

Open Directory 3

Result: The Add Contact Wizard appears.
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2.

47 Add Contact
Mame and Indvidual Type

* Required

Enter the name and type for this new cortact below. i this is a private cortact, select
"Mo" for "Allow others access to this contact.” First name and last name are bath

required.
Title: o
First Mame™:
Middle Mame:
Last Mame™:
Individual Type: System -
Allow others access to this Contact? @ Yes ) Mo

5

[ iCancel

In the Name and Individual Type view, complete the necessary information and then click Next.

Title Use the arrow to select a title from the drop-down list.

First Name Enter the contact’s first, middle, and last names in the appropriate text boxes.
Middle Name

Last Name

Individual Type

Use the arrow to select a type from the drop-down list.

Examples of contact types include System, IC User, External, Internal, Customer,
Partner, Vendor, and Public Relations.

Allow others access to this
Contact?

Select Yes or No to control whether others can view or use this Contact
information.

Selecting No indicates that this contact is private.

Rights: To indicate that a Tracker contact is private, you must have created
the contact and have the Have Private Contacts Security right

Result: The Organization page of the Add Contact Wizard appears.
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G Add Contact - Joe Gray

Organization
Enter the information for the anganization that the contact belongs to.  you enter an
arganization, you can also enter a location. f you do not know any of this infarmation,
you can leave it blank.

Organization:

4U%

Location:

Departrment:
lob Title:

Assistant Mame:

< Back “ Mext = I ‘ Cancel

3. Inthe Organization text box, type all or part of the Organization’s name and press Enter or click the Search control next to this
text box.

Result: The Organization drop-down list appears.

Organization: Interactive Inteligence, Inc |£|
Location: Interactive Intelligence, Inc
Interactive Intelligence, Inc.
Departrent:
48 Advanced Search...
lob Titles : e . ) .
i Add New Organization "Interactive Intelligence, Inc"...

Assistant Mame:

4. Do one of the following:
e |[f the Organization is already in the Tracker database, select it from the list.
e |f you think the organization is in the Tracker database, but does not appear in the list, select Advanced Search. Specify
additional search criteria in the Find Organization Wizard. For more information, see Find a Tracker Organization.
e Click Add New Organization to add this organization to the Tracker database.

Result: The Add Organization Wizard appears. For more information, see Add a Tracker Organization.
5. In the Location text box, if an organization has more than one location, type all or part of the location name. Then press Enter or
click the Search control next to this text box.

Tip: Display the entire list of Locations for this Organization by pressing Enter or clicking the Search control before
typing anything in the Location text box.

Result: The Location drop-down list appears.
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Organization: Interactive Inteligence, Inc. ﬁ

Location: ’ﬁ‘

Deerfield Beach (Deerfield Beach, FL United 5States)
EMEL (United States)

Indy HQ {Indianapelis, Indiana United States)
Assistant Name: Metherlands (Amsterdam Metherlands)

5t. Louis (5t Louis, MO United States)

Departrent:

Job Title:

*k  Add Mew Location...

6. Do one of the following:
e If the location is already in the Tracker database, select it from the list.
e Click Add New Location to add a location for this organization to the Tracker database.

Result: The Add Location Wizard appears. For more information, see Add a Tracker Location.
7. Complete any or all of the remaining information and then click Next.

Department Type the name of the department to which this contact
belongs.

Job Title Type the contact’s job title.

Assistant Name Type the name of this contact’s assistant.

Result: The Business Contact Information page of the Add Contact Wizard appears.

’a' Add Contact - Joe Gray IEI

Businezz Contact Information
Enterthe address, phone, fax and e-mail address far this contact.

Street Address: J601 Interactive Way
City, State/Province: Indianapolis IM
Zip, Country: 46278 USA
Phone; | Ext
Fax: Ext.
E-mail:
= Back || Meut = | ‘ Cancel
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8. Inthe Business Contact Information page, supply the business address, phone, and other information for this contact and then
click Next.

Country text box. Click the Phone Number control to validate and format the phone number.

l Tip: You can type the name of any state or province in the State/Province text box or the name of any country in the

Result: The Addresses page of the Add Contact Wizard appears.

(T P03 Contact - Joe Gray

Addresses
Each Cantact can have any number of addresses. Use the buttons below to manage
the ligt of addresses for this Contact.

Address Address Type
7601 Interactive Way Indianapolis IN 46278 USA Business

of Add [& Edit M Delete

‘ < Back | Mext = ‘ Cancel

9. Do one of the following:

e [f you have added all the necessary addresses for this contact, click Next > and skip the next step.
e To update the business address information, click < Back and return to the previous step.
e To add another address for this contact, click Add and go to the next step.

Result: The Address Properties dialog box appears.
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&2 Address Properties |

Street Address:

City: Indianapolis

State/Province: Indiana

Zip: 46278

Country: United States

Address Type: Business - ]

10. In the Address Properties dialog box, supply the information for this address. Use the arrow at the end of the Address Type
drop-down list to identify the type of address. Click OK.

Note: Home, Shipping, and Billing are default Interaction Tracker address types. Your CIC administrator can define
different or additional address types. If you have any questions about address types, see your administrator.

Click Add in the Addresses page and repeat this step for each address you want to add for this contact. After you finish
supplying physical addresses for this contact, click Next > and continue to the next step.

Result: The Interaction Addresses page of the Add Contact Wizard appears.

[ & Add Contact - Joe Gray

Interaction Addresses

Each Caontact can have any number of interaction addresses {phone number, e-mail
address, etc). Use the buttons below to manage the list of interaction addresses for this
Contact.

Interaction Address Type Subtype
1(317) 555-8800 /431 Phone Business

v |

‘ < Back ” Mext = | ‘ Cancel

11. Inthe Interaction Addresses page, do one of the following:
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e If you have added all the necessary addresses for this contact, click Next > and skip the next step.
e To add another physical address, click < Back and click Add in the Addresses page.
e To add an iAddress for this contact, click Add and go to the next step.

Result: The Interaction Address Properties dialog box appears.

23 Interaction Address Properties

Value:
Interaction Address Type:

Interaction Address Subtype:

5558900 Bt 431
’Phone vl
’Eusiness vl

12. Inthe Interaction Address Properties dialog box, enter the contact’s interaction address information and click OK.

Value Enter the phone number, email address, or other appropriate value, depending on
which iAddress type you select.
Tip: If you enter a phone number or fax number, click the Phone Number control to
validate and format the phone number.

Ext. Enter the extension number, if applicable.

Interaction Address Type

Use the arrow at the end of this drop-down list to select the type of iAddress you
want to add.

Note: An interaction address, or iAddress, is a media-specific, electronic
address against which interactions take place. The type of address
corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

Interaction Address Subtype

Use the arrow at the end of this drop-down list to select the iAddress subtype
(Business, Business 2, Home, Home 2, Assistant, or Unclassified).

Click Add in the Interaction Addresses page for each iAddress you want to add for this contact. After you finish supplying
electronic addresses for this contact, click Next and continue to the next step.

Result: The Tracker Attributes page of the Add Contact Wizard appears.
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ﬁmmm-msm

Tracker Attributes

Tracker attributes can be assigned to contacts, organizations and locations. Lse the
controls below to assign attibute values. (Mote: Values can be left blank as well )

|4

Attribute Type Value

Gender -

Subtype
MT Domain User

Income Level -

m

Partner Level -

VM SegmentDuration
OrgOnly_WithLegalVals |v
OrgCnly_WithMolLegalVals

Reason For Call

[« |
.1

< Back Mext = Cancel ‘

13. Inthe Tracker Attributes page, supply values for the displayed Attribute Types and click Next.

Note: Interaction Tracker enables you to store attributes for contacts, organizations or locations. These attributes can
include such information as personal characteristics, historical notes about a particular situation, or other significant
details.

Result: The Summary page of the Add Contact Wizard appears.
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& Add Contact - Joe Gray

Summary
A new contact will be created based an the following information.  Please review this
information. Click back to make any changes. otherwise click next to proceed.

Mame: Joe Gray

Organization MameInteractive Intelligence Inc,
Individual TypeTest

Default Address: 7601 Interactive Way Indianapolis IN 46278 USA
Default Address Type: Business

Default Interaction Address: 1 (317) 555-8900 /431
Default Interaction Address Type: Phone

Default Interaction Address Subtype: Business
---- Additional Addresses ----

Mone

---- Additional Interaction Addresses ----

=]

[ »

m

< Back || Mext = | ‘ Cancel

-

14. In the Summary page, do one of the following:

e Click < Back to return to the appropriate page and make corrections.
e Review your entries and click Next to save this contact information.

Result: The "Add Contact Complete!" page appears.
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Add Contact Complete!

The contact was successfully added.

[%E Add another Contact

<Back || Finish Cancel

15. Inthe Add Contact Complete! page, do one of the following:

e Click Add another Contact. Return to the beginning of this procedure.
e Click Finish to return to the CIC client.

Related Topics

Contact Resolution

Find a Tracker Contact

Modify Tracker Contact Information
Delete a Tracker Contact

Resolve a Contact

Quick Add a Contact

Requirements: You need the Add Individuals Security right to quick add a Tracker Contact. Other Interaction Tracker functions
are available only if you have the appropriate licenses and security rights. For more information, see Tracker Licensing and

Rights.

If the Contact Resolution process does not find the Interaction Tracker contact that you want, and you are unable to find the
appropriate contact using your own search criteria, you can create a new contact in the Interaction Tracker database if you have a
Tracker Access License and the appropriate Tracker Policy Security rights. You can also use the Tracker menu to add a Tracker
contact at any time. For more information about this feature or your right to use it, see your CIC administrator.

When you "quick add" a new Tracker contact, you need to specify only the most important Tracker contact information.

Note: You can also click the contact resolution down arrow next to the current interaction to add a Tracker contact or you can
use the Tracker menu to add a Tracker contact at any time.

To quick add a Tracker Contact:
1. Right-click the current interaction.
2. From the interaction shortcut menu, select Interaction Tracker > Quick Add Contact.

Result: The Quick Add Contact dialog box appears.
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Details | Tracker Attributes

Marmne Organization
* First: MName: 4@
Middle: Location: | &2
* Last:
Coentact Information Address
e CaaS Customer v Type: Billing V
Phone: 317)222-222 Street:
E-mail:

City:
State/Province:

Application ID:

External ID:

Zip:

Country:

* Require Help me fill out this form [ ok |[ cancel |

3. Inthe Contact Information tab, complete the required information and as much of the optional information as you deem
necessary.

Tip: Required information is indicated by an asterisk (*). Notice that the phone number for the selected interaction
appears automatically in the Business Phone text box. Click the Phone Number control to validate and format the
phone number. The Search icon next to Organization enables you to locate the name of an existing organization.

4. Inthe Tracker Attributes tab, supply values for the displayed Attribute Types for this contact and click OK.

Note: Interaction Tracker enables you to electronically store attributes for contacts, organizations or locations. These
attributes can include such information as personal characteristics, historical notes about a particular situation, or
other significant details.

Tracker Attributes

Assign any desired Tracker attributes to the new contact. Use the controls below to assign attribute values. (Mote: Values can be left blank as well.)

Attribute Type Value

Gender A
Subtype

MNT Demain User
Income Level hd
Partner Level hd

VMSegmentDuration

OrgOnly_WithLegalVals A

OrgQOnly_WithMNolLegalVals

Reason For Call -
* Require Help me fill out thic form [ ok || cancel |

Result: The Tracker contact information is saved and the interaction is associated with this new Tracker contact.

Related Topics

Contact Resolution
Add a Tracker Contact
Find a Tracker Contact

Find a Tracker Contact
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Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing and Rights.

If the Contact Resolution process does not find the Interaction Tracker contact that you want, you can conduct your own search for
a contact if you have a Tracker Access License. You can use a variety of name and address selection criteria to find the appropriate
Tracker contact. You can also use the Tracker menu to find a Tracker Contact at any time outside of the Contact Resolution
process.

To find a Tracker Contact:
1. Do one of the following:

e [f you are in the middle of the contact resolution process, select the current interaction and click the Contact Resolution
down arrow. Select Find a Tracker Contact from the Contact Resolution drop-down list.

B Voicemail ' 56 My Interactions | ¢ Call History |

Queue Mame Mumber Duration  State

O™ .

Joe Smith { - BTracker Public Rwp)

Joseph Smith (Interactive Intelligence - BTracker Public Rwp)

Add a Tracker Contact...

Find a Tracker Contact...

e From the Tracker menu, select Find Contact.

Tmcker] Window Help

a- Add Contact...
3 Find Contact...

Add Organization...
Find Organizaticn..,
Add Location..,
Find Interaction...

B & 4% @

Manage Tracker Directories

Open Directory 3

Result: The Find Contact Wizard appears.
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E Find Contact E
Search Cntena
Enter the search critera below then click "Mext”.

General
First Mame: Contact Type: [ h ]
Middle Mame: Active/Tnactive: [Act'we ']
Last Mame: Public/Private: [Pubiic and Private ']

Application ID:

Organizaticn

Name: Location:

Department: Site ID:

IC Username:

Mare search options »

< Back Mlext = Cancel |

2. Enter your search criteria and click Next >.

Note: If you have Tracker Administrator user rights, you have the right to search Private Tracker databases. The Owner
ID text box appears and you can enter the Owner ID for the appropriate database(s). This is optional.

Tip: Click the More Search options > link to specify additional search criteria, including address information and
Tracker attributes.

Result: The Search Results page of the Find Contact Wizard appears. It lists all matching contacts.

E Find Contact E

Search Result=
The results of vour search are displayed below. You can view the details of a contact by clicking the link in the last name
column. Press "back” to modify your search parameters.

| Last Name | First Name Organization Default iAddress
Leucht Graydon (317) 555-3581
Leucht Graydon 217} 555-3581
Bobin Gray 217} 555-2154
Bobin Gray 217} 555-2154

Your search returned 4 results.

= Back Finish Cancel
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3. In the Search Results page, do one of the following:

e To complete contact resolution, select an entry and click Finish.
e To further refine your search, click <Back and enter additional search criteria.

e Click the Last Name hyperlink or right-click anywhere on the row containing the contact and select Properties from the
shortcut menu.

Result: The Properties for Contact dialog box appears. Use it to modify the contact information, add a Tracker organization,
or add a Tracker location, as needed.

& Properties for Contact - Gray Robin = = | [=a
General |IC Settings | External Database | Image and Web | Addresses | Interaction Addresses | Attributes Intelactiom'|

First Mame: Gray Title: [ 'l

Middle Name: Individual Type: [Elrtemal "l

Last Mame: Robin Cwnern

Organization: ﬁ Company:

Location: R Departrent:

Job Title:
Active Assistant Mame:
0K || cancel

Last Modified: 8/24/2004 1:22 PM Version: 1

Related Topics

Add a Tracker Contact

Contact Resolution

Resolve a Contact

Working with Contact Resolution

Modify Tracker Contact Information

Requirements: You need the Modify Individuals Security right or the Tracker Administrator Security Right to modify Tracker
Contact information. Other Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing and Rights.

You can change some information on Tracker private and public contacts if you have a Tracker Access License and the Modify
Individuals access right or if you are a Tracker administrator. If so, you can modify the Owner, IC User Name, Site Id, Application Id,
External Id, and External Source using the Properties for Contact dialog box. For more information about this feature or your right to
use it, see your CIC administrator.
To modify Tracker Contact information:
1. Find a Tracker Contact. In the Search Results page of the Find Contact Wizard, do one of the following:
e Click the Last Name hyperlink.
e Right-click anywhere on the row containing the contact and select Properties from the shortcut menu.
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W

Search Results

The results of your searc
column. Press "back™ tc

Last Mame - F

Robi ) Properties...
Leud x Delete :

Leucht Gr

Result: The Properties for Contact dialog box appears.

General | IC Settings | External Database | Image and Web | Addresses | Interaction Addresses | Attributes ]nlelactiom'|
First Mame: Gray Title: [ 'l
Middle Name: Individual Type: [Elrtemal "l
Last Mame: Robin Owner:
Organization: £ Company:
Location: R Departrent:
lob Title:
Active Assistant Names
0K || cancel
Last Modified: §/24/2004 1:22 PM Version: 1

3. Inthe General tab, supply name, organization, location and other information.
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4.

5.

First Name
Middle Name
Last Name

Type the contact’s first, middle, and last names in the appropriate text boxes.

Organization

In the Organization text box, type all or part of the Organization’s name and press
Enter or click the Search control next to this text box. In the drop-down list that
appears, do one of the following:

If the Organization is already in the Tracker database, select it from the list.

If you think the organization is in the Tracker database, but does not appear in the
list, select Advanced Search. Specify additional search criteria in the Find
Organization Wizard. For more information, see Find a Tracker Organization.

Click Add New Organization to add this organization to the Tracker database. For
more information, see Add a Tracker Organization.

Location

In the Location text box, if an organization has more than one location, type all or
part of the location name and press Enter or click the Search control next to this
text box. In the drop-down list that appears, do one of the following:

If the location is already in the Tracker database, select it from the list.

Click Add New Location to add a location for this organization to the Tracker
database. For more information, see Add a Tracker Location.

Private

Select Private to restrict access to this contact information. Private Tracker
Contact information cannot be viewed or modified by other CIC users.

Requirements: You must have created the contact and have the Have Private
Contacts Security right in order to mark a Tracker contact as private. The
Private checkbox is hidden from other users.

Active

Select Active to make this contact active which includes displaying this contact in
a Tracker contacts directory and using this contact’s information for resolving a
contact for an interaction.

Title

Use the arrow to select a title from the drop-down list.

Individual Type

Use the arrow to select a type from the drop-down list.

Examples of contact types include System, IC User, External, Internal, Customer,
Partner, Vendor, and Public Relations.

Owner This defaults to the name of the CIC user who created this Tracker Contact.
Company Type the name of the company to which this contact belongs.
l Tip: You may want to supply a company name if the contact does not belong to l
an organization.
Department Type the name of the department to which this contact belongs.
Job Title Type the contact’s job title.

Assistant Name

Type the name of this contact’s assistant.

In the IC Settings tab, supply Customer Interaction Center settings for this contact.

Caution: These settings apply to CIC users only. You should modify these settings only if you are familiarwith CIC user

configuration in Interaction Administrator and are certain of values you enter here.

IC Username

Type the contact’'s Customer Interaction Center user name.

Site Id

Type the site identifier for the Interaction Center site to which this contact
belongs.

In the External Database tab, supply Interaction Tracker identification information.
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6.

7.

Application Id

Type the Application ID associated with this contact in the Tracker database.

Note: Use of an Application Id is entirely optional. An Application Id is used by
Interaction Tracker to enable users to visually distinguish between contacts. It
can be used for display purposes in place of the unique (but somewhat
confusing) internal Id’s that Interaction Tracker assigns to contacts.

External Id

If this Tracker contact was imported from another system (MS Outlook Private
Contacts, for example), this is the unique Id for this contact used by the other
system.

External Source

This identifies the external system from which this Tracker contact information
was imported.

In the Image and Web tab, enter some additional contact information.

Tip: This information is entirely optional and may not apply to your installation’s use of Interaction Tracker. Contact
your CIC administrator about these entries.

File Location Reserved for future use.
This text box is designed to store the file location and file name for a picture of
this contact.

Individual URL Optionally, supply a URL for a webpage that is specific to this contact.
Example: You might want to record the location of this contact's company home
page, the contact’s Facebook page address, or any other useful URL associated
with this contact.

Web Logon If your company permits customers to log on to reserved areas of your company’s
website, enter the contact’s website logon ID.

Web Password In the Web Password text box, type the contact’s password for your company’s

Confirm Password website, then re-enter the password in the Confirm Password text box.

In the Addresses tab, do any of the following:
e Select an address and click Edit to modify the address information.
e Select an address and click Delete to remove an address from the contact.

e Click Add to add another address for this contact. In the Address Properties dialog box, supply the information for this
address. Use the arrow at the end of the Address Type drop-down list to identify the type of address. When finished, click

OK.

i Address Properties

Street Address:

City:
State/Provinee:
Zip:

Country:
Address Type:

E=RECR =58

Indianapolis

Indiana
46278
United States

Business - ]

409




Note: Tracker addresses contain standard physical address information. Home, Shipping, and Billing are default
Interaction Tracker address types. Your Interaction Administrator can define different or additional address types. If
you have any questions about address types, see your administrator.

Tip: You can type the name of any state or province in the State/Province text box or the name of any country in the
Country text box.

8. In the Interaction Addresses tab, do any of the following:

e Select an address and click Edit to modify the address information.
e Select an address and click Delete to remove an address from the contact.

e Click Add to add another address for this contact. In the Interaction Address Properties dialog box, supply the information
for this address. Use the arrow at the end of the Address Type drop-down list to identify the type of address. When finished,
click OK.

fﬂ'ﬂ]nteracﬁnn.ﬁddrﬁs Properties = ! [é]

Value: 5558900 Bt 431
Interaction Address Type: ’PhDHE vl
Interaction Address Subtype: ’Eusinﬁs "l

An interaction address contains the following information:

Value Enter the phone number, email address, or other appropriate value, depending on
which iAddress type you select.

Tip: If you enter a phone number or fax number, click the Phone Number
control to validate and format the phone number.

Interaction Address Type Use the arrow at the end of this drop-down list to select the type of iAddress you
want to add.

Note: An interaction address, or iAddress, is a media-specific, electronic
address against which interactions take place. The type of address
corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

Interaction Address Subtype Use the arrow at the end of this drop-down list to select the iAddress subtype
(Business, Business 2, Home, Home 2, Assistant, or Unclassified).

9. In the Attributes tab, supply values for any of the contact attributes defined by your CIC administrator.
10. Inthe Interactions tab, view a list of interactions related to this contact.

Tip: This view is similar to the Interactions tab and you can perform the same functions here. For more information, see
Use the Related Items View.

11. When you have made all necessary changes, click OK to save your changes.

Related Topics

Add a Tracker Contact
Find a Tracker Contact
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Delete a Tracker Contact

Requirements: You need the Delete Individuals Security right to delete a Tracker Contact. Other Interaction Tracker functions
are available only if you have the appropriate licenses and security rights. For more information, see Tracker Licensing and

Rights.

You can delete a Tracker private or public contact if you have a Tracker Access License and the appropriate Tracker Policy Security
rights. However, for historical reporting purposes, you cannot delete a Tracker Contact once it is associated with an interaction. For
more information about this feature, or if you have questions about your right to use it, see your CIC administrator.

Note: For a list of Tracker functions that are available only if you have a Tracker Access License and the appropriate Tracker
Policy Security rights, see Working with Tracker Information.

To delete a Tracker Contact:
1. Find a Tracker Contact.
2. Inthe Search Results page of the Find Contact Wizard, right-click a contact name and select Delete from the shortcut menu.

(T Find Contact

Search Results

The results of your searc
column. Press "back” tc

Last Mame - F

Rob &) Properties..

Leuc x Delete
Leucht Gr

Result: The Confirm Delete dialog box appears.
3. Inthe Confirm Delete dialog box, click Yes.

Result: The contact is removed from the Search Results page of the Find Contact Wizard and from the Tracker directory.

Related Topics
Add a Tracker Contact
Find a Tracker Contact
Modify Tracker Contact Information

Tracker Organizations

Add a Tracker Organization

Requirements: You need the Add Organizations Security right to add a Tracker Organization. Other Interaction Tracker
functions are available only if you have the appropriate licenses and security rights. For more information, see Tracker
Licensing and Rights.

You can add new Tracker Organizations when you add or modify Tracker Contacts during the contact resolution process. You can
also use the Tracker menu to add a Tracker Organization at any time.

To add a Tracker Organization:
1. Do one of the following:

e From the Tracker menu, select Add Organization.
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e Add a Tracker contact. Optionally, in the Organization text box, enter all or part of the organization name. Click the Search
control next to the Organization text box. From the drop-down list, select Add New Organization.

'@ Add Contact - Joe Olive

Organization
Erter the information for the arganization that the contact belongs to. f you enter an
organization, you can also enter a location. I you do not know any of this information,
you can leave it blank.

COrganization: Midwest Alliance ﬂ
Lacation: 40 Advanced Search...

#§ Add New Organization "Midwest Alliance”...
Departrnent: 4
lob Title:

Assistant Mame:

< Back it = Cancel

u
m

e Find a Tracker Contact. In the Search Results page of the Find Contact Wizard, right-click a contact name and select
Properties. In the Properties for Contact dialog box, in the Organization text box, type all or part of the Organization’s name,
then click the Search control. Click Add New Organization.

a Properties for Contact - Joe Customer EI@

General |IC Settings | External Database | Image and Web | Addresses | Interaction Addresses | Attributes Interactions|

First Name: loe Title: l vl
Middle Name: Individual Type: lCustomer 'l
Last Mame: Customer Owner: Greg5C
Organization: Midwest Aliance. ﬁ Company:
) 4P Advanced Search...
Location: Management
“#8  Add New Organization "Midwest Alliance"...
Tob Title:
Active Assistant Name:

OK l [ Cancel

Last Modified: 8/25/2011 2:47 PM Version: 3

Result: The Add Organization Wizard appears.
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“# Add Organization - Midwest Alliance (25

Mame and Type
Enter the name and onganization type for this new Onganization.

Organization Name: Midwest Alliance

Organization Type: System =

AC Mext = | ‘ Cancel

2. Inthe Name and Type page, complete the following information and click Next.

Organization Name Type the name of the Organization.

' Caution: Each Organization Name must be unique.

Organization Type Use the arrow to select a type from the drop-down list.

Examples of organization types include System, External, Internal, Customer,
Partner, Vendor, and Public Relations.

Result: The Business Contact Information page of the Add Organization Wizard appears.

413



‘# Add Organization - Midwest Alliance

Business Contact Information
Enter the address, phone, fax and e-mail address far this organization.

Street Address: 0342 M. Pennsylvania Ave,
City, State/Province: Indianapolis IM
Zip, Country: 46220 United States
Phone: 1{317) 555-2353
Fa: 1 (317) 555-2344
E-mail: midwestun@alliance.neti
< Back || Mext = | ‘ Cancel ‘

Tip: You can type the name of any state or province in the State/Province text box or the name of any country in the
Country text box. Click the Phone Number control to validate and format the phone number.

3. Inthe Business Contact Information page, complete address information and click Next.

Result: The Organization Addresses page of the Add Organization Wizard appears. The address you just added appears in
the list.

-

“# Add Organization - Midwest Alliance ==

Organization Addresses
Each Organization can have any number of addresses. Use the buttons below to
manage the list of addresses for this Onganization.

Address Address Type
9342 M. Pennsylvania Ave. Indianapolis IN 46220 ... Business

< Back ” Mext = | ‘ Cancel
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Note: Home, Shipping, and Billing are default Interaction Tracker address types. Your CIC administrator can define
different or additional address types in Interaction Administrator. If you have any questions about address types,
contact your CIC administrator.

In the Organization Addresses page, do one of the following:

e Click Add to add another address for this organization.

e Select an address in the list and click Edit to change the address information.

e Select the check box of one of the addresses in the list to designate the default address.

e Select an address in the list and click Delete to remove the address from this Organization.
e Click Next> to continue creating the organization.

Result: The Organization Interaction Address page of the Add Organization Wizard appears.

‘# Add Organization - Midwest Alliance

Organization Interaction Addresses
Each Organization can have any number of interaction addresses (phone number, e-mail
address, etc). Use the buttons below to manage the list of interaction addresses far this

Organization.
Interaction Address Type Subtype
+13175552353 Phone Business
[]1(317) 555-2344 Fax Business
[ midwestun@alliance.net Email Business

[
m
m
m

o |

‘ < Back ‘ | Cancel

Note: An interaction address, or iAddress, is a media-specific, electronic address against which interactions
take place. The type of address corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

In the Organization Interaction Address page, do one of the following:

e Click Add to add another interaction address for this organization.

e Select an address in the list and click Edit to change the address information.

e Select the check box of one of the addresses in the list to designate the default interaction address.

e Select an address in the list and click Delete to remove the interaction address from this Organization.
e Click Next> to continue creating the organization.

Result: The Tracker Attributes page of the Add Organization Wizard appears.
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‘# Add Organization - Midwest Alliance
Tracker Attnbutes

=3

Tracker attributes can be assigned to contacts, organizations and locations. Use the
cortrols below to assign attibute values. (Mote: Values can be left blank as well )

-

m

Attribute Type Value
Gender -
Subtype
MT Domain User
Income Level hd
Partner Level -
YMSegmentDuration
OrgOnly WithLeqalVals |~

6. Inthe Tracker Attributes page, supply values for any of the displayed Attribute Types and click Next >.

Note: Interaction Tracker enables you to store attributes for contacts, organizations or locations. These attributes can
include such information as historical notes about a particular situation, or other significant details. Tracker Attributes
are configured in Interaction Administrator. Contract your CIC administrator if you have questions about Tracker

Attributes.

Result: The Summary page of the Add Organization Wizard appears.

Summary

A new Organization will be created based on the following information. Please review
this information. Click back to make any changes, otherwise click next to proceed.

‘# Add Organization - Midwest Alliance

Organization Mame:Midwest Alliance
Organization Type:System

Default Address: 9342 N. Pennsylvania Ave. Indianapolis IM 46220 United States
Default Address Type: Business

Default Interaction Address: +13175552353
Default Interaction Address Type: Phone
Default Interaction Address Subtype: Business
---- Additional Addresses ----

Mone

---- Additional Interaction Addresses ----

1 (317) 555-2344 [Business Fax)

m

< Back M Mext = ] ‘ Cancel

7. Inthe Summary page, do one of the following:
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e Click <Back to return to the appropriate page and make corrections.
e Review your entries and click Next > to save this organization information.

