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Unity SupervisorWebis aweb-basedenduser clientdesigied for use within the BroadVorkscall center
envionment It provides afully integated hosted telephony environmenallowing a supervisor to
monitor and manage all ACD quedesd the agerg within thosequeues]that are assigned to as a
supervier in BroadWorks.The client also offers agent functiond@y if the Call Cente Agent

Standard/Premium service is agmdto the user
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1.1 Features
The featuresavailableare as follows:

o Full call cotrol, directory integration and service configuration faglined inthe Unity Desktop
user gude], plus

o0 Ranotely changegentACD stat¢Available, Uavailale, WrapUpetc] and joined state for
queues

o Silent Monitor

o Alows the Supervisor to set threshold aleatminstjueue and agenrtevelstatistics

Thecurrent version can be found in Help > Abbuiity

E Operating system:

Unlty Supervisor Web Windows, 64-bit

Browser details:
Chrome.100

Important information - This software and its associated documentation are the copyright of Kakapo
Systems Limited. The use of this software is governed by the Licence Agreement accompanying this

software.

1.2 Naming Corentions forthis Help

a. (Qall Centelinstances are atsreferred toas Queues in this guide
b. ACDcalk mean inoming calls intéhe call certer/queue

c. BWKS means ttgroadWorks platform

1.3 System Requirements

1.3.1 Internet & Firewall
Unity will run on the following browsers:

a. Google Chrome
b. Microsoft Edge

c. Mozilla Firefox
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d. Apple Safari

Any Access Control Lists (ACLs) in System Provider core must be configured to allow the bel

inbound connectionfrom the Unity cloud

a. TCPhport 2208(or 2209if the connectioris secured using TLiB)the BroadVorksOClinterfaceif
web clients are configad to use OCI over TCP/IP

b. TCPport 8011 (or 802 if the connection is secured using TtdS)he BroadVorksCTI serveif
web clients areonfigured to us¢he CTI protocol taer than XSI

c. HTTP/HTTPS access toBneadVorks OClinterfaceif web clients are configured to us¥Cl over
SOAP

d. HTTP/HTTPS ass to theBroadVorksXSinterfaceif web clients are configured to use X&her
than CTI

These connections will be estabéd from one of twdogical IP addresses, pleasnsure bothR

addresses are lalwed.

Primary IP Addres$85.17.172.185
Secomlary IP Address: 85.13.237.8

Unity SupervisoiWebis sipported onBroadVorksR21 SPand above

The Xtended Seice Interface (XSI interface) allows remote applications togmte with Cisco
BroadWorks to perform telephofglated actions and to be notified about telephony evemigairst
subscribers hosted in a GisBroadWorkgpowered nework. XSl can be accedseve HTTB as well as

over TCPIP using the€TI interface.

Unity Web Apps arable to integrate with BroadWorlgther using XSI oveé TTP®r CTlover TCP/IHAN
whichcase TLS is also supmatt

Default port 8011(insecure), 8018secure)

Defaultport:80 (insecure), 448secure)
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1.3.3 BroadWorksLiceng and Servie Requirements

Internal calling line ID delivery & externallmgline ID delivery
The Internal ding Line Ielivery ad External Calling Line iklivery services ghuld both be assigned as

these ervices How Unty to idenify calls to/from other users in the bosss. If not assigned Unity will

function, butthe use will be prompted that thisunctionality will not le available.

The External Caling Line Id Delivery user service has not
Bt asfegned Urely uies this dendce 10 fnd Contact
detads for inboursd calls from outside the business

Thi tetisrrl Calling Lirss I Dileviry i Sisnvics has mot
been assigned Unity uses This service 1o frd contact
details for inbound calls from within the business

Call Transfer

The Call Transfesenice is required in orderd blind orannource transfercalls to internal and external

numbers. Unity will alert the user if this service ig assgned.

The Call Trangfer user senvice has not Deen assigned
Without it call transter functianality will not be avallable

Call Logs

TheBasic AhLogsservicemust be assigrieto the user in order to see dial, received ad missed alls.

Unity will abrt the userfithis serviceisn@assigned.

The Basic Call Logs o Enbanced Call Logs user sérvice
has not been assagred. Call hstory information is not
avalable
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1.34 Optional Serices

Unity allows many user serviceslie utilized and configured Tools> Setings. However, these services

are not mandatory, so Unity witmove visibilityof them if not assigned to the usérhe below services

are supported:

Service Description

Anonymous Call Rejection

Prevent a cédr from contacting you if they haeplicitly hidden

their phone number

Call Forward Always

Automaticdly forward & incoming calls to a number

Call Forward Busy

Automatically forward alhcoming callso a numker when the

user is on the phone

CallForward No Answer

Automatically forwed al incoming calls to a number when the
OF t £ KI ay Qlaftér § @gaimunfb@rdf3ings R

Call Recording

Record incoming and outgoing catlsfer to sectiorb.8 for mae

information

CommPilot Express

Use pe-configured routing profiles to hdte incoming calls

based on the current state of the user

Do Not Déturb

Block # incoming callend rerouteto voicemail if available

Simultaneous Ring

Automaticallyring anotler number when an incoming call is
recaved, the call can then be answerduldugh that number or

the primary phone

Calling Line ID Delivery#gking

Hide youmphone number when making outgoing calls

BroadVorksAnywhere Connect mobile or fixeline devics to the VolP account, and
switch cal between them
Call Waiting Answer a incoming call when already on a call

Hoteling Guest

Associate th&/olP accourtb another device so that i treated

as the primary dé@ce.Used in a hatlesking envonment.

Call Park Retrieve

Retrieve a call tt has been parked for a specific use

Drected Call Pickupith Bargeln

Automatically join another usercall

Remote Gfice

Associate a mobile device to the Vatféount to make or receive

calls

Flexibé Seating Gest

Users can associate with a FléxiBeating host in Settings or

from the drop list in the main Unity Ul

Voice Messaging User

Provide voicmail for unasweed incoming calls
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Exterral Internal CHing Line ID
Delivery

Provides Calling Lite infoamation of an incoming call from
outside he group

2 Initial Setup

The firg time Unity is stded you will be prompted to enter the contigation details as shown below

Unity @n then retain the connection anduthentication ctails forlater use.Thelogin ID andpassword

will be assiged from your Service Provider.

You may aloo be prompted for the sewer address for your Service Pdwni. However tlis can be

preconfgured for yourSystem Provider in which case it will be prepolulatedthrdAdvanced Settings

section will béhidden

Enter yourlogin ID and passwoihdthe BroadWorksServerAddressas specified by your Service Provider

[if displayed]

Once you have entered yologin details click login. Unity wilbw display a dialogue 2 E & [ 2 33 A y 3
BroadVork€ | & G KSoperslLdt A OF GA2Y
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Logging into Broadworks

2.1 Call Center Login Emls

Onceyou arelogged intoUnity, it will connect to the hst BroadWorks systn and populate all the Call
Center Instance IDsdr the cal centess that the useris amember ofas shown below This will includeall

centers that the user is associatenl as an agent, a supenas, o both.

To acceghis panel click Tde > Settinggdm the main window, then click the Settingab, then clientCall

Centers under Authgication

x
Search Specify call center authentication details. All login ids and passwords are case sensitive and each login id
must include the domain.
Unity Settings ~
Appearance v Default password
Contact Search
Computer/Phone »
Integration Call Center Login Details
Language
Connection v @ Development Queue
Network @ Holiday Cruises
Authentication @ Kakapo Sales
@ Kakapo Support

Alert me when a call center login fails

Cancel Save

The password for €h call center mst be added in order to populatbe cal centers m the Personal

Wallboard Double click a call centéws add the pasword. Whee the passwordsithe samefor ead call
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center queiesand you will se these begin to populathe Personal Wallboard

2.2 Call Centerdgin efaultPassword

K&

66! ALOLRE 28dz0( 2

FLOI £ dactljdidaEnowdoilt as thy' dall NB &

If all callcenter passwordsra the same, use the default passwd option.Enter he passwod for the call

centers so thatwhen anew call cater isadded in the futurethe supervisoiR 2 S dhgv@tiienter the call

center passwordas Unity will do this automatally Please note thaall cal center passwords have tme

the same for thé opion to work.

Search

Unity Settings ~
Appearance v
Contact Search

Computer/Phone
Integration

Dialing Rule
Outlook Integration
Browser Integration
Call Notification

Language

Connection
Network
Authentication

Call Centers

etivad

Specify call center authentication details. All login ids and passwords are case sensitive and each login id

must include the domain.

