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The Unity Contact Center platform allows users to manage omni-channel conversations through
the Unity client, in addition to telephony functionality. This is achieved through several Contact
Center components which are outlined below. Unity Contact Center functionality does not rely
on BroadWorks Call Center services being assigned, or even that a Unity Call Center client be
used. Contact Center functionality can be provided through any Unity client, for any channel

type.

A Contact Center Queue is similar to a Call Center. It is a logical Group of Media Streams

that are presented to the Agent as a single entity.

A Media Stream is the channel to the public, it represents a Web Chat or Callback

client, an Email address, a Twitter handle or a Facebook login.

A routing phase is a rule that instructs the Contact Center which users to alert
when a new conversation is delivered through a Media Stream. The rule includes the routing
profile (longest idle, circular, simultaneous etc) as well as the duration that Agents should be
alerted. One or more Routing Phases are associated with a Media Stream, which the Contact
Center engine will process in the order specified. This removes the need for a conversation to
overflow to other Queues; each conversation is processed entirely from within the same Media

Stream.

A Staff Group allows an administrator to assign a single Group of Agents to a

routing phase, rather than having to assign multiple users one by one. This greatly reduces

administrative overhead in a large Contact Center environment.
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When a visitor starts a web chat the Contact Center platform will first look at the date and time

to decide whether to Queue the conversation or to follow “unstaffed” behaviour.

Please note: If there are no Agents joined to the Media Stream then the conversation will be

processed as “missed”.

The Contact Center will then look at the first Routing Phase, which is to alert the longest idle
Agent based on all Media Streams in that Contact Center Queue. Each Agent should be alerted
for ten seconds before moving onto the next Agent, but after trying for 40 seconds the Contact
Center should move to the next routing phase. The second routing phase is to alert all joined
Agents [that are assigned through a single Staff Group] simultaneously for 60 seconds. If the
conversation has not been answered then the “missed” behaviour will alert the visitor that
nobody is available for chat right now, an Email will then be sent with the details the visitor

entered to a predefined Email address.

Please note: Portal User Accounts must have the “Can Assign & Unassign Licenses” setting
enabled as this allows users to add and remove licenses to users. It also allows the user to create
Media Streams and assign CPaaS numbers to users. (If this permission is not set then the user
won’t be able to create Media Streams and assign CPaaS numbers because these are billable

actions).

All configuration details for Unity Contact Center are set through the Kakapo Systems portal. To
begin, log in to the Kakapo partner portal and select the Contact Center tab at the Group or
Reseller level, please note that a Reseller in the portal represents either a Service Provider or

Enterprise in BroadWorks.

Important: The Contact Center tab will only be visible if at least one Unity Contact Center license

is assigned to a user within that Group and/or enterprise.
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There are two types of Contact Center licenses, “Unity Contact Center Agent” and “Unity
Contact Center Supervisor”. They are assigned in the normal way through the License Details
tab, as shown below.

kakaposystems Licenses

Unity licenses currently assigned to the users of this group.

E Show All Licenses License Type

UnityContactCenterAgent Enterprise 160 70
UnityContactCenterSupervisor Enterprise 10 4

Unlike end-user client licenses, Contact Center Agent and Supervisor licenses are not
automatically assigned as trial licenses, they must be explicitly assigned either through the
partner portal or API. Please contact Kakapo Systems directly to request evaluation licenses.

Contact Center licenses must be assigned in addition to any client licenses required. For
example, if an Agent is using Unity in a BroadWorks Call Center environment, a Unity Agent
license must be assigned for the end-user client, then a Unity Contact Center Agent license must

be assigned to add Contact Center functionality.

3. ADMINISTRATION

This section is used for any general administrative tasks that need to be done to the Contact

Center environment.
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the contact center

r Perform general

environment

3.1 Authorization Requests

In the administration section users can add an email address which is used to perform
authorization requests for Email and Twitter Media Streams.

Please note: Users can add more than one email address, but it is one email per line.

Contact Center

kakaposystems Contact Center Administration

Perform general administrative actions for the contact center environment

Send Authentication Requests ® Adminuser@admin.co.uk
To (One Email Address Per
Line)

%

If additional authentication or
authorization is required when a
media stream is created then an
email will be sent to the email
addresses entered here. If no emails
are entered then the media stream
must be authenticated with the third-
party platform (for example Twitter or
Office365) when it is created

If there is one or more email addresses entered, then when creating Email and Twitter Media
Streams you only need to provide a name — you won’t need to provide a Twitter or any email
address details (including the email address). Users can set these of course, in which case they

will be saved.

The portal will not stop users from creating the Media Stream if these details are missing,

instead it will send an email to the email addresses above alerting them that the Media Stream
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needs to be authorized. They can then click on the link in the email and enter the details

required.

Contact Center Authorization Required

You have been sent this email because a Unity contact center channel requires authorization, please click to

perform this action.

Clicl erel
Media Stream Details
Type Email
Name Test email

Please contact your contact center provider if any further information is required.

Email Authorization

Email Platform Office 365 v
Email Address
Password

Confirm Password

Any previously saved details from when the Media Stream was created will be displayed. If it's a
Twitter Media Stream and the handle was specified when it was created, then this page will

redirect the user directly to Twitter to perform OAuth authorization.

If there are no authorization email addresses entered, then the portal will not allow the Media

Stream to be created without all details being set.
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3.2 Blocked Email Addresses and Phone Numbers

The Contact Center Admin can view, amend or delete single email addresses or domains. To
provide Supervisors and Agents with the ability to block email addresses and phone numbers,

the switches below must be toggled on in the Queue profile tab.

Details  Automatic ounts  License Details  Users  History Log  User Templates | Contact Center | CPaaS Numbers

nment Branding Portal Use

Car Shop Sales Media Profile

Add or update a contact center queue to the group, queues can only be created if one more more contact center agents exist in the group.

Is BroadWorks ACD Queue ® j

Identifier KakapoLiveStreams@KakapoSystems.com

Name Car Shop Sales Media

Language English (United Kingdom) i
Restrictions

Agents Can Leave Queue

Conversation Can Be Transferred

Supervisor Can Block Remote Party

Agent Can Block Remote Party

Once the Supervisor or Agent has reserved the email or SMS, they will have a tab visible to block

the number or address.

@ Conversation: Car Shop Sales Media > Car Shop Sales SMS - UK - 00:09 o X
Transfer  Close Add Slock

attachment| number

07542901160 Hi
10:03
i Car Shop Sales Media
HIStOI'y Thanks for getting in touch, we will reply to you shortly
10:03

ED SMS (Closed)

Car Shop Sales Media > Car Shop Sales

13 March 2023 11:21

ED SMS (Closed)
Car Shop Sales Media > Car Shop Sales

09 March 2023 11:42
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The Admin user can then view, amend or delete email addresses and phone numbers with a

date/time stamp.

[Cees]

kakaposystems Contact Center Administration

Perform general administrative actions for the contact center environment

Blocked email addresses/domains and numbers will be blocked for all media streams within this contact center environment. Please note that numbers can only be blocked through contact center clients, because the number format required will vary based on the CPaa$ gateway being used

Send Authentication Requests To (One Emai ® chris tutt@kakaposystems.com
Address Per Line) gopikrishnan v@kakaposystems com
h@kakaposystems com

steve wardle@kakaposystems com 7%

® Creation Level Address Blocked Date/Time (UTC)
Group christuttchnistuti@gmial com 2022121415.1536
Group kakapo systems 20221214 151536
Group me@kakaposystems.com 20221214 15:15:36
Group steve tult@kakaposystems com 2023.03.10 14:49.01
Group testcom 20221214 151536
Group test@unityclient com 202212 14 15:1536

® Number Blocked Through Blocked Date/Time (UTC)

Blocked Address

Add or delete a blocked email address or domain. Any emails from this email address or domain will be marked as read in the recipient inbox, but an initial reply will not be sent and the conversation will not be recorded or processed.

Block Entire Domain @
Email Address youareblocked@kakaposystems.com

4. STAFF GROUPS

A staff Group is a logical Group of users that allows an administrator to manage a single entity in

a routing phase, rather than having to assign multiple users one by one.
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Staff Groups can be configured to automatically add any new users, thereby providing a “catch

I”

all” Group which may be used as the final routing phase for a Media Stream.

Please note: You can only create staff Groups at the Group or enterprise level, staff Groups
created at these levels will be available to Queues and Media Streams. A staff Group created at
the Group level will only be available for use within that Group, whereas staff Groups created at

the Reseller level will be available for both enterprise and Group Queues.

Make logical
groupings of

contact center
@ A agents and
(-] :
supervisors for

simplified
management

Select staff Groups from the Contact Center menu to see all existing staff Groups (including any

created at a higher level) and to create a new Group.

kakaposystems Contact Center Staff Groups

Create groups of agents or supervisors which can be assigned as a single unit to media streams

Name Creation Level Type
All Agents Group Agent
Kakapo Development Team Group Agent
Kakapo Support Team Group Agent
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Contact Center Staff Group

Add or update a staff group, which will apply to any media streams where this staff group is assigned.

circular routing is used in the routing phase.

Name Kakapo Development Team
Is Agent List |

Automatically Add New Staff m

Enter a name for the staff Group and specify if the Group is for Agents or Supervisors, a staff
Group cannot comprise both Agents and Supervisors together and the “Is Agent List” setting

cannot be changed once the staff Group has been created.

Changing this setting will automatically repopulate the list with users that have either the “Unity
Contact Center Agent” or “Unity Contact Center Supervisor” license assigned. To search for a
user simply type the name or login ID in the search box or scroll through the list. To add users to
the Group select them and click “Add”. All users in the right-hand box have already been added
to the staff Group. To remove a user from the staff Group simply select them from the right-

hand box and click remove.

You can move Agents up and down the list, which will dictate the order in which these Agents

are alerted if this staff Group is added to a routing profile with circular routing.

To automatically add new staff members to the staff Group simply switch the “Automatically

Add New Staff” toggle.

Contact Center Staff Group

Add or update a staff group, which will apply to any media streams where this staff group is assigned.
circular routing is used in the routing phase.

Name Kakapo Development Team

Is Agent List

Automatically Add New Staff

If this switch is toggled then every time a Contact Center Agent or Supervisor license is assigned

to a new user it will add them into the applicable staff Group automatically.
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5. REPLY REPOSITORY

Create canned replies for users to easily send common responses to customer queries. These
are available at the Reseller, Group, Queue and Media Stream level. All replies configured at the
parent level will be available for all the lower levels. For example, a reply created at the Queue

level will be available for all Media Streams of that Queue.

The reply repository can be found in the main Contact Center menu for all relevant levels, as

shown below.

Configure a

repository of replies
|

— | that will be available
== to all agents within
. =5 this group

regardless of the
queue or media
stream being used

The list will show all existing canned replies, including the level at which they were added.

Creation Level Name Text

Group Data Protection For data protection purposes, could you please confirm your name, date of birth and post code?
Group Greeting Hi there, thanks for getting in touch. How can | help you?

Group Goodbye If there's anything else | can help you with, just let me know. Have a good day!

When adding a reply at the Reseller, Group or Queue levels you must specify which types of
media channel it applies to. Some canned replies such as “please give me a minute to look into
that” would not be applicable to an Email conversation, while three paragraphs of text would
not be relevant in a Twitter conversation. Setting the channel types that the canned reply is
available for will ensure that users will only see those canned replies when replying to those

type of conversation. A canned reply can be available to multiple channel types.

Available for web chat

Available for email m
Available for Twitter
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Once you have selected the applicable Media Streams, give the reply a reference name and
enter the reply text. Unity client will search on both the name and reply text when the Agent
enters search criteria, so rather than having to include reply text the Agent can simply type

“bye” to see all available farewell replies.

Available for Twitter E

Available for Facebook E

Name Bye

Reply If there's anything else | can help you with, just let me know. Have a good day!

6. RESOURCE REPOSITORY

The resource repository is similar to the reply repository outlined above, in that it allows Agents
to quickly access a range of resources when replying to a conversation, which can easily be
passed to the remote party either as a hyperlink (Web Chat, Twitter, or Facebook) or an Email

attachment.

As with canned replies, all resources created at the parent level will be available for all the lower
levels. For example, a resource created at the Group level will be available for all Queues of that

Group.

The resource repository can be found in the main Contact Center menu for all relevant levels, as
shown below.

Configure a
repository of
documents and
URLs that will be
available to all
agents within this
group, regardless of
the queus or media
stream being used

The list will show all existing resources, including the level at which they were added.

Creation Level Type Location Description

https:/fwww.kakaposystems.com/files/Unity-Product-Description-

Queue URL Comparison-Table.pdf Product Comparison
Queue URL https:/fwww.kakaposystems.com/files/2018/07/Zendesk-Integration.pdf Zendesk Integration
Queue File https://uatt.ch/repository/637141669249921642 pdf Latest Release Notes
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You can add a resource as a URL or file upload. If uploading a file, the portal will save the file
with a randomly generated filename, but it will ensure the actual name of the file that was

uploaded is used in the hyperlink or Email attachment.