Result: The "Add Organization Complete!" page appears.

Add Organization - Midwest Alliance

Add Organization Complete!

The organization was successfully added.

If you would like to add lecations for this
new Organization, click "Add Locations” to

| Add Locations

< Back Finish Cancel

8. Inthe Add Organization Complete! page, do one of the following:

e Click Add another Organization. Return to the beginning of this procedure.
e Click Add Locations. For more information, see Add a Tracker Location.
e Click Finish to return to the CIC client.

Related Topics
Find a Tracker Organization

Find a Tracker Organization

Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing and Rights.

When you work with Tracker information, there are several places where it is necessary to search for Tracker Organizations.
Tracker Organizations are associated with Tracker Contacts. Tracker Locations are associated with Tracker Organizations.

To find a Tracker Organization:
1. Do one of the following:
e Click the Search control next to an Organization text box and then select Advanced Search.
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Organization: Interactive Inteligence, Inc |£ |

Location: Interactive Intelligence, Inc
Interactive Intelligence, Inc.
Departrnent:
#®  Advanced Search...
fob Tite: 8  Add MNew Organization "Interactive Intelligence, Inc"...

Assistant Mame:

e From the Tracker menu, select Find Organization.

Tlackml Window Help

a- Add Contact...
37 Find Contact...

Add Organization...
Find Organizaticn..,
Add Location..,
Find Interaction...

R

Manage Tracker Directories

Open Directory 3

Result: The Find Organization Wizard appears.
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# Find Organization

Search Cntena
Enter the search criteria below then click " Mext™.

General
Marme: M Type: [
Application Id: Active/Inactive: [Active
Address
Street:
State/Province City:
Zip: Country:

Interaction Address

Enter a phone number, fax number, e-mail address, or any other interaction address, Use
standardized form for phone numbers (e.g. +13178723000, /999, sip:). Partial matching is possible,

Tracker Attribute

Mame: vl Value:

| Mext = | | Cancel

2. Enter your search criteria and click Next>.

Result: The Search Results page of the Find Organization Wizard appears. It lists all matching organizations.
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@ Find Organization E

Search Results

The results of your search are displayed below. You can view the details of an Organization by clicking the
link in the name column. Press "back" to modify your search parameters.

Organization Mame Type City State Country

Midwest Alliance System Indianapolis IN

Your search returned 1 result.

< Back Finish Cancel

3. Do one of the following:

e To finish selecting an Organization or return to the CIC client, select an entry and click Finish.

e To further refine your search, click <Back and enter additional search criteria.

e Click the Organization Name hyperlink.

e Right-click anywhere on the row containing the organization and select Properties from the shortcut menu.

Result: The Properties for Organization dialog box appears. From this dialog box, you can modify the organization
information or Add a Tracker Location, as needed.
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Properties for Organization - Midwest Alliance

Mame: Midwest Alliance Org Type: ISystem ']
Site Id: Dwner Moreen.Tasker

External Id: External Source:

App Org Id: Active

Locations | Addresses | Interaction Addresses | Attributes ]ntelactians|

Mame Default Address

Chicago

ik Add | 7 Edit | [# Delete |

| ok || cancel |

Last Modified: 10/23/2012 10:17 AM Version: 1

Related Topics

Modify Tracker Organization Information
Delete a Tracker Organization

Modify Tracker Organization Information

Requirements: You need the Modify Organizations Security right to modify Tracker Organization information. Other Interaction
Tracker functions are available only if you have the appropriate licenses and security rights. For more information, see

Tracker Licensing and Rights.

You can change the information on Tracker organizations if you have a Tracker Access License and the appropriate Tracker Policy
Security rights. For more information about this feature or your right to use it, see your CIC administrator.

To modify Tracker Organization information:

1. Find a Tracker Organization.
2. Inthe Search Results page of the Find Organization Wizard, do one of the following:

e Click the Organization Name hyperlink.
e Right-click anywhere on the row containing the organization and select Properties from the shortcut menu.
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E Find Crganizaticn

Search Resulis

The results of your search are displa
link: in the name column. Press "bac

Organization Mame

&) Properties...

x Delete

Result: The Properties for Organization dialog box appears.

| ‘il Properties for Organization - Midwest Alliance

Mame: Midwest Alliance Org Type: [System - I
Site Id: T Moreen.Tasker

External Id: External Source:

App Org Id: Active

Locations | Addresses | Interaction Addresses | Attributes Interactium|

Mame Default Address

Chicage

g add | [[? Edit ] lx Delete ]

| ok || cancel |

Last Modified: 10/23/2012 10:17 AM Version: 1

3. Modify any of the Organization information, as necessary.
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Name Type the organization’s name.

Org Type Use the arrow to select a type from the drop-down list.

Examples of organization types include System, IC User, External, Internal,
Customer, Partner, Vendor, and Public Relations.

Site Id Type the site identifier for the CIC site to which this organization belongs.
Caution: Modify this setting only if you are familiar with the site numbers
configured in Interaction Administrator and are certain of value you enter here.

Owner This defaults to the name of the CIC user who created this Tracker organization.

External Id If this Tracker organization was imported from another system), this is the unique

Id for this organization used by the other system.

External Source This identifies the external system from which this Tracker organization
information was imported.

App Org Id Type the Application ID associated with this organization in the Tracker database.

Note: Use of an Application Id is entirely optional. An Application Id is used by
Interaction Tracker to enable users to visually distinguish between
organizations. It can be used for display purposes in place of the unique (but
somewhat confusing) internal Id’s that Interaction Tracker assigns to
organizations.

Active Select Active to enable users to assign this organization to Tracker contacts.

4. Inthe Locations tab, do one of the following:

e Select a location and click Edit to modify the location information.
e Select a location and click Delete to remove a location from the organization.

e Click Add to add another location for this organization. In the Add Location Wizard, supply the information for this location.
For more information, see Add a Tracker Location. When finished, click OK.

5. In the Addresses tab, do any of the following:

e Select an address and click Edit to modify the address information.
e Select an address and click Delete to remove an address from the organization.

e Click Add to add another address for this organization. In the Address Properties dialog box, supply the information for this
address. Use the arrow at the end of the Address Type drop-down list to identify the type of address. When finished, click

OK.
i Address Properties = || B | Em

Street Address:

City: Indianapolis

State/Province: Indiana

Zip: 46278

Country: United States

Address Type: Business - ]
Lok ] [ cmeel ]




Note: Tracker addresses contain standard physical address information. Home, Shipping, and Billing are default
Interaction Tracker address types. Your Interaction Administrator can define different or additional address types. If you
have any questions about address types, see your administrator.

Tip: You can type the name of any state or province in the State/Province text box or the name of any country in the l

l Country text box.

6. Inthe Interaction Addresses tab, do any of the following:

e Select an address and click Edit to modify the address information.
e Select an address and click Delete to remove an address from the organization.

e Click Add to add another address for this organization. In the Interaction Address Properties dialog box, supply the
information for this address. Use the arrow at the end of the Address Type drop-down list to identify the type of address.

When finished, click OK.

23 Interaction Address Properties

Value:
Interaction Address Type:

Interaction Address Subtype:

5558900 Bt (431 |
’P‘hone vl
’Eusinus vl

An interaction address contains the following information:

Value

Enter the phone number, email address, or other appropriate value, depending on
which iAddress type you select.

control to validate and format the phone number.

l Tip: If you enter a phone number or fax number, click the Phone Number I

Interaction Address Type

Use the arrow at the end of this drop-down list to select the type of iAddress you
want to add.

Note: An interaction address, or iAddress, is a media-specific, electronic
address against which interactions take place. The type of address
corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

Interaction Address Subtype

Use the arrow at the end of this drop-down list to select the iAddress subtype
(Business, Business 2, Home, Home 2, Assistant, or Unclassified).

7. Inthe Attributes tab, supply values for any of the organization attributes defined by your CIC administrator.
8. Inthe Interactions tab, view a list of interactions related to this contact.

Tip: This view is similar to the Interactions tab and you can perform the same functions here. For more information, see I

l Use the Related Items View.

9. When you have made all necessary changes, click OK to save your changes.

Related Topics
Find a Tracker Organization
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Delete a Tracker Organization

Requirements: You need the Delete Organizations Security right to delete a Tracker Organization. Other Interaction Tracker
functions are available only if you have the appropriate licenses and security rights. For more information, see Tracker
Licensing and Rights.

You can delete a Tracker organization if you have a Tracker Access License and the appropriate Tracker Policy Security rights. For
more information about this feature, or if you have questions about your right to use it, see your CIC administrator.

To delete a Tracker Organization:
1. Find a Tracker Organization

2. Inthe Search Results page of the Find Organization Wizard, right-click an Organization name and select Delete from the
shortcut menu.

“# Find Organization

Search Results

The results of your search are displa
link: in the name column. Press "bac

Organization Marme

&) Properties...

x Delete

Result: The Confirm Delete dialog box appears.
3. Inthe Confirm Delete dialog box, click Yes.

Result: The organization is removed from the Search Results page of the Find Organization Wizard and from any contacts
associated with this organization.

Related Topics
Add a Tracker Organization
Find a Tracker Organization
Modify Tracker Organization Information

Tracker Locations

Add a Tracker Location

Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing and Rights.

Locations are associated with Organizations. Locations are typically named for their functions, such as Headquarters, or the city
name. You can add new Tracker Locations when you add or modify Tracker Organizations during the contact resolution process.
You can also use the Tracker menu to add a Tracker Location at any time.

To add a Tracker Location:
1. Do one of the following:

e From the Tracker menu, select Add Location.
e At the end of the Add a Tracker Organization process, click Add Locations.

e Add a Tracker Contact. In the Organization page of the Add Contact Wizard, select an Organization. Click the Search control
next to the Location text box. From the drop-down list, select Add New Location.
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@ Add Contact - Joe Olive

Orgamzation
Enter the information for the arganization that the contact belongs to.  you enter an
organization, you can also enter a location. § you do not know any of this infarmation,
you can leave it blank.

Organization: Midwest Alliance ﬁ
Location: ﬁ
Departrent: Eis |
e l | Click to find and 1

Job Title:

*=F  Add Mew Location... |
Assistant MName:

= Back H Mext = | | Cancel

e Find a Tracker Contact. In the Search Results page of the Find Contact Wizard, right-click on a contact name and select
Properties. In the Properties for Contact dialog box, in the Organization text box, select an Organization. Click the Search
control next to the Location text box. From the drop-down list, select Add New Location.

Result: The Add Location Wizard appears.

-

*4 Add Location (25

Mame
Enter the name and onganization for this new location.

Location Mame: Dayton|

Organization: Midwest Aliance ﬁ

< Bac Mext = | ‘ Cancel

2. In the Name page, type a Location Name.
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3. If the Organization name has not defaulted from a previous screen, click the Search control next to the Organization text box
and do one of the following:

e Select Advanced Search to Find a Tracker Organization.
e Select Add New Organization to Add a Tracker Organization.

4. After you have supplied a location and organization name, click Next.

Result: The Business Contact Information page of the Add Location Wizard appears.

(% Add Location - Dayton

Businezz Contact Information
Enter the address, phone, fax and e-mail address for this location.

Street Address: 5521 West 83rd Street
City, State/Province: Dayton Ohio
Zip, Country: 45426 United States
Phone: 1 {9371 555-1631 %
Fam Ext.
E-mail:
< Back ” Mext = | ‘ Cancel ‘

Country text box. Click the Phone Number control to validate and format the phone number.

l Tip: You can type the name of any state or province in the State/Province text box or the name of any country in the

5. In the Business Contact Information page, supply the address information for this location and click Next.

Result: The Addresses page of the Add Location Wizard appears.
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[ Add Location - Dayton

Addresses

Each location can have any number of addresses. Use the buttons below to manage
the list of addresses for this location.

Address Address Type
5521 West 83rd Street Dayton Chic 45426 United... Business

Of Add & Edit M Delete

‘ < Back ” Mext = | ‘ Cancel

Note: Home, Shipping, and Billing are default Interaction Tracker address types. Your CIC administrator can define
different or additional address types in Interaction Administrator. If you have any questions about address types,
contact your CIC administrator.

In the Addresses page, do one of the following:

e Click Add to add another address for this location.

e Select an address in the list and click Edit to change the address information.

e Select the check box of one of the addresses in the list to designate the default address.
e Select an address in the list and click Delete to remove the address from this Location.
e Click Next> to continue creating the location.

Result: The Interaction Addresses page of the Add Location Wizard appears.
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% Add Location - Dayton

Interaction Addresses

Each location can have any number of interaction addresses (phone number, e-mail
address, etc). Use the buttons below to manage the list of interaction addresses far this

location.
Interaction Address Type Subtype
1 (837) 555-1631 Phone Business

oR Add 0# Edit M Delete

‘ < Back ‘ Mext = | Cancel

Note: An interaction address, or iAddress, is a media-specific, electronic address against which interactions
take place. The type of address corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

In the Interaction Addresses page, do one of the following:

e Click Add to add another interaction address for this location.

e Select an address in the list and click Edit to change the interaction address information.

e Select the check box of one of the addresses in the list to designate the default interaction address.
e Select an address in the list and click Delete to remove the interaction address from this location.

e Click Next> to continue creating the location.

Result: The Tracker Attributes page of the Add Location Wizard appears.
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% Add Location - Dayton

Tracker Attnbutes

Tracker attributes can be assigned to contacts, organizations and locations. Use the
cortrols below to assign attibute values. (Mote: Values can be left blank as well )

Attribute Type Value I
Gender -
Subtype E
MT Domain User
Income Level -
Partner Level |
YMSegmentDuration
OrgOnly WithLegalVals ||~

< Back H Mext » ] | Cancel |

8. Inthe Tracker Attributes page, supply values for any of the displayed Attribute Types and click Next>.

Note: Interaction Tracker enables you to store attributes for contacts, organizations or locations. These attributes can
include such information as historical notes about a particular situation, or other significant details. Tracker Attributes

are configured in Interaction Administrator. Contract your CIC administrator if you have questions about Tracker
Attributes.

Result: The Summary page of the Add Location Wizard appears.

% Add Location - Dayton

Summary

Anew location will be created based on the following information. Please review this
information and click back to make any changes, otherwise click nest to proceed.

Location NameDayton -
Organization Mame:Midwest Alliance

Default Address: 5521 West 83rd Street Dayton Ohic 45426 United States
Default Address Type: Business

Default Interaction Address: 1 (937) 555-1631

Default Interaction Address Type: Phone

Default Interaction Address Subtype: Business

---- Additional Addresses ----

Mone

---- Additional Interaction Addresses ----

Mone

m

<= Back ” Mext = | ‘ Cancel

9. Inthe Summary page, do one of the following:
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e Click <Back to return to the appropriate page and make corrections.
e Review your entries and click Next > to save this location information.

Result: The "Add Location Complete!" screen appears.

5 Add Location - Dayton

Add Location Complete!

The location was successfully added,

[ﬂidd another location

‘ < Back H o— H e

10. Inthe Add Organization Complete! page, do one of the following:

e Click Add another location. Return to the beginning of this procedure.
e Click Finish to return to the CIC client.

Related Topics
Find a Tracker Organization

Modify Tracker Location Information

Requirements: You can change Interaction Tracker location information if you have a Tracker Access License and the
appropriate Tracker Policy Security rights. For more information about this feature or your right to use it, see your CIC
administrator.

To modify Tracker Location information:
1. Find a Tracker Organization.
2. Inthe Properties for Organization dialog box, select the Locations tab.
3. Inthe Locations tab, do one of the following:

e Select a location name and click Edit.
e Click the location name hyperlink.

Result: The Properties for Location dialog box appears.
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% Properties for Location - Chicago El

Mame: Owner: Moreen. Tasker
Site Id: App Loc Id:
External Id: External Source:

Active

Addresses | Interaction fddresses | Attributes | Interactions

Address Address Type

0a Add ¥ Edit M Delete

[ Ok ] [ Cancel ]
Last Modified: 10/23/2012 10:51 AM Version: 1
4. Modify any of the Location information, as necessary.
Name Type the location’s name.
Owner This defaults to the name of the CIC user who created this Tracker location.
Site Id Type the site identifier for the CIC site to which this location belongs.
Caution: Modify this setting only if you are familiar with the site numbers
configured in Interaction Administrator and are certain of value you enter here.

App Loc Id Type the Application ID associated with this organization in the Tracker database.

Note: Use of an Application Id is entirely optional. An Application Id is used by
Interaction Tracker to enable users to visually distinguish between
organizations. It can be used for display purposes in place of the unique (but
somewhat confusing) internal Id’s that Interaction Tracker assigns to
organizations.

External Id If this Tracker location was imported from another system), this is the unique Id for
this location used by the other system.

External Source This identifies the external system from which this Tracker organization
information was imported.

Active Select Active to enable users to assign this organization to Tracker contacts.

5. Inthe Addresses tab, do any of the following:

e Select an address and click Edit to modify the address information.
e Select an address and click Delete to remove an address from the organization.

e Click Add to add another address for this organization. In the Address Properties dialog box, supply the information for this
address. Use the arrow at the end of the Address Type drop-down list to identify the type of address. When finished, click
OK.
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i Address Properties = || B | Em

Street Address:

City: Indianapolis

State/Province: Indiana

Zip: 46278

Country: United States

Address Type: Business - ]

Note: Tracker addresses contain standard physical address information. Home, Shipping, and Billing are default
Interaction Tracker address types. Your Interaction Administrator can define different or additional address
types. If you have any questions about address types, see your administrator.

Tip: You can type the name of any state or province in the State/Province text box or the name of any country in
the Country text box.

6. Inthe Interaction Addresses tab, do any of the following:

e Select an address and click Edit to modify the address information.
e Select an address and click Delete to remove an address from the organization.

e Click Add to add another address for this organization. In the Interaction Address Properties dialog box, supply the
information for this address. Use the arrow at the end of the Address Type drop-down list to identify the type of address.
When finished, click OK.

fﬂﬂlnteractiun.ﬁddrﬁs Properties === [é]

Value: 555-8900 Ext. 431
Interaction Address Type: ’PhDﬂE vl
Interaction Address Subtype: ’Eu siness "l

An interaction address contains the following information:
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Value Enter the phone number, email address, or other appropriate value, depending on
which iAddress type you select.

Tip: If you enter a phone number or fax number, click the Phone Number
control to validate and format the phone number.

Interaction Address Type Use the arrow at the end of this drop-down list to select the type of iAddress you
want to add.

Note: An interaction address, or iAddress, is a media-specific, electronic
address against which interactions take place. The type of address
corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

Interaction Address Subtype Use the arrow at the end of this drop-down list to select the iAddress subtype
(Business, Business 2, Home, Home 2, Assistant, or Unclassified).

7. Inthe Attributes tab, supply values for any of the organization attributes defined by your CIC administrator.
8. Inthe Interactions tab, view a list of interactions related to this contact.

Tip: This view is similar to the Interactions tab and you can perform the same functions here. For more information, see
Use the Related Items View.

9. When you have made all necessary changes, click OK to save your changes.

Related Topics
Find a Tracker Organization

Tracker Attributes

Assign Interaction Tracker Attributes

Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing and Rights.

Interaction Tracker enables you to store attributes for contacts, organizations, locations or interactions. An interaction attribute
can include such information as notes about a particular situation, duration of the interaction, or other significant details.

To add Tracker Attributes to the current interaction:
1. Right-click the current interaction.
2. From the interaction shortcut menu, select Interaction Tracker > Interaction Tracker Attributes.

Result: The Interaction Tracker Attributes dialog box appears.
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Tracker Attributes

Enter the values for any Tracker attributes you would like to apply to the selected interaction.
Attribute Type Value

Gender -
Subtype
MT Domain User
Income Level -
Partner Level -
VIMSegmentDuration
OrgCnly_WithLegalVals -
OrgOnly_WithMolLegalVals
Reason For Call -

| ok || cancel

3. Supply values for the displayed Attribute Types for this interaction and click OK.

To assign Tracker Attributes to a related interaction:
1. Find the appropriate related interaction.
2. Inthe Interaction Properties dialog box, select the Attributes tab.
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&3 Interaction Properties

f_._.l Prewvious Segment  Mext Segment -.f_.__n

=] B3

 Motes

— Seament Details
Gegment Type; Interaction gp Add hote “{5 Delete Note |_-£‘|31 Copy Mote to Clipboard
Interaction Type: Call
Start Time: 10/12/2009 4.25 PM All Nates j
i o Fober Jones - 10/13/2003 311 PH [E astem Standard Time] <]
it Inbound obertJones - : astern Standard Time N
sl g Fiobert Janes - 10/13/2009 311 PM [Eastem Standard Time
Wwhork group:
Account Code:
Site |d: 1
Frivate: Falze
Incident |d:
i I Allow athiers b view this note,
Participants  Athibutes | Segment Logl
Aftribute Type Walue
Calll Referral Type Customer ;I

Call Referral D ate

Age

Marketing Campaign

Customer Lewvel

WS egmentDuration

(]S | LCancel |

&pply |

3. Supply values for the displayed Attribute Types for this interaction and click OK.

Related Topics
Find Related Interactions

Use Interaction Notes

Working with Tracker Information
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Working with Related Interactions

Requirements: Some Interaction Tracker functions are available only if you have the appropriate licenses and security rights.
For more information, see Tracker Licensing.

Interaction Tracker enables you to associate interactions with Tracker contacts, organizations and locations. You can search for
and review this related interaction history in several ways:

¢ Related Items

You can display views of the most recent interactions with external callers:

e The Interactions tab displays a list of interactions associated with the contact for the currently selected interaction. Only
interactions for the current contact appear in this view. For more information, see Use the Interactions Tab.

Note: Only successful interactions (those connected to an agent or a station) appear in this view. Voicemails
and abandoned interactions are not included.

e The Conversation History tab displays a list of email interactions associated with the currently selected email interaction.
For more information, see Use the Conversation History Tab.

e Interaction History

You can view a list of the most recent interactions with a selected Tracker contact, organization, or location in the
Interactions tab of the Properties for Contact, Properties for Organization, or Properties for Location dialog boxes. For more

information, see Interaction History.
e Interaction Search

You can use the Find Interactions Wizard to locate related interactions and review the associated Tracker information. For
more information, see Find Related Interactions.

Related Topics

Display the Related Items View
Find Related Interactions
Interaction History

Play Back a Recorded Interaction
Use Interaction Notes

Use the Related Items View

View Related Interaction Properties
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Display the Related Items View

Requirements: You need a Tracker Access License and the appropriate rights to display the Related Items view. You need the
Customize Client Security right in order to add a new view to the CIC client. Also, you need the Related Interactions Page
Security right to display the Related Items view. The View History Users Access Control right determines whose interactions
appear in the Related Items view. Optionally, you need the View Other People’s Private Interactions Security Right to view
other users' private interactions in the Interactions tab.

You can add the Related Items view to the CIC client. It contains two tabbed views:
e |Interactions Tab

The Interactions tab enables you to view a list of interactions associated with the contact for your currently selected
interaction. Your CIC administrator controls the types of interactions that can appear in this tab. Possible interaction types
include calls, chats, e-mails, and faxes. For more information, see Use the Related Items View and Configure the
Interactions Tab.

e Conversation History Tab

A Conversation History is not a record of the content of the email interactions. The email text is not preserved as part of
this history. It provides a record of the contact between parties to the conversation, but not the details. For more
information, see Use the Conversation History Tab.

To display the Related Items view:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Tracker.

2. Inthe Views list, select Related Items.
3. Click OK.

Result: The Related Items view appears.

Related Topics

Add or Remove View Columns
Change View Layout

Find Related Interactions
Interaction History

Use the Related Items View
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Configure the Interactions Tab

Requirements: You need the Customize Client Security right to configure the Interactions tab. Client templates can contain
configuration settings that determine your Interaction History Result Settings and control whether you can alter configuration
settings.

The interactions displayed in the Interactions tab of the Related Items view are based on the contact for the currently selected
interaction and are limited to past interactions that match the selected criteria. Only interactions for the current contact are
included in the search.

You can configure the maximum number of related interactions displayed in the Interactions tab of the Properties for Contact,
Properties for Organization or Properties for Location dialog boxes.

To configure Interactions Tab search criteria:
1. Inthe Configuration dialog box, click the Tracker node.

Result: The Tracker properties details pane of the Configuration dialog box appears.
2. From the Show interactions from the previous drop-down list, select a time limit:

e Week
e Month
e 3 Months

3. From the Maximum number of interactions to show drop-down list, select the maximum number of related interactions you
want to appear at one time in the Related ltems view or Interaction History tab:

e 10
e 50
e 100

4. Click Apply to save your settings.
5. Click OK to close the dialog box.

Related Topics
Display the Related Items View
Tracker Related Interactions
Use the Related Items View

Find Related Interactions

Requirements: Only agents with the appropriate licenses and security rights can create and manage Interaction Tracker
information from inside the CIC client. For more information, see Tracker Licensing.

Use the Find Interaction Wizard to locate related interactions after the interaction is completed. You can then view the associated
Tracker information.

Tip: You can also view the interactions associated with a selected Contact, Organization or Location. For more information
about using the appropriate Properties dialog box, see Modify Tracker Contact Information, Modify Tracker Organization
Information, or Modify Tracker Location Information.

To find a related interaction:
1. From the Tracker menu, select Find Interaction.

Result: The Find Interaction dialog box appears.
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gﬂ Find Interaction IEI

Search Cntena
Enter the search crtena below then click "MNexd™.

Basic | Advanced

Basic Criteria

Where to Search: [M},r Interactions =
First Marne: Last Marne:
Organization Mame: cl

Location Mame:

Interaction Id:

Interaction Type: Call 3%

Interaction Address

Enter a phone number, fax number, e-mail address, or any other interaction address, Use standardized
form for phone numbers (e.g. +13178723000, /999, sip:). Partial matching is possible.

Date, Time and Duration

Start Date: 10/21,/2011 E*  Start Time: 20141 PM =
End Date: 10/28/2011 E*  End Time: 3:01:41 PM =
Min Duration (sec): Max Duration (sec):

[ Mext » ] [ Lancel

From the Where to Search drop-down list, select one of the following:

e My Interactions to include only interactions with which you were personally associated.
e Interactions of My Organization to include all interactions associated with the organization to which you belong.
e Interaction of My Location to include all interactions associated with your location.

. In the Basic and Advanced tabs, enter other search criteria.
. Click Next >.

Result: A list of matching interactions appears in the Search Results page of the Find Interaction dialog box.
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E Find Interaction E

Search Results

The results of your search are displayed below. You can view the details of an interaction by double-clicking
the comesponding row. Press "back” to modify your search parameters.

Initiator Respondent Start Tirme Curation
£." perseus_user - Indianapolis IN 10/26,/2011 12:04:23 P... 00:00:17

Your search returned 1 result.

| <Back || Einish | | Cancel

5. To view the details of one of the listed interactions, do one of the following:
e Double-click the selected interaction.
e Right-click the selected interaction and choose Interaction Details.

Result: The Interaction Properties dialog box appears.
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&5 Interaction Properties EI [t

C) Previous Segment MNext Segment C’

Segrnent Details Motes
Segment Type: Interaction gk Add Note X Delete Note |_5|31 Copy Mote to Clipboard
Interaction Type: Call
Start Time: 10/26/2011 12:04 PM dildlot= b
Duration: 00:00:17 perseus_User - 10/28/2011 2:34 PM (Eastern Standard -~
Direction: Outbound Time)
Conference Id: 1]
Workgroup:
Accourt Code:
Site 1d: 1
s Private: False
Incident Id: ) )
| Allow others to view this note.

Participants |Attribut6 | Segment Log|
W Name: Indianapolis IN
PErseus_user - Rale: Respondernt
Start Time: 10/26/2011 12:04 FM
Duration: 00:00:17
Wrapup Code:
Station:
How Ended: RemoateDisconnect
Interaction Id Key: 300108190320111026
Interaction Address: H1 N7

QK i [ Cancel Apply

Note: You can add, edit, or delete some of the information in the Interaction Properties dialog box. In particular, you can
work with Notes and Attributes information. For more information, see Interaction Notes and Assign Interaction
Tracker Attributes.

Related Topics
Use the Interactions Tab

Play Back a Recorded Interaction

Requirements: To play back a recorded interaction, you need the Recorder Client Access license. You also need to be
assigned an Interaction Recorder Policy with the rights to play recordings and retrieve recordings. To locate and select the
appropriate recording, you need a Tracker Access License and the necessary rights to display the needed views. For more
information, see Working with Interaction Tracker.

If you have the appropriate licenses and rights, you can play back a recorded interaction. You can play back recordings of calls,
chats, and email interactions. The type of recording depends on the type of interaction. For example, a chat session recording is a
transcript of the chat.

There are two way to locate and play back a recorded interaction. Recorded interactions appear in the Related Items View in both
the Interactions and Conversation History tabs. You can also play back recordings appearing in the Interactions tab of the
Properties for Contact, Properties for Organization, or Properties for Location dialog boxes.

To play back a recording:
1. Locate the appropriate recording by doing one of the following:

e Use the Related Items view to display a list of interactions associated with the currently selected interaction in My
Interactions. Recordings appear in the Interactions tab and the Conversation History tabs.

e Find a Tracker contact and then, in the Properties for Contact dialog box, click the Interactions tab.
e Find a Tracker organization, and then, in the Properties for Organization dialog box, click the Interactions tab.
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e Find a Tracker location by following the instructions to Modify Tracker Location Information. Then, in the Properties for
Location dialog box, click the Interaction tab.

