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Create a new interaction:

1. To initiate a new interaction click on icon

* 220rm @O

Click here to
initiate any type
of interaction

(voice, emalil)
&

2. The dialing pad menu will show up:

—y

v '~ agentl S IL

Technical Support

Please select the
required Business

Process to call from
S y
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Place the call using the dial pad:

1. To place a call using the dial pad select the Dial tab.
2. Enter a phone number by using one of three options:
- The dial pad
- Typing on the PC keyboard
- Copy and paste the number from any external source into
the number display
3. Click the |2 icon to place the call

—
'~ agentl AL e

Dial tab: enables
entering a phone
\number to dial
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Placing the call via the phone book:

1. To place a call using the phone book select the contacts tab.
2. Scroll down the list of contacts and find the person whom you

want to contact.
3. Mouse over the contact name, and click on the | & enene | icon in

the action panel to place the call.

—
v - agentl

Technical Support

) supervisorl (5)
® supervisor? (S)

Bl
® agent3

:‘{ agent2

Business Processes

Contacts tab: enables calling
contacts from your phone

book
N
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The ‘Recent’ tab:

This tab allows you to interact with contacts you have previously
communicated with, including incoming and outgoing interactions.
To use the recent tab to place a call:

1. Select the ‘Recent’ tab

2. Mouse over the relevant contact name, and click on the /7 Phone

icon in the action panel to place the call.

=
v~ agentl

Technical Support

(¥ ACAATD

agent2
[iE 6464488797

agent2
Contact Detail: [ EE Yy

Callog—MmMm — ~

|
— | BusiessProcesses
Recent tab: Allows you to
interact with contacts you have

recently communicated with
A\ o
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The call dial pad:

Click on the [Zlicon if during a call you are prompted for key selection
(DTMF)

6464488797 00:00:09 ) 2 ennam @O

o

=

VL'~ agentl &

6464488797

Type

State ‘ Handling
Customer ‘

Entry Time | %11 AM
Origin | agentl
Destination | 6464488797

Business Process | Technical Support
Demands |
Waiting Time | 00:00:00

Remarks | 1]
Links [
Previous Attempts | 0 previous attempts - |

Completion status | Handled

Disposition Code |

Click on the keypad

number/s that you

wish to select. PC

Keyboard can be used
as well. )
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Click to Call:

When Click to Call option is set, each phone number you copy
(Ctrl-C) will be automatically pasted into the dial pad, and displayed
on its screen. This allows you to call that number right away.

To set this option, go to settings & and select “Click to call” option:

CE agentl . 6464488797 00:00:09 |H| (+ vJ|["§"|2:4g M @O0
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Callback request:

If during the call a customer requests to be contacted later you can select
“Callback Requested” state from the Completion Status options to
schedule an automatic callback interaction:

= =

V.~ agentl & 6464488797 00:00:34 “llde~| % 207aM @D

6464488797 00:00:34 O X

Type | Out. External Telephony

State | Handling

Auoyaaja]

Customer |

Entry Time | 906 AM
Origin | agentl
Destination | 64164488797

Business Process | Technical Support

Demands | '

Waiting Time | 00:00:00 |

Remarks | 0 =
—

Links

0 Previous Attempts | D previous attempts

Completion status | |

0 Disposition Code ;‘
123 Callback Requested |
Telephony Sessior R i s RN EL]

Fax Tone
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Specify Callback’s requested Date and Time:

—

VL) - agentl 5 6464488797 00:01:54 vl ~| % s:08AM @@
=
{g{- 61644887907 00:01:34 O X

Type | Out. External Telephony

State | Handling

Auoyaaja]

Customer |

Entry Time | 906 AM
Origin | agentl
Destination | 6464488797

Demands |

Waiting Time | 00:00:00

Remarks |U':"
Links ]

|
|
|
|
oo |
Business Process | w ‘
|
|
| |
Previous Attempts | 0 previous attempts ‘

Completion status [Callback Requested ~ ‘
Destination |W‘
From: |W Starting Date

4

Between: | 10:00 AM
Sk [100am -] } “— Required time slot
/

Cust. Time Zone | (TC-05:00) Eastern’ v\

Routing Type: Callback BP |Techmca, Support
Select Agent or Team
_to assign the callback

Routing Type |

Telephony Sessions
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Disposition codes:

For each call made, you can enter a disposition code reflecting the ending
business status of this call.

The disposition codes, for each call will appear in the supervisor reports.

fe— =

AR agentl &

6464488797 00:01:15 Y4~ 2% 905 a0 @@

4{{- 6464488797 00:01:15 1 X

R
Type | Out. External Telephony ‘ 3

State | Handling

Customer |

Entry Time | 9:04 AM

Origin | agentl

Destination | 6164488797

Business Process | Technical Support
Demands |

Waiting Time | 00:00:00

Remarks |.[}

Links |

Previous Attempts [W:
Completion status |T

Disposition Code |

Teleph Sessio ..-
elephony . Interested
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Thank you!
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