Default password

Call Center Login Details

Development Queue
Holiday Cruises
Kakapo Sales

Kakapo Support

Alert me when a call center login fails

Please us the Catact Centertab in he Branihg section in the KakapBartnerPortal to set a default

password for all your Cdllenters. This can be configured at the System Provider, Enterandé&roup

levebk

jnment - Branding

Porta
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@ Customisation

@ Contact Center

Default ACD Password @ LeeFallonKakapo1

Get Reason Codes URL

Set Reason Codes URL

Prevent User From Joining Call Centers OFF
Report Viewer Is Available

User Can Choose To See Queued Calls

Statistics Refresh Frequency Range (seconds) 120 to 900

3 UNITYSUPERVIIRWEBINTERFACE OVERVIEW

Unity is split intosix functionalareas ACD Buttons,Cal Controlbuttons, Personal Wallboard, Active Call
Window, Cortacts monitoringandinstant messaginp Contacts is a tab that cae lboggled to éplay Cal
Logs AbandonedCals, Voicemdsand Agent Activity

File Messaging Tools Help
Personal Wallboard
POO0DO00® B <A AP O
{~] SYSTEMS
ACD State Call Control Buttons
My Statistics Overall Queue Statistics -
i Average Talk Time Total Missed Calls Longest Wait TimeAverage Wait Time Average Talk Tir]
Name ~ Total Calls Answered Calls Missed Calls Total Talk Time Total Calls Calls Answered Calls in Queue
Holiday Cruises 5 0 00:00:00 00:00:00 29 0 I 00:00:00 00:00:00 00:00:00
Kakapo Sales 0 0 00:00:00 00:00:00 3 1 00:00:00 00:01:28 00:00:02
Kakapo Support 3 ] 00:00:00 00:00:00 7 2 00:00:00 00:00:06 00:00:28
Summary 8 ] 8 00:00:00 00:00:00 39 3 36 0 00:00:00 00:00:31 00:00:10
Drop person here to begin a call
Contacts CallLogs €) Voicemail ~Agent Activity Busy Lamp Field/Contacts Tab Active Call Window My status: @ Available: Out OF Office
Search contacts v
€ Abin Joseph Call Logger Test Aliza Hassan Sign-Out
Amanda Dawson Accounts Sign-in Anandu Prasad
Arjun Harikumar Sign-in ® @ AthulPS Sign-In
Benedict Hutton Wrap-Up Bifin Jose Sign-In
Charles Berry Development Available Dale Cassidy Sales
Free Extension Jenson Franklin Support Sign-Out
Jevan Howe Human Resources Sign-in Joseph Jacob
Kendrick Hester Support Sign-Out Larry Redman Wrap-Up
L] Lucy Dickens Sign-Out Mabel Graves Sign-Out
Nakul Ravindran Nina Harrelson
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3.1 Call Notiftation Preerences
Unity Supevisor Web can be configured tgop a notification when a call is preented. Optionally

Supervisorcanalso perform auteanswer when usinglick-to-dial to make outbound calls, in which eas
the dinitializatiorg call will be ato-answered on theprimary deviceof the user If this is not alected then

the phore will ring and the e will have to lift thehandsetto initiate theoutbound call.

Search Specify how to be notified of incoming or outgoing calls.
Unity Settings - Show remote party phone number
Appearance
Contact Search On an incoming or outgoing call
Computer/Phone
Integration Override the contact name using the number
Dialing Rule perform auto answer when using click-to-dial
Outlook Integration pop summary netification
Browser Integration
for 3 seconds

Language
Connection

Network

Authentication ~

Call Centers

3.2 Show Remote Party Phone Number

Thissetting will configure to show theemote party number [if available], ahown below. This appliés

both internal aml extenal parties.

From To Duration Status

2 Chris Tutt 07900575 00:09 Active/Not recording

3.3 Overide Contact Name UgitNumber

Unity canalso erform a comact search based on the remote party numbeerif the nane was provided
by the Broadworks platform, this is espiadly useful when the ame delivered through the BTN is

incorrect, forexampleti some casesthismaf 6| & & 0 SS GARMESV®D [ 9 {
34 Appearance

In Settings [button] > Settings [tab] Appearance,the user can anfigure the way Unity searches for

contacts and displays seard@sults
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Configure the way Unity searches for contacts and displays search results

Unity Settings

4 MAIN INTERFECELEMENTS

4.1 ACD StatButtons

If the Supervisor also has a Call teegent Standar&remium license assigdehenACD State buttons
can be used to setavailabilityfor all call @nters.2 K Sy O fUhald R ¢ 8 8g3r mayKeSresented a

list ofunavailableeasoncodesif configured in BroadWorks

4.2 CallControl

Cdl Control butons provide quick acces® common telephone hailing command<Only services that ar
assigned to the user amisplayed. For exanmgl if CallRecording and dicemail are not assignetien

thesebuttons will notbe displayed

4.3 Active CalwWindow

This provides lig of all curent calls and theistate. Forexampe, RingingActive @ On Hold. The duration
of the call is also dispja&d. Thiss from the momat the call was first pla&d and d@s not reset whem call
is Held or Btrieved Unity will mirror anycall landling maé on the use® IP phae. For exampléf the call

is placel on Hold on the handset, theser will show as leg on Hdd in the ActiveCall Window

4.4 Contacts
Thislist will display upto 30 monitored users, displayinther Do Not Déturb [grey], Availabl§green],

Engagedred] or Ringindorange] state agons
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4.5 (Gll Logs
Toggling tle bottom Contacts panel t@all Logs will displaylissed Calls, Received Caltal Dialled Calls

Missed C# will include both idectinboundDIDcalls, ACD and Hunt Gmualls.The Baic Call Log seéce
will provide the last 20 numbersof each typethat are loaded onUnity startup, howevercalls will
automaticallybe added to these lists ablnityis running.Please note, Unityeb clignts do not supporthe

Enhanced Call Logser sevice.

4.6 \Voicemall
Qicking nto the Vacemailtab will display a listforoice messages whitthe most recent athe top. Double

click an etry to play through thdrowse@defaut media player. Righdlick toplay, save dcally, or delete.

Q00

SYSTEMS

My Statistics Overal Gueue Statistics

Search on name
or phone number

Options when
right-clicking

In orcer for the Voicemail tab to appeafupervisormust be onfigureR T2 NJ a! &S AdfyadF A SR YSaa
G{ K26 Oradzdt ¢ 2nmabsBingslasbeldw. 6¢é Ay +240S
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[Senvices] X

Search Configure your personal voice messaging.

Calling Line ID Delivery Enabled
Blacking
@ Use unified messagin

Call Control ~ ol ' aing

Broadworks Anywhere Use phone message waiting indicator

Call Transfer

Call Park Retrieve Show visual voicemail tab

Call Waiting
Directed Call Pickup With Forward the voicemail via email
Barge-in

Flexible Seating Guest

Remote Office

Call Recording Email natification of new voicemails
Hoteling Guest
Messaging ~
lee.falloni@kakaposystems.com
Voicemail

4.7 Personal Wallboard

The Personal \Allboad will stow current perbrmance metricsdr the call cetters theuseris assignedo,
either as a supervisor dfor an agent ThestatigicsarS 6 NB 1 Sy R 2 diyA adi @&hGhiowe the{K i
SupdNIZ A & 2 NI aperforyhankedassudihg the superviseralso an agent of the calester] and
G h @S N@gué satiavi A Oa ¢ g KA Oéurreat kdnditins &cdss thei datBeall center[s] The =
icon at the uper right hand corner of Personal \Balard toggles between showing alllccenters

individualy [Maximzed \ew] or asummary of aktall centes comlined [Minimized Viewl].

Maximied View

My Statistics Overall Queue Statistics -
Answered Average Talk  Total Talk Calls Total Missed  CallsIn  Longest Wait Average Wait Average Talk
Name ~ Total Calls Missed Calls g Total Calls g, g ,g
Calls Time Time Answered Calls Queue Time Time Time
@ Holiday Cruises 0 0 0 00:00:00 00:00:00 0 0 0 0 00:00:00 00:00:00 00:00:00
® Kakapo Sales 0 0 0 00:00:00 00:00:00 0 0 0 0 00:00:00 00:00:00 00:00:00
® Kakapo Support 0 0 0 00:00:00 00:00:00 1 0 1 0 00:00:00 00:00:00 00:00:00
Summary 0 0 0 00:00:00 00:00:00 1 0 1 0 00:00:00 00:00:00 00:00:00
Minimized View
My Statistics Overall Queue Statistics v
Answered . Average Talk Total Talk Calls Total Missed  Calls In  Longest Wait Average Wait Average Talk
Name -~ Total Calls Missed Calls i ) Total Calls ) ) )
Calls Time Time Answered Calls Queue Time Time Time
Summary 0 0 0 00:00:00 00:00:00 1 0 1 0 00:00:00 00:00:00 00:00:00

Note: Staistics showrin Personal Wallboamare alwgs from midnight on the currénlay
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When shovng in maximized &w, each queue in thestiwill include a icon toindicatethe joinedstate of

the loggedin user to that quae. Thiswill be greenif joined, ral if unjohed, or grey if the user is not an

agent of that geue [so therefore unable to join)f the user ism {

statisticsA Y

K Stia di ds¥dtiol Of the Personal Whtard.

