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p 744 Cloud Contact

Contact Center Apps - Installation

1. Install application

a. Contact system administrator for software

2. Launch application

a. Double click “Unity Client” icon from desktop

3. Add user login information
a. Click Authentication node

b. In Login ID |a field, Enter 10-digit user phone number
¢. In Password . field, Enter web password provided by system administrator
d. Press OK [e] at bottom right of screen (press Yes if prompted to restart)

(D Services & Settings

Settings

Specify authentication detalls for the VoIP platform. The login id and password are case

[ Unity Sattings
i Startup sensitive and the login ic must include the domain.
[=- Connection
Hetwark
Proxy
~ Authentication
‘Broadworks Login Details
Login ID
1 @asmain.voip telhetww.com
Password

\ | |
[ Remember my login ID

[] Remember my password

[ Applies to all users

4. The Settings &’ menu is also accessible from settings button (near top right of application):

OO =

Q2000000

Unavgilsble  Availzble Wrap-up
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Contact Center Apps - Installation
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6
7.
8
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. Press Settings [& button
. Press Settings |8 tab
Click on Call Centers [€] in tree view
. Double click on desired call center queue
. Enter call center/queue password .

10. Select/enable the “Apply to all queues without password” [E| checkbox
11. Press OK [ at bottom right and press OK again (press Yes if prompted to restart)
12. This completes the user setup

@ Services & Settings

Services Settings

£l Appearance

Contact Search

Contact Display

Current Calls

- Computer/Phone Integration

‘-~ Clipboard Integration
Dialing Rule

(= Custom Directory Integration

Configuration

Outlook Integration

=~ Browser Integration

Click To Dial
Desktop Integration
Notification
Unity Connect
- Quick Keys

- Key Combinations

-~ Commands
- Startup
- Update
- Security
- Language
= Connection

- Network.
- Proxy
- Authentication

Change Password
e ex=x

Specify call center authentication details. Al login ids and passwords are case sensitive and
each login id must include the domain.

call Center Login Details
Queue ID

[2484851234

Password

‘ ssxxnaxazaes

Login status

The password has not been entered.

[ Apply to all queues without a password

Kot | [0 |
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Contact Center Apps - Installation

If a user is licensed as both an agent answering calls and a supervisor, use the supervisor app
As a user, Press Seftings button>Settings (A tab>Startup [B (in tree view)

Depending on role, select Unity Call Center Agent (to accept calls) or Unity Call Center Supervisor (for
additional supervisor reporting).

1.

2.

Press OK [€ at bottom right, select Yes if prompted to restart

= ConpuranP e [vegratan

-~ Chotioard [Acigratan

|~ Deadnig Auka

Er-Custan Directoey Inba gracion
- Canfy]uration

- hdionk [neegratan

ErBrowssr Itagranion

Rk

- ek Ta Dl

- Dasrop Integratan

|- Hatiction

E

e v |

f=ul o astomebicaly
whigﬁrhntl:fh:plm bo foad

wtaet, mhen Ehe coersting sebem does, Voo can aleg zelect
o Fartup.

Startup applcation:

[ irecy € Cantar Agare
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Webex Desktop App

Download and Install Software

+ Webex Desktop App - Software Download
» Login with email address and web password

After initial login, agent status is automatically set to Available. If current status is not set to Available, it can be
changed (see details below). Incoming calls will be delivered to agent based on call routing policy defined by your
system administrator.

Incoming call from queue is presented via screen pop at bottom right corner of app (shows caller name & number)
and can be answered by agent (click A )

Midwest Manufacturing

After agent answers call from contact center queue and later ends the call, the app will automatically be placed in
Wrap up mode where no new calls will be presented to the agent (temporarily). This gives the agent a brief period
of time to wrap up details of the call (capture notes, catch breath and get ready for the next call). After wrap up
time is complete, new calls from the queue will be presented. The wrap up time is configurable and is typically 30
to 60 seconds in length. The availability setting automatically changes to indicate that wrap up mode is enabled.
An agent can override this mode at anytime by simply changing their status to Available

Webex Options

Agent can change availability state within the webex app: e Uo Not Forwara Calls
1. Click (near bottom left corner of webex &
app)>Open O Video

2. Scroll to bottom and click on link below B /) Notifications
Appearance
[#] Outlook ne at the same time when

i Phone Serv

() Messaging

@ Meetings
Join options
Calling

[CJ Devices

Cancel
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Webex Desktop App

Click on the pulldown and then click . Select the desired
availability. If selecting Unavailable, a reason code must also be selected (Meeting, Training,
etc). Unavailable codes are provided to contact center supervisors via reporting.