Contact Center Resource

Resources can be quickly accessed and used by contact center agents

Is URL
URL https://www.kakaposystems.com/files/2018/07/Zendesk-Ir
Description Zendesk Integration

Add a short description about the resource [which will be used when searching for resources
within the Unity client, as outlined below] and then select “Add Resource”.

To delete a resource simply view it from the resource repository list and click Delete.

6.1 Email HTML Resources

You can also add HTML replies to the Email Media Streams reply repository. You can only do this

at the Media Stream level.
Use preconfigured replies to easily send commaon responses to customer queries

Name

Reply TEXT

SMS Queues info
TEXT

L5 B I U ase x, x* | % A-W. B = &l ¥ source

That's perfect, thank you very
much!

Normal - Font - Size ~

Match your customer’s behaviour by leveraging
SMS as an inbound communication channel

For a true omnichannel solution, add SMS Queues to Unity Contact Center and connect quickly with customers on the device they use the most.
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/. IN-OFFICE PROFILES

Easily create profiles for the times that various Media Streams and Queues will be online. In-
office profiles are configured at the Service Provider, enterprise and Group level and are

available to set at the Queue and Media Stream levels.

If the in-office profile is set at the Queue level it will automatically cascade down to any Media

Streams created within that Queue, but it can be overridden at the Media Stream level.

In-office profiles work with the set time zone set for the Media Stream, which cascades down
from higher levels in the Unity hierarchy. If an in-office profile is assigned to a Media Stream but
no time-zone is set, then Coordinated Universal Time (UTC) will be used as the time-zone, which
may lead to unexpected results. Therefore, it is very important that the correct time-zone be

used for that Media Stream, which may be different to that set at other levels.

The time-zone is set in the profile tab for all Service Providers, Resellers, Groups, Queues and

Media Streams, as shown below.

Bolts Sales Profile

Add or update a media stream to the queue, each media stream represents an entry point into the queue through a media type
Name Bolts Sales

Language English (United Kingdom) M

Media Type WebChat M

Conversation Can Be Transferred

Conversation Can Be Escalated

Availability
Timezone (UTC+00:00) Dublin, Edinburgh, Lisbon, London v
In Office Profile Always online M |

When the time zone is selected the portal will automatically confirm daylight savings
parameters, if that location observes daylight savings.

Manage in-office profiles by clicking on the link from the main Contact Center menu.
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Create profiles for
the times that
various media
streams will be

online. If in-office

profiles are not usad
the media stream
will always be online

You can see which in-office profiles already exist and at which level they were created. These
profiles can be assigned to all Queues and Media Streams below this level.

kakaposystems In Office Profiles

In office profiles are used to specify when media streams are online

Name Creation Level Monday Twesday
Extended Hours Group 09:00 - 20:00 09:00- 20:00
Standard Hours Group 09:00 - 17:00 09:00- 17:00

To add a new in-office profile click “Add Profile”, then enter a name for that profile and

populate the relevant times using 24-hour time format, as shown below.

Name Standard Hours
Day From To
Monday 09:00 17:00
Tuesday 09:00 17:00
Wednesday 09:00 17:00
Thursday 09:00 17:00

Click “Apply to All” for the times entered on Monday to apply all days. Leave blank the times for

the days that the Media Stream is not available.

Please note: If an end time is set but a start time is not present then the Media Stream is not

online for that day.

You can create multiple in-office profiles which can then be assigned to a Queue or Media
Stream, but only one in-office profile can be assigned at a time. Any dates added in the Contact
Center holiday section will override the in-office profiles.
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8. HOLIDAYS

Create holidays to stipulate when the Contact Center is closed or reduced hours are used. They
can be managed through the main Contact Center menu at all levels of the Unity hierarchy,
including Service Provider, Reseller and Group. Any holidays created will automatically apply to
all child levels, so a holiday created at the Service Provider level will apply to all Queues for all

customers.

Create holidays to
li stipulate when the
contact center is
closed or reduced
hours are used

The list will display all holidays created at this level and above, all of which will be used by

Queues at this level and below.

Name Creation Level Inclusive Date(s) In Office Hours Recurs Annually
Bank Holiday Queue 1 January Closed all day True
Christmas Day Group 25 December - 25 December Closed all day True

To add a new holiday, enter a name and a start date. Toggle the “Single Day” switch if the
holiday is just for one day e.g. a public holiday. If the holiday is over multiple days then untoggle

the switch and enter the end date for the holiday, as shown below.

Contact Center Holiday

Configure specific days or date ranges when the contact center is closed or running reduced hours

Name Christmas Day

®Fixed day OFloating day

Start Date (Inclusive) 25 December v
Single Day m
End Date (Inclusive) 25 December L6

Recurs Annually

In-Office Hours

Closed All Day
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You can also set if the holiday occurs on the same date every year, and if the Contact Center will
be closed for the entire day or if reduced hours will be used. Please note these hours are not

related to an in-office profile, they will only be applied on the day(s) of the holiday period.

Contact Center Holiday

Configure specific days or date ranges when the contact center is closed or running reduced hours

Name

Christmas Day
®Fixed day Floating day
Start Date (Inclusive) 25 December v
Single Day m
End Date (Inclusive) 25 December o

Recurs Annually

In-Office Hours

Closed All Day m
Start Time 09:00
End Time 13:00

Please note: As mentioned, Holidays will apply to all levels below the level of creation. If you do
not want certain holidays to apply to all Queues then you need to create the holiday at the

Queue level rather than a higher level.

9. AVAILABILITY & ACD STATE MANAGEMENT

Set default ACD states for different Agent actions within the Group, Queue or Media Stream and
limit the number of conversations an Agent can process simultaneously. These can be

configured at the Group, Queue and Media Stream level and will apply to all lower levels.

Agent Availability can be set at the Group, Queue and Media Stream levels through the main

Contact Center menu, as shown below.
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Set default ACD
states (including
unavailable reason
codes) for different
| agent actions within
H this queue, and limit
the number of
conversations an
agent can process
simultaneously

9.1 ACD State Change

Select the desired ACD state for an Agent when they are processing a Web Chat, Callback, Email,

Twitter or Facebook conversation from the drop-down menu.

Media Stream Type ACD State Unavailable Reason Code
Web Chat Unavailable M 8011

Callback Unavailable M 8012

Email Unavailable v 8013

Twitter Unavailable M 8014

Facebook Not Set v

The “Unavailable Reason Code” needs to exactly match the unavailable reason code in

BroadWorks, if the code doesn’t exist in BroadWorks then it will be ignored by the Unity client.

For example, if the user reserves a Web Chat conversation then Unity will change their ACD
state to “Unavailable — Web Chat”, assuming the unavailable code “Web Chat” has been

configured in BroadWorks.

This will prevent calls (and potentially conversations from other channels) from being received
by the Agent while they are processing the conversation. Of course, these ACD states will also

feed through to the Agent activity BroadWorks Call Center reports.

9.1.1 Post-Conversation ACD State

Unity can be configured with a post-conversation ACD state, which will be used when a Contact

Center conversation is closed by the user. Options are available to only change the ACD state if
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there are no other reserved conversations for the user. This is set in Settings>Services>Call

Center>ACD State.

D) Services & Settings *

Services Settings

Configure call center agent settings such as ACD state.

2>

= Incoming Calls
- Anonymous Call Rejection
- Call Forward Always

Call Forward Busy

Call Forward No Answer

= Call Center General Cals
= Agen
f1AcD state] o
O SUSTETCE When displaying ACD state
“- Columns AsDuration -
- Reportin
= Commpmlot Express Startup & desktop unlocked ACD state
Available: In Office Available -
Available: Out Of Office
- Busy Desktop locked ACD state
- Unavailable Unavailable - Paperwork “
-~ Do Mot Disturb P
External Caling Line ID Delvery Wrap-up duration (sec)
- Internal Caling Line ID Delivery |DU
- Simultaneous Ring
[} Qutgoing Calls [ Only show the current ACD state button
Caling Line ID Delivery Blocking [] Activate sign-out ACD state when Unity is closing.

&) Call Control
i - Broadworks Anywhere

9.2 Simultaneous Conversations
Configure how many conversations a user can process concurrently. Enter the maximum
number of conversations for each Media Stream type, as shown below.

Simultaneous Conversations

Configure how many simultaneous contact center conversations can be processed by a single agent.

Media Stream Type Maximum
Web Chat 5
Email 3
Twitter 3
SMS 2

Please note that the Contact Center platform will only consider the maximum number of
conversations for the same Media Stream type (Web Chat, Email etc) as the conversation for
which the Agent is being alerted. Therefore, in the below screenshot the Agent can manage up
to three Web Chats and one Email and three Twitter and two Facebook conversations.
Maximum simultaneous conversations are not considered for call-backs, because the Agent is

free to initiate the Callback in their own time.
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Any setting from parent levels will cascade to lower levels, where they can be overridden. If a

value is not set then the default value [from the higher level] will be applied.

Unity also allows you to configure when a new conversation can or must not be passed to an
Agent. Restrictions can work with ACD state changes (as outlined in section 9.1) to build an

Agent availability profile.

For example, when an Agent is replying to a Web Chat, Twitter or Facebook conversation then
the Agent should not be available to take Call Center calls, but when they are replying to an

Email conversation they are available to take Call Center Queues.

This type of routing profile can be configured by creating multiple unavailable reason codes in
BroadWorks. Then configure Unity to automatically change the ACD state based on the type of
Media Stream while adding restrictions to control if an Agent is available for subsequent

conversations.

The list will show all restrictions for all parent levels as well as the current level, all of which will
be considered when deciding if the Agent is available for new conversations. If there is a

duplicate restriction at a higher level than the restriction at the lower level will take precedence.

Agent Availability Restrictions

Manage agent availability by specifying when a new conversation can or must not be passed to an agent

levels
Creation Level Agent State Is Available For Conversations
Group Available True
Group Call True
Group Unavailable (8001) True
Group Wrap-Up False

Restrictions will apply to all Media Streams if set at the Group or Queue level, so if each Media

Stream will require different restrictions then they should be set at the Media Stream level.
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Please note: All restrictions that allow the client to present the conversation alert to the user
will be considered before those that block/bounce the conversation. This means that is there is
a restriction for the Available ACD state set twice in the same level, then the one that presents
the conversation will be applied. ACD state restrictions will still be processed from the Media
Stream level up to the group or reseller level, so if an ACD state is set at the Media Stream level
to not present a conversation, then the same ACD state is set at the group level to present it,

then it won’t be presented because the Media Stream level restriction will be considered first.

Example 1: If a user is on a VolP call then the user is not available for a new Contact Center

conversation.
Agent Availability Restriction

Specify when agents can or must not be alerted of new conversations, which will apply -

VolIP Call

Agent |s Available m

Example 2: If a user is in wrap-up then they are available for a new conversation. This will make
the user available for a Web Chat, Email or other Media Stream but it will not make them

available for VolIP calls.

Agent Availability Restriction

Specify when agents can or must not be alerted of new conversations, which will apply to all media streams of this contact center queue

VolIP Call
ACD State Wrap-Up M

Agent Is Available
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Example 3: If a user is available and not on a VolIP call then they are available for a new
conversation or VolP call.

Agent Availability Restriction

Specify when agents can or must not be alerted of new conversations, which will apply to all media streams of this contact center queue
VolP Call
ACD State Available v

Agent Is Available

9.4 Unavailable Restrictions

If the ACD state is set to “Unavailable” in the Contact Center portal then it will not apply to all
unavailable reason codes in the client — it will only apply if there is no unavailable reason code

currently set in the client.

Wildcards: These can be used for unavailable reason codes, which is *. If this is set as the
unavailable reason code in the Contact Center portal then it will apply to all unavailable reason
codes in the client, as well as if there is no unavailable reason code. Wildcards are considered
after restrictions that don’t include wildcards, so they can be used as “catch-all” baskets to

either present or bounce the conversation alert in the client.

10.  QUEUES

A Contact Center Queue can be thought of as similar to a VolP Call Center, in that it allows an
Agent to receive and reply to conversations through different channels. Unity will combine a
BroadWorks Call Center with a Unity Contact Center Queue if the Call Center ID and the Contact
Center identifier are identical. In this case the Agent will see a single entry in the personal
wallboard that will contain omnichannel statistics from all Media Streams as well as from the
Call Center, and Unity will simultaneously join or leave the Agent from both Queues. Therefore,

for the Agent, this appears and behaves as a single omni-channel Queue.
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10.1 Creating a new Queue

Click “Add Queue”. If you want the Contact Center Queue to match a BroadWorks Call Center
Queue and be a combined queue in the Unity client, then toggle the “Is BroadWorks ACD
Queue” switch and enter the BroadWorks ACD Queue identifier. The identifier cannot be

modified so please make sure the correct identifier is used.

Contact Center

New Contact Center Queue

Add or update a contact center queue to the group. queues can only be created if one more more contact center agents exist in the group

Is BroadWorks ACD Queue 0) oF |
Name
Language Default v

If you do not enter an identifier the Unity Portal will automatically generate a random one which

will not match a BroadWorks Call Center Queue.

Please Note: Only a system admin will be able to see the identifier in the Queue profile page, but

changes cannot be made once a queue has been created.