oy

I 3 Sehditherd fiNbe ik S

l

File

Messaging Tools Help

%) Q0O0®

My Statistics
Average Talk
Name Total Calls ~ Answered Calls ~ Missed Calls N Total Talk Time  Total Calls
ime
Holiday Cruises ] 0 B 000000 00:00:00 19
Kakapo Sales 0 0 00:00:00 00:00:00 0
Kakapo Support 3 2 00:00:11 00:00:23 15
Summary 12 2 10 00:00:03 00:00:23 34

Calls Answered

s » 00

Overall Queue Statistics
Total Missed Longest Wait

Average Wait
Calls in Queue

Calls Time Time
I 00:00:00 00:00:00
00:00:00 00:00:00
| 00:00:00 00:00:10
30 0 00:00:00 00:00:03

SYSTEMS

Average Talk
Time
00:00:00
00:00:00
00:00:00
00:00:00

Staff Ratio

3/6
4/10

2/8
9/24

48 Staffed Ratio
Per®nal Wallboardri Unity Supervisor @f dzR 6 & T 8 R (i wadditianal safistidthdt is not aaileble

in Unity Agent. Fo each quee, Staffed Ratio shows the tbtaumber of Agentdhat are joined to the

queue out ofthose assigned to the queuEhis can be comjured in Unity Settings as shown &ow.

[Services]

Specify which columns should be displayed in the personal wallboard.

4.10 Longd Wait Jatistic

8

RSFldA G | yAade

longest waiting dain the queue. If there are no dis in thequeue this wi be zero. This stat can optiohal

be removed inSdtings > Savices > Colmns > Call Center Columns. Click the statigte want to remove

then click the minus sign remowe it.
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Specify which columns should be displayed in the personal wallboard.

Busy

Agent Columns Call Center Columns Agent Activity
Unavailable

Call Center ~ Total Calls
Agent ~ Calls Answered
ACD State Total Missed Calls
Supervisor ~ Calls In Queue
Monitoring

Average Wait Time

Statistics + Average Talk Time
Columns

v Add
Do Not Disturb
External Calling Line ID
Delivery
Internal Calling Line ID
Delivery
Simultaneous Ring .

Save

5 CALL CENTERRGENHFUNCTIONATY

Unity Supervisoalso allows the ser to perform cdlcenter agnt functionality such ashanging ACD state,
joining and leaving a queue and taking calistfiat queue.This functionality is dependent cgither the
CallCenter Agent Standaior Cal Cente Agent Premiunservice being aggied to the userin which ese

the below functionalit will aitomatically become available

5.1 Changing ACD State
Cliking Lhavailable Available or Wrafp will chang overall availabilty for all queueyou are anember
of. This will nbimpact receivig inbound direct [non ACD calls. The warrently selected state Wibe

highlightedas show below
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5.1.1 OnlyShowOne ACD Button

Unity Supevisor can optionally l# confgured n Setthgs >Services> Call Center ;Agent > ACD %te to

only dispy one ACD button, kich will be tle currently selected state. tteclicking will prowde theother

ACDoptions.
Agent v Force me to assign a disposition code
ACD State
for 0 seconds
Statistics v
Columns

Do Not Disturb

External Calling Line ID
Delivery

Prevent me from manually changing my ACD state when on a call center call.

Only show the current ACD state button

Activate sign-out ACD state when Unity is closing.

File

Messaging Tools

r‘/ Available
Wrap-Up

Unavailable >

Name ~

Holiday Cruises
Kakapo Sales
Kakapo Support
Summary

Help

Q00®

My Statistics

Total Calls Answered Calls  Missed Calls

o
o o o o

12

Average Talk

Time
00:00:00
00:00:00
00:00:00
00:00:00

Total Talk Time

00:00:00
00:00:00
00:00:00
00:00:00

5.1.2 Assigning Unavailable Gsd

When the supervigr sdectsunawilabk, any wmavaildle codes that hav beenconfigued in BroadWdds

will appear.
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©

v Available
Wrap-Up
Unavailable > None

Comfort Break
In a Meeting
Lunch

Taking Call Back
Taking Emails IE
Taking Tweets

Taking Web Chat

Training

Unavailable Code assignment wilthee ACD buttos.

(3

Naone

Comfort Break
In a Meeting
v Lunch
Taking Call Ba

Lunch
Taking Emails
Taking Tweets
Taking Web Chat

Training

5.1.3 Disposition Code

To asign a DispositioBode he supervsor canright clickthe active £Dcallin the Active Call Windoand

assign a code through the context menu. Rnesly assigned codesannot be adgned to the same call

From To Duration status
3 +447000575 Kakapo Support 00:17 Active/Not recordina
Add to personal directory

call/escalate to first supervisor
Instant conference/emergency escalate to first supervisor

>

Supervisors
Assign disposition code > Selected call > Brochure Request
. Complaint
Marketing Call
New Customer Enquiry
sales call

Some test reason
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Adisposition ode can also be assigned to the last A&lIDthrough the contexnenu, as show below

Assign disposition code » Last call between Kakapo Support > Brochure Request

Complaint
Marketing Cal
New Customer Enquiry

Sales Call

Some test reason

When Unityis configured to forcehte agent to asgn a dspositioncode through gopup window which is
automatically @splayed to the user whethe callis rdeased assuming a code waBmassigned whil¢he
call was in progressA timer must be speciied which wil display acountdown t the user, and will
automatically closgand dange the ACD stat® Availablelonce the timer duratiorhas edpseal. This

feature is advated in Settings as below.

[Services]

Search Configure call center agent settings such as ACD state

Lan rorwara Aiways

Startup ACD state
Call Forward Busy i

Call Forward No Answer Avallabie
Comm Pilot Express v Post call ACD state
Available: In Office Available
Available: Out Of
Office Wrap-up duration (sec) 0
Busy
Unavailable Force me to assign a disposition code
Call Center v for 20 seconds
Agent v
ACD State Prevent me from manually changing my ACD state when on a call center call
Supervisor v
Only show the current ACD state button
Call Center
Monitoring Activate sign-out ACD state when Unity is closing
Statistics v

- When displaying ACD state -

Example of a user being forced to assign a disposode akr the call ends.
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File Messaging Tools Help
° % E : : SYSTEMS
My Statistics ‘Overall Queue Statistics -
Average Talk Total Missed Longest Wait Average Wait Average Talk
Name -~ Total Calls  Answered Calls  Missed Calls g Total Talk Time  Total Calls ~ Calls Answered ' CallsinQueue "9 = Staff Ratio
Time Calls Time Time Time
# Holiday Cruises 5 o 5 00:00:00 00:00:00 35 0 35 o 00:00:00 00:00:00 00:00:00 3/6
# Kakapo Sales o o o 00:00:00 00:00:00 3 1 2 '} 00:00:00 00:01:28 00:00:00 4/10
# Kakapo Support 6 o 4 00:07" s o - 8 o 00:00:00 00:00:06 00:00:00 5/8
Sumemary i 0 9 000 Assign disposition code - 00712 T 0 00.00:00 00:00:31 00:00:00 12/24
remaining
Code
Contacts  CallLogs @ Voicemail Agent Activity My status: @ Available: In Office
Seleet a disposition code -
Search contacts aQ v Brochure Request =
@ AbinJoseph Call Logger Test Complaint Sign-Out
@ Amanda Dawson Accounts Signin Information Request
Arjun Harikumar Sign-in Sign-in

SN Z Marketing Call L

@ Benedict Hutton Wrap-Up Signin

© Charles Bery Development Available New Customer Enquiry Sales

@ Free Extension Sales Call . Support Sign-Out

@ Jevan Howe Human Resources Signin T Joseph Jacoh

5.2 Usng Persnal Wallboard

As previously mdioned, the Personal Wallboard will show aglenel statistics for angall centes that

the useris associated to as an agt, as well as the joined stafer that queue. However ifthe user is a

supervisomwonly the agentlevel statisticsvill be blankand the joined icon will be gye

My Statistics Overall Queve Statistics
average Talk Time Total Missed Calls Longest Wit
Name TotalCalls  Answered Calls  Missed Calls TotalTalkTime  Staffed TotalCalls  Calls Answered Galls In Queue .

o | oeveiopment aueve o o o 000000 000000 000000 a7 o B 0 00:00:00
o violicay cruises 0 0 [] 000000 000000 00:00:00 2 0 2 0 000000
Kakapo Sales o o o 0000:00 00.00:00 0219:49 o o 0 00:00:00
Kakspo Support s 1 3 00026 000026 0219:49 7S 1 0 00:00:00
Summary 0 1 s 000006 000026 043937 63 1 62 0 00:00:00

Average Wait  Average Talk Time

Time:
00:00:00
00:00:00
00:00:00
000005
00.0001

Calls Transferred

00:00:00

00:00:00
060:00:00

000000
00:00:00 3

If the user is an agent tlyecan righiclicka callcenter in the Personal Wallb@hto perform common agent

actions such as join/leayi@stantmessag supervsorsetc.