Note: The Related Recording icon (red circle) appears for interactions with an associated ad hoc or snippet recording.
For more information, see Recording Types.

2. Right-click the selected interaction and select Play Recording from the shortcut menu.

"General | IC Settingsl External Database | Image and Webl Addrﬁl Interaction Addrﬁl Attributes Interactions |
Found 9 related interactions. |
| Date | Duraticn | Internal Party External Party External Role | Organization
S 0025 sg-clayl5 user Interactive Intelligence Initiator
€ interacton Detais... 0:00:06 sg-clayl3 user Interactive Intelligence Initiator
@D. (> Py Recording 0:00:34 sg-clayld user Interactive Intelligence Initiator
E‘J. Friday, February 15, 2013,... |00:00:05 sg-clayld user Interactive Intelligence Initiator
E‘J. Friday, February 15, 2013,... |00:01:32 sg-clayld user Interactive Intelligence Initiator
?3. Friday, February 15, 2013,... |00:00:13 sg-clayld user Interactive Intelligence Initiator
E’D. Wednesday, February 13,... |00:00:14 sg-clayld user Interactive Intelligence Initiator
E’D. Tuesday, February12, 20... |00:00:07 sg-clayld user Interactive Intelligence Initiator
G':’. Tuesday, February 12, 20... |00:00:04 sg-claylh user Interactive Intelligence Initiator
4| | 3

Result: The appropriate recording media viewer appears. A recorded call appears in this example.

£* call, recorded on 2/18/2013 12:58:59 PM

Audio  Media

0:00:00 0:00:14

P> O Wb @ | AN

Play Back a Call

e The Waveform displays a graphic representation of the sound in the recording. The Waveform area includes a recording time

line that displays a position indicator and time, and the length of the recording.
Use the Audio menu to select the audio device for the play back. The options are Primary Sound Driver or Telephone Handset.
If you use the Primary Sound Driver, pause the mouse over a play back control to display its function. Use the sliders to control

the Volume and Speed of the audio play back. Audio timing indicators display the current position in the recording and the total
time of the recording.

If you use the Telephone Handset, use the telephone keypad to control the play back. Press: 1 to slow down the recording; 2 to
speed up the recording; 3 to decrease the volume; 4 to increase the volume; 5 to rewind ten seconds and return to normal
speed; and 6 to fast forward ten seconds.

Note: When playing back a recording through the telephone handset, the audio disconnects when the recording has
finished playing or when the stop button is pressed.

Select About from the Media menu to view Media Information properties, including Length, Audio format, and compression
type.

Play Back a Chat Interaction

The Chat playback window shows a transcript of the recorded chat.
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'?' Chat, recorded on 2/22,/2013 8:59:39 AM

IC [Fri 2/22/2013 8:59:14 AM]:
« Welcome to ICI
IC [Fri 2/22/2013 8:59:15 AM]:
+ Interaction transferred to IC.
IC [Fri 2/22/2013 8:59:15 AM]:
« Alerting: Peter = s
IC [Fri 2/22/2013 8:59:39 AM]:
« Peter ww © has joined the conversation.
Peter [Fri 2/22/2013 6:59:58 AM]:
« Hello
sg-clayd user[Fn 2/22/2013 9:01:03 AM]:
« How canlhelp you?
Peter [Fri 2/22/2013 9:01:19 AM]:
« | need help loading an update.
sg-clay3 user[Fri 2/22/2013 9:01:29 AM]:
« Which update?
Peter [Fri 2/22/2013 9:01:54 AM]:
« [he latest update to Interaction Client.
sg-Clay3 user [Fni 2/22/2013 9:02:06 AM]:
« What version are you currently running?
Peter [Fri 2/22/2013 9:02:23 AM]:
« | have to check and contact you later.
sg-clayd user [Fn 2/22/2013 9:02:30 AM]:
« OK
IC [Fri 2/22/2013 9:02:40 AM]:
« Sg-Clay3_user has left the conversation. —
IC [Fri 2/22/2013 9:02:40 AM]:
. Doter  _ hag lofithe conyarsation bt

Play Back an Email Interaction

The Email playback window shows a transcript of a recorded email conversation.

Note: Snippet recordings of email interactions are available only if your CIC administrator separately enables this
feature. Snippet recordings of email interactions are not available by default.
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B Email, recorded on 2/22/2013 2:54:12 PM

Frarm: sg-clayld uzer sSent:  Fnday, February 22, 2013 2:55:31 P
To: Smith, Greg

Ce

B

Subject: RE: Test [CID:9xmBhkE2 3w 8k hj)

To praktect privacy, Inkeraction Client prevented automatic download of some pickures in this
message

The Techmcal References are in the IC 4.0 Documentation Library. It 1s
avallable at
https ffmy itun. comdsupportproducts/icd 0/Documentationdndesx bt

----- Original Message-——--

From: Smith, Greg [mailto:Greg.Smithi@ABC Carp.com]
Sent: Friday, February 22, 2013 2:43:22 PM

To: sg-clayl9_user

Subject: Test

| need to locate documentation for Interaction Tracker.

Related Topics

Recording Types
Use the Related Items View

Use the Conversation History Tab
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View Interaction Properties

Requirements: Only agents with the appropriate licenses and security rights can create and manage Interaction Tracker
information from inside the CIC client. For more information, see Tracker Licensing.

You can review the Interaction Tracker information stored for any interaction previously associated with a tracker contact.

Note: You can add, edit, or delete some of the information in the Interaction Properties dialog box. In particular, you can work
with Notes and Attributes information. For more information, see Use Interaction Notes and Assign Interaction Tracker
Attributes.

To view interaction properties, do one of the following:
e Use the Find Interaction Wizard to locate an interaction.

e Inthe Related Items view, double-click a selected interaction.

e Inthe Related Items view, right-click a selected interaction, then select Interaction Details from the shortcut menu.

Result: The Interaction Properties dialog box appears.

5 Interaction Properties E\

{3 Previous Segment Mext Segment £)

Segment Details Motes

Segment Type: Interaction ok Add Mote X Delete Mote @@' Copy Note to Clipboard
Interaction Type: Call

Start Time: 10/26/2011 12:04 PM Al hetes b
Duration: 00:.00:17 perseus_User - 10/28/2011 2:34 PM (Eastern Standard -
Direction: Outbound Time)

Conference Id: 0

Workgroup:

Account Code:

Site Id: 1

ls Private: Falze

Incident Id: A

Participants | Attributes | Segment Log |
e N | Name: Indianapalis IM
PErSEUs_User - Rale: Respondent
Start Time: 1042672011 12:04 PM
Duration: 00.00:17
Wrapup Code:
Station:
How Ended: Remate Disconnect
Interaction Id Key: 300108150320111026
Interaction Address: 17222322
QK ] [ Cancel App
Related Topics

Tracker Related Interactions
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Interaction History

Requirements: Only agents with the appropriate licenses and security rights can create and manage Interaction Tracker
information from inside the CIC client. For more information, see Tracker Licensing.

You can view a list of the most recent interactions with a Tracker contact, organization, or location in the Interactions tab of the
Properties for Contact, Properties for Organization or Properties for Location dialog boxes.

Related Topics

Display the Related Items View

Modify Tracker Contact Information
Modify Tracker Organization Information
Modify Tracker Location Information

Use the Related Items View

Requirements: You need the appropriate licenses and rights to Display the Related Items View in order to see the Related
Iltems view.

Note: To display related interactions correctly in the Related Items view, the CIC administrator must configure data sources in a
particular way in the RWP lookup sequence. The "I3 Tracker Rwp" data source must come before or be used instead of the "IC
Tracker Contacts" data source. This is controlled by Contact Data Manager Configuration in Interaction Administrator. For
more information, see Add the source to the RWP Lookup Sequence in the Reverse White Pages Technical Reference.

Important: Your CIC administrator can configure the CIC server to stop processing the automatic queries that provide the
information displayed in the Related Items view. This emergency shutoff prevents CIC system performance degradation caused
by too many simultaneous queries from multiple CIC client systems. Interaction History and Interaction Search are still
available during a Related Interactions Emergency Shut Off.

The Interactions tab appears inside the Related Items view. The Interactions tab displays a list of interactions associated with the
currently selected interaction in My Interactions.

You can also see lists of related interactions in the Interactions tab of the Properties for Contact, Properties for Organization and
Properties for Location dialog boxes. For more information, see Modify Tracker Contact Information, Modify Tracker Organization
Information, or Modify Tracker Location Information.

2 - i " JRelated Items
(?r Interactions | Conversation History
4 Found 10 related interactions. (—@ |
Date + Duraticn Internal Party External Party External Role Organizaticn Location | § *

) i Today, 217 PM Robert.Jones Ross Martin Initiator

f 8 Today, 213 PM 00:00:59 Robert.Jones Ress Martin Initiator
Ez (\-I-""I'oda‘,r, 212 PM 00:00:26 Robert.Jones Riss Martin Initiator
.@, | Today, 2:09 PM 00:02:05 Fobert.Jones Ress Martin Initiator -
s T W =) . - .
< | 1 ] 3

9 gp Add MNote XDelete MNote LB@'Cnpy Mote to Clipboard @

11 All Notes - Date: Today, 2:17 PM .
xicUser - 10/27/2011 2:17 PM - * Internal Party: xic User 1 E
Question about support contract. - External Party: Roce Martin
[7] Allow others to view this note. Organization:

A\ Qf-rmb-clay-0la | gf-rmb-clay-01a h
¥ q Y L

447


https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_rwp_lookup/desktop/add_the_source_to_the_rwp_lookup_sequence.htm

1 Related The Interactions tab and the Conversation History tab appear inside the Related Items view.
Items view
Tip: For more information about on enabling this view to appear in the CIC client, see Display the
Related Items View.
2 Conversation | The Conversation History tab displays a list of email interactions associated with the currently active
History email interaction. For more information, see Use the Conversation History Tab.

3 Interactions The Interactions tab displays a list of interactions associated with the currently selected interaction in
My Interactions. It also enables you to view, add, or delete notes linked to these associated
interactions.

Tip: You can configure the search criteria used to determine which related interactions appear on
this view.

4 Toggle Click the icon to toggle between a list view and a combined list and notes view of related interactions.

Notes view

5 Interaction This displays the total number of interactions contained in this scrollable list.

count

6 Column Right-click on a column heading to add or remove columns from the Interactions tab. Sort the

headings Interactions tab by clicking on a column heading.

7 Interaction This is a list of interactions associated with the currently selected interaction in My Interactions.

list
Note: Only successful interactions (those connected to an agent or a station) appear in this view.
Voicemails and abandoned interactions are not included.
8 First column ° The type of interaction is indicated by a call, email, fax, or chat icon.
o The presence of interaction notes is indicated by the Note icon.
o The Related Recording icon (red circle) appears for interactions with an associated recording. For more
information, see Play Back a Recorded Interaction.
9 Notes Use the Notes toolbar to add or remove notes from a selected interaction or to copy a note to the
toolbar Windows clipboard.
' Tip: For more information, see Interaction Notes. '

10 | View Splitter Adjust the relative size of the list and notes areas in a combined view by locating the splitter control
and moving it up or down.

11 Select Notes From the drop-down list in the Notes view, select the name of the writer of the appropriate note or
select All Notes.

l Tip: For more information, see Interaction Notes. '

12 Notes This area displays the note text, author's name, and the date and time of the note.

13 Interaction This area displays the details of the interaction selected in the Interactions list.

details

Tips for Using the Interactions Tab

e Double-click a selected interaction to view Interaction Properties.

Note: The details available in the Interaction Properties dialog box include notes, participant details, and interaction

l attributes.

e Click an Internal Party or an External Party hyperlink to view or modify Contact Properties.
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Note: The details available in the Properties for Contact dialog box include address and Tracker attribute information. In
addition, you can view a list of interactions related to this contact in the Interactions tab, including viewing interaction
properties and working with interaction notes. For more information, see Modify Tracker Contact Information.

Related Topics

Display the Related Items View
Play Back a Recorded Interaction

View Related Interaction Properties
Use Interaction Notes

Use the Conversation History Tab

Requirements: You need the appropriate licenses and rights to Display the Related Items View in order to see the
Conversation History tab. The Conversation History tab appears inside the Related Items view. In addition, the Conversation
History tab is blank unless your CIC administrator enables the Threaded Email feature in Interaction Administrator. If the
Threaded Email feature is not enabled, email interactions may still appear in the Interactions tab if the administrator
configures Interaction Tracker to log email interactions. Contact your CIC administrator if you have questions.

The Conversation History tab displays a list of email interactions associated with the currently active email interaction. Replies to
an email interaction or the transfer of an email interaction are related to the original email interaction by means of a Conversation
ID. These related interactions form a Conversation History. Only the agent who has picked up the interaction can view the
Conversation History.

A Conversation History is not a record of the content of the email interactions. The email text is not preserved as part of this

history. It provides a record of the contact between parties to the conversation, but not the details.

Note: No text of the conversation is preserved unless a separate application such as Interaction Recorder is used. Interaction
Recorder is designed to manage the security risks inherent in preserving and managing access to communications.

Til Company Directory - Related Items

Interactions | Conversation History

To
Noreen. T s

2 Aaron Last

From
Aaron L

MNoreen, Tises

Subject

RE: Marketing (CID:rl958 gScSwdf3f3pjd)

Received

10,/24,/2011 6:03:15 PM

10/21/2011 8:58:11 PM

Noreen, T

Aaron Lesm

RE: Marketing (CID:rl958 gScSwdf3f3pjd)

10,/21/2011 8:40:18 PM

2 Aaron Leswn

MNoreen, Tise

RE: Marketing (CID:rl958 gScSwdf3f3pjd)

10/21/2011 8:40:04 PM

Noreen, T

Aaron Lesm

RE: Marketing (CID:rl958 gScSwdf3f3pjd)

10,/21/2011 8:34:30 PM

2 Aaron Leswn

MNoreen, T

RE: Marketing (CID:rl958 gScSwdf3f3pjd)

10/21/2011 8:34:17 PM

Noreen, Tese Aaron Lasay RE: Marketing (CID:rl958 gScSwdf3f3pjd) 10/21/2011 8:28:38 PM
2 Aaron Lewn Noreen. T Marketing 10/21/2011 8:28:32 PM
2 Dale Baslisas Noreen, Twse Marketing 10,/21,/2011 8:28:06 PM
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(first The first column indicates the importance set on the email interaction.
column) e blank: Normal importance
e exclamation point: high importance
e down arrow: low importance
The Related Recording icon (red circle) appears for email interactions with an associated recording. For more
information, see Play Back a Recorded Interaction.

To For an email reply, this is the name of an Interaction Tracker Contact. If the name does not appear in the Tracker
database, then the name of the external party (the sender of the original email message) appears.

For an incoming or transferred email interaction, this is the name of the agent who picked up the interaction.

From For an email reply, this is the name of the agent who sent the reply.

For an incoming or transferred email interaction, this is the name of the Interaction Tracker Contact. If the name
does not appear in the Tracker database, then the name of the external party (the sender of the original email
message) appears.

Subject This is the subject text of the original ACD-routed email interaction. When an agent replies, a Conversation ID is
created and appended to the subject text. This same Conversation ID is appended to the subject text for all
subsequent email interactions that are part of the same conversation or email thread.

Received | For an email reply, this is the date and time the agent sent the reply.

For an incoming or transferred email interaction, this is the date and time the agent picked up the interaction.

To view a Conversation History:
1. Anemail interaction alerts on a queue.

disconnected email interaction and display its Conversation History.

l Note: Conversation History is available only for a connected interaction. You cannot search for a completed and

2. Pick up the interaction.

Result: The Conversation History tab displays a list of email interactions associated with the currently selected email
interaction.

Related Topics

Display the Related ltems View

Play Back a Recorded Interaction
Working with Related Interactions
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Use Interaction Notes

Requirements: Only agents with the appropriate licenses and security rights can create and manage Interaction Tracker
information from inside the CIC client. For more information, see Tracker Licensing.

Use Interaction Notes to review, add, delete or copy notes. This section appears in both the Interaction Properties dialog box and
on the Interactions tab. It also appears in the Interactions tab of the Properties for Contact, Properties for Organization and

Properties for Location dialog boxes. For more information, see Modify Tracker Contact Information, Modify Tracker Organization
Information, or Modify Tracker Location Information.

l Tip: You can also use the Interaction Information view to add notes to an interaction.

op Add Mote XDeletE Mote %Cﬂp}f Mote to Clipboard

perseus_User =

perseus_User - 1072872011 1:58 PM (Eastern Standard Time) &

Questions about support contract,

Allow others to view this note,

To add a note:
1. Click the Add Note button.

Result: The Notes typing area becomes available. Notice that your user ID, and the current date and time default to this
space.

2. Click to place your cursor in this area and begin typing.

To display a selected note:
e From the drop-down list in the Notes view, select the name of the writer of the appropriate note.

Result: The note appears in the Notes typing area.

To copy and paste a note:

1. From the drop-down list in the Notes view, select All Notes or a specific note.
2. Do one of the following:
e Click the Copy Note to Clipboard button.

Result: This selects all the text in the current note, including the identifying information (user ID, date and time), and
copies it to the Windows clipboard.)

e Select some of the text in the Note typing area and type Ctrl+C.

Result: This copies only the selected text to the Windows Clipboard.
3. Press Ctrl+V to copy the text to any standard Windows application

To delete a note:
1. Display the appropriate note.
2. Click the Delete Note button.

Result: The currently displayed note is deleted.
Related Topics

Display the Related Items View
Use the Related Items View

View Related Interaction Properties
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Working with the Microsoft Lync Integration

Important: In this documentation, the "Lync Integration” refers to the CIC integration with supported versions of Microsoft Lync
or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded Client
and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

Requirements: Your organization or company must have the Lync Integration feature license. Your CIC administrator must
appropriately configure your user record to enable you to use the embedded Lync client in the CIC client. Finally, you must
install Microsoft Lync or Skype for Business on your workstation. Microsoft Lync or Skype for Business must be running at
the same time as the CIC client. Contact your CIC administrator if you have questions about these requirements or your user
configuration. For more information, see the CIC Integration to Microsoft® Lync™ Server Administrator’s Guide.

Customer Interaction Center supports integration to Microsoft Lync Server 2013 and Skype for Business Server 2015. Both
Microsoft Lync and Skype for Business are professional meeting and collaboration applications. Using either Lync Server or Skype
for Business Server together with Customer Interaction Center provide a new range of capabilities to users of both systems:

e Users who previously used only Lync now have access to all the powerful contact center and IP PBX capabilities of Interaction
Center.

e The Lync integration provides CIC client users with the instant messaging and video capabilities of Lync, and the functionality
available in these platforms.

o Call center agents using a CIC client can now view the availability of Lync users who are not Customer Interaction Center users.

e In addition to benefiting from the features of each system, users of the integrated systems can realize some more specific
functionality.

o Additional Call Functionality

Lync users can place calls from the Lync client to a CIC client user or to the PSTN (public switched telephone network). CIC
client users can place calls to Lync users. In addition, calls from the PSTN can be directed to Lync users.

e CIC client with embedded Lync client

Users who are configured only in Lync Server can use only the Lync interface.

Users who are configured in both Customer Interaction Center and Lync Server can use the Lync functionality embedded in
the CIC client. With the embedded Lync client, CIC client users can start an instant message conversation or video chat with
a Lync user or share their desktop with a Lync user. Customer Interaction Center handles voice communications, while Lync
Server handles video communications.

e Lync-enabled Company Directory

The Lync-enabled Company Directory combines CIC client users and Lync-enabled CIC client users in a single directory
view. It features a toolbar designed to make it easy to use the Instant Messaging, Share Desktop, and Video chat functions
of the Lync Integration.

Related Topics

Lync Embedded Client
Lync-Enabled Company Directory
Lync Integration User Types

Lync Integration Status Synchronization

Important: In this documentation, the "Lync Integration” refers to the CIC integration with supported versions of Microsoft Lync
or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded Client
and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

l Requirements: See Working with the Microsoft Lync Integration for feature license and user rights requirements.

You can specify your status in the CIC client. Customer Interaction Center uses status information to determine if you are available
to participate in chat or to pick up a call or other interaction. You can specify a presence state in Lync. Lync Server uses presence
information to indicate if you are available to participate in an instant message conversation.

If you are a Lync-enabled CIC client user, you can use either the CIC client or Lync to indicate your availability. If your CIC
administrator has configured Lync Integration Status Synchronization, status or presence changes made in one of these
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applications are mirrored in the other.

Synchronization Configuration Profiles

Synchronization Configuration Profiles determine how CIC status and Lync presence state are synchronized. A profile is a
collection of status synchronization mappings from CIC to Lync and from Lync to CIC. The Lync Integration includes three default
synchronization profiles. Your CIC administrator can also create custom profiles or modify the mappings in the default profiles.
Your CIC administrator can assign more than one profile to you.

Profiles have configurable conditions. These conditions determine which of your assigned profiles is used to synchronize your Lync
presence state and CIC status, or even if any synchronization takes place at all. Conditions also determine if the synchronization is
one-way. For example, a change to your CIC status could trigger a Lync presence state change, but not the reverse. Some of the
conditions include:

e Whether you are logged into the CIC client or Lync or both.

e Your user type:
o Enterprise Voice: You use Lync as your telephony endpoint instead of a CIC station.
e Remote Call Control: You use a CIC station as your audio device.
e IM: You use Lync only for Instant Messaging.

In its simplest form, status synchronization works like this:

e |f Customer Interaction Center detects a change to your Lync presence state, it checks the Synchronization Configuration
Profiles assigned to you. If a profile’s conditions are met and it contains a mapping for your new Lync presence state,
Customer Interaction Center changes your CIC client user status.

e |f Customer Interaction Center detects a change to your CIC client status, it checks the Synchronization Configuration Profiles
assigned to you. If a profile’s conditions are met and it contains a mapping for your new CIC client user status, Customer
Interaction Center changes your Lync presence state.

Note: A profile setting can append "In Queue" to your Lync presence state, if you are an active member (available to take
calls) in a workgroup that has an ACD queue. For example, your Lync status could appear as Available, in queue.

Mappings Example

This table is an example of status to presence state mappings. Different status mappings could be used in the Synchronization
Configuration Profiles assigned to you.

Note: (Lync -> CIC) indicates the CIC status that is used for the corresponding Lync presence state. For example, if you change
your status to Away in Lync, then your CIC status is synchronized and set to Away from Desk.
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CIC Status

Lync Presence State

Available (Lync -> CIC)
Available, Forward
Available, No ACD
Available, Follow Me

Working at Home

Available

In a Meeting (Lync -> CIC)

Busy, In a Meeting

At a Training Session

Busy

Do Not Disturb (Lync -> CIC)

Do Not Disturb

Away from Desk (Lync -> CIC)
At Lunch

Gone Home
Away
Out of the Office
Out of Town
On Vacation
Follow Up None

ACD Agent Not Answering

None

Be Right Back

Related Topics

Working with the Microsoft Lync Integration
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Lync Integration User Types

Important: In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft Lync
or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded Client
and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

l Requirements: For licensing, configuration, and other requirements, see Working with the Microsoft Lync Integration.

The Customer Interaction Center integration with Microsoft Lync Server (Lync) involves three types of users:
Lync-enabled CIC client user

A user configured in both Lync Server and Interaction Administrator. This user benefits from the advanced integration
features of both the CIC client and the Lync client.

Lync-enabled CIC client users can be classed as follows:
Enterprise Voice users
RCC users
A Remote Call Control user
IM only users

If you use Lync as your telephony endpoint, your Lync Server administrator must configure your Lync Server user
account with the appropriate telephony settings on the Lync Server. In addition, your CIC administrator must configure
your Customer Interaction Center user account to use Lync as your telephony endpoint.

CIC client user

A CIC client user, configured in Interaction Administrator. This user does not have a Lync Server user account.
Lync user

A Lync client user, configured in Lync Server. This user does not have a Customer Interaction Center user account.

Related Topics
Working with the Microsoft Lync Integration
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Lync Embedded Client

Important: In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft Lync
or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded Client
and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

Requirements: See Working with the Microsoft Lync Integration for feature license and user rights requirements. The standard
Microsoft Lync client must be running at the same time you are using the Lync Embedded Client. The standard Lync client can
be minimized.

The Lync Embedded Client is a view of the Microsoft Lync client that appears in the CIC client. This view enables you to take
advantage of the unique features of each application in a single interface. You can use the instant messaging and video capabilities
of the Lync Server platform. You can search for and view the availability of Lync contacts who are not Customer Interaction Center
users. At the same time, you are able to use the powerful contact center features and audio functions of the CIC client.

e The Lync Embedded Client features the same Contacts lists as the full Microsoft Lync client.

e You can manage your Lync presence information and view Lync presence for other Lync users.

e You can use the Lync Embedded Client to send email messages, instant messages, and video chat with other Lync users or

Lync-enabled CIC client users.

Note: We recommend that you use the CIC client for all audio calls. For more information, see Audio Calls and the Lync
Embedded Client. For more information about sending an instant message or other standard Lync functions, see the
Microsoft Lync help.

You can use the Lync Embedded Client to perform almost all the functions available in the Microsoft Lync client. However, in the
current version, use the standard Microsoft Lync Client to:

e Logon and Log off.
e Adjust your Lync configuration.
e Set your location.

L EM}‘ Interactilmsllf Call History ]E \l‘aicemai.l.] - X y 'il Microsoft Lync v X
Queue Marne MNumber | Duration | What's happening today?

= s Vi e
Available, Mo ACD -

Search for a name or phone number 2

Name

Group Status Relationship

oo
I
L

< | 11 | 3 Other Contacts (0/2)
J Documentation (6/13)
&R 2 r ()
Pickup Hold Mute | Transfer Voicemail Disconnect | Join Listen = Frequent Contacts -
Related Topics

Working with the Microsoft Lync Integration
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Display the Lync Embedded Client

Important: In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft Lync
or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded Client
and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

l Requirements: See Working with the Microsoft Lync Integration for feature license and user rights requirements.

Lync-enabled CIC users can display the Lync client inside the CIC client.

To display the Lync Embedded Client:

1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Unified
Communications.

2. Inthe Views list, select Microsoft Lync.
3. Click OK.

Result: The Lync Embedded Client appears.

' Tip: You can move this view to another part of the interface. For more information, see Customizing the Interface. '

Related Topics

Lync Embedded Client
Working with the Microsoft Lync Integration

Lync-enabled Company Directory

Important: In this documentation, the "Lync Integration” refers to the CIC integration with supported versions of Microsoft Lync
or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded Client
and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

Requirements: See Working with the Microsoft Lync Integration for feature license and user rights requirements. The standard
Microsoft Lync client must be running at the same time you are using the Lync Embedded Client. The standard Lync client can
be minimized.

The Lync-enabled Company Directory combines CIC client users and Lync-enabled CIC client Users in a single directory view. It
features a toolbar designed to make it easy to use the IM, Share Desktop, and Video chat functions of the Lync Integration.

Note: Your CIC administrator could include Lync-only users in this directory view. For more information about user types, see
Lync Integration User Types.

~TF} Company Directory ' 1i% Company Director]rl'ﬁ Outlook Private Contacts | v X
QL @ ‘
Department Extension Last Mame First Mame  Lync Presence Status Summary I:I
Testing bl Clark Aarcn ; 4
Finance i.'% Goss Aaron L] OvE
Develop... BB Gurin Aaron O Oxd
Finance s,  Hughes  Aaron = 1 X . -
- (3 . "-I’iiwing contacts 1 to 25 of 2447 @@
. @ .0 SS9 g
Dhal  Voice Mail | Conference Transfer  Consult Properties | IM Share Video
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The special features of the Lync-enabled Company Directory view include:

1 Lync Presence Anicon indicates a Lync user’s presence state. Green means available, red means busy. For
column information about the meaning of other Lync presence state icons, see the Microsoft Lync help.

e You can hover over a Lync user’s Lync presence state icon to display the Lync contact card. Use
the Lync features on this contact card to send an email or instant message, start a video call or
share your desktop.

X
Available, Follow-Me 25 mins
Deal Desk Coordingtor, Sales Operations
= = v S

e You can click a Lync presence state icon to display the Lync contact card and the Lync user’s

organization and contact information.
H X
Available, Follow-Me  Free until 3:00 PM
Deal Desk Coordingtor, Sales Operations
= = - * |-
Depariment  Sales Operations
Office Indy - HQZ
Work +1(317) 555-1212
Mokile
Home
E-mai @inin.com
Calendar Free until 3:00 PM
Location Eastern Standard Time (2:50 Ph}
Contact Organization
Tip: For information about how to add this column to the Lync-enabled Company Directory view,
see Add or Remove View Columns.

2 | Enhanced Both Lync presence icons and CIC client status icons appear in the Status Summary column. In
Status addition, for CIC users, a check mark indicates that a user is logged on to the CIC client while an X
Summary indicates that the user is logged off.
column

see Add or Remove View Columns.

l Tip: For information about how to add this column to the Lync-enabled Company Directory view, I
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3 Dial, Transfer,
and Consult
toolbar buttons

You can dial any phone number associated with a contract or transfer an interaction to any of a
contact’'s numbers. Select the number from the drop-down list associated with the Dial, Transfer, and
Consult toolbar buttons.

w. & ©H

Dial Voice Mail | Conference =

¥; Busi

Ind _.L Business Ctrl+B
¥a Home Ctrl+H
¥, Fax Ctrl+F

e To dial the default number, select an entry in the Lync-enabled Company Directory and then click
the Dial button

e Select an entry in the Lync-enabled Company Directory and then click the arrow on the Dial button.
To dial the associated number, click one of the displayed phone number types.

