
http://help.genesys.com/cic
https://help.genesys.com/cic/desktop/copyright_and_trademark_information.htm


























https://help.inin.com/cic/mergedProjects/wh_sfsrv/desktop/Salesforce_Object_Routing_Server.htm
https://my.inin.com/products/cic/Pages/Utilities-Downloads.aspx
https://all.docs.genesys.com/WID/Current/Developer/GWCCustomize
https://developer.genesys.com/home/
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_iupdate/desktop/local_provider.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_iupdate/desktop/standalone_provider.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_iupdate/desktop/remote_provider.htm
https://genesyspartner.force.com/customercare/CustomerCareContactUs


https://support.microsoft.com/en-us/help/4456242/end-of-support-for-sql-server-2008-and-sql-server-2008-r2
https://azure.microsoft.com/en-us/migration/sql-server/
https://genesyspartner.force.com/customercare/pkb_Home?id=kA80d0000008OpYCAU
mailto:NAInquiries@genesys.com
mailto:revenue_orders.emea@genesys.com
file:///C:/Users/sonyam/AppData/Local/Temp/makepdf/apac_omteam%40genesys.com


https://help.genesys.com/cic/mergedprojects/wh_tr/desktop/pdfs/subscription_billing_tr.pdf
https://help.genesys.com/cic/mergedProjects/wh_iandc/desktop/ic_pdfs/installation_configuration_guide.pdf
https://my.inin.com/products/cic/Pages/Utilities-Downloads.aspx
https://genesyspartner.force.com/customercare/GenesysCommunityLogin
https://genesyspartner.force.com/customercare/kAC0B0000008OnV
https://my.inin.com/products/cic/Documents/Security_Precautions_TR.pdf
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_data_privacy/desktop/pdprtool.htm
https://support.microsoft.com/en-us/lifecycle/search?alpha=Windows 7 Service Pack 1
https://help.genesys.com/cic/desktop/software_requirements.htm#Client_Admin_Workstation


https://help.salesforce.com/articleView?id=lex_gaps_limitations.htm&amp;type=0
https://help.salesforce.com/home
http://help.inin.com/cic/mergedProjects/wh_tr/desktop/pdfs/process_automation_tr.pdf
https://my.inin.com/products/ic30/Documentation/mergedProjects/wh_imon/bin/interaction_monitor_server_implementation_guide.pdf


https://help.salesforce.com/apex/HTViewSolution?urlname=CTI-Toolkit-Retirement-in-Spring-17&language=en_US
http://help.inin.com/cic/desktop/salesforce.htm
http://help.inin.com/cic/mergedProjects/wh_sfcic/desktop/release_notes_cic4sf.htm
http://help.inin.com/cic/mergedProjects/wh_sfcic/desktop/what_s_new_in_cic_for_salesforce.htm
https://www.microsoft.com/en-us/WindowsForBusiness/End-of-IE-support
http://help.inin.com/cic/desktop/software_requirements.htm#webbrowser
https://my.inin.com/products/cic/Pages/Software-Requirements.aspx


https://help.genesys.com/cic/desktop/pdfs/client_comparison_qr.pdf
https://my.inin.com/products/Pages/product-version-end-of-life.aspx
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/client_introduction_basl.htm
https://help.genesys.com/cic/mergedProjects/wh_sfcic/desktop/cic_for_salesforce.htm
https://my.inin.com/products/Pages/Downloads.aspx


https://help.genesys.com/cic/mergedProjects/wh_ps/desktop/introduction_packagedhardware.htm
https://help.genesys.com/cic/desktop/software_requirements.htm#webbrowser
http://testlab.genesys.com/ProductsPage.aspx?ProductType=36
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/technical_reference_documents.htm
https://help.genesys.com/cic/desktop/genesys_end_of_life_products.htm
https://genesyspartner.force.com/customercare/GenesysCommunityLogin
https://community.genesys.com/communities/pureconnect?CommunityKey=cf214c8f-5206-4010-9b2c-2085cbd65a44






https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/interaction_administrator_help.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_e911/desktop/overview_of_e911_integration_for_cic.htm


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/chats_and_the_current_interaction_view.htm


https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_web_portal_marquee/desktop/introduction_to_interaction_web_portal.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_web_administrator/desktop/Interaction_Administrator_Web_Edition.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_installation_and_configuration/desktop/software_requirements.htm


https://help.genesys.com/cic/mergedProjects/wh_io/desktop/operating_limits.htm
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/about_purecloud_for_cic.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/purecloud_for_cic_ag.pdf
https://testlab.genesys.com/index.aspx
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_installation_and_configuration/desktop/software_requirements.htm
https://all.docs.genesys.com/ATC/Current/AdminGuide/About_content_offers


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/managed_ip_phones_ag.pdf


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/analyzer_tr.pdf


https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_ai_wfm/desktop/introduction_to_pureconnect_ai-driven_workforce_management.htm
https://help.genesys.com/cic/mergedProjects/wh_io/desktop/ai-powered_scheduling.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/logging_in.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Journey_Map.htm#Journey_Map_Licensing
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Journey_Map.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/basl_view_interaction_properties.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Journey_Map.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Journey_Map_View.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Resolve_a_Contact.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Add_a_Contact.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Add_an_Organization.htm


https://help.genesys.com/cic/mergedProjects/wh_icde/desktop/accessiblity_compliance.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/tts_engines_tr.pdf
file:///C:/Users/sonyam/AppData/Local/Temp/makepdf/help.genesys.com/cic/mergedprojects/wh_tr/desktop/pdfs/isr_tr.pdf
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/SMS_behavior_type.htm
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/SMS_Settings.htm
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/dialer_manager_help.htm
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/DigitalHistory_table.htm
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/dialer_agent_statistics.htm


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/dialer_icg.pdf
https://help.genesys.com/cic/mergedProjects/wh_is/desktop/workgroup_directory_control.htm
https://help.genesys.com/cic/mergedProjects/wh_is/desktop/workgroup_directory_view.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_voicexml_tr/desktop/supported_vxml_data_elements.htm
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/analytics_configuration.htm


https://help.genesys.com/cic/desktop/altocloud_integration_landing.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/altocloud_integration_tr.pdf


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Journey_Map.htm#Journey_Map_Licensing
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Journey_Map.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/basl_view_interaction_properties.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Journey_Map.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Journey_Map_View.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Resolve_a_Contact.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Add_a_Contact.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_Add_an_Organization.htm
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/optional_general_server_parameters.htm
https://my.inin.com/products/Pages/Downloads.aspx
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/language_pack_tr.pdf
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/prompt_pack_tr.pdf
https://my.inin.com/products/Pages/Downloads.aspx
https://help.genesys.com/cic/mergedProjects/wh_dlr/desktop/dlr_pdfs/dialer_icg.pdf