My Statistics
Average Talk Time
Name ~ Total Calls Answered Calls Missed Calls 9 ! Total Talk
Development Queue 0 0 0 00:00:00 00:00:0
® Holiday Cruises 0 0 0 00:00:00 00:00:0

Kakapo Sales 0 0 0 00:00:00 00:00:0
Kakapo Support 4 1 3 00:00:26 00:00:2
Summary Call queue 3 00:00:06 00:00:2

Show agent activity

Supervisors >

Agents >

Instant message all supervised agents

Activate forced forwarding

Remove from personal wallboard
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5.21 Configuring Statistics Columng@rsonal Wallbodr

The statisticshownA Yy a @@ aiidai0aé¢ | yR & h P&kl ditfe Perstrltzfibodrdiae G A a G A Oa
configurablein Settings > Services > Calhi@r > Statisics > Columnns

Satisticscan be aded or removed with thi buttons and the order they are displayefilpm left to

right in the PersorlaVallboard can be enged withthe arrows.Topmost isd the left.

[Eervices] x

Search Specify which columns should be displayed in the personal wallboard.
Busy - Call Center Columns ~ Agent Activity
Unavailable
Call Center + Total Calls
Agent v Answered Calls
ACD State Missed Calls
Supervisor v Average Talk Time
p— Total Talk Time
Menitoring

Stati v
Columns

Do Not Disturb

External Calling Line ID
Delivery

Internal Calling Line 1D
Delivery

Simultaneous Ring

5.22 Customizing Statistitsbel

Double dck any statistic as displed in thelist above. From the below fieldy are able to customize the

staistic label agequired.

x
Search Specify which columns should be displayed in the personal wallboard.

N =
v AgentColumns [ Call Center Columns | Agent Activity

Unavailable

Call Center ~ Total Calls
Agent ~ Calls Answered
ACD State Total Missed Calls
Supervisor Calls In Queue
Call Center Longest Wait Time
Manitoring Average Wait Time

Statistics Average Talk Time
Calumns Lo

Do Not Disturb

Exteral Calling Line ID
Delivery

Internal Calling Line ID
Delivery

Simultaneous Ring
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5.2.3 Configuring Alert Thresholds in Personal Wt
Double dick any Statistc in Settings > Service<all cente > Statists > ColumnsSelect Aget Columns,

Call Centre @umns orAgent Activity and doublelick on he column.This willdisplaya table where
corresponding values can be configurétht will progressively change the statistic backgroeabbur

green, yelow, red and black

Some staisticsallowa different thresholdo be set per call ceat, for example important queues can have

lower thresholds

Search Specify which columns should be displayed in the personal wallboard.

Incoming Calts v Statistic to display

Anonymous Call
Rejection
Call Forward Always Column heading
Call Forward Busy

Answered Calls
Call Forward No Answer

Comm Pilot Express v

Set threshold alert value
Available: In Office

Available: Out Of

Call centers I I
Office
All 10 5 2 1
Busy
Development Queue 3 2 1 1]
Unavailable
Holiday Cruises
Call Center +
Kakapo Sales
Agent
gent ~ Kakapo Support 1 2 3 4
ACD State
Statistics v

Double click aentry in the list to seoverall threshold values or those for a specifilt cente.
In the example belowstatistics columns have been added, some haenlrenamed from the default and

threshold alerts have been configd.

My Statistics
Total Calls Answered Calls Missed Calls  Average Talk Time Total Talk Time Staffed Time

00:01:00 01:02:10
00:00:00 00:00:00

00:00:00 00:09:47

[ 3 00:00:17 00:06:18
00:00:09 00:01:17 01:18:14

3N © ©
-] © © ©
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5.24 Statistics Descriptions Agent

Column Name

Total Calls

Answered Calls

Missed Calls

Total Time Talk Time

Average Talk Time

Total Staffed Time

Description

Calculated locally by adding the answered calls and missed
calls values together.

Taken directly from Broadworks response. The number of calls
answered from the queue.

Total Bounced calls.

Taken directly from the Broadworks response and formatted
from a numeric value (seconds) into a duration.

Calculated locally by dividing the total time on calls value by
the total calls value, then formatted as a duration.

The duration that the agent has been joined to the queue, this
excludes Sign Out state.

5.25 Statistics Descriptions Queue

Calls Transferred %

Calls Timed-out

Calls Timed-out %

Longest Wait Time

The number of transferred calls out of the number of Total
Calls, as a percentage.

Total number of calls that remained unanswered and were
forwarded out of the queue upon timeout.

Total number of timed-out calls out of the number of Total
Calls, as a percentage.

Calculated locally using queue updates delivered by
Broadworks in real-time mode, so only available if the Client
Call Control service is assigned to the queue in Broadworks,
otherwise the value will remain as “00:00”.
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Column Name Description

Total Calls Taken directly from Broadworks response. The total number of
calls come in to the Queue.

Answered Calls Taken directly from Broadworks response. The number of
answered calls from the Queue.

Answered Calls % The number of Answered Calls out of the number of Total
Calls, as a percentage.

Total Missed Calls Calculated locally by subtracting answered calls from total
calls. Because this is a calculated figure it includes abandoned,
over-flowed and missed calls.

Total Missed Calls % The number of Missed Calls out of the number of Total Calls, as
a percentage.

Busy Overflows The number of calls that were removed from the queue
because of triggering the overflow.

Busy Overflows % The number of overflowed calls out of the number of Total
Calls, as a percentage.

Calls Abandoned The number of calls where the caller hung up whilst waiting in
the queue.
Calls Abandoned % The number of abandoned calls out of the number of Total

Calls, as a percentage.

Calls Transferred The number of calls that were transferred out of the queue by
a Supervisor.
Calls Transferred % The number of transferred calls out of the number of Total

Calls, as a percentage.

Calls Timed-out Total number of calls that remained unanswered and were
forwarded out of the queue upon timeout.

Calls Timed-out % Total number of timed-out calls out of the number of Total
Calls, as a percentage.
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Average Number of Agents
Talking

Average Number of Agents
Staffed

Average Wait Time
Average Abandonment
Time

Average Talk Time

Total Talk Time

Staff Ratio

Calls In Queue

Average number of Agents in an active conversation for the
period of time requested.

Average number of assigned Agents to the queue for the day
overall.

Taken directly from the Broadworks response and formatted
from a numeric value (seconds) into a duration.

The total abandonment time for the calls that abandoned
divided by the number of abandoned calls.

Taken directly from the Broadworks response and formatted
from a numeric value (seconds) into a duration.

Total amount of time the Agent was busy handling calls out of
the queue.

The number of Agents that are joined to the queue out of the
number of Agents that are assigned to the queue in
BroadWorks.

Taken directly from the Broadworks response. This can either
be a polled value that is refreshed every n seconds, or it can be
real-time. Itis strongly recommended that the Client Call
Control service is assigned to the queue in order to ensure this
statistic is displayed in real-time mode, as otherwise it can
cause confusion.

5.3 Toobk Menu

TheTools men provides anotheway to perform commomMCD actions, as @wn kelow. This menttod

should be usewhen thePersonal Wdboard is minimized.

File Messaging Toc'-

Settings

Development Queue >
Holiday Cruises >
Kakapo Sales > Call queue

Kakapo Support >
Leave queue
Supervisors >

Agents >

Instant message all supervised agents
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54 Reeiving AD Calls

Inbound ACDatls will displg the call centename, as configureth BroadWorks, in & & teRl.éThe T A
oFroy éfield wil display the incoming @erID [if not withhed] or the name d the caler if that can be
matched from the DirectoryAnswer e call by lifting the IP phone haedlsclicking Ansar/Releasecall

control button or doubleclickingthe cdl in the Active ChWindow

File Messaging Tools Help

) € © O®

My Statistics

Name Total Calls Answered Calls Missed Calls  Average Talk Time Total Talk Time Staffed Time

Kakapo Sales
® Holiday Cruises
Development Queue

Summary 4 4 0 00:00:09 00:01:17 01:20:26
From To Duration Status
I ) Kakapo Support (+447976493816) Jenna Wimshurst 00:00 Ringing l ‘

Hang up the IP phoné&andset o click Relea:® to endthe call

5.5 Auto Answer
Unity Supervisooptionally allove ACDcalls to auteanswer when thagentA & Ay G &SS &Th@k IAG S @
is toggled on/offri Settings > koming Calls €all Centre 3Agent This is onhavailableif the user is

associatedd the queue as an agent.
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Search Configure call center agent settings such as ACD state

Busy =
Calls
Unavailable
Automatically answer call center calls when I'm available
Call Center v
Agent v Include call center calls in my calls logs
Statistics v Display queued call center calls in the list
Columns

When listing supervisors:
Do Not Disturb

External Calling Line ID @ Include all supervisors in the call center

Delivery Include only those supervisors that are currently supervising me

5.6 SupervisorEscalation
Unity Gall Center Supervisorfacilitates the BroadWorksall ceter escahtion feature byallowing both

standardand emergency call escalation. Bothetypf escation canonly be perfomed on callcenter calls
and both inbound anduwibound [INIS] callsre supported. In either case, aisercan only escalate a call to
a supevisa if they arecurrently supervisinghem inBroadWorks. If this is not thase theuse will betold

[throughthe phone] hat the supervisor is not a validpervisor.