In the example below, “Kakapo Systems” Contact Center ID did not match to a BroadWorks Call
Center ID therefore you can only see Web Chat and Email stats. “Bolt Sales” ID did match a
BroadWorks Call Center ID, therefore you can see all Call Center and Web Chat/Email stats in a
single row, as shown below. (To add and remove statistics from the Personal Wallboard please

see section 13.2)

My Statistics Overall Queue Statisti

‘Web Chats Answered Total Talk Average Talk Emails Calls Total Missed Calls In LongestWait Average
Name Total Calls  Answered Calls Time Missed Calls Time Answered  Total Calls  Answered Calls Queue Time Time
D Kakapo Systems = 0 o = 0
© Bolis Sales 0 0 0 00:00

Nuts Sales 0 = o 00:00
0 0 0 00:00:00 0 00:00 0 13 3 10 0 00:00 00:07

Select from the list of restrictions and set the time zone for that Queue. Select the in-office

profile from the drop-down menu (please see the In-Office Profiles in section 7).
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New Contact Center Queue

Add or update a contact center queue to the group, queues can only be created if one more more contact center agents exist in the group.

Is BroadWorks ACD Queue [©) j

Name Bolts Queue
Language English (United Kingdom) "
Restrictions

Agents Can Leave Queue
Conversation Can Be Transferred
Supervisor Can Block Remote Party

Agent Can Block Remote Party

Availability
Timezone (UTC+00:00) Dublin, Edinburgh, Lisbon, ~ Daylight savings from Sunday 27/03/2022 at 01:00 until Sunday 30/10/2022 at 02:00
In Office Profile Always online e

Click “Add Queue”. To then make changes in that Queue select the Queue name in the list.

Name Timezone Agents joined
Dynamic Sales GMT Standard Time 171
Holidays GMT Standard Time 17
Kakapo Live Streams GMT Standard Time 46
Kakapo Sales GMT Standard Time 213
Kakapo Support Channels GMT Standard Time 3B

10.2 Profile

To configure the Contact Center Queue click profile.

10.3 Media Streams

Manage the Media Streams (Web Chats and Emails etc) associated with this Queue. (Pease see

Media Streams in section 11).

10.4 Supervisors

Assign Supervisors for this Queue, which will also apply to all Media Streams within the Queue.
Displayed are all the users in the Group that have a “Unity Contact Center Supervisor” license

assigned to them including pre-configured staff Groups (please see section 4 for staff Groups).
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To add users and staff Groups to the Supervisor list simply select them from the left box and
click add. All users and Groups in the right box have already been added. Once you have

modified the Supervisor list click “Save”.

Staff

DESKTOP-EJMBEQO (080027D1A821-762) Arjun Harikumar (extn8004 @kakaposystems.com)
Jenna Wimshurst (jenna.wimshurst@kakaposystems.com) Athul P S (extn8005@kakaposystems.com)
Steve Tutt (stevetutt@kakaposystems.com) Vineeth K K (extn8007 @kakaposystems.com)

Jaik George Joy (extn8008@kakaposystems.com)

Bifin Jose (extn8006@kakaposystems.com) Chris Tutt {christutt@kakaposystems.com)
Steve Wardle (steve.wardle@kakaposystems.com) Gopikrishnan V (extn8332@kakaposystems.com)

Remove All

10.5 Availability & ACD State Management

Set default ACD states (including unavailable reason codes) for different Agent actions within
this Queue, and limit the number of conversations an Agent can process simultaneously.
Anything entered at this Queue level will override anything entered in the Group level. If
nothing is set for the Queue level then Unity will take the configuration from the Group stage.

(Pease see Availability and ACD State Management in section 9).

10.5 Reply Repository

Configure a repository of replies that will be available to users within all Media Streams within
this Queue. All reply repositories cascade down from the Group so if you are viewing the
repository at the Web Chat Media Stream level then you will see all replies created at the Queue

and Group level that are available for Web Chats. (Please see Reply Repository in section 5).

10.6 Resource Repository

Configure a repository of documents and URLs that will be available to users within all Media
Streams within this Queue. All resources cascade down from the Group so if you are viewing the
resource repository at the Web Chat Media Stream level then you will see all resources created
at the Queue and Group level that are available for Web Chats. (Please see section Resource

Repository in section 6).
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Create holidays to stipulate when the Contact Center is closed or reduced hours are used. All
holidays cascade down from the Group level but you can also create holidays for separate
Queues at the Queue level. E.g. If some Call Centers are in different countries with different

public holidays. (Please see Holidays in section 8).

View all activity performed in this Contact Center Queue.

A Media Stream is the channel to the public, similar to a phone number for a Call Center. In a
Contact Center environment it represents a Web Chat or Callback client, an Email address, a
Twitter handle or a Facebook login. Multiple Media Streams can belong to the same Queue, but

each Media Stream follows a different routing profile.

All previously mentioned configuration settings [such as maximum concurrent conversations
and restrictions etc] from a parent level will cascade down to all Media Streams by default,

however this can be overridden at the Media Stream level.

Click the “View” button next to the Queue that you want to add the Media Stream to and then
click Media Streams. You will then be presented with a list of all of the Media Streams in that
Queue, as shown below.

Kakapo Live Streams Media Streams

A contact center queue consists of one or more media streams, each representing a link to the cloud (for example through email, webchat, or Twitter)

Type Name Connected
Web Chat Bolts Sales Yes
Callback CallBack Yes
Web Chat Kakapo Chat Joined Yes
Web Chat Kakapo Chat Qutside Office Hours Yes
Web Chat Kakapo Chat Unjoined Yes



Click “Add Media Stream” and enter a name (this name will appear as the “to” field in the
Activity Window when a Queued conversation is presented to a user) and then select the type of

Media Stream from the drop-down menu.

Mame Bolt Sales
Language English (United Kingdom) W
Media Type | Email M |

| Email |
Conversation Can Be Transferred

. Twitter
Conversation Can Be Escalated Callback
SMS

Set the time zone, it will default to what was set at the parent level but you can override this
here. Select from the in-office profiles [if created], this will also default to what was set at the

parent level but can be overridden.

If the “Use Last Agent If Available” setting is checked then the Contact Center platform will first
alert the last Agent to reserve a conversation from the Email address or phone number of the
remote party, for any channel type. This assumes that the user is still an Agent of the Media

Stream and is joined. That last Agent will be alerted before the first routing phase is processed.

Please note: If an agent is joined to a Queue, then a new Media Stream is added under that
Queue (and they are added to the routing phase) then they won’t receive conversations for that

Media Stream until they leave the Queue, then join it again.

11.2 Web Chat

To set up a Web Chat enter the relevant Web Chat configuration and any automatic responses.
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Identifier

Remote Party Name Show - Mandatory
Remote Party Phone Show - Mandatory
Remote Party Email Show - Mandatory
Email Transcript Available ®

Attachments Allowed

Conversation Can Be Rated

If left blank this will be automatically generated

Record Visitor Journey ®
External Reference Show - Optional S
External Reference Label [©) Order Reference
Welcome Message Please type to initiate the chat.
a
Unstaffed Message Sorry we missed your chat, we have your details and will
contact you. P
Missed Message Sorry we are now closed. We have recorded your details
and will call you back. P
When Unstaffed Or Missed Send A Notification To These Amin@kakaposystems.com

Addresses (One Email Address Per Line)

When the Web Chat client is loading it will look to see if the estimated wait time delimiters exist

in the messages, and if so it will dynamically calculate the estimated wait time based on the last

ten conversations that have been assigned to an Agent. Use the [EstimatedWaitTime] delimiter

in the welcome message to insert text describing the average response time for this media

stream, based on the last 10 web chats.

Record Visitor Journey ©) ﬁ
External Reference Label ® Account Number
%
Welcome Message Hi. We are answering in
[EstimatedWaitTime] =i p
Unstaffed Message Sorry but we are out of office at present, ~ _
but we have recorded your details and p
Missed Message Sorry we have missed your chat, butwe ~ _
have recorded your details and will try to p
When Unstaffed Or Missed Send A Notification tellmemore@kakaposystems.com
To These Addresses (One Email Address Per p

Line)
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The possible descriptions are:
o inless than a minute
o inafew minutes
o within 10 minutes
o within 20 minutes
o within 30 minutes
o within an hour

o within a few hours

Live chat - X

ﬂ Sales Chat

Sales Chat

Please enter a message below to
start chat. We are currently replying
to conversations in around 20
seconds

Identifier: This can follow whatever naming system you choose but it needs to be globally
unique, so we recommend that a domain is included in the identifier to ensure uniqueness. If

you do not enter an identifier, then it will be automated generated by the portal.

Please Note: Only a system admin will be able to see the identifier in the Media Stream profile

page, but changes cannot be made once the Media Stream has been created.
Show-Mandatory/Optional or Hide: This forces the customer to enter their name, Email and/or
phone number before they can use the Web Chat, these fields can also be set to optional or

hide. The name and phone number are always mandatory for call-back Media Streams.

Attachments allowed: This allows the customer to send attachments through the Web Chat

client.
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Conversation can be rated: The customer will be asked to rate the conversation out of five stars
once the conversation has ended, a comment can also be entered. Please note that the rating

request will appear regardless of who ended the chat.

External reference label: Add a custom required field e.g. Ticket Number.

External Reference Label @ Ticket Number

Ticket Number: *

Department: *

Select v

Welcome message: This is the message that is displayed after the customer has entered the

required details but before they have started typing a message. It gives instructions on how to

start the chat conversation.

Please note: we recommend having something similar to “please add a message below to start

the chat” in the welcome message as Web Chats are only started once the visitor has sent at

least one message.

Unstaffed message: This is the message that will display when the Contact Center is closed or
when there are no Agents joined to the Queue. An unstaffed Email will be sent to the Email

address entered with all the relevant information, as shown below.
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From: noreply@unityclient.com [mailto:noreply@unityclient.com]
Sent: 11 December 2017 14:04

To: | Need Help <ineedhelp @kakaposystems.com>

Subject: Contact Center Notification

Contact Center Notification

This email is notification that a contact center conversation was missed because of staff unavailability.

Conversation Details
Received Time

Contact Center
Remote Party Name
Remote Party Phone
Remote Party Email
Reason

11/12/2017 14:04:24 GMT

Kakapo Systems (Kakapo Systems)
Mary

tel://02082281

mailto://mary

Queue was unstaffed

Missed message: This is the message that will display once all routing phases have completed

and the conversation hasn’t been answered. A missed Email will be sent to the Email address

entered with all the relevant information, similar to that shown above.

At the bottom of the Media Stream profile page you can brand the Web Chat using different

colours, avatars, text and locations, as shown below. The sample client will change depending

on the settings that you choose.
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Web Chat Client Branding

Visibility Always show %

Hide Web Chat When Conversation Is W

Completed ="

Hide Web Chat When Close Button Clicked OFF

Primary Colour Custom M B #2abef5
Web Chat Window Header Use Media Stream Name v

Use Agent Name & Avatar When Reserved

Web Chat Start Image Box design with custom image and text v
Web Chat Avatar @ i ﬂ
O O © O

Upload
Image
O @
Invert Start Image OFF
Web Chat Window Type Window i
Start Text Would you like to chat?
Button Text Start chat
Web Chat Widget Location Bottom Right v

Web Chat Widget Delay 3

To add a custom colour, select “Custom” from the drop down menu and then use the colour

picker or enter the hex colour code:

@  #0997ad
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Use Agent Name and Avatar When Reserved: If the Agent that reserved the conversation has an
avatar uploaded in the portal, then this will be shown in the Web Chat client along with the

Agent’s name.

Hide Web Chat when conversation is completed: This will hide the Web Chat icon for the user

for the rest of that session after the conversation has been completed.

Hide Web Chat when close button clicked: This will hide the Web Chat icon for the user for the

rest of that session regardless of whether a Web Chat conversation was initiated.

Visibility: Change the visibility of the Media Stream by selecting the options from the dropdown
menu:
This gives you the option to present the Web Chat name or Queue

name in the chat window header.

Live chat -
o Web Chat Window Header
Your name: *

Emall:
Phone number; *

Ticket Number: *

&0 Emall chat transeript

Seven different Web Chat designs to choose from.
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Web Chat Start Image

Start Text: Your initial start to the conversation.

Start text

Hello!

Chat design with custom image and text v

Bar design with fixed image without text
Box design with custom image and text
Bubble design with custom image and text
Chat design with custom image and text
Circular fixed image without text

Oval shape with fixed image and text
Slide design with fixed image and custom text

Button Text: Message to the customer to start the chat.

Button Text

Web Chat Widget Location: Two locations to choose from.

Web Chat Widget Location

{ Bottom Right v

Bottom Left
Bottom Right

Web Chat Widget Delay: Time delay when the customer browses to your web page before the

chat widget pops up.
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Once the Media Stream has been added, you can test the Media Stream by viewing it from the
Media Stream list, then clicking “Test Stream” in the Media Stream profile page, as shown
below.

Kakapo Live Streams Media Streams

A contact center queue consists of one or more media streams, each representing a link to the cloud (for example through email, webchat, or Twitter)

Type Name Connected
Web Chat Bolts Sales Yes
Callback CallBack Yes
Web Chat Kakapo Chat Joined Yes
Web Chat Kakapo Chat Outside Office Hours Yes
Web Chat Kakapeo Chat Unjoined Yes
Email Kakapo Gmail Test Account Yes
Web Chat Lebara Sales Yes
Twitter Twitter Support Yes
Web Chat Location Bottom Right v
Web Chat Delay 4

e | oo [ |

The portal will then show you how the icon will behave and provide you with the HTML code

that you need to either download by clicking the “Create Test HTML File” or copying the code

and then pasting it into any webpage where you want to provide the client.