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/widgets_plugins_configuration.htm






https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/widgets_plugins_configuration.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/working_with_callback_requests.htm
https://help.genesys.com/cic/desktop/altocloud_integration_landing.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_altocloud_int/desktop/configure_the_integration.htm


https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/Email_HTML_behavior_type.htm
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/DigitalHistory_table.htm
https://help.genesys.com/cic/desktop/interaction_optimizer.htm
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/dialer_agent_statistics.htm






https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_recorder/desktop/about_this_information.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/technical_reference_documents.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/technical_reference_documents.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_social_media/desktop/interaction_recovery_for_social_media_interactions.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_social_media/desktop/pureconnect_social_media_technical_reference.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_social_media/desktop/licensing.htm
https://mycloud.inin.com/terms-and-conditions
https://help.genesys.com/cic/mergedprojects/wh_rn/desktop/conditional_release_of_cx_insights_and_social_media_features_2018_r5.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_social_media/desktop/licensing.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_social_media/desktop/social_media_configuration.htm


https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_managed_phones/desktop/polycom_firmware_for_supported_and_eol_phones.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/widgets_plugins_configuration.htm


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/technical_reference_documents.htm
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/managed_ip_phones/advanced_options_polycom.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/managed_ip_phones_ag.pdf
https://my.inin.com/products/cic/Documents/Security_Features_TR.pdf


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/social_media_tr.pdf




https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_recorder/desktop/about_this_information.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/social_media.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/configure_facebook_channels.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/configure_twitter_channels.htm
https://help.genesys.com/cic/mergedProjects/wh_rn/desktop/interaction_connect_quality_dashboard.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/social_direct_message_scorecard.htm
https://help.genesys.com/cic/mergedProjects/wh_icde/desktop/secure_input.htm


https://help.genesys.com/cic/mergedProjects/wh_is/desktop/interaction_statistics.htm
https://help.genesys.com/cic/mergedProjects/wh_is/desktop/interaction_details_view.htm
https://help.genesys.com/cic/mergedProjects/wh_is/desktop/interaction_details_dialog.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/Use_Response_Management_During_a_Social_Media_Interaction.htm
https://help.genesys.com/cic/desktop/gendocs_usage.htm






https://my.inin.com/products/cic/Pages/Container-Images.aspx
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/pureconnect_paas_sm_icg.pdf
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/social_media_tr.pdf


https://help.genesys.com/cic/mergedProjects/wh_is/desktop/interaction_statistics.htm
https://help.genesys.com/cic/mergedProjects/wh_is/desktop/interaction_details_view.htm
https://help.genesys.com/cic/mergedProjects/wh_is/desktop/interaction_details_dialog.htm
https://help.genesys.com/cic/mergedProjects/wh_icde/desktop/add_a_tracker_contact.htm?rhsearch="interaction address type"&rhsyns= 
https://help.genesys.com/cic/mergedProjects/wh_icde/desktop/add_a_tracker_organization.htm
https://help.genesys.com/cic/mergedProjects/wh_icde/desktop/add_a_tracker_location.htm


https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_social_media/desktop/licensing.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_social_media/desktop/user_and_workgroup_configuration.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_social_media/desktop/station_configuration.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_social_media/desktop/user_and_workgroup_configuration.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_social_media/desktop/user_and_workgroup_configuration.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_social_media/desktop/social_media_configuration.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/social_media_tr.pdf
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/enable_social_media.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/create_or_log_on_to_your_social_media_account.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/configure_facebook_channels.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/configure_twitter_channels.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/social_media_TR.pdf
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/Social_Media.htm


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/social_media_TR.pdf
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/Social_Media.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/quality_dashboard.htm




https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_recorder/desktop/about_this_information.htm


https://help.genesys.com/cic/mergedProjects/wh_insights/desktop/interaction_insights.htm
https://help.genesys.com/cic/mergedProjects/wh_confa/desktop/install_interaction_conference_outlook_plug_in.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/configure_account_codes.htm


https://help.genesys.com/cic/mergedProjects/wh_icde/desktop/working_with_account_and_wrap_up_codes.htm
https://help.genesys.com/cic/mergedProjects/wh_icde/desktop/customize_columns.htm
https://help.genesys.com/cic/mergedProjects/wh_icde/desktop/add_or_remove_page_columns.htm


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/ibasl_features.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/active_alerts_view.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/agent_overview.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/workgroup_overview.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/workgroup_overview_basl.htm




https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/quality_dashboard.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/email_scoreboard.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/ipa_overview.htm#IPA_User_Licenses
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/ipa_overview.htm#IPA_User_Rights
mailto:graeme.provan@genesys.com
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/ipa_overview.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/work_item_viewer.htm




https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/Stationless_Logon.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/Monitored_Interactions.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/widgets.htm


https://docs.genesys.com/Documentation/GWC/8.5/CXWBusAPI/Welcome
https://docs.genesys.com/Documentation/GWC/8.5/Deployment/Welcome
https://docs.genesys.com/Documentation/GWC/8.5/WidgetsAPI/Welcome


https://support.microsoft.com/en-us/help/3186539/the-microsoft-net-framework-4-7-for-windows-8-1-windows-rt-8-1-and-win
https://help.genesys.com/cic/desktop/software_requirements.htm
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/optional_general_server_parameters.htm
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/ic_server/lines/sip_line_configuration_dialog_box_options/sip_line_options.htm
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/configure_domain_properties_for_an_exchange_provider.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/technical_reference_documents.htm


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/technical_reference_documents.htm
https://help.genesys.com/cic/desktop/previous_documentation_libraries.htm


https://help.genesys.com/cic/releasenotes/


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/BASL_IO_Interaction_Optimizer.htm
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/license_agents_for_the_My_Quality_Results_view_in_Interaction_Connect.htm


https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/scripter_dg/desktop/writing_custom_scripts_for_interaction_connect_or_scripter_net.htm
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/scripter_dg/desktop/interaction_scripter_developers_guide.htm