Services

Search Configure call center agent settings such as ACD state

Lall Forwara Always
Call Forward Busy Calls
Call Forward No Answer Automatically answer call center calls when I'm available
Comm Pilot Express +
Include call center calls in my calls logs
Available: In Office

Available: Out Of Display queued call center calls in the list

Office Include call priority
Busy
Unavailable When listing supervisors:
Call Center ~ @ Include all supervisors in the call center
Agent > Include only those supervisors that are currently supervising me
Statistics ~
Columns

Do Not Disturb

External Calling Line ID
Delivery

ceneel m
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5.7 Sandad Escahtion

Standard escalation is used whamaentneeds to be gven informatbn orinstruction from thesupervisor
without canferencing in lhe remote m@rty. Typcally,the agent will releasethe call to the supervisor and
relaythe information to the remote party. Unity allows the call tbe escalated to a speciiapervisor or b

the first supervisor thatis available. ThAgen a ! it Wil audingtitaly place the AR call on hold,
then dial the extension of theupervisor asan esalated @ll. This call will then appear as an escalated call
in all enter reports. Standad cal policy/routing ruleswill be used when calling the supior, suchas
DND, all forwardingand hoteling gest etc. At anyime, the agentcan releasehe esalated all, or can

transfer or conference both calls together if required

5.7.1 Emergermy Esalation
Emergency e=lation is usd to immediately comfrence asupervisor nto the call vith the remote arty,

therefore it relies on #her the 3Way or NWay Calihg use service being assignetivhen performing an
emergencyescalatbn, Unity wil place any active calls drold then dial theselectedsupervisor, or thefirst

supervisor that$available.

5.7.2 Escalation viActive CalwWindowv

To perform escalaton, the agent right-clicks the call in the active call window, thether chooseghe

supervisor to escalatie call toor escalates the call to the firavailablesupervisor.

Wy Statistics Overall Queue Statistics =
Average Talk Time _ 2o Total Missed Calls Longest Wait TimeAverage Wait Time Average Talk Tim
Name Total Calls Answered Calls  Missed Calls ? Total Talk Time otal Calls Calls Answered Calls in Queue N
Holiday Cruises 0 0 00:00:00 00:00:00 1 0 00:00:00 00:00:00 00:00:00
Kakapo Sales 0 0 00:00:00 00:00:00 0 0 00:00:00 00:00:00 00:00:00
Kakapo Support 2 1 00:00:07 00:00:07 2 2 00:00:00 00:00:07 00:00:00
Summary 2 1 0 00:00:02 00:00:07 3 2 1 0 00:00:00 00:00:02 00:00:00
From To Duration Status
Lee Fallon (Mobile) Kakapo Support nAnon A mtinen IR
Add to personal directory
Right Click
Call/escalate to first supervisor
Contacts CallLogs Voicemail My status: Available: In Office

Instant conference/emergency escalate to first supervisor

Received calls @ Dialled calls Supervisors

F  Assign disposition code Call Date

0002 05/03/2022 09:48:15 AM

Lee Fallon (Mo 07542901160
Lee Fallon (Mobile) 07542901160
Lee Fallon (Mobile) 07542901160
Lee Fallon (Mobile) 07542901160
Jevan Howe 0012

Please nte that if thesupervisoright-clicks on a diffrent all centerin the persanal wallboard [to the one

that the cdl wasrouted through] then the call escalation optionslwiot be displayed.
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5.8 Activating Outbound ®S
If the superviso is an agentof BroadWorks call center premium ques, and theutboundDNIS cpability

has been configured, then the user can select an outboundl®Mhichwill determine which outbound

CallerID $ presented when thsupervisomakesoutbound alls.

Rght dick the Dikic2 y

by R

Y2dza$

2 @A/NJ  Gb/dRinSENdom HtlziiuanBers abowve

are a clickable list of last 10 nbers forredial]. Theoutbound DNIS that are available gresented. The

currently selected outbound DS8llis tickd. This wi affect all odbound calls until the outbound DSlI

setting ischanged or set tonone.

File Messaging Tools Help

o
Name Total Calls
Holiday Cruises 0
Kakapo Sales 0
Kakapo Support 2
Summary 2

Contacts  Call Logs

Kakapo Sales

Name

© Amanda Dawson

© Charles Berry
Chris Tutt
Jenson Franklin

Holiday Cruises
Lee Fallon (Mobile)
Jevan Howe

Lee Fallon

Kakapo Support
Steve Tutt

Lucy Dickens

Change outbound number

M

@0

Overall Queue Statistics

@ Queues

Status

Do not disturb activated

Voicemail ~ Agent Activity

Agents

ACD State
Sign-Out
Available
Sign-Out
Sign-Out

Holiday Cruises (Spain Cruises)
Kakapo Support (Kakapo Support)
Kakapo Support (No Callback)

Total Talk Calls  TotalMissed Callsin
Total Calls
Time Answered Calls Queue Time

00:00:00 1 0 00:00:00
00:00:00 0 0 00:00:00
Q00102 2 2 00:00:00

Development Queue (Development Queue) 0 00:00:00

Development Queue (High DNIS)

Holiday Cruises (Caribbean Crulses)

Holiday Cruises (Holiday Cruises)

Holiday Cruises (River Cruises) My status:

Act alls Total Talk Time
0| None 00:00:00
691:56:12 0 0 00:00:00
00:00:00 0 0 00:00:00
00:00:00 0 0 00:00:00

Time
00:00:00
00:00:00
00:00:07
00:00:02

Available:

Time
00:00:00
00:00:00
00:00:59
00:00:19

In Office

Total Staffed Time

00:00:00
00:00:00
00:00:00
00:00:00

Longest Wait Average Wait Average Talk

SYSTEMS

59 Preconfiguration ofJoined andACD State

Unity can be configured to automatically joam leavethe agent to alACDgueues when startig or clogg.

This isn Setting >Senices >Incoming Calls Agent

Configure automatic call center login/logout. Only call centers that allow agent login/logout will be

configured. Configuring call centers when the desktop is locked or unlocked is only available on Windows

XP or above.

Join all my call centers

when U

Leave all my call centers

when Unity is closing
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In addibn, theACD site can beconfigured forUnity startup andwhen an AD call iseleased asshown

below

for m seconds

Prevent e from menuslly changing my ACD state when on a call centes cal,

6 SUPERVISOR FUKDINALITY

6.1 Changing Agemtvailabilityfrom PersonalWallboard
Right clickingray queue in the Persad Wallboard will presera drop listof options. Hoveoverd ! 38y G &

to see a list of allgents assiged to the seécted queue. Hovering over the ageim turn will present the

supendsor opionsto Join/Lave the gent from the queae ard change their AT State.

My Statistics Overall Queue Statistics -
Total
Answered  Missed  Average  Total Talk calls Gallsin  Longest  Average  Average  Calls
Name ~ Total Calls Staffed  Total Calls Missed
calls calls  TekTime  Time Answered % Quese  WatTime WaitTime TalkTime Transferred
© Development Queue 0 0 0 000000 000000 000000 37 0 a7 0 00:00:00  00:00:00  00:00:00
Holiday Cruises 0 0 0 000000 000000 000000 22 0 22 0 00:0000  00:00:00  00:00:00
Kakapo Sales 0 0 0 000000  00:0000 030037 0 0 0 00:00:00  00:00:00  00:00:00
Kakapo Suoport 4 1 3 000026  00:0026  03:0038 4 1 0 00:0000  0000:05  o000:00 [EENED
summan  Callqueue 0000:06 00:0026  06:01:13 63 1 62 0 00:00:00  00:00:01  00:00:00 3
Leave queve
Show agent activity
Supervisors >
o mwrs
Instant message all supervised agents Charles Berry >
Activate forced forwarding Chris Tutt >
opbatean 5
Remove from personal wallboard Leerslon s ‘
! Signin
LucyDickens >
! Avallable
SteveTutt > !
Unavailable > Comfort Break
Steve Wardle >
[ =2 wapup In a Meeting
 sign-out KMPIQ Callback
Sientmonitor > Luneh
aics

Call extension Replying to Call Back

Instant message Replying to Email
Replying to SMS
Replying to Tweet
Replying to Web Chat

6.2 AgentAdivity Tab

The Agent Activitytab are where the Supenads will spendmuch oftheir time as it provides agentevel

statisticsand functionalities There are two ways alisplayiing theagentactivitylist; by individual queue or
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individualagent Pleasenote that in both cases there is no limit to the number of agentgueues that

will be displayed in the list.