4 | Lync-related
toolbar buttons

The Lync-enabled Company Directory view toolbar includes command buttons for Lync functions.
These Lync functions also appear on the shortcut menu for a Lync-enabled user.

Lync-enabled CIC client users can select a contact from the Lync-enabled Company directory and then
click a button to start an instant message conversation. You can also video chat with a Lync user or
share your desktop with a Lync user.

Note: You cannot customize the appearance of the Lync-enabled Company Directory toolbar by
adding, removing, or moving toolbar buttons.

Related Topics

Working with the Microsoft Lync Integration
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Display the Lync-enabled Company Directory

Important: In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft Lync
or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded Client
and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

Lync-enabled CIC client users can display the Lync-enabled Company Directory.

To display the Lync-enabled Company Directory:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Directories.

2. Inthe Views list, select Company Directory (Lync-enabled).
3. Click OK.

Result: The Lync-enabled Company Directory appears.

Tip: You can move this view to another part of the CIC client interface. For more information, see Customizing the
Interface. However, you cannot customize the appearance of the Lync-enabled Company Directory toolbar by adding,
removing, or moving toolbar buttons. For more information about these toolbar buttons, see Lync-enabled Company

Directory.

Related Topics

Lync-enabled Company Directory
Working with the Microsoft Lync Integration

Audio Calls and the Lync Embedded Client

Important: In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft Lync
or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded Client
and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

We recommend that all users of the Integration to Microsoft Lync use the CIC client for all calls. Calls made from the Lync client or
the Lync Embedded Client to another Lync user do not show up in the CIC client. You can always call a Lync user by typing the
phone number in the CIC client Enter a name or number to dial field.

Related Topics

Make a Call using the Enter a name or number to dial field
Working with the Microsoft Lync Integration
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Working with the Microsoft Outlook Interaction Desktop Add-
In

Requirements: To use the Microsoft Outlook Interaction Desktop Add-In, you need both the Interaction Client Outlook Add-In
license and the Client Access license. You must also install the add-in on your workstation. Contact your CIC administrator.

The Microsoft Outlook Interaction Desktop add-in enables you to call both Outlook contacts and other CIC client users. It also
provides up-to-date status information for other CIC client users in your organization.

l Tip: The version number for the Microsoft Outlook Interaction Desktop add-in is available in the Outlook backstage area. '

|g—|| e B Inbox - ©ncom - Microsoft Cutlaok o [=] 22

m Haome Send f Receive Falder i et & e

Lave A3
. Interaction Desktop Add-In
.':"-'a Lave Attachments

2 CIC 2016 R1

Copyright @ 1997 - 2015

Info R ——
Interactive Intelligence
COpen
_ Copyright () 1998-2006 The OpenssL Project. Al rights reserved,
Print Optical Character Recognition portion by Caere Corporation Copyright @ 1996, A/l Rights Resereed
This product includes software developed by the 2pache Software Foundation (hitp:/ A apache orgf)

nteraction 41 Partions of this product were created using LEADTOOLE @ 1991-2004 LEAD Technologies, Inc, All Rights Reserved

Desktop Add-In Includes software which is Copyright (C) 1996, 1999, IBM Corporation and others, 811 Rights Reserved

Help

|§ Options

[ Exit
Related Topics

Sign In

Use the Interaction Desktop Group to Dial a Number
Use the Outlook Shortcut Menu to Dial a Number
View User Status in Outlook
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Sign In

The Microsoft Outlook Interaction Desktop Add-In uses features in the CIC client to place calls and check the status of Customer
Interaction Center users.

Log on to the CIC client before using the Microsoft Outlook Interaction Desktop Add-In. If you are not logged on, a Sign In button
appears in the Interaction Desktop group.

Er SignIn

Interaction Desktop

To sign in:
1. Inthe Outlook Home tab, in the Interaction Desktop group, click the Sign In button.

2. Follow your standard CIC client logon procedure. For more information, see Logging On and Logon Settings.

Related Topics
Working with the Microsoft Outlook Interaction Desktop Add-in
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Use the Interaction Desktop Group to Dial a Number

l Requirements: See Working with the Microsoft Outlook Interaction Desktop Add-in. I

You can use the drop-down list in the Interaction Desktop group to dial a number.

The Interaction Desktop group appears on the Home tab ribbon in the Inbox or other email folder. It also appears in the Message tab
in an open email message and in the Meeting, Meeting Occurrence or Meeting Series tab in an open appointment.

To use the Interaction Desktop Group drop-down list to dial a number:
1. Do one of the following:

In the Outlook Inbox or other email message folder, select an email message.
Open an email message.
Open an Outlook Calendar appointment.

Result: The name of the email message sender or meeting organizer appears in the Interaction Desktop group.

) Bal, David -

Interaction Desktop

2. Click the down arrow next to the name.

l Note: The drop-down arrow is enabled only if telephone numbers are available for this CIC client user or Outlook I
contact.

Result: A drop-down list of phone numbers appears.

Add-Ins

ng |€WBall David *| [ staging - 4.0 5U

Be CallHome: <1 (765) 555-5048

T || B call Mobile: <1 [765) 555-5234

| B callwWork: +1 (317) 555-8111 E
£ caletun

3. Click one of the displayed phone numbers.

Result: The CIC client appears on top of any open windows and dials the selected number.

Related Topics
Use the Outlook Shortcut Menu to Dial a Number

Working with the Microsoft Outlook Interaction Desktop Add-in
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Use the Outlook Shortcut Menu to Dial a Number

l Requirements: See Working with the Microsoft Outlook Interaction Desktop Add-in.

You can use the Outlook shortcut menu to dial a number for a Customer Interaction Center user or an Outlook contact. When you
view an email message or calendar appointment, you can right-click a name and with two additional clicks, dial any of this phone
numbers associated with this person.
To use the Outlook shortcut menu to dial a number:

1. Do one of the following:

e Select or open an email message.
e Select or open an Outlook Calendar appointment.

2. Right-click the name of one of the following:
e The email message sender

One of the email message recipients

The meeting organizer

A meeting participant

l Note: You can right-click a name in an open Email or Appointment window or in the Reading pane.

Result: The Outlook shortcut menu appears.
3. Select Interaction Desktop and then select one of the phone numbers associated with the selected CIC client user or Outlook

contact.
= £F L - ]
3 | Took, Noreen + X | Tags  Editing -
Available, Mo ACD - IM Only T -
5r Technical Communicator, Development 7
| = = L - Bl v _Lent: Tue 8/7/2012 4:

fasker, Moreen

structions

e

I

,1 EF Addto Outlook Contacts

= Look Up Outlook Contact instructions
Contact Card

| & Interaction Desktop » | g Call Home: =1 (317) 555-0300
.W
4  call Mobile: =1 (317) 5550994

e call Work: +1 317) 5558726
£ Call Ext: 5555

Result: The CIC client appears on top of any open windows and dials the selected number.

Related Topics

Use the Interaction Desktop Group to Dial a Number
Working with the Microsoft Outlook Interaction Desktop Add-in

View User Status in Outlook
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l Requirements: See Working with the Microsoft Outlook Interaction Desktop Add-in.

The Microsoft Outlook Interaction Desktop add-in displays up-to-date status information for other CIC client users listed in your
Company Directory. The Microsoft Outlook Interaction Desktop add-in appears in the Interaction Desktop group on the Home tab

ribbon in the Inbox or other email folder. It also appears in the Message tab in an open email message and in the Meeting, Meeting
Occurrence or Meeting Series tab in an open appointment.

e A status icon indicates a CIC client user’s status.

€ Bal, David -

Interaction Desktop

o [f you point to the name of a CIC client user, a tooltip displays this user's name and status.

u!, Bishop, Lea = E Ot @ To
4 Team E-mail & Do
f-d Reply & Delete 7 Cre

Interaction Desktop Quick 5teps

Bishop, Leo
| Awailable, Mo ACD

@3 ININ.Integrations.Outlook.Vsto.ClientAddin |
Press F1 for add-in help.

e A CIC client icon or a telephone icon appears next to the name of an Outlook contact.

Er Pat Flynn -

Interaction Desktop

' Note: If this Outlook Contact does not have an associated telephone number, the name is dimmed. '

o [f the email message sender or meeting organizer is not a CIC client user or one of your Outlook contacts, the Interaction

Desktop group displays "Call." The lack of a name and a dimmed drop-down list indicate that this person or organization is
unidentified.

Er Call [

Interaction Desktop

To view user status, do one of the following:
e Inthe Outlook Inbox or other email message folder, select an email message.
e Open an email message or calendar appointment.
e Open an Outlook Calendar appointment.

Related Topics
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Use the Interaction Desktop Group to Dial a Number
Use the Outlook Shortcut Menu to Dial a Number

Working with the Microsoft Outlook Interaction Desktop Add-in
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Orbit Queues

l Requirements: You need the Orbit Queue Security right to display the Orbit Queue view. I

An orbit queue is a list of all calls parked to specific numbered orbits. This feature is especially helpful for Public Announcement
system operators who can park a call in Orbit, then page the recipient and relay that he or she has a call on a specific Orbit number.
For example, the operator could announce: “John Smith, you have a call on Orbit 12", thus enabling John Smith to move to any
station and pick up the call.

When you park a currently active call in a specific orbit it removes the call from your station. This enables you to pick up the call
from another station and resume the call without having to transfer it to a specific extension.

Note: In order to pick up a call from orbit from a queue view, you must display the Orbit Queue view. Alternatively, you can use a
Polycom phone configured as a SIP station to pick up a call from an orbit. For more information, see Pick Up a Call from an
Orbit.

Displaying the Orbit Queue View

You can view a list of all parked calls by displaying the Orbit Queue view. The Orbit Queue view contains the details of parked calls,
including the orbit number and how long the call has been parked on an orbit.

To display the Orbit Queue view:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Queues.

2. Inthe Views list, select Orbit Queue.
3. Click OK.

Result: The Orbit Queue view appears.

P 1] Company Directmlr,-l/@ Orbit Queue = e

Queue QOrbit Mame InteractionId Mumber Duration State
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Related Topics
Introduction to Queues
Park a Call on Orbit
Pick up a Call from an Orbit
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Park a Call on Orbit

Requirements: You need the Orbit Queue Security right to display the Orbit Queue view. For more information, see Park on
Orbit.

You can place any connected call in a specific orbit. This places the call on hold and removes it from your station. Depending on
the hold behavior your CIC administrator configures, callers "in orbit" hear a combination of music and messages. To a caller, there
is no difference between being on hold or in orbit.

Calls in orbit can be picked up at another station. This enables you to move to another station and resume the call without having
to transfer the call to a specific extension. You can view and pick up calls in orbit by displaying the Orbit Queue view in the CIC
client. For more information, see Orbit Queues.

Note: Your CIC administrator can configure a maximum hold time for calls. By default, calls on hold for longer than fifteen
minutes are disconnected. Your CIC administrator can also configure the behavior that occurs once the hold time is exceeded.
For example, your CIC administrator may choose to transfer calls on hold longer than twenty minutes to another queue. For
more information, see your CIC administrator.

Tip: You can also use a Polycom phone configured as SIP station to park a call on orbit. For more information, see the
Polycom® SoundPoint® Quick Reference Cards available in the PureConnect Documentation Library.

To park a call on orbit:

1. In My Interactions, if the call is not already selected, click the call to select it.
2. Do one of the following:
e Right-click the call and choose Park on Orbit from the menu that appears.
e Press Ctrl+K.
e Click the Park on Orbit button in the Queue Control toolbar.

Note: This is an optional button. For more information about adding this button to the Queue Control toolbar,
see Customizing Toolbars.

3. Inthe Orbit Park dialog box, assign a number to this orbit by typing a number in the Park call on Orbit text box.

Note: You can use any single digit number (starting with 1) up to the 10-digit number 4294967294. Avoid orbit numbers
starting with 0 (zero). The number defaults to the last orbit number used.

4. Click Park.

l Note: If the orbit number is currently in use, you are prompted to choose another orbit number. '

Result: The call is removed from My Interactions or other queue and the call’s state changes to Parked. You can view the
call in the Orbit Queue view.

<10 Company Directery @ Orbit Queue v X
Queue QOrbit Mame InteractionId Mumber Duration State

5. To suppress on-hold music for the other party, click the Mute button before or after placing the call in orbit.
6. To pick up a call from an orbit, see Pick up a Call from an Orbit.

Related Topics

Introduction to Queues
Orbit Queues
Pick up a Call from an Orbit
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Pick Up a Call from an Orbit

l Requirements: See Pickup.

You can pick up a call from an orbit from any station.

To pick up a call from an orbit:

1. Click the Orbit Queue view.
2. Do one of the following:

e Right-click a call in the orbit queue and choose Pickup from the menu that appears.
e Select the call then click the Pickup button.

Result: You are now connected to the call.

Tip: You can also use a Polycom phone configured as SIP station to park a call on orbit. For more information, see the
Polycom® SoundPoint® Quick Reference Cards available in the PureConnect Documentation Library.

Related Topics
Introduction to Queues

Orbit Queues
Park a Call on Orbit
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Personal Rules

l Requirements: You need the Personal Rules Security right to create and run personal rules. l

You can use personal rules to automatically manage your interactions. After you create a rule, Customer Interaction Center applies
the rule when you place a call or when a call is placed directly to you (a non-ACD interaction). For example, you can automatically
display a desktop alert when you receive a call from your boss, send all calls from a designated phone number directly to voice
mail, or change your status to "Do Not Disturb” when you make a call to a selected number.

Related Topics

Creating Quick Call Rules
Setting Up Personal Rules

Setting Up Personal Rules

l Requirements: You need the Personal Rules Security right to create and run personal rules. I

Use the Personal Rules dialog box to set up personal rules that automatically perform specific actions when triggered by
designated interactions. You select the conditions which control how a rule is triggered, when it runs, and what it does.
You can:
o (Create a personal rule
o Define an attribute
Copy a personal rule
Edit a personal rule
Rearrange personal rule processing order
Turn a personal rule on or off
Delete a personal rule

Create a Personal Rule

You can use the Rule Wizard to create a personal rule to handle interactions.

Note: You can also use Quick Call Rules to create a personal rule to handle calls similar to a selected call in My Interactions or
Call History. For more information, see Creating Quick Call Rules.

To create a personal rule:
1. From the Options menu, click Rules.

2. Inthe Personal Rules dialog box, click New.
3. Inthe I want this rule to be based on section of the Rule Wizard, select one of the following:

Template Build a rule based on a template.

Note: A template is a pre-built rule based on an event with various conditions,
actions, and exceptions that you can customize using the Rule Wizard.

An Event Build a rule based on an event such as "When | receive a call."

4. Select a template or an event from the displayed list.

Result: The default rule conditions appear in the lower part of the Rule Wizard.
5. Perform either or both of these optional steps or skip to the next step:
e Inthe Name text box, change the rule name by typing over the default name.
e Clear the Turn on Rule check box to suspend the processing of this rule at this time.
6. Define any attributes in the rule conditions.
7. Click Next and further define the rule in the Rule Wizard.
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Defining a rule: There are three pages in the Rule Wizard. They define rule conditions, actions, and exceptions. For each
page:

e Select the check box for any item that applies to your rule definition.

e Clear the check box to remove an item from the rule definition.

e Supply required attribute names or values. For more information, see Specify Attribute Names or Values.

1st Page: In the When should the rule run? page, select check boxes for conditions that cause the rule to run. Supply
required attribute names or values. Click Next.

2nd Page: In the What do you want to have the rule do? page, select check boxes for actions you want performed when the
rule runs. Supply required attribute names or values. Click Next.

Note: A rule must have at least one action. Actions are performed in top to bottom order. Use the up and down arrows
to change the order in which actions are performed in the rule. Some actions stop rule processing. For more

information, see Rearrange Personal Rule Processing Order.

Do Not Disturb Status: If you configure a rule based on a “Do Not Disturb” status which alerts you by playing an audio
file or displaying a desktop alert, you must also include the “alert me even if I'm in a do not disturb status” action. The
rule conditions should look like this:

When | receive a call

If my status is a do not disturb status

Then alert me even if I'm in a do not disturb status
And ring my PC with <audio file>

3rd Page: In the Are there any exceptions when the rule should not run? page, select check boxes for exceptions to the rule
that cause it not to run. Supply required attribute names or values. Click Next.

9. Click Finish.

Result: The rule appears in the Rules list in the Personal Rules dialog box.
10. Click Apply to save the rule.
11. Click OK to close the Personal Rules dialog box.

Specify an Attribute Name or Value

Attributes are information tags attached to an Interaction in the system. Attributes have names and values. CIC uses attributes to
contain most of the data about an interaction. In addition, your CIC administrator can add custom attributes to an interaction as
part of the call handling on the server.

In Personal Rules, attributes can be used to further define rule conditions.

e Rules that require attribute names have the hyperlink <attribute name> in them. Click <attribute name> and supply the name of
the desired attribute before continuing to the next Rule Wizard section.

Note: The PureConnect Documentation Library includes the Interaction Attributes Technical Reference which
documents attributes available in a standard CIC server installation. Consult your CIC system administrator about
custom attributes used in your installation.

e Rules that require an attribute value have a hyperlink with the attribute name inside it (example, <status>, <time>, or <phone

number>).

l Note: If the attribute you are specifying is an audio file, see the following section, Audio Files. '

To specify an attribute name or value:
1. Click any <attribute name> or <attribute value> hyperlink displayed in the rule conditions.
2. Enter the attribute name or select an attribute value in the attribute-specific dialog box that appears.
3. Click OK to save the attribute name or attribute value.

Playing Audio Files to Caller

When a rule plays audio files, the audio files must be saved in a Personal Storage area on the CIC server.

To play an audio file:
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1. When you Create a Personal Rule, select an action such as "play <audio file> to the caller" or "ring my PC with <audio file>."
2. Click the <audio file> hyperlink displayed in the rule conditions.

Result: The Audio Files dialog box is displayed.
3. Do one of the following:
e Inthe File Name list, select an audio file from your personal storage area.

e If the file you want is not listed, click Manage. In the Personal Storage Management dialog box, click Add. In the Open
dialog box, locate the appropriate.wav file and click Open. Click Close. In the File Name list, select an audio file from your
personal storage area.

4. Inthe Audio Files dialog box, click OK.

Result: The name of the selected audio file appears in the rule condition.

Copy a Personal Rule

To copy a personal rule:
1. Inthe Personal Rules dialog box, select a rule.
2. Click Copy.
3. Do one of the following:

e Click Edit to make changes to the copied rule.
e Click OK to save the copy and close the Personal Rules dialog box.
Edit a Personal Rule

To edit a personal rule:

Click Apply to save the rule.
Click OK to close the Personal Rules dialog box.

1. Inthe Personal Rules dialog box, select a rule.

2. Click Edit.

3. Make any necessary changes. For more information, see Create Personal Rules.
4. Click Finish.

5.

6.

Rearrange Personal Rule Processing Order

Rules are processed in top-to-bottom order based on the rules list in the Personal Rules dialog box.

Rules that contain actions which halt rule processing are indicated by Yes in the Actions Halt Processing column in the rules list. If
all conditions for a rule are met and the rule includes a "stop processing rules" action, then CIC does not process the remaining
rules in the Personal Rules list for the current interaction. Some other actions, such as sending a call to voice mail, can also stop
the processing of subsequent rules.
To change personal rule processing order:

1. Inthe Personal Rules dialog box, select a rule.

2. Click the up or down arrows to the right of the rule list to move the selected rule to a new position in the list.

3. Click Apply to save the rule processing order.

4. Click OK to close the Personal Rules dialog box.

Turn a Personal Rule On or Off

You can suspend the processing of a selected rule without removing it from the rule list in the Personal Rules dialog box. Rules that
are On have a check mark to the left of the rule name. Click this check box to turn a selected rule on or off.

Delete a Personal Rule

To delete a personal rule:

472



In the Personal Rules dialog box, select a rule.
Click Delete.

In the Client Rules dialog box, click Yes.

Click OK to close the Personal Rules dialog box.

N~

Related Topics

Creating Quick Call Rules
Personal Rules

Creating Quick Call Rules

l Requirements: You need the Personal Rules Security right to create and run Quick Call rules.

You can create a Call Rule for the currently selected call in My Interactions or Call History. You can send all future calls from this
number directly to voice mail or create a custom rule for future calls from this number.

l Note: You can also use Personal Rules to set up call rules at any time. For more information, see Setting Up Personal Rules.

To send all calls from a selected number directly to voice mail:
1. Do one of the following:

e Right-click a selected call in My Interactions or Call History. From the shortcut menu, select Quick Call Rules, then select
Always send caller directly to voice mail.

e Select a call in My Interactions and press Ctrl+Shift+M.

Result: A desktop alert appears:

The rule "Send calls from (317)
606-9999 directly to veoicemail
was created

Delete Rule

Display Personal Bules

2. Do one of the following:

e Verify that the correct number appears in your new rule. Then either allow the desktop alert to fade away automatically or
click the X to close the alert.

e Click Delete Rule to discard the rule.

e Click Display Personal Rules to open the Personal Rules dialog box. You can create additional rules, edit existing rules,
rearrange rule processing order and perform other rule maintenance tasks. For more information, see Setting Up Personal

Rules.

To create a custom rule for the currently selected number:
1. Do one of the following:

e Right-click a selected call in My Interactions or Call History. From the shortcut menu, select Quick Call Rules, then select
Custom.

e Select a call in My Interactions and press Ctrl+Shift+C.

Result: The Rule Wizard dialog box appears:
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! Rule Wizard . - -

What do you want to have the rule do?

Actions

alert me even if I'm in a do not disturb status
change my status to <status>
disconnect the call

ignare my call coverage settings

mark as private

place the call en held

play <audio file> to the caller

ring my PC with <audio filex

send email to <address» with <message»

m

send the call to my veicemnail
show desktop alert with <text> B
speak "<text to speak=" to the caller

IF| l._"ﬂrl nrnrnrrinn i Ilﬂr -
Mame: Custom quick rule for calls from (317) 696-9999 Turn on Rule
When [ receive a call R
If the caller has the phone (317) 636-3999 | "‘ |
Then alert me even if I'm in a do not disturb status |T|
Dates and times are displayed in (UTC-05:00) Eastern Time (US Canada)
| Cencel | | <Back | MNet> | | Finish |

2. Inthe Actions list, do any of the following:

e Select the check box for an action you want to occur.
e Clear a check box to remove an action from the rule.
e Supply any required attribute values. For more information, see Specify an Attribute Name or Value.

3. Click Next >.

Result: The Exceptions page of the Rule Wizard appears:
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4.

5.

I

1 Rule Wizard BN EoN =<5

Are there any exceptions when the rule should not run?

Exceptions

except if a call is received after <time>

[7] except if a call is received before <times

[7] except if a call is received between <start date> and <end date>

[] except if a call is received between <start time> and <end time>

m

[] except if a call is received on <day>

[] except if  am logged in remotely

[7] except ifI1am on a call

[7] except if my status is a do not disturb status
[7] except if my status is a forward status

[] except if my status is an available status
[] except if my status is set to <status>
[] except if the call has attribute <attribute> set to <value>

[Fl avront if tha rallar hae tha nhana »nhnna noaabares

Mame: Custom quick rule for calls from (317) 696-9999 Turn on Rule
When [ receive a call

If the caller has the phone (317] 636-3999 "‘
Then alert me even if I'min a do not disturb status "

Except if a call is received after 5:15:00 PM

Dates and times are displayed in (UTC-05:00) Eastern Time (US Canada)

[ Cancel | | <Back | Net-

In the Exceptions list, do any of the following:

e Select the check box for any conditions when the rule should not run.
e Clear a check box to remove an exception from the rule.

e Supply any required attribute values. For more information, see Specify an Attribute Name or Value.

Click Finish.

Result: The custom rule is added to your Personal Rules and a desktop alert appears:

X
G The rule "Custom quick rule for
WY calls from (317) 696-9999" was
created
Delete Rule

Display Personal Bules

6. Do one of the following:

e Verify that the correct number appears in your new rule. Then either allow the desktop alert to fade away automatically or

click the X to close the alert.
e Click Delete Rule to discard the rule.

e Click Display Personal Rules to open the Personal Rules dialog box. You can create additional rules, edit existing rules,
rearrange rule processing order and perform other rule maintenance tasks. For more information, see Setting Up Personal

Rules.
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Related Topics
Personal Rules
Setting Up Personal Rules
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Introduction to Queues

Requirements: You need the appropriate Access Control rights to view or work with queues other than your own. To display a
queue view, you need the View Station Queues, View User Queues, or View Workgroup Queues right. To manage interactions
on a displayed queue, you need the Modify Station Queues, Modify User Queues, or Modify Workgroup Queues right. The

rights to Disconnect, Hold, Mute, Pickup and Transfer interactions can be individually assigned for a selected queue. To
perform monitoring functions in a displayed queue, you need the Monitor Station Queues, Monitor User Queues, or Monitor
Workgroup Queues right. The rights to Coach, Join, Listen, Record, or Snip interactions can be individually assigned for a
selected queue.

A queue is collection of interactions related to a user, station or workgroup. The CIC client has the ability to monitor My
Interactions and other station, user or workgroup queues.

You can see additional queues and the interactions in these queues by adding a view for each queue to the CIC client. The Create
New View dialog box displays a list of all the queues which you are able to add to the CIC client. For more information, see Add or
Close Views.

New interactions added to a queue can be automatically selected if there isn't another interaction selected or if the interaction that
is currently selected is disconnected. When you use the Auto Select Interactions After Disconnect configuration option, the client
automatically searches for and selects the oldest connected interaction in the queue when the currently selected interaction leaves
the queue.

Note: If the tab containing a monitored queue view is not visible (hidden behind another tab), after 30 seconds, the tab
"hibernates" by clearing all of its items and remaining inactive until you select it again. When you select a hibernating tab, it
"wakes up" and re-populates itself with interactions.

Related Topics
Monitor Two or More Queues at the Same Time

Pick Up a Call From a Queue
Remove Disconnected Calls from Queue

Workgroup Statistics View
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Monitor Two or More Queues at the Same Time

Requirements: You need the appropriate Access Control rights to view or work with queues other than your own. For more
information, see Introduction to Queues.

With the CIC client, you can monitor more than one queue at the same time. You can monitor your own queue (My Interactions),
and several user queues and station queues at the same time. The CIC client notifies you any time that a call comes into My
Interactions.

Note: You can also monitor selected user queues by creating Monitored Appearances. For more information, see Configure
Monitored Appearances.

To monitor additional queues:

1. Inthe Create New View dialog box, set Group by to Categories, and then from the All views list, select Queues.
2. Inthe Views list, click the appropriate view or type of view.

Result: A selection dialog box may appear. If it does not, skip to last step.
4. From the Available Items list, select the appropriate view and click Add >.

l Tip: Views with contents that are unique to your interface have the text "Private" in their name (for example, IC Private l
Contacts.)

5. Optional. Select and add additional views to the Selected items list.
6. When you complete your selection or selections, click OK.

Result: An additional queue tab appears for each queue you selected.

Related Topics

Access Control Rights
Introduction to Queues
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Pick Up a Call From a Queue

Requirements: See Pickup. Also, you need the appropriate Access Control rights to view or work with queues other than your
own. For more information, see Introduction to Queues.

You can pick up a call in any displayed queue if you have the rights to modify calls in that queue.

Note: If your status is Available, Forward but you are still using the CIC client and you see an incoming call, you cannot pick up

the call from the

client window. You must let the call forward operation complete, and pick up the call from the ringing phone

where the call was forwarded.

To pick up a call from a queue:

1. Click the queu

e tab that contains the call you want to pick up.

2. Do one of the following:

e Right-click

a call in the queue and choose Pickup from the shortcut menu.

e Select the call, then click the Pickup button.

3. At the Confirmation Needed prompt, click Pickup.

l Note: When you work with queues other than My Interactions, CIC prompts you to confirm your action.

Result: You are now connected to the call.

Related Topics

Introduction to Queues

Monitor two o

r more queues at the same time

Pick Up a Call

from Voice Mail

Pickup Button

Queue Contents

Requirements: The View Queue Columns Access Control right determines which queue columns you can display in My
Interactions or other queue view.

My Interactions and other station, user, or workgroup queues can display the following information about each interaction.

' Tip: For more information about customizing a queue view, see Add or Remove View Columns.

Column Description
Account An account code is an identifying set of numbers assigned to an account name in Interaction Administrator. In
Code the CIC client, you can use account codes to organize interactions by customer. For more information, see
Understanding Account Codes.
ACD Wait This column displays the reason an interaction has not yet been routed to a specific agent. Possible reasons
Reason include "No available agents" or "No available agents for this media type" among others.
Associated This column displays the name of the process with which this interaction is associated. This is a feature of
Process Interaction Process Automation. For more information, see Associate an Interaction with a Process.
Tip: Clicking on the associated process link displays the Process Details. For more information, see View
Process Details.
Attachments | The Attachments column displays an icon if an email interaction has an attachment. It is blank if no
attachments are present. This information is also available in the Details column, but the Attachments column
enables you to sort by the presence or absence of an attachment.
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Chat

This column shows the time that has elapsed since anybody involved in the chat entered some text. For more

Response information, see Working with Chat Sessions.

Time

Details This column displays context-specific information based on the interaction type.