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/reporting_tr.pdf




https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/call_security.htm


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/custom_buttons.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/change_user_s_activated_workgroups.htm


https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/optional_general_server_parameters.htm
https://help.genesys.com/cic/desktop/software_requirements.htm#Speech_Recognition_Engine__ASR_


https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_recorder/desktop/index.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_recorder/desktop/ic_user_applications_64-bit_command-line_installation.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_recorder/desktop/installing_and_configuring_interaction_recorder.htm


https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/ir_cloud_services_configuration.htm
http://docs.aws.amazon.com/general/latest/gr/rande.html#s3_region
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/ir_cloud_services_configuration.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/interactive_update_tr.pdf
https://my.inin.com/products/cic/Documents/Security_Precautions_TR.pdf


https://help.genesys.com/cic/desktop/software_requirements.htm#Speech_Recognition_Engine__ASR_
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/recorder_tr.pdf
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/web_portal_marquee_icg.pdf
https://my.inin.com/products/cic/Documents/Security_Precautions_TR.pdf
http://www.callscripter.com
https://my.inin.com/products/AllianceSolutions/Pages/CallScripter.aspx


https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/optional_server_parameters.htm
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/optional_server_parameters.htm
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/optional_server_parameters.htm


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/personal_prompts_options.htm


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/my_interactions_ring_sounds.htm
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/automation_tab.htm
https://help.genesys.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/optional_server_parameters.htm


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/installing_and_configuring_interaction_recorder.htm
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/ldap_data_source_configuration.htm


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/interaction_media_server.htm


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/installing_and_configuring_interaction_recorder.htm


https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/sms_broker.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/sms_tr.pdf
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/process_automation.htm
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/ic_server/lines/sip_line_configuration_dialog_box_options/modify_tls_cipher_suites.htm?rhsearch=cipher&rhsyns= 
https://help.genesys.com/cic/desktop/software_requirements.htm#Microsoft_Exchange_and_Outlook_
https://my.inin.com/products/cic/Documents/Security_Features_TR.pdf


https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/interaction_speech_recognition.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/text_to_speech_engines.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/text_to_speech_engines.htm




https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/interaction_scripter.htm


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/customizing_queue_control_toolbars.htm


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/working_with_monitored_appearances.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/introduction_to_queues.htm


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/filter_a_queue_view.htm
https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/filter_a_queue_view.htm


https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/cic_web_based_phone.htm


https://help.genesys.com/cic/mergedProjects/wh_dataex/desktop/interaction_data_extractor.htm
https://help.inin.com/cic/mergedProjects/wh_ia/desktop/optional_general_server_parameters.htm
https://help.genesys.com/cic/desktop/software_requirements.htm


https://help.genesys.com/cic/mergedProjects/wh_rh/desktop/calibration_details.htm
https://help.genesys.com/cic/mergedProjects/wh_rh/desktop/calibration_recording_summary.htm




http://help.inin.com




http://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/about_directories.htm








https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/voicemail_view.htm


https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/optional_general_server_parameters.htm
https://help.inin.com/cic/mergedProjects/wh_icde/desktop/emails_configuration.htm


https://help.inin.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/optional_server_parameters.htm
https://help.inin.com/cic/mergedProjects/wh_dlr/mergedProjects/dialer_manager_help2/desktop/campaign_server_parameters.htm
https://help.inin.com/cic/mergedProjects/wh_ia/desktop/optional_general_server_parameters.htm
https://help.inin.com/cic/mergedProjects/wh_is/desktop/force_user_logouts.htm


https://help.inin.com/cic/mergedProjects/wh_ia/desktop/managed_ip_phones/advanced_options_polycom.htm
https://help.inin.com/cic/mergedProjects/wh_tr/desktop/designer_rest_api_tools.htm


http://bcove.me/vcuuc4sf
http://help.inin.com/cic/mergedProjects/wh_rn/desktop/interaction_administrator_change_log_enhancements.htm


mailto:PureCloudInsideSalesDev@genesys.com
https://help.inin.com/cic/mergedProjects/wh_tr/desktop/pdfs/PureCloud_for_CIC_AG.pdf




https://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/reply_to_an_email.htm
https://help.genesys.com/cic/mergedProjects/wh_icwe/desktop/my_interactions.htm




https://help.inin.com/cic/mergedProjects/wh_tr/desktop/interaction_migrator.htm




https://my.inin.com/products/cic/Documents/Security_Features_TR.pdf
http://testlab.genesys.com/ProductsPage.aspx?ProductType=9




file:///C:/Users/sonyam/AppData/Local/Temp/makepdf/interaction_recorder_https_support_for_export%2c_playback%2c_and_archiving.htm
https://extranet.inin.com/products/Pages/KB-Details.aspx?entryid=q147040943600476
http://help.inin.com/cic/mergedProjects/wh_tr/desktop/E911.htm


http://help.inin.com/cic/mergedProjects/wh_rh/desktop/legacy_reports.htm
http://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/workgroup_queue_statistics.htm


http://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/workgroup_overview.htm


http://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/agent_overview.htm
http://help.inin.com/cic/mergedProjects/wh_is/desktop/content_servers_view.htm


http://help.inin.com/cic/mergedProjects/wh_tr/desktop/ic_and_snmp.htm
http://help.inin.com/cic/mergedProjects/wh_is/desktop/pmq.htm
http://help.inin.com/cic/mergedProjects/wh_tr/desktop/interaction_recorder_remote_content_service.htm
http://help.inin.com/cic/mergedProjects/wh_ia/desktop/rec_recording_generation.htm




http://help.inin.com/cic/versions/2016r3/mergedProjects/wh_ps/desktop/SIP_Proxy_TR.pdf
http://help.inin.com/cic/mergedProjects/wh_id/desktop/rest_http_request.htm
http://help.inin.com/cic/mergedProjects/wh_id/desktop/bearer_token_request.htm
http://help.inin.com/cic/mergedProjects/wh_id/desktop/json_builder.htm
http://help.inin.com/cic/mergedProjects/wh_id/desktop/json_parser.htm
http://help.inin.com/cic/mergedProjects/wh_id/desktop/array_builder.htm
http://help.inin.com/cic/mergedProjects/wh_id/desktop/arrary_parser.htm


https://help.inin.com/cic/mergedProjects/wh_ia/desktop/it_items_tracked.htm


http://help.genesys.com/cic/mergedProjects/wh_basl_connect/desktop/purecloud_integration.htm
http://help.genesys.com/cic/mergedProjects/wh_icde/desktop/purecloud_integration.htm




http://help.inin.com/cic/mergedProjects/wh_tr/desktop/pdfs/PureCloud_for_CIC_AG.pdf
http://testlab.genesys.com/compatibilityfiles_external/documents/Final_IPXC_InstallandConfigDoc.pdf
http://testlab.genesys.com/
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/SMS_TR.pdf


https://my.inin.com/products/cic/Documents/Security_Features_TR.pdf




http://help.inin.com/cic/mergedProjects/wh_tr/desktop/pdfs/managed_ip_phones_ag.pdf


http://help.inin.com/attach/Media_Server_Estimation_Spreadsheet_2016.xlsx
http://help.inin.com/attach/Media_Server_Estimation_Spreadsheet_2016.xlsx