AgentActivity by qieuec Select a queurom the dropdownto listall supervied agents in that cgue

File Messaging Tools Help
@) KAKAPO
(=)
SYSTEMS
Overall Queue Statistics -
Name Total Calls Calls Answered Total Missed Calls Calls in Queue Longest Wait Time Average Wait Time Average Talk Time Staff Ratio
Holiday Cruises 19 ] [ 9 00:00:00 00:00:00 00:00:00 a6
Kakapo Sales 1 o 00:00:00 00:00:00 00:00:00 410
Kakapo Support 15 4 o 00:00:00 00:00:10 00:00:00 28
Summary 35 4 3 0 00:00:00 00:00:03 00:00:00 9/24
Contacts CallLogs @ Voicemall [Agent Activity My status: @ Available: Out Of Office
Name Status ACD State ACD Duration Total Calls Missed Calls Total Talk Time Total Staffed Time
. Chris Tutt Sign-Out 00:00:00 0 o 0000:00 05:42:36
Jenson Frankin Sign-0ut 00:00:00 [ [ 00:00:00 000000
arry Redman Signin 00:00:00 0 0 00.00:00 171346
Lee Fallon Available 00:00:00 E E 000000 083409
Not In Use Unavallable - In a Mesting 00:00:00 o 0 0000:00 11359
. Steve Tutt Available 00:00:00 &l &l 00:00:00 06:22:55

Agent Activity byAgent ¢ Select anAgent from thedrop-down to displayed all queuga which the

supenvsor is sipervisng the agent.

File Messaging Taols Help
= ) KAKAPO
=/
- SYSTEMS
Overall Queve Statistics -
Narme Total Galls Calls Answered Total Missed Calls Calls in Queve Longest Wait Time Average Wait Time Average Talk Time Staff Ratio
Holiday Cruises 19 0 [ 00:00:00 00:00:00 00:00:00 36
Kakapa Sales 1 0 00:00:00 00:00:00 00:00:00 410
Kakapa Suppart 15 4 | ] 00:00:00 00:00:10 00:00:00 e
Summary 4 a 0 00:00:00 00:00.03 00:00:00 9/24
Contacts  CallLogs € Voicemall [Agent Activity My status: @ Available: Out Of Office
Lee Fallon | Queuss @ Agents
Name Status ACD State ACD Duratior Total Calls Missed Calls Total Talk Time Total Staffed Time
Holiday Cruises Available 00:00:00 9 9 0000:00 084122
Kakapo Sales Available 00:00:00 3 3 0000:00 08:41:22
Kakapo Support Available 00:00:00 3 1 0000:23 0E:41:22

6.2.1 ChangingAgentACDState

The supervispb can chage the @ey § &vailabity in the call center eitherrbm the Personal \allboard,
Tools menu oAgent Activity tab. The actions thate availald areforcing the gent to Join or Lea
specific queues and ahging their AD state, mcluding theunavaildle reasoncode if appli@able.Caling or

Instant Messaiggthe Agentis also availabligom the context menu

When providing th@ption to change a mdn(i 2 N5 R ACDZ& drijoRed satus, Urty will shav if the

agentis currently joined to the queusnd what thecurrent ACD state is, as shown below.
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Average Talk Time Total Missed Calls Longest Wait TimeAverage Wait Time Average Talk Timd
Name - Total Calls  Answered Calls  Missed Calls “ Toial TalkTime  TofalCalls  Calls Answered CallsinQueve 0 - “
# Holiday Cruises o o 00-00-00 00-00-00 1 0 1 o 00-00-00 00-00-00 00-00-00
o Kakopo Soles 0 0 00:00.00 00:0000 0 o 0 0 00:00:00 00:00:00 00:0000
o Kakapo Support 2 2 00031 o0:01:08 2 2 o 0 000000 00007 000000
Summary 2 2 [ 000010 o0:01:08 3 2 1 [ 00:00.00 00002 00:0000
Drop person here to begin a call
Gomfort Break
Comacts CallLogs  Voicemail  Agent Activity Ina Meeting My status: @ Available: In Office
KMPIQ Cal-back
Kakapo Sales ~ @ Lunch LN
Right Click acs
Name - BSOS i to Gall Beck ACD Durstion Total Galls Missed Calls Total Talk Time Total Staffed Time
o Replying to Emai 000000 0 o 000000 00.0000
©  Charies Bery Join queus Rerying To SHS 692:19:38 0 o 00:00:00 00:0000
(] Chris Tutt 00:00:00 1] 0 00-00-00 00-00-00
©  Jenson Franklin Sign-in Replying to Tweet 00:00:00 0 0 00:00:00 00:00:00
©  Larry Redman vailable Replying to Web Chat 51643550 o o 00:00:00 104714
© LeeFallon o o > Trsining 14153327 0 0 00:00:00 10:46:42
©  MNotinUse [ Sigrout 2950:53:40 [} ] 00:00:00 00:0000
©  Sebin Joseph s Available 00:00:00 o o 000000 104716
® @ SteveTuit sl Sign-Out 00:00:00 ) ) 00:00:00 00:00:00
©  Steve Wardie Call xtansion Sign-out o0:00:00 o o 00:00:00 00:00:00
Instant message
Ay 0 0 000000 113

6.2.2 RemotelyChanging Aent Availabity from Agat Adivity Tab

Right clickhe agent or queue from thégent Activitylist to join/leave theagent to/from each queue or to

change their ACBrate for dl queuesthat the agent is a member of.

Contacts  CallLogs ©

Holiday Cruises

Name
e & Steve Tutt
» Steve Wardle
© Sebin Joseph
© ShahCastro
@ NotinUse
® © LeeFallon

Summary

Voicemail  Agent Activity
v #® Queues Agents
Status Unavailable? ~ ACD State ACD Duration
Available 00:00:00

ACD state is Sign-in

Sign-in

ACD state is Sign-Out Sign-Out 00:00:00
ACD state is Sign-Out Sign-Out 00:00:00
ACD state is Unavai...Unavailable - Ina M. 00:00:00

Not joined Available 00:00:00

Signein
+" Available
Unavailable > Comfort Break
Wrap-Up In a Meeting
Sign-Out KMPIQ Callback
Silent monitor > —
Qic’s

Call extension Replying to Call Back

Replying 10 Email
Replying 1o SMS
Replying to Tweet
Replying to Web Chat
Training

Instant message

Total Calls Missed Calls
22 22
[
0
0
0
0
22 22

My status: @ Available: In Office <
o0
Total Talk Time Total Staffed Time

00:00:00 11:31:07
00:00:00 00:00:00
00:00:00 00:00:00
00:00:00 11:30119
00:00:00 00:07:32
00:00:00 23.09:00

6.3 View Satistics and Setr&bholds gaing Agents
All statistics in the Agent Activity tab are d¢gafable ad allow trestoldsto be £t aganst them. D add

and remae statistics in the Agent Activitgh g to Settngs>Satistics>Columns>Agent ActivifTo set

thresholds agains statisic, double click it and set the values.
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Search Specify which columns should be displayed in the personal wallboard.
Lall Forwara Always N
Call Forward Busy Agent Columns Call Center Columns Agent Activity
Call Forward No Answer
Status
Comm Pilot Express ~
ACD State
Available: In Office
ACD Duration
Available: Out Of fr—
Office
Missed Calls
Busy
Total Talk Time
Unavailable
Total Staffed Time
Call Center ~
Agent
ACD State
Supervisor »
Statistics v
Do Not Disturb -

+ 1T Delete Add

Fanee! m

6.3.1 Changingigert Activitylcon
The! 3 SsyfcinCn the Agent Activity tab can be $&d on a rage of states, fo example, Joine®tate

which displays either red or greda represent wietherthe Agent is joinedatthe Call Center or not.

Contacts CallLogs Voicemail Agent Activity

Kakapo Sales v @ Queues

Name ~ Status

@  Amanda Dawson

@  Charles Berry
Chris Tutt Do not disturb activated
Jenson Franklin
Larry Redman
Lee Fallon Available In Office profile activ...
Not In Use
Sebin Joseph

e SteveTutt
©  SteveWardle

Agents

ACD State

Sign-Out
Available
Sign-Out
Sign-Out
Wrap-Up
Available
Sign-Out
Available
Sign-Out
Sign-Out

Thisis configured in SettingSuperisar>Agert activity image baed on, as shown below.
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Search Configure call center agent settings such as ACD state

Avallable: In Ottice -

G I Il
Available: Out Of enera calls
Office
Only include joined agents in the agent activity list
Busy
Unavailable Agent activity image based on
Call Center v Joined state
Agent v Joined state
ACD State ACD state
Hook state
Statistics - ACD & hook state
Columns Available to take calls
Do Not Disturb

External Calling Line ID
Delivery

Internal Calling Line ID
Delivery

6.4 ThresholdAlerts

Thresholds allow theupervisor to onfigure performance trgges aginst various parameters for all the
gueues they are gpervising The® will not affect the call handling and construction & tlueue, but are
designedas a warnig that the callcenteris experiencing abnoral behaviour ad allowng the supervior

to take remedial action.