Call Queues

LS call Control

Call Center Queues

- None

2 - Lunch

- Break

- Meeting

- Training

Within the same interface, an agent can select which queues they are able to receive calls from.
Click Call Center ID’s and then click the corresponding control to or A receiving of
calls from queue.

“all Queues
L2 call Control

Call Center Queues

Unavailable codes

Call Center ID's

Test Call Center A
2484851143 ext. 1743

CAM Queue
2484851234 ext. 1234

Sales Queue
2484851222 ext. 1222
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Yealink T54W Desk Phone | Agent Access

A system tag must be enabled to display the agent call center options below. Contact your system administrator
to enable these.

Agent Login - Agent presses the A button directly on the phone. After login, agent status is set to
and incoming calls from the call center queue are presented to the agent.

=* Jake Smith 24 2:55 PM Mon, May 03

[ 1236
[ 1236
[ 1236
i= VM Transfer

A3, Paging

Forward

After initial login, agent status is automatically set to . Incoming calls will be delivered to agent based on
call routing policy defined by your system administrator.

Jake Smith 24 2:54 PM Mon, May 03
1236
1236
1236

= VM Tra...
Available

A3, Paging

Unavail Logout DispCode
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Yealink T54W Desk Phone | Agent Access

After agent answers call from contact center queue and later ends the call, the phone will automatically be placed
in mode where no new calls will be presented to the agent. This gives the Agent a brief period of time to
wrap up details of the call, catch breath and get ready for the next call. After wrap up is complete, new calls from
the queue will be presented. The wrap up time is configurable and is typically 30 to 60 seconds in length. The
phone icon automatically changes to indicate that wrap up mode is enabled. An agent can override this mode at
anytime by simply changing their status to

=* Jake Smith 24 2 59 PM Mon, May 03

P 1236
5P 1236
AP 1236

i= VM Tra...

A3, Paging SAHED

Avail Logout DispCode

Press the A softkey if agent is not available to handle incoming calls from the queue.

Jake Smith 24 2:54 PM Mon, May 03
1236
1236
1236

i= VM Tra...
Available

A3, Paging

A Unavail Logout DispCode
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Add the Unavailable Reason Code. These are codes that are entered by agent to describe why the agent is not
available to take calls from the queue. Default examples include: None, Lunch, Break, Meeting and Training. These
codes are provided to supervisors via call center reports. System administrators can modify existing unavailable
codes or add additional unavailable codes if needed.

Unavailable Reason Code

1. Enter code: |
2. 101:None

3. 102:Lunch

4. 103:Break

5. 104:Meeting

Back 123 Delete 0],4

Disposition Codes are entered by agents immediately following a completed call and used to indicate the general
nature of the call. Press the A button after the call is complete and then select or enter the desired
code followed by OK. Default examples include: new order, change order, cancellation, product questions,
warranty issue, sales inquiry and billing issue. These codes are provided to supervisors via call center reports.
System administrators can modify existing disposition codes or add additional disposition codes if needed.
Disposition Codes are optional - contact your supervisor or sys admin for more information.

=" Jake Smith 24 2:54 PM Mon, May 03

1236
1236 Disposition Code

o 1. Enter code:
= MMl
43, Paging Available 2. 201: new order
Unavail Logout DispCode 3 202 change order
4. 203: cancellation
A
5. 204: product questions
Back 123 Delete OK
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Agent Initial Login via Phone

Agent State
300/310

To login to queues:

Line Icon for VWX Line Icon for VWX

400/410, VVX 500

Description

Sign Out Indicates an agent is not
1. Press SOftkey 8 8 using the ACD feature.
Calls will not be directed
2. Press softkey again (not required for VVX500) to the agent
Sign In, Indicates an agent is
3' PreSS SOftkey Available 8 c.- available fo take calls.
Calls will be directed to
The agent availability state is automatically set to Available. You will be the agent
automatically logged into all queues that have been assigned to you and Signin, Y e Indicates an agent is
can begin receiving calls from the queue. An agent visual status indicator Uravaiable “ e
will appear next to the line key. Contact your system administrator to be fodhe agent,
added or removed from queues. Wrap-up © a Indicates an agent has

Change Agent State via Phone

just finished a call and is
doing post-call work.
Calls will not be directed
to the agent.

After completing the initial login step above, you can change your state
at any time to available or unavailable depending on your availability to
receive calls from any queue.