For calls, it displays the Remote Address (phone number) that you dialed or the phone number of the party on
an incoming call.

For callbacks, it displays the subject entered by the website visitor requesting the callback. For more
information, see Working with Callback Requests.

For email messages, it displays the email subject as well as an importance icon and an attachments icon, if
needed. For more information, see Working with E-mail Messages.

For chats, it displays the name of the user who last typed, and the text they entered. It also displays a typing
indicator (icon) to indicate that someone participating in the chat is currently typing. For more information, see
Working with Chat Sessions.

Duration Duration displays the amount of time an interaction has been active.

Importance The Importance column displays an icon indicating whether an email message is of high or low importance. It
is blank for "normal" importance. This information is also available in the Details column, but the Importance
column enables you to sort email interactions by level of importance.

Interaction The interaction’s identification number. Numbers are assigned sequentially and reset to zero any time the

Id server is restarted.

Interaction This is a code that corresponds to the interaction type. For example, 0 is a call and 1 is a chat. See the

Type PureConnect Data Dictionary in the PureConnect Documentation Library for more details.

Line The line queue on which the interaction is located.

Lstns If someone is listening to or monitoring your interaction, the listen icon appears in the Lstns column in your
queue view. For more information, see Determine if Someone is Listening to or Recording Your Interactions.

Note: You need the Monitor Columns Security right and the appropriate View Queue Columns Access
Control right to display the Lstns and Recs columns in a queue view.
Name The name of the person or organization with whom a CIC client user is interacting.
For more information about how Interaction Center identifies a caller, see Caller Name.
Note: Voice Mail appears in the Name column for voice mail messages played back through your
Telephone Handset.

Number The telephone number of the person with whom a CIC client user is speaking. A SIP URI (SIP phone number in
the format sip:x@y:port) appears in the Number column for SIP calls.

Note: Your CIC administrator can configure the server parameter BlockedTN to display a phrase such as
“Private Number” for any incoming call with a blocked number.

Process ID Each instance of a process has a unique process ID. For more information, see Associate an Interaction with
a Process.

Queue The Queue column contains an icon indicating the interaction type and its state.

If this is an ACD-routed interaction, the name of the ACD workgroup queue to which the interaction was routed
also appears here.

Recs If someone is making a recording of your interaction, a record icon appears in the Recs column in your queue

view. Record icons appear for both ad-hoc and snippet recordings. For more information, see Determine if
Someone is Listening to or Recording Your Interactions and Recording Types.

Note: You need the Monitor Columns Security right and the appropriate View Queue Columns Access
Control right to display the Lstns and Recs columns in a queue view.

480




Security

The Security column displays the current security level of the call. If a call is not secure, it displays "0." If a call
is secure, it displays "100."

State The current condition of an interaction. For more information, see Understanding a Call’s State.

Station The station queue on which the interaction is located.

Subject This column displays an email message subject or the subject entered by a website visitor requesting a
callback. This information is also available in the Details column, but the Subject column enables you to group
related email messages by sorting by subject.

User The user queue on which the interaction is located.

Work Item Each work item can be associated with a category. The names of the categories of your current work items

Category appear in the Category column of the My Work Items view.

l Note: Work Item columns can appear only in the My Work Items view. '
Work Item A Work Item Process creates Work ltems as needed. Work Items are routed to agents to gather information or
Created On prompt the agent to take some action. This column displays the date the associated Work Item Process created
this particular Work Item. For more information, see Working with Interaction Process Automation.
Work Item A description of the Work Item.
Description

Work Item Due
Date

The date by which this Work ltem must be completed.

Work Item This column displays a description of an error. An error is a condition severe enough to prevent you or another
Error agent from handling this work item. An administrator who is using Interaction Supervisor or Process Monitor or
who is viewing your queue can also see this error. An administrator with the appropriate rights may be able to fix
the problem and retry the process using Process Monitor.
For more information, see Working with Interaction Process Automation and Work [tem Warnings.
Wrapup Wrap-Up codes indicate the nature of an interaction; for example, a billing problem, a new order, or a service
Code request. For more information, see Understanding Wrap-Up Codes.
Related Topics
Caller Name

Understanding a Call's State

Remove Disconnected Interactions from a Queue

Requirements: You need the appropriate Access Control rights to view or work with queues other than your own. For more
information, see Introduction to Queues.

You can remove a disconnected call or other disconnected interaction from a gueue. Calls removed from My Interactions are
immediately available in Call History.

To remove a disconnected interaction from a queue:

1. In My Interactions or other queue, if the interaction is not already selected, click the interaction to select it.
2. Right-click the interaction and choose Remove from Queue from the menu that appears or press Ctrl+Shift+R.

Result: The disconnected interaction is removed from your queue.

Tip: You can also use the Hide disconnected interactions configuration option to remove interactions from the My Interactions
view or other queue view immediately after you disconnect them. For more information, see General Options.

Related Topics

Introduction to Queues
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Workgroup Statistics View

Requirements: The Workgroup Statistics Security right enables you to display the Workgroup Statistics view. The Statistics
Workgroups Access Control right determines which workgroups can be included in the Workgroup Statistics view.
Membership in a workgroup does not confer the right to view statistics for that workgroup.

You can view basic statistics for selected workgroup queues. Workgroup statistics can help you determine when you can take a
short break.

Workgroup Statistics

The Shift/Period section of the Workgroup Statistics view displays a statistical summary for the selected workgroup.

Note: If the Workgroup Statistics tab is not visible (behind another tab), after 30 seconds, the tab "hibernates" by clearing all of

its items and remaining inactive until selected again. When you select the Workgroup Statistics tab, it "wakes up" and
repopulates the statistics panels.

& My Interactions | |4 Marketing |’E Voicemail €5 Call History | J&Wﬂrkgmup Statistiqsl v

Administration :@ B
CompanyQperator

(D\"" Marketing (—@ @_’
@74 Shift/Period Statistics

Interactions waiting 0 - Logged on agents in this workgroup 1

On inbound ACD interactions 4 - Longest interaction waiting NSA

Longest talk time 036d 01:59:45 . Agents available 0

On inbound ACW 0 |  Onoutbound ACW 0
@--‘[ ¥ Support

-

[Manage Warkgrou ps]
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1 Minimize Click this control to minimize the statistics section for a selected workgroup.

2 | Workgroup The name of the workgroup as defined in Interaction Administrator.
Name
3 | Close Click this control to remove a selected workgroup statistics section from the Workgroup Statistics
view.
4 | Shift\Period Click this link to display a statistical summary of the current shift and period. For more information, see
Statistics Shift\Period Statistics.
5 | Statistics These statistics appear for each workgroup:

o Interactions waiting: Number of interactions waiting on this workgroup queue.

e/ On inbound ACD interactions: Total number of agents working on inbound ACD interactions in this
workgroup queue.

o Longest talk time: The longest connection time of any of the currently connected interactions. "N/A"
indicates no interactions are currently connected.

e/ On inbound ACW: Total number of agents performing after call Wrap-Up work to conclude an inbound
ACD interaction on this workgroup queue.

o/ Logged on agents in this workgroup: Total number of agents in this workgroup who are logged on,
regardless of their status.

o Longest interaction waiting: The longest amount of time any of the interactions presently in this
workgroup queue have been waiting to be picked up.

o| Agents available: The number of agents in this workgroup who are logged in, have an "Available" status,
and are activated.

o/ On outbound ACW: Total number of agents performing after call Wrap-Up work to conclude an outbound
ACD interaction on this workgroup queue

6 | Maximize Click this control to expand and display the statistics section for a selected workgroup.

7 | Minimized A workgroup name identifies a minimized workgroup statistics section.
sections

8 | Manage Click the Manage Workgroups button to add new workgroups, remove workgroups or to rearrange the
Workgroups order of the displayed workgroups.

Note: When you add this view, all workgroups to which you have the Statistics Workaroups Access
Control right appear.

Shift\Period Statistics
Shift/Period Statistics contain a statistical summary. Separate columns display statistics for the currently selected workgroup and
your personal statistics as a member of that workgroup.

Your CIC administrator defines start and end times for each shift and also defines the number of minutes in each period (starting at
midnight) for each workgroup. For more information about shift and period definitions, see the Interaction Administrator Help.

Note: The Shift/Period Statistics pop-up displays a snapshot of the statistics. It does not update while opened. The My Stats
column does not appear if you have the Statistics Workgroups Access Control right to view statistics for a selected workgroup,
but are not a member of that workgroup.
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Shift Statistics Workgroup My Stats
Average Talk Time 00:02:47 00:02:26
Longest Talk Time Mot a shift statistic  00:00:43
Interactions Received 708 278
Interactions Answered 700 278
Interactions Completed 708 278

Period Statistics Workgroup My Stats
Average Talk Time 00:02:22 00:02:23
Longest Talk Time Mot a period statistic 00:00:32
Interactions Received 708 E
Interactions Answered 700 E
Interactions Completed 708 E

e Average Talk Time: Average connection time for all currently connected calls.

' Note: If there are no currently connected calls, Average Talk Time is N/A (not applicable.)

e Longest Talk Time: The longest amount of time any currently connected call has been connected.

' Note: Longest Talk Time is not calculated at the workgroup level for the current Shift or Period.

e Interactions Received: Number of interactions that have alerted in the workgroup queue or My Interactions.
e Interactions Answered: Number of interactions that agents picked up.

e Interactions Completed: Number of interactions that agents picked up and then disconnected, sent to voice mail, parked on
orbit, or transferred.

Related Topics

Display and Configure the Workgroup Statistics View
Introduction to Queues
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Working with Response Management

Requirements: To create and manage personal responses or to search for and use personal and system-wide responses, you
need the Response Management Security right. To use all or selected libraries of the system-wide responses, you need the
appropriate Response Management View Access Control Right. To use an interaction attribute in a Response Macro, you
need the Substitute Queue Columns Access Control Right.

In systems that were upgraded from previous releases, you can also see an older system-wide response library named
"Interactions” in the CIC client. Using responses from this older library requires specific Access Control Rights; see View
Interaction Files, View Interaction Messages, and View Interaction URLs.

Response Management enables you to use pre-defined items such as messages and stored files to handle interactions more
quickly. Your CIC administrator can create system-wide response items and organize them into categories. Your CIC administrator
can then grant the necessary rights for all or selected users to use a particular library of response items. You can also create your
own personal responses for information you type over and over again in interactions with customers or for files you often send to
customers.

You can:
e View, select, and use a stored response during a chat session, in a reply to an ACD-routed email message, or when responding
to a callback request. For more information, see Using Response Management.
e Create your own stored responses for the information that you need most often. For more information, see Create Personal
Responses
e Designate selected personal responses as favorites. For more information, see Manage Favorite Responses.

Response Organization

The organization of responses has three levels:

o Library: A library (also called a server document) is the top-level collection of related response items. A library contains
individual response items (such as a standard greeting or statement of your typical business hours) which can be organized
into categories. There are two types of response libraries:

o System-wide: The CIC administrator can create response libraries that are available to CIC client users with the appropriate
Response Management View Access Control Right. For example, your CIC administrator could create a system-wide
response library and a general-purpose response library for all users. If you have the appropriate rights, these libraries
appear in the My Responses window.

Note: Your CIC administrator configures these system-wide response libraries in the Response Management
container in Interaction Administrator. For more information, see the Interaction Administrator Help.

e Personal: You can also create a library of your own responses for the information that you use most often in your job.
These responses appear under the My Responses folder in the My Responses window. For more information, see Create
Personal Responses.

e Category: A category is a folder in a response library. Categories are a way to organize individual response items in a library.
Categories are optional.

e Item: Anitem is a single response. There are these types of response items:

e Messages: Message items are stored text messages which can contain greetings, closings, and standard responses to
common questions.

l Note: A stored text message can contain a working URL hyperlink. '
o Files: File items are computer files that you can attach to an email message or send to external chat participants.

Related Topics

Create Personal Responses
Manage Favorite Responses
My Responses Window
Organize Personal Responses
Using Response Management
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Using Response Management

l Requirements: See Working with Response Management.

You use stored responses to avoid typing the same information repeatedly. You can insert a response from a system-wide or
personal library of response items into certain types of interactions or view the information in a response item during other
interactions.

For more information about using Response Management in particular situations, see:
e Use Response Management During a Chat Session

Use Response Management for an Incoming Interaction

Use Response Management in a Text Message

Use Response Management in an Email Message
Use Response Management in a Social Media interaction

Related Topics

Create Personal Responses

Manage Favorite Responses
Organize Personal Responses
Search for a Response

Working with Response Management

Create Personal Responses

l Requirements: See Working with Response Management.

You can create personal response items that contain information you often need when handling interactions. You can mark any of
these response items as "favorite" to make them easier to locate and use during an interaction. These personal responses appear
in the My Responses folder in the My Responses Window. You can arrange personal responses in folders (categories). For more

information, see Organize Personal Responses.

l Note: Personal responses are private and are not available to other CIC client users.

You can create two kinds of personal responses:

e Message
e File

Personal Messages

Use messages to save standard text responses that you often use when interacting with customers. For example, you can save a
message that contains your typical office hours, phone number, and email address. You can then use this response in a Chat or
Email message and never have to type this information again.

l Note: A stored message can contain a working URL hyperlink.

To create a message response item:
1. From the Tools menu, select Response Management. Or press Alt+T+R.

Result: The My Responses window appears.
2. Click the My Responses folder or any of the folders under My Responses.
3. Click the Add a response item toolbar button or press Ctrl+N.

Result: The My Responses Editor appears.
4. Inthe Type section, select Message.
5. Inthe composition area, do one of the following:
e Type the text of the message.
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10.

Tip: Different email clients at your customer sites can interpret line endings differently. To avoid this problem,
press Shift+Enter to create a new line. Press Shift+Enter twice to create a blank line between two lines of text.
This creates line endings that all email applications can reliably interpret.

e Import an HTML, RTF, or plain text file by clicking the Insert document toolbar button. In the Open dialog box, locate a file
and click Open.

Tip: By default, the Open dialog box lists only files with an HTML or HTM extension. Use the file type drop-down
list to locate other types of files.

Optionally, do any of the following in the My Responses Editor:

Note: There are some limits to the use of stored responses in chats. Chat interactions are conducted in plain text.
Stored responses that contain formatted text are converted to plain text when used in a chat. Hyperlinks and images in
a stored response are not sent as part of a chat reply. However, you can use responses containing macros in a chat.

Format the text: Use any of the text formatting tools.

Tip: The Font Name drop-down list defaults to Inherited. When you use a stored response created with the Inherited
font, it adopts the font and font characteristics (size, color, and so on) of the text immediately preceding it in your email
message. However, when you insert a response that has a selected font and other font characteristics, then the stored
response appears as originally formatted.

Insert a hyperlink: Create a clickable link: Select some text in your message and click the Create Hyperlink tool, then supply a
ScreenTip and a URL address.

Insert an image: Select a place in your message and click the Add Image tool. Use any of the drag handles to resize the image.
Add a Response Macro: Response macros automatically insert a constant like today’s date, an interaction attribute such as the
customer’s name, or another response item into your response at the time you use it. See Create Response Macros for more
details.

In the Name text box, type a name for this stored message.

Note: Response Management provides a full-text search tool that uses the information in Name, Shortcut, and Labels
along with the response item’s content to find a response. See also Search for a Response.

Tip: Name identifies the response item, but does not have to be unique. If you do not provide a name, it defaults to the
first few characters of the message.

In the Shortcut text box, type a short name, abbreviation, or code.

standard greeting. For more information, see Use a Response Shortcut.

Note: Do not use any of these restricted characters in your shortcut: ~!? *2\ . These special characters prevent the
shortcut from working.

In the Labels text box, type a space-separated list of words that identify or classify this response item.

Tip: To identify a response item as one of your Favorite Responses, in English language systems, include favorite as
one of your label entries. For languages other than English, a label in the local language is required. Your favorite

l Tip: The shortcut does not have to be unique. For example, you could use the shortcut "Hi" for all the variations of your l
responses appear in the Favorite Responses section in certain interaction windows. I

Click Save.

Result: The new response item appears in the selected folder in the My Responses Window.

Personal Files

Personal files are pointers to files on your workstation or network that you frequently share with customers.

To create a file response item:

1.

2.

From the View menu, select Response Management. Or press Alt+V+R.

Result: The My Responses window appears.
Click the My Responses folder or any of the folders under My Responses.
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Click the Add a response item toolbar button.

Result: The My Responses Editor appears.
In the Type section, select File.

Result: Drop file here appears in the composition area.
Do one of the following:
e Click Browse. In the Open dialog box, locate and select the appropriate file and then click Open.
e To locate and select the appropriate file, use Windows Explorer and then drag and drop the file to the Drop file here area.

Result: The directory path and file name appear in the text box next to the Browse button.
In the Name text box, type a name for this file.

Note: Response Management provides a full-text search tool that uses the information in Name, Shortcut, and Labels
along with the response item'’s content to find a response. See also Search for a Response.

Tip: Name identifies the response item, but does not have to be unique. If you do not provide a name, it defaults to the
first few characters of the file's directory path.

In the Shortcut text box, type a short name, abbreviation, or code for this response.

Tip: The shortcut does not have to be unique. For example, you could use the shortcut "TS" for all your files containing
troubleshooting tips. For more information, see Use a Response Shortcut.

In the Labels text box, type a space-separated list of words that identify or classify this response item.

Tip: To identify a response item as one of your Favorite Responses, include favorite as one of your label entries. Your
favorite responses appear in the Favorite Responses section in certain interaction windows.

Click Save.

Result: The new response item appears in the selected folder in the My Responses Window.

Related Topics

Create Response Macros

Manage Favorite Responses
Organize Personal Responses

Using Response Management
Working with Response Management

488



Create Response Macros

l Requirements: See Working with Response Management. l

You can insert placeholder fields in a response item that are replaced when the response is used. Placeholder fields can be
replaced with a constant, interaction attribute or another stored response.

Macros take this form [field:data]. Field identifies the response macro type. Data is optional. There are three types of macros:
constant, attribute, and response.
Constant

Constant macros do not depend on the dynamic context of the interaction into which you are inserting it. Here are the currently
supported constants:

UserName  The display name of the logged on user, most likely your display name.

‘ Date The short form of the current date based on the language used in your country or region.

Time The short form of the current time based on the language used in your country or region.
Example

Macro: My name is [UserName]. Today is [Date], how can | help you?

Result: My name is Mary Jones. Today is 9/15/2015, how can | help you?

Attribute

Attribute macros substitute a value of an attribute based on your current interaction. In the response item, Attribute macros must
have a field name of Attribute; data is the attribute name.

Note: To use an interaction attribute in a Response Macro, you need the Substitute Queue Columns Access Control right for the
interaction. If you do not have the appropriate right, the value does not replace the attribute.

Example
Macro: Hello, [Attribute:Eic_RemoteName]. How can | help you?

Result: Hello, John Smith. How can | help you?

Response

Response macros insert another response item into your response. If the inserted response contains macros, the inserted
response contains the appropriate values. Response macros have a field name of Response. The data is the Shortcut name for the
specified response item.

Note: Response substitution is not supported if you drag and drop the response item to an interaction. Also, if there is more
than one response item with the same Shortcut name, the first one located is used; you do not get to select one.

Example
Shortcut for the inserted response item: signoff
Inserted response item: Again, my name is [UserName]. Thanks for chatting!
Macro: Glad to help. [Response:signoff]
Result: Glad to help. Again, my name is Mary Jones. Thanks for chatting!

Related Topics
Create Personal Responses
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Manage Favorite Responses

I Requirements: See Working with Response Management. l

Your favorite personal responses appear in the Favorite Response drop-down section in the sidebar area of the Chat window and
the Email Window for Outgoing Messages.

You designate a personal response item as a favorite by including the word "favorite" in the Labels text box. You create labels when
you create or edit a personal response. For more information, see Create Personal Responses.

Related Topics

Create Personal Responses
Responses Sidebar

Using Response Management
Working with Response Management

My Responses Editor

l Requirements: See Working with Response Management. l

To create and edit response items, use the Response Management Editor. It is a full-featured HTML editor with text formatting
tools for messages. You can import HTML files, insert Response Macros, create hyperlinks, and add images.

To access the Response Management Editor, in the My Responses window, select the My Responses folder and do one of the
following:
e Click the Add a response item (plus sign) button or right-click in the center pane and select Add a response item.
e Navigate to an existing item and then click the Edit the selected category or item (notepad) button or right-click in the center
pane and select Edit.

e

=3 - | Home » My Responses |

TypE' @ Message () File

c;a@

l EE e @ -

@ @ | &) | @HOO®

Hello, my name is [UserName], how may [ help you today?

inherited ||12|v||B I EHE‘E’ - A

< @ >
®_,-. Name: Greeting ®_, Shortcut:  hi
Oy

| .| Labels: favorite hello

Seve || Cancel

For more information about creating or editing personal responses, see Create Personal Responses.
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1 Navigation To locate a response or view the items in a category, use the arrows, drop-down list, or navigation
Aids bar.
2 Type Message or File indicates the type of response, either a text message or stored file.
3 Insert Import an HTML formatted file, Rich Text Format file, or plain text file into your response.
document
4 Font You can select a font or use the default "Inherited" font setting.
When you use a stored response created with the Inherited font, it adopts the font and font
characteristics (size, color, and so on) of the text immediately preceding it in your email message.
However, when you insert a response that has a selected font and other font characteristics, then the
stored response appears as originally formatted.
5 Font The editor includes a full range of text formatting tools. Tooltips identify each of the tools.
characteristics
6 Insert Turn a selected word or phrase into a clickable hyperlink.
Hyperlink
7 Insert Picture Insert images in any of the standard Windows formats, including JPEG, GIF, and PNG. You can edit the
image, add a caption, and control a variety of layout options.
8 Insert Table You can insert the grid for a simple table, then add the appropriate text.
9 Spelling Click this control to spell check your text.
10 | Selectamacro | Insert placeholder fields that are replaced when the response is used. Select a constant, interaction
to insert attribute or another stored response. For more information, see Create Response Macros.
11 Editing pane Type, format, and edit your message here.
Tip: Different email clients at your customer sites can interpret line endings differently. To avoid
this problem, press Shift+Enter to create a new line. Press Shift+Enter twice to create a blank line
between two lines of text. This creates line endings that all email applications can reliably
interpret.
Note: If you select the File response item type, the editing area becomes a target zone where you
can drag and drop a file.
12 | Name Name identifies the response item, but does not have to be unique. If you do not provide a name, it
defaults to the first few characters of a message or a file’s directory path.
Note: Response Management provides a full-text search tool that uses the information in Name,
Shortcut, and Labels along with the response item'’s content to find a response.
13 Shortcut To make it easier to insert this response in a chat or email reply, assign a shortcut. For more
information, see Use a Response Shortcut.
14 | Labels Labels provide more search terms. The "favorite" label creates a list of Favorite Responses in the
Email Window for Outgoing Messages and the Chat Window. For more information, see Managing
Favorite Responses.
Related Topics

Create Response Macros

Create Personal Responses

My Responses Window

Search for a Response

Using Response Management

Working with Response Management

My Responses Window

A
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I Requirements: See Working with Response Management. '

To create, edit, organize, and view response items and categories, use the My Responses window. It contains a navigation pane, an
item and category list, and a preview pane.
To access My Responses window, do one of the following:

e From the View menu, select Response Management.
e Press Alt+V+R.

o9~ | Home » My Responses » URLs | Search Q “@

4 7 My Responses URLs @—) Sort by:

I Troubleshooting

¢Q

The Documentation Library is

available on our website at
| Greetings [

—> Documentation Library https://extranet.inin.com/produ
| URLs L J Poc cts/cic/Documentation/index.ht
@ Company Announcements Add a response category m.
@ Marketing I

A
+
Vi
N *
. J Add a response item... @

3l Support ! Edit

Delete @

©
©

Q

Shortcut: Doc

Labels:  Doc Library favorite

@—) | Insert | [ Close
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1 Navigation | To locate a response or view the items in a category, use the arrows, drop-down list, or navigation bar. Or
Aids use the Search text box to locate a response. For more information, see Search for a Response.
2 My This folder contains your collection of personal responses. You can organize this collection into
Responses | subfolders called Categories.
3 System- Your CIC administrator can create libraries of standard responses that all or selected CIC client users can
wide use.
Responses
Requirement: You need the appropriate Response Management View Access Control Right to use
any of the system-wide response items.
4 Sort by Sort stored responses by Date Added or Name.
5 Toolbar Create and manage your stored responses. For more information, see Create Personal Responses,
Organize Personal Responses, and Manage Favorite Responses.
6 Shortcut To use a shortcut menu instead of the toolbar to create and manage your stored responses, right-click in
menu the Categories and Items area.
7 Search To locate a specific response, use this full-text search box. For more information, see Search for a
Response.
8 Navigation | To locate a particular response, click anywhere in this hierarchical view, expanding folders as needed.
Pane Both your personal and system-wide response items and categories appear as folders in this tree view.
9 Categories This pane displays categories and items. Individual responses appear as items. Categories are folders of
and ltems response items.
10 Preview The preview pane displays an HTML preview of a selected text message or the directory path and file
Pane name of a selected file.
The selected response item'’s Shortcut and Labels appear in the preview pane. For more information, see
Create Personal Responses.
11 Insert Select a response and click the Insert button to use a selected response in an interaction.
Note: If you are managing multiple interactions, the response appears in the first interaction that you
picked up. The primary methods for locating and inserting stored responses are available in the
appropriate interaction windows such as the Email Window for Outgoing Messages.
Related Topics

Working with Response Management
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Responses Sidebar

The Responses and Favorite Responses drop-down sections appear in the sidebar area of the Chat window and the Email Window
for Outgoing Messages. The Responses section is also available in the Callback window. For more information, see Use Response
Management During a Chat Session or Use Response Management in an Email Message.

To expand or collapse the Responses or Favorites Responses sections, click the arrow on the section control.

Mokes -
—

Responses ~

update| x

Howt to Load a...

C\Users\Dionwsus_User
" \CeskiophIUpdate, docx

4.0 Service Up...

Support site: IC 4.0
Service Updates

Fawvorite Responses ~

Iﬂﬂuw ko Load an Update
- [~ 1Documentation Library - 4.0

@ -
|=d Support Site

=
1 Responses | This section provides full-text search capabilities for your personal responses and the system-wide
responses to which you have the appropriate Response Management View Access Control Right.
Responses which match your search criteria appear here.
l Note: For more information, see Search for a Response. '
2 | Favorite This list provides easy access to your favorite responses.
Responses
Note: For information about how to create and maintain a list of favorite responses, see Managing
Favorite Responses.

Related Topics

Use Response Management During a Chat Session
Use Response Management in an Email Message
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Organize Personal Responses

l Requirements: See Working with Response Management. I

You can make your personal responses easier to locate by storing them in folders. You can nest these folders inside each other to
whatever level suits your purpose.
To create a personal folder:

1. From the View menu, select Response Management Editor.

Result: The My Responses window appears.
Click the My Responses folder.
Navigate to the level where you want to create the folder (category).
Click the Create new category toolbar button.

Hw N

Result: A new folder appears at the level you selected in the navigation pane.
5. Type a name for the folder in the New Category text box.

Working with Response Folders

You can perform any of the following actions when working with your personal folders in the Response Management window.
e Rearrange the My Responses subfolders by dragging and dropping a folder on another level in the My Responses tree view.

e Move personal responses from one folder to another by dragging them and dropping them on the name of the appropriate
folder.

e Copy any response item by holding down the Control key while you drag and drop the response item into the My Responses
folder or a subfolder.

e Rename a folder by right-clicking the folder name and selecting Rename from the shortcut menu. Or you can click the folder
name and then select Rename from the toolbar. Type the new name for the folder.

e Delete a folder along with any personal responses it contains by right-clicking the folder name and selecting Delete from the

shortcut menu. Or you can click the folder name and then select Delete from the toolbar. Click Yes in the Confirm Delete dialog
box.

Note: In a similar fashion, you can also delete a selected response by right-clicking the response item name and selecting
Delete from the shortcut menu. Or you can click a response item name and select Delete from the toolbar. Click Yes in the
Delete Item dialog box.

View the contents of a personal response by clicking the response item. Check the contents in the Preview pane of the My
Responses window.

Related Topics

Create Personal Responses

Manage Favorite Responses

My Responses Window

Using Response Management
Working with Response Management
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Response Management View

You can use the Response Management view to search for stored responses during any interaction. You can insert these responses
in a chat response, email reply, or interaction notes. You can relay the information verbally during a call.

You can add the Response Management view to the CIC client. You can use the view anytime you have an active and selected
interaction. For more information, see Using Response Management.

To display the Response Management view:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Interactions.

2. Inthe Views list, select Response Management.
3. Click OK.

Result: The Response Management view appears.

Y gﬂespurﬁe Management v X

update bt

How to load an update  updats

Ch\Responses files
YWpdate_instructions.pdf

Download updates

To download an update see hitps://
ry.inincom/products/Pages/
Downloads.aspx.

Related Topics
Change View Layout
Search for a Response
Using Response Management

Search for a Response

l Requirements: See Working with Response Management. l

You can locate and use any personal response item or any system-wide response item to which you have rights in an interaction.
You can use a response item directly by inserting it into some types of interactions. Or, you can use it indirectly by reviewing the
information in a response item as an aid to resolving a customer problem or question.

Full-Text Search

You can use full-text searching to locate a needed response item. Full-text searching looks for matching text in the Name, Label,
Shortcut, and text content of a response item. Full-text searching is available in:

e The Responses sidebar in the Chat window, Email Window for Outgoing Messages and the Callback window.

e The Response Management View.
e The My Responses window.