Cick Setting > Sevices> Statistics> Columns > Call Cef@@elumnsc double click le statics €.g total
cals) to sé¢ thresholds. Different ttesholds can be sdor all queueparametersfor different call centers,
or all call ceters carhave the ame tireshold. Doublelick the boxes to populate the thresheiglue. Tick

ok to confim.

[Servces] x

Specify which columns should be displayed in the personal wallboard
Statistic to display
Golumn heaing

Total Calls

Set threshold alert velue

Highligh
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My Statistics Overall Queue Statistics -
werage Talk Tin al Missed Calls 51 Wait Time ait Time Average Ta
Name TotalCalls  AnsweredCalls  MissedCalls Y0 TIKTIME Lk Time  Totalcalls  Calls Answered 10 MSSCANE o ueye LONICST Wall TimeAverage Wait Time Average Talk Time
Holiday Cruises o 1] 00:00-:00 00:00:00 o a 00-00:00 00:00:00 00:00:00
Kakapo Sales 0 ] 00:00:00 00:00:00 1 0 00:00:00 oo.00:00 00:00:00
Kakapo Supgort 3 1 00:00:23 00:0023 3 1 00:00:00 00:00:03 00:00:00
Summary 3 1 2 00:00:07 00:0023 4 1 E 0 00:00:00 o000 o0:00:00

6.5 SilentMonitoring

Alows the sipervisor to dently moritor the next cdlor callstaken ly a specied ggent. This featire
requiresthe Call Center Moniting sewrice assiged to the Supervisor in BWK&hdis only availablén

premium call enters

To adivate Silent Monitoring, right-clickan agnt and selecbne of theSilent Monitor optons from he
context menu, as shown below Silent monitor can also be initiated mothe Tools menu or Personal

Wallboard.

Contacts CallLogs  Voicemail  Agent Activity My status: Available: In Office
Holiday Cruises v | ®Queues  Agents L]
Name Status ACD State ACD Duration Total Galls Missed Calls Total Talk Time Total Staffed Time
. Steve Tutt Available 00:00:00 22 22 00:00:00 12:11:39
e @ SteveWardle Signin 00:00:00 0 00:00:00 00:00:00
a Shah Castro Sign-Out 00:00:00 0 00:00:00 00:00:00
@  Sebin Joseph sign-Out 00:00:00 0 00:00:00 00:00:00
Not In Use Unavailable - In a Mesting 00:00:00 0 00:00:00 12:06:29
x _LeeFallon Available: 00:00:00 0 0 [ [
Join queue
Sign-in
 Available
Unavailable >
WrapUp
Sign-out
>
Call extension Next call only
Instant message All calls
Summary 22 2 00:00:00 24:26:54

6.5.1 Silent Monibring Waning Tone

The suprvisor can optionally play the warning tone to the agent when silent monitoring. Tlis

configued inSettings> Services Supervisor > Call Cenionitoring
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Search Configure call center monitoring to alert the agent when they are being monitored
[P z
Available: In Office | Playing warning tone when monitoring
Available: Out Of
Office
Busy
Unavailable

Call Center ~
Agent ~
ACD State

Supervisor ~

Call Center
Monitoring

Statistics v

Columns

Do Not Disturb

6.6 Adding Agentgo Monitored Agents List
By default, Uty Supervier will use of the list of supervised agents from BWK& defined in the

Supervisor section in the user fite.

Supervised Agents

Configure agents to be supervised. Available agents are any agent available currently not supervised and can include agents that are also supervisors.

= 1=

= [User 1 Test (testusert) - |
| Add>

[Remove <]

| Add Al ==

[Remove Al

= = I

Thislist can be mdified through the Personal Whlbardas shown blow. It can also be modified through

the Tools menu.
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Unity can be confured to atiomatically add all agesto the superised agent listas shown élow. Every
time UnitySugervisa starts it will automaticlly add any usupervised agents to thist, in which case the

above context meu option will notbe dsplayed

Search Configure call center agent settings such as ACD state
Call Forward No Answer General

Comm Pilot Express -
Automatically add all agents to my supervised agent list

Available: In Office

Available: Out O Display queued call center calls in the list

Office Include call priority

Busy

Unavailable Only include my supervised agents in the staffed ratio

Call Center ~
Agent ~

ACD State

Supervisor >

6.7 Supenseal Agentsin Staffed Ratio Statistic

The siperh 82 NJ Oty 2LIGA2Yy It e (i Sefisfictsd AaizdBy skiots Sgents{thatla®e T S R

being supervisedin ®ttings> Services> Supevisorc OKSO1 dhyf & Ay Of dzRbBke Yeé
saffSR NI (A 2 ¢ ® t evénX thereYa® huyidredsioKdther agents available in theug, theratio

will be based only orhbse agent that theupervir is supensing per queue
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Search

Ll Forwara Amways N
Call Forward Busy
Call Forward No Answer

Comm Pilot Express ~

Available:

Configure call center agent settings such as ACD state

: In Office

General calls

Automatically add all agents to my supervised agent list

Display queued call center calls in the list

Include call priority

Available: Out Of

Office

Busy

[ Only include my supervised agents in the staffed ratio

Unavailable

Call Center +

Agent v

ACD State

6.8 Bulk Changingoin/Leave

The Unity Supervis&eb Appprovidesyou with the ability tgoin/leave alsupervied agens for eachcall

center, by clickig one ofthe buttonsshown below A prompt will be displayed asking thiserto confirm

the action. Ifa queue is slected in the droglown then allsupervisedagerts inthat queuewill join or

leave tha queue. If a agent is seleetl then they wiljoin or leave all quees in the list.

Hover over the red or green dot in Agefttivity This can be done by agent @l agents in a spéic

queue.

Contacts Call Logs Voicemail Agent Activity My status: Available: In Office
reeTmr— 7] eouees Oagems o e e e e | @ @ <:|
Name Status ACD State ACD Duration Total Calls Missed Calls Total Talk Time Total Staffed Time
. Steve Tutt Available 00:00:00 22 2 00:00:00 12:24:07
. D Steve Wardle Sign-in 00:00:00 0 00:00:00 00:00:00
[~] Shah Castro Sign-Out 00:00:00 0 00:00:00 00:00:00
@  SebinJoseph Sign-Out 00:00:00 o 00:00:00 00:00:00
Hothiles Unavalabi- na Meeting 0000 o ey Fores
. o Lee Fallon Available 00:00:00 ] 00:00:00 00:08:46
Summary 22 22 00:00:00 24:51:50

Are you sure you want to join all agents to this queue?
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6.9 IM All Users in theCall Center

To messageall agents in the call ceet, right click on the al centerin the Personal Wallboard This

creates a group chat soarepliesfrom agents will be shared with everyone in the conversation.

My Statistics
Answered A Talk Total Talk T
Name ~ Total Calls newer Missed Calls erage falk TotalTalk Time Staffed
Calls Time
® Development Queue 0 0 0 00:00:00 00:00:00 00:00:00
® Holiday Cruises 0 0 0 00:00:00 00:00:00 00:00:00
Kakapo Sales 0 0 0 00:00:00 00:00:00 03:47:20
Kakapo Suppgss - = 3 00:00:26 00:00:26 03:47:20
Call queue
Summary 3 00:00:06 00:00:26 07:34:39

Leave queue
Show agent activity
Supervisors >

Agents >

Instant message all supervised agents I

Modify supervised agent list
Activate forced forwarding

Remove from personal wallboard

6.10 Reorder calls inthe queue and promote calls in the aquee
Unity Supervisor Weprovides the Supervisavith the aility to promote queuedcalls as sbwn below.

Unity will change theriority to éHighest if not already, and will also change the queosition to 1.

Overall Queue Statistics
Name ~ Total Calls Calls Answered Total Missed Calls Calls in Queue Longest Wait Time
Holiday Cruises 20 0 [ 20 00:00:00
Kakapo Sales 2 0 00:01:59
Kakapo Support 16 4 00:00:00
Summary 38 4 33 1 00:01:59
From To Duration Status
S Lee Fallon (Mobile) Kakapo Sales 01:58 Queued at position 1 - previously abandened
Answer call
Promote call
Contacts  Call int Activit
Transfer > Y
Search contacts Show agent activity v

Unity Supervisawill indicate if a geued callhas been previousbandonedsince Urty hasbeen running

From

o Lee Fallon (Mabile)

To Duration Status

Kakapa Sales o00:08 Queued at pasition 1 - previously abandoned
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The Supervisazan answethe call, whictwill transfe the call out of qaue and to tle usei@ extensionor

to asupervisedagent This wilbe counted as a transferred call iroBdWorls repors.