Change Agent State to Unavailable

After agents are logged in, their availability state is automatically set to Available. The availability state can be

changed to unavailable:

1. Press softkey

2. Press softkey again (not required for VVX500)

3. Press softkey to not receive calls from queue(s)
4,

Select desired unavailable code from list (use up/down navigation arrows to select desired code and press

Select softkey)

The agent icon displayed on the phone will update automatically to indicate the unavailable state.

Change Agent State from Unavailable to Available

If agent state is currently set to unavailable, they can become available again as follows:
1. Press softkey
softkey again (not required for VVX500)

softkey to receive calls from queue(s)

2. Press
3. Press

The agent icon displayed on phone will update automatically to indicate the available state.

Agent Logout via Phone

If agent is currently logged in, they can logout as follows:

4. Press softkey
5. Press softkey again (not required for VVX500)
6. Press softkey to completely log out of all queues.

The agenticon displayed on phone will update automatically to indicate the agent is signed out.
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Polycom VVX Phone | Agent Access

Tag ACD Call with Disposition Codes
To assign disposition codes to a current call via phone softkeys:
1. Press More, More, Disp Code softkeys
2. Enter the disposition code and press Enter
3. The system does not respond with an announcement while you are on an active call.

To assign disposition codes via phone softkeys in Wrap-Up mode:
1. Press More, More, More, Disp Code

2. Enter the disposition code and press Enter

3. The system will respond with “disposition code accepted”. If not, you have not entered a valid disposition
code.

More than one disposition code can be assigned to a call.

TelNet Worldwide, Inc. | telnetww.com | (800) 508-1254 Page 11 cloud-contact-center-20210611-UG
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Supervisor App | Daily Emailed Reports

agent name num. calls handled num. calls unanswered avg.calltime  total talktime total staffed time
Agent 1 20 206 0:04:25 1:13:09 24:00:00

Agent 2 o o 0:00:00 0:00:00 0:00:00

Agent 3 8 239 0:04:44 0:36:18 24:00:00

Agentd 2 314 0:10:17 0:20:12 24:00:00

Agents 0 282 0:00:00 0:00:00 24:00:00

timestamp num. busy overflows | num. call num. calls num. calls num. calls timed out  avg. num. agents talking avg. num. agentsstaffed avg. waittime  avg. abandonment time
May 19 2021 7:30:00 AM 0 2 0 o o 0.3 9 0:00:04 0:00:00
May 19 2021 8:00:00 AM 0 10 0 0 0 0.9 1 0:00:19 0:00:00
May 19 2021 8:30:00 AM 0 13 0 0 0 17 17 0:00:53 0:00:00
May 19 2021 9:00:00 AM 0 16 1 0 0 2 10 0:00:18 0:00:38
May 19 2021 9:30:00 AM 0 18 0 o o 1.2 10 0:00:12 0:00:00
May 19 2021 10:00:00 AM 0 22 2 o o 3 1 0:00:25 0:01:23
May 19 2021 10:30:00 AM 0 15 0 o o 1.7 12 0:00:09 0:00:00
May 19 2021 11:00:00 AM 0 15 0 0 0 12 12 0:00:12 0:00:00
May 19 2021 11:30:00 AM 0 16 1 0 0 1 12 0:00:08 0:00:04
May 19 2021 12:00:00 PM 0 9 0 0 0 0.9 12 0:00:16 0:00:00
May 19 2021 12:30:00 PM 0 17 0 o o 1.6 12 0:00:09 0:00:00
May 19 2021 1:00:00 PM 0 11 0 o o 14 12 0:00:12 0:00:00
May 19 2021 1:30:00 PM 0 9 0 o o 0.8 12 0:00:05 0:00:00
May 19 2021 2:00:00 PM 0 16 0 0 0 11 12 0:00:12 0:00:00
May 19 2021 2:30:00 PM 0 12 0 0 0 0.6 12 0:00:10 0:00:00
May 19 2021 2:00:00 PM 0 19 0 0 0 16 12 0:00:09 0:00:00
May 19 2021 3:30:00 PM 0 15 1 o o 1.6 12 0:00:06 0:00:02
May 19 2021 4:00:00 PM o 12 o o o 0.9 12 0:00:27 0:00:00
May 19 2021 4:30:00 PM 0 9 1 o o 0.9 12 0:00:17 0:00:57
May 19 2021 5:00:00 PM 0 7 0 0 0 0.9 12 0:00:18 0:00:00
May 19 2021 5:30:00 PM 0 8 0 0 0 0.6 12 0:00:11 0:00:00
May 19 2021 6:00:00 PM 0 8 1 0 0 0.8 12 0:00:25 0:00:06
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