http://help.inin.com/cic/
















https://extranet.inin.com/products/selfhelp/Webinars/Pages/ProductBriefings.aspx
http://help.inin.com/cic/mergedProjects/wh_tr/desktop/Process_Automation.htm
https://developer.inin.com/documentation/pages/default.aspx


















http://help.inin.com/






https://my.inin.com/products/cic/Pages/Database-Schema-Change-Library.aspx
http://developer.inin.com/
http://help.inin.com/cic/mergedProjects/wh_tr/desktop/pdfs/Media_Server_TR.pdf


https://help.genesys.com/cic


https://help.genesys.com/cic


https://my.inin.com/products/Pages/Known-Issues.aspx
https://my.inin.com/products/Pages/Downloads.aspx


https://help.genesys.com/cic
http://developer.inin.com
https://help.genesys.com/cic/
https://help.genesys.com/justintime/index.html
https://developer.inin.com/
https://support.microsoft.com/en-us/kb/2934520
https://my.inin.com/products/Pages/Downloads.aspx
https://my.inin.com/products/cic/Pages/Software-Requirements.aspx


https://my.inin.com/products/cic/Documentation/mergedProjects/wh_tr/bin/interactive_update_tr.pdf
https://developer.inin.com/


https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/about_enhanced_ia_change_log.htm
https://help.genesys.com/cic/mergedProjects/wh_ia/desktop/database_views_for_the_eachangelog.htm
























mailto:sharon.moon@avds.com






https://my.inin.com/products/cic/Documentation/index.htm


























https://developer.inin.com/documentation/pages/default.aspx






https://developer.inin.com/documentation/pages/default.aspx














https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/reporting_tr.pdf
https://help.genesys.com/cic/mergedProjects/wh_tr/desktop/pdfs/scheduled_reports_icg.pdf




https://extranet.inin.com/products/ic40/Pages/Service-Updates-The-Latest-IC-4.0-SU.aspx
https://my.inin.com/products/cic/Pages/Releases-and-Patches.aspx.
https://my.inin.com/products/selfhelp/Webinars/Pages/ProductBriefings.aspx


https://developer.inin.com/documentation/pages/default.aspx






































mailto:ProductManagement-PureConnect@genesys.com


































mailto:ProductManagement-PureConnect@genesys.com










https://my.inin.com/support/products/ic40/Documentation/mergedProjects/wh_tr/bin/Sample_Reports_for_Interaction_Reporter.pdf
https://my.inin.com/support/products/ic40/Documentation/mergedProjects/wh_tr/bin/Sample_Reports_for_Interaction_Reporter.pdf
























http://testlab.genesys.com


https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_oracle_cloud_scriptassist/desktop/index.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_oracle_cloud_dd/desktop/index.htm
https://help.genesys.com/cic/mergedProjects/wh_tr/mergedProjects/wh_tr_oracle_cloud_icg/desktop/index.htm
https://developer.inin.com/blog/Pages/Remedy-8.1-Integration-Demo.aspx






















https://my.inin.com/products/recorder






https://appfoundry.genesys.com/#/filter/pureconnect










http://testlab.genesys.com


https://my.inin.com/products/cic/Pages/Localization.aspx


















https://help.genesys.com/cic






http://testlab.genesys.com/




https://my.inin.com/products/cic/Pages/Localization.aspx
https://my.inin.com/products/cic/Pages/Language-Pack-CD.aspx
https://my.inin.com/products/cic/Pages/Localization.aspx


























































https://my.inin.com/products/cic/Pages/Software-Requirements.aspx
https://my.inin.com/products/cic/Pages/Hardware-Requirements.aspx


https://help.genesys.com/cic


https://itunes.apple.com/us/app/interaction-supervisor-ipad/id588821556?mt=8


mailto:Alliances@genesys.com





	Table of Contents
	Product Notices
	Salesforce Object Routing Server
	Genesys Widgets Customization
	Interactive Update No Longer Supports updates.inin.com
	Early Adopter Programs
	Microsoft SQL Server 2008 R2 End of Support
	PureCloud for CIC Directory View Feature End of Support
	PureConnect Billing Notices
	PureConnect Cloud Billing Notice
	Subscription Billing

	Microsoft Exchange MAPI-based Integrations
	PureConnect Data Privacy Request Tool
	Windows 7 End of Support
	Microsoft Windows Server 2008 R2
	Interaction Host Recorder and SSL encryption and authentication support
	Salesforce Lightning Experience
	IPA Process Automation Server Version 1
	Interaction Monitor
	Legacy Salesforce Integrations
	Internet Explorer 10
	Updates for Previous Releases
	Legacy SMS Gateway Broker Deprecated
	End of Life Schedule for Interaction Client Web and Mobile Web Editions
	TLS 1.2
	HP ProLiant Gen10 Server available
	Internet Explorer 11 support
	PureConnect Licensing
	Interaction Connect Language Localization Change
	Interaction Edge and Interaction Gateway End of Support
	IS_Action_CallComplete now sends updated attributes

	New Features in 2020 R1
	E911 Emergency Calls
	Interaction Administrator
	CIC Clients

	Interaction Connect Accessibility Enhancements
	Web Chat Enhancements
	New Compiler and Binary Compatibility (2020r1)
	Support for Microsoft Windows Server 2019
	Support for Speech Technologies

	New Features in 2019 R4
	Operating Limits in Interaction Optimizer
	PureCloud Bridge Replacement
	Validation of Oracle 12.2
	Altocloud Content Offers

	New Features in 2019 R3
	Genesys and AudioCodes Firmware Upgrade
	Interaction Analyzer Statistics
	Interaction Analyzer Workgroup Statistics
	Interaction Analyzer Workgroup Details Statistics
	Interaction Analyzer Agent Details Statistics

	Interaction Optimizer AI-Powered Scheduling
	Interaction Connect Support for Arabic
	Journey Map
	Availability

	Interaction Desktop Improved Accessibility Compliance
	User-defined Pronunciation Dictionary Support
	Interaction Dialer now supports SMS
	Limitations on outbound SMS messaging
	Interaction Dialer Digital History includes SMS data
	Real-time SMS Totals
	Interaction Dialer now requires Microsoft SQL Server 2012 Native Client
	Skill Set Columns in Interaction Supervisor
	JSON Support for VoiceXML Applications
	Event-level IVR Data Logging

	New Features in 2019 R2
	Altocloud chat icon
	Interaction Optimizer AI-Powered Forecasting
	Journey Map
	Availability

	New Server Parameter to Block the IC Server from Moving Recordings by Region
	Separate .iso Files for Language Pack and Prompt Pack Installs
	CIC Language pack and Prompt Pack Installs
	Dialer Language pack and Prompt Pack Installs