To search for a response item:
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1. Inthe Search text box, type all or the first part of the word or words that identify the response item and then press Enter.

' Tip: See Search Language for tips on constructing a multi-term search.

Result: Matching response items appear.
2. Optionally, preview the response by doing one of the following
e In a Responses section, select a response item from the search results and then click the Preview button.

Responses -

help ®

Greeting hi

v

Hellz, , my name
is Moreen.Tasker.
How may [ help...

Hello and wel...

| Helloand Hello and welcome to Interaction
| welcometo ‘g

I Rt et Center Platform Chat! How may I

. Platform Chat! help you innovate today?
| HowmayIhelp.

¢ Inthe My Responses window, select an item from the Search Results. The response item appears in the Preview pane.

Context Search

Context-based search is also available for response items. Clear all text from the Search text box and Response Management
automatically searches for response items based on the content of your chat or email interaction. This content is the last five
words you typed in a chat or email reply.

Search Language

The Response Management search language is similar to that used in most common Internet search engines. Use this search
language in any Response Management Search text box.

Boolean Operators

You can use AND, OR, and NOT Boolean operators.

l Note: A plus sign (+) is the same as AND. A space is the same as OR. A minus sign (-) is the same as NOT.

497



e Foot OR Hand searches for items containing either of these words.
e Foot AND Hand searches for items containing both words.
e Foot NOT Hand searches for items containing foot, but not hand.

Exact Phrase

Enclose an exact phrase searches in quotation marks.
e "Foot and Hand" searches for items containing that exact phrase.

Grouping

Enclose a grouped search in parentheses.
e (Jack AND Jill) hill fell searches for items containing both Jack and Jill or the word hill or the word fell.

Fields

You can confine your search to the Name, Shortcut, or Labels fields on a response item.
o Shortcut:update searches only for items with a shortcut field containing the word update or beginning with update.

Related Topics
Using Response Management

Use a Response Shortcut

l Requirements: See Working with Response Management. l

You can use a response shortcut to insert a stored response when you are participating in a Chat Session or composing an Email
Reply. Response shortcuts are available in the composition areas of the Email Window for Outgoing Messages, Chat Window, and
Chat view. Both system-wide and personal responses can have shortcuts.

Tip: You can assign a shortcut when you create or edit a personal response. For more information, see Create Personal
Responses.

To use a shortcut:
1. Type all or part of the shortcut and press Ctrl+Space.

Tip: To use Response Management shortcuts with certain alternate languages in Windows, such as Chinese Simplified
PRC, press Ctrl+Alt+Space. For some alternate languages, Ctrl+Space changes the language setting. Also, if you use a

language IME (Input Method Editor), wait until the text you typed has finished converting to the selected IME language

before pressing Ctrl+Space for a Response Management shortcut.

Result: If there is only one matching response item, it is automatically inserted in the composition area of the Chat window
or the reply area of the Email Window for Outgoing Messages.

2. If there are multiple matching response items, do one of the following:
e Select the appropriate response from the drop-down list that appears automatically.
e Continue typing to narrow the search further and then select the appropriate response.
e Press Esc to close the selection drop-down list.
gh

Goodbye an ﬂ

Related Topics
Using Response Management

498



Working with Screen Pops

Site-Specific Screen Pops

Screen pops can launch site-specific applications for incoming ACD interactions. Enhanced screen pop capability directs the CIC
client to automatically launch, or pop, specific applications when agents and other users receive interactions within their ACD
queue.

For example, let's assume your CIC administrator wants Internet Explorer to automatically launch one of your company’'s web pages
when you receive an interaction in your ACD queue. If your administrator has configured the proper settings, including assigning the
website popup to various states of the interaction, such as ‘alerting’ in Interaction Administrator, then the appropriate webpage
opens when the defined interaction enters your queue. This feature can also be used to enable your CIC administrator to launch
various support features such as CRM tickets, your company’s knowledgebase, order forms, quotation requests, and more, when an
ACD call arrives.

You cannot perform typical actions, such as picking up, placing on hold, transferring, and so on, for site-specific screen pops.

Note: Screen pop functions are defined in as alerting actions in Interaction Administrator. This feature may or may not be
available to you, depending on the rights assigned to you by your system administrator. If you have any questions about using
this screen pop feature, see your administrator. Also, you must configure your browser to allow popups from the appropriate
site.
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Working with Speed Dial

Working with Speed Dial Views

Requirements: You need the Can Create Speed Dials Security right to enable you to Create a Speed Dial View. Your CIC
administrator can also set server parameters that limit the number of contacts you can display in a Speed Dial view.

Speed Dial View Limits

The CIC administrator can use the MaxSpeedDialPageSize server parameter to specify the maximum number of directory
records that can appear in a Speed Dial view. This parameter works in conjunction with DefaultSpeedDialPageSize.

e [f the CIC administrator does not define DefaultSpeedDialPageSize and the requested number of directory contacts is
greater than MaxSpeedDialPageSize, the number of contacts returned is less than or equal to 25.

e |f the CIC administrator defines only DefaultSpeedDialPageSize, the number of contacts returned is equal to
DefaultSpeedDialPageSize.

e If the CIC administrator defines both MaxSpeedDialPageSize and DefaultSpeedDialPageSize and the requested
number of contacts is less than or equal to MaxSpeedDialPageSize, then the requested number of contacts is returned. If
greater than MaxSpeedDialPageSize, the DefaultSpeedDialPageSize number of contacts is returned.

e [f the CIC administrator does not define either MaxSpeedDialPageSize or DefaultSpeedDialPageSize, the number of
contacts returned is less than or equal to 25.

Speed dial views provide a quick way to dial frequently called contacts. Speed dial entries include the directory contact and a dial
icon for the number the system dials when you double-click the entry. You also see a user status icon and Busy Lamp field icon for
each CIC client user. For more information, see Speed Dial Features.

Display CIC status information by pointing to the status icon in a speed dial entry.

s 7] My Speed Dial |
‘% Bishop, Lea -I“i"_:

1 Available, Mo ACD
Time in Status: 2:56:44
Logged On: leabishopsip

" || x

When you right-click a speed dial entry, a menu appears, offering you options such as dialing, sending email, camping, viewing
properties, and changing status. This menu is similar to the menu shown if you right-click a directory contact on a directory view.
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When you create a speed dial view, you determine whether the view is private or public. Private speed dial views are visible only to
the person who creates the view. Public speed dial views are visible to everyone who uses a CIC client.

l Note: When you add a view, private Speed Dial views and Directory views display a lock icon next to their name in the Available l
items list.

Related Topics

Close a Speed Dial View

Create a Speed Dial View

Delete a Speed Dial View

Display a Speed Dial View

Employee Photo and Office Location
Rename a Speed Dial View

Refresh a Speed Dial View

Working with Speed Dial Entries

Close a Speed Dial View

You can close a Speed Dial view instead of permanently deleting the view. For more information, see Delete a Speed Dial View.

To close a speed dial view:

e Right-click the Speed Dial view tab and click Close view.
e Click the X in the upper right corner of the Speed Dial view.

Result: The Speed Dial view no longer appears in your CIC client, but remains available for future use. Other people who are
displaying this Speed Dial view are unaffected.

Related Topics

Display a Speed Dial View

Using Speed Dial
Working with Speed Dial Views
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Create a Speed Dial View

Requirements: Your CIC administrator must create the appropriate Contact List Source before you can create a Speed Dial
view. Also you need the Can Create Speed Dials Security right to create a Speed Dial view.

A Speed dial view provides a quick way to dial frequently called contacts.

l Warning: Once a Speed Dial view is created, its settings cannot be changed. '

To create a Speed Dial view:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Directories.

2. Inthe Views list, select Speed Dial.
3. Click OK.

Result: The current list of Speed Dial views appears in the Select Speed Dial to Add dialog box.

Note: Add, Edit, and Delete buttons appear below the Available ltems list. Point your mouse to a button to see an
identifying tooltip.

4. Click the Add button.

Result: The Speed Dial dialog box appears.

F 5
Speed Dial (S

MName: Marketing|

Public
Select what users can do to this speed dial:
Add Entries

] Change Entries
[7] Delete Entries
[7] Rename the Speed Dial

ok || Cancel

5. In the Name: field, enter a unique name for your new speed dial directory.
If you want other users to be able to add your Speed Dial view to their CIC client interface, select Public.
7. If you decide to make the new Speed Dial view public, select the options you want to grant other users for this Speed Dial view:

o

e To enable other users to add additional entries to the Speed Dial view, select Add Entries.
e To enable other users to edit the default number assigned to entries on this Speed Dial view, select Change Entries.
e To enable other users to remove entries from this Speed Dial view, select Delete Entries.

Tip: Use caution when granting others the ability to delete speed dial entries. Once someone removes the last
speed dial entry from a Speed Dial view, the system permanently deletes the Speed Dial view and it cannot be
recovered.

Note: A user with Directory Admin user rights assigned in Interaction Administrator can delete or add contacts
from a public Speed Dial view. They can also delete or rename the Speed Dial view even if they did not create
the view.

e To enable other users to change the name of this Speed Dial view, select Rename the Speed Dial.
8. To create the Speed Dial view, click OK.

Result: The new view is added to the Available Items list.
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9. To display your new Speed Dial view, select the view from the Available Items List. Click the Add > button between the
Available items and Selected items lists. Click OK.

' Tip: Enter all or part of the view name in the Filter items text box to locate the view name.

Result: The new Speed Dial view appears in the CIC client.

l Tip: For more information about adding Speed Dial entries to this new view, see Add a Directory Contact to a Speed Dial
View.

Related Topics

Create a New Entry in a Speed Dial View
Display a Speed Dial View

Delete a Speed Dial View

Requirements: You can delete your own Speed Dial views. If the owner granted other users the "Delete Entries" right, you can
also delete a "Public” Speed Dial view. If you have Directory Administrator Security rights, you can delete any Speed Dial view.
For more information, see Create a Speed Dial View.

l Tip: If you want to leave this view available for other CIC client users or for future use, see Close a Speed Dial View.

To delete a Speed Dial view that is not currently displayed:
1. Inthe Create New View dialog box, from the Categories list, select Directories.
2. Inthe Views list, select Speed Dial.

Result: The current list of Speed Dial views is displayed in the Select Speed Dial to Add dialog box.
3. Select the view name from the Available Items list.

l Tip: Enter all or part of the view name in the Filter items text box to locate the view name.

4. Click the Delete button.

Note: Add, Edit, and Delete buttons appear below the Available ltems list. Point your mouse to a button to see an
identifying tooltip. The Delete button is active only if you have the appropriate rights to the selected Speed Dial view.

5. Click Yes to confirm you want to delete the view.

Result: The name of the Speed Dial view is removed from the list of Available Items. The Speed Dial view is removed from

the CIC client interface for every user.

Related Topics

Using Speed Dial
Working with Speed Dial Views
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Display a Speed Dial View

Requirements: You can display any Speed Dial view you create. You can also display any "Public" Speed Dial view. For
example, your CIC administrator or other co-worker could create a speed dial view for emergency numbers and make it
available for all CIC client users. For more information, see Create a Speed Dial View.

To display an available Speed Dial view:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Directories.

2. Inthe Views list, select Speed Dial.

Result: The current list of Speed Dial views is displayed in the Select Speed Dial to Add dialog box.
3. Select the view name from the Available Items list.

' Tip: Enter all or part of the view name in the Filter items text box to locate the view name. '

4. Click the Add > button.

Result: The selected view appears in the Selected items list.
5. Optional. Select and add additional views to the Selected items list.

6. When you complete your selection or selections, click OK.

Result: The selected view or views appear.

Related Topics

Create a Speed Dial View
Close a Speed Dial View
Using Speed Dial

Refresh a Speed Dial View

Sometimes the underlying data provider that acts as the data source for a directory contact does not send out notifications when
contact information is updated. The CIC client automatically refreshes the data when it starts up, but you can also refresh contact
information on demand.

To refresh the contents of a Speed Dial view:

e Right-click a Speed Dial entry or in the blank area of the Speed Dial view, and choose Refresh Directory from the shortcut menu.

Related Topics
Working with Speed Dial Views
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Rename a Speed Dial View

Requirements: You can rename your own Speed Dial views. If the owner granted other users the "Rename the Speed Dial”
right, you can also rename a "Public” Speed Dial view. If you have Directory Administrator Security rights, you can rename any
Speed Dial view. For more information, see Create a Speed Dial View.

To rename a displayed Speed Dial view:

Right-click the Speed Dial view tab and click Rename.

In the Rename View dialog box, select the Use custom title check box.
In the text box, type a new name for the view.

Click OK.

M own =

Result: The name of the Speed Dial view is changed on its tab, but not in the list of Available Items in the Select Speed Dial
to Add dialog box.

To rename a Speed Dial view that is not currently displayed:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Directories.

2. Inthe Views list, select Speed Dial.

Result: The current list of Speed Dial views is displayed in the Select Speed Dial to Add dialog box.
3. Select the view name from the Available ltems list.

' Tip: Enter all or part of the view name in the Filter items text box to locate the view name. '

4. Click the Edit button.

Tip: Add, Edit, and Delete buttons appear below the Available ltems list. Point your mouse to a button to see an
identifying tooltip. The Edit button is active only if you have the appropriate rights to the selected Speed Dial view.

5. In the Speed Dial dialog box, in the Name text box, type a new name for the view.
6. Click Rename.

Result: The name of the Speed Dial view is changed in the list of Available Items in the Select Speed Dial to Add dialog box.
Related Topics

Using Speed Dial
Working with Speed Dial Views

Working with Speed Dial Entries

After you have established your speed dial view or views, you can add or delete entries. You can also change the default number for
an entry.

Related Topics

Add a Directory Contact to a Speed Dial View
Change a Speed Dial Entry Default Number
Delete a Speed Dial Entry

Resize Speed Dial Entries

Speed Dial Features
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Add a Directory Contact to a Speed Dial View

Requirements: You can add contacts to your own Speed Dial views. If the owner granted other users the "Add Entries" right,
you can also add contacts to any "Public” Speed Dial view. If you have Directory Administrator Security rights, you can add
entries to any Speed Dial view. For more information, see Create a Speed Dial View.

To add a contact to a Speed Dial view, select the contact on a directory view, then drag and drop it onto the Speed Dial view. CIC
automatically selects the new entry and positions it in the correct order.

l Note: The CIC administrator can define the maximum number of contacts you can display in a speed dial, see Speed Dial View l
Limits.
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Note: You can add only Company Directory or general directory contacts to a speed dial view. You cannot add a contact from a
private mail directory such as Outlook Private Contacts to a public speed dial view. To view a list of general directories, in the
Create New View dialog box, set Group by to Categories, and then from the list of categories, select Directories. In the Views
list, click General Directories. In the Select General Directories to Add dialog box, a list of directories appears in the Available
Items list.

Related Topics

Display a Speed Dial View
Working with Speed Dial Views
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Speed Dial Features

Speed Dial entries for the CIC client users display these additional features:

e Status icon and status tooltip: A CIC client user’s status appears as an icon on the Speed Dial entry. When you point to the
speed dial entry icon, additional status information appears in tooltip form.

E y I My Speed Dial
%‘ ‘ ‘% Bishop, Lea )

1 Available, No ACD
Time in Status; 2:56:44
Logged Cn: leabishopsip

e Busy Lamp Field status: If a Customer Interaction Center user is on the telephone, the Busy Lamp Field displays a yellow
telephone icon.

Related Topics

Working with Speed Dial Entries
Working with Speed Dial Views

Change a Speed Dial Entry’s Default Number

Requirements: You change a contact’s default number in your own Speed Dial views. If the owner granted other users the
"Change Entries" right, you can change default numbers for contacts in any "Public” Speed Dial view. If you have Directory
Administrator Security rights, you can change a contact’s default number in any Speed Dial view. For more information, see

Create a Speed Dial View.

Note: To edit any other information about the speed dial entry, change it in the contact’s primary source directory. For example,
let's assume you created a speed dial view and added a contact from your IC Private Contacts directory. To update the
contact’s business phone number, change it on the IC Private Contacts view and not from the actual speed dial entry. For more
information, see View and Edit Directory Entries.

To change a speed dial contact’s default number:
1. Right-click the speed dial entry and choose Set Default Number.
2. From the menu that appears, choose the new default telephone number; for example, Mobile, Extension, Business, or Home.

l Note: If a menu item is unavailable, such as Business 2, then no Business 2 phone number is defined for the directory I
contact.

Result: The icon on the speed dial entry changes to reflect the newly selected default number. For example, it could change
from the icon for Dial Home to the icon for Dial Mobile. For a list of dial icons, see Dial Buttons.

Related Topics
Working with Speed Dial Views
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Delete a Speed Dial Entry

Requirements: You can delete entries from your own Speed Dial views. If the owner granted other users the "Delete Entries”
right, you can also delete contacts from any "Public" Speed Dial view. If you have Directory Administrator Security rights, you
can delete entries from any Speed Dial view. For more information, see Create a Speed Dial View.

' Note: This permission is granted when the speed view is created. '

To remove a speed dial entry from a speed dial view:
e Right-click the entry and choose Delete entry from the shortcut menu.

Related Topics
Working with Speed Dial Views

Resize Speed Dial Entries

You can adjust the width of speed dial entries. When you resize one speed dial entry, all other entries on the speed dial view are
resized to match the entry you adjust. The CIC client applies changes to the width of speed dial entries on a view-per-view basis, so
different speed dial views can have different widths for the entries on each view.

If, for example, you have two speed dial views, Private Contacts and Marketing. You adjust the width of one entry in the Private
Contacts speed dial view. All other entry widths in the Private Contacts view automatically adjust to match. However, no width
changes are applied to entries in the Marketing speed dial view.

To resize speed dial entries:
1. Move your mouse to the right edge of a speed dial entry.

l Note: If a speed dial entry can be resized, the pointer changes from an arrow to a resizing symbol. '

2. Left-click and hold your mouse button, then move the pointer to resize the entry.
3. When the entry reaches the preferred width, release your mouse button.

Result: All entries on the view are resized to match the width of the entry you changed.

Note: The CIC client stores these customizations locally. Resizing speed dial entries on your system does not affect the speed
dial entry sizing for other users who use the same Speed Dial view.
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Related Topics
Working with Speed Dial Views
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Using Speed Dial

Each speed dial entry on a speed dial view represents a number that you call frequently. This section contains the following topics:

e Dial a Number Using Speed Dial
e Understanding Speed Dial Hyperlinks

e Drag and Drop Transfer to a Speed Dial Entry

Dial a Number Using Speed Dial

You can use the CIC client speed dial features to dial frequently used numbers. You can watch the status of your call in My
Interactions.

To dial a number using speed dial:

1. Display a Speed Dial View.

2. Do one of the following:

e To call the default number associated with the speed dial entry, double-click the speed dial entry for the person you want to
call.

e To dial a number other than the default number for a speed dial entry, right-click the speed dial entry and choose another
number from the shortcut menu.

l Tip: If you have more speed dial entries than can appear at one time on your speed dial view, use the scroll bar to find the entry. '

Related Topics

Create a Speed Dial View

Add a Directory Contact to a Speed Dial View
Display a Speed Dial View

Understanding Speed Dial Hyperlinks

Drag and Drop Transfer to a Speed Dial Entry

You can drag and drop calls onto a speed dial entry, making the transfer of calls much quicker and more efficient.

To transfer by dragging a call onto a speed dial entry:

Tell the caller that the caller is going to be transferred.

If it is not already open, click a speed dial tab and scroll (or search) until you can see the name of the transfer recipient.

Select and drag the call from My Interactions to the name in the Speed Dial view.
In the Transfer Interaction dialog box, click Yes.

M own =

Result: The caller is placed on hold, and the recipient’s telephone rings. The call disappears from your My Interactions
queue. If the transfer recipient is a CIC client user, the call appears as a notifying call in the transfer recipient’s My
Interactions.

Operator Console: Operator Console users can click an enabled hyperlink in a speed dial entry to transfer the currently
selected interaction to that contact.

Related Topics
Dial a Number Using Speed Dial
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Understanding Speed Dial Hyperlinks

Speed dial contacts within a speed dial view appear as hyperlinks when an interaction is selected. A speed dial hyperlink is blue in
color and is underlined, just as a typical hyperlink would appear.

e When an Operator Console user clicks an enabled hyperlink, the CIC client transfers the currently selected interaction to that
contact.

e When a non-Operator Console user clicks an enabled hyperlink, the CIC client dials the default telephone number associated
with that contact.
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Related Topics
Dial a Number Using Speed Dial
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Setting Status

In the CIC client, you can set your status, set another user’s status, set status details and view another user’s status.
Set Your Status

Set Another User’s status

Set Status Details

View Another User’s Status

Fast Status Buttons

Note: Any status other than Available or Available, Forward or Available, No ACD sends an incoming call to your voice mail.
Depending upon the status you select, you may want to set status details to indicate when you will be available again.

Related Topics

Possible Status Values
Set DND Status with Your Phone
Unavailable Status Reminder

Automatic Status Changer

l Requirements: You need the Customize Client Security right to customize configuration settings in the CIC client. I

Use the Automatic Status Changer to change your CIC status when your screen saver turns on or off or when your workstation is
locked or unlocked. For example, Automatic Status Changer could set your status to "Available” when your screen saver turns off.

When Automatic Status Changer resets your status, it displays a desktop alert.

Status changed back to
Available

Special Circumstances

If the Automatic Status Changer doesn't change your status or your status is not what it set it to, Automatic Status Changer doesn't
reset your status when you resume work. For example, Automatic Status Changer sets your status to Away From Desk when you
lock your workstation. Then you use the TUI (Telephone User Interface) to set your status to Available, Forward. Automatic Status
Changer does not change your status back to Away From Desk when you unlock your workstation.

If your status is already set to what the Automatic Status Changer would change it to when you resume work, it does not change
your status.

Also, setting a user’s status requires a valid connection with the CIC server. If your server connection drops, the Automatic Status
Changer does not change your status when the screen saver turns on or off or the workstation is locked or unlocked.

Warning: Do not use the Automatic Status Changer if you set up Power Options Properties in Control Panel to turn off your
monitor after a set amount of time. When the monitor’s power is turned off, the Automatic Status Changer thinks the screen
saver has turned off. It changes your status back to either what it was before the screen saver started or to a pre-defined status
specified in the Automatic Status Changer dialog.

In the rare case that you run more than one type of CIC client at the same time, do not enable Automatic Status Changer in both
applications. For example, running Interaction Desktop and Interaction Connect at the same time is not a supported
configuration. Enable Automatic Status Changer in only one CIC client.

Configuring Automatic Status Changer

To configure the Automatic Status Changer:
1. Inthe Configuration dialog box, click the Auto Status Changer node.

2. Use the When to Change tab to enable or disable the auto status changer. The two options are:
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Not at this time. | wish to disable the Disable the Automatic Status Changer.
auto status changer.

When my workstation locks or the Change user's CIC status whenever the screen saver turns on or off or when the
screen saver starts. workstation locks or unlocks.

If this option is selected, screen saver activation or workstation locking is
interpreted as you going away. If screen saver activation causes your CIC status
to change, then stopping the screen saver sets your status back. Similarly, if the
workstation locks and causes your CIC status to change, then unlocking the
workstation resets your status.

3. If you enable the Automatic Status Changer, use the What to Change tab to determine what status is set when the screen saver
turns on or off.

4. In the What to do when | go away section:

Set my status to: Choose the status you want the Automatic Status Changer to set when your
screen saver activates or your workstation locks. For example, your status can
be set automatically to "Away from Desk."

Only change my status if my current Select this check box for additional control over when the Automatic Status
status is in the Selected list Changer changes your status if the screen saver activates or the workstation
locks.

If checked, the Automatic Status Changer changes your status when the screen
saver activates or the workstation locks only if your current status is in the
Selected list.

Click a status in the Available list and then click the >> button to move it to the
Selected list. Use the << button to move a status from the Selected list back to
the Available list.

If cleared, the Automatic Status Changer always changes your status when the
screen saver activates or the workstation locks. It changes your status to the
status specified in the Set my status to drop-down list.

If my status is changed, set my If you want to have status notes set for the status to which you are changed,
status notes to: check this check box and enter the status notes in the text box provided.

Note: Status notes work on a per status basis. Status notes appear in the
Status Notes column which can be displayed for CIC users. For example,
both workgroup and the Company Directory can display Status Notes.) For
more information, see Customize Columns.

5. In the What to do when | come back section:

Set my status to what it was auto- Select this radio button to change your status to what it was before the screen
changed from saver activated or the workstation locked.

Note: The Automatic Status Changer does not change your status back to
one you could not have selected and which was automatically set for you.
For example, CIC could automatically set your status to "Follow Up" after
you disconnect an ACD interaction. After a period of inactivity, the
Automatic Status Changer sets your status to "Away from Desk." When
you unlock your workstation or turn off your screen saver, the Automatic
Status Changer does not set your status back to "Follow Up." "Follow up"
is not a user-selectable status. Your status remains set to "Away from
Desk."

Set my status to Select this radio button and select a status from the list to change your status
to a pre-determined status when the screen saver turns off or the workstation
unlocks.

6. Click Apply to save your selections.
7. Click OK to close the Configuration dialog box.

Related Topics

Possible Status Values
Set Status Details
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Set Your Status
Set Another User’s Status

Setting Status

Understanding the Configuration Dialog Box
Unavailable Status Reminder

View Another User’s Status

My Status

Interaction Desktop has a My Status section that enables you to set your current status, monitor time in current status, view or
specify status details and set your workgroup activation status.

o

T Interaction Desktop
File Edit Wiew Workspaces Options Tools Tracker Window Help

e
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My Status The My Status drop-down list displays your current status and enables you to change your status. For more

drop-down information, see Set Your Status.

list

Time in The time (hh:mm:ss) indicates how long you have spent in your currently selected status. This can help you
current monitor how long you have been in a not-available status such as "At Lunch," "Away from Desk," or "In a
status Meeting."

Fast Change your status by clicking one of your selected fast status buttons. You determine which fast status
status buttons appear.

buttons

Set status This displays any additional information you entered in Status Notes when you set your current status. These
details status details can be viewed by other users in the Company Directory or other directories that are set to display
the Status column. Or, if you did not specify any status details, a Set status details link appears.

Workgroup | Click this button to specify the workgroup queues for which you will take interactions. In order to receive ACD-
Activation routed interactions, you must logged onto the CIC client, set your status to "Active" for the appropriate
button workgroups, and set your user status set to an "Available" type. For more information, see Change Your

Workgroup Activation Status.

Related Topics

Fast Status Buttons
Set Your Status
Set Status Details

Workgroup Activation Button
Workgroup Statistics View
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Fast Status Buttons

You can designate selected statuses as favorites. Each status in the My Status drop-down list has a Favorite status icon. This icon
is a gray or yellow star. A yellow star indicates a favorite status.

Favorite statuses appear Fast Status buttons in the Interaction Desktop status bar, in both the standard mode and Mini Mode. The
same set of Fast Mode buttons appear in both modes.

l Note: Fast Status buttons appear in Mini Mode only when you have no interactions in your queue or have not selected an l
interaction.

To add or remove Fast Status buttons:
1. Inthe My Status drop-down list, point to, but do not click, a status.
2. Do one of the following:
e To add a Fast Status button, click the gray star.
e To remove a Fast Status button, click the yellow star.

Related Topics

My Status
Setting Your Status in Mini View

Possible Status Values

Requirements: The View Status Message right controls which statuses can be employed by users in specific workgroups,
users assigned certain roles, or even individual users. These status filters determine the status settings available when you
Set Your Status or Set Another User’s Status.

The icons that appear for each status are configured in Interaction Administrator and may have been changed by your CIC
administrator.

Note: Customer Interaction Center can automatically assign some status settings, such as "Available, Not Answering Calls."
You cannot select one of these automatic statuses; they do not appear in the My Status drop-down list.
l Tip: You can record status-based messages to play to callers. For more information, see Personal Prompts Options. '

The default status values are:
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ACD - Agent Not Answering

At a Training Session

At Lunch

Available

v QO & 0

Available, Follow-Me

This person is available at one of the numbers on a follow-me list. The caller can leave a message or use follow-me
routing to find the person and transfer the call.

Available, Forward

This person is available at a designated remote number.

Available, No ACD

This person is available for all non-ACD interactions.

Away From Desk

Do Not Disturb

B QO I e 0O

Follow Up

Gone Home

In a Meeting

On Vacation

Out of the Office

Out of Town

P [ M W% [

Working at Home
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Related Topics

Automatic Status Changer
Set DND Status with Your Phone

Set Your Status

Set Another User’s status
Set Status Details

Setting Status

Unavailable Status Reminder
View Another User’s Status

Set Another User’s Status

Requirements: You need the Change Status Users Access Control right for a specific user to be able to change that user’s
status.

You can set another user’s status in the Company Directory or other directory view.

To set another user’s status:

1. Select a user in the Company Directory or other directory view and do one of the following:

e Right-click and select Change User’s Status from the menu that appears.
e Click the Change User’s Status button in the Directory toolbar.
e Press Ctrl+S.

Result: The Set Status dialog box appears.
2. Select a status from the drop-down list and enter other status information that is applicable.

3. Click OK.

l Note: If you have questions about setting another user’s status, contact your CIC administrator.