Overall Queue Statistics
Name Total Calls Calls Answered Total Missed Calls Calls in Queue Longest Wait Time
Holiday Cruises 20 0 [ 20 00:00:00
Kakapo Sales 2 0 00:01:59
Kakapo Support 16 4 | 2 00:00:00
Summary 38 4 33 1 00:01:59
From To Duration Status
3 Lee Fallon (Mobile) Kakapo Sales 01:58 Queued at position 1 - previously abandoned
Answer call
Promote call
Contacts  Call ‘nt Activit
Transfer b v
Search contacts Show agent activity v

7/ CALL CONTROL

All callsare manged through thecall control buttons at the top of the applicationThese butbns will

change depending orthe state of the selected cabirthe onlycall ifthere isonly one cl inthe Active Ch

Window.Forexamplethe Answer/Redase a and HoIdRetrieveo buttonstogde as mly one
of these options will be valid any tme.When aninbourd call iginging Answer becomebe valid option.

Once the cdlis acive the iconwill toggle to Redase as hanging up is thelyvalid gtion.

7.1 MakingaCall

7.1.1 Using theDial Wndow

Click theDial button @ to bring up the Dial dialogie box, as shown blow. Using the computer keypad
enter the desired nunber andpress Enteor cick OKo makethe call The desk telephone will gefit to
usng handdree speakerphoe. If he telephone does not support speakerphone, yeill need to liftthe

handset whenrthe call is answered.
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Phone number

7.1.2 Using the Contacts Paln
Doubk click a usr ion orright ch 01 ' YR I & §f S HusSdarials@dyt élick hold anddragto

the live cal window.

Name -~ |
[Abin Josent} — ight cick
Aliza Ha Call extension |

Amand |

4 View user details

Anandu |

Arjun He Instant message .

Athul PS |

Benedic Copy number |

Bifin Jos  personal directory > i

Charles

Dale Ca¢ Manage user list \

Free Ext Appearance >

Jenson Franknmn

7.1.3 Drag and Drop

Rightclick a user iconrothe Contacts panel and drag the icon up to Alegive CallWindow. Thiswill open
a call tothat user.Cals can also be dragged from the Act@ial Windw orto acall center to prform a
blind transfer. Calls dragdeonto a monitoreduser will eitherbe blind transferred or present options
dependingon the user prefeencesin Sdtings and whether the monitok user is engaged or not. For
engagedcontacts,park canp-on and transfeto voicemailare available. For aNable contacts fnsfer to

extension transfer to mobile, transfer to voicemail aepant call told, campon andtrander are available.

7.1.4 Using Directory Search

Enter the seah fieldin the Contacts panel to gnamically sea@h all internal userand speed dials.itBer
right click § R a St Sxiedsiodt / 2 NElidkFard kg theicon into he Active CH Window to make

the call.
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7.2 Answer a Call

When Unity displays an inboudll, click the Answer icon or doubleclick the call in the Active Call
Windowto answerthe cdl. Yourprimary phonewill now be on handéree speakrphone,if it sugorts this
featurewith BroadWorkslf there is an activead! in progress, you will ed to clck the new inbound call in
the Currer Call List before clicking Answehis will atomatically placethe first cdl on Hold. Please note
that answering a callly lifting the handsetn the desk ptone will have the sameffect as clicking Answer

in Unity.

7.3 EndacCall

Click the Reblesebutton e to end the currently seleet call. If there are multiple calls n the current call

list, make ste you séect theright call before clichy Releas.

Pease mte: Replacing the tephone handset will also drthe cal, which will then be maoved from tke

Active Call Window.

7.4 SendCal to Voicemall

To semnl an inbound caller dictly to yournvoicemail clickthe Voiemailbutton

Pease note tht if voicemadl is rot assignd oris disabled, the buttowill not bevisible

7.4.1 Retreving VoicemaiMessagesia Voicenail Button
When no alls are currently setged, clickinghe Voicemail buttonvill dialthe userinto their voce portal.

The hone wil defaultto handsfree speaker phone if has ttat capability

7.4.2 Retrievingvoiemail Messagegia Voicenail tab
Qicking into he Voiemail tab will display list of voicanessages with the most recent aettop. Double

clickanentry toplay tirough thet / default media player. Rightick tosave locally or delete. In adfor
the Voicemail tab to appeaBupevisormust beconfigurS R~ ¥ 2 NJ & ! &84 [dF/M yriéSvidualyR

voicent A f inWoicenail settings as bew.
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[Services] X

Search Configure your personal voice messaging.

Calling Line ID Delivery Enabled
Blocking
call Control ~ @ Use unified messaging

Broadworks Anywhere Use phone message waiting indicator

Call Transfer

Call Park Retrieve Show visual voicemail tab
Call Waiting
Directed Call Pickup With Forward the voicemail via email

Barge-in

Flexible Seating Guest
Remote Office

Call Recording Email notification of new voicemails

Hoteling Guest

Messaging

Voicemail

lee fallon@kakaposystems.com

7.5 Transfaring aCdl

There are two wayso transfera call;Announced fansfer, where youniroduce the call to the receiving
party before puttirg the @ll through, and Blindlransfer, whereyou transfer the caller directly ta
recipient withait introducing the all. Pleae nde that calls can be trangied bothto internalusersand

externalcontacts.

7.5.1 Announced Transfer
Receive and anser an nbound call. Make a newcall to the desed destinationextensionor numbe as

describedViake a Call aboe. Thiswill autamatically place the first calleam Holdand willopen a new call in

the Active Call Window Once the called partanswers, ak Trasfer S and select the antext menu
option to transfer both calling partiésgether. Both céls will nowdisapper from the Active CalWindow.
Note: The ser is nolimiting to transferring redeedcalls. They can make two outbouralls and thenuse
transF SNJ (i 2 dodgdRaASE GKSY

Callscan also be trarfsrred together bydragging one catin top of arother within the Active Call List
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Examplel ¢ Trander with two live calls

© O

From
(@ Jenna Wimshurst
N +447976493816

ROD® m

Transfer 03457888444 > +447976493816

Transfer +447976493816 >
to number

Transfer call together
03457888444

Jenna Wimshurst

Exanple 2 ¢ Transfer with four live calls

@0¢

From
@ Jenna Wimshurst
@ Jenna Wimshurst
@ Jenna Wimshurst

Jenna Wimshurst

AMMME

Transfer +447976493816 > 03457888444
Transfer 03457888444 >

08009123123
Transfer 08009123123 >

Duration

Transfer 03457203040 > to number
THE Y/ OGISETO 01:37
03457888444 00:45
08009123123 00:14
03457203040 00:00

751.1 Wam Trander

Unity Supervisorllows you to warm transf a call by right clickirthe user you wanto transfer the calto

andselectngd ¢ | NJY

(i i yha @neitInenu. This will then put the aginalcalleron holdand dial

the selectel number. Wien read, clickthe transfer biton in the call centecontroloptionspanelandthe

two calls wilbe transferred automaticdly disgppearingfrom your active calvindow.

Unity Supervisor can be configuredautomatically blind transfer alt by draggig thecall from the Active

Cal Window and dropping it on a user icon or numigen in the Contée pand, or dropping ionto a cadl

center queue [if supervisds confgured as an supervisor with calhter queues].

Note: Unity can be cdigured to dsplay anenu when dropping a anto a user icon. If no meraptions

AAAAA

are seleted the blind tranter is performed. If menwptions B &St SOGSRalIO&ELN Sy aaeMEY A TS

to also perform blind trnasfer. For more information on Dr&gdrop referto secton 9.
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o

Name ~

Holiday Cruises
Kakapo Sales
Kakapo Support
Summary
From

D Lee Fallon

Contacts Call L

Search contacts

Name ~

Abin Jot
Aliza Ha
Amande
Arjun He
Athul PS

00020

Benedicyriaveon

My Statistics
Total Calls Answered Calls ~ Missed Calls
0 0
0 0
2 2
2 2 0
Call extension
Transfer call to extension on (Mobile)
Warm transfer call to extension
Transfer call to voicemail
Park call on extension
View user details
Instant message pre Dep3)
42087636302 Call
Copy number 07
Personal directory > D6 Accol
20
Manage user list 42087636303
Ds
Appearance >
wu08

7.52.1

Usirng WntactsPaneDrag and Drop

Unity Supervisoallowsthe Supervigr to dick and select an activelcand then drag the call ta specift

user. Left click and hold down dme calling name in the From partben drag thecall © the desired

extensionfor warm/cold/straight to voiceail.

71.5.2.2

Using TransfeButton

Once ona call ckk the Trangr call controbuttong. In the Transfer window enter the destirteon and

clickOK
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