	Web Chat Widget Subject

	New Features in 2019 R1
	2019 R1 Documentation Library Enhancements
	Additional Genesys Widget Types
	Altocloud Integration
	Browser-based application rebranding
	Dialer now supports campaigns that use HTML email
	Interaction Dialer Digital History
	Interaction Optimizer Social Media Interactions
	Real-time Email Totals
	Recording Retention Based on Recording Date
	Interaction Recorder Policy Editor
	Interaction Recorder Client for IC Business Manager

	Siebel Innovation Pack 2018 support
	Social Media Interaction Recovery
	Social Media Processor Deployed as a Service
	Support for New Polycom Phones and Firmware
	Third-Party Chatbot Support

	New Features in 2018 R5
	Polycom Firmware 5.8.0 Supported
	Polycom VVX D60 Wireless Handset Supported
	Support for New Phones and Firmware
	Security Certificates from Windows Security Store
	Conditional Release of CX Insights and Social Media Features 2018 R5
	Social Media Features Conditional Release Update (2018 R5)

	Social Media Direct Message Recordings
	Interaction Recorder Policy Editor
	Interaction Recorder
	Working with Recording Search Results

	Social Media Direct Messages
	Social Media Direct Messages - Analytics
	Social Media and Response Management
	Documentation Enhancements in 2018 R5
	New Search Engine
	Google Translate Support
	New Landing Pages


	New Features in 2018 R4
	Conditional Release of CX Insights and Social Media Features
	Social Media Features Conditional Release Update (16 October, 2018)

	Social Media
	Social Media Analytics
	Social Media Configuration
	Social Media Interactions
	Social Media Recordings
	Interaction Recorder Policy Editor
	Interaction Recorder


	CX Insights
	Interaction Conference Microsoft Outlook Plugin
	Interaction Connect Account Code Configuration
	Requirements for Configuring Account Codes
	Account Codes view

	Interaction Connect Add-ins
	Interaction Connect Alert Configuration
	Interaction Connect Compact Speed Dial View
	Interaction Connect Email Playback in Quality Dashboard
	Interaction Connect IPA Support
	IPA Integration Differences
	Interaction Connect
	Interaction Desktop


	Interaction Connect Stationless Logon
	Interaction Connect Widgets Configuration
	Interaction Dialer Call History Details
	Microsoft .NET Framework 4.7 Requirement
	New Server Parameter: Allow Multiple Calls to Station On Deferred Answer Line
	Polycom Phone Trio 8500/8800 Support
	OAuth Authentication with Exchange
	Chatbot Service
	Documentation Updates
	New Documentation Cover Page Format
	Data Dictionary URL


	New Features in 2018 R3
	Release Notes Web App Support
	Interaction Optimizer client license
	Interaction Connect Optimizer integration
	Interaction Connect Quality Dashboard
	Interaction Connect Supports Custom Outbound Scripts
	New CIC Server Parameter for Purging Large Report Log Databases

	New Features in 2018 R2
	Interaction Connect
	Microsoft Windows Server 2016
	Interaction Screen Recorder Capture Client
	Interaction Administrator
	Interaction Dialer
	Interaction Migrator
	Speech
	Interactive Update
	Data Privacy
	Interaction Attributes
	Interaction Connect Call Security
	Interaction Connect Custom Buttons
	Interaction Connect Workgroup Activation Management
	Interaction Migrator
	Language Support Additions or Updates
	Speech Recognition model updates
	Interaction Speech Recognition improvements for British English (en-GB) built-in grammar
	Interaction Text to Speech model updates
	DNN Language Models
	Nuance is not supported on Microsoft Windows Server 2016
	Deprecated Property
	Text to Speech Engines

	Configure an HTTP Connection for Interaction Screen Recorder Capture Client
	New Documentation to Help Customers Configure SOAP Listener
	Deprecated Interaction Mobilizer SDK
	Interaction Screen Recorder Capture Client installation command-line option
	New Amazon S3 Region Endpoints added to S3 Bucket Configuration
	Ability to Add Custom Amazon S3 Endpoints to S3 Bucket Configuration
	Patch Update Required for Interactive Update
	PureConnect data privacy
	Support for Microsoft Windows Server 2016
	New CIC Server Parameter to Sort the Workgroup Overview
	Interaction Attributes
	Interaction Dialer Option to Suppress Tracing of Attribute Values
	CallScripter Replaces Interaction EasyScripter
	New Interaction Dialer Server Parameters

	New Features in 2018 R1
	Interaction Connect Personal Prompts
	Interaction Connect Ring Sounds
	Interaction Dialer updates
	Interaction Recorder Park Segments Events
	Interaction Web Portal Timeout Values
	Media Server Language Support
	New Columns in Interaction Recorder Archiving Template
	New SMS Brokers
	Removal of Interaction Process Automation PAS_usev2 Server Parameter
	Removal of Weak Cipher Suites
	Support for Microsoft Office 365
	Support for Third-Party Certificates and Improved Security for Certificates and Private Keys
	ISR Confidence Scoring Improvements
	Treatment of dates in ITTS
	Treatment of non-native characters in ITTS
	Genesys Rebranding
	Windows Start Menu Location
	Installed Application Publisher Name
	Renaming of the ININProductInfo Utility
	What Has Not Changed

	New Custom Columns in InteractionCustomAttributes Table

	New Features in 2017 R4
	Interaction Connect Scripter Integration
	Interaction Connect Customize Queue Control Toolbar
	Interaction Connect Monitored Appearances
	Interaction Connect Queue Views
	Additional Queue Types
	Queue Filtering
	Queue Limits

	Interaction Connect Web-based Phone
	Interaction Data Extractor
	Interaction Process Automation PAS_LoadBalanceThreshold server parameter
	Language Support Additions
	Microsoft .NET Framework 4.5.2 Requirement
	New Crystal Reports for Calibration Details and Calibration Recording Summary

	New Features in 2017 R3
	Time Stamp Added to Trace Log File Names
	CIC Data Dictionary Improvements
	Interaction Client New Default Status Icons
	Interaction Connect Camp
	Interaction Connect Directory Editing
	Interaction Connect Fax View
	Interaction Connect Inbound SMS Text Messages
	Interaction Connect Speed Dial
	Interaction Connect Voicemail View
	Interaction Desktop Email Editor
	Interaction Dialer Scalability Enhancements
	Interaction Fax Max Cover Page Size Server Parameter
	Interaction Optimizer Erlang-C Option for ACD Simulation
	Interaction Supervisor Force User Logouts
	New Crystal Reports for Line Group Summary and Detail, and Quality Scoring Details
	Polycom Phone Advanced options
	REST API JSON Parser Tool