Copy the below text and paste it into your HTML page.

h{scrlpt type="text/lavassriet” sre="hites://Rartal.unbrchisnt.com/ webehat/is/webehatas” 19="WebChaiCliznt" ausueld="BoltsSalesBdrdcoulk” Sreamldanifier="%alksChai®BelisSalss"> </script>
]

Please note that this HTML script block will not change if the Media Stream is updated, the new
settings will be applied when the page is next loaded/refreshed. The HTML script block will be
different for each Media Stream.

Please note: The Web Chat conversation will follow the visitor as they navigate to different

webpages or open new tabs on the website.
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11.3 Twitter

To log in to a Twitter Media Stream simply enter the Twitter handle and click “Add Media

Stream”.

New Media Stream

Add or update a media stream to the queue, each media stream represents an entry point into the queue through a media type

Name

Language

Media Type

Conversation Can Be Transferred

Availability

Timezone
In Office Profile
Use Last Agent If Available

Reopen Conversation On
Reply

Twitter Configuration

Twitter Handle

Twitter Test

English (United Kingdom)

Twitter

(UTC+00:00) Dublin, Edinburgh, Lisbon,

Always online

Without the @ please

Daylight savings from Sunday 27/03/2022 at 01:00 until Sunday 30/10/2022 at 02:00

If one or more email addresses has been entered in the Administration section (See section 3.1)

then when creating a Twitter Media Stream, you only need to provide a name — you won’t need

to the provide Twitter handle.

If you set the Twitter handle and then click “Add Media Stream” then you will get the option to

complete the authorization yourself, or send the authorization email to the email addresses in

the Administration section (see section 3.1).

If you do not set the Twitter handle, then an authorization email will be sent to the email

addresses in the Administration section (see section 3.1) and prompt the addressee to complete

the Twitter setup and authorization.
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Users can also resend the authorization request if they need to. E.g. if the Twitter password has
been changed.

Current State

State Connected
Last Successful Connection 15/04/2020 04:57
Last Unsuccessful Connection 15/04,/2020 04:57

I I e e e

11.3.1Authenticating Twitter

Click Add Media Stream or Complete Twitter Authorization, Twitter will then open in a new tab

and ask you to authorise the app. Enter your twitter login details and click Authorise app.

Add Media Stream

Complete Twitter Authorization

use your account?

Authorise Unity Contact Center to Q

Unity Contact Center
KakapoSystems www.kakaposystems.com
Provides integration between Twitter and

| ...... ¥ | Unity Contact Center to route tweets and
direct messages to Unity agents

D Remember me - Forgotten your password?

Authorise app Cancel

This application will be able to:

Read Tweets from your timeline.

See who you follow, and follow new people
Update your profile

Post Tweets for you.

Access your direct messages.

The portal will then show the below message if it has been successful.
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Authentication Succeeded

The media stream was successfully authorized with Twitter, please close this browser tab

If the authentication is unsuccessful (if you are using a Twitter Handle that is already being used

by another Twitter Media Stream) then the portal will show this message:

Authentication Failed

The media stream was successfully authorized with Twitter, but the action message to update the media stream could not be sent to the contact server

Please close this browser tab and try to authorize with Twitter again through the media stream profile.

New Media Stream

Add or update a media stream to the gueue, each media stream represents an entry point into the gueue through a media type

|T}"is Twitter handle is already being used, please use another I

If you enter an incorrect Twitter handle, then the app will authenticate but will not be

configured with the relevant details and will therefore not work.

11.3.2Twitter Settings

Conversation Can Be Transferred

Conversations can be transferred to other Agents using the Unity interface

Conversation Can Be Escalated

Conversations can be escalated to a Supervisor using the Escalate button

Use Last Agent If Available
The tweet will be routed to the last Agent that customer spoke to, if the Agent is available and

joined to the Contact Center.

Reopen Conversation On Reply
Reopen the same conversation thread if the tweet is sent from the customer within the
specified amount of time. This will not be seen as a new tweet/conversation so the statistics will

not increment.
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Reopen Conversation If Reply Received Within: (This only applies if the “Reopen Conversation On
Reply” switch is toggled.) Specify the duration of time that a conversation can be reopened

Select how many minutes, hours or days.

11.4 Email

To add an Email Media Stream select Email Mailbox from the Media Type dropdown list, enter a
name for the Media Stream and enter the configuration details by selecting the Email platform

from the drop down list and filling in the relevant Email details.

Please note, distribution lists are not supported. SMTP and IMAP authorization must be enabled for the mailbox, find out how to enable these features here. Please note this make take up to 24 hours to update
- Offeent
Office 385 ! Outiook Live ! Hotmail
Email Platform Office 365 / Outlook Live / Hotmail | —— Sl
Office 365 | Outlook Live / Holmail
Email Address Microsaft Exchange
Other
Contact Center
New Media Stream
Add or update a media stream to the queue, each media stream represents an entry point into the queue through a media type
Name Test Email
Language English (United Kingdom) v
Media Type Email
Conversation Can Be Transferred
]
Timezone (UTC+00:00) Dublin, Edinburgh, Lisbon, ~  Daylight savings from Sunday 27/03/2022 at 01:00 until Sunday 30/10/2022 at 02:00
In Office Profile Always online v
Use Last Agent If Available ®
Reopen Conversation On ® E
Reply
Queue Length (emails) 50
Allow Potential Spam j

If one or more email addresses has been entered in the Administration section (See section 3.1)
then when creating an email Media Stream, you only need to provide a name — you won’t need

to provide an email address or password.
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You can set these of course, in which case they will be saved, but the portal will not stop you
from creating the Media Stream if these details are missing, instead it will send an email to the

email addresses in the Admin section alerting them that the Media Stream needs to be

authorized.

Users can also resend the authorization request if they need to E.g. if the email password has
been changed. Users can still send this even if the Media Stream is currently logged in, because

the customer may want to change the password.

Current State

State Connected

Last Successful Connection 15/04,/2020 04:57
Last Unsuccessful Connection 15/04/2020 04:57

| | Delete Stream

At the bottom of the page you can copy and paste your Email Signature and type an initial reply
which will be sent to customers automatically either during business hours or out of business
hours (depending on the In Office Profile that has been selected).

Initial reply within business hours e B ] m e i [ 2] o2

B & Slal,  Font|ads v | Size|1 M

Thanks very much for your email. We will reply within UK business hours, but if you are a customer and your issue is urgent then please raise a ticket througl
Thanks,

Service & Support Desk

www kakaposystems.com

SYSTEMS

By Apem sl Dashboard i Mobile

J e Supervisor G Reception @ Desktop UC

Supervisors and Agents can block incoming email addresses if the toggle switch is on in the

gqueue details tab.
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Jsers  History Log  User Templates | Contact Center | CPaaS Numbers

Details  Auto ssignment  Branding  Portal User Accounts  License Details

Car Shop Sales Media Profile

Add or update a contact center queue to the group, queues can only be created if one more more contact center agents exist in the group.

Is BroadWorks ACD Queue ® j

Identifier KakapoLiveStreams@KakapoSystems.com

Name Car Shop Sales Media

Language English (United Kingdom) i
Restrictions

Agents Can Leave Queue

Conversation Can Be Transferred

Supervisor Can Block Remote Party

Agent Can Block Remote Party

Once the Supervisor or Agent reserves the email, the block email tab will be visible.

@ Conversation: Car Shop Sales Media > Car Shop Sales Email - 00:09

CO0QB 006

Transfer Close Add Send email |Block email | Conversation Replies  Resources

B/UFXOBEEZALEEHODOCAA

Subject Sales Order 8754

Il

From: Peter Donnely [peter.donnely673@gmail.com]
Sent: 14 March 2023 12:07
To: Car Shop Sales Email [kakaposystems@gmail.com]
Subject: Sales Order 8754

The Contact Centre Admin user is able to view, amend and add blocked email addresses, whole

domains and phone numbers in the Admin tab for Contact Centre.
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=]

Contact Center A

Perform general administ

Blocked email addresses/domains and numbers will be biocked for ali media streams within this contact center environment. Please note that numbers can only be blocked through

===

11.5 Callback

er environment

Contact Center

Creation Level Address
oup heistuttchristutt@gmial com
Group Kakapo systems
oup
oup
Group
oup
0 Number

ormat required will vary based on the CPaaS gateway being used

ontact center clients, because the n

Blocked Date/Time (UTC)

Blocked Date/Time (UTC)

To add a Callback Media Stream enter the Callback configuration and select from the branding

options, including colour, avatar, text and location. As mentioned, the name and number are

mandatory, but you can also choose to require an Email address before the Callback is accepted.

A free text box allowing the customer to enter a reason for the Callback request is always

present in the widget but is not a mandatory field.

Identifier

Remote Party Name

Remote Party Phone

Remote Party Email

Record Visitor Journey

External Reference

External Reference Label

Callback Start Text

Callback End Text

Show - Mandatory

Show - Mandatory

Show - Mandatory
@

Show - Optional
@ Account Number

Would you like us to call you?

Call back Request

If left blank this will be automatically generated
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Identifier: This can follow whatever naming system you choose but it needs to be globally
unique, so we recommend that a domain is included in the identifier to ensure uniqueness. If

you do not enter an identifier then it will be automated generated by the portal.

Please Note: Only a system admin will be able to see the identifier in the Media Stream profile

page, but changes cannot be made once the Media Stream has been created.

Visibility Always show M
Hide callback when close button clicked m
Primary Colour Custom b B zas0f ‘
External Reference Label ® Do something here
%
Callback Start Text Please enter your details below (including the country

area code) and we will call you back as soon as possible

Callback End Text Your details have been saved and we will call you shortly

/4
Unreserved Sender Name Use Media Stream Name \,
Callback Start Image Box design with custom image and text =

Callback Avatar e ﬁ ﬁ
4 O

External reference label: Add a custom required field e.g. Ticket Number.

External Reference Label @ Ticket Number
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Ticket Number: *

Department: *

Select v

Hide Callback when close button clicked: This will hide the Callback icon for the user for the rest

of that session one the close button has been clicked.

Callback Start Text: The beginning message presented to the customer once they have selected
the Callback button.
Callback End Text: The message presented to the customer after they have submitted their

details, as shown below.

W

Thank you Jenna

Your details have been stored and we will
call you shortly!

Start Text: The message that appears next to the avatar, as shown below. This setting will not
always be available, for example the “circular fixed image without text” doesn’t accept start

text.

Want us to call you back? a
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Delay: Delay the Callback icon appearing on the webpage. E.g. if you only want to offer a

Callback service if the customer has been on the webpage for more than 10 seconds.

Please note: The call-back client will hide after 5 seconds once the visitor has requested the

Callback.

11.6 SMS

To add an SMS Media Stream the Service Provider will have to have integrate with at least one

CPaasS platform; Restcomm, Twilio or Nexmo.

To set up a SMS click Media Streams in the Queue section and then click Add Media Stream.
Select SMS from the Media Type drop down, (this will only be an option if the Service Provider

has integrated with at least one CPaaS platform).

New Media Stream

Add or update a media stream to the queue, each media stream represents an entry point into the queue through a media type

Name Online Sales SMS
Language English (United Kingdom) v
Media Type SMs i

Conversation Can Be Transferred

Timezone (UTC+00:00) Dublin, Edinburgh, Lisbon, ~  Daylight savings from Sunday 27/03/2022 at 01:00 until Sunday 30/10/2022 at 02:00
In Office Profile Always online

Use Last Agent If Available ® m

Reopen Conversation On @ ﬁ

Reply

The number must be in E.164 format, otherwise CPaa$S integration will fail. E.164 is the international telephone numbering plan that ensures each device on the PSTN has a globally unique
number.This is what allows calls and messages to be correctly routed to individual phones in different countries. E.164 numbers are formatted as [+][country code][subscriber number including
area code] and can have a maximum of fifteen digits.

Number (V] feiiid

Platform Twilio ~
MMS Available ® W

Remote Numbers Can Be @

Blocked

Initial reply within business hours Thank you for your message!
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Select the Time zone, the In-Office Profile and the configuration for reopening SMS

conversations on reply and then enter the SMS number and select the relevant platform.

If the CPaaS platform integration is with Twilio or Nexmo then the number entered must be in

E.164 format, otherwise the integration will fail.

If the CPaaS platform integration is Restcomm then the number does not need to be in E.164

format.

Only the SMS platforms that have been integrated with will be available in the drop-down
option.

Enter an initial reply within business hours and click Add Media Stream.

Number +4479468552
Platform Nexmo ~
nitial reply within business hours Thanks for your message, we will respond shortly

If the queue profile is configured to allow Supervisors and Agents to block numbers, the block

number tab will show once an email media stream is reserved.

