
How to use Advanced Agent 
Commands
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There are several advanced commands, an agent can use when 
interacting with a customer; Consult, Conference, Blind/attended transfer 
and Call recording. These commands are available for any kind of 
interaction (voice, chat, email) .
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Consult:
To consult with a 3rd party, click on the consult icon          and then select 
the consulting destination by one of the following options: Dial Pad, 
Address Book or Recent tab:

Click to 

Consult 
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While connected with a consulting 3rd party, the initial interaction with 
the customer is put on hold. During the consultation period you have the 
following options:

- Return to the interaction with 
the customer after a brief 
with a 3rd party consultant

- Transfer the customer to the 
3rd party consultant

- Toggle the interaction 
between the parties

- Create a conference

The red background 
indicates the leg on hold
The green background 
indicates the active leg
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To transfer the customer to the 3rd party consultant (attended   
transfer), click on the green arrow          within the customer 
interaction area and the call will be transferred to the 3rd party .

To start a 3-way   
conference call click on 
the start conference 
icon 

Start a 
conference

Transfer a call
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Both the interaction are now connected into the 3-way conference:

Stop a 
conference 
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Additional parties can be added to the conference:
Use the consult icon         to initiate the new call and click on the plus
icon          to connect the party to the conference.

Initiate the 
new call

Connect the 
new party 
to the 
conference
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Blind transfer:

The blind transfer 
option is used to 
transfer an interaction 
immediately, without 
consulting first. Click 
on the green arrow        
and then select the 
transferring 
destination using one 
of the following 
options: Dial Pad, 
Address Book or 
Recent tab to transfer 
the interaction:
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Record a call:

Start 

recording
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To stop recording click the blue icon.

The recorded 
conversation will be 
stored for future 
reference and can 
be retrieved only by 
the supervisor

Stop 
recording
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Thank you!
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