	New Features in 2017 R2
	Interaction Administrator Change Log Enhancements
	Co-Browse for CIC
	Requirements

	Interaction Connect Create Personal Responses
	Interaction Connect Outbound Email Interaction
	Outbound Email Interaction

	Interaction Recorder Support for Opus Mono and Dual-channel Recordings
	New Compiler and Binary Compatibility (updated 11/17/2016)
	e-FAQ Integration Compatibility

	New Crystal Reports for Line Summary and Detail, and Wrap Up Codes
	TLSv1.2 connections
	TLS negotiation
	Disabling older TLS versions
	Director updated to latest CIC release

	Validation of Microsoft SQL Server 2016 with CIC (updated 12/8/2016)
	CIC web-based phone
	CIC web-based phone requirements
	Interaction Connect and WebRTC
	CIC web-based phone limitations


	New Features in 2017 R1
	Compliance and Security in 2017 R1
	OpenSSL Version Update
	Windows 10 V1607 QoS Driver Signing
	E911 Service Provider Support

	Crystal Reports User and Queue Reports
	Interaction Connect Statistics Views
	Workgroup Statistics
	Workgroup Overview
	Agent Overview

	Interaction Recorder and Content Server Health Check
	Content Server IC Business Manager View
	Recorder SNMP Enhancements
	Recorder Server PMQ Statistics

	Interaction Recorder HTTPS Support for Export, Playback, and Archiving
	Interaction Dialer Enhancements in 2017 R1
	IPv6 Support
	New REST Tools for IVR Deployment
	Reporting: ACD Exceptions

	New Features in 2016 R4
	Improved Scalability
	PureCloud for CIC Integration (phases 2 and 3)
	PureCloud Directory View
	Status of PureCloud Bridges and Connectors
	Options to Remove and Change the Paired PureCloud Organization

	AT&T Certification with CIC
	SMS Improvements
	Compliance and Security
	SHA-2 Support for CIC
	FIPS Compliance for JITC
	Additional Password Policy Complexity Options

	Interaction Recorder Policy Editor Overview Feature
	Interaction Recorder Configuration Options for AWS
	Interaction Administrator AWS Configuration Options
	S3 Keys Editing AWS Options
	Interaction Recorder Policy Editor AWS Configuration Options
	AWS-Related Improvements

	Crystal Reports Metadata Migrator Process Improvements
	New Parameter for Interaction Dialer Reports
	Interaction Optimizer Enhancements
	Managed Phones
	Polycom Phones VVX 101 and 201 Support
	SIP 100/200 TLS Functionality

	Improved language models for Interaction Analyzer and Interaction Media Server

	New Features in 2016 R3
	Internet-Enabled Reporting
	Interaction Connect Improvements
	Wrap-up Codes
	Secure Pause
	Dial on Behalf of Workgroups

	PureCloud for CIC Integration (Phase 1)
	Configuration in Interaction Administrator
	User information and status synchronization
	Interaction Connect user access to PureCloud Collaborate

	Interaction Recorder Snippet Recordings
	Interaction Dialer Compliance Improvements
	Policy Set/Behavior Types
	Recall Control
	Campaign Ownership
	Custom DNC Source
	Scheduled Call History
	Campaign Command Center View Enhancements
	Campaign Command Center color coding

	DNC.com Metadata

	Removal of HEAT Integration
	New Features in 2016 R2


	New Features in 2016 R2
	Interaction Connect Enhancements
	Support for Email Interactions
	Support for Response Management

	Interaction Process Automation Off-Server Install
	IC Web Services (ICWS) Improvements
	ICWS Community Technology Preview
	Email Attachment Download Improvements
	Interaction Quality Manager Improvements
	Interaction Speech Recognition
	Interaction Text-to-Speech
	Usage-based Pricing for Speech within CaaS
	New Interaction Dialer Reports
	Best Time to Call Analysis Report
	Call Answer Distribution

	IC Business Manager Feature Improvements
	Addition/Removal of Agents in a Workgroup Queue
	Adding or removing agents in a workgroup queue

	Server Parameters for IC Business Manager Views

	Crystal Reports Import Utility
	Database Schema Change Library
	Interaction Optimizer Performance Improvements
	Removal of Remedy 4.0-7.0 Screen Pop Integration
	REST API Support to Configure the Media Server
	Interaction Dialer Enhancements
	Interaction Dialer Advanced Campaign Management Tool


	New Features in 2016 R1
	Release Process Enhancements
	Known Issues
	Database Scripts

	Public Access to Technical Content
	Microsoft .NET Framework 4.5.2 Requirement
	Remote Providers for Interactive Update
	Interaction Connect Add-in Support
	StatServer and Statistics Scalability and Reliability
	End of Life for Interaction Client .NET Edition
	Interaction Administrator Change Log Enhancements
	Interaction Marquee Improvements
	Interaction Dialer Support Added to IC Web Services (ICWS)
	Improving Monitoring/Health Statistics
	Web-Based Authentication SSO for IceLib-Based Applications
	Use of MSXML 4.0 Discontinued
	64-bit Media Servers
	Switchover Support for CaaS
	Quality Improvement with Analyzer Results Data and Analyzer Reports
	New Analyzer Keyword Hit Report
	Analyzer Keyword Hit Report Description
	Analyzer Keyword Hit Report Parameters
	Chart and Table View
	Keyword Detail View Example
	Interaction Detail View Example

	Interaction Recorder
	Failed Recording - Application Log Error Warning
	Example of Application Log View for Failed Call Recording

	Interaction Quality Manager
	Improvement to Quality Scorecard Comments
	Assign Scorecards for Calibration in Recording Media Details Window

	Interaction Optimizer
	New week view

	Localization
	Localization of Analyzer Keyword Hit Report
	Localization of Interaction Optimizer Shift Trading Feature

	Temporary Removal of ETL Report Log (Log 50)
	Initial Release of HP ProLiant DL 360 and DL 380 Gen 9 Servers
	Sametime Integration End of Sale/Life
	LiveLOOK Packaged Integration End of Life
	New Features in 2015 R4


	New Features in 2015 R4
	New Features in Interaction Connect
	New Directory Types
	Interaction Connect Request Assistance
	Interaction Connect and Desktop Memos
	Interaction Connect Account Codes
	Interaction Connect Single Sign-on Workflow Improvements

	Salesforce.com Single Sign-on Documentation
	SAML Metadata Import
	Improved Interaction Recorder Searching for Interaction Analyzer Keyword Spotting
	Improved Scalability for Interaction Recorder and Interaction Quality Manager