Contact Center

Car Shop Sales Media Profile

Add or update a contact center queue to the group, queues can only be created if one more mare contact center agents exist in the group.

s BroadWorks ACD Queus ® orF

dentifier KakapoliveStreams@KakapoSystems.com

Name Car Shop Sales Media

Language English (United Kingdom) v

Agents Can Leave Queue

Conversation Can Be Transferred

Supervisor Can Block Remote Party

Agent Can Block Remote Party
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(@ Conversation: Car Shop Sales Media > Car Shop Sales SMS - UK - 00:11 D x

0006

Transfer Close Add Block
attachment | number

07542901160 Sales order KB307

12:25

. Car Shop Sales Media
History Thanks for getting in touch, we will reply to you shortly

D SMS (Closed)
Car Shop Sales Media = Car Shop Sales

14 March 2023 10:03

ED SMS (Closed)
Car Shop Sales Media > Car Shop Sales

13 March 2023 11:21

The Portal Admin User can then view, amend and unblock the numbers in the contact centre

under the Admin tab
=

posy Contact Center

te that numbers can only be blocked through contact center clients, because the number format required will vary based on the CPaaS gateway being used

tica
Address Per Line)

Creation Level Address Blocked Date/Time (UTC)
Group 21214151536

14151536

141515

@ Number Blocked Through Blocked Date/Time (UTC)

I

11.7 Profile

Configure the information for the Contact Center Media Stream and view the state of the Media
Stream including when it last successfully connected to the 3™ party platform. This is only shown

if you are a system login and if an identifier has been set (if not then we know the Media Stream

hasn’t been connected).

Current State

State Connected
Last Successful Connection 15/04/2020 04:57
Last Unsuccessful Connection 15/04,/2020 04:57
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To delete a Media Stream, scroll to the bottom of the Profile page and click “Delete Stream”
remember to also delete the java script from all web pages that have the Media Stream java

script on otherwise the widget will remain on the web page but will flag up an error.

A routing phase is a rule that instructs the Contact Center who to alert when a new conversation
comes in through a Media Stream. Routing phases allow you to configure the type of routing to
use (circular, simultaneous, longest idle etc) as well as the period of time a customer will wait

before the conversation is classed as missed/abandoned.

As previously mentioned, rather than overflowing to other Queues [as with BroadWorks ACD],
Unity allows multiple routing phases to be configured for a single Media Stream. When a new
conversation is received, the Contact Center will process all routing phases in order before

classing the conversation as abandoned, and acting accordingly.

Routing phases are managed through the Contact Center Media Stream menu, as shown below.

I Manage the routing

phases for this
media stream

To add a new routing phase click “Add Phase”. If no phases currently exist for the Media Stream
but do for other Media Streams within the Group or enterprise, then routing phases can be

copied to this Media Stream rather than having to be manually recreated, as shown below.
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Routing phases can be copied to a Media Stream with phases already set, those phases just

need to be deleted in order to see the copy option.

Bolts Sales Routing Phases

Routing phases dictate how new conversations are routed to available agents

Copy phases from Kakapo Live Streams > CallBack v

When creating a routing phase you must select the routing policy:

Circular: The conversation alert will move from one user to the next, in the order specified in the

Agent list for the routing phase. You can move Agents up and down this list to change the order.

Longest Idle at Agent: Unity will send the conversation request to Agents in order of who has

been idle for the longest, considering all Media Streams and Queues.

Longest Idle at Media Stream: Unity will send the conversation request to Agents in order of

who has been idle for the longest time for that particular Media Stream.

Longest Idle at Queue: Unity will send the conversation request to Agents in order of who has

been idle for the longest out of all the Agents in that Queue.

Simultaneous: Unity will send the conversation request to all joined Agents at the same time,
the Unity client may then reject the conversation based on concurrent conversations and

restrictions etc.

If the Media Stream selected is a Web Chat then an entrance message box will be presented to
the customer while an Agent is found, as shown below. This is optional but can be used to

provide feedback to the visitor.
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ﬂ Kakapo Systems

Kakapo Systems
Please add a message below to
start chat

Hey Kakapo | need some help

New Phase

Kakapo Systems

We're looking for an agent now,
Phases are used to configure routing rules for a media stream when a new message is received please hold on &2
Name First Phase
Entrance Message We're looking for an agent now, please hold on 1)

“ Ti irm

Routing Circular o

Loop Through Agents Until Duration Elapsed: Toggle this switch if you want the conversation
request to loop back round to the first Agent after it has finished the list of Agents and is still
unanswered. If you leave this switch untoggled, then once it has bounced from the last Agent in
the list then it will go on to the next phase, or if this is the last phase then the conversation will
be “missed”.

Please note: If an Agent is not online then the conversation request will skip over them and go to

the next Agent.

Phase Duration: How long Unity will perform the configuration in this phase before moving on

to the next phase.

Automatic Bounce Duration: How long the conversation request stays unanswered with one
Agent before it bounces to another. This is not visible if the routing policy is simultaneous.
Add new Agents to this phase by selecting them in the left-hand box and clicking “Add”. All

Agents in the right-hand box have been added to the phase.

Once you have configured your desired routing phases they will be listed with their name,
routing type and bounce duration. Each phase will be given a number based on the order
created, and phase 1 will always be the first phase to be processed. You can reorder the phases

by using the “Move Up” and “Move Down” buttons in the list, as shown below.
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Department & Phase Routing Duration

View

Move Down

Sales » 1 Simultaneous 02:00

Move Up Support > 1 Simultaneous 0320

Move Down

If a conversation still hasn’t been answered after all phases for this Media Stream have been
completed then the customer will receive the default missed message entered in the “Missed

Message” box which has been configured in the Media Stream profile section.

11.8.1 Routing by Department (Web Chat & Callback Only)

Give customers the option to choose which department they wish to speak to by toggling the

“Use Departments to route conversations and Callbacks” switch in the Routing Phases section:
Kakapo Chat Routing Phases

Routing phases dictate how new conversations are routed to available agents

Use Departments to route conversations and callbacks

The “Name” field in the Routing Phase becomes the name of the department and is presented

to the customers in the drop-down list.

Live chat - X

@ Hello World Webchat

D t t & Phi
epartmen ase I

Email:

Department: *

Move Down

Select v

Select

Move Up Support > 1

Support

Move Down
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You can set multiple phases for departments and use the Move Up and Move Down buttons to

change the order of those phases.

In the client the Agent will be presented with the Callback request/Web Chat along with the

department name in the Activity Window, as shown below.

Activity From To Duration Status
Callback Natalie I‘\-‘Jebsute (Kakapo Systems Callback) > Sales | 00:32 Unresernved

If you have configured departments in the Routing Phases but you no longer want to use
Departments to route conversations, simply un-toggle the “Use Departments to route
conversations and Callbacks” switch.

You may get the below error message:

“There are routing phases that contain the same phase number, these must be deleted before

the Media Stream can be configured not to use departments”

To correct this you will need to delete any duplicated phase number. E.g. You cannot have

Sales>1 and HR>1 as these are both phase 1s.

11.9 Availability & ACD State Management

Set default ACD states (including unavailable reason codes) for different Agent actions within
this Media Stream, and limit the number of conversations an Agent can process simultaneously.
Anything entered at this Media Stream level will override anything entered in the parent level. If
nothing is set for the Media Stream level then Unity will take the configuration from the parent

level. (Please see section 9 for Availability & ACD State management).

11.10 Reply Repository

Configure a repository of replies that will be available to users within this Media Stream. All
reply repositories cascade down from the parent level so if you are viewing the repository at the
Web Chat Media Stream level then you will see all replies created at the Queue and Group level
that are available for Web Chats. (Please see section 5 for Reply Repository).
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11.11 Resource Repository

Configure a repository of documents and URLs that will be available to users within this Media
Stream. All resources cascade down from the parent level so if you are viewing the resource
repository at the Web Chat Media Stream level then you will see all resources created at the
Queue and Group level that are available for Web Chats. (Please see section 6 for Resource

Repository).

11.12 History Log

View all activity performed in this Media Stream.

12. PRESENCE-BASED SCRIPTING

Presence-Based Scripting dynamically changes which Media Stream is shown at any one time,

and allows you to add multiple Media Streams to one web page using just one script block.

Here is an example:

Show Web Chat A when Agent is joined. Show Web Chat B when Agent is not joined and show

Callback outside of office hours.

L p—" ("

Hey, how can | help you? We've just popped out Our offices are now closed

Leave Us A Message Request A Call Back

Unity Contact Center will display the Media Streams according to their in-office profile and

visibility. Therefore, the visibility of all selected Media Streams must not clash.

E.g. If you select two Media Streams: Media Stream A is set to “show during office hours” and
Media Stream B is set to “show during office hours when Agent is joined” then the portal will

present you with an error, similar to the one below.
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Bolts Sales Presence-Based Scripting

Web chat and callback media streams can be managed as a single entity in a3 webpage, so that the correct web chat or

Media streams 'Sales Callback' and 'India Callback’ cannot both be included because one is set to always show

To configure Presence-Based Scripting go to the Queue and then to Media Streams and click
Presence-Based Scripting:

Callback CallBack Yes

Web Chat Kakapo Chat Joined Yas

You will then be able to select the desired Media Streams that you want to add.

If you only have one Media Stream available, we recommend that you use Presence-Based

Scripting anyway in order to make it easier to add additional streams in the future.

Include Name Type In-Office Profile Visibility
Bolts Sales Web Chat Always online Always show

m CallBack Callback Always online Always show

Kakapo Chat Web Chat Extended Hours Only show during office hours when an agent is joined
Kakapo Chat Web Chat Always online Never show
Kakapo Chat Web Chat Extended Hours Never show

Once the Media Streams have been selected you can test them by clicking “Save Streams” and

then “Test Streams”.

The portal will then show you how the icon will behave and provide you with the JavaScript that

you need to copy and paste into the webpage where you want the client to be.

Copy the below text and paste it into your HTML page.

I:szr pt type="text/javascript" src="https://portal.unityclient.com/webchat/js/webchat.js" id="WebChatClient" queueld="Website@kakaposystems.com"> = /script= I
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Please note that this script block will not change even if the Media Streams are changed and

updated.

13. END USER EXPERIENCE

You have now completed configuring the Unity Contact Center platform, including Queues,
Media Streams and Agents. This section describes how the Agent performs Contact Center

actions within their Unity client.

13.1 New Conversation Alert

When a new conversation is received, Unity can be configured to show a toast notification and

or play an audio alert, as shown below.

() Services & Settings lﬁ
Services | Settings |

- Appearance » || Spedfy how to be notified of incoming contact center conversations. When browsing to a
L. 5kin URL, use the [Number], [Email], and [LoginID] placeholders which Unity will then replace with
~ Contact Search || the conversation details.
i Contact Display
“ Current Calls

= Computer/Phane Integration On a new contact center conversation
i Clipboard Integration
-Dialing Rule play audio alert
I+ Custom Directory Integration continue playing audio for conversation alert duration
Configuration
- Qutlook Integration [Tl pop Unity
- Browser Integration auto-hide Unity when conversation alert ends
L CRM

- Click To Dial pop summary notification
Desktop Integration display notification for conversation alert duration
Il Motification
I R for |10 | seconds

- Quick Keys ‘When conversation notification clicked
- Key Combinations pop Unity
- Commands

- Startup [7] pop Outook (if applicable)
~Update [] pop CRM (if applicable)}

[ Instant Messaging & Presence

At present the alert is just the IM audio alert played in a loop if playing for the alert duration,
the ability to change the audio file shortly.

If it’s not configured to continue playing then it will just be played once, the same as when you
receive an IM.

The summary notification:
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Activity: WebChat
To: Bolts Sales (Sales Chat)

From: Chris

13.2 Conversation

When an Agent is joined to the Contact Center Queue and available [although we know that the
Agent may be available when the ACD state is unavailable, for example unavailable (Web Chat)

all conversation alerts will be presented in the Activity List, as shown below.

Activity From To Duration Status
Default

WebChat Jenna (Zendesk user) Kakapo Systems (Kakapo Systems) 00:05 Unreserved

The Activity column in the Activity Window informs the user what type of conversation it is and
the From column will populate with the customer’s name, Unity will integrate with a CRM
platform to show the contact details based on the Email address or number if configured in
Settings. The duration shows the time since the conversation alert was received, and the status

will always be “Unreserved” at first.

Click the Duration heading in the Activity Window to sort the conversations by duration.

13.2.1When Showing Unreserved Conversations

Users can show specific queued conversations according to preference. This is configured in

Agent>services> Agent>Conversations, as shown below.
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) Services & Settings

I Services | Settings

= Incoming Calls » ||Configure contact center agent settings such as ACD state
- Anonymous Call Rejection
- Cal Forward Always
- Call Forward Busy

Call Forward Mo Answer

calls | Conversations |

Show Media Stream name in the activity list
- Supervisor u Iy
|- Statistics [] Prompt me to confirm before leaving a queue if I am the fast joined agent
i Columns . = S
- Threshold Alarts [] Always show reserved conversations in the activity list
- Reporting [ Prompt me to confirm before closing a conversation
= Comm Pilot Express ’ ) o
. Avaiable: In Office [] Motify me when the remote party is unavailable or the conversation is closed
Svaitable: Out Of Office [] Show the duration since the last message was received
. Busy
. Unavailable [] Indicate when a received message has been unanswered
Do Mot Disturb =
for |10 = d
- External Calling Line ID Delivery Seconds or more
- Internal Calling Line ID Delivery
- Simultaneous Ring When showing unreserved conversations
- Outgaing Calls
¢ -galing Line ID Delivery Blocking Show oldest conversation per media stream ~
=) Cal Contral Show oldest conversation for all queues and media streams
Broadworks Anywhere Show oldest conversation per queue
- Cal Transfer Show oldest conversation per queue and conversation type
. Call Park Retrieve Show oldest conversation per conversation type
i Show oldest conversation per media stream
- Cal Recording
- Call Waiting

Show oldest conversation for all queues and media streams

This will show the oldest unreserved conversation within all Queues and regardless of the Media

Stream type.