Related Topics

Automatic Status Changer
Possible Status Values

Set Status Details

Set Your Status

Setting Status

Unavailable Status Reminder
View Another User's Status

Set DND Status with Your Phone

If you have a Managed IP Phone, you may be able to use the DND button on the phone to set your CIC user status to "Do Not
Disturb” or another selected status. Your CIC administrator must first enable DND Synchronization for you in Interaction
Administrator.

Depending on the type of IP phone you are using, the DND button can be either a named function key or a soft key accessed through

the phone’s menu. Check your phone’s user guide or see the Polycom Quick Reference Cards available in the Quick Reference
Materials section of the PureConnect Documentation Library.

In general, you press the DND button or soft key to activate Do Not Disturb status. Later, you can press the DND button or soft key

again to reset your CIC client status to your last available status or some other pre-configured CIC status.

l Tip: You may also be able to configure DND Status Synchronization, see Configure Your IP Phone.

Related Topics

Configure Your IP Phone
Managed IP Phone
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Set Status Details

Depending on the status you select, you can set status details including status notes, forward number, and date and time you will
become available. The date and time information you enter is played for all your incoming calls while in this status.

You can view other user’s Status Notes by adding this column to your Company Directory. For more information, see Customize

Columns.

status details, no dates or times are played for your incoming calls.

l Note: Status detail information is required only for a Forward status which must have a Forward Number. If you do not enter

To set status details:

1. Click the Set status details button next to the My Status drop-down list.

2. In the Status details popup, complete the fields as described below.

Status note

Enter any additional information on your current status.

As a convenience, the notes from the last time you selected this status appear in
Status note. You can make any necessary changes to these notes.

Requirements: You need the Status Notes right in order to create or modify
Status notes.

Forward to This is enabled only for selected statuses such as Available, Forward. Enter a
telephone number to which calls can be forwarded.
Note: The last forwarding number you used for this status defaults to the
Forward Number box.
date Depending on the selected status, you may select the checkbox next to a date or
time time field to use the default date and time.

Note: The current date appears in the date field. The CIC client automatically
rounds the current time to the next whole hour, and sets that time in the time
field.

To change the date and time, select the check box, and click the control inside the
box to choose a date or time.

l Note: The date and time you select are played for your incoming calls. '

3. Click outside the popup to save your status details.

required status details, your status reverts to your prior status.

l Tip: Press Escape to cancel. If the Status details popup appeared automatically because you selected a status that

Related Topics

Automatic Status Changer

Possible Status Values
Set Your Status

Set Another User’s status

Setting Status

Unavailable Status Reminder
View Another User’s Status
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Set Your Status

Status controls the announcement of your availability to people who call you. When your status is one of the "do not disturb”
statuses, callers hear your status, such as "Bob Jones is out of town." Then they are directed to your voice mail to leave a
message. Other CIC client users can view your status in the Company Directory or other directories that are set to display the
Status column. If the Status column is not displayed, other CIC client users can view your status by right-clicking your name in the
Company Directory.

Interaction Optimizer: Interaction Optimizer uses your status setting to track Real-Time Adherence to the published schedule. For
more information, see Schedule Adherence.

To set your status from the My Status drop down list:
1. Select a status from the My Status drop-down list.

' Note: The My Status list displays all the available status settings. For more information, see Possible Status Values. '

2. Optionally, enter status details by clicking the Set Status details button next to the My Status drop-down list.

To set your status from your taskbar:
1. Right-click the CIC client status icon in the Windows system task tray.
2. Select a status from the list that appears.

l Note: The list contains only your favorite status settings. If you haven't designated any favorite settings, the list is l
empty.

Related Topics

Automatic Status Changer

Fast Status Buttons

My Status

Possible Status Values

Set Another User's status

Set DND Status with Your Phone
Set Status Details

Setting Status

Unavailable Status Reminder
View Another User's Status
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Status Bar

The status bar has sections that display your current connection state, server name, station name, voicemail indicator and
notifications.

[ Apollo | Spalla_user | an | :: | status reports are due at 5 Phd today,
= =

U @ 9¢ O

1 Connection If disconnected, click this section to reconnect. If connected, point to this section to display your CIC
state User ID, CIC server name, and Session Manager server name. A lock icon indicates that the connection is
encrypted.
2 | Station Displays the name of your currently active workstation or your Remote Number.
or
Remote Note: If you are using a Dynamic Remote Client Connection, the display version of your remote
number telephone number appears here. If you are using a Configured Remote Station, the phone number

entered by the CIC administrator appears here.

The display version of a phone number is the result of conforming your phone number entry to the
requirements of the dial plan for your organization or region.

' Tip: Click this section to change stations. '
3 | Voice mail If you have one or more unheard voice mail messages, this icon is in color. If the icon is dimmed, you do
indicator not have any voice mail messages.
4 Show in To display the CIC client in Mini Mode, click this control.

Mini Mode

5 | Notification | This scrolling list displays your current notifications. For more information, see Supervisor Client Memos.
area

l Tip: Point to this area to display a tooltip that lists all your notifications. '

Related Topics
Switchover

Status Notes

l Requirements: You need the Status Notes Security right to create status notes.

Status notes provide additional information on a user’s status. You can create status notes when you set status details. Also, you
can add a column to display Status Notes in the Company Directory.

Related Topics

Customize Columns
Possible Status Values

Set Another User’s Status
Set Status Details

Set Your Status

Setting Status

Unavailable Status Reminder
View Another User’s Status
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Status Summary

Requirements: You need the View Directory Status Columns Access Control right to all or selected Status columns to enable
you to add Status columns to a directory view. The View Directory Status Columns Access Control right also determines
whether you can view a user’s status in the directory shortcut menu.

You can add a Status Summary column to your Company Directory view or the Lync-enabled Company Directory view. The Status
Summary column displays icons that enable you to tell at a glance if someone is available, logged onto the CIC client, and if they
are on the phone. For more information about adding a column to a directory, see Customize Columns.

The Status Summary column uses these icons:
e The first icon corresponds to the user’s current status. For more information, see Possible Status Values.
e The second icon indicates whether the user is logged onto the CIC client. A check mark means the user is logged on; an X
means that the user is not logged on.
e A phone receiver icon appears in the third position if the user is currently on the telephone. If the user is not on the phone, the
third position is blank.

Related Topics
Possible Status Values

Unavailable Status Reminder

When you are in an unavailable status, the CIC client status icon in the Windows task bar blinks for 2 minutes every 10 minutes to
remind you that you are in an unavailable status.

Related Topics

Automatic Status Changer
Possible Status Values
Set Another User's status
Set Status Details

Set Your Status

Setting Status
View Another User's Status

View Another User’s Status

Requirements: You need the View Directory Status Columns Access Control right to all or selected Status columns to enable
you to add Status columns to a directory view. The View Directory Status Columns Access Control right also determines
whether you can view a user’s status in the directory shortcut menu.

You can determine if a person is available to take a call by checking that user’s status. Status information appears in the Status
column of the Company Directory or workgroup directory. Or, you can right-click the user's name. The user shortcut menu shows
the user availability status.

Note: Customer Interaction Center tracks status information for users on different CIC servers. If the connection to the server
that tracks this information is temporarily unavailable, the text in the Status column appears faded. If you point your mouse to
one of these status entries, a tooltip appears indicating the status may not be up-to-date.

l Tip: You can add the Status or Status Summary columns to your Company Directory view.

Related Topics

Add or Remove View Columns
Automatic Status Changer
Camp on an Internal Extension
Possible Status Values

Set Another User’s Status

Set Status Details

Set Your Status

Setting Status
Unavailable Status Reminder
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Workgroup Activation Button

Label Workgroups
Location My Status section
Description Click this button to specify the workgroup queues for which you will take calls. In order to receive a

call, you must be logged onto the CIC client, have your workgroup activation status set to Active, and
have your user status set to an "Available" type. For more information, see Change Your Workgroup
Activation Status.

Related Topics
Workgroup Statistics View
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Working with Text Messages

Requirements: Your CIC administrator must configure the Short Message Service (SMS) feature in Interaction Administrator
before it is available in the CIC client. Your CIC administrator must also enable the Short Message Service plug-in for you.
Your Phone Number Classification Access Control rights determine whether you can send a text message to specific classes
of phone numbers (for example, Local, Long Distance or International). Your CIC administrator also determines which specific
SMS brokers you can use to send SMS text messages. SMS brokers are associated with your CIC user account or
workgroups.

SMS (Short Message Service) is the technology that enables cell phone users to exchange text messages over cell phones. The
Short Message Services client feature enables CIC client users to send and receive text messages.

SMS Brokers

An SMS broker is an SMS service provider. SMS brokers are not mobile carriers, but are gateways between mobile carriers and
users. In simplest terms, a CIC agent creates an SMS message, selects an SMS broker to route the message to the addressee, and
sends the message. The SMS broker routes the message by means of a mobile network to the addressee and then routes any reply
to CIC. Some important things to remember about SMS messaging:

You may be prompted to select a broker when you initiate an SMS message.

Note: You can select a broker account only if the CIC administrator associated one with your user account or your
workgroup. Otherwise, CIC uses the Outbound Routing table in Interaction Administrator to route your SMS message.

Follow your CIC administrator's instructions for selecting a broker.

You can use only the brokers that the CIC administrator associated with your CIC user account or workgroup account.

You do not need to select a broker when you respond to an ACD-routed SMS text message.

Selecting a broker that is associated with one of your workgroups does not associate that SMS message with a workgroup for
reporting purposes.

Send Text Message option

After CIC administrator enables the Short Message Service plug-in for the CIC client, an Actions menu appears and the directory
shortcut menu contains a new option, Send Text Message. For more information, see Send a Text Message.

Actions menu

Z¢ Interaction Desktop
File Edit View \Vorkspaces Options  Tools An:tin:lns| Optirmizer  Tracker Window Help

I Mew ~ |} 5% 00007 B8 Avail ) Send Text Message... . WWorke

Send Text Message shortcut menu option
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Related Topics

Send a Text Message
Send a Text Message to a Tracker Contact

Send a Text Message to one or more Workgroups

Send Text Message Dialog Box
Text Message Conversations

Use Response Management in a Text Message

Use Stored Phone Numbers to Address a Text Message

Text Message Conversations

ACD-routed SMS text messages and replies to your text messages can appear in your CIC client as Chats. Your CIC administrator
controls the routing of inbound SMS text messages. CIC can route SMS text messages as Chats, to a handler, or as a generic

object to a queue.

When CIC routes SMS text messages as Chats, you interact with them exactly as you would any other Chat. All the features

available when handling a Chat are available to you when handling these SMS text messages. You can invite other CIC users to join
the text message conversation, use Response Management to look up answers to frequently asked questions, add notes or codes,
and more. See Manage a Chat Session for more details.

l Note: An SMS text message conference ends when the last CIC agent or other internal party disconnects.

You can work with SMS text message conversations in either the Chat window or the Chat view.

Chat window

For more information about the Chat window controls, see Chat Window.
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Chat View

For more information about using the Chat view, see Chat View.
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Send a Text Message

Requirements: For information about the prerequisites for using the Short Message Service feature, see Working with Text
Messages.

You can send a text message to any contact with a mobile phone number or to any mobile phone number with text messaging
service.

Note: Your call privileges determine whether you have adequate permission to send a text message to certain phone numbers.
For example, if you do not have long-distance privileges, you are unable to send a long-distance text message. The CIC
administrator determines call privileges. If you have questions regarding your call privileges, contact the CIC administrator.

To send a text message:
1. Initiate a text message by doing one of the following:

e From the Actions Menu, choose Send Text Message.
e In adirectory, right-click a contact with a mobile phone number and from the shortcut menu, select Send Text Message.

l Note: This option is available only if the selected contact has a mobile phone number entry. '

Result: The Send Text Message dialog box appears.
2. Address the text message by clicking Add and doing of the following:

' Note: If you selected a directory entry in step 1, you can add more mobile phone numbers or skip to the next step. '

e Select Add Phone Numbers and add the phone numbers one at a time. Click OK when finished.

Tip: Type one or more phone numbers and keep each phone number on a separate line. Type a series of phone
numbers and separate each phone number from the next with a comma (,) or semi-colon (;). Copy and paste
phone numbers from a Windows application such as Excel. Keep each phone number on a separate line or use
the comma or semi-colon delimiters.

e Add the phone numbers for all the members of one or more workgroup directories. See Send a Text Message to one or
more Workgroups.

e Add the mobile phone number for a selected Tracker Contact. See Send a Text Message to a Tracker Contact for details.

Or, click Open and Use Stored Phone Numbers to Address a Text Message.
2. Inthe Message text box, compose a text message, then click Send.

information, see Working with Response Management and Use Response Management in a Text Message.
3. Select an SMS broker and click OK.

l Tip: To insert a pre-defined response in your text message, click the Response Management button. For more l

l Tip: Follow your CIC administrator's instructions for selecting a broker. For more information, see SMS Brokers.

Note: Your Phone Number Classification Access Control rights determine whether you can send a text message to
specific classes of phone numbers (for example, Local, Long Distance or International). Your CIC administrator also
determines which specific SMS brokers you can use to send SMS text messages. SMS brokers are associated with
your CIC user account or workgroups.

Related Topics

Send a Text Message to a Tracker Contact

Send a Text Message to one or more Workgroups
Send Text Message Dialog Box

Text Message Conversations

Use Response Management in a Text Message

Use Stored Phone Numbers to Address a Text Message
Working with Text Messages

Send a Text Message to a Tracker Contact
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Requirements: The Add Tracker Contact menu option is available only if you have the appropriate Tracker license. For more
information, see Tracker Licensing. For information about more prerequisites for using the Short Message Service feature,
see Working with Text Messages.

You can send a text message to one or more selected Tracker contacts who have mobile phone numbers (interaction address type
is Mobile.)

To send a text message to a selected Tracker contact:
1. Inthe Send Text Message dialog box, click Add.

Result: A drop-down menu of addressing options appears.

I

Q send Text Message
Ta

Add Phone Mumbers...

Sdd Warkgroup Directory...
Add Tracker Contact..,

b £ m

2. Select Add Tracker Contact.

Result: The Find Contact wizard appears.

B Find Contact

Search Cntena
Enter the search critera below then click "Mext”.

General
First Mame: Contact Type: [ V]
Middle Marne: Active/Inactive: [F'nCti‘-'E ']
Last Mame: Public/Private: [Public and Private v]

Application ID:
Organization

Marne: Location:
Department: Site ID:

IC Username:

Mare search options »

m
(=1}

ck Mext = l | Cancel

3. Enter your search criteria and click Next.

Note: If you have Tracker Administrator user rights, you have the right to search Private Tracker databases. The Owner
ID text box appears and you can enter the Owner ID for the appropriate database. Searching a private database is
optional.

l Tip: Click the More search options > link to specify additional search criteria, including address information and Tracker I
attributes.
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Result: The Search Results page of the Find Contact Wizard appears. It lists all matching contacts.

E Find Contact E

Search Results

The results of vour search are displayed below. You can view the details of a contact by clicking the link in the last name
column. Press "back” to modify your search parameters.

| Last Name | First Name Organization Default iAddress
Leucht Graydon (317) 555-3581
Leucht Graydon 217} 555-3581
Bobin Gray 217} 555-2154
Bobin Gray 217} 555-2154

Your search returned 4 results.

= Back Finish Cancel

4. Inthe Search Results page, do one of the following:

e To address the text message select one or more of the contacts listed in the Search Results page, click Finish.
e To refine your search, click <Back and enter more search criteria.

Related Topics

Send a Text Message

Send a Text Message to one or more Workgroups

Send Text Message Dialog Box

Text Message Conversations

Use Response Management in a Text Message

Use Stored Phone Numbers to Address a Text Message
Working with Text Messages

Send a Text Message to one or more Workgroups

Requirements: For information about the prerequisites for using the Short Message Service feature, see Working with Text
Messages.

You can send a text message to all members of a workgroup or all members of selected workgroups.

l Note: Workgroup members who do not have a mobile phone number are not included in the address list when you send the text l
message.

To send a text message to one or more workgroups:
1. Inthe Send Text Message dialog box, click Add.

Result: A drop-down menu of addressing options appears.

Note: The Add Tracker Contact menu option is available only if you have the appropriate Tracker license. For more
information, see Send a Text Message to a Tracker Contact.
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E Add Phone Mumbers...
S22 AddWorkgroup Directory...,
,T Add Tracker Contact..,

2. Select Add Workgroup Directory.

Result: The Add Workgroup Directory dialog box appears.

[ AddWarkgroup Directary |

Company Directomy
Companyperator

IC Private Contacts

IC Public Contacts

Office Comrmunications Sermer
Warkgroups and Profiles

Ok |[ Cancel H Help

3. Do one of the following:

e Select a workgroup directory name.

e Press Ctrl and select multiple workgroup directory names.
4. Click OK.

Result: The workgroup directory names appear in the text message address list in the Send Text Message dialog box. Only
those members who have a mobile phone number are sent the text message.

Related Topics

Send a Text Message

Send a Text Message to a Tracker Contact

Send Text Message Dialog Box

Text Message Conversations

Use Response Management in a Text Message

Use Stored Phone Numbers to Address a Text Message
Working with Text Messages
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Use Stored Phone Numbers to Address a Text Message

Requirements: For information about the prerequisites for using the Short Message Service feature, see Working with Text
Messages.

If you frequently send text messages to the same group of recipients, you can store the associated mobile phone numbers in a list
on your workstation.

To create and store a Phone Number List:
1. Inthe Send Text Message dialog box, create a list of mobile phone numbers in the address list, using any method you prefer.

Tip: For more information, see Send a Text Message.
2. Click Save.
3. Inthe Save a Phone Number List dialog box, select a directory and file name for this stored list.

Note: The CIC client automatically saves the file in the required XML format.

To use a Phone Number List to address a text message:
1. Inthe Send Text Message dialog box, click Open.

Result: The Open a Phone Number List dialog box appears.
2. Navigate to the appropriate directory, select a file, and click Open.

Result: The CIC client retrieves the phone numbers are retrieved and displays them in the To text box in the Send Text
Message dialog box.

Tip: For more information about completing the text message, see Send Text Message Dialog Box.

Related Topics

Send a Text Message

Send a Text Message to a Tracker Contact

Send a Text Message to one or more Workgroups
Send Text Message Dialog Box

Text Message Conversations

Use Response Management in a Text Message
Working with Text Messages
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Use Response Management in a Text Message

Requirements: For information about the prerequisites for using the Short Message Service feature, see Working with Text
Messages. You also need the Response Management Security right to use Response Management.

You use stored responses to avoid typing the same information over and over again.

l Note: It is not currently possible to attach a Response Management stored file to a text message.

To use a stored response in a text message:
1. Inthe Send Text Message dialog box, click Response Management.

Result: The My Responses Window appears.
2. Do one of the following:

e In the Response Management window, select a response and click the Insert button.

e Copy and paste part of the response from the Response Management window to the Message section of the Send Text
Message dialog box.

Result: The response immediately appears in the text message.
3. Inthe Message section of the Send Text Message dialog box, make any necessary changes to the response.

Note: You can edit the response before it is sent as part of the text message.
4. When you finish adding stored responses, in the Response Management window, click Close.

Tip: For more information about completing the text message, see Send Text Message Dialog Box.
Related Topics

Send a Text Message

Send a Text Message to a Tracker Contact

Send a Text Message to one or more Workgroups
Send Text Message Dialog Box

Text Message Conversations

Use Stored Phone Numbers to Address a Text Message
Working with Text Messages

Send Text Message Dialog Box

Requirements: For information about the prerequisites for using the Short Message Service feature, see Working with Text
Messages.

The Send Text Message dialog box appears when you compose a text message.
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Some important features in this dialog box include:
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1 The To text box contains the list of phone numbers to which this text message is addressed.

Note: If you use the directory shortcut menu to send a text message, then the mobile number for the contact
appears in this address list automatically. For more information, see Send Text Message shortcut menu option.
2 Use the Add, Delete, Open, and Save buttons to address a text message and also to manage lists of phone numbers that

you use often for text messages.

e To address the text message to one or more phone numbers, click Add. For more information, see Send a Text
Message.

e To remove the phone number, select it in the To text box and click Delete

e To retrieve a stored list of phone numbers and insert it in the address list, click Open. For more information, see
Use Stored Phone Numbers to Address a Text Message.

e To store the current list of phone numbers as an address list which you can reuse in future text messages, click
Save.

3 If you are replying to a text message, the Incoming Message text box displays past text messages related to the phone
number associated with the incoming text message.

4 To insert a pre-defined response in your text message, click the Response Management button. For more information,
see Working with Response Management and Use Response Management in a Text Message.

5 Type your text message in the Message text box.

6 This status bar enables you to track how many characters you have typed so far and how many remain of your
character limit. The status line also shows number of sub messages you can use for the current text message. Sub
messages enable you to send more than 160 characters in a single text message.

Note: The information in this status bar can vary by country. The maximum number of characters and sub
messages is configured in Interaction Administrator. Contact your CIC administrator if you have questions about
your text message limits.

Related Topics

Send a Text Message

Send a Text Message to a Tracker Contact

Send a Text Message to one or more Workgroups

Use Response Management in a Text Message

Use Stored Phone Numbers to Address a Text Message
Working with Text Messages
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Working with Voice Mail

Requirements: If you are assigned the Receive Voicemail Security right, callers are sent to voice mail when you are in a DND
status (Gone Home, Out of the Office, or some other "not available" status) or when you do not answer your phone.

With the CIC client, you receive voice mail in the same place you receive email messages. Any time a caller leaves a voice mail
message for you, the voice mail message is attached to an email message and sent to you. You can open your voice mail
messages as email message attachments or you can listen to voice mail from the optional Voicemail Message view in the CIC
client.

Voice mail is managed in one of these ways in the CIC client:

o |If Interaction Voicemail Player is installed on your workstation, when you open an email message that has a voice mail
attachment, the CIC voice mail form opens and begins playing your voice mail message.

Note: For more information about configuration settings that affect this automatic playback, see Configuring
Interaction Voicemail Player.

o [f Interaction Voicemail Player is not installed on your workstation, you open the email message and double-click the voice
mail attachment, then your designated audio player opens and begins playing your voice mail message.

Note: If your designated audio player does not play the voice mail message then it is likely that the required codec
(software that compresses and decompresses digital audio) is not installed on your computer. Some recent operating
systems no longer include the TrueSpeech codec. For more information, contact your CIC administrator.

e You can use the Voicemail Message view to display and listen to voice mail messages.
e You can listen to and manage your voicemail messages by using the voice mail features on your telephone.

Note: For more information about the default TUI (Telephone User Interface), see the CIC TUI User's Guide and Quick
Reference Card available in the PureConnect Documentation Library.

Related Topics
Interaction Voicemail Player Controls

Listen to Someone Leave a Voice Mail Message

Open a Voice Mail Message From Your Inbox
Overview of Interaction Voicemail Player

Pick Up a Call From Voice Mail
Transfer a Call to Another Person’s Voice Mail
Transfer a Call to Your Voice Mail

Use the Voicemail Message View
Voicemail Message View
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Overview of Interaction Voicemail Player

When a caller leaves a voice mail, it is stored as a .wav file. You can access this voice mail message:
e From the Voicemail Message view
e From the telephone user interface (TUI)
e By playing the.wav file with Interaction Voicemail Player

Installing Interaction Voicemail Player

The Interaction Voicemail Player is an optional feature. You install Interaction Voicemail Player as part of the IC User Applications
Setup. For more information, see the CIC Server Installation and Configuration Guide in the PureConnect Documentation Library.

Configuring Interaction Voicemail Player
You determine if Interaction Voicemail Player is your preferred application for playing back voice mail messages. You can also
configure several options that control what this form does.

e To configure voice mail playback, in Interaction Voicemail Player, from the Tools menu, select Options.

l Tip: For more information about other configuration options, see the Interaction Voicemail Player Help. l

Using Interaction Voicemail Player

When someone leaves a voice mail for you, CIC sends an email message to you with the voice mail.wav file attached to it. This
message appears in your email client (e.g., Microsoft Outlook, Microsoft Outlook Express, Lotus Notes, etc.) with an attached.wav
file. When you play this attached file, by double-clicking it or downloading it and then opening it, the voice mail message plays in the
Interaction Voicemail Player. If you are using the Interaction Message Store, just double-click the voice mail.wav and the Interaction
Voicemail Player plays the message.

The Interaction Voicemail Player not only plays voice mail messages but also allows you to control the playback of the message
and your indicator light. It also allows you to play voice mail messages back to devices such as PC speakers, a station phone on
your desk or to a remote telephone number.

Note: DirectX 9.0 is required to play voice mails through your PC speakers. If needed, install Microsoft DirectX from the
IC_CLIENTPREREQS share on the CIC Server, after the IC Server installation.

Interaction Voicemail Player and .wav files

Each voice mail .wav file has information embedded in it signifying it is a voice mail message. When you open a voice mail file,
Interaction Voicemail Player reads this information, determines it is a voice mail message and plays the file. When you open any
other .wav files on your computer, the file does not have the voice mail designation. It opens in your default .wav player (e.g.,
Microsoft Media Player).

Interaction Voicemail Player allows you to:
e Play voice mail messages directly from electronic mail.
e Control the playback of voice mail messages.
e Clear a message waiting indicator light

l Tip: For more information, see the Interaction Voicemail Player Help. '

Related Topics

Interaction Voicemail Player Controls
Open a Voice Mail Message From Your Inbox

Interaction Voicemail Player Controls
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The Voicemail Player controls function like MP3 or tape player controls for voice mail playback.
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Control

Definition

Flay Ta: | PC Speakers

Select the device to play your voice mail.

l Note: If you restart the CIC client, this defaults to the device you selected for your last
voice mail.

PC Speakers

Selecting a playback other than PC Speakers may result in slower startup times.

Remote Telephone

Selecting this device causes CIC to dial the specified number and play the voice mail.

Tip: If the remote telephone is a DID phone number enabled for fax detection, CIC plays
the voice mail immediately after calling the number and does not wait until you pick up
and answer. If you miss the beginning of voice mail playback, you can use the Voicemail
Player controls to stop and restart the voice mail playback from the beginning. Or you
can ask your IA administrator to disable fax capability on your User record.

Note: A DID (Direct Inward Dial) phone number is one that an external caller can reach by
dialing a 7-digit phone number.

Vv

Click to play the voice mail.

=
e

Click to pause playback.

Click to stop playing the voice mail.

Click to rewind 5 seconds.

Click to fast forward 5 seconds.

Click to mute playback.

Set the slider to the desired volume.

@lﬁ%ﬁn

Set the slider to the desired playback speed. The speeds available are half speed (0.5), normal
speed (1.0), one and half times speed (1.5), and double speed (2.0).

Related Topics

Use the Telephone Dial Pad to Control Playback
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Listen to Someone Leave a Voice Mail Message

l Requirements: See Listen. I

You can listen to someone leaving a message before deciding if you want to pick up a call. The person leaving the message does
not know that you can hear them.

To listen to someone leave a voice mail message:

1. Select a call from My Interactions that is in a state of ‘Voice Mail'.
2. Do one of the following:

e On the toolbar, click the Listen button.
e Press Ctrl+L.
e Right-click the call and select Send to Voicemail.

Result: Through your telephone handset you can now hear the person leaving a voice mail message. If you want to talk with
the caller, click the Pickup button.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics

Listen Button

Listen to Your Voice Mail

Pick Up a Call From Voice Mail

Transfer a Call to Someone Else’s Voice Mail
Transfer a Call to Your Voice Mail

Working with Voice Mail
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Open a Voice Mail Message From Your Inbox

You can play, replay, rewind, fast forward, save, and change the volume of the message by opening your voice mail message in your
email program Inbox. You can forward the message to another person, just as you would any other email message.

Tips

e By default, voice mail messages begin to play automatically through the device you selected for your last voice mail. If you
want the voice mail messages to play only when you click the Play button, in the Interaction Voicemail Player application, from
the Tools menu, select Options and clear the Play voice mail automatically on open check box.

e DirectX is required to play voice mail messages through your PC speakers.
e You can configure the alerts you receive for new voice mail messages. For more information, see Voice Mail / Fax Paging.

e You can listen to and manage your voice mail messages by using the voice mail features on your telephone in addition to
features in the Interaction Voicemail Player.

To listen to your voice mail through your Inbox:

1. Open your email program Inbox.

2. Open the email message containing the voice mail message.

Note: You may be prompted to log on if you haven't logged on to the CIC client or your Windows logon account isn't
associated with your CIC client user (i.e., you don't log on to the CIC client using your Windows logon credentials). If
so, just enter your CIC client logon password and click OK.

3. Double-click the voice mail message.

Result: You use either the Interaction Voicemail Player or your selected media player to play back your message, depending
on your selection in the Interaction Voicemail Player Options dialog box. For more information, see Configuring Interaction

Voicemail Player.

I &

ﬁ_l Interaction Yaicermail Player = = |[é]
File Toals Help
Play To [F'C Speakers T]
I
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[@] 0:00:00 /000114 & Connected
' Note: For more information about using this player, see the Interaction Voicemail Player Help. '
Related Topics

Voice Mail / Fax Paging
Interaction Voicemail Player Controls
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Pick Up a Call from Voice Mail

l Requirements: See Pickup. I

You can pick up a call when the caller is in the middle of leaving a voice mail message. When a call is transferred to voice mail, its
state changes to "Voice Mail."

To pick up a call from voice mail:

1. If the telephone call is not selected, select the call you want to pick up.

2. Do one of the following:

e Click the Pickup button.
e Right-click the call and choose Pickup from the menu that appears.

Result: The call’s state changes from "Voice Mail" to "Connected" and you can begin speaking with the caller.