	User Performance Summary Report
	New Firmware for Polycom SoundPoint IP and VVX Phones
	Interaction Optimizer Agent-Initiated Shift Trading

	New Features in 2015 R3
	Interaction Desktop General Availability
	Interaction Connect Callback Support
	Interaction Center Web Services (ICWS)
	Secure IVR Playback
	Hold Time Recording Search and Display in Recording Media Details
	IPA Process Automation Server (PAS) Version 2
	NICE/IEX WFM Integration
	Integrations End of Life
	ININProductInfo Utility
	ININProductInfo Utility, Product and Path Information Only
	ININProductInfo Utility, Additional Options


	New Features in 2015 R2
	Interaction Center Web Services (ICWS) Improvements
	Initial Release of Interaction Connect
	Support for Google Gmail oAuth 2.0
	Improvements to Email Editing Capabilities
	Improved Support for Web Chat in Mobile Browsers
	Media Server Web Configuration Enhancement
	New Optimizer Long-term Forecasting
	Support for Crystal Reports 2013
	Report E-mail Tool is replaced with ReportingExecutable.exe
	Tracking of Application Users Logging On and Logging Off
	Interaction Recorder/Quality/Feedback Stability and Reliability - Phase 2
	Initial Release of SIP Station II
	Microsoft Lync - RCC Support
	New Features in 2015 R1


	New Features in 2015 R1
	New Distribution Model
	ES Roll-up / Patch Creation
	Required: Apply the latest patch after installing CIC 2015 R1 or later

	Support for Newer Windows Operating Systems
	Switchover Enhancements
	Split Switchover Optimizations
	Switchover Resiliency

	Scalability Improvements
	ICWS (Interaction Center Web Services)
	Display Media Server Version and License Type
	Improvements to Data Services Components
	Improvements to Reporting
	Interaction Analyzer Reporting
	New IPA Stand-Alone Web Client
	Enhancements to Interaction Recorder Notification Events
	Interaction Optimizer Time-off Planning for Agents with Enhanced My Schedule View

	New Features in 4.0 SU6
	Performance Improvements
	ICWS (Interaction Center Web Services) SDK
	Polycom VVX 4.1.6 Firmware
	Interaction Client Web Edition Authentication and Legal Banner
	Japanese Localization for Interaction Client Mobile Web Edition
	Web Chat Transcripts
	Echo Cancellation Configuration
	Support for G.711 Faxing (T.30)
	MRCP Regionalization and Selection Rules
	Workforce Optimization Enhancements
	New Analyzer Language Models
	Improved Analyzer Accuracy
	Remote Content Server (RCS) Regionalization
	Optimizer Time-off Planning for Administrators
	Optimizer Schedule Adherence and Conformance Reports

	Vocalizer 6.0 MRCP Testing
	New Features in SU5


	New Features in 4.0 SU5
	Platform Performance Improvements
	Call Recovery Improvements
	Echo Cancellation Support for Media Server Conferencing
	New SNMP Stack and Network Management Framework
	Switchover Improvements
	Scalability Improvements to Resiliency of Email Messages during Switchover

	Single Sign-On for Icelib based applications
	Interaction Client .NET Edition - Callback Disposition and Retry
	Interaction Desktop
	Interaction Client Web Edition
	Generic Object Support
	Callback Object Support
	Web Farm/Web Cluster Support

	Reporting and Interaction Reporter
	Interaction Reporter Parameters Page
	New Dialer Reports
	Dialer Agent Disposition Summary Report

	Improved Data Logging for Skills

	Interaction Detail Viewer UI Enhancement
	Interaction Quality Manager Feature Enhancements
	New Policy Editor Features
	Assignment of Questionnaires in IC Business Manager
	Recordings to Score View
	New Analyzer Keyword Search Attribute
	Questionnaire Editing Features
	Delete Individual Scorecards
	Encryption Indicator

	Interaction Recorder Enhancements
	Enhanced Functionality for Start/Stop Screen Recording API
	New Screen Recording Lag Time Configuration Setting

	Interaction Optimizer Enhancements
	ACD Simulation Scheduling Engine
	Enhanced Administration Features in IC Business Manager
	Interaction Optimizer features in IC Business Manager

	Enhanced Schedule Management and Activity Codes
	Activity Codes
	Schedule Adherence

	Customer Experience Improvement Program

	Managed Phone Updates
	Updated Firmware

	Speech Recognition
	Email NDM 6.1.0 Testing with CIC 4.0
	Vocalizer 6.0 SAPI Testing
	Support for NDM Spelling 6.1
	Support for NDM Names 6.1
	Support for NDM Address 6.1
	Regionalization Support in ASR
	NDM Core 6.1.3 Testing with CIC 4.0
	Loquendo TTS 7.20.9 (SAPI) Testing
	Certify Nuance Recognizer 10.2.4 with CIC 4.0

	Localization and Language Additions
	German Localization for IPA Designer

	Interoperability Testing with a Third Party Vendor
	Microsoft Exchange Online Testing


	New Features in 4.0 SU4
	Distributed Conferencing
	Advantages of distributed conferencing:

	Switchover Resiliency for Calls (Beta Release)
	Session Manager Selection Rules
	Interaction Attendant - Simple Speech Recognition
	Interaction Speech Recognition Improvements
	Platform Performance Improvements
	Tracing Improvements
	Interaction Client Web Edition Follow-Me Configuration
	Icelib SDK - 64-bit Support
	Enhanced SMS (Text Message) Support
	Create a Layout Plug-in for Administrator
	Localization and Language Additions
	Reporting and Interaction Reporter
	Report Management
	Scheduled Reports Support for Interaction Reporter
	Enhanced Version of the Interaction Details API in IceLib
	New Quality Management Calibration Reports
	New Dialer Reports

	Interaction Recorder
	New Quality Management Calibration Reports
	Improved Master Key Management
	Recording Export
	Amazon S3 Recording Storage
	Live Call Monitoring in the Interaction Recorder Playback Window
	Policy Editor Wrap-up Code Support
	Screen Recording Export
	Agent Scorecard Sign-off
	Recording Media Details in ICBM
	Recording Search Attributes

	Interaction Analyzer
	Interaction Analyzer License Enforcement
	Interaction Analyzer - Improved Keyword Visibility

	Interaction Optimizer - Forecasting Enhancements
	Interaction Web Portal (IWP)
	Agent Portal
	Monitoring Enhancements
	HTML5 Support for Statistics

	Interaction Process Automation (IPA)
	Dynamic Web Service URLs
	Publish Process Security Right
	IPA - Data Sources Security

	Interoperability Testing with Third-party Vendors
	Microsoft Exchange 2013
	GroupWise 2012

	Integrations
	CIC Integration with Oracle RightNow
	CIC Integration with Remedy IVR
	CIC Integration with Microsoft Lync Server and Client Plug-in
	New Features in SU3


	New Features in 4.0 SU3
	Interaction Director Support
	Switchover Resiliency for Chats/Emails/Callbacks and SMS
	Send Resource Priority SIP Header
	Improved Time Zone Support
	Managed IP Phones
	Selectable Firmware for Managed IP Phones
	Polycom 4.0 Firmware

	Media Streaming Server
	In-band DTMF Support
	Remote Stations Outbound Dialing Improvement
	Managed SIP Proxy for Multiple Regions/Locations
	Interaction Attendant Enhancements
	Interaction Web Tools
	Interaction Client .NET Edition
	Problem Reporter
	Email Spell Checking Improvements
	Text Masking
	Interaction Client Templates
	Microsoft Outlook Interaction Client Add-in

	Interaction Client Web Edition
	Add/edit Private Contacts
	Multi-channel Interaction Web Client Enhancements
	Email
	Chat

	Response Management

	Interaction Supervisor enhancements
	Skill Information
	New Statistics
	Call Activity View

	Statserver Scalability Improvement
	Secure Screen Recording Pause
	Audible Tones for Recordings
	Interaction Recorder
	Related Items Interaction Recorder Support
	Scorecard - Export/Print
	Scorecard Searching
	Archiving and Bulk Export of Recordings

	Interaction Analyzer
	Differentiate Analyzer Keyword Icons in Recorder Playback
	Analyzer Keyword Configuration through Recorder Policy
	Analyzer Language Model - Turkish

	Interaction Optimizer Rights and Navigation Enhancements
	Interaction Process Automation
	Grids and Lists
	Currency Support
	Process Templates
	Improved Data Security - Phase 1

	Interaction Web Portal (IWP)
	IWP Base for CIC 4.0
	IWP Support for Concurrent Licensing for CIC 4.0

	Interaction Marquee
	Integrations
	CIC Integration with Microsoft Lync
	Lync Presence Sync Service
	Lync-enabled Company Directory for Interaction Client .NET Edition

	CIC Integration with Oracle RightNow
	CIC Integration with Salesforce/ Interaction Client Web Edition
	CIC Integration with Oracle Siebel

	Speech Recognition
	MRCP for ASR
	NDM Support for NDM-core 6.1
	Nuance Recognizer 10 Support for 4.0
	Interaction Speech Recognition - Native CIC Speech Recognition (ASR)

	Interoperability Testing with a Third Party Vendor
	New Features in SU2


	New Features in 4.0 SU2
	Localization and Language Additions
	New CIC Language Packs
	New Interaction Analyzer Language Models

	Enhancements to Interaction Client .NET Edition
	Enhancements to the My Interactions View
	Improved Response Management
	Consolidated Chat Window
	Interaction Client Mini Mode
	Agent Photo and Office Location Pictures
	Agent Photo and Office Location Pictures
	Office Location
	User Photo Shown in Directory

	Agent Photo and Office Location Pictures
	Office Location
	User Photo Shown in Directory

	Interaction SIP Bridge

	IceLib SDK
	Interaction Client Web Edition Enhancements
	Interaction Web Chat Improvements
	Chat Response Time Configuration

	Security and Compliance Enhancements
	Logon Authentication
	Forward & Follow-Me Security Rights
	Secure Input
	Audio Separation
	Data Protection
	Example of Secure Input


	Attendant Email Selection
	Exchange Web Services - Mail Connector
	Fax Configuration Options
	Interaction Supervisor
	Scheduled Reports
	Phone Number Standardization
	Interaction Media Server Selection Rules
	Enhanced SIP Line Inbound Identity
	Interaction Analyzer Keyword Limits on an ACD workgroup
	Interaction Process Automation Enhancements
	Dockable My Work Items Tab
	Improved IPA Work Item Transfers
	Interaction Process Automation Designer Enhancements
	New Interaction Process Automation .NET Reports

	Interaction Feedback Enhancements
	Survey Conditional Branching Logic
	Feedback Inbound IVR (On Demand) Surveys
	Playback Call Recording from Survey Results

	Integrations
	Interoperability Testing with a Third Party Vendor

	New Features in 4.0 SU1
	Interaction Administrator - Access Control Groups (ACG)
	Availability of Language Packs
	Enhancements to Interaction Process Automation
	IPA Custom Data Types
	IPA Database Integrations
	IPA Integration to Microsoft SharePoint
	SharePoint Link in an IPA Work Item
	Browse from IPA Process Designer Interface
	Work with SharePoint Content from an IPA Work Item
	Initiate IPA Process from SharePoint

	In-process Search
	Search Text Tool
	Show Usage Tool

	Enhanced Time-out and Error Support

	Interaction Optimizer Schedule Bidding

	New Features in CIC 4.0
	Enterprise Class Scalability & Management
	CIC as a Pure Application Server
	Session Manager Regionalization
	Easier and Improved Security Management
	Access Control
	Display Inheritance Model
	Additional Security Rights
	Search Capability

	Virtualization
	Concurrent Licensing

	Robust Recording and Quality Management
	Improved Scalability
	Proactive Recording
	Recording of IVR
	Policy Editor
	Remote Content Server
	Improved Scorecards
	Improved Scorecard Report
	Playback Visualization
	Screen Recordings without an Interaction
	Secure Pause

	Enriched Reporting & Real Time Management
	Interaction Supervisor
	Interaction Center Business Manager (ICBM)
	IceLib API
	Statistics  and Graphs
	Alert Management
	Assistance Request

	Interaction Reporter
	Type-Ahead "Smart" Selection
	Group Order
	Show Count
	Service Level by Workgroup/Media Type
	Interaction Detail Viewer


	Improved Multi-channel Handling
	Updated Email Handling
	Improved Web Chat

	Enriched Contact Center Functionality
	Interaction Analyzer
	Interaction Analyzer Real Time Components
	Analyzer Configuration
	Analyzer Real Time Monitoring
	Analyzer Integration with Interaction Recorder

	Interaction Client Web Edition
	Interaction Client Web Edition


	Requirements
	Software and Third Party Requirements
	Server Software Requirements
	Workstation Software Requirements
	Email & Database Platforms

	Hardware Requirements


	Separately Released Products
	Interaction Supervisor iPad Edition
	CIC Integration with SAP ICI
	Latitude Integration with Interaction Dialer
	CIC Integration with Oracle Sales Cloud
	CIC Integration with Salesforce Desktop
	Salesforce Desktop
	Salesforce Web (CIC Web Integration to Salesforce.com)


	Change Log