Show oldest conversation per queue

This will only show the oldest conversation for each Queue. E.g. If the Agent is a member of 3
Queues and there are 4 unreserved conversations in each Queue, the Agent will only see the

oldest for each Queue so will have a total of 3 unreserved conversations in the Activity Window.

If there are multiple Media Streams under the same Queue and there are unreserved
conversations for each Queue, then only the oldest conversation will be shown - even if one

stream is an email stream and the other is a Web Chat stream

Show oldest conversation per queue and conversation type

This will show the oldest conversation for each Media Stream in each Queue. E.g. If the Agent is
a member of 2 Queues which have multiple unreserved Emails, Web Chats and SMS
conversations then the Agent will see 6 unreserved conversations in total, 3 for each Queue

displaying the oldest Email, Web Chat and SMS conversation.
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Show oldest conversation per conversation type
This will show the oldest unreserved conversation for each Media Stream type regardless of

which Queue it came from.

Show oldest conversation per media stream (default)
This will show unreserved conversations by Media Stream E.g. If there are two Web Chats

Streams in the same Queue, then both will be displayed.

13.2.2Transferring & Closing Conversations

Agents can transfer all conversations (except Web Chats) to any other Agent regardless of their

online status and the conversation will automatically be reserved by the new Agent.

Click the transfer icon within the conversion window to view the other Agent’s joined status, as
shown below.

D M

Steve Wardle

Jenson Franklin
B Amanda Dawson

Aliza Hassan

|ﬁ Benedict Hutton
£ Dale Cassidy

Sub

Wy

Please note: Agents can still transfer Web Chats to other Agents but they can only transfer to an
online available Agent who will have to manually reserve the conversation before it is

transferred.

When a conversation has been transferred the new recipient will receive a toast notification
detailing the conversation type, who it was transferred from, which Queue it is from and the

customer’s details:
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Activity: Callback (Transfer from Steve Wardle)
To: Kakapo Live Streams

From: Matalie (Salesforce Lead)

~ de Bz

13.3 Managing Web Chat

When the Agent first sees the new Web Chat conversation in their Activity List they can either
right click to reserve the chat or double click it and then click reserve, as shown below.

) Conversation: Car Shop Sales Media > Car Shop Sales Web Chat (Sales) - 00:35 - a X

=)

Reject | Resenve

Chris Robinson

Chrisr123@gmail.com Chris Robinson
07557117588 Hi, can | book a test drive please?
Sales
Google Chrome on Windows Car Shop Sales Web Chat
IP: 92.13.195.90 We're looking for an agent now, please hold on

Account number: 871/6

hitps:/iwww kakaposystems.com/

The difference is that by double-clicking the conversation first, the user can see any chat
messages that have been entered by the visitor before reserving the conversation.

Reserve: To reserve a Web Chat conversation is to answer it. As soon as an Agent reserves the
Web Chat then the routing phases will stop and the conversation will stay with that Agent. Any
other Agents that have been alerted will be told that the conversation was reserved, so it will be
removed from their Activity Window. The status of the conversation will change the “Reserved”
and the duration will change to the time since the conversation was reserved. Unity will also

change the ACD state of the Agent if set in the Agent Availability page in the portal.

Reject: Rejecting a conversation cancels the alert, so that the conversation will be removed from
your Activity List. The Contact Center will act accordingly, by alerting another Agent if using
circular of longest idle routing, or perhaps moving to the next phase. This will override the
automatic bounce duration set in the routing phase, if the conversation is not reserved or

6l|Page



rejected within the time stated in the “automatic bounce duration” for the routing phase, then

the Unity client will automatically reject the conversation alert on behalf of the Agent.

If reserved, the Web Chat will stay in the Activity List for the duration of the conversation. The
duration time in the brackets is the amount of time passed since the customer last sent a

message which has not yet been replied to. This is configured in Settings>Agent>Conversations.

When a new message is received the “1 new message” alert will appear in the Status field, as

shown below.

Activity From To Duration Status

[® wenchat Chris Robinson Car Shop Sales Media > Car Shop Sales Web C... _00:10 (00:04) __ Reserved (1 new message) |
T

At any time the Unity user can double-click the conversation from the Activity List to see the

Web Chat window.

On the left of the Web Chat box is the customer’s name, and telephone number [if entered],
along with the department chosen by the customer, the internet browser, their IP address and

the website address that the Web Chat was started on.

Web Chat (Sales) - 00:1 = O

attachment
Michael Smith

Mikey $195@gmail.com Michael Smith
07557117588 Hi, can I have a new brochure please?

Car Shop Sales Web Chat
We're looking for an agent now, please hold on

hitps /iwww kakaposystems.com/

WebChat (Missed)
Car Shop Sales Media > Car Shop Sales Web

15 March 2023 16:22

WebChat (Closed)
Car Shop Sales Media > Car Shop Sales Web

15 March 2023 15:57
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Simply click on the Email address to send an Email to the customer using the default Email

program, or click on the number to immediately dial through Unity.

Conversation: This is where the user enters text to send to the customer. Simply type the

message in the box and press enter to send.

Emojis can also be added to a message by left clicking the relevant image. Or right click on an

emoji to send it immediately.

Conversation ICanned Replies Resources

Mo problem at all Mary, let me just check your reference number

P ) aE (oF

Canned Replies: This is where all canned replies entered at different levels in the portal are
stored, the user simply double clicks on a reply to send it. The user can also use the search box

to search for specific replies, based on the name or text entered in the portal.

Conversation f Canned Replies | Resources

Search |
For data protection purposes, could you please confirm your name, date of birt... Data Protection A
Ifthere's anything else | can help you with, just let me know. Have a good day! Goodbye
Hithere, thanks for getting in touch. How can | help you? Greeting
Hi how can | help? Hello
Hithere! How can we help today? Hi there! How can we help today?
I'm alad that's resolved. thanks for contactina us and have a areat dav :) I'm alad that's resolved. thanksf.. ¥

Add Reply to Cache
If a user is frequently typing the same message they can add it to their reply cache which is
stored locally on their machine. Simply type the message, highlight it, right click and select “add

reply to cache”.

Conversation Canned Replies Resources

Is there anything else | can helpg

Add reply to cache

Paste
Paste from Word
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Resources: All URLs and uploaded resources created in the portal are available in this tab, the
user simply double clicks on a resource to send it. The user can also use the search box to search

for specific resources, based on the filename/URL or description.

Conversation Canned Replies RESOUTCESI

Search

L

‘N

hitp:/fwww kakaposystems.comires... Kakapo resources
hitp:/fwww.kakaposystems.comiwp-... Contact center datasheet
Unity-Brows e-to-URL-Guide pdf Browse to URL guide

Attachments
Right click to access the recent attachments (the cache saves the file path, if the file has moved

folders then the add recent attachment button will not work)

(1) Conversation: Kakapo Systems » Website Chat (Sales) - (04:48

506

Transfer Clase

Unity Connect AP| Overview.pdf

attach

TLS Compatibility Overview.pdf

Extracting Logs in Unity Dashboard.pdf

BroadWorks Protocel Overview. pdf
Connectivity Protocol Overview.pdf

(Branded) Unity Application Suite - Latest Release Notes.pdf

Clear attachment cache

To end a Web Chat click the Close button on the top of the conversation box, as shown below.
Please note: Clicking the X will only close the Web Chat box, it will not end the Web Chat

conversation.

) Conversation: Kakapo Systems » Website Chat (Sales) - 35:41

Transfer

Add
attachment

Unity will not allow an Agent to close Unity while there are one or more reserved and open
Contact Center conversations in place, all conversations must be transferred or closed before

closing Unity.
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Unity *

There are reserved contact center conversations that are not
closed, Any reserved conversations must be closed or
escalated to another agent before Unity can be closed

13.3.1History

Users can view the last 10 conversations that has taken place with the customer, e.g. Web Chat,

Twitter and Callback conversations.

(@ Conversation: Kakapo Systems > Website Chat (Sales) - 01:05

X-X:!

Transfer Close. dd
attachment

Natalie
aines@kakaposystems.com Natalie
0120233366 G

Sales
Google Chrome on Windows
IP:91.151.11.98

hitps:fwww kakaposystems com/events/

History

ED WebChat {Closed)

Kakapo Systems > Website Chat
19 March 2019 12:48

Natalie

I need to add web chat to my
company's website, can you help
me with this?

BB WebChat {Closed)
Kakapo Systems > Website Chat

19 March 2019 12:07
Conversation Canned Replies Resources
B WebChat (Closed)

Kakapo Systems > Website Chat
19 March 2019 11:49

. callback (Closed)
Kakapo Systems > Website Callback
19 March 2019 11:21

Website Chat
We're looking for an agent now,
we won't be long &

Hi and thanks for contacting us

How can | help you?

=T - R G RO - L

]

13.3.2CRM Contacts & Leads

If the customer is in the integrated CRM platform then the Web Chat window will display two
additional options at the top: “View contact in CRM” and “Add CRM call log entry”. Unity will
automatically log a Web Chat entry against the contact or lead in the CRM platform. Click “Add

CRM log entry” to manually add a custom entry.
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() Conversation: Kakapo Systems » Website Chat (5ales) - 00:07

=N ==Xz

Transfar Close View in Add CRM Add
CRM log entry | attachment
Natalie (Salesforce Lead)
aines@kakaposystems.com Matalie
079764938 Hello
Sales

Google Chrome on Windows
IP:91.151.11.98

https:iiwww.kakaposystems.com/events/

Users can also right click the conversation in the Activity List to access the same options.

Aclivity From To
q WebChat Natalie (Salesforce Lead) Kakann Suetame = Wahaits Chat (Sales)
W Tweet Natalie . Close conversation account

Show CRM contact
E. Add CRM chat log entry

13.4 Managing Callbacks
Similar to a Web Chat conversation, when a new Callback request comes into the Queue it will
appear in the Activity List.

Activity From To Duration Status
I . Callback Natalie Kakapo Systems > Website Callback 00:31 Unreserved

The Callback request will stay in the Activity List of all users in the routing phase until the
Callback has been reserved. If the Agent leaves the Queue then any unreserved Callbacks for
Media Streams within that Queue will be removed, and will be refreshed/displayed when the

Agent next joins the Queue.
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Once an Agent has reserved the Callback it will disappear for all other Agents and will remain in
the reserved Agent’s Activity list, even in between Unity sessions in case the remote party needs

to be called multiple times.

Activity From o
¥ | Caiback Chris Davis Car Shop Sales Media > Car She

Contacts actiityLogs  Voicemail Reset column widths Wy status: availadle in ofice

Search [¥] Show gridiines

Please note the Callback will remain in the Activity List even if the Callback has been performed.
The user needs to manually close the Callback for it to disappear. If the number provided is
missing the area code, the Agent can select “copy number”, paste it into the dial pad and add

the area code manually.

Unity will not allow a user to initiate a Callback when then are already on a call. If they try to

initiate a Callback they will receive an error message.

Unity *

o A callback cannot be performed as you are already on a call

Agents can either right click and reserve it, or they can double click the request to open the

callback window to view more information and reserve the callback using the icons at the top.

) Callback: Kakapo Live Streams > CallBack - 00:05

Reject Ressrve View in
CRM
Natalie (Salesforce Lead) Callback requested by Natalie
079764938

| havent received my refund yet
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13.4.1Reason for call back
Any information given by the customer in the “reason for request” box will appear at the top of

the callback window, as shown below.
@D callback requested by Natalie 13 August 2020 16:16

| havent received my refund yet

13.4.2 Agent Notes
Once reserved, the Agent can make additional notes to the callback request by typing in the text

box and then clicking the plus icon to add it.

=y )
Add Note ® Cb

Spoke to the customer but she was too busy, will schedule a callback for tomorrow

13.6.3Schedule Callback

To schedule a callback click the clock icon and fill out the desired time.

00606

Schedule Close View in Add CRM
callback CRM log entry
[ Fri, 14 Aug B~ | [1130 v

X Cancel v 0K

The callback request will then be shown with the scheduled time slot in the active call window

and will notify the Agent by turning red when it’s time to perform the callback.

To Duration Stalus

Activity From
. Callback Natalie (Salesforce Lead) Kakapo Live Streams = CallBack 18:32:00 l Scheduled for today 11:30 I
Status

Scheduled for today 11:30

13.4.4Close Callback
When the user has finished dealing with the Callback, simply right click it and select “Close

Callback” and it will disappear from the Activity List.
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Activity From To Duration

\.I Callback Natalie Kakapo Systems > Website Callback 03:07

Call number

*  Close callback

13.5 Managing Email

When an Email comes into the Queue it will appear in the Activity List.