Related Topics
Listen to someone leave a voice mail message
Listen to your voice mail

Pickup Button
Pick Up a Call From a Queue

Transfer a Call to Another Person’s Voice Mail

You can transfer a call directly to another CIC client user’s voice mail. You might want to use this feature if the caller wants to
communicate with another person who is unavailable to take the call.

Note: The Voice Mail button may be disabled in the Transfer dialog box if you do not have the appropriate rights. You must have
the right to use voice mail features in the CIC client t in order to transfer a call to another user’s voice mail. Also, you may not
be able to transfer a call to another person’s voice mail if you do not have the right to send calls to your own voice mail. If you
have questions about rights or voice mail options, see your CIC administrator

These procedures assume you are transferring calls from My Interactions, but you can transfer calls from any gueue you are
monitoring. There are several ways to transfer a call to another person’s voice mail.

To transfer a call to another person'’s voice mail:
1. Tell the caller that he or she is going to be transferred to another person’s voice mail.

2. Do one of the following:

e On the Queue Control toolbar, click the Transfer button.
e Right-click the call and choose Transfer from the menu that appears.

Result: The Transfer dialog box appears.
3. Inthe Transfer To: field, type all or part of the transfer recipient’s name or number.

Result: A drop-down list of choices appears.

Tip: If the drop-down list does not contain the recipient you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

4. From the drop-down list, do one of the following:

e Select "Dial [your entry] as Digits" to convert a text entry into numbers.
e Select the appropriate name and associated extension number.

Result: If the intended recipient is a CIC user, status information for the selected CIC user appears. It shows whether or not
the transfer recipient is logged onto a CIC client and is able to accept the transferred call. This can help you decide what
kind of call transfer to use.

5. Click the Voice Mail button.
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Result: The call is transferred to the recipient’s voice mail and disappears from My Interactions.

To transfer a call to another person’s voice mail using the Directory toolbar:
1. Select the call
2. Select a directory entry
3. On the Directory toolbar, click the Send to Voicemail button or press Ctrl+M.

Note: If the Send to Voicemail button does not appear on your Directory toolbar, see Directory Toolbar Buttons for a list
of available buttons and see Customizing Toolbars for instructions on adding it to your Directory toolbar.

To transfer a call to another person’s voice mail using an asterisk (*):
1. Tell the caller that he or she is going to be transferred to another person’s voice mail.
2. Do one of the following:

e On the Queue Control toolbar, click the Transfer button.
e Right-click the call and choose Transfer from the menu that appears.

Result: The Transfer dialog box appears.
3. Inthe Transfer To: field, type the transfer recipient’s number followed by an asterisk (*).

Example: 1234*

Result: A drop-down list of choices appears.
4. From the drop-down list, select "Dial [your entry] as Digits."
5. Click the Transfer button.

Result: The call is transferred to the recipient’s voice mail and disappears from My Interactions.

Related Topics

Transfer a Call After Consulting the Recipient
Transfer a Call Using a Transfer Button
Transfer a Call Without Consulting the Recipient
Transfer Button

Voicemail Button

Transfer a Call to Your Voice Mail

Rather than answer an incoming (alerting) call, you can transfer it to your voice mail. You can also send a call to which you are
connected to your voice mail.

To transfer a call to your voice mail, do one of the following:

o |[f the call is alerting, on the Queue Control toolbar, click the Voicemail button or press Ctrl+M.
e |[f the call is connected, select the call, and on the Queue Control toolbar, click the Voicemail button.
o |[f the call is connected, right-click the call and select Send to Voicemail.

Result: The call is transferred to your voice mail. When a caller has finished leaving a message, the voice mail is saved as a
file, attached to an email message and sent to you. You can also listen in on the call as the caller leaves a message, and
then decide whether or not to pick up that call from voice mail.

Related Topics

Transfer a Call to Another Person’s Voice Mail
Voicemail Button

Use the Telephone Dial Pad to Control Playback

You can use the telephone dial pad to control voice mail playback if you are playing a voice mail to your telephone handset or to a
remote number. You can use these keys in place of the controls available in the Interaction Voice Mail Player or the Voicemail
Message view.

Note: The slow down and speed up playback functions require that your Customer Interaction Center system include a Media
Server. Contact your CIC administrator if you have any questions.
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Press To

Slow down playback.

Speed up playback.
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Rewind message 6 seconds.

Fast forward message 6 seconds.
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Decrease volume.

Increase volume.

Related Topics
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Voicemail Message View

Requirements: You must install Interaction Voicemail Player on your workstation in order to display the Voicemail Message
view.

The Voicemail Message view includes a playback interface that enables you to listen to your voice mail messages on a choice of
devices. For more information, see Use the Voicemail Message View.

To display the Voicemail Message view and player:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Unified Messaging.

2. Inthe Views list, select Voicemail.
3. Click OK.

Result: The Voicemail Message view appears.

Related Topics

Add or Close Views
Customizing the Interface
Use the Voicemail Message View

Use the Voicemail Message View

You can create a Voicemail Message view that enables you to view a list of current voice mail messages and play them on your
station.

Note: Before you can use the Voicemail Message view, you must make it available as a view in the CIC client. For more
information, see Voicemail Message View.

& My Interactions | & Call Histery ' 2 voicemail |_® Fax Viewer | %% Workgroup Statistics | - X
Re Received From Subject Progress Download
1 & 5/14/2015 8:51:38 AM Admin, IndyHQIC  IC Voicemail: from Joe Smith (317) 606-9999 - 24 seco... | 0% m Download ]
=" 5/14/2015 8:53:25AM Bishop, Lea IC Voicemail: from Bishop, Lea 5555 - 8 seconds - 100% Complete
@-) Play To: IPC Speakers v] The voice mail message must be downleaded for PC Speaker playback. ) Refresh
| —
@ P O« @ —== A IR @
1 Voicemail The voicemail list contains your current voicemail messages. Heard and unheard messages are
messages distinguished by icons and font. The currently selected voicemail message is highlighted.
2 | Play To Select the device to play your voice mail message. For more information, see Interaction Voicemail Player
Controls.
3 | Player Use any of these standard controls for voice mail message playback. For more information, see Interaction
controls Voicemail Player Controls.
4 | Delete Click this control to delete the voice mail message.
5 | Refresh Click this button to update your list of voice mail messages.

To play back voice mail messages using the Voicemail Message view:
1. Select the Voicemail Message view.

2. Verify that your playback location is set correctly in the Play To drop-down list. If you select Remote Telephone, enter this
remote phone number in the Number box that appears when you select this option.

Note: The Remote Telephone option enables you to play back voice mail messages to your cell phone or other
telephone. This number does not default from the remote telephone number you can configure in the Interaction
Voicemail Player options.
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3. To ensure that all your current voice mail messages appear in the list, do one of the following:
o Click the Refresh button.
o Right-click anywhere in the Voicemail Message view and select Refresh List.

4. Select a voice mail message and click the Play button.

During playback, you can also:
e Click the Stop button at any time to stop playback.
Click a column heading to sort the Voicemail Message view by that column.
Adjust playback volume and speed.
Click the Delete control to remove the message from the Voicemail Message view.
Right-click a voice mail message and select Save As to save a copy of the voice mail message to a location you select.

I Note: The Save As option is available only if your CIC administrator enables you to save local copies of voice mail l
messages.

Select a message and click Download to prepare the voice mail for PC Speaker playback.

Note: A local copy is also saved whenever you play a voice mail message through the PC Speakers. You can right-click
a message and select Remove Local Copy to delete these downloaded voice mail messages from your local drive.

When you view voice mail messages in the Voicemail Message view, you can:

e Select a voice mail message and click the Discard control, or press the Del key, or right click a message and select Delete to
delete a message.

Related Topics

Open Voice Mail From Your Inbox
Use the Telephone Dial Pad to Control Playback
Voicemail Message View
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Working with Workgroups

Change Your Workgroup Activation Status

Requirements: You need the Activate self Access Control right for the selected workgroup to change your workgroup
activation status. You also need to be a member of that workgroup. Finally, the workgroup must be configured as Active and
also have an ACD queue.

In order to receive an ACD workgroup call, you must be logged onto the CIC client, have your workgroup activation status set to
Active, and set your status to an "Available" type.

To change your workgroup status:

e Click the Workgroups button in the My Status section. In the popup, select or clear activation status check boxes for the
workgroups to which you belong. Click outside the popup to save your selections.

Warkgroups '| ==

[¥ Administration
[T ComparvOperatar

e Click Options > Workgroup Activation. In the Workgroup Activation dialog box, select the appropriate check box to activate your
workgroup status or clear the check box to deactivate it.

Workgroup Activation

Waorkgroups
Marketing
Support
Workgroupl

E Close i

Related Topics
View Other Workgroup Members Activation Status

Introduction to Queues
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Display the Workgroup and Profiles View

l Requirements: The Workgroup / Profiles Tab Security right enables you to display the Workgroup and Profiles view.

The Workgroup and Profiles view lists workgroups and Attendant Profiles by name. Some special conditions control what you see
in the Workgroup and Profiles view.
e [t does not list individual members of a workgroup, as in a Workgroup directory. It lists only Workgroups.
o It lists only inbound call profiles that are configured in Interaction Attendant to allow calls to be transferred to them. It does not
list operator profiles or outbound call profiles.

To display the Workgroup and Profiles view:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Directories.

2. Inthe Views list, select Workgroups/Profiles.
3. Click OK.

Result: The Workgroup and Profiles view appears in the CIC client.

l Tip: You can move this view to another part of the CIC client interface. For more information, see Customizing the
Interface.

Related Topics

Transfer a Call to a Workgroup
Transfer a Call to an Attendant Profile
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Display and Configure the Workgroup Statistics View

Requirements: You need the Customize Client Security right to add views. In addition, the Workgroup Statistics Security right
enables you to display the Workgroup Statistics view. The Statistics Workaroups Access Control right determines which

workgroups can be included in the Workgroup Statistics view. Membership in a workgroup does not confer the right to view
statistics for that workgroup.

To display and configure the Workgroup Statistics view:
1. Inthe Create New View dialog box, set Group by to Categories, and then from the list of categories, select Statistics.

2. Inthe Views list, select Workgroup Statistics.
3. Click OK.

Result: The Workgroup Statistics view appears. It contains a section for each workgroup for which you have the Statistics
Workgroups Access Control right.

' Tip: You can move this view to another part of the interface. For more information, see Customizing the Interface. '

4. To change the workgroup selection, in the Workgroup Statistics view, click Manage Workgroups.

Result: The Workgroup Selection dialog box appears.

7 Workgroup Selection

Available iterns: Selected iterns:

_SystemlvrTransferHub_ Administration

workgroupl CompanyOperator

workgroupd Marketing

workgroup3 Support

workgroupd Add )

workgroup5s

Addall > £ Move up

< foroe
<< Removeall

0K || Cancel

5. Do one of the following:
e From the Available items list, select a workgroup and click Add.

' Note: Repeat this step for each workgroup queue you want to monitor. '

e To add all workgroups, click Add all.

Result: The selected workgroup or workgroups appear in the Selected items list.
6. When finished selecting workgroups, click OK.

Result: The Workgroup Statistics view of the selected workgroups appears in the CIC client.

l Note: Each selected workgroup appears in a separate section of the Workgroup Statistics view. '

Related Topics
Workgroup Statistics View

Transfer a Call to a Workgroup
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Requirements: You need the Search Workgroup Queues Access Control right to a specific workgroup queue in order to
transfer an interaction to that workgroup queue.

You can transfer a call directly to a workgroup listed in the Workgroup and Profile directory. This type of call transfer is similar to a
blind transfer because you do not speak to the transfer recipient. These procedures assume you are transferring calls from My
Interactions, but you can transfer calls from any gueue you are monitoring.

The CIC administrator creates workgroups in Interaction Administrator. Workgroups are logical groups of users (e.g., departments)
that can function as a group in the CIC system. Workgroups can have extensions and queues that enable all members of a
workgroup to receive calls notifying the workgroup. In addition, workgroups can receive regular calls and ACD calls that are routed
to specific workgroups and agents. Workgroups can also serve as distribution lists (to the members) of voice mail, email
messages, and faxes from within CIC.

Note: Before you can transfer a call to a workgroup, you need the appropriate right assigned in Interaction Administrator to view
the workgroup.

To transfer a call to a workgroup:
1. Inform the caller that he or she is going to be transferred.
2. While the call is still connected, do one of the following:

e Onthe Queue Control toolbar, click the Transfer button.
e Right-click the call and choose Transfer from the menu that appears.

Result: The Transfer dialog box appears.
3. Inthe Transfer To: text box, type all or part of the Workgroup’s name or number.

Result: A drop-down list of choices appears.

Tip: If the drop-down list does not contain the workgroup you expected, check the search criteria selected in the
Options drop-down list and make sure Workgroups is selected.

4. From the Transfer To drop-down list, do one of the following:

e Select the appropriate workgroup name and associated extension number.
e Select "Dial [your entry] as Digits" to convert a text entry into numbers.

Result: Status information for the selected CIC Workgroup appears. This enables you to check the workgroup’s current
statistics before transferring the call. Use this information to estimate the probable wait time for a transferred call.

Transfer: user 1 =

Caller Mame John Smithl

Transfer To  Support Options -
“ Support
Interactions Waiting 42 Agents Logged O 15

Longest Interaction Waiting 03:24  Awvailable Agents 0

Owerride Call Forwarding

|3 B 2

Transfer Park Yoicemail Consult

[ Cancel

5. Click the Transfer button.

Result: The transferred call disappears from My Interactions or other queue and is routed to the selected CIC Workgroup.
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Using the Workgroups and Profiles Directory to Transfer a Call

Note: Before you can transfer a call to a workgroup using this method, you must Display the Workgroup and Profile View. You
also need the appropriate user rights to view the name of the workgroup in the Workgroup and Profiles directory.

To transfer a call to a Workgroup in the Workgroups and Profiles directory:
1. Tell the caller that he or she is going to be transferred.
2. Do one of the following:
e Drag the call to a workgroup in the Workgroups and Profiles directory view. In the Transfer Interaction dialog box, click Yes.

o &

Transfer Interaction?

Transfer ‘Bob Smith’ to "Support’, 3006

tes || Mo

e Select a workgroup name in the Workgroups and Profiles directory view and press Enter.

e Right-click a workgroup name in the Workgroups and Profiles directory view. From the shortcut menu, select Selected
Interaction, then select the desired transfer option.

e Click on a workgroup name in the Workgroups and Profiles directory view. In the Directory toolbar, click a Blind Transfer
button.

e Click on a workgroup name in the Workgroups and Profiles directory view. In the Directory toolbar, click Transfer.

Note: For a list of available buttons, see Directory Toolbar Buttons. For more information about adding buttons
to a toolbar, see Customizing Toolbars.

Result: The call disappears from My Interactions and is transferred to the appropriate Workgroup queue.

Related Topics

Introduction to Queues

My Interactions
Transferring Calls
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View Other Workgroup Members' Activation Status

Requirements: You need the View Directory Status Columns Access Control right for the Activated column to display the
Activated column in a Workgroup directory. The View Workaroups Access Control right determines which Workgroup
Directories you can display. For more information, contact your CIC administrator.

In order to receive an ACD workgroup call, an agent must be logged onto the CIC client, have his or her workgroup activation status
set to Active, and be in an "Available" type of Customer Interaction Center status. You can view the activation status of all members
of a workgroup by adding the Activated column to a Workgroup directory.

You can display the Activated column only on a Workgroup directory view. You cannot display it on the Company Directory view.
Activation Status is specific to a workgroup. An agent can be a member of more than one workgroup and be “Active” in one or more
of these workgroups, but “Inactive” in the rest.

l Tip: For more information about adding columns to a directory, see Add or Remove View Columns. '
i3 Company Directory | [F3 Outlook Private Contacts ' [[1)Safety Wardens| - X
Last Mame | First Name | Extension Departrent Activated i
Smith Christopher 1168 Testing <
Smith Greg 1113 Testing v 4
Smith Duke 115 Development V
Smith Jaclyn 1137 Marketing v I
Srnith Russell 1117 Support Services x il
Note: A check mark in the Activated column of a Workgroup directory view indicates an "Active" status. An X indicates an
“Inactive" status.
Related Topics
Change Your Workgroup Activation Status
Customize Columns
View Members of a Workgroup
View Members of a Workgroup
You can view the members of a workgroup and their statuses.
' Note: For information on adding a workgroup directory view to your CIC client interface, see Add or Close Views. '

To view the members of a workgroup:

e Click a Workgroup directory tab.

Result: The members of the workgroup directory and their statuses are displayed.

To call a workgroup member:
e Double-click the member’'s name.
e Right-click the member and select Dial Default Number or other Dial option from the menu that appears.
e Click any phone number in the row for the member.

Related Topics

Add or Close Views
View Other Workgroup Members Activation Status
Working with Other Directories
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Requirements: The Workgroup Statistics Security right enables you to display the Workgroup Statistics view. The Statistics
Workgroups Access Control right determines which workgroups can be included in the Workgroup Statistics view.
Membership in a workgroup does not confer the right to view statistics for that workgroup.

You can view basic statistics for selected workgroup queues. Workgroup statistics can help you determine when you can take a
short break.

Workgroup Statistics

The Shift/Period section of the Workgroup Statistics view displays a statistical summary for the selected workgroup.

Note: If the Workgroup Statistics tab is not visible (behind another tab), after 30 seconds, the tab "hibernates" by clearing all of
its items and remaining inactive until selected again. When you select the Workgroup Statistics tab, it "wakes up" and
repopulates the statistics panels.

54 My Interactions | [-§4 Marketing | 7 Voicemail | ¢ Call History ' #*Workgroup Statistics| - X
Administration ‘
CompanyQperator :@

T = Marketing @ @—’

1 Shift/Period Statistics

Interactions waiting I 0 Logged on agents in this workgroup - 1
On inbound ACD interactions I 4 Longest interaction waiting - N/A
Longest talk time I 036d 01:59:45 Agents available . 0
On inbound ACW | 0 |  Onoutbound ACW ' 0

"[ ¥ Support l

Qe e

[Manage Warkgrou ps]
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1 Minimize Click this control to minimize the statistics section for a selected workgroup.

2 | Workgroup The name of the workgroup as defined in Interaction Administrator.
Name
3 | Close Click this control to remove a selected workgroup statistics section from the Workgroup Statistics
view.
4 | Shift\Period Click this link to display a statistical summary of the current shift and period. For more information, see
Statistics Shift\Period Statistics.
5 | Statistics These statistics appear for each workgroup:

o Interactions waiting: Number of interactions waiting on this workgroup queue.

e/ On inbound ACD interactions: Total number of agents working on inbound ACD interactions in this
workgroup queue.

o Longest talk time: The longest connection time of any of the currently connected interactions. "N/A"
indicates no interactions are currently connected.

e/ On inbound ACW: Total number of agents performing after call Wrap-Up work to conclude an inbound
ACD interaction on this workgroup queue.

o/ Logged on agents in this workgroup: Total number of agents in this workgroup who are logged on,
regardless of their status.

o Longest interaction waiting: The longest amount of time any of the interactions presently in this
workgroup queue have been waiting to be picked up.

o| Agents available: The number of agents in this workgroup who are logged in, have an "Available" status,
and are activated.

o/ On outbound ACW: Total number of agents performing after call Wrap-Up work to conclude an outbound
ACD interaction on this workgroup queue

6 | Maximize Click this control to expand and display the statistics section for a selected workgroup.

7 | Minimized A workgroup name identifies a minimized workgroup statistics section.
sections

8 | Manage Click the Manage Workgroups button to add new workgroups, remove workgroups or to rearrange the
Workgroups order of the displayed workgroups.

Note: When you add this view, all workgroups to which you have the Statistics Workaroups Access
Control right appear.

Shift\Period Statistics
Shift/Period Statistics contain a statistical summary. Separate columns display statistics for the currently selected workgroup and
your personal statistics as a member of that workgroup.

Your CIC administrator defines start and end times for each shift and also defines the number of minutes in each period (starting at
midnight) for each workgroup. For more information about shift and period definitions, see the Interaction Administrator Help.

Note: The Shift/Period Statistics pop-up displays a snapshot of the statistics. It does not update while opened. The My Stats
column does not appear if you have the Statistics Workgroups Access Control right to view statistics for a selected workgroup,
but are not a member of that workgroup.
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Shift Statistics Workgroup My Stats
Average Talk Time 00:02:47 00:02:26
Longest Talk Time Mot a shift statistic  00:00:43
Interactions Received 708 278
Interactions Answered 700 278
Interactions Completed 708 278

Period Statistics Workgroup My Stats
Average Talk Time 00:02:22 00:02:23
Longest Talk Time Mot a period statistic 00:00:32
Interactions Received 708 E
Interactions Answered 700 E
Interactions Completed 708 E

e Average Talk Time: Average connection time for all currently connected calls.

' Note: If there are no currently connected calls, Average Talk Time is N/A (not applicable.)

e Longest Talk Time: The longest amount of time any currently connected call has been connected.

' Note: Longest Talk Time is not calculated at the workgroup level for the current Shift or Period.

e Interactions Received: Number of interactions that have alerted in the workgroup queue or My Interactions.
e Interactions Answered: Number of interactions that agents picked up.

e Interactions Completed: Number of interactions that agents picked up and then disconnected, sent to voice mail, parked on
orbit, or transferred.

Related Topics

Display and Configure the Workgroup Statistics View
Introduction to Queues
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Interaction Client Systems and Subsystems

Managed IP Phone
An IP phone uses Voice over IP technologies that enable you to make telephone calls over an IP network such as the Internet
instead of the ordinary public switched telephone network (PSTN) system.

A Managed IP Phone is set up, configured, and managed in Interaction Administrator. Your CIC administrator can manage the CIC
features available on your IP phone, update firmware and reset your phone from Interaction Administrator.

Your CIC administrator can:
e Enable you to use the Do Not Disturb button or soft key on your phone to set your CIC status to DND.

Note: If you have the appropriate rights, you can configure the synchronization between the Do Not Disturb (DND)
setting on your phone and your CIC client user status.

e Configure distinctive ring tones for incoming Internal, External, and Direct Dialed calls.

Related Topics

Configure Your IP Phone
Set DND Status with Your Phone

About Session Manager

A subsystem component called Session Manager acts as a “traffic cop” or “broker” between CIC client connections and a specified
CIC Server.

Session Manager can run on the CIC Server in smaller implementations or on a stand-alone server in larger environments. Multiple
Session Manager servers can even be clustered to run large systems.

Switchover

Customer Interaction Center (CIC) supports an automated switchover system. If a CIC server ever fails, in less than 30 seconds the
server can switch control to another mirror image CIC server with minimal phone disruption. In addition, administrators can
manually switch the “active” CIC server with no phone disruption. It takes from 90 to 150 seconds for the CIC client to reconnect.

Note: The SMS Interaction Recovery Enabled server parameter controls whether ACD-routed SMS text messages are recovered
after a switchover. Agents initiate text messages by selecting Actions > Send Text Message. The Call Interaction Recovery
server parameter controls whether agent-initiated SMS text messages are recovered. The Call Interaction Recovery parameter
requires special flags for the lonNotifier parameter. For more information on Switchover configuration, see the Interaction
Administrator help, the Call Recovery Feature Technical Reference, and the CIC Automated Switchover System Technical
Reference.

If a switchover occurs, CIC client users see a notification in the status bar. However you do not need to log on again after a
switchover occurs.

l Note: CIC may disconnect your current call during a switchover. '

Related Topics
Auto Reconnect

Auto Reconnect

If the CIC client loses the connection to the CIC server, it automatically attempts to re-establish the connection every 20 - 40
seconds. The range in seconds allows random reconnection attempts which prevents all clients reconnecting at the same time and
eases the load on the CIC server. If Auto Reconnect is not successful, contact your CIC administrator.

Related Topics

Status Bar
Switchover
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General Information

Interaction Desktop Client Help change log

Date Changes

20-January- | Added details about inserting and re-sizing images in HTML email message. Updated the Reply to an HTML Email

2017 Message topic.

03-Februry- | Chromium Embedded Framework replaced Telerik as the default Rich Text Box Email control. Updated Email Editor,

2017 Email Preview, Email Views, Email Window for Outgoing Messages, Print an Email Message, Reply to an HTML
Email Message, Start an Email Interaction, and What's New in Interaction Desktop topics.

iS5 Server parameter TransferDialogDirectories is no longer implemented. Removed from Requirements in Transfer

February- Dialog Box topic.

2017

17- You can use two number signs ( #4#) to enter a carrier identification code before connecting. Added bullet point to

February- Entering Telephone Numbers topic.

2017 If a monitored user and its monitoring user(s) are all in Do Not Disturb status, no station will be alerted and the call
will go directly to voicemail. If at least one of the monitored user or monitoring user(s) is Available, only that agent's
station will ring. Updated Working with Monitored Appearances, Configure Monitored Appearances, and Customize
Monitored Appearances topics.

22- New server parameters, MaxSpeedDialPageSize and DefaultSpeedDialPageSize control the maximum number of

February- | contacts displayed in a Speed Dial view. Noted in Requirements section of the Working with Speed Dial Views topic.

2017

28- A lock icon indicates private Speed Dial and Directory views in the Create New Views dialog box. Added a Tip in Add

February- | or Close Views, Working with Directories, and Working with Speed Dial Views topics.

2017

02-March- | Workgroup Statistics interval statistics control is not shown in Workgroup Statistics view if the user is not a

2017 member of the workgroup. Added Note to Workgroup Statistics view topic.

18-July- Optimizer settings do not apply to embedded mode. Added Note to Optimizer Settings topic.

2017

09- For historical reporting purposes however, you cannot delete a Tracker Contact once it is associated with an

September- | interaction. Added to Delete a Tracker Contact topic.

2017

23- Rebranded documentation to reflect Genesys logo and product terminology and names.

October-

2017

03- Added Tip to contact CIC administrator if unable to pick up an interaction in the Answer an Incoming Interaction

November- | topic.

2017

08- CIC does not forward ACD-routed calls when you are in an Available Forward status. Added Note to Forward Calls

February- | to Your Remote Telephone Number.

2018

14-June- Added Social Media as a new Interaction Address type for a contact. Updated Add a Tracker Contact, Add a Tracker

2018 Location, Add a Tracker Organization, Modify Tracker Contact Information, Modify Tracker Location Information,
and Modify Tracker Organization Information topics.

12-Jduly- Popping to My Interactions view requires the Operator Console licence. Updated General Alerting Options.

2018

02-August- | Updated all URLs pointing to inin.com, including testlab.inin.com, help.inin.com and ideas.inin.com.

2018
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25- Added a new section, Speed Dial View Limits, to Working with Speed Dial Views topic.

October-

2018

1t Added Note to Manage Templates topic, that CIC administrators can publish templates with a link to IA help.

November-

2018

18- Corrected typo in Automatic Status Changer. Now reads: If your status is already set to what the Automatic Status

November- | Changer would change it to when you resume work, it does not change your status.

2018

01-January- | e-FAQ support ended. Removed all e-FAQ topics and related references from other topics.

2019

15- View General Directories ACL is not needed for contact resolution. Removed from Requirements in multiple topics.

February-

2019

15-March- | Created this change log.

2019

26-March- | Fixed broken hyperlink in Working with Response Management.

2019

27-March- | Changed PureCloud Integration to PureConnect Integration in introduction.

2019

09-April- In Listen to Someone Leave a Voice Mail Message topic, added link to Working with Voice Mail. In Working with

2019 Voice Mail topic, add emphasis to "voicemail features on your telephone" and made converted references to the CIC
TUI User's Guide and Quick Reference Card to working hyperlinks.

15-April- In Create Personal Responses topic, added to Tip: In English language systems, include favorite as one of your label

2019 entries. For languages other than English, a label in the local language is required.

08-May- Added (000) for Out of Office to Personal Prompts Options and Possible Status Values topic to improve search

2019 results per a user request.

09-May- Added link to Interaction Information to show selection of wrap-up code in the Understanding Wrap-Up Codes topic.

2019

26-June- Updated description of when wrap-up codes are used in the Understanding Wrap-Up Codes topic. Made it clearer

2019 calls made on behalf of a workgroup are the only type of outgoing interactions that support wrap-up codes.

03-July- Removed all references to PureCloud Directory view. This is no longer supported. Added notice to the What's New in

2019 Interaction Desktop help topic.

30-July- In the Shortcut keys topic, in Pop the CIC client, changed to Windows 8 and higher: WinKey+N.

2019

06-August- | Added Accessibility topic and Improved Accessibility Compliance to What's New in Interaction Desktop topic.

2019

09- Moved removal of PureCloud directory view to a 2019 R3 Patch 04 section. Rewrote description.

September-

2019

25: Added to My Interaction Ring Sounds requirements: To play ring sounds for incoming interactions, select Ring

September- | Computer in General Alerting Options; also fixed link to Customize Monitored Appearance Alerts topic.

2019

25- Updated definitions of Local Disconnect and Remote Disconnect in Understanding an Interaction's State topic.

September-

2019
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11- Added link to Advanced Dialing Options in the Dial of Behalf of a Workgroup topic.

October-

2019

25- Edits for renaming of PureCloud for CIC integration to Genesys Cloud for PureConnect integration.
October-

2019

31-January- | Added information about Call History Max Time server parameter to Call History Retention section of Call History
2020 topic.

06-March- | Added Note about configuration of data sources to the Use the Related Items View topic.

2020

06-March- | Removed Audio Tuning Wizard topic.

2020
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