Aclivity From To Duration

Status

Status

I'!' Email Jenna (Salesforce Contact) Kakapo Live Streams 00:04

Unreserved I

Please note: Email address starting with

e noreply@
e no-reply@
e no_reply@

e donotreply@
e do-not-reply@
e do_not_reply@

Will be not be routed to Agents and are not stored in Database.

Agents can reserve the conversation, reject the conversation or show the CRM contact in the

integrated CRM platform (if applicable).

Activity From To Duration

Status

= | T iesiorce Corla k2o Live St 0035

Reserve conversation

Reject conversation

Show CRM contact

Once the Email conversation has been reserved the Agent opens the Email by double clicking it

in the Activity List. The conversation window will then appear with the original Email from the

customer at the bottom on the window, simply click at the top to start typing.

Any attachments sent from the customer will appear below the subject line. Please note that

there is a blacklist for Email attachments, the list can be found here.
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https://www.kakaposystems.com/files/Email-Blacklisted-Attachments.pdf

() Conversation: Kakapo Live Streams - 00:24

0006600 @00

| Transter Close  Sendemail  Viewin  Add CRM Add Conversstion Replies  Resources
CRM log entry  attachment

B/UFXOBls==A2=E=EEBO20CAA

| Subject Invoice Reguest

:A G2W invoice. pdf
‘m 93KB ‘

HiJenna, ~

| Mo problem. Please find your updated invoice attached. |

Using the icons at the top of the Email window, Agents can transfer conversations, add
attachments, add CRM log entries and access the reply and resource repositories. Once the

Agent has finished replying simply click the “Send Email” icon.

COo00e00 @200

Transfer Clse  Send email Viewin CRM Conversation  Replies  Resources
CRM k}, Entry cmc.crm:-n

13.6 Managing Twitter

Twitter conversations are loaded within 3 minutes of the tweet being sent from the customer,
so the longest duration a tweet can take to come into Unity is 3 minutes and the quickest is 1

second, depending on where the 3 minute cycle is when the tweet is sent.

Please note that tweets/replies sent from Unity are delivered immediately to the customer.

Activity From To Duration Status

b [ Tweet __ [Natalie | Kakapo Systems > Twitter Demo Account T resene comeration |
me: corwetsutlon

To reserve a Twitter conversation right click it and select Reserve.
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@) Conversation: Kakapo Systems » Twitter Demo Account - 02:35 - O X

OO0

Transfar Close Direct Add
Messsge  attachment

8 Natalie »
@Main
@ContactUnity Hello!

11:40 - 19 March 2019

3’ Natalie [
@Main

@ContactUnity | need help please!

11:49 - 19 March 2019

Conversation Resources

Hello, thanks for contacting us. How can we ,
help? s

231 characters remaining

Transfer
Click to transfer to a colleague, only those who are joined to the same Media Stream will be

shown. Only the Agents that are online and joined to the Queue will be available to transfer to.

This transferred conversation will also need to be manually reserved by the new recipient.

() Conversation: Kakapeo Live St

. Steve Wardle

S = T

CRM k
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Attachments
Right click to access the recent attachments (the cache saves the file path, if the file has moved

folders then the add recent attachment button will not work)

) Conversation: Kakapo Systems > Twitter Demo Account - 19:49

©00

Transfer Close Add

Unity Connect APl Overview.pdf
Unity and UC Integration.pdf

Connectivity Protocol Overview.pdf o

BroadWorks Protocol Overview.pdf

Clear attachment cache

Unity will show 20 cached replies and attachments in Contact Center, plus more when Unity is

running, but when it’s closing down only the latest 20 will be saved.

Direct Message Request
Click the Direct Message icon to send a direct message request to the customer. This will then

send the customer a link, which when clicked, will open up a Direct Message conversation.

Please note that the Media Stream Twitter settings must be configured to allow anyone to send

Direct Messages. This is done in Settings and Privacy>Privacy and Safety>Direct Messages.

L) Conversation: Kakapo Systems > Twitter Demo Account - 02:35

=N =J=]0

Transfer Close dd
sttachment

Direct Messages I #| Receive Direct Messages from anyone I

If selected, you will be able to receive messages from any Twitter user even if
you do not follow them.

#| Send/Receive read receipts

When someone sends you a message, people in the conversation will know

when you have seen it. If you turn off this setting, you will not be able to see

receipts from other people. Learn more

Once a Direct Message request has been sent to a customer the icon will disappear from the

Twitter conversation window as the user cannot send the request twice.
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The DM/Private Message invitation will be displayed to the customer, as shown below.

'_ UnityContactCenter @ContaciUnity - 115 v
o Replying to @ContactUnity @Maines
89 Send a private message
Q (& | v, M

13.7 Managing SMS

SMS conversations are delivered to the Agent in the same way that Web Chats, Tweet, Emails

and Callbacks are.

Activity: SMS
To: Ross and Zara Fashion

From: Matalie (Salesforce Lead)

11:14

ENG
2020-08-05 Eg

Activity From To Duration Status
SMS Matalie (Salesforce Lead) Ross and Zara Fashion 00:02 Unreserved

Simply right click to reserve the SMS conversation and then double click to open the

conversation window.

To Duration Status

m—-——-_-_ g o139 Juowseeds |

Show CRM contact

Activity Fio!

| From
[llsus [ Michael Smith (Salesforce Contact)

Reset column widths
[%] Show grdines

Contacts  Activily Logs Voicemail Abandoned Calls My status. available in office

Reserve: To reserve an SMS conversation is to answer it. As soon as an Agent reserves the SMS
conversation then the routing phases will stop and the conversation will stay with that Agent.
Any other Agents that have been alerted will be told that the conversation was reserved, so it
will be removed from their Activity Window. The status of the conversation will change the
“Reserved” and the duration will change to the time since the conversation was reserved. Unity

will also change the ACD state of the Agent if set in the Agent Availability page in the portal.
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Rejecting a conversation cancels the alert, so that the conversation will be removed from

your Activity List. The Contact Center will act accordingly, by alerting another Agent if using

circular of longest idle routing, or perhaps moving to the next phase. This will override the

automatic bounce duration set in the routing phase, if the conversation is not reserved or

rejected within the time stated in the “automatic bounce duration” for the routing phase, then

the Unity client will automatically reject the conversation alert on behalf of the Agent.

If reserved, the SMS conversation will stay in the Activity List for the duration of the

conversation. The duration time in the brackets is the amount of time passed since the

customer last sent a message which has not yet been replied to. This is configured in

Settings>Agent>Conversations.

The conversation window will show the message sent from the customer and the automatic
reply sent from the Contact Center which is set in the SMS Media Stream Profile page in the

Kakapo portal:

Michael Smith (Salesforce Contact) Hi, can | book a test drive please?
07542901160 12:40

Car Shop Sales Media
Thanks for getting in touch, we will reply to you shortly

SMS (Closed)
Car Shop Sales Media > Car Shop Sales

15 March 2023 13:37

SMS (Closed)
Car Shop Sales Media = Car Shop Sales
15 March 2023 13:36

Callback (Open)

Car Shop Sales Media > Car Shop CallBack

15 March 2023 13:31

On the left-hand side of the conversation window Unity will load the history of all conversations
(of all types) from that customer. Agents can read the full transcripts of previous conversations

by double clicking the entries.
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Unity will also perform a CRM lookup on the mobile/cell number allowing Agents to view the

contact or lead in the CRM platform and add a CRM log entry.

) Conversation: Car Shop Sales Media > Car Shop Sales SMS - UK - 01:12

0060006

Transfer View in Add CRM Add Block
CRM log entry  attachment  number

The Agent and Supervisor can also block phone numbers if this setting is toggled on at the

gueue level in the portal under the details tab.

Agents Can Leave Queue

Conversation Can Be Transferred

Supervisor Can Block Remote Party

Agent Can Block Remote Party

13.7.1Delivered/Undelivered receipts

When the Kakapo cloud sends an outbound message, it provides a call-back URL to which all
status updates (sent, delivered, failed etc) should be sent, these status updates are then

delivered in real-time to Unity clients over the Kakapo IM&P backbone.

In this way Unity is able to display if an outbound SMS message was undelivered/failed, which
would be shown as below. The user can click on the error image to attempt to resend the

message.

0 Hey Patrick it's Chris we're testing read receipts ;)
12:50 PM

| Click here to try to resend

As soon as a message is successfully delivered to the remote party cell phone, Unity will be

updated with the delivery receipt.

Hi Matalie, of course. Which item was it that you wanted to return?

FReT.]
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13.7.2 Sending attachments
Non-text media can be sent to customers as links, meaning that you can send images and PDFs

./._':._'\.
i ] !

L '
o

To attach a document or image just click the attach icon and double click on the file.

Right click the icon to access the recent attachments (the cache saves the file path, if the file has

moved folders then the add recent attachment button will not work), as shown below.

Ad Unity Connect AP| Overview.pdf

attach

TLS Compatibility Overview. pdf

Extracting Logs in Unity Dashboard.pdf

BroadWorks Protocol Overview.pdf
Connectivity Protocol Overview.pdf

(Branded) Unity Application Suite - Latest Release Notes.pdf

Clear attachment cache

13.7.3Ending an SMS conversation
Unlike with a Web Chat, only Unity users can end an SMS conversation. However, the SMS

profile settings can be configured so that if a reply is sent from the customer within a set period

of time then the conversation is reopened.

Use Last Agent If Available
Reopen Conversation On Reply

Reopen Conversation If Reply Received Within 2 Days (24 hours) v

13.8 CRM automatic contact pop

Unity can now be configured to automatically pop a CRM contact (assuming a match was made

on the CRM platform) when an Agent reserves a Contact Center conversation, as shown below.

76| Page



r
() Services & Settings

[

| Services | Settings ‘

»

- Appearance

i Skin presentation.
- Contact Search
i Contact Display

Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI

“- Current Calls Configuration | Automatic Contact Pop

£ Computer/Phone Integration
Clipboard Integration

- Dialing Rule Everytime I answer an inbound call

Everytime I make an outhound call

Dial that is through a contact center

Desktop Integration
Il Notification

Custom Directory Integration [T] that is through a contact center

‘- Configuration

Qutlook Tntegration [[] that is not through 3 contact center
B serfRsparation

that is not through a contact center

Conversations = Everytime I reserve a webchat conversation
Unity Connect

& Quick Keys Everytime 1 reserve a calback request

Key Combinations Everytime 1 reserve an email conversation

- Comrmands .

Startup [] Everytime I reserve a tweet
-~ Update ] Everytime 1 reserve a Facebook post
- Instant Messaging & Presence

i Logging

If Unity has performed a contact pop from a CRM platform then the notification will be

displayed with the relevant information, as shown below.

Activity: WebChat
To: Bolts Sales (Sales Chat)
From: Lizzy (Salesforce Contact)

13.9 Viewing Historical Conversations

To drill-in to historical Web Chats, Twitter and Email conversations simply click on the Activity

Log and then click Conversations.

O Missedcalls (O Receivedcalls O Dialled calls

Assigned Date Type Queue
04/07/2019 15:32:38 Email Kakapo Live Streams
08/07/2019 08:24:59 WebChat Kakapo Live Streams

Duration Remote Party
00:25:17 Jenna
00:24:14 Mickel

Double click the chosen conversation to show the entire conversation and any relevant rating,

as shown below.
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- (m] x
Unity Partner Portal x +
Y

C @ https://portal.unityclient.com/ConversationDetails... @ v [H

Performance Metrics

First Assigned

08/07/2019 11:08:41
Time
First Reply Time 08/07/2019 10:08:46

Closed Time 08/07/2019 11:14:15

Rating 4
AL

The member of staff, Jenna was exceedingly helpful and truly exceeded my

Comment A
expectations

14.  DESKTOP FUNCTIONALITY

As Unity Desktop does not feature the Personal Wallboard users cannot join and leave Contact

Center Queues the same way that users do in Unity Agent and Supervisor.

14.1 Joining or Leaving Queues

Users join and leave Contact Center Queues by going to Tools > Queues and selecting or

unselecting the relevant Queue.

A Queue with a tick next to it means that the User is joined to that Queue. A Queue without a

tick next to it means that the User is not joined to that Queue.

() Unity Desktep: Jenna
File Messaging Tools Help

| Cueues  » |[ v | Kakapo Live Streams
Settings Kakapo Sales

Relzass Transfar Hold Conferend

Kakapo Support Channels
K5 Sales

[<]<]

Adctivity From ,
Production Streams

Ross and £ara Fashion
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14.2 ACD State Information
As Unity Desktop does not feature the ACD functionality of Unity Agent and Supervisor any

restrictions set in the ACD State management section of the portal will not be applied.

Therefore, a User only has to be joined to a Queue in order to receive incoming conversations.

15. AGENT FUNCTIONALITY

15.1 Joining or Leaving Queues

Agents join and leave Contact Center Queues exactly the same way they would with a Call
Center Queue. Simply right click on the Queue and select join or leave. If icon next to the Queue

is green then they are joined to the Queue, if it is red then they are not joined to the Queue.

Name Total Calls Answered Calls
[ Boits Salesg
@ Nuts Sale ., Call queue
|O Join queue

—  Remove from personal wallboard

Refresh statistics

Unity can be configured to automatically join all Contact Center Queues on start-up, as shown

below.
(D) Services & Settings X
Services Fettings
- Incoming Calls ~ || Configure automatic contact center login/logout. Only contact centers that alow agent login/logout wil be
- Anonymous Call Rejection configured. Configuring contact centers when the desktop is locked or unlocked is only available on Windows XP or
above.

-~ Call Forward Abways
Call Forward Busy

all Enresard o Answer
Contact Center
Kgen Join all my contact centers:

“ACD State when Unity is starting
[=- Statistics
i i Columns [] when the computer is unlocked
i Reporting

H Leave all my contact centers:
- Abandoned Calls u

=l Comm Pilot Express when Unity is dosing
- Available: In Office
Available: Out Of Office
- Busy

when the computer is locked

Unity can be configured to prompt the user that they are the last joined Agent when they

attempt to leave a Queue, as shown below.
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(D Services & Settings x

| Services ISettings

= Incoming Calls || Configure contact center agent settings such as ACD state
- Anonymous Call Rejection
Call Forward Always
Call Forward Busy
- Call Forward No Answer

Automatically answer contact center calls when I'm available

Include contact center calls in my call logs

- Columns Display queued contact center calls in the list
- Reporting . . L
- Abandoned Cals Show Media Stream name in the activity list
—I- Comm Pilot Express Prompt when 1am the last joined agent
Available: In Office
- Available: Qut Of Office ‘When listing supervisors
- Busy

® Include all supervisors in the contact center

o Hnailhla

Unity

You are the only online agent for this contact center queue,
Are you sure you want to leave?

Yes Ho

15.2 Adding/Removing Contact Center Statistics

To add Media Stream statistics to the Agent and Contact Center columns in the Personal
Wallboard go to settings>services>columns and then add the available Contact Center stats

using the green add icon at the bottom right.

® Services & Settings X
[ e
=-Incoming Cals A || Specfy which columns should be displyed in the personal walboard. Threshold vakies can ako be set for many
Anonymous Call Rejection columns

Call Forward Always
Call Forward Busy
Call Forward No Answer

- Contact Center Agent Columns  Contact Center Coumns
- Agent
ACD State Total Calis
5 st Web Chats Answered
Colimns. Answered Cals
RePOTNG Total Tak Tme
Abandoned Cals Missed Calls
= Comm Piot Express Average Tak Tme
Avaiable: In Office Emais Answered
Avatable: Out Of Office Web Chats Receved
Busy
Unavalable

To remove Media Stream statistics simply click on the desired statistic and click the red minus
icon at the bottom. You can reorder the statistics by selecting the statistic and using the arrows

to move it up and down the column.
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The Total Queued Conversations statistic available in the Contact Center Columns is a key

statistic that shows all conversations queued for all Contact Center Queues.

Tatal
Conversations
Clueued

50

18

16.  SUPERVISOR FUNCTIONALITY

16.1 Licensing/Becoming A Supervisor for A Queue
When a user has a Supervisor Contact Center license, they can be both an Agent and a

Supervisor of Queues in the Contact Center.

To add a user as a Supervisor to a Queue go to the Queue in the Kakapo portal and click
Supervisors.

Assign supervisors
o) for this queue,
] which will alse apply
to all media streams
of this queue

A list of all users with Supervisor Contact Center licenses will appear in the left column, simply

move them to the right to add them as a Supervisor to that Queue and click save.

8l|Page



Kakapo Live Streams Supervisors

Configure the supervisors for this contact center queue, which will automatically cascade down to all media streams.

Abin Joseph (extn8335@kakaposystems.com) -
Aliza Hassan (A_Hassan@kakaposystems.com)

Amanda Dawson (A_Dawson@kakaposystems.com)

Arjun Harikumar (extn8004 @kakaposystems.com)

Athul PS5 (extn8005@kakaposystems.com)

Bifin Jose (extn8006@kakaposystems.com)

Gopikrishnan V (extn8332 @kakaposystems.com) Remaove All
Jensen Franklin (jenson.franklin@kakaposystems.com)

Kathryn Vincent (kathrynvincent@kakaposystems.com)

Supervisors (Staff Group) b

Chris (christutt@kakaposystems.com)
Dale Cassidy (D_Cassidy@kakaposystems.com)
Jenna Wimshurst (jenna.wimshurst@kakaposystems.com)

REnare Steve Tutt (stevetutt@kakaposystems.com)

11}

16.2 Show Queued and Reserved Conversations

Supervisors can view all queued and reserved conversations for all Queues by selecting the

relevant boxes in Settings>Services>Supervisor>Conversations, as shown below.

(@ Services & Settings *
| Services |Setting5
= Incoming Calls A || Configure contact center supervisor settings. Individual alerts can also be set when overall
- Anonymous Call Rejection queue thresholds are reached. The Client Call Control service must be assigned to the

- Call Forward Always contact center in order to show queued calls.

- Call Forward Busy
- Call Forward Mo Answer
=Y C:ontzct Center

General Calls |: Conversations

Show queued conversations in the activity list

Show reserved conversations in the activity list

Activity From To Duration Status

2= Email Lizzy Barnes (Salesforce Contact) Production Streams = Unity Connect Email 13:58 Reserved by Chris Tutt

= Email Lizzy Barnes (Salesforce Contact) Production Streams = Unity Connect Email 09:49 Reserved by Amanda Dawson
Callback Matalie Maines (Salesforce Lead) Kakapo Live Streams = CallBack 09:14 Queued at position 2

16.3 Transferring & Closing Conversations

Supervisors can transfer and close conversations by right clicking them and selecting the

relevant option.

Activity From To Duration Status
-I Email Production Streams > Unity Connect Email Rt Tak ] - 2oconio
= Email Lizzy (Salesforce Contact) Production Streams > Unity Connect Email LTETEcE i b
t. Callback Lizzy (Salesforce Contact) Production Streams > Callback (Sales) % Close conversation
. Callback Natalie (Salesforce Lead) Kakapo Live Streams = CallBack rved

. Show CRM contact
t, Callback Natalie (Salesforce Lead) Kakapo Live Streams > CallBack rved
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Web Chats cannot be transferred or closed by the Supervisor because it's a live “real time”

conversation.

Agents and Supervisors can transfer all conversations (except Web Chats) to any other Agent

regardless of their online status and the conversation will automatically be reserved by the new

Agent.

Clicking the transfer icon within the conversion window to view the other Agent’s joined status,

as shown below.

Steve Wardle
Tran
Jensaon Franklin

Amanda Dawson

B Aliza Hassan

|ﬂ Benedict Hutton |
Sub ye
£ Dale Cassidy

Please note: Agents can still transfer Web Chats to other Agents but they can only transfer to an

online available Agent who will have to manually reserve the conversation before it is

transferred.

When a conversation has been transferred the new recipient will receive a toast notification

detailing the conversation type, who it was transferred from, which Queue it is from and the

customer’s details:

Activity: Callback (Transfer from Steve Wardle)
To: Kakapo Live Streams

From: MNatalie (Salesforce Lead)

1217
N D) NG e L

16.4 Silent Monitoring Conversations
Supervisors can silent monitor all conversations by simply double clicking on the reserved

conversation in the Activity Window.

Duration Status
Reserved by Steve Wardle

Activity From To
B WebChat Natalie (Salesforce Lead) Kakapo Live Streams (Sales) 01:03
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The Supervisor will be able to view the entire conversation.

(@ Conversation: Kakapo Live Streams (Sales) - 00:56 - O X
View in
CRM
Natalie (Salesforce Lead)
hurst@gmail.com Natalie
079764938 Hello
Sales
Google Chrome on Windows Kakapo Systems Web Chat
P 79 66.153 166 We're looking for an agent now, please
hold on &=
Steve Wardle
History Hi, how can | help you
A Natalie
£ WebChat (Closed) I need to return an item and need a
Kakapo Live Streams > Kakapo Systems Web return slip please
11 September 2020 14:15

For Callback conversations Supervisors will be able to see the time that a Callback has been

scheduled for and any notes added to the Callback.

Status
Reserved by Steve Wardle (Scheduled for today at 15:30)

@ Callback: Production Streams (Sales) - 02:56 - m] X

©C06

Transfer  Close View in
CRM

Natalie Maines (Salesforce Lead)
07976493816

@ Callback requested by Natalie Maines Today 14:58

Ticket Number: 452221557
jennawimshurst@gmail.com
I need help returning an item

Sales
Google Chrome on Windows (9 callback reserved by Steve Wardie Today 14:58
IP: 79 66153 166
ht‘tps:ﬁpar'ti!r:gitgcslL]exr;tscva:;ﬁi%iﬁhﬁled\aStfea (%) callplaced by Steve Wardle Today 14:58
History :7) Callback scheduled by Jenna Wimshurst for 21 September 2020 15:30 Today 14:58
[E  Note added by steve wardie Today 14:59
B webChat (Closed) *  The customer was busy so | have scheduled another callback in 30 mins

Kakapo Live Streams = Kakapo Systems

16.4 Agent Activity Tab
If a single Queue is both a Call and Contact Center Queue then you can click on the Queue in the
Activity Tab and change both the Join and Leave state and the ACD Status of all Agents within
that Queue.
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Mame | Kakapo Support

~ (® Queues (@]

Name Status
Ol © 1o queue |
Athul PS
p—— li‘ Leave CQueue
& Jenson Sign In
€& LucyDi Available
. Steve WIST™ |jnavailable v |[~] comfortBreak
Wrap-Up In a Meeting
Sign-Out Lunch
{_  Coll extension Taking Call Back
Taking Emails
D Instant message
Taking Tweets
Reset column widths Taking Web Chat
Show gridlines Training

However, if the Queue is only a Contact Center Queue then the Supervisor will only be able to

change the Agent’s Join and Leave State.

Contacts  Activity Logs  Vioicemail Agent Activity

Mame | Kakapo Live Streams

Name Status

alm |j j Join queue F
Chris Tutt

Jenna Wimsh @ Leavequeue

Jenson Frankll € Call extension
Steve Tutt

Instant
! Steve Wardle BB Instant message

16.4.1Agent Type

To add the Agent Type column to the Agent Activity Tab Go to

Settings>Services>Columns>Agent Activity and select it using the green add icon.

(@ Services & Settings

| Services |Setting5

=-Incoming Calls

- Anonymous Call Rejection
- Call Forward Always

- Call Forward Busy

- Call Forward No Answer

- Contact Center

i
(1)

- Supervisor
= Statjstic

- Reporting

[=- Cornm Pilot Express

- Mvailable: In Office

- Mvailable: Qut Of Office

- Flexible Seating Guest
- Hoteling Guest

Specify which columns should be displayed in the personal wallboard. Threshold values can
also be set for many columns

Agent Type

ACD State

ACD Duration
Total Calls

Missed Calls

Total Talk Time
Total Staffed Time

Agent Columns Contact Center Columns |Agent Activity |

‘Web Chats Answered

Lt -

> Cancel oK
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Agent type, this column shows the type of Agent the Agent is within the Queue. E.g. Omni
means they are only an Agent for Contact Center conversations, Voice means they are only an

Agent for VolP calls and Both means the Agent can take all conversation types from the Queue.

Contacts  Activity Logs  Voicemail AgentActivity

Queue |Kakapo Live Streams w ® Queues
Mame Agent Type
Amanda Dawson Omni
Chris Tutt Omni
. Jenna Wimshurst omni
Jenson Franklin Omni
Steve Tutt Omni
. Steve Wardle omni

17. TROUBLESHOOTING

17.1 Web Chat Hyperlinks

If an Agent has sent a link of a PDF and the customer is unable to directly click the link from the
chat window then the customer will need to install the Adobe extension and ensure they have
turned off auto download in their Google Chrome:

https://chrome.google.com/webstore/detail/pdf-

viewer/oemmndcbldboiebfnladdacbdfmadadm?hl=en

17.2 Can’t add Media Streams/Queues

If users are unable to create their own Media Stream or Queue and only manage them, this is
because creating a Media Stream is a billing event and the portal user account doesn’t have the

correct setting enabled.
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Portal User Accounts must have the “Can Assign & Unassign Licenses” setting enabled as this
allows users to add and remove licenses to users. It also allows the user to create Media
Streams and assign CPaaS numbers to users. (If this permission is not set then the user won’t be

able to create Media Streams and assign CPaaS numbers because these are billable actions).

If the permission is given

Production Streams Media Streams

ne or more media streams, each representin

Type

If the permission is not given

Production Streams Media Streams

A contact center queue consists of one or more media streams, each representing a link to the cloud (for example through email, webchat, or Twitter

Type Name

Callback

17.3 Channel Is No Longer Active Error

If the Web Chat or Callback widget on your website displays the below error, then either the
Media Stream has been deleted in the Kakapo portal and the Java Script is still present in that

webpage. Simply delete the Java Script from that web page.

Or, there is an error in the Java Script on that webpage. Simply copy and paste the Java Script

from the Media Stream profile page again and update the webpage.
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This web chat channel is no

longer active, or is